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Shareholders, potential investors and other readers are urged to consider these and other factors in evaluating the forward-
looking statements and are cautioned not to place undue reliance on such forward- looking statements. The forward- looking
statements included are only made as of the date of this Annual Report on Form 10- K and we undertake no obligation to
publicly update such forward- looking statements to reflect subsequent events or circumstances, except as required by the
federal securities laws. General For more than 40 years, NRC Health has led the charge to humanize healthcare and support
organizations in their understanding of each unique individual. NRC Health’ s commitment to Human Understanding ® helps
leading healthcare systems get to know each person they serve not as point- in- time insights, but as an ongoing relationship.
Guided by its uniquely empathic heritage, NRC Health’ s patient- focused approach, unmatched market research, and emphasis
on consumer preferences are transforming the healthcare experience, creating strong outcomes for patients and entire healthcare
systems. Our end- to- end solutions enable our clients to understand what matters most to each person they serve — before,
during, after, and beyond clinical encounters — to gain a longitudinal understanding of how life and health intersect, with the
goal of developing lasting, trusting relationships. Our ability to measure what matters most and systematically capture, analyze,
and deliver insights based on self- reported information from patients, families, and consumers is critical in today’ s healthcare
market. We believe access to , and analysis of , our extensive consumer- driven information is increasingly valuable as
healthcare providers need to better understand and engage the people they serve to create long- term relationships and build
loyalty. Our expertise includes the efficient capture, transmittal, analysis, and interpretation of critical data elements from
millions of healthcare consumers. Using our solutions, our partners gain insights into what people think and how they feel about
their organizations in real- time, allowing them to build on their strengths and implement service recovery with greater speed and
personalization. We also provide legacy experience- based solutions and shared intelligence from industry thought leaders and
the nation’ s largest member network focused on healthcare governance and strategy to member boards and executives. Our
portfolio of subscription- based solutions provides actionable information and analysis to healthcare organizations across a
range of mission- critical, constituent- related elements, including patient experience, service recovery, care transitions,
employee engagement, reputation management, and brand loyalty. We partner with clients across the continuum of healthcare
services and believe this cross- continuum positioning is a unique and an increasingly important capability as evolving payment
models drive healthcare providers and payers towards a more collaborative and integrated service model. We have a broad and
diversified client base that is distributed primarily across the United States. Our ten largest clients collectively accounted for 15
%, 15 %, and 14 % ,—aﬁd—l-4%-of our total revenue in 2023 2022 —and 2021 aﬂd—2929—fespeeﬁ¥e}y—kppfexﬂﬁafe}y—l—%—24%

d ven a8 v ; 0-, respectively. We have achieved a market
1eadersh1p position through our more than 40 years of 1ndustry 1nn0vat10n and experience, as well as our long- term, recurring
revenue relationships (solutions that are used or required by a client each year) with many of the healthcare industry’ s largest
organizations. Since our founding in 1981, we have focused on meeting the evolving information needs of the healthcare
industry through internal product development, as well as select acquisitions. We are a Delaware corporation headquartered in
Lincoln, Nebraska. Human Understanding Solutions NRC Health recognizes that behind every person is a story. We help our
partners get to know each person they serve- their behaviors, preferences, wants, and needs — not as point- in- time insights, but
as an ongoing relationship. With the complexity and demands associated with healthcare delivery today, seeing the whole
picture is now more important than ever. The end- to- end Human Understanding solutions are designed to help capture and act
on what matters most to patients and their families , frontline employees, and the broader community hospitals and health
systems serve . The Human Understanding solutions deliver the capabilities needed to turn strategic aspiration into action in
critical focus areas. Each set of capabilities unlocks Human Understanding at the right time and place to improve care, enhance
performance, and catalyze growth. Our digital solutions consist of three primary solution categories which can be implemented
both collectively as an enterprise solution or individually to meet specific needs within the organization. The primary solution
categories include Marketing, Reputation, and Experience. Marketing Solutions — Our Marketing solutions are subscription-
based services that allow for improved tracking of awareness, perception, and consistency of healthcare brands; real- time
assessment of competitive differentiators; and enhanced segmentation tools to evaluate the needs, wants, and behaviors of
communities through real- time competitive assessments and enhanced segmentation tools. Market Insights is the largest U. S.
healthcare consumer database of its kind, measuring the opinions and behaviors of approximately 300, 000 healthcare
consumers across the contiguous United States annually. Market Insights is a syndicated survey that provides clients with an
independent third- party source of information that is used to understand consumer perception and preferences and optimize
marketing strategies. Our Marketing solutions provide clients with on- demand tools to measure brand value and build brand
equity in their markets, evaluate and optimize advertising efficacy and consumer recall, and tailor research to obtain the real time
voice of customer feedback to support branding and loyalty initiatives. Experience Solutions — Our Experience solutions are
provided on a subscription basis via a cross- continuum multi- mode digital platform that collects and measures data and then
delivers business intelligence that our clients utilize to improve patient experience, engagement , and loyalty. Patient experience
data can also be collected on a periodic basis using Consumer Assessment of Healthcare Providers and Systems (“ CAHPS )
compliant mail and telephone survey methods for regulatory compliance purposes and to monitor and measure improvement in
CAHPS survey scores. CAHPS survey data can be collected and measured as an integrated service within our digital platform or
independently as a legacy service offering. Our Experience solutions provide healthcare systems with the ability to receive and




act on customer and employee feedback across all care settings in real- time. Experience solutions include patient experience,
syoricforee-employee engagement, health risk assessments, care transition, and improvement tools. These solutions enable
clients to comply with regulatory requirements and to improve their reimbursement under value- based purchasing models. More
importantly, our Experience solutions provide quantitative and qualitative real- time feedback, improvement plans, and coaching
insights. By illuminating the complete care journey in real time, our clients can ensure each individual receives the care, respect,
and experience they deserve. Developing a longitudinal profile of what healthcare customers want and need allows for
organizational improvement and increased customer loyalty. Our Experience solutions also include tools to drive effective
communication between healthcare providers and patients in the critical 24- 72 hours post discharge using an automated
discharge call workflow supported by our digital platform. Through preference- based communications and real- time alerts,
these solutions enable organizations to identify and manage high- risk patients to reduce readmissions, increase patient
satisfaction and support safe care transitions. Tracking, trending , and benchmarking tools isolate the key areas for process
improvement allowing organizations to implement changes and reduce future readmissions. Reputation Solutions — Our
Reputation solutions allow healthcare organizations to share a picture of their organization and ensure that timely and relevant
content informs better consumer decision- making. Our star ratings tools enable our partners to publish a five- star rating metric
and verified patient feedback derived from actual patient survey data to complement their online physician information. Sharing
this feedback not only results in better- informed consumer decision- making but also has the ability to drive new patient
acquisition and grow online physician reputation. Our reputation monitoring tool alerts our partners to ratings and reviews on
third- party websites and provides workflows for response and service recovery. These solutions raise physician awareness of
survey results and provide access to improvement resources and educational development opportunities designed to improve the
way care is delivered. The Governance Institute Our Governance solutions, branded as The Governance Institute (“ TGI ),
serves not- for- profit health system boards of directors, executives, and physician leadership. TGI” s subscription- based, value-
driven membership services are provided through national conferences, publications, advisory services, and an online portal
designed to improve the effectiveness of hospital and healthcare systems by continually strengthening their board governance,
strategic planning, medical leadership, management performance and customer loyalty. TGI also conducts research studies and
tracks industry trends showcasing emerging healthcare trends and best practice solutions of healthcare system boards across the
country. TGI thought leadership helps our client board members and executives inform and guide their organization’ s strategic
priorities in alignment with the rapidly changing healthcare market. For additional information on our operating segment and our
revenue and assets by geographic area, see Note 13, “ Segment Information, ” to our consolidated financial statements. Markets
Growth Strategy We believe that the value proposition of our current solutions, combined with the favorable alignment of our
solutions with emerging market demand, positions us to benefit from multiple growth opportunities. We believe that we can
accelerate our growth through (1) increasing scope of services and sales of our existing solutions to our existing clients (or
cross- selling), (2) winning additional new clients through market share growth in existing market segments, (3) developing and
introducing new solutions to new and existing clients, and (4) pursuing acquisitions of, or investments in, firms providing
products, solutions or technologies which complement ours. Increasing contract value with existing clients. Our growth team
actively identifies and pursues cross- sell opportunities for clients to add additional solutions in order to accelerate our growth.
Organic contract value growth is also realized by the increased scope of solution adoption as the size of client organizations
increase from market expansion and consolidation. Adding new clients. We believe that there is an opportunity to add new
clients across all solutions. Our sales organization is actively identifying and engaging new client prospects with a focus on
demonstrating the economic value derived from adopting the portfolio of solutions in alignment with the prospect’ s strategic
objectives. Adding new solutions. The need for effective solutions in the market segments that we serve is evolving to align
with emerging healthcare consumerism trends. The evolving market creates an opportunity for us to introduce new solutions that
leverage and extend our existing core competencies. We believe that there is an opportunity to drive sales growth with both
existing and new clients, across all efthe market segments that we serve, through the introduction of new solutions. Pursue
strategic acquisitions and investments. We have historically complemented our organic growth with strategic acquisitions,
having completed eight such transactions since 2001 everthe-pastnineteenears-. These transactions have added new
capabilities and access to market segments that are adjacent and complementary to our existing solutions and market segments.
We believe that additional strategic acquisition and / or investment opportunities will exist from time to time to complement our
organic growth by further expanding our service capabilities, technology offerings and end markets. We generate the majority of
our revenue from the renewal of subscription- based client service agreements, supplemented by sales of additional solutions to
existing clients and the addition of new clients. Our sales activities are carried out by our growth team staffed with professional,
trained sales associates. We engage in marketing activities that enhance our brand visibility in the marketplace, generate demand
for our solutions and engage existing clients. Strategic campaigns and programs focus on (1) ensuring coverage of prospective
clients via targeted advertising and account- based campaigns, (2) elevating client value evidence and success stories to an
executive level profile, (3) engaging key stakeholders with content, programming and events and (4) amplifying thought
leadership through public and media relations programs that include earning placement in national media and trade publications,
securing podium presentations at key industry events , and winning awards on behalf of us and our executives. Competition The
healthcare information and market research services industry is highly competitive. We have traditionally competed with
healthcare organizations’ internal marketing, market research, and / or quality improvement departments which create their own
performance measurement tools, and with relatively small specialty research firms which provide survey- based healthcare
market research and / or performance assessment. Our primary competitors among such specialty firms include Press Ganey,
which we believe has significantly higher annual revenue than us, and several other organizations that we believe have less
annual revenue than us. We also compete with market research firms and technology solutions which provide survey- based,
general market research or voice of the customer feedback capabilities and firms that provide services or products that



complement healthcare performance assessments such as healthcare software or information systems. We believe the primary
competitive factors within our market include quality of service, timeliness of delivery, unique service capabilities, credibility of
provider, industry experience, and price. We believe that our industry leadership position, exclusive focus on the healthcare
industry, cross- continuum presence, comprehensive portfolio of solutions and relationships with leading healthcare providers
position us to compete in this market. Although only a few of these competitors have offered specific services that compete
directly with our solutions, many of these competitors have substantially greater financial, information gathering, and marketing
resources than us and could decide to increase their resource commitments to our market. There are relatively few barriers to
entry into our market, and we expect increased competition in our market which could adversely affect our operating results
through pricing pressure, increased marketing expenditures, and market share losses, among other factors. There can be no
assurance that we will continue to compete successfully against existing or new competitors. We believe that our competitive
strengths include the following: A leading provider of patient experience solutions for healthcare providers and other healthcare
organizations. Our history is based on capturing the voice of the consumer in healthcare markets. Our solutions build on the
Eight Dimensions of Patient- Centered Care, ” a philosophy developed by noted patient advocate Harvey Picker, who believed
patients’ experiences are integral to quality healthcare. This foundation has been enhanced through our digital platform offering
that provides the delivery of data and insights on a real time basis to understand what matters most to each individual. Based on
our more than 40 years of experience, we are able to deliver unique and relevant healthcare domain expertise to the clients we
serve. Established client base of leading healthcare organizations. Our client portfolio encompasses a majority of the leading
healthcare systems across the United States. Over 276-260 of the top 400 healthcare systems based on net patient revenue are
currently using one or more of our solutions. Our client base provides a unique network effect to share best practices among
existing clients and to attract new clients. Our existing client base also provides a significant organic growth opportunity to
upsell and cross sell additional solutions. Highly scalable and visible revenue model. Our solutions are offered primarily
through fixed price, subscription- based service agreements. The solutions we provide are also recurring in nature, which
enables an ongoing relationship with our clients and favorable retention. This combination of subscription- based revenue, a base
of ongoing client renewals and automated platforms creates a highly visible and scalable revenue model. Comprehensive
portfolio of solutions. Our portfolio of subscription- based solutions provides actionable information and analysis to healthcare
organizations across a range of mission- critical, constituent- related elements, including patient experience, service recovery,
care transitions, employee engagement, reputation management, and brand loyalty. Our end- to- end solutions enable our clients
to understand what matters most to each person they serve — before, during, after, and beyond clinical encounters — to gain a
longitudinal understanding of each individual. We partner with clients across the continuum of healthcare services and believe
this cross- continuum positioning is a unique and an increasingly important capability as evolving payment models drive
healthcare providers and payers towards a more collaborative and integrated service model. Exclusive focus on healthcare. We
focus exclusively on healthcare and serving the unique needs of healthcare organizations across the continuum, which we
believe gives us a distinct competitive advantage compared to other survey and analytics software providers. Our value
proposition incorporates the benefits to clients derived from our deep subject matter expertise that has been built from helping
healthcare organizations over the past 40 years. Our platform includes features and capabilities built specifically for healthcare
providers, including a library of performance improvement content which can be tailored to the provider based on their specific
customer feedback profile. Experienced senior management team led by our founder. Our senior management team has
extensive industry and leadership experience. Michael D. Hays, our Chief Executive Officer and President, founded NRC
Health in 1981. Prior to launching the Company, Mr. Hays served as Vice President and as a Director of SRI Research Center,
Inc. (now known as the Gallup Orgamzatlon) %th%Fm&netal@fﬁeer—Kevm—Ka%as—GPA—has—eﬁenswe—ﬁﬁ&neial

o rte Fears: Helen Hrdy was appomted as our Ch1ef Gfew-t-h
Customer Officer in Ji anuary %9%9—2024 Pnor to thls posmon Ms. Hrdy served as our Chief Growth Officer for three years
and our Senior Vice President, Customer Success, for eight years . In January 2024, Jason Hahn, Christophe Louvion, and
Andy Monnich joined our management team as Chief Revenue Officer, Chief Product Technology Officer and Chief
Corporate Development Officer, respectively. They have track records of success in similar positions at leading
healthcare information and technology companies such as Press Ganey, Perceptyx, Episource, PatientPop, and
Practicing Excellence . Resources Our success depends in part upon our data collection processes, research methods, data
analysis techniques and internal systems, and procedures that we have developed specifically to serve clients in the healthcare
industry. We have no patents for most of our intellectual property. Consequently, we rely on a combination of copyright and
trade secret laws and associate nondisclosure agreements to protect our systems, survey instruments and procedures. There can
be no assurance that the steps we have taken to protect our rights will be adequate to prevent misappropriation of such rights or
that third parties will not independently develop functionally equivalent or superior systems or procedures. We believe that our
systems and procedures and other proprietary rights do not infringe upon the proprietary rights of third parties. There can be no
assurance, however, that third parties will not assert infringement claims against us in the future or that any such claims will not
result in protracted and costly litigation, regardless of the merits of such claims or whether we are ultimately successful in
defending against such claims. Government Regulation According to the Centers for Medicare and Medicaid Services (“ CMS
), health expenditures in the United States were approximately $ 4. 3-5 trillion in 20242022 , or $ 42-13 , 944-493 per person.
In total, health spending accounted for 17 +8-—3-% of the nation’ s Gross Domestic Product in 26242022 . Addressing this
growing expenditure burden continues to be a major policy priority at both federal and state levels. In addition, increased co-
pays and deductibles in healthcare plans have focused even more consumer attention on health spending and affordability. In the
public sector, Medicare provides health coverage for individuals aged 65 and older, while Medicaid provides coverage for low-



income families and other individuals in need. Both programs are administered by the CMS. With the aging of the U. S.
population, Medicare enrollment has increased significantly. In addition, longer life spans and greater prevalence of chronic
illnesses among both the Medicare and Medicaid populations have placed tremendous demands on the health care system. An
increasing percentage of Medicare reimbursement and reimbursement from commercial payers has been determined under value
payment models, based on factors such as patient readmission rates and provider adherence to certain quality- related protocols.
At the same time, many hospitals and other providers are creating new models of care delivery to improve patient experience,
reduce cost and provide better clinical outcomes. These new models are based on sharing financial risk and managing the health
and behaviors of large populations of patients and consumers. This transformation towards value- based payment models and
increased engagement of healthcare consumers is resulting in a greater need for existing healthcare providers to deliver more
customer- centric healthcare. At the same time, organizations that have successfully developed effective customer service
models and brand loyalty in other industry verticals are entering the healthcare services market. We believe that our current
portfolio of solutions is uniquely aligned to address these healthcare market trends and related business eppertanity
opportunities . We provide tools and solutions to capture, interpret and improve the CAHPS data required by CMS as well as
real time feedback that enables clients to better understand what matters most to people at key moments in their relationship with
a health organization. Our solutions enable our clients to both satisfy patient survey compliance requirements and design
experiences to build loyalty and improve the wellbeing of the people and communities they care for. Human Capital As of
December 31, 26222023 , we employed a total of 49+43S associates. None of our associates are represented by a collective
bargaining unit. Mest The-majerity-of our associates work remotely. We attract a passionate team of associates who care deeply
about making a difference in advancing “ Human Understanding ” in healthcare. We consider our relationships with our
associates to be good. We are committed to providing a workplace free of harassment or discrimination based on race, color,
religion, sex, sexual orientation, gender identity, national origin, genetic information, ancestry, veteran status, or disability. We
are an equal opportunity employer committed to inclusion and diversity. Available Information More information regarding
NRC Health is available on our website at www. nrchealth. com. We are not including the information contained on or available
through our website as part of, or incorporating such information by reference into, this Annual Report on Form 10- K. Our
Annual Reports on Form 10- K, Quarterly Reports on Form 10- Q, Current Reports on Form 8- K and any amendments to those
reports are made available to the public at no charge through a link appearing on our website. We provide access to such
materials through our website as soon as reasonably practicable after electronically filing such material with, or furnishing it to,
the Securities and Exchange Commission. Reports and amendments posted on our website do not include access to exhibits and
supplemental schedules electronically filed with the reports or amendments. Item 1 A. Risk Factors You should carefully
consider each of the risks described below, together with all of the other information contained in this Annual Report on Form
10- K, before making an investment decision with respect to our securities. If any of the following risks develop into actual
events, our business, financial condition or results of operations could be materially and adversely affected and you may lose all
or part of your investment. Risks Related to our Business We depend on contract renewals, including retention of key clients, for
a large share of our revenue and our operating results could be adversely affected. We expect that a substantial portion of our
revenue for the foreseeable future will continue to be derrved from renewable service contracts. Substantrally all contracts are
renewable annually at the option of our clients ;-alth contracts-with-elientstn ; : Ve
ﬂe—m-m-tmtﬂﬁ-pt&ehas&eeﬂaﬁat&ﬂeﬂts— Client contracts are generally cancelable on short notrce Wrthout penalty o however we
are entitled to payment for services through the cancellation date. To the extent that clients fail to renew or defer their renewals,
we anticipate our results may be materially adversely affected. We rely on a limited number of key clients for a substantial
portion of our revenue. Our ten largest clients collectively accounted for 15 %, 15 %, and 14 % sand=44-%-of our total revenue
in 2023, 2022 ;-and 2021 ard-2620-, respectively. Our ability to secure renewals depends on, among other things, our ability to
gather and analyze performance data in a consistent, high- quality, and timely fashion. In addition, the service needs of our
clients are affected by accreditation requirements, enrollment in managed care plans, the level of use of satisfaction measures in
healthcare organizations’ overall management and compensation programs, the size of operating budgets, clients’ operating
performance, industry and economic conditions, and changes in management or ownership. As these factors are beyond our
control, we cannot ensure that we will be able to maintain our renewal rates. Any material decline in renewal rates from existing
levels would have an adverse effect on our revenue and a corresponding effect on our operating and net income. We operate in a
highly competitive market and could experience increased price pressure and expenses as a result. The healthcare information
analytics and market research services industry is highly competitive. We have traditionally competed with healthcare
organizations’ internal marketing, market research and / or quality improvement departments that create their own performance
measurement tools, and with other fe{aﬁvel-y—smfrl-l-speem}ty—reseafeh—ﬁrms that provide survey- based healthcare market
research and / or performance assessment. Our primary competitors ameng-sueh-speetatty-firms-include Press Ganey, which we
believe has significantly higher annual revenue than us, and several three-erfour-other firms that provide similar services in
the market we serve beleve-havetowerannaal-revenue-thanus-. We also compete with market research firms and technology
solutions which provide survey- based, general market research or voice of the customer feedback capabilities and firms that
provide services or products that complement healthcare performance assessments, such as healthcare software or information
systems. Although only a few of these competitors have offered specific services that compete directly with our services, many
of these competitors have substantially greater financial, information gathering, and marketing resources than us and could
decide to increase their resource commitments to our market. Furthermore, we do not have a publicly traded group of peers,
which makes it difficult to compare and benchmark performance to other similar companies. There are relatively few barriers to
entry into our market, and we expect increased competition in our market which could adversely affect our operating results
through pricing pressure, increased marketing expenditures, and market share losses, among other factors. There can be no
assurance that we will continue to compete successfully against existing or new competitors. Because our clients are




concentrated in the healthcare industry, our revenue and operating results may be adversely affected by changes in regulations, a
business downturn or consolidation with respect to the healthcare industry. Substantially all of our revenue is derived from
clients in the healthcare industry. As a result, our business, financial condition and results of operations are influenced by
conditions affecting this industry, including changing political, economic, competitive and regulatory influences that may affect
the procurement practices and operation of healthcare providers and payers. Future legislative changes, including additional
provisions to control healthcare costs, improve healthcare quality and expand access to health insurance, could result in lower
reimbursement rates and otherwise change the environment in which providers and payers operate. In addition, large private
purchasers of healthcare services are placing increasing cost pressure on providers. Healthcare providers may react to these cost
pressures and other uncertainties by curtailing or deferring purchases, including purchases of our services. Moreover, there has
been consolidation of companies in the healthcare industry, a trend which we believe will continue to grow. Consolidation in
this industry, including the potential acquisition of certain of our clients, could adversely affect aggregate client budgets for our
services, could result in clients performing more marketing, market research and / or quality improvement functions internally or
could result in the termination of a client’ s relationship with us. The impact of these developments on the healthcare industry is
difficult to predict and could have an adverse effect on our revenue and a corresponding effect on our operating and net income.
We could be negatively impacted by outbreaks the-Cerenaviras-or “-pandemics. In May 2023, the federal government lifted
its Federal Public Health Emergency Declaration related to COVID- 19 Zpandemie-or-. However, the continued spread of
COVID- 19, including its variants, together with any other eutbreaks-erpandemtes—Fhe-outbreak of COVID—9-and-the
other asseetatedresponses;have-impaeted-contagious diseases or public heath environments could adversely affect our
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d and sfeelepﬂee—lt may also have the effect of helghtenlng
many of the other rlsks descrlbed in thls Part I, ltem lA of this Form 10- K. We could be negatively impacted by the global
Russtan—raine-eonthet-conflicts or similar glebal-events. The Russtan—Uikraine-aforementioned areas of conflict, and any
expansion of such the-Russtanr—Ukraine-eonfliet-conflicts , could adversely affect our business and operations. We outsource
certain software development services to third parties in the Ukraine. Since the onset of the active Russian- Ukraine conflict, our
contractors have been able to continue their work. However, those services could be more negatively impacted in the future.
Civil unrest, political instability or uncertainty, military activities, utility service breakdowns or broad- based sanctions, should
they continue for the long term or escalate, could interrupt our contractors’ ability to provide services and require our associates
to perform the services or replace the contractors which could have an adverse effect on our operations and financial
performance, including higher volatility in foreign currency exchange rates, increased use of less cost- efficient resources and
negative impacts to our business resulting from deteriorating general economic conditions. Further, we cannot predict the
impact of the military actions and any heightened military conflict or geopolitical instability that may follow, including
additional sanctions or countersanctions, heightened inflation, cyber disruptions or attacks, higher energy costs, and supply
chain disruptions. General economic factors could adversely impact our profitability. Negative changes in general economic
conditions, in the geographic areas in which we operate may reduce our profitability. An economic downturn , a rise in interest
rates, and inflationary pressures can reduce the demand for our services and result in termination-terminations as well as
slower client payments or client defaults on receivables. Additionally, in 2822-2023 , we experienced increased costs including
the-salary and benefits costs eftabor-in sales and client support, software costs , contracted services, costs associated with
our building improvements and equipment purchases and we expect elevatedHevels-ofinflatton-inflationary pressures to
continue in 2823-2024 . Inflation may increase our costs without a corresponding increase in our contract revenue due to fixed
contract arrangements, which could result in decreased margins and profitability. We face several risks relating to our ability to
collect the data on which our business relies. Our ability to provide timely and accurate performance measurement and
improvement services to our clients depends on our ability to collect large quantities of high- quality data through surveys. If
survey operations are disrupted and we are unable to process surveys in a timely manner, then our revenue and net income
could be negatively impacted. We outsource certain operations and engage third parties to perform work needed to fulfill our
client services. For example, we use vendors to perform certain outreach and data collection services related to our survey
operations. If any of these vendors cease to operate or fail to adequately perform the contracted services and alternative
resources and processes are not utilized in a timely manner, our business could be adversely affected. The loss of any of our key
vendors could impair our ability to perform our client services and result in lower revenues and income. It would also be time-
consuming and expensive to replace, either directly or through other vendors, the services performed by these vendors, which
could adversely impact revenues, expenses and net income. Furthermore, our ability to monitor and direct our vendors’
activities is limited. If their actions and business practices violate policies, regulations or procedures otherwise considered
illegal, we could be subject to reputational damage or litigation which would adversely affect our business. If receptivity to our
survey methods by respondents declines, or, for some other reason, their willingness to complete and return surveys declines, or
if we, for any reason, cannot rely on the integrity of the data we receive, then our revenue could be adversely affected with a



corresponding effect on our operating and net income. If intellectual property and other proprietary information technology were
copied or independently developed by our competitors, our operating results could be negatively affected. Our success depends
in part upon our data collection process, research methods, data analysis techniques, and internal systems and procedures that
we have developed specifically to serve clients in the healthcare industry. We do not hold patents for our intellectual property.
Consequently, we rely on a combination of copyright, trade secret laws and associate nondisclosure agreements to protect our
systems, survey instruments and procedures. We cannot assure you that the steps we have taken to protect our rights will be
adequate to prevent misappropriation of such rights, or that third parties will not independently develop functionally equivalent
or superior systems or procedures. We believe that our systems and procedures and other proprietary rights do not infringe upon
the proprietary rights of third parties. We cannot assure you, however, that third parties will not assert infringement claims
against us in the future, or that any such claims will not result in protracted and costly litigation, regardless of the merits of such
claims, or whether we are ultimately successful in defending against such claims. Failures, interruptions or deficiencies in our
information technology and communications systems could negatively impact our business and operating results. Our ability to
provide timely and accurate performance measurement and improvement service to our clients is dependent, to a significant
extent, upon the technology that we develop internally as well as the efficient and uninterrupted operation of our information
technology and communication systems, and those of our external service providers. Investment in the enhancement of existing
and development of new information technology processes is costly and affects our ability to successfully serve our clients. The
failure or deficiency of the technology we develop and implement could negatively impact the willingness or ability for our
clients to use our services and our ability to perform our services. Our failure to anticipate clients’ expectation and needs, adapt
to emerging technological trends, or design efficient and effective information technology platforms, could result in lower
utilization, loss of customers, damage to customer relationships, reduced revenue and profits, refunds to customers and damage
to our reputation. Although we have procedures to monitor the efficacy of our information technology platforms, the procedures
may not prevent failures or deficiencies in the information technology platforms we develop and implement , we may not adapt
quickly enough and may incur significant costs and delays that could harm our business. Additional costs eeute-will be incurred
to further develop and improve our information technology platforms. Our systems and those of our external service providers
could be exposed to damage or interruption from fire, natural disasters , which may increase in frequency and severity due to
climate change , energy loss, telecommunication failure, security breach and computer viruses. An operational failure or outage
in our information technology and communication systems or those of our external service providers, could result in loss of
customers, damage to customer relationships, reduced revenue and profits, refunds of customer charges and damage to our
reputation and may result in additional expense to repair or replace damaged equipment and recover data loss resulting from the
interruption. Although we have taken steps to prevent system failures and have back- up systems and procedures to prevent or
reduce disruptions, such steps may not prevent an interruption of services and our disaster recovery planning may not account
for all contingencies. Additionally, our insurance may not adequately compensate us for all losses or failures that may occur.
Any one of the above situations could have a material adverse effect on our business, financial condition, results of operations
and reputation. If we or our third- party service providers sustain cyber- attacks or other privacy or data security incidents that
result in security breaches that disrupt our operations or result in the unintended dissemination of protected personal information
or proprietary or confidential information or Artificial Intelligence (“ AI ”) impacts our demand for, or providing of,
services , we could suffer a loss of revenue and increased costs, exposure to significant liability, reputational harm and other
serious negative consequences. In connection with our client services, we and our third- party service providers receive, process,
store and transmit sensitive business information and, in certain circumstances, personal medical information of our clients’
patients, electronically over the internet. We or our third- party service providers may become the target of attempted cyber-
attacks and other security threats and may be subject to breaches of the information technology systems we use. Experienced
computer programmers and hackers may be able to penetrate our security controls and access, misappropriate or otherwise
compromise protected personal information or proprietary or confidential information or that of third —parties, create system
disruptions or cause system shutdowns that could negatively affect our operations. They also may be able to develop and deploy
viruses, worms, ransomware, and other malicious software programs that attack our systems or otherwise exploit any security
vulnerabilities. In addition, the risk of cyber- attacks has increased in connection with the military conflict between Russia and
Ukraine and the resulting geopolitical conflict. In light of those and other geopolitical events, nation- state actors or their
supporters may launch retaliatory cyber- attacks ;-and may attempt to cause supply chain and other third- party service provider
disruptions, or take other geopolitically motivated retaliatory actions that may disrupt our business operations, result in data
compromise, or both. Nation- state actors have in the past carried out, and may in the future carry out, cyber- attacks to achieve
their aims and goals, which may include espionage, information operations, monetary gain, ransomware, disruption, and
destruction. In February 2022, the U. S. Cybersecurity and Infrastructure Security Agency issued a “ Shields Up ™ alert for
American organizations noting the potential for Russia’ s cyber- attacks on Ukrainian government and critical infrastructure
organizations to impact organizations both within and beyond the United States, particularly in the wake of sanctions imposed
by the United States and its allies , which is still in effect . These circumstances increase the likelihood of cyber- attacks and /
or security breaches. We were the target of a an-externatcyber- attack in February-2020 , {the-“February-inetdent>-which
resulted in a-temporary suspension of our services to clients. One of our third- party service providers was the target of a a#
external-cyber- attack in December 2022 , which resulted in a temporary suspension of certain services to our clients. In both
instances no protected data was compromised or exfiltrated. We, and our service providers, will likely continue to be the target
of other attempted cyber- attacks and security threats. Such cyber- attacks may subject us to litigation and regulatory risk, civil
and criminal penalties, additional costs and diversion of management attention due to investigation, remediation efforts and
engagement of third- party consultants and legal counsel in connection with such incidents, payment of “ ransoms ” to regain
access to our systems and information, loss of clients, damage to client relationships, reduced revenue and profits, refunds of



client charges and damage to our reputation, any of which could have a material adverse effect on our business, cash flows,
financial condition and results of operations. While we have contingency plans and insurance coverage for potential liabilities of
this nature, they may not be sufficient to cover all claims and liabilities and in some cases are subject to deductibles and layers
of self- insured retention . Any system failure, inability to upgrade or update, or security breach (including cyber- attacks)
related to our information technology systems may also impact third parties that we rely on in our business and could
result in a hinderance to the services provided by the Company or such third parties, as the case may be, and may have a
material adverse effect on our business . We cannot ensure that we or our third- party service providers will be able to
identify, prevent or contain the effects of cyber- attacks or other cybersecurity risks that bypass our security measures or disrupt
our information technology systems or business. We have security technologies, processes and procedures in place to protect
against cybersecurity risks and security breaches. However, hardware, software or applications we develop or procure from third
parties may contain defects in design, manufacturer defects or other problems that could unexpectedly compromise information
security. In addition, because the techniques used to obtain unauthorized access, disable or degrade service or sabotage systems
change frequently, are becoming increasingly sophisticated, and may not immediately produce signs of intrusion, we may be
unable to anticipate these techniques, timely discover or counter them or implement adequate preventative measures. In addition,
we use third- party technology, systems and services for a variety of reasons, including, without limitation, encryption and
authentication technology, employee email, content delivery to clients, back- office support, and other functions that in some
cases involve processing, storing and transmitting large amounts of data for our business. These third- party providers may also
experience security breaches or interruptions to their information technology hardware and software infrastructure and
communications systems that could adversely impact us. Under the Health Insurance Portability and Accountability Act of
1996, as amended by the Health Information Technology for Economic and Clinical Health Act of 2009, or HITECH,
implementing regulations promulgated by the U. S. Department of Health and Human Services, or “ HHS, ” including what are
referred to as the ““ Privacy Rule ” and the ““ Security Rule ” (collectively, “ HIPAA ), we face potential liability related to the
privacy of health information we obtain. We are required through our contracts with our clients and by HIPAA to protect the
privacy and security of certain health information and to make certain disclosures to our clients or to the public if this
information is unlawfully accessed. Changes in privacy and information security laws and standards may require that we incur
significant expense to ensure compliance due to increased technology investment and operational procedures. Noncompliance
with any privacy or security laws and regulations, including, without limitation, HIPPA, or any security breach, cyber- attack or
cybersecurity breach, and any incident involving the misappropriation, loss or other unauthorized disclosure or use of, or access
to, sensitive or confidential information, whether by us or by one of our third- party service providers, could require us to expend
significant resources to continue to modify or enhance our protective measures and to remediate any damage. In addition, this
could negatively affect our operations, cause system disruptions, damage our reputation, cause client losses and contract
breaches, and could also result in regulatory enforcement actions, material fines and penalties, litigation or other actions that
could have a material adverse effect on our business, cash flows, financial condition and results of operations. Even if cyber-
attacks or other cybersecurity breaches do not result in noncompliance with privacy or security laws, the perception that such
noncompliance may have occurred by our clients or in the news media may have an adverse impact on our stock price and could
result in damage to our reputation or loss of clients, which could have a material adverse effect on our business, cash flows,
financial condition and results of operations. In addition, the adoption of AI and other emerging technologies may become
significant to operational results in the future. While AI and other technologies may offer substantial benefits, they may
also introduce additional risk. We use Al for certain limited processes and expect our Al usage to increase in the future.
However, if we are unable to successfully implement and utilize such emerging technologies as effectively as competitors
or our customers are able to use Al as a replacement to our services, the Company may be negatively affected in the
larger marketplace. Some of our employees work remotely, which may increase the cybersecurity risks to our business,
including an increased demand for information technology resources, increased risk of phishing, and other cybersecurity
risks. We have, and will continue to have, a portion of our employee population that works from home full- time or
under flexible work arrangements, and we have provided associates with expanded remote network access options
which enable them to work outside of our corporate infrastructure and, in some cases, use their own personal devices,
which exposes us to additional cybersecurity risks. Our employees working remotely may expose us to cybersecurity
risks through: (i) unauthorized access to sensitive information as a result of increased remote access, including our
employees’ use of Company- owned and personal devices and videoconferencing functions and applications to remotely
handle, access, discuss, or transmit confidential information, and (ii) increased exposure to phishing and other scams as
cybercriminals may, among other things, install malicious software and access sensitive information. We believe that the
increased number of employees working remotely has incrementally increased our cyber risk profile, but we are unable
to predict the extent or impacts of those risks at this time. A significant disruption of our information technology
systems, unauthorized access to or loss of confidential information, or legal claims resulting from our violation of
privacy laws could each have a material adverse effect on our business. Reputational harm could have a material adverse
effect on our business, financial condition and results of operations. Our ability to maintain a positive reputation is critical to
selling our services. Our reputation could be adversely impacted by any of the following (whether or not valid): the failure to
maintain high ethical and social standards; the failure to perform our client services in a timely manner; violations of laws and
regulations; failure to adequately preserve information security; and the failure to maintain an effective system of internal
controls or to provide accurate and timely financial information. Damage to our reputation or loss of our clients’ confidence in
our services for any of these, or any other reasons, could adversely impact our business, revenues, financial condition, and
results of operations, as well as require additional resources to rebuild our reputation. Our operations are subject to laws and
regulations that impose significant compliance costs and create reputational and legal risk. Due to the nature of the services we



offer, we are subject to significant commercial, trade and privacy regulations. We cannot predict the nature, scope or effect of
future regulatory requirements to which our operations might be subject or the manner in which existing laws might be
administered or interpreted, which could have a material and negative impact on our business and our results of operation. For
example, recent years have seen an increase in the development or enforcement of legislation related to healthcare reform,
privacy, trade compliance and anti- corruption. Additionally, some of the services we provide include information our clients
need to fulfill regulatory reporting requirements. If our services result in errors or omissions in our clients’ regulatory reporting,
we may be subject to loss of clients, reputational harm or litigation, each potentially adversely impacting our business.
Furthermore, although we maintain a variety of internal policies and controls designed to educate, discourage, prevent and
detect violations of such laws, we cannot guarantee that such actions will be effective or sufficient or that individual employees
will not engage in inappropriate behavior in breach of our policies. Such conduct, or even an allegation of misbehavior, could
result in material adverse reputational harm, costly investigations, severe criminal or civil sanctions, or could disrupt our
business, and could negatively affect our results of operations or financial condition . Ineffective internal controls could have
a negative impact on our business, results of operations, and our reputation. Our internal controls over financial
reporting may not prevent or detect misstatements because of its inherent limitations, including the possibility of human
error, failure or interruption of information technology systems, the circumvention or overriding of controls, or fraud.
Even effective internal controls can provide only reasonable assurance with respect to the preparation and fair
presentation of financial statements. If we fail to maintain the adequacy of our internal controls, including any failure to
implement required new or improved controls, or if we experience difficulties in their implementation, including with
the implementation of our internal controls in acquired companies, our business and operating results could be harmed
and we could fail to meet our financial reporting obligations, which also could have a negative impact on our reputation .
Our growth strategy includes future acquisitions and / or investments which involve inherent risk. In order to expand services or
technologies to existing clients and increase our client base, we have historically, and may in the future, make strategic business
acquisitions and / or investments that we believe complement our business. Acquisitions have inherent risks which may have
material adverse effects on our business, financial condition, or results of operations, including, among other things: (1) failure
to successfully integrate the purchased operations, technologies, products or services and maintain uniform standard controls,
policies and procedures; (2) substantial unanticipated integration costs; (3) loss of key associates including those of the acquired
business; (4) diversion of management’ s attention from other operations; (5) failure to retain the customers of the acquired
business; (6) failure to achieve any projected synergies and performance targets; (7) additional debt and / or assumption of
known or unknown liabilities; (8) dilutive issuances of equity securities; and (9) a write- off of goodwill, software development
costs, client lists, other intangibles and amortization of expenses. If we fail to successfully complete acquisitions or integrate
acquired businesses, we may not achieve projected results and there may be a material adverse effect on our business, financial
condition and results of operations. In addition, volatility in the equity markets could impair our financial position in
general terms and our ability to effectively capitalize on potential merger and acquisition opportunities. Risks Related to
our Common Stock Our principal shareholders effectively control the Company. A majority of our common stock and voting
power was historically owned and / or held by Michael D. Hays, our Chief Executive Officer and President. However, over the
years Mr. Hays, for estate planning purposes, gifted and / or transferred almost all of his directly owned shares to trusts for the
benefit of his family. Currently, the principal holders of shares previously owned by Mr. Hays are the Common Property Trust
and the Amandla MK Trust (collectively the “ Trusts ™). As of February 23-13 , 2622-2024 , approximately 4438 . +6 % of our
outstanding common stock was owned by the Trusts and approximately 56-46 . 8-2 % of our outstanding common stock was
held by the Trusts and other entities ewned-er-controlled by trustees or special power holders for the benefit of members of
Mr. Hays’ family. As a result, the Trusts and these other entities , through the trustees or special power holders, have the
power to indirectly control decisions such as whether to issue additional shares or declare and pay dividends and can control
matters requiring shareholder approval, including the election of directors and the approval of significant corporate matters such
as change of control transactions. The effects of such influence could be to delay or prevent a change of control of the Company
unless the terms are approved by the Trusts and these other entities. The market price of our common stock may be volatile and
shareholders may be unable to resell shares at or above the price at which the shares were acquired. The market price and
trading volume of our common stock has historically been and may continue to be highly volatile, and investors in our common
stock may experience a decrease in the value of their shares, including decreases that are in response to factors beyond our
control, including, but not limited to: ® Variations in our financial performance and that of similar companies; ® Regulatory and
other developments that may impact the demand for our services; ® Reaction to our press releases, public announcements and
filings with the Securities and Exchange Commission; @ Client, market and industry perception of our services and performance;
e Actions of our competitors; ® Changes in earnings estimates or recommendations by analysts who follow our stock; @ Loss of
key personnel; @ Investor, management team or large steekholder-shareholder sales of our stock; e Changes in accounting
principles; and e Variations in general market, economic and political conditions or financial markets. Any of these factors,
among others, may result in changes in the trading volume and / or market price of our common stock. Following periods of
volatility in the market price of securities, shareholders have often filed securities class- action lawsuits. Our involvement in a
class- action lawsuit would result in substantial legal fees and divert our senior management’ s attention from operating our
business, which could harm our business and net income. General Risk Factors Our operating results may fluctuate and this may
cause our stock price to decline. Our overall operating results may fluctuate as a result of a variety of factors, including the size
and timing of orders from clients, client demand for our services (which, in turn, is affected by factors such as accreditation
requirements, enrollment in managed care plans, operating budgets and clients’ operating performance), the hiring and training
of additional staff, expense increases, and industry and general economic conditions. Because a significant portion of our
overhead is fixed in the short- term, particularly some costs associated with owning and occupying our building and full- time



personnel expenses, our results of operations may be materially adversely affected in any particular period if revenue falls below
our expectations. These factors, among others, make it possible that in some future period our operating results may be below
the expectations of securities analysts and investors which would have a material adverse effect on the market price of our
common stock. Our business and operating results could be adversely affected if we are unable to attract or retain key managers
and other personnel. Our future performance may depend, to a significant extent, upon the efforts and ability of our key
personnel who have expertise in gathering, interpreting and marketing survey- based performance information for healthcare
markets. Although client relationships are managed at many levels within our company, the loss of the services of Michael D.
Hays, our Chief Executive Officer and President, or one or more of our other sentor-managers-executive officers , could have a
material adverse effect, at least in the short to medium term, on most significant aspects of our business, including strategic
planning, product development, and sales and customer relations. Our success will also depend on our ability to hire, train and
retain skilled personnel in all areas of our business. Competition for qualified personnel in our industry is intense, and many of
the companies that compete with us for qualified personnel have substantially greater financial and other resources than us.
Furthermore, we expect competition for qualified personnel to become more intense as competition in our industry increases.
We cannot assure you that we will be able to recruit, retain and motivate a sufficient number of qualified personnel to compete
successfully. In January 2024, we announced the appointment of four newly created executive officer positions: Helen
Hrdy as Chief Customer Officer, Jason Hahn as Chief Revenue Officer, Christophe Louvion as Chief Product
Technology Officer, and Andy Monnich as Chief Corporate Development Officer. These newly appointed executives
reflect one of our investments to achieve our strategic initiatives, which include capturing expanded market
opportunities through serving clients across increasingly interconnected patient, customer, and employee experience
markets. We may not be successful in achieving our strategic initiatives within the timeframe we expect or at all, such
executives may leave, or we may not realize the expected benefits and results from compensation structures we have put
in place. Additionally, Kevin R. Karas, our Senior Vice President Finance, Treasurer, Secretary and Chief Financial
Officer has announced his retirement, effective March 31, 2024. The retirement of Mr. Karas may result in a lack of
continuity or operational issues. [.ike many other companies, we experienced higher attrition rates in the last two-three years.
We may incur higher costs to attract, train and retain these associates. Attrition in our sales and service areas can also impact our
ability to retain and attract new business. We may need to develop or adapt to new ways of doing business that challenge our
leadership, our associate training, our human resources, and our business practices, and we cannot assure you that we will be
successful in doing so. The short and long- term costs associated with these potential changes are difficult to quantify. Increases
in income tax rates, changes in income tax laws or regulations, or unfavorable resolutions of tax matters could adversely
impact our profitability. We are subject to income tax in the United States. Our overall effective income tax rate is a
function of the federal and local tax rates and the geographic mix of our income before taxes in the jurisdictions in which
we operate. Changes in tax rates could negatively impact our net income. Tax laws and regulations, including rates of
taxation, are subject to revisions by individual taxing jurisdictions. It is possible that these types of changes could
materially impact our net income and cash flows. Significant judgment is required in determining our annual income tax
expense and in evaluating our tax positions. Although we believe our tax estimates are reasonable, the final
determination of tax audits could materially differ from our historical income tax provisions, estimates and accruals and
could materially adversely impact our financial statements for the period or periods which the statute of limitations is
open. Failure to comply with public company regulations could adversely impact our profitability. As a public company, we are
subject to the reporting requirements of the Securities Act of 1933, the Securities Exchange Act of 1934, the Sarbanes- Oxley
Act 0f 2002, the Dodd- Frank Act Wall Street Reform and Consumer Protection Act, the listing requirements of NASDAQ and
other applicable securities rules and regulations. Additionally, laws, regulations and standards relating to corporate governance
and public disclosure are subject to varying interpretations and continue to develop and change. If we misinterpret or fail to
comply with these rules and regulations, our legal and financial compliance costs and net income may be adversely affected.
Item 1B. Unresolved Staff Comments



