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1.1. Studying the target audience and their context

!"#$%"&'"()**)*(&+$&,$*,"-+./0)1"&/&-$2)+)3"&/0+"%*/+)3"&*/%%/+)3"&,/4-/)(*5&)+&)2&"22"*+)/0&+$&2+.67&+8"&+/%("+&
/.6)"*,"&/*6&)+2&,$*+"9+:&;*&<$.*+"%=,+&-%$>",+&+8"&+/%("+&/.6)"*,"&?/2&@ABCD&7"/%2&$06&4)(%/*+2&/*6&%"#.(""2:&
E8)2&,8$),"&?/2&'/2"6&$*&+8"&"4-)%),/0&/22.4-+)$*&+8/+&+8"2"&7$.*(2+"%2&?"%"&"2-",)/007&3.0*"%/'0"&+$&
%/6),/0)2/+)$*&-%$,"22"2&"2-",)/007&6."&+$&/&-$+"*+)/0&2+)(4/+)1/+)$*&$#&4)(%/*+2&/*6&%"#.(""2&)*&F"2+"%*&2$,)"+)"2:

E8"&6"2G&%"2"/%,8&,$*6.,+"6&)*&+8"&'"()**)*(&$#&+8"&-%$>",+&%"2.0+"6&)*&/&0)+"%/+.%"&%"3)"?&-/-"%&?8),8&,$*,0.6"6&
+8/+&4/*7&$#&+8"2"&/22.4-+)$*2&?"%"&-%"3)$.207&-$)*+"6&$.+&'7&/.+8$%2&)*&-.'0)28"6&/%+),0"2&$*&+8"&2.'>",+:&E8"%"&
?"%"&4/*7&3.0*"%/')0)+7&#/,+$%2&+8/+&,$.06&-0/7&/&%$0"&$*&%/6),/0)2/+)$*5&4/G)*(&)+&/*&"9+%/$%6)*/%7&,$4-0"9&-%$,"22:&
H/*7&$#&+8"2"&#/,+$%2&8/6&2$4"+8)*(&)*&,$44$*&/2&+8"7&,$.06&'"&"9-%"22"6&+8%$.(8&,$44$*&(%)"3/*,"2:

I$?"3"%5&*$+&"3"%7&/22.4-+)$*&,$.06&'"&,$*#)%4"6&/2&2$4"&2.'>",+2&?"%"&*$+&6"+/)0"6&'7&+8"&/3/)0/'0"&0)+"%/+.%"&
$%&?"%"&2)4-07&*$+&4/+,8)*(&+8"&)*)+)/0&/22.4-+)$*2:&E8"&,$*2)6"%/+)$*&$#&4)(%/*+2&/*6&%"#.(""2&/2&/*&"2-",)/007&
3.0*"%/'0"&(%$.-&#$%&%/6),/0)2/+)$*&)2&/&-/%+)/0&+%.+8:&E8"&$-)*)$*&$#&+8"&I)(8&<$44)22)$*"%&#$%&H)(%/+)$*2&)*&
J$%+.(/0&)2&+8/+&+8"&K2",$*6&("*"%/+)$*L&M2$*2&$%&6/.(8+"%2&$#&4)(%/*+2&/*6N$%&%"#.(""2O&)2&4$%"&3.0*"%/'0"
+8/*&+8")%&-/%"*+25&#$%&"9/4-0":

;+&?/2&/02$&-$)*+"6&$.+&'7&PQR&J$%+.(/0&+8/+&4)(%/*+2&/*6&%"#.(""2&8/3"&-$+"*+)/007&3"%7&6)S"%"*+&0)#"&2+$%)"2&'"+?""*&
+8"42"03"2&/*6&+8/+&)+&?/2&*$+&-$22)'0"&+$&,$*2)6"%&+8"4&/2&$*"&(%$.-:&;*&/66)+)$*&+$&+8)25&4)(%/*+2&/*6&%"#.(""2&
0)3)*(&)*&J$%+.(/0&/%"&/&3"%7&6)3"%2"&(%$.-&,$*2)6"%)*(&+8")%&*/+)$*/0)+)"25&/("25&%"0)()$*2&/*6&,.0+.%/0&'/,G(%$.*62:
&

T$.*(&-"$-0"&?"%"&,"%+/)*07&,$*#)%4"6&/2&/&4$%"&3.0*"%/'0"&(%$.-&'$+8&'7&0)+"%/+.%"&/*6&'7&+8"&2-",)/0)2+2&
)*3$03"6:&I$?"3"%5&)+&?/2&/&3"%7&0/%("&(%$.-&+$&'"&,$*2)6"%"6&/2&+8"&+/%("+&(%$.-&$#&$.%&,/4-/)(*:&U02$5&4/*7&
/22.4-+)$*2&?"%"&4/6"&/'$.+&+8"&$*0)*"&8/')+2&$#&+8"2"&7$.*(2+"%2&+8/+&?"%"&*$+&6"+/)0"6&)*&2+.6)"2&)*&J$%+.(/0:

F)+8&+8"&)*+"*+)$*&$#&$3"%,$4)*(&+8"2"&28$%+,$4)*(2&/*6&+$&(/+8"%&2$4"&%"0)/'0"&)*#$%4/+)$*&#%$4&-"$-0"&+8/+&
?$.06&"S",+)3"07&'"&+/%("+"6&'7&+8"&,/4-/)(*5&2$4"&)*+"%3)"?2&?"%"&4/6"&?)+8&4)(%/*+2&/*6&%"#.(""2&0)3)*(&)*&
J$%+.(/0&/*6&/02$&?)+8&2$4"&2-",)/0)2+2&$*&+8"&2.'>",+:

;*+"%3)"?2&?)+8&-%$#"22)$*/02&?$%G)*(&?)+8&4)(%/*+2&/*6&%"#.(""2&)*&J$%+.(/0&?"%"&3"%7&"*%),8)*(:&E8"&4/)*&
,$*,0.2)$*2&?"%"&+8/+5&)*&+8")%&$-)*)$*5&/00&$#&+8"4&8/6&,$*+/,+"6&4/*7&+)4"2&?)+8&%/6),/0&-%$-/(/*6/&/*6&+8/+&
+8"&6)S),.0+)"2&$#&8$2+)*(&/*6&$#&+8"&)*+"(%/+)$*&-%$,"22"2&?"%"&+8"&4/)*&%"/2$*2&4)(%/*+2&/*6&%"#.(""2&6",)6"6&
+$&0"/3"&J$%+.(/0:&V*&+8"&$+8"%&8/*65&+8"&)*+"%3)"?2&?)+8&+8"&-$+"*+)/0&4"4'"%2&$#&+8"&+/%("+&(%$.-&?"%"&4.,8&
8/%6"%&+$&,$*6.,+&/25&#$%&)*2+/*,"5&)+&?/2&/&,8/00"*("&+$&2,8"6.0"&+8"4:&U--/%"*+075&+8)2&%">",+)$*&8/6&+?$&%$$+&
,/.2"2W&+8"&8)(8&*.4'"%&$#&-%$#"22)$*/02&/*6&$%(/*)2/+)$*2&/)4)*(&+$&,$*+/,+&+8"2"&7$.*(2+"%2&/*6&/&6)2+%.2+&
$*&$%(/*)2/+)$*2&/*6&"2-",)/007&$*&+/0G)*(&/'$.+&+8"&2-",)#),&2.'>",+&$#&%/6),/0)2/+)$*:&E8"&2)4-0"&0/,G&$#&)*+"%"2+&
?/2&/02$&/*&)6"*+)#)"6&#/,+$%:&H$%"$3"%5&+8"&2.'>",+&$#&%/6),/0)2/+)$*&?/2&8/*60"6&/2&/&+/'$$&/*6&4/*7&$#&+8"&
)*+"%3)"?""2&>.2+&6)6&*$+&/*2?"%&X."2+)$*2&%"(/%6)*(&+8)2&2-",)#),&2.'>",+:

Y%$4&+8"&)*+"%3)"?2&)+&?/2&,0"/%&+8/+5&)*&$%6"%&+$&%"/,8&+8"&+/%("+&/.6)"*,"5&)+&?/2&*","22/%7&*$+&+$&/66%"22&+8"&
2.'>",+&6)%",+07&/*6&+8"&2+$%7+"00)*(&#$,.2"6&$*&-$2)+)3"&2+$%)"2&2""4"6&+$&($&/0$*(&?)+8&+8)2&2-",)/0&,)%,.42+/*,":&

Chapter 1
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Chapter 1

Z3"*&)#&)+&?/2&-%"3)$.207&)6"*+)#)"6&+8/+&4)(%/*+2&/*6&%"#.(""2&$#&2$4"&2-",)#),&,$.*+%)"2&?"%"&4$%"&3.0*"%/'0"&
+$&%/6),/0)2/+)$*&-%$,"22"2&6."&+$&-$+"*+)/0&-%"3)$.2&,$*+/,+&?)+8&%/6),/0&-%$-/(/*6/&/*6N$%&3)$0"*+&"9+%"4)2+&
(%$.-2&M):":5&,$.*+%)"2&?8"%"&+8"%"&)2&+"%%$%)2+&/,+)3)+7O5&)+&?/2&/&,$*2"*2.2&/4$*(&2-",)/0)2+2&+8/+&%/6),/0)2/+)$*&
,$.06&8/3"&4/*7&)6"$0$(),/0&%$$+2:

U2&)+&?/2&*$+&-$22)'0"&+$&,$3"%&/00&G)*62&$#&%/6),/0&)6"$0$()"2&M):":5&#/%B0"[5&#/%&%)(8+5&/*6&%"0)()$.2&)*2-)%"6O5&/*6&
"3"%7&,$.*+%7&$#&$%)()*&$#&4)(%/*+2&/*6&%"#.(""2&/*6N$%&+8"&0/*(./("2&+8"7&2-"/G5&)+&?/2&*","22/%7&+$&4/G"&2$4"&
$-+)$*2:&Y)%2+&$#&/005&)*&+8"&%","*+&0)+"%/+.%"&/*6&/02$&)*&2$4"&2-",)/0)2+2L&$-)*)$*2&#/%&%)(8+&/*6&>)8/6)2+&"9+%"4)24&
/%"&+8"&+?$&')(("2+&+8%"/+2&)*&Z.%$-":&<$4')*)*(&/00&+8)2&)*#$%4/+)$*5&)+&?/2&-$22)'0"&+$&'.)06&/&4$6"0&)*&?8),8&
+8"&-$2)+)3"&/0+"%*/+)3"&*/%%/+)3"&?$.06&()3"&-$2)+)3"&"9/4-0"2&$#&)*+"(%/+)$*&$#&4)(%/*+2&/*6&%"#.(""2&0)3)*(&)*&
J$%+.(/0&/*6&/6/-+&)+2&4"22/(":&E8"2"&$-+)$*2&/02$&4/6"&-$22)'0"&+$&#)(8+&+8"&%)2)*(&-$0/%)2/+)$*&/%$.*6&+8"&
2.'>",+&/*6&*$+&+$&%")*#$%,"&)+:
&

<$*2)6"%)*(&+8/+&$*07&/&#"?&-"$-0"&?$.06&'"&)*3)+"6&+$&()3"&+8")%&+"2+)4$*)"2&/*6&8/3)*(&)*&4)*6&+8"%"&28$.06&
'"&/&6)3"%2)+7&$#&)6"*+)+)"2&/*6&3.0*"%/')0)+)"25&/&6",)2)$*&?/2&4/6"&+$&)*+"%3)"?&4)(%/*+2&/*6&%"#.(""2&"X./0075&
'$+8&4"*&/*6&?$4"*&#%$4&6)S"%"*+&,$.*+%)"2&$#&$%)()*&/*6&%"0)()$.2&'/,G(%$.*6:&F"&+$$G&)*&,$*2)6"%/+)$*&+8/+&
2+)(4/+)2/+)$*&6."&+$&/*7&$#&+8"2"&,8/%/,+"%)2+),2&28$.06&*$+&'"&%")*#$%,"6&'7&$.%&,/4-/)(*&/*6&+8/+&+8"&+/%("+&
/.6)"*,"&28$.06&%"0/+"&?)+8&+8"&)*+"%3)"?""2:

E8"&)*+"%3)"?2&,$*6.,+"6&"*/'0"6&.2&+$&0"/%*&4$%"&/'$.+&+8"2"&7$.*(2+"%2L&$*0)*"&8/')+2:&Y)*/0075&)+&?/2&$#&.+4$2+&
)4-$%+/*,"&+$&0)2+"*&+$&+8"4&/*6&0"/%*&#%$4&+8")%&2+$%)"2&)*&$%6"%&+$&#%/4"&+8"&,/4-/)(*&)*&/&?/7&+8/+&$.%&/.6)"*,"&
,$.06&%"0/+"&+$&+8"&+"2+)4$*)"2&()3"*:

1.2. Applying the GAMMMA+ Model

U0+8$.(8&\UHHHU]&4$6"0&)2&/&X.)+"&.2"#.0&+$$0&+$&6"2)(*&/&,/4-/)(*&:&;*&$%6"%&+$&/--07&)+&-%$-"%075&+8"%"&?/2&/&
*""6&+$&($&'"7$*6&)+:&&;*&/*&"/%07&2+/("5&4/*7&,8/00"*("2&?"%"&#/,"6&)*&$%6"%&+$&"2+/'0)28&/&,$*2"*2.2&$*&?8/+&+8"&
6"#)*)+)$*&$#&%/6),/0)1/+)$*&)2&/*6&?8),8&+7-"2&$#&%/6),/0&)6"$0$()"2&+8"&,/4-/)(*&?$.06&,$3"%:&U00&+8)2&,$4-0"9)+7&
8/6&)+2&,$*2"X."*,"2&)*&+8"&6"3"0$-4"*+&$#&/&4$6"0&$#&?8/+&+8"&,/4-/)(*&28$.06&/*6&28$.06&*$+&'":

E8"&($/0&?/2&-%"3)$.207&"2+/'0)28"6W&+$&,8/*("&+8"&4)*62"+&/*6&4/G"&7$.*(2+"%2&0"22&-%$*"&+$&/68"%"&+$&%/6),/0&
)6"$0$()"2&0"/6)*(&+$&3)$0"*+&"9+%"4)24:&J%$>",+&<$.*+"%=,+&?/2&#$,.2"6&$*&-%)4/%7&-%"3"*+)$*&6."&+$&+8"&#/,+&
+8/+&)*&J$%+.(/0&+8"%"&)2&*$&2)(*)#),/*+&-8"*$4"*$*&$#&+"%%$%)24&/*6&3)$0"*+&"9+%"4)245&2$&+8"&4/)*&($/0&?/2&+$&
.*6"%4)*"&"9+%"4)2+&-%$-/(/*6/&+8%$.(8&-$2)+)3"&2+$%)"2&$#&)*+"(%/+)$*&$#&4)(%/*+2&/*6&%"#.(""2:

;+&)2&)4-$%+/*+&+$&4"*+)$*&+8/+&$*"&$#&+8"&,$*,0.2)$*2&$#&+8"&6"2G&%"2"/%,8&?/2&+8"&#/,+&+8/+&6)S),.0+)"2&)*&8$2+)*(&
/*6&)*+"(%/+)*(&4)(%/*+2&/*6&%"#.(""2&?"%"&"9-0$)+"6&'$+8&'7&#/%B%)(8+&-$-.0)2+&4$3"4"*+2&/*6&'7&>)8/6)2+&
"9+%"4)2+2:&;*&+8)2&2"*2"5&+8"&4/)*&($/0&?/2&+$&6"'.*G&+8"&)6"/&+8/+&+8"%"&)2&*$&%$$4&#$%&+8"2"&4)(%/*+2&/*6&
%"#.(""2&+$&0)3"&)*&J$%+.(/0&2$5&/+&0"/2+&)*&+8"$%75&.*6"%4)*)*(&+8)2&)6"/&?$.06&0"22"*&+8"&%)2G&$#&4)(%/*+2&/*6&
%"#.(""2&+$&2)4-07&0"/3"&+8"&,$.*+%7&/*6&+8"%"#$%"&,$*+%)'.+"&+$&+8"&%"6.,+)$*&$#&-$0/%)2/+)$*:
&

E8"&%)2G2&?"%"&4/*7:&!7&28$?)*(&-$2)+)3"&2+$%)"2&$#&)*+"(%/+)$*5&)+&?/2&-$22)'0"&+$&.*)*+"*+)$*/007&()3"&+8"&)6"/&
+8/+&J$%+.(/0&?/2&/&6%"/4&#$%&#$%")(*"%2&0$$G)*(&#$%&/&'"++"%&0)#":&U02$5&)#&+8"&,/4-/)(*&>.2+&28$?"6&-$2)+)3"&2+$%)"2&
$#&)*+"(%/+)$*5&)+&,$.06&-$+"*+)/007&0"/6&+$&/0)"*/+)$*&$#&+8"&/.6)"*,"&+8/+&?$.06&*$+&%"0/+"&+$&+8"&+"2+)4$*)"2:
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Chapter 1

E8"&/.6)"*,"&28$.06&2.%"07&'"&%"6"#)*"6:&U2&-%"3)$.207&4"*+)$*"65&+8"&+/%("+&(%$.-&?/2&-%"3)$.207&6"#)*"6&/2&7$.*(&
M@DBCA&7"/%2&$06O&4)(%/*+2&/*6&%"#.(""2:&;*&#/,+5&+8)2&+/%("+&(%$.-&?/2&+$$&'%$/6&2$&+8"%"&?/2&+8"&*""6&+$&)6"*+)#7&+8"&
4$2+&3.0*"%/'0"&)*6)3)6./025&*/4"07&+8"&$*"2&?8$&-$+"*+)/007&8/6&8/6&-%"3)$.2&,$*+/,+&?)+8&"9+%"4)2+&-%$-/(/*6/:

I/3)*(&)*&4)*6&+8"&%"2.0+2&$#&+8"&6"2G&%"2"/%,8&/*6&+8"&)*+"%3)"?25&)+&?/2&-$22)'0"&+$&.*6"%2+/*6&+8/+&)*&,$.*+%)"2&
?)+8&/&8)(8&-$0/%)2/+)$*&/*6&4$%"&/,+)3)+7&$#&"9+%"4)2+&(%$.-25&+8"&,$*+/,+&?)+8&"9+%"4)2+&-%$-/(/*6/&?/2&4$%"&
,$44$*&/*6&4/6"&&+8"2"&7$.*(2+"%2&4$%"&3.0*"%/'0"&+$&%/6),/0)2/+)$*&B&?8),8&)2&6"2,%)'"6&)*&+8"&0)+"%/+.%"&
/2&/&3.0*"%/')0)+7&#/,+$%&"9+"%*/0&+$&+8"&)*6)3)6./0:&U2&%/6),/0&)6"$0$()"2&'",/4"&-$-.0/%&)*&2$4"&&,$.*+%)"25&&)+&&
?/2&&"/27&&+$&&#)*6&&-%$-/(/*6/&&/63$,/+)*(&&#$%&&+8"4&&/00&&$3"%&&+8"&)*+"%*"+:&E8)2&,$*+"*+&?/2&28/%"6&2$4"+)4"2&
.*)*+"*+)$*/007&'7&%"0/+)3"25&#%)"*62&$%&/,X./)*+/*,"2&+8/+&?"%"&-/%+&$#&+8")%&2$,)/0&*"+?$%G2:

H/*7&$+8"%&3.0*"%/')0)+7&#/,+$%2&/%"&-%"2"*+&)*&+8"&0)+"%/+.%"&/*6&/%"&,/+"($%)1"6&/2&-"%2$*/05&%"0/+)$*/05&
-27,8$0$(),/05&$#&2$,)/0&)6"*+)+7&$%&"9+"%*/0&+$&+8"&)*6)3)6./0:&;+&?/2&*$+&-$22)'0"&+$&/6>.2+&+8"&+/%("+&)*&
,$%%"2-$*6"*,"&?)+8&/00&+8"2"&#/,+$%2&6."&+$&0/,G&$#&%"0)/'0"&6/+/&/'$.+&+8"&+/%("+&(%$.-&/*6&6."&+$&+8"&"9,"22)3"&
,$4-0"9)+7&$#&)+2&)*+"%-0/7:&;+&)2&%"/2$*/'0"&+$&2/75&#$%&)*2+/*,"5&+8/+&-"$-0"&+8/+&+8/+&/%"&"9-"%)"*,)*(&/&0)#"&,%)2)2&
$%&6$&8/3"&)6"*+)+7&)22."2&,$.06&'"&4$%"&3.0*"%/'0"&+$&%/6),/0)2/+)$*&-%$,"22"25&'.+&)+&)2&8/%6&+$&%"/,8&+8"4&
2-",)#),/007&)*&/*&$*0)*"&,/4-/)(*:

;*&/&2,"*/%)$&$#&%)2)*(&#/%B%)(8+&"9+%"4)24&?8),8&#."02&8/+%"6&/(/)*2+&4)(%/*+2&/*6&%"#.(""25&)+&)2&/02$&)4-$%+/*+&
+$&+/%("+&/*$+8"%&/.6)"*,":&R$5&)+&?/2&6",)6"6&+$&8/3"&/&-%)4/%7&/*6&/&2",$*6/%7&+/%("+&(%$.-:&E8"&#)%2+&$*"&)2&
/0%"/67&6"2,%)'"65&?8)02+&+8"&2",$*6&?/2&+8"&("*"%/0&J$%+.(."2"&2$,)"+7:&T"+&/(/)*&+8"&J$%+.(."2"&2$,)"+7&)2&/&3"%7&
'%$/6&6"#)*)+)$*&'.+&+8"&$'>",+)3"&)*&+8)2&,/2"&?/2&+$&K8.4/*)1"L&4)(%/*+2&/*6&%"#.(""2&+8%$.(8&+8")%&2+$%)"2

<$*2)6"%)*(&+8/+&+8"%"&?"%"&+?$&+/%("+&(%$.-2&5&+8"&4"22/("&28$.06&'"&/'0"&+$&%"/,8&+8"4&&'$+8:&&Q"(/%6)*(&&+8"&
#)%2+&+/%("+&(%$.-&M7$.*(&4)(%/*+2&/*6&%"#.(""2O&5&)+&?/2&*","22/%7&+$&%",$(*)1"&+8")%&(%)"3/*,"2&+$&/3$)6&+8"&%)2G&
$#&/0)"*/+)$*:&;*&+8)2&?/75&-"$-0"&()3)*(&+8")%&+"2+)4$*)"2&?"%"&)*3)+"6&+$&+"00&*$+&$*07&+8"&-$2)+)3"&/2-",+2&$#&+8")%&
)*+"(%/+)$*&-%$,"22"2&'.+&/02$&+8"&4/*7&6)S),.0+)"2&+8"7&8/6&#/,"6&:

R.%"07&+8/+&"3"%7&2+$%7&$#&/&-"%2$*&)2&.*)X."5&/*6&)+&)2&*$+&-$22)'0"&+$&("*"%/0)2"&+8")%&$?*&-"%2$*/0&"9-"%)"*,"25&
'.+&)+&?/2&-$22)'0"&+$&6"3"0$-&/*&)*+"%3)"?&2,%)-+&)*&?8),8&/00&+8"&)*6)3)6./02&?"%"&)*3)+"6&+$&()3"&+8")%&+"2+)4$*)"25&
*/4"07&+8"&6)S),.0+)"2&)*&+8")%&0)3"2&2)*,"&+8")%&6"-/%+.%"&#%$4&+8")%&8$4"0/*6&/*6&/&-$2)+)3"&*$+"&$*&8$?&)+&($+&
'"++"%:&E8"&4"22/("&?/2&+8"%"#$%"&-$2)+)3"&'.+&*$+&)*&/*&.*%"/0&?/7:&E8"&6)S),.0+&/2-",+&2&?"%"&/0?/72&28$?*&)*&/&
20)(8+07&"4$+)$*/0&?/75&/--"/0)*(&+$&2)4)0/%&#""0)*(2&)*&+8"&/.6)"*,":

Q"(/%6)*(&+8"&2",$*6&+/%("+&(%$.-&M("*"%/0&/.6)"*,"O5&)+&?/2&)*+"*6"6&+$&-%$4$+"&"4-/+87&+$?/%62&+8"&
)*+"%3)"?""2:&E8"%"#$%"5&+$?/%62&4)(%/*+2&/*6&%"#.(""2&)*&("*"%/0:&E8"&4"22/("&?/2&,0"/%W&4)(%/*+2&/*6&%"#.(""2&
/%"&-"$-0"&?8$&,/4"&+$&0)3"&)*&J$%+.(/0&#$%&4/*7&6)S"%"*+&%"/2$*2&/*6&?8$&8/6&6%"/42&0)G"&/*7$*"&"02":

<$*2)6"%)*(&+8"&*""6&$#&'")*(&%"0/+/'0"&/*6&+8"&,$*,"-+&$#&2+$%7+"00)*(5&?"&?/*+"6&+$&#)*6&&-"$-0"&&?8$&&+$06&&+8")%&&
$?*&)*&&+8")%&&$?*&&0/*(./("5&&()3)*(&&"4$+)$*/0&&/*6&+%.2+?$%+87&+"2+)4$*)"2&/'$.+&+8"&($$6&/*6&'/6&-/%+2&$#&
'")*(&/&4)(%/*+&$%&/&%"#.("":&;+&?/2&X.)+"&,8/00"*()*(&+$&#)*6&+8"2"&-"$-0":&F"&"*,$.*+"%"6&/&6"2)%"&#$%&-%)3/,7&
/*6&/&2"*2"&$#&6)2+%.2+&/'$.+&+8"&/)42&$#&J%$>",+&<$.*+"%=,+&/2&+8"&4/)*&%"/2$*2&#$%&6",0)*)*(&+$&-/%+),)-/+"&+8"&
-%$>",+:&U02$5&)+&?/2&"/2)"%&+$&("+&4/*&)*+"%3)"?""2&)*2+"/6&$#&?$4"*5&"2-",)/007&)*&+8"&H.20)4&,$44.*)+7:&E8"&
,$*,"-+&&$#&,/4-/)(*&?/2&+"2+"6&)*&/&-%"3)$.2&?$%G28$-&?)+8&'"*"#),)/%)"2&$#&PQR&J$%+.(/0&/*6&5&/+&+8)2&4$4"*+5&
)+&?/2&,$*,0.6"6&+8/+&+8"&,/4-/)(*&)*+"%"2+"6&+8"&/.6)"*,"&/*6&+8/+&+8"%"&?/2&/&*""6&+$&4/G"&2$4"&+",8*),/0&
/6>.2+4"*+2&M":(:5&2-""6&$#&+8"&2.'+)+0"25&+8"&,$*+"*+&$#&2$4"&+"/2"%25&"+,:O

E8"&2+%/+"(7&?/2&+$&)*3)+"&+8"&-%)4/%7&+/%("+&/.6)"*,"&+$&+/0G&("*"%/007&/'$.+&+8")%&"9-"%)"*,"2&)*&J$%+.(/0:&U&
-%"3)$.2&)*+"%3)"?&?/2&4/6"&)*&$%6"%&+$&4/G"&+8"4&#""0&4$%"&,$4#$%+/'0"&)*&28/%)*(&-"%2$*/0&6"+/)02&/'$.+&+8")%&
0)3"2&'"#$%"&'")*(&)*&#%$*+&$#&/&,/4"%/:&U02$5&/&%"2"/%,8&?/2&4/6"&)*&2$4"&,/2"2&)*&$%6"%&+$&/3$)6&()3)*(&-.'0),)+7&
/*6&0)*G)*(&+8"&,/4-/)(*&+$&*$*B6"2)%/'0"&"3"*+2&$%&$%(/*)2/+)$*2:
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Chapter 1

Y%$4&+8"&6"2G&%"2"/%,8&)+&?/2&/02$&,$*,0.6"6&+8/+&7$.*(&4)(%/*+2&/*6&%"#.(""2&)*&J$%+.(/0&)*+"%/,+"6&4/)*07&
+8%$.(8&F8/+2U--5&T$.E.'"&/*6&;*2+/(%/4:&R$4"&$#&+8"4&?"%"&/02$&$*&Y/,"'$$G:&U00&+8"2"&,8/**"02&?"%"&
,$*2)6"%"6&'.+&/2&?"&6",)6"6&+$&,$*+%$0&+8"4&+8%$.(8&<0)"*+&R,/-"5&F8/+2U--&?/2&*$+&,8$2"*&/2&/&4"/*2&#$%&
6)22"4)*/+)$*&'",/.2"&)+&,$.06&*$+&'"&)*+"(%/+"6&+8"%":&<0)"*+&R,/-"&?/2&,$*2)6"%"6&.2"#.0&/2&)+&?/2&6",)6"6&+$&
/*2?"%&+8"&/*+/($*)2+),&,$44"*+2&/0%"/67&#$%"2""*&)*&+8"&0)+"%/+.%"&%"3)"?"6:

Y)*/0075&)+&?/2&*","22/%7&+$&6"#)*"&/&,/00&+$&/,+)$*&#$%&+8"&,/4-/)(*:&!7&,0),G)*(&$*&+8"&0)*G&$#&+8"&?"'2)+"L2&
,/4-/)(*&/*6&K0"/%*)*(&4$%"L&/'$.+&+8"&2+$%7&$#&+8"&-"$-0"&$#&+8"&+"2+)4$*)"2&&^&&?8),8&&?/2&&4/+"%)/0)1"6&&)*&&+8"&&
8/28+/(&&_0"/%*4$%"/'$.+472+$%7&&B&&)+&?$.06&'"&-$22)'0"&+$&4"/2.%"&+8"&)*+"%"2+&$#&+8"&/.6)"*,"&)*&+8"&,/4-/)(*&
-%$6.,+2&/2&)+&?)00&'"&"9-0/)*"6&)*&<8/-+"%&C:



Chapter 2:  

how to develop 
indicators and an impact 
assessment methodology
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Y)%2+5&7$.&8/3"&+$&4$*)+$%&/*6&"3/0./+"&+8"&"S",+2N,8/*("2&+8/+&7$.%&,$44.*),/+)$*2&,/4-/)(*&)2&+%7)*(&+$&
-%$4$+":&E8)2&)2&G"7&+$&G*$?&)#&7$.&/%"&%.**)*(&/&2.,,"22#.0&$%&.*2.,,"22#.0&,/4-/)(*&/*6&+$&(.)6"&%"B-0/**)*(&
"S$%+2&)*&/&,.%%"*+&$%&/&#.+.%"&,$44.*),/+)$*&2+%/+"(7:&

`"3"0$-)*(&H$*)+$%)*(&/*6&Z3/0./+)$*&MHaZO&#%$4&+8"&'"()**)*(&?)00&/0?/72&'"&/*&/66"6&3/0."&#$%&7$.%&,/4-/)(*&
)*&2"3"%/0&?/72:&;+&?)00&/00$?&7$.&+$&/6>.2+&/*6&)4-%$3"&7$.%&,/4-/)(*5&'/2"6&$*&+8"&#""6'/,G&/*6&6/+/&7$.&,$00",+&
/*6&7$.&?)00&'"&/'0"&+$&6"4$*2+%/+"&+8"&%"/,85&-"%#$%4/*,"&/*6&)4-/,+&$#&7$.%&,/4-/)(*&+$&+8)%6&-/%+)"2:&E8)2&
4/7&'"&G"7&?8"*&7$.&/--07&#$%&#.*6)*(&$%&2""G&+$&-"%2./6"&2+/G"8$06"%2&+$&2,/0"&.-&7$.%&,/4-/)(*!:

U2&2+/+"65&%"(.0/%&4$*)+$%)*(&/*6&"3/0./+)$*&,/*&2+%"*(+8"*&+8"&)4-/,+&$#&7$.%&,/4-/)(*2:&U&-$?"%#.0&"3)6"*,"&
'/2)2&,/*&'"&.2"6&+$&2.--$%+&7$.%&,/4-/)(*&+$&2-.%&$*&2.--$%+"%2&+$&#.%+8"%&/,+)$*5&$%&6"4$*2+%/+"&+8/+&,"%+/)*&
-$0),)"2&/%"&)4-%$3)*(&-"$-0"L2&0)3"2&+$&6",)2)$*&4/G"%2:&;+&,/*&'"&"9+%"4"07&.2"#.0&)*&+8"&-$2+&,/4-/)(*&-"%)$6&+$&
G""-&+8"&-%"22.%"&$*&/*6&4$*)+$%&8$?&/*7&-$0),7&,$44)+4"*+2&+%/*20/+"&)*+$&-%/,+),"&/*6&?8"+8"%&+8"&6"2)%"6&
,8/*("&4/G"2&/&%"/0&6)S"%"*,"&+$&-"$-0"L2&0)3"2:

H$*)+$%)*(&/*6&"3/0./+)$*&,/*&/02$&'"&,%.,)/0&#$%&2.--$%+)*(&?)6"%&M)*+"%O$%(/*)2/+)$*/0&0"/%*)*(&$%&'"&.2"6&
+$&6"4$*2+%/+"&/,,$.*+/')0)+7&+$&2+/G"8$06"%25&)*+"%*/0&/*6&"9+"%*/05&-%$3)6)*(&"3)6"*,"&+$&#""6'/,G&$*&
-"%#$%4/*,"&/*6&/,8)"3"4"*+2&)*&+8"&,/4-/)(*:

<$44.*),/+)$*&,/4-/)(*2&,/*&8/3"&"S",+2&'",/.2"&+8"7&6)%",+07&/)4&+$&-"%2./6"&)*6)3)6./02&&/*6N$%&&'",/.2"&&
+8")%&&4"22/("2&&/%"&&6)22"4)*/+"6&+8%$.(8&&2$,)/0&&*"+?$%G2&/*6N$%&'",/.2"&+8"7&+%7&+$&)*#0."*,"&-$0),7&6",)2)$*2&
)*&)*2+)+.+)$*2:&b*$?)*(&?8"+8"%&+8"&2,$-"&$#&+8"&"S",+&)2&)*6)3)6./05&2$,)/0&$%&)*2+)+.+)$*/0&)2&+8"&4$2+&)4-$%+/*+&
-%$'0"4&)*&,$44.*),/+)$*&"3/0./+)$*:&Z/,8&0"3"0&$#&"S",+&%"X.)%"2&4"/2.%"4"*+&$#&6)S"%"*+&$.+,$4"25&/*6&
6)S"%"*+&2+%/+"()"2&#$%&28$?)*(&+8/+&)*#0."*,"&8/2&$,,.%%"6:

I"*,"5&+$&"3/0./+"&)2&+$&/22"22&6"0)3"%7&$#&-$0),)"25&/,+)3)+)"2&$%5&0)G"&)*&+8)2&,/2"5&/&,$44.*),/+)$*2&,/4-/)(*:&
!"7$*6&'")*(&/&#$%4/0&%"X.)%"4"*+5&"3/0./+)$*&28$.06&'"&/'$.+&)4-%$3)*(&+8"&?$%G&?"&6$5&/'$.+&/66)*(&+$&
$.%&-%$#"22)$*/0&2G)002&/*6&"9-"%)"*,"&/*6&/'$.+&8"0-)*(&$.%&,$00"/(."2N-/%+*"%2&+$&)4-%$3"&)*&/&2-",)#),&/%"/&$%&
2.'>",+&4/++"%:

F8)0"&+8"%"&/%"&2)4)0/%)+)"2&?)+8&-$0),7&/*6&-%$(%/44"&"3/0./+)$*5&"3/0./+)$*&$#&,$44.*),/+)$*&/,+)$*2&6)S"%2&
)*&/&*.4'"%&$#&?/72:&!"7$*6&8/3)*(&)+2&$?*&+"%4)*$0$(75&+8"2"&"3/0./+)$*2&$["*&.2"&6)S"%"*+&4"+8$62&/*6&
,$44.*),/+)$*&2-",)#),&4"+%),2&/*6N$%&)*6),/+$%2:&!"2+&-%/,+),"2&)*&,$44.*),/+)$*&"3/0./+)$*&%"#"%&+$&,/%"#.0&
-0/**)*(&/8"/6&/*6&c$*&+)4"d&4"/2.%"4"*+5&'",/.2"5&$*,"&7$.%&,$44.*),/+)$*&/,+)3)+)"2&/%"&,0$2"6&)+&)2&.2./007&
+$$&0/+"&+$&4"/2.%"5&)+&4/7&"3"*&'"&+$$&0/+"&+$&4"/2.%"&$*,"&7$.&8/3"&>.2+&2+/%+"6&7$.%&/,+)3)+)"2:

;*&&<$.*+"%=,+&&?"&&+$$G&&2"3"%/0&&4"+8$6$0$(),/0&&/*6&&$-"%/+)$*/0&&$-+)$*2&&+%7)*(&&+$&"*2.%"&?"&?"*+&#.%+8"%&+8/*&
.2)*(&$*07&$*0)*"&4"+%),25&"3"*&)#&?"&3/0."6&+8$2"5&/*6&+8"%"&?/2&/&2+%$*(&"S$%+&+$&8/3"&/*&"3/0./+)$*&2+%/+"(7&
6"#)*"6&2)*,"&+8"&'"()**)*(&$#&+8"&-%$>",+:&E8"&HaZ&-%$,"22&?/2&3/0."6&#%$4&+8"&2+/%+&/*6&,$*2)6"%"6&"22"*+)/0&#$%&
+8"&-%$>",+L2&2.,,"22:

!&&\UHHU&]5&-/-"%&?%)++"*&'7&U0"9/*6"%&Q)+14/**&M,$B,8/)%&$#&QUe&<aeO&?)+8&+8"&2.--$%+&$#&H/%)>"&H")*"25&QUe&<$Z
8++-2WNN",:".%$-/:".N8$4"B/S/)%2N2)+"2N8$4"/S/)%2N#)0"2N?8/+B?"B6$N*"+?$%G2N%/6),/0)2/+)$*f/?/%"*"22f*"+?$%GN/'$.+&B&%/*N%/*B,B
/*6B*N6$,2N%/*f,*f(.)6"0)*"2f"S",+)3"f/0+"%*/+)3"f,$.*+"%f*/%%/+)3"f,/4-/)(*2fg@f@CfCh@if"*:-6#

Chapter 2
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Chapter 2

&2.1. De!ning the Theory of Change

U2&)*&/*7&"3/0./+)$*&-%$,"22&+8"&#)%2+&+8)*(&?"&8/6&+$&,%"/+"&?/2&/&28/%"6&.*6"%2+/*6)*(&$#&+8"&,/4-/)(*&0$(),5&+8"&
/22.4-+)$*2&$*&?8),8&+8"&-%$>",+&'/2"6&)+2&6"#)*)+)$*:&F"&/02$&8/6&+$&6"#)*"&+8"&HaZ&$'>",+)3"2:&;*&+8)2&"S$%+&?"&
#"0+&?"&28$.06&)*3$03"&/00&+8"&-%$>",+&-/%+*"%2&/*6&%"0"3/*+&2+/G"8$06"%2:

E8"&-/%+),)-/+)$*&"/%07&$*&$#&%"0"3/*+&2+/G"8$06"%2&)2&$#&(%"/+&3/0."&/*6&?)00&%"2.0+&)*&/&'"++"%&HaZ&272+"4:&;#&
-$22)'0"5&+8"&'"*"#),)/%)"2&$%&.2"%2&28$.06&/02$&'"&)*3$03"65&2$&+8/+&+8"&-"$-0"&?8$&?)00&/,+./007&'"*"#)+&#%$4&
+8"&,/4-/)(*&/%"&/'0"&+$&)*#$%4&+8"&)*6),/+$%2&$#&?8/+&2.,,"22&?)00&0$$G&0)G"&/*6&8$?&7$.&?)00&G*$?&?8"*&7$.%&
,/4-/)(*&8/2&/,8)"3"6&)+2&($/0:

E8"&2+/%+)*(&-$)*+&#$%&/*7&,/4-/)(*&28$.06&'"&/*&.*6"%2+/*6)*(&$#&?8/+&+8"&-%$'0"4&+$&/66%"22&)2&/*6&
-)*-$)*+)*(&/&2$0.+)$*&+$&+8/+&-%$'0"4:&E8)2&)2&/02$&+%."&#$%&+8"&HaZ&-%$,"22:

U2&#/%&/2&)*2+%.4"*+2&$%&+$$02&($&?"&#"0+&+8/+&6"3"0$-)*(&/&E8"$%7&$#&<8/*("&?$.06&'"&.2"#.0&/2&+8)2&-%$,"22&?$.06&
'"&8"0-#.0&)*&/&#"?&6)S"%"*+&?/72:

U&E8"$%7&$#&<8/*("&ME$<O&)2&/*&)*2+%.4"*+&+8/+&)2&)4-$%+/*+&)*&,%"/+)*(&/&28/%"6&.*6"%2+/*6)*(&$#&+8"&0$(),&/*6&
$'>",+)3"2&$#&/&,/4-/)(*&$%&-%$>",+&/*6&)*&6$)*(&2$&)2&/02$&8"0-#.0&+$&6"#)*"&?8),8&X."2+)$*2&28$.06&+8"&"3/0./+)$*&
/*2?"%&/*6&6"#)*"&+8"&HaZ&$'>",+)3"2:&T$.&28$.06&)6"*+)#7&?8/+&7$.&?/*+&+$&G*$?&/*6&?87&7$.&?/*+&+$&G*$?&)+&
#%$4&+8"&$.+2"+&/*6&/&E$<&)2&/&(%"/+&?/7&+$&6$&>.2+&+8/+:

E8"&'/2)2&$#&/&E8"$%7&$#&<8/*("&)2&+$&2+/+"&+8"&.0+)4/+"&/)4&/*6&)4-/,+&7$.&?/*+&+$&/,8)"3"&/*6&+8"*&6"2,%)'"&
?8/+&?$.06&*""6&+$&8/--"*&+$&%"/,8&+8/+&-$)*+:&E8"&4/)*&"0"4"*+2&$#&+8"&+8"$%7&$#&,8/*("&4$6"0&/%"W

j& &2+/+)*(&/&,0"/%&/)4&$%&.0+)4/+"&"#$%&'&7$.&?/*+&+$&/,8)"3"

j& 4/--)*(&+8"&%&'"("'")*&+8/+&?"&28$.06&.*6"%+/G"&+$&/,8)"3"&+8/+&,/4-/)(*&/)4

j& 4/--)*(&$#&8$?&7$.&?)00&/,8)"3"&7$.%&+,'$,'*&/*6&+8"*&+8"&+,'&+#)*&+8/+&?$%G&+$?/%62&+8"&.0+)4/+"&/)4
j& &
j& .*6"%2+/*6)*(&6)S"%"*+&?/72&$#&/,8)"3)*(&+8"&,8/*("&7$.&?/*+

j& '.)06&+8"&"3/0./+)$*&4$6"0

j& )6"*+)#7&+8"&/22.4-+)$*2&$*&?8),8&+8"&,/4-/)(*&?/2N?)00&'"&'.)0+&$*

j& 4/-&+8"&"9+"%*/0&#/,+$%2&+8/+&,$.06&/S",+&$.%&"S",+)3"*"22&/*6&?"&28$.06&+/G"&)*+$&/,,$.*+&#$%&6"3"0$-&
4)+)(/+)*(&2+%/+"()"2
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Chapter 2

Theory of Change (ToC)

E8"&E$<&"0"4"*+2&)*,0.6"W

!-& Q"2$.%,"2&)*,0.6"&+8"&8.4/*5&#)*/*,)/05&$%(/*)2/+)$*/0&/*6&,$44.*)+7&%"2$.%,"2&/&-%$(%/45&-%$>",+&$%&
/&,/4-/)(*&8/2&/3/)0/'0"&+$&6)%",+&+$?/%62&6$)*(&+8"&?$%G:&R$4"+)4"2&+8)2&,$4-$*"*+&)2&%"#"%%"6&+$&/2&
;*-.+2:

.-& U,+)3)+)"2&&/%"&&?8/+&&+8"&&-%$(%/44"5&&-%$>",+&&$%&&,/4-/)(*5&&?)00&&6$&&?)+8&&+8"&%"2$.%,"2:&U,+)3)+)"2&/%"&+8"&
-%$,"22"25&+$$025&"3"*+25&/*6&/,+)$*2&+8/+&/%"&/*&)*+"*+)$*/0&-/%+&$#&+8"&)4-0"4"*+/+)$*&-%$,"22:&E8"2"&
)*+"%3"*+)$*2&/%"&.2"6&+$&'%)*(&/'$.+&+8"&)*+"*6"6&,8/*("2&$%&%"2.0+2:&T$.%&;*+"*6"6&Q"2.0+2&)*,0.6"&/00&$#&
+8"&,/4-/)(*2&6"2)%"6&%"2.0+2&M$.+-.+25&$.+,$4"2&/*6&)4-/,+O:

/-& V.+-.+2&/%"&+8"&6)%",+&-%$6.,+2N%"2.0+2&$#&-%$(%/44"5&-%$>",+&$%&,/4-/)(*&/,+)3)+)"2&/*6&4/7&)*,0.6"&
+7-"25&0"3"02&/*6&+/%("+2&$#&2"%3),"2&+$&'"&6"0)3"%"6&'7&+8"&-%$(%/4:

0-& V.+,$4"2&/%"&+8"&28$%+B+"%4&$%&0$*(B+"%4&,8/*("2&%"0/+)*(&+$&/*7&()3"*&/,+)3)+7&$.+-.+2:

1-& ;4-/,+&)2&+8"&#.*6/4"*+/0&)*+"*6"6&$%&.*)*+"*6"6&,8/*("&%"2.0+)*(&#%$4&+8"&$.+,$4"2&+8/+&$,,.%2&/2&/&
%"2.0+&$#&-%$(%/44"5&-%$>",+&$%&,/4-/)(*&/,+)3)+)"2&?)+8)*&/&-/%+),.0/%&+)4"2,/0":

2-& U22.4-+)$*25&&+8"&&'"0)"#&&272+"4&&+8/+&&?"&&.2"&&+$&&6"#)*"&&+8"&&2+%/+"(7&&$#&&$.%&,/4-/)(*:

3-& Z9+"%*/0&#/,+$%25&+8"&+8)*(2&+8/+&7$.&6$&*$+&6)%",+07&,$*+%$0&'.+&,/*&)*#0."*,"&+8"&%"/0&/')0)+7&#$%&7$.%&
,/4-/)(*&+$&%"/,8&)+2&($/02:

Resources/
Inputs Activities

Assumptions

Evaluation

External Factors

Outputs Outcomes Impacts
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Chapter 2

E8"&.2"&$#&/&E$<&2+%"*(+82&#$%&-0/**)*(&/%"&+8/+&)+W

j& J%$3)6"2&/&,$44$*&0/*(./("&/*6&/--%$/,8&#$%&-0/**)*(&/*6&"3/0./+)$*&?8"%"&"3"%7$*"&8/2&+8"&2/4"&
#%/4"?$%G&/2&+8"&2+/%+)*(&-$)*+

j& !.)062&+8"&,/-/,)+7&$#&-/%+*"%2&/*6&-%$>",+&,$$%6)*/+$%2&+$&+8)*G&4$%"&2+%/+"(),/007&/'$.+&+8")%&($/02

j& H/G"2&)4-0),)+&/22.4-+)$*2&"9-0),)+&/*6&+8"%"#$%"&"/2)"%&+$&+"2+&/*6&4$6)#7&)*&+8"&0)(8+&$#&"9-"%)"*,"

j& !.)062&#%$4&+8"&/,+./0&2+%/+"()"2&/*6&/,+)3)+)"2&+8/+&,/4-/)(*"%2&.*6"%+/G"&'.+&()3"2&/&,0"/%&#%/4"?$%G&+$&
)*+"(%/+"&+8)*G)*(&/'$.+&+8"2"

j& b""-2&#$,.2&$*&+8"&#)*/0&($/0&+$&'"&/,8)"3"6&/*6&,0/%)+7&/'$.+&2+"-2&/0$*(&+8"&?/7

j& J%$3)6"2&/&#%/4"?$%G&#$%&6"3"0$-)*(&6)S"%"*+&2,"*/%)$2&/'$.+&8$?&,8/*("&4)(8+&8/--"*&/*6&8$?&+$&-0/*&
#$%&,$*+)*("*,)"2:

;*&%"2-",+&$#&6"0)3"%7&)+2&2+%"*(+82&/%"W

j& ;+&)6"*+)#)"2&+8"&%"2$.%,"2&/*6&4)0"2+$*"2&#$%&/&-0/*&/*6&/00$?2&-%$>",+2&+$&+"2+&+8"&%"0/+)$*28)-&'"+?""*&
+8"&-0/**"6&6)S"%"*+&/,+)3)+)"2&/+&+8"&'"()**)*(&$#&+8"&-%$,"22

j& U00$?2&#$%&/6>.2+4"*+2&)*&+8"&#%/4"?$%G&/(/)*2+&+8"&"9-"%)"*,"&$#&+"2+)*(&+8"2"&$.+&6.%)*(&+8"&,/4-/)(*

j& H/G"2&,0"/%&/*6&+8"*&c#$%,"2c&-%$>",+2&+$&+"2+5&+8"&%"0/+)$*28)-&'"+?""*&/,+)3)+)"25&$.+-.+2&/*6&$.+,$4"2

;*&%"2-",+&$#&Z3/0./+)$*&-%$,"22"2&)+2&2+%"*(+82&/%"W

j& ;+&"*,$.%/("2&/&-%$2-",+)3"&*$+&>.2+&%"+%$2-",+)3"&"3/0./+)$*&/--%$/,8:&E8"&#%/4"?$%G&&/00$?2&&7$.&&+$&&
2-",)#7&&+8"&&-%"%"X.)2)+"2&&+$&&,8/*("&&/*6&&+8"&&2+"-2&&+$&/,8)"3)*(&+8"45&2$&7$.&,/*&'.)06&)*&+8"&4)0"2+$*"2&
/*6&,$*6)+)$*2&*""6"6

j& ;+&#$,.2"2&$*&+8"&,$*+%)'.+)$*&+$?/%62&+8"&/,8)"3"4"*+&$#&+8"&2+/("2&$#&+8"&-%$,"225&%/+8"%&+8/*&?$%%7)*(&
/'$.+&$3"%/00&/++%)'.+)$*&'"+?""*&/("*,)"2

j& !7&.2)*(&+8"&/,+./0&/,+)3)+)"2&/*6&$'>",+)3"2&6%/?*&#%$4&-$0),7&/*6&,/4-/)(*2&/*/072)2&/*6&#$,.2)*(&$*&
+8"&/,+)3)+)"2&+8/+&,/4-/)(*"%2&/,+./007&6$5&)+&/00$?2&7$.&+$&4$3"&/?/7&#%$4&K"3/0./+)$*&2-"/G&/*6&$*+$&
+8"&/,+./0&(%$.*6&+8/+&,/4-/)(*"%2&$,,.-7:&E8)2&4)%%$%2&+8"&-%$,"22&,/4-/)(*2&/,+./007&+/G"5&?)+8$.+&
)4-$2)*(&/66)+)$*/0&#%/4"?$%G2&$*+$&+8"&-%$,"22

j& ;+&4/G"2&"9-0),)+&+8"&.*6"%07)*(&/22.4-+)$*2&/*6&%"0/+)$*28)-2&'"8)*6&/,+)3)+)"25&/00$?2&+8"2"&+$&'"&+"2+"6&
/*6&%"0/+"6&+$&#)*/0&($/02&$%(/*)2/+)$*2&/%"&/)4)*(&+$&/,8)"3"

;*&#/,+5&/&E8"$%7&$#&<8/*("&,0"/%07&"9-%"22"2&+8"&%"0/+)$*28)-2&'"+?""*&/,+)$*2&/*6&8$-"6&#$%&%"2.0+25&/*6&,$.06&/02$&
'"&6"2,%)'"6&/2&/&%$/64/-&$#&+8"&2+%/+"()"2&/*6&'"0)"#&272+"42&M":(:5&/22.4-+)$*25&K'"2+&-%/,+),"2L5&"9-"%)"*,"2O&+8/+&
4/G"&-$2)+)3"&,8/*("&)*&+8"&0)3"2&$#&)*6)3)6./02&/*6&$%&,$44.*)+7:&U&E8"$%7&$#&<8/*("&,/*&'"&/%+),.0/+"6&&/2&&/&&3)2./0&&
6)/(%/4&&+8/+&&6"-),+2&&%"0/+)$*28)-2&&'"+?""*&&)*)+)/+)3"25&2+%/+"()"2&/*6&)*+"*6"6&$.+,$4"2&/*6&($/02:

;*&+8"&-%$,"22&$#&6"3"0$-)*(&/&E$<&$*"&28$.06&2+/%+&'7&,0"/%07&6"#)*)*(&+8"&-%$'0"4&$%&)22."&)*&/&3"%7&%$'.2+&?/7&
/*6&)44"6)/+"07&/["%&+8/+&)2&)4-$%+/*+&+$&/(%""&$*&28/%"6&/22.4-+)$*2&)*&$%6"%&+$&'.)06&/&2+%$*(&2+%/+"(7:&&&E8)2&
6"#)*)+)$*&$#&+8"&c-%$'0"4d&)2&/02$&%"0"3/*+&+$&-)*-$)*+&+8"&/.6)"*,"2&$%&+/%("+&(%$.-2&M-%)4/%7&/*6&2",$*6/%7O&$#&
7$.%&-%$>",+&$%&,/4-/)(*:
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Chapter 2

U["%&+8/+&?"&4.2+&($+&+$&+8"&)4-/,+&0"3"0&/*6&4$3"&#%$4&4/,%$&+$&4),%$&0"3"0:&Y%$4&)4-/,+2&+$&$.+,$4"25&+8"*&
$.+-.+25&+8"*&/,+)3)+)"2&/*6&;*-.+2&)*&+8"&"*6:&Y)*/007&?"&28$.06&%"#0",+&$*&+8"&"9+"%*/0&#/,+$%2&+8/+&,$.06&8)*6"%&
+8"&2.,,"22&$#&+8"&,/4-/)(*:&U["%&/00&+8)2&)*#$%4/+)$*&)2&$%(/*)2"6&/*6&+8"&,/.2/0&%"0/+)$*28)-2&4/6"&?"&,/*&($&
/*6&6"3"0$-&$.%&"3/0./+)$*&4$6"0:

2.2. Developing a baseline 

U&'/2"0)*"5&+8"&)*)+)/0&6/+/&+8/+&?)00&2"%3"&/2&7$.%&2+/%+)*(&-$)*+5&)2&/&4.2+B8/3"&#$%&/&($$6&"3/0./+)$*:&`.%)*(&
)4-0"4"*+/+)$*&$#&7$.%&,$44.*),/+)$*&,/4-/)(*&$%&-%$>",+5&$*"&28$.06&'"&/'0"&+$&,$4-/%"&+8"&'/2"0)*"&?)+8&+8"&
*"?&6/+/&(/+8"%"6&$3"%&+)4"&+$&/22"22&-%$(%"225&4/G"&,$.%2"&,$%%",+)$*2&/*6&4"/2.%"&2.,,"22:&F8"*&?"&/0%"/67&
8/3"&/&'/2"0)*"5&+8)2&)2&/&($$6&+)4"&+$&%"3)2)+&)+&/*6&6"+"%4)*"&?8"+8"%&7$.&*""6&+$&'%$/6"*&)+&+$&)*,0.6"&4$%"&
6/+/5&/2&4/7&'"&+8"&,/2"&)#&7$.&8/3"&%"#)*"6&7$.%&$'>",+)3"&$%&/.6)"*,"2:&T$.&?)00&*""6&+$&%"2"/%,8&?8"+8"%&+8)2&
/66)+)$*/0&6/+/&)2&/3/)0/'0":

E8"&E$<&/*6&+8"&,$%%",+&6"#)*)+)$*&$#&+8"&)22."&$*"&?/*+2&+$&/66%"22&/*6&+8"&,$44.*),/+)$*&2+%/+"(7&?"&?/*+&+$&
.2"&)2&,"*+%/0&+$&6"3"0$-&/&($$6&'/2"0)*":

I"%"&/%"&2$4"&"9/4-0"2&$#&+8"&+7-"2&$#&)*#$%4/+)$*&.2"6&+$&6"+"%4)*"&'/2"0)*"2W

j& U.6)"*,"&G*$?0"6("&$#&/*6&/++)+.6"2&+$?/%6&7$.%&$%(/*)2/+)$*&/*6N$%&)22."

j& <$44$*&4)2,$*,"-+)$*2&/*6&4)2)*#$%4/+)$*&/'$.+&7$.%&)22."

j& U.6)"*,"&3/0."2&+8/+&6)%",+07&/S",+&7$.%&)22."

j& U*&/*/072)2&$#&-%$>",+25&-%$(%/44"25&)22."2&$%&4"22/("2&+8/+&,$.06&,$4-"+"&#$%&7$.%&/.6)"*,"&/*6&4"6)/&
/++"*+)$*

j& U*&/*/072)2&$#&8$?&7$.%&)22."&8/2&'""*&-%"2"*+"6&$%&#%/4"6&)*&+%/6)+)$*/0&$%&2$,)/0&4"6)/

j& U&0)2+&$#&K)*#0."*+)/02&&&?8$&2.--$%+&/*6&$--$2"&7$.%&)22."

Y$%&6"3"0$-)*(&/&($$6&'/2"0)*"&?"&,/*&.2"&/0%"/67&/3/)0/'0"&6/+/&$*&+8"&-%$'0"4&$%&)22."5&/.6)"*,"2&/*6&+/%("+&
(%$.-2&$%&-%"3)$.2&)*+"%3"*+)$*2N,/4-/)(*2&"S$%+2:

;*&$.%&,/2"&+8"&'/2"0)*"&,/4"&#%$4&+8"&-%"0)4)*/%7&2+.675&%"3)2)$*&$#&0)+"%/+.%"&/*6&'"2+&-%/,+),"2&/*/072"6&'7&+8"&
-%$>",+L2&+"/4&,$4-0"4"*+"6&?)+8&+8"&6)2,.22)$*&/4$*(&-%$>",+&-/%+*"%2&/'$.+&#)%2+&8/*6&"9-"%)"*,"2&?)+8&+8"&
-%$>",+L2&+/%("+&(%$.-&/*6&2$,)/0&)22."&+8/+&<$.*+"%=,+&/)4"6&+$&+/,G0":
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2.3. Developing the evaluation plan

Y$%&"S",+)3"&"3/0./+)$*&$#&,$44.*),/+)$*&-%$>",+2&/*6N$%&,/4-/)(*25&/&'/2)2&#$%&4"/2.%"4"*+&)2&*","22/%7:&;#&$*"&
*""62&+$&4"/2.%"&,8/*("&?"&8/3"&+$&/+&0"/2+&8/3"&/*&/22"224"*+&$#&$.%&2+/%+)*(&-$)*+:

;#&?"&"*(/("&)*&/&0/%("&2,/0"&/,+)3)+75&/*&"9B/*+"&"3/0./+)$*&$%&/&-%"-/%/+$%7&2+.67&,/*&8"0-&7$.&)6"*+)#7&+8"2":&&;*&
+8"&,/2"&$#&<$.*+"%=,+&+8"&-%"-/%/+$%7&2+.67&?/2&G"7&+$&()3"&.2&/&,0"/%"%&.*6"%2+/*6)*(&$#&+8"&%"/0)+7&)*&J$%+.(/0&
%"(/%6)*(&+8"&2$,)/0&)22."&?"&/)4"6&+$&+/,G0"&/*6&/02$&+8"&-%)4/%7&/*6&2",$*6/%7&+/%("+&(%$.-2&-"%,"-+)$*2&/*6&
'"8/3)$.%2&%"(/%6)*(&+8)2&2/4"&-%$'0"4:

;*&$.%&$?*&-%$,"22&)*&<$.*+"%=,+&?"&.2"6&'$+8&+8"&-%"0)4)*/%7&2+.67&/*6&+8"&6"3"0$-"6&E$<&)*&+8"&,%"/+)$*&$#&
+8"&"3/0./+)$*&'/2"0)*"&-%$,"22:&R"++)*(&$.+&+8"&'/2"0)*"&)*3$03"6&#$%&.2&/*6&?"&,$.06&2/7&+8/+&#$%&"3"%7$*"5&+8"&
6"#)*)+)$*&$#&+8"&"3/0./+)$*&'/2"0)*"&-%$,"22&28$.06&#$00$?&+8"&#$00$?)*(&2+"-2W&

E8"&2,$-"&$#&7$.%&,$44.*),/+)$*&-%$>",+&/*6&"3/0./+)$*&*""62&+$&'"&,0"/%07&6"#)*"6&B&
?8),8&/,+)3)+)"2&/%"&+$&'"&"3/0./+"6&B&)*&?8),8&-"%)$6:&!.+&)+&)2&/02$&)4-"%/+)3"&+$&,0"/%07&
6"#)*"&+8"&2,$-"&$#&7$.%&"3/0./+)$*:

V'>",+)3"2&/%"&4/*6/+$%7&/*6&8/3"&+$&'"&2"+:&<0"/%5&4"/2.%/'0"&/*6&/,8)"3/'0"&
,$44.*),/+)$*&$'>",+)3"2&/%"&+8"&,$%*"%2+$*"&$#&/*7&"3/0./+)$*&-0/*&^&/*6&7$.%&$'>",+)3"2&
28$.06&4""+&RHUQEk&,%)+"%)/:&;#&7$.%&$'>",+)3"2&,/**$+&%"/0)2+),/007&'"&%"/,8"65&+8"7&*""6&+$&
'"&%"3)2)+"6&'"#$%"&/*7&,$44.*),/+)$*&/,+)3)+7&)2&)4-0"4"*+"6:&T$.&,/*&$*07&"3/0./+"&?8/+&
)2&4"/2.%/'0":

U02$&"22"*+)/0&+$&6"3"0$-&/*&"3/0./+)$*&-0/*&)2&.*6"%2+/*6)*(&/*6&6"#)*)*(&7$.%&$'>",+)3"25&
7$.%&+/%("+&/.6)"*,"2&/*6&+8"&)*+"%3"*+)$*&0$(),:&E8)2&4.2+&'"&6$*"&'"#$%"&7$.&)4-0"4"*+&
/*7&,$44.*),/+)$*N,/4-/)(*&/,+)3)+7:

Y$%&6"#)*)*(&/*&"3/0./+)$*&-0/*&?"&8/3"&+$&6"#)*"&/&2+%$*(&-$%+#$0)$&$#&"3/0./+)$*&X."2+)$*2:&
l."2+)$*2&+8"&"3/0./+)$*&28$.06&/*2?"%&+$:

;*&+8)2&0/2+&2+"-&?"&8/3"&+$&,8$$2"&+8"&%"0"3/*+&4"+%),2&M/*6&)*6),/+$%2O&?"&?/*+&+$&.2"&+$&
/*2?"%&+8"&"3/0./+)$*&X."2+)$*2&/*6&6"3"0$-&7$.%&H$*)+$%)*(&a&Z3/0./+)$*MHaZO&272+"4:
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b""-&)*&4)*6&+8/+&+8"&"3/0./+)$*&/*6&-%$>",+N,/4-/)(*&$'>",+)3"2&?)00&8"0-&)*&(.)6)*(&7$.%&,8$),"&$#&)*6),/+$%2&a&
4"+%),2&/2&?"00&/2&+8"&,$%%",+&.*6"%2+/*6)*(&$#&+8"&,/.2/0)+7&4$6"0&+8/+&)2&/&%"0"3/*+&,$4-$*"*+&$#&+8"&E$<:

kRHUQEW&R-",)#),5&H"/2.%/'0"5&U++/)*/'0"5&Q"2.0+B#$,.2"6&/*6&E)4"B2-",)#),:&V*,"&7$.L3"&,$4"&.-&?)+8&7$.%&$'>",+)3"5&
/2G&7$.%2"0#5&c`$"2&+8)2&-/22&/+&0"/2+&#$.%&$#&+8"&#)3"&RHUQE&,%)+"%)/md&;#&*$+5&)+&4/7&'"&+)4"&+$&%"3)2"&7$.%&$'>",+)3":

;+&)2&)4-$%+/*+&+$&2+%"22&+8/+&?"&28$.06&/)4&+$&/2&2+%$*("%&-/%+),)-/+)$*&/2&-$22)'0"&#%$4&%"0"3/*+&2+/G"8$06"%2&)*&
/00&+8"2"&-8/2"2:&I)(8"%&-/%+),)-/+)$*&0"3"02&?)00&0"/6&+$&/&2+%$*("%&4$%"&4"/*)*(#.0&"3/0./+)$*:
&

U*$+8"%&)4-$%+/*+&/2-",+&#$%&6"3"0$-)*(&+8"&"3/0./+)$*&-0/*&)2&+$&4/G"&)+&/,,"22&/00&+8"&4/)*&,$44.*),/+)$*&
-%$>",+&/%"/2&$#&)*+"%3"*+)$*:&;*&+8"&,/2"&$#&<$.+"%=,+&?"&8/6&&+8"&&4/)*&&/,+)3)+75&&+8"&&$*0)*"&&,/4-/)(*&&)*&&)+2"0#5&&
'.+&&/02$&&+8"&&2"22)$*2&&?)+8&4)(%/*+2&/*6&%"#.(""2&/*6&/02$&/+&2,8$$02:&;+&?/2&)4-$%+/*+&+$&4/G"&2.%"&+8/+&?"&8/6&
"3/0./+)$*&X."2+)$*2&#$,.2)*(&$*&/00&/%"/2&$#&+8"&-%$>",+&/*6&(./%/*+""&+8"&%"0"3/*+&4"+%),2&+$&/*2?"%&+8"4:

;+&)2&)4-$%+/*+&+8"*&+$&,%"/+"&+8)2&0$(),/0&%"0/+)$*28)-&+8/+&($"2&#%$4&+8"&"3/0./+)$*&$'>",+)3"25&+$&+8"&"3/0./+)$*&
X."2+)$*25&4"+%),25&)*6),/+$%25&6/+/&2$.%,"2&/*6&+8"&)*#$%4/+)$*&(/+8"%)*(&)*2+%.4"*+2:

;+&,/*&'"&.2"#.0&+$&,0.2+"%&+8"&"3/0./+)$*&X."2+)$*2&)*&%"0"3/*+&,/+"($%)"2&0)G"&c"S),)"*,7d5&c"S",+)3"*"22d&$%&
c)4-/,+d:&E8)2&,/+"($%)"2&,/*&'"&)4-$%+/*+&+$&8"0-&"3/0./+$%2&6"3"0$-&/&2+%$*(&"3/0./+)$*&*/%%/+)3"&?8"*&/+&0/2+&
+8"7&8/3"&6/+/&/*6&?/*+&+$&/*/072"&)+:

F8"*&?"&6"3"0$-"6&<$.*+"%=,+L2&Z3/0./+)$*&J0/*&?"&6",)6"6&+$&$%(/*)2"&)+&'7&/*/07+),/0&,/+"($%)"2&/2&?"&#"0+&+8)2&
,$.06&0"/6&+$&/&4$%"&%$'.2+&,8/*("&$#&*/%%/+)3"&?8"*&?"&($+&+8"&)*6),/+$%2&+$&/*2?"%&+8"&X."2+)$*2:

U&2+%$*(&-$)*+&#$%&/*7&"3/0./+)$*&)25&/2&2+/+"6&'"#$%"5&+$&("+&/00&+8"&%"0"3/*+&2+/G"8$06"%2&c$*'$/%6d&/*6&+8/+L2&?87&
+8"&"3/0./+)$*&?/2&/*&"3"%&-%"2"*+&4/++"%&)*&+8"&-/%+*"%28)-&4""+)*(2&/*6&-%$>",+&/,+)3)+)"2&/*6&/00&$-+)$*2&?"%"&
3/0)6/+"6&'7&/00&+8"&-/%+*"%2:

E8)2&2+%$*(&-/%+*"%28)-&)*&+8"&"3/0./+)$*&-%$,"22&,%"/+"6&/*&"S",+)3"&,$44)+4"*+&#%$4&/005&*$+&$*07&?)+8&+8"&
"3/0./+)$*&'.+5&4$%"&)4-$%+/*+5&?)+8&+8"&-%$>",+&/2&/&?8$0":
&

Y)*/0075&)+&)2&)4-$%+/*+&+$&2+%"22&+8"&%"0"3/*,"&$#&+8"&"3/0./+)$*&+"/4&+$&'"&)*&,0$2"&,$*+/,+&/*6&?$%G&?)+8&+8"&
,$44.*),/+)$*&-%$#"22)$*/02&)*3$03"6&/*6&+8"&,$44.*),/+)$*&/("*,7&%"2-$*2)'0"&#$%&+8"&,/4-/)(*:
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2.4. Choosing indicators_ going beyond the online metrics

n"+&.2&2+/%+&'7&2+/+)*(&/&,$.-0"&$#&$-+)$*2&)*&,8$$2)*(&)*6),/+$%2&/*6&6/+/&,$00",+)$*&4"+8$62&+8/+&?"&#""0&/%"&($$6&
$-+)$*2&/*6&-%/,+),"2:

Y)%2+&$S&/00&$*"&28$.06&/)4&#$%&/&4)9B4"+8$6&/--%$/,8&)*&+8"2"&"3/0./+)$*2&+$&("+&%"0"3/*+&X./*+)+/+)3"&/*6&
X./0)+/+)3"&6/+/&#%$4&/&3/%)"+7&$#&2$.%,"2:&E8"&6)S"%"*+&)*#$%4/+)$*&2$.%,"2&)2&-/%+),.0/%07&%"0"3/*+&?8"*&?"&/%"&
+/0G)*(&/'$.+&X./0)+/+)3"&6/+/:&U2&?"&/00&G*$?&X./0)+/+)3"&6/+/&%"#"%2&+$&-"$-0"&$%&(%$.-2&-"%,"-+)$*2&$#&%"/0)+7&/*6&
("++)*(&/2&4/*7&-"%2-",+)3"2&)2&)4-$%+/*+&+$&/3$)6&-"%,"-+)$*&')/2:

V*&+8"&<$.*+"%=,+&"3/0./+)$*&?"&.2"6&/&+%)/*(.0/+)$*&2+%/+"(7&#$%&X./0)+/+)3"&6/+/5&(/+8"%)*(&-"%,"-+)$*2&/'$.+&
2-",)#),&,8/*("2&#%$4&/+&0"/2+&+8%""&MgO&2+/G"8$06"%&(%$.-2:

R",$*6075&?"&/)4"6&+$&8/3"&/&3/%)"+7&$#&6/+/&2$.%,"2&#%$4&+8"&'"()**)*(5&?"&.2"6&$*0)*"&4"+%),2&/*6&2+/+)2+),2&
,$00",+"6&?)+8&+8"&$*0)*"&2"%3),"2&.2"6&)*&+8"&,/4-/)(*&'.+&/02$&?"&.2"6&)*+"%3)"?25&)*6)3)6./0&/*6&(%$.-5&/*6&
$+8"%&6/+/&(/+8"%)*(&2+%/+"()"2&+$&/++/)*&/&%),8&4)9&$#&6/+/:

U*$+8"%&+8)*(&?"&+8)*G&)2&/&($$6&-%/,+),"&)2&+$&8/3"&/&-%$,"22&$#&$*B($)*(&6/+/&,$00",+)$*&/*6&+$&?$%G&,0$2"07&?)+8&
+8"&,$44.*),/+)$*2&+"/4&/*6&$+8"%&-/%+*"%2&8/3)*(&28$%+&.-6/+"2&.2)*(&"3/0./+)$*&'%)"#)*(2:

U*$+8"%&+8)*(&?"&+8$.(8+&.2"#.0&?/2&+$&8/3"&/&-%"B2,%""*)*(&$#&+8"&,/4-/)(*&?)+8&/&c+"2+&/.6)"*,"d&#%$4&$.%&
-%)4/%7&/*6&2",$*6/%7&+/%("+&(%$.-2:&E8)2&?/2&.2"#.0&+$&("+&+8")%&-"%,"-+)$*2&$#&2"3"%/0&+$-),2&/*6&/02$&+$&("+&+8")%&
#""6'/,G&$*&/&*.4'"%&$#&)+"42&$*&+8"&,/4-/)(*&3)6"$2:&E8)2&?/2&.2"#.0&#$%&'$+8&+8"&"3/0./+)$*&-%$,"22&/*6&+8"&
$*0)*"&,/4-/)(*&#)*"&+.*)*(:

;*&28$%+5&G""-&)+&2)4-0"&^&6"3"0$-&/&24/00&*.4'"%&$#&)*6),/+$%2&+$&,/-+.%"&,8/*("2:&U)4&+$&(/+8"%&/&4)9&$#&"3)6"*,"&
#%$4&)*+"%*/0&/*6&"9+"%*/0&2$.%,"2:&!"&,0"/%&#%$4&+8"&$.+2"+5&,0/%)#7&%$0"2&/*6&%"2-$*2)')0)+)"2&/*6&4/G"&+)4"&
#$%&+8)2&)*&,/4-/)(*&-0/**)*(:&E8)2&,/*&'"&'.)0+&)*+$&"9)2+)*(&2+%.,+.%"2&2.,8&/2&+"/4&4""+)*(2&/*6&$*"B+$B$*"&
4""+)*(2:&;+&)2&4$%"&)4-$%+/*+&+$&4"/2.%"&+8"&)4-/,+&$%&+8"&"S",+2&$#&7$.%&/,+)3)+)"2&%/+8"%&+8/*&+8"&"S$%+&-.+&)*5&
):":&*.4'"%&$#&-$2+,/%62&2"*+5&"3"*+2&8"06&"+,:

U++%)'.+)*(&,%"6)+&$%&+%7)*(&+$&-%$3"&,/.2/0&0)*G2&'"+?""*&/&,/4-/)(*&/*6&)+2&/,+)3)+)"2&/*6&2$,)/0&,8/*("&,/*&
'"&,$4-0"95&2$&)*2+"/6&$#&0$$G)*(&#$%&-%$$#&$#&7$.%&2.,,"225&)+&)2&)4-$%+/*+&+$&/)4&+$&'.)06&"3)6"*,"&+8/+&,$.06&
%"/2$*/'07&'"&.2"6&+$&4/G"&/&,$**",+)$*:&F8/+&+8)2&4"/*2&)2&+8/+&?"&,8$$2"&/&c,$*+%)'.+)$*&,0/)4d&)*2+"/6&$#&/*&
c/++%)'.+)$*&,0/)4d:&F"&#""0&)2&/04$2+&/0?/72&)4-$22)'0"&+$&8/3"&/&,$.*+"%#/,+./0&/*/072)2&)*&+8)2&+7-"&$#&-%$>",+&/*6&
'",/.2"&$#&+8/+&?"&28$.06&/3$)65&)*&4$2+&,/2"25&"9-"%)4"*+/0&6"2)(*2&/*6&+%7)*(&+$&/++%)'.+"&/&2-",)#),&?")(8+&+$&
$.%&)*+"%3"*+)$*&)*&/&2$,)/0&,8/*("&$%&)4-/,+:

V+8"%&2-",)#),&-%$'0"42&)*&,$44.*),/+)$*&"3/0./+)$*&)*,0.6"W&F8),8&)*6),/+$%2&$#&2.,,"22&,/*&7$.&4"/2.%"m&F8/+&
)2&+8"&'"2+&?/7&+$&4$*)+$%&+8"2"&)*6),/+$%25&2$&7$.&,/*&/6>.2+&+8"&,/4-/)(*&)#&*","22/%7m

U&#)*/0&%",$44"*6/+)$*5&$*,"&7$.%&,/4-/)(*&)2&,$4-0"+"5&,$00",+&2-",)#),&K0"22$*2&0"/%*"6&L#%$4&7$.%&6/+/&/*6&
"9-"%)"*,"&+8/+&,$.06&)4-%$3"&+8"&"S",+)3"*"22&$#&7$.%&*"9+&,/4-/)(*&/*6&,/*&'"&28/%"6&?)+8&$+8"%2:&o2"&+8)2&+$&
-%$4$+"&7$.%&,/4-/)(*&/*6&7$.%&,/4-/)(*)*(&2G)002:&U&0"/%*)*(&"*3)%$*4"*+&)2&?"00&?$%+8&)*3"2+)*(&)*&M)+&)2&/02$&
.2"#.0&#$%&"9+"%*/0&#.*6)*(O:
&
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<$44.*),/+)$*2&HaZ&6$"2&*$+&8/3"&+$&'"&,$4-0),/+"6:&V*07&2""G&+$&4"/2.%"&?8/+&,/*&'"&4"/2.%"65&/*6&
'"&%"/0)2+),&/'$.+&8$?&4.,8&,/*&'"&+%/,G"6&()3"*&7$.%&%"2$.%,"2&/*6&+)4":
&

&

E8)*G&4$%"&'%$/607&/'$.+&HaZ&+$&)*,0.6"&X./0)+7&/*6&.2"#.0*"225&2+/G"8$06"%&-"%,"-+)$*2&/*6&.-+/G"&/*6&
.2"&$#&7$.%&$.+-.+25&"3"*&)#&7$.&$*07&-),G&/&#"?&)*6),/+$%2:
&

&

`$&*$+&+%7&+$&-%$3"&7$.%&,/4-/)(*&$%&-%$>",+&)2&%"2-$*2)'0"&#$%&/00&+8"&,8/*(":&E/G"&)*+$&/,,$.*+&,$*+"9+&
/*6&$+8"%&)*+"%3"*+)$*2&/2&-$22)'0"&6%)3)*(&#$%,"2&#$%&,8/*("&

2.5. Assessing the impact of Counter@ct

U2&?"&8/3"&2/)6&'"#$%"&?"&,$.06&8/3"&/&,$*+%)'.+)$*&$%&/*&/++%)'.+)$*&/--%$/,8&+$&)4-/,+&&"3/0./+)$*:&&;*&&+8"&
#)%2+&&$*"5&?"&,$00",+&"3)6"*,"&+8/+&&)2&2+%$*(&"*$.(8&&+$&2.2+/)*&+8/+&/&-%$>",+&$%&/&,/4-/)(*&/2&,$*+%)'.+"6&+$&
/&6"2)%"6&)4-/,+&+8%$.(8&)+2&/,8)"3"6&$.+,$4"25&)*&+8"&2",$*6&?"&8/3"&+$&()3"&/&2-",)#),&3/0."&+$&$.%&-%$>",+L2&
c%"2-$*2)')0)+7d&$*&+8"&)4-/,+&?"&,0/)4&+$&8/3":

E8"2"&+?$&6)S"%"*+&/--%$/,8"2&+$&)4-/,+&/22"224"*+&/%"&'/2"6&)*&6)S"%"*+&)4-/,+&6"#)*)+)$*2&/*6&?"&#""0&+8/+&
/&,$*+%)'.+)$*&6"#)*)+)$*&?)+8$.+&+8"&*""6&+$&/++%)'.+"&/&2-",)#),&?")(8+&+$&$.%&)*+"%3"*+)$*2:&;*&<$.*+"%=,+&?"&
?"%"&3"%7&,/%"#.0&)*&+8"&6"2)(*&$#&$.%&)4-/,+B$%)"*+"6&HaZ&272+"4&)*&+8)2&%"(/%6&/*6&?8)0"&+8"%"&/%"&4/*7&6)S"%"*+&
6"#)*)+)$*2&$#&K)4-/,+&L?"&6"#)*"6&)4-/,+&/2&-"%&+8"&`"3"0$-4"*+&U22)2+/*,"&<$44)++""&M`U<O&$#&+8"&V%(/*)2/+)$*&
#$%&Z,$*$4),&<$B$-"%/+)$*&/*6&`"3"0$-4"*+&MVZ<`OW

cJ$2)+)3"&/*6&*"(/+)3"5&-%)4/%7&/*6&2",$*6/%7&0$*(B+"%4&"S",+2&-%$6.,"6&'7&/&6"3"0$-4"*+&)*+"%3"*+)$*5&
6)%",+07&$%&)*6)%",+075&)*+"*6"6&$%&.*)*+"*6"6d

MVZ<`B`U<&Ch@hO

E8)2&6"#)*)+)$*&0"6&.2&+$&$.%&#)%2+&-%$'0"4W&,$.06&?"&"3/0./+"&0$*(B+"%4&"S",+2m&F/2&+8/+&/*&$3"%,0/)4m&<$.06&?"&
%"/007&"3/0./+"&)4-/,+m

E8"&/*2?"%2&+$&+8"2"&X."2+)$*2&0"6&.2&+$&#$,.2&$*&28$%+B+"%4&$.+,$4"2&/*6&+$&/&,$*+%)'.+)$*&/--%$/,8&+$&)4-/,+&
"3/0./+)$*&)*&?8),8&?"&/)4"6&+$&.2"&6/+/&+$&'.)06&/&2+%$*(&,0/)4&+8/+&<$.*+"%=,+&,$*+%)'.+"6&+$&/&0/%("%&272+"4),&
($/0&$#&0$?"%)*(&$%&"*6)*(&6)2,%)4)*/+)$*&/(/)*2+&%"#.(""2&/*6&4)(%/*+2&/*6&'.)06&/&-$2)+)3"&-"%,"-+)$*&$#&+8")%&
%$0"&)*&J$%+.(."2"&2$,)"+7:
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H/)*07&)+&)2&'",/.2"&$#&+8)2&$-+)$*&+8/+&?"&%"#"%&+$&$.%&HaZ&272+"4&/2&c)4-/,+&$%)"*+"6d:&F"&G*"?&)+&?/2&)4-$22)'0"&
+$&4/G"&/&0$*(B+"%4&272+"4),&)4-/,+&"3/0./+)$*&/*6&?"&?/*+"6&+$&%"4/)*&)*&/&4"+8$6$0$(),/0&2+%$*(&-$2)+)$*:

F"&?)00&2+%"22&/(/)*&+8/+&;4-/,+&)2&6)2+)*,+&#%$4&c$.+-.+2d&^&?8),8&/%"&+8"&6)%",+&-%$6.,+2&%"2.0+)*(&#%$4&+8"&
)4-0"4"*+/+)$*&$#&+8"&-%$>",+&/,+)3)+)"2&^&/*6&#%$4&c$.+,$4"2d&^&?8),8&/%"&+8"&)*+"%4"6)/+"B+"%4&,8/*("2&)*&+8"&
+/%("+&(%$.-M2O&?8$&8/3"&'""*&"*(/("6&)*&+8"&)*+"%3"*+)$*&/*6&?8),8&-%","6"5&/*6&/%"&.2./007&/&-%"B&,$*6)+)$*&
#$%5&)4-/,+&+$&$,,.%:

E8"%"&/%"&-/%+),.0/%&,8/00"*("2&+$&/22"22)*(&+8"&0$*(B+"%4&%"2.0+2W

j& )+&)2&.2./007&8/%6"%&+$&(/+8"%&"3)6"*,"&+8/+&+8"7&/,+./007&$,,.%%"6p

j& E8"7&/%"&$["*&*$+&3)2)'0"&6.%)*(&+8"&0)#"&$#&/&28$%+B+"%4&)*+"%3"*+)$*p&/*6

j& E8"7&/%"&4$%"&0)G"07&+$&'"&/S",+"6&'7&$+8"%&)*+"%3"*+)$*2&/*6&$+8"%&#/,+$%2:

;*&-%/,+),"5&/&2)*(0"&)*+"%3"*+)$*&)2&%/%"07&2.S),)"*+&+$&-%$6.,"&+8"&)*+"*6"6&2$,)/0&)4-/,+2&/0$*"&/*6&+8"%"&/%"&
$["*&4.0+)-0"&/0+"%*/+)3"&?/72&+$&/,8)"3"&+8"4:&;+&)2&#/%&4$%"&0)G"07&#$%&+8"%"&+$&'"&/&2)+./+)$*&$#&>$)*+&,/.2/0&
/++%)'.+)$*&$%&/0+"%*/+)3"&,/.2/0&-/+82:

P$)*+&,/.2/0&/++%)'.+)$*&)2&?8"*&+8"&)*+"%3"*+)$*&-%$6.,"2&+8"&)4-/,+2&)*&,$*>.*,+)$*&?)+8&$+8"%&)*+"%3"*+)$*2&
M):":5&,$4-0"4"*+/%7&$%&$+8"%&$*($)*(&)*+"%3"*+)$*2O&$%&,"%+/)*&,$*+"9+./0&#/,+$%2&M):":5&)4-/,+2&?)00&$*07&'"&
/,8)"3"6&)#&#/3$.%/'0"&,$*6)+)$*2&/%"&-%"2"*+&/*6N$%&.*#/3$.%/'0"&,$*6)+)$*2&/%"&%"4$3"6O:

E8"&/0+"%*/+)3"&M$%&4.0+)-0"O&,/.2/0&-/+825&/%"&?8"*&/&-/%+),.0/%&)*+"%3"*+)$*&,/*&-%$6.,"&+8"&)4-/,+2&'.+&+8"7&
4/7&/02$&,$4"&/'$.+&+8%$.(8&$+8"%&)*+"%3"*+)$*2&M":(:5&-/%+),)-/*+2&/%"&/'0"&+$&/,,"22&2"%3),"2&+8%$.(8&/*&&
/0+"%*/+)3"&-%$3)6"%O&/*6N$%&"9+"%*/0&#/,+$%2:&E8"2"&2)+./+)$*2&/%"&,$44$*&/*6&8/3"&)4-$%+/*+&)4-0),/+)$*2&
#$%&8$?&)4-/,+&/22"224"*+&)2&,$*6.,+"6&/*6&8$?&+8"&#)*6)*(2&/%"&.2"6&^&"2-",)/007&)*&+"%42&$#&2,/0"B.-&$#&+8"&
)*+"%3"*+)$*&$%&-$+"*+)/0&%"-0),/+)$*&"02"?8"%"&MQ$("%2&Ch@qO:

U2&2/)6&)*&+8"&6"#)*)+)$*&?"L3"&,8$2"*5&/&-%$>",+L2&)4-/,+&8/2&4/*7&6)4"*2)$*2&+$&)+W

j& -$2)+)3"&$%&*"(/+)3"&^&+8/+&)25&'"*"#),)/0&$%&6"+%)4"*+/0&/2&>.6("6&'7&+8$2"&/S",+"6&'7&+8"&)*+"%3"*+)$*&$%&
$+8"%&2+/G"8$06"%2

j& -%)4/%7&$%&2",$*6/%7&^&+8"7&4/7&%"0/+"&+$&+8"&$'>",+)3"2&$#&+8"&)*+"%3"*+)$*&$%&4/7&'"&2)6"B"S",+2&$%&2-)00B
$3"%&"S",+2

j& 6)%",+&$%&)*6)%",+&^&+8"%"&4/7&'"&/&6)%",+&,/.2/0&0)*G&?)+8&+8"&)*+"%3"*+)$*&/,+)3)+)"2&$%&+8"7&4/7&,$4"&
/'$.+&+8%$.(8&,/2,/6"6&/,+)3)+)"2

j& 0$*(B+"%4&^&+8"7&/%"&6"-"*6"*+&$*&$+8"%&%"2.0+2&'")*(&/,8)"3"6&#)%2+5&/*6&+8.25&+/G"&0$*("%&+$&'"&
4/+"%)/0)2"6&$%&$'2"%3"6

j& )*+"*6"6&$%&.*)*+"*6"6& &̂+8"7&4/7&'"&2-",)#),/007&+/%("+"6&+8%$.(8&+8"&,8$2"*&/,+)3)+)"2&$%&+8"7&4/7&'"&/66)+)$*/0

j& #$%"2""*&$%&.*#$%"2""*&^&+8"7&4/7&'"&-%"6),+"6&$*&7$.%&-0/**)*(&$%&*$+:

;+&?/2&$.%&4"+8$6$0$(),/0&$-+)$*&+$&#$,.2&$*&+8"&c-$2)+)3"&/*6&*"(/+)3"d5&c-%)4/%7d5&c6)%",+d&/*6&)*+"*6"6&
6)4"*2)$*2&$#&+8"&,/4-/)(*N-%$>",+&)4-/,+:&E8"&,8$),"&?/25&/2&)+&/0?/72&)25&,$*+"9+./0:&E8"&#$,.2&$#&+8"&
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"3/0./+)$*&?/2&28/-"6&'7&2+/G"8$06"%&)*+"%"2+2&/*6&)*+"*+5&/3/)0/'0"&%"2$.%,"2&M0)G"&+)4"&$%&'.6("+O&/*6&/02$&'7&
+8"&*/+.%"&$#&+8"&-%$>",+L2&/,+)3)+)"2:

E8"&&4/)*&&-%$>",+&&/,+)3)+7&&?/2&&+8"&&,$44.*),/+)$*2&&,/4-/)(*&&/*6&&+8/+5&&/2&&/*&"3/0./+)$*&2.'>",+5&)2&/&3"%7&
+/%("+"6&/*6&6"#)*"6&/,+)3)+7&+8/+&28$.06&'"&"3/0./+"6&/2&2.,8&/*6&+$&#$%,"&/&'%$/6"%&)4-/,+&,0/)4:

;+&?/2&/02$&*","22/%7&+$&/,8)"3"&/*&.*6"%2+/*6)*(&)*2)6"&+8"&-%$>",+L2&-/%+*"%28)-&/'$.+&&$+8"%&&+?$&&4/>$%&&)+"42W&&
+)4)*(&&/*6&,/0"*6/%&&#$%&&"3/0./+)$*&&/*6&"3/0./+)$*&6"2)(*&,8$),"2:
&

E8"%"&/%"&/0?/72&+?$&)4-$%+/*+&)22."2&+$&6",)6"&)*&/*7&"3/0./+)$*&/*6&)*&+8)2&,/2"5&+8"%"&?/2&/&,$*2"*2.2&+$&8/3"&
"3/0./+)$*&/2&$*B($)*(&-%$,"22&6.%)*(&/00&+8"&-%$>",+2&)4-0"4"*+/+)$*2&?/2&+8"&'"2+&$-+)$*&/*6&+8/+5&)*&0)*"&?)+8&
+8"&6",)2)$*2&/'$.+&)4-/,+&+8/+&?"&-%"2"*+"6&'"#$%"&+8"&6"2)(*&28$.06&'"&/&*$*B"9-"%)4"*+/0&$*":&R$5&+$&2.4&
.-5&?"&$-+"6&#$%&/*&$*B($)*(&"3/0./+)$*5&.2)*(&X./0)+/+)3"&/*6&X./*+)+/+)3"&6/+/5&#$,.2"6&$*&$.+,$4"2&/*6&)*&+8"&
,%"/+)$*&$#&/&,$*+%)'.+)$*&#$%&)4-/,+&*/%%/+)3":

F)+8&+8"&,8$),"2&'")*(&4/6"&?"&#"0+&+8/+&+8"&$*B($)*(&*/+.%"&$#&+8"&"3/0./+)$*&4/6"&)+&4/*6/+$%7&+$&.2"&/&2+%$*(&
4$*)+$%)*(&$#&+8"&,/4-/)(*&/*6&$#&+8"&$+8"%&-%$>",+&/,+)3)+)"2:&&!",/.2"&&$#&&+8/+&&+8"&&HaZ&&+"/4&&?$%G"6&&3"%7&&
,0$2"07&&?)+8&&+8"&,$44.*),/+)$*2&+"/45&$+8"%&-/%+*"%2&/*6&UJUrL2&-%$>",+&+"/4&+%7)*(&+$&(./%/*+""&+8/+&+8"&
-%$>",+&8/6&/&2+%$*(&/*6&%"0"3/*+&4$*)+$%)*(&272+"4:

H/7'"&)+&)2&)4-$%+/*+&+$&2/7&?8/+&H$*)+$%)*(&/*6&Z3/0./+)$*&8/3"&)*&,$44$*&'.+&/02$&+8"&6)S"%"*,"2&/2&2$4"&
-"$-0"&4)9&)+&.-&/&0)++0":

H$*)+$%)*(&)2&+8"&%$.+)*"&+%/,G)*(&/*6&%"-$%+)*(&$#&%"0"3/*+&)*#$%4/+)$*&/'$.+&/*&)*+"%3"*+)$*:&E8)2&)*#$%4/+)$*&
,/*&'"&/'$.+&+8"&)*+"%3"*+)$*L2&)*-.+25&/,+)3)+)"25&$.+-.+25&$.+,$4"2&/*6&)4-/,+2&'.+&/02$&+$&"4"%()*(&)22."2&$%&
%"2.0+25&/*6&/02$&/'$.+&+8"&)*+"%*/0&/*6&"9+"%*/0&,$*+"9+&)*&?8),8&+8"&)*+"%3"*+)$*&$-"%/+"2:

H$*)+$%)*(&)2&/*6&28$.06&'"&.2"6&-%)4/%)07&#$%&)*+"%*/0&4/*/("4"*+&/*6&/,,$.*+/')0)+7:&;*+"%3"*+)$*&4/*/("%2&
/*6&)4-0"4"*+"%2&,/*&.2"&4$*)+$%)*(&)*#$%4/+)$*&+$&/22"22&?8"+8"%&+8"&)4-0"4"*+/+)$*&$#&+8"&)*+"%3"*+)$*&)2&$*&
+%/,G&?)+8&+8"&-0/*&/*6&+$&)6"*+)#7&/*6&,$%%",+&/*7&6"3)/*,"2&/*6&,8/00"*("2&)*&/&+)4"07&4/**"%:

o2./0075&/+&0"/2+&/&2.'2"+&$#&+8)2&6/+/&)2&$["*&%"-$%+"6&+$&2"*)$%&4/*/("4"*+&$%&#.*6"%2&&M.-?/%6&&/,,$.*+/')0)+7O5&&
)*+"%3"*+)$*&&'"*"#),)/%)"2&&M6$?*?/%6&/,,$.*+/')0)+7O&/*6N$%&-""%2&$%&)4-0"4"*+)*(&-/%+*"%2&M8$%)1$*+/0&/,,$.*+/')0)+7O:

Z3/0./+)$*&%"#"%2&+$&6)2,%"+"&2+.6)"2&+8/+&/)4&+$&-%$6.,"&/*&$3"%/00&"3/0./+)3"&>.6("4"*+&/'$.+&+8"&4"%)+5&
?$%+8&$%&2)(*)#),/*,"&$#&/*&)*+"%3"*+)$*5&)*&/66)+)$*&+$&6"2,%)-+)$*2&$#&+8"&?/7&+8)*(2&/%"&/*6&/*/072)2&$#&,/.2/0&
%"0/+)$*28)-2:&Z3/0./+)$*&#)*6)*(2&/%"&)*+"*6"6&-%)4/%)07&+$&)*#$%4&6",)2)$*2&/'$.+&/&2-",)#),&)*+"%3"*+)$*&'.+&/02$&
/'$.+&#.+.%"&)*3"2+4"*+2&/*6&-0/**)*(:
&

U*$+8"%&&)4-$%+/*+&&2+"-&&?8"*&&,%"/+)*(&&/*&&HaZ&&272+"4&&#$%&&/&&,$44.*),/+)$*2&,/4-/)(*&)2&+$&6"3"0$-&/&%$'.2+&
/*6&4"/*)*(#.0&</00&+$&U,+)$*&M<+UO:&sF)+8&/&2+%$*(&<+U&7$.&?/*+&+$&-%$3)6"&7$.%&%"/6"%&N3)"?"%&?)+8&2$4"&#$%4&$#&
/,+)$*/'0"&+/2G&+8/+&,$.06&()3"&.2&/&4"+%),&%"0/+"6&+$&$.%&-%$>",+&$.+,$4"2&$%&)*+"*6"6&)4-/,+:

R$4"&)6"/2&/'$.+&6"3"0$-)*(&/&2+%$*(&<+U&#$%&/&,$44.*),/+)$*2&,/4-/)(*W

j& o2"&/&2+%$*(&,$44/*6&3"%'2&+$&2+/%+&7$.%&<+U
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j& b""-&)+&2)4-0"&M$*"&/*6&$*07&$*"&+8)*(O

j& o2"&?$%62&+8/+&-%$3$G"&"4$+)$*&$%&"*+8.2)/24&&M7$.&,$.06&.2"&2+$%7+"00)*(&/2&/&?/7&+$&/,8)"3"&+8)2O

j& E%7&.2)*(&+8"&#)%2+&-"%2$*

j& \)3"&7$.%&/.6)"*,"&/&%"/2$*&?87&+8"7&28$.06&+/G"&+8"&6"2)%"6&/,+)$*

j& E/G"&U63/*+/("&$#&Y"/%&$#&H)22)*(&V.+&B&YVHV&M?8"*&/--%$-%)/+"O

j& ;*,0.6"&2+%$*(&3)2./02

j& J0/*&#$%&+8"&4"6)/&7$.L%"&.2)*(&/*6&6"3),"2&7$.%&+/%("+&/.6)"*,"&?)00&.2"

U*6&/["%&6"3"0$-)*(&7$.%&<+U&7$.&28$.06&/2G&7$.%2"0#&2$4"&G"7&X."2+)$*2&0)G"W&)2&47
<+U&,0"/%m&)2&47&<+U&#"/2)'0"m&)2&47&<+U&"/27m

U&($$6&<+U&?)00&8"0-&7$.&+%/*20/+"&7$.%&$'>",+)3"2&)*+$&,8/*("&'"8/3)$.%&/*6&-"%,"-+)$*&,8/*("&)*6),/+$%2&/*6&/%"&
/&($$6&2+%/+"(7&+$&("+&%"0"3/*+&4"+%),2&#$%&$.+,$4"2&/*6&)4-/,+:

;*&28$%+5&'7&8/3)*(&/&,0"/%&/*6&3/0)6/+"6&28/%"6&.*6"%2+/*6)*(&$#&+8"&-%$>",+&0$(),&/*6&($/025&6"#)*)*(&+8"&-%$>",+2&
$.+-.+25&$.+,$4"2&/*6&)4-/,+M2O&/*6&/(%"")*(&$*&?8/+&2.,,"22&4"/*2&#$%&+8"&-%$>",+5&,8$$2)*(&/*&)4-/,+&
6"#)*)+)$*&/*6&#%/4"?$%G&+$&2.--$%+&+8"&HaZ&6"2)(*&-8/2"&/*6&+8"*&3/0)6/+)*(&?)+8&/00&+8"&%"0"3/*+&2+/G"8$06"%2&/&
,$4-/+)'0"&"3/0./+)$*&/--%$/,8&/*6&/&2+%$*(&&/*6&%"0"3/*+&c</00&+$&U,+)$*d&M<+UO&)*&+8"&,/2"&$#&/&,$44.*),/+)$*2&
,/4-/)(*5&?"&/%"&/'0"&+$&6"3"0$-&/&($$6&c)4-/,+&$%)"*+"6&HaZd:

2.6. A summary of what we did regarding M&E in Counter@ct

;#&?"&?/*+"6&+$&2.44/%)2"&+8"&,$%"&"3/0./+)$*&-%$,"22&/*6&4"+8$6$0$(),/0&$-+)$*2&4/6"5&+8"2"&?$.06&'"&+8"&
4/)*&-$)*+2W

!-& ?"&,%"/+"6&/&28/%"6&.*6"%2+/*6)*(&$#&+8"&-%$>",+&2+%/+"(7&/*6&($/02&.2)*(&/&E8"$%7&$#&<8/*("

.-& 6"#)*"6&?8/+&)4-/,+&?/2&/*6&?8/+&,8/*("2&?"&/)4"6&+$&"3/0./+"

/-& ,%"/+"6&/*&$-"*&/*6&,$*2+/*+&6)/0$(."&?)+8&+8"&-%$>",+&-/%+*"%2&/*6&"2-",)/007&?)+8&+8"&,$44.*),/+)$*2&
/*6&-%$>",+&+"/42

0-& 6"3"0$-"6&/*&"3/0./+)$*&-0/*&)*&0)*"&?)+8&+8"&)4-/,+&#%/4"?$%G&?"L3"&,8$2"*

1-& ,%"/+"6&/&2"+&$#&6/+/&,$00",+)$*&+$$025&'$+8&$*0)*"&/*6&$S0)*"5&+8/+&(%/*+"6&.2&/,,"22&+$&+8"&%"0"3/*+&6/+/&+$&
4"/2.%"&+8"&-%$,"22&$#&)4-0"4"*+/+)$*&G"7&-$)*+2&'.+5&"2-",)/0075&+8"&$.+,$4"2&/*6&$.+,$4"2&+$&)4-/,+2&
,/.2/0&,$**",+)$*

2-& ,%"/+"&/*&"3/0./+)$*&-/*"0&#%$4&'$+8&+8"&-%)4/%7&/*6&2",$*6/%7&+/%("+&(%$.-2&+$&/,,"22&/*6&%"/,+&+$&+8"&
,/4-/)(*&)*&/&'"#$%"N/["%&/22"224"*+&2+%/+"(7

3-& ,$00",+&/*6&/*/072"&)*&c%"/0&+)4"d&+8"&6/+/&#%$4&+8"&,/4-/)(*&(./%/*+"")*(&+8/+&?"&($+&X./0)+/+)3"&/*6&
X./*+)+/+)3"&)*6),/+$%2&/*6&4"+%),2&/*6&($&'"7$*6&$*0)*"&2+/+)2+),2
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4-& ,%"/+"&"3/0./+)$*&'%)"#)*(2&/*6&/&6/28'$/%6&?)+8&%"0"3/*+&&6/+/&+$&,$44.*),/+"&)*+"%*/007&/*6&"9+"%*/007&
/*6&8/3"&/2&28$%+&/2&-$22)'0"&#""6'/,G0$$-2

5-& ?%)+"&/&#)*/0&"3/0./+)$*&%"-$%+&+$&("+&+$&4/>$%&,$*,0.2)$*2&/*6&-$)*+&+$&%"0"3/*+&%",$44"*6/+)$*2

!"#$%"&?"&#)*)28&$.%&%"-$%+&$*&+8"&"3/0./+)$*&-%$,"225&?"&#""0&)+&)2&)4-$%+/*+&+$&28/%"&2$4"&$#&+8"&0"22$*2&0"/%*"6&
/*6&+8/+&,/*&'"&.2"6&'7&2)4)0/%&HaZ&272+"42:

j& r/0)6/+"&/00&-8/2"2&$#&+8"&HaZ&-%$,"22&/*6&-%$6.,+2&?)+8&G"7&2+/G"8$06"%2:&F"&4"/*&7$.&28$.06&-.+&+8)*(2&
0)G"W&"3/0./+)$*&X."2+)$*25&)*6),/+$%2&/*6&4"+%),25&"3/0./+)$*&-0/*5&%"0"3/*+&6/+/&/*6&4/)*&,$*,0.2)$*2&.-&
#$%&6)2,.22)$*&/*6&3/0)6/+)$*

j& `$&*$+&$3"%B,0/)4&$%&+%7&+$&87-"%B2)4-0)#7&?8/+&)2&,$4-0"9&)*&*/+.%":&U3$)6&+%7)*(&+$&/,,"22&3/0."&$%&
4"/*)*(#.0&,8/*("&'/2"6&$*&/&24/00&2"+&$#&?8/+&7$.&,/*&,$*2)6"%&G"7&-"%#$%4/*,"&)*6),/+$%2&MbJ;2O

&
j& <%"/+"&/&2+%$*(&/*6&4"/*)*(#.0&</00&+$&U,+)$*&#$%&7$.%&,/4-/)(*:&V*"&+8/+&,/*&()3"&7$.&/&4"+%),&+$&/,,"22&

7$.&$.+,$4"2N)4-/,+M2O

j& `$&*$+&&+%7&&+$&&#$%,"&&/*&&/++%)'.+)$*&&*/%%/+)3"&&)#&&,$*+%)'.+)$*&&)2&&+8"&&$*07&&2+%$*(&*/%%/+)3"&7$.&,/*&4/G"

j& `%/?&&,$*,0.2)$*2&&'/2"6&&"9,0.2)3"07&&$*&&+8"&&6/+/&&7$.&&8/3"&&,$00",+"6&&)*&&+8)2&"3/0./+)$*&-%$,"22

j& o2"&X./*+)+/+)3"&/*6&X./0)+/+)3"&)*6),/+$%2&/*6N$%&4"+%),2&/*6&6$&*$+&#$,.2&$*07&$*&?8/+&)2&c"/27&+$&4"/2.%"d

j& H/G"&,0"/%&%",$44"*6/+)$*2&/*6&"9-0/)*&?87&7$.&/%"&4/G)*(&+8"4&M/0?/72&%"0/+)*(&+$&7$.%&,$*,0.2)$*2O

j& <%"/+"&"*(/()*(&?/72&+$&-%"2"*+&7$.%&#)*6)*(2&+$&-%$4$+"&"3/0./+)$*&.2"&/*6&-"%,")3"6&/66"6&3/0."

E8"&.2"&$#&,$44.*),/+)$*2&/2&/&+$$0&+$&,8/*("&'"8/3)$.%5&-"%,"-+)$*5&G*$?0"6("5&-$0),7&$%&-%/,+),"2&)2&3"%7&
"*+),)*(&/*6&)2&,"%+/)*07&/&-$?"%#.0&2+%/+"(7&'.+&$*"&?8"%"&+8"&,/.2/0&%"0/+)$*28)-2&/%"&2$4"+)4"2&8/%6&+$&4/G"5&
"3"*&4$%"&)#&7$.&/%"&0$$G)*(&+$&4"/2.%"&0$*(&+"%4&)4-/,+&$%&,$*+%)'.+)$*&+$&0$*(&+"%4&)4-/,+:

F"&+8)*G&+8/+&+8"&4$2+&)4-$%+/*+&/2-",+&$#&6"3"0$-)*(&/&2+%$*(&)4-/,+&$%)"*+"6&HaZ&272+"4&)2&+$&,%"/+"&/&2+%$*(&
28/%"6&#$.*6/+)$*:&U&2+%$*(&#$.*6/+)$*&#$%&/*&HaZ&272+"4&)2&$*"&+8/+&.2"2&($$6&2,)"*+)#),&/*6&-%/,+)+)$*"%L2&
G*$?0"6("5&+8/+&,%"/+"25&#%$4&+8"&2+/%+&/&2+%$*(&2-/,"&#$%&6"'/+"&/*6&+$&3/0)6/+"&2+%/+"(),/05&4"+8$6$0$(),/0&/*6&
$-"%/+)$*/0&6",)2)$*2&/*65&#)*/0075&$*"&+8/+&,%"/+"2&4"/*)*(#.0&6/+/&+8/+&,/*&'"&.2"&)*&%"B-0/**)*(&/*6&#)*"B+.*)*(&
$#&+8"&-%$>",+&6.%)*(&+8"&-%$>",+2N,/4-/)(*2&)4-0"4"*+/+)$*:
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3.1. De!ning a campaign management strategy

<$*2)6"%)*(&+8"&,$4-0"9)+7&$#&+8"&,$*,"-+./0)1/+)$*&$#&+8"&,/4-/)(*&/*6&/02$&+8"&4/*7&%)2G2&+8/+&?"%"&#$%"2""*&
'$+8&)*&0)+"%/+.%"&/*6&)*&+8"&6"2)(*)*(&2+/("&$#&+8"&,/4-/)(*5&+8"%"&?/2&/&*""6&+$&'.)06&.-&/&2+%/+"(7&+$&4/*/("&)+:&
E$&4/+"%)/0)2"&+8)2&2+%/+"(7&/&?%)++"*&6$,.4"*+&?/2&"0/'$%/+"6&,$*+/)*)*(&/&6"+/)0"6&6"2,%)-+)$*&$#&+8"&,/4-/)(*2&
2+%/+"(7&?8),8&?/2&,/00"6&<$.*+"%=,+&</4-/)(*&H/*/("4"*+&J0/*&^&E8)2&)2&47&2+$%7&MU**"9&;O:

;*&)+2&#)%2+&,8/-+"%&+8"%"&)2&/*&)*+%$6.,+)$*&+$&+8"&-%$>",+L2&,/4-/)(*&M+8/+&)2&#.007&8"06&$*0)*"O5&)+2&$'>",+)3"25&
8$?&+$&4"/2.%"&+8"45&+8"&,8/**"02&$#&6)22"4)*/+)$*&/*6&+8"&#.**"0&$#&)*+"%/,+)$*2&+8/+&?$.06&'"&.2"6&#$%&+8"&
6)22"4)*/+)$*&$#&+8"&,/4-/)(*&/*6&+8/+&28$.06&0"/6&+$&+8"&,/4-/)(*L2&?"'2)+":

E8"&,/4-/)(*&6)22"4)*/+)$*&2+%/+"(7&,$*2)2+"6&)*&-$2+)*(&28$%+&3)6"$2&M+"/2"%2O&+8/+&?$.06&'"&.-0$/6"6&+$&
T$.E.'"&UJUr&,8/**"0&/*6&6)22"4)*/+"6&+8%$.(8&;*2+/(%/4&/*6&Y/,"'$$G&UJUr&-/("2:&E8"2"&-$2+2&$*&2$,)/0&
4"6)/&-0/+#$%42&?$.06&,$*+/)*&0)*G2&+$&+8"&</4-/)(*L2&?"'-/("&?8),8&?$.06&)*&+.%*&,$*+/)*&/&24/00&+"9+&/'$.+&
+8"&+"2+)4$*7&/*6&+8"&,$4-0"+"&3)6"$&$#&"/,8:

`)S"%"*+&+7-"2&$#&6)22"4)*/+)$*&?"%"&-0/**"6&$%(/*),&6)22"4)*/+)$*&+8/+&28$.06&'"&4/6"&'7&+8"&-"$-0"&)*3)+"6&
+$&()3"&+8")%&+"2+)4$*)"25&+8"&-/%+*"%28)-&$#&+8"&-%$>",+&/*6&/02$&+8"&/.6)"*,"&+8%$.(8&%"28/%"2&$#&+8"&-$2+2:&E8"2"&
/,+)$*2&?"%"&*$+&,$*2)6"%"6&+$&'"&"*$.(8&+$&%"/,8&+8"&+/%("+&/.6)"*,"5&2$&)+&?/2&/02$&6",)6"6&+$&-/7&Y/,"'$$G&/*6&
;*2+/(%/4&/63"%+)2"4"*+2&+$&87-"%B+/%("+&+8"&6)22"4)*/+)$*&/*6&+$&'"++"%&%"/,8&+8"&-%$>",+2L&-%)4/%7&+/%("+&(%$.-:

U02$5&/&,8%$*$(%/4&?/2&2"+&.-&)*&$%6"%&+$&-0/*&+8"&6)22"4)*/+)$*&+8/+&?$.06&'"&4/6"&2+$%7&'7&2+$%75&,&/00$?)*(&+8"&
/62&+$&%"/,8&+8"&+/%("+&/.6)"*,"&/*6&+$&("+&/2&4$2+&)*+"%/,+)$*2&/2&-$22)'0":&<$*2)6"%)*(&+8"&0/*(./("25&+8"&-/)6&
/62&?$.06&6)22"4)*/+"&3)6"$2&2.'+)+0"6&)*&6)S"%"*+&0/*(./("2&+$&6)S"%"*+&+/%("+&(%$.-2&,$*2)6"%)*(&+8"&6)S"%"*+&
0/*(./("2&+8"7&8/3"&2"+&.-&)*&+8")%&2$,)/0&4"6)/&-0/+#$%4&-%$#)0"2:

E8"&,$*,"-+&$#&+8"&,/4-/)(*&/*6&/00&)+2&>.2+)#),/+)$*&?"%"&/02$&6"2,%)'"6&)*&+8)2&6$,.4"*+&0"/6)*(&+8"&%"/6"%&
+$&.*6"%2+/*6&+8"&%/+)$*/0&/*6&/02$&+8"&4/*7&%)2G2&.*6"%07)*(&)+:&H/*7&%)2G2&'$+8&$*0)*"&/*6&$S0)*"&?"%"&
,$*2)6"%"65&'"/%)*(&)*&4)*6&+8"&4/*7&'/,G#)%"&"S",+2&6"2,%)'"6&)*&+8"&0)+"%/+.%"&/*6&)*&+8"&"9-"%)"*,"&$#&$+8"%&
-%$>",+2:&<$*2)6"%)*(&/00&+8$2"&%)2G2&/*6&+8"&2+%/+"()"2&+$&/3$)6&/*6N$%&%"2-$*6&+$&+8"45&UJUr&.-6/+"6&)+2&("*"%/0&
-%$,"6.%"2&#$%&2$,)/0&4"6)/&4/*/("4"*+5&)*,0.6)*(&2-",)#),&-%$,"6.%"2&#$%&+8"&-%$>",+L2&,/4-/)(*&4/*/("4"*+:
&

E8"2"&6"+/)0"6&2,8"4"2&?"%"&.2"6&+$&"2+/'0)28&+8"&%"2-$*2)'0"&.*)+2&/*6&+8"&"9-",+"6&/,+)$*&#$%&"/,8&G)*6&$#&
)*+"%/,+)$*&+$&+8"&,$*+"*+&$#&$.%&,/4-/)(*:&U02$5&4/*7&G)*62&$#&)*+"%/,+)$*2&?"%"&6"2,%)'"6&/*6&/&2,8"4"&+$&
,/+"($%)1"&+8"4&?/2&-%"2"*+"6&)*&$%6"%&+$&8"0-&+8"&#)%2+&0)*"&%"2-$*6"%2&+$&/,G*$?0"6("&?8),8&?$.06&'"&+8"&'"2+&
%"2-$*2"&+$&"/,8&$#&+8"4:

U00&+8"2"&2,8"4"2&%"2.0+"6&)*&/&6)/(%/4&6"2,%)')*(&+8"&G)*6&$#&)*+"%/,+)$*5&+8"&"9-",+"6&UJUr&/,+)$*&/*6&+8"&
-"%2$*&%"2-$*2)'0"&#$%&+8"2"&/,+)$*2&)*2)6"&+8"&$%(/*)2/+)$*&B&/02$&,$*2)6"%)*(&+8"&-/%+*"%28)-&/*6&+8"&-$22)')0)+7&
$#&%"#"%%)*(&,/2"2&+$&+8"&J$%+.(."2"&<%)4)*/0&J$0),"&/*6&+8"&J$%+.(."2"&R",.%)+7&;*+"00)("*,"&R"%3),":&Y$%&+8)2&
-.%-$2"5&/*&"9"%,)2"&$#&/*+),)-/+)$*&$#&4/*7&-$22)'0"&-%$'0"42&?/2&4/6"&/*6&)+&%"2.0+"6&)*&/&6"+/)0"6&6)/(%/4&
27*+8"+)1)*(&/00&-$22)'0"&2,"*/%)$2:
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U02$5&/*6&6."&+$&-%"3)$.2&"9-"%)"*,"2&/+&UJUr5&+8"%"&?/2&+8"&-$22)')0)+7&$#&/*&"3"*+./0&,7'"%/++/,G&+8/+&,$.06&
>"$-/%6)1"&+8"&$'>",+)3"2&$#&+8"&,/4-/)(*:&R$5&+8"&6$,.4"*+2&/02$&,$*+/)*"6&/&6"+/)0"6&-%$,"6.%"&$*&?8/+&+$&6$&
)*&,/2"&$#&,7'"%/++/,G25&,$*2)6"%)*(&8$?&+$&4)*)4)1"&)+2&"S",+2&/*6&2-",)/007&+8"&%"2-$*2)'0"&.*)+"2&+$&+/G"&/,+)$*&
)*&,/2"&)+&8/--"*"6:

3.2. Preparing for the impact of negative and 
       antagonistic contents 

Y%$4&/00&+8"&%)2G2&+/G"*&)*+$&,$*2)6"%/+)$*5&8/+"&2-"",8&?/2&,"%+/)*07&+8"&$*"&+8/+&-%"$,,.-)"6&.2&+8"&4$2+:&E8"&
*.4'"%&$#&8/+"#.0&,$44"*+2&+8/+&/--"/%&6/)07&$*&2$,)/0&4"6)/&/*6&+8"&2"*2)+)3)+7&$#&+8"&+$-),&+8/+&+8"&-%$>",+&
?/2&8/*60)*(&?"%"&)*6),/+$%2&$#&+8"&8)(8&-%$'/')0)+7&$#&+8"&"9)2+"*,"&$#&*"(/+)3"&/*6N$%&/*+/($*)2+),&,$44"*+2&
/63$,/+)*(&#$%&+8"&6"8.4/*)1/+)$*&$#&4)(%/*+2&/*6&%"#.(""2:&R$5&+8"%"&?$.06&'"&/&*""6&+$&%"2-$*6&+$&)+&/*6&+$&
-%$+",+&+8"&-"$-0"&()3)*(&+8")%&+"2+)4$*)"2&+$&+8"&-%$>",+:

R$4"&"9"%,)2"2&?"%"&4/6"&)*&$%6"%&+$&/*+),)-/+"&*"(/+)3"&/*6&/*+/($*)2+),&)*+"%/,+)$*2&+8/+&,$.06&/--"/%&$*&
2$,)/0&4"6)/&)*&%"2-$*2"&+$&$.%&-$2+2:&!/2"6&$*&+8"&/3/)0/'0"&0)+"%/+.%"5&$+8"%&-%$>",+2L&"9-"%)"*,"2&/*6&UJUr&
"9-"%)"*,"&)*&4/*/()*(&)+2&$?*&2$,)/0&4"6)/5&+8"&-%$>",+L2&+"/4&($+&-%"-/%"6&+$&%"2-$*6&+$&+8"4:&E8"&2+%/+"(7&
-/22"6&+8%$.(8&,/+"($%)1)*(&)*+"%/,+)$*2&+$&6"#)*"&?8"+8"%&)+&?/2&/6"X./+"&+$&2)4-07&)(*$%"5&%"4$3"&$%&+$&"*(/("&
)*&,$*3"%2/+)$*&?)+8&+8"45&,$4')*)*(&6)S"%"*+&+",8*)X."2&)*&2$4"&,/2"2:

</+"($%)1)*(&,$44"*+2&)2&*$+&/*&"/27&+/2G:&R$4"&$#&+8"4&/%"&>.2+&.*)*+"00)()'0"&$%&/%"&6)S),.0+&+$&,/+"($%)1"&
/*6&/2,"%+/)*&+8"&/--%$-%)/+"&/,+)$*&+$&+/G":&U+&0"/2+&)*&+8"$%7&)+&?/2&-$22)'0"&+$&,/+"($%)1"&+8"4&/2&2.--$%+)3"5&
,$*2+%.,+)3"5&*"(/+)3"&$%&/*+/($*)2+),:&E8"%"&)2&*$&*""6&+$&2.--$%+)3"&/*6&,$*2+%.,+)3"&,$44"*+2&'.+&*"(/+)3"&
/*6&/*+/($*)2+),&28$.06&'"&/*2?"%"6:

Y$%&+8)2&-.%-$2"5&/&,$*+)*.$.2&4$*)+$%)*(&$#&2$,)/0&4"6)/&?/2&*""6"6&/*6&/*&)*+"(%/+"6&/--%$/,8&)*3$03)*(&+8"&
6)S"%"*+&/,+$%2&?/2&-0/**"6:&U2&)+&)2&-$22)'0"&+$&0"/%*&#%$4&<$.*+"%=,+&</4-/)(*&H/*/("4"*+&J0/*&^&E8)2&)2&47&
2+$%7&MU**"9&;O&2$4"&$#&+8"&)*+"%/,+)$*25&"2-",)/007&4/)*07&,$44"*+2&$*&2$,)/0&4"6)/&-0/+#$%425&,$.06&#/00&.*6"%&
+8"&J$%+.(."2"&,%)4)*/0&0/?&"2-",)/007&,$*2)6"%)*(&8/+"&2-"",8&MU%+),0"&Cqh:t&$#&+8"&J"*/0&<$6"O&/*6&)*,)+"4"*+&+$&
+"%%$%)24&MU%+),0"&q:t&$#&+8"&n/?&$*&<$4'/++)*(&E"%%$%)24O:&;*&/00&$#&+8"&,/2"2&-%"B?%)++"*&/*2?"%2&?"%"&"0/'$%/+"6&
)*&$%6"%&+$&2"%3"&/2&(.)6/*,"&/*6&+$&$-+)4)1"&+8"&?8$0"&-%$,"22:

U&%"#"%%/0&4",8/*)24&?/2&2+/'0)28"6&?)+8&+8"&)*2+)+.+)$*/0&-/%+*"%2&'.+&/02$&/&-%$,"6.%"&+$&2/#"(./%6&+8"&"3)6"*,"&
$#&+8"&,%)4)*/0&$S"*2"&/*6&/&-%$,"6.%"&+$&%"4$3"&+8"&,$*+"*+:&;*&("*"%/0&+"%425&)*&+8"2"&,/2"2&+8"&.2"%&?$.06&'"&
?/%*"6&'7&-%)3/+"&4"22/()*(&+8/+&8)2N8"%&,$44"*+&?/2&,$*2)6"%"6&+$&'"&8/+"&2-"",8&$%&)*,)+"4"*+&+$&+"%%$%)24&
/*6&+8/+&)+&?$.06&'"&%"4$3"6:&E$&2/#"(./%6&+8"&"3)6"*,"&$#&+8"&$,,.%%"*,"&$#&+8"&,%)4"&+8"&,$44"*+&?/2&>.2+&
8)66"*5&/*6&/&-%)*+&2,%""*&?/2&4/6"&/*6&2"*+&+$&+8"&,$4-"+"*+&/.+8$%)+)"2&/,,$%6)*(&+$&+8"&#$%4/0&-%$,""6)*(2&
$#&"/,8&$#&+8"4:&E8"&%"#"%%/0&4",8/*)24&/*6&+8"&/.+8$%)+)"2&)*3$03"6&?)00&'"&6"+/)0"6&)*&<8/-+"%&A:

U0+8$.(85&"3"*&)#&4/*7&$#&+8"&,$44"*+2&,$.06&*$+&'"&,$*2)6"%"6&8/+"&2-"",85&)*,)+"4"*+&+$&+"%%$%)24&$%&/*7&
$+8"%&,%)4"5&+8"7&?"%"&2)4-07&*"(/+)3"&/*6&%")*#$%,"6&+8"&*/%%/+)3"2&+8/+&+8"&J%$>",+&/)4"6&+$&,$.*+"%:&;*&+8)2&
2"*2"5&)+&?/2&*","22/%7&+$&/*2?"%&+8"4&?)+8&#/,+2&+8/+&,$.06&%")*#$%,"&+8"&/0+"%*/+)3"&-$2)+)3"&*/%%/+)3"&+8"&
,/4-/)(*&/)4"6&+$&6)22"4)*/+":&;*&/*7&,/2"&)+&?/2&*$+&+8"&)6"/&+$&'"&/*&/,+)3"&-/%+&$#&/*&"*60"22&6)2,.22)$*&B&0)G"&
)+&)2&,$44$*&/4$*(&2$,)/0&4"6)/&.2"%2&B'.+&>.2+&+$&,$%%",+&4)2,$*,"-+)$*2:

;*&+8"2"&,/2"25&+8"&/*2?"%2&?$.06&'"&()3"*&/2&/&-.'0),&,$44"*+&)*&$%6"%&+$&28$?&+$&-/22)3"&2-",+/+$%2&/*$+8"%&
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-$)*+&$#&3)"?5&%")*#$%,)*(&+8"&4"22/("&$#&+8"&-%$>",+L2&,/4-/)(*&/*6&()3"&#/,+2&+8/+&,$*+%/6),+"6&+8"&-"%,"-+)$*2&
$#&2$4"&4"4'"%2&$#&+8"&/.6)"*,"&+8/+&?"%"&/*+/($*)1)*(&)+:&;*&/*7&$#&+8"&,/2"25&)*&-%/,+),"&)+&?/2&*$+&"/27&+$&
/*2?"%&+$&+8"&3/2+&4/>$%)+7&$#&+8"&,$44"*+2&/2&+8"7&?"%"&2)4-07&8/+"#.0&/*6&*$+&#/00)*(&.*6"%&+8"&,%)4)*/0&0/?&
/2&/*&$-)*)$*&+8/+&6)6&*$+&%"07&$*&/*7&,$*,%"+"&#/,+&+8/+&,$.06&'"&,$%%",+"6:&;+&?/2&/02$&$'2"%3"6&+8/+&4/*7&$#&+8"&
-%$#)0"2&,$44"*+)*(&?"%"&#/G"&$%&2)4-07&6)6&*$+&8/3"&/*7&%"0"3/*+&)*#$%4/+)$*:

;*&+8)2&2,"*/%)$&/*6&6."&+$&+8"&*""6&$#&*$+&/00$?)*(&UJUr&2$,)/0&4"6)/&+$&'",$4"&/&4""+)*(&-$)*+&#$%&/00&G)*62&
$#&+%$002&/*6&4/0),)$.2&-%$#)0"25&4/*7&$#&+8"&,$44"*+2&?"%"&>.2+&8)66"*&/*6&%"#"%%"6:&;*&2$4"&,/2"25&/["%&'")*(&
?/%*"6&+8/+&+8"&,$*+"*+&$#&+8"&,$44"*+&,$.06&'"&,$*2)6"%"6&8/+"&2-"",85&+8"7&?"%"&%"4$3"6&'7&+8"&/.+8$%&'.+&
)*&4$2+&$#&+8"&,/2"2&+8"&.2"%2&>.2+&G"-+&-$2+)*(&8/+"#.0&,$44"*+2&$%&"3"*&/*2?"%)*(&'/,G&UJUr&4"22/("2&+%7)*(&
+$&%)6),.0"&+8"&)*+"*+&$#&%/)2)*(&/?/%"*"22&$%&>.2+&6"*7)*(&+8/+&+8$2"&,$44"*+2&,$.06&'"&,$*2)6"%"6&8/+"&2-"",8:&
U02$5&6."&+$&"9+"%*/0&"3"*+2&M):":&+8"&ChCh&+"%%$%)2+&/++/,G2&)*&e),"&/*6&+8"&4.%6"%&$#&/*&oG%/)*)/*&,)+)1"*&'7&+8"&
8/*62&$#&+8"&J$%+.(."2"&Y$%")(*"%2&/*6&!$/%6"%2&R"%3),"&"4-0$7""2O&+8/+&?"%"&%"0/+"6&+$&+8"&+$-),2&$#&+"%%$%)245&
%"#.(""2&/*6N$%&)44)(%/+)$*5&+8"%"&?"%"&4/*7&,$44"*+2&+8/+&?"%"&*$+&6)%",+07&%"0/+"6&+$&+8"&,/4-/)(*:&Y)*/0075&
)*&-%/,+),"&)+&?/2&2""*&+8/+&+8"&-%"B?%)++"*&/*2?"%2&?"%"&4$%"&.2"#.0&+$&)*2-)%"&+8"&,/4-/)(*&4/*/("%&+$&
"0/'$%/+"&/&,/2"&'7&,/2"&/*2?"%&/,,$%6)*(&+$&+8"&*./*,"2&$#&"/,8&,$44"*+:
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4.1. Going o"ine and raising the awareness of the target 
       audience for the risks of radicalisation

;*&,$4-0"4"*+&$#&+8"&-$2)+)3"&/0+"%*/+)3"&*/%%/+)3"&$*0)*"&,/4-/)(*5&)+&?/2&/02$&-0/**"6&+$&()3"&$S0)*"&/?/%"*"22&
%/)2)*(&2"22)$*2&+/%("+)*(&+8"&2/4"&/.6)"*,"&?)+8&+8"&2/4"&$'>",+)3"2&MU**"9&;;O:&;*)+)/007&2"22)$*2&?"%"&-0/**"6&
+$&/--%$/,8&6)%",+07&+8"&+$-),&'.+&/2&-%"3)$.207&4"*+)$*"6&)*&<8/-+"%&@5&'.+&+8)2&/--%$/,8&?/2&*$+&%",$44"*6"6&
'7&Q"*$3/%&/&H$.%/%)/&/*6&PQR&J$%+.(/0&M+8"&-/%+*"%&$%(/*)2/+)$*2&?$%G)*(&6)%",+07&?)+8&4)(%/*+2&/*6&
%"#.(""2O:&Q"(/%6)*(&)*&-"%2$*&2"22)$*25&)+&2""4"6&+8/+&+8"&)*3)+/+)$*&+$&/++"*6&/*&/?/%"*"22&%/)2)*(&2"22)$*&$*&
%/6),/0)2/+)$*&,/.2"6&6)2,$4#$%+&+$&+8"&-/%+),)-/*+2&$%&"3"*&4/6"&+8"4&#""0&2+)(4/+)2"6&6."&+$&%"0)()$.2&'"0)"#25&
-0/,"&$#&$%)()*&$%&"+8*),)+7:

E$&'.)06&.-&+8"&2+%.,+.%"&$#&+8"&/?/%"*"22&%/)2)*(&2"22)$*2&+8"&2+%/+"(7&#$%&+8"&,$*,"-+./0)1/+)$*&$#&+8"&$*0)*"&
,/4-/)(*&?/2&/6/-+"6:&\%$.-2&$#&4)(%/*+2&/*6&%"#.(""2&?$.06&'"&)*3)+"6&+$&2""&$*"&$#&+8"&,/4-/)(*&3)6"$2&/*6&
/["%?/%62&/&'%)"#&6)2,.22)$*&/'$.+&+8"&3)6"$&?$.06&+/G"&-0/,":&l."2+)$*2&?"%"&"0/'$%/+"6&+$&67*/4)1"&+8"&2"22)$*&
8/3)*(&)*&4)*6&+8"&4/*7&3.0*"%/')0)+7&#/,+$%2&+8/+&?"%"&-%"3)$.207&)6"*+)#)"6&)*&+8"&6"2G&%"2"/%,8&/*6&)*+"%3)"?2:

E8"&-%"3)$.2&)*+"%3)"?2&4/6"&6.%)*(&+8"&6"2G&%"2"/%,8&-8/2"5&6.%)*(&+8"&%",$%6)*(&$#&+8"&+"2+)4$*)/02&/*6&/02$&
6.%)*(&+8"&?$%G28$-&?)+8&/&#"?&4"4'"%2&$#&+8"&+/%("+&(%$.-&/'$.+&+8"&#)%2+&3)6"$5&?"%"&X.)+"&.2"#.0&+$&("+&+$&G*$?&
+8"&+/%("+&/.6)"*,"&'"++"%&/*6&+$&.*6"%2+/*6&+8")%&$-)*)$*2&$*&+8"&2.'>",+:&E8)2&/00$?"6&+$&/6/-+&+8"&X."2+)$*2&)*&
$%6"%&+$&#/,)0)+/+"&+8")%&6)2,$.%2"&/*6&+$&/3$)6&/&#""0)*(&$#&2+)(4/+)2/+)$*:

`."&+$&+8"&2"*2)+)3)+7&$#&+8"&2.'>",+5&?"&-%"#"%%"6&24/00&(%$.-2&2$&-/%+),)-/*+2&?$.06&#""0&4$%"&,$4#$%+/'0"&
+$&2-"/G&.-:&!"2)6"2&+8/+5&-/%+),)-/*+2&28$.06&)6"/007&2-"/G&+8"&2/4"&0/*(./("&)*&$%6"%&+$&/3$)6&)*#$%4/+)$*&
0$22:&F8"*"3"%&*","22/%7&/*&)*+"%-%"+"%&?/2&)*3)+"6&+$&>$)*&+8"&2"22)$*&+$&/22.%"&+8/+&+8"&-/%+),)-/*+2&#.007&
,$4-%"8"*6"6&)+:&U02$5&?8"*"3"%&)+&?/2&-$22)'0"5&(%$.-2&?$.06&'"&8$4$("*),&,$*2)6"%)*(&+8"&0"(/0&2+/+.2&
M4)(%/*+2&$%&%"#.(""2O5&*/+)$*/0)+75&,.0+.%/0&'/,G(%$.*65&("*6"%5&%"0)()$*5&"+,:

;*&2$4"&,/2"25&)+&?/2&/02$&.2"#.0&+$&)*3)+"&#$%&+8"&2"22)$*&-%$#"22)$*/02&6)%",+07&?$%G)*(&?)+8&+8"4:&;*&$+8"%&,/2"25&
*$+:&E8"&6)S"%"*,"2&/%"&*$+&"/2)07&%"/6/'0"5&'.+&/--/%"*+07&)+&8/2&+$&6$&?)+8&+8"&-%$#"22)$*/0L2&%"0/+)$*28)-&?)+8&
+8"&'"*"#),)/%)"2&$#&+8")%&$%(/*)2/+)$*2:&;*&2$4"&,/2"25&+8")%&-%"2"*,"&?/2&/&#/,)0)+/+$%&/*6&)*&2$4"&$+8"%&,/2"2&
-"$-0"&#"0+&6)2,$.%/("6&+$&2-"/G&.-&)*&+8")%&-%"2"*,":

U*&),"&'%/G)*(&/,+)3)+7&?/2&-0/**"6W&+$&2"%3"&+%/6)+)$*/0&J$%+.(."2"&#$$6&/*6&+$&2-"/G&/'$.+&)+:&U["%?/%625&$*"&
$#&+8"&3)6"$2&$#&+8"&,/4-/)(*&?$.06&'"&28$?*:&E8"&3)6"$&?/2&,8$2"*&6."&+$&+8"&-$+"*+)/0&)6"*+)#),/+)$*&$#&+8"&
-"$-0"&$*&+8"&(%$.-&?)+8&+8"&-"%2$*&()3)*(&+8"&+"2+)4$*7:&;#&+8"7&2-$G"&+8"&2/4"&0/*(./("&"3"*&'"++"%:&E8"&4/)*&
#$,.2&?/2&+$&6)2,.22&+8")%&"9-"%)"*,"2&/2&4)(%/*+2&/*6N$%&%"#.(""2&/*6&+$&("+&+$&G*$?&+8"4&'"++"%:

E8"%"&?"%"&+?$&)44"6)/+"&$'>",+)3"2&)*&+8"2"&2"22)$*2:&E8"&#)%2+&$*"&?/2&+$&)6"*+)#7&-$22)'0"&?/%*)*(&2)(*2&6."&+$&
6)2%.-+)3"&'"8/3)$.%&/*6N$%&0/,G&$#&-/%+),)-/+)$*:&E8"&2",$*6&)44"6)/+"&$'>",+)3"&?/2&+$&'.)06&/&+%.2+&%"0/+)$*28)-&
/*6&,$4-"0&+8"4&+$&%"#0",+&/'$.+&+8")%&$?*&2+$%75&28$?)*(&-$2)+)3"&"9/4-0"2&$#&-"$-0"&+8"7&,$.06&)6"*+)#7&?)+8&
/*6&?8$&,$-"6&?)+8&3"%7&6)S),.0+&2)+./+)$*25&0"/3)*(&/&#)*/0&-$2)+)3"&4"22/(":
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U0+8$.(8&+8"&2+%.,+.%"&$#&+8"&/?/%"*"22&%/)2)*(&2"22)$*&-%$3"6&+$&/,,$4-0)28&)+2&$'>",+)3"25&)+&)2&)4-$%+/*+&+$&
4"*+)$*&+8/+&+8"&#/,)0)+/+$%&$#&+8"&/?/%"*"22&%/)2)*(&2"22)$*&8/2&+$&'"&3"%7&#0"9)'0"&6."&+$&6)S"%"*+&G)*62&$#&(%$.-2&
?)+8&6)S"%"*+&'/,G(%$.*62:&R-",)/0&/++"*+)$*&4.2+&'"&()3"*&?8"*&()3)*(&+8"2"&2"22)$*2&+$&,8)06%"*&/25&)*&4/*7&
,/2"25&+8"&+"2+)4$*7&3)6"$2&/%"&*$+&/++%/,+)3"&"*$.(8&+$&+8"4:&Z3"*&)#&+8"2"&2"22)$*2&?"%"&*$+&-0/**"6&+$&'"&()3"*&
+$&,8)06%"*5&+8"&-0/**)*(&,$.06&'"&/6/-+"6&+$&'%)"#07&6)2,.22&"4-/+87&+$?/%62&6)S"%"*+&-"$-0"&/*6&+$&)*+%$6.,"&
6)S"%"*+&?/72&+$&/,8)"3"&+8")%&/)42&?)+8$.+&8.%+)*(&$+8"%2:

4.2. Training for campaign managers on developing and  
       managing online counter-narratives

<$*2)6"%)*(&+8"&"9-"%)"*,"&(/+8"%"6&)*&,$*,"-+./0)1)*(5&-0/**)*(&/*6&-%"-/%)*(&+8"&$*0)*"&,/4-/)(*&)+&?/2&
-$22)'0"&+$&2+%.,+.%"&/&+%/)*)*(&,$.%2"&#$,.2"6&$*&6)22"4)*/+)*(&+8"&G*$?0"6("&/,X.)%"6&/4$*(&,/4-/)(*&
4/*/("%2&/*6&("*"%/0&-.'0),&)*+"%"2+"6&)*&0"/%*)*(&4$%"&$*&8$?&+$&6"3"0$-&/&-$2)+)3"&/0+"%*/+)3"&*/%%/+)3"&$*0)*"&
,/4-/)(*&MU**"9&;;;O:

E8"&'/2),&2+%.,+.%"&,$*2)2+"6&)*&>.2+&+?$&4$6.0"2W&+8"&#)%2+&$*"&?/2&+8"&%/6),/0)2/+)$*&-%$,"22&3.0*"%/')0)+7&#/,+$%2&
/*6&,$%%"2-$*6)*(&-%$+",+)3"&#/,+$%2p&2",$*6&4$6.0"5&)+&?/2&"9-0/)*"6&+8"&2-",)#),)+)"2&$#&/&,$.*+"%&*/%%/+)3"&
,/4-/)(*&/*65&)*&+8"&-%$>",+L2&4$%"&2-",)#),&,/2"5&/&-$2)+)3"&/0+"%*/+)3"&*/%%/+)3"&$*"5&)+2&%)2G2&/*6&8$?&+$&-%"-/%"&
#$%&)+2&)4-/,+:

E8"&4/)*&$'>",+)3"2&$#&+8"&+%/)*)*(&,$.%2"&?"%"&+$&()3"&,$4-"+"*,"2&+$&-%$#"22)$*/02&?$%G)*(&)*&,$44.*),/+)$*&
/*6&2$,)/0&2",+$%&+$&6"3"0$-&/&,$.*+"%&*/%%/+)3"&,/4-/)(*&.2)*(&\UHHHU]&4$6"0&/*6&+$&'"&/?/%"&$#&+8"&%)2G2&
.*6"%07)*(&+8"45&"2-",)/007&+8"&*"(/+)3"&)4-/,+&$#&8/+"&2-"",8:&V*,"&)+&?/2&.*6"%2+$$6&+8"&%)2G&$#&+8"&,/4-/)(*5&
+8"%"&?/2&/&*""6&+$&0"/%*&8$?&+$&8/*60"&)+:

<$*2)6"%)*(&+8"&4/*7&,$*,"-+2&/--%$/,8"6&^&'/2"6&$*&+8"&0)+"%/+.%"&%"3)"?&/*6&+8"&($$6&-%/,+),"2&,$00",+"6&
6.%)*(&+8"&6"2G&%"2"/%,8&^&/*6&/02$&+8"&-%/,+),/0&"9-"%)"*,"&)*&4/*/()*(&+8"&-%$>",+L2&,/4-/)(*5&+8"&+%/)*)*(&
,$.%2"&#$,.2"6&3"%7&-%/,+),/0&/2-",+2:&U,+)3)+)"2&,$*2)2+"6&)*&"9"%,)2"2&+$&0"/%*&G"7&,$*,"-+25&/*6&-%/,+),/0&,/2"2:&
E8"&#)*/0&"3/0./+)$*&?/2&/02$&/&%"/0&,/2"&/*6&-/%+),)-/*+2&?"%"&)*3)+"6&+$&/*2?"%&/*+/($*)2+),&,$44"*+2:

Z3"*&+8$2"&-%$#"22)$*/02&+8/+&?$%G"6&-%"3)$.207&?)+8&/?/%"*"22&%/)2)*(&,/4-/)(*2&/*6&)*&+8"&2$,)/0&2",+$%&?"%"&
*$+&#/4)0)/%&?)+8&4/*7&$#&+8"&,$*,"-+2&"9-0/)*"6:&U02$5&?8"*&+8"%"&?/2&/&*""6&$#&/--07)*(&+8"2"&,$*,"-+2&)*&
,$*,%"+"&,/2"2&4/*7&(%"7&/%"/2&8/3"&28$?*&.-:&U02$5&+8"%"&?"%"&2$4"&-/%+),)-/*+2&?8$&X."2+)$*"6&+8"&2,)"*+)#),&
'/2"2&$#&2$4"&,$*,"-+2&/2&+8"7&/%"&*$+&?)6"07&6)2,.22"6&/*6&?8),8&.*G*$?*&'7&+8"4:

;+&)2&)4-$%+/*+&+$&8/3"&/&2+%$*(&0)+"%/+.%"&%"3)"?&/*6&+$&28$?&+8/+&+8"&G*$?0"6("&28/%"6&4)(8+&'"&.2"6&#$%&4/*7&
-%$-$2"2:&;*&+8)2&2"*2"&-/%+),)-/*+2&?"%"&)*3)+"6&)*&$*"&$#&+8"&"9"%,)2"2&+$&"0/'$%/+"&/&2+%.,+.%"&$#&+8")%&$?*&
,$.*+"%&*/%%/+)3"&,/4-/)(*5&/)4)*(&+$&6",$*2+%.,+&/*7&*/%%/+)3"&+8"7&?/*+"6&+$:&E8)2&/--%$/,8&?/2&-/%+),.0/%07&
"*%),8)*(&/2&-/%+),)-/*+2&($+&6""-"%&)*&+8"&2.'>",+&/*6&2+/%+"6&+$&#)*6&$.+&+8"42"03"2&+8"&6)S),.0+)"2&)*&6"3"0$-)*(&
+8)2&G)*6&$#&,/4-/)(*:

Y)*/0075&+8"&+%/)*)*(&,$.%2"&/02$&2"%3"6&/2&/*&/?/%"*"22&%/)2)*(&2"22)$*&#$%&,/4-/)(*&4/*/("%2&,$*2)6"%)*(&+8"&
-$?"%&$#&-%$-/(/*6/&)+2"0#&/*6&-%$4$+)*(&4$%"&0)+"%/,7&$*&+8"&2.'>",+:&;+&)2&)4-$%+/*+&+$&%"4/%G&+8/+&#$,.2)*(&+$$&
4.,8&$*&/&2-",)#),&,/.2"&6.%)*(&+8"&+%/)*)*(&,$.%2"&4)(8+&/0)"*/+"&2$4"&-/%+),)-/*+2&+8/+&8/3"&+8"42"03"2&2+%$*(&
$-)*)$*2&$*&+8"&2.'>",+&/0+8$.(8&)+&/02$&8"0-2&+$&,/+,8&+8"&/++"*+)$*&$#&+8$2"&?8$&/%"&274-/+8"+),&+$&)+:&;#&+8"&)6"/&
)2&+$&-%$3)6"&.2"#.0&+$$025&/&4$%"&*".+%/0&/--%$/,8&)2&%",$44"*6"6:
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5.1. Who to involve in the prevention and
       combat to online radicalisation

E$&"S",+)3"07&-%"3"*+&/*6&,$4'/+&$*0)*"&%/6),/0)2/+)$*&/&4.0+)B2+/G"8$06"%&/--%$/,8&)2&"22"*+)/0:&E8"&-/%+*"%28)-&
$#&<$.*+"%=,+&-%$>",+&)*3$03"6&4/*7&G"7B/,+$%2&2.,8&/2&+8"&J$%+.(."2"&,%)4)*/0&-$0),"5&+8"&J$%+.(."2"&R",.%)+7&
;*+"00)("*,"&R"%3),"5&$%(/*)2/+)$*2&2.--$%+)*(&4)(%/*+2&/*6&%"#.(""2&MQ"*$3/%&/&H$.%/%)/&/*6&PQR&J$%+.(/0O5&
-%)3/+"&,$4-/*)"2&M`)()+/0&u-"%)"*,"&/*6&n$(#%/4"O&/*6&3),+)4&2.--$%+&$%(/*)2/+)$*2&MUJUr5&r),+)4&R.--$%+&
Z.%$-"&/*6&Y.*6/1)$/&Y"%*/*6$&!."2/&!0/*,$O:

E8)2&4.0+)6)2,)-0)*/%7&?$%G&%"3"/0"6&+$&'"&3/0./'0"&/2&6)S"%"*+&/--%$/,8"25&-%/,+),/0&"9-"%)"*,"2&/*6&+8"$%"+),/0&
G*$?0"6("2&/66"6&+$&+8"&-%$>",+L2&-%$6.,+2&/&6""-&/*6&)**$3/+)3"&-"%2-",+)3"&$*&$*0)*"&%/6),/0)2/+)$*:&Y$%&+8)2&
-.%-$2"5&"3"%7&$-)*)$*&,$.*+2&/*6&+8"%"&?/2&/&*""6&$*&,$*,)0)/+)*(&4/*7&6)S"%"*+&-$)*+2&$#&3)"?&+$&($&#.%+8"%:&
E/G)*(&)*&,$*2)6"%/+)$*&6)S"%"*+&$-)*)$*2&0"6&+$&/&4$%"&,$4-0"+"&%"2"/%,8&+8/+&8"0-"6&+$&'.)06&.-&+8"&#$.*6/+)$*2&
$#&+8"&-%$>",+&/*6&+$&"0/'$%/+"&/00&)+2&-%$6.,+2:&;+&)2&*$+&"*$.(85&+8$.(8:

`."&+$&+8"&,$4-0"9)+7&$#&+8"&%/6),/0)2/+)$*&-8"*$4"*$*&/*6&+8"&4/*7&0"3"02&)+&$-"%/+"25&/*&"S",+)3"&-%"3"*+)$*&
/*6&,$4'/+&4)(8+&>.2+&'"&"S",+)3"&?)+8&+8"&)*3$03"4"*+&$#&/00&+8"&G"7B/,+$%2&/*6&+8"&2+%"*(+8"*)*(&$#&27*"%()"2&
+8/+&"2+/'0)28&/&,$4-%$4)2"&)*&/&,$*+)*.$.2&?$%G&/2&+$&-%"3"*+)*(&%/6),/0)2/+)$*&0"/62&+$&+8"&-%"3"*+)$*&$*&
3)$0"*+&"9+%"4)2+&/*6&+8"&$,,.%%"*,"&$#&3),+)4)2/+)$*&)*,)6"*+2&/(/)*2+&-"$-0"5&2"0",+"6&(%$.-2&/*6N$%&4/22&
3)$0"*,"&)*,)6"*+2:
&

E8"%"&/%"&4/*7&2+/G"8$06"%2&+8/+&4.2+&'"&)*3$03"6&)*&+8)2&-%$,"22&)*&$%6"%&+$&-%"3"*+&+8"&-8"*$4"*$*&)*&
/&-%)4/%75&2",$*6/%7&/*6&+"%+)/%7&?/75&2$&/2&+$&2/7&-%)$%&$#&+8"&)*6)3)6./0L2&%/6),/0)2/+)$*&-%$,"225&?8"*&)+&)2&
$,,.%%)*(&$%&"3"*&)*&+8"&6"%/6),/0)1/+)$*&$#&)*6)3)6./02:&;+&)2&/02$&?"00&G*$?*&+8/+&7$.*(2+"%2&/%"&/*&"2-",)/007&
3.0*"%/'0"&(%$.-&+$&+8"&-8"*$4"*/&$#&%/6),/0)2/+)$*&/*6&3)$0"*+&"9+%"4)24&6."&+$&+8")%&2-",)#),&6"3"0$-4"*+&
2+/("&/*6&+8"&#/,+&+8/+&+8"7&/%"&0)3)*(&)*&/&6)()+/0&?$%06:&Z3"*&)#&%/6),/0)2/+)$*&6$"2&*$+&$,,.%&+8%$.(8&6)()+/0&
-0/+#$%425&)+&8/2&'""*&#%"X."*+07&$'2"%3"6&+8/+&)+&)2&?8"%"&7$.*(2+"%2&8/3"&+8")%&#)%2+&,$*+/,+&?)+8&%/6),/0&
-%$-/(/*6/5&)*)+)/+)*(&/&-%$,"22&+8/+&)2&4/+"%)/0)1"6&$.+&$#&)+:

;*&+8)2&2"*2"5&+8"&-%"3"*+)$*&$#&+8"&-8"*$4"*/&4.2+&)*3$03"&,)3)0&2$,)"+75&)*&-/%+),.0/%&+8"&$*"2&?$%G)*(&6)%",+07&
?)+8&4$%"&3.0*"%/'0"&)*6)3)6./025&(%$.-2&/*6N$%&,$44.*)+)"2p&"*+)+)"2&/*6&/.+8$%)+)"2&)*&+8"&/%"/&$#&7$.+8&/*6&
"6.,/+)$*5&)*,0.6)*(&2,8$$0&?$%G"%25&/22$,)/+)$*2&$#&7$.*(2+"%2&$%&7$.*(&?$%G"%2p&8"/0+8&/.+8$%)+)"2&/*6&2"%3),"2p&
#/4)0)"25&,$44.*)+)"2&/*6&2$,)/0&-%$+",+)$*&2"%3),"2p&0$,/0&/.+8$%)+)"25&)*&/&+)(8+&,$$-"%/+)$*&?)+8&,)3)0&2$,)"+7&/*6&
*/+)$*/0&/.+8$%)+)"25&%")*2"%+)$*&/*6&-%)2$*&2"%3),"2p&0$,/0&*/+)$*/0&/*6&,%$22B&'$%6"%&*/+)$*/0&0/?&"*#$%,"4"*+&
/("*,)"2p&3),+)4&2.--$%+&$%(/*)2/+)$*2&/*6&3),+)42&$#&+"%%$%)24&/*6&3)$0"*+&"9+%"4)24:

E8"&)4-$%+/*,"&$#&+8)2&,$$-"%/+)$*&?/2&?)6"07&28$?*&$*&<$.*+"%=,+&-%$>",+5&'")*(&*","22/%7&+$&($&'"7$*6&
+8"&-/%+*"%28)-&)+2"0#&/*6&+$&)*3$03"&4/*7&6)S"%"*+&$%(/*)2/+)$*2&/*6&-%$#"22)$*/02&)*&$%6"%&+$&4/G"&/?/%"*"22&
%/)2)*(&2"22)$*2&3)/'0"&/*6&+$&6)22"4)*/+"&+8"&$*0)*"&,/4-/)(*&+$&/&?)6"%&/.6)"*,":&`.%)*(&+8"&-%$>",+L2&2"4)*/%5&
+8/+&%".*)+"6&4/*7&"9-"%+2&#%$4&6)S"%"*+&#)"062&?$%G)*(&)*&+8"&-%"3"*+)$*&$#&+8"&-8"*$4"*/5&,$$-"%/+)$*&/*6&
27*"%()"2&?"%"&+8"&+$-),&+8/+&?/2&6)2,.22"6&+8"&4$2+:
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5.2. Key synergies: how to cooperate and refer

E8"%"&)2&/&2+%$*(&*""6&+$&28/%"&G*$?0"6("&)*&+8"&#)"06&$#&%/6),/0)2/+)$*:&!"2)6"2&+8"&*""6&$#&28/%)*(&($$6&-%/,+),"2&
/*6&/&2+%/+"(7&$*&-%"3"*+)*(&+8"&-8"*$4"*$*&$*&)+2&6)S"%"*+&0"3"02&)2&"22"*+)/0&/*&)*+"(%/+"6&/--%$/,8&?8),8&
'"/%2&)*&4)*6&+8"&%$0"2&+8"&4/*7&2+/G"8$06"%2&8/3"&+$&-0/7:&U&,$*,"%+"6&2+%/+"(7&$*&,$$-"%/+)$*&4.2+&/--%$/,8&
+8"&-8"*$4"*/&)*&/00&)+2&,$4-0"9)+75&'$+8&)*&/&'$++$4B+$-&/*6&/&+$-B6$?*&-"%2-",+)3"5&2+/%+)*(&?)+8&)*6)3)6./0&
)*+"%3"*+)$*2&(%$.-2&$%&,$44.*)+)"25&/*6&*"3"%&#$%("++)*(&*/%%/+)3"2&/*6&2+%/+"(),&,$44.*),/+)$*:

E8)2&2+%/+"(7&4.2+&*$+&'"&6"2)(*"6&%"(/%60"22&+8"&)*3$03"4"*+&/*6&+8"&$-)*)$*&$#&+8"&4/*7&G"7B/,+$%2&+8/+5&6."&
+$&+8")%&-%$9)4)+7&?)+8&4$%"&3.0*"%/'0"&)*6)3)6./025&(%$.-2&$%&,$44.*)+)"25&/%"&"22"*+)/0&)*&+8"&"/%07&)6"*+)#),/+)$*&
$#&%)2G&#/,+$%2&/*6&?8$&2+/%+&-%"3"*+)$*&"S$%+2&#$,.2)*(&$*&-%$+",+)3"&#/,+$%2

U02$5&+8)2&2+%/+"(7&,/**$+&6)2%"(/%6&+8"&$-)*)$*&$#&,$44.*),/+)$*&2-",)/0)2+25&)*&+8"&4/*7&,8/**"02&/*6&-0/+#$%42&
/2&+8"7&/%"&"22"*+)/0&*$+&$*07&)*&+8"&,$*2+%.,+)$*&$#&-%"3"*+)$*&)*)+)/+)3"2&#$,.2"6&$*&*/%%/+)3"2&+/%("+)*(&2$4"&
2-",)#),&/.6)"*,"25&'.+&/02$&)*&?)6"%&"S$%+2&)*&0$,/0&/*6N$%&*/+)$*/0&0"3"0:

Z3"*&)#&+8"&,/4-/)(*&?/2&>.2+&$*0)*"5&)+&)2&*$+&-$22)'0"&+$&>.2+&($&$S0)*":&E%/)*)*(&"3"*+2&/*6&?)6"%&6"'/+"2&2.,8&
/2&,$*#"%"*,"2&/%"&"22"*+)/0&2$&+8"&G*$?0"6("&,/*&'"&28/%"65&,$*,"%+"6&/*6&-.+&)*&-%/,+),"&'7&+8"&6)S"%"*+&
G"7B/,+$%2&2$&+$&-%$4$+"&+8"&-0/**)*(&/*6&+8"&/0)(*4"*+&$#&+8")%&"S$%+25&+8/+&4.2+&'"&>$)*+5&)*&-%"3"*+)*(&/*6&
,$4'/++)*(&%/6),/0)2/+)$*&/*6&3)$0"*+&"9+%"4)24:

J/%+&C&$#&+8"&J%/,+),/0&\.)6"&B&J%"3"*+)*(&/*6&<$4'/+)*(&V*0)*"&Q/6),/0)2/+)$*&/*6&Z9+%"4)24&$.+0)*"2&)*&6"+/)0&
+8"&</4-/)(*&H/*/("4"*+&J0/*5&'/2"6&$*&+8"&"9+"*2)3"&+8"$%"+),/0&#%/4"?$%G&.*6"%07)*(&+8"&6"3"0$-4"*+&$#&
/0+"%*/+)3"&*/%%/+)3"&,/4-/)(*2&+/%("+)*(&3.0*"%/'0"&/.6)"*,"2:&E8"&</4-/)(*&H/*/("4"*+&J0/*&/02$&8/2&/*&
"4)*"*+07&)**$3/+)3"&,8/%/,+"%5&)+&-%$3)6"2&*$+&$*07&/&2"+&$#&-%$,"6.%"2&+$&'"&)*)+)/+"6&)*&+8"&"3"*+&$#&,%)4)*/0&
$S"*,"2&$%&,7'"%B/++/,G2&$*&UJUrL2&,%)+),/0&2+%.,+.%"25&'.+&/02$&/&(.)6"&$#&-%"B-%"-/%"6&%"2-$*2"2&+$&3/%)$.2&+7-"2&
$#&)*+"%/,+)$*2&+8/+&?"%"&/*+),)-/+"6&?)+8&/&,/4-/)(*&2.,8&/2&_+8)2)2472+$%7:
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!"++"%Z3/0./+)$*:&U*&)*+"%*/+)$*/0&,$00/'$%/+)$*&+$&)4-%$3"&
"3/0./+)$*&-%/,+),"&/*6&+8"$%7&'7&28/%)*(&/*6&("*"%/+)*(&
)*#$%4/+)$*&/'$.+&$-+)$*2&M4"+8$62&$%&-%$,"22"2O&/*6&
/--%$/,8"2:&???:'"++"%"3/0./+)$*:$%(

!"++"%Z3/0./+)$*:&;4-/,+&"3/0./+)$*:&8++-WNN'"++"%"3/0./+)$*:
$%(N+8"4"2N)4-/,+f"3/0./+)$*&;*,0.6)*(&@g&4"+8$6$0$(),/0&
'%)"#25&2"3"%/0&$#&+8"4&?)+8&/*&/*)4/+"6&3)6"$&/*6&?"')*/%:

!"++"%Z3/0./+)$*:&`"3"0$-&-%$(%/44"&+8"$%7:&8++-WNN
'"++"%"3/0./+)$*:$%(N-0/*N6"#)*"N6"3"0$-f0$(),f4$6"0

Y$%+)5&H:&MCh@CO&R)9&E8"$%7&$#&<8/*("&J)+#/002&+$&U3$)6:&R+/*#$%6&
R$,)/0&;**$3/+)$*&Q"3)"?5&Cg&H/7&Ch@C:&???:22)%"3)"?:$%(N
'0$(N"*+%7N2)9f+8"$%7f$#f,8/*("f-)+#/002f+$f/3$)6

Y.**"005&R:5&Q$("%25&J:&MCh@@O&J.%-$2"#.0&J%$(%/4&E8"$%7W&&
ZS",+)3"&o2"&$#&n$(),&H$6"02&/*6&E8"$%)"2&$#&<8/*(":&R/*&
Y%/*,)2,$W&F)0"7NP$22"7B!/22:

I)3$2&MCh@AO&E8"$%7&$#&<8/*("&E8)*G)*(&)*&J%/,+),"W&U&2+"-?)2"&
/--%$/,8:&F/("*)*("*W&I)3$2:&???:+8"$%7$#,8/*(":&*0N
%"2$.%,"N+8"$%7B,8/*("B+8)*G)*(B&-%/,+),"B2+"-?)2"B/--%$/,8

Q$("%25&J:&MCh@qO&E8"$%7&$#&<8/*(":&H"+8$6$0$(),/0&!%)"#2&$*&
;4-/,+&Z3/0./+)$*5&e$:C:&Y0$%"*,"W&oe;<ZY&VS),"&$#&Q"2"/%,8:

r/0+"%25&<:&MCh@qO&E8"$%)"2&$#&,8/*("&)*&)*+"%*/+)$*/0&
6"3"0$-4"*+W&<$44.*),/+)$*5&0"/%*)*(&$%&/,,$.*+/')0)+7:&
n$*6$*W&P.2+),"&/*6&R",.%)+7&Q"2"/%,8&J%$(%/44"5&
;*+"%*/+)$*/0&`"3"0$-4"*+&`"-/%+4"*+5&nRZ&/*6&U2)/&
Y$.*6/+)$*:&???:02":/,:.GN)*+"%*/+)$*/0`"3"0$-4"*+N
%"2"/%,8NPRQJN6$?*0$/62NPRQJ@i:r/0+"%&2:-6#

J"6%$&Y$0(/6$&MCh@vO:&Q/6),/0)1/wx$&r)$0"*+/W&U'$%6/("4&*$&
6$4y*)$&6/&>.3"*+.6"

Q.,8/BJ"%")%/5&P$x$&\/'%)"0:&J2),$0$()/&6/&J/1W&J"%2-",+)3/2&
2$'%"&$&+"%%$%)24$5&/2&/4"/w/2&"&/2&3y+)4/2&)*&H)2,"0z*"/&
UJUr5&*:t&C:&--:&DB@C

Z.%$-"/*&&<$44)22)$*L2&&\%$.-&&$*&&r)$0"*+&&Q/6),/0)2/+)$*&&
MChhvO:&&Q/6),/0)2/+)$*&J%$,"22"2&n"/6)*(&+$&U,+2&$#&E"%%$%)24&
^&U&<$*,)2"&Q"-$%+&-%"-/%"6&'7&+8"&Z.%$-"/*&<$44)22)$*L2&
Z9-"%+L2&\%$.-&$*&r)$0"*+&Q/6),/0)2/+)$*:&U3/)0/'0"&/+W&8++-2WNN
%)G,$$02/"+:'"N#)0"2NChhvN@CN"9-"%+&B(%$.-B%"-$%+B3)$0"*+B
%/6),/0)2/+)$*B&#)*/0:-6#

F)00"4&b$$4"*&/*6&P$$-&3/*&6"%&J0)(+:&E8"&-27,8$0$(7&$#&
%/6),/0)2/+)$*&/*6&+"%%$%)24:&Q$.+0"6("&MCh@DO:&e"?&T$%G

o*)3"%2)+7&$#&n$*6$*&^&b)*(L2&<$00"("&n$*6$*&MChhiO:&
Q",%.)+4"*+&/*6&H$')0)2/+)$*&#$%&+8"&;20/4)2+&H)0)+/*+&
H$3"4"*+&)*&Z.%$-"W&U&2+.67&,/%%)"6&$.+&'7&b)*(L2&<$00"("&
n$*6$*&#$%&+8"&Z.%$-"/*&<$44)22)$*&`)%",+$%/+"&\"*"%/0&
P.2+),"5&Y%""6$4&/*6&R",.%)+7O

J"4'"%+$*5&U:5&a&3/*&Z,GBU/%+"*5&J:&MCh@iO:&e/%%/+)3"&/2&
/&-/%/6)(4&#$%&2+.67)*(&3),+)4)2/+)$*&/*6&%/6),/0)2/+)$*:&
R+.6)"2&)*&<$*#0),+&a&E"%%$%)245&@B&D:5&/3/)0/'0"&/+&8++-2WNN6$):
$%(N@h:@hvhN@hAiD@hu:Ch@i:@g@@@@h

QUe&^&Q/6),/0)2/+)$*&U?/%"*"22&e"+?$%G&^&<"*+%"&$#&Z9,"00"*,"&
MCh@iO:&Z9B-$2+&-/-"%&Q/*&J$0/%)2/+)$*&&H/*/("4"*+&H/*./0:&
E8"4/+),&"3"*+&D&P.07&Ch@i5&U42+"%6/4&MenO

U%($4/*)15&P:&MCh@vO:&U&'/++0"&$#&*/%%/+)3"2&B&R-/*)28&3),+)42L&
$%(/*)2/+)$*2&)*+"%*/+)$*/0&/,+)$*&+$&6"0"()+)4)2"&+"%%$%)24&/*6&
-$0)+),/0&3)$0"*,":&R+.6)"2&)*&<$*#0),+&/*6&E"%%$%)245&q@MiO5&AigBAvv

H/(*.2&Q/*2+$%-&/*6&J"6"%&I700"*(%"*&MCh@gO:&J%"3"*+)$*&
$#&3)$0"*+&"9+%"4)24&)*&+8)%6&,$.*+%)"2W&H"/2.%"2&+$&-%"3"*+&
)*6)3)6./02&>$)*)*(&/%4"6&"9+%"4)2+&(%$.-2&)*&,$*#0),+&1$*"2

e/6)/&Y/6)05&H/%+)>*&6"&b$*)*(&a&Y%/*,"2,$&Q/(/11):&
Q/6),/0)1/+)$*&)*&!"0().4&/*6&E8"&e"+8"%0/*62W&<%)+),/0&
-"%2-",+)3"2&$*&3)$0"*,"&/*6&2",.%)+7:&;!:&E/.%)2&Ch@{

QUe&^&Q/6),/0)2/+)$*&U?/%"*"22&e"+?$%G&^&<"*+%"&$#&Z9,"00"*,"&
MCh@DO:&QUe&)22."&-/-"%&^&E8"&%$$+&,/.2"2&$#&3)$0"*+&"9+%"4)24

E%.>)00$5&I.4'"%+$&H:5&Y"%%|*&U0$*2$5&P$2}&H)(."0&<."3/2&7&
H/*."0&H$7/*$:&Ch@v:&cZ3)6"*,)/2&"4-y%),/2&6"&4/*)-.0/,)~*&
7&/'.2$&-2),$0~(),$&"*&"0&-%$,"2$&6"&/6$,+%)*/4)"*+$&7&
%/6),/0)1/,)~*&7)8/6)2+/&)*6.,)6/d&)*&Q"3)2+/&6"&Z2+.6)$2&R$,)/0"2&
DDWqCBAq:&U3/)0/'0"&/+W&8++-2WNN6$):$%(N@h:iqqhN%"2DD:Ch@v:hA

U%)2+$+0"&b/00)25&R/%/&�")("%5&!)0("8/*&�1+�%G&MCh@vO:&r)$0"*+&
%/6),/0)2/+)$*&/*6&#/%B&%)(8+&"9+%"4)24&)*&Z.%$-":&-:&gCp&`)/*/&
Q)"("%5&n"*/&Y%)2,80),8&a&\/%7&!"*+"&MCh@gO:&J%$-/(/*6/&C:h&
^&J27,8$0$(),/0&ZS",+2&$#&Q)(8+BF)*(&/*6&;20/4),&Z9+%"4)2+&
;*+"%*"+&r)6"$

U*+$*)$&Q)3"%/&/*6&Z6./%6$&H/+"$:&r"%6/6"%$2&,%"7"*+"2W&
-"*2/4"*+$&2",+|%)$5&%/6),/0)1/,)~*&7&3)$0"*,)/:&n/&</+/%/+/:&Ch@v:

QUe&^&Q/6),/0)2/+)$*&U?/%"*"22&e"+?$%G&^&<"*+%"&$#&
Z9,"00"*,"&MCh@vO:&Z9&-$2+&-/-"%&Kr.0*"%/'0"&,8)06%"*&?8$&/%"&
'%$.(8+&.-&)*&/*&"9+%"4)2+&"*3)%$*4"*+L

QUe&^&Q/6),/0)2/+)$*&U?/%"*"22&e"+?$%G&^&<"*+%"&$#&
Z9,"00"*,"&MCh@vO:&QUe&)22."&-/-"%W&`"3"0$-)*(&,$.*+"%B/*6&
/0+"%*/+)3"&*/%%/+)3"2&+$("+8"%&?)+8&0$,/0&,$44.*)+)"2

ZHU!&^&Z.%$-"/*&H)(%/*+&U63)2$%7&!$/%6&MCh@{O:&U2G&+8"&
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