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Key phases and steps to develop  
an effective SBC strategy or plan

012.3,#4.
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!0!%$,14+=('),-.;!'.!*)4-$=('),-.;!!
678!5.'1.0**+>
7*)*89:,;<&=;&>?!&>@+=@*<A&B,;<*C&D:9;&D;E*+C@=;E,;<&
@B*&D;,FD*&G,+GDHC@=;G*C&=;E&-9+8E&),*-C&9I&@B*&
,;E,),ED=8C&@B*&C@+=@*<A&C**JC&@9&C*+)*K&%B*C*&,;C,<B@C&
-,88&B*8:&A9D&E*C,<;&GDC@9H,C*E&C98D@,9;C&I9+&&
89G=8&GB=88*;<*CK&
?A&D;E*+C@=;E,;<&@B*&L=++,*+C&@9&G*+@=,;&L*B=),9D+CM&
C*+),G*C&9+&=&CAC@*H&I+9H&@B*&:*+C:*G@,)*&9I&G9HHD;,@A&
H*HL*+CM&A9D&-,88&L*&=L8*&@9&E*)*89:&H9+*&C*;C,@,)*M&
*),E*;G*NL=C*E&=;E&BDH=;NG*;@+*E&C98D@,9;C&@B=@&
+*C:9;E&@9&:*9:8*OC&;**ECK&%9&8*=+;&H9+*&=L9D@&&
LD,8E,;<&:*9:8*NG*;@+*E&C98D@,9;CM&),*-&9D+&@998&9;&
PDH=;N!*;@+*E&7*C,<;K&

%B,C&E9GDH*;@&-,88&-=8J&A9D&@B+9D<B&B9-&@9&E*)*89:&
=;&>?!&Q8=;&9+&>@+=@*<AK&#=GB&C@*:&-,88&,;G8DE*&8,;JC&@9&
@998C&@B=@&-,88&B*8:&A9D&@B,;J&CAC@*H=@,G=88A&=;E&G+*=@,)*8A&
=L9D@&A9D+&C,@D=@,9;K

! !"#$%%&'($")*"+#,-.#/0$"#1#,23$24+)#5(34$657442#
24'(0$24#*5#27$2#)&8#%$"#854#2&#+8*64#)&8#273&8+7#274#
(3&%455#*5#$9$*0$:04#;&3#6&<"0&$6#7434"!
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56.(7-83.99
R*&B=)*&9D@8,;*E&./&C@*:C&@9&LD,8E&=;&>?!&>@+=@*<AM&
L+9J*;&,;@9&I9D+&:B=C*CK&%B*+*&,C&;9&@,H*8,;*&=CC9G,=@*E&
-,@B&@B,C&:+9G*CCM&=;E&-*&*;G9D+=<*&A9D&@9&<9&=@&&
A9D+&9-;&:=G*K&

<#0%+!?@!A$%('/+.;
6-+5!B@!!"#$%&'&()'*&(+'(&#,-$"%).&
/'0(#-#/'(#,1&-2**",#(#).
6-+5!C@!3#'1,2.)&42"0&.#("'(#2,&5&&
".#,1&*2%)$.
6-+5!D@!6)0720*&'&0)'$#(4&-+)-8
6-+5!E@!9228&720&7",%#,1&*)-+',#.*.&
',%&2//20(",#(#).
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6-+5!G@!:"($#,)&(+)&,))%.&27&&
'77)-()%&102"/.
6-+5!H@!;)$)-(&42"0&;!<&'//02'-+).
6-+5!I@!3)=)$2/&'&>+)204&27&<+',1)
6-+5!J@!3)7#,)&0)."$(.&',%&.)$)-(&
#,()0=),(#2,.
6-+5!K@!3)()0*#,)&(+)&?"%1)(@&(#*)$#,)@&
0#.8.&',%&02$).

<#0%+!???@!?*54+*+,-0-$',F!
*',$-'.$,1!0,&!+/04)0-$',
6-+5!BL@&6)0720*&'&?'.)$#,)&'..)..*),(
6-+5!BB@!>).(&',%&#()0'()
6-+5!BC@!3)=)$2/&'&/$',&720&-2,(#,")%&
$)'0,#,1&',%&#()0'(#2,

! =2#*5#*'(&32$"2#2&#"&24#27$2#)&83#(3&%455#'*+72#"&2#:4#
0*"4$3>#?&8#'$)#"446#2&#+&#:$%@#$"6#;&327#:42<44"#
524(5#&3#%&"68%2#%432$*"#524(5#5*'802$"4&850)>#
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6-+5!B@!7)$4&!0!-+0*!-#0-!
$,(4)&+%!50.-$($50-$,1!
('**),$-$+%
?*I9+*&E,=<;9C,;<&@B*&C,@D=@,9;&=@&B=;EM&A9D&HDC@&
L+9=E8A&,E*;@,IA&@B*&:+,H=+A&,CCD*K&?*<,;&LA&DC,;<&&
A9D+&:+*8,H,;=+A&D;E*+C@=;E,;<&@9&+=88A&@9<*@B*+&&
=&@*=H&9I&C@=J*B98E*+CK
%B,;J&=L9D@&@B*&G9+*&9+<=;,S=@,9;C&=;E&:*9:8*&
@B=@&CB9D8E&L*&,;)98)*E&,;&@B*&=;=8AC,CM&E*C,<;&=;E&
,H:8*H*;@=@,9;&9I&@B*&C@+=@*<AK&T**:&,;&H,;E&@B=@&&
@B*&C=H*&<+9D:C&E9&;9@&B=)*&@9&L*&,;)98)*E&=@&&
*)*+A&C@=<*K&&

#$%&'()*!+,)!-$..$/'%0!12)&+'$%&!/,)%!!
32'.('%0!4$2*!+)567

U& 8,$!,5&!.$95.!:%$/.)(0);!)<=)*+!:%$/.)(0);!
+)9,%'95.!)<=)*+'&)!5%(!9*)5+'>)!)<=)*+'&)?!
!9;C,E*+&H*HL*+C&9I&<9)*+;H*;@&H,;,C@+,*CM&VW&
=<*;G,*CM&@B*&:+,)=@*&C*G@9+M&89G=8&WX(CM&G,),8&C9G,*@A&
9+<=;,S=@,9;C&Y!>(CZM&=C&-*88&=C&G9HHD;,@A&8*=E*+C&
=;E&+*:+*C*;@=@,)*CK&RB9&G=;&L*C@&CD::9+@&E*C,<;&
=;E[9+&,H:8*H*;@=@,9;\

U& 8,5+!=5*+%)*&,'=&!($!4$2!%))(!+$!'6=.)6)%+!+,)!
&+*5+)04?&R9D8E&=&:=+@;*+CB,:&-,@B&G*+@=,;&+*8,<,9DC&
9+<=;,S=@,9;CM&@*GB;989<A&G9H:=;,*CM&+*C*=+GB&
<+9D:CM&%]&=;E&+=E,9&C@=@,9;CM&H=+J*@,;<&=<*;G,*CM&
9+&8=L9D+&D;,9;C&L*;*I,@&,H:8*H*;@=@,9;\&%B,;J&
=L9D@&-B9&A9D&H=A&;**EM&=;E&-B*;&@9&L+,;<&@B*H&,;K&
!9;C,E*+&LD,8E,;<&=&G9+*&@*=H&@B=@&*^:=;EC&=@&G*+@=,;&
H9H*;@C&@9&L+,;<&,;&J*A&)9,G*CK

U& @$!4$2!%))(!5!+)9,%'95.!5(>'&$*4!$*!9$$*('%5+'$%!
0*$2=?!!9;C,E*+&B9-&@B*C*&<+9D:C&H,<B@&=CC,C@&
-,@B&:98,@,G=8&=;E&G9HHD;,@A&LDAN,;&=;E&=::+9)=8M&
:=+@;*+&G99+E,;=@,9;M&@*GB;,G=8&9)*+C,<B@M&G9HHD;,@A&
*;<=<*H*;@M&9+&ID;E+=,C,;<K

U& 8,)%!&,$2.(!4$2!'%>$.>)!($%$*&?!8,$!5*)!
+,)!6$&+!'6=$*+5%+!($%$*&?&P9-&H,<B@&
E9;9+C&CD::9+@&-,@B&G99+E,;=@,9;&9I&:=+@;*+CM&
,H:8*H*;@=@,9;M&9+&E,CC*H,;=@,9;\

! A"%4#)&8#7$94#*64"2*;*46#$"6#'$((46#@4)#
52$@47&06435B#)&8#'852#$+344#&"#$#57$346#9*5*&">#
C"5834#4D8*2$:04#*"9&094'4"2#&;#52$@47&06435#$2#@4)#
'*0452&"45B#$6&(2*"+#(3*"%*(045#&;#%&E645*+"#$"6#
85*"+#($32*%*($2&3)#$((3&$%745>#F&3#58((&32#<*27#27*5B#
544#274#G.H#$"6#.&''8"*2)#C"+$+4'4"2#2&&05>
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_;&@B,C&C@*:M&A9D&-,88&,E*;@,IA&J*A&GB=88*;<*CM&G9HHD;,@,*C&
=;E&GB,8E+*;&H9C@&=@&+,CJM&@B*&E+,)*+C&L*B,;E&@B*&,CCD*C&
@B*A&I=G*M&=;E&@B*&*8*H*;@C&@B=@&G9D8E&L*&8*)*+=<*E&=C&
:=+@&9I&@B*&C98D@,9;K
%9&L*<,;M&A9D&;**E&@9&G988*G@M&G988=@*&=;E&=;=8AC*&C9G,=8&
=;E&L*B=),9D+=8&*),E*;G*M&,;G8DE,;<&G9HHD;,@A&,;C,<B@CK&
R*&B,<B8A&+*G9HH*;E&C*8*G@,;<&=&H9E*8&@9&C@+DG@D+*&
A9D+&+*C*=+GBK&!B*GJ&9D@&@B,C&E9GDH*;@&@9&8*=+;&=L9D@&
E,`*+*;@&H9E*8C&A9D&G9D8E&DC*K&

$%&'&()*&+,&'
,-..&,/&*'0)..''
%&.1'2-3'/-4'

U& #H:=@B,S*&-,@B&@B*&=`*G@*E&:9:D8=@,9;

U& >,@D=@*&@B*&:+9L8*H&-,@B,;&
8=+<*+&CAC@*HC

U& V;E*+C@=;E&@B*&L=++,*+C&,H:*E,;<&
:9C,@,)*&GB=;<*&=;E&E*@*+H,;*&-B,GB&
CB9D8E&L*&=EE+*CC*E&I,+C@

U& _E*;@,IA&:9C,@,)*&8*)*+C&I9+&GB=;<*

U& #^:89+*&-B=@&,C&GD++*;@8A&L*,;<&&
E9;*&@9&=EE+*CC&@B*&,CCD*&=;E&=;A&
:+*),9DC&,;,@,=@,)*C

U& 7*G,E*&-B,GB&C@=J*B98E*+C&CB9D8E&8*=E&
@B*&+*C:9;C*&@9&@B,C&,CCD*M&*C:*G,=88A&
:8=A*+C&,;&<9)*+;H*;@&=;E&G,),8&C9G,*@A

U& a9L,8,S*&+*C9D+G*C&=;E&:+,9+,@,S*&-B*+*&
@9&,;)*C@&@B*H

U& 7*@*+H,;*&-B*@B*+&A9D+&C@+=@*<,*C&-,88&
G9;@,;D*&@9&L*&*`*G@,)*&=C&L=++,*+C&CB,I@

&

!988*G@,;<&C9G,=8&=;E&L*B=),9D+=8&*),E*;G*&G=;&L*&@,H*N
G9;CDH,;<&=;E&+*C9D+G*N,;@*;C,)*K&?*I9+*&G988*G@,;<&
;*-&E=@=M&I,+C@&G9;C,E*+&@B*&E=@=&A9D&=8+*=EA&B=)*K&_I&@B*&
E*CJ&+*),*-&E9*C&;9@&:+9),E*&+*G*;@&9+&@B9+9D<B&,;C,<B@C&
9;&@B*&GB=88*;<*&A9D&=+*&-9+J,;<&9;M&A9D&-,88&;**E&@9&
G9;EDG@&:+,H=+A&+*C*=+GBK&
%B*+*&=+*&C*)*+=8&+*C*=+GB&H*@B9E989<,*C&A9D&G=;&DC*&@9&
I,88&,;&<=:C&,;&A9D+&D;E*+C@=;E,;<K&%B*&b!988*G@,;<&>9G,=8&
=;E&?*B=),9D+=8&#),E*;G*O&@998&:+9),E*C&=;&9)*+),*-&9I&
C,^&G9HH9;&H*@B9E989<,*CM&,;G8DE,;<&-B*;&=;E&-BA&
@B*A&=+*&DC*ID8c&Y,Z&,;E,),ED=8&=;E&G988*G@,)*&,;@*+),*-CM&Y,,Z&
9LC*+)=@,9;CM&Y,,,Z&BDH=;NG*;@+*E&E*C,<;&YP!7Z&+*C*=+GBM&
Y,)Z&C9G,=8&H=::,;<M&Y)Z&CD+)*ACM&Y),Z&*^:*+,H*;@=@,9;K&_@&
=8C9&:+9),E*C&<D,E=;G*&9;&B9-&@9&@+,=;<D8=@*&E=@=&=;E&
-B,GB&+*C*=+GB&H*@B9EYCZ&@9&GB99C*M&L=C*E&9;&A9D+&
G9;@*^@&=;E&;**ECK

$I@*+&G988*G@,;<&=;E&G9H:,8,;<&A9D+&C9G,=8&=;E&
L*B=),9D+=8&*),E*;G*M&A9D&=+*&+*=EA&@9&C@=+@&E,=<;9C,;<&
@B*&C,@D=@,9;K&%B,C&,C&A9D+&9::9+@D;,@A&@9&C,I@&@B+9D<B&=88&
@B*&E=@=&A9D&B=)*&G988*G@*E&=;E&I,;E&G8=+,@A&,;&@B*&;9,C*K&
%B*&<9=8&9I&@B,C&:+9G*CC&,C&@9&,E*;@,IA&@B*&+99@&G=DC*C&
9I&@B*&GB=88*;<*YCZK&7*E,G=@,;<&@,H*&@9&@B,C&:+9G*CC&-,88&
B*8:&A9D&LD,8E&H9+*&*`,G,*;@&C98D@,9;C&@B=@&=+*&E*C,<;*E&
C:*G,I,G=88A&@9&L*;*I,@&@B*&:*9:8*&-*&,;@*;E&@9&C*+)*K&
%9&<D,E*&A9D&@B+9D<B&@B,C&:+9G*CCM&@B*&b7,=<;9C*&@B*&
C,@D=@,9;O&@998&9D@8,;*C&I9D+&G8*=+&C@*:C&=;E&H*@B9EC&
@9c&A'B!$*05%'C)!4$2*!)>'()%9);!A''B!'()%+'-4!+,)6)&;!
A'''B!9$..5+)!5%(!=*'$*'+'C)!'%&'0,+&!5%(!A'>B!()>).$=!
=*$3.)6!5%(!$==$*+2%'+4!&+5+)6)%+&"&d9D&H=A&;**E&
@9&DC*&H9+*&@B=;&9;*&9I&@B*C*&H*@B9ECM&*C:*G,=88A&,I&@B*&
C@+=@*<A&G9)*+C&HD8@,:8*&C*G@9+C&9+&,CCD*C&-,@B,;&=&C*G@9+K
Q+9L8*H&=;E&9::9+@D;,@A&C@=@*H*;@C&G=;&=G@&=C&<D,E*C&
ED+,;<&@B*&C98D@,9;&:B=C*K&d9D&G=;&+*I*+&@9&@B*H&=@&
E,`*+*;@&H9H*;@C&@9&*;CD+*&@B=@&@B*&:+9<+=HH*&
+*H=,;C&+99@*E&,;&@B*&89G=8&C,@D=@,9;K&$&<99E&C@=@*H*;@&
I+=H*C&@B*&GB=88*;<*&9+&9::9+@D;,@A&I+9H&@B*&:*+C:*G@,)*&
9I&@B*&,H:=G@*E&G9HHD;,@AK

5'6--*'7/8/&9&+/''
7%-3.*')+,.3*&4'

& %B*&G9;@*^@

& %B*&:*9:8*&=`*G@*E&

& %B*&E*C,+*E&C9G,=8&&
9+&L*B=),9D+=8&GB=;<*

& %B*&L=++,*+C&9+&*;=L8*+C&@9&GB=;<*
&

=K& _;&___place__&M&@B*&___people____&I,;E&&
___behaviour___&E,`,GD8@&@9&G9H:8*@*&L*G=DC*&
&__reason__.

LK& _;&___place__&M&@B*&___people____&I=G*&&
___social issue___&L*G=DC*&__reason__.

GK& _;&___place__&M&@B*&___asset____&G9D8E&B*8:&
9)*+G9H*&___issue___ L*G=DC*&__reason__.&

RB*;&A9D&B=)*&E*)*89:*E&A9D+&:+9L8*H&=;E&
9::9+@D;,@A&C@=@*H*;@YCZM&G9;C,E*+&-B,GB&=C:*G@C&9I&@B*&
C98D@,9;C&=+*&8,J*8A&@9&+*FD,+*&CD::8AM&C*+),G*C&9+&:98,GA&
,;@*+)*;@,9;C&@B=@&+*8A&9;&9@B*+&:8=A*+C&@9&,H:8*H*;@K&
RB,8*&>?!&*^:*+@C&:8=A&=&J*A&+98*&,;&E*C,<;,;<&C*+),G*CM&
CAC@*HC&=;E&:98,G,*CM&C*G@9+=8&@*=HC&Y,;&H,;,C@+,*C&=;E&
9+<=;,S=@,9;C&CDGB&=C&VW_!#eZ&@A:,G=88A&8*=E&9;&&
@B*C*&=C:*G@CK&W9-&,C&@B*&@,H*&@9&,;)98)*&@B*H&,I&A9D&
B=)*&;9@&=8+*=EAK&

! A"%4#)&8#7$94#%0$3*2)#&"#<7&#57&806#:4#04$6*"+#
<7$2B#)&8#%$"#'&94#&"#2&#,24(#I>#
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6-+5!D@!<+.2'.*!0!.+04$-;!(#+(M
?*I9+*&*HL=+J,;<&9;&=&f9D+;*A&@9&E*)*89:&=;&>?!&
>@+=@*<AM&L*&CD+*&@9&=CC*CC&A9D+&*^,C@,;<&+*C9D+G*CK&
!B*GJ&,;&9;&@B*&C@=@DC&9I&*^,C@,;<&:8=;CM&@,H*8,;*CM&ID;ECM&
@*GB;,G=8&C@=`&=;E&,;NB9DC*&>?!&*^:*+@,C*K

;&<-=&'*&(&.-1)+6'
2-3='>;?'>/=8/&62@'
,-+7)*&='/%&'
<-..-0)+6'A3&7/)-+74

&O _C&8*=E,;<&@B*&>?!&C@+=@*<A&:+9G*CC&
-,@B,;&A9D+&H=;E=@*\

&O $+*&@B*+*&*^,C@,;<&>?!&:8=;C&9+&
C@+=@*<,*C&@B=@&G=;&B*8:&C98)*&@B*&
GB=88*;<*C&A9DO)*&,E*;@,I,*E\

&O _C&@B*+*&*),E*;G*M&:=+@,GD8=+8A&&
89G=8&*),E*;G*M&@9&L=GJ&D:&&
*^,C@,;<&C@+=@*<,*C\&

&O $@&@B*&:+*C*;@&H9H*;@M&E9*C&A9D+&
,;,@,=@,)*&B=)*&@B*&+,<B@&LDAN,;&I+9H&
J*A&C@=J*B98E*+C\&Q98,@,G=8&=D@B9+,@,*C\&
!9HHD;,@A&+*:+*C*;@=@,)*C\

&O P=)*&A9D&=E*FD=@*8A&G=:@D+*E&-B=@&
G9HHD;,@,*C&,;&A9D+&:+,9+,@A&=+*=C&
@B,;J&=;E&I**8&=L9D@&@B*&:+9L8*H&=;E&
9::9+@D;,@,*C&A9D&B=)*&,E*;@,I,*E\

&O 79*C&A9D+&E*C,<;&:+9G*CC&=889-&
G+*=@,)*&=;E&,;;9)=@,)*&C98D@,9;C&@B=@&
<9&L*A9;E&+=,C,;<&=-=+*;*CC&=;E&
:+9),E,;<&,;I9+H=@,9;\

&O _C&A9D+&C@+=@*<A&8,J*8A&@9&<*@&ID;E*EM&9+&
=+*&ID;E,;<&H*GB=;,CHC&,;&:8=G*&@9&
CD::9+@&,@\

&O $+*&@B*+*&HD8@,:8*&:=+@;*+C&@+A,;<&@9&&
E9&@B*&C=H*&@B,;<\

&O 79&A9D&B=)*&G99+E,;=@,9;&H*GB=;,CHC&
,;&:8=G*\

&O 79&A9D&B=)*&H*GB=;,CHC&=889-,;<&A9D&
@9&G9;@,;D9DC8A&8,C@*;&@9&=;E&*;<=<*&
-,@B&@B*&G9HHD;,@,*C&-,@B&-B9H&A9D&
=+*&-9+J,;<\

! -)#$"5<43*"+#27454#D8452*&"5B#)&8#%$"#64%*64#
<742743#274#:452#%&8354#&;#$%2*&"#*5#2&#8(6$24#$"#
4J*52*"+#523$24+)#&3#64940&(#$#"4<#&"4>#=;#274#'&52#
*'(&32$"2#%&"6*2*&"5#$34#*"#(0$%4B!)&8#%$"#'&94##
&"#2&#,24(#KL

6-+5!E@!N''M!2'.!2),&$,1!
*+(#0,$%*%!0,&!'55'.-),$-$+%
a=;A&>?!&C@+=@*<,*C&+*H=,;&D;ID;E*E&I9+&A*=+C&&
=I@*+&E*)*89:H*;@K&eD;E,;<&G=;&@=J*&=&89;<&@,H*&
&@9&H=@*+,=8,S*M&C9&,@OC&,H:9+@=;@&@9&C@=+@&@B,;J,;<&&
=L9D@&,@&*=+8AK
%B*&G9C@&9I&A9D+&C@+=@*<A&-,88&)=+A&E*:*;E,;<&9;&A9D+&
G9;@*^@&=;E&;**ECK&

$-'877&77'0%&/%&='
2-3'%8(&'/%&'
+&,&778=2'<3+*)+6@'
8+70&='/%&'<-..-0)+6'
A3&7/)-+74

&O P9-&HDGB&ID;E,;<&-,88&A9D&;**E&@9&
C98)*&@B*&:+9L8*HC&,E*;@,I,*E&,;&>@*:&
.\&RB,8*&A9D&B=)*;O@&,E*;@,I,*E&=;A&
=G@,),@,*C&A*@M&@+A&@9&H=J*&=&+9D<B&
*C@,H=@*&=;E&=CJ&=+9D;E&I9+&9:,;,9;CK

&O RB=@&+*C9D+G*C&=8+*=EA&*^,C@&I9+&@B,C&
-9+J\&!=;&@B*A&L*&*=C,8A&=GG*CC*E&&
9+&+*=889G=@*E\

&O 79&A9D&B=)*&*;9D<B&LDE<*@&@9&G9)*+&
@B*&E*)*89:H*;@&9I&@B*&C@+=@*<AM&
,;G8DE,;<&:=+@,G,:=@9+A&:+9G*CC*C&&
-,@B&@B*&G9HHD;,@,*C&A9DO+*&&
E*C,<;,;<&-,@B\

&O 79*C&@B*&LDE<*@&I9+&@B,C&C@+=@*<A&
I,@&,;@9&*^,C@,;<&;=@,9;=8&:8=;C&9+&
9Lf*G@,)*CM&-,@B&=CC9G,=@*E&LDE<*@CM&9+&
,C&,@&=&C@=;EN=89;*&=::+9=GB\

&O $+*&@B*+*&=;A&E9;9+C&:=+@,GD8=+8A&
,;@*+*C@*E&,;&@B*&@B*H=@,G&=+*=&9+&
G9D;@+A&A9D&=+*&-9+J,;<&,;\

&O 79&A9D&I9+*C**&=;A&LDE<*@=+A&
G9;C@+=,;@C\

! M54#27*5#:86+42*"+#2&&0#$5#$#+8*64#;&3#%&525#$"6#
;8"6*"+#5&83%45#;&3#,-.#5&082*&"5>
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,-(%"&../&0"%1'67&
*"4"839:"6#&(6*&#"%#16'&
$@&@B,C&:9,;@M&A9DO)*&G988*G@*E&=;E&=;=8AC*E&A9D+&E=@=&@9&
+*=GB&=&L*@@*+&D;E*+C@=;E,;<&9I&@B*&C,@D=@,9;K&d9D&B=)*&
,E*;@,I,*E&-B9&,C&H9C@&=`*G@*E&LA&@B*C*&GB=88*;<*C&=;E&
H,<B@&*)*;&B=)*&C9H*&,E*=C&9;&B9-&L*C@&@9&,;I8D*;G*&
GB=;<*K&d9D&B=)*&G9;C,E*+*E&*^,C@,;<&:8=;CM&@B9D<B@&
@B+9D<B&A9D+&,E*=8&@*=H&=;E&G9;C,E*+*E&=)=,8=L8*&
ID;E,;<&H*GB=;,CHCK&D$/;!,$/!($!4$2!&$.>)!!
+,)!=2CC.)?

6-+5!G@!O)-4$,+!-#+!,++&%!'2!
022+(-+&!1.')5%
?*G=DC*&A9D&B=)*&8,H,@*E&@,H*&=;E&+*C9D+G*CM&,@OC&
,H:9+@=;@&@9&L*&)*+A&G8*=+&=L9D@&-B9&,C&H9C@&=@&+,CJ&=;E&
-B9&A9D&=+*&<9,;<&@9&*;<=<*K&%B,C&C@*:&:+*:=+*C&A9D&@9&
E*C,<;&@=,89+*E&C98D@,9;C&-,@B&=;&*^*+G,C*&@B=@&:8=G*C&A9D&
,;&@B*&CB9*C&9I&@B*C*&=`*G@*E&:*9:8*K
>:*;E&C9H*&@,H*&+*N=;=8AC,;<&@B*&E=@=&A9D&B=)*&
G988*G@*E&=;E&G9;C,E*+&-B9&=;E&-B*+*&@B*&H9C@&
)D8;*+=L8*&:*9:8*&=+*K&RB,8*&A9D&H=A&*;G9D;@*+&&
H9+*&@B=;&9;*&)D8;*+=L8*&<+9D:M&@+A&@9&I9GDC&9;&&
;9&H9+*&@B=;&@B+**K

C)()*&'/%&7&'6=-317'
)+/-'1=)98=2@'
7&,-+*8=2'8+*'
/&=/)8=2'.&(&.74

& E*'65*4!0*$2=&&=+*&@B9C*&H9C@&
=`*G@*E&LA&@B*&GB=88*;<*CM&-B9&-,88&
L*;*I,@&H9C@&I+9H&C9G,=8&GB=;<*&
9+&-B9C*&GB=;<*&,;&L*B=),9D+&,C&
G9;C,E*+*E&H9C@&,H:9+@=;@K&%B*C*&
=+*&@B*&:*9:8*&,;&A9D+&:+9L8*H&=;E&
9::9+@D;,@A&C@=@*H*;@CM&-B9&G=;&
:+9),E*&,;;9)=@,)*&89G=8&C98D@,9;CK

& F)9$%(5*4!0*$2=&&E,+*G@8A&,;I8D*;G*&
@B*&:+,H=+A&<+9D:K

& G)*+'5*4!0*$2=&&,;E,+*G@8A&,;I8D*;G*&
@B*&:+,H=+A&<+9D:K

! A"%4#)&8#7$94#*64"2*;*46#)&83#+3&8(5B#)&8#%$"#04$3"#
'&34#$:&82#274'#:)#%34$2*"+#(435&"$5B#6$*0)#
#N&83"4)5#&3#:&27>

>@=+@&LA&+*G9;;*G@,;<&-,@B&A9D+&I,;E,;<CK&X=@B*+&=88&@B*&
H=@*+,=8C&A9D&B=)*&G988*G@*E&=;E&<9&@B+9D<B&@B*H&&
=<=,;M&H*@B9E,G=88AK&%B*&<9=8&,C&@9&+*=GB&=&E**:&
D;E*+C@=;E,;<&9I&@B*&:*9:8*&A9D&H*@&9+&+*=E&=L9D@K&
RB=@&=+*&@B*,+&*^:*+,*;G*C\&RB=@&=+*&@B*,+&L*8,*IC\&&
RB=@&=+*&@B*A&=CJ,;<&I9+\&d9D&H=A&I,;E&;*-&E*@=,8C&
*H*+<*&@B=@&E,E;O@&,;&>@*:&.K&

H-+)*!*)>')/'%0!4$2*!&$9'5.!5%(!3),5>'$2*5.!
)>'()%9);!4$2!95%!$*05%'&)!4$2*!-'%('%0&!$%!+,)!
=*'65*4!0*$2=&!34!2&'%0!+/$!:)4!+)6=.5+)&7

U& H!=)*&$%57&%B,C&@998&,C&DC*E&@9&+*:+*C*;@&@B*&:*9:8*&
I9+&-B9H&-*&=+*&@+A,;<&@9&I,;E&C98D@,9;CK&%9&=++,)*&=@&
=;&*`*G@,)*M&@=,89+*E&C98D@,9;M&A9D&HDC@&D;E*+C@=;E&
@B*,+&8,)*CM&+9D@,;*CM&L*8,*ICM&H9@,)=@,9;CM&*^:*+,*;G*C&
=;E&=@@,@DE*C&@9-=+EC&@B*&:+9L8*H&A9D&=+*&@+A,;<&@9&
C98)*K&d9D&HDC@&D;E*+C@=;E&-B*+*&@B*,+&@+DC@M&CJ,88CM&
G=:=G,@,*CM&,;@*+*C@C&=;E&J;9-8*E<*&8,*CK&%B*&Q*+C9;=&
%*H:8=@*&-,88&B*8:&A9D&9+<=;,C*&=88&@B*&,;I9+H=@,9;&
A9D&B=)*&<=@B*+*EK&_I&A9D&=+*&C@+D<<8,;<&@9&G9H:8*@*&
@B*&Q*+C9;=&ED*&@9&<=:C&,;&D;E*+C@=;E,;<M&G9;C,E*+&
G9;EDG@,;<&H9+*&I9GDC*E&<+9D:&E,CGDCC,9;C&9+&
:=+@,G,:=@9+A&=G@,),@,*CK

U& H!I$2*%)4!J5=7&%B,C&@998&GB=+@C&@B*&*^:*+,*;G*C&=;E&
*H9@,9;CM&L9@B&:9C,@,)*&=;E&;*<=@,)*M&@B=@&C9H*9;*&
*^:*+,*;G*C&9;&=&@A:,G=8&E=AM&9+&=89;<&@B*,+&f9D+;*A&
@9&=GG9H:8,CB&=&:=+@,GD8=+&@=CJK&$&g9D+;*A&a=:&G9D8E&
I9GDC&9;&=G@,),@,*C&8,J*&+*<,C@*+,;<&=&GB,8EM&<9,;<&@9&
CGB998M&9+&),C,@,;<&=&B*=8@B&G8,;,GK&%B*&g9D+;*A&a=:&
%*H:8=@*&-,88&B*8:&A9D&D;E*+C@=;E&@B*&L=++,*+C&@B=@&
=+,C*&=;E&B9-&@B*&:*+C9;&I**8C&=@&*=GB&C@=<*&9I&@B*&
f9D+;*AK&%B,C&*^*+G,C*&-,88&B*8:&A9D&GB99C*&@B*&+,<B@&
,;@*+)*;@,9;C&@9&=EE+*CC&C:*G,I,G&L=++,*+CK&

#*)5+'%0!E)*&$%5&
$&Q*+C9;=&,C&=&DC*ID8&@998&@9&H9E*8M&CDHH=+,S*&=;E&
G9HHD;,G=@*&+*C*=+GB&=L9D@&:*9:8*K&RB,8*&,@&,C&=&
I,G@,9;=8&+*:+*C*;@=@,9;&9I&=&:*+C9;&-,@B,;&A9D+&:+,9+,@A&
<+9D:M&,@&=889-C&DC&@9&D;E*+C@=;E&@B*H&=C&B98,C@,G&:*9:8*M&
=C&9::9C*E&@9&fDC@&H9@B*+CM&I=@B*+CM&,;I8D*;G*+C&9+&
I+9;@8,;*&-9+J*+CK&Q*+C9;=C&L+,;<&9D@&@B*&;D=;G*C&=;E&
E*@=,8C&@B=@&H,<B@&L*&B,EE*;&,;&:D+*8A&;DH*+,G&E=@=K&
e9+&*^=H:8*M&-*&H,<B@&I,;E&@-9&H9@B*+C&-,@B&@B*&C=H*&
E*H9<+=:B,G&:+9I,8*&Y=<*M&*@B;,G,@AM&+*8,<,9;Z&LD@&)*+A&
E,`*+*;@&*^:*+,*;G*C&=;E&G=:=G,@,*C&+*8=@*E&@9&@B*&,CCD*C&
-*&=+*&@+A,;<&@9&C98)*K&

HOW TO CREATE PERSONAS: 

U& VC*&A9D+&+*C*=+GB&I+9H&>@*:C&.&=;E&/&@9&LD,8E&9;*&
:*+C9;=&I9+&*=GB&<+9D:&9I&:*9:8*&@B=@&CB=+*C&C,H,8=+&
L=GJ<+9D;ECM&*^:*+,*;G*CM&L*8,*IC&=;E&;**ECK&d9D&
CB9D8E&*;E&D:&-,@B&=&I*-&E,`*+*;@&:*+C9;=C&Y=@&8*=C@&
@B+**Z&@9&+*:+*C*;@&@B*&:*9:8*&,;&A9D+&G9;@*^@K&

U& X,)*&*=GB&:*+C9;=&=&I,G@,9;=8&;=H*M&C9&@B=@&@B*&
,;I9+H=@,9;&G=;;9@&L*&@+=G*E&L=GJ&@9&=;A&C:*G,I,G&
:*9:8*K&

U& e,88&9D@&@B*&Q*+C9;=&%*H:8=@*K&"*H*HL*+&@B=@&@B,C&,C&
=&C@=+@,;<&:9,;@M&=;E&A9D&CB9D8E&@=,89+&@B*&FD*C@,9;C&
@9&CD,@&A9D+&;**ECK

! O4;43#2&#27454#/435&"$5#2&#:8*06#$#523$24+)#27$2#'4425#
274#5(4%*;*%#"4465#&;#274#(4&(04#'&52#$P4%246#:)#274#
%7$004"+45#)&8#$34#544@*"+#2&#5&094>
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#*)5+'%0!I$2*%)4!J5=&
Q*9:8*&B=)*&G9H:8*^&8,)*C&@B=@&8*=E&@9&*)*;&H9+*&
G9H:8*^&GB9,G*CK&$&),CD=8&g9D+;*A&a=:&B*8:C&A9D&C**&
=;E&D;E*+C@=;E&J*A&*H9@,9;CM&,;I8D*;G*CM&:*+G*:@,9;C&
=;E&H,G+9&L*B=),9D+C&@B=@&=+,C*&@B+9D<B9D@&=;&
*^:*+,*;G*K&g9D+;*A&a=:C&:+9),E*&,;C,<B@&,;@9&-B*;&=;E&
-BA&L=++,*+C&*H*+<*M&=;E&G=;&B*8:&@9&G+*=@*&I9GDC*EM&
C@+=@*<,G&,;@*+)*;@,9;C&@B=@&=+*&H9+*&8,J*8A&@9&CDGG**EK&

HOW TO CREATE A JOURNEY MAP: 

U& VC*&@B*&,;I9+H=@,9;&I+9H&A9D+&+*C*=+GB&@9&H=:&
=&:*+C9;OC&f9D+;*AM&B,<B8,<B@,;<&@B*&L=++,*+C&=;E&
GB=88*;<*C&@B*A&I=G*&=C&@B*A&=GG*CC&=&C*+),G*&9+&<9&
=L9D@&@B*,+&E=AK&!+*=@*&=C&H=;A&f9D+;*AC&=C&A9D&;**E&
@9&+*:+*C*;@&@B*&)=+,*@A&9I&*^:*+,*;G*C&A9D&I9D;E&,;&
A9D+&+*C*=+GBK&d9D&H,<B@&B=)*&9;*&:*+&:*+C9;=M&LD@&
;9@&=8-=ACK&%+A&@9&J**:&@B*&;DHL*+&H=;=<*=L8*K

U& e,88&9D@&@B*&g9D+;*A&a=:&@*H:8=@*&L=C*E&9;&@B*&
f9D+;*AC&A9D&D;G9)*+*E&,;&@B*&I,*8EK

U& RB,8*&,@&,C&,E*=8&@9&-9+J&I+9H&C*)*+=8&g9D+;*A&a=:CM&=&
C,;<8*&g9D+;*A&a=:&G=;&<+*=@8A&,H:+9)*&=&C@+=@*<AOC&
=L,8,@A&@9&=EE+*CC&C:*G,I,G&L=++,*+C&=;E&GB=88*;<*CK&

6-+5!H@!6+4+(-!678!055.'0(#+%!
(;G*&A9D&B=)*&E,=<;9C*E&@B*&C,@D=@,9;&I+9H&@B*&
:*+C:*G@,)*&9I&@B*&=`*G@*E&:*9:8*&=;E&G9HHD;,@,*C&
=;E&C,@D=@*E&A9D+&C@+=@*<A&-,@B,;&@B*,+&G9;@*^@M&A9D&G=;&
;9-&C*8*G@&CD,@=L8*&>?!&=::+9=GB*CK&$C&A9D&C*8*G@&A9D+&
=::+9=GB*CM&G9;C,E*+&@B*&9Lf*G@,)*&9I&A9D+&C@+=@*<A&=;E&
B9-&A9D&-,88&=GB,*)*&@B*&E*C,+*E&GB=;<*K
e,;E,;<&=&C,;<8*&=::+9=GB&@9&=GB,*)*&A9D+&C9G,=8&=;E&
L*B=),9D+=8&9Lf*G@,)*C&,C&+=+*K&d9D&-,88&8,J*8A&;**E&
HD8@,:8*&>9G,=8&=;E&?*B=),9D+&!B=;<*&=::+9=GB*C&@9&
H=;=<*&@B*&G9H:8*^,@A&9I&BDH=;&L*B=),9D+K&>9G,=8&
GB=;<*&G=;&L*&*)*;&H9+*&G9H:8*^&=;E&CAC@*H,GK&T**:&
,;&H,;E&@B=@&CB=+,;<&,;I9+H=@,9;&=;E&+=,C,;<&=-=+*;*CC&
G=;;9@&D:+99@&CAC@*H,G&,CCD*C&=;E&L+,;<&=L9D@&8=C@,;<&
C9G,=8&=;E&L*B=),9D+=8&GB=;<*K&
VW_!#e&@=J*C&=;&*G989<,G=8&=::+9=GB&@9&,;I8D*;G,;<&
L*B=),9D+C&=;E&C9G,*@,*CM&=EE+*CC,;<&,;E,),ED=8M&C9G,=8&
=;E&*;),+9;H*;@=8&E*@*+H,;=;@CK&>*8*G@,;<&@B*&+,<B@&
L8*;E&9I&=::+9=GB*C&=@&*=GB&8*)*8&-,88&E*:*;E&:+,H=+,8A&
9;&@B*&;=@D+*&9I&@B*&GB=88*;<*CM&@B*,+&+99@&G=DC*C&=;E&
@B*&G9;@*^@&,;&-B,GB&A9D&=+*&-9+J,;<K&>*G9;E=+A&I=G@9+C&
CDGB&=C&=)=,8=L8*&*),E*;G*M&G9C@CM&BDH=;&+*C9D+G*C&=;E&
@,H*&H=A&=8C9&G9H*&,;@9&:8=AK&

G,'&!E*$0*566)!K2'(5%9)!('>'()&!+,)!FL#!
5==*$59,)&!'%+$!+,)!-$..$/'%0!&'<!3*$5(!95+)0$*')&7

M"! #$662%'+4!N%050)6)%+7&Q=+@;*+,;<&-,@B&
G9HHD;,@,*C&C9&@B*A&G=;&8*=E&@B*&89G=8&&
GB=;<*&:+9G*CC

O"! F$9'5.!5%(!L),5>'$2*!#,5%0)!#$662%'95+'$%7!
7*C,<;,;<&B98,C@,G&=;E&E=@=NE+,)*;&G9HHD;,G=@,9;C&
@9&*;=L8*&GB=;<*

P"! F)*>'9)!Q6=*$>)6)%+&7&7*C,<;,;<&C*+),G*C&@B=@&=+*&
=GG*CC,L8*M&DC=L8*&=;E&)=8D=L8*

R"! F2==$*+'>)!E23.'9!E$.'9')&7!!B=;<,;<&@B*&+D8*C&=@&
@B*&@9:&@9&*;=L8*&,H:=G@&=@&@B*&BDH=;&8*)*8

S"! F4&+)6&!F+*)%0+,)%'%07&_;G+*=C,;<&+*C9D+G*C&=;E&
LD,8E,;<&,;C@,@D@,9;=8M&C@+DG@D+=8&=;E&C*G@9+=8&G=:=G,@A&
@9&I=G,8,@=@*&>?!

T"! H==.')(!L),5>'$2*5.!F9')%9)7!>B=:,;<&G9;@*^@C&
=;E&E*C,<;,;<&:+9G*CC*C&=;E&:+9EDG@C&@9&H=J*&
L*B=),9D+C&H9+*&8,J*8A

U"! F$9'5.!J$>)6)%+&c&>D::9+@,;<&=;E&;D+@D+,;<&C9G,=8&
GB=;<*&:+9G*CC*C

d9D+&>?!&C@+=@*<A&-,88&,;G8DE*&=&G9HL,;=@,9;&9I&
=::+9=GB*C&<D,E*E&LA&@B*&*),E*;G*&A9DO)*&G988*G@*EK&
%B*C*&=::+9=GB*C&CB9D8E&E,+*G@8A&=EE+*CC&@B*&G=DC*C&
9I&@B*&GB=88*;<*C&A9D&C**J&@9&C98)*K&RB,8*&@B*+*&,C&;9&
G9HL,;=@,9;&9I&=::+9=GB*C&@B=@&G=;&L*&=::8,*E&@9&=88&
G9;@*^@C&=;E&GB=88*;<*CM&=&:+9L8*HNC98),;<&H,;EC*@&-,88&
=8-=AC&L*&DC*ID8&=;E&=::8,G=L8*K&
e9+&B*8:M&+*I*+&@9&@B*&b>*8*G@,;<&>?!&=::+9=GB*CO&@998M&
-B,GB&,;G8DE*C&<D,E,;<&FD*C@,9;C&@9&B*8:&A9D&H=J*&A9D+&
E*G,C,9;K

6-+5!I@!A+/+4'5!0!"#+'.;!'2!
8#0,1+
$I@*+&,E*;@,IA,;<&@B*&=::+9=GB*C&;*G*CC=+A&@9&C98)*&
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:+9G*CC&I9+-=+E\&79&@B*A&B=)*&@B*&@,H*&=;E&
H=;E=@*&@9&CD::9+@&,@&,;&@B*&CB9+@&=;E&89;<&@*+H\&
RB=@&9@B*+&+*C:9;C,L,8,@,*C&E9&@B*A&B=)*&@B=@&H=A&
G9;I8,G@&-,@B&@B*,+&=L,8,@A&@9&CD::9+@\

U& RB9&B=C&@B*&=::+9:+,=@*&*^:*+,*;G*M&*^:*+@,C*M&+*=GB&
=;E&,;I8D*;G*\

U& RB=@&J,;E&9I&+*8=@,9;CB,:C&*^,C@&L*@-**;&E,`*+*;@&
C@=J*B98E*+CM&=;E&B9-&E9&@B*C*&+*8=@,9;CB,:C&
,;I8D*;G*&@B*,+&-,88,;<;*CC&=;E&=L,8,@A&@9&ID8I,8&G*+@=,;&
+*C:9;C,L,8,@,*C\

U& RB9&=LC98D@*8A&;**EC&@9&L*&,;)98)*E&,;&@B*&C@**+,;<&
G9HH,@@**&9+&,H:8*H*;@=@,9;&I9+&:98,@,G=8&=;E&89G=8&
LDAN,;\

U& 79&A9D&;**E&@9&L+,;<&,;&E9;9+C&=@&=&G*+@=,;&C@=<*\



I!"#$%#&'&()*+),*-&&& . / 0 1 2 3 4 5 6

,-(%"&.../&.:98":"6#(#1367&
:361#3)16'&(6*&"4(8;(#136

6-+5!BL@!70%+4$,+!0%%+%%*+,-!
_;&9+E*+&@9&=CC*CC&A9D+&:+9<+*CCM&A9D&;**E&@9&J;9-&A9D+&
C@=+@,;<&:9,;@K&
_;&>@*:&5M&A9D&9D@8,;*E&@B*&C:*G,I,G&+*CD8@C&A9D&=+*&
@+A,;<&@9&=GB,*)*K&%9&+*:+*C*;@&@B*C*&+*CD8@CM&-*&;**E&
FD=;@,I,=L8*&,;E,G=@9+CK&(;G*&A9D&B=)*&=CC,<;*E&=&
;DH*+,G&)=8D*&@9&A9D+&*;E&:9,;@M&A9D&;**E&@9&E9&@B*&
C=H*&I9+&A9D+&C@=+@,;<&:9,;@&9+&L=C*8,;*K&%9&*C@=L8,CB&
=&L=C*8,;*M&A9D&-,88&H9C@&8,J*8A&G9;EDG@&CD+)*AC&@9&C*@&
=&L=C*8,;*M&E*)*89:,;<&FD*C@,9;;=,+*C&=;E&C=H:8,;<&
:9:D8=@,9;C&,;&A9D+&=+*=C&9I&I9GDCK&%B,C&,;I9+H=@,9;&-,88&
=889-&A9D&@9&C*@&C@=@,C@,G=88A&+*:+*C*;@=@,)*&H*=CD+*C&9I&
@B*&I=G@9+C&@B=@&E+,)*&9+&:+*)*;@&GB=;<*M&*;=L8,;<&A9D&@9&
@+=GJ&A9D+&:+9<+*CCK&ai#&C:*G,=8,C@C&9+&9@B*+&G988*=<D*C&
-,@B&*^:*+@,C*&,;&C@=@,C@,GC&G=;&B*8:&A9D&E*C,<;&
=::+9:+,=@*&CD+)*ACK&%9&G+*=@*&=;&=E*FD=@*&CD+)*AM&@B*A&
-,88&;**E&@9&D;E*+C@=;E&A9D+&%9!&=;E&+*CD8@&I+=H*-9+JK&
d9D+&@+=GJ,;<&*`9+@C&CB9D8E&I9GDC&9;&G=:@D+,;<&
,;@*+H*E,=+A&+*CD8@C&+=@B*+&@B=;&fDC@&=G@,),@,*C&H9;,@9+,;<&
9+&@B*&FD=;@,I,G=@,9;&9I&@B*&:+*)=8*;G*[,;G,E*;G*&9I&I9GDC&
L*B=),9D+C&9+&C9G,=8&;9+HCK

6-+5!BB@!"+%-!0,&!$-+.0-+
Q+!'&!9*'+'95.!+$!5&&)&&!+,)!'6=59+!$-!4$2*!59+'>'+')&!+$!
)%&2*)!+,)4!5*)7

& $GG*:@*E&LA&@B*&89G=8&G9HHD;,@A
& #`*G@,)*&,;&=GB,*),;<&A9D+&L*B=),9D+=8&9Lf*G@,)*YCZ
& "*=GB,;<&A9D+&@=+<*@&<+9D:C
& >DC@=,;=L8*

(;G*&A9D&B=)*&E*)*89:*E&=;&>?!&>@+=@*<A&9+&Q8=;M&A9D&
HDC@&;9-&=CC*CC&,@C&,H:=G@K&%*C@,;<&=;E&H*=CD+*H*;@&
=+*&*CC*;@,=8M&=C&@B*A&-,88&<,)*&A9D&=&G8*=+&D;E*+C@=;E,;<&
9I&-B=@&,;@*+)*;@,9;C&-9+J*E&=;E&B9-&-*88&@B*A&-9+J*EK&
%B*C*&@-9&:,*G*C&9I&,;I9+H=@,9;&B*8:&@9&E*@*+H,;*&-B,GB&
,;@*+)*;@,9;C&=+*&-9+@B&,;)*C@,;<&,;&=;E&CG=8,;<&D:K
VK>K&I99E&:98,GA&,C&=&:+,H*&*^=H:8*&9I&@B*&,H:9+@=;G*&
9I&@*C@,;<K&_;&/j..M&VK>K&:98,GANH=J*+C&-*+*&899J,;<&I9+&
C@+=@*<,*C&@9&GD+@=,8&9)*+-B*8H,;<&+=@*C&9I&9L*C,@AK&%B*A&
L*8,*)*E&@B=@&,I&G9;CDH*+C&-*+*&=-=+*&9I&B9-&H=;A&
G=89+,*C&-*+*&,;&=&?,<&a=G&9+&=&!9J*M&@B*A&-9D8E&=8@*+&
@B*,+&I99E&:+*I*+*;G*C&=;E&C*8*G@&B*=8@B,*+&9:@,9;CK&
?=C*E&9;&@B,C&L*8,*IM&@B*A&,;@+9EDG*E&=&;=@,9;-,E*&:98,GA&
H=;E=@,;<&I=C@&I99E&+*C@=D+=;@C&:9C@&@B*&G=89+,*&G9;@*;@&
9I&@B*,+&H*;D&,@*HCK&P9-*)*+M&CG,*;@,C@C&I9D;E&@B=@&@B,C&
H=E*&;9&E,`*+*;G*&,;&V>&G9;CDH*+CO&*=@,;<&B=L,@CK.&&

.& &79-;CM&gK&>KM&R,CE9HM&gKM&R=;C,;JM&?KM&i&h9*-*;C@*,;M&XK&Y/j.0ZK&
>D::8*H*;@,;<&H*;D&8=L*88,;<&-,@B&G=89+,*&+*G9HH*;E=@,9;C&@9&@*C@&I9+&
I=G,8,@=@,9;&*`*G@CK&$H*+,G=;&g9D+;=8&9I&QDL8,G&P*=8@BM&.j0Y6ZM&.3j1N.3j6K

_;&I=G@M&GDC@9H*+C&-*+*&=G@D=88A&G9;CDH,;<&H9+*&
G=89+,*C&,;&9;*&C,@@,;<&@B=;&*)*+&L*I9+*K
%B,C&H,C@=J*&G9D8E&B=)*&L**;&*=C,8A&=)9,E*E&-,@B&@*C@,;<K&
VC,;<&E=@=&=;E&@*C@,;<&@9&E*)*89:&A9D+&>?!&>@+=@*<A&
-,88&B*8:&@9&E*@*+H,;*&-B*@B*+&,@&B=C&,@C&,;@*;E*E&,H:=G@&
=;E&,C&-9+@B&@B*&I,;=;G,=8&G9C@M&9+&-B*@B*+&,@&:9@*;@,=88A&
G=DC*C&H9+*&B=+H&@B=;&<99EK
%B*+*&=+*&=&)=+,*@A&9I&@*C@,;<&9:@,9;C&@9&*)=8D=@*&@B*&
,H:=G@&9I&A9D+&,;@*+)*;@,9;CK&d9D&G9D8E&+D;&=&:+*N:9C@&
*^:*+,H*;@M&=;&$[?&@*C@&9+&=&+=;E9H,S*E&G9;@+988*E&@+,=8&
,;&=&8=L9+=@9+A&9+&,;&@B*&I,*8EK&#=GB&9:@,9;&B=C&C@+*;<@BC&
=;E&-*=J;*CC*CM&=;E&A9D+&=::+9=GB&-,88&E*:*;E&8=+<*8A&
9;&@B*&+*C9D+G*C&YI,;=;G*CM&*^:*+@,C*M&@,H*Z&=)=,8=L8*K&
L)-$*)!()&'0%'%0!4$2*!+)&+;!4$2!/'..!%))(!+$!9.5*'-4!
+,)!-$..$/'%07

.K& RB=@&,C&A9D+&+*C*=+GB&FD*C@,9;\
. e.g., Do people eat unhealthy food after sad 

movies?

/K& RB=@&,C&A9D+&,;E*:*;E*;@&)=+,=L8*&Y=&)=+,=L8*&@B=@&
+*H=,;C&G9;C@=;@&=;E&,C&;9@&GB=;<*E&LA&9@B*+&
)=+,=L8*C&A9D&=+*&@+A,;<&@9&H*=CD+*Z\
. e.g. Sad movie

0K& RB=@&,C&A9D+&E*:*;E*;@&)=+,=L8*&Y=&)=+,=L8*&@B=@&
E*:*;EC&9;&9@B*+&I=G@9+CZ\
. e.g. Food selection

1K& RB9&,C&@B*&=`*G@*E&:9:D8=@,9;\&RB=@&,C&@B*&,;G8DC,9;&
9+&*^G8DC,9;&G+,@*+,=\
. e.g. Adults 25+ living in Georgia,  

excluding people with diabetes or other medical 
conditions that alter eating habits

2K& RB=@&,C&A9D+&H,;,HDH&+*FD,+*E&C=H:8*&C,S*\&
. e.g. Because we have three conditions, we will 

need 100 participants/group for a moderate 
effect size.

3K& RB=@&=+*&A9D+&G9;@+98&=;E&*^:*+,H*;@=8&G9;E,@,9;C\
. e.g. Control = Watch a neutral movie, examine 

what cafeteria food selection post-movie
. Treatment 1 = Watch a sad movie, examine 

cafeteria food selection post-movie
. Treatment 2 = Watch a happy movie, examine 

cafeteria food selection post-movie

4K& RB=@&=+*&A9D+&9D@G9H*&H*=CD+*C\
. e.g. Rating participants’ feelings from sad to 

happy on a 7-point Likert scale
. e.g., Number of slices of cake, fries, onion rings 

or other pre-defined unhealthy options on the tray
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?*&CD+*&@9&G988*G@&:=+@,G,:=;@CO&E*H9<+=:B,G&,;I9+H=@,9;&
I9+&CDLN=;=8AC*CK&d9D&CB9D8E&=8C9&,H:8*H*;@&=@@*;@,9;N
GB*GJ&C@+=@*<,*C&@B+9D<B9D@&@B*&*^:*+,H*;@&@9&*;CD+*&
@*C@,;<&FD=8,@AK
(;G*&A9D&B=)*&<=@B*+*E&E=@=&9;&@B*&:*+I9+H=;G*&9I&
A9D+&,;@*+)*;@,9;M&A9D&G=;&E*@*+H,;*&-B*@B*+&=;E&B9-&
@9&CG=8*&,@&D:K&d9D&H=A&-=;@&@9&,@*+=@*&9+&+*I,;*&A9D+&
@=G@,GC&L=C*E&9;&@B*&E=@=&A9D&B=)*&<=@B*+*EK&&
d9D&CB9D8E&DC*&A9D+&@*C@&+*CD8@C&@9&I,;=8,S*&A9D+&@998C&&
=;E&=::+9=GB*CK

6-+5!BC@!A+/+4'5!0!540,!
2'.!(',-$,)+&!4+0.,$,1!0,&!
$-+.0-$',
_@*+=@,9;&=CCDH*C&=&8*=+;,;<&H,;EC*@K&(;<9,;<&
,H:+9)*H*;@C&=;E&=EfDC@H*;@C&@9&@B*&:+9f*G@&E*C,<;&
L=C*E&9;&;*-&E=@=&,C&=;&*^:*G@*E&=;E&G*;@+=8&:=+@&9I&
C@+=@*<A&E*)*89:H*;@K&
R*&H*=CD+*M&8*=+;&=;E&=E=:@&@B+9D<B&=&+*<D8=+&GAG8*&
9I&+=:,E&I**EL=GJ&=;E&=EfDC@H*;@CK&#=GB&GAG8*&<*@C&DC&
G89C*+&@9&C98D@,9;C&@B=@&=+*&L*@@*+&:9C,@,9;*E&@9&C98)*&@B*&
GB=88*;<*C&9D+&:+9<+=HH*C&@=J*&9;K&%B,C&=8C9&*;CD+*C&
@B=@&C98D@,9;C&+*G*,)*&+*<D8=+&=;E&C,<;,I,G=;@&,;:D@&
I+9H&@B*&:*9:8*&@B*A&,;@*;E&@9&CD::9+@M&L*I9+*&@B*A&=+*&
,H:8*H*;@*E&=@&CG=8*K&
!9H:8*^&L*B=),9D+=8&=;E&C9G,=8&:+9L8*HC&G=;&L*;*I,@&
,HH*;C*8A&I+9H&=;&,@*+=@,)*&=::+9=GBK&VC*&@B*&a*=CD+*M&
8*=+;&=;E&=E=:@&@998&@9&E*)*89:&=&:8=;&I9+&G9;@,;D*E&
8*=+;,;<&@9&,H:+9)*&A9D+&C@+=@*<AK
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How to gather social and behavioural data

!"#$%"&'()*+$,(+*&-."&/%$01"2&
)''%",,&(-3&4$5&+""'&-$&6$11"6-&7$6()1&
)+'&!".)8($5%)1&98('"+6":&
&
;.(,&/%$6",,&<(11&."1/&-$&"+,5%"&-.)-&)11&
6.)11"+*",&)+'&'"6(,($+,&)%"&%$$-"'&(+&
"8('"+6"&)+'&1$6)1&(+,(*.-,:&

./0*%"##$%&*1"%'2#**
2(-*3$/2,'"452#*
+,'-$(%$6
&
=52)+&0".)8($5%,&)%"&6$2/1">:
%9/:/&*:/&;9-<.*,=.&->&?*:)*@A/.&;9*;&),>A</,B/&C/-CA/D.&
B9-)B/.E&>:-F&B-,;/G;&;-&B<A;<:/&*,=&/?/:H;9),+&),&
@/;I//,J&%9/&=/;/:F),*,;.&->&.-B)*A&C9/,-F/,*&*:/&
->;/,&/?/,&F-:/&B-FCA/GJ&

7-"/&? 7-"/&@ 7-"/&A

B$11"6-&7$6()1&)+'&
!".)8($5%)1&98('"+6"

7"1"6-&&
7!B&C//%$)6.",

D()*+$,"&&
-."&7(-5)-($+
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!-AA/B;),+&K-B)*A&*,=&L/9*?)-<:*A&#?)=/,B/&).&*&I*H&;-&
F*M/&./,./&->&;9).&B-FCA/G);HE&@H&C:-?)=),+&),>-:F*;)-,&
*,=&=*;*&-,&I9H&C/-CA/&=-&I9*;&;9/H&=-E&-:&I9H&*&
.-B)/;H&).&.;:<B;<:/=&@H&B/:;*),&:<A/.&*,=&),;/:*B;)-,.J&
#?)=/,B/&,//=.&;-&@/&B-AA/B;/=&.H.;/F*;)B*AAHJ&%9/&F-:/&
),>-:F*;)-,&H-<&9*?/&-,&C*:;)B)C*,;&+:-<C.E&;9/&@/;;/:&
C-.);)-,/=&H-<&*:/&;-&=/.)+,&C:-+:*FF/.&;9*;&/N/B;)?/AH&
*==:/..&;9/):&,//=.E&),;/:/.;.&*,=&.;:/,+;9.J
"#$%&'!&()!*+,&-%#./&'!0-%)+($+!%1!!
%23#/4&(4!5+$&.1+6

0J& O;&9/AC.&<.&/FC*;9)P/&I);9&;9/&*N/B;/=&C-C<A*;)-,&Q&
;9/):&=*HR;-R=*H&A)?/.E&I9*;&F-;)?*;/.&*,=&>:<.;:*;/.&
;9/FE&I9-&;9/H&;:<.;&*,=&I9*;&;9/H&@/A)/?/&&
*,=&=/.):/J

1J& O;&)AA<F),*;/.&;9/&@*::)/:.&;9*;&*:/&)FC/=),+&B9*,+/E&
I9*;&C-.);)?/&A/?/:.&B*,&@/&*B;)?*;/=E&*,=&I9*;&
.9-<A=&@/&*==:/../=&>):.;J&%9).&B*,&@/&*,H;9),+&
>:-F&C-I/:&=H,*F)B.&*,=&.-B)*A&,-:F.&;-&.;:<B;<:*A&
>*B;-:.&A)M/&*BB/..)@)A);H&*,=&S<*A);H&->&./:?)B/.

2J& O;&*AA-I.&<.&;-&.);<*;/&;9/&C:-@A/F&I);9),&A*:+/:&
.H.;/F.E&*.&A-B*A&.);<*;)-,.&*:/&A)M/AH&B-,,/B;/=&;-&
,*;)-,*A&C-A);)B*A&=/B).)-,.E&/B-,-F)B&.H.;/F.&-:&
),;/:,*;)-,*A&)..</.J

3J& O;&F*M/.&<.&*I*:/&->&/G).;),+&*B;)-,.&*,=&C:/?)-<.&
),);)*;)?/.&;9*;&>-B<.&-,&;9/&.*F/&C:-@A/FE&.-&;9*;&I/&
B*,&A/*:,&>:-F&;9/F&*,=&B:/*;/&.H,/:+)/.J

4J& O;&9/AC.&<.&B-,>):F&I9)B9&.;*M/9-A=/:.&.9-<A=&@/&),&
;9/&A/*=&C*:;)B<A*:AH&;9-./&I);9),&;9/&+-?/:,F/,;&*,=&
B)?)A&.-B)/;HJ&

5J& O;&9/AC.&=/;/:F),/&I9/;9/:&-<:&.;:*;/+)/.&I)AA&I-:M&
),&;9/&><;<:/E&@H&<.),+&B-,;),<-<.&F-,);-:),+&;-&
=/;/:F),/&)>&*,=&9-I&@*::)/:.&*:/&.9)>;),+J

6J& O;&9/AC.&<.&F-@)A)./&:/.-<:B/.&*,=&C:)-:);)P/&I9/:/&
;-&),?/.;&;9/F&;9:-<+9&*,&*,*AH.).&->&.<.;*),/=&
C:-+:/..&;9*;&),=)B*;/.&I9H&*&C:-+:*FF/&.9-<A=&@/&
><,=/=&-:&.B*A/=&<CJ&

! !"#$%&"$%'('")*(+,+#-)*+.(/+(")&"01(#+-$22+34+4(
'"5'(1$%(*+0+-'(5(2$4+0(6*++(7"1(4$(8+$80+(4$(/"5'(
'"+1(4$9:('$(*'#%-'%#+('"+(#+*+5#-"(534(5;$)4(<0)34(
*8$'*(534(<)5*+*=

!"#$%&'(&$)*%+#*#,&"#$-#*(./**
012#0"(*+0,#
!-AA/B;),+&K-B)*A&*,=&L/9*?)-<:*A&#?)=/,B/&B*,&@/&*&
;)F/R&*,=&:/.-<:B/R),;/,.)?/&;*.MJ&L/>-:/&H-<&@/+),&
B-AA/B;),+&,/I&=*;*&-,&@*::)/:.&*,=&A/?/:.E&B-,.)=/:&;9/&
/?)=/,B/&H-<&*A:/*=H&9*?/J&T-;/,;)*A&.-<:B/.&),BA<=/U

V& 7/+8!'%4+/&4./+6&"/./*:B9&;9*;&9*.&,-;&<,=/:+-,/&
*&;9):=RC*:;H&-:&C//:R:/?)/I&C:-B/..J&%9).&),BA<=/.&
+-?/:,F/,;&:/C-:;.E&I9);/&C*C/:.E&B*./&.;<=)/.E&
B-,>/:/,B/&C:-B//=),+.E&/;BJ

V& 9$&)+2%$!3.5'%$&4%#(16&W<*A);*;)?/&-:&S<*,;);*;)?/&
:/./*:B9&;9*;&9*.&<,=/:+-,/&*&;9):=RC*:;H&-:&C//:&
:/?)/I&C:-B/..&;-&/,.<:/&:/A)*@)A);HJ

V& "#$%&'!'%14+(%(:!/+3#/416!"/C-:;.&-,&=).B<..)-,.E&
M/H&I-:=.&*,=&S</.;)-,.&*.M/=&-,&.-B)*A&F/=)*J&
%9/./&9/AC&H-<&;<,/&),&;-&C<@A)B&-C),)-,&*,=&A/*:,&
*@-<;&;9/&;HC/.&->&:<F-<:.&-:&F).),>-:F*;)-,&
B):B<A*;),+&-,&;9/&+:-<,=J

V& ;#.(4/8!%(<#/2&4%#(!1814+21!&()!&)2%(%14/&4%-+!
)&4&6!X*,H&+-?/:,F/,;.&*,=&-:+*,)P*;)-,.&9*?/&
=*;*@*./.&;9*;&C:-?)=/&:/+<A*:E&:/*AR;)F/&),>-:F*;)-,&
-,&;9/):&C-C<A*;)-,J

V& ;#.(4/8!$+(1.1!/+3#/416!Y*;)-,I)=/&.<:?/H.&;9*;&
+*;9/:&),>-:F*;)-,&-,&=/F-+:*C9)B.E&/B-,-F)B.&*,=&
.-B)*A&=*;*&*;&,*;)-,*AE&C:-?),B)*A&*,=&:/+)-,*A&A/?/A.&
/?/:H&4R0Z&H/*:.J

V& =.'4%3'+!>()%$&4#/!;'.14+/!1./-+81!?=>;1@!&()!
A+2#:/&3,%$!B+&'4,!"./-+81!?AB"@6&[-<./9-A=&
.<:?/H.&;9*;&F-,);-:&;9/&.);<*;)-,&->&C-C<A*;)-,&
+:-<C.E&C:-?)=/&),>-:F*;)-,&-,&),/S<);)/.&*,=&
F/*.<:/&C:-+:/..&;-I*:=&K<.;*),*@A/&(/?/A-CF/,;&
\-*A.&]K(\.^J

V& C(#D'+):+E!944%4.)+!&()!F/&$4%$+!1./-+81!
?C9F@6&K;<=)/.&-,&*&.C/B)>)B&C-C<A*;)-,&;9*;&+*;9/:&
),>-:F*;)-,&-,&+/,/:*A&C:*B;)B/.&*,=&@/A)/>.J

V& =+)%&!'&()1$&3+!1./-+816!K<:?/H.&;9*;&>-B<.&
C:)F*:)AH&-,&;9/&B*C*B);H&->&F/=)*&B9*,,/A.&;-&
:/*B9&;9/&C-C<A*;)-,&*,=&;9/):&+/-+:*C9)B&*,=&
=/F-+:*C9)B&;*:+/;),+&*@)A);)/.J
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&"*9'##*&/$*)2:7
O>&;9/&/?)=/,B/&:/?)/I/=&).&,-;&:/B/,;E&=-/.&,-;&B-?/:&
H-<:&M/H&C-C<A*;)-,.&-:&C:-?)=/&),.)+9;.&-,&H-<:&
B9*AA/,+/E&H-<&I)AA&,//=&;-&B-,=<B;&H-<:&-I,&&
C:)F*:H&:/./*:B9J&
G,%1!1+$4%#(!$#-+/1!1%H!$#22#(!/+1+&/$,!
2+4,#)#'#:%+1!8#.!$&(!.1+!4#!<%''!:&31!%(!8#./!
/+1+&/$,I

34*!$%#2,&#56
E.)-&)%"&(+-"%8("<,F
K;:<B;<:/=&-:&./F)R.;:<B;<:/=&B-,?/:.*;)-,.&@/;I//,&
*&:/./*:B9/:&*,=&-,/&-:&F-:/&:/.C-,=/,;.J&%9/./&
B-,?/:.*;)-,.&*:/&+<)=/=&@H&*&./:)/.&->&S</.;)-,.&;9*;&
*:/&=/.)+,/=&;-&:/?/*A&*&C/:.-,D.&*;;);<=/.E&C/:.C/B;)?/.E&
M,-IA/=+/&*,=&),;/,;)-,.&-,&*&C*:;)B<A*:&)=/*E&
C:-+:*FF/&-:&.);<*;)-,J&

!"#$#%&$#%'()%'*+#,%)-%./'#$0.#(,1%!
C+8!>(<#/2&(4!>(4+/-%+D1!?C>>1@!&/2!
J#$.1!7/#.3!A%1$.11%#(1!?J7A@I

! C>>1!*:/&),;/:?)/I.&I);9&-,AH&-,/&
:/.C-,=/,;&*;&*&;)F/J&"/.C-,=/,;.&
*:/&;HC)B*AAH&C/-CA/&I);9&C*:;)B<A*:&
;/B9,)B*A&M,-IA/=+/&-:&*&:/A/?*,;&
C-.);)-,&]/J+JE&+-?/:,F/,;&.;*NE&
A-B*A&A/*=/:.E&>:-,;A),/&I-:M/:.E&/;BJ^&
-:&C/-CA/&I9-&9*?/&=):/B;&A)?/=&
/GC/:)/,B/&I);9&;9/&B9*AA/,+/.&H-<&
*:/&*==:/..),+&]/J+JE&C*:/,;.&->&H-<,+&
B9)A=:/,E&;/*B9/:.E&B-FF/:B)*A&./G&
I-:M/:.E&/;BJ^

& J7A1&*:/&),;/:?)/I.&I);9&*&
C<:C-./><AAH&./A/B;/=&+:-<C&->&
:/.C-,=/,;.E&*:-<,=&5R0Z&C/-CA/J&
"/.C-,=/,;.&*:/&*.M/=&*&./;&->&-C/,R
/,=/=&S</.;)-,.J&%9/&B-FC-.);)-,&->&
;9/&>-B<.&+:-<C&.9-<A=&@/&B*:/><AAH&
B-,.)=/:/=E&;-&@:),+&-<;&;9/&F-.;&
9-,/.;&:/C-:;),+J&_-:&/G*FCA/E&;-&
/,B-<:*+/&I-F/,&;-&.9*:/&;9/):&
B*,=)=&?)/I.&-,&*&;-C)BE&B-,.)=/:&
9-.;),+&./C*:*;/&_\(.&>-:&F/,&*,=&
I-F/,J&_\(.&B*,&9/AC&@<)A=&H-<:&
),);)*A&<,=/:.;*,=),+&->&;9/&B-,;/G;&
*,=&B<A;<:/&/*:AH&-,&),&;9/&:/./*:B9&
C:-B/..&*,=&9/AC&H-<&F*M/&./,./&->&
.<:?/H&:/.C-,./.&*,=&>)AA&),&+*C.&),&
M,-IA/=+/J

E.4&)%"&(+-"%8("<,&5,"#51F
O,;/:?)/I.&C:-?)=/&B-,;/G;E&-N/:),+&*&F-:/&B-FCA/;/&
C)B;<:/&->&;9/&=*;*&H-<&9*?/&B-AA/B;/=J&%9/H&@:),+&-<;&
;9/&,<*,B/.&*,=&B-FCA/G);)/.&->&C/-CA/D.&A)?/.&*,=&
;9/&.;-:)/.&@/9),=&;9/&.;*;).;)B.J&%9/H&9/AC&H-<&@<)A=&
/FC*;9H&I);9&;9/&C/-CA/&H-<&.//M&;-&./:?/&*,=&*&=//C/:&
<,=/:.;*,=),+&->&;9/):&.);<*;)-,J&

E.)-&)%"&-."&1(2(-)-($+,&$#&(+-"%8("<,F
O,;/:?)/I//.D&:/.C-,./.&*:/&.<@`/B;)?/&*,=&C:-,/&;-&
@)*./.J&T*:;)B)C*,;.&F*H&B9--./&;-&A/*?/&-<;&),>-:F*;)-,&
;9*;&B-<A=&:/>A/B;&,/+*;)?/AH&-,&;9/F&-:&>//A&C:/..<:/=&;-&
.*H&I9*;&;9/H&;9),M&;9/&:/./*:B9/:&I*,;.&;-&9/*:J&K<@;A/&
B</.&>:-F&*&:/./*:B9/:D.&;-,/E&:/*B;)-,.&-:&&
>*B)*A&/GC:/..)-,.&B*,&),>A</,B/&9-I&C/-CA/&:/.C-,=&
;-&;9/FJ&T/-CA/&*A.-&9*?/&C/:.-,*A&),;/:/.;.&),&A-B*A&
.);<*;)-,.E&I9)B9&F*H&)FC*B;&;9/):&:/.C-,./.J&

! >'()*()28$#'53'('$('#)53&%05'+(?)34)3&*(?#$2()3'+#;)+/*(
/)'"(?)34)3&*(?#$2($'"+#(2+'"$4*.('$(*++(/"+'"+#(
-+#'5)3(*'5'+2+3'*("$04('#%+=

74*896#2,0%&.$6
E.)-&)%"&$0,"%8)-($+,F
$&I*H&;-&.//&*,=&9/*:&;9),+.&C/-CA/&F*H&,-;&;/AA&H-<J&
%9/H&*AA-I&H-<&;-&=-B<F/,;&*,=&.;<=H&9-I&C/-CA/&
@/9*?/&),&:/*ARA)>/&.);<*;)-,.&]/J+JE&),&;9/):&9-F/E&9/*A;9&
BA),)BE&B-FF<,);HE&-:&.B9--A^&*,=&9-I&;9/H&:/.C-,=&;-&
B/:;*),&B9*AA/,+/.J&
a@./:?*;)-,.&B*,&@/&+*;9/:/=&C*..)?/AHE&<.),+&;--A.&
A)M/&;)F/RA*C./&?)=/-&;-&B*C;<:/&;9/&;:*N)B&;-&A*;:),/.J&
a@./:?*;)-,.&B*,&*A.-&@/&B-AA/B;/=&;9:-<+9&),;/:*B;)-,.E&
A)M/&*.M),+&C/-CA/&I9H&;9/H&=-&B/:;*),&;9),+.J

E.4&)%"&$0,"%8)-($+,&5,"#51F
a@./:?*;)-,.&B*,&9/AC&:/?/*A&),>A</,B/.&->&@/9*?)-<:&
;9*;&C/-CA/&F*H&,-;&:/?/*A&),&),;/:?)/I.J&%9/H&*A.-&
-N/:&*&>):.;R9*,=&?).<*A&/GC/:)/,B/&->&;9/&C:-@A/F.&;9*;&
C/-CA/&>*B/&*,=&;9/&./:?)B/.&;9*;&;9/H&F<.;&,*?)+*;/J&
a@./:?*;)-,.&9/AC&;-&@:)=+/&;9/&+*C&@/;I//,&I9*;&
C/-CA/&.*H&*,=&I9*;&;9/H&=-J

E.)-&)%"&-."&1(2(-)-($+,&$#&
$0,"%8)-($+,F
T/-CA/&->;/,&@/9*?/&=)N/:/,;AH&I9/,&@/),+&I*;B9/=J&%-&
:/=<B/&;9/&)FC*B;&->&H-<:&C:/./,B/&-,&;9/):&@/9*?)-<:E&
*AA-I&H-<:./A>&/,-<+9&;)F/&;-&B-,=<B;&-@./:?*;)-,.&.-&
;9*;&C/-CA/&@/B-F/&=/./,.);)P/=&;-&H-<:&C:/./,B/J&b-<&
.9-<A=&*A.-&;:)*,+<A*;/&H-<:&>),=),+.&I);9&-;9/:&/?)=/,B/&
;-&?*A)=*;/&H-<:&-@./:?*;)-,.J&
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:4*;/<0$=-#$%2#"**
"#6&)$*2#6#02-+
E.)-&(,&.52)+G6"+-%"'&&
'",(*+&%",")%6.F
$&@:-*=&;/:F&>-:&;9/&C:-B/..&<./=&;-&@/;;/:&<,=/:.;*,=&
;9/&<,=/:AH),+&*,=&.-F/;)F/.&9)==/,&=/.):/.E&,//=.&
*,=&B9*AA/,+/.&->&C*:;)B)C*,;&+:-<C.&I9/,&B-R=/.)+,),+&
*&.-A<;)-,&;-&*&C:-@A/FJ&O;&),?-A?/.&9*?),+&-C/,&
B-,?/:.*;)-,.&;-&B<A;)?*;/&/FC*;9H&I);9&;9/&C/-CA/&
H-<&*:/&=/.)+,),+&I);9E&+/,/:*;),+&)=/*.&*,=&@<)A=),+&
C:-;-;HC/.&;-+/;9/:E&.9*:),+&I9*;&H-<&9*?/&B:/*;/=&*,=E&
/?/,;<*AAHE&;/.;),+&;9/./&.-A<;)-,.&-<;&),&;9/&I-:A=J

E.4&(,&'",(*+&%",")%6.&5,"#51F
[<F*,RB/,;:/=&=/.)+,&:/./*:B9&).&*&C:*B;)B*A&*,=&&
B-.;R/N/B;)?/&;--A&>-:&/?)=/,B/&+/,/:*;)-,&I9)B9&&
/,.<:/.&.-A<;)-,.&B-,;),<-<.AH&B-,.)=/:&C*:;)B)C*,;.&&
*,=&;9/):&,//=.J

E.)-&)%"&-."&1(2(-)-($+,F
[<F*,RB/,;:/=&=/.)+,&:/./*:B9&).&:*C)=E&B-.;R/N/B;)?/&
*,=&B*,&A/*=&;-&),.)+9;.&F-:/&S<)BMAH&;9*,&-;9/:&
F/;9-=.J&[-I/?/:E&B:);)B.&*:+</&;9*;&;9/&C:-B/..&:/A)/.&
9/*?)AH&-,&),;<);)-,&:*;9/:&;9*,&>*B;.J&

>4*?.-&01*<0@@&$)
E.)-&(,&,$6()1&2)//(+*F
$&?).<*A&F/;9-=&;9*;&9/AC.&<.&.;<=H&*,=&<,=/:.;*,=&
9-I&F/F@/:.&->&*&B-FF<,);H&),;/:*B;&*,=&*N/B;&-,/&
*,-;9/:D.&;9-<+9;.E&>//A),+.&*,=&*B;)-,.&@H&F*CC),+&
+:-<C.E&C/-CA/&*,=&;9/):&:/A*;)-,.9)C.&-,&*&=)*+:*FJ&
O,&.-F/&B*./.E&;9/./&=)*+:*F.&B*,&F*C&;9/&C9H.)B*A&
A-B*;)-,&->&9-<./9-A=.&:/A*;)?/&;-&)FC-:;*,;&B-FF<,);H&
.-B)*A&.;:<B;<:/.&*,=&-;9/:&M/H&A-B*;)-,.J

E.4&(,&,$6()1&2)//(+*&5,"#51F
K-B)*A&F*CC),+&).&<./><A&@/B*<./&);&.9/=.&A)+9;&-,&
),>A</,B/.&*,=&C-I/:&=)N/:/,;)*A.J&O;&<,B-?/:.&I9)B9&
.;*M/9-A=/:.&*:/&)FC-:;*,;&;-&C*:;,/:&I);9&*,=&I9)B9&
.-B)*A&),/S<);)/.&,//=&;-&@/&*==:/../=J&%9/&.C*;)*A&
*,*AH.).&*A.-&C:-?)=/.&*&=)N/:/,;&*,+A/E&9/AC),+&;-&
<,B-?/:&@A),=&.C-;.J

E.)-&)%"&-."&1(2(-)-($+,F
%9).&C:-B/..&B*,&@/B-F/&>*):AH&B-FCA/G&),&A*:+/E&
),;/:B-,,/B;/=&B-FF<,);)/.&*,=&+:-<C.J

A4*?/2,#(6
E.)-&)%"&,5%8"4,F&
$&./;&->&.;:<B;<:/=&S</.;)-,.&;9*;&9/AC&<.&<,=/:.;*,=&
?*:)-<.&=)F/,.)-,.&->&*&C:-@A/FJ&K<:?/H.&B*,&:/?/*A&
B-+,);)?/&-:&.-B)*A&=:)?/:.&->&@/9*?)-<:.&.<B9&*.&
*;;);<=/.E&@/A)/>.&*,=&.-B)*A&,-:F.J&K<:?/H.&->;/,&C:-?)=/&
BA-./R/,=/=&:/.C-,./&>-:F*;.E&.<B9&*.&@H&:*;),+&A/?/A.&->&
*+://F/,;&-,&*&.B*A/J&_-:&/G*FCA/E&*&.<:?/H&F)+9;&*.M&
*@-<;&*&F-;9/:D.&A)M/A)9--=&->&@:/*.;>//=),+&9/:&,/I@-:,&
-,&*&.B*A/&->&0&],-;&A)M/AH^&;-&6&]/G;:/F/AH&A)M/AH^J

E.4&)%"&,5%8"4,&5,"#51F&
K<:?/H.&*:/&<./><A&>-:&S<*,;)>H),+&C*:*F/;/:.E&*,=&A*;/:&
>-:&F/*.<:),+&B9*,+/J&O>&.*FCA/&.)P/.&*:/&A*:+/&/,-<+9E&
;9/H&B*,&*A.-&9/AC&=).*++:/+*;/&;9/&=*;*&>-:&=)N/:/,;&
./+F/,;.&->&*&A*:+/:&C-C<A*;)-,J

E.)-&)%"&-."&1(2(-)-($+,F
K<:?/H.&*:/&-,AH&:/A)*@A/&)>&:/.C-,=/,;.&:/C-:;&*BB<:*;/AHJ&
T/-CA/&B*,&@/&>-:+/;><A&-:&<,*I*:/&->&;9/&<,B-,.B)-<.&
=:)?/:.&*;&CA*H&),&;9/):&@/9*?)-<:.&*,=&.-B)*A&),;/:*B;)-,.J&
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%9/H&F*H&*A.-&>//A&C:/..<:/&;-&:/.C-,=&),&*&.-B)*AAH&
=/.):*@A/&I*HJ&K<:?/H.&C:-?)=/&F-:/&;9-:-<+9&.B-C),+&
*,=&/GCA-:*;)-,&*,=&9/AC&S<*,;)>H&;9/&>),=),+.&<,B-?/:/=&
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>-:&<,=/:.;*,=),+&;9/&C:-@A/F&);./A>J&

B4*CD@#2&<#$%0%&.$*
E.)-&(,&">/"%(2"+-)-($+F
$&C:-B/=<:/&I9/:/&*&+:-<C&->&C/-CA/&).&/GC-./=&;-&*&
C)A-;&),;/:?/,;)-,&;-&-@./:?/&*,=&F/*.<:/&);.&)FC*B;J&
%9/&A/?/A&->&/GC/:)F/,;*;)-,&H-<&B9--./&I)AA&=/C/,=&-,&
;9/&;)F/E&:/.-<:B/.&*,=&B*C*B);H&*?*)A*@A/&;-&H-<J
"*,=-F)P/=&B-,;:-AA/=&;:)*A.&]"!%^&*:/&;9/&F-.;&:)+-:-<.&
;HC/&->&/GC/:)F/,;J&O,&*,&"!%E&C/-CA/&*:/&:*,=-FAH&
*..)+,/=&;-&/);9/:&*,&),;/:?/,;)-,&+:-<C&-:&B-,;:-A&+:-<C&
*,=&:/./*:B9/:.&F/*.<:/&*,H&=)N/:/,B/.&),&:/.<A;.&
@/;I//,&+:-<C.J&
K4,+/!$#22#(!2+4,#)1!#<!+H3+/%2+(4&4%#(!%($'.)+!
3/+L3#14!14.)%+1!&()!9M*!4+14%(:I

E.4&(,&">/"%(2"+-)-($+&5,"#51F
#GC/:)F/,;.&*:/&<./><A&@/B*<./&;9/H&9/AC&H-<&
<,=/:.;*,=&)>&*,&),;/:?/,;)-,&I)AA&9*?/&);.&),;/,=/=&
)FC*B;J&%9/H&9/AC&/,.<:/&*&.-A<;)-,D.&/N/B;)?/,/..&
@/>-:/&*,H&F*`-:&),?/.;F/,;&-BB<:.&*,=&B*,&*A.-&:/?/*A&
<,),;/,=/=&)FC*B;.J

E.)-&)%"&-."&1(2(-)-($+,F
#GC/:)F/,;*;)-,&).&*&>),*A&.;/C&;9*;&B-F/.&*>;/:&;9/&
C:-@A/F&).&I/AA&<,=/:.;--=J&#GC/:)F/,;.&B*,&@/&A/,+;9HE&
.-&);&F*H&;*M/&*&I9)A/&;-&+/;&:/.<A;.J&
!-,=<B;),+&:)+-<:-<.&/GC/:)F/,;.&->;/,&:/S<):/.&*&
.)+,)>)B*,;&),?/.;F/,;&->&;)F/&*,=&:/.-<:B/.J

E#<#<9#2*%.*%2&0$)/10%#
K-B)*A&*,=&L/9*?)-<:&!9*,+/&).&*AA&*@-<;&F*M),+&./,./&
->&B-FCA/G&.);<*;)-,.J&%-&*B9)/?/&;9).E&H-<&.9-<A=&<./&*&
?*:)/;H&->&:/./*:B9&*CC:-*B9/.J
O>&H-<&=-&,-;&9*?/&*&BA/*:&<,=/:.;*,=),+&->&;9/&
C:-@A/FE&B-,.)=/:&S<*A);*;)?/&:/./*:B9&F/;9-=.&.<B9&
*.&),;/:?)/I.E&-@./:?*;)-,.E&9<F*,RB/,;:/=&=/.)+,&
:/./*:B9&*,=&.-B)*A&F*CC),+J&%9).&;HC/&->&>-:F*;)?/&
:/./*:B9&I)AA&A*;/:&9/AC&H-<&=/.)+,&H-<:&S<*,;);*;)?/&;--A.&
*,=&/,.<:/&;9/H&*:/&F/*.<:),+&;9/&:)+9;&;9),+.J
L/B*<./&;9/H&;HC)B*AAH&),?-A?/&*&A*:+/&,<F@/:&->&
C/-CA/E&S<*,;);*;)?/&:/./*:B9&F/;9-=.&A)M/&.<:?/H.&*,=&
/GC/:)F/,;.E&B*,&9/AC&?*A)=*;/&*,=&S<*,;)>H&S<*A);*;)?/&
>),=),+.J&

&'(')*+,*+-'.'*)/0'.*+,*
-'01*2,/*+)3456/04+'*
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V& b-<&I*,;&*&=//C/:&<,=/:.;*,=),+&->&
C/-CA/D.&:/.C-,./.J

V& b-<&I*,;&;-&@<)A=&F-:/&/FC*;9H&I);9&
C*:;)B)C*,;&+:-<C.J

& N.&(4%4&4%-+!2+4,#)1!1,#.')!<#''#D!
O.&'%4&4%-+!2+4,#)1!D,+(III

V& b-<&I*,;&;-&M,-I&I9/;9/:&H-<:&
>),=),+.&B*,&@/&+/,/:*A)P/=&;-&*&
@:-*=/:&C-C<A*;)-,J

V& b-<&I*,;&;-&;/.;&*&9HC-;9/.).&@*./=&
-,&),>-:F*;)-,&B-AA/B;/=&;9:-<+9&
),;/:?)/I.J

V& b-<&I*,;&;-&F/*.<:/&;9/&C*:*F/;/:.&
H-<&9*?/&<,B-?/:/=&-:&;9/&)FC*B;&->&
;9/&I-:MJ

! @$#(2$#+()3?$#25')$3($3(2),+4A2+'"$4*(588#$5-"+*(
534("$/('$(-$2<)3+(B%50)'5');+(534(B%53')'5');+(45'5.(
;)*)'('")*(/+<*)'+=(



8!"#$%#&'&()*+,-./&!! 0 1 2 3 4 5 6 7 8

;"<*&"*7$#$%&*2*
5$7$25%/*8$&/"-"#")0
_-:&+<)=*,B/&-,&9-I&;-&./A/B;&*&:/./*:B9&F/;9-=-A-+HE&
:/>/:&;-&;9/&L/;;/:&#?*A<*;)-,&"*),@-I&_:*F/I-:MJ

E#6./2-#6
0-%)+($+!2&33+)!&4!:'#5&'!'+-+'

V& $&.<FF*:H&->&:/./*:B9&-,&.-B)*AE&@/9*?)-<:*A&
*,=&B-FF<,);H&/,+*+/F/,;&),;/:?/,;)-,.&>-:&
:/C:-=<B;)?/E&F*;/:,*A&*,=&,/I@-:,&B9)A=&9/*A;9

V& $&./*:B9*@A/&=*;*@*./&->&@/9*?)-<:*A&.B)/,B/&
/?)=/,B/&*,=&:/.<A;.

V& (*;*&-,&B-FF<,);H&>//=@*BME&.-B)*A&A).;/,),+E&
),>-=/F)B&*,=&:).M&B-FF<,)B*;)-,.&*,=&B-FF<,);H&
/,+*+/F/,;&*B;)?);)/.

G##'1!<#/!.()+/14&()%(:!)%P+/+(4!/+1+&/$,!2+4,#)1!
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%:/&C)+>B/&S/?-H&).&*,&),9/BA/,9)-,&J*;E&P9&?),G.&*,@&
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How to build your Theory of Change and Results 
Framework
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(10,(<(&.1.##:,(10,$-.,6&.3().1'.,%/,
2.-(3"%4&#=
9,&:)/),;&<)=:->&;?)&@=<&A)?=B+C.:&/?=,D)&+-&E)=-.:)F&
?=-&)BCGB)F&;C&*C/.-&EC:)&C,&-CH?+-;+/=;)F&E)=-.:)-&
C*&+,;):E)F+=;)&/?=,D)>&-./?&=-&=;;+;.F)->&-)G*I)J+/=/<>&
-C/+=G&=//)H;=A+G+;<&=,F&-C/+=G&,C:E-K&%?+-&:)*G)/;-&=&
D:C@+,D&+,;):)-;&+,&;?)&+EH=/;&C*&-C/+=G&H?),CE),=&
C,&:+D?;-&*.G*+GE),;>&HC@):&+EA=G=,/)-&=,F&D),F):&
+,)L.=G+;<K
%?)&MN!&%?)C:<&C*&!?=,D)&F);=+G)F&A)GC@&-?C@-&;?)&
G+,O-&A);@)),&:)-.G;-&=;&E.G;+HG)&G)B)G-&=,F&?C@&MN!&
C.;/CE)-&;:=,-G=;)&=/:C--&F+J):),;&H:CD:=EE+,D&=:)=-&
=,F&M.-;=+,=AG)&()B)GCHE),;&PC=G-&QM(P-RK&%?+-&/=,&
A)&=HHG+)F&;C&AC;?&F)B)GCHE),;&H:CD:=EE+,D&=,F&

)E):D),/<&/C,;)S;-K&M))&;?)&TU#&+,&#E):D),/+)-&
;CCG&*C:&EC:)&+,*C:E=;+C,&C,&E)=-.:+,D&C.;/CE)-&+,&
?.E=,+;=:+=,&/C,;)S;-K

-./"+)01)!23)*"+,#%+
MN!&+,;):B),;+C,-&=,F&:)-.G;-&/C,;:+A.;)&;C&
;?)&=/?+)B)E),;&C*&-)/;C:=G&DC=G-&=,F&HC-+;+B)&
;:=,-*C:E=;+C,-&=/:C--&-)/;C:-&=,F&;?:C.D?C.;&-C/+);<&
Q)L.+;<>&-C/+=G&/C?)-+C,>&);/RK&MN!&:)-.G;-&D),):=GG<&
*=GG&+,;C&C,)&C*&;@C&/=;)DC:+)-V&A)?=B+C.:=G&=,F&-C/+=G&
/?=,D)->&C:&H):*C:E=,/)&EC,+;C:+,DK&W):*C:E=,/)&
EC,+;C:+,D&;:=/O-&?C@&@)GG&-;:=;)D+)-&=,F&+,;):B),;+C,-&
=:)&A)+,D&+EHG)E),;)FK&
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-4"0*.)01)345'("
$&%?)C:<&C*&!?=,D)&Q%X!R&C.;G+,)-&)S=/;G<&?C@&;?)&
:)-.G;-&C*&=&-H)/+*+/&=HH:C=/?&C:&=/;+B+;<&/C,;:+A.;)&;C&
=/?+)B+,D&<C.:&F)-+:)F&C.;/CE)-K&9;&G+,O-&;?)&)G)E),;-&
C*&<C.:&MN!&-;:=;)D<&=,F&D+B)-&G+*)&;C&;?)&)B+F),/)&
<C.&/CGG)/;)F&=,F&=,=G<-)FK&%?)&C.;/CE)-&C*&;?)&%X!&
-?C.GF&:)*G)/;&;?)&H:CAG)E&-;=;)E),;-K&%?)&+,;):E)F+=;)&
C.;/CE)-&=,F&C.;H.;-&-?C.GF&F)-/:+A)&;?)&AC;;G),)/O-&
=,F&F:+B):-&;?=;&-.:*=/)F&F.:+,D&;?)&F+=D,C-+-&=,F&
;?)&CHHC:;.,+;<&-;=;)E),;&-?C.GF&F:+B)&;?)&-)G)/;)F&
=/;+B+;+)-K&
$&%X!&G=<-&C.;&;?)&GCD+/&C*&<C.:&CB):=GG&-;:=;)D<K&YC.&/=,&
-?=:)&+;&@+;?&H=:;,):->&=,F&-C/+=G+Z)&+;&@+;?&/CEE.,+;+)-&
=,F&:)*):),/)&D:C.H-K&9*&/CGG=AC:=;C:-&*+,F&+--.)-&@+;?&;?)&
H=;?@=<&<C.&?=B)&F)*+,)F>&<C.&-?C.GF&@C:O&@+;?&;?)E&
;C&+EH:CB)&;?)&F+=D,C-+->&*+,F&D=H-&+,&;?)&/=.-=G&=,=G<-+-&
=,F&:);?+,O&;?)&-)G)/;)F&=HH:C=/?)-&=,F&+,;):B),;+C,-K
$&%X!&+-&=G-C&=,&+EHC:;=,;&/CEE.,+/=;+C,&=,F&
=//C.,;=A+G+;<&;CCG>&*C.,F=;+C,=G&;C&F)B)GCH+,D&=,&TU#&
*:=E)@C:O&;C&;:=/O&:)-.G;-K&9;&?+D?G+D?;-&-<-;)E-I:)G=;)F&
:)L.+:)E),;-&*C:&=/?+)B+,D&:)-.G;-&=,F&/=,&A)&.-)F&;C&
=FBC/=;)&*C:&*+,=,/+=G&=,F&;)/?,+/=G&+,B)-;E),;-K

!"#"$%&'()*+*,-.
MN!&H:CD:=EE+,D&A)D+,-&@+;?&=,&=,=G<-+-&C*&-C/+CI
A)?=B+C.:=G&F:+B):-&=,F&AC;;G),)/O-&@+;?+,&+,-;+;.;+C,-&
=,F&-<-;)E-&Q-))&!CGG)/;+,D&-C/+=G&=,F&A)?=B+C.:=G&
)B+F),/)&=,F&C;?):&;CCG-&+,&;?)&(+=D,C-+-&-)/;+C,RK&
%?+-&=,=G<-+-&=GGC@-&<C.&;C&F)*+,)&:)-.G;-&=,F&-)G)/;&
=HH:C=/?)-&=,F&=/;+B+;+)-&;?=;&)J)/;+B)G<&=FF:)--&;?)&

F)-+:)F&/?=,D)&;?=;&?=B)&A)),&+F),;+*+)F&;CD);?):&@+;?&
;?)&=HH:CH:+=;)&:+D?;-&?CGF):-&=,F&F.;<&A)=:):-K
N)?=B+C.:-&=:)&F:+B),&A<&=&:=,D)&C*&+,*G.),/)-&=;&
E.G;+HG)&G)B)G->&=-&-?C@,&+,&;?)&MC/+CI#/CGCD+/=G&TCF)G&
=,F&N)?=B+C.:=G&(:+B):-&TCF)GK&[C:&=,<&C,)&A)?=B+C.:>&
F);):E+,+,D&;?)&?+D?IH:+C:+;<&F:+B):->&?C@&;?)<&:)G=;)&;C&
C,)&=,C;?):&=,F&@?+/?&=:)&EC-;&G+O)G<&;C&-?+*;&+-&/:+;+/=GK&
!=.-=G&=,=G<-+-&C*&;?)&:CC;&/=.-)-&@+GG&?)GH&<C.&+F),;+*<&
H:+C:+;<&F:+B):-&=,F&;?)&MN!&=HH:C=/?)-&EC-;&G+O)G<&;C&
=/?+)B)&;?)&F)-+:)F&/?=,D)K&%?+-&@+GG&=G-C&+,*C:E&;?)&
:)-.G;-&/?=+,&=,F&;?)&-)G)/;+C,&C*&+,F+/=;C:-&=;&)=/?&G)B)GK&
&
W=:;+/+H=;C:<&=HH:C=/?)-&=,F&;)/?,+L.)-&-./?&=-&
?.E=,I/),;:)F&F)-+D,&Q\!(R&/=,&),?=,/)&;?)&BC+/)-&
C*&/CEE.,+;+)-&=,F&E=:D+,=G+Z)F&D:C.H-&=;&=GG&-;=D)-&
C*&)B+F),/)&/CGG)/;+C,>&=,=G<-+-&=,F&.;+G+Z=;+C,K&%?)-)&
)JC:;-&-;:),D;?),&;?)&F)B)GCHE),;&C*&;?)&%X!&=,F&
/C::)-HC,F+,D&:)-.G;-&*:=E)@C:OK
YC.&/=,&*+,F&)S=EHG)-&C*&%X!-&+,&]^9!#[_-&")-.G;-&
N=-)F&T=,=D)E),;&Q"NTR&?=,FACCO>&=,F&;?:C.D?&
C,G+,)&:)-C.:/)-&*:CE&C:D=,+Z=;+C,-&G+O)&P+:G-&^C;&N:+F)-K&
%?)&G=,D.=D)&=,F&-;:./;.:)&E=<&B=:<>&A.;&;?)&GCD+/&
:)E=+,-&;?)&-=E)K&$&%X!&-?C.GF&=G@=<-&A)&-H)/+*+/&;C&
<C.:&-;:=;)D<&=,F&/C,;)S;K&YC.:&%X!-&@+GG&G+O)G<&+,/G.F)&
AC;?&A)?=B+C.:&/?=,D)&=,F&-C/+=G&/?=,D)&)G)E),;-K
%?)&F+=D:=E&A)GC@&H:)-),;-&=&D),):+/&%X!&=,F&
;?)&A.+GF+,D&AGC/O-&,))F)F&;C&),-.:)&L.=G+;<&MN!&
+,;):B),;+C,-K&9;&H:CB+F)-&F+J):),;&MN!&+,H.;-&=,F&
:)-.G;->&=-&@)GG&=-&)S=EHG)-&C*&M(PI-H)/+*+/&MN!&
C.;/CE)-K&`))H&+,&E+,F&;?=;&;?)&*CGGC@+,D&+-&,C;&
)S?=.-;+B)&=,F&:)H:)-),;-&=&*:=/;+C,&C*&HC--+AG)&+,H.;-&
=,F&:)-.G;-K&

$,&MN!&:)-.G;-&/?=+,&+,/G.F)-V

>4$'%7.#,, X.;/CE)IG)B)G&:)-.G;-&=,F&+,F+/=;C:-&C*;),&:)*):&;C&A)?=B+C.:=G&H:)B=G),/)a+,/+F),/)>&-./?&
=-&;?)&=FCH;+C,&C:&=A=,FC,E),;&C*&/):;=+,&H:=/;+/)->&C:&HC-+;+B)&-C/+=G&;:=,-*C:E=;+C,->&-./?&
=-&+,/:)=-)F&/CEE.,+;<&:)-+G+),/)K&%?)-)&-C/+);=G&C:&A)?=B+C.:=G&:)-.G;-&=:)&H=:;G<&F.)&;C&;?)&
-.//)--*.G&+EHG)E),;=;+C,&C*&MN!&-;:=;)D+)-&=,F&=/;+B+;+)-K

?1$.&7.0"($.,
>4$'%7.#

9,;):E)F+=;)&C.;/CE)-&=:)&H:)/.:-C:-&;C&;?)&C.;/CE)-&=,F&E+G)-;C,)-&E);&C,&;?)&@=<&;C&;?)&
F)-+:)F&/?=,D)K&%?)<&+,/G.F)&:)-.G;-&=;&;?)&+,F+B+F.=G&Q)KDK&-)G*I)J+/=/<R>&/CGG)/;+B)&Q/CEE.,+;<&
F<,=E+/-&=,F&-C/+=G&,C:E-R&=,F&+,-;+;.;+C,=G&Q=//)--&;C&)L.+;=AG)&-):B+/)-R&G)B)GK

>4$64$# X.;H.;-&=:)&;?)&GC@&G)B)G&:)-.G;-&EC-;&F+:)/;G<&G+,O)F&;C&;?)&MN!&=/;+B+;+)-K&%?)<&/=,&A)&
=/?+)B)F&=,F&E)=-.:)F&+,&=&-?C:;):&H):+CF&C*&;+E)>&/=,&A)&=;;:+A.;)F&EC:)&/GC-)G<&;C&;?)&
H:CD:=EE)>&=,F&=:)&)--),;+=G&-;)H-&;C@=:F-&;?)&+,;):E)F+=;)&C.;/CE)-K&%?)<&=G-C&+,/G.F)&
:)-.G;-&=;&;?)&+,F+B+F.=G&Q)KDK&O,C@G)FD)&=,F&=@=:),)--R>&/CGG)/;+B)&QC@,):-?+H&C*&;?)&/?=,D)&
)JC:;R&=,F&+,-;+;.;+C,=G&QEC:)&H=:;+/+H=;+C,&CHHC:;.,+;+)-R&G)B)GK

@'$"3"$".# %?)&-.//)--&C*&MN!&=/;+B+;+)-&=,F&-;:=;)D+)-&/=,&A)&E)=-.:)F&+,&;):E-&C*&+,*C:E=;+C,&
H:CB+F)F>&-;=O)?CGF):-&ECA+G+Z)F>&/CEE.,+;+)-&),D=D)F&+,&=&/?=,D)&H:C/)-->&GC/=G&
DCB):,=,/)&E)/?=,+-E-&-;:),D;?),)F&);/K
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6"+,#%+)1*57"80*9
#=/?&)G)E),;&C*&<C.:&%X!&-?C.GF&:)G=;)&;C&=;&G)=-;&
C,)&H:CH):G<&*C:E.G=;)F&:)-.G;>&=,F&H:CB+F)&E);:+/-&
;C&E)=-.:)&+;K&$&:)-.G;&-;=;)E),;&-?C.GF&+,/G.F)&=&
E)=-.:=AG)&/?=,D)&;?=;&:)-.G;-&*:CE&=&H=:;+/.G=:&=/;+C,K&
9,F+/=;C:-&-?C.GF&A)&:)G)B=,;&;C&;?)&+EHG)E),;=;+C,&
/C,;)S;&=,F&=//C.,;&*C:&H:=/;+/=G&/C,-+F):=;+C,-&-./?&=-&
*)=-+A+G+;<&C*&F=;=&/CGG)/;+C,&=,F&=,=G<-+-K
")-.G;&-;=;)E),;-&-?C.GFV

b& -#$.&#!&/!&0#!+'&,.&'/(.$!.(.$1+'+!2&")-.G;-&-?C.GF&
A)&F):+B)F&*:CE&*C:E=;+B)&:)-)=:/?&=,F&/=.-=G&
=,=G<-+-

b& 3*/4'5#!%$.*'&1!*#).*5'()!.&!#.%0!$#4#$!2&$/;+B+;<>&
C.;H.;>&+,;):E)F+=;)&C.;/CE)>&C.;/CE)&C:&+EH=/;

b& 67#*!"89-:;-!*#+,$&+!2&M;:=;)D+/>&T)=-.:=AG)>&
$G+D,)F>&")=G+-;+/>&%:=,-*C:E=;+B)>&#EHC@):+,D>&
")HC:;=AG)

b& 3*#+#(&!.!%/0#*#(&!*#+,$&+!%0.'(!2&")-.G;-&-?C.GF&
A)&GCD+/=GG<&G+,O)F&+,&=&/C,,)/;)F&?+):=:/?<

b& </(+'5#*!#=,'&1>!0,?.(!*')0&+>!)#(5#*>!
5#&#*?'(.(&+!.(5!*'+@+

%?)&;=AG)&A)GC@&H:CB+F)-&)S=EHG)-&C*&:)-.G;-&-;=;)E),;-&
=,F&/C::)-HC,F+,D&+,F+/=;C:-&=;&E.G;+HG)&G)B)G-K
MN!&H:CD:=EE)&E=;):+=G-&=,F&+,F+/=;C:&-);-&/=,&
H:CB+F)&:)/CEE),F)F&=,F&B=G+F=;)F&+,F+/=;C:-&@+;?&
E);?CFCGCD+/=G&D.+F=,/)&*C:&E)=-.:)E),;K&]^9!#[&?=-&
F)B)GCH)F&=&E),.&C*&MN!&+,F+/=;C:-&@+;?+,&=,F&=/:C--&
-)/;C:-K&9;&+-&/.::),;G<&C,G<&=B=+G=AG)&;C&+,;):,=G&-;=J>&A.;&
@+GG&A)&=B=+G=AG)&;C&=GG&C,&;?+-&H=D)&=,F&HG=;*C:E&-CC,K&
X,G+,)&:)-C.:/)-&G+O)&P:=--:CC;-&9,;):,=;+C,=G&=,F&![M!&
H:CB+F)&:)-C.:/)-&;?=;&-H)/+=G+-)&+,&-C/+=G&/?=,D)K

-#+,$&&
W:)D,=,;&@CE),&=;;),F&;?)&:)/CEE),F)F&,.EA):&C*&
=,;),=;=G&Q$^!R&B+-+;-

6,&%/?#!'(5'%.&/*&
c&C*&H:)D,=,;&@CE),&=;;),F+,D&=;&G)=-;&3&$^!&B+-+;-&

-#+,$&&
W:)D,=,;&@CE),&:)/)+B)&-.HHC:;&*:CE&;?)+:&E=G)&
H=:;,):-&;C&=;;),F&;?)&:)/CEE),F)F&,.EA):&C*&$^!&
B+-+;-

A(&#*?#5'.&#!6,&%/?#!'(5'%.&/*!
c&C*&H:)D,=,;&@CE),&-=<+,D&;?)+:&H=:;,):&-.HHC:;-&;?)E&
;C&=//)--&=,F&=;;),F&=;&G)=-;&3&$^!&B+-+;-

-#+,$&
W:)D,=,;&@CE),&O,C@&;?)&=FB=,;=D)-&C*&=;;),F+,D&
$^!&B+-+;-

6,&B,&!'(5'%.&/*!
c&C*&:)-HC,F),;&@CE),&C*&/?+GFA)=:+,D&=D)&;?=;&O,C@&=;&
G)=-;&S&=FB=,;=D)-&C*&=;;),F+,D&3&$^!&B+-+;-

-#+,$&
T)/?=,+-E-&=:)&+,&HG=/)&;C&),D=D)&H=:),;-&=:C.,F&;?)&
+EHC:;=,/)&C*&$^!

9%&'4'&1!'(5'%.&/*!
c&C*&F+-;:+/;-&@?):)&H=:),;+,D&/C.,-)GG+,D&-)--+C,-&=:)&
=B=+G=AG)&*C:&*:))&=;&;?)&GC/=G&?)=G;?&/),;:)

:"5+,*&'()$077,'&%.)"'(5("7"'%
! !"##$%&'()*%+,+*#*%')-!./)&%0&1,'"23)#*,3$2*)'4*)

52"+2*336)*7*1'&8*%*33),%0)&#5,1')"9)!.)*7"2'3:);*)
1,%)$3*)'4*3*)&%0&1,'"23)'")&%9"2#)0*1&3&"%<#,=&%+)
,2"$%0)2*3"$21*)52&"2&'&>,'&"%6)5"?&1()9"2#$?,'&"%)"2)
2*9"2#6)&%3'&'$'&"%,?)1,5,1&'&*36)+"8*2%,%1*)52"1*33*3)
,%0),11"$%',@&?&'(:

!CEE.,+;<&),D=D)E),;&+-&=&/:+;+/=G&=,F&
;:=,-*C:E=;+C,=G&=-H)/;&C*&MN!&;?=;&:)L.+:)-&H=:;+/.G=:&
=;;),;+C,&F.:+,D&EC,+;C:+,D&;C&),-.:)&;?=;&-;=,F=:F+Z)F&
E)=-.:)-&=:)&A)+,D&.-)F&;C&=--)--&:)-.G;-K&!CEE.,+;<&
#,D=D)E),;&Q!#R&T+,+E.E&d.=G+;<&M;=,F=:F-&=,F&
9,F+/=;C:-&+-&=&D.+F)&;C&)-;=AG+-?+,D&=,&),=AG+,D&

),B+:C,E),;&=,F&),-.:+,D&;?=;&+,;),;+C,=G&=,F&-;:./;.:)F&
!#&:)E=+,-&=;&;?)&/C:)&C*&-.-;=+,=AG)&F)B)GCHE),;K&
%?+-&,)@G<IF)B)GCH)F&+,;):I=D),/<&D.+F=,/)&-.DD)-;-&
+,F+/=;C:-&*C:&DCB):,E),;-&=,F&H=:;,):a+EHG)E),;+,D&
=D),/+)->&=,F&H:CB+F)-&=&/?)/OG+-;&;C&D.+F)&!#&HG=,,+,D&
=;&)B):<&-;=D)&C*&;?)&H:Ce)/;&/</G)K

& [C:&EC:)&+,*C:E=;+C,&C,&E)=-.:+,D&/CEE.,+;<&
),D=D)E),;&+,&)E):D),/<&:)-HC,-)>&/?)/O&C.;&;?)&
TU#&+,&)E):D),/+)-&;CCGK

& [C:&EC:)&+,*C:E=;+C,&C,&A.+GF+,D&=,&)J+/+),;&
=,F&F<,=E+/&-;:=;)D<>&/?)/O&C.;&;?)&+;):=;+B)&
H:CD:=EE+,D&;CCGK
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How to bring people into the strategy process

2$./30(4.#3$&
!"#$%&''&()$&'$*($&%+#(,-$+-(+.-/'$
.&,-'0$1($2($*3&'4$5-$)--2$*($-%+(5-#$
+-(+.-4$")2-#'*6)2$*3-%$&)$*3-&#$
7".*"#6.4$7()*-8*"6.$6)2$7(9)&*&,-$
2&%-)'&()'4$6)2$:--+$*3-%$6*$*3-$
7-)*#-$(;$("#$%-*3(2'$6)2$%&)2'-*$6'$
%"73$6'$+(''&<.-0
7-&89)&:;<=*)&;>&;<=&?;=@A&+8&:B-&C)&8)DE8+-,&8;&*+DEF+>G&
89+-,*&CG&=)D;H+-,&9<DB-&>B:8;=*&;=&F)88+-,&B**<DE8+;-*&
BC;<8&E);EF)&,<+I)&?9B8&?)&I;&J&89)&B**<DE8+;-*&B-I&
C+B*)*&?)&BFF&9BH)A&B*&?)FF&B*&89)&)H)=GIBG&E)=*;-BF&B-I&
E=;>)**+;-BF&I)DB-I*&:;DE)8+-,&>;=&;<=&B88)-8+;-K&L)M=)&
;-FG&9<DB-&;<=*)FH)*N&O<DB-P!)-8=)I&()*+,-&QO!(R&+*&
B-&BEE=;B:9&8;&E=;CF)DP*;FH+-,&89B8&E<8*&E);EF)&B8&89)&
:)-8=)&;>&89)&E=;:)**&>=;D&C),+--+-,&8;&)-IK

!"#$%&#'#()*+",-#./#'*#
'00/.'123#
%9)=)&B=)&I)CB8)*&BC;<8&?9)89)=&O!(&+*&B&D+-I*)8&;=&
B-&BEE=;B:9K&L)FFA&+8&:B-&C)&C;89K&$*&B&D+-I*)8A&O!(&
8B@)*&89)&E;*+8+;-&89B8&E=;CF)D*&B=)&C)*8&+I)-8+>+)I&B-I&
I)>+-)I&CG&89)&E);EF)&?9;&>B:)&89)D&+-&89)&>+=*8&EFB:)&
B-I&89B8&*;F<8+;-*&B=)&C)*8&I)H)F;E)I&I+=):8FG&?+89&
89)*)&E);EF)K&S<=89)=D;=)A&B&9<DB-P:)-8=)I&D+-I*)8&
C)F+)H)*&89B8&:;DD<-+8G&H;+:)*&B-I&E)=*E):8+H)*&D<*8&
C)&+-H;FH)I&*G*8)DB8+:BFFG&>=;D&C),+--+-,&8;&)-IA&>=;D&
E=;,=BDD)&+-:)E8+;-&B-I&I)*+,-&89=;<,9&8;&)HBF<B8+;-K&
$*&B-&BEE=;B:9A&O!(&+*&B&D)89;I+:BF&D)B-*&8;&<-:;H)=&
+-*+,98*A&I+*:;H)=&*;F<8+;-*A&B-I&+8)=B8+H)FG&8)*8&B-I&
BIT<*8&89)D&+-&:;-8)U8K

42,*#"2.56+#7.5#'0067#$%&3
!;DD<-+8+)*&@-;?&89)+=&;?-&-))I*&C)*8&C<8&DBG&FB:@&
89)&8;;F*&8;&8<=-&89)+=&+-*+,98*&+-8;&B:8+;-K&%9+*&+*&?9)=)&
O!(&+*&D;*8&<*)><FK&%9)&D;*8&)V):8+H)&?BG&8;&E<8&
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O!(&+-8;&E=B:8+:)&+*&?9)-&89)&:;DD<-+8G&D)DC)=*&
89)D*)FH)*&I)>+-)&89)+=&-))I*&B-I&I)*+,-&89)+=&;?-&
*;F<8+;-*K&%;&*<EE;=8&89+*A&+8&+*&:=+8+:BF&8;&*8=)-,89)-&
:;DD<-+8G&:BEB:+8G&+-&;?-)=*9+E&;>&EB=8+:+EB8;=G&
BEE=;B:9)*&Q*))&BF*;&!;DD<-+8G&#-,B,)D)-8W&&&
XB=8-)=+-,&?+89&:;DD<-+8+)*&*;&89)G&:B-&F)BI&89)&
:9B-,)&E=;:)**RK&#B:9&:;DD<-+8G&:B-&89)-&8B@)&89)&
F)BI&;-&I)>+-+-,&89)&E=+;=+8+)*&B-I&E=;CF)D*&8;&BII=)**&
B-I&*8B=8&8;&I)*+,-&B&F;-,P8)=D&EFB-&>;=&?9+:9&89)G&
DBG&*))@&)U8)=-BF&EB=8-)=*9+E*K&YZ7!#SM*&=;F)&+*&8;&
E=;H+I)&*G*8)DB8+:&*<EE;=8&>;=&89)*)&*8B@)9;FI)=PF)IA&
EB=8+:+EB8;=G&E=;:)**)*&;>&+-[<+=GA&E=;CF)D&I)>+-+8+;-A&
*;F<8+;-&I)*+,-&B-I&+DEF)D)-8B8+;-K

85/#95)+)*9#0/)*1)06,"
YZ7!#S&9B*&I)H)F;E)I&3&,<+I+-,&E=+-:+EF)*&>;=&B&
9<DB-P:)-8=)I&BEE=;B:9A&CB*)I&;-&)D)=,+-,&)H+I)-:)&
>=;D&89)&*:+)-:)*&;>&9<DB-&:;,-+8+;-&B-I&C)9BH+;<=K

.K& !"#$$%&'%(&)K&L)&8)-I&8;&;H)=F;;@&89)&*DBFF&*8<VA&
F+@)&89)&+-:;-H)-+)-8&CB==+)=*&;>&I)BF+-,&?+89&9)BF89&
E=;,=BDD)*K&\):B<*)&E);EF)&I;-M8&BF?BG*&DB@)&
=)B*;-)I&:BF:<FB8+;-*&?)+,9+-,&:;*8*&B-I&C)-)>+8*A&
89)&*DBFF&*8<V&:B-&I;D+-B8)&I):+*+;-PDB@+-,K

/K& *+,-&+)%&'%+,.%/+,0)1K&]-;?+-,&BC;<8&B&=+*@A&
8):9-;F;,G&;=&*)=H+:)A&;=&9BH+-,&B-&B::<=B8)&
<-I)=*8B-I+-,&;>&89)&C)-)>+8*&;>&B&:)=8B+-&C)9BH+;<=A&
I;)*&-;8&-):)**B=+FG&8=B-*FB8)&8;&C)9BH+;<=&:9B-,)&;=&
*)=H+:)&<8+F+^B8+;-K&L9)-&?)&B::)E8&89B8&+8&+*&E;**+CF)&
8;&BF8)=&C)9BH+;<=&?+89;<8&:9B-,+-,&D+-I*A&?)&;E)-&
;<=*)FH)*&8;&D;=)&+--;HB8+H)&*;F<8+;-*K

0K& 2../+.&,+%&'%/$'/-1/3/K&_;*8&E);EF)A&D;*8&;>&89)&
8+D)A&B=)&-;8&89+-@+-,&BC;<8&C)*8&E=B:8+:)*&;=&89)&
C)9BH+;<=*&?)&B=)&E=;D;8+-,K&$-I&?9)-&89)G&B=)A&+8M*&
-;8&;>8)-&B&I))E&=)>F):8+;-K&7>&?)&=)D+-I&;<=*)FH)*&
89B8&D;*8&E);EF)&*E)-I&F+88F)&8+D)&89+-@+-,&BC;<8&
?9B8&89)G&I;A&?)&?+FF&B*@&F)**&;>&<*)=*&B-I&DB@)&;<=&
E=;,=BDD)*&)B*+)=&8;&<*)K

1K& 4,+./5.%6,"/'%7&3'.K&$&*+-,<FB=&>;:<*&;-&C)9BH+;<=&
:9B-,)&:;DD<-+:B8+;-&:B-&C)&D+*F)BI+-,K&!9B-,+-,&
89)&:;-8)U8&+-&?9+:9&E);EF)&C)9BH)&+*&;>8)-&D;=)&
)V):8+H)&89B-&I+=):8FG&B*@+-,&89)D&8;&I;&89+-,*&
I+V)=)-8FGK

2K& 830.1'%#3/%(03&/9K&L9B8&E);EF)&C)F+)H)A&*BG&B-I&I;&
:B-&C)&89=))&I+V)=)-8&89+-,*K&O;?&?)&)UEFB+-&;<=&
;?-&C)9BH+;<=&+*&-;8&BF?BG*&B::<=B8)K&%9+*&DB@)*&+8&
:=+8+:BF&8;&I+*)-8B-,F)&?9B8&E);EF)&*)F>P=)E;=8&BC;<8&
89)+=&C)9BH+;<=*&>=;D&;C*)=HB8+;-*&BC;<8&?9B8&+*&
B:8<BFFG&9BEE)-+-,K

3K& :+./+.&,+'%#3/%+,.%#6.&,+'K&7-8)-8+;-*&:B-&C)&E;;=&
E=)I+:8;=*&;>&:;==)*E;-I+-,&B:8+;-*K&\)9BH+;<=&
I)E)-I*&B*&D<:9&;-&=)D;H+-,&89)&CB==+)=*&8;&8B@+-,&
B:8+;-&QDB@+-,&89+-,*&)B*+)=R&B*&+8&I;)*&;-&:9B-,+-,&
9)B=8*&B-I&D+-I*K

5367#$%&8#.9&:-3:6-;&
$3.&<3/&:-3:6-
`;&9;?&I;&?)&DB@)&*<=)&89B8&?)&E<8&E);EF)&B8&89)&
:)-8=)&;>&;<=&?;=@a
;1&$/%/#61%,3)#+&<#.&,+%,3%9/'&)+/3%"#=%1#>/%
.1/&3%,-+%?#3.&60$#3%#??3,#61@%(=%#+9%$#3)/%A4B%
"/.1,9,$,)=%/+.#&$'%#%'&"&$#3%'.306.03/%#+9%?3,6/''K&
%;&I)D;-*8=B8)A&?)&B=)&,;+-,&8;&F;;@&B8&>;<=&+-&EB=8+:<FB=K&
#B:9&;-)&BI;E8*&*+D+FB=&D)89;I*&B-I&8;;F*&8;&B:9+)H)&
E);EF)P:)-8=)I&+-*+,98*&B-I&=)*<F8*K
`;D)&DBG&C)&>BD+F+B=&8;&G;<b&G;<&DBG&=)BF+^)&89B8&G;<&
9BH)&C))-&)DEF;G+-,&B&9<DB-P:)-8=)I&D+-I*)8&BF=)BIGK&
%9)=)&B=)&DB-G&EB=BFF)F*&?+89&F;-,*8B-I+-,&:;DD<-+8GP
CB*)I&BEE=;B:9)*&B-I&EB=8+:+EB8;=G&D)89;I*K&c89)=*&
DBG&C)&-)?A&B-I&89)*)&D+,98&*EB=@&*;D)&+I)B*&>;=&9;?&
8;&BEE=;B:9&G;<=&-)U8&E=;CF)DP*;FH+-,&8B*@&+-&B&D;=)&
9<DB-P:)-8=)I&?BGK
O!(&+*&><-IBD)-8BFFG&BC;<8&@))E+-,&89)&-))I*&B-I&
H;+:)&;>&89)&E);EF)&?)&B=)&8=G+-,&8;&=)B:9&B8&89)&:)-8=)&;>&
89)&)-8+=)&E=;:)**K&7-&89)&>;FF;?+-,&+FF<*8=B8+;-*A&G;<&?+FF&
*))&9;?&89;*)&H;+:)*&:B-&C)&C=;<,98&+-&<*+-,&I+V)=)-8&
D)89;I*&B-I&8;;F*&BF;-,&89)&?BGK
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#)06/-%2
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A=1%&'+"+$#&,+' B6',%"01$#&,+' BC#3'C'1%,%"01$#&,+'
!.94#. !.0.+"3 !.+40.7
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!B3/81C!3DEF

1
!"#$%&'%()*%
(+,-.$&/-0

2
!"#$%1(%2-%
$"&34%2-%43(20

3
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()*%2#50

4
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2-%*-'8(310

5
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<-/'-,9),"#'*+#-'1-)1"
`;D)&;>&89)*)&8;;F*&B-I&D)89;I*&DBG&-;8&>))F&-)?&J&C):B<*)&89)GM=)&-;8N&L;=@+-,&+-&B&9<DB-P:)-8=)I&?BG&+*&-;8&
)-8+=)FG&-;H)FA&C<8&+8&9B*&;-FG&=):)-8FG&C))-&EB:@B,)I&B*&B&I+*8+-:8&D)89;I;F;,G&B-I&*)8&;>&8;;F*K

>%+6*3&?- @(..6<(#6*- A-'&9)$6)2$#-;&)-

!<B-7*&,- %;&,B+-&I))E&+-*+,98&+-8;&
89)&:;DD<-+8G&;=&E);EF)&
?)&?B-8&8;&=)B:9A&+-&;=I)=&
8;&<-I)=*8B-I&89)&:;-8)U8&
8;&I)*+,-&>;=&J&89)&-))I*A&
CB==+)=*&B-I&;EE;=8<-+8+)*&
89B8&+->F<)-:)&89)+=&F+H)*&B-I&
I):+*+;-*

%;&@))E&:;DD<-+8G&-))I*&
B-I&I)*+=)*&B8&89)&:)-8=)&;>&
89)&E=;T):8A&)-*<=+-,&89B8&
:;DD<-+8G&H;+:)*&)+89)=&
F)BI&;=&:;PF)BI&;-&89)&?BG&8;&
I)H)F;E+-,&B&*;F<8+;-

%;&F)B=-&D;=)&>=;D&89)&
:;DD<-+8G&CG&8)*8+-,&;<8&
;<=&+I)B*&B-I&:;-8+-<BFFG&
+8)=B8+-,&;-&B-G&)D)=,+-,&
:;-:)E8*&?+89&:;DD<-+8G&
+-E<8b&8;&<-I)=*8B-I&9;?&
I)*+=BCF)&B-I&>)B*+CF)&;<=&
:;-:)E8*&B=)

1((.'$C
%-*3(2'

d& 7(7*e]77*&B-I&>;:<*&,=;<E*
d& ()*+,-&=)*)B=:9
d& XB=8+:+EB8;=G&=)*)B=:9
d& 7DD)=*+;-&
d& cC*)=HB8+;-&B-I&8;<=*
d& f;<=-)G&DBEE+-,
d& X9;8;eH+I);&I+B=+)*

%;;FW&\)9BH+;<=BF&+-*+,98*
%;;FW&(+B,-;*+-,&89)&
`+8<B8+;-

d& XB=8+:+EB8;=G&?;=@*9;E*
d& OB:@B89;-*
d& XB=8+:+EB8;=G&B-I&:;P

:=)B8+;-&D)89;I*
d& `8;=GC;B=I+-,&?+89&

:;FFBC;=B8;=*
d& Y*+-,&,<+I)*&>=;D&

89)&=)*)B=:9&J&*8;=+)*A&
E)=*;-B*A&<*)=&T;<=-)G*&J&
B*&=)>)=)-:)*&89=;<,9;<8

YZ7!#S&O!(&]+8

d& X=;8;8GE+-,&
d& Y*)=&8)*8+-,&
d& X+F;8+-,&:;-:)E8*
d& `8;=G8)FF+-,&+-&89)&

*8=B8),G&J&E<8&E);EF)&+-&
89)&*8=B8),GA&B-I&DB@)&+8&
9<DB-&B-I&)D;8+H)&>;=&
+DEF)D)-8)=*

d& ()>+-+-,&*<::)**

%;;FW&_)B*<=+-,A&g)B=-+-,&
h&$IBE8+-,

@()'&2-#6*&()' !;-*+I)=&=)I)>+-+-,&89)&
:9BFF)-,)A&*:;E)A&;CT):8+H)&;=&
I)*+=)I&+DEB:8&+-&=)*E;-*)&
8;&?9B8&9B*&C))-&F)B=-)I
2&L9G*&)U)=:+*)

!;-*+I)=&9;?&D<:9&E;?)=&
8;&,+H)&89)&:;DD<-+8G&+-&89)&
I)H)F;ED)-8&;>&89)&*;F<8+;-A&
B-I&89)&+DEB:8&;>&89+*&;-&89)&
E=;:)**
!//%.1/%!?/6.30"%,7%
C#3.&6&?#.&,+%(/$,-

!;-*+I)=&89)&-))I&8;&@))E&
+I)B8+-,&;-&89)&*;F<8+;-&
C)G;-I&89)&8=BI+8+;-BF&
*:;E)&B-I&8+D)F+-)&;>&B&
E=;T):8

%.*")+,/#-2,#"0,1-/5(#.;#
0'/-)1)0'-).*
!)I+-,&E;?)=&8;&89)&:;DD<-+8G&I<=+-,&B-G&E=;CF)DP
*;FH+-,&E=;:)**&Q;89)=?+*)&@-;?-&B*&iEB=8+:+EB8;=G&
I)*+,-M&;=&i:;P:=)B8+;-MR&+*&B&>;<-IB8+;-BF&*8)E&8;?B=I*&
*<::)**K&78&+*&:=<:+BF&>;=&E=;T):8&;?-)=*&8;&:=)B8)&B&
*EB:)&>;=&:;FFBC;=B8+;-&89B8&BFF;?*&89)&B,)-:G&;>&89)&
:;DD<-+8G&8;&I)>+-)&E=+;=+8+)*&B-I&*9BE)&89)+=&;?-&
*;F<8+;-*K&78&+*&H)=G&F+@)FG&89B8&G;<&B-I&G;<=&:;FF)B,<)*&
BF=)BIG&9BH)&)UE)=+)-:)&+-&89+*b&G;<&9BH)&E=;CBCFG&
BF=)BIG&C))-&<*+-,&B&9<DB-P:)-8=)I&BEE=;B:9&CG&
B-;89)=&-BD)K
!;-*+I)=&9;?&)-,B,)D)-8*&9BH)&E=;H)I&*<::)**><F&;=&
<-*<::)**><F&+-&89)&EB*8b&;=&+>&89)&:;DD<-+8G&+*&-)?&8;&
:;FFBC;=B8+;-A&89)-&G;<&-))I&8;&>+-I&;<8&?9B8&?+FF&?;=@&

>;=&89)DK&%9)&>;FF;?+-,&HB=+BCF)*&B=)&BD;-,&89;*)&89B8&
-))I&8;&C)&:;-*+I)=)IW

d& !;DD<-+8G&F)BI)=*9+E&Q89+*&+*&B&E=+;=+8Gb&9;?&:B-&G;<&
*<EE;=8&89+*aR

d& #-H+=;-D)-8&Q?9)=)&89)&?;=@&?+FF&C)&I;-)b&?9)=)&?+FF&
89)&:;DD<-+8G&C)&:;D>;=8BCF)aR

d& _B8)=+BF*&Q?9B8&?BG*&;>&:=)B8+-,&B=)&-B8<=BF&8;&89)&
:;DD<-+8GaR

d& gB-,<B,)&Q9;?&:B-&G;<&:;DD<-+:B8)&89)&E=;:)**&
B-I&;CT):8+H)*&+-&B&?BG&89B8&=)*;-B8)*&?+89&89)&
:;DD<-+8GaR

d& XB=8+:+EB-8*&Q89+-@&BC;<8&E;?)=&*8=<:8<=)*A&)89+:*&B-I&
:;-*)-8b&:;-*+I)=&9;?&E);EF)&D+,98&C)9BH)&?+89&
D+-+*8=G&;V+:+BF*&;=&*8=B-,)=*&;C*)=H+-,&89)DR
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$&*<::)**><F&*;F<8+;-&9B*&BFF&89=))&;>&89)*)&[<BF+8+)*W&+8&
+*&I)*+=BCF)A&>)B*+CF)&B-I&*<*8B+-BCF)K&$-&O!(&BEE=;B:9&
*8B=8*&?+89&I)*+=BC+F+8GK&\G&>+=*8&>+-I+-,&;<8&?9+:9&
E=;CF)D*&E);EF)&?B-8&8;&*;FH)A&B-I&?9+:9&*;F<8+;-*&89)G&
?B-8&8;&<*)A&>)B*+C+F+8G&EFB-*&B-I&*<*8B+-BC+F+8G&EFB-*&?+FF&
-;8&C)&I)H)F;E)I&+-&HB+-K

=>*):6-"&3<&"(44-""&
("#$%&'()*$+,-$./-0&
1-"#%$&
& D0'.%#99%/"?#.1=E%F#G&+)%6&360"6&'&,+%'/5=%.,%
6,$,03/9%"#$/'%&+%4#?/%8,-+@%!,0.1%273&6#%
j;F<-8B=G&_)I+:BF&_BF)&!+=:<D:+*+;-&Qj__!R&+*&B&
@)G&E=)H)-8+H)&*8=B8),G&+-&89)&[<)*8&>;=&O7j&)E+I)D+:&
:;-8=;Fb&C<8&:)=8B+-&E;E<FB8+;-*&=)DB+-&I+V+:<F8&8;&
+->F<)-:)&EB=8+:<FB=FG&?+89&B-&+-HB*+H)&+-8)=H)-8+;-&
F+@)&:+=:<D:+*+;-K&7-&!BE)&%;?-A&89)&*8=<,,F)&+*&
:<==)-8W&9;?&I;&?)&,)8&B8P=+*@&D)-&8;&?B-8&89+*&
E=;:)I<=)a&7-*E+=)I&CG&O!(M*&)DE9B*+*&;-&)DEB89GA&
89)&E=;T):8&8)BD&?B-8)I&8;&<-I)=*8B-I&+>&89)&=<--+-,&
_B-YEN&!BDEB+,-&?B*&=)*;-B8+-,&?+89&D)-&+-&
!BE)&%;?-&B-I&8;&,)8&B&I))E)=&<-I)=*8B-I+-,&
;>&!BE)&%;?-&_)-M*&F+H)*&8;&><=89)=&=)>+-)&+8K&%9)&

E=;T):8&8)BD&<*)I&I+=):8&+DD)=*+;-&?+89&89=))&D)-A&
89=))&?;D)-&B-I&89=))&C;G*&8;&C)88)=&<-I)=*8B-I&
89)+=&F+H)I&=)BF+8+)*K&7-*+,98*&?)=)&<*)I&8;&=)>;:<*&
89)&@)G&D)**B,)*&8;&j__!&E=;H+I+-,&*)U<BF&
:;->+I)-:)&=B89)=&89B-&B&*;:+BF&=)*E;-*+C+F+8GK&%9)&
=)H+*)I&:BDEB+,-&8)*8)I&?+89&89)&8B=,)8&B<I+)-:)&
+-I+:B8)I&89B8&89)&D)**B,)&-;?&=)*;-B8)I&B-I&D;=)&
89B-&6kl&;>&89)&*<=H)G&EB=8+:+EB-8*&+-I+:B8)I&89B8&
89)G&?;<FI&C)&+-8)=)*8)I&+-&,)88+-,&:+=:<D:+*)IK&
%9)&+DD)=*+;-&+I)-8+>+)I&9;?&8;&E;*+8+;-&89)&
:;DD<-+:B8+;-&8;&=)B:9&89)&8B=,)8&B<I+)-:)&B-I&
)UEB-I)I&89)&*;:+BF&D;C+F+^)=*M&<-I)=*8B-I+-,&;>&
89)+=&B<I+)-:)K

& H&>&+)%)&3$'%&+%:+9&#%#)/+6=%,>/3%.1/&3%70.03/'%
.13,0)1%/"?,-/3"/+.%.#6.&6'&
")*8F)**&()H)F;ED)-8&7-I+B&?;=@*&?+89&,;H)=-D)-8&
B-I&C<*+-)**&EB=8-)=*9+E*&8;&*<EE;=8&G;<-,&
E);EF)&B-I&89)+=&:;DD<-+8+)*K&!<==)-8FG&>;:<*+-,&
;-&C<+FI+-,&C=+,98)=&><8<=)*&>;=&G;<-,&?;D)-&B-I&
,+=F*A&+8&E=;H+I)*&I)I+:B8)I&`%#_&:FB**)*&>;=&,+=F*&+-&
*:9;;F&>B:+F+8B8)I&CG&G;<-,&E=;>)**+;-BF&?;D)-&+-&
89+*&*):8;=A&B*&?)FF&B*&C<+FI+-,&:BEB:+8G&>;=&G;<89P
F)I&:BDEB+,-*&>;=&,)-I)=&)[<+8BCF)&E;F+:G&DB@+-,K&
%9)&FB88)=&+*&>B:+F+8B8)I&CG&8=B+-+-,&G;<-,&H;F<-8))=*&
8;&C):;D)&m;<89&$::;<-8BC+F+8G&$IH;:B8)*&?9;&
+I)-8+>G&E=+;=+8G&+**<)*&+-&89)+=&:;DD<-+8+)*A&C<+FI&

D36*$2(-'$&*$%-6)E F(5$76)$&*$<-$'*6#*-2E F(5$76)$&*$<-$2()-$
<-'*E

A-'&#6<.- _B@)&*<=)&89)&*;F<8+;-&+*&
BEE)BF+-,&8;&89)&E);EF)&
?)&?B-8&8;&=)B:9A&;=&>+8*&
*)BDF)**FG&+-8;&89)+=&F+H)*

\G&*E)B@+-,&?+89&89)&E);EF)&
?)&?B-8&8;&=)B:9&B8&)H)=G&E;+-8&
;>&89)&E=;:)**A&F+*8)-+-,&8;&89)+=&
>))ICB:@&B-I&+8)=B8+-,&;-&89)&
*;F<8+;-&+-&=)*E;-*)

\G&BFF;?+-,&*EB:)&>;=&
:;DD<-+8+)*&8;&I)*+,-&89)&
E=;,=BDD)*&>;=&89)D*)FH)*W&
I)>+-+-,&89)+=&:9BFF)-,)*A&
E=)*)-8+-,&+I)B*&>;=&*<EE;=8&
B-I&;?-+-,&89)&*;F<8+;-

G-6'&<.- _B@)&*<=)&89)&*;F<8+;-&
?;=@*&>;=&89)&:;-8)U8&89B8&
89)&E);EF)&F+H)&?+89+-b&
<-I)=*8B-I&89)&:;-*8=B+-8*&
B-I&;EE;=8<-+8+)*&BHB+FBCF)

\G&<-I)=*8B-I+-,&89)&:;-8)U8&
89B8&89)&E);EF)&?)&?B-8&8;&
=)B:9&F+H)&?+89+-&J&>+-I+-,&
;<8&?9B8&*;:+BFA&:;DD<-+8GA&
+->=B*8=<:8<=BF&B-I&9+*8;=+:BF&
>;=:)*&B=)&B8&EFBG

\G&*<EE;=8+-,&89)&:;DD<-+8GP
I)*+,-)I&*;F<8+;-*A&89=;<,9&
E=;H+I+-,&=)*;F<8+;-*&8;&
:;-*8=B+-8*&89B8&BV):8&;<8:;D)&
)V):8+H)-)**

="'*6&)6<.- _B@)&*<=)&?)&:B-&8=<FG&
I)F+H)=&;-&;<=&*;F<8+;-&
B-I&DB@)&B&E=;D+*)&8;&89)&
E);EF)&B-I&:;DD<-+8G&?)&
B=)&8=G+-,&8;&=)B:9b&B-I&
)-*<=)&89B8&89)&-):)**B=G&
*G*8)D*&:B-&I)F+H)=&;-,;+-,&
*<EE;=8&B-I&89)&E=;:)**&
+8*)F>&9B*&)*8BCF+*9)I&
;?-)=*9+E&+-&89)&:;DD<-+8G

\G&<-I)=*8B-I+-,&89)&
=)*;<=:)*&B8&;<=&I+*E;*BF&
Q+-H;FH+-,&@)G&*8B@)9;FI)=*&
B-I&F;:BF&,;H)=-D)-8&B*&EB=8&
;>&89)&E=;:)**RK&7>&?)&E=;D+*)&
8;&I)F+H)=&*;D)89+-,&8;&89)&
E);EF)A&:B-&?)&I)>+-+8)FG&:;D)&
89=;<,9&;-&89B8&E=;D+*)a&OBH)&
?)&>;FF;?)I&B&9<DB-P:)-8=)I&
E=;:)**&?9)=)CG&89)&=)*<F8&+*A&
B-I&>))F*&F+@)A&89)+=*a

\G&)-*<=+-,&89)&:;DD<-+8G&
9B*&:BEB:+8G&8;&I)*+,-&+8*&
;?-&>)B*+CF)&*;F<8+;-*A&
;V)=+-,&*G*8)D*PF)H)F&B-I&
+->=B*8=<:8<=BF&*<EE;=8&
?9)=)&E;**+CF)&8;&)-*<=)&
89)&*<*8B+-BC+F+8G&;>&89)&
:;DD<-+8GPI)*+,-)I&
+-8)=H)-8+;-K&c=&CG&B:8+-,&B*&B-&
+-8)=D)I+B=G&?+89&89)&EB=8-)=*&
-):)**B=G&>;=&89)&*<*8B+-BC+F+8G&
;>&89)&:;-:)E8
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:;BF+8+;-*&B-I&EB=8-)=*9+E*&8;&8B:@F)&89)DA&F)BI&
:BDEB+,-*&>;=&F;:BF&B-I&-B8+;-BF&:9B-,)A&B-I&9;FI&
I):+*+;-PDB@)=*&8;&B::;<-8K&m;<89&H;F<-8))=*&
B=)&:<==)-8FG&C)+-,&)DE;?)=)I&+-&()F9+A&XB8-BA&
"B-:9+&B-I&fB+E<=K&%9+*&E=;,=BDD)&+*&I)F+H)=)I&
+-&EB=8-)=*9+E&?+89&89)&\+FF&B-I&_)F+-IB&nB8)*&
S;<-IB8+;-K&7-&B&")*8F)**&()H)F;ED)-8&*<=H)G&
Q/k/kRA&65l&;>&:9B-,)PB,)-8&H;F<-8))=*&+-&89)&
:;DD<-+8G&>)F8&89)+=&H;F<-8))=+-,&9BI&B&E;*+8+H)&
+DEB:8K

& 8#6G$&+)%6,+.3#6/?.&,+%(&#'%&+%8#+<#+&#@%I03G&+#%
J#',%#+9%C#G&'.#+&
78&+*&)*8+DB8)I&89B8&;<8&;>&05&D+FF+;-&*)U<BFFG&B:8+H)&
BI;F)*:)-8*&+-&I)H)F;E+-,&=),+;-*A&/0&D+FF+;-&
B=)&<-BCF)&8;&B::)**&89)&:;-8=B:)E8+H)&*)=H+:)*&
89)G&*))@K&$&:=+8+:BF&CB==+)=&8;&B::)**&+*&C+B*&B-I&
T<I,)D)-8&>=;D&9)BF89:B=)&E=;H+I)=*K&m&gBC*A&><-I)I&
CG&89)&\+FF&B-I&_)F+-IB&nB8)*&S;<-IB8+;-A&<*)*&O!(&
D)89;I;F;,+)*&F+@)&I)*+,-&=)*)B=:9A&:;P:=)B8+;-&B-I&
E=;8;8GE+-,&8;&I)*+,-&B-&+-8)=H)-8+;-&*8=B8),GK&%9)&
=)*<F8+-,&\)G;-I&\+B*&E=;,=BDD)&I)F+H)=*&8=B+-+-,&
8;&9)BF89:B=)&E=;H+I)=*&+-&89=))&EB=8*A&*8B=8+-,&
?+89&B&IBGPF;-,&+-PE)=*;-&*8;=GPF)I&?;=@*9;E&
B-I&:;-8+-<+-,&?+89&E))=&*<EE;=8&H+B&L9B8*$EE&
,=;<E*&B-I&B&[<B=8)=FG&E=;,=)**&*G*8)DK&%9+*&
*8=B8),G&E=;H+I)*&,<+IB-:)A&*<EE;=8&B-I&B&>))F+-,&
;>&:;DD<-+8GA&BFF&;>&?9+:9&:=)B8)&B&E=;I<:8+H)&
)-H+=;-D)-8&>;=&C+B*&B?B=)-)**A&;H)=:;D+-,&C+B*&
B-I&<F8+DB8)FG&:=)B8+-,&BIH;:B8)*&>;=&C)88)=&`"O&
*)=H+:)&E=;H+*+;-K

& 4,K63/#.&+)%63&'&'%3/'&$&/+6/%.,,$'%-&.1%
&+9&)/+,0'%?,?0$#.&,+'&
%9)&n=;<E&;-&#B=89&cC*)=HB8+;-*&Qn#cR&9)FI&B&
*)=+)*&;>&H+=8<BF&9B:@B89;-*.&?+89&HB=+;<*&7-I+,)-;<*&
B-I&<-I)=P=)E=)*)-8)I&:;DD<-+8+)*A&?+89&89)&
+-8)-8&;>&:;PI)*+,-+-,&F;:BF&*;F<8+;-*&8;&:9BFF)-,)*&
I<=+-,&!;H+IP.6K&%9+*&OB:@1!;H+I&#H)-8&B88=B:8)I&
EB=8+:+EB-8*&>=;D&00&:;<-8=+)*A&+-:F<I+-,&>=;D&S+=*8&
ZB8+;-*A&ZB8+H)&OB?B++B-*&B-I&7-I+,)-;<*&X);EF)&
;>&cBUB:BA&_)U+:;A&B*&?)FF&B*&)UE)=8&9B:@)=*&?+89&
*@+FF*&+-&*)-*+-,en7`&B-I&:;I+-,A&7-I+,)-;<*&n7`A&
7-I+,)-;<*&=+,98*A&B-89=;E;F;,GA&BEE&I)H)F;ED)-8&
B-I&I)*+,-&)-,+-))=+-,K&%9+*&E;?)=><F&D+U&;>&H;+:)*&
:;PI)H)F;E)I&>;<=&E=+^)P?+--+-,&:;-:)E8*b&89)*)&
+-:F<I)I&:<F8<=BFFGP=)F)HB-8&DBE*&>;=&89)&`BDPC<=<&
:;DD<-+8G&+-&-;=89)=-&])-GB&8;&DB-B,)&F+H)*8;:@&
*BF)*&=)D;8)FG&I<=+-,&F;:@I;?-*A&B-I&BEE*&)-BCF+-,&
D)DC)=*&;>&89)&gB@;8B&`+;<U&ZB8+;-&8;&*9B=)&
)UE)=+)-:)*&;>&!;H+IP.6K

& :+63/#'&+)%?3&"#3=%1/#$.1%'/3>&6/'%0?.#G/%&+%
L&"(#(-/M'%1#39/'.K.,K3/#61%6,""0+&.&/'%
L9+F)&+DD<-+^B8+;-&+-&o+DCBC?)&9B*&*8)BI+FG&=+*)-&
8;&B&:;H)=B,)&=B8)&;>&B=;<-I&6klA&89)&=)DB+-+-,&
.kl&B=)&F;:BF+^)I&+-&*+-,<FB=&:;DD<-+8+)*&B-I&
E;*)&B&89=)B8&8;&89)D*)FH)*&B-I&-)+,9C;<=+-,&

.& &$&OB:@B89;-&+*&B-&)H)-8&?9+:9&C=+-,*&8;,)89)=&B&=B-,)&;>&)UE)=8*&8;&*;FH)&B&
>;:<*)I&:9BFF)-,)&+-&B-&+-8)-*)A&=BE+IPEB:)I&)-H+=;-D)-8K

B=)B*K&S=;D&B&I)*@&=)H+)?A&89)&f;9B--)&_B=B-,)&
$E;*8;F+:&*):8*&+-&_B-+:BFB-I&?)=)&9+,9F+,98)I&B*&
EB=8+:<FB=FG&<-I)=P+DD<-+^)IK&()*E+8)&89)&HB::+-)*&
C)+-,&B::)**+CF)A&BE;*8;F+:&:;DD<-+8G&D)DC)=*&
?)=)&-;8&*))@+-,&89)DK&Z<:F)<*A&BF;-,*+I)&YZ7!#S&
B-I&89)&_cOA&<*)I&O!(&D)89;I*&F+@)&I)*+,-&
=)*)B=:9A&EB=8+:+EB8;=G&?;=@*9;E*A&E)=*;-B*A&
DBEE+-,&+->F<)-:)*&BF;-,&89)&:B=),+H)=*M&T;<=-)G&
8;&HB::+-B8+;-A&B-I&C=+-,+-,&8;&F+>)&89)&:9BFF)-,+-,&
=)FB8+;-*9+E&C)8?))-&=)F+,+;<*&C)F+)>*&B-I&BI;E8+-,&
HB::+-)*K&_B-G&:;DD<-+8G&D)DC)=*A&+-&EB=8+:<FB=&
D)-A&>)F8&89)G&?)=)&C)+-,&B*@)I&8;&BCB-I;-&
89)+=&C)F+)>*K&%9)&*;F<8+;-&>;:<*)I&;-&89+*&+-*+,98&
8;&=)>=BD)&HB::+-B8+;-&B*&B&iX=)H)-8+;-&]+8MA&B*&
E=)H)-8+H)&9)BF89&D)B*<=)*&?)=)&?+I)FG&B::)E8)IA&
?9+F)&D)I+:+-)&B-I&8=)B8D)-8&?)=)&-;8K&%9+*&
BEE=;B:9&+*&-;?&C)+-,&8B@)-&8;&;89)=&o+DCBC?)B-&
:;DD<-+8+)*&?+89&F;?&+DD<-+^B8+;-&=B8)*K

S;=&D;=)&)UBDEF)*&;>&O!(&+-&B:8+;-&B8&YZ7!#SA&EF)B*)&
*))&89)&*8;=+)*&B8&???K9:I19)BF89K;=,e*8;=+)*K

=#1/)-)1'6#6..?#'-#$5('*@
%,*-/,+#&,")9*
78&+*&?;=89&-;8+-,&89B8&O!(&9B*&=):)+H)I&*;D)&
:;-*8=<:8+H)&:=+8+:+*D&+-&=):)-8&G)B=*K&78&+*&9)BF89G&8;&
:=+8+[<)&;<=&?BG*&;>&?;=@+-,A&<-I)=*8B-I&89)&F+D+8B8+;-*&
;>&BEE=;B:9)*&B-I&*))@&BF8)=-B8+H)&?BG*&;>&89+-@+-,A&8;&
)-*<=)&;<=&?;=@&+*&BCF)&8;&)H;FH)&B-I&+DE=;H)&;H)=&8+D)K
!=+8+[<)*&;>&O!(&+-:F<I)W

& 43/#.&+)%$,+)K./3"%&"?#6.&
L9)-&89)&?;=@&:)-8=)*&;-&89)&E);EF)&?)&B=)&8=G+-,&
8;&=)B:9&B-I&89)&C)9BH+;<=BF&;CT):8+H)&?)&?B-8&8;&
BII=)**A&+8&:B-&C)&9B=I&8;&BIT<*8&E=;CF)DP*;FH+-,&
>;=&F;-,)=P8)=D&,;BF*K&78&+*&)B*+)=&8;&D)B*<=)&
+DD)I+B8)&C)9BH+;<=BF&BI9)=)-:)&89B-&8;&8=B:@&
F;-,)=P8)=D&HBF<)*&F+@)&C<+FI+-,&8=<*8A&=)*+F+)-:)&;=&
;89)=&:;DD<-+8G&DB=@)=*&;>&:9B-,)K&gB=,)=P*:BF)A&
*G*8)D+:&:9BFF)-,)*&B=)&89<*&9B=I&8;&BII=)**&?+89&
O!(&BF;-)K&S;=&*<:9&:9BFF)-,)*A&+-:F<I+-,&)F)D)-8*&
;>&E;F+:+)*&B-I&*):8;=BF&*8=<:8<=)*A&89+-@&BC;<8&
:;DC+-+-,&)UE)=8+*)&C<8&+-:F<I+-,&B&9<DB-P:)-8=)I&
D+-I*)8K

& 4#?#6&.=%7,3%&./3#.&,+%
X=;T):8*&89B8&BI;E8&O!(&;>8)-&9BH)&B&=)FB8+H)FG&
*9;=8&8+D)F+-)A&E)=9BE*&B&-<DC)=&;>&D;-89*K&%9)&
*:;E)&B-I&><-I+-,&89B8&*<EE;=8&89+*&?BG&;>&?;=@+-,&
B=)&-;8&BF?BG*&BI)[<B8)&>;=&89)&+8)=B8+;-&89B8&O!(&
-))I*&8;&*<::))IK&X;*8PE+F;8+-,&B-I&+DEF)D)-8B8+;-A&
89)=)&*9;<FI&C)&E=;:)**)*&+-&EFB:)&>;=&=)*E;-I+-,&8;&
>))ICB:@&+-&89)&F;-,&8)=DK

& I&#'%-&.1&+%.1/%&+90'.3=%
%9)&B:BI)D+:&B-I&E=+HB8)&*):8;=&:BEB:+8G&>;=&
I)F+H)=+-,&O!(&*<EE;=8A&8=B+-+-,&B-I&+DEF)D)-8B8+;-&
+*&:<==)-8FG&:;-:)-8=B8)I&+-&L#7"(&QL)*8)=-A&
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)I<:B8)IA&+-I<*8=+BF+^)IA&=+:9A&I)D;:=B8+:R&:;<-8=+)*K&
%9+*&+*&-;8&-):)**B=+FG&B&C+,&E=;CF)DA&C<8&?9)-&
L)*8)=-&O!(&:;-*<F8B-:+)*&;?-&8;;&D<:9&;>&
89)&E=;:)**&+-&-;-PL#7"(&:;<-8=+)*&B-I&I;-M8&
EB=8-)=&?+89&F;:BF&)UE)=8*A&+8&:B-&F)BI&8;&E;;=&=)*<F8*&
+-BI)[<B8)FG&+DD)=*)I&+-&89)&:;-8)U8K

& :+./)3#.&+)%-&.1%?3,)3#""/'%
n=)B8&+-*+,98*&89B8&:;D)&>=;D&[<BF+8B8+H)&=)*)B=:9&
B-I&B&9<DB-P:)-8=)I&BEE=;B:9&B=)&;>8)-&-;8&)B*+FG&
+-8),=B8)I&+-8;&E=;,=BDD)*K&$*&BC;H)A&+**<)*&
B=;<-I&D)B*<=)D)-8&B=)&-;8&BF?BG*&:;DEB8+CF)&
?+89&)U+*8+-,&E=;8;:;F*&B-I&DB-B,)D)-8&*G*8)D*A&
B-I&>+-I+-,*&>=;D&O!(&BEE=;B:9)*&:B-&8;;&;>8)-&C)&
I+*D+**)I&B*&B-):I;8BFK

?-@&.336"&*$0&)*.-/#*6"
A..6?)-"#
d& YZ7!#S&O!(&>;=&O)BF89&J&%9+*&?)C*+8)&+-:F<I)*&

+->;=DB8+;-&;-&89)&C)-)>+8*&;>&O!(&B-I&89)&YZ7!#S&
E=+-:+EF)*&B-I&E=;:)**&QB*&*))-&BC;H)RA&B*&?)FF&
B*&B&D<F8+8<I)&;>&=)*;<=:)*&+-:F<I+-,&>+)FI&,<+I)*A&
?;=@*9))8*A&E=)*)-8B8+;-&@+8*A&B-I&>B:+F+8B8+;-&B-I&
8=B+-+-,&8;;F*K&!;-8)-8&+*&BHB+FBCF)&+-&#-,F+*9&B-I&
S=)-:9K

d& `8B->;=I&IK*:9;;F&()*+,-&%9+-@+-,&():@&J&%9)&
`8B->;=I&Y-+H)=*+8G&I)*+,-&*:9;;F&J&iIK*:9;;FM&J&=<-*&
;-&89)&+I)B&89B8&B-G;-)&:B-&C)&:=)B8+H)&+-&89)+=&
E=;CF)DP*;FH+-,&BEE=;B:9A&B-I&E=;H+I)*&8;;F*&B-I&
D)89;I*&8;&*<EE;=8&89+*K&78&)*8BCF+*9)I&89)&>+H)P*8)E&
O!(&E=;:)**&Q*))&BC;H)R&89B8&+*&;-)&;>&89)&DB+-&
=)>)=)-:)*&+-&)-,B,+-,&?+89&B&O!(&D+-I*)8&B-I&
E=;:)**K&%9+*&I):@&+*&BF*;&BHB+FBCF)&8;&I;?-F;BI&+-&
`EB-+*9&B-I&(<8:9K

d& 7I);&()*+,-&]+8&J&7I);&+*&B&,F;CBF&I)*+,-&:;-*<F8B-:G&
9)BH+FG&+-H;FH)I&+-&E;E<FB=+^+-,&O!(K&%9+*&@+8&
DBE*&;<8&+8*&?)FFP@-;?-&89=))P*8)E&E=;:)**&Q*))&
BC;H)R&B-I&9+,9F+,98*&D<F8+EF)&8;;F*&89B8&:B-&C)&
<*)I&BF;-,&89)&?BGK&%9)&@+8&:B-&C)&<*)I&>;=&>=))&
+-8)=B:8+H)FG&;-&89)&?)C*+8)A&;=&I;?-F;BI)I&B*&B&EI>&
C;;@F)8&+-&#-,F+*9A&`EB-+*9A&X;=8<,<)*)A&];=)B-A&
S=)-:9A&fBEB-)*)&;=&!^):9K&$&9B=I&:;EG&:B-&BF*;&C)&
E<=:9B*)IK

d& OGE)=&7*FB-I&%;;FC;U&J&OGE)=&7*FB-I&+*&B&,F;CBFFG&
=)-;?-)I&`?)I+*9&I)*+,-&*:9;;F&89B8&-;?&9B*&
*:9;;F*&+-&\=B^+FA&89)&Y]A&89)&Y`&B-I&`+-,BE;=)K&%9+*&
8;;FC;U&*9B=)*&;H)=&.kk&8;;F*&B-I&8)DEFB8)*&89B8&:B-&
C)&<*)I&B*&EB=8&;>&B-&+--;HB8+H)A&9<DB-P:)-8=)I&?BG&
;>&?;=@+-,K

d& ()*+,-&>;=&O)BF89&?B*&>;<-I)I&CG&89)&\+FF&B-I&
_)F+-IB&nB8)*&S;<-IB8+;-&B-I&89)&Y`&$,)-:G&>;=&
7-8)=-B8+;-BF&()H)F;ED)-8K&%9+*&?)C*+8)&E=;H+I)*&
=)*;<=:)*&;-&I)*+,-&>;=&E);EF)&?;=@+-,&+-&,F;CBF&
E<CF+:&9)BF89K&S=;D&B&*):8;=&E)=*E):8+H)A&+8&BF*;&9;*8*&
B=8+:F)*&;-&iY-I)=*8B-I+-,&()*+,-MA&iO;?&!B-&L)&
_BU+D+^)&7DEB:8M&B-I&i$&O+*8;=G&;>&()*+,-&+-&nF;CBF&
O)BF89MK

%.5/","#
d& 7-8=;I<:8+;-&8;&O<DB-P!)-8)=)I&()*+,-&?+89&

$:<D)-&$:BI)DGK&%9+*&>=))&*)H)-P?))@&:;<=*)&
=<-*&;-&B&=;FF+-,&CB*+*&B-I&+*&9;*8)I&CG&7I);A&B&
,F;CBF&I)*+,-&:;-*<F8B-:G&?)FFP@-;?-&>;=&+8*&O!(&
:=)I)-8+BF*K&#UE):8&8;&:;H)=&8;E+:*&*<:9&B*&=)*)B=:9A&
+--;HB8+;-&B-I&E=;8;8GE+-,K&7-&#-,F+*9K

d& O<DB-P!)-8)=)I&()*+,-&/k.W&X=;8;8GE+-,&?+89&
$:<D)-&$:BI)DGK&%9+*&>=))&>;<=P?))@&:;<=*)&
=<-*&;-&B&=;FF+-,&CB*+*&B-I&+*&BF*;&9;*8)I&CG&7I);K&
g)B=-&9;?&8;&=)>+-)&B&*;F<8+;-&<*+-,&89)&:G:F)&;>&
E=;8;8GE+-,A&>))ICB:@&B-I&+8)=B8+;-K&7-&#-,F+*9K

d& %9+*&+*&(;+-,&O!(&Z)8?;=@&EB+I&:;<=*)*&=B-,)&
>=;D&f;<=-)G&_BEE+-,&#**)-8+BF*A&8;&SB:+F+8B8+;-&
S<-IBD)-8BF*&>;=&!;P!=)B8+;-A&8;&())E&(+H)&+-8;&
()*+,-&")*)B=:9K&%9)*)&:;<=*)*&=B-,)&+-&F)-,89&B-I&
:;*8K&7-&#-,F+*9K

d& !77(&()*+,-+-,&>;=&\)9BH+;<=&h&7DEB:8&>;:<*)*&;-&
89)&nF;CBF&`;<89&B-I&+-8),=B8)*&C)9BH+;<=BF&I)*+,-&
?+89&O!(&B-I&g+>)P!)-8=)I&()*+,-K&%9)*)&=):<==+-,&
?))@PF;-,&:;<=*)*&B=)&I)F+H)=)I&+-&?;=@*9;E*&B-I&
9BH)&C))-&BIBE8)I&>;=&;-F+-)&F)B=-+-,K&g;;@&;<8&>;=&
<E:;D+-,&:;<=*)&IB8)*K

8-2,/#/,".5/1,"#
d& %9+*&+*&O!(&+*&B&,F;CBF&I)*+,-&:;DD<-+8GK&78*&

E;I:B*8&9B*&B-&+-8)=-B8+;-BF&,<)*8F+*8&B-I&:;H)=*&:;P
:=)B8+;-A&:<F8<=)A&I+,+8BF&*<*8B+-BC+F+8G&B-I&D;=)K

d& _),B&_)-8;=&+*&B&IB8BCB*)&;>&*)-+;=&B-I&F)BIPF)H)F&
I)*+,-&D)-8;=*&89B8&G;<&:B-&=)B:9&;<8&8;&>;=&>=))K&
_)-8;=*&:;D)&>=;D&BFF&;H)=&89)&?;=FIA&+-:F<I+-,&
\;,;8pA&g;-I;-A&gB,;*A&_<DCB+&B-I&_+FB-K

d& O!(&#U:9B-,)&!;DD<-+8G&;>&X=B:8+:)&+*&B&
:;DD<-+8G&>;:<*)I&;-&+-8),=B8+-,&O!(&E=B:8+:)&+-8;&
BI;F)*:)-8&*)U<BF&B-I&=)E=;I<:8+H)&9)BF89&Q$`"OR&
E=;,=BDD+-,K&\)G;-I&89+*&EB=8+:<FB=&>;:<*A&+8&+*&B&
,=)B8&=)*;<=:)&>;=&O!(&?9)-&+8&:;D)*&8;&G;<89&B-I&
,F;CBF&9)BF89&+-&,)-)=BFK
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How to use iteration for continuous improvement

1(0&2-%30'2(
")78,-+9+-,&:;)&<=>?)&8@&=&A)*B8-*+<)&=-C&=C=B:=D>)&
=BBA8=7;&+*&7)-:A=>&:8&:;)&E?*:=+-=D>)&()<)>8BF)-:&
G8=>*&=-C&:8&HIJ!#KL*&/M//N/M/2&E:A=:),+7&O>=-P&$&
@>)Q+D>)&=-C&=,+>)&=BBA8=7;&=>>8R*&@8A&78?A*)&78AA)7:+8-&
+-&:;)&@=7)&8@&<8>=:+>)&)-<+A8-F)-:*S&-)R&)<+C)-7)&=-C&
+-*+,;:*&@A8F&+FB>)F)-:=:+8-P&
%;+*&=C=B:+<)&F=-=,)F)-:&=BBA8=7;&=>+,-*&R)>>&R+:;&
8?A&R8AT&+-&E87+=>&=-C&U);=<+8?A&!;=-,)&DV&=>>8R+-,&?*&
:8&C)*+,-&+-:)A<)-:+8-*&:;=:&=A)&:=+>8A)C&:8&:;)&78-:)Q:&
=-C&=778FF8C=:)&78FB>)Q+:VP&#FDA=7+-,&+:)A=:+8-&=-C&
78-*:=-:&>)=A-+-,&*;8?>C&D)&=:&:;)&;)=A:&8@&8?A&R8ATP
J:)A=:+8-&=**?F)*&=&>)=A-+-,&F+-C*):P&W=T+-,&
+FBA8<)F)-:*&=-C&=CX?*:F)-:*&:8&*:A=:),V&C)*+,-&
D=*)C&8-&-)R&)<+C)-7)&=-C&78-:A+D?:+8-*&+*&=-&
)QB)7:)C&=-C&7)-:A=>&B=A:&8@&:;)&BA87)**P&Y)&=**)**S&
>)=A-&=-C&=C=B:&:;A8?,;&=&A),?>=A&7V7>)&8@&A=B+C&
@))CD=7T&=-C&=CX?*:F)-:*P&#=7;&7V7>)&,):*&?*&7>8*)A&

:8&*8>?:+8-*&:;=:&)Z)7:+<)>V&=CCA)**&:;)&7;=>>)-,)&R)&
*))T&:8&*8><)P&%=7T>+-,&78FB>)Q&*87+=>&=-C&D);=<+8?A=>&
BA8D>)F*&A)[?+A)*&*+,-+@+7=-:&+-B?:&@A8F&:;)&B)8B>)&
=-C&78FF?-+:+)*&R)&=A)&B=A:-)A+-,&R+:;&D)@8A)&
+FB>)F)-:=:+8-&+*&*7=>)C&?BP
#FDA=7+-,&:;)&-8:+8-&:;=:&R)&C8&-8:&;=<)&=>>&:;)&
=-*R)A*&+*&@?-C=F)-:=>&:8&=-&+:)A=:+<)&=BBA8=7;P&\87=>&
-))C*&=-C&*:A)-,:;*&-))C&:8&D)&C+*78<)A)C&DV&=-C&
R+:;&78FF?-+:+)*&=-C&B=A:-)A*P&E:A=:),+)*&*;8?>C&
7;=-,)&8<)A&:;)&78?A*)&8@&=&BA8,A=FF)L*&>+@)*B=-&:8&
=778FF8C=:)&)<8><+-,&-))C*&=-C&78-:)Q:P&J:&+*&=>*8&
+FB8A:=-:&:8&78-*+C)A&:;=:&B)8B>)&F=V&-8:&A)=>+9)&R;=:&
:;)V&-))C&?-:+>&+:&+*&F=C)&:=-,+D>)P&%;+*&?-7)A:=+-:V&+*&=:&
:;)&;)=A:&8@&=-&+:)A=:+<)&BA87)**P
"=B+C&A)<+*+8-&=-C&@))CD=7T&>88B*&7=-&+-7A)=*)&
8R-)A*;+BS&)Z+7+)-7V&=-C&78*:N)Z)7:+<)-)**S&C)7A)=*)&
A+*T&=-C&F=-=,)&?-7)A:=+-:VS&=>>&R;+>)&)-78?A=,+-,&
78-:+-?=>&+FBA8<)F)-:P
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%A=C+:+8-=>&BA8X)7:&=BBA8=7;)*&=A)&D?+>:&8-&=&>+-)=AS&
7=?*)N)Z)7:&@A=F)R8ATS&R+:;&)<)AV&*:)B&78-:A+D?:+-,&:8&
=-&)-C&A)*?>:P&W=-V&C)<)>8BF)-:&+-+:+=:+<)*&=-C&C8-8A&
)QB)7:=:+8-*&;=<)&A)>+)C&8-&:;+*&;8A+98-:=>&C)*+,-S&R+:;&
BA8,A)**&C+<+C)C&+-:8&*:=,)*&=>8-,&=&BA8X)7:&>+@)7V7>)]&=&
A)*)=A7;&B;=*)S&=&BA8X)7:&C)*+,-&B;=*)&=-C&=&C)>+<)AV&
B;=*)&^&R+:;&F8-+:8A+-,&F8F)-:*&:;A8?,;8?:P
$:&:;)&)-C&8@&:;+*&*)[?)-7)&8@&B;=*)*S&=-&)<=>?=:+8-&+*&
78-C?7:)C&:8&C):)AF+-)&R;):;)A&:;)&+-+:+=:+<)&A)=7;)C&+:*&
8DX)7:+<)*P
H->+T)&:;)&*)[?)-:+=>&=BBA8=7;S&:;)&+:)A=:+<)&BA87)**&
B>=-*&@8A&F=-V&F8F)-:*&8@&@=+>?A)&=-C&A)@>)7:+8-P&J:&
=7T-8R>)C,)*&:;=:&8?A&R8ATS&=-C&:;)&R8A>C&+-&R;+7;&
R)&C8&+:S&+*&+FB)A@)7:P&Y;=:&B)8B>)&*=V&=-C&C8&=A)&8@:)-&
C+Z)A)-:&:;+-,*P&H-=-:+7+B=:)C&7;=>>)-,)*&=A)&+-)<+:=D>)&
:;A8?,;8?:&:;)&78?A*)&8@&=-V&BA8,A=FF)P&()7+*+8-*&
F=C)&+-&:;)&C)*+,-&B;=*)&=A)&>+T)>V&:8&7;=-,)&D)@8A)&:;)&
@+-=>&A)B8A:&+*&C)>+<)A)CP
%;)&:A=C+:+8-=>&=BBA8=7;&+*&>)**&CV-=F+7&=-C&A)*B8-*+<)&
:8&?-)QB)7:)C&7;=-,)*&+-&78-:)Q:&8A&-))C*P&J:&+*&-8:&
C)*+,-)C&@8A&[?+7T&F8C+@+7=:+8-*&:8&=CCA)**&+-)Z+7+)-7+)*&
8-&:;)&@>VP&%;+*&A+,+C+:V&F)=-*&:;=:&7;=-,)*&)-C&?B&D)+-,&
F8A)&78*:>V&=-C&A)*?>:*&A)F=+-&?-:)*:)C&=-C&?-7)A:=+-&
?-:+>&:;)&<)AV&)-CP
$>>8R+-,&@8A&+:)A=:+8-&+-&8?A&R8AT&8Z)A*&@>)Q+D+>+:VP&J:&7=-&
;)>B&:8&+C)-:+@V&R)=T-)**)*&+-&BA8X)7:&C)*+,-&=-C&+-&:;)&
BA)F+*)&8@&:;)&R8AT&+:*)>@P&J:&7=-&B8+-:&8?:&R;)A)&BA8X)7:*&
=A)&+-)Z+7+)-:S&+-)Z)7:+<)&=-C&F+**+-,&:;)&F=ATP&%;+*&

;)>B*&78?-:)A&*?-T&78*:&@=>>=7V&^&:;)&+C)=&:;=:&R)&-))C&
:8&@8>>8R&:;A8?,;&8-&*8F):;+-,&R)&;=<)&*:=A:)CS&)<)-&+@&
)<+C)-7)&*;8R*&:;)A)&R+>>&D)&>+F+:)C&D)-)@+:P

40"/$+52&+#(+'0"&#0'6"+
/&23"$$
W)=*?A+-,S&>)=A-+-,&=-C&=C=B:+-,&*;8?>C&D)&78-:+-?8?*&
:;A8?,;8?:&:;)&>+@)7V7>)&8@&:;)&*:A=:),VP

/00")'1+%'%(&$2")$%'()*'%"+
_)V&F+>)*:8-)*&=A)&,88C&8BB8A:?-+:+)*&:8&*:8B&=-C&:=T)&
*:87T&8@&-)R&T-8R>)C,)&=-C&>)=A-+-,*&=-C&:8&A)@>)7:&
?B8-&=-C&7;=-,)&78?A*)S&R;)A)&=BBA8BA+=:)P
%;)&8<)A=>>&*:A=:),V&8A&BA8,A=FF)&7=-&D)&C)*+,-)C&R+:;&
F8A)&@>)Q+D+>+:V&=-C&A)*B8-*+<)-)**P&`8R)<)AS&=7:+<+:+)*&
7=-&=>*8&)FDA=7)&=,+>)&=-C&A=B+C&7V7>)*&8@&>)=A-+-,&=-C&
=C=B:=:+8-&=:&:;)&F+7A8&>)<)>P&%;+*&7=-&D)&DA8T)-&C8R-&
+-:8&@8?A&*:)B*]

!"#$%&'#&'(#)*'+,-.#*/01)2,314
$>R=V*&A)@)A&D=7T&:8&:;)&+**?)&:;)&+:)A=:+8-&+*&F)=-:&:8&
=CCA)**P&a8?&F=V&-))C&:8&DA)=T&:;)&BA8X)7:&C8R-&+-:8&
*F=>>)A&78FB8-)-:&B=A:*&:;=:&BA8<+C)&F?>:+B>)&F8F)-:*&
@8A&+-B?:S&:)*:+-,&=-C&@))CD=7TP&%;)*)&A)*)=A7;&b*BA+-:*L&
7=-&BA8<+C)&<=>?=D>)&+-*+,;:&+-:8&T)V&F8F)-:*&=>8-,&:;)&
BA8X)7:&>+@)7V7>)P

3$+"'($"+$'*)4('&$*+,$%+,%5*'")&
%;8?,;&:;)&BA+F=AV&@87?*&8@&:;)&*:A=:),VS&)QBA)**)C&:;A8?,;&:;)&BA8D>)F&=-C&8BB8A:?-+:V&*:=:)F)-:*S&*;8?>C&
D)&F=+-:=+-)CS&=-&+:)A=:+<)&BA87)**&F=V&A)<)=>&?-)QB)7:)C&R=V*&:8&=CCA)**&+:P&`8R)<)AS&+:&F=V&-8:&D)&=*&*+FB>)&
=*&:A=7T+-,&BA8,A)**&:8R=AC*&+-:)AF)C+=:)&A)*?>:*&=-C&+-C+7=:8A*&)*:=D>+*;)C&=:&:;)&8?:*):P&a8?&F=V&C+*78<)A&
:;=:&V8?&R)A)&F)=*?A+-,&:;)&RA8-,&:;+-,*P&Y)&C8&-8:&T-8R&=>>&:;)&=-*R)A*&=:&:;)&D),+--+-,S&*8&;8R&R)&
F)=*?A)&*?77)**&+*&>+T)>V&:8&7;=-,)&8<)A&:;)&78?A*)&8@&:;)&BA8X)7:P&

K8A&)Q=FB>)S&=&BA8X)7:&@87?**)C&8-&+-7A)=*+-,&*)78-C=AV&*7;88>&)-A8>F)-:&@8A&,+A>*&F=V&D),+-&DV&=CCA)**+-,&
=R=A)-)**&8@&:;)&D)-)@+:*&8@&)C?7=:+8-P&%)*:+-,&:;+*&=**?FB:+8-&:;A8?,;8?:&:;)&BA8X)7:&F=V&A)<)=>&:;=:&:;)&
BA8D>)F&;=*&-8:;+-,&:8&C8&R+:;&=R=A)-)**P&O=A)-:*&F=V&?-C)A*:=-C&:;)&+FB8A:=-7)&8@&*7;88>S&=-C&,+A>*&F=V&
R=-:&:8&=::)-CP&`8R)<)AS&V8?&F=V&C+*78<)A&:;=:&*87+):=>&BA)**?A)*&:8&F=AAVS&BA),-=-7V&+**?)*&8A&:;)&-))C&
:8&@+-=-7+=>>V&*?BB8A:&8-)L*&@=F+>V&=A)&@=A&F8A)&*+,-+@+7=-:&D=AA+)A*&:8&)-A8>F)-:P&Y;+>)&+-7A)=*)C&)-A8>F)-:&
A)F=+-*&:;)&8DX)7:+<)S&:;)&@87?*&8@&:;)&+-:)A<)-:+8-*&=-C&R;=:&R)&F)=*?A)&R+>>&7;=-,)&R+:;&-)R&+-*+,;:*&
,=:;)A)C&:;A8?,;&8-,8+-,&F8-+:8A+-,S&>)=A-+-,&=-C&=C=B:+-,P

514,6'#&'(#7,)78*++ 5131%*9.1'2#*+#4*%:2,*'4 $*428%&:');

")@A=F)&:;)&7;=>>)-,)&8A&8DX)7:+<)&
D=*)C&8-&C)*T&A)*)=A7;S&BA+F=AV&
A)*)=A7;&8A&:)=F&)QB)A:+*)

#-*?A)&=>>&78-7)B:*&=A)&D)+-,&
:)*:)C&=-Cc8A&A)7)+<+-,&B=A:+7+B=-:&
@))CD=7T&=>8-,&:;)&R=V&=-C&:;=:&
BA8,A)**&A)*B8-C*&:8&:;)&@+-C+-,*

U?+>C&+-&F)7;=-+*F*&R+:;&:;)&*78B)&
=-C&7=B=7+:V&:8&:)*:&)Z)7:+<)-)**&=-C&
F=T)&?BC=:)*&+@&-)7)**=AV
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<"#=-1&21#>*:-#+,-42#,21-&2,*'
J:)A=:+8-*&C8&-8:&-))C&:8&D)&@?>>V&A)=>+9)C&BA8:8:VB)*P&
%;)V&7=-&D)&A8?,;&B;V*+7=>&F87TN?B*S&B=B)A&*T):7;)*&
=-C&F=B*S&>8N@+&)Q=FB>)*&8@&C+,+:=>&:88>*S&*)A<+7)&
=CX?*:F)-:*S&7;=-,)*&:8&:;)&B;V*+7=>&*B=7)S&):7P&
%;)V&7=-&=>*8&D)&*:A=:),+)*&:;=:&+-@?*)&@>)Q+D+>+:VS&A=B+C&
@))CD=7T&=-C&=C=B:=:+8-&@A8F&:;)&D),+--+-,P&%;)&,8=>&+*&
:8&A=B+C>V&:)*:&V8?A&;VB8:;)*)*&=-C&,=:;)A&)<+C)-7)P

?"#@142
G=:;)A&@))CD=7T&@A8F&*:=T);8>C)A*&=-C&B=A:-)A*&:;A8?,;&
*:A?7:?A)C&*?A<)V*S&@87?*&,A8?B*&8A&8:;)A&:=7:+7*P&H*)&
:;+*&8BB8A:?-+:V&:8&A)=>+,-&R+:;&V8?A&8A+,+-=>&8DX)7:+<)*&^&
R;=:&V8?&;8B)&:8&=7;+)<)&=-C&;8R&V8?A&)=A>V&+C)=*&=A)&
D)+-,&A)7)+<)CP

A"#B3&%:&21#&'(#-13,1C
a8?&*;8?>C&-8R&;=<)&+-@8AF=:+8-&V8?&7=-&=7:&?B8-P&J:&+*&
+FB8A:=-:&:8&T))B&=-&8B)-&F+-CP&%;+*&+*&-8:&=&F8F)-:&
:8&C)7+C)&R;):;)A&*8F):;+-,&;=*&*?77))C)C&8A&@=+>)CP&
J-*:)=CS&78-*+C)A&:;)&@8>>8R+-,&[?)*:+8-*]&(8)*&:;+*&
+:)A=:+8-&F)):&V8?A&8DX)7:+<)*d&Y;=:&C8&R)&T-8R&-8R&
:;=:&R+>>&F=T)&:;+*&D)::)Ad&!8-:+-?)&=C=B:+-,&V8?A&
=BBA8=7;&=-C&C)*+,-&?-:+>&V8?&,):&:8&=&-)Q:N,)-)A=:+8-&
+:)A=:+8-P
")F)FD)AS&+:)A=:+<)&C)<)>8BF)-:&7=-&:=T)&R))T*&
8A&)<)-&F8-:;*P&\):&V8?A&BA8X)7:&8DX)7:+<)*&D)&V8?A&
78FB=**&N&A)<+*+:&:;)F&)<)AV&:+F)&V8?&D),+-&=&-)R&7V7>)P

67(+$&7"18,$'7%&$0)"5(&&$(+,.
%;)&=F8?-:&8@&+:)A=:+8-&C)B)-C*&8-&:;)&+-+:+=:+<)P&J:&+*&
+FB8A:=-:&:;=:&V8?A&R8AT&+*&@>)Q+D>)&)-8?,;&:8&78-*+C)A&
)<8><+-,&7+A7?F*:=-7)*S&7;=-,)*&+-&78-:)Q:&=-C&C+A)7:&
@))CD=7T&@A8F&:;)&78FF?-+:+)*&V8?&=A)&R8AT+-,&R+:;P&
%;+*&R+>>&;)>B&V8?&C):)AF+-)&R;):;)A&-)R&>)=A-+-,*&R+>>&
;=<)&=&F)=-+-,@?>&=-C&F)=*?A=D>)&+FB=7:&8-&V8?A&R8ATP&
a8?&*;8?>C&)QB)7:&@)R)A&7V7>)*&8<)A&:+F)P
A successful iterative process should:

  Increase quality and functionality. #=7;&
+:)A=:+8-&*;8?>C&,):&V8?&7>8*)A&:8&=7;+)<+-,&V8?A&
,8=>P&J@&@))CD=7T&*?,,)*:*&V8?&=A)&8ZN:A=7T&=@:)A&
*)<)A=>&A8?-C*&8@&+:)A=:+8-S&=-=>V9)&:;)&@))CD=7T&:8&
C):)AF+-)&;8R&V8?&F+,;:&78?A*)&78AA)7:P&

  Reduce levels of change.&Y+:;&)=7;&+:)A=:+8-S&:;)&
=F8?-:&8@&@?-C=F)-:=>&7;=-,)*&*;8?>C&C)7A)=*)P&
J:)A=:+8-*&*;8?>C&C)7A)=*)&+-&*78B)&8<)A&:+F)&@A8F&
>=A,)&*;+@:*&+-&=BBA8=7;&:8&F+-8A&:R)=T*PP

  Increase	Ädelity�&JC)=*&R+>>&>+T)>V&D)78F)&F8A)&
*8B;+*:+7=:)C&=*&:;)V&*8>+C+@VP&$-&=BB&8A+,+-=>>V&
C)*+,-)C&8-&=-&$1&*;)):&8@&B=B)A&F=V&)<8><)&:8&=&

7=ACD8=AC&BA8:8:VB)&:8&=&R8AT+-,&C+,+:=>&CA=@:&:8&=&
B;8-)ND=*)C&BA8:8:VB)P&$&*87+=>&7;=-,)&*:A=:),V&
R+>>&D)78F)&F8A)&C)@+-)C&R+:;&)<)AV&78FF?-+:V&
R8AT+-,&*)**+8-&=-C&*F=>>N*7=>)&A8>>N8?:&+-&B+>8:&
78FF?-+:+)*P&

  Increase sense of the risks.&%;)&+:)A=:+<)&BA87)**&
F=V&A)<)=>&F8A)&=A)=*&8@&A+*TP&#QB)7:&:8&>)=A-&
F8A)&=D8?:&R;)A)&V8?A&)Z8A:*&F=V&@=+>&:;=-&R;)A)&
:;)V&F=V&*?77))CP&J:)A=:+8-&F=V&A)<)=>&>=V)A*&8@&
78FB>)Q+:V&:;=:&R)A)&?-C):)7:)C&C?A+-,&:;)&C)*+,-&
B;=*)P

  Measure and document progress. !=B:?A)&
=-C&A)78AC&=-V&=CX?*:F)-:*&V8?&F=T)&:8R=AC&=-&
+FBA8<)C&8?:78F)&@8A&@?:?A)&A)@)A)-7)P&

9&$%'()*'%"+$*8#*:&$'7($
*+&#().
J:)A=:+8-&7=-&+-7A)=*)&)Z+7+)-7VS&BA8F8:)&78>>=D8A=:+8-S&
;)>B&+C)-:+@V&A+*T*&=-CS&+C)=>>VS&>)=C&:8&*?+:=D>)S&)Z)7:+<)&
=-C&=BBA8BA+=:)&*:A=:),+)*P&`8R)<)AS&+:)A=:+8-&=>*8&
78F)*&R+:;&*)<)A=>&A+*T*]&

1. Expectations of donors, partners and 
colleagues. %A=C+:+8-=>&BA8X)7:&F=-=,)F)-:&A)>+)*&
8-&BA)C+7:=D>)&B;=*)*S&D?C,):*&=-C&8?:78F)*S&R;+7;&
=**?F)*&@+Q)C&:+F)>+-)*S&@+-=-7)*&=-C&7=B=7+:VP&J-&
8AC)A&:8&?-78<)A&-)R&8BB8A:?-+:+)*&=-C&7;=>>)-,)&
=**?FB:+8-*S&=-&+:)A=:+<)&BA87)**&+-<+:)*&C)>=V*&=-C&
7;=-,)*&+-&@87?*&8A&D?C,):P&%;)*)&7=-&D)&*))-&=*&
@=+>?A)*&8A&*;8A:78F+-,*&+-&:A=C+:+8-=>&BA8X)7:&C)*+,-&
=-C&F8-+:8A+-,P&(8-8A*S&78>>)=,?)*&=-C&B=A:-)A*&F=V&
;=<)&F8A)&A+,+C&)QB)7:=:+8-*P&J:)A=:+8-&*;8?>C&+C)=>>V&
D)&B>=--)C&@8A&=-C&=C)[?=:)>V&A)*8?A7)CP&Y+:;8?:&
F=-=,+-,&:;)*)&)QB)7:=:+8-*&?B&@A8-:S&+:)A=:+8-&7=-&
D)&*))-&=*&+-)Z+7+)-:S&+-)Z)7:+<)&=-C&)QB)-*+<)P

2. Unclear timelines. %;)A)&+*&-8&BA)C+7:+-,&R;)-&V8?&
R+>>&=AA+<)&=:&*8F):;+-,&:;=:&R8AT*P&J:&+*&C+Z+7?>:&:8&
C)@+-)&:;)&C),A))&8@&7;=-,)*S&:;)&>)-,:;&8@&:)*:+-,&
=-C&:;)&:+F)&+:&:=T)*&:8&=CCA)**&@))CD=7TP&I8:&
T-8R+-,&R;)-&:8&*:8B&+:)A=:+8-&+*&=>*8&=&A+*TP&

3. Scope creep.&!8-*:=-:&>)=A-+-,&=-C&=C=B:=:+8-&+*&
)**)-:+=>&:8&+:)A=:+8-P&`8R)<)AS&:;+*&7=-&A)<)=>&=A)=*S&
@)=:?A)*S&BA8D>)F*&=-C&8BB8A:?-+:+)*&:;=:&V8?&C+C-L:&
)QB)7:&R;)-&:;)&BA8,A=FF)&R=*&D)+-,&C)*+,-)CP&$&
7=B=7+:VND?+>C+-,&BA8X)7:&F=V&?>:+F=:)>V&A)*?>:&+-&=&
@?-C=F)-:=>&7;=-,)&:8&*?B)A<+*8AV&=AA=-,)F)-:*&=:&
78FF?-+:V&;)=>:;&7)-:A)*P&$-&=R=A)-)**&7=FB=+,-&
F=V&>)=C&:8&:;)&A)=>+9=:+8-&:;=:&=>>&:;)&=R=A)-)**&
+-&:;)&R8A>C&R+>>&-8:&+-7+:)&7;=-,)&R+:;8?:&D)::)A&
A)*8?A7)*&@A8F&:;)&7)-:A=>&,8<)A-F)-:P
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HIJ!#KL*&$C=B:+<)&OA8,A=FF+-,&!8A)&%)=F&;+,;>+,;:*&
T)V&BA8,A=FF+-,&BA+-7+B>)*&^&BA)78-C+:+8-*&:8&,?+C)&:;+*&
*;+@:&=7A8**&BA8,A=FF)*P&%;)V&+-7>?C)]

•	 An enabling organizational culture&8@&
)QB)A+F)-:=:+8-S&+--8<=:+8-S&C87?F)-:=:+8-&=-C&
>)=A-+-,&:;=:&+-7)-:+<)*&*:=Z&:8&D?+>C&8-&*?77)**S&
>)=A-&@A8F&@=+>?A)&=-C&*;=A)&=>>&+-*+,;:*&)[?=>>VS&
R+:;8?:&@)=A&8@&A)7A+F+-=:+8-P

•	 Openness to a more iterative approach :8&
B>=--+-,S&+FB>)F)-:=:+8-S&F8-+:8A+-,&=-C&8-,8+-,&
A)@>)7:+8-&=-C&:;)&R+>>+-,-)**&=-C&=D+>+:V&:8&=CX?*:&
B>=-*&=-C&+-:)A<)-:+8-*&D=*)C&8-&-)R&+-*+,;:*&=-C&
T-8R>)C,)S&R;+>)&A)F=+-+-,&@87?*)C&8-&8?:78F)*P

•	 Commitment to building a dynamic, living 
evidence base&78FBA+*+-,&@8AF=>&=-C&+-@8AF=>&
)<+C)-7)S&[?=-:+:=:+<)&=-C&[?=>+:=:+<)&C=:=S&*:8A+)*S&
7=*)&*:?C+)*S&)Q=FB>)*&=-C&>)=A-+-,*S&CA=R-&@A8F&
D8:;&BA8,A=FF)N,)-)A=:)C&)<+C)-7)&=-C&:;)&R+C)A&
,>8D=>&)<+C)-7)&D=*)P

•	 A larger emphasis on real-time programme 
monitoring )-=D>+-,&F8A)&:+F)>V&78?A*)&78AA)7:+8-S&
>)=A-+-,&=-C&T-8R>)C,)&*;=A+-,P&$>>&:88>*S&,?+C=-7)&
=-C&*V*:)F*&=778FB=-V+-,&*?7;&*;+@:*&*;8?>C&=>*8&
A)F=+-&=,+>)P

K8A&=&@?>>&>+*:&8@&A)78FF)-C)C&BA+-7+B>)*S&7;)7T&8?:&:;+*&
C+*7?**+8-&B=B)AP

7#$"+$0%-'"$+#(-+"8#9/:"$
;"+%'")%+4$,1)%+4$'7($0)"<(5'$
8%2(5:58(
•	 KENYA:&$&B=A:-)A*;+B&D):R))-&YEHOS&G$JIS&$[?=&

@8A&$>>S&H-+>)<)A&=-C&JC)8&7=F)&:8,):;)A&:8&@+-C&=&
*8>?:+8-&:8&:;)&B88A&=77)**+D+>+:V&:8&7>)=-&CA+-T+-,&
R=:)A&:;=:&=Z)7:*&06e&8@&_)-V=-*P&%;)&BA8X)7:&?*)C&
=-&=,+>)&BA87)**&8@&78-:+-?8?*&=7:+8-&A)*)=A7;S&
BA8:8:VB+-,S&@))CD=7T&=-C&+:)A=:+8-&:8&@+-C&=&*8>?:+8-&
:;=:&R8AT)C&@8A&+-:)-C)C&,A8?B*&=:&:;)&,A8?-C&>)<)>S&
=-C&=:&=&*V*:)F&>)<)>P&

•	 KENYA AND ZAMBIA:&O$%`L*&\+<+-,&\=D*&>)C&
=-&+:)A=:+<)&BA87)**S&?*+-,&`!(&=-C&78N7A)=:+<)&
F):;8C8>8,+)*&:8&C)*+,-&=&!fgJ(N.6&<=77+-)&
C+*:A+D?:+8-&B>=-&R+:;&:;)&@A8-:>+-)&;)=>:;&7=A)&
R8AT)A*&?>:+F=:)>V&C)>+<)A+-,&:;)&*)A<+7)P&%;)&:)=F&
?*)C&BA8:8:VB+-,&+-&:;)&@+A*:&A8?-C&8@&A)*)=A7;&=-C&=-&
8->+-)&*?A<)V&:8&78>>)7:&@))CD=7T&8-&=&>=D)>&C)*+,-P&
%;)V&:;)-&?*)C&@87?*&,A8?B*&:8&:)*:&=-&+:)A=:+8-&R+:;&
;+,;)A&@+C)>+:V&B=7T=,+-,&=-C&<+=>*P&K+-C+-,*&@A8F&:;+*&
)Z8A:&R)A)&:;)-&BA+8A+:+9)C&DV&;)=>:;7=A)&R8AT)A*P&
%;)V&C)<)>8B)C&=&F8C)>&?-+<)A*=>&B=7T=,+-,&=-C&
>=D)>>+-,&*V*:)F&:8&*?BB8A:&)Z)7:+<)&*)A<+7)&C)>+<)AV&
R;)-&B=7T=,+-,&+*&-8:&+FF)C+=:)>V&=<=+>=D>)&8A&
+-@8AF=:+8-=>&>)=@>):*&=A)&F+**+-,P&

Evaluating impact post-
implementation
•	 GLOBAL:&HI`!"L*&(+,+:=>&J-7>?*+8-&BA8,A=FF)&

:)*:)C&:;)&@)=*+D+>+:V&8@&)-,=,+-,&78FF?-+:+)*&?*+-,&
Y;=:*$BBS&=&T)V&F)**=,+-,&B>=:@8AF&@8A&F=-V&
78FF?-+:+)*&=7A8**&7?>:?A)*S&:8&=CCA)**&BA+<=7V&
A+*T*&8@&C+,+:=>&78FF?-+7=:+8-P&J-&78>>=D8A=:+8-&R+:;&
OA=)T)>:&=-C&+:*&%?A-P+8&BA8C?7:S&R;+7;&@=7+>+:=:)*&
>=A,)N*7=>)&)C?7=:+8-&BA8,A=FF)*&<+=&Y;=:*$BBS&
:;)V&C)*+,-)C&=&B+>8:+-,&B;=*)&:8&=**)**&:;)&C+,+:=>&
A+*T*&=-C&C=:=&BA8:)7:+8-&+**?)*&8@&:;+*&F)C+?FP&
HI`!"&;=*&F=C)&=<=+>=D>)&+:*&A)B8A:S&78FB>):)&
R+:;&A)78FF)-C=:+8-*&8-&;8R&;?F=-+:=A+=-&
8A,=-+9=:+8-*&7=-&?*)&F)**=,+-,&=BB*&:8&)-,=,)&
R+:;&7A+*+*N=Z)7:)C&B)8B>)P

Incorporating changing 
behavioural needs into your 
solution 
•	 TANZANIA: %;)&%R=R)9=&BA8,A=FF)&BA8<+C)*&

:))-=,)&,+A>*&R+:;&=&7?AA+7?>?F&:8&+FBA8<)&F)-*:A?=>&
;)=>:;&=-C&;V,+)-)&DV&BA8<+C+-,&K)FF)&_+:*&
78-:=+-+-,&:;)+A&7;8+7)&8@&*=-+:=AV&BA8C?7:*&^&)+:;)A&
R=*;=D>)&B=C*&8A&=&F)-*:A?=>&7?BP&%;)&BA8,A=FF)&
=+F*&:8&+FBA8<)&*7;88>&=::)-C=-7)&DV&;)>B+-,&:;8*)&
R;8&C8&-8:&;=<)&=77)**&:8&;V,+)-+7S&*?*:=+-=D>)&
F)-*:A?=:+8-&F=-=,)F)-:&F):;8C*&:8&>)=<)&:;)&
;8F)&R+:;&78-@+C)-7)P&%;)&JFB=7:&")B8A:&C)*7A+D)*&
=&4Me&?B:=T)&8@&F)-*:A?=:+8-&7?B*&=-C&=&/Me&
C)7A)=*)&+-&:;)&?*)&8@&@=DA+7&B=C*S&C)F8-*:A=:+-,&
:;)&7?AA+7?>?FL*&+FB=7:&8-&:;)&,+A>*L&7;8+7)*P&
%;)&+FB>)F)-:=:+8-&8@&:;+*&*)A<+7)&+*&C)*+,-)C&
R+:;&=&F)7;=-+*F&:8&A)*B8-C&:8&7;=-,)*&+-&:;)&
D);=<+8?A*&:;=:&:;)&BA8,A=FF)&*):&8?:&:8&=7;+)<)P&
!A)=:+-,&*B=7)&@8A&+:)A=:+8-&=:&:;)&)-C&8@&:;)&BA8X)7:&
:+F)>+-)&;=*&)-=D>)C&:;)&BA8,A=FF)&:8&BA8<+C)&
:;)&A+,;:&BA8C?7:*&=:&:;)&A+,;:&:+F)S&>)=C+-,&:8&+:*&
8<)AR;)>F+-,&*?77)**P&

;"<+&"$2%&3"$
h& HIJ!#K&(+*7?**+8-&O=B)A]&()<)>8B+-,&=&EV*:)F=:+7&

$C=B:+<)&OA8,A=FF+-,&$BBA8=7;&:8&E?BB8A:&
HIJ!#KL*&E:A=:),+7&O>=-&/M//N/M/2

h& $C=B:+<)&W=-=,)F)-:]&\)=A-+-,&=-C&$7:+8-&
$BBA8=7;)*&:8&JFB>)F)-:+-,&I8AF*N*;+@:+-,&
J-:)A<)-:+8-*

h& $&OA8:8:VB+-,&=-C&K))CD=7T&:88>&=-C&O+>8:+-,&=-C&
J:)A=:+8-&:88>&@A8F&HIJ!#KL*&`!(&@8A&`)=>:;7=A)&

h& $&6MNF+-?:)&OA8:8:VB+-,&$7:+<+:V&@A8F&`VB)A&J*>=-CS&
B=A:&8@&+:*&8B)-N=77)**&J--8<=:+8-&%88>T+:
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!"#$%&'($
How to build a budget and cost SBC 
interventions 

!"#$%&''(%)#((%$"')%*'+%"')%&'%,$&#-.&,%
&",%/'$&$%.01%1,2,('3%.%4+15,&%6'7%.0%
89:%#0&,72,0&#'0%'7%$&7.&,5*;

)*+&'($,-!),
'(&%./%(&'*(+
78!&+-+9+:9+;)*&<:-&;)=>&=:=)?>&@)&<A*9)B&:*&)-BCD=ABE<9*&
A=&9AA?*F&78!&+-9)=;)-9+A-*&=)GE+=)&+-;)*9H)-9&:<=A**&*+I&
DJ:*)*K&B+*<A;)=>L&B)*+,-L&B);)?ADH)-9L&9)*9+-,L&+9)=:9+A-&
:-B&B)?+;)=>&MNJ+<J&+-<?EB)*&+HD?)H)-9:9+A-L&HA-+9A=+-,&
:-B&*<:?+-,OF&%J)&P+=*9&*9)D&9A&D=)D:=+-,&:&@EB,)9&+*&9A&
<A-*+B)=&):<J&*9)D&AP&>AE=&D=ADA*)B&D=A<)**F&Q-;)*9H)-9&
+-&9J)&+-+9+:?&*9:,)*&AP&:-&78!&+-9)=;)-9+A-&A=&*9=:9),>&R&
*E<J&:*&,:9J)=+-,&:-B&:-:?>*+-,&*A<+:?&:-B&@)J:;+AE=:?&
B:9:L&:-B&B);)?AD+-,&<AA=B+-:9+A-&H)<J:-+*H*&R&+*&
<J=A-+<:??>&E-B)=CPE-B)B&:<=A**&9J)&NA=?BF&Q-&A=B)=&9A&
B)*+,-&:-B&B)?+;)=&)S)<9+;)&78!&+-9)=;)-9+A-*L&>AE&HE*9&
*ES+<+)-9?>&@EB,)9&PA=&):<J&DJ:*)&AP&9J)&D=A<)**F
%J)=)&:=)&;:=+AE*&P:<9A=*&9J:9&B)9)=H+-)&9J)&<A*9&AP&78!&

+-9)=;)-9+A-*F&%J)&HA*9&+HDA=9:-9&:=)K&+-9)-B)B&*<:?)&
AP&+HD?)H)-9:9+A-&MDADE?:9+A-CN+B)L&*D)<+P+<&D=A;+-<)L&
<AHHE-+9>C?);)?&+-&:&*)9&AP&:=):*L&)9<OT&HAB)&AP&B)?+;)=>&
MP+I)B&P:<+?+9>&B)?+;)=>L&AE9=):<J&<AHHE-+9>&)-,:,)H)-9L&
=)HA9)&)-,:,)H)-9OT&9J)&-:9E=)&AP&9J)&+-9)=;)-9+A-&
M+-B+;+BE:?&A=&<AHHE-+9>C?);)?&+-CD)=*A-&:<9+;+9+)*L&=:B+AL&
%UL&)9<FOT&-EH@)=&AP&D:=9+<+D:-9*T&?)-,9J&AP&+-+9+:9+;)T&:-B&
9>D)&AP&:DD=A:<J&MB),=))&AP&D:=9+<+D:9+A-L&=AE-B*&AP&
+9)=:9+A-OF
78!&*9=:9),+)*&9J:9&E9+?+V)&:&<AH@+-:9+A-&AP&B+S)=)-9&78!&
+-9)=;)-9+A-*&:-B&:DD=A:<J)*L&9>D+<:??>&<A*9&HA=)F&
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)*(+'#%.0&'*(+
WE-B+-,&=)GE+=)H)-9*&N+??&B)D)-B&A-&*D)<+P+<&-))B*&
:-B&:;:+?:@?)&=)*AE=<)*F&$*&*E<JL&9J+*&,E+B:-<)&<:--A9&
@)&D=)*<=+D9+;)F&Q-*9):BL&>AEX??&P+-B&:&*)9&AP&GE)*9+A-*&9A&
<A-*+B)=&@)PA=)&B);)?AD+-,&>AE=&PE-B+-,&D=ADA*:?F

!"#$%&"'()*+'$
Y& ZJ:9&=)*AE=<)*&:?=):B>&)I+*9&PA=&9J+*&NA=[\&!:-&9J)>&

@)&):*+?>&:<<)**)B&A=&=):??A<:9)B\
Y& (A&>AE&J:;)&)-AE,J&@EB,)9&9A&<A;)=&9J)&

B);)?ADH)-9&AP&:&<AHD=)J)-*+;)&78!&*9=:9),>&9J:9&
+-<?EB)*&*)-B+-,&9):H&H)H@)=*&+-9A&9J)&P+)?B&9A&
*D)-B&*+,-+P+<:-9&9+H)&N+9J&9J)&,=AED*&>AE&*))[&9A&
D:=9-)=&N+9J\

Y& $=)&78!&D=+A=+9+)*&:B)GE:9)?>&=)P?)<9)B&+-&]^Q!#WX*&
*9=:9),+<&:-B&D=A,=:H&D?:--+-,&9AA?*&:9&<AE-9=>&
?);)?L&+-<?EB+-,&D=A,=:HH)&*9=:9),>&-:==:9+;)*L&
!AE-9=>&_=A,=:HH)&$<9+A-&_?:-*&:-B&$--E:?&ZA=[&
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