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6+56+2+.42!5&22/=+!1'<+62!9,)!,&=+!.)!/.8('+.7+!).!4,+!2+4!56/7+>!@,+!2+7).3!7&4+0)6<!/2!4,+!

1'<+6d2+((+6! .+0)4/&4+3! 56/7+! ;+7,&./2;A! 9,+6+! 4,+! 56/7+! /2! 8(+B/1(+! &.3! 4,+! 1'<+6!

5&64/7/5&4+2! /.! 2);+! 3+06++>! @,+! (&24! 7&4+0)6<! 6+56+2+.42! &'74/).2! &.3! +B7,&.0+2! 4,&4!

/.=)(=+!&!,/0,!3+06++!)8!1'<+6!5&64/7/5&4/).!&.3!246).0!7).46)(!)=+6!4,+!56/7+!5&/3!aP)((&.!

&.3!])).A!"[[[b>!@,+!5&64/7/5&4)6<!56/7/.0!;)3+(!(+42!4,+!1'<+6!2+4!4,+!7);5(+4+!56/7+!&.3!

0/=+2!4,+;!4,+!,/0,+24!7).46)(!ae/;!+4!&(>A!"[[Zb>!



! Y!

@,+6+!&6+!3/88+6+.4!=&6/&4/).2!)8!5&64/7/5&4)6<!56/7/.0!;)3+(2A!7&((+3!1<!.&;+2!&2!J%&<!Q,&4!

`)'!Q&.4#A!J%&<!N2!`)'!Q/2,#A!J%&<!N2!`)'!D++(#!&.3!JP).&4/).$1&2+3#A!1'4!4,+<!0+.+6&((<!

7);+!3)9.!4)! 4,+!2&;+!/3+&!6+0&63/.0!4,+!56/7+_!@,+!7'24);+6!3+7/3+2!9,&4! 4)!5&<>!G/.7+!

4,+! 7).2';+6! ,&2! &12)('4+! 7).46)(! )=+6! 4,+! 56/7+! /4! 7&.! /.76+&2+! 4,+! 1'<+62#! /.4+.4! 4)!

5'67,&2+A!1'4!4,+!2+((+6!&(2)!8&7+2!4,+!6/2:!)8!1'<+62!&1'2/.0!4,+/6!7).46)(!&.3!5&<!.)4,/.0!&4!

&((!)6!&!56/7+!1+()9!4,+!2+((+6#2!7)242!ae/;!+4!&(>A!"[[Zb>!K'2/.+22+2!4,&4!9+6+!8)'.3!9,)!9)6:!

9/4,!3/88+6+.4!5&64/7/5&4)6<!56/7/.0!7).7+542!/.!4,+!,)25/4&(/4<!/.3'246<!&6+!(/24+3!/.!4,+!4&1(+!

1+()9>!!

1.2 The business cases 

@,+!4,6++!1'2/.+22+2!4,&4!9/((!1+!24'3/+3!&6+!&!7&8L!/.!N;24+63&;!a4,+!M+4,+6(&.32bA!&!,)24+(!

/.!%/4421'60,!aFGNb!&.3!&!6+24&'6&.4!/.!f/+..&!aN'246/&b>!(

Café TRUST 

@6'24!/2!&!7&8L!/.!N;24+63&;!4,&4!56);)4+2!4,+!J94/#(%'(34&(%-#6(:%3(%'(34&(5##.;!7).7+54>!@,+/6!

0)&(!/2!4)!1+!,&55<!8)6!.)!6+&2).>!N2!4,+<!.)4+!).!4,+/6!9+12/4+_! !<=>?<(+'(04)(%@4&)(5447(4-(

$455##6(+);'(%@4&)(#A)#07+02(.4B#(%07(C43;>!@,+<!6+;)=+3!4,+!56/7+2!86);!4,+!;+.'!&.3!46'24!4,&4!

5+)5(+! 0/=+! '.7).3/4/).&((<>! @-FG@! 24&.32! 8)6! @)! -+(<! F5).! G)'67+! @)4&((<_! !D4.7( 40( )4(

04)*+02(%)(%..6( .+B#( +0( )*#(/4/#0)6(7##:.3(E04,+02( )*%)(%..(0##7'(,+..(@#(/#)(%)( )*#( -+2*)( )+/#8;(N2!

4,+<! 2&<A! 4,+<!3)!.)4! 6'.! &!1'2/.+22A! 1'4! &! 46'248'(.+22! &.3!5&64/7/5&4+! /.! 4,+! +7).);<!)8!

46'24>!@,+<!3).#4!+&6.!&!2&(&6<!1'4!4,+<!2,&6+!4,+!;).+<>!@,+<!&2:!8)6!3).&4/).2!/.!4,+!8)6;!

)8!4/;+!)6!4&(+.4A!;&4+6/&(2!4,&4!4,+<!.++3!/.!4,+!7&8L!&.3!;).+<!ag@-FG@Ah!"[UXb>!

 

1 ZRQ1 >.&%6"1 [-:"&1/%.,-&0"(1

B"(-5.&5,-(1

1

• K+44+6! Q)6(3! *&8LA! O/0,(&.3! %&6:A!

Mi!

• P)9.4)9.!*6+3)A!j6(&.3)A!DW!

• i'24!*)):/.0A!P&((&2A!M*!

• e&6;&!e/47,+.A!2+=+6&(!5(&7+2!

• ]&3+!9/4,!W)=+!*&8LA!M+9!j6(+&.2!

• ])2&/7!*)88++!O)'2+A!G+&44(+!

• j.+!Q)6(3!*&8LA!G&(4!W&:+!*/4<A!F@!

• %<.0(+#2!D))3!@6'7:A!W)2!N.0+(+2!

• GN]S!*&8LA!P+.=+6A!*j!

• G)'(!e/47,+.A!-+&3!K&.:A!M+9!i+62+<!!

• G5):&.+A!Q&2,/.04).!

• @+66&1/4+A!G+&44(+!

• f/;&(&! *)):2A! S=+6<1)3<! S&42A!

*,&5+(!O/((A!M*!

• Q+3.+23&<2A!G&.4&!*(&6&!

• *&8L!W/+1(/.0A!]'./7,!

• P+6! Q/+.+6! P++9&.A!

f/+..&!

• ?++8!*&8LA!-)44+63&;!

• e&6;&!e/47,+.A!W).3).!

&.3!D6&.7+!

• e/2,! -+24&'6&.4A!

D6&.:8'64!

• M&.&*&8+A!e6+;2!

• %&<! &2! <)'! %(+&2+A!

e/((&6.+<A!E6+(&.3!!

• @6'24A!N;24+63&;!

• Q+/.+6+/A! K+6(/.! &.3!

Mk6.1+60!

!

• */4<! *&8L! K&:+6<A!

j.4&6/)A!*&.&3&!

• e&6;&! e/47,+.A!

E.3/&A! ]&(&<2/&A!

G/.0&5)6+A! i&5&.!

&.3!E.3).+2/&!

• W+.4/(2! &2!

N.<4,/.0A!

N'246&(/&!!

!

U%(-"C(\1

U%-"C(1

• M)4!N.)4,+6!O)24+(A!%/4421'60,A!%N!! ! !

95;C"1*)1Y.(0,"(("(1$%&N0,71$0-:165&-0/065-%&#16&0/0,710,1-:"1:%(60-5C0-#10,'.(-&#1



! Z!

Not Another Hostel 

M)4!N.)4,+6!O)24+(! /2! &! ,)24+(! /.! %/4421'60,>! @,+<! &6+! 3+276/1/.0! 4,+;2+(=+2! &2! 4,+! ).(<!

3).&4/).!1&2+3!,)24+(!/.!4,+!9)6(3>!@,+<!24&4+!4,&4!4,+!/3+&!)8!,)25/4&(/4<!24&64+3!().0!&0)!4)!

,+(5! &! 8+(()9! 46&=+((+6! &.3! .)4! 4)! 56)8/4! )88! )8! 4,+;>!j.! 4,+/6!9+12/4+! 4,+<! 24&4+! 4,&4! 4,+<!

1+(/+=+! 4,&4! 1<! 7,&60/.0! 0'+242!;).+<A! 4,+<! 24&64! )88!9/4,! &! 1'2/.+22! 7).46&74!9,+6+! 4,+<!

7&..)4!46'(<!1+!86/+.32>!E.!7).46&24A!9/4,!&!3).&4/).$1&2+3!,)24+(A!4,+<!1'/(3!&!2)7/&(!7).46&74!

9,+6+! 4,+!2:<! /2! 4,+! (/;/4>!N2! 4,+<!2&<! 4,+;2+(=+2_! J)*+'( +'(%(:*+.4'4:*36(04)(%(@&'+0#'';>!@,+<!

6'.!).!&!%&<!E4!D)69&63!;)3+(!&.3!96/4+!4,&4!7'24);+62!7&.!3).&4+!9,&4+=+6!4,+<!8++(!4,+/6!

24&<!9&2!9)64,! a/.! 4/;+A! 4,/.02A!;).+<A! )6! 0))3! H):+2b! 4)! ,+(5! 4,+! 56)H+74! 7).4/.'+! agM)4!

N.)4,+6!O)24+(!,);+5&0+Ah!"[UXb> 

Der Wiener Deewan  

P+6!Q/+.+6!P++9&.!/2!&!7'66<!6+24&'6&.4!/.!f/+..&!)5+6&4/.0!9/4,!4,+!N(($`)'$*&.$S&4$%&<$

N2$`)'$Q/2,!56/.7/5(+>!@,+<!)5+.+3!4,+/6!6+24&'6&.4!).!4,+!C[4,!)8!N56/(A!"[[X>!?'+24!2+(+74!

4,+/6! 8))3!&.3!5&<! (&4+6!3+5+.3/.0!).!4,+!&;)'.4!)8!2&4/28&74/).A! 4,+!&;)'.4!)8! 8))3!4,+<!

+&4!&.3!,)9!;'7,!;).+<!4,+<!,&=+>!P+6!Q/+.+6!P++9&.!&55+&(2! 4)! 4,+!)9.+62,/5!)8! 4,+!

0'+24!9/4,!56);)4/.0! 4,&4! 4,+<!3+7/3+!9,&4! 4,+! 6+24&'6&.4! 7&.!3)>!@,+!%&<!N2!`)'!Q/2,!

7).7+54!24&64+3!)'4!&2!&!4+;5)6&6<!+B5+6/;+.4!1'4!9)6:+3!2)!9+((!4,&4!4,+<!7).4/.'+3!9/4,!

(+44/.0!7'24);+62!2+4!4,+/6!)9.!56/7+>!@,+/6!7'24);+62!7).2/24!)8!&!9/3+!6&.0+!)8!5+)5(+A!86);!

24'3+.42!4)!1&.:!+;5()<+62!agP+6!Q/+.+6!P++9&.Ah!"[UXb>!!

1.3 Economic theories 

K'2/.+22! 4,&4!,&=+! 46'24!&2!&!1&2+! 8)6! 4,+/6!1'2/.+22!&.3! 4,+6+8)6+!9)6:!9/4,!5&64/7/5&4)6<!

56/7/.0! 7).7+542! 3)! .)4! 2++;! 4)! 8)(()9! 4,+! 56/.7/5(+2! )8! )'6! 7'66+.4! J6&4/).&(#! ;&6:+4!

+7).);<>!@,+<!6&4,+6!2++;!4)!1+().0! 4)!&!3/88+6+.4!+7).);/7! 4,+)6<>!-+,.! a"[[Ub!+B5(&/.2!

4,&4!4,+!9+24+6.A!7&5/4&(/24/7!=+62/).!)8!4,+!;&6:+4!+7).);<!/2!.)4!4,+!).(<!5)22/1(+!+7).);/7!

)63+6>! N.)4,+6! 4<5+! )8! +7).);<! /2! 4,+! 2)$7&((+3! 0/84! +7).);<>! N.4,6)5)()0/242! ,&=+!

/.=+24/0&4+3!0/84!0/=/.0!8)6!&!().0!4/;+>!@,+<!2++!/4!&2!&.!+7).);/7!2<24+;!9,+6+1<!&((!:/.32!

)8! 0/842! &6+! 1+/.0! +B7,&.0+3! 8)6! )4,+62! a]&'22l! UV"Cd"[["b>! E4! &(2)! 7&.! 1+! +B5(&/.+3! &2! 4,+!

6))4! )8! 4,+! ;&6:+4! +7).);<! )6A! ).! 4,+!

)4,+6! 2/3+A! &! 5)2/4/).! )'42/3+! )8! /4! 4,&4! /2!

).+! 86);! 9,+6+! &.! &44&7:! ).! 7&5/4&(/2;!

7&.! 1+! (&'.7,+3! a-+,.A! "[[Ub>! G);+! &(2)!

2++!/4!&2!4,+!1/64,!)8!+7).);/72!/.!0+.+6&(A!

9,+6+! 1)4,! 2)7/&(! &742! )8! 0/842! &.3!

7)'.4+6$0/842!&.3!56/;/4/=+!5,+.);+.&!)8!

6+7/56)7/4<! ,&=+! 06)9.! )'4! 4)! 46&3+! &.3!

7).46&742! a-+,.A! "[[Ub>! @)! 7).7('3+A!

3/88+6+.4! =/+95)/.42! )8! 4,+! 0/84! +7).);<!

,&=+! 1++.! 9+((! 3+1&4+3A! 1'4! 6+2+&67,+62! !"#$%&'()'*+&',-%.&/'-01'#"2/'&3404,5'



! V!

&06++!4,&4!/4!/2!2);+!:/.3!)8!a+&6(<b!+7).);/7!2<24+;>!

1.3.1 The clash 

@,+! 24&64! )8! 4,+! E.4+6.+4! 7&'2+3! &! 4/0,4+./.0! )8! 4,+! 7(&2,! 1+49++.! 4,+! ;&6:+4! &.3! 0/84!

+7).);/+2! aK&<;A! "[UUb! &.3! 4,+6+1<! ;&3+! 4,+! 3/88+6+.7+! 1+49++.! 4,+! 49)! ;)6+! =/2/1(+>!

K+7&'2+!)8!4,+!E.4+6.+4A!5+)5(+!0)4!&77+22!4)!&.!/.76+3/1(+!&;)'.4!)8!3&4&!&.3!/.8)6;&4/).>!

])24(<!8)6!86++>!@,+!5)5'(&6!9+12/4+!Q/:/5+3/&A!3/88+6+.4!:/.32!)8!2)849&6+A!;&.'&(2A!0'/3+2!

&.3! 56)06&;2! 1+7&;+! &=&/(&1(+! 8)6! &! ;'7,! (&60+6! 5)5'(&4/).>! %+)5(+! 5&64/7/5&4+! /.! 4,+!

E.4+6.+4A! /.4+6&74!9/4,!+&7,!)4,+6!&.3!+24&1(/2,! /.8)6;&4/).>!@,+!;&6:+4!+7).);<!3)+2!.)4!

2++;!4)!,&=+!&2!;'7,!/.8('+.7+!).!4,+!E.4+6.+4!&2!)'42/3+!)8!/4A!2/.7+!/.8)6;&4/).!4,&4!'2+3!

4)!1+!/.&77+22/1(+!)6!,&3!4)!1+!5&/3!8)6A!/2!.)9!0/=+.!)'4!8)6!86++!&.3!2,&6+3!&;).0!)4,+62!

aK&<;A!"[UUb>!

N.!+B&;5(+!)8!4,/2!7&.!1+!2++.!/.!4,+!;'2/7!/.3'246<>!K+7&'2+!)8!8/(+!2,&6/.0!).!4,+!E.4+6.+4A!

;'2/7!56)3'74/).2!,&=+! 46)'1(+2!9/4,!;&:/.0!;).+<>!K&<;!a"[UUb!&.&(<2+3! J@,+!G9+3/2,!

])3+(#! /.! 4,+! ;'2/7! /.3'246<A! 9,/7,! +.7)'6&0+2! 0/=/.0! ;'7,! )8! 4,+! ;'2/7! &9&<! &.3!

/.4+6&74/.0!3/6+74(<!9/4,!4,+!&'3/+.7+!).(/.+>!@,/2!&((!4)!/.=):+!=&('+2!)8!46'24A!+0&(/4&6/&./2;!

&.3! 7);;'./4<! 4,&4! &6+! 7);;).! /.! 4,+! 0/84! +7).);<! /.24+&3! )8! 2'25/7/).A! ,/+6&67,<! &.3!

3+5+62).&(/c+3!;&6:+42>!@,+!;)3+(!K&<;!56)5)2+2!/2!&.!+B&;5(+!).!,)9!4)!9)6:!9/4,!4,+!

0/84! +7).);<A! 9/4,)'4! ()2/.0! 2/0,4! )8! 4,+! ;&6:+4>! E4! 8)67+2! 4,+! 6+(&4/).2! &;).0! ;+3/&!

56)3'7+62!&.3!7).2';+62!4)!1+!7,&.0+3!&.3!6+)6/+.4+3!4)9&632!0/842!aK&<;A!"[UUb>!

Q+!7&.!.)9!2++!4,/2!,&55+./.0!.)4!).(<!).!4,+!E.4+6.+4!&.3!E.4+6.+4$1&2+3!1'2/.+22+2A!1'4!

&(2)!/.!6+&($(/8+!2+44/.02A!&2!2++.!/.!4,+!+B&;5(+2!/.!4,+!4&1(+!0/=+.!1+8)6+>!K'2/.+22+2!/.!4,+!

,)25/4&(/4<! /.3'246<! &6+! '2/.0! 5&64/7/5&4)6<! 56/7/.0! 2<24+;2>! @,+<! 0/=+! &9&<! 0))32! &.3!

2+6=/7+2! 8)6! 86++! &2! /.! &! 0/84! +7).);<>!N84+6! +.H)</.0! 4,+! 2+6=/7+! )6! 0))3A! 4,+! 6+7+/=+6! 7&.!

7,))2+! 9,&4! a/8! &.<4,/.0b! 4)! 0/=+! /.! +B7,&.0+>! Q)6:/.0! 9/4,! 5&64/7/5&4)6<! 56/7/.0! 9&2!

;)24(<!+B5+74+3!4)!&55+&6!/.!&!1'2/.+22!4,&4!3/3!.)4!,&=+!&!()4!)8!;&60/.&(!7)242!ae/;!+4!&(>A!

"[[ZbA! 2)! 4,&4! 4,+! ;).+<! 4,&4! 7&;+! /.! 0/842! 7)'(3! 1+! 2++.! &2! 3/6+74! 56)8/4>! @,/2! /.7('3+2!

1'2/.+22+2! 4,&4!3)!.)4!,&=+!&! ()4!)8! 8/B+3!7)242! 4)!5&<!+&7,!;).4,A!2'7,!&2!+;5()<++!7)242!

&.3! 6+.4>! O)9+=+6A! 5&64/7/5&4)6<! 56/7/.0! &(2)! 2++;! 4)! +B/242! /.! 6+&($(/8+! 1'2/.+22+2! /.! 4,+!

,)25/4&(/4<!/.3'246<A!&.!/.3'246<!4,&4!&74'&((<!3)+2!,&=+!,/0,!;&60/.&(!7)242>!!

1.4 Relationship management 

%&64/7/5&4)6<!56/7/.0!2<24+;2!,&=+!1++.!'2+3!1+8)6+>!M)4!4)!6'.!&!9,)(+!1'2/.+22!1&2+3!).!

/4A!1'4!&2!&!;&6:+4/.0!56);)4/).>!K'2/.+22+2!46/+3!4)!&446&74!;)6+!7'24);+62!1<!24&4/.0!4,&4!

4,+<! 7)'(3! 5&<! 9,&4! 4,+<! 9&.4! )6! &2! 4,+<! 9/2,! 8)6! &! 7+64&/.! 56)3'74! )6! 2+6=/7+>! N2! &.!

+B&;5(+A!-&3/),+&3!(&'.7,+3!&.!&(1';!).(/.+!/.!"[[YA!9,+6+1<!7'24);+62!7)'(3!7,))2+!4,+!

56/7+!4,+<!9&.4+3!4)!5&<!8)6!4,+!&(1';!&.3!3)9.()&3!/4!a@<6&.0/+(A!"[[Yb>!D)6!&!5+625+74/=+!

)8! 4,+!;&6:+4! +7).);<A! 6+(&4/).2,/5!;&.&0+;+.4! 246&4+0/+2! &6+! 1+/.0! '2+3>! N77)63/.0! 4)!

m/.+(3/.!a"[U"bA!6+(&4/).2,/5!;&.&0+;+.4!/2!1+/.0!/.76+&2/.0(<!'2+3! /.!4)3&<#2!+7).);<!4)!

&446&74! 7'24);+62! N2! ,+! 7).4/.'+2_! J@)3&<#2! 7'24);+62! 7&6+! &1)'4! 7);5&./+2! 4,&4! &6+!



! U[!

)6/+.4+3!4)9&63!76+&4/.0A!3+=+()5/.0!&.3!/;56)=/.0!.+9!;&6:+42!&.3!56)3'742!)6!2+6=/7+2A!

6&4,+6! 4,&.! H'24! 7).46)((/.0! &! ;&6:+4! &.3! /;56)=/.0! 4,+/6! ;&6:+4$2,&6+! 4&74/72! &.3!

4+7,./R'+2>#! @,+6+8)6+A! &! 7'24);+6#2! =/+9! &.3! &! 6+(&4/).2,/5! 5,/()2)5,<! 1+7);+2! &! ;)6+!

+88+74/=+! &.3! 56)8/4&1(+! 9&<! )8! &556)&7,/.0! )60&./2&4/).&(! 246&4+0<! am/.+(3/.A! "[U"b21@,/2!

&6/2+2! 4,+! R'+24/).! /8! 4,+! 1'2/.+22+2! 4,&4! &6+! 9)6:/.0! 9/4,! 5&64/7/5&4)6<! 56/7/.0! 3)! 4,/2!

;+6+(<!&2!&!;&6:+4/.0!246&4+0<!)6!/8!4,+<!56&74/2+!&.3!8)(()9!4,+!()0/7!)8!4,+!0/84!+7).);<>!

1.5 Gap and Research question 

@,+6+! /2! (/44(+! &7&3+;/7! &44+.4/).! 0/=+.! 4)! 1'2/.+22! ;)3+(2! 4,&4! 9)6:! 9/4,! 5&64/7/5&4)6<!

56/7/.0>!E4!/2!&!6+(&4/=+(<!.+9!2'1H+74!&.3!).(<!&!8+9!&64/7(+2!&1)'4!/4!7)'(3!1+!8)'.3>!j.+!)8!

4,+! 6+2+&67,! &6+&2! 6+(&4+3! 4)! 4,/2! /2! 4,+! 6+2+&67,! &1)'4! 4,+! g0/84! +7).);<h>! @,/2! /2! &!9+(($

6+2+&67,+3! &6+&A! 1'4!;)24(<! 86);! &.! &.4,6)5)()0/7&(! 5+625+74/=+! &.3! .)4! 86);! &! 1'2/.+22!

).+>! N.)4,+6! 6+(&4+3! 6+2+&67,! &6+&! /2! 6+(&4/).2,/5! ;&.&0+;+.4A! /.7('3/.0! g7'24);+6!

5&64/7/5&4/).h! &.3!g1'/(3/.0! 7'24);+6! 6+(&4/).2,/52hA!9,/7,! /2! &.! +22+.4/&(!5&64! )8! 4,+!0/84!

+7).);<>!-+(&4/).2,/5!;&.&0+;+.4!246&4+0/+2!&6+!9+((!6+2+&67,+3!1'4!4,+<!&6+!.)4!3/27'22+3!

/.! 4+6;2!)8!1'2/.+22+2! 4,&4!9)6:! 86);!&!g0/84! +7).);<!5+625+74/=+h>!@,/2! 6+2+&67,!&/;2! 4)!

56)=/3+!;)6+!/.8)6;&4/).!&1)'4!1'2/.+22+2!4,&4!9)6:!9/4,!5&64/7/5&4)6<!56/7/.0!&.3!4,+6+1<!

&33/.0!;)6+!:.)9(+30+!4)!4,/2!8/+(3!)8!6+(&4/).2,/5!;&.&0+;+.4!&.3!4)!4,+!8/+(3!)8!4,+!0/84!

+7).);<>!

@,+!6+2+&67,!9/((!8)7'2!).!6+&($(/8+!1'2/.+22!/.!4,+!,)25/4&(/4<!/.3'246<>!@,+6+8)6+A!4,+!;&/.!

6+2+&67,!R'+24/).!)8!4,/2!24'3<!/2!4,+!8)(()9/.0_!

647' 14' 8$9"0&99' ,41&:9' "0' /+&' +49;"/-:"/5' "01$9/%5' 8-9&1' 40'

<;-%/"3";-/4%5';%"3"0#',&/+419='74%.>''

-+0&63/.0! 4,+!7).8(/742! /.! 4,+! (/4+6&4'6+!)8! 4,+!;&6:+4!&.3!0/84!+7).);<A! 4,+!;&/.!6+2+&67,!

R'+24/).!(+&32!4)!4,+!8)(()9/.0!49)!2'1$6+2+&67,!R'+24/).2_!!

• E2!4,+!5&64/7/5&4)6<!56/7/.0!7).7+54!'2+3!&2!&!6+(&4/).2,/5!;&.&0+;+.4!4&74/7\!

o Q,<!3/3!4,+!1'2/.+22+2!7,))2+!4)!9)6:!9/4,!5&64/7/5&4)6<!56/7/.0\!

o Q,&4!/2!4,+/6!;&6:+4/.0!246&4+0<\!

• *&.! 4,+2+! 1'2/.+22+2! 1+! 2++.! &2! 5&64! )8! 4,+! 0/84! +7).);<! 6&4,+6! 4,+.! 4,+! ;&6:+4!

+7).);<\!

o Q,&4!&6+!4,+/6!7'(4'6+2A!=&('+2!&.3!()0/72\!

o O)9!3)!4,+<!9)6:!/.!/.4+6&74/).!9/4,!4,+!;&6:+4!+7).);<\!

! !



! UU!

2 Methodology 

@,+!;+4,)3)()0<!)8!4,/2!24'3<!56)=/3+2!&!5(&.!).!,)9!4)!&.29+6!4,+!;&/.!6+2+&67,!R'+24/).!

JD4,(74(@&'+0#''(/47#.'(+0()*#(*4':+)%.+)3(+07&')-3(@%'#7(40(!:%-)+$+:%)4-3(:-+$+02(/#)*47';(,4-EF;8'

@,+!;+4,)3!9&2!3+2/0.+3!9,/(+!,&=/.0!/.!;/.3!4,&4!4)!1+!&1(+!4)!8/.3!)'4!,)9!4,+!1'2/.+22!

;)3+(2!9)6:!3/88+6+.4!5+625+74/=+2!)8!1)4,!4,+!;&6:+4!&.3!0/84!+7).);<!9)'(3!1+!3/27'22+3!

/.!4,+!24'3<>!E4!,&2!1++.!6+2+&67,+3!86);!4,+!7);;).!;&6:+4!+7).);<!5+625+74/=+!&2!9+((!

&2! 86);! 4,+! 5+625+74/=+! 4,&4! 4,+! 0/84! +7).);<! 0/=+2>! @,+6+1<A! /4! 9&2! &(2)! /;5)64&.4! 4)!

7).2/3+6!9,&4!4,+!.&4'6+!)8!4,+!+;5/6/7&(!3&4&!9)'(3!1+>!G/.7+!4,+!3&4&!9)'(3!1+!2'146&74+3!

86);!4,6++!3/88+6+.4!R'&(/4&4/=+!7&2+!24'3/+2A!/4!9)'(3!1+!1&2+3!).!4,+!)12+6=&4/).2!)8!,';&.!

/.4+6&74/).! &.3! 4,+/6!9&<2!)8! 8'.74/)./.0! /.! &! 7+64&/.! 2+44/.0>!@,/2!,&2! &((! 1++.! 7).2/3+6+3!

9,/(+!3+2/0./.0!4,+!;+4,)3>!(

2.1 Method motivation 

@)! 1+! &1(+! 4)! ;)4/=&4+! &! 7+64&/.! ;+4,)3A! /4! /2! /;5)64&.4! 4)! ()):! &4! 4,+! 2+4! )8! 1+(/+82A! )6!

5&6&3/0;A!4,/2!24'3<!4&:+2!5)2/4/).!/.!1+8)6+!56)7++3/.0!4)!4,+!7,))2+!)8!;+4,)3>!!

2.1.1 The Paradigm 

N77)63/.0!4)!K6<;&.!&.3!K+((!a"[UUbA!&.!+5/24+;)()0/7&(!/22'+!7).7+6.2!4,+!R'+24/).!)8!9,&4!

/2!6+0&63+3!&2!&77+54&1(+!:.)9(+30+!/.!&!7+64&/.!3/27/5(/.+>!E4!R'+24/).2!3/88+6+.4!5+67+54/).2!

)8!6+&(/4<!&.3!3/27'22+2!,)9!)1H+74/=+!&!6+2+&67,!7&.!1+>!%)2/4/=/2;!&.3!6+&(/2;!24&4+!4,&4!4,+!

46'4,!/2!J)'4!4,+6+#!&.3!+B/242!2+5&6&4+!)8!,';&.!1+/.02!aK6<;&.!&.3!K+((A!"[UUbA!9,/7,!7)'(3!

;&:+!2+.2+>!%+)5(+!H'24!()):!&4!4,+!2&;+!46'4,!86);!3/88+6+.4!5+625+74/=+2A!1'4!6+&(/4<!/2!24/((!

2);+4,/.0! 24&4/7! &.3!;+&2'6&1(+>! @,/2!;&:+2! 2+.2+!9,+.! 24'3</.0! 2);+4,/.0! 4,&4! 7&.! 1+!

;+&2'6+3!1<!7+64&/.! 24&.3&632A!9,/7,!7&.!1+! 46&.2(&4+3! /.4)!.';1+62!&.3! 8&742>!O)9+=+6A!

9,+.!24'3</.0!5+)5(+!)6!&!7+64&/.!5,+.);+.).!4,+!46'4,!2++;2!;'7,!(+22!;+&2'6&1(+!&.3!

4)! 1+! 7,&.0/.0! &((! 4,+! 4/;+>! -+(&4/=/2;! &.3! /.4+656+4/=/2;! 56)=/3+! &! 3/88+6+.4! 5+625+74/=+!

&.3! &60'+! 4,&4! 4,+! 46'4,! 7&.! 1+! 2++.! &2! 2'1H+74/=+! !P+.c/.!n! W/.7)(.A! "[[Xb>! K<! 4,/2! 4,+<!

;+&.!4,&4!+=+6<!/.3/=/3'&(!5+67+/=+2!4,+!46'4,!/.!&!3/88+6+.4!9&<!&.3!1&2+3!).!7'(4'6+!&.3!

+B5+6/+.7+2! &.! /.3/=/3'&(2#! 5+67+54/).! )8! 4,+! 46'4,! 7&.! 7,&.0+>! @,+6+8)6+A! /4! 7&.! 1+!

R'+24/).+3!/8!4,+6+!6+&((<!/2!&!24&4/7!46'4,A!)6!4,&4!4,+!24&4/7!46'4,!/2!H'24!&!()4!)8!5+)5(+!()):/.0!

&4! 2);+4,/.0! J9/4,! 4,+!2&;+! 4<5+!)8!0(&22+2!).#>!@6'4,!7&.! 4,+6+8)6+!7,&.0+!1&2+3!).!.+9!

/.2/0,42!&.3!&!3/88+6+.4!9&<!)8!()):/.0!&4!2);+4,/.0>!@,+6+8)6+A!46'4,!9/((!.)4!+B/24!)'42/3+!

&.!/.3/=/3'&(A!1'4!/2!2'1H+74/=+!&.3!3+5+.32!).!+&7,!/.3/=/3'&(#2!5+625+74/=+>!@6'4,!7&.!1+!

.+0)4/&4+3! 4,6)'0,!3/&()0'+"!P+.c/.!n!W/.7)(.A! "[[Xb>!@,/2! 6+2+&67,!9/((! 4&:+! 4,/2!:/.3!)8!

5+625+74/=+>!j8! 7)'62+A! ()):/.0! &4! /4! 86);! 4,/2! 5+625+74/=+! /2! &(2)! H'24! &! 8)6;! )8! 2'1H+74/=+!

46'4,>!

j.4)()0/7&(!7).2/3+6&4/).2!8)7'2+2!).!4,+!R'+24/).!9,+4,+6!2)7/&(!+.4/4/+2!7&.!&.3!2,)'(3!1+!

7).2/3+6+3!)1H+74/=+2! +.4/4/+2! 4,&4!,&=+!&! 6+&(/4<! +B4+6.&(! 4)! 2)7/&(! &74)62! a)1H+74/=/2;b!)6! /8!

4,+<!2,)'(3!1+!7).2/3+6+3!2)7/&(!7).246'74/).2!1'/(3!'5!86);!4,+!5+67+54/).2!&.3!&74/).2!)8!

2)7/&(! &74)62! a7).246'74/)./2;b! aK6<;&.! &.3! K+((A! "[UUb>! @&:+.! /.4)! 7).2/3+6&4/).! 4,&4!



! U"!

/.3/=/3'&(2! 4,+;2+(=+2! 7,&.0+! 4,+! 5+67+54/).! )8! 4,+! 46'4,A! 4,+! )12+6=&4/).! )8! &! 2)7/&(!

5,+.);+.).!&2!/.!4,/2!24'3<!9/((!4&:+!5(&7+!86);!4,+!5+625+74/=+!)8!7).246'74/)./2;A!9,+6+!

/4! /2! &22';+3! 4,&4! 2)7/&(! &74)62! /.8('+.7+! 4,+! 5,+.);+.&>! E4! /2! &60'+3! 4,&4! &! 2)7/&(!

5,+.);+.&!3)+2!.)4!+B/242!/.3+5+.3+.4!)8!2)7/&(!&74)62A!1'4!4,&4!4,+<!&6+!&77);5(/2,/.0!4,+!

5,+.);+.&! 4,+;2+(=+2! &.3! &6+! /.! &! 7).24&.4! 24&4+! )8! 6+=/2/).>! @,/2! ;+&.2! 4,&4! ,)9! 4,/2!

24'3<!/2!5+67+/=+3!&(2)!3+5+.32!5&64(<!).!4,+!6+2+&67,+62#!)9.!&77)'.4!)8! 4,+!2)7/&(!9)6(3!

&.3!5+67+54/).!)8!9,&4!/2!4)!1+!2++.!&2!4,+!46'4,>!@,+6+1<A!4,/2!6+2+&67,!/2!,)(3/.0!&!5&/6!)8!

0(&22+2!/.!86).4!)8!<)'A!4)!2,)9!&!7+64&/.!4<5+!)8!6+&(/4<>!

2.1.2 The method 

G/.7+A!&77)63/.0!4)!4,+!56+=/)'2!+B5(&/.+3!5+625+74/=+!)8!6+&(/4<A!4,+!46'4,!7&.!1+!.+0)4/&4+3!

4,6)'0,!3/&()0'+" !P+.c/.!n!W/.7)(.A! "[[Xb! &! R'&(/4&4/=+!;+4,)3! &556)&7,!9/((! 1+!'2+3! 4)!

+.2'6+!&.!&3+R'&4+!3/&()0'+!1+49++.!4,+!6+2+&67,+6!&.3!4,+!5&64/7/5&.42!)8!4,+!24'3<>!]&.<!

J,)9#!&.3! J9,<#!R'+24/).2!.++3! 4)!1+!&2:+3! 4)! /.=+24/0&4+!,)9!4,+!1'2/.+22+2!9)6:>!N(2)A!

4,+! 8)7'2! )8! 4,+! 24'3<! 9/((! 1+! ).! &! 7).4+;5)6&6<! 5,+.);+.).! /.! &! 6+&($(/8+! 7).4+B4>!

D'64,+6;)6+A!4,+6+!9/((!1+!(/44(+!7).46)(!)=+6!4,+!)60&./c&4/).2!4,+;2+(=+2>!*&2+!24'3/+2!&6+!&!

56+8+66+3! ;+4,)3! 9,+.! /4! 7);+2! 3)9.! 4)! 4,+! 4,6++! 56+=/)'2! 7).3/4/).2! a`/.A! "[[Vb>! @)!

246+.04,+.!4,+!24'3<A!4,+!6+2+&67,+6!;&3+!'2+!)8!;'(4/5(+!7&2+2>!!

N84+6! &! 4,)6)'0,! (/4+6&4'6+! 6+2+&67,! 4,+! 6+2+&67,+6! 3/27)=+6+3! 4,&4! 4,+6+! 9&2! .)4! ;'7,!

(/4+6&4'6+!&=&/(&1(+!&1)'4!4,+!4)5/7>!@,+6+8)6+A!/4!9&2!7,)2+.!4)!3)!&.!+B5()6&4/=+!24'3<>!@,+!

8)7'2!/2!).!6+&($(/8+!1'2/.+22+2!/.24+&3!)8!).(/.+!1'2/.+22+2!4,&4!9)6:!9/4,!4,/2!7).7+54A!4)!1+!

&1(+!4)!+B5+6/+.7+!,)9!4,+!1'2/.+22+2!9)6:!/.!/.4+6&74/).!9/4,!4,+/6!7'24);+62!/.!&!6+&($(/8+!

2+44/.0>! ])24! )8! 4,+! 6+&($(/8+! 1'2/.+22+2! 4,&4! 9+6+! 8)'.3! &6+! 9)6:/.0! /.! 4,+! ,)25/4&(/4<!

/.3'246<A!4,+6+8)6+!4,+!24'3<!/2!25+7/8/+3!4)!8)7'2!).!4,/2!/.3'246<>!

2.1.3 Language 

"&'+0#''($!@,+!1'2/.+22+2!3)!.)4!&(9&<2!7&((!4,+;2+(=+2!&!1'2/.+22>!@,+<!56+8+6!)4,+6!.&;+2!

2'7,!&2!2)7/&(!+.4+656/2+A!46'248'(.+22!)6!5,/()2)5,<>!O)9+=+6A!2/.7+!4,+!&/;!)8!4,/2!5&5+6!/2!

4)!()):!&4!4,+!;)3+(2!86);!1)4,!&!;&6:+4$!&.3!0/84!+7).);<!5+625+74/=+!&.3!8)6!4,+!2&:+!)8!

4,+!6+&3&1/(/4<!)8!4,/2!5&5+6A!/4!9&2!7,)2+.!4)!7&((!4,+;!1'2/.+22+2>!!

2.2 Research design and trustworthiness 

N! 6+2+&67,! 3+2/0.! /2! &! ()0/7&(! 5(&.! 8)6! 0+44/.0! 86);! ,+6+! 4)! 4,+6+! a`/.A! "[[Vb>! @,/2! 24'3<!

8)(()9+3! 4,+! ()0/7! )8! `/.! a"[[Vb! 4)! 24&64! 9/4,! &! 4,)6)'0,! (/4+6&4'6+! 6+=/+9! 4)! 3+=+()5! &.!

&60';+.4A! 8)(()9+3!1<!5)2/.0!R'+24/).2>!@,+!R'+24/).2! &6+!3+=+()5+3! /.! 4,+! 6+2+&67,! &.3!

2'1$6+2+&67,!R'+24/).2>!@,+!3+=+()5+3!4,+)6<!/2!'2+3!&2!&!4+;5(&4+!4)!7);5&6+!&.3!3/27'22!

4,+!+;5/6/7&(!6+2'(42!9/4,>!Q,/(+!)14&/./.0!4,+!+;5/6/7&(!6+2'(42A!4,+6+!,&2!1++.!&!1&7:$&.3$

8)64,! 1+49++.! 4,+! (/4+6&4'6+! &.3! 4,+! 8/.3/.02>! @,+6+8)6+A! 4,+! &60';+.4! 7)'(3! 1+! 8'64,+6!

3+=+()5+3!&.3!4,+!8/.3/.02!7)'(3!1+!'2+3!4)!1'/(3!).!4,+!4,+)6<!&2!9+((>!!



! UC!

@)!;&:+!2'6+!4,+!6+2+&67,!&.3!4,+!+;5/6/7&(!3&4&!4,&4!,&=+!1++.!7).3'74+3!7&.!1+!46'24+3A!

3/88+6+.4!8&74)62!,&=+!1++.!4&:+.!/.4)!7).2/3+6&4/).!9,/(+!3+2/0./.0!4,+!6+2+&67,!&2!9+((!&2!

3'6/.0! 4,+! &7R'/6+;+.4! )8! 4,+! 3&4&>! G/.7+! 4,/2! 24'3<! &22';+2! 4,&4! 6+&(/4<! /2! 2)7/&((<!

7).246'74+3! &.3! .+0)4/&4+3! 9/4,/.! 2)7/&(! 2+44/.02A! 7'(4'6+2! &.3! 6+(&4/).2,/52! 9/4,! )4,+6!

5+)5(+A!=&(/3/4<!7&..)4!1+!06)'.3+3!/.!&.!)1H+74/=+!6+&(/4<!aW/.7)(.!&.3!?'1&A!UVZXb>!@,+6+!

&6+!;'(4/5(+!&.3!=&(/3!7(&/;2!4)!:.)9(+30+!)6! 4,+! 46'4,A!2/.7+!9,&4! /2! 4&:+.!4)!1+!=&(/3!)6!

46'+!/2!.+0)4/&1(+>!N.0+.!a"[[[b!)88+62!76/4+6/&!8)6!+=&('&4/.0!6+2+&67,!86);!4,/2!5+625+74/=+>!

N77)63/.0!4)!,+6A!/4!/2!/;5)64&.4!4)!1+!&9&6+!)8!4,+!7,)/7+2!&.3!/.4+656+4&4/).2!4,&4!&6+!1+/.0!

;&3+! 1<! 4,+! 6+2+&67,+6! 3'6/.0! 4,+! /.R'/6<! 56)7+22! &.3! 4)! 4&:+! 6+25).2/1/(/4<! 8)6! 4,)2+!

7,)/7+2>!@,&4!1+/.0! 2&/3A! 1)4,! 4,+! /.4+656+4/=+! 7,)/7+2!&.3!1/&2+2!,&=+!1++.!3/27'22+3!&.3!

+B5(&/.+3! /.! 4,+! 3/27'22/).! &.3! 2+(8$6+8(+74/).! ,&2! 1++.! 4&:+.! 5(&7+! 4)! '.3+624&.3! 4,+!

46&.28)6;&4/).! 4,+! 6+2+&67,+6!;&:+2! 4)0+4,+6!9/4,! 4,+! 6+2+&67,!56)H+74>! W/.7)(.! &.3!?'1&!

aUVZXb! &33!;)6+! 0'/3&.7+! &.3! 24&4+! 4,&4! 46'249)64,/.+22! /.=)(=+2! +24&1(/2,/.0! 76+3/1/(/4<A!

46&.28+6&1/(/4<A!3+5+.3&1/(/4<!&.3!7).8/6;&1/(/4<>!

Credibility 

*6+3/1/(/4<!/2!4,+!7).8/3+.7+!/.!4,+!46'4,!)8!4,+!8/.3/.02!aW/.7)(.!&.3!?'1&A!UVZXb>!@,/2!24'3<!

,&2!1'/(4!'5!76+3/1/(/4<!1<!25+.3/.0!&!2'88/7/+.4!4/;+!/.!4,+!8/+(3!a;)6+!4,&.!,&(8!)8!4,+!4)4&(!

4/;+!8)6!4,+!6+2+&67,b!4)!'.3+624&.3!4,+!2)7/&(!2+44/.0!&.3!5,+.);+.).A!1+7);/.0!)6/+.4+3!

4)!4,+!2/4'&4/).!&.3!4)!1'/(3!'5!46'24>!E4!56)=/3+2!3+54,!1<!5+62/24+.4!)12+6=&4/).!4)!1+!&1(+!

4)!8)7'2!).!4,+!;)24!6+(+=&.4!7,&6&74+6/24/72!&.3!+(+;+.42!/.!3+4&/(>!@,/2!24'3<!'2+3!;'(4/5(+!

3&4&! 2)'67+2! 2'7,! &2! /.4+6=/+92A! )12+6=&4/).2! &.3! 3)7';+.42! &.3! 3/88+6+.4! 4,+)6+4/7&(!

5+625+74/=+2! 4)! +24&1(/2,! 46/&.0'(&4/).>! @,+! 6+2+&67,! ,&2! 1++.!3/27'22+3!9/4,!3/2/.4+6+24+3!

5++62!4)!2++!3/88+6+.4!5)/.4!)8!=/+92!8)6!4,+!&.&(<2/2>!E4!&(2)!'2+3!3+=/&.4!7&2+!&.&(<2/2A!9,/7,!

;+&.2!4,&4!+(+;+.42!)8!4,+!3&4&!4,&4!3)!.)4!2'55)64!7+64&/.!5&44+6.2!4,&4!&6+!+;+60/.0!86);!

4,+!3&4&! &.&(<2/2!,&=+!1++.!3/27'22+3! 4)!1+! &1(+! 4)! 6+8/.+! 4,+! &.&(<2/2! aW/.7)(.! &.3!?'1&A!

UVZXb>! f&(/3/4<! ,&2! 1++.! +24&1(/2,+3! 1<! 7,+7:/.0! 9/4,! 4,+! /.4+6=/+9+3! /8! 4,+! 3&4&! 4,+<!

56)=/3+3!,&2!1++.!/.4+656+4+3!7)66+74(<>!!

Transferability 

@6&.28+6&1/(/4<! 2,)92! 4,&4! 4,+! 8/.3/.02!7&.!1+!&55(/7&1(+! /.!)4,+6! 7).4+B42!&.3! /2!&!9&<! 4)!

&7,/+=+!+B4+6.&(!=&(/3/4<!aW/.7)(.!&.3!?'1&A!UVZXb>!@,/2!,&2!1++.!1+!3).+!1<!;&:/.0!&!4/7:!

3+276/54/).!/.!4,+!6+2'(42!)8!4,+!7&2+2!4)!2,)9!4,+!5&44+6.2!)8!7'(4'6&(!&.3!2)7/&(!6+(&4/).2,/52!

&.3! 5'4! 4,+;! /.4)! 7).4+B4>! N((! 4,+! 7);;+.42! 4,&4! 9+6+! '2+3! /.! 4,/2! 24'3<! 4,&4! 9+6+!

2'146&74+3!86);!3/88+6+.4!/.4+6=/+92!7&.!1+!8)'.3!/.!4,+!&55+.3/B!&2!9+((>!

Dependability  

P+5+.3&1/(/4<! 2,)92! 4,&4! 4,+! 8/.3/.02!&6+! 7).2/24+.4! &.3! 7)'(3!1+! 6+5+&4+3A!9,/7,! 7&.!1+!

3).+! 1<! +B4+6.&(! &'3/42! aW/.7)(.! &.3!?'1&A! UVZXb>! @,/2! 24'3<! ,&2! 1++.! 1)4,! 0'/3+3! 1<! &!

2'5+6=/2)6! &2! 9+((! &2! 1++.! +B&;/.+3! &.3! +=&('&4+3! 1<! &! 6+2+&67,+6! .)4! /.=)(=+3! /.! 4,+!



! UT!

6+2+&67,!56)7+22>!M+B4!4)!4,&4A!;'(4/5(+!7&2+!24'3/+2!7).46/1'4+!4)!&!,/0,+6!3+5+.3&1/(/4<!&2!

9+((! /.!7);5&6/2).!4)!2/.0(+!7&2+!24'3/+2A!2/.7+!;'(4/5(+!7&+2!&6+!(/:+(<!4)!1+!246).0+6!a`/.A!

"[[Vb>!

Confirmability  

*).8/6;&1/(/4<!7&.!1+!+24&1(/2,+3!1<!+B4+6.&(!&'3/42!&.3!46/&.0'(&4/).!&2!9+((A!1'4!&.!&'3/4!

46&/(! &.3! 6+8(+B/=/4<! /2! &(2)! /;5)64&.4! aW/.7)(.! &.3! ?'1&A! UVZXb>! @,/2! 6+2+&67,! ,&2! &!

46&.25&6+.4!3+276/54/).!)8! 4,+! 24+52! 4&:+.! 86);! 4,+! 24&64! )8! 4,+!56)H+74! 4)! 4,+!3+=+()5;+.4!

&.3!6+5)64!)8!4,+!8/.3/.02>!-+7)632!&.3!4&5+2!86);!4,+!/.4+6=/+92!,&=+!1++.!:+54!&.3!3&4&!

.)4!'2+3!/.!4,+!8/.&(!56)3'74!,&2!1++.!2&=+3>!@,+!/.4+6=/+92!7&.!1+!8)'.3!/.!4,+!&55+.3/B!&2!

9+((>!N.!&44/4'3+!)8! &44+.3/.0! 2<24+;&4/7&((<! 4)! 4,+! 7).4+B4! )8! :.)9(+30+! 7).246'74/).!,&2!

1++.!,)(3! 4)!+24&1(/2,! 6+8(+B/=/4<>! E4!,&2!1++.! 4&:+.! /.4)!7).2/3+6&4/).! 4,&4! 4,+! 6+2+&67,+6#2!

1&7:06)'.3!&.3!5)2/4/).!&88+742!4,+!5+625+74/=+!)8!4,+!6+2+&67,!aW/.7)(.!&.3!?'1&A!UVZXb>!

2.2.1 Ethical considerations 

N.0+.! a"[[[b! &60'+2! 4,&4! /4! /2! /;5)64&.4! 4)! 6+7)0./2+! 4,&4! 4,+! 7,)/7+2! ,&=+! +4,/7&(!

7).2/3+6&4/).2! &2! 9+((>! S4,/7&(! 7).2/3+6&4/).2! &1)'4! 4,+! 6+2+&67,! /.=)(=+! 4,&4! /4! 9/((! 1+!

,+(58'(!8)6!4,+!4&60+4!5)5'(&4/).A!/4!7).46/1'4+3!4)!4,+!&6+&!)8!:.)9(+30+!4,&4!/2!&=&/(&1(+!&.3!

4,+!9,)(+!6+2+&67,!,&2!1++.!&!0))3!(+&6./.0!56)7+22>!D'64,+6;)6+A!&((!4,+!5&64/7/5&.42!,&=+!

1++.! /.8)6;+3! &1)'4! 4,+! 6+2+&67,A! 1)4,! 9,+.! 4,+! 6+2+&67,+6! 9&2! )12+6=/.0! &2! 9+((! &2!

5&64/7/5&4/.0!/.!4,+!1'2/.+22+2>!K+8)6+!,&=/.0!4,+!/.4+6=/+92A!4,+!5&64/7/5&.42!9+6+!/.8)6;+3!

&1)'4!4,+!5'65)2+!&.3!.&4'6+!)8!4,+!24'3<A!4,+!&556)B/;&4+!(+.04,!)8!4,+!/.4+6=/+9!&.3!4,+!

&/;!)8!4,+!6+2+&67,>!@,+<!9+6+!/.8)6;+3!4,&4!4,+<!9+6+!.)4!)1(/0+3!4)!&.29+6!+=+6<!R'+24/).!

&.3! 4,&4! 4,+<! 7)'(3! 9/4,36&9! 86);! 4,+! /.4+6=/+9! &4! &.<! 4/;+>! N(2)A! 4,+! /.4+6=/+92! 9/4,!

7'24);+62A! 0'+242! &.3! +;5()<++2! ,&=+! 1++.! ,+(3! &.).<;)'2(<A! 2/.7+! 4,+/6! .&;+2! &6+! .)4!

24&4+3!&4!4,+!/.4+6=/+92>!j.(<!4,+!8/624!.&;+2!)8!4,+!8)'.3+62!&.3!=)('.4++62!,&=+!1++.!'2+3>!

@,+!5+)5(+! 4,&4!9+6+!8/(;+3!,&=+!1++.!&2:+3!8)6!5+6;/22/).!&.3!9+6+! /.8)6;+3!&1)'4! 4,+!

5'65)2+!)8!4,+!8/(;+3!;&4+6/&(>!!

2.3 Data collection  

@)!1+!&1(+!4)!7)((+74!3&4&A!3/88+6+.4!1'2/.+22+2!/.!4,+!,)25/4&(/4<!/.3'246<!4,&4!9)6:!9/4,!4,+!

5&64/7/5&4)6<! 56/7/.0! ;)3+(! 9+6+! 7).4&74+3>! @,+<! 9+6+! &556)&7,+3! 1<! +;&/(A! 5,).+! &.3!

G:<5+!4)!&2:!/8!4,+<!9&.4+3!4)!5&64/7/5&4+!/.!4,+!24'3<>!N84+6!2+=+6&(!9++:2!)8!&556)&7,/.0!

3/88+6+.4!1'2/.+22+2A! &.!&06++;+.4!9/4,! 4,6++!)8! 4,+;!9&2! 6+&7,+3>!@)!0&4,+6! /.8)6;&4/).!

86);! 4,)2+! 4,6++! 7&2+2! 4,+! 8)(()9/.0! R'&(/4&4/=+! ;+4,)32! ,&=+! 1++.! '2+3_! a5&64/7/5&.4b!

)12+6=&4/).2A!/.4+6=/+92!&.3!3)7';+.4!&.&(<2/2>1

2.3.1 Participant observation 

%&64/7/5&.4!)12+6=&4/).2!&6+!,+(58'(!9,+.!J9,<#!&.3!J,)9#!R'+24/).2!.++3!4)!1+!&.29+6+3A!

9,+.!4,+!4)5/7!/2!6+(&4/=+(<!'.+B5()6+3!&.3!9,+.!/4!/2!/;5)64&.4!4)!24'3<!&!5,+.);+.).!/.!

/42! .&4'6&(! 2+44/.0! aP+.c/.!n!W/.7)(.A! "[[Xb>! @,+! 7&2+2!,&=+!1++.! 24'3/+3! /.4+.2/=+(<! 8)6! &!

2,)64!5+6/)3!)8!4/;+>!@)!/;;+62+!/.4)!4,+!7'(4'6+!&.3!+.=/6).;+.4!)8!4,+!1'2/.+22!&.3!4)!1+!



! UX!

&1(+!4)!)12+6=+A!4,+!6+2+&67,+6!,&2!25+.4!&4!(+&24!8/=+!3&<2!&4!+&7,!1'2/.+22!&.3!+/4,+6!9)6:+3!

4)0+4,+6!9/4,!4,+!8)'.3+62!&.3!=)('.4++62!)6!+;5()<++2!4)!2+6=+!4,+!7'24);+62!)6!)12+6=+3!

4,+;>!N4!7&8L!@-FG@A!4,+!6+2+&67,+6!,&2!9)6:+3!4)0+4,+6!9/4,!4,+!=)('.4++62!&.3!8)'.3+62!

8'((4/;+!8)6!2/B!3&<2>!N4!M)4!N.)4,+6!O)24+(A!4,+!6+2+&67,+6!24&<+3!&4!4,+!,)24+(!8)6!4+.!3&<2!

&.3!'2+3!)12+6=&4/).2!&.3!5&64/7/5&4+3!9/4,!1)4,!4,+!8)'.3+6!&.3!)4,+6!0'+24!/.!&74/=/4/+2!&2!

9+((>! N4! P+6! Q/+.+6! P++9&.! 4,+! 6+2+&67,+6! 7&;+! /.! +=+6<3&<! 8)6! &4! (+&24! 2/B! ,)'62! 4)!

)12+6=+6!&.3!/.4+6=/+9>!K<!'2/.0!a5&64/7/5&.4b!)12+6=&4/).2!/4!9&2!5)22/1(+!4)!+B5+6/+.7+!4,+!

9,)(+!1'2/.+22!7'(4'6+!86);!1)4,!4,+!)9.+62#!&.3!+;5()<+62#!2/3+!&2!9+((!&2!4,+!7'24);+6#2!

2/3+>!N77)63/.0!4)!K6<;&.!&.3!K+((!a"[UUbA!1+/.0!&!5&64/7/5&.4!)12+6=+6!7&.!1+!1+.+8/7/&(!4)!

1+!&1(+!4)!0&/.!&77+22!4)!&.!)60&./2&4/).>!O)9+=+6A!/4!/2!6+7);;+.3+3!&2!9+((!4)!3+=+()5!&!

,/0,!3+06++!)8! 2+(8$&9&6+.+22!&.3!.)4! 4&:+! 4,+! 4,/.02!<)'!2++! 8)6!06&.4+3>!N((! 4,6++!)8! 4,+!

7&2+2!&6+!2;&((!1'2/.+22+2!9,+6+!4,+!8)'.3+62!9+6+!9)6:/.0!4)0+4,+6!9/4,!4,+!+;5()<++2!/.!

4,+! 1'2/.+22! /42+(8>! @,+6+8)6+A! /4! ,&2! 1++.! +&2<! 4)! 0+4! /.! 7).4&74! 9/4,! &((! (&<+62! )8! 4,+!

)60&./2&4/).>!P'6/.0!4,+!)12+6=&4/).A!5/74'6+2A!8/(;2!&.3!6+7)632!,&=+!1++.!;&3+>!M)4+2!/.!

4,+!8)6;!)8!3&/6<!,&=+!&(2)!1++.!4&:+.>!

2.3.2 Interviews  

G+;/$246'74'6+3! /.4+6=/+92! ,&=+! 1++.! ,+(3! 9/4,! 7'24);+62A! 9)6:+62A! =)('.4++62! &.3! 4,+!

8)'.3+62!4)!0+4!&!,)(/24/7!5/74'6+!)8!4,+!1'2/.+22!&.3!4,+!5&64/7/5&4)6<!56/7/.0!7).7+54!4,+<!

&6+!9)6:/.0!9/4,>!P'6/.0!4,+!/.4+6=/+92A!)5+.!R'+24/).2!9+6+!&2:+3!9/4,!4,+!0)&(!4)!+=):+!&!

3/27'22/).!&.3! 4)!0+4! 4,+!5)/.4!)8!=/+9!)8! 4,+! /.4+6=/+9+3>!G+;/$246'74'6+3!+.4/4(+2! 8)6;&(!

/.4+6=/+92!4,&4!7)=+6!25+7/8/7!4)5/72!&2!9+((!&2!4,&4!4,+6+!9/((!1+!25&7+!8)6!R'+24/).2!4,&4!&6+!

.)4! /.7('3+3! /.! 4,+! 4)5/72! aK6<;&.!&.3!K+((A! "[UUb>!F2/.0! 4,/2! 4<5+!)8! /.4+6=/+92!56)=/3+3!

6+(/&1(+A! 7);5&6&1(+! &.3! R'&(/4&4/=+! 3&4&>! E4! &(()9+3! 4,+! 6+2+&67,+6! 4)! 3+=+()5! &! :++.!

'.3+624&.3/.0!)8!4,+!4)5/7!)8!/.4+6+24!&.3!0&=+!4,+!)55)64'./4<!4)!/3+.4/8</.0!.+9!9&<2!)8!

2++/.0! &.3! '.3+624&.3/.0A! 1+7&'2+! /4! 9&2! 5)22/1(+! 4)! 3/=+60+! &! 1/4! 86);! 4,+! 0/=+.! 4)5/72!

aP+.c/.!n!W/.7)(.A!"[[Xb>!!

@,+!4&1(+!1+()9!2,)92!,)9!;&.<!/.4+6=/+92!,&=+!1++.!4&:+.!&.3!9/4,!9,);>!M)4!N.)4,+6!

O)24+(!/2!6'.!1<!2)(+(<!4,+!8)'.3+6A!2)!4,+6+!9+6+!.)!+;5()<++2!)6!=)('.4++62!4)!/.4+6=/+9>!

1 X%.,'"&(1 >?6C%#""(\J%C.,-""&(1 P.(-%?"&(\7."(-(1

9BZR91 "! "! ^!

T%-1Q,%-:"&1U%(-"C1 U! $! X!

K"&1V0","&1K""$5,1 "! C! U[!

95;C"18)1+,-"&J0"$(1-5N",1

@,+!R'+24/).2!8)6!4,+!/.4+6=/+92!9+6+!0&/.+3!4,6)'0,!4,+!)'47);+!)8!4,+!(/4+6&4'6+!6+2+&67,A!

4,+!6+2+&67,!&1)'4!4,+!1'2/.+22+2!1+8)6+!=/2/4/.0!4,+;!&.3!4,+!a5&64/7/5&.4b!)12+6=&4/).2!4,&4!

9+6+!;&3+!1+8)6+! 4,+! /.4+6=/+92>!@,+! /.4+6=/+92! 4,+;2+(=+2! &(2)! (+3! 4)! 4,+!)14&/.;+.4!)8!

;)6+! R'+24/).2>!j5+.!R'+24/).2!9+6+! 1+/.0! &2:+3! 1&2+3! ).! 4,+!3/88+6+.4! 2'1H+742! 4,&4! &6+!

24&4+3!/.!4,+!4&1(+2!1+()9>!

!



! U^!

Case I TRUST 

+,-"&J0"$"'1! ]."(-0%,(1(.;^"/-(!

X%.,'"&(1 j60&./2&4/)._!,)9!&6+!7,&.0+2!1+/.0!;&3+A!,/+6&67,<\!

1 f&('+2_!j.+!+7).);<!a=/+9!).!;).+<bA!2,&6/.0A! ()=+A! 46'24>!

O)9!3)!4,+<!9)6:\!

_%C.,-""&(15,'1M%.,'"&(1 G);+4,/.0! &1)'4! 4,+;2+(=+2_! ,)9! 4,+<! 7&;+! 4)!9)6:! ,+6+A!

4,+/6! 6)(+A! 9,&4! 4,+<! (/:+! &1)'4! @-FG@A! ,)9! 4,+<! 2++!

4,+;2+(=+2!/.!6+(&4/).!4)!@-FG@!

1 SB5(&/./.0!@-FG@!a5,/()2)5,<b!&.3!4,+!7&8L!a1'2/.+22b!

1 *'24);+62_! ,)9! 3)! <)'! 2++! 4,+;A!;&6:+4/.0A!9,&4! /2! 4,+/6!

6)(+\!

1 %&<! &2! <)'! 8++(_! ,)9! 3)+2! /4! 9)6:A! 9,<! &.3! 9,+.! 3/3! /4!

24&64\!

1 ?)&(2A!2'77+228'(.+22A!2'24&/.&1/(/4<A!=/2/).!

P.(-%?"&(11 -+0'(&6! 7'24);+6! )6! .)4\! O)9! 4,+<! 2++! 4,+;2+(=+2! /.!

6+(&4/).!4)!@-FG@!

1 f/+9!).!@-FG@!&.3!,)9!4,+<!9)6:!

1 f/+9!).!4,+!5&<!&2!<)'!8++(A!,)9!3)!4,+<!3+7/3+!,)9!;'7,!

4)!5&<!

95;C"1=)1+,-"&J0"$(19BZR91

Case II Not Another Hostel  

+,-"&J0"$"'1! ]."(-0%,(1(.;^"/-(!

X%.,'"&1 O)9! 3/3! /4! 24&64A! 9,&4! 9&2! 4,+! &/;d0)&(A! ,)9! 4,+<! 2++!

4,+;2+(=+2!

1 @,+!7).7+54!%&<!/4!8)69&63_!,)9!3)+2!/4!9)6:A!9,<!3/3!<)'!

24&64!/4\!]&6:+4/.0\!

1 j60&./2&4/)._!(+0&(/4<A!+;5()<++2\!

1 ?'+24_! ,)9! 3)! <)'! 2++! 4,+;A! 9,&4! 3)! 4,+<! ;+&.! 8)6! 4,+!

1'2/.+22A!;/2'2+!

1 ?)&(2A!2'77+228'(.+22A!2'24&/.&1/(/4<A!=/2/).!

1 f&('+2_!46'24A!2,&6/.0A!,)25/4&(/4<>!Q,&4!3)!4,+<!;+&.!/.!4,+!

,)24+(\!

F."(-(1 W).0$4+6;!0'+24!)6!.)4\!!

1 f/+9! ).! M)4! N.)4,+6! O)24+(>! P)! 4,+<! 8++(! 4,+<!

5&64/7/5&4+d6+25).2/1/(/4<!8)6!4,+!7).7+54\!

1 f/+9! ).! 4,+! 5&<! /4! 8)69&63d3).&4/).! 1&2+3A! ,)9! 3)! 4,+<!

3+7/3+!,)9!;'7,!4)!5&<!

95;C"1A)1+,-"&J0"$(1T%-1Q,%-:"&1U%(-"C1

 

 

 



! UY!

Case III Der Wiener Deewan 

+,-"&J0"$"'1! ]."(-0%,(1(.;^"/-(!

X%.,'"&(1 O)9! 3/3! /4! 24&64A! 9,&4! 9&2! 4,+! &/;d0)&(A! ,)9! 4,+<! 2++!

4,+;2+(=+2!

1 @,+!7).7+54!%&<!&2!<)'!9/2,_!,)9!3)+2!/4!9)6:A!9,<!3/3!<)'!

24&64!/4\!]&6:+4/.0\!

1 j60&./2&4/)._! ,)9! &6+! 7,&.0+2! 1+/.0! ;&3+A! ,/+6&67,<A!

(+0&(/4<A!+;5()<++2!

1 *'24);+62_!,)9!3)!<)'!2++!4,+;A!9,&4!3)!4,+<!;+&.!8)6!4,+!

1'2/.+22!

1 ?)&(2A!2'77+228'(.+22A!2'24&/.&1/(/4<A!=/2/).!

1 f&('+2_! 46'24A!2,&6/.0A!4+&7,/.0!5+)5(+A!;)6&(>!Q,&4!3)!4,+<!

;+&.!/.!4,+!6+24&'6&.4\!

>?6C%#""(1 G);+4,/.0! &1)'4! 4,+;2+(=+2_! ,)9! 4,+<! 7&;+! 4)!9)6:! ,+6+A!

4,+/6!6)(+A!9,&4!4,+<!(/:+!&1)'4!P+6!Q/+.+6!P++9&.!

1 @,+!7).7+54!%&<!&2!<)'!9/2,_!,)9!3)+2!/4!9)6:A!9,&4!3)!<)'!

4,/.:!)8!/4\!

1 *'24);+62_!,)9!3)!<)'!2++!4,+;A!;&6:+4/.0A!/.=)(=+;+.4\!

P.(-%?"&(11 -+0'(&6!7'24);+6!)6!.)4\!!

1 f/+9!).!P+6!Q/+.+6!P++9&.! &.3!,)9! 4,+<!9)6:A!P)! 4,+<!

8++(!4,+<!5&64/7/5&4+d6+25).2/1/(/4<!8)6!4,+!7).7+54\!

1 f/+9!).!4,+!5&<!&2!<)'!9/2,A!,)9!3)!4,+<!3+7/3+!,)9!;'7,!

4)!5&<!

95;C"1E)1+,-"&J0"$(1K"&1V0","&1K""$5,1

N((!/.4+6=/+92!9/4,!4,+!8)'.3+62!&.3!+;5()<++2!)6!=)('.4++62!9+6+!6+7)63+3!).!4&5+!&.3d)6!

8/(;!&.3! &((! /.4+6=/+92!9/4,! 4,+! 7'24);+62!9+6+! +/4,+6! 6+7)63+3!)6!3/6+74(<!96/44+.!3)9.>!

@,+! 7'24);+62! 9+6+! .';1+6+3! 4)! +.2'6+! &.).<;/4<! 2)! 4,+/6! .&;+2! 9+6+! .)4! 1+/.0!

3/25(&<+3>! -+0&63/.0! 4,+! 8)'.3+62! &.3! =)('.4++62! ).(<! 4,+! 8/624! .&;+2! 9+6+! '2+3>!

@,+)6+4/7&(!2&;5(/.0!aK6<;&.!&.3!K+((A!"[UUb!,&2!1++.!'2+3!&2!9+((>!E4!,&2!1++.!4,+!&/;!4)!

6+&7,!4,+)6+4/7&(!2&4'6&4/).!1<!=/2/4/.0!3/88+6+.4!1'2/.+22+2!&.3!0+.+6&4/.0!3&4&!'.4/(!.)!.+9!

)6! 6+(+=&.4! 3&4&! 9&2! +;+60/.0A! 4,+! 7&4+0)6/+2! 9+6+! 9+((! 3+=+()5+3! &.3! 4,+! 6+(&4/).2,/52!

&;).0!4,+!7&4+0)6/+2!9+6+!9+((!+24&1(/2,+3!&.3!=&(/3&4+3!aG46&'22!n!*)61/.A!UVZZb>!!

2.3.3 Documents  

K+2/3+2! /.4+6=/+92!&.3!5&64/7/5&.4!)12+6=&4/).2A!&67,/=&(!3&4&!&.3!3)7';+.42!56)=/3+3!1<!

4,+! )60&./2&4/).2! ,&=+! &(2)! 1++.! '2+3! 4)! 0&4,+6! 3&4&! &2!9+((! &2! 4,+! /.8)6;&4/).! &=&/(&1(+!

).(/.+!a9+12/4+2!&.3!2)7/&(!;+3/&!'2+3!1<!4,+!1'2/.+22+2b>!G4'3</.0!4,+2+!3)7';+.42!,&=+!

56)=/3+3! &! 1+44+6! '.3+624&.3/.0! )8!9,&4! 4,+! 1'2/.+22+2! 4,/.:! /2! /;5)64&.4! &.3! 4)! '2+! &2!

&33/4/).&(! /.8)6;&4/).! aP+.c/.!n! W/.7)(.A! "[[Xb>! @,+! 3)7';+.42! 4,&4! ,&=+! 1++.! '2+3! &6+!

24&4+3!1+()9>!SB7+54!8)6!4,+!9+12/4+2A!4,+!3)7';+.42!7&.!&(2)!1+!8)'.3!/.!4,+!&55+.3/B>!

!



! UZ!

P5("1 K%/.?",-(1 R%.&/"1

9BZR91 Q+12/4+! @6'24&;24+63&;>)60!

1 D&7+1)):! .)4+! &1)'4! #K'2/.+22! /2!

4,+!.+9!7);;'./4<#!

D&7+1)):>7);d46'24&;24+63&;!

T%-1Q,%-:"&1U%(-"C1 Q+12/4+! M)4&.)4,+6,)24+(>)60!

1 N64/7(+! J%/4421'60,o2! ).(<! ,)24+(!

.)9!)5+.!/.!W&96+.7+=/((+#!

P+=+()5;+.4!.+92!

1 N64/7(+!J-+33/4!2&=+2!M)4!N.)4,+6!

O)24+(#!

%)57/4<!

K"&1V0","&1K""$5,1 Q+12/4+! P++9&.>&4!

1 P/.+$1<$3).&4/).!R'+24/)..&/6+!! @,+!1'30+4!46&=+((+6!

1 N64/7(+! J@,/2! %&:/24&./! 6+24&'6&.4!

/.!f/+..&!6'.2!).!46'24#!

P&9.!

1 N64/7(+!4,+!5&<$)882!&.3!5+6/(2!)8!&!

5&<$&2$<)'$9/2,!

KK*!*&5/4&(!

95;C"13)1K%/.?",-(1

2.3.4 Time schedule 

@,+!)88/7/&(!4/;+!8)6!4,+!6+2+&67,!9&2!./.+!9++:2A!9/4,!4,+!5)22/1/(/4<!4)!&3H'24!4,+!6+2+&67,!

'.4/(! 49)!9++:2!&84+6! 4,+! (&24! 2+;/.&6>!@,+! 8/624!9++:!&.3! 4,+! 4/;+!1+8)6+! 4,+!)88/7/&(! 24&64!

9&2!'2+3!4)!7).3'74!4,+!4,+)6+4/7&(!86&;+9)6:>!@,+!2+7).3!4/((!2/B4,!9++:!/.7('3+3!=/2/4/.0!

4,+!3/88+6+.4!1'2/.+22+2!&.3!)14&/./.0!4,+!+;5/6/7&(!3&4&!86);!4,+!7&2+!24'3/+2>!@,+!2+=+.4,!

4/((!./.4,!9++:!9+6+!25+.3!&.&(<2/.0!4,+!6+2'(42!&.3!96/4/.0!4,+!6+5)64>!E.!4,+!./.4,!9++:!4,+!

8/.&(!2+;/.&6!4)):!5(&7+>!@,+!+B46&!4+.4,!&.3!+(+=+.4,!9++:!9+6+!'2+3!4)!8/.&(/c+!4,+!6+5)64>!!

Q,+.! &! 0+.+6&(! )'4(/.+! )8! 4,+! 4,+)6+4/7&(! 86&;+9)6:!9&2! +24&1(/2,+3A! 4,+! 6+2+&67,! 24&64+3!

9/4,! =/2/4/.0! 4,+! 4,6++! 1'2/.+22+2! /.! 4,+! 2+7).3! 9++:! )8! 4,+! 6+2+&67,>! *&8L! @-FG@! /.!

N;24+63&;!,&2!1++.!6+2+&67,+3!8)6!2+=+.!3&<2A!4,+!,)24+(!/.!%/4421'60,!,&2!1++.!6+2+&67,+3!

8)6!4+.!3&<2!&.3!P+6!Q/+.+6!P++9&.!/.!f/+..&!,&2!1++.!6+2+&67,+3!8)6!8/=+!3&<2>!@)0+4,+6!

9/4,! 2);+! 46&=+(! 3&<2! /.! 1+49++.A! 4,+! 2+7).3! 4/((! 2/B4,! 9++:! 9+6+! 25+.4! 46&=+(/.0! &.3!

=/2/4/.0!4,+!1'2/.+22+2>!N84+69&632A!4,+!3&4&!&.&(<2/.0!24&6+3>!@,+!4/;+!27,+3'(+!7&.!1+!2++.!

/.!4,+!4&1(+!1+()9>!!

V""N1 4C5,1 V""N11 4C5,11

*1 @,+)6+4/7&(!86&;+9)6:! 31 K'2/.+22!C!

81 K'2/.+22!U! <1 N.&(<2/.0!n!96/4/.0!

=1 K'2/.+22!Ud"! @1 N.&(<2/.0!n!96/4/.0!

A1 K'2/.+22!"! D1 N.&(<2/.0!n!96/4/.0!

E1 K'2/.+22!"dC! *H\**1 D/.&(/c/.0!

95;C"1<)190?"1(/:"'.C"1



! UV!

 

2.4 Data analysis 

D)(()9/.0! 4,+! 2'00+24/).2! )8!`/.! a"[[VbA! 4,+! 7&2+2! ,&=+! 1++.! &.&(<2+3!1&2+3!).! &.&(<4/7&(!

0+.+6&(/c&4/).A!9,+6+1<!4,+!&60';+.4!3+=+()5+3!/.!4,+!4,+)6+4/7&(!86&;+9)6:!,&2!1++.!'2+3!

4)!246+.04,+.! 4,+!6+2'(42>!N!2+;/$/.3'74/=+!&556)&7,!,&2!1++.!'2+3A!9,+6+1<!).!).+!,&.3!

3&4&!,&2!1++.!7)((+74+3!1&2+3!).!56+=/)'2! 24'3/+2! a3+3'74/=+bA!1'4! 2/.7+! (/44(+! 6+2+&67,!,&2!

1++.! 3).+! 3&4&! ,&2! &(2)! 1++.! 7)((+74+3! 4)! 3+=+()5! &! 7&2+! &.3! /3+.4/8<! 4,+;+2! &.3!

6+(&4/).2,/52!a/.3'74/=+b>!

@,+! &3=/2+! )8! K6<;&.! &.3! K+((! a"[UUb! ,&2! 1++.! 8)(()9+3! 6+0&63/.0! 4,+! '2+! )8! 4,+;&4/7!

&.&(<2/2>! @,+;&4/7! &.&(<2/2! ,&2! 1++.! '2+3! 4)! ()):! 8)6! 4,+;+2! /.! 4,+! 7)((+74+3! 3&4&>! @,+!

4,+)6+4/7&(! 86&;+9)6:! ,+(5+3! 9/4,! 4,/2! 1<! 56)=/3/.0! 2);+! 4,+;+2! 1+8)6+! 4,+! 3&4&! 9&2!

7)((+74+3>!*).24&.4!7);5&6/2).!1+49++.!4,+!7)((+74+3!3&4&!&.3!4,+!4,+)6<!,&2!1++.!;&3+!&2!

9+((A! 2)! 4,&4! 4,+! 5,+.);+.&! 7)'(3! 1+! 7);5&6+3! 7).24&.4(<>! @,+! &.&(<2/2! /.7('3+2! &!

3+276/54/).!)8! 4,+!7&2+2!2+5&6&4+(<A!9,+6+!&84+6! 4,+<!&6+!1+/.0!7);5&6+3! 4)! 4,+! 4,+)6<!&.3!

&.&(<2+3!&((!4)0+4,+6>!!

2.5 Limitations 

@,+!(/;/4+3!4/;+!&=&/(&1(+!8)6!7).3'74/.0!4,+!6+2+&67,!;+&.4!4,&4!4,+6+!9&2!&!5)22/1/(/4<!4)!

;/22! )'4! ).! 6+(+=&.4! 3&4&! &.3! 4,+6+8)6+! 4,+)6+4/7&(! 2&4'6&4/).!;/0,4! .)4! 7);5(+4+(<! ,&=+!

1++.!6+&7,+3>!@,+!6+2+&67,!7)'(3!&(2)!,&=+!1++.!+B4+.3+3!&.3!/.7('3+3!;)6+!2'1H+742!4,&4!

4)'7,!4,+!+30+!)8!4,+!7'66+.4!4,+)6+4/7&(!86&;+9)6:!/8!;)6+!4/;+!9&2!&=&/(&1(+>!D'64,+6;)6+A!

4,+!;+4,)3!'2+3! /2! 2+;/$/.3'74/=+A! 1+7&'2+! 4,+! 6+2+&67,+6!9&.4+3! 4)! +24&1(/2,! 5&64! )8! 4,+!

4,+)6+4/7&(! 86&;+9)6:! 1+8)6+! 3)/.0! 4,+! 8/+(3! 6+2+&67,! 7).2/3+6/.0! 4,+! 4/;+! &=&/(&1(+>!

O)9+=+6A! &84+6! ,&=/.0! 3).+! 4,+! 6+2+&67,! /4! 7&.! 1+! 7).2/3+6+3! 4,&4! &! 06)'.3+3! 4,+)6<!

&556)&7,!7)'(3!,&=+!1++.!&!1+44+6!;+4,)3)()0/7&(!&556)&7,A!2/.7+!4,+!6+2+&67,+6!0)4!&!;'7,!

7(+&6+6!=/+9!)8!4,+!4,+)6<!4,&4!2,)'(3!1+!'2+3!&84+6!3)/.0!4,+!8/+(3!6+2+&67,>!@,+6+8)6+A!;'7,!

)8!4,+!4,+)6+4/7&(!86&;+9)6:!,&2!1++.!&3H'24+3!&84+6!4,+!8/+(3!6+2+&67,>!])6+)=+6A!4,+6+!9&2!

.)4!;'7,!4/;+!(+84!8)6!&.&(<2/.0!&.3!96/4/.0!4,+!5&5+6A!1+7&'2+!4,+!8/+(3!6+2+&67,!4)):!;)6+!

4,&.! ,&(8! )8! 4,+! 4)4&(! 4/;+! &=&/(&1(+>! N! 2(/0,4! (&.0'&0+! 1&66/+6! 9&2! &.)4,+6! (/;/4&4/).! /.!

f/+..&A! 2/.7+! 4,+! 6+2+&67,+6!).(<!25+&:2!&.3!'.3+624&.32!1&2/7!?+6;&.>!@,+6+8)6+A!.)4!&((!

4,+! )12+6=&4/).2! )8! 5+)5(+! /.4+6&74/.0! 7)'(3! 1+! 8'((<! '.3+624))3>! O)9+=+6A! /4! 9&2! .)!

56)1(+;! /.4+6=/+9/.0!5+)5(+! /.!S.0(/2,>!D'64,+6;)6+A! 4,+!7&2+2!7);5&6+3!9/4,!+&7,!)4,+6!

9+6+!&((!/.!3/88+6+.4!2+44/.02_!&!7&8LA!&!6+24&'6&.4!&.3!&!,)24+(>!N(4,)'0,!4,+<!&6+!&((!9)6:/.0!

/.!4,+!,)25/4&(/4<!/.3'246<A!4,+!3/88+6+.7+2!/.!2+44/.02!;/0,4!,&=+!7&'2+3!2;&((!3/88/7'(4/+2!/.!

7);5&6/.0!4,+;!9/4,!+&7,!)4,+6>!@,/2!9/((!&(2)!1+!3/27'22+3!/.!4,+!&.&(<2/2>!
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3 Theoretical framework 

N2!3+276/1+3!/.!4,+!/.46)3'74/).A!4,+!1'2/.+22!;)3+(2!1&2+3!).!5&64/7/5&4)6<!56/7/.0!2++;!4)!

8&((!)'4!)8!4,+!0+.+6&(!=/+9!)8!4,+!+7).);<>!@,+<!6&4,+6!2++;!4)!1+!5&64!)8!4,+!J6+(&4/).&(#!0/84!

+7).);<! 4,&.! )8! 4,+! J6&4/).&(#! ;&6:+4! +7).);<>! O)9+=+6A! 4,+! ;&6:+4! +7).);<! &(2)! ,&2!

3+=+()5+3! 246&4+0/+2! 6+0&63/.0! 6+(&4/).2,/5! ;&6:+4/.0>! @,+6+8)6+A! /4! 7&.! 1+! R'+24/).+3! /8!

4,+2+! 1'2/.+22+2! 6+&((<! 56&74/2+! &.3! 8)(()9! 4,+! ()0/7! &.3!;)3+(2! )8! 4,+! 0/84! +7).);<! )6! /8!

4,+<! &6+!;+6+(<! 56&74/2/.0! 4,+! 5&64/7/5&4)6<! 56/7/.0!;)3+(! &2! &!;&6:+4/.0! 246&4+0<! /.! 4,+!

7).4+B4!)8!6+(&4/).2,/5!;&.&0+;+.4>!!

3.1 The beginning of gift and economy 

W+4!'2! 24&64! &4! 4,+! 1+0/../.0!)8! +B5(&/./.0! 4,+! 2)$7&((+3! J0/84$+7).);<#A! 1+7&'2+!9,&4! /2! J&!

0/84#!+B&74(<!&.3!,)9!7&.!J+7).);<#!1+!3+8/.+3\!

3.1.1 Two types of gifts 

@,+!3+8/./4/).!)8!J0/84#!/2!J2);+4,/.0!0/=+.!=)('.4&6/(<!9/4,)'4!5&<;+.4!/.!6+4'6.A!&2!4)!2,)9!

8&=)'6!4)9&63!2);+).+A!,).)'6!&.!)77&2/).!)6!;&:+!&!0+24'6+!)8!&22/24&.7+>!E4!/2!&!%6+2+.4#>!

@,+! 9)63! )6/0/.2! 86);! &6)'.3! UUX[! 86);! 4,+! j(3! M)62+! 9)63! J0/84#! aj.(/.+! S4<;)()0<!

P/74/).&6<A! "[UXb. O)9+=+6A! 4,+! 9)63! J0/=+#! ;+&.2! J4)! 56+2+.4! =)('.4&6/(<! &.3! 9/4,)'4!

+B5+74/.0! 7);5+.2&4/).#>! @,+! 9)63! )6/0/.2! 86);! 1+8)6+! V[[! 7);/.0! 86);! 4,+! j(3! M)62+!

9)63!J0+8&#!a*)((/.2!S.0(/2,!P/74/).&6<A!"[UXb>!!

N77)63/.0! 4)! 4,+! 6+2+&67,! 8/+(3A! 4,+6+! &6+! 49)!3/88+6+.4! 4<5+2! )8! 0/842! 4)! 1+! 8)'.3>! @,+! 2)$

7&((+3! J6+&(#!)6! J46'+#!0/84A!9,+6+1<!6+7/56)7/4<! /2!.)4!+B5+74+3>!@,/2!9)'(3!1+!2/;/(&6! 4)!4,+!

3+8/./4/).!)8!4,+!9)63!J0/=+#>!@,+!2+7).3!4<5+!/2!7&((+3!&!0/84A!1'4!/2!&74'&((<!.)4!7).2/3+6+3!4)!

1+! &! J46'+! 0/84#! 2/.7+! 6+7/56)7/4<! /2! 2);+,)9!+B5+74+3!9,+6+1<! 4,+! 0/84$0/=/.0! 4'6.2! /.4)! &!

2<24+;! )8! )1(/0&4/).2>! @,/2!9)'(3! ,&=+!;)6+! /.! 7);;).!9/4,! 4,+! 3+8/./4/).! )8! 4,+!9)63!

J0/84#!9,+6+1<!9)632! &2! J,).)'6#! &.3! J8&=)'6#! &6+! 1+/.0!'2+3>!N2!P+66/3&! aUVV"b! &60'+2l! &!

46'+!0/84!/2!&.!J/;5)22/1(+!5)22/1/(/4<#A!1+7&'2+!8)6!2);+4,/.0!4)!1+!&!46'+!0/84A!/4!,&2!4)!1+!.)4!

6+7)0./c+3!&2!&!0/84>!M+/4,+6!)8!4,+!0/84$0/=+6!)6!4,+!6+7+/=+6!2,)'(3!,&=+!&.<!;+;)6<!)8!/4>!

*,&;5+4/+6! a"[[Ub! &60'+2! &2! 9+((! 4,&4! &! 46'+! 0/84! 9)'(3! /;5(<! &! 4)4&(! &12+.7+! )8! 6+4'6.A!

46&.7+! &.3! 7'24)3<>! E4! /2! 7&((+3! 4,+! J3)'1(+! 1/.3#! )8! 4,+! 0/84>! O+! &332! 4,&4! &77)63/.0! 4)!

P+66/3&!&!46'+!0/84!/2!2'55)2+3!4)!1+!&.!'.7).3/4/).&(!0/84!&.3!4,&4!&77)63/.0!4)!,/2!=/+9A!&!

0/84!/2!&(9&<2!&!5&6&3)B/7&(!76+&4)6!)8!)1(/0&4/).2!a*,&;5+4/+6A!"[[Ub>!E4!/2!/;5)64&.4!4)!.)4/7+!

4,&4! J9,&4! /2!0/=+.#! /2!.)4!)8! /;5)64&.7+A!1'4!6&4,+6! 4,+!6+(&4/).2,/5!1+49++.!4,+!0/=+6!&.3!

6+7+/=+6!aN2,9)64,A!"[UCb>!

@,+!7).8'2/.0!1+49++.!4,+!49)!4<5+2!)8!0/842!24&64+3!9/4,!]&'22!aUV"Cd"[["b!&.3!,/2!+22&<A!

9,/7,!/2!2/;5(<!6+8+66+3!4)!&2!J@,+!?/84#>!@,+!?/84!+B&;/.+3!&!2)$7&((+3!J2<24+;!)8!0/842#!/.!&.!

&67,&/7! 2)7/+4<>! @,+! 2)7/+4<! 3/3! .)4! +B7,&.0+! 0))32! 8)6!;).+<A! 1'4! /.24+&3! 0&=+! 4,+;! 4)!

+&7,!)4,+6!9,+6+1<!4,+!0))32!7/67'(&4+3!&6)'.3!4,6)'0,!4,+!;+;1+62!)8!4,+!2)7/+4<>!]&'22#!

6+2+&67,!8)7'2+3!).!9,<!4,+2+!5+)5(+!8++(!)1(/0+3!4)!0/=+A!6+7+/=+!&.3!0/=+!1&7:>!O/2!+22&<!

8)6;2! &! 1/0! 5&64! )8! 4,+! 8)'.3&4/).! )8! 4,+! 6+2+&67,! &1)'4! 4,+! 0/84$+7).);<>! O)9+=+6A! 1<!



! "U!

6+(&4/.0! 4,/2! 2<24+;!)8!)1(/0&4/).2! 4)! 4,+!9)63! J0/84#! ,+! 76+&4+3!&!3/27'22/).!&1)'4!9,&4! J&!

0/84#! &74'&((<! +.4/4(+2>!N77)63/.0! 4)! *,&;5+4/+6! a"[[UbA! 4,+!9)63! /2! 7);5(+4+(<!;/2&55(/+3!

&.3!3)+2!.)4! 46&.2(&4+! 4,+! 6+&(/4<!)8! 4,+! J56/;/4/=+!0+24'6+#A! 1'4!9&2! 6&4,+6! &.! /.4+.4/).!)8!

]&'22! 4)! 6+$/.H+74! 0+.+6)2/4<! /.! &! 4/;+! 4,&4!9&2! 3);/.&4+3! 1<! +0)/2;! &.3! /.3/=/3'&(/2;>!

W&/3(&9!a"[[[b!2&<2!&2!9+((!4,&4!&77)63/.0!4)!]&'22A!4,+!0/842!&6+!0/=+.!&2!J86++!0/842#!1'4!&(2)!

/;5(<! &.! )1(/0&4/).A! 9,/7,! ;+&.2! 4,&4! 4,+! 0/842! 1)4,! &6+! &.3! &6+! .)4! 86++>! N77)63/.0! 4)!

W&/3(&9! a"[[[bA!]&'22! 7&.! ).(<!;&:+! 4,/2! &60';+.4! 1+7&'2+!,+!3)+2!.)4! +B&;/.+!9,&4! &!

6+&(!86++!0/84!/2>!N2,9)64,!a"[UCbA!,)9+=+6A!3+8+.32!]&'22!1<!24&4/.0!4,&4!,+!&2!9+((!2,)92!4)!

246'00(+!9/4,!4,+!4+6;2!,+!'2+3>!O+!&60'+2!4,&4!]&'22!&(2)!3+&(4!9/4,!4,+!/3+&!)8!&!5'6+!&.3!

86++! 0/84! =+62'2! &! 5'6+(<! '4/(/4&6/&.! +B7,&.0+! 4,&4! /2! 1&2+3! ).! 6&4/).&(! 3+7/2/).2! &.3! 7)24$

1+.+8/4!&.&(<2+2>!-+,.!a"[[Ub!&(2)!2,)92!4,&4!]&'22!&60'+2!).!).+!2/3+!4,&4!4,+!5&64/7/5&.42!

)8! 4,+! 2)7/+4<! 2&<! 4,&4! 4,+<! &6+! 0/=/.0! &! 0/84! &2! &! 5'6+! 0+24'6+! 9/4,)'4! .++3/.0! 4)! ,&=+!

2);+4,/.0! /.! 6+4'6.A! 1'4! 4,&4! 4,+<!).! 4,+! )4,+6! 2/3+! 3)! +B5+74! 4)! 0+4! 2);+4,/.0! /.! 6+4'6.!

+=+.4'&((<>!

O)9+=+6A! 9,+6+1<! *,&;5+4/+6! a"[[Ub! &.3! W&/3(&9! a"[[[b! 2++;! 4)! ;)24(<! &06++! 9/4,!

P+66/3&#2!5+22/;/24/7!=/+9!)8!4,+!0/84A!Q+(c!a"[[Zb!3)+2!.)4>!G,+!56)5)2+2!4,&4!&!J46'+!0/84#!/2!

.)4! /;5)22/1(+A! /8! /4! /2! 0/=+.! )'4! )8! '.7).3/4/).&(! ()=+! &.3! 4,&4! '.7).3/4/).&(! ()=+! /2! .)4!

2);+4,/.0!/;5)22/1(+>!Q+!7&.!0/=+!2);+4,/.0!;&4+6/&(!a&!0))3bA!2<;1)(/7!a8()9+62A!&!(+44+6bA!

9,&4!9+!3)!.)4! 5)22+22! a&44+.4/=+.+22A! +;5&4,<b! )6! ()=+! /42+(8! &2! &! 0/84!9/4,)'4! +B5+74/.0!

2);+4,/.0!/.!6+4'6.>!@)!0/=+!&.3!6+7+/=+!/.!()=+!/2!&77)63/.0!4)!Q+(c!a"[[Zb!4)!0/=+!9/4,)'4!

2+(8$/.4+6+24+3.+22>!G,+!5'42!4,+!9)63!J)1(/0&4/).#!4,&4!/2!2)!86+R'+.4(<!'2+3!1<!4,+!56+=/)'2!

.&;+3! 6+2+&67,+62! 4)! 3+276/1+! 0/84! 0/=/.0! /.! &! 3/88+6+.4! 7).4+B4>!Q,+6+1<!P+66/3&! /;5(/+2!

4,&4! 4,+!)1(/0&4/).!3+246)<2! 4,+!0/84A!Q+(c! a"[[Zb!24&4+2A!9,/(+! 6+8+66/.0! 4)!e/+6:+0&&63!&.3!

W+=/.&2A!4,&4!()=+!/2!&!0/84!4,&4!)1(/0+2!4)!()=+!(/;/4(+22(<!&.3!4)!0/=+!&0&/.A!.)!;&44+6!/8!).+!

6+7+/=+2!&.<4,/.0!/.!6+4'6.!)6!.)4>!G,+!&60'+2!4,&4!&(4,)'0,!4,+!0/84!)8!()=+!6+R'/6+2!2&76/8/7+A!

/4! /2!&!2&76/8/7+! /.!4,+!2+.2+!)8!0/=/.0!'5!).+#2!+B5+74&4/).!)8!6+7/56)7/4<!&.3!).+#2!86++3);!

86);!)1(/0&4/).>! E8! 4,/2!9+6+!.)4! 4,+! 7&2+A! ()=+!9)'(3!1+! 2+(8/2,>! G,+!&(2)!&332! 4,&4! /.! 4,/2!

2&76/8/7+!(/+2!&!0/84!&2!9+((A!9,/7,!2,+!7&((2!4,+!5)9+6!)8!0/=/.0>!?/=/.0!7&.!76+&4+!0))3.+22l!

.)!;&44+6!/8!).+!6+7+/=+2!0))32!/.!6+4'6.!)6!.)4A!4,+!0/=/.0!/2!&!0))3!/.!/42+(8!aQ+(cA!"[[Zb>!

3.1.2 The origin of economy 

@,+! 3+8/./4/).! )8! J+7).);<#! /2! J4,6/84<! ;&.&0+;+.4l! 86'0&(/4<! /.! 4,+! +B5+.3/4'6+! )6!

7).2';54/).!)8!;).+<A!;&4+6/&(2A!(&1)'6A!+47>#>!E4!)6/0/.!7&.!1+!8)'.3!/.!UX"[!9,+6+!/4!7);+2!

86);! ?6++:! 9)63! J)/:).);/&#A! 9,/7,! ;+&.2! J,)'2+,)(3! ;&.&0+;+.4#! aP/74/).&6<>7);!

F.&16/30+3A!"[UXb>!

N77)63/.0!4)!-+,.!a"[[UbA!4,+!6+&2).!4)!+.0&0+!/.!+7).);/7!1+,&=/)'6!/2!4)!2&4/28<!;&4+6/&(!

.++32!&.3!4)!/;56)=+!).+2!;&4+6/&(!9+((!1+/.0>!K&2/7&((<A! /4! /2!4)!246/=+!8)6!5+62).&(!1+.+8/4!

&.3! 4,+6+8)6+! &! 8'.3&;+.4&(! +0)/24/7! ;)4/=+>! F2'&((<A! 4,+! +B7,&.0+! /2! ;+3/&4+3! 4,6)'0,!

;).+<!&.3!7).46)((+3!9/4,!6'(+2!&.3!6+0'(&4/).2>!!



! ""!

@,+6+!&6+!3/88+6+.4!=/+95)/.4!&1)'4!86);!9,+6+!+7).);<!,&2!1+0'.>!N3&;!G;/4,!&22';+2!

4,&4!4,+!)6/0/.!)8!+7).);<!(/+2!/.!&!;+4&5,<2/7&(!;&6:+45(&7+!8)6;+3!9,+.+=+6!49)!&0+.42!

;++4>!]&6B!76/4/7/2+3!4,/2!&.3!&60'+2!4,&4!4,+!;&6:+4!+7).);<!/2!&.!+B5()/4&4/=+!8)67+!6&4,+6!

4,+.! 1+.+8/44/.0! ;)24! ,';&.! 1+/.02>! O)9+=+6A! 1)4,! &22';+! +7).);/7! 1+,&=/)'6! )8!

/.3/=/3'&(2!&2!&!8)'.3&4/).!8)6!+7).);/7!;)3+(2>!]&'22!/.24+&3!/2!56)5)2/.0!J4)4&(!2+6=/7+#!

&2! 4,+! )6/0/.! )8! +7).);<>! N! 2<24+;! )8! 4)4&(! 2+6=/7+! ;+&.2! 4,&4! /.3/=/3'&(2! &.3! 06)'52!

+B7,&.0+!+=+6<4,/.0!9/4,!).+!&.)4,+6>!@,+6+1<!,+!/2!5'44/.0!4,+!7).46&74!1+49++.!06)'52!&2!

4,+! 1&2/7! './4! )8! +7).);<>! E.24+&3! )8! +7).);<! 1+/.0! /.3/=/3'&(/24/7A! ,+! /;5(/+2! 4,&4! /4! /2!

&1)'4! 7);5(+B! 2)7/&(! /.4+6&74/).! )=+6! 4/;+>! @)! /(('246&4+! 4,/2_! 4,+! 0/84$+B7,&.0+! 7&..)4! 1+!

'.3+624))3! /.! /2)(&4/).A! 1+7&'2+! 9,+.! &.&(<2/.0! ).+! ;'24! &(9&<2! 4&:+! /.4)! &77)'.4! 4,+!

7).4/.'/.0!8()9!)8!0/=/.0A!6+7+/=/.0!&.3!6+7/56)7&4/.0>!]&'22!24&4+2!4,&4!+B7,&.0+!/2!4,+!1&2+!

)8! 2)7/&(! (/8+! &.3! 4,&4! 0/84$+B7,&.0+! 7&.! 1+! =/+9+3! &2! 4,+! 1&2/2! )8! +7).);<! &2! )60&./c+3!

2)7/&(/4<!a-+,.A!"[[Ub>!!

3.2 Gift economy: Gifts as an exchange system 

!G*#-#(/40#3(.4'#'(+)'(B%.&#6()*#(2447,+..(%07(E+070#''(,#(#A)#07()4(#%$*(4)*#-(

,+..( #/#-2#( %'( )*#( &.)+/%)#( %07( /4')( '&')%+0%@.#( $&--#0$3( 45( #A$*%02#8;( $!

G,&.&:&!D+6.&.3)(

N2! 24&4+3! 1+8)6+A! 4,+6+! &6+! 49)! 4<5+2! )8! 0/842>! @,+! J46'+#! 0/84! &.3! 4,+! 0/84! 4,&4! /;5(/+2!

6+7/56)7/4<! &.3! 4,+6+8)6+! 8)6;2! &! 1&2+! 8)6! 2);+! :/.3! )8! 0/84$2<24+;>! N77)63/.0! 4)! -+,.!

a"[[UbA!]&'22#! 3+276/54/).! )8! 4,+! 2<24+;! )8! 0/842! /;5(/+2! 4,&4! 4,+6+! 7&.! 1+! .)! 86++! 0/842! )6!

;+&./.0(+22!0/842A!9,+6+1<!,+!;+&.2!4,&4!4,+6+!7&.!1+!.)!0/84!+B7,&.0+2!4,&4!&6+!.)4!5&64!)8!

&!06+&4+6!246'74'6+>!@,+!246'74'6+!+.2'6+2!4,&4!4,+2+!0/84!+B7,&.0+2!7&.!1+!7&((+3!&.!+7).);<!

a-+,.A!"[[Ub>!

3.2.1 Economic orders in the gift exchange 

]&'22! 3+276/1+2! /.! ,/2! 6+2+&67,! 49)! :/.32! )8! +7).);/7! )63+62_! 4,+! e'(&! 6/.0! &.3! 4,+!

%)4(&47,>! E.! 4,+!e'(&! 6/.0! 0/842! &6+! +B7,&.0+3! /.! &! 7/67'(&6! 8&2,/).>!N77)63/.0! 4)!?)3+(/+6!

aUVVVbA!4,+!)6/0/.&(!0/=+6!/.!4,+!:'(&$6/.0!&/;2!4)!2+.3!4,+!0/84!&2!8&6!&2!5)22/1(+!&.3!&(()92!/4!

4)! 7/67'(&4+! &2! ().0! &2! 5)22/1(+A! 2)! 4,&4! /4! 7&66/+2! 8)64,! 4,+! .&;+! )8! 4,+! )6/0/.&(! 0/=+6! &.3!

+.,&.7+2! /4>!N77)63/.0! 4)!]',6!&.3!W+;;+60&&63! a"[UUbA!0/842!&6+! 4,+6+8)6+!0/=+.! 4)!+&6.!

,).)'6! &.3! 24&4'2>! N.)4,+6! 4+6;! /2! 4,+! 5)4(&47,A! 9,/7,! /2! &! 0/84$8/=/.0! 8+&24! 9,+6+! 4,+!

5&64/7/5&.42!&((! 46<! 4)!0/=+!;)6+! 4,&.!&.)4,+6!&.3!;&:+! /4!3/88/7'(4! 8)6! 4,+! 6+7+/=+6! 4)!0/=+!

1&7:!&.!+R'/=&(+.4!0/84>!G/.7+!.)4!1+/.0!&1(+! 4)!0/=+!1&7:!7)'(3! /;5(<!()2/.0!8&7+A! 4,+!8+&24!

4'6.2!/.4)!&!0/84$0/=/.0!7);5+4/4/).!a]&'22A!UV"Cd"[["b>!!

3.2.2 Reciprocity in the gift economy  

-+7/56)7/4<! &.3! 4,+6+8)6+! 4,+! )1(/0&4/).! 4)! 0/=+A! 6+7+/=+! &.3! 0/=+! 1&7:! &6+! 4,+! 1&2+! )8! 4,+!

0/84$+7).);<>! -+7/56)7/4<! ,&2! &.! /;5)64&.4! 6)(+! /.! +24&1(/2,/.0! &.3! ;&/.4&/./.0! 2)7/&(!

2<24+;2>! E4! 7&.! 8'.74/).!&2!&!;)6&(!.)6;A!9,+6+1<! /4!3/74&4+2! 4,&4!<)'!2,)'(3!0/=+!1&7:! 4)!

4,)2+!9,)!0/=+!<)'!/.!)63+6!4)!1+!&!6+25+74+3!,';&.!1+/.0!a]',6!n!W+;;+60&&63A!"[UUb>!



! "C!

N77)63/.0!4)!G&,(/.2!aUVY"bA!6+7/56)7/4<!7&.!1+!3/=/3+3!/.!4,6++!3/88+6+.4!:/.32!)8!+B7,&.0+2>!

?+.+6&(/c+3! 6+7/56)7/4<! /2! 7,&6&74+6/c+3! 1<! +B7,&.0+2! 4,&4! +.4&/(! &! ()9! )1(/0&4/).! 4)!

6+7/56)7&4+! )6! .)! )1(/0&4/).! 4)! 6+7/56)7&4+! &4! &((>! K&(&.7+3! 6+7/56)7/4<! /2! 7,&6&74+6/c+3! 1<!

3/6+74! +B7,&.0+2A! 9,+6+! 6+7/56)7&4/).! /2! 7'(4'6&((<! +R'/=&(+.4! &.3! &(;)24! /;;+3/&4+>!

M+0&4/=+! 6+7/56)7/4<! /2! 7,&6&74+6/c+3! 1<! 46&.2&74/).2! &/;+3! &4!;&:/.0!56)8/4>! E4! 3);/.&4+2!

/.4+6&74/).2! &;).0! 246&.0+62! &.3! 4,+! ;&6:+4! &.3! /2! 7,&6&74+6/c+3! 1<! 2'25/7/).! &.3!

+B5()/4&4/).>! E4! /.=)(=+2! &.! /;;+3/&4+! 6+4'6.! aG&,(/.2A! UVY"b>! E.! &! 0/84! +B7,&.0+! 4,+!

6+7/56)7/4<!7&.!1+!3+(&<+3A!1'4!&!7);;)3/4<!+B7,&.0+!,&55+.2!+/4,+6!/;;+3/&4+(<!)6!/.!7&2+!

)8!3+(&<! /.4+6+24!)6! &! 8++!,&2! 4)!1+!5&/3! aj88+6A! UVVYb>! E4! &(2)! 2,)92A! &77)63/.0! 4)!]&67)'B!

a"[[VbA! 4,&4! 4,+! (+22! 7()2+(<! 6+(&4+3! 4,+!5+)5(+! /.=)(=+3! /.! &.! +B7,&.0+! &6+A! 4,+!;)6+! 4,+<!

,&=+! 4,+! )1(/0&4/).! 4)! 6+7/56)7&4+! &.3! 4,+!;)6+! 4,+! 4/;+!5+6/)3! 8)6! 6+7/56)7&4/.0! 4+.32! 4)!

3+76+&2+!a]&67)'BA!"[[Vb>!!

3.2.3 Social bonds or economic exchanges?  

N77)63/.0! 4)!P+66/3&! aUVV"bA! &! 0/84! $! +=+.! /8! 0/=+.! )'4! )8! 0+.+6)2/4<! $!9/((! &2! 2)).! &2! /4! /2!

6+7)0./c+3!&2!&!0/84!9/((! J+.4+6!4,+!+7).);<!)8!+B7,&.0+#!&.3!&!7/67(+!)8!0/=/.0!&.3!0/=/.0$

1&7:!/2!)5+.+3>!N2,9)64,!a"[UCb!76/4/7/c+2!P+66/3&#2!=/+9!)8!2++/.0!0/84/.0!&2!.)4,/.0!1'4!&.!

/.24&.7+! )8! +B7,&.0+! 1<! 24&4/.0! 4,&4! 6+7/56)7/4<! )8! &! 0/84! 3)+2! .)4! ,&=+! 4)! 1+! 4,+! 2&;+! &2!

6+5&</.0! &! 0/84>! E4! 2,)'(3! 1+! 2++.! &2! &! 6+25).2+! 4)! 4,+! 0/84! &2! &.! +B56+22/).! )8! &88+74/=+!

&88/6;&4/).>! N2! 9/4,! ]&'22#! 6+2+&67,A! 4,+! 0/84! 6+(&4/).2,/5! /2! .)4! '.3+624))3! 1<! 4,+!

5&64/7/5&.42! 4)! 1+! 56/;&6/(<! &1)'4! +7).);/7! +B7,&.0+A! 1'4! &1)'4! 4,+! +24&1(/2,/.0! &.3!

7+;+.4/.0! )8! 2)7/&(! 6+(&4/).2>! @,+! 0/84! 6+(&4/).2,/5! 4,+6+8)6+! &.3! 1+7&'2+! )8! 4,+! .)6;! )8!

6+7/56)7/4<A!8)6;2!&!1).3!1+49++.!06)'52!aN2,9)64,A!"[UCb>!-+,.!a"[[Ub!&06++2!9/4,!4,/2!1<!

24&4/.0! &2! 9+((! 4,&4! 4,+! 0/842! &6+! 1+/.0! +B7,&.0+3! 4)! 6+&22'6+! 2)7/&(! 1).32>! O<3+! aUVYVb!

+B5(&/.2! 4,+! 3/88+6+.7+! 1+49++.! &! 0/84! &.3! &! 7);;)3/4<! 1<! 24&4/.0! 4,&4! 0/84! +B7,&.0+!

+24&1(/2,+2!&!1).3!1+49++.!5+)5(+A!9,+6+&2!7);;)3/4<!+B7,&.0+!3)+2!.)4!(+&=+!&!.+7+22&6<!

+;)4/).&(!7)..+74/).>!N!7);;)3/4<!,&2!+7).);/7!=&('+A!1'4!&!0/84!,&2!9)64,!1+7&'2+!)8!4,+!

6+(&4/).! /4! 76+&4+2>!N!0/84! 7/67'(&4+2! /.!.+49)6:2A! 2)7/&(! +B7,&.0+2!&.3!76+&4+2! 7);;'./4/+2>!

@,+6+8)6+A!&!0/84!4,&4!7&..)4!;)=+!()2+2!/42!0/84!56)5+64/+2!&.3!).7+!7);;)3/8/+3A!&!0/84!()2+2!

/42!&1/(/4/+2!4)!8)24+6!7);;'./4<!&2!9+((!aO<3+A!UVYVb>!K(&'!aUV^Tb!3/88+62!0/842!&.3!7);;)3/4<!

/.!+7).);/7!&.3!2)7/&(!+B7,&.0+2!&.3!&332!4,&4!/.!+7).);/7!+B7,&.0+!25+7/8/7!)1(/0&4/).2A!&!

2+4!6&4+!)8!+B7,&.0+!&.3!&!2+4!4/;+!86&;+!8)6!6+5&<;+.4!&6+!+.4&/(+3>!G)7/&(!+B7,&.0+!(+&=+2!

4,/2! &((! '.25+7/8/+3! &.3! /2! 1&2+3! ).! 46'24A! 2/.7+! 4,+! &74! )8! 0/=/.0! /2! 56+2';+3! 4)! 76+&4+!

8++(/.02! )8! 06&4/4'3+A! )1(/0&4/).! &.3! 46'24! /.! 4,+! 6+7/5/+.4! 4,&4! 9/((! +=+.4'&((<! 6+2'(4! /.!

1+.+8/42! 4)! 4,+!0/=+6>!N2!]/82'3! a"[[Yb! 2&<2!&2!9+((_!?/84! +B7,&.0+2!76+&4+! 8++(/.0>! E.!&!0/84!

+7).);<A! 4,+6+! 9/((! 1+! &.! ).$0)/.0! &.3! 0+.+6&(/c+3! /.3+14+3.+22A! 06&4/4'3+A! +B5+74&4/).A!

;+;)6<A!&.3!2+.4/;+.4!p!/.!2,)64_!J(/=+(<!2)7/&(!8++(/.0#!4,&4!/.!4'6.!76+&4+2!7'(4'6&(!/.4/;&7<!

&.3!7'(4'6&(!;+;)6<!a]/82'3A!"[[Yb>!?6+0)6<!aUVZ[b!&60'+2!&2!9+((!4,&4!0/84!&.3!7);;)3/4<!

+B7,&.0+2! &6+! 76+&4/.0! 49)! 4)4&((<! 3/88+6+.4! :/.32! )8! 6+(&4/).2,/52>! @,+! 0/84! +B7,&.0+! /2!

76+&4/.0!&!R'&(/4&4/=+!6+(&4/).2,/5!&.3!4,+!7);;)3/4<!+B7,&.0+!&!R'&.4/4&4/=+!6+(&4/).2,/5!)8!

6+7/56)7&(!/.3+5+.3+.7+!a?6+0)6<A!UVZ[b>!O)9+=+6A!W&/3(&9!a"[[[b!3)+2!.)4!&06++!9/4,!4,+2+!



! "T!

3/24/.74/).! &.3! &60'+2! 4,&4! 8)6! ]&'22! J86/+.3$;&:/.0#! 0/84! +B7,&.0+! /2! .)4! )55)2+3! 4)!

7);;)3/4<!+B7,&.0+A!1'4!6&4,+6!&.!+&6(<!8)6;!)8!/4A!9/4,!56/.7/5(+2!4,&4!7&.!24/((!1+!8)'.3!/.!

4,+!;)3+6.!+7).);<!a(&/3(&9A!"[[[b>!K&'36/((&63!aUVZUbA!).!4,+!)4,+6!,&.3A!&60'+2!4,&4!5)24$

/.3'246/&(! +7).);/72!,&=+! 7).2';54/).! &2! 4,+!1&2/2! )8! 2)7/&(! )63+6A! 1'4! 4,&4! 0/84$+B7,&.0+!

2'65&22+3!4,/2>!E.!4,+!0/84!+7).);<A!6+(&4/).2!&6+!.)4!2)(+(<!;&4+6/&(!1'4!+;1+33+3!/.4)!4,+!

2)7/&(! 25,+6+! )8! 4,+! 9,)(+>! SB7,&.0/.0! 0/842! +.4/4(+2! 7).2';54/).! &.3! 56)3'74/).! 4)! 1+!

/.4+6;/.0(+3!/.4)!+&7,!)4,+6!aK&'36/((&63A!UVZUb>!

3.2.4 Modern gift economies 

@,+!;&/.!6+2+&67,!&1)'4! 4,+!0/84!+7).);<!3/27'22+2!]&'22#!+22&<!@,+!?/84A!9,/7,! /2!&1)'4!

&.!&67,&/7!2)7/+4<>!O)9+=+6A!7'66+.4!0/84!+7).);/+2!&6+!6&6+(<!3/27'22+3!)6!9,+.!4,+<!&6+A!

2++.! &2! 5&64! )6! /.4+6&74/.0! 9/4,! 4,+! ;&6:+4! +7).);<>! K&<;#2! a"[[Ub! &.3! -+,.J2! a"[[Ub!

6+2+&67,! &6+! +B7+54/).2>! K&<;! a"[UUb! 6+2+&67,+3! 4,+! 7'66+.4! 7,&.0+2! /.! 4,+! ).(/.+! ;'2/7!

/.3'246<! /.! G9+3+.! &.3! 7).7('3+3! 4,&4! 4,+! 5&64/7/5&4/).! 7'(4'6+! 4,&4! 2,+! .)4/7+3! 4,+6+!

8'.74/).2!&2!&!0/84!+7).);<>!@,+!7).7+54!)8!5&64/7/5&4/).!+;5,&2/c+2!4,+!&74/=+!.&4'6+!)8!4,+!

&'3/+.7+! ai+.:/.2A!UVV"b!&.3!'.3+6;/.+2! 4,+!7(+&6!3/24/.74/).2!1+49++.!7+64&/.!,/+6&67,/+2A!

2'7,! &2! 4,+! 56)3'7+62! &.3! &'3/+.7+! aK&<;A! "[UUb>! E.24+&3! )8! 2++/.0! 7'24);+62! &.3! 4,+!

1'2/.+22!;&.&0+62!&2!)77'5</.0!2+5&6&4+!6)(+2A!4,+<!7&.!1+!2++.!&2!5&64/7/5&.42!9,)!/.4+6&74!

9/4,!+&7,!)4,+6!&77)63/.0!4)!&!.+9!2+4!)8!6'(+2!4,&4!.)!).+!8'((<!'.3+624&.32!ai+.:/.2A!"[[^b>!

@,+! 7'24);+62! 1+7);+!'2+62! &.3! &3&54/.0! 4)! 4,+! 7'24);+62! 3+;&.32! )8! 5&64/7/5&4/).! 7&.!

4,+6+8)6+! 1+! 2++.! &2! 2,/84/.0! &9&<! 86);! 2++/.0! 4,+! &'3/+.7+! &2! &! 6+=+.'+! 246+&;! 4)9&63!

2++/.0! 4,+;!&2! 6+(&4/).&(!5&64.+62!+.0&0+3! /.!&! 2,&6+3!+.4+656/2+A!9,/7,!56);)4+2!&!;)6+!

0/84$)6/+.4+3!=/+9!aK&<;A!"[UUb>!!

K&<;!a"[UUb!&(2)!4&:+2!&!2(/0,4(<!3/88+6+.4!&556)&7,!).!4,+!e'(&!6/.0!&.3!&60'+2!4,&4!7/67'(&6!

+B7,&.0+2! &6+! 3/88+6+.4! 86);! 6+7/56)7&(! +B7,&.0+2A! 2/.7+! 4,+! 0/842! &6+! 5&22+3! ).! 4)! 5+)5(+!

)4,+6! 4,&.! 4,+! 6+7/5/+.42>! @,/2! 16/.02!;)6+! 5+)5(+! /.4)! 4,+! 7);;'./4<! &2! 4,+! 0/842! ;)=+!

&;).0! 4,+;>! @,+! 2)7/&(! +B7,&.0+2! /.! ,+6! 6+2+&67,! 2+44/.0! &6+! 4,+6+8)6+! 76+&4/.0! &! 1/00+6!

7);;'./4<! aK&<;A! "[UUb>! -+,.! a"[[Ub! 6+2+&67,+3! &.! E.4+6.+4! 7);;'./4<! )8! ,&7:+62!

7);5+4/.0! ).(/.+! /.! 0/=/.0! 0/842! 4)! +&7,! )4,+6! &.3! 7).7('3+2! &2! 9+((! 4,&4! ]&'22#! 0/84!

+7).);<!3)+2!.)4!+.4/6+4<!+B5(&/.2!4,+/6!1+,&=/)'6>!

N2! 4,+! J)(3#!0/84! +7).);<! 6&4,+6! 2++;2! 4)!1+!&! 2+5&6&4+!:/.3!)8! +7).);<!7);5&6+3! 4)! 4,+!

;&6:+4!+7).);<!)6!+/4,+6!&.!+&6(<!8)6;!)8!/4A!-+,.!a"[[Ub!&.3!K&<;!a"[UUb!3+276/1+!/.!4,+/6!

6+2+&67,!4,&4!;&6:+4!&.3!0/84!+7).);/+2!/.!)'6!7'66+.4!+7).);<!)5+6&4+!2/;'(4&.+)'2(<!&.3!

/.!7);5(+BA!/.4+63+5+.3+.4!9&<2>!E4!6+;&/.2!4)!1+!2++.!9,+4,+6!4,+!1'2/.+22+2!/.!4,/2!24'3<!

4,&4!9)6:!9/4,!5&64/7/5&4)6<!56/7/.0A!&6+!1+24!+B5(&/.+3!&.3!'.3+624))3!1<!4,+!()0/7!)8!4,+!

J)(3#!0/84!+7).);<!)6!/8!4,+<!&6+!;)6+!/.!(/.+!9/4,!4,+!;)6+!J;)3+6.#!4<5+!)8!0/84!+7).);<!&2!

3+276/1+3!1<!K&<;!a"[UUb!&.3!-+,.!a"[[Ub>!!

!

!



! "X!

3.3 Market economy: Control and consumption 

!940'&/:)+40( +'( )*#('4.#( #07(%07(:&-:4'#(45(%..(:-47&$)+40H(%07( )*#( +0)#-#')(45(

)*#( :-47&$#-( 4&2*)( )4( @#( %))#07#7( )46( 40.3( '4( 5%-( %'( +)( /%3( @#( 0#$#''%-3( 54-(

:-4/4)+02()*%)(45()*#($40'&/#-8;(I(N3&;!G;/4,(

@,+!()0/7!&.3!56/.7/5(+2!)8!4,+!0/84!+7).);<!7&.!1+!2++.!&2!&!5)22/1(+!+B5(&.&4/).!)8!,)9!4,+!

1'2/.+22+2!9)6:/.0!9/4,!5&64/7/5&4)6<!56/7/.0!)5+6&4+!&.3!8'.74/).>!O)9+=+6A!&2!e/;!+4!&(>!

a"[[Zb! +B5(&/.! 4,&4! 5&64/7/5&4)6<!56/7/.0! 7&.! 2+6=+! &2! &! 5)9+68'(! 56);)4/).! 4))(! &.3! 2&(+2!

246&4+0<!&2!9+((A! 6+(&4/).2,/5!;&.&0+;+.4!7)'(3!&(2)!1+!&!9&<! 4)!+B5(&/.! 4,+/6!)5+6&4/).2>!

-+(&4/).2,/5!;&6:+4/.0! 4&74/72! &6+! 6+(&4/=+(<! .+9! &.3! 7);5&./+2!9+6+! .)4! '.4/(! 4,+! UVZ[2!

24&64/.0!4)!&3)54!&!6+(&4/).2,/5!;&.&0+;+.4!&556)&7,!am/.+(3/.A!"[U"b>!!

-+(&4/).2,/5!;&.&0+;+.4!7);56/2+2!&((!4,+!&74/=/4/+2!&.3!4))(2!4,&4!&.!)60&./2&4/).!'2+2!4)!

1'/(3A!;&/.4&/.!&.3!3+=+()5!2'24&/.&1(+!7'24);+6!6+(&4/).2,/52!am/.+(3/.A!"[U"bA!2'7,!4,&4!/4!

2,)'(3!1+.+8/4!1)4,!4,+!)60&./2&4/).!&.3!4,+!7).2';+6!aM)1(+!n!%,/((/52A!"[[Tb>!N77)63/.0!

4)! m/.+(3/.! a"[U"bA! 4,/2! /2! &! ;'7,! ;)6+! &556)56/&4+! ;&6:+4/.0! 246&4+0<! 4,+.! 4)! 8)7'2! ).!

2,)64$4+6;! 56)8/42! )6! 2&(+2>! M)1(+! &.3! %,/((/52! a"[[Tb! &60'+! 4,&4! ;&.<! 3+8/./4/).2! )8!

6+(&4/).2,/5!;&6:+4/.0!+B/24A!1'4!4,&4!+&7,!).+!,/0,(/0,42!4,&4!;&6:+4/.0!/2!;)6+!4,&.!2/;5(<!

/./4/&4/.0!6+(&4/).2,/52!aM)1(+!n!%,/((/52A!"[[Tb>!N!6+(&4/).2,/5!;&6:+4/.0!&556)&7,!8)7'2+2!

).! 7'24);+6! 6+4+.4/).A! 7'24);+6! =&('+2! &.3! ().0! 4+6;>! E4! ,&2! ,/0,! 7'24);+6! 2+6=/7+!

+;5,&2/2A! 7);;/4;+.4! &.3! 7).4&74! &.3! 2++2! R'&(/4<! &2! 4,+! 7).7+6.! )8! &((! 24&88! am/.+(3/.A!

"[U"b>!E0(+2/&2!+4!&(>!a"[UUb!&(2)!&332!4,&4!6+(&4/).2,/5!;&6:+4/.0!+;5,&2/2+2!4,+!/;5)64&.7+!

)8! +24&1(/2,/.0! &.3!;&/.4&/./.0! 6+(&4/).2,/52! 1+49++.! 7'24);+62! &.3! 1'<+62A! 9,/7,! /2! /.!

7).46&24! 4)! 4,+! 46&.2&74/).&(! )6/+.4&4/).!)8! 4,+! 7(&22/7&(!;&6:+4/.0!5&6&3/0;>!@6&.2&74/).&(!

;&6:+4/.0!&.3!6+(&4/).&(!;&6:+4/.0!&6+!.)4!;'4'&((<!+B7('2/=+A!1'4!7&.!(/=+!4)0+4,+6!/.!8/6;2!

/8!&!7)65)6&4+!7'(4'6+!2'55)642!4,+!6+(&4/).2,/5!&556)&7,!aE0(+2/&2!+4!&(>A!"[UUb!

3.3.1 Management control models 

O)9+=+6A! +=+.! /8! 6+(&4/).2,/5!;&.&0+;+.4!;/0,4A! &77)63/.0! 4)! E0(+2/&2! +4! &(>! a"[UUbA! 1+! /.!

7).46&24!4)!4,+!)6/0/.&(! J46&.2&74/).&(#!&556)&7,!)8!4,+!;&6:+4!+7).);<!/4! /2!24/((!56);)4/.0!

4,+!/3+&!)8!'2/.0!6+(&4/).2,/5!;&.&0+;+.4A!1+7&'2+!/4!/2!&!;)6+!+88+74/=+!&.3!56)8/4&1(+!9&<!

)8! &556)&7,/.0! )60&./2&4/).&(! 246&4+0<! am/.+(3/.A! "[U"b>! N2! m/.+(3/.! a"[U"b! 2&<2_!

6+(&4/).2,/52! &6+! &! 4))(A! /.246';+.4! )6! 246&4+0<! 4,&4! 7&.! 1+! '2+3! 9,+.! 3+&(/.0! 9/4,! &!

7'24);+6!&.3!4,+!6+(&4/).2,/5!/2!.)4!4,+!0)&(A!1'4!4,+!)'47);+!)8!/4>!@,+6+8)6+A!,+!&3;/42!4,&4!

6+(&4/).2,/5!;&6:+4/.0!/2!24/((!9)6:/.0!9/4,!7).46)(!&.3!8)(()9/.0!&!7+64&/.!246&4+0<!&2!/.!4,+!

7).4+B4!)8!4,+!;&6:+4!+7).);<>!!

j'6! 7'66+.4! ;&6:+4! +7).);<! 24&6+3! 4)! 4&:+! 8)6;! /.! ;)3+6./4<! a&6)'.3! 4,+! UZ[[2b! 9,+.!

1'2/.+22+2! 24&64+3! 4)! 8)7'2! /.76+&2/.0(<! ).! 7).46)(! &.3! 246&4+0<! 9,+6+1<! ;&.&0+;+.4!

7).46)(! ;)3+(2! 9+6+! 1+/.0! 3+=+()5+3! am/.+(3/.A! "[U"b>! N.! +B&;5(+! )8! 4,/2! /2! N.4,).<#2!

;)3+(A! 9,/7,! /2! ).+! )8! 4,+! ;)24! '2+3! 4,+)6+4/7&(! 246'74'6+2! /.! 4,+! &6+&! )8! ;&.&0+;+.4!



! "^!

7).46)(>!@,+!;)3+(! /2!1+/.0!3/27'22+3!1<!*&6)(/.&!%/;+.4+(!P'&64+!3&!D).2+7&!a"[U[bA!9,)!

24&4+2! 4,&4! 4,+! /;5(+;+.4&4/).!)8! 4,+!;)3+(! &(()92! 6+&7,/.0! +88/7&7<! &.3! +88/7/+.7<!9/4,/.!

)60&./2&4/).2>!G,+!&60'+2!&2!9+((!4,&4!4,+!56)7+22+2!)8!6&4/).&(/2&4/).!&.3!1'6+&'76&4/2&4/).!

/.!56)8+22/).&(!;&.&0+;+.4!&6+!H'24/8</.0!&!()9$46'24!;&.&0+6/&(!7'(4'6+!4,&4!/2!3);/.&4+3!

1<!4,+!3/24/.74/).!)8!&!J:.)9(+30+$1&2+3!+(/4+!&.3!&!;&7,/.+$;/.3/.0!;&22#>!D+&4'6+2!2'7,!

&2!/.3/=/3'&(/2;A!24&4'2!&7,/+=+3!&.3!&.!&.&(<4/7&(!9&<!)8!4,/.:/.0!7&.!1+!2++.!1&7:!/.!4,+!

;)3+(! &2!9+((! &2! )1H+74/=+!;+&2'6+! 4)!5+68)6;&.7+! &.3! 2,)64$4+6;! 7).7+6.>! E4! +;5,&2/c+2!

8)6;&(/2+3!2<24+;2!/.!9,/7,!5+)5(+!&6+!2++.!&2!+7).);/7!0))32!&.3!+;5()<++2!&6+!46+&4+3!

(/:+! 6+2)'67+2! &.3! ,&=+! 3/88/7'(4/+2! /.! '.3+624&.3/.0! 4,+/6! &74/=/4/+2! &2! 5&64! )8! &! 9,)(+!

a*&6)(/.&! %/;+.4+(! P'&64+! 3&! D).2+7&A! "[U[b>! N77)63/.0! 4)! m/.+(3/.! a"[U"bA! 4,/2!

J46&.2&74/).&(#! ;&6:+4/.0! &556)&7,! 8)7'2+2! ).! ).+! 2/.0(+! 2&(+A! &.! )6/+.4&4/).! ).! 56)3'74!

8+&4'6+2! &.3! 2,)64! 4+6;>! E4! ,&2! (/44(+! +;5,&2/2! ).! 7'24);+6! 2+6=/7+A! 7);;/4;+.4! &.3!

;)3+6&4+! 7'24);+6! 7).4&74>! E4! &(2)! 2++2! R'&(/4<! 56/;&6/(<! &2! &! 7).7+6.! )8! 56)3'74/).! 24&88!

am/.+(3/.A!"[U"b>!!

3.3.2 The transactional versus the relational approach  

@,+! 3/88+6+.7+! 1+49++.! 46&.2&74/).! ;&6:+4/.0! &.3! m/.+(3/.2#! a"[U"b! 3+276/54/).! )8!

6+(&4/).2,/5!;&.&0+;+.4! 7)'(3!5+6,&52!1+!+B5(&/.+3!1<!?6&.)=+44+62#! aUVZXb!&60';+.4!)8!

+;1+33+3.+22>! ?6&.)=+44+6! aUVZXb! &60'+3! &1)'4! 4,+! +B4+.4! 4)! 9,/7,! +7).);/7! &74/).! /2!

+;1+33+3! /.! 246'74'6+2! )8! 2)7/&(! 6+(&4/).2! &.3! /3+.4/8/+3! 49)! 3/88+6+.4! 4<5+2! )8! )55)2/.0!

5+625+74/=+2>!@,+!5)2/4/).!)8! 4,+!7(&22/7&(!&.3!.+)7(&22/7&(!+7).);/72!&22';+2!6&4/).&(!&.3!

2+(8$/.4+6+24+3!1+,&=/)'6!4,&4!/2!;/./;&((<!&88+74+3!1<!2)7/&(!6+(&4/).2>!@,/2!/2!4,+!24&.35)/.4!

46&.2&74/).&(!;&6:+4/.0!4&:+2!5(&7+!/.!&2!9+((>!@,+!)4,+6!+B46+;+!/2!9,&4!?6&.)=+44+6!aUVZXb!

7&((2! 4,+! #&60';+.4!)8! +;1+33+3.+22#! &.3!&(/0.2!9/4,!1)4,! 4,+!5+625+74/=+!)8! 6+(&4/).2,/5!

;&.&0+;+.4! &.3! 4,+! 0/84! +7).);<>! @,/2! 5+625+74/=+! &22';+2! 4,&4! 4,+! 1+,&=/)'6! &.3!

/.24/4'4/).2!4)!1+!&.&(<2+3!&6+!2)!7).246&/.+3!1<!).$0)/.0!2)7/&(!6+(&4/).2!4,&4!4,+<!7&..)4!1+!

2++.! &2! /.3+5+.3+.4! 86);! 4,+;>! E.4+6+24/.0(<A! 4,/2! '2+3! 4)! 1+! 4,+! 7);;).! &22';54/).! )8!

6+2+&67,+62!1+8)6+!;)3+6./4<!24&64+3>!P'6/.0!;)3+6./4<!4,+!&22';54/).2!7,&.0+3>!N6)'.3!

UVX[A! 9,+.! 4,+! 5+6/)3! )8! ;)3+6./4<! ,&3! 5&22+3A! 4,+! +7).);<! 9&2! 2++.! &2! /.76+&2/.0(<!

2+5&6&4+! &.3! &'4).);)'2A!9/4,! +7).);/7! 46&.2&74/).2! 4,&4!9+6+! .)! ().0+6!3+8/.+3! 1<! 4,+!

2)7/&(!)1(/0&4/).2!)8!4,)2+!46&.2&74/).2!1'4!1<!6&4/).&(!7&(7'(&4/).2!)8!/.3/=/3'&(!0&/.>!E4!7&.!

+=+.!1+! 2&/3! 4,&4! 2)7/&(! 6+(&4/).2!1+7&;+!&!1<$56)3'74!)8! 4,+!;&6:+4! /.24+&3! a?6&.)=+44+6A!

UVZXb>!-+,.!a"[[UbA!&60'+2!&2!9+((!4,&4!;)3+6./4<!(+3!4)!;).+<!&.3!4,+6+8)6+!4,+!;&6:+4!4)!

1+7);+!4,+!+.3!6+2'(4!)8!2)7/&(!(/8+_! !

!G*#0()*#(B%.&#(45(#B#-3)*+02($%0(@#(7#$+7#7()*-4&2*()-%0':4'+02()*#(J&#')+40(

+0( %( $4')I@#0#5+)( %0%.3'+'6( )*#( :4+0)( 45( %( $4/:.#A( '4$+%.( ,#@( 45( -+)&%.( %07(

)-%7+)+40'(@#$4/#'(/44)8(<*+'(%.'4('#-B#'()4(*#+2*)#0()*#($&.)&-%.(+/:4-)%0$#(45(

-%)+40%.+)36(%'(%..(J&#')+40'(04,($%0(@#(54-/&.%)#7()*-4&2*(%0(#$404/+$(/47#.8(

?4$+#)3( @#$4/#'( +0)#..#$)&%.+K#7( %07( /%0%2#%@.#( L( ,+)*( )*#( $40')+)&)+40( 45(

#$404/3(%'(%0(%@')-%$)(':*#-#(45(:&-#(%07(&0+B#-'%.(-%)+40%.+)+#'8;(L(-+,.A!"[[U(



! "Y!

@,/2!+B5(&/.2!4,+!46&.2&74/).!;&6:+4/.0!5+625+74/=+!9,+6+1<!+7).);/7!4))(2!2'7,!&2!g56/7+h!

3+7/3+!,)9!;'7,!4,+!=&('+!)8!2);+4,/.0!2,)'(3!1+!&.3!2)7/&(!6+(&4/).2,/52!3)!.)4!2++;!4)!

1+! .+7+22&6<! 4)! 0'/3+! +7).);/7! 1+,&=/)'6! &.<;)6+>! O)9+=+6A! &2! m/.+(3/.! a"[U"b! &60'+2!

86);!&! 6+(&4/).2,/5!;&.&0+;+.4!5+625+74/=+_! /.!.)9&3&<2!0()1&($7);5+4/4/=+!;&6:+45(&7+!

;)24! )60&./2&4/).2! &6+! 8&7+3!9/4,! &!3<.&;/7!;&6:+4! &.3! &006+22/=+! 7);5+4/4/).!9,+6+1<!

4,+<!+B5+6/+.7+!8'.3&;+.4&(!7,&.0+2!am/.+(3/.A!"[U"b>!m/.+(3/.#2!a"[U"b!&3=/7+!4)!;&.0+62!/2!

4)!3+=+()5!6+(&4/).2,/5!246&4+0/+2!/.!)63+6!4)!7)5+!9/4,!4,+!06)9/.0!'.7+64&/.4/+2!4,&4!7);+!

9/4,!4,+2+!7,&.0+2>!O+!56)5)2+2!4)!0)!J1&7:!4)!4,+!1+0/../.0#A!1&7:!4)!4,+!6+&(!6+(&4/).2,/5!

+6&! 4,&4! 4)):!5(&7+!1+8)6+!;)3+6./4<!24&64+3!&.3!9,+6+!;&6:+4+62!'2+3! 4)!1'/(3! ().0$4+6;!

7'24);+6!6+(&4/).2,/52!am/.+(3/.A!"[U"b>!

3.4 Relationship marketing: A strategy for economy 

!M($&')4/#-(+'()*#(/4')(+/:4-)%0)(B+'+)4-(40(4&-(:-#/+'#'8(D#(+'(04)(7#:#07#0)(
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)5+6&4/.0!/.!(/.+!9/4,!?6&.)=+44+62#2!aUVZXb!&60';+.4!)8!+;1+33+3.+22!H'24!&2!6+(&4/).2,/5!
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3.4.1 Participation as a relationship marketing tactic 
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1+,&=/)'6A!9,/7,!;&<! 6+2'(4! /.! 8'4'6+! 86/+.32,/52! )6! a;);+.4&6/(<b! /.76+&2+3! 2&4/28&74/).>!
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3.5 Summary: Gift economy versus Market economy 
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3.5.1 The analytical model: Relationship marketing and the gift economy 
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9,)(+!1'2/.+22A!2)7/+4<!)6!7);;'./4<!1&2+3!).!/4A!/4!/2!'2+3!8)6!;&6:+4/.0!&.3!56);)4/).2>!
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/2! '2+3! 4)! 1'/(3! 6+(&4/).2,/52! 9/4,! 4,+! &/;! 4)! ;&B/;/2+! 56)8/4! 6&4,+6! 4,&.! 4)! 1'/(3!
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86);!&!0/84!+7).);<!5)/.4!)8!=/+9!)6!56&74/7+!/4!&2!&!6+(&4/).2,/5$;&6:+4/.0!4&74/7>!!



! CU!

4 Results 

@,+!6+2'(42!&6+!3/=/3+3!/.!4,+!4,6++!3/88+6+.4!7&2+2A!9,/7,!9/((!&((!1+!3+276/1+3!/.3/=/3'&((<>!

@,+!/.4+6=/+92!&.3!3)7';+.42!'2+3!4)!3+276/1+!4,+!7&2+2!7&.!1+!8)'.3!/.!4,+!&55+.3/B>!

4.1 Case I: Café Trust 

N4!7&8L!@-FG@!/.!N;24+63&;!4,+<!1+(/+=+!/.!4,+!5,/()2)5,<!)8!1+/.0!,&55<!8)6!.)!6+&2).>!

@,+! 24&88! 7).2/24! )8! =)('.4++62! 9,)! 7);+! 4)! 4,+! 7&8L! 4)! 56&74/7+! ;/.38'(.+22_! 4)! 46&/.!

4,+;2+(=+2! 4)! 1+! /.! &! 24&4+! )8! 7).24&.4! ,&55/.+22! &.3! /.25/6&4/).>! @)! 2,)9! 4,&4! 4,+<! &(2)!

7);5(+4+(<!46'24!4,+/6!7'24);+62A!4,+<!3+7/3+3!4)!.)4!,&=+!&.<!56/7+2!).!4,+!;+.'>!!

4.1.1 The philosophy of TRUST 

@,+!5,/()2)5,<!/2!1&2+3!).!,&=/.0!46'24A!9,/7,!;+&.2!8)6!4,+!5+)5(+!&4!@-FG@!J@)!-+(<!j.!

G)'67+!@)4&((<#>!@,/2!;+&.2!4,+<!,&=+!46'24! /.!+&7,!)4,+6A! 4,+/6!7'24);+62!&.3!4,+! J2)'67+#>!

@,+<!3+8/.+! 4,+! (&44+6!).+!1<!2);+4,/.0!9,+6+!&((! 4,+!+.+60<!7);+2! 86);A!)6! J?)3#>!Q,+.!

<)'!+.4+6!4,+!7&8LA!<)'!7&.!6+&3!4,+!8)(()9/.0!2+.4+.7+!).!4,+!3))6_!J@,+!1+24!9&<!4)!2++!/8!

<)'!7&.!46'24!2);+1)3<A!/2!4)!46'24!4,+;#!&.3!4,&4!/2!9,&4!4,+!5+)5(+!&4!@-FG@!3)>!

!<=>?<(+'()*#(:*+.4'4:*3(%07()*#($%5N( +'(%(,%3()4(:-%$)+'#()*+'(:*+.4'4:*38(G#(:-%$)+'#()*#(@#.+#5(45(

@#+02(*%::3(54-(04(-#%'40(%..()*#()+/#8#!p!O'0)A!8)'.3+6!@-FG@!

@,+/6!).(<! /.4+6+24! /2! 4)!2+6=+! 4,+!,/0,+6!5/74'6+A!9,/7,!;+&.2!4,&4! 4,+<!46<!.)4! 4)! (+4! 4,+/6!

2+(8$/.4+6+24!/.4+6=+.+>!@,+!=/2/).!)8!@-FG@!&.3!4,+!7&8L!&2!9+((!/2!4)!1+!,&55<!8)6!.)!6+&2).>!

@,+6+!&6+!4,6++!0'/3+(/.+2_!U>!M)!56/=&4+!4,)'0,42_!G,&6+!9,&4!/2!).!<)'6!;/.3!&.3!3)!.)4!

:++5!/4!4)!<)'62+(8>!@,+!5+)5(+!&4!@-FG@!)5+6&4+!86);!4,+!56/.7/5(+!4,&4!4,+!;)6+!<)'!2,&6+A!

4,+!1+44+6!4,+!&4;)25,+6+!0+42>!">!M)!5+)5(+!5(+&2/.0_!K+!/.!4'.+!9/4,!<)'62+(8>!@,+<!1+(/+=+!

4,&4! /8!<)'!2&<!<+2!4)!2);+4,/.0!9,/(+!<)'!&74'&((<!3)!.)4!9&.4!4)!3)!/4!&.3!).(<!2&<!/4! 4)!

5(+&2+!2);+).+!+(2+A!<)'!&6+!.)4!/.!4'.+!9/4,!<)'62+(8>!C>!P)!.)4!9)6:!9/4,!246+22_!E8!8++(/.0!

246+22+3A!4&:+!4/;+!4)!2)(=+!/4>!@,+<!1+(/+=+!4,&4!8++(/.0!246+22+3!9/4,,)(32!<)'!86);!8++(/.0!

,&55<>!

G#( %'( +07+B+7&%.'( $%0( $*44'#( @#),##0( ),4(/47#'( 45( @#+021( ,#( $%0( 24( +0)4( '#:%-%)+40( 4-( )-&')( )*#(

'4&-$#(%07()-&')()*%)(.+5#(,+..()%E#($%-#(45(.+5#8(G#(,+..(C&')(.+')#0()4(+0':+-%)+40(%07(54..4,8!p!O'0)A!

8)'.3+6!@-FG@!

4.1.2 The café  

@,+!7&8L!9&2!24&64+3!/.!4,+!2';;+6!)8!"[UT>!@,+!

8)'.3+62! 9&.4+3! &! 5(&7+! 4)! 56&74/2+! 4,+!

5,/()2)5,<! )8! @-FG@! &.3! 0/=+! )4,+62! 4,+!

7,&.7+!4)!H)/.!/.!&2!9+((>!@,+6+8)6+!4,+<!3+7/3+3!

4)!)5+.!&!1'2/.+22!&.3!1)'0,4!&!7&8L!4)!56&74/2+!

4,+!5,/()2)5,<!9,/(+!2+6=/.0!7)88++!&.3!7&:+2>!!

X07.&"1=)1P5MS19BZR91



! C"!

O);'(%(@&'+0#''(,*#-#(:#4:.#(,4-E(5-4/()*#(+0'+7#I4&)8(O);'(%(:.%$#(,*#-#(34&($%0(7+'$4B#-(34&-'#.5(%07(

)*+02'(,+..($*%02#(%-4&07(34&8(p!]&&64+.A!8)'.3+6!@-FG@!

G#(*%7(04(@%$E2-4&07(+0(*4':+)%.+)3(%)(%..8(P4($.&#(,*#-#()4(')%-)(%)(%..8!p!O'0)A!8)'.3+6!@-FG@!

@,+! 7&8L! 7&.! 1+! 8)'.3! ).! &! 1'2<! ;&6:+4!

246++4! /.! 4,+! 7+.46+! )8! N;24+63&;>! @,+!

9/.3)92! &6+! 5&/.4+3! &.3! 3/25(&<! &! 8+9!

R')4+2>! E.! 4,+! ;/33(+! )8! 4,+! 9/.3)9! /2!

96/44+._! *);+! &2! <)'! &6+A! %&<! &2! <)'! 8++(>!

Q,+.!+.4+6/.0!4,+!7&8LA!7)()'68'(!7,&/62!&.3!

4&1(+2! 8/((! 4,+! 6));>! @,+! 7)'.4+6! /2! /.! 4,+!

1&7:A! &.3! 1+,/.3! /4! /2! &.! )5+.! :/47,+.>!

j63+62!&6+! 4&:+.!&4! 4,+!7)'.4+6!&.3!16)'0,4!

4)! 4,+! 4&1(+2>! M+B4! 4)! 4,+! 7)'.4+6! 4,+6+! /2! &!

;+.'! 24&4+3! ).! 4,+! 9&((! 4,&4! 2,)92! &((! 4,+!

8))3!&.3!36/.:2!4,&4!&6+!1+/.0!2)(3>!S=+6<4,/.0!/2!;&3+!86+2,!&.3!).!)63+6>!])24!)8!4,+!4/;+!

4,+!9&((2!3/25(&<!&64! 86);!&! 7+64&/.!&64/24A! 1'4! 7'66+.4(<! 4,+<!&6+! +;54<>! G)).! 4,+<!9/((! 1+!

7)=+6+3!9/4,!5)24+62!4,&4!&6+!2'55)64/.0!4,+!J@-FG@!=/+9!)8!(/8+#>!!

@,+6+!/2!&!1/0!2/0.!1+()9!4,+!7)'.4+6!24&4/.0!4,+!3/88+6+.7+!1+49++.!,&55<!8))3!&.3!246+22+3!

8))3A!9,/7,!/2!+/4,+6!&!2;/(/.0!)6!&!2&3!8&7+>!@,+!=)('.4++62!3)!.)4!9&.4!4)!246+22!&.3!).(<!

;&:+!4,+!8))3!86);!&!5+&7+8'(!24&4+!)8!;/.3>!@,+<!1+(/+=+!/4!9/((!;&:+!4,+!8))3!1+44+6!9,+.!

/4!/2!;&3+!9/4,!()=+A!46'24!&.3!,&55/.+22>!!

@,+! (+0&(/4<! )8! 4,+! 7&8L! /2! &! 8)'.3&4/).A! 9,+6+! 3).&4/).2! )8! 4/;+A! 24'88! &.3! ;).+<! &6+!

&77+54+3>!G/.7+!4,+!24&64!)8!4,+!7&8LA!4,+<!&6+!&1(+!4)!5&<!&((!4,+/6!;).4,(<!1/((2!4/((!2)!8&6!9/4,!

4,+!;).+<! 4,&4! 7);+2! /.! 86);! 4,+! 7&8L>! K+2/3+2! 8)6! ,&=/.0! &!9+12/4+A! D&7+1)):! 5&0+! &.3!

E.24&06&;!&77)'.4A!4,+<!3)!.)4!3)!&.<!;&6:+4/.0>!])24!)8!4,+!7'24);+62!7);+!/.!9,+.!4,+<!

5&22!1<!)6!,+&6!&1)'4!/4!86);!)4,+62>!@,+<!&(2)!4&:+!1'2/.+22!5(&.2!24+5!1<!24+5!&.3!3)!.)4!

,&=+!&.<!().0$4+6;!5(&.2>!

G#(.#)(24(45(%..()*#(@#.+#5'6('&$*(%'(!,#(-#%..3(0##7(/%-E#)+026(Q=6(@#))#-($455##6(#)$8;(4-(4)*#-()*+02'()4(

/%E#()*+'(%('&$$#''8(P48(G*#0(,#(@#2%0()*+'(:.%$#(,#(7+70;)(':#07(%03)*+02(40(/%-E#)+028(G#(54$&'(

40( 4&-( 4,0(/+07(*#%.+028(<*+'(,+..( 2#0#-%)#( )*#( @&'+0#''( 4-( 2+B#( +7#%'( 54-( )*#( @&'+0#''8! ! p!O'0)A!

8)'.3+6!@-FG@!

N(4,)'0,!4,+<!3)!.)4!,&=+!&.<!:/.3!)8!1'2/.+22!5(&.!)6!3)!;&6:+4/.0A!4,+!7&8L!/2!2++.!&2!4,+!

J1'2/.+22#!5&64!)8!@-FG@>!N!1'2/.+22!9,+6+!4,+<!9)6:!86);!4,+!/.2/3+$)'4>!!

R#'6(,#( %-#( -&00+02( %( @&'+0#''8(G#(*%B#( %( @&'+0#''(,+)*( %( 7+55#-#0)( %))+)&7#8("&)( +)( +'( %( @&'+0#''6(

,*+$*(,+..(0##7(/40#3()4(#A+')6(#)$>!p!]&&64+.A!8)'.3+6!@-FG@!

X07.&"1A)19:"1%6",1N0-/:",1



! CC!

!O( 74( '##( )*#( $%5N( %'( '4/#( E+07( 45( @&'+0#''6( @&)( +)( 5##.'( /4-#( .+E#( %( $4//&0+)38;( <*#( '#0'#( 45(

)42#)*#-0#''(+'(,*%)(,+..(%))-%$)()*#(@&'+0#''('+7#(45()*+02'8(<*#(/40#36()*#(B4.&0)##-'8("&)(,#(%-#(%'(

,#..(%(@&'+0#'';8!p!O'0)A!8)'.3+6!@-FG@!

!

X07.&"1E)195;C"1("--0,71$0-:1M%C'"&(1

@,+<!56)5)2+!4,&4! J1'2/.+22!/2!4,+!.+9!7);;'./4<#!&.3!4,&4!@-FG@!/2!6+56+2+.4/.0!4,/2!&2!

9+((>! E4! /2! .)4! &1)'4! 4,+! 7'24);+62! &4! @-FG@A! 1'4! &1)'4! 4,+;2+(=+2! &.3! 4,+/6! 56&74/2+! /.!

;/.38'(.+22>!!

!<4( 5&-)*#-( #A:.%+0( .#)(&'( 5+-')( :-4B+7#( %( 7#5+0+)+40( 45( @&'+0#''( %07( $4//&0+)38(G+)*( !@&'+0#'';(,#(

/#%0( )*#( )-%7+)+40%.( 54-/( 45( @&'+0#''( )*%)( +'( 54$&'#7( /%+0.3( 40( %$*+#B+02( 5+0%0$+%.( 2%+08( G+)*(

!$4//&0+)3;( ,#( /#%0( )*#( )-%7+)+40%.( 54-/( 45( S-#.+2+4&'T( $4//&0+)+#'( 54$&'#7( 40( +0)-4':#$)+406(

7#B4)+40( %07( ':+-+)&%.( :-%$)+$#'8( O)( +'( '%5#( )4( '%3( )*%)( )*#-#( *%'( @##0( 04( ')-402( $400#$)+40( @#),##0(

!@&'+0#'';(%07(!$4//&0+)3;(,*#0(&'+02()*#'#()-%7+)+40%.(7#'$-+:)+40'8(R4&($4&.7('%3(!@&'+0#'';(,%'(

.4$%)#7( 40(G%..( ?)-##)( %07( !$4//&0+)3;( ,%'( /+.#'( %,%3( +0( )*#( D+/%.%3%0(U4&0)%+0'8(P4)( '4( %)(

<=>?<8(G#( %-#( %( $4//&0+)3( 4:#-%)+02( %'( %( @&'+0#''8(M07(,+)*+0(<=>?<( )*#( $4//&0+)3( %':#$)(

$4/#'(5+-')6(%07()*#(@&'+0#''(%':#$)(54..4,'8;(p!D&7+1)):!5&0+!)8!@-FG@!

@,+<!2++!4,+!1'2/.+22!&25+74!&2!&!9&<!4)!56)=/3+!4,+;!9/4,!;)6+!)55)64'./4/+2!4)!56&74/2+!

4,+! 7);;'./4<! &25+74A! 9,/7,! /.7('3+2! 5+62).&(! ,+&(/.0! &.3! 2,&6/.0! 4,)'0,42! &1)'4! ,)9!

4,+<!8++(!4)!7);+!7()2+6!4)!4,+/6!0)&(>!N2!2&/3!1+8)6+A!4,+/6!0)&(!/2!.)4!8/.&.7/&((<>!E4!/2!4)!(/=+!

&77)63/.0!4)!4,+!56/.7/5(+!4)!1+!,&55<!8)6!.)!6+&2).!&.3!4)!+B4+.3!()=+!&.3!H)<!&((!4,+!4/;+>!

@,+! 2'77+228'(.+22! )8! 4,+! 7&8L! /2! &(2)! .)4! 7)..+74+3! 4)! ;).+<! )6! 8/.&.7/&(! 0&/.>! @,+!

=)('.4++62!2++!/4!&(6+&3<!&2!2'77+228'(A!1+7&'2+!/4!+B/242!&.3!4,+<!7&.!3)!4,+/6!;/.3!46&/./.02>!!



! CT!

<*#( $%5N( +'( %.-#%73( '&$$#''5&.8( <*#-#( %-#( 04( 5+0%0$+%.( 4-( *%::+0#''( 24%.'8( O)(,+..( $*%02#( 7&-+02( )*#(

:-4$#''8(G#(740;)(E04,(,*%)(,+..(#B4.B#8("&)(,#(,+..(54..4,(4&-(+0)&+)+40(%07(,*%)(+'(0##7#7(%07('##(

,*%)(,+..(*%::#08(V&-(7%+.3( +0)&+)+40(+'(4&-(:.%08(G#(740;)(*%B#(%03(.402I)#-/(:.%0'>!p!]&&64+.A!

8)'.3+6!@-FG@!

4.1.3 The perspective of the volunteers and organisation 

@,+6+!/2!.)!,/+6&67,<!/.!4,+!7&8L>!-&4,+6A!4,+<!2++!/4!&2!&!

8(&4A! 7/67'(&6! )60&./2&4/).>! E.! 4,+! ;/33(+! &6+! 4,+! 8/=+!

8)'.3+62A! 9,)! &6+! &(2)! 4,+! 1)&63! ;+;1+62>! N6)'.3!

4,+;! &6+! 4,+! 7);;/44+3! 1'33/+2! a7'66+.4(<! 8/=+b_! 4,+!

46'24! =)('.4++62! 9,)! &6+! +=+.! ;)6+! 7);;/44+3! 4)! 4,+!

5,/()2)5,<! 4,&.! 4,+! J6+0'(&6#! =)('.4++62! &.3! 3)! +B46&!

4,/.02! 1+2/3+2! 9)6:/.0! /.! 4,+! :/47,+.>! @,+! 4,/63! 7/67(+!

6+56+2+.42! 4,+! 46'24!1'33/+2_! 4,+!@-FG@!=)('.4++62! 4,&4!

9)6:!/.!4,+!7&8L>!!

O)(+'(%(2-4&:(:-4C#$)(%07(,#(0##7(#%$*(4)*#-()4(/%E#()*+'(:.%$#(

,4-E8(<*#-#(%-#(04(4,0#-'H()*#(40.3(7+')+0$)+40(+'()*%)(,#(*%B#()*#(54&07#-'8(G#(%-#(-#%..3($%-#5&.()4(

04)($-#%)#(%(*+#-%-$*38(O)(+'(%..(#J&%.8(O0()*%)(#J&%.+)3()*#-#(+'(%(7+55#-#0$#(@#),##0(-#':40'+@+.+)+#'8(<*#(

54&07#-'( *%B#( )*#( -#':40'+@+.+)3( )4( E##:( )*#( 54&07%)+40( 24+028( <*#( B4.&0)##-'( 740;)( *%B#( )*+'(

-#':40'+@+.+)38(G#(S)*#(54&07#-'T(%-#(B#-3(/&$*()*+0E+02(*4,(,#($%0(#A:%07()*#(B+'+40(%07(@#))#-()*#(

/+07()-%+0+028!p!O'0)A!8)'.3+6!@-FG@!

M'(%(B4.&0)##-(+5(,#(*%B#(%0(+7#%(4-('4/#)*+02(,#(7+70;)(.+E#(,#()#..(+)()4(40#(45()*#(54&07#-'(%07()*#3(

)%E#( +0)4( )*#( /##)+02( ,*#-#( )*#3( $40')#..%)#( *4,( )*#3( ,+..( /%E#( $*%02#'8( L! N246/3A! =)('.4++6!

@-FG@!

@,+!5+)5(+!9)6:/.0!&4!@-FG@!&6+!7'66+.4(<!&((!=)('.4++62!&.3!7);+!4,+6+!;&/.(<!4)!56&74/2+!

;/.38'(.+22>!@)!1+!/.!&!7).24&.4!24&4+!)8!,&55/.+22A!.+0&4/=+!8++(/.02!,&=+!4)!1+!+B56+22+3>!

@,+6+8)6+A! 4,+!3&<!&4!@-FG@!1+0/.2!9/4,!&!3&<!)5+./.0A!9,+6+!+=+6<).+!4&:+2!&!8+9!3++5!

16+&4,2!&.3!46/+2!4)!0+4!,/2!)6!,+6!;/.3!).!4,+!;)3+!)8!J1+/.0!&.3!8++(/.0!,&55<#>!M+B4A!&((!

4,+! =)('.4++62! 5/7:! &! .';1+6A! 9,/7,! /2!

7)..+74+3! 4)! 4,+/6! (+22).!)8! 4,+!3&<>!@,+6+!&6+!

./.+! (+22).2A! /.=)(=/.0! 5,6&2+2! (/:+! JE! .++3!

2);+4,/.0! 4)! 1+! '.,&55<A! 1'4! E! .++3! .)4,/.0!

4)! 1+! ,&55<#! &.3! JQ,+.! E! 7);56);/2+A! E! 8&:+!

5+&7+>! Q,+.! E! ()=+! 9/4,)'4! +B5+74&4/).! E! &;!

5+&7+#>! @,+/6! &/;! /2! 4)! 56&74/2+! 4,+/6! (+22).!

3'6/.0! 4,+! 3&<! &.3! 2,&6+! 4,+/6! 6+2'(42! &.3!

9,&4!4,+<!(+&6.+3!9/4,!4,+!)4,+6!=)('.4++62>!

Q,+.! 2);+).+! ,&2! &.<! .+0&4/=+! 8++(/.02!

3'6/.0! 4,+! 9)6:/.0! 3&<A! 4,+<! &6+! +B56+22+3!

X07.&"13)1[&75,0(5-0%,'

X07.&"1<)1X0&(-1-5(N1%M1-:"1'5#1



! CX!

&.3! J2)(=+3#! 1<! '2/.0! H)/./.0#2A! 7).24+((&4/).2! &.3! 56&74/2/.0! /.3/=/3'&(! ;/.38'(.+22>!

N77)63/.0! 4)! 4,+! 8)'.3+62A! 4,+2+! &6+! 3/88+6+.4! 4))(2! 4,&4! 6+=+&(! 4,+! ,/33+.! 3<.&;/72! )8! &!

2/4'&4/).!&.3!&(()9!4)!0&/.!/.2/0,4!&.3!7(&6/4<!&1)'4!4,+!2/4'&4/).>!Q,+.!4,/2!4&:+2!5(&7+!/.!

4,+! 7&8LA! &((! )6! 5&64! )8! 4,+! &74/=/4/+2! 4)! ;&:+! 8))3! &.3! 2+6=+! 7'24);+62! &6+! 4+;5)6&6<!

24)55+3>!@)!1+!/.!&!7).24&.4!24&4+!)8!,&55/.+22!/2!;)6+!/;5)64&.4!4,&.!4,&4!4,+!8))3!/2!1+/.0!

2+6=+3!&4!4,+!7'24);+62!&2!2)).!&2!5)22/1(+>!!

!O5('4/#)*+02(*%::#0'(+0()*#(E+)$*#0(,#(2+B#()*%)(:-+4-+)3()4(/%E+02()*#(5447(4-()*#($455##6(@#$%&'#(,#(

,%0)()4(:&)(.4B#(+0()*#(54478(<*%)(+'(%.'4(&:'+7#I74,08;!p!N246/3A!=)('.4++6!@-FG@!

<*#(E+)$*#0(+'(%('3/@4.(54-(4&-(/+07()-%+0+026('4(+)(+'('#$407%-38(O)(+'()*#(4)*#-(,%3(%-4&078(O)(+'(4&-(

@%$E7-4:(54-(/+07()-%+0+028(O)(+'(54-(34&(S)*#($&')4/#-'T()446(@#$%&'#(+5(,#(*#%.(4&-(/+07(,#(*#%.()*#(

,*4.#8(R4&(%-#(@#+02(%55#$)#7(@3(+)(@#$%&'#(,#(%-#(%..(.+0E#7()42#)*#-6('4(+)(+'(%.'4(34&-(/+07(*#%.+028(

R4&(,+..(2#)(4::4-)&0+)+#'(%'(,#..6(%'(+0()*+'($%'#()4(:-%$)+'#(:%)+#0)'>!$?'.=+6A!=)('.4++6!@-FG@!

@,+!=)('.4++62!2++!4,+!7&8L!&2!&!(+&6./.0!27,))(!8)6!4,+;2+(=+2!4)!56&74/2+!4)!1+!&4!&!7).24&.4!

24&4+!)8!,&55/.+22!&.3!H)<A!&!7);;'./4<!&.3!&!9&<!)8!(/8+>!

!W4-(/#(<=>?<(+'(/4-#(.+E#(%($4//&0+)36(,#(-#%..3(74(+)()42#)*#-(%07('&::4-)(#%$*(4)*#-8(O()*+0E(+)(+'(

%(,%3(45( .+B+028( O(740;)( C&')( #A#-$+'#( )4(@#(*%::3( 54-(04(-#%'40(%)(<=>?<6(@&)(%.'4(4&)'+7#(45( +)8;! p!

N246/3A!=)('.4++6!@-FG@!

O);'( %( :.%$#( )4( &0.#%-0( )*#( ')-#''5&.(,%3'( 45( .+B#8( <4( @#( *%::3( 54-( 04( -#%'408! p!]&&64+.A! 8)'.3+6!

@-FG@!

G4-E+02(%)()-&')(/#%0'(54-(/#()4(#A:%07(/3(@4&07%-+#'6(.#%-0+02(*4,()4('##(#B#-340#(%'(40#8(<*#-#(

+'(04('#:%-%)+408(X#))+02(24(45(/3(4,0(5%.'#(@#.+#5'8(?##E+02(%(7##:#-($400#$)+40(,+)*(:#4:.#(%07(@#+02(

$*%..#02#78(L!@/.&A!=)('.4++6!@-FG@!

@,+! 7'24);+62! &6+! 2++.! &2! &! (+&6./.0! +B5+6/+.7+! &2!9+((>! @,+<! 2++! 4,+;!&2! &!56)H+74/).! )8!

4,+/6!1+(/+82!&.3!5&44+6.2!&.3!4,+!7'24);+62!2,)9!9,&4!4,+<!,&=+!4)!(+&6.>!@,+<!2++!4,+;!&2!

1+/.0!5&64!)8!@-FG@!&.3!5&64!)8!4,+!7);;'./4<>!

4.1.4 Pay As You Feel 

Q,+.! .+9! 7'24);+62! &66/=+A! 4,+! 7).7+54! )8! @-FG@! /2! +B5(&/.+3! 4)! 4,+;! 1<! ).+! )8! 4,+!

=)('.4++62>!@,+<!4+((!4,+;!4,+<!9)6:!9/4,!;/.3!46&/./.0A!9,/7,!7&.!7&'2+!4,+!)63+6!4)!4&:+!

().0+6!4,+.!4,+<!;/0,4!1+!'2+3!4)>!@,+<!&(2)!4+((!4,+;!4,&4!4,+<!7&.!5&<!#&2!4,+<!8++(#>!@,+<!

/./4/&4+! 4,+;! 4)! 4,/.:!&1)'4!;).+<!3/88+6+.4(<>!M)4! &1)'4!,)9!;'7,! 2);+4,/.0! 7)242A! 1'4!

,)9!;'7,!4,+<!8++(!4,+<!9&.4!4)!5&<>!*'24);+62!7&.!5&<!9,+.+=+6!&.3!9,&4+=+6!4,+<!9&.4!

&.3! 5'4! 4,+!;).+<! /.! &! 1)B! ).! 4,+! 7)'.4+6! )6! 7,))2+! &.! &;)'.4! 4)! 5/.! &.3! &(2)! 5/.! 1<!

4,+;2+(=+2>!@,+!24&88!3)+2!.)4!&2:!/8!4,+<!,&=+!5&/3!2);+4,/.0!)6!.)4A!4,+<!3)!.)4!7,+7:!4,+/6!

7'24);+62!&.3!(+4!4,+;!0+4!7,&.0+!)'42/3+!)8!4,+!;).+<!1)B!1<!4,+;2+(=+2>!!

!O( %'E(34&( S$&')4/#-'T( )4( 5##.( +0(34&-(*#%-)(,*%)(34&(,%0)( )4(:%36( 88,*%)(/%E#'(34&(*%::3( )4(:%38(

<*#0(O(&'&%..3()#..(,*3(,#(%-#(*#-#(54-8(O)(+'(04)(%@4&)()*#($455##(4-()*#($%E#'H(+)(+'(%@4&)()*#(:-4$#''(45(



! C^!

@#$4/+02(*%::3(54-(04(-#%'408(O(%.'4('4/#)+/#'()#..()*%)(,#(,%0)()4(/%E#(.4B#I/%7#(54476(+0')#%7(45(

')-#''I/%7#(5447;!p!N246/3A!=)('.4++6!@-FG@!

W+-')(O('*4,()*#/()*#(/#0&(%07(O('%3()*%)(,#(740;)(*%B#(%03(:-+$#'8(O('%3()*%)()*#3($%0(:%3(%'()*#3(

5##.8(Q%3(5-4/()*#+-(*#%-)8(O()-3()4(#A:.%+0()*%)(,#(%-#(%..(B4.&0)##-'(%07(,#()-3()4(,4-E(5-4/(%(:.%$#(45(

:#%$#6(-#.%A6(%07(,#(740;)(,%0)()4(:&)(%03(')-#''( +0(4&-(5447(4-(7-+0E'8(O5(,#(740;)( 5##.( +0(*%-/403(

%03/4-#(,#(')4:(#B#-3)*+02(%07()-3()4('##(,*%)(+'(24+02(408!p!@/.&A!=)('.4++6!@-FG@!

@,+! 7&8L! 24&64+3! 3/6+74(<!9/4,! J%&<!N2!`)'! D++(#! 4)! 2,)9! 4,+/6!

7'24);+62!4,&4!4,+<!&6+!1+/.0!46'24+3>!O&=/.0!2+4!56/7+2!3)!.)4!

2,)9!&!6+(&4/).2,/5!)8!7);5(+4+!46'24>!

G#( )-&')( )*#( '4&-$#( 54-( +0':+-%)+40'( %07( +)(,+..( :-4B+7#(,*%)#B#-(,#(

0##78(G#()*4&2*)6(*4,($%0(,#(:-%$)+'#()*+'(/4')(-%7+$%..3(%07(7##:.3F(

?4(,#(7#$+7#7()4(04)(*%B#(:-+$#'(%07(.#%B#(+)(%..(4:#08(?4(:-%$)+$%..3(,#(

%-#( 4:#0( 54-( %..( E+07'( 45( %@&'#6( :#4:.#( $%0( C&')( $4/#( +0( %07( 04)( :%3(

/&$*(%07()*#0(,#(*%B#()4($.4'#()*#('*4:8("&)(,#(,%0)()4()#')()*+'(+7#%(

%07(,*%)(,#(*%B#()4(74(+'( C&')(:-%$)+'#(4&-(/+07(@%$E()4()*+'(')%)#(45(

@#+02(%07()*#('4&-$#(,+..(:-4B+7#8!p!O'0)A!8)'.3+6!@-FG@!

>'&%..3(O(740;)(.44E(,*#0()*#($&')4/#-'(:%38(O(C&')('%3(*4,()*#3($%0(

:%3(%07(,*#-#(%07( )*#0( O(24(74('4/#)*+02(#.'#8( O( C&')(,%0)( )*#/()4(@#( 5-##(%07(04)( .44E#7(&:408(p!

@/.&A!=)('.4++6!@-FG@!

O)'(%.'4(*4,(34&()*+0E(%@4&)(+)8(O5(34&(2+B#(,*#0()*+0E+02(34&(740;)(*%B#(#04&2*(4-(,+..(34&()-&')(%07(

2+B#(,+)*(%0(4:#0(*#%-)F!p!N246/3A!=)('.4++6!@-FG@!

Q,&4!4,+!7&8L!/./4/&4+2!/2!4)!(+4!5+)5(+!4,/.:!3/88+6+.4!&1)'4!;).+<>!M)4!9/4,!4,+/6!,+&3A!1'4!

9/4,!4,+/6!,+&64>!@)!8++(!9,&4!4,+<!9&.4!4)!5&<A!/.24+&3!)8!;&:/.0!&!6&4/).&(!7&(7'(&4/).>!@,+!

=)('.4++62!&(2)!/.7('3+!4,+!7).7+54!)8!;).+<!/.!4,+/6!;/.3!46&/./.0>!@,+<!1+(/+=+!4,&4!/8!4,+/6!

;/.3!/2!&4!5+&7+!&.3!4,+<!&6+!J)5+.!4)!6+7+/=+#!4,+!;).+<!9/((!8()9!/.>!@)!1+!)5+.!4)!6+7+/=+!

4,+<!24/;'(&4+!+&7,!)4,+6!4)!4,/.:!3/88+6+.4(<!&1)'4!;).+<>!@)!4&:+!&((!4,+!+;)4/).&(!8++(/.02!

&44&7,+3!4)!;).+<!)88!)8!/4!&.3!4)!2++!/4!&2!H'24!5&5+6!246/52A!/.24+&3!)8!2);+4,/.0!4,&4!7&.!1+!

+/4,+6!0))3!)6!1&3>!@,+<!56&74/2+!4,/2!/.!4,+!7&8L!1<!6&.3);(<!0/=/.0!+&7,!)4,+6!4,+/6!9&((+42A!

:+<2A! 5,).+2A! +47>! &.3! 3/27'22! 9,&4! 4,+<! 8++(! 9,+.! 4,+<! 0/=+! 2);+4,/.0! &9&<! )6! +/4,+6!

6+7+/=+!/4>!

<*#(:&-:4'#(45()*#(/40#3(2%/#(+0(<=>?<(+'()4('##(+)(,+)*4&)()*#(B%.&#(,#(:&)(40(+)8(O)(+'(C&')(:%:#-(

')-+:'88(W4-(<=>?<6(,#(-#%..3(74()*+02'(-#%..3(&:'+7#I74,08(G#(74(+)(5-4/()*#(+0'+7#8(R4&(,+..(%))-%$)(

/4-#(/40#36(5-4/()*#(+0'+7#8(9%0(34&(-#$#+B#(/40#36(4-($%0(34&(C&')(2+B#(+)(%,%3F(G*%)(+'()*#(5##.+02(

%))%$*#7()4(+)F!p!]&&64+.A!8)'.3+6!@-FG@!

@,+<! 2++! 0/=/.0! &.3! 6+7+/=/.0! a;).+<b! &2! ).+! &.3! &((! 5&64/7/5&4+! /.! 4,+! 7<7(+! )8! 4,+/6! 2)$

7&((+3! JjMS+7).);<#>! @,+<! 1+(/+=+! 4,&4! 4,+6+! /2! +.)'0,! 8)6! +=+6<).+>! ?/=/.0!

X07.&"1@)1[6",1-%1&"/"0J"1



! CY!

'.7).3/4/).&((<!3)+2!.)4!(+&3!4)!4,+!R'+24/).!4)!0+4!2);+4,/.0!1&7:!)6!2);+4,/.0!)'4!)8!/4A!

1'4!4)!,&=+!.)!+B5+74&4/).2!&4!&((>!@,+<!56&74/2+!4)!0/=+!)'4!)8!'.7).3/4/).&(!()=+>!!

Y+B+02( %07( -#$#+B+02( +'( %( '3/@4.( 45( +05+0+)38( <*+02'( $4/#( %07( 248(

ZB#-3( )+/#( 34&( 2+B#( '4/#)*+02( 34&( ,+..( -#$#+B#( ,*%)( 34&( 0##7( +0(

.+B#8( <*#-#( %-#( 04( #A:#$)%)+40'H( )*#3( ,+..( 40.3( ,4-E( %2%+0')( 34&8(

<*+02'(*%::#0( +5(34&(7-4:(%..( #A:#$)%)+40'8(ZA:#$)%)+40'(%-#(,*%)( O(

,%0)6( )*#( '/%..( /#( S)*#( #24T6( )*#0( 34&( 54-2#)( )*#( @+22#-( 40#( S)*#(

'4&-$#[Y47[#)$8T8( O)( +'( )-%+0+02( %07( )-%+0+02( %07( #A:#-+#0$#( )4( '##(

,*%)(*%::#0'(+5(O(7-4:(%..(#A:#$)%)+40'8(G*%)(O()*+0E(O(E04,6(O(0##76(O(

*%B#()4(748(<4(7-4:(+)(%..8!p!]&&64+.A!8)'.3+6!@-FG@!

4.1.5 The Customers perspective 

@,+!5+)5(+!9)6:/.0!&4!@-FG@!4+((!.+9!7'24);+62!,)9!4,+!7).7+54!9)6:2>!@,+<!0+4!3/88+6+.4!

6+&74/).2!86);!5+)5(+!9,)!6+&((<!(/:+!/4!&.3!5+)5(+!9,)!3)!.)4!:.)9!,)9!4)!4,/.:!&1)'4!/4>!

@,+6+!&6+!&(2)!8)(3+62!).!+=+6<!4&1(+!4,&4!+B5(&/.!9,&4!4,+<!3)!&.3!,)9!/4!9)6:2!&.3!+=+6<!

'4+.2/(!2+4!,&2!&!R')4+!6+(&4+3!4)!@-FG@>!!

G#( -#%..3( 2#)( 7+55#-#0)( -#%$)+40'( 5-4/( $&')4/#-'8( ?4/#( '%3( +)( +'( -#%..3( 2-#%)( %07( )*%)( !)*#3( ,#-#(

.44E+02(54-(%(:.%$#(.+E#()*+';6(4)*#-(')%-)($4&0)+02(*4,(/&$*()*#(+02-#7+#0)'(,+..(@#(%07()*#0(,*%)()*#(

:-+$#(,+..(@#8(?4/#(:#4:.#(%.'4('%3()*#3(54&07(+)(7+55+$&.)()4(5##.8(G#(%-#('4(&'#7()4()*+0E(%@4&)(/40#36(

$%.$&.%)#(%07(%0%.3'#(+)(+0')#%7(45(5##.+02(%@4&)(+)8!p!N246/3A!=)('.4++6!@-FG@!

O(,4&.70;)('%3(:#4:.#(,%0)()4()%E#(%7B%0)%2#8(O()*+0E()*%)()*#-#(%-#(:#4:.#(,*4(740;)(:%38(<*#3(,+..(

*%B#()*#+-(-#%'40(54-(+)8(O(740;)(,%0)()4(C&72#()*#/8!p!@/.&A!=)('.4++6!@-FG@!

-+0'(&6!7'24);+62!2&<!4,+<!7);+!4)!4,+!7&8L!8)6!4,+!&4;)25,+6+>!@,+<!(/:+!4,+!/./4/&4/=+!&.3!

4,+!8&74!4,&4!4,+!7&8L!2,)92!&!3/88+6+.4!5+625+74/=+!).!,)9!&!1'2/.+22!7&.!()):!(/:+>!@,+<!&(2)!

(/:+!4,+!86++3);!4)!5&<!9,&4!4,+<!8++(>!@,+<!,&=+!2/;/(&6!)5/./).2!&1)'4!9,&4!@-FG@!/2!&.3!

9,&4!/4!;+&.2!8)6!4,+;>!@,+<!&06++!4,&4!<)'!;/0,4!,&=+!4)!9&/4!&!().0!4/;+!8)6!4,+!8))3!4)!

1+!16)'0,4! 4)! 4,+! 4&1(+A! 1'4!;)24!)8! 4,+! 4/;+! 4,+<!3)!.)4!;/.3! 4,&4>!@,+<!'.3+624&.3! 4,+!

6+&2).2!8)6!/4>!

O(5##.(%)(*4/#(*#-#8(O($%0(74(%03)*+02(O(,%0)H(+)(+'(-#%..3(!5-##;8(P4(')-#''#7(#/:.43##'6(#B#-340#()%E#'(+)(

40( )*#+-( 4,0( )#-/'8!?4/#)+/#'(,#( ')%3( *#-#( 5-4/( ),#.B#( )+..( '+A6( )4(,4-E( *#-#( 5&..( 7%38( O( 2#)( B#-3(

:-47&$)+B#6(@#$%&'#()*#(%)/4':*#-#(+'('4(-#.%A#78!p!*UA!*'24);+6!@-FG@!

O5(34&(%-#(*&02-36(34&(/+2*)(*%B#()4(,%+)(%(.402()+/#(@&)()*%)(+'(04(:-4@.#/8(R4&(%$$#:)()*%)()*#3(%-#(

C&')(-#.%A#7(%@4&)(+)('4(34&(2#)(-#.%A#7(%@4&)(+)(%'(,#..(L!*"A!*'24);+6!@-FG@!

<*%)(+'(,*%)(O(.+E#(%@4&)($4/+02(*#-#6(@#$%&'#(+)(/%E#'(34&()*+0E(%@4&)()*+02'()*%)(,#('##(%'(!&'&%.;6(

)*%)(740;)(-#%..3(*%B#()4(@#('##0(%'(&'&%.8(<*#(.%')(\]I^](3#%-'(+)(*%'()4(@#$4/#(04-/%.()*%)6(#8286(@%0E'(

0##7()4(/%E#(:-45+)8(P48(R4&($%0(%.'4()*+0E()*%)(@%0E#-'(0##7()4()%E#($%-#(45()*#($+)+K#0'6(@#$%&'#()*#3(

)-&')()*#+-(/40#3(,+)*()*#/8(<*#(,*4.#( +7#%()*%)()*+'( +'('&::4'#7()4(@#(04-/%.( +'('4/#)*+02()*%)( +'(

X07.&"1D)1[T>/%,%?#1



! CZ!

$*%..#02#7(*#-#6(%)()*+'($%5N8(O(740;)()*+0E()*%)()*%)(+'()*#+-(+0)#0)+408(<*#+-(+0)#0)+40(+'()4(74()*+02'(%(

7+55#-#0)( ,%36( @&)( )*#( '+7#( #55#$)( +'( )*%)( 34&( %-#( )*+0E+02( %@4&)( *4,( +)( +'( 04,8! p! *^A! *'24);+6!

@-FG@(

O)(5##.'(/4-#(5-##6(@#$%&'#(34&(740;)(*%B#(:-+$#'8("#+02(%)(<=>?<(+'(.+E#('+))+02(+0(%()-%+08(R4&($%0;)(

24( 5%')#-(4-( '.4,#-6(34&( C&')(*%B#( )4(,%+)(&0)+.(34&(%--+B#(%)(34&-(7#')+0%)+408(R4&(%$$#:)( )*%)(34&(

740;)(*%B#($40)-4.8!p!*CA!*'24);+6!@-FG@!

<*#(,%3()*#3(.44E(%)()*+02'(+'(-#%..3(&:'+7#I74,08!p!*XA!

*'24);+6!@-FG@!

*'24);+62! 2&<! 4,&4! 4,+<! 8++(! (/:+! 4,+<! &6+!

5&64/7/5&4/.0! /.! 4,+! 7).7+54! &.3! 8++(! 5&64! )8! /4! &2!

9+((>! *&8L! @-FG@! &(2)! 6+7+/=+2! 36&9/.02! &.3!

5)247&632! 86);! 7'24);+62! 9,/7,! 4,+<! 7)((+74! /.! &!

7+64&/.!1)):>!

O( )*+0E( #B#-340#( 4:#0+02(&:( )4( )*#( #A:#-+#0$#( %07( )*#(/+07I'#)( +'(:%-)+$+:%)+02( +0( '4/#(,%38(<*#3(

S0#,($&')4/#-'T(*%B#()4(2#)(&'#7()4(+)8(ZB#-340#(.+E#'(+)(S<=>?<T8(R4&($%0(5+.)#-(4&)()*#(4:#0(/+07#7(

:#4:.#8(<=>?<!+'(04)(%@4&)(/40#36(+)(+'(%..(%@4&)()*#(5##.+028(<*#3(:&)(/40#3(+0(.#''(*+2*(-#2%-7()*%0(

#/4)+40'!p!*UA!*'24);+6!@-FG@!

O( )*+0E( )*%)( +)( S$&')4/#-'( 5##.+02( :%-)( 45( )*#( @&'+0#''T( +'( %0( %&)4/%)+$( -#'&.)( 45( )*#(,%3(,#(74( 4&-(

@&'+0#''8(O)(+'(:%-)(45()*#(40#0#''1(D4,(/4-#(,#(:-%$)+'#(.4B+02()*#(/4-#()*#($&')4/#-'(04)+$#()*%)(%'(

,#..8(U%03(:#4:.#('%3()*#3(.+E#()*#(%)/4':*#-#6(+)(+'(0+$#(%07(:#%$#5&.8(<*%)(+'(@#$%&'#(,#(:-%$)+'#()*+'(

')%)#(45(@#+028("%'+$%..3(,#(2+B#( )*#($&')4/#-'( )*#(@+22#')(:-#'#0)6(@#$%&'#(,#(,4-E(40(4&-'#.B#'>! p!

O'0)A!8)'.3+6!@-FG@!

<=>?<(+'(*#-#(54-()*#(:#4:.#(,*4(%-#(,4-E+02(*#-#6(04)(

40.3( 54-( )*#( :#4:.#( ,*4( $4/#( +0'+7#8( G#( :-4B+7#(

)*#-%:#&)+$($*%..#02#'8!p!*TA!*'24);+6!@-FG@!

@,+<! &6+! =+6<! 5)2/4/=+! &1)'4! 4,+! %&<!N2! `)'! D++(!

7).7+54! &.3! 4,+! 9&<! /.! 9,/7,! 4,/.02! 9)6:! &4!

@-FG@>! E4! ;&:+2! 4,+;! 4,/.:! &1)'4! ;).+<!

3/88+6+.4(<>! @,+6+! &6+! 3/88+6+.7+2! /.! 3+7/3/.0! ,)9!

;'7,!4,+<!9/((!5&<>!G);+!7'24);+62!24&64!7)'.4/.0l!

)4,+62!6+&((<!46<!4)!8++(!,)9!;'7,!4,+<!9&.4!4)!5&<>!!

O(:%3(7+55#-#0)(#B#-3(7%38(O(7#$+7#(40(*4,(/&$*(/40#3(O(*%B#(/3'#.5(%07(*4,(O(5##.>!p!*CA!*'24);+6!

@-FG@!!

O(.#)(24(45()*#(+7#%(45(/40#3(%..()42#)*#-8!p!*UA!*'24);+6!@-FG@!

X07.&"1*H)1K&5$0,71M&%?151/.(-%?"&'

X07.&"1**)1P.(-%?"&(19BZR91



! CV!

D4,(/&$*(O(,+..(:%3(7#:#07'(40(/3(/4476(+);'(7+55#-#0)(#B#-3()+/#8(O()*+0E(%@4&)(,*%)(+)(,+..($4')(%)(

4)*#-(@&'+0#''#'(%'(,#..(%07()*#0(O(%77(,*%)(O(5##.(%@4&)(+)()4()*#(:-+$#8!!p!*^A!*'24);+6!@-FG@!

4.2 Case II Not Another Hostel 

M)4!N.)4,+6!O)24+(! /2! &! ,)24+(! /.!%/4421'60,A!9,/7,!9)6:2! ).! &! J5&<! /4! 8)69&63#! 1&2+>!N((!

:/.32!)8!5+)5(+!&6+!9+(7);+! 4)!24&<! /.! 4,+!,)24+(!&.3!&6+! 86++! 4)!7,))2+!9,&4+=+6!&;)'.4!

4,+<!9&.4!4)!3).&4+!9,+.!4,+<!(+&=+>!

4.2.1 The philosophy of Not Another Hostel 

M)4!N.)4,+6!O)24+(!9&2! 8)'.3+3!1<! i).!%)44+6>!O+!9&2! /.25/6+3! 4)! 24&64! 4,+! ,)24+(!9,+.!

46&=+(/.0!&6)'.3!4,+!9)6(3>!P'6/.0!,/2! 46&=+(2!,+!=/2/4+3!N60+.4/.&A!9,+6+!,+!,+&63!&1)'4!

&.!&.7/+.4!(&9!4,&4!2&<2!<)'!;'24!,)24!&.3!8++3!&.<!46&=+((+6!<)'!2++!8)6!4,6++!3&<2>!O+!9&2!

,)24+3!&.3!25)/(+3!1<!5+)5(+! /.!N60+.4/.&!3'6/.0!,/2!9,)(+!24&<!4,+6+>! E.!)4,+6!7)'.46/+2A!

2/;/(&6!+B56+22/).2!)8!,)25/4&(/4<!9+6+!2,)9.!4)!,/;!&2!9+((>!!

O(%.,%3'(%'E#7(.+E#6(*4,($%0(O(-#:%3(34&6(,*%)($%0(O(74F(M07()*#3('%+7(O($4&.7(C&')(*#.:('4/#40#(#.'#(

4&)(+0()*#(5&)&-#8(G*#0(O(,%'(740#()-%B#.+02(%07(,%0)#7()4('#)).#(74,0(+0(Q+))'@&-2*(O(,%'()*+0E+02(

%@4&)(*4,(O($4&.7(-#:%3()*%)(4-(,*%)(O($4&.7(746('4()*%);'(*4,(O(')%-)#7(&:()*+'(*4')#.8(L(i).A!D)'.3+6!

M)4!N.)4,+6!O)24+(!

@,+!/3+&!)8!,)25/4&(/4<!24&64+3!&2!&!9&<!4)!,+(5!)'4!&!8+(()9!46&=+((+6A!&.3!.)4!4)!56)8/4!)88!)8!

4,+;>!N77)63/.0! 4)! 4,+!,)24+(#2!5,/()2)5,<A!5+)5(+!&6+!0))3!&.3!24&</.0! /.! 4,+!,)24+(!9/((!

2,)9!4,/2!4)!0'+242>!!

"#$%&'#(+5(34&()*+0E()*%)(:#4:.#(%-#(24476(34&(%-#(24+02()4()-#%)()*#/(7+55#-#0).38(O5(34&()*+0E(:#4:.#(

%-#( @%76( 34&( %-#( 04)( 24+02( )4( )-#%)( #B#-340#( %'( 0+$#( %'( 34&(,4&.78( I! i).A! D)'.3+6!M)4!N.)4,+6!

O)24+(!

E4!/2!&(2)!&!9&<!4)!;&:+!/4!&22+22&1(+!8)6!+=+6<).+>!N77)63/.0!4)!i).A!46&=+(!/2!&!,'0+!5&64!)8!

)'6! ,';&.! .&4'6+! &.3! ,&=/.0! &! 3).&4/).$1&2+3! ,)24+(! 7).46/1'4+2! 4)! 4,/2! /3+&>! K+2/3+2!

=&('+2!)8!46'24!&.3!1+(/+=/.0!/.!4,+!0))3.+22!)8!5+)5(+!4,+!/3+&!4,&4!/8!<)'!0/=+A!/4!9/((!7);+!

1&7:!&6)'.3!7&.!1+!2++.!/.!4,+!,)24+(!&.3!/.!4,+!5&<!/4! 8)69&63!7).7+54!&2!9+((>!Q,/(+!4,+!

56&74/7&(! 0)&(! )8! 4,+! ,)24+(! /2! 4)! ,+(5! 5+)5(+! )'4!9/4,! &77);;)3&4/).A! /4! /2! &(2)!;+&.4! 4)!

/.25/6+! 5+)5(+! 4)! 3)! 4,+! 2&;+! &.3! ,+(5! )4,+62! 9,+.! 4,+<! &6+!

&1(+!4)>!

4.2.2 The hostel 

@,+! ,)24+(! 24&64+3! )'4! 4,6++! <+&62! &0)A! /.! "[U">! G/.7+! 4,+.! 4,+!

8)'.3+6A! i).A! ,&2! ,)24+3! )=+6! C[[[! 0'+242>! i).! 8)6;2! 4)0+4,+6!

9/4,! ,/2! 49)! 3)02! W'4,+6! &.3! ]&B! 4,+! JM)4! N.)4,+6! O)24+(!

@+&;#>!O+!+B5(&/.2!,+!&74'&((<!9&.4+3!4)!6'.!4,+!,)24+(!8)6!86++A!

1'4!&(2)!.++3+3!4)!8/.3!&!9&<!4)!5&<!4,+!1/((2>!!

X07.&"1*8)1[,"1?"?;"&1%M1-:"1-"5?1



! T[!

O(7+7('4/#(-#'#%-$*(%07(54&07(%(740%)+40I@%'#7(-#')%&-%0)(+0(94.4-%748(D#(%$)&%..3(/%E#'(/4-#()*#0(

*#(,4&.7(/%E#(+5(*#(,4&.7($*%-2#(/40#38(?4(O(,%0)#7()4()-3(+)(.+E#()*%)8(O)(74#'0;)(#A%$).3(,4-E(.+E#(%(

-#')%&-%0)6(@&)(O(7#5+0+)#.3(/%E#(#04&2*()4(:%3(%..()*#(@+..'8!$!i).A!D)'.3+6!M)4!N.)4,+6!O)24+(!

O+!3+7/3+3!4)!6+.4!&!,)'2+!&.3!8)'.3!&!(&.3()63!9,)!&06++3!9/4,!,/;!,)24/.0!5+)5(+!/.!4,+!

,)'2+>!@,+6+! &6+!.)! 7+64&/.! 6+0'(&4/).2! 4,+!,)24+(!,&2! 4)! 8)(()9A!1+7&'2+! /4! /2!.)4! 7,&60/.0!

5+)5(+!;).+<! &.3! 8'.74/).2! &2! &! ,);+! 8)6! 4,+! 8)'.3+6! &2!9+((>!N(2)A!;&.<! 7,&6/4/+2! 4,&4!

,+(5!)'4!&(9&<2!,&=+!&!6+(/0/)'2!5'65)2+>!@,+!,)24+(!3)+2!.)4!,&=+!4,/2!:/.3!)8!5'65)2+A!&.3!

/2!H'24!4,+6+!4)!,+(5!5+)5(+!)'4>!!

<*#-#(+'(04(-#2&.%)+406(@#$%&'#(O(740;)($*%-2#(:#4:.#8(O)'(C&')(.+E#(*%B+02(5-+#07'(4B#-(,*4(*#.:(:%3()*#(

@+..'8!$!i).A!D)'.3+6!M)4!N.)4,+6!O)24+(!

@,+!,)24+(!7'66+.4(<!3)+2!.)4!,&=+!&!7+64&/.!(+0&(!24&4'2A!1'4!/2!9)6:/.0!).!1+7);/.0!&!.).$

56)8/4>!@,+!5&5+69)6:!/2!/.!56)7+22>!@,+!8)'.3+6!3)+2!.)4!4&:+!&!2&(&6<!)'4!)8!4,+!,)24+(!&.3!

2/.7+!4,+!24&64!)8!/4!4,+6+!,&=+!1++.!&!8+9!;).4,2!9,+6+!4,+!3).&4/).2!7)'(3!.)4!7)=+6!&((!4,+!

7)242! )8! 4,+! ,)24+(! 2'7,! &2! 6+.4A! /.2'6&.7+2! &.3! +(+746/7/4<>! O)9+=+6A! 2);+! ;).4,2! ;)6+!

;).+<!7);+2!/.!&2!9+((>!@,+!,)24+(!9)6:2!/.!&!9&<!4,&4!&((!4,+!3).&4/).2!4,&4!7);+!/.!8)6!&!

7+64&/.!;).4,A!9/((!,+(5!5&<!8)6!4,+!7)242!8)6!4,+!.+B4!;).4,>!@,+!8)'.3+6!3)+2!.)4!2++!4,+!

,)24+(! &2! &! 1'2/.+22A! 2/.7+! ,+! 3)+2! .)4! 4&:+! &! 2&(&6<! 86);! /4! &.3! 4,+6+8)6+! 7&..)4!;&:+! &!

(/=/.0!)'4!)8!/4>!!

O5(O(,4&.7()%E#(/40#3(5-4/(+)(,4&.7(5%+.6(@#$%&'#(04)(#04&2*(/40#3($4/#'(+0(54-()*%)8(W4-(%(@&'+0#''(

@%'#7(40(B4.&0)##-'( +)(,4&.7(,4-E8( O)( +'( '#)(&:(%'(%(040I:-45+)(@&'+0#''6(,*#-#(:#4:.#(,*4(*#.:(4&)(

740;)(2#)(:%+78(U%3@#(+)($4&.7(,4-E()4(/%E#(%(.+B+02(4&)(45( +)6(@&)(O(740;)()*+0E('48( I! i).A!D)'.3+6!

M)4!N.)4,+6!O)24+((

@,+!,)24+(!/2!.)4!1+/.0!&74/=+(<!;&6:+4+3>!E4!,&2!&!9+12/4+A!D&7+1)):!5&0+!&.3!7&.!1+!8)'.3!

).!4,+!9+12/4+!N/61.1!&2!9+((>!])24!)8!4,+!0'+242!8/.3!4,+!,)24+(!).!?))0(+!9,+.!4,+<!()):!

8)6!&!,)24+(!/.!%/4421'60,A!2/.7+!/4!/2!4,+!).(<!,)24+(!/.!%/4421'60,!4/((!2)!8&6!&.3!2,)92!'5!).!

4)5! /.! ?))0(+>! ?'+242! &(2)! ,+&6! &1)'4! /4! 86);! 86/+.32!9,)! ,&=+! 24&<+3! 4,+6+! 1+8)6+>! @,+!

,)24+(!&(2)!,&2!,&3!2);+!;+3/&!7)=+6&0+>!!

G#(54&07()*#(*4')#.(40.+0#(%07(7#$+7#7()4(')%3(*#-#8(

O);'( )*#( 40.3( *4')#.( +0( Q+))'@&-2*8! p! ?C! &.3! ?TA!

?'+242!M)4!N.)4,+6!O)24+(!!

Q,+.! .+9! 0'+242! &66/=+A! 4,+<! '2'&((<! 0+4! &!

,)'2+! 4)'6! 86);! i).>! @,+! ,)'2+! 4)'6! /.7('3+2!

2,)9/.0!4,+!:/47,+.A!(/=/.0!6));A!2(++5/.0!6));!

&.3! 1&4,6));2>!?'+242! &6+! 8++! 4)! '2+! &.<4,/.0!

/.!4,+!:/47,+.!&.3!0+4!4)9+(2!8)6!2,)9+6/.0!&.3!

2,++42! 8)6! 4,+! ,&;;)7:2>! @,+! (/=/.0! 6));!
X07.&"1*=)19:"1C0J0,71&%%?1



! TU!

7).2/242! )8! &! 1/0! 7)'7,A! 2);+! 1)):2A! a7);5'4+6b! 0&;+2! &.3! &! 1/0! 56)H+74)6>! @,+6+! &! 49)!

1&4,6));2! &.3! 4,6++! 2(++5/.0! 6));2>! E.! +&7,! 2(++5/.0! 6));2! 4,+6+! &6+! 49)! ,&;;)7:2A!

9,/7,!;&:+2! 4,+! ,)24+(! &1(+! 4)! ,)24! 2/B! 5+)5(+! &4! 4,+! 4/;+A! &(4,)'0,! 4,+6+! &6+! &33/4/).&(!

;&46&22+2!&.3!&!7)'7,!4)!2(++5!).!&2!9+((>!E8!<)'!3)!.)4!:.)9!,)9!4)!'2+!&!,&;;)7:A!4,/2!

9/((! 1+! +B5(&/.+3>! j'42/3+! 4,+6+! &6+! 2);+! 7,&/62! &.3! &! 4&1(+! 8)6! '2&0+>! i).! &(2)! +B5(&/.2!

9,+6+! 4,+! :+<! /2! ,/33+.A! 2)! 0'+24! 7&.! 0)! /.! &.3! )'4! 4,+! ,)24+(!9,+.!,+! /2! .)4! 4,+6+>! @,+!

,)'2+!6'(+2!&6+!&(2)!+B5(&/.+3!4)!0'+242>!@,+!;&/.!6'(+!/2! J3).#4!1+!&!3/7:#A!9,/7,!1&2/7&((<!

;+&.2!4)!7).2/3+6&4+!)4,+6!5+)5(+A!.)4!4&:+!&.<).+!+(2+#2#!8))3!&.3!7(+&.!'5!<)'6!)9.!;+22>!

@,+! ,)24+(! /2! 1&2+3! ).! 3).&4/).2A! 9,/7,! /2! +B5(&/.+3! 4)! 0'+24! &2! 9+((A! 4)0+4,+6! 9/4,! 4,+!

.)4/).!4,&4! 4,+<!7&.!3).&4+!9,&4+=+6! 4,+<!9&.4!9,+.!4,+<! (+&=+!4,+!,)24+(! 4)!2'55)64! 4,+!

56)H+74>!!

@,+6+!'2+3!4)!1+!&.)4,+6!JM)4!N.)4,+6!O)24+(#! ()7&4/).!/.!*/.7/..&4/A!9,/7,!9&2!24&64+3!/.!

"[UCA!1'4! /2!.)9! a4+;5)6&6/(<b! 7()2+3>!O)9+=+6A! 4,+!,)24+(! 2<24+;! /2! 2+4!'5!2)! 4,&4!5+)5(+!

7&.!)5+.!4,+/6!)9.!16&.7,!&2!9+((>!%(&.2!8)6!4,+!8'4'6+!6+0&63/.0!4,+!%/4421'60,!,)24+(!&6+!4)!

7);1/.+!/4!9/4,!&!,);+(+22!2,+(4+6>!!

O(,%0)()4(@&3(),4(*4&'#'1(40#(,+..(@#()*#(*4')#.(%07()*#(4)*#-()*#(*4/#.#''('*#.)#-8(<4(2#)(*4/#.#''(

:#4:.#6()4(*#.:()*#/(%'(,#..8(M..()*#(740%)+40'(5-4/()*#(*4')#.(,+..($40)-+@&)#()4()*#(*4/#.#''('*#.)#-(%'(

,#..8(I!i).A!D)'.3+6!M)4!N.)4,+6!O)24+(!

*).7+6./.0! 4,+! 2'77+228'(.+22! )8! 4,+! ,)24+(A! 4,/2! /2! .)4!;+&2'6+3! /.!;).+<>! @,+! ,)24+(! /2!

7).2/3+6+3!4)!1+!=+6<!2'77+228'(A!2/.7+!;&.<!5+)5(+!24&<+3!&.3!4,&4!/4!/2!24/((!6'../.0>!

O)( +'(,+.7.3('&$$#''5&.( +5(34&('##( +)(%'(/#( C&')(*%B+02(\]]]_(%07(')%-)+02()*+'(&:8( O(%0)+$+:%)#7(%( .4)(

/4-#()#--+@.#0#''(%07(:#4:.#()-%'*+02(/3(*4&'#(%07(')#%.+02(')&556(@&)(+)(*%'(04)(@##0(.+E#()*%)8(O0()*%)(

'#0'#(+)(+'(,%3(/4-#('&$$#''5&.()*#0(O()*4&2*)8(I!i).A!D)'.3+6!M)4!N.)4,+6!O)24+(!

4.2.3 Pay it forward 

@,+!,)24+(! 6'.2! ).! &!5&<! /4! 8)69&63!;)3+(A!9,/7,!)5+6&4+2! 86);! 4,+! /3+&! 4,&4! /8! 2);+).+!

3)+2!2);+4,/.0!./7+!8)6!<)'A!<)'!3)!2);+4,/.0!./7+!8)6!2);+).+!+(2+!&2!9+((>!S=+.4'&((<A!/4!

0+42!1+44+6!8)6!+=+6<).+>!!

O)(54')#-'(E+070#''6(%07(O()*+0E()*%)(+'(40#(45()*#(/4')(

+/:4-)%0)()*+02'(+0()*#(,4-.78(O)(-#%..3(:&)'(%('#0'#(

45(-#':40'+@+.+)3(40(34&-'#.5( )4(@#(%(E+07(:#-'40(%07(

)4(24(4&)(45(34&-(,%3()4(@#(E+078(<*#-#(+'(04(E+07(45(

4@.+2%)+40( )*%)( +5( 34&( ,%0)( )*+'( 34&( *%B#( )4( :%38(

<*#-#(+'(04(#A)#-0%.(54-$#6('4(+)($4/#'(5-4/(+0'+7#(45(

34&()4(2+B#(@%$E8(L(?XA!0'+24!M)4!N.)4,+6!O)24+(!

O(')+..(-#/#/@#-(%..()*#(:#4:.#()*%)('*4,#7(*4':+)%.+)3()4(/#(%07()*%)(O(,%'0;)($40)-+@&)+02(%03)*+02(

%)()*%)()+/#8(O('#07()*#/(%($%'#(45(@##-(04,6(,+)*(!*#36()*+'(+'(`40(5-4/(.+E#(#+2*)(3#%-'(%24a;8(O(*%B#(

/#)(:#4:.#(,*4(74( )*%)( 54-(/#(%'(,#..8(<*#( 5+-')(2&#')( O(*%7(%$)&%..3('#07(/#(%(740%)+40( ),4(3#%-'(

X07.&"1*A)145#10-1M%&$5&'1



! T"!

%5)#-6(,*+.#('%3+02(!O($4&.70;)(:%3(34&(@%$E()*#06(@&)(O(,%0)()4(:%3(34&(04,;8(L(i).A!D)'.3+6!M)4!

N.)4,+6!O)24+(!

Q,+.!.+9!0'+24!&66/=+A! 4,+!7).7+54! /2!+B5(&/.+3!4)!4,+;!&.3!4,+<!&6+!1+/.0!4)(3!4,&4! 4,+<!

7&..)4!3).&4+!&.<4,/.0!1+8)6+! 4,+<! (+&=+>! E.! 4,/2!9&<!<)'!3)!.)4! 24&64!)8!9/4,!&! J1'2/.+22!

7).46&74#A!1'4!<)'!1'/(3!'5!&!2)7/&(!7).46&74!/.24+&3>!i).!+B5(&/.2!4,/2!56/.7/5(+!1<!24&4/.0!4,+!

8)(()9/.0_!

G#(B%.&#( )*+02'( @%'#7( 40( *4,(/&$*(/40#3( 34&( :%3( %07(,#( 5##.( #0)+).#7( )4( +)8( O)( 2+B#'( %( .4)(/4-#(

$405-40)%)+408( <*#( :#-'40( '#..+02( +)( +'( -#':40'+@.#( %07( )*#( :#-'40( @&3+02( +)( *%'( )*#( #0)+).#/#0)( )4(

$4/:.%+06(#)$8(G+)*()*#(740%)+40()*+02(O(/%E#(+)(%(:4+0)()*%)(:#4:.#($%004)(740%)#(/40#3(&0)+.()*#3(

.#%B#6(#B#0(+5(34&(,%0)()48(O(-#%..3(,%0)(:#4:.#()4(740%)#(%0403/4&'.36('4()*%)()*#()+/#()*%)(,#(':#07(

)42#)*#-(+'(&0':4+.#7(%07(+)(+'(-#%..3()*%)(,#(%-#(C&')(5-+#07'8(O(%/(04)()-3+02()4(@#(0+$#()4(34&(C&')()4(

/%E#(/40#38(<*%)(+'()*#('4$+%.($40)-%$)8(O(/%7#(%(.4)(45(5-+#07'(%07()*%)(+'(E+07(45()*#(:4+0)8(P4)('##+02(

)*#/(%'(%(74..%-('+208(O(C&')(B+#,(+)(%'(+5(+);'(%($40)-+@&)+40(4-(%0(4:)+40%.()*+02(54-(')%3+02(*#-#(%07(

+);'( 04)( /#( C&')( $*%-2+02( )*#/8( O)'( 04)( )*%)( O( %/( %( *4)#.( 4,0#-( %07( )*#3( %-#( %( $.+#0)8( O)'( )4)%..3(

7+55#-#0)8(L(i).A!D)'.3+6!M)4!N.)4,+6!O)24+((

@,+! 0'+242! 24&4+! 4,&4! 4,+<! 6+&((<! (/:+! 4,+! %&<! /4! 8)69&63! /3+&A! 1+7&'2+! /4!;&:+2! 4,+! ,)24+(!

&=&/(&1(+! 8)6! +=+6<).+!&.3!0/=+2!5+)5(+! 4,+! 7,&.7+! 4)!5&<!,)9!;'7,! 4,+<!9&.4!1&2+3!).!

4,+/6!+B5+6/+.7+>!Q,+.!&2:+3!,)9!;'7,! 4,+<!9)'(3!5&<! 4,+;2+(=+2A! 4,+<!'2'&((<! 6+8+6! 4)!

56/7+2!)8!)4,+6!,)24+(2!&.3!&33!).!4,+!5)2/4/=+!+B5+6/+.7+!4,+<!,&3>!!

"#$%&'#()*#3(%-#(74+02(34&(%(5%B4&-(%07('4(34&(,%0)()4(-#)&-0()*#(5%B4&-(%07(@#(E+07(@%$E()4()*#/8!$!

?XA!?'+24!M)4!N.)4,+6!O)24+(!

N77)63/.0! 4)! i).A! 2,)64! 4/;+! 0'+242! '2'&((<! 4+.3! 4)! 0/=+! ;)6+! 5+6! ./0,4>! E8! 5+)5(+! 24&<!

().0+6A! 4,+<! '2'&((<! 0/=+! (+22! 5+6! ./0,4>! D/.3/.02! 86);! &! 6+2+&67,! 3).+! 1<! 4,+! *&6.+0/+!

]+(().!F./=+62/4<!/.!%/4421'60,!&4!4,+!,)24+(!2,)9!4,&4!;)6+!4/;+!25+.3!9/4,!0'+242!1<!4,+!

8)'.3+6!(+&3!4)!,/0,+6!3).&4/).2>!!

Y&#')( +0)#-%$)+406( +5( :#4:.#( $%0( :&)( %( 5%$#( )4( %( :-4C#$)( -#%..3( .#%7'( )*#/( )4( $40)-+@&)#(/4-#8( L( i).A!

D)'.3+6!M)4!N.)4,+6!O)24+(!

j.!4,+!)4,+6!2/3+A!4,+6+!&6+!&(2)!5+)5(+!9,)!&1'2+!4,+!56)H+74>!?'+242!4,&4!8)6!+B&;5(+A!24&<!

;'7,!().0+6!4,+.!4,+<!/./4/&((<!4)(3!&.3!3)!.)4!7).46/1'4+!&.<4,/.0>!

<*#-#( %-#( %.'4( :#4:.#( ,*4( /%E#( /+'&'#( 45( +)8( M)( )*#( #07( 45( )*#( 7%36( O( -#%..3( )%E#( +)( %'( %( :#-'40%.(

$*%..#02#( )4( .4B#( )*#/( 04( /%))#-( ,*%)8( O( 740;)( ,%0)( )4( /%E#( )*#/( 5##.( 2&+.)3( )4( :%3( %03)*+028(

ZB#-340#($%0(.4B#()*#+-(0#+2*@4&-6(*4,(#%'3(+'()*%)6(@&)(.4B+02(34&-(#0#/+#'6()*%)(+'(-#%..3()-&#(.4B#8(

?4(O()%E#(+)(%'(%(:#-'40%.($*%..#02#()4(74()*%)8(L(i).A!D)'.3+6!M)4!N.)4,+6!O)24+(!

!



! TC!

4.2.4 The guests perspective 

@,+! )9.+6! (/=+2! /.! 4,+! ,)24+(! &2!9+((A!9,/7,A! 4)0+4,+6!9/4,!

4,+! 86++3);! 4)! '2+! +=+6<4,/.0! &.3! 4,+! 46'24! 0/=+.! 4)! 4,+!

0'+24!0/=+2!&!8++(/.0!)8!1+/.0!&4!2);+).+!,)'2+A!6&4,+6!4,+.!

1+/.0! &4! &! 6+0'(&6! ,)24+(>! i).! )84+.! 4&:+2! ,/2! 0'+242! ).!

5&6&0(/3/.0! 46/52A! 36/=+2! 4,+;! 4)! 4,+! &/65)64! /8! ,+! ,&2! 4/;+!

&.3!/2!'5!4)!/4>!O+!&(2)!,&.02!)'4!9/4,!4,+;!/.$!)6!)'42/3+!4,+!

,)'2+>!!

<*%)( +'( ,*%)( O( .4B#( %@4&)( +)8( <-3( )4( *#.:( )*#/( /4-#( )*#0( )*#3(

#A:#$)8(I(i).A!D)'.3+6!M)4!N.)4,+6!O)24+(!

@,+! 0'+24! 4,+;2+(=+2! .)4+! 4,&4! 4,+<! 6+&((<! (/:+! 4,+! &4;)25,+6+! )8! 4,+! ,)24+(>! E4! /2! ;)6+!
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4,+!,)24+(!4)!4,+/6!86/+.32>!

O(.+E#(+)8(U4').3(@#$%&'#(45()*#(:#4:.#8(`40(+'(%(2-#%)(2&36(%07(O(/#)(34&(2&3'(S)*#(4)*#-(*4')#..#-'T8(O(

5#.)( -#%..3( ,#.$4/#8( <*+'( *4')#.( -#%..3( 5##.'( .+E#( %( @+2(

*4&'#8(p!?"A!?'+24!M)4!N.)4,+6!O)24+(!

O(,4&.7(-#$4//#07(/3(5-+#07'()4($*#$E()*+'(:.%$#(4&)6()4(

:%-)+$+:%)#( +06( %'( %( .+)).#( #A:#-+#0$#8( p!?UA! ?'+24!M)4!

N.)4,+6!O)24+(!

@,+<! &3;/4! 4,&4! 4,+<! 8++(! 5&64/7/5&4/.0! /.! 4,+!

56)H+74! &.3! 2++! 4,&4! /4! 7&..)4! 7).4/.'+! /8! 4,+6+! &6+!
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?XA!?'+24!M)4!N.)4,+6!O)24+(!

4.3 Case III: Restaurant Der Wiener Deewan 

N4! P+6! Q/+.+6! P++9&.! /.! f/+..&! 5+)5(+! 86);! &((! 2)7/&(! 7(&22+2! &6+! 9+(7);+>! @,+/6!

6+24&'6&.4!2+6=/7+2!&!%&:/24&./!1'88+4!9,+6+!5+)5(+!&6+!9+(7);+!4)!+&4!9,&4!4,+<!7&.!5&<!&2!

4,+<!9/2,>!

4.3.1 The philosophy of Der Wiener Deewan 
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X07.&"1*E)195N0,717."(-(165&57C0'0,71
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*%::#0>!p!M&4,&(/+A!8)'.3+6!P+6!Q/+.+6!P++9&.!

@,+<!9)6:!).!46'24!&.3!).!4,+!/3+&!4,&4!/8!<)'!0/=+!/4!9/((!7);+!1&7:!4)!<)'!&2!9+((>!!
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)*%)(+'(,*%)(,#(748!$!P++9&.A!8)'.3+6!P+6!Q/+.+6!P++9&.(
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4.3.2 The restaurant 

P+6!Q/+.+6!P++9&.!7&.!1+!2++.!86);!)'42/3+!&2!&!2;&((!&.3!7)2<!6+24&'6&.4>!j.!4,+!9/.3)9!
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O)( +'( )*#( /4')( @&'3( :.%$#( +0( c+#00%6( )*#( %)/4':*#-#( +'(
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&.3! 24&64! 4)! 2+6=+! 4,+;2+(=+2! 86);! 4,+! 1'88+4>!

@,+!1'88+4!/2!1&2+3!).!&.!J&((!<)'!7&.!+&4A!5&<!&2!
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2+6=+! +=+6<).+! 9,)! ,&2! 7,)2+.! &! 5(&7+! 4)! 2/4!
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+=+6<).+!86);!+=+6<!2)7/&(!7(&22A!7)'.4<A!+47>!/2!9+(7);+!4)!7);+!/.!&.3!H)/.>!!
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4,&4!)8!&!86/+.3A!4,+<!&(2)!3/3!.)4!.++3!4)!56+2+.4!&!1'2/.+22!

/3+&! 4)!&!1&.:>!@,+<!.)9!,&=+!2);+! 8(<+62! 4,&4!5+)5(+!7&.!
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4,+<!3/3!.)4!4&:+!)'4!&!2&(&6<>!G/.7+!"[U[!4,+<!,&=+!24&64+3!4)!5&<!4,+;2+(=+2!&!2&(&6<!)8!U[[[!

+'6)2! 5+6! ;).4,>! K+8)6+! 4,&4A! 4,+<! (/=+3! 9/4,)'4! 25+.3/.0! ;'7,! ;).+<! &.3! &4+! &4! 4,+!

6+24&'6&.4>!

4.3.3 The perspective of the employees and organisation 

M&4,&(/+!&.3!P++9&.!&6+!4,+!8)'.3+62!&.3!&6+!6'../.0!4,+!5(&7+>!@,+<!,&=+!UZ!+;5()<++2!/.!

4)4&(>!]&.<! +;5()<++2! 9)6:! 4,+6+! 8)6! &! ().0! 4/;+>! @,+<! 3)! .)4! 2++! 4,+;2+(=+2! ,&=/.0! &!

246).0!,/+6&67,<!/.!4,+!6+24&'6&.4A!1'4!;)6+!&2!&!4+&;>!

<*#( #/:.43##'(,4-E( *#-#( 04,( 54-( \6^( %07( 40#( 54-(e( 3#%-'8( <*#3( #0C43( +)( *#-#6( O( )*+0E( )*#3( .+E#( )*#(

,4-E+02($407+)+40'8!$!M&4,&(/+A!8)'.3+6!P+6!Q/+.+6!P++9&.!

O0(%(04-/%.('*4:6(34&(*%B#()*#(4,0#-'(%07()*#(#/:.43##'6(@&)(*#-#(+)(74#'0;)(5##.(.+E#()*%)8(G#()-3()4(

)%.E(,+)*()*#/1(!,*#0(34&(%-#(,4-E+02(*#-#6()*+'(+'(34&-(4,0(:.%$#(%07(34&()%E#($%-#(45(+);8(G#(2+B#(

)*#/(%(.4)(45(-#':40'+@+.+)3(%07()-&')()*#/8(ZB#-340#($%..'(&'(P%)*+#(%07(b##,%08(<*+'(+'(%()#%/6(+)'(

04)(4,0#-I#/:.43#-8(b#$+'+40'(,#(7+'$&''(,+)*()*#(@4)*(45(&'6(,*#0('4/#40#(#.'#(*%'(24)(%(2447(+7#%(

)*#0(,#(74()*%)8( O5(,#( 5##.( +)'(2447( 54-()*#( +/:-4B#/#0)6( )*#0(,#(74()*%)>! $!P++9&.A! 8)'.3+6!P+6!

Q/+.+6!P++9&.!

G/.7+! 4,+<! &6+! 6+0'(&6! +;5()<++2! &.3! .)4! =)('.4++62A! 4,+<! 7);+! 4)! 9)6:! &4! P+6! Q/+.+6!

P++9&.!4)!+&6.!;).+<>!@,+<!(/:+!&.3!&06++!9/4,!4,+!7).7+54!4,+!6+24&'6&.4!/2!9)6:/.0!9/4,!

&2!9+((!&.3!2++!/4!&2!2);+4,/.0!5)2/4/=+>!@,+<!&(2)!(/:+!4,+!=&6/+4<!)8!5+)5(+!4,&4!7);+!/.4)!

4,+!6+24&'6&.4>!

X07.&"1*D)19:"1$5CC(1%M1-:"1&"(-5.&5,-11



! TY!

<*#(:%3(%'(34&(,+'*(+'(%(,407#-5&.(+7#%(%07(%(@-+..+%0)(/%-E#)+02($40$#:)8(O);'(%(2447(+7#%(@#$%&'#(O(

)*+0E()*#(,4-.7('*4&.7(,4-E(+0(%(,%3()*%)(#B#-340#(2+B#'(,*%)('*#(*%'(%07()%E#'(,*%)('*#(0##7'(%07(

)*+'( +'( %( ')#:(0#%-#-( )4( )*%)(&)4:+%6( +5(34&(*%B#(04( '#)(:-+$#'8(M07( )*#0(34&($%0('##( +)( %'(%(@-+..+%0)(

/%-E#)+02($40$#:)(%'(,#..8!p!SUA!+;5()<++!P+6!Q/+.+6!P++9&.!

O(.+E#(+)(@#$%&'#()*#-#(%-#(/%03(7+55#-#0)(:#4:.#(*#-#8(b+55#-#0)($4&0)-+#'6(.4)'(45(:#4:.#(5-4/(M'+%(%07(

@4)*( -+$*( %07(:44-(:#4:.#8(X4)'( 45(U&'.+/'( %'(,#..6( @#$%&'#( +)( +'(D%.%.( 54478(p!S"A! S;5()<++!P+6!

Q/+.+6!P++9&.!

O0()*#(@#2+00+02(+)(,%'(04)('4($.#%-(*4,(/&$*(:#4:.#(,4&.7(.+E#()4(:%3(%07(*4,(+)(,4&.7(,4-E(4&)8(O)(

+'( 0+$#( )4( '##( *4,( +)( ,4-E#7( 4&)( %07( )*%)( +)( +'( B+)%.8( M(/+A#7( 2-4&:( 45( :#4:.#( $4/#(,+)*( 7+55#-#0)(

#)*0+$%.(@%$E2-4&07'8!p!SCA!S;5()<++!P+6!Q/+.+6!P++9&.!

4.3.4 All you can eat and pay as you wish  

@)! .+9! 7'24);+62! 4,+! 24&88! +B5(&/.2! ,)9! /4!9)6:2>! @,+<! 4+((! 4,+;!

4,&4! 4,+<! 7&.! 0)! 4)! 4,+! 1'88+4! &.3! +&4! &2! ;'7,! &2! 4,+<! 9&.4>!

N84+69&632!4,+<!7&.!0)!4)!4,+!7)'.4+6!&.3!5&<!&!56/7+!1&2+3!).!,)9!

;'7,!4,+<!&4+A!,)9!;'7,!4,+<!(/:+3!4,+!8))3!&.3!,)9!;'7,!;).+<!

4,+<!,&=+>!Q,+.!5&</.0A!4,+!7'24);+6!2&<2!9,&4!,+!)6!2,+!9&.42!4)!

5&<!&.3!4,+!+;5()<++!4,&4!/2!&6)'.3!4,+!7&2,/+6!&4!4,&4!4/;+!&77+542!

4,+!&;)'.4!&.3!0/=+2!1&7:!7,&.0+>!@,+!7'24);+62!&6+!&2:+3!&2!9+((!

/8! 4,+<! )63+6+3! &.<! 36/.:2A! &.3! /8! 2)A! 4,&4! 4,+<! 2,)'(3! /.7('3+! 4,+!

56/7+!)8!4,+!36/.:!4)!4,+/6!8))3!56/7+>!N2!&.!+B&;5(+A!9,+.!2);+).+!

)63+6+3! &!;&.0)! (&22/! &.3!0)4! 2);+! 8))3A! 4,+<! &6+! 1+/.0! &2:+3! 4)!

5&<! J"AX[!+'6)! a4,+!56/7+!)8!&!;&.0)! (&22/b!5('2>>\#>!@,&4! /2!,)9! 4,+!

7'24);+62!7&.!3+7/3+!8)6!4,+;2+(=+2!,)9!;'7,!4,+<!9&.4!4)!5&<!8)6!4,+!8))3>!!

<*#(J&%.+)36('%)+'5%$)+40(%07( 5+0%0$+%.(/#%0'8(<*#'#()*-##()*+02'('*4&.7(#')+/%)#()*#(:-+$#( )*#3(:%38(

G#(740;)('%3()*#(,4-7(740%)+408(O)(+'(04)(%(740%)+406(54-('4/#(E+07(45($*%-+)38(G#(%-#(04)(%($*%-+)38!p!

M&4,&(/+A!P+6!Q/+.+6!P++9&.!

O()#..()*#/()*%)()*#3('*4&.7(#')+/%)#(%(5%+-(:-+$#8(O)(7#:#07'(40(*4,(/&$*(34&(#%)6(*4,(/&$*(:#4:.#(

*%B#6(,*%)(34&(#%-088(U4')($&')4/#-'(-#%.+'#()*+'8(<*#3('*%-#()*+'(:4+0)(45(B+#,8(G#(%))-%$)(%( .4)(45(

$&')4/#-'()*%)(*%B#(%(.4)(45(/40#3(%07(%-#('4$+%..3(%,%-#(%'(,#..8(<*#(/4')(O(24)(,%'(f]](#&-48'L(Z^?'

S;5()<++!P+6!Q/+.+6!P++9&.'

<4( %( 0#,( $&')4/#-6( O( )#..( )*#/( +)( +'( )*#+-( 7#$+'+40( ,*%)( )4( :%36( )*%)( )*#3( *%B#( )4( $40'+7#-( ,*%)6(

+0$.&7+02( )*#( :#4:.#6( +0$.&7+02( )*#( :.%$#6( )*#3( '*4&.7( )*+0E(*4,(/&$*( )*#3( .+E#7( +)( %07(*4,(/&$*(

)*#3(.+E#()*#(:.%$#()4('&-B+B#(%07(*4,(/&$*(/40#3()*#3(*%B#8!p!SUA!S;5()<++!P+6!Q/+.+6!P++9&.!

@,+<!,&=+!;&.<!6+0'(&6!7'24);+62!4,&4!9&.4!4)!7);+!&0&/.!&.3!4,+6+8)6+!5&<!&!8&/6!56/7+>!

@,+!&=+6&0+!5&<;+.4!/2!&6)'.3!8/=+!+'6)2A!9,/7,!,&2!1++.!4,+!2&;+!2/.7+!9,+.!4,+<!24&6+3>!

@,+<! 0)4!;)6+! &.3!;)6+! 7'24);+62A! 1'4! &(2)! 4,+! 56/7+2! 8)6! 4,+! 8))3!9+.4! '5>!j.+! )8! 4,+!

X07.&"18H)19:"1M&%,-1'%%&)1

45#15(1#%.1$0(:1



! TZ!

6+&2).2!9,<!4,+<!7&.!:++5!'5!9/4,!4,/2!24&1(+!&=+6&0+!/2!1+7&'2+!4,+<!,&=+!8)'.3!3/88+6+.4!

9&<2!4)!7'4!4,+!7)24A!&2!&.!+B&;5(+!1<!1'</.0!(&60+!R'&.4/4/+2!&.3!9,)(+2&(+!56)3'742>!!

<*#3( S-#2&.%-( $&')4/#-'T(,%0)( )4( $4/#(%2%+0(%07(:%3(%( 5%+-(:-+$#8(G#(%.'4(*%B#( -#2&.%-( $&')4/#-'(

,*4(:%3(%(B#-3(.4,(:-+$#6(@&)(%..()42#)*#-()*#(%B#-%2#(%/4&0)(2+B#'(&'()*#($*%02#()4(4:#-%)#(%'(,#(748!

p!M&4,&(/+A!P+6!Q/+.+6!P++9&.!

<*#-#( %-#( %.,%3'( +204-%0)( :#4:.#( %07( :#4:.#( ,*4( )%E#( %7B%0)%2#6( @&)( +)( +'( 04)( )*#( /%C4-+)38( <*#(

/%C4-+)3(*%'(+0()*#+-(/+07()*%)(+5()*#3(740;)(:%3(#04&2*()*#(:.%$#(,+..($.4'#(74,08(D4,(#.'#('*4&.7(+)(

24F(G#(%-#(04)(*#-#()4(C&')(5##7()*#(:#4:.#8!p!SUA!S;5()<++!P+6!Q/+.+6!P++9&.!

@,+<!46<!4)!56)4+74!4,+/6!7).7+54!&.3!3)!.)4!&556+7/&4+!5+)5(+!46</.0!4)!4&:+!&3=&.4&0+!)8!/4>!

@,/2!;/0,4!&(2)!1+!1+7&'2+!5+)5(+!3)!.)4!:.)9!,)9!/4!9)6:2>!@,+<!4,/.:! /4! /2!&!7,&6/4<!)6!

4,&4!4,+<!&6+!9)6:/.0!9/4,!=)('.4++62>!@,+!+;5()<++2!&.3!8)'.3+62!4,+.!+B5(&/.!4,&4!4,/2!/2!

.)4!4,+!7&2+>!

G*#0(,#()*+0E()*%)(:#4:.#(740;)($40'+7#-(+)(5-4/(%..()*#('+7#'(,#()-3()4(2+B#()*#/(%..()*#(+054-/%)+40(

%07('%36( .44E6(,#(%.'4(*%B#()4(@&3()*#( 5447(%07(:%3( 54-( +)8(Q#4:.#(2#)('%.%-3(*#-#(%'(,#..6( )*#3(740;)(

$4/#( C&')( 54-( 5&08(?4/#(:#4:.#( )*+0E(,#(2#)(Z>(2-%0)'6(@&)( )*%)( +'(04)( )-&#(%'(,#..8(Q#4:.#(*%B#( )4(

#A:.%+0()4()*#/'#.B#'(*4,(+)(,4-E'6('4()*#3()-3()4(#A:.%+0(+)(+0('4/#(,%38(<*#3(740;)(@#.+#B#(+)($%0(C&')(

,4-E(.+E#()*+'8(O(*#%-()*#/('%3(/%03()+/#'1(!4*6(O(,4&.7(:%3(@&)(O(740;)(E04,(%@4&)(4)*#-(:#4:.#;6(4-6(

!,*#-#(O($4/#(5-4/()*%)(,4&.7(0#B#-(,4-E;8!p!M&4,&(/+A!8)'.3+6!P+6!Q/+.+6!P++9&.!

G#(E+07(45(#7&$%)#(:#4:.#()4(#A:.%+0()*#($40$#:)(S#':#$+%..3(34&02(:#4:.#T(%07()4(/%E#()*#/(-#%.+'#(

)*%)( 5447( +'( ,4-)*( '4/#)*+028( <*#3( *%B#( )4( )*+0E( %@4&)( )*#( B%.&#8! p! SCA! S;5()<++! P+6!Q/+.+6!

P++9&.!

O)9+=+6A!9,+.!2);+).+!,&2!&!0))3!6+&2).!8)6!.)4!5&</.0!4,+<!3)!.)4!5'2,!,/;!)6!,+6!4)!

5&<>!N2!&.!+B&;5(+A!4,+<!(+4!/.!1+00&62!&2!9+((!&.3!0/=+!4,+;!&!5(&4+!4)!+&4>!

O(*%B#(%(.4)(45(:#4:.#6(,*4($4/#('4/#)+/#'(%07('%3()*%)()*#3(740;)(*%B#(/40#36(,#(.#)()*#/(#%)(%07(

)*#0()*#3(248(G*#0()*#3($4/#(0#A)()+/#6(/%3@#(/40)*'(4-(3#%-'()*#3(-#/#/@#-()*+'(:.%$#8(<*#3($4/#(

%07()*#3(:%3()#0(#&-46(/%3@#( 5+5)##08(<*#3(%-#6(4E%36( .%')( )+/#(O(*%B#0;)(:%+7('4(04,(O(:%3(#A)-%>! p!

P++9&.A!8)'.3+6!P+6!Q/+.+6!P++9&.!

4.3.5 The customers perspective 

@,+!7'24);+62!&6+!)8!&((!&0+2>!@,+6+!&6+!&!()4!)8!24'3+.42A!+25+7/&((<!3'6/.0!('.7,!,)'6A!1'4!

&(2)! 1'2/.+22! 5+)5(+A! 8&;/(/+2!9/4,! 7,/(36+.! &.3!5&6(/&;+.4&6/&.2>! @,+! 7'24);+62!3+276/1+!

4,+!5(&7+!&2!1+/.0!6+&((<!)5+.A!/.3+5+.3+.4!&.3!6+(&B+3>!@,+<!2&<!/4!/2!1'2<!;)24!)8!4,+!4/;+!

&.3! 4,+<! (/:+! 4)! 7);+! ,+6+!;)24(<! 1+7&'2+! )8! 4,+! 8))3! &.3! 1+7&'2+! 4,+<! 7&.! 3+7/3+! ,)9!

;'7,!4,+<!9/((!5&<>!

O)(+'(/4-#(-#.%A#7(%07(5-##()*%0(4)*#-(-#')%&-%0)'8(O()*+0E()*+'(+'(04-/%.6(%07(,*%)(*%::#0'(+0(4)*#-(

-#')%&-%0)'88(+)(74#'0;)(*%B#()4(@#(.+E#()*%)8(O(.+E#()*+'(')3.#8!p!*"A!7'24);+6!P+6!Q/+.+6!P++9&.!
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<*#(,4-.7(+'(04)()*%)(5&$E#7(&:(%'(,#()*+0E8(<*#3(2+B#(')&7#0)'(%($*%0$#(4-(:#4:.#(,+)*(.#''(/40#3()4(

#%)(,#..8(Q#4:.#(,*4(*%B#(/4-#(/40#3()*#3(:%3(/4-#>!p!*U[A!7'24);+6!P+6!Q/+.+6!P++9&.!

O)(+'(%(2447($4//&0+$%)+40(%-#%6(:#4:.#(%-#()%.E+02(%(.4)8(R4&(2#)(+0($40)%$)(,+)*(')-%02#-'8(G#()%.E()4(

4)*#-(:#4:.#(#%'+.3(%07(/&$*8(R4&('*%-#(%(-44/(%07(%()%@.#6('4(+)(+'(#%'3(/%E+02($40)%$)8(I(*^!&.3!*YA!

7'24);+6!P+6!Q/+.+6!P++9&.(

<*#(5447(+'(5-#'*(/%7#6(7#.+$+4&'(%07(*#%.)*38(O(%/(B#2%06('4(+)(+'(%(2447(4::4-)&0+)3>!p!*UA!7'24);+6!

P+6!Q/+.+6!P++9&.!

])24!7'24);+62!/.4+6=/+9+3!7);+!&4!(+&24!).+!4/;+!&!

9++:!&.3!&6+! 4,+6+8)6+!6+0'(&6!7'24);+62>!@,+<! (/:+!

4,+! 5(&7+A! +25+7/&((<! 4,+! 8))3! &.3!9&.4! 4)! :++5! 4,+!

5(&7+! 6'../.0! 4)! 1+! &1(+! 4)! :++5! +&4/.0! &88)63&1(+!

8))3>!])24!)8!4,+;!2&<!4,+<!5&<!&!56/7+!&6)'.3!8/=+!

+'6)2A! 1+7&'2+! 4,+<! 4,/.:! 4,&4! /2! 8&/6>! @,+/6! 6+&2).2!

8)6!7,))2/.0!&!56/7+!&6+!'2'&((<!1&2+3!).!,)9!;'7,!

;).+<! 4,+<! ,&=+A! 4,+/6! 2)7/&(! 5)2/4/).! aJE! &;! &!

24'3+.4#bA! ,)9!;'7,! 4,+<! &4+! &.3! /8! 4,+<! (/:+3! 4,+!

8))3>!@,+!(&44+6! /2!&(;)24!&(9&<2!4,+!7&2+>!G);+!&(2)!2&<!4,&4! /4! /2!.)4!4)4&((<!86++!4)!3+7/3+!

,)9!;'7,!<)'!5&<A!1+7&'2+!4,+6+!/2!2);+!:/.3!)8!2)7/&(!7).46)(>!

W4-(/#(+)(,%'(%0(+0:&)()4()*+0E(%@4&)(*4,(/&$*(+)(+'(,4-)*8(P4)(C&')()4($40'+7#-()*#(+02-#7+#0)'(@&)(

%.'4(-#0)(%07(#.#$)-+$+)38(R4&(*%B#()4( )*+0E(%@4&)(,*%)( )*#($4')( +'( )4(:-47&$#()*#( 54478(V)*#-(:#4:.#(

C&')(:%3(),4(#&-4'6(@&)()*#0()*#3(740;)($40'+7#-(#B#-3)*+028(O(:%3(%-4&07(5+B#(#&-4'8(O(%/(%(')&7#0)6(

'4(O(:%3(.#''8(O()*+0E()*#3(/%E#(%(@+)(45(:-45+)(4&)(45(+)8(O(&'&%..3('##(:#4:.#(:%3+02(%-4&07(gIh(#&-4'(I(

*ZA!7'24);+6!P+6!Q/+.+6!P++9&.(

U3( 5-+#07'(7#$+7#(40(*4,(/&$*()*#3(#%)(%07(*4,(/&$*()*#3(*%B#( S/40#3,+'#T8( O)( '%3'(:%3(%'(34&(

,+'*6( 04)( :%3( +5( 34&(,+'*6( '4( 34&( *%B#( )4( :%3( %'( .#%')( '4/#)*+028! p! *U[A! 7'24);+6!P+6!Q/+.+6!

P++9&.!

R4&($%004)(:%3(K#-4(*#-#6(34&(*%B#()4(:%3('4/#)*+028(<*#3(%'E(34&(*4,(/&$*(34&(,%0)()4(:%38(<*#-#(

+'(04(@4A(4-(%03)*+02H()*#-#(+'('4/#(E+07(45('4$+%.($40)-4.6(@#$%&'#()*#3(%'E(34&8!!p!*VA!7'24);+6!P+6!

Q/+.+6!P++9&.!

j.! 4,+! R'+24/).! /8! 4,+<! 8++(! 6+25).2/1(+! )6! /.! &.<! 9&<! J5&64/7/5&4/.0#! /.! 4,+! 6+24&'6&.4A!

1+7&'2+!4,+<!7&.!J5&<!&2!4,+<!9/2,#A!4,+!6+25).32!/2!;/B+3>!])24!5+)5(+!8++(!6+25).2/1(+!&.3!

9&.4!4)!,+(5!4,+!7).7+54A!)4,+6!2++!/4!&2!H'24!&!6+0'(&6!1'2/.+22!9,+6+!4,+<!&6+!.)4!5&64!)8>!

O(5##.(:%-)+$+:%)+026(@#$%&'#(O(:%3('4/#)*+02(%07(O(*#.:()4(,4-E(4&)()*+'($40$#:)8(O(%'E(4)*#-(:#4:.#()4(

$4/#(*#-#(%'(,#..6(%07(+0()*+'(,%3(O(*#.:8!p!*UA!7'24);+6!P+6!Q/+.+6!P++9&.!
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"&)(+)(S)*#(QMRGT(+'(%.'4(/4-#(4:#0(%07(+)(5##.'(/4-#(4:#06(%07(34&($%0(C&')(,%.E(@#*+07()*#(@&55#)6(

2#)(,%)#-8( O)( 2+B#'( %0( +0B+)#7( 5##.+026( %07( +)( 2+B#'(/4-#( -#':40'+@+.+)3a(R4&( )*+0E( %@4&)( *4,( +)( +'(

,4-E+02(,+)*()*#(QMRG6('4(O(5##.(%(.+)).#(@+)(45(-#':40'+@+.+)38(p!*XA(7'24);+6!P+6!Q/+.+6!P++9&.!

O( 740;)( 5##.( -#':40'+@.#( %'( %03)*+02( +0( $%:+)%.+'/8(<*#3( 74( +)( )4( 2#)(/40#38( X+E#( #B#-3@473( 74#'( +0(

$%:+)%.+'/8(<*#3(0##7(+)(4)*#-,+'#()*#3($%0;)('&-B+B#8(!<*#-#(+'(04)*+02(-+2*)(+0(%(,-402('3')#/8!(<*#(

40.3(7+55#-#0$#(+'()*#3(740;)(2#)(%'(/&$*(/40#3(%'(:4''+@.#6(@&)()*#3(')+..()-3()4(2#)(/40#38(O(%/('&-#(

)*#(#0)-#:-#0#&-(@#*+07()*+'(-#')%&-%0)(#%-0'(%(.4)(45(/40#38(O5(34&(740;)(:%3(g(#&-4'()*#3('*4&)(%5)#-(

:#4:.#8!p!*YA!7'24);+6!P+6!Q/+.+6!P++9&.!

?&-#8(O(5##.(-#':40'+@.#8(O5(O(,4&.70;)(O(,4&.7(C&')(:%3(\(4-(^(#&-4'(%07('%3(O(%/(%(')&7#0)8(O(7#5+0+)#.3(

,%0)()4('&')%+0(+)8(R4&(*%B#(%('4$+%.($4/:#0'%)+408!I(*ZA!7'24);+6!P+6!Q/+.+6!P++9&.!

  



! XU!

5 Analysis and discussion 

!G#(%-#(7-+B#0(@3('#.5I+0)#-#')6( +);'(0#$#''%-3()4('&-B+B#8("&)(,#(0##7(,+'#('#.5I

+0)#-#')( )*%)( +'(2#0#-4&'(%07($4I4:#-%)+B#6( )%E+02(4)*#-';( +0)#-#')'( +0)4(%$$4&0)8(

94I4:#-%)+40( $4/#'( 5-4/( 5-+#07'*+:6( 5-+#07'*+:( $4/#'( 5-4/( )-&')6( %07( )-&')(

$4/#'( 5-4/( E+07I*#%-)#70#''8( V0$#( 34&( *%B#( %( 2#0&+0#( '#0'#( 45( $40$#-0( 54-(

4)*#-'6()*#-#;'(04(-44/(54-($*#%)+026(@&..3+02(4-(#A:.4+)%)+408;(p!P&(&/!W&;&(

j.!).+!,&.3A!4,+!4,6++!7&2+2!7&.!1+!2++.!&2!=+6<!3/88+6+.4!86);!+&7,!)4,+6!2/.7+!4,+<!&6+!/.!

3/88+6+.4! 5(&7+2! /.! 4,+! 9)6(3A! &6+! )5+6&4/.0! /.! 3/88+6+.4! +24&1(/2,;+.42! &.3! &6+! '2/.0!

3/88+6+.4!:/.32!)8!5&64/7/5&4)6<!56/7/.0!2<24+;2>!O)9+=+6A!4,+!1/0!2/;/(&6!=&('+!1+49++.!4,+!

1'2/.+22+2! /2! 46'24>! @,/2! 3)+2! .)4! ).(<! 2,)9! /.! 4,+! 8&74! 4,&4! 4,+<! (+4! 4,+! 7'24);+62! 3+7/3+!

4,+/6! )9.! 56/7+! &.3! 46'24! 4,+;! 4)! 1+! 8&/6A! 1'4! &((! 4,+! 1'2/.+22+2! &(2)! 0/=+! 4,+/6! 7'24);+62!

;'7,! ;)6+! 86++3);! 7);5&6+3! 4)! )4,+6! 1'2/.+22+2! /.! 4,+! 2&;+! 2+74)6>! N4! 7&8L! @-FG@A!

7'24);+62!7&.!5'4! 4,+!;).+<!4,+<!9&.4! 4)!0/=+! /.!&!1)B! 4,&4! /2!24&4+3!).! 4,+!7)'.4+6A!&.3!

+=+.!0+4!4,+/6!)9.!7,&.7+!&2!9+((>!N4!4,+!,)24+(A!4,+!1)B!9/4,!4,+!3).&4+3!;).+<!/2!56+2+.4!

/.!4,+!(/=/.0!6));>!@,+!0'+242!&6+!)84+.!/.!4,+!,)24+(!&.3!,&=+!&77+22!4)!4,+!:+<!)8!4,+!5(&7+!

&2! 9+((! &2! &((! 4,+! 6));2! 9,+4,+6! 4,+! )9.+6! /2! ,);+! )6! .)4>! N4! P+6! Q/+.+6! P++9&.A!

7'24);+62!&6+!86++!4)!9&(:!&6)'.3!4,+!1'88+4!.+B4!4)!4,+!7)'.4+6>!@,+!1'2/.+22!2,)9!46'24!4)!

4,+/6!24&88!&2!9+((!1<!,&=/.0!&!8(&4!)60&./2&4/).!6&4,+6!4,&.!&!,/+6&67,/7&(!).+!&.3!4,+<!7&66<!

4,/2! &((! )'4!9/4,!,&=/.0!&!,';&./24/7!=/2/).! /.!;/.3! 6&4,+6! 4,&.!&! 8/.&.7/&(!).+>!@,+! 4&1(+!

1+()9!2';;&6/2+2!4,+!4,6++!7&2+2>!!

Goal 

@,+/6!=/2/).2!&6+!,';&./24/7!6&4,+6!4,+.!&/;+3!&4!;&B/;/2/.0!56)8/4>!N4!7&8L!@-FG@A!4,+!&/;!

/2!4)!1+!,&55<!&.3!4)!256+&3!()=+!&.3!H)<>!M)4!N.)4,+6!O)24+(!56+&7,+2!,)25/4&(/4<!&.3!P+6!

Q/+.+6!P++9&.!9&.42!4)!0/=+!+=+6<).+!&!5(&7+!&4!4,+!4&1(+A!.)!;&44+6!9,&4!2)7/&(!7(&22!4,+<!

&6+! 86);>! @,+! 1'2/.+22+2! 3)! .)4! ;+&2'6+! 2'77+22! /.! 8/.&.7/&(! 0)&(2! 1'4! 6&4,+6! /.! 2)7/&(!

/;5&74>!

 Business 
type 

Facility  Goal Participatory 
pricing system 

Reciprocity  

Café TRUST Foundation Café To be happy for no 
reason, spread love 
and joy 

Pay as you feel Circular 

Not Another 
Hostel 

In the process 
of becoming a 
non-profit 

Hostel  To show hospitality 
and pay it forward 

Pay it forward 
/donation-based 

Circular 

Der Wiener 
Deewan 

Business Restaurant Welcoming 
everyone at the 
table 

Pay as you wish 
/set price 

Circular and 
direct 

95;C"1@)1R.??5&#1%M1-:"1/5("(1



! X"!

])24! 7);5&./+2! ,&=+! =/2/).2! &1)'4! 2);+4,/.0! 3/88+6+.4! 4,&.! +&6./.0!;).+<A! 1'4!;)24! )8!

4,+;! 24/((! ,&=+!;&:/.0! 56)8/4! &2! 4,+/6! .';1+6! ).+! 0)&(>! @,+! /.=+24/0&4+3! 1'2/.+22+2! 4,&4!

9)6:!9/4,!4,+!5&64/7/5&4)6<!56/7/.0!,&=+!56)8/4!.)4!&2!4,+/6!.';1+6!).+!0)&(A!2/.7+!4,+<!3)!

.)4!&.3!7&.!.)4!7).46)(!,)9!;'7,!;).+<!9/((!7);+!/.>!@,+/6!46'+!0)&(2!7&.!1+!2++.!/.!4,+!

1'2/.+22!2+44/.02!4,+;2+(=+2!&.3!&6+!7).8/6;+3!1<!4,+/6!0'+242!&.3!7'24);+62>!

Participatory pricing system 

N4!7&8L!@-FG@A!4,+!5&<;+.4!2<24+;!/2!6+&((<!)5+.!&.3!.)4!a2)7/&((<b!7).46)((+3!&4!&((>!@,+<!

(+4!7'24);+62!3+7/3+!,)9!;'7,!4,+<!9&.4!4)!5&<!1&2+3!).!,)9!4,+<!8++(>!@,+<!+B5(&/.!4,/2!

1<!&2:/.0!4,+;!4)!5&<!86);!4,+/6!,+&64>!E4!;&:+2!7'24);+62!4,/.:!&1)'4!,)9!;'7,!4,+!8))3!

/2!9)64,! 4)! 4,+;A! 1'4! 4,+<! &(2)! 7);5&6+! /4! 4)! )4,+6! (/:+9/2+! 6+24&'6&.42>! N4!M)4! N.)4,+6!

O)24+(A! 0'+242! &6+! .)4! &(()9+3! 4)! 5&<! )6! 3).&4+! 1+8)6+! 4,+<! (+&=+>! E4! 9)6:2! ).! &! 5&<! /4!

8)69&63!2<24+;!&.3!4,+!0'+242!5&<!1&2+3!).!4,+/6!+B5+6/+.7+!&.3!,)9!;'7,!4,+!56/7+!9)'(3!

1+!&4!&!J.)6;&(#!,)24+(>!P+6!Q+/.+6!P++9&.!&2:2!0'+24!4)!5&<!&2!4,+<!9/2,!8)6!4,+!1'88+4A!1'4!

4,+<!,&=+!2);+!2+4!56/7+2!&2!9+((>!*'24);+62!5&<!1&2+3!).!,)9!;'7,!8))3!4,+<!,&3A!,)9!

;'7,!4,+<!(/:+3!/4!&.3!4,+/6!+7).);/7!9+&(4,>!!

@,+!1/0!3/88+6+.7+!1+49++.!4,+!1'2/.+22!7&2+2!&.3!6+0'(&6!1'2/.+22+2!/2!4,&4!4,+2+!1'2/.+22+2!

&6+!0/=/.0!'.7).3/4/).&((<>!*'24);+62!)6!0'+24!3)!.)4!,&=+!4)!5&<!1&7:>!@,+6+8)6+A!4,+<!3)!

.)4!5&<!1+7&'2+! /4! /2! 6+R'/6+3!1<! 6'(+2!&.3!&.!+B4+6.&(!;)4/=&4/).>!@,+<!5&<!1+7&'2+! 4,+<!

9&.4! 4)! )6! 8++(! &! 2)7/&(! )6! ;)6&(! )1(/0&4/).! 4)9&632! 4,+! 5+62).! 4)! 2,)9! 4,+/6! 06&4/4'3+>!

?/=/.0!1&7:!4,+6+1<!7);+2!86);!&.!/.4+6.&(!;)4/=&4/).>!

Reciprocity 

N4! 7&8L! @-FG@A! 4,+<! 2++! 0/=/.0! &.3! 6+7+/=/.0! &2! ).+>! M)4! N.)4,+6! O)24+(! 2&<2! 4,&4! J/8!

2);+).+!3)+2!2);+4,/.0!./7+!8)6!<)'A!<)'!3)!2);+4,/.0!./7+!8)6!2);+).+!+(2+!&2!9+((#>!P+6!

Q/+.+6!P++9&.#2! 5+625+74/=+! /2! 4,&4! 4,+<! 0/=+!5+)5(+! 2);+4,/.0!9,+.! 4,+<! 7);+! /.A! &.3!

4,+<! 0+4! 1&7:! 86);! &((! )8! 4,+;! 4)0+4,+6! 6&4,+6! 4,+.! +B5+74/.0! 2);+4,/.0! 86);! +=+6<!

/.3/=/3'&(!7'24);+6! /.!6+4'6.>!@,/2!&((! /2( /.! (/.+!9/4,!]&'22#! aUV"Cd"[["b!3+276/54/).!)8! 4,+!

e'(&$6/.0!&.3!K&<;#2!a"[UUb!3+276/54/).!)8!7/67'(&6!+B7,&.0+2!)8!0/842!4)!16/.0!;)6+!5+)5(+!

/.4)!4,+!7);;'./4<>!@,+!6+7/56)7/4<!&4!P+6!Q/+.+6!P++9&.!/2!/;;+3/&4+!&2!9+((A!2/.7+!1)4,!

36/.:2!&.3!4&:+$&9&<#2!&6+!1&2+3!).!&!2+4!56/7+>!!

-+(&4/).2,/5!;&6:+4/.0! 56);)4+2! +24&1(/2,/.0! +;1+33+3! 6+(&4/).2,/52! 9/4,! 7).2';+62! 4)!

/.76+&2+!4,+/6!()<&(4<>!O&=/.0!&!7/67'(&6!6+7/56)7/4<!+24&1(/2,+2!6+(&4/).2,/52!&.3!16/.02!;)6+!

5+)5(+!/.4)!4,+!7/67(+!&2!9+((A!1+7&'2+!&!0/84!,&2!9)64,!&.3!+24&1(/2,+2!&!6+(&4/).2,/5!aO<3+A!

UVYVb>!N2!2)).!&2!<)'!3/6+74(<!5&<!8)6!2);+4,/.0A!4,+!6+7/56)7/4<!/2!/;;+3/&4+!&.3!4,+6+!/2!.)!

6+(&4/).2,/5! +24&1(/2,+3>! @,+! 0/84! 1+7);+2! 7);;)3/8/+3! &.3! ()2+2! ,/2! =&('+! 4)! 8)24+6! &!

7);;'./4<!aO<3+A!UVYVb>!



! XC!

5.1 Not another relationship marketing tactic 

@,+!;&/.!R'+24/).2!)8!4,/2!6+2+&67,!&6+!6+(&4+3!4)!4,+!56)5)2/4/).!/8!4,+!1'2/.+22+2!&6+!'2/.0!

5&64/7/5&4)6<!56/7/.0!&2!&!6+(&4/).2,/5!;&.&0+;+.4! 4&74/7!)6! /8! 4,+<!7)'(3!6&4,+6!1+!2++.!&2!

5&64! )8! 4,+!0/84! +7).);<>! D6);!&((! )8! 4,+! 4,6++! 7&2+2! /4! 7&.!1+! 7).7('3+3! 4,&4! 4,+<! &6+!.)4!

'2/.0! &.<! 6+(&4/).2,/5!;&6:+4/.0! 4&74/72>! @,+<! 3)! .)4! ,&=+! &.<!;&6:+4/.0! 246&4+0/+2! &.3!

4,+/6! 6+&2).! 8)6!7,))2/.0! 4)!9)6:!9/4,!5&64/7/5&4)6<!56/7/.0! /2!,';&./24/7!).+A! 6&4,+6! 4,&.!

'2/.0!/4!&2!&!56);)4/).!4))(!4)!;&B/;/2+!56)8/4>!@,+/6!=&('+2!3)!.)4!8/4!4,+!).+2!)8!4,+!;&6:+4!

+7).);<!1'4!2++;!(&60+(<!/.!7);;).!9/4,!4,+!).+2!)8!4,+!0/84!+7).);<>!@,+<!)5+6&4+!86);!

&!3/88+6+.4!5+625+74/=+!&.3!&(4,)'0,!4,+<!3)!.)4!&74/=+(<!)6!:.)9/.0(<!56&74/2+!6+(&4/).2,/5!

;&.&0+;+.4A! 4,+! 2)7/&(! )'47);+2! )8! 4,+/6! 1'2/.+22! 56&74/2+2! &6+! &60'&1(<! 4,+! 6+2'(42! 4,&4!

6+(&4/).2,/5!;&.&0+62!9)'(3!(/:+!4)!2++>!!

5.1.1 Participation of customers and employees 

Q,+.! ()):/.0! &4! 4,+! 3+8/./4/).! )8! 6+(&4/).2,/5! ;&.&0+;+.4! /4! 2,)92! 2/;/(&6/4/+2! 4)! 4,+!

56&74/2+2! &.3! )'47);+2! )8! 4,+! 1'2/.+22! 7&2+2>! -+(&4/).2,/5!;&.&0+;+.4! ,&2! 1++.! 2&/3! 4)!

+.4/4(+! 4,+!3+=+()5;+.4! &.3!;&/.4+.&.7+!)8! 6+(&4/).2,/52A! 2'7,! 4,&4! /4! 2,)'(3!1+.+8/4! 1)4,!

4,+! )60&./2&4/).! &.3! 4,+! 7).2';+6! aM)1(+! n! %,/((/52A! "[[Tb>! @)! /;5(+;+.4! 6+(&4/).2,/5!

;&6:+4/.0!4&74/72!/.4)!&!1'2/.+22!;)3+(A!1)4,!7(/+.4!)6/+.4&4/).!&.3!&!,/0,!3+06++!)8!7).7+6.!

8)6!+;5()<++2!/2!=+6<!/;5)64&.4!aE0(+2/&2!+4!&(>A!"[UUb>!K'2/.+22+2!2,)'(3!8)7'2!).!&.4/7/5&4+3!

1+.+8/42A! /.=)(=+;+.4A! 7);;/4;+.4A! 86+R'+.4! 5'67,&2+2! &.3! 3+5+.3+.7<! aN2,(+<! +4! &(>A!

"[UUb>!@,+2+!&25+742!7&.!&((!1+!8/.3!/.!4,+!1'2/.+22!7&2+2_!K)4,!4,+!;&H)6/4<!)8!4,+/6!7'24);+62!

&.3!4,+!24&88!8++(!7);;/44+3!&.3!/.=)(=+3!&.3!4,+<!&6+!3+5+.3+.4!).!4,+!1'2/.+22!8)6!+/4,+6!

&!5(&7+! 4)! 2(++5A! &! 6+(&B+3!5(&7+! 4)!9)6:A! 2)7/&(/c+!&.3!+&4>!*'24);+62!&(2)! 8++(!5&64!)8! 4,+!

7).7+54!&.3!9&.4!4)!,+(5!4)!2'24&/.!/4>!!

@,+!1'2/.+22+2!&((!3)!.)4!'2+!;&6:+4/.0!)6!;&6:+4/.0!246&4+0/+2>!@,/2!7)'(3!1+!+B5(&/.+3!1<!

4,+! 8&74! 4,&4! a&006+22/=+b! ;&6:+4/.0! /2! &.! /.=+.4/).! 86);! 4,+! ;&6:+4! +7).);<A! 24&64+3! /.!

;)3+6./4<!am/.+(3/.A!"[U"b>!]&6:+4/.0!&3=+64/2+;+.42!&6+!;&/.(<!'2+3!4)!76+&4+!&!.++3!&.3!

4,+6+8)6+!,&=/.0! 7'24);+62!1'<!56)3'742!)6! 2+6=/7+2A!9,/7,! /2!1&2+3!).! 7).2';+6/2;!&.3!

;&B/;/2/.0!56)8/4>!@,+2+!1'2/.+22+2!&6+!1&2+3!).!2,&6/.0A!5&64/7/5&4/).!&.3!46'24>!@,+<!&6+!

0/=/.0!0/842A!&.3!4,+6+8)6+!4,+<!2++!.)!5)/.4!/.!3)/.0!;&6:+4/.0>!@,+<!3)!.)4!,&=+!4,+!&/;!4)!

76+&4+!&!7+64&/.!.++3!/.!5+)5(+!4)!;&:+!4,+;!1'<!2);+4,/.0>!

@,+!&60';+.4!)8!*,))!n!%+46/7:!a"[U"b!&1)'4!6+(&4/).2,/52!1+/.0!+.,&.7+3!9,+.!7'24);+62!

/.4+6&74!9/4,!)4,+6!5&64/+2!2'7,!&2!)4,+6!7'24);+62!&.3!4,+!)9.+6!/2!2,)9/.0!&2!9+((!/.!4,+!

1'2/.+22+2>! E.!&((! )8! 4,+;! 4,+6+!&6+! 7&2+2!9,+6+!5+)5(+! 8)'.3!.+9! 86/+.32>!@,+!1'2/.+22+2!

&(2)!3)!.)4!2++!4,+;2+(=+2!a).(<b!&2!&!1'2/.+22A!1'4!&2!&!7);;'./4<!&2!9+((>!@,/2!&((!6+(&4+2!4)!

])221+60#2! a"[[Cb! 3+276/54/).! )8! &! 2+44/.0! 4,&4! /2! J)84+.! 3+2/0.+3! 4)! +.7)'6&0+! 2)7/&(!

6+(&4/).2,/52! 1+49++.! 7'24);+62! &.3! 2+6=+2! &2! &! .&4'6&(! ;++4/.0$25)4! 8)6! ;+;1+62! )8! &!

7+64&/.! 2'1$7'(4'6+A! 9,/7,! ;&<! 6+2'(4! /.! 8'4'6+! 86/+.32,/52! )6! a;);+.4&6/(<b! /.76+&2+3!

2&4/28&74/).#>!O+!&3=/2+2!4)!'2+!4,/2!:/.3!)8!2+44/.0!/.!6+(&4/).2,/5!;&.&0+;+.4!56&74/2+2>!@,+!

5&64/7/5&4/).! &(2)! '.3+6;/.+2! 4,+! 7(+&6! 3/24/.74/).2! 1+49++.! 7+64&/.! ,/+6&67,/+2! /.!



! XT!

)60&./2&4/).2! &.3! &3&54/.0! 4)! 4,/2! ;+&.2! 4)! 2,/84! 4)9&63! 2++/.0! 7'24);+62! &2! 6+(&4/).&(!

5&64.+62! /.24+&3! )8! &! 6+=+.'+! 246+&;! aK&<;A! "[UUb>! E.! 7'66+.4! 56&74/2+2! )8! 6+(&4/).2,/5!

;&.&0+;+.4A!/4!7&.!1+!&60'+3!/8!4,+!(&44+6!/2!24/((!;)6+!4,+!7&2+>!

@,+!1'2/.+22+2!2,)9!46'24!4)!7'24);+62!1<!(+44/.0!4,+;!3+7/3+!4,+!56/7+!&.3!4,+6+1<!/.=)(=+!

4,+;!/.!4,+!1'2/.+22>!N2:/.0!&!2+4!56/7+!9/((!7,&.0+!4,+!6+(&4/).2,/5A!1+7&'2+!/4!/2!2+4!86);!&!

5+625+74/=+!)8!,&=/.0!7).46)(A!6'(+2!&.3!6+0'(&4/).!&.3!3)+2!.)4!2,)9!46'24>!N!0/84!)88+62!4,+!

5)22/1/(/4<! 4)!+24&1(/2,!&! 6+(&4/).2,/5! aO<3+A!UVYVb!&.3!&!1).3!1+49++.!06)'52! aN2,9)64,A!

"[UCb>!W+&=/.0!/4!'5!4)!4,+!7'24);+6!4)!5&<!86);!&!5+625+74/=+!)8!46'24!(+&32!4)!4,+!8&74!4,&4!
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&2!1+/.0!5&64!)8!4,+!4+&;>!@,+<!3)!.)4!,&=+!&!,/+6&67,/7&(!)60&./2&4/).!&.3!+;5()<++2!,&=+!&!
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5.1.2 Interaction between market and gift orientations 
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5.2 The modern gift economy 
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5.3 A gift-oriented business model based on trust 
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?6+0)6<A!*>!N>!aUVZ[b8(Y+5)'(%07(94//47+)+#'8!W).3)._!N7&3+;/7!%6+22>!

?';;+22).A! S>! a"[[Zb>! SB4+.3/.0! 4,+! 2+6=/7+$3);/.&.4! ()0/7_! 86);! 7'24);+6! 7+.46/7/4<! 4)!

1&(&.7+3!7+.46/7/4<>!`4&-0%.(45()*#(M$%7#/3(45(U%-E#)+02(?$+#0$#A!C^aUbA!UX$UY>!

O<3+A!W>! aUVYVb>!<*#(Y+5)1( O/%2+0%)+40(%07( )*#(Z-4)+$(X+5#(45(Q-4:#-)3>!M+9!`)6:A!M`_!f/.4&0+!

K)):2>!

E0(+2/&2A!j>A!G&'R'+4A!N>A!n!]).4&r&A! i>! a"[UUb>!@,+!6)(+!)8!7)65)6&4+!7'(4'6+! /.!6+(&4/).2,/5!

;&6:+4/.0>!Z&-4:#%0(`4&-0%.(45(U%-E#)+02A!lgaTbA!^CUp^X[>!3)/_U[>UU[Zd[C[V[X^UUUUUUUC^U!

i+.:/.2A!O>! a"[[^b>!940B#-2#0$#($&.)&-#1(G*#-#(0#,(%07(4.7(/#7+%($4..+7#>!M+9!`)6:A!M`_!M+9!

`)6:!F./=+62/4<!%6+22!

i+.:/.2A!O>!aUVV"b>!<#A)&%.(:4%$*#-'1(<#.#B+'+40(5%0'(%07(:%-)+$+:%)4-3($&.)&-#'8!W).3).A!S.0(&.3_!

-)'4(+30+!

e/;A! i>! `>A! M&44+6A! ]>A! n! G5&..A! ]>! a"[[Zb>! %&<$Q,&4$`)'$Q&.4! p! N! M+9! %&64/7/5&4/=+!

%6/7/.0!]+7,&./2;>!`4&-0%.(45(U%-E#)+02>!!

W&/3(&9A! i>! a"[[[b>! N! D6++! ?/84! ]&:+2! M)! D6/+.32>! <*#( `4&-0%.( 45( )*#( =43%.( M0)*-4:4.42+$%.(

O0')+)&)#A!^a"bA!^UYpCT!

W/.7)(.A! `>! G>A! n! ?'1&A! S>! ?>! aUVZXb>! P%)&-%.+')+$( O0J&+-3>! M+91'6<! %&6:A! *N_! G&0+!

%'1(/7&4/).2>!

W/.02A! E>! M>! a"[[Tb>! E.4+6.&(! ;&6:+4! )6/+.4&4/)._! *).246'74! &.3! 7).2+R'+.7+2>! `4&-0%.( 45(

"&'+0#''(=#'#%-$*A!XYaTbA!T[X$TUC>!

]&67)'BA!i>!G>!a"[[Vb>!S27&5/.0!4,+!?/84!S7).);<>!`4&-0%.(45(940'&/#-(=#'#%-$*A!^haTb>!!

]&'22A!]>!aUV"Cd"[["b>!<*#(Y+5)1(<*#(W4-/(%07(=#%'40(54-(ZA$*%02#(+0(M-$*%+$(?4$+#)+#'8(W).3)._!

-)'4(+30+>!

]/82'3A!]>!a"[[Yb>!j.!6,+4)6/7!&2!0/84d0/=/.0>!Q*+.4'4:*3(%07(=*#)4-+$A!T[aUbA!ZVpU[Y>!

])221+60A!W>!a"[[Yb>!N!;&6:+4/.0!&556)&7,!4)!4,+!4)'6/24!+B5+6/+.7+>!?$%07+0%B+%0(`4&-0%.(45(

D4':+)%.+)3(%07(<4&-+'/A!YaUbA!XV$YT>!



! ^C!

]',6A! G>! W>A! n! W+;;+60&&63A! i>! a"[UUb>! -+0&63/.0! 0/842$).! *,6/24;&2! 0/84! +B7,&.0+! &.3!

&2<;;+46/7&(!1'2/.+22!6+(&4/).2>!V-2%0+K%)+40A!foa^bA!Y^CpYYY>!!

M)1(+A!G>!]>A!n!%,/((/52A!i>!a"[[Tb>!-+(&4/).2,/5!,/.36&.7+_!9,<!9)'(3!7).2';+62!.)4!9&.4!&!

6+(&4/).2,/5!9/4,!&!6+4&/(+6\!`4&-0%.(45(=#)%+.+02A!o]aTbA!"ZVpC[C>!3)/_U[>U[U^dH>H6+4&/>"[[T>U[>[[X!

M)4! N.)4,+6! O)24+(! ,);+5&0+>! a"[UXb>! -+46/+=+3! D+16'&6<! "YA! "[UXA! 86);!

,445_dd999>.)4&.)4,+6,)24+(>)60dst!

j88+6A!N>!aUVVYb>!K+49++.!4,+!?/84!&.3!4,+!]&6:+4_!@,+!S7).);<!)8!-+0&63>!Z$404/+$(D+')4-3(

=#B+#,A!X[aCbA!TX[pY^>!

-&7/4/A!]>!]>A!Q&63A!@>A!n!P&00+6A!@>!G>!a"[UCb>!@,+!+88+74!)8!6+(&4/).2,/5!3+2/6+!).!7).2';+6$

4)$1'2/.+22!6+(&4/).2,/52>!Z&-4:#%0(`4&-0%.(45(U%-E#)+02>!!

-+,.A!N>! a"[[Ub>!S(+746)./7!5)4(&47,_!N! 24'3<!).!.+9! 4+7,.)()0/+2! &.3!56/;/4/=+! +7).);/7!

1+,&=/)62>!=43%.(O0')+)&)#(45(<#$*04.4236(?)4$E*4./>!

G&,(/.2A!]>!P>!aUVY"b>!?)40#(%2#(#$404/+$'>!@6&.2&74/).!%'1(/2,+62>!

G46&'22A!N>!W>A!n!*)61/.A! i>! aUVVZb!"%'+$'(45(k&%.+)%)+B#(=#'#%-$*1(<#$*0+J&#'(%07(Q-4$#7&-#'( 54-(

b#B#.4:+02(Y-4&07#7(<*#4-36!G&0+!%'1(/7&4/).2!

@-FG@>!a"[UXb>!-+46/+=+3!D+16'&6<!"YA!"[UXA!86);!,445_dd46'24&;24+63&;>)60d!

@<6&.0/+(A!i>!a"[[Yb>!-&3/),+&3!G&<2_!%&<!Q,&4!`)'!Q&.4>!<+/#(U%2%K+0#>!!

Q+(cA!*>!a"[[Zb>!W)=+!&2!0/84!&.3!2+(8$2&76/8/7+>!P#&#(p#+)'$*-+5)(5q-('3')#/%)+'$*#(<*#4.42+#(&07(

=#.+2+40':*+.4'4:*+#A!X[aC$TbA!"CZ$"^^>!

`/.A!->!e>!a"[[Vb>!9%'#(?)&73(=#'#%-$*1(b#'+20(%07(U#)*47'>!G&0+!%'1(/7&4/).2>!

m+/4,&;(A!f>A!n!K/4.+6A!]>!i>!a"[[Cb>!?#-B+$#'(U%-E#)+02>!]7?6&9$O/((!S3'7&4/).!$!S'6)5+>!

m/.+(3/.A!]>!a"[U"b>!=#.%)+40'*+:(U%0%2#/#0)(54-()*#(W&)&-#!aU24!+3>b>!G4'3+.4(/44+6&4'6!NK>!!

!

 

  



! ^T!

8 Appendix 

@,+! &55+.3/B! 7).2/242! )8! /.8)6;&4/).! 4,&4! ,&2! 1++.! '2+3! 3'6/.0! 4,/2! 6+2+&67,>! @,+!

/.8)6;&4/).! /2! 2+5&6&4+3! 5+6! 7&2+! &.3! /.7('3+2! 4,+! /.4+6=/+92A! 24&4+;+.42! &.3! 3)7';+.42!

4,&4! 9+6+! '2+3>! -+0&63/.0! 4,+! /.4+6=/+92A! 4,+! 24&4+;+.42! 86);! 4,+! /.4+6=/+9+3! 4,&4! ,&=+!

1++.!'2+3!/.!4,/2!24'3<!&6+!96/44+.!3)9.>!!

8.1 Case I café TRUST 

N((!/.4+6=/+92!,&=+!1++.!6+7)63+3!).!4&5+!&.3d)6!8/(;>!@,+!7'24);+62!&6+!.';1+6+3!&.3!4)!

+.2'6+! &.).<;/4<! 4,+/6! .&;+2! &6+! .)4! 1+/.0! 3/25(&<+3>! -+0&63/.0! 4,+! 8)'.3+62! &.3!

=)('.4++62!).(<!4,+!8/624!.&;+2!&6+!'2+3>!!

Maarten, founder TRUST 

Q/4,! 4,+! 8/=+! 8)'.3+62! 9+! 3/3! &! 7).27/)'2.+22! 1'2/.+22! 7)'62+>! E4! ,&55+.+3! 4)! 1+! 4,&4!

+B&74(<!4,)2+!5+)5(+!&(2)!24&64+3!4,+!7&8L!(&4+6!).>1

@,/2!5(&7+!/2!8)6!;+!;<!)9.!3+=+()5;+.4>!N!5(&7+!4)!(+&6.!9,&4!E!&;!2'55)2+!4)!3)!/.!4,/2!

9)6(3>!E4#2!&!:/.3!)8!27,))(>!D/624!<)'!(+&6.!;&4,!&.3!27/+.7+A!+47>!M)9!E!&;!(+&6./.0!9,&4!

;<!6+&(!5'65)2+!/2!/.!(/8+>!

E4#2!&!5(&7+!4)!'.(+&6.!4,+!246+228'((!9&<2!)8!(/=+>!@)!1+!,&55<!8)6!.)!6+&2).>!!

@,+!5'65)2+!)8!4,+!;).+<!0&;+!/.!@-FG@!/2!4)!2++!/4!9/4,)'4!4,+!=&('+!9+!5'4!).!/4>!E4!/2!H'24!

5&5+6! 246/52>! ]).+<! /2! &! 1/0! 4,/.0A! 9,+.! <)'! 2++! 6+(&4/).2,/52A! +=+6<4,/.0! 0)+2! 1&7:! 4)!!

;).+<>! D)6! @-FG@A!9+!3)! 4,/.02! 6+&((<! '52/3+$3)9.>!Q+!3)! /4! 86);! 4,+! /.2/3+>!`)'!9/((!

&446&74!;)6+!;).+<A!86);!4,+!/.2/3+>!*&.!<)'!6+7+/=+!;).+<A!)6!7&.!<)'!H'24!0/=+!/4!&9&<\!

Q,&4!/2!4,+!8++(/.0!&44&7,+3!4)!/4\!

?/=/.0! &.3! 6+7+/=/.0! /2! &! 2<;1)(! )8! /.8/./4<>! @,/.02! 7);+! &.3! 0)>! S=+6<! 4/;+! <)'! 0/=+!

2);+4,/.0!<)'!9/((!6+7+/=+!9,&4!<)'!.++3!/.!(/=+>!@,+6+!&6+!.)!+B5+74&4/).2l!4,+<!9/((!).(<!

9/((!9)6:!&0&/.24!<)'>!@,/.02!,&55+.!/8!<)'!36)5!&((!+B5+74&4/).2>!SB5+74&4/).2!&6+!9,&4!E!

9&.4A! 4,+! 2;&((! ;+! a4,+! +0)bA! 4,+.! <)'! 8)60+4! 4,+! 1/00+6! ).+! a4,+! 2)'67+d?)3d+47>b>! E4! /2!

46&/./.0!&.3!46&/./.0!&.3!+B5+6/+.7+!4)!2++!9,&4!,&55+.2!/8!E!36)5!&((!+B5+74&4/).2>!Q,&4!E!

4,/.:!E!:.)9A!E!.++3A!E!,&=+!4)!3)>!@)!36)5!/4!&((>!

E8!<)'!3+;)(/2,!<)'6!+0)!&.3!<)'!6+&7,!<)'6!,/0,+6!2+(8A!;&.<!1+(/+82!&.3!;)6&(2!9/((!8&((!

&9&<>!`)'!9/((!24/((!:++5!2);+!/.!4,/2!9)6(3A!1'4!;&.<!9/((!8&((!&9&<>!!

`+2A!9+!&6+!6'../.0!&!1'2/.+22>!Q+!,&=+!&!1'2/.+22!9/4,!&!3/88+6+.4!&44/4'3+>!E4!/2!&!1'2/.+22A!

9,/7,!9/((!.++3!;).+<!4)!+B/24A!+47>!!

N4!4,+!;);+.4!/4!7&.!2'24&/.!/42+(8>!Q+!3).#4!0+4!&!2&(&6<!<+4A!1'4!;&<1+!4,&4!9/((!7);+!2);+!

3&<>! E4#2! &! 8&74! 9+! 7&.#4! 3)! 4,/2! '.4/(! )'6! 6+4/6+;+.4>! @,+! 7&8L! 7&.! 6'.A! 1'4! 8)6! '2! a4,+!



! ^X!

=)('.4++62b! 9+! .++3! 4)! 8/.3! 4,+! ;).+<! 4)! 5&<! 4,+! 1/((2>! @,/2! 7&.! 7);+! 86);! @-FG@! )6!

2);+9,+6+!+(2+A!E!3).#4!:.)9!<+4>!!

@,+! 7&8L! /2! &(6+&3<! 2'77+228'(>! @,+6+! &6+! .)! 8/.&.7/&(! )6! ,&55/.+22! 0)&(2>! E4! 9/((! 7,&.0+!

3'6/.0! 4,+!56)7+22>!Q+!3).#4!:.)9!9,&4!9/((!+=)(=+>!K'4!9+!9/((! 8)(()9!)'6! /.4'/4/).!&.3!

9,&4!/2!.++3+3!&.3!2++!9,&4!9/((!,&55+.>!j'6!3&/(<!/.4'/4/).!/2!)'6!5(&.>!Q+!3).#4!,&=+!&.<!

().0$4+6;!5(&.2>!!

E4#2!&!1'2/.+22!9,+6+!5+)5(+!9)6:!86);!4,+! /.2/3+$)'4>! E4#2!&!5(&7+!9,+6+!<)'!7&.!3/27)=+6!

<)'62+(8!&.3!4,/.02!9/((!7,&.0+!&6)'.3!<)'>!

Hugo, founder TRUST 

E! 2++! 4,+! 7&8L! &2! 2);+! :/.3! )8! 1'2/.+22A! 1'4! /4! 8++(2!;)6+! (/:+! &! 7);;'./4<>#! @,+! 2+.2+! )8!

4)0+4,+6.+22!/2!9,&4!9/((!&446&74!4,+!1'2/.+22!2/3+!)8!4,/.02>!@,+!;).+<A!4,+!=)('.4++62>!Q+!

&6+!&2!9+((!&!1'2/.+22>!

E4!/2!(/:+!&!27,))(!9,+6+!<)'!7&.!46&/.!<)'6!;/.3!4)!1+!()=/.0!&((!4,+!4/;+>!@,+!=/2/).!/2!46'24!

&.3! 4)!1+!,&55<! 8)6!.)! 6+&2).>!@,+!0'/3+(/.+2!&6+! 4,6++! 4,/.02_!.)!56/=&4+! 4,)'0,42_! 2,&6+!

9,&4!/2!).!<)'6!;/.3!&.3!3).#4!:++5!/4!4)!<)'62+(8>!@,+!;)6+!<)'!2,&6+!4,+!1+44+6!/4!0+42>!

M)!5+)5(+!5(+&2/.0_!K+!/.!4'.+!9/4,!<)'62+(8>!!

P).#4!9)6:!9/4,!246+22_!/8!<)'!8++(!246+22+3A!2&<!/4!&.3!4&:+!<)'6!4/;+!)'4!4)!2)(=+!/4>!D++(/.0!

246+22+3!/2!.)4!8++(/.0!,&55<A!&.3!4,&4!/2!9,&4!9+!56&74/2+!,+6+>!

E4!/2!&!06)'5!56)H+74!&.3!9+!.++3!+&7,!)4,+6!4)!;&:+!4,/2!5(&7+!9)6:>!@,+6+!&6+!.)!)9.+62l!

4,+! ).(<! 3/24/.74/).! /2! 4,&4! 9+! ,&=+! 4,+! 8)'.3+62>! Q+! &6+! 6+&((<! 7&6+8'(! 4)! .)4! 76+&4+! &!

,/+6&67,<>! E4! /2!&((! +R'&(>! E.! 4,&4!+R'&(/4<! 4,+6+! /2!&!3/88+6+.7+!1+49++.! 6+25).2/1/(/4/+2>!@,+!

8)'.3+62! ,&=+! 4,+! 6+25).2/1/(/4<! 4)! :++5! 4,+! 8)'.3&4/).! 0)/.0>! @,+! =)('.4++62! 3).#4! ,&=+!

4,/2!6+25).2/1/(/4<>!Q+!a8)'.3+62b!&6+!=+6<!;'7,!4,/.:/.0!,)9!9+!7&.!+B5&.3!4,+!=/2/).!&.3!

1+44+6!4,+!;/.3!46&/./.0>!!

Q+!,&3!.)!1&7:06)'.3!/.!,)25/4&(/4<!&4!&((>!M)!7('+!9,+6+!4)!24&64!&4!&((>!!

Q+! (+4! 0)!)8! &((! 4,+!1+(/+82A! 2'7,! &2! J9+! 6+&((<!.++3!;&6:+4/.0A!%-A! 1+44+6! 7)88++! #! )6! )4,+6!

4,/.02! 4)!;&:+! 4,/2!&! 2'77+22>!M)>!Q,+.!9+!1+0/.! 4,/2!5(&7+!9+!3/3.#4! 25+.3!&.<4,/.0!).!

;&6:+4/.0>! Q+! H'24! 3/3! 7).24+((&4/).2>! Q+! 8)7'2! ).! )'6! )9.! ;/.3! ,+&(/.0! &.3! 4,&4! 9/((!

0+.+6&4+!4,+!1'2/.+22!)6!0/=+!/3+&2!8)6!4,+!1'2/.+22>!!

@,+!;)6+!9+!,+&(!)'6!;/.3A! 4,+! ()'3+6! 4,+!=)/7+!)8! /.25/6&4/).!7);+2!&.3!2,)92!4,+!.+B4!

24+5>!@,&4!/2!9,<!9+!3)!.)4!,&=+!&.<!().0$4+6;!5(&.2A!9+!).(<!4&:+!4,+!.+B4!24+5>!K'2/.+22!

9/2+A! 2/.7+! ).+! &.3! &! ,&(8! <+&6! &0)! 9,+.! 9+! 24&64+3! /4! 9+! ,&=+.#4! ,&3! &.<! 56)1(+;2!

8/.&.7/&((<>!S=+6<!;).4,!+.)'0,!;).+<!7);+2!/.4)!4,+!1)B!4)!5&<!8)6!+=+6<4,/.0>!

@,+!).(<!/.4+6+24!,+6+!/2!4)!2+6=+!4,+!,/0,+6!5/74'6+A!2)!4,+!2+(8$/.4+6+24!/2!0).+>!!



! ^^!

O+6+!9+!9&.4!4)!0/=+!()=+A!&.3!9+!6+7+/=+!4,&4>!Q+!9&.4!4)!7)..+74!&.3!9+!3)>!!

Q+!46'24!4,+!2)'67+!8)6!/.25/6&4/).2!&.3!/4!9/((!56)=/3+!9,&4+=+6!9+!.++3>!Q+!4,)'0,4!,)9!

7&.!9+!56&74/2+!4,/2!;)24!6&3/7&((<!&.3!3++5(<\!G)!9+!3+7/3+3!4)!.)4!,&=+!56/7+2!&.3!(+&=+!/4!

&((!)5+.>!G)!56&74/7&((<!9+!&6+!)5+.!8)6!&((!:/.32!)8!;/2'2+A!5+)5(+!7&.!H'24!7);+!/.!&.3!.)4!

5&<!;'7,!&.3!4,+.!9+!,&=+!4)!7()2+!2,)5>!K'4!9+!9&.4!4)!4+24!4,/2!/3+&!&.3!9,&4!9+!,&=+!4)!

3)!/2!H'24!56&74/2+!)'6!;/.3!1&7:!4)!4,/2!24&4+!)8!1+/.0!&.3!4,+!2)'67+!9/((!56)=/3+>!

E!4,/.:!4,&4!/4!a7'24);+62!8++(/.0!5&64!)8!4,+!1'2/.+22b!/2!&.!&'4);&4/7!6+2'(4!)8!4,+!9&<!9+!3)!

)'6!1'2/.+22>!E4!/2!5&64!)8!4,+!).+.+22_!O)9!;)6+!9+!56&74/2+!()=/.0!4,+!;)6+!4,+!7'24);+62!

.)4/7+!4,&4!&2!9+((>!]&.<!5+)5(+!2&<!4,+<!(/:+!4,+!&4;)25,+6+A!/4!/2!./7+!&.3!5+&7+8'(>!@,&4!/2!

1+7&'2+!9+!56&74/2+! 4,/2!24&4+!)8!1+/.0!&2!9+((>!K&2/7&((<!9+!0/=+! 4,+!7'24);+62! 4,+!1/00+24!

56+2+.4A!1+7&'2+!9+!9)6:!).!)'62+(=+2>!!

]).+<! /2! &! 5&5+6! 246/5>! E! 9&.4! 4)! 2++! ;).+<! 7);5(+4+(<! .+'46&(A! 9/4,)'4! &.<! +;)4/).2!

&44&7,+3!4)!/4>!!

Q+! &2! /.3/=/3'&(2! 7&.! 7,))2+! 1+49++.! 49)!;)3+2! )8! 1+/.0_!9+! 7&.! 0)! /.4)! 2+5&6&4/).! )6!

46'24!4,+!2)'67+!&.3!46'24!4,&4!(/8+!9/((!4&:+!7&6+!)8!(/8+>!Q+!9/((!H'24!(/24+.!4)!/.25/6&4/).!&.3!

8)(()9>!!

Astrid, volunteer TRUST 

D)6!;+!@-FG@!/2!;)6+!(/:+!&!7);;'./4<A!9+!6+&((<!3)!/4!4)0+4,+6!&.3!2'55)64!+&7,!)4,+6>!E!

4,/.:!/4! /2!&!9&<!)8! (/=/.0>!E!3).#4!).(<!+B+67/2+!4)!1+!,&55<!8)6!.)!6+&2).!&4! 46'24A!1'4!&(2)!

)'42/3+!)8!/4>!

E!&2:!<)'!a7'24);+62b!4)!8++(!/.!<)'6!,+&64!9,&4!<)'!9&.4!4)!5&<A!>>9,&4!;&:+2!<)'!,&55<!4)!

5&<>!@,+.!E!'2'&((<!4+((!9,<!9+!&6+!,+6+!8)6>!E4!/2!.)4!&1)'4!4,+!7)88++!)6!4,+!7&:+2A!/42!/2!&1)'4!

4,+!56)7+22! )8! 1+7);/.0!,&55<! 8)6!.)! 6+&2).>! E! &(2)! 2);+4/;+2! 4+((! 4,&4!9+!9&.4! 4)!;&:+!

()=+$;&3+!8))3A!/.24+&3!)8!246+22$;&3+!8))3>!

Q+!0+4! 6+&((<!3/88+6+.4! 6+&74/).2! 86);!7'24);+62>!G);+!2&<! /4! /2! 6+&((<!06+&4!&.3! 4,&4! J4,+<!

9+6+!()):/.0!8)6!&!5(&7+!(/:+!4,/2#A!)4,+6!24&64!7)'.4/.0!,)9!;'7,!4,+!/.06+3/+.42!9/((!1+!&.3!

4,+.!9,&4! 4,+!56/7+!9/((!1+>!G);+!5+)5(+!&(2)!2&<! 4,+<! 8)'.3! /4!3/88/7'(4! 4)! 8++(>!Q+!&6+!2)!

'2+3!4)!4,/.:!&1)'4!;).+<A!7&(7'(&4+!&.3!&.&(<2+!/4!/.24+&3!)8!8++(/.0!&1)'4!/4>#!Q,&4!E!(/:+!/2!

4,&4!<)'! 6+&((<!0/=+!5+)5(+! &! 7,&.0+! 4)! 4,/.:!&.3!3)! /4!'52/3+$3)9.>!@,+<!&6+! 2)!'2+3! 4)!

4,/.:! /.! 4,+! '2'&(! 9&<! &.3! .)9! <)'! 6+&((<! ;&:+! 4,+;! 4,/.:! &1)'4! /4! &.3! 4,&4! 4,+6+! /2!

&.)4,+6!9&<>!

E42!&(2)!,)9!<)'!4,/.:!&1)'4!/4>!E8!<)'!0/=+!9,+.!4,/.:/.0!<)'!3).#4!,&=+!+.)'0,!)6!9/((!<)'!

46'24!&.3!0/=+!9/4,!&.!)5+.!,+&64\!!

]/2'2/.0!4,+!7).7+54_!E!3).#4!:.)9>!Q+!,&=+!&!R')4+!).!4,+!3))6!4,&4!2&<2!4,+!1+24!9&<!4)!

2++!/8!<)'!7&.!46'24!2);+).+!/2!4)!46'24!4,+;>!!



! ^Y!

N! ()4! )8!5+)5(+! 2&<! 4,+<! (/:+! 4,+! +.+60<!)6! 4,+! &4;)25,+6+>!Q+!,&=+! 4,+! 8)(3+62! ).! +=+6<!

4&1(+!4,&4!+B5(&/.2!9,&4!9+!3)>!

E8!2);+4,/.0!,&55+.2!/.!4,+!:/47,+.!9+!0/=+!4,&4!56/)6/4<!4)!;&:/.0!4,+!8))3!)6!4,+!7)88++A!

1+7&'2+!9+!9&.4!4)!5'4!()=+!/.!4,+!8))3>!@,&4!/2!&(2)!'52/3+$3)9.>!

N74'&((<!9+!,&=+!.)! 7).46)(>!Q+!&6+! 46</.0! 4)!,&=+! 4,+! 7).46)(! &.3!3)! /4! &((! 1<!)'62+(=+2>!

@,&4!/2!,)9!2)!;&.<!5+)5(+!3)!/4!/.!4,+!2)7/+4<>!`)'!,&=+!4)!(/24+.!&.3!8)(()9>!!

@,+!7'24);+62!&6+!&!56)H+74/).!)8!)'6!1+(/+82!&.3!5&44+6.2>!E8!9+!&6+!86++!)8!56)H+74/).2!4,+.!

9+!&6+!/.!&!,&55<!8()9!)8!;).+<>!Q,+.!<)'!,&=+!4,&4!24&4+!)8!;/.3A!<)'!9/((!2++!/4!56)H+74+3!

/.!4,+!5+)5(+!4,&4!7);+!/.4)!46'24>!E4!/2!4+((/.0!;)6+!&1)'4!'2!4,+.!&1)'4!4,+!7'24);+62>!E8!9+!

,&=+!7+64&/.!/3+&2!&1)'4!;).+<!9+!9/((!2++!4,&4!1&7:!/.!7'24);+62>#!

N2! &! =)('.4++6! /8! 9+! ,&=+! &.! /3+&! )6! 2);+4,/.0! 9+! 3/3.#4! (/:+! 9+! 4+((! /4! 4)! ).+! )8! 4,+!

8)'.3+62!&.3!4,+<!4&:+!/.4)!4,+!;++4/.0!9,+6+!4,+<!7).24+((&4+!,)9!4,+<!9/((!;&:+!7,&.0+2>!!

Tina, volunteer TRUST 

@,+!7&8L!/2!&!1'2/.+22>>!&.3!2);+4,/.0!+(2+>!E4!/2!4,+6+!/.!)63+6!4)!,+&(!)'6!;/.3A!1'4!9+!.++3!

4,+!7'24);+62>!Q+!.++3!4,/2!5(&48)6;!4)!3)!9,&4!9+!9&.4!4)!3)>!@,+6+!/2!;).+<!.++3+3!&.3!

4,&4!/2!9,+6+!4,+!1'2/.+22!5&64!7);+2!/.>!@,+!;).+<!/2!.++3+3!4)!6'.!/4>!

D)6!;+!/4!/2!(/:+!&!27,))(>!

D/624!E!2,)9!4,+;!4,+!;+.'!&.3!E!2&<!4,&4!9+!3).#4!,&=+!&.<!56/7+2>!E!2&<!4,&4!4,+<!7&.!5&<!

&2! 4,+<! 8++(>!%&<! 86);! 4,+/6!,+&64>! E! 46<! 4)! +B5(&/.! 4,&4!9+!&6+! &((! 7)('.4++62! &.3!9+! 46<! 4)!

9)6:!86);!&!5(&7+!)8!5+&7+A!6+(&BA!&.3!9+!3).#4!9&.4!4)!5'4!&.<!246+22!/.!)'6!8))3!)6!36/.:2>!

E8!9+!3).#4!8++(!/.!,&6;).<!&.<;)6+!9+!24)5!+=+6<4,/.0!&.3!46<!4)!2++!9,&4!/2!0)/.0!).>!

G);+4/;+2!4,+<!3)A!2);+4/;+2!4,+<!3).#4>!@,+!7'24);+62!4,&4!3)!0+4!/4!6+&((<!(/24+.!&.3!2&<!

/4!/2!6+&((<!7))(>!

E!9)'(3.#4!2&<!5+)5(+!9&.4!4)!4&:+!&3=&.4&0+>!E!4,/.:!4,&4!4,+6+!&6+!5+)5(+!9,)!3).#4!5&<>!

@,+<!9/((!,&=+!4,+/6!6+&2).!8)6!/4>!E!3).#4!9&.4!4)!H'30+!4,+;>!F2'&((<!E!3).#4!()):!9,+.!4,+!

7'24);+62!5&<>!E!H'24!2&<!,)9!4,+<!7&.!5&<!&.3!9,+6+!&.3!4,+.!E!0)!3)!2);+4,/.0!+(2+>!E!H'24!

9&.4!4)!(+4!4,+;!1+!86++!&.3!.)4!()):+3!'5).>!!

@,+!7'24);+62!&6+!&!;/66)6!8)6!'2>!D)6!@-FG@!/.!0+.+6&(!1'4!&(2)!8)6!;+!/.3/=/3'&((<>!W&4+(<!

E!46<!;)6+!4)!7)..+74!&.3!4&(:!4)!4,+;A!1+7&'2+!E!4,)'0,4!/4!9)'(3!.)4!1+!8&/6!4)!H'24!2++!4,+;!

&2!7'24);+62!1+7&'2+!4,+<!&6+!5&64!)8!4,/2!7);;'./4<!&2!9+((>!E!2++!4,+;!&2!&.!)55)64'./4<!

4)!(+&6.!&2!9+((>!

*'24);+62!,&=+!7).46)(!/.!4,+!2+.2+!)8!4,&4!4,+<!2,)9!'2!,)9!9+!2,)'(3!7,&.0+>!!



! ^Z!

Q)6:/.0!&4! 46'24!;+&.2!8)6!;+!4)!+B5&.3!;<!1)'.3&6/+2A! (+&6./.0!,)9!4)!2++!+=+6<).+!&2!

).+>!@,+6+!/2!.)!2+5&6&4/).>!W+44/.0!0)!)8!;<!)9.!8&(2+!1+(/+82>!G++/.0!&!3++5+6!7)..+74/).!

9/4,!5+)5(+>!N.3!1+/.0!7,&((+.0+3>!

`)'!&6+!9)6:/.0!).!<)'62+(8!&.3!<)'!&6+!46</.0!4)!;&:+!7)88++!&.3!8))3>!!

E! 4,/.:! /8! 4,+! 5(&7+! 24/((! 6'.2A! 4,&4! /2! 2'77+22>! ED! ;)6+! 5+)5(+! 9&.4! 4)! 1+! 5&64! )8! /4! /4! /2!

2'77+228'(! &2! 9+((>! E8! 4,+! /3+&! 256+&32!;)6+! &.3!;)6+! 5+)5(+! &6+! /.4+6+24+3! /.! 9,&4! /4! /2!

&1)'4>!!

8.1.1 Customers TRUST 

Customer 1 

E! 8++(! &4! ,);+! ,+6+>! E! 7&.! 3)! &.<4,/.0! E! 9&.4l! /4! /2! 6+&((<! J86++#>! M)! 246+22+3! +;5()<++2A!

+=+6<).+! 4&:+2! /4!).! 4,+/6!)9.! 4+6;>!G);+4/;+2!9+!24&<!,+6+! 86);! 49+(=+! 4/((! 2/BA! 4)!9)6:!

,+6+!8'((!3&<>!E!0+4!=+6<!56)3'74/=+A!1+7&'2+!4,+!&4;)25,+6+!/2!2)!6+(&B>!!

E!4,/.:!+=+6<).+!)5+./.0!'5!4)!4,+!+B5+6/+.7+!&.3!4,+!;/.3$2+4!/2!5&64/7/5&4/.0!/.!2);+!:/.3!

)8!9&<>! @,+<! a.+9! 7'24);+62b! ,&=+! 4)! 0+4! '2+3! 4)! /4>! S=+6<).+! (/:+2! /4! a@-FG@b>! `)'! 7&.!

8/(4+6!)'4!4,+!)5+.!;/.3+3!5+)5(+>!@-FG@!/2!.)4!&1)'4!;).+<A!/4!/2!&((!&1)'4!4,+!8++(/.0>!@,+<!

5'4!;).+<!/.!(+22!,/0,!6+0&63!4,&.!+;)4/).2>!E!(+4!0)!)8!4,+!/3+&!)8!;).+<!&((!4)0+4,+6>!

E42! 6+&((<! 7(+&6!9,+6+! /4! /2!&1)'4>!@,+<! 4+((!<)'!9,+6+! /4! /2!&1)'4>!K'4!<)'!.++3! 4)!1+!)5+.!

;/.3+3!&2!9+((>!G);+!5+)5(+!3).#4!0+4!9,<!4,+!)63+62!4&:+!().0+6>!!

Customer 2 

E8!<)'!&6+!,'.06<A!<)'!;/0,4!,&=+!4)!9&/4!&!().0!4/;+!1'4!4,&4!/2!.)!56)1(+;>!`)'!&77+54!4,&4!

4,+<!&6+!H'24!6+(&B!&1)'4!/4!2)!<)'!0+4!6+(&B!&1)'4!/4!&2!9+((>!

Customer 3 

E4!8++(2!;)6+!86++A!1+7&'2+!<)'!3).#4!,&=+!56/7+2>!K+/.0!&4!@-FG@!/2!(/:+!2/44/.0!/.!&!46&/.>!`)'!

7&.#4! 0)! 8&24+6! )6! 2()9+6A! <)'! H'24! ,&=+! 4)! 9&/4! '.4/(! <)'! &66/=+! &4! <)'6! 3+24/.&4/).>! `)'!

&77+54!4,&4!<)'!3).#4!,&=+!7).46)(>!!

E!5&<!3/88+6+.4!+=+6<!3&<>!E!3+7/3+!).!,)9!;'7,!;).+<!E!,&=+!;<2+(8!&.3!,)9!E!8++(>!!

Customer 4 and 5 

G);+4/;+2! 7'24);+62! 7);5(&/.! &1)'4! 4,+! 9&/4/.0! 4/;+>! @,+6+! 9&2! &! 2/4'&4/).A! 9,+6+! 4,+!

=)('.4++62!+B5(&/.+3!4)!4,+;!9,<!4,+<!,&3!4)!9&/4>!@,/2!9&2!6+7)63+3>!

@,+!:/47,+.!/2!&!2<;1)(!8)6!)'6!;/.3!46&/./.0A!2)!/4!/2!2+7).3&6<>!E4!/2!4,+!)4,+6!9&<!&6)'.3>!

E4!/2!)'6!1&7:36)5!8)6!;/.3!46&/./.0>!E4!/2!8)6!<)'!a4,+!7'24);+62b!4))A!1+7&'2+!/8!9+!,+&(!)'6!

;/.3!9+!,+&(!4,+!9,)(+>!`)'!&6+!1+/.0!&88+74+3!1<!/4!1+7&'2+!9+!&6+!&((!(/.:+3!4)0+4,+6A!2)!/4!



! ^V!

/2! &(2)! <)'6! ;/.3! ,+&(/.0>! `)'! 9/((! 0+4! )55)64'./4/+2! &2! 9+((A! &2! /.! 4,/2! 7&2+! 4)! 56&74/2+!

5&4/+.42>!a?'.=+6A!=)('.4++6!@-FG@b!

@-FG@! /2! ,+6+! 8)6! 4,+! 5+)5(+! 9,)! &6+! 9)6:/.0! ,+6+A! .)4! ).(<! 8)6! 4,+! 5+)5(+! 9,)! 7);+!

/.2/3+>!Q+!56)=/3+!4,+6&5+'4/7!7,&((+.0+2>!p!*TA!*'24);+6!@-FG@!

@,+!9&<!4,+<!()):!&4!4,/.02!/2!6+&((<!'52/3+$3)9.>!p!*XA!*'24);+6!@-FG@!

Customer 6 

@,+! (&24! "[$C[! <+&62! 4,+! 2)7/+4<! ,&2! 7,&.0+3! /.! 1+(/+=/.0! 4,&4! 56)8/4! ,&2! 4)! 1+! 2);+4,/.0!

6+&((<! /;5)64&.4>! O+6+A! E! 0+4! 4,+! 8++(/.0! 4,&4! /4! 3)+2.#4! ,&=+! 4)! 1+! 4,&4! 9&<>! N.3! 4,&4! /2!

2);+4,/.0!4,&4!;&:+2!<)'!9).3+6!&2!9+((A!&1)'4!,)9!4)!5&<!&.3!4,/.:!&1)'4!/4>!@,&4!/2!9,&4!

E!(/:+!&1)'4!7);/.0!,+6+A!1+7&'2+!/4!;&:+2!<)'!4,/.:!&1)'4!4,/.02!4,&4!9+!2++!&2!J'2'&(#A!4,&4!

3).#4!6+&((<!,&=+!4)!1+!2++.!&2!'2'&(>!

E.!)'6!7'66+.4!+7).);<!2);+!5+)5(+!;&3+!'2!1+(/+=+!4,&4!2);+!4,/.02!,&=+!4)!1+!/;5)64&.4A!

(/:+!;&:/.0!56)8/4A!&.3!9+!&((!8+((!8)6!/4>!

@,+!(&24!"[$C[!<+&62! /4!,&2!4)!1+7);+!.)6;&(!4,&4A!+>0>A!1&.:2!.++3!4)!;&:+!56)8/4>!M)A!<)'!

7&.! &(2)! 4,/.:! (/:+! 4,&4! 1&.:+62! .++3! 4)! 4&:+! 7&6+! )8! 4,+! 7/4/c+.2A! 1+7&'2+! 4,+<! 46'24! 4,+/6!

;).+<!9/4,! 4,+;>!@,+!9,)(+! /3+&! 4,&4! 4,/2! /2! 2'55)2+3! 4)!1+!.)6;&(! /2! 2);+4,/.0! 4,&4! /2!

7,&((+.0+3!,+6+A!&4!4,/2!7&8L>!E!3).#4!4,/.:!4,&4!4,&4!/2!4,+/6!/.4+.4/).>!@,+/6!/.4+.4/).!/2!4)!3)!

4,/.02!&!3/88+6+.4!9&<A!1'4!4,+!2/3+!+88+74!/2!4,&4!<)'!&6+!4,/.:/.0!&1)'4!,)9!/4!/2!.)9>!!

E! 4,/.:! /4! /2! 6+&((<!0))3! 4)! 4,/.:!&1)'4! 4,+! 8&74! /8!<)'!.++3! 4)!;&:+!56)8/4! 4)!1+!2'77+228'(>!

N.3!;&:/.0!56)8/4!7&.!1+!2++.!&2!/;5)64&.4A!1'4!&((!4,+!,/33+.!7)24!8)6!+.=/6).;+.4!+47>!/2!

.)4!1+/.0! ()):+3!&4>!@,+!R'+24/).! /2! 4)!2++! /8! /4! /2! 6+&((<! /;5)64&.4! 4)!;&B/;/2+!56)8/4>!@,/2!

7&8L!;&:+2!<)'!4,/.:!&1)'4!/4>!

O)9!;'7,!E!9/((!5&<!3+5+.32!).!;<!;))3A!/4#2!3/88+6+.4!+=+6<!4/;+>!E!4,/.:!&1)'4!9,&4!/4!

9/((!7)24!&4!)4,+6!1'2/.+22+2!&2!9+((!&.3!4,+.!E!&33!9,&4!E!8++(!&1)'4!/4!4)!4,+!56/7+>!!

Q,+.! E! 0)! ,+6+A! E! 4&:+! 4,+! 4/;+A! 1+7&'2+! E! :.)9! E!;/0,4! ,&=+! 4)!9&/4>! E4! /2! 8'..<A! /4! /2! &!

3/88+6+.4!;/.3$2+4>!E8!<)'!0)!,+6+A!4,+<!4+((!<)'!4,+/6!24)6<!&.3!<)'!:.)9!<)'!2,)'(3.#4!1+!/.!

&!,'66<A!9,&4!E!2++!&2!&!6+&((<!0))3!4,/.0>!!

8.1.2 TRUST FB page ‘Business is the new community’ note: 

@6&3/4/).&(!7);5&./+2!;/0,4!2&<_!gE4!/2!&((!&1)'4!4,+!7'24);+62th>!Q+!&4!@-FG@!7)'.4+6!9/4,_!

gM)t! E4! /2! .)4! &4! &((! &1)'4! 4,+! 7'24);+62A! /4! /2! &((! &1)'4! '2th>! @,&4! UZ[! 3+06++2! 7,&.0+! )8!

5+625+74/=+!/2!9,&4!;&:+2!'2!1+(/+=+!4,&4!J1'2/.+22!/2!4,+!.+9!7);;'./4<#>!

@)! 8'64,+6! +B5(&/.! (+4! '2! 8/624! 56)=/3+! &! 3+8/./4/).! )8! 1'2/.+22! &.3! 7);;'./4<>! Q/4,!

J1'2/.+22#! 9+! ;+&.! 4,+! 46&3/4/).&(! 8)6;! )8! 1'2/.+22! 4,&4! /2! 8)7'2+3! ;&/.(<! ).! &7,/+=/.0!



! Y[!

8/.&.7/&(! 0&/.>!Q/4,! J7);;'./4<#!9+!;+&.! 4,+! 46&3/4/).&(! 8)6;!)8! a6+(/0/)'2b! 7);;'./4/+2!

8)7'2+3!).!/.46)25+74/).A!3+=)4/).!&.3!25/6/4'&(!56&74/7+2>!

E4!/2!2&8+!4)!2&<!4,&4!4,+6+!,&2!1++.!.)!246).0!7)..+74/).!1+49++.!J1'2/.+22#!&.3!J7);;'./4<#!

9,+.! '2/.0! 4,+2+! 46&3/4/).&(! 3+276/54/).2>! `)'! 7)'(3! 2&<! J1'2/.+22#! 9&2! ()7&4+3! ).!Q&((!

G46++4!&.3!J7);;'./4<#!9&2!;/(+2!&9&<!/.!4,+!O/;&(&<&.!;)'.4&/.2>!!!!

M)4! 2)! &4! @-FG@>!Q+! &6+! &! 7);;'./4<! )5+6&4/.0! &2! &! 1'2/.+22>! N.3! 9/4,/.! @-FG@! 4,+!

7);;'./4<!&25+74!7);+2!8/624A!&.3!4,+!1'2/.+22!&25+74!8)(()92>!!

Q+! &6+! &! J7);;'./4<#! 1+7&'2+! 9+! &6+! 8)7'2+3! ).! )'6! )9.! 5+62).&(! ,+&(/.0! &.3!

46&.28)6;&4/).>!@-FG@! /2!&!5(&7+!9,+6+!9+!9&47,!)'6! 4,)'0,42!&.3!)5+.(<!2,&6+!,)9!9+!

8++(A! +=+.! /8! 9+! &6+! +B5+6/+.7/.0! J.+0&4/=+#! +;)4/).2! 2'7,! &2! &.0+6A! /66/4&4/).! &.3d)6!

2&3.+22>!K<! )5+.(<! 2,&6/.0! )'6! .+0&4/=+! 4,)'0,42! &.3! +;)4/).2! 9+! &6+! 6+(+&2/.0!

a'.7).27/)'2b!0'/(4!&.3!&.0+6>!N2!9+!3)!4,/2!).!&!7).2/24+.4!1&2/2!9+!;)=+!7()2+6!4)!4,+!0)&(!

+=+6<1)3<! &4! @-FG@! 246/=+2! 8)6_! @)! ,&=+! 5+&7+! )8!;/.3A! &.3! +B4+.3! ()=+! &.3! H)<! &((! 4,+!

4/;+>!!

@,+! 1'2/.+22! &25+74! /2! ).(<! 4,+6+! 4)! 56)=/3+! '2! 9/4,! ;)6+! )55)64'./4/+2! 4)! 56&74/7+! 4,+!

7);;'./4<!&25+74>!Q+!'2+!&((!4,+!4+.2/).2!&.3!)(3!9&<2!)8!1+/.0!4,&4!.&4'6&((<!&6/2+!9,+.!

9)6:/.0!4)0+4,+6!9/4,!7)((+&0'+2!&.3!/.4+6&74/.0!9/4,!7'24);+62>!Q+!'2+!4,+2+!4+.2/).2!4)!

&7,/+=+!&!3++5+6!+B5+6/+.7+!)8!)'6!5'65)2+>!

G)!@-FG@!/2!.)4!<)'6!)63/.&6<!9)6:5(&7+!&4!&((>!`+4!9/4,!)'6!8)7'2!).!4,+!7);;'./4<!&25+74!

9+! 7&.! 2++! 4,+! 246+22! (+=+(2! 36)55/.0! &.3! &((! )8! '2! &4! @-FG@!1+7);/.0!,&55/+6! +&7,! &.3!

+=+6<!3&<t!N2!&!6+2'(4!4,+!1'2/.+22!2/3+!)8!4,/.02!/2!8()'6/2,/.0>!Q+!&6+!6+7+/=/.0!&1'.3&.4!

8/.&.7/&(!6+2)'67+2!&.3!;)6+!&.3!;)6+!6+R'+242!)8!5+)5(+!9,)!9&.4!4)!=)('.4++6!&4!@-FG@l!

&(()9/.0!'2!4)!)5+.!'5!&.3!+B5&.3!+=+.!;)6+>!

8.2 Case II Not Another Hostel  

N((! /.4+6=/+92! ,&=+! 1++.! 6+7)63+3! ).! 4&5+! &.3d)6! 8/(;>! @,+! 0'+242! &6+! .';1+6+3! &.3! 4)!

+.2'6+!&.).<;/4<!4,+/6!.&;+2!&6+!.)4!1+/.0!3/25(&<+3>!-+0&63/.0!4,+!8)'.3+6!).(<!4,+!8/624!

.&;+!/2!'2+3>!!

Jon, Founder Not another hostel 

Q,+.!E!9&2!,)24+3!2)!;&.<!4/;+2!&6)'.3!4,+!9)6(3>>!E!&(9&<2!&2:+3!(/:+A!,)9!7&.!E!6+5&<!

<)'A!9,&4!7&.!E!3)\!N.3!4,+<!&6+!&(9&<2!(/:+A!),A! H'24!,+(5!2);+).+!+(2+!)'4!/.!4,+!8'4'6+>!

Q,+.! E!9&2!3).+! 46&=+(/.0!&.3!9&.4+3! 4)! 2+44(+!3)9.! /.!%/4421'60,! E!9&2! 4,/.:/.0!&1)'4!

,)9!E!7)'(3!6+5&<!4,&4!)6!9,&4!E!7)'(3!3)A!2)!4,&4#2!,)9!E!24&64+3!'5!4,/2!,)24+(>!!

%+)5(+!9,)!9&.4!4)!5&<!&.3!7&.!5&<A!;)24(<!3)!/4>!%+)5(+!9,)!7&.4A!4,+<!3).#4>!E4!/2!7))(!4,&4!

/2!&(()92!4)!;&:+!46&=+(!&22+22&1(+!8)6!+=+6<).+>!@,&4!/2!9,&4!E!4,/.:!/4!2,)'(3!1+!&((!&1)'4>!



! YU!

@,&4!/2!9,&4!N60+.4/.&!9&2!&1)'4>!@6&=+(!/2!&!,'0+!5&64!)8!)'6!,';&.!.&4'6+!&.3!/4!2,)'(3!

1+!&22+22&1(+!4)!+=+6<).+>!@,&4!/2!:/.3!)8!9,&4!E!9&.4!4)!3)!9/4,!4,/2!3).&4/).$1&2+3!,)24+(>!!

E!9&.4+3! 4)!3)! /4! 8)6! 86++A!1'4! E!.++3! 4)!5&<!1/((2!&2!9+((>! E!3/3!2);+!6+2+&67,!&.3! 8)'.3!&!

3).&4/).$1&2+3!6+24&'6&.4! /.!*)()6&3)>!O+!&74'&((<!;&:+2!;)6+! 4,+.!,+!9)'(3!;&:+! /8!,+!

9)'(3!7,&60+!;).+<>!G)!E!9&.4+3!4)!46<!/4!(/:+!4,&4>!E4!3)+2.#4!+B&74(<!9)6:!(/:+!&!6+24&'6&.4A!

1'4!E!3+8/./4+(<!;&:+!+.)'0,!4)!5&<!&((!4,+!1/((2>!

E! 6+.4+3! &!,)'2+! &.3! 8)'.3!&! (&.3()63!9,)!9&2! 8/.+!9/4,!;+!,)24/.0!5+)5(+>!@,+6+! /2! .)!

6+0'(&4/).A!1+7&'2+!E!3).#4!7,&60+!5+)5(+>!E42!H'24!(/:+!,&=/.0!86/+.32!)=+6!9,)!,+(5!5&<!4,+!

1/((2>!

-/0,4!.)9!/4!/2!.)4!6+0/24+6+3!&2!&!.).$56)8/4A!1'4!/4!/2!/.!4,+!56)7+22!)8!/4>!E!3).#4!.++3!4)!3)!

&.<!+B46&!&3;/./246&4/).!8)6!.)9>!

@,+6+!9&2!&.)4,+6!,)24+(!/.!*/.7/..&4/A!24&6+3!1<!&!86/+.3!)8!;/.+!1'4!,+!0)4!4/6+3!)8!/4!&.3!

a4+;5)6&6/(<b!24)55+3>!

@,+!5,/()2)5,<!)8!5&<!/4!8)69&63!/2!&1)'4!/8!2);+).+!3)+2!2);+4,/.0!./7+!8)6!<)'A!<)'!3)!

2);+4,/.0!./7+!8)6!2);+).+!+(2+>!E42!9,&4!E!9&.4+3!4)!3)!9,+.!E!24&6+3!4,/2>!@,+!7'66+.7<!/2!

0/=/.0!&!./7+!4,/.0!4)!2);+).+!+(2+!/.!4,+!8'64,+6>!E8!+=+6<).+!9/((!3)!4,&4A!4,+!9)6(3!9/((!1+!

&!;'7,!1+44+6!5(&7+>!E42!(/:+!:&6;&A!1'4!6+&(/24/7!:&6;&>!@,&4!<)'!0/=+!2);+4,/.0!4,&4!:&6;&!

/2!+=+.4'&((<!7);/.0!)'4!&.3!2)!/4!0+42!1+44+6!8)6!+=+6<).+>!

E.!4+6;2!)8!;).+<A!&((! 4,+!3).&4/).2!4,&4!7);+!/.!8)6! 4,/2!;).4,!9/((!,+(5!5&<!4,+!6+.4! 8)6!

.+B4!;).4,>!!

E!3).#4!2++!/4!&2!&!1'2/.+22A!1+7&'2+!E!3).#4!4&:+!&.<!5&<!7,+7:>!E8!E!9)'(3!4&:+!;).+<!86);!/4!

9)'(3!8&/(A!1+7&'2+!.)4!+.)'0,!;).+<!7);+2!/.!8)6!4,&4>!D)6!&!1'2/.+22!1&2+3!).!=)('.4++62!

/4!9)'(3!9)6:>! E4! /2! 2+4!'5! &2! &!.).$56)8/4! 1'2/.+22A!9,+6+!5+)5(+!9,)!,+(5!)'4!3).#4! 0+4!

5&/3>!]&<1+!/4!7)'(3!9)6:!4)!;&:+!&!(/=/.0!)'4!)8!/4A!1'4!E!3).#4!4,/.:!2)>!

@,+!0)&(!/2!4)!256+&3!4,/2!0))39/((>!@,+6+!&6+!&!()4!)8!7,&6/4/+2!4,&4!,+(5!)'4A!1'4!4,+<!&(9&<2!

,&=+!&!6+(/0/)'2!5'65)2+>!E!3).#4!9&.4!4)!5'2,!5+)5(+!/.4)!4,&4!&.3!H'24!6+&((<!,+(5!4,+;!)'4>!

G,)9!5+)5(+!()=+!&.3!,)5+8'((<!/.25/6+!4,+;>!E.!4,+!0'+241)):!<)'!7&.!2++!4,&4!1&7:>!@,+!

6+&(/24/7!0)&(!/2!4)!56)=/3+!,)'2/.0!4)!5+)5(+!9,)!.++3!/4A!1'4!4,+!().0$4+6;!0)&(!/2!4)!/.25/6+!

5+)5(+!4)!0)!1&7:!,);+!&.3!3)!2);+4,/.0!2/;/(&6A!4)!,+(5!5+)5(+!9,+.!4,+<!&6+!&1(+!4)>!

@,+6+! &6+! &(2)! 5+)5(+!9,)!;&:+!;/2'2+! )8! /4>! N4! 4,+! +.3! )8! 4,+! 3&<A! E! 6+&((<! 4&:+! /4! &2! &!

5+62).&(!7,&((+.0+!4)!()=+!4,+;!.)!;&44+6!9,&4>!E!3).#4!9&.4!&.<!4)!;&:+!4,+;!8++(!0'/(4<!4)!

5&<!&.<4,/.0>!S=+6<).+!7&.!()=+!4,+/6!.+/0,1)'6A!,)9!+&2<!/2!4,&4A!1'4!()=/.0!<)'6!+.+;/+2A!

4,&4!/2!6+&((<!46'+!()=+>!G)!E!4&:+!/4!&2!&!5+62).&(!7,&((+.0+!4)!3)!4,&4>!E!24/((!6+;+;1+6!&((!4,+!

5+)5(+!4,&4!2,)9+3!,)25/4&(/4<!4)!;+!&.3!4,&4!E!9&2.#4!7).46/1'4/.0!&.<4,/.0!&4!4,&4!4/;+>!E!

2+.3!4,+;!&!7&2+!)8!1++6!.)9A!9/4,A!,+<! 4,/2! /2! i).! 86);!(/:+!+/0,4!<+&62!&0)u!E!,&=+!;+4!



! Y"!

5+)5(+!9,)!3)!4,&4!&2!9+((>!@,+!8/624!0'+24!E!,&3!&74'&((<!2+.3!;+!&!3).&4/).!49)!<+&62!&84+6A!

9,/(+!2&</.0A!E!7)'(3.#4!5&<!<)'!1&7:!4,+.!1'4!E!9&.4!4)!5&<!<)'!.)9A!&.3!4,&4!9&2!6+&((<!

7))(>!O)5+8'((<!/4!/.25/6+2!5+)5(+!/8!4,+<!3).#4!5&<>!

Q+!=&('+!4,/.02!1&2+3!).!,)9!;'7,!;).+<!<)'!5&<!&.3!9+!8++(!+.4/4(+3!4)!/4>!E4!0/=+2!&!()4!

;)6+! 7).86).4&4/).>! @,+! 5+62).! 2+((/.0! /4! /2! 6+25).2/1(+! &.3! 4,+! 5+62).! 1'</.0! /4! ,&2! 4,+!

+.4/4(+;+.4! 4)! 7);5(&/.A! +47>!Q/4,! 4,+!3).&4/).! 4,/.0! E!;&:+! /4! &!5)/.4! 4,&4!5+)5(+! 7&..)4!

3).&4+! ;).+<! '.4/(! 4,+<! (+&=+A! +=+.! /8! <)'! 9&.4! 4)>! E! 6+&((<! 9&.4! 5+)5(+! 4)! 3).&4+!

&.).<;)'2(<A!2)!4,&4!4,+!4/;+!4,&4!9+!25+.3!4)0+4,+6!/2!'.25)/(+3!&.3!/4!/2!6+&((<!4,&4!9+!&6+!

H'24!86/+.32>!E!&;!.)4!46</.0!4)!1+!./7+!4)!<)'!H'24!4)!;&:+!;).+<>!@,&4!/2!4,+!2)7/&(!7).46&74>!E!

;&3+!&! ()4!)8! 86/+.32!&.3! 4,&4! /2!:/.3!)8! 4,+!5)/.4>!M)4!2++/.0! 4,+;!&2!&!3)((&6! 2/0.>! E! H'24!

=/+9! /4! &2! /8! /4#2! &! 7).46/1'4/).! )6! &.! )54/).&(! 4,/.0! 8)6! 24&</.0! ,+6+! &.3! /4#2! .)4! ;+! H'24!

7,&60/.0!4,+;>!E42!.)4!4,&4!E!&;!&!,)4+(!)9.+6!&.3!4,+<!&6+!&!7(/+.4>!E42!4)4&((<!3/88+6+.4>!!

G'77+228'(.+22_!E!3).#4!:.)9!9,&4!E!+.=/2/).+3!1&7:!/.!4,+!3&<>!E4!/2!9/(3(<!2'77+228'(!/8!<)'!

2++!/4!&2!;+!H'24!,&=/.0!"[[[v!&.3!24&64/.0!4,/2!'5>!E!&.4/7/5&4+3!&!()4!;)6+!4+66/1(+.+22!&.3!

5+)5(+!46&2,/.0!;<!,)'2+!&.3!24+&(/.0!24'88A!1'4!/4!,&2!.)4!1++.!(/:+!4,&4>!E.!4,&4!2+.2+!/4!/2!

9&<!;)6+!2'77+228'(!4,+.!E!4,)'0,4>!E!,&3!4)!:/7:!2);+!5+)5(+!)'4!4,)'0,>!

]<!5(&.2!8)6!4,+!8'4'6+!/2!4)!24&64!'5!&!,);+(+22!2,+(4+6!&2!9+((>!E!9&.4!4)!1'<!49)!,)'2+2_!

).+!9/((! 1+! 4,+!,)24+(! &.3! 4,+!)4,+6! 4,+!,);+(+22! 2,+(4+6>!@)!0+4!,);+(+22!5+)5(+A! 4)!,+(5!

4,+;! &2!9+((>!N((! 4,+! 3).&4/).2! 86);! 4,+! ,)24+(!9/((! 7).46/1'4+! 4)! 4,+! ,);+(+22! 2,+(4+6! &2!

9+((>!!

E8! 4,+6+! /2!.)4!+.)'0,!3).&4/).2! 4)!5&<!8)6! 4,+!6+.4A! E!9/((!3)! /4>! E.!4,+!9/.4+6!E!,&3!4)!&33!

2);+!;).+<! 4)! 4,+! 6+.4A! 1+7&'2+! 4,+6+!9+6+!.)4!;&.<!0'+24>! E.! 2';;+6! 4,+6+! &6+! &(9&<2!

;)6+>!

@,+! *&6.+0/+! ]+(().! F./=+62/4<! 3/3! &! 6+2+&67,! 56)H+74! ).! 4,+! ,)24+(A! 4)! 2++! 9,&4! ;&:+2!

5+)5(+! 3).&4+! ;)6+! )6! (+22>! @,+<! ;&3+! 49)! (+44+62! 8)6! 0'+24A! ).+! 9&2! ;)6+! 5'2,/.0! 4)!

3).&4+!;).+<!&.3!4,+!)4,+6!).+!=+6<!6+(&B>!@,+<!&(2)!;+&2'6+3!4,+!4/;+!E!25+.3!9/4,!0'+24>!

@,+! 6+2'(4! 9&2! 4,&4! 4,+! 3/88+6+.7+! /.! (+44+62! 3/3! .)4! (+&3! 4)! &! 2/0./8/7&.4! 3/88+6+.7+! /.!

3).&4/).2A!1'4!4,+!4/;+!E!25+.3!9/4,!0'+24!3/3>!?'+24!/.4+6&74/).A!/8!5+)5(+!7&.!5'4!&!8&7+!4)!&!

56)H+74!6+&((<!(+&32!4,+;!4)!7).46/1'4+!;)6+>!

G,)64$4+6;!0'+24!'2'&((<!0/=+!;)6+!5+6!./0,4>!E8!5+)5(+!24&<!().0+6A!(/:+!8)6!&!7)'5(+!;).4,2A!

4,+<!'2'&((<!0/=+!(+22!5+6!./0,4>!

E!4,/.:!4,+!.';1+6!).+!4,/.0!<)'!.++3!4)!3+4+6;/.+!/2!/8!5+)5(+!&6+!0))3!)6!.)4>!@,&4!8)6;!

<)'6!9,)(+! 6+&(/4<>!K+7&'2+! /8!<)'! 4,/.:! 4,&4!5+)5(+!&6+!0))3A!<)'!&6+!0)/.0! 4)! 46+&4! 4,+;!

3/88+6+.4(<>! E8!<)'!4,/.:!5+)5(+!&6+!1&3A!<)'!&6+!.)4!0)/.0!4)! 46+&4!+=+6<).+!&2!./7+!&2!<)'!

9)'(3>!E!4,/.:!4,&4!;+!46</.0!4)!+B'3+!4,/2!0))3.+22!&.3!,+(5/.0!5+)5(+!&.3!0)/.0!1+<).3!

&.3! &1)=+! 4)! ,+(5! 4,+;! 9/((! /.25/6+! 5+)5(+! 4)! 4,/.:! 4,&4! 5+)5(+! &6+! 0))3! &.3! 4,&4! .)4!

+=+6<).+!/2!4+66/1(+>!@,+6+!/2!2);+!0))3!/.!4,/2!9)6(3>!%+)5(+!,&=+!4,+!6/0,4!4)!1+!27+54/7&(>!



! YC!

`)'!&6+!0)/.0!4)!24&<!&4!2);+!246&.0+!0'<2!,)'2+>!`)'!,&=+!4)!46'24!;+>!E4!/2!=+6<!+&2<!4)!2++!

4,&4!4,+!9)6(3!/2!1&3>!E4!/2!,&63!4)!56)=+!4,+!)4,+6!2/3+!4)!5+)5(+A!1'4!E!46<!;<!1+24>!!

!

@,+!1&2+!(/.+!)8!,)24/.0!5+)5(+!8)6!86++!2,)92!4,/2!&!(/44(+!1/4>!E!(/:+!4)!3)!&!()4!)8!24'88!6+0'(&6!

,)24+(2!3).#4!3)>!E!(/:+!4)!4&:+!0'+242!5&6&0(/3/.0A!36/=+!4,+;!4)!4,+!&/65)64!/8!E!,&=+!4/;+!&.3!

&;!'5!8)6!/4A!,&.0/.0!)'4!9/4,!4,+;!)'42/3+!)6!/.!4,+!,)'2+A!4,&4!/2!9,&4!E!()=+!&1)'4!/4>!@6<!

4)!,+(5!4,+;!;)6+!4,+.!4,+<!+B5+74>!@,+!3)02!&6+!/.25/6/4/.0!4))>!E4#2!&!()4!)8!9)6:A!1'4!E!46<!

4)!()=+!4,+;!&2!;'7,!&2!E!7&.>!!

8.2.1 Guests Not Another Hostel 

Guest 1 

E!H'24!3/3!&!?))0(+!2+&67,!8)6!%/4421'60,!,)24+(!&.3!/4!9&2!4,+!8/24!&.3!).(<!).+!4,&4!2,)9+3!

'5>! E! 6+&((<!+.H)<! /4>! E! 4,/.:! /4#2!&!06+&4! 8'7:/.0! /3+&>! E4!9/((!1+!./7+! /8! 4,/2!:/.3!)8! 2/4'&4/).!

7)'(3! 06)9>!?+.+6&((<! <)'!9)'(3! &22';+! 4,&4! ,)24+(2! &6+! 8)6! <)'.0+6! 46&=+((+62A! 4,&4! &6+!

46</.0!4)!0+4!1<!).!(/;/4+3!8'.3/.0>!N.3!,+6+A!&4!i).A!4,+<!&6+!H'24!(/:+l!9+!4&:+!9,&4+=+6!<)'!

9/((!0/=+!'2>!@,+!8&74!/2!4,&4!,+!/2!&!=+6<!9+(7);/.0!,)24A!E!+.H)<+3!/4>!!

@,/2!,)24+(! /2! =+6<!5+62).&(>! E4! /2! =+6<! +&2<! 4)! H'24! 7);+! /.! &.3!;&47,!9+((!9/4,! 4,+!)4,+6!

,)24+((+6>!E4!8++(2!(/:+!+=+6<).+!/2!86/+.32!&(6+&3<A!&.3!E!4,/.:!4,&4!/2!1+7&'2+!)8!4,+!)9.+6!&2!

9+((A!1+7&'2+!)8!i).>!

E!,&=+!.)!/3+&!,)9!;'7,!E!9/((!3).&4+>!E!9/((!H'24!)5+.!;<!9&((+4!&.3!2++!,)9!;'7,!7&2,!E!

,&=+>!@,+!)4,+6!,)24+(2!E!24&<+3!/.!9+6+!&1)'4!"[$"X!+'6)2!&!./0,4>!G)u!E!,&=+!.)!/3+&>!E8!E!

,&3!0)44+.!&!.+0&4/=+!+B5+6/+.7+!E!9)'(3!,&=+!0/=+.!(+22>!E!,&3!&.!&9+2);+!+B5+6/+.7+!,+6+>!

E!9).4!(+4!)4,+6!,)24+((+62!+88+74!,)9!;'7,!E!9/((!0/=+>!i).!7&..)4!7).46)(!,)9!4,+!5+)5(+!&6+!

4,&4!&6+!7);/.0!/.>!O+!7&.!H'24!1+!,/;2+(8!&.3!,)5+!4,&4!&446&742!)4,+6!0))3!5+)5(+>!!

E! 9)'(3! 6+7);;+.3! ;<! 86/+.32! 4)! 7,+7:! 4,/2! 5(&7+! )'4A! 4)! 5&64/7/5&4+! /.A! &2! &! (/44(+!

+B5+6/+.7+>!!

`+&,A! E! 8++(! (/:+!,&=/.0!2);+!7).46)(>! E8! 4,+6+!&6+!4,6++$8)'6!06)'52! /.!&!6)9!9,+6+!.)!).+!

3).&4+2>>>! /4! 9/((! 1+! ,&63! 4)! 2'24&/.! 4,/2>! Q+! 4&:+! '5! &! ()4! )8! '4/(/4/+2>! @)! ;+! ;&:/.0! &!

3).&4/).! 4)!;+! 8++(2!;&.3&4)6<A! 1+7&'2+! )8! 4,+! 06+&4! 4/;+! E! ,&3>! E! 9&.4! 4)! 3).&4+! 2);+!

;).+<>!!

Guest 2 

E! 8)'.3! 4,+! ,)24+(! ).! N/61.1>! E! 4,)'0,4! /4! 9&2! 6+&((<! /.4+6+24/.0A! 1+7&'2+! )8! 4,+! 5&<$/4$

8)69&63!&.3!4,+!,&;;)7:2>!!

E! (/:+! /4>!])24(<! 1+7&'2+! )8! 4,+! 5+)5(+>! i).! /2! &! 06+&4! 0'<2A! &.3! E!;+4! <)'! 0'<2! a4,+! )4,+6!

,)24+((+62b>! E! 8+(4! 6+&((<! 9+(7);/.0>! @,/2! ,)24+(! 6+&((<! 8++(2! (/:+! &! 1/0! ,)'2+>! j4,+6! ,)24+(!

;/0,4!8++(!&!1/4!'.5+62).&(>!E!9)'(3!.)4!0+4!4,+!2&;+!7)..+74/).2!&2!E!0+4!,+6+>!



! YT!

E!9)'(3!()):!,)9!;'7,!E!9/((!5&<!2);+9,+6+!+(2+!&.3!4,+!+B5+6/+.7+2!E!9)'(3!,&=+!,+6+>!E!

9/2,!4,+6+!9+6+!;)6+!,)24+(2!(/:+!4,/2>!

E!8++(!(/:+!5&64/7/5&4/.0!<+2A!1+7&'2+!9+!,+(5!7).4/.'+!4,+!56)H+74>!*).46)(!9/((!1+!;+!4&:/.0!

)=+6!4,+!,)24+(A!E!3).#4!8++(!(/:+!4,&4>!

Guest 3 and 4 

Q+! 7&;+! ,+6+! H'24! 8)6! ).+! ./0,4A! 9+! &6+! ).! &! 6)&346/5>! Q+! 8)'.3! 4,+! ,)24+(! ).(/.+! &.3!

3+7/3+3!4)!24&<!,+6+>!E4#2!4,+!).(<!,)24+(!/.!%/4421'60,>!!

Q+!9+.4!9/4,! &.)4,+6!,)24+((+6! 4)! &!3&.7+5&64<>! E4!9&2!06+&4>! @,+!,)24+(! ,&2! &! 6+&((<!./7+!

&4;)25,+6+>!S=+.!/8!9+!&6+!).(<!,+6+!8)6!).+!3&<A!/4!8+(4!(/:+!&!,);+!

Q+! ()):+3! &4! 56/7+2! )8! )4,+6! ,)24+(A! &.3! 4,&4! /2! ,)9!9+!3+7/3+! ,)9!;'7,! 4)! 3).&4+>!Q+!

3).#4! 2++! /4! &2! &.! +B5+6/+.7+! 4,&4!;'7,!)6! 4,&4!9+!,&=+! 7).46)(! )=+6! /4A! 1'4! E! 4,/.:! 4,&4! /2!

1+7&'2+!9+!).(<!24&<+3!).+!./0,4>!K'4!9+!'.3+624&.3!4,&4!/8!.)!).+!3).&4+2!4,+!5(&7+!7&..)4!

2'24&/.!8)6!().0>!!

Guest 5 

E! 24&<+3! &4! 4,+! ,)24+(! 8)6! 49)! 9++:2>! E! 9&2! ()):/.0! 8)6! &.! &5&64;+.4! /.! %/4421'60,>! E!

&12)('4+(<!()=+3!/4>!E!3/3.#4!'.3+624&.3!/4!&2!8/624>!E4!9&2!7);5(+4+(<!3/88+6+.4!4,+.!&.<!)4,+6!

,)24+(!E!,&3!+=+6!1++.!4)>!E4!9&2!4,+!8/624!3).&4/).!1&2+3!,)24+(!E!,&3!+=+6!1++.>!E4!/2!&(;)24!&2!

/8!<)'!&6+!H'24!&!86/+.3!76&2,/.0!4,+6+!&.3!.)4!6+&((<!&!0'+24>!

E4! 8+(4!;)6+! 2/;/(&6! 4)! 7)'7,2'68/.0A! +B5+74! <)'! &6+! 4,+6+!9/4,! &! 1'.7,! )8! 5+)5(+! 4,&4! &6+!

24&</.0!9/4,!4,&4!5+62).>!@,+6+!/2!&!;'7,!06+&4+6!3+06++!)8!9&6;4,A!8&;/(/&6/4<!&.3!:/.3!)8!&!

;)6+!6+(&B/.0!&4;)25,+6+>!@,+!1/00+24!3/88+6+.7+!8)6!;+!9&2!4,+!(&7:!)8!&!1&66/+6>!

M)6;&((<A! 4,+!5+62).! 4,&4! 6'.2! 4,+!,)24+(! /4! 4,/2!5+62).! /.! 2);+!5)2/4/).!)8! &'4,)6/4<! &.3!

<)'! &6+! &! 0'+24>! Q/4,! i).! /4! 9&2! :/.3! )8! +R'&(>! @,+6+! 9&2! ;'7,! ;)6+! &! 2+.2+! )8! 3)/.0!

2);+4,/.0! 8)6! i).! &.3! 4,+! ,)24+(A! 4,+! 9&.4! 4)! 3)! 2);+4,/.0! +B46&>! %&64(<! 1+7&'2+! /4! 9&2!

3).&4/).!1&2+3A!1+7&'2+!)8!i).!&.3!E!9&2!;)=/.0!4)!%/4421'60,!&2!9+((>!!

K+7&'2+!4,+<!&6+!3)/.0!<)'!&!8&=)'6!&.3!2)!<)'!9&.4!4)!6+4'6.!4,+!8&=)'6!&.3!1+!:/.3!1&7:!

4)!4,+;>!!

E!1)'0,4!2);+!4,/.02!8)6!4,+!,)24+(!9,+.!E!9&2!24&</.0!4,+6+>!E!6+&((<!8+(4!&4!,);+>!E4!0)4!4)!&!

5)/.4!4,&4!E!9&2!&(;)24!8++(/.0!E!9&2!).+!)8!4,+!5+)5(+!6'../.0!4,+!,)24+(!&.3!06++4/.0!.+9!

5+)5(+>!E4!9&2!6+&((<!7))(>!

E!4,/.:!4,+!5&<!/4!8)69&63!/3+&!/2!8&.4&24/7>!E4!/2!:/.3!)8!).+!)8!4,)2+!/3+&(/24/7!/3+&2!4,&4!E!()=+>!

E4! 8)24+62! :/.3.+22A! &.3! E! 4,/.:! 4,&4! /2! ).+! )8! 4,+!;)24! /;5)64&.4! 4,/.02! /.! 4,+!9)6(3>!@,+!

9)6(3! 7)'(3! &(9&<2! 3)! 9/4,! ;)6+! :/.3.+22>! E4! 6+&((<! 5'42! &! 2+.2+! )8! 6+25).2/1/(/4<! ).!

<)'62+(8! 4)! 1+! &! :/.3! 5+62).! &.3! 4)! 0)! )'4! )8! <)'6! 9&<! 4)! 1+! :/.3>! @,+6+! /2! .)! :/.3! )8!



! YX!

)1(/0&4/).!4,&4!/8!<)'!9&.4!4,/2!<)'!,&=+!4)!5&<>!@,+6+!/2!.)!+B4+6.&(!8)67+A!2)!/4!7);+2!86);!

/.2/3+!)8!<)'!4)!0/=+!1&7:>!

E.!&!7);;+67/&(!2+.2+!/4!3)+2!4,+!+B&74!)55)2/4+!/.!4,+!2+.2+!)8!8)24+6/.0!:/.3.+22>!E.!8&74A!/4!

6+;)=+2! 4,+! 7);5(+4+! ,';&.! .&4'6+! 86);! /4>! E8! <)'! ,&=+! 4)! 5&<! 8)6! 2);+4,/.0! <)'!3).#4!

6+&((<! 7&6+! ,)9! <)'! &74! 4)9&632! 4,&4! 4,/.0>! E8! <)'! 5&<!;).+<! 8)6! 2);+4,/.0! 4,+6+! /2! 4,/2!

2+.2+! )8! +B5+74&4/).! &.3! +.4/4(+;+.4>! @,+! 5&<! /4! 8)69&63! 7);5(+4+(<! 246/52! &9&<! 4,/2!

+.4/4(+;+.4>!`)'!&6+!.)4!+.4/4(+3!4)!&.<4,/.0A!<)'!3).#4!,&=+!4)!0/=+!&.<4,/.0>!N.3!2)!/8!<)'!

3)A!/4!/2!4,6)'0,!4,/2!5+62).#2!)9.!,+&64!&.3!4,&4!/2!06+&4>!

j.! &! 56&74/7&(! (+=+(! E! &;! .)4! 2'6+! &1)'4! 4,+! /3+&>! E! ,&=+! 2++.! /4! 9)6:! &.3! .)4! 9)6:>!

G);+4/;+2!i).!&(2)!,&2!4)!5&<!/4!)'4!)8!,/2!)9.!5)7:+4A!/8!5+)5(+!3)!.)4!3).&4+>!@)!:++5!/4!

6'../.0>!@,+6+!/2!&!3+(/7&4+!1&(&.7+!1+49++.!4,+!/3+&(/24/7!.&4'6+!)8!/4!&.3!4,+!56&74/7&(/4<!)8!

/4>! E8!<)'!7&.!246/:+! 4,&4!1&(&.7+A! 4,&4! /2!&!06+&4! 4,/.0>!K'4! 4,+! /3+&(!9)'(3!1+! 4)!1+!&(9&<2!

5'2,/.0!4)!4,&4!5'6+!8)6;A!4)9&632!4,&4!5&<!/4!8)69&63!;)3+(>!!

E!;+4! i).! 4,6)'0,!&! 86/+.3A! 2)!,+! (/4+6&((<! 6+8'2+3! 4)! (+4!;+!5&<! 8)6! 4,+!,)24+(>! E!9&.4+3! 4)!

0/=+!1&7:A!2)!E!0)4!&!3))6;&4!&.3!&!2,)+!6&7:!&.3!9&2!&!,+(5/.0!,&.3!8)6!,+;l!4)!/.46)3'7+!

0'+24A!0/=+!4,+;!&!4)'6A!,&.0!)'4!&.3!3/3!9,&4!E!7)'(3!4)!,+(5!)'4>!E8! E!9&2!&1(+!4)!3).&4+!

;).+<A!,).+24(<A! 4,+! (+22!,+! &2:+3!)8!;+! 4,+!;)6+! E!9&.4+3! 4)!3).&4+A! 4)! 0/=+! 2);+4,/.0!

1&7:>!

@,+6+!2)64!)8!/2!&.!)1(/0&4/).!4)!1+!:/.3>!@,+!;)6+!2);+).+!0/=+2!4)!<)'A!4,+!;)6+!<)'!8++(!

<)'! ,&=+! 4)! 0/=+! 1&7:>!M)4! /.! &! 7)(3!9&<A! 1'4! /4#2! :/.3! )8! &! 2)7/&(! )1(/0&4/).>! E4! 3)+2! .)4!

.+7+22&6/(<!8++(2!(/:+!).!)1(/0&4/).A!1'4!/4!3+5+.32!).!<)'6!1&7:06)'.3!&2!9+((>!

D)6!;+!06)9/.0!'5! /.!&.!N2/&.! 8&;/(<A! 4,/2! 2+.2+!)8! 2)7/&(!5&</.0! /4! 8)69&63! /2! +B46+;+(<!

/;5)64&.4>! E8! 2);+).+! /2! :/.3! 4)!<)'! /42! /;5)64&.4! 4)! 6+7)0./2+! 4,&4!:/.3.+22! &.3! 6+&74! 4)!

4,&4>!i).!9&2!2)!:/.3!4)!;+!2)!/8!E!9)'(3!.)4!3)!&.<4,/.0!/.!6+4'6.!E!9)'(3!8++(!0'/(4<>!K'4!

4,&4!0'/(4!&.3!)1(/0&4/).!7);+2!86);!9/4,/.!6&4,+6!4,&.!&.!)'42/3+!8)67+>!W/:+!/.!&!6+24&'6&.4A!

<)'!9/((!1+!/.!46)'1(+!/8!<)'!3).#4!5&<>!!

N(2)! 4)! 1+! :/.3! 4)! 4,+! )4,+6! 0'+24A! 4)! 2,)9! 4,+;! &! 0))3! 4/;+>! @,+! 1+44+6! +B5+6/+.7+! ,/2!

0'+242!,&=+!4,+!;)6+!/4!6+8(+742!).!i).!&.3!4,+!,)24+(!&2!9+((>!!

  



! Y^!

8.2.2 Article I  

DEVELOPMENT NEWS 

Pittsburgh's only hostel now open in Lawrenceville 
ANDREW MOORE | WEDNESDAY, JULY 18, 2012 

SHARE  

COMMUNITY,DEVELOPMENT,ENTREPRENEURS,INNOVATION, SOCIAL INNOVATION  

LAWRENCEVILLE  

Pittsburgh's first hostel in several years is now open in Lawrenceville.  Yet the establishment's 

name, Not Another Hostel, offers the first clue that it's slightly unconventional. 

 

A project of John Potter and Steph Bercht, the hostel operates on a donations-based, pay-it-forward 

model where guests are encouraged to support the initiative with contributions, but aren't required to. 

Because, as Potter says, your stay has already been paid for. 

Potter says the idea for Not Another Hostel developed during the course of the couple's own travels, 

informed by both good and bad hostelling experiences.  But the pay-it-forward model grew from a 

question Potter had been truggling with: Are people basically good, or not? 

“In our last trip, we just had an overwhelming amount of people who would invite us into their homes, 

complete strangers, and I finally came to the conclusion that yes, I am positive, people are good,” 

Potter says.  “And I wanted to show that and pay back what I was given.” 

The hostel's location is not available over the internet (it's about a block from the Children's Hospital, 

Potter says), and potential guests are vetted through their social media presence.  The website provides 

a contact form and a direct phone number to reach Potter. 

Potter admits the current experience is something between couch surfing and hostelling.  The three-

story home can accommodate up to 4 guests (comfortably), and features an information desk with 

maps and guides, basic amenities, and loaner bicycles. 

Potter says the Pittsburgh Hostel Project, which is still seeking to re-establish a traditional hostel in the 

city, has been supportive of Not Another Hostel.  The city’s last hostel, Pittsburgh International 

Hostel, was located in the Allentown neighborhood, but closed in 2003.  

In the past two weeks the hostel has hosted around 25 guests, with visitors from Europe, Asia, and 

South America.  About half have paid for their stay.  But Potter says that’s not the point. 

 

“It's really about hospitality as it should be, and not just about making money,” he says. 

 

Writer:  Andrew Moore 

Source:  John Potter!  
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8.2.3 Article II 

FEATURES 

Reddit saves Not Another Hostel 
AMANDA BLOOM | WEDNESDAY, OCTOBER 29, 2014 

AMANDA BLOOM 

SHARE  

MOVE TO PITTSBURGH, MY IDEAL WEEKEND, SOCIAL INNOVATION  

LAWRENCEVILLE  

Jon Potter is a giver. The 24-year-old Pittsburgh native has been running a pay-what-you-can hostel 

out of his three bedroom Lawrenceville apartment for the past two and half years, often hosting up to 

five guests a night. If you stay with him, he will probably buy you a beer, ask you (in one of six 

languages) intriguing questions like "If you had only one song to listen to for the rest of your life, what 

would it be?" and take you for a paragliding lesson above Phipps Conservatory, pro bono. 

  

This past spring, Potter and his friends were instrumental in helping save the beloved Pittsburgh 

sandwich shop Mama Ros' with a $3,000 Indiegogo campaign. He's a mentor at Big Brothers Big 

Sisters of Greater Pittsburgh, and he recently took in Luther Percival Vandross, his ill neighbor's 

sweet, gangly Bernese Mountain Dog Rottweiler mix. He's writing An Autobiography of the World, a 

collection of sentence-long philosophies gathered from everyone he meets. Oh, and he's also about 

halfway complete in his endeavor to speedfly from the Seven Wonders of the World, having jumped 

from Machu Picchu, the Great Wall of China, and Petra, Jordan, with nothing more than his fabric 

wing. 

  

Paying It Forward 

Not Another Hostel (NAH) was born after Potter was "treated like a king" while hitchhiking with his 

former girlfriend through Tierra del Fuego in 2011. According to Potter, an ancient Argentinian law 

requires locals to feed and house travelers, and the people in Tierra del Fuego actively sought out him 

and his girlfriend as they rambled about the archipelago. They were invited to stay in a farmer's guest 

house for a few days, where their arrival was celebrated with the slaughter of a cow and a festive 

party. 

  

This generosity compelled Potter to pay it forward when he got back to the States by opening 

Pittsburgh's one and only hostel. There was surprisingly little red tape in doing so– Potter's landlord 

supports the hostel, and when he inquired about legal matters with Pittsburgh's zoning department, 

Potter was told: "It sounds like you're just having a lot of friends over." 

At NAH, guests have access to all the amenities you'd find in a modern, cozy apartment, and sleeping 

arrangements range from anything from a hammock to a pull-out couch to a futon. The suggested 

donation is $25 per night, but Potter is adamant about the "suggested" part, and he encourages 

alternative forms of payment– food, blankets, time spent helping out at The Red Door, the soup 

kitchen where Potter volunteers every week. About half of his guests donate nothing, and the other 
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half donate between $10 and $20 per night. The most he's ever received was $100 for one night– from 

a card-counting blackjack player. Potter framed it, then had to use it to pay the water bill. 

NAH is the first result when you search "Pittsburgh hostel" on Google. A few results down is 

the Pittsburgh Hostel Project (PHP), an organization that started around the same time Potter began 

working toward opening his hostel. In October 2012, PHP Director Anne Marie Toccket wrote an 

editorial in the Post-Gazette of the project's plans to open a $1.1 million hostel in the city by the close 

of 2013. A year later, no such hostel has materialized. Potter opened NAH with $2,000, and he 

officially began hosting guests in the spring of 2012, sleeping on the floor for the first week so that his 

guests would have a comfortable place to lay their heads while he acquired couches and mattresses. 

  

Since then, Potter has taken in travelers from all over the world. Guests have included Jean-Gratien 

Uwisavye, a Rwandan genocide survivor, motivational speaker, and founding member of the Africa 

Healing Exchange who showed up at the hostel at 7 a.m., bottle of wine in hand. – to "Crazy Will," a 

homeless guy who claimed to have invented the hipster trend and shunned microwaves "because the 

Nazis invented them." 

"It's always the Will in the world that's going to ruin it," Potter said while seated at his kitchen table 

this past September. 

The Gift of European Plumbing 

It's easy to take from a person as generous as Potter, and this past summer, a series of guests he refers 

to as "mini-Wills" left him feeling burnt out. Potter brought his fatigue to his favorite website, Reddit. 

A global online community meets news site meets forum, Reddit is organized by topic into subreddits, 

which range from "funny" to "DIY" to "Politics" to "Explain Like I'm Five." On a Tuesday evening in 

June, Potter started a thread in the popular subreddit "Ask Me Anything" (AMA), encouraging other 

Redditors to inquire about his experience running the hostel. He received hundreds of messages and 

comments, and dozens of people expressed interest in opening their own branches. Potter's faith in the 

project was ultimately restored when someone shipped him a bidet after learning his biggest expense 

is toilet paper. 

 "[...]you guys saved me," Potter wrote the following day on his AMA. "I was so incredibly depressed 

last night after a hard week of guests, and I was ready to shut down this hostel. You have all been so 

helpful and encouraging, and helped me re-learn that people are so good. I cannot thank you all 

enough." 

  

Since the AMA, Potter's spirits have remained high. He's coaching a Chicago resident on opening a 

hostel there, and he's being coached himself by a fellow Redditor who works with nonprofits and 

charities. Potter's vision is to go international with NAH, and he's looking to attain 501(c)(3) status in 

order to do so. 

Cincinnati is also home to an NAH branch. It's operated by Potter's best friend, Alec Tamplin, and his 

roommate, Amir Gamble. Tamplin and Potter grew up together, and they affectionately refer to each 

other as cousins. 

"The summer of 2013 I went on a road trip from Cincinnati, Cleveland, Pittsburgh, and then New 

York City," Tamplin wrote in an email. "While I was in Pittsburgh, I visited with family and stayed at 

Jon's hostel. I was left with such an immediate impression, we got to talking about starting one in 

Cincy." 
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After a few months of house hunting, researching zoning laws, purchasing insurance, and building 

their own bunk beds, Tamplin, Gamble, and another roommate, who has since moved out, opened 

their hostel in October 2013. Tamplin says it's been a great year of hosting, and Gamble finds the 

NAH model to be 100 percent sustainable. 

Not Another Hostel, 2.0 

A new NAH website is being built with expansion in mind. Potter explained that the new design will 

be similar to the hospitality exchange websites Couchsurfingand AirBnB. Guests will be verified 

through a Facebook or LinkedIn profile, and from there, they can stay at any NAH location. 

Reservations will be made quickly and easily on the site (currently NAH administrators send out 

emails with confirmation, directions, etc.), and setting up an account will be free. 

That's a big difference between NAH and networks like Couchsurfing and AirBnB-- there's no 

obligation to pay. (Hosts and surfers are verified on Couchsurfing for a $25 annual fee; AirBnB hosts 

set their own rates.) Potter says the exchange-- or absence-- of money involved with these sites affects 

host-guest expectations. 

 "Since [Couchsurfing] is totally free, and it's actually rude to offer money or to take money, there's a 

huge expectation that you have to hang out with the host or you have to prepare them a meal or buy 

them a drink or something," Potter explained. "[NAH] could be like a professional hostel where you 

don't have to interact, you just have your own space, but the option is still there if you want to go out 

and hang out with me or my friends or other guests." 

"AirBnB is on the other end where you're paying money. In my experience, normally it's very 

reserved, and you just have your own space. You don't really hang out with the host because it's kind 

of weird-- you're giving them money, and that makes it a little too professional. So [the hostel] is a 

nice in-between of Couchsurfing and AirBnB." 

Both Potter and Tamplin agree that the biggest challenge in running their hostels is keeping up with 

cleaning and organization. There's always laundry to do, toilets to scrub, and floors to sweep. Rent, 

utilities, and supplies are generally covered by donations, and there's no pressure or intention to make 

money from their endeavors in hospitality. (Potter makes a living as the owner of Pittsburgh 

Paragliding, Tamplin works at a law office and a bike shop, and Gamble is studying creative writing at 

the University of Cincinnati.) 

Time and energy are the resources most important to NAH. Tamplin said he and Gamble will be 

taking some much-needed time off from hosting in the near future, and Potter's burnout this past 

summer makes sense-- he runs the Pittsburgh location on his own while doing all he can to move 

NAH forward. He's had partners in the past, but they haven't stayed on long-term. Potter's most recent 

roommate fell in love with a Colombian guest and went back to his country after only a few weeks of 

living at the hostel. 

And though very much a people person, Potter considers himself an introvert, and he needs a fair 

amount of time outside of the hostel. 

"I understand alone time," he wrote on his AMA. "I try to gauge where someone is at and interact with 

them accordingly. Some of my favorite times were just watching Attack on Titan with a guest who 

doesn't like talking." 
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Despite clogged shower drains, disappearing toilet paper, and microwave-boycotting guests, Potter 

continues to believe in the decency of humankind and the premise of paying it forward. 

  

"You have every right to be skeptical," he writes on the NAH website. "In a world plagued by 

violence and evil, it is hard to believe that people can truly be good. Let us prove it to you." 

  

And when the less-than-good people get him down, he always has Reddit to prove it right back to him. 

- POPcity!
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4,+;!&!()4!)8!6+25).2/1/(/4<!&.3!46'24!4,+;>!S=+6<).+!7&((2!'2!M&44/+!&.3!P++9&.>!@,/2! /2!&!

4+&;A!/42!.)4!)9.+6$+;5()<+6>!P+7/2/).2!9+!3/27'22!9/4,!4,+!1)4,!)8!'2A!9,+.!2);+).+!+(2+!

,&2!0)4!&!0))3! /3+&! 4,+.!9+!3)! 4,&4>! E8!9+! 8++(! /42!0))3! 8)6! 4,+! /;56)=+;+.4A! 4,+.!9+!3)!

4,&4>!!
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8.3.1 Employees Der Wiener Deewan 

Employee 1 

E!7&;+!4)!9)6:!,+6+!1+7&'2+!E!.++3+3!4,+!;).+<>!E!9)6:!,+6+!.)9!8)6!49)!<+&62>!E!(/:+!4,+!

&4;)25,+6+>!E4!/2!9).3+68'(>!D/624!)8!&((A!<)'!3).#4!,&=+!36'.:!5+)5(+!4)!3+&(!9/4,>!!

@,+!5&<!&2!<)'!9/2,!/2!&!9).3+68'(!/3+&!&.3!&!16/((/&.4!;&6:+4/.0!7).7+54>!E4#2!&!0))3!/3+&!

1+7&'2+!E!4,/.:!4,+!9)6(3!2,)'(3!9)6:!/.!&!9&<!4,&4!+=+6<).+!0/=+2!9,&4!2,+!,&2!&.3!4&:+2!

9,&4!2,+!.++32!&.3!4,/2!/2!&!24+5!.+&6+6!4)!4,&4!'4)5/&A! /8!<)'!,&=+!.)!2+4!56/7+2>!N.3!4,+.!

<)'!7&.!2++!/4!&2!&!16/((/&.4!;&6:+4/.0!7).7+54!&2!9+((>!

E42!;)6+!86++!&.3!;)6+!)5+.>!

@)! &!.+9!7'24);+6A! E! 4+((! 4,+;! /4! /2! 4,+/6!3+7/2/).!9,&4! 4)!5&<A! 4,&4! 4,+<!,&=+! 4)! 7).2/3+6!

9,&4A! /.7('3/.0! 4,+!5+)5(+A! /.7('3/.0! 4,+!5(&7+A! 4,+<!2,)'(3! 4,/.:!,)9!;'7,! 4,+<! (/:+3! /4!

&.3!,)9!;'7,!4,+<!(/:+!4,+!5(&7+!4)!2'6=/=+!&.3!,)9!;'7,!;).+<!4,+<!,&=+>!

@,+6+!&6+!&(9&<2!/0.)6&.4!5+)5(+!&.3!5+)5(+!9,)!4&:+!&3=&.4&0+A!1'4!/4!/2!.)4!4,+!;&H)6/4<>!

@,+!;&H)6/4<!,&2!/.!4,+/6!;/.3!4,&4!/8!4,+<!3).#4!5&<!+.)'0,!4,+!5(&7+!9/((!7()2+!3)9.>!O)9!

+(2+!2,)'(3!/4!0)\!Q+!&6+!.)4!,+6+!4)!H'24!8++3!4,+!5+)5(+>!

Employee 2 

E!24&6+3!9)6:/.0!,+6+!/.!4,+!2';;+6!)8!"[UCA!1+7&'2+!E!.++3+3!4,+!;).+<>!!

E!(/:+!/4!1+7&'2+!4,+6+!&6+!;&.<!3/88+6+.4!5+)5(+!,+6+>!P/88+6+.4!7)'.46/+2A!()42!)8!5+)5(+!86);!

N2/&!&.3!1)4,!6/7,!&.3!5))6!5+)5(+>!W)4!)8!]'2(/;2A!1+7&'2+!/4!/2!O&(&(>!!

E!4,/.:!/4!/2!0))3>!%+)5(+!7&.!3+7/3+!,)9!;'7,!4,+<!5&<A!/42!0))3!8)6!4,+!5+)5(+>!@,+<!7&.!

&88)63!/4>!!

E!+B5(&/.!4,+!7).7+54!4)!4,+!8/624! 4/;+!7'24);+62!1<!4+((/.0!9,&4!9+!,&=+!).!4,+!1'88+4!&.3!

4,+<!7&.!4&:+!9,&4+=+6!4,+<!(/:+!&.3!,)9!;'7,!4,+<!(/:+>!N84+6A!4,+<!7&.!5&<!&4!4,+!7)'.4+6!

,)9!;'7,!4,+<!(/:+>!!

G);+4/;+2!5+)5(+!&6+!&!1/4!7).8'2+3A!1'4!4,+.!E!+B5(&/.!4)!4,+;!4,&4!9+!H'24!3).#4!,&=+!8/B+3!

56/7+2>!

E! 4,/.:!;)24! )8! 5+)5(+!'.3+624&.3! 4,+! 7).7+54A! 1+7&'2+! 4,+6+! &6+!;&.<!5+)5(+!9,)! 7);+!

&0&/.!&.3!&0&/.>!!

Employee 3 

Q)6:/.0! 8)6!V!<+&62A!.++3+3! 2);+!+B46&!;).+<>!D++(2! (/:+!&! 8&;/(<A! (/:+!,);+>! E4#2! &!06+&4!

4,/.0>!
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E.!4,+!1+0/../.0!/4!9&2!.)4!2)!7(+&6!,)9!;'7,!5+)5(+!9)'(3!(/:+!4)!5&<!&.3!,)9!/4!9)'(3!

9)6:!)'4>!E4!/2!./7+!4)!2++!,)9!/4!9)6:+3!)'4!&.3!4,&4!/4!/2!=/4&(>!]/B+3!06)'5!)8!5+)5(+!9/4,!

3/88+6+.4!+4,./7&(!1&7:06)'.32>!

%N`Q! _! 4+((! 4,+;! 4,&4! 4,+<! 2,)'(3!+24/;&4+!&! 8&/6!56/7+>!P+5+.3!,)9!;'7,!<)'!+&4>!O)9!

;'7,!5+)5(+!,&=+A!9,&4!<)'!+&6.>!])24!7'24);+62!6+&(/2+!4,/2>!@,+<!2,&6+!4,/2!5)/.4!)8!=/+9>!

Q+!&446&74!&!()4!)8!7'24);+62!4,&4!,&=+!&!()4!)8!;).+<!&.3!&6+!2)7/&((<!&9&6+!&2!9+((>!])24!E!

0)4!9&2!U[[!+'6)>!11

E8!2);+).+!5&<2!&!6+&((<!2;&((!&;)'.4!<)'!46<!4)!+B5(&/.!&0&/.!4,&4!/4!/2!.)4!&!3).&4/).A!1'4!

+;5()<++2! 0+4! 5&/3>! N(2)A! 9+! :/.3! )8! +3'7&4+! 5+)5(+! 4)! +B5(&/.! 4,+! 7).7+54! a+25+7/&((<!

<)'.0!5+)5(+b!&.3!4)!;&:+! 4,+;!6+&(/2+! 4,&4! 8))3! /2!9)64,!2);+4,/.0>!@,+<!,&=+! 4)! 4,/.:!

&1)'4!4,+!=&('+>!!

])24!1'2<!5(&7+!/.!f/+..&>!N4;)25,+6+!/2!;&<1+!3/88+6+.4>!K&2+3!).!46'24>!!

8.3.2 Customers Der Wiener Deewan 

Customer 1 

@,+!8))3!/2!86+2,!;&3+A!3+(/7/)'2!&.3!,+&(4,<>!E!&;!=+0&.A!2)!/4!/2!&!0))3!)55)64'./4<>!!

@)!5&<!&2!<)'!9/2,!/2!&!0))3!)55)64'./4<>!`)'!0/=+!;).+<!4)!9,&4!<)'!&556+7/&4+!&.3!9,&4!

<)'!+&4>!!

E!5&<!4,+!2&;+!&;)'.4!+=+6<!4/;+>!E4!9&2!;<!/.3/=/3'&(!7,))2+!4)!5&<!4,/2!&;)'.4>!!

E!8++(!5&64/7/5&4/.0A!1+7&'2+!E!5&<!2);+4,/.0!&.3!E!,+(5!4)!9)6:!)'4!4,/2!7).7+54>!E!&2:!)4,+6!

5+)5(+!4)!7);+!,+6+!&2!9+((A!&.3!/.!4,/2!9&<!E!,+(5>!!

Customer 2 

E!7);+!,+6+!).7+A!49)!4/;+2!&!9++:>!E4!3+5+.32!9,+.!E!,&=+!(+22).2!&4!4,+!'./=+62/4<>!E!,+&63!

&1)'4!/4!86);!&!86/+.3A!).+!)6!49)!<+&62!&0)>!

E!46<!4)!5&<!&!(/44(+!1/4!;)6+!4,+.!4,+!7)24A!2)!E!:.)9!/4!7&.!2'24&/.>!

E4!/2!;)6+!6+(&B!&.3!86++!4,&.!)4,+6!6+24&'6&.42>!E!4,/.:!4,/2!/2!.)6;&(A!&.3!9,&4!,&55+.2!/.!

)4,+6!6+24&'6&.42>>!/4!3)+2.#4!,&=+!4)!1+!(/:+!4,&4>!E!(/:+!4,/2!24<(+>!!

Customer 3 and 4 

Q+! &6+! 86);! K)2./&! &.3! @'./2/&>! @,+! 8))3! /2! 0))3A! .)4! 8)6! +=+6<3&<A! 1'4! E! (/:+! /4>! E4! /2!

+=+6<3&<!4,+!2&;+!;+&(2>!!

Q+!&6+!.)4!5&64/7/5&4/).A!9+!&6+!7'24);+62>! E! &;! H'24! 4&:/.0!;<! 8))3A!&.3!5&64/7/5&4/.0>>! E!

3).#4!2++!/4!4,&4!9&<>!K'4!9+!&6+!&(2)!&'4);&4/7&((<!5&64!)8!/4>!Q/4,)'4!7'24);+62!4,+<!3).#4!

;&:+!;).+<>!
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Customer 5 

e.)9!/4!2/.7+!V!<+&62A!/2!;&<1+!49)!<+&62!&0)>!@,/2!/2!;<!4,/63!4/;+!,+6+>!!

E!&;!0(&3!&1)'4!/4A!1'4!9).3+6!,)9!/4!8'.74/).>!Q).3+6!,)9!;'7,!4,+!7'24);+62!5&<>!E4!/2!

6'../.0!8)6!;)6+!4,+.!U[!<+&62A!2)!/4!2++;2!4)!1+!2'24&/.&1(+!

E!3+7/3+!).!,)9!;'7,!E!,&=+!+&4+.!&.3!9,&4!E!7&.!5&<>!

%N`Q!7).7+54!/2!3/88+6+.4A!1'4!/4!/2!&(2)!;)6+!)5+.!&.3!/4!8++(2!;)6+!)5+.A!&.3!<)'!7&.!H'24!

9&(:!1+,/.3!4,+!1'88+4A!0+4!9&4+6>!E4!0/=+2!&.!/.=/4+3!8++(/.0A!&.3!/4!0/=+2!;)6+!6+25).2/1/(/4<>!

N(9&<2!0+4!9&4+6A!./7+!4)!,&=+!&!8+9!&6+&2!4)!2/4>!P/88+6+.4!)54/).2>!])6+!7&(;!3)9.24&/62>!

W)42!)8!7'2,/).2>!F524&/62!1'2<>!!

E42! /.4+6+24/.0>! G);+4/;+2! 4))! )5+.d1'2<d6'2,$,)'6>! ])6+! )5+.A! .)4! 6+&((<! &! 7()2+3! &6+&!

&6)'.3!<)'>!`)'!7&..)4!6+&((<!4&(:!&1)'4!56/=&4+!4,/.02>!!

N!1/4A!E!3).#4!7);+!2)!)84+.>!`)'!4,/.:!&1)'4!,)9!/4! /2!9)6:/.0!9/4,!4,+!%N`QA!2)!E!8++(!&!

(/44(+!1/4!)8!6+25).2/1/(/4<>!!

Customer 6 and 7 

D6);!)4,+6!24'3+.42d86/+.32>!Q+!&6+!,+6+!&6)'.3!49/7+!&!9++:>!!

@,+6+! /2! 0))3! 8))3A! &.3! <)'! 7&.! 5&<!9,&4! <)'!9&.4>! E4! 4&24+! =+6<! 0))3A! 3+(/7/)'2A! 4&24<A!

7,+&5A!=&6/&4/).!8)6!=+0+4&6/&.2>!!

@,+<!,&=+!&!5)2/4/=+!1&(&.7+!2,++4A! 4,+!8))3!/2!4&24<A!2)!4,+!5+)5(+!0/=+!&.3!7);+!1&7:>!E42!

24'3+.4!86/+.3(<>!E42!+&2<!&22+22&1(+!8)6!24'3+.42>!!

G,+!5&<2!&(9&<2!X!+'6)2>!E!1+49++.!X!)6!^A!3+5+.32!).A!E!&;!&2!24'3+.4!1'4!0+4!R'&(/4<!8))3>!E!

3).#4!,&=+!&!6&4/).&(!06)'.3!8)6!5&</.0!X!)6!^A!H'24!/.4'/4/).>!E4!3+5+.32!&(2)!).!,)9!;'7,!

;).+<!E!,&=+!).!7&2,>!

E4#2! &! 1'88+4>! N(9&<2! 0+4! 86++! 9&4+6>! N(;)24! &(9&<2! 1'2<>! f+6<! 76)93+3>! f+6<! 7)2<!

&4;)25,+6+>!N!()4!)8!<)'.0!5+)5(+>!?))3!7);;'./7&4/).!&6+&A!5+)5(+!&6+!4&(:/.0!&!()4>!?+4!

/.!7).4&74!9/4,!246&.0+62>!@&(:!4)!)4,+6!5+)(+!+&2/(<!&.3!;'7,>!G,&6+!&!6));!&.3!&!4&1(+A!2)!

+&2<!7).4&74>!!

P).#4! 8++(! 6+25).2/1(+! &2! &.<4,/.0! /.! 7&5/4&(/2;>!@,+<!3)! /4! 4)!0+4!;).+<>!W/:+! +=+6<1)3<!

3)+2! /.! 7&5/4&(/2;>! @,+<! .++3! /4! )4,+69/2+! 4,+<! 7&.#4! 2'6=/=+>! J@,+6+! /2! .)4,/.0! 6/0,4! /.! &!

96).0! 2<24+;>J!@,+!).(<!3/88+6+.7+! /2! 4,+<!3).#4!0+4! &2!;'7,!;).+<!&2!5)22/1(+A!1'4! 4,+<!

24/((!46<!4)!0+4!;).+<>!E!&;!2'6+!4,+!+.46+56+.+'6!1+,/.3!4,/2!6+24&'6&.4!+&6.2!&!()4!)8!;).+<>!

E8!<)'!3).#4!5&<!X!+'6)2!4,+<!2,)'4!&84+6!5+)5(+>!!

Customer 8 
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]<!8(&4;&4+!4)(3!;+!&1)'4!/4>!E!7);+!,+6+!&6)'.3!).7+!)6!49/7+!&!9++:>!G/.7+!j74)1+6!"[UT>!!

D)6! ;+! /4! 9&2! &.! /.5'4! 4)! 4,/.:! &1)'4! ,)9! ;'7,! /4! /2! 9)64,>! M)4! H'24! 4)! 7).2/3+6! 4,+!

/.06+3/+.42!1'4!&(2)!6+.4!&.3!+(+746/7/4<>!`)'!,&=+!4)!4,/.:!&1)'4!9,&4!4,+!7)24!/2!4)!56)3'7+!

4,+!8))3>!j4,+6!5+)5(+!H'24!5&<!49)!+'6)2A!1'4!4,+.!4,+<!3).#4!7).2/3+6!+=+6<4,/.0>!

E!5&<!&6)'.3!8/=+!+'6)2>!E!&;!&!24'3+.4A!2)!E!5&<!(+22>!E!4,/.:!4,+<!;&:+!&!1/4!)8!56)8/4!)'4!)8!

/4>!E!2++!5+)5(+!5&</.0!'2'&((<!&6)'.3!X$^!+'6)2>!

E! ,&=+! 1++.! ,+6+! 8)6! ,&(8! &! <+&6! 1'4! E! 2++! 4,+<! +B/24! 8)6! U[! <+&62! &.3! +=+6<).+! /.! f/+..&!

:.)92!4,+!6+24&'6&.4>!]&.<!3/88+6+.4!5+)5(+!7);+!,+6+A!3/88+6+.4!5+)5(+!/.!2)7/+4<>!E!(/:+!4,+!

8))3>!E42!,+&(4,<>!E!3).#4!,&=+!4)!56+5&6+!&.<4,/.0>!E!3).#4!,&=+!4)!9&/4>!X!+'6)2!/2!&!56/7+!4,&4!

/2!0))3!8)6!;+!&.3!8)6!4,+;>!E4#2!&!1'88+4>!`)'!7&.!7,))2+!<)'62+(8>!])6+!.)/2<>!])6+!7&2'&(>!!

G'6+>! E! 8++(! 6+25).2/1(+>! E8! E!9)'(3.#4! E!9)'(3! H'24! 5&<! "! )6! C! +'6)2! 2&<! E! &;! &! 24'3+.4>! E!

3+8/./4+(<!9&.4!4)!2'24&/.!/4>!`)'!,&=+!&!2)7/&(!7);5+.2&4/).>!!

Customer 9 

E!&(2)!+&4!4/((!E!&;!8'((>!E!3).#4!4&:+!;)6+!4,+.!E!7&.!+&4A!1+7&'2+!E!7&.!3+7/3+!8)6!;<2+(8!,)9!

;'7,!E!9/((!5&<>!

`)'!7&..)4!5&<!c+6)!,+6+A!<)'!,&=+!4)!5&<!2);+4,/.0>!@,+<!&2:!<)'!,)9!;'7,!<)'!9&.4!4)!

5&<>!@,+6+!/2!.)!1)B!)6!&.<4,/.0l!4,+6+!/2!2);+!:/.3!)8!2)7/&(!7).46)(A!1+7&'2+!4,+<!&2:!<)'>!!!

`)'!2++!4,&4!+=+6<).+!/2!4,/.!,+6+\!%+)5(+!3).#4!7);+!,+6+!4)!24'88!4,+;2+(=+2!9/4,!8))3>!!

Customer 10 

@,+!9)6(3!/2!.)4!4,&4!8'7:+3!'5!&2!9+!4,/.:>!@,+<!0/=+!24'3+.42!&!7,&.7+!)6!5+)5(+!9/4,!(+22!

;).+<!4)!+&4!9+((>!%+)5(+!9,)!,&=+!;)6+!;).+<!4,+<!5&<!;)6+>!!

]<!86/+.32!3+7/3+!).!,)9!;'7,!4,+<!+&4!&.3!,)9!;'7,!4,+<!,&=+!a;).+<9/2+b>!E4!2&<2!5&<!

&2!<)'!9/2,A!.)4!5&<!/8!<)'!9/2,A!2)!<)'!,&=+!4)!5&<!&2!(+&24!2);+4,/.0>!!
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8.3.3 Article I 

DINE-BY-DONATION QUESTIONNAIRE by Anna Mantzaris for The Budget Traveler!

1) Can you give me the correct address, phone number, website and hours for your restaurant?!

DER WIENER DEEWAN!

pakistani food ~ essen für alle buffet ~ take-away ~ catering!

liechtensteinstraße 10, 1090 wien mo-sa 11-23h ~ 0043-1-9251185 d1@deewan.at ~ www.deewan.at!

DER WIENER DEEWAN is located in Liechtensteinstraße 10, in the 9th district of Vienna, Austria, opening hours: 

Mon – Sat, 11 a.m. – 11 p.m., Sundays + holidays closed!

2) Can you tell me what kind of food you serve? Any specific dishes?!

DER WIENER DEEWAN is a pakistani curry restaurant offering a buffet of 5 different main dishes (2 meat: 

chicken/lamb/beef, 3 vegetarian and also vegan: dhal / vegetables / vegetables + potatoes), salad, sauces, 

bread and desserts. The dishes change 2-3 times a day and vary according to season. The meat served is also 

halal. (see DER WIENER DEEWAN PLAN)!

3) Is all food served on a pay what you wish basis or are there any set prices? DER WIENER DEEWAN offers 3 

types of services:!

buffet (in the restaurant), take-away and catering.!

!

!

!

The buffet in the restaurant is working on an ALLYOUCANEAT - PAYASYOUWISHpolicy.!

For take-away, we have fix prices (small box of approx. 500g and big box of approx. 1000g, half rice - half curry, 

the prices for the small box vary between 5 and 7 euros (for veg, mixed and meat only respectively), for the big 

box it is 8 (veg), 9 (mix) and 10 (meat only) euros respectively.)!

For catering (from 25 to about 200 people), we also have fix prices, for a standard catering (1 meat, 2 veg + 

basmati rice + sauces, including delivery) we charge 10 euros per person, excl. tax, for example.!

4) Do drinks have set prices?!

Yes, drinks have fix, but also quite moderate prices, that are shown on the "GETRÄNKELEGENDE" (= "drinks' 

legend"). e.g. mango lassi = 2,50 euro. additionally, tap water is served free of charge as a "welcome drink" and 

staff is told never to let people "run out of water". this service is very much appreciated by our guests, so that 

only around 7 % of the total sale comes from the drinks.!

5) When did your restaurant open?!

DER WIENER DEEWAN opened on April 30th, 2005, the "Day of the Unemployed" (which is observed one day 

before May 1st, the International Labour Day). !The restaurant was founded and is run by Afzaal Deewan and 

Natalie Deewan.!

6) Why did you decide to have a dine-by-donation restaurant instead of fixed prices? Does any money go to charity? 

What is the philosophy behind the restaurant?!

There is more than only one answer to the first question.!
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First, we knew we wanted to have moderate prices, so that most of the people would not feel excluded from 

entering our restaurant for monetary reasons. And this also because the two founders, Afzaal Deewan and me, 

Natalie Deewan, were not belonging to the "having crowd", him being an asylum seeker just having arrived from 

Pakistan nine months ago and me, as a student in languages and philosophy, working on her master diploma ...!

It should be accessible by a wide range of people and one of the main features – apart from the quality of the 

food and the design of the shop – are, of course, the prices.!

!

!

!

Then, we thought of making an opening offer, for one week or two, Deewan was talking about "free!

food", but since we were anyhow at the very end of our nonexisting financial means, we opted for "pay as you 

wish".!

Moreover, this price policy had the advantage of being very simple (I had not the least of gastro experience, so I 

thought, any guest would know far better than me how much they would pay for a small dish, or a veg-only-dish 

and find the appropriate price by themselves ...) and also radical (no 4,30 ies and 5,40ies and + 0,30ies....) and 

funny, so people would like it because they can't believe, that this is really true and tell their friends about it and 

they would hopefully like the taste of the curries and pay fair prices so that they themselves would be able to ... 

come again!!

As we opened with "kostet ... was ihr wollt"* on our window, we had no idea whether or how this could work or 

not, we did also not know about any similar project. Elder people (parents ...) were sceptical, youngsters said 

"cool!" and after the first weeks, we saw people being very enthusiastic about food AND concept alike ... and 

paying on average fair prices, so that we could continue with this policy up to ... the present day!!

* = pun on: "kostet" = "it costs / do try ... what you want!"!

Charity: no (apart from now and then caterings with reduced prices for charity purposes), but we got an idea 

about people being willing to donate more if they appreciate the quality of the food, when Deewan was cooking 

for charity purposes before opening the restaurant.!

7) How do people pay for their meals? Cash? Credit? What is the system? Does a bill come at the end of the meal?!

People pay cash at the end of their visit at the counter-desk. Guests are invited to find a price that translates the 

amount eaten, their satisfaction and their "monetary liquidity" ("Menge, Zufriedenheit, Liquidität") into euros. 

They are asked whether they had any drinks, e.g. if they had a mango lassi, the formula is "2,50 + !" ("two fifty 

plus ...!") and they add the amount for the food, e.g. 5 euro, so they say "seven fifty" and the deal is completed.!

8) Can you briefly describe the space of the restaurant? Color of walls? Size? How many tables? Casual? Fancy?!

The restaurant consists of three major rooms, all together about 120m2 or 75 seats. the first room is very high 

and its walls are covered with plexiglass on which guests are invited to leave their marks with multicolor 

permanent markers – after 8 1/2 years, these walls have collected layers over layers of comments and drawings 

of all kinds and still seem to "ask for more!"!

The second room offers a "diwan" (couch) for rest and books and games for after-food and is wallpapered with 

neon-yellow photocopies "featuring" all the curry spices that the tongue has discovered during the meal ... !The 

last one is the big hall in a bricks cellar, that includes a small scene behind (also used for concerts),!

!

!

that is covered with a green carpet where not only children like to play, on their "meadow".!

!
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9) Are the workers at the restaurant volunteers or paid staff?!

DER WIENER DEEWAN is a company (Deewan KG) in the full sense – we are no association or the like that relies 

on volunteers. we have now 16 employees (kitchen staff full time, service staff, being students or artists in their 

"first job”, on part time), but still we pay taxes and social security fees etc. like any other company. Our yearly 

financial statements can be consulted on our website.!

10) How do people order food? Is it at a counter and it's brought to them? Is it a buffet? Table service?!

DER WIENER DEEWAN is a self-service buffet restaurant, only drinks are served, after being ordered at the 

table.!

11) What has the reaction to your restaurant been? Popular from the start? People are surprised by the pay- what-

you-wish system?!

We had very positive response from customers as well as media from the very start (particularly after the article 

intitled "A day in Paradise" in the Vienna city magazine "Falter" in May 2005). People who did not know about the 

price policy before, still are surprised when being told at the end that is now up to them to tell the price, and they 

find it funny and sometimes also embarrassing or irritating, at least at the first time.!

12) What kind of diners do you get? Locals? Travelers? Kids? Families?!

All of them + many students, since there are 4 major universities in the near surroundings, business people 

appreciate the near-to-zero waiting time at the buffet / at the counter-desk when going for their lunch break, 

families with kids like the non-smoking and child-friendly atmosphere and infrastructure (childrens’ chairs, baby 

change unit, carpet area with many toys, ...) and in the evening, curry fans of all sorts & faiths, ages & origins 

keep invading the WIENER DEEWAN.!

Updated: November 2014! !
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8.3.4 Article II 
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As immigrant communities grow in cities around the world, Pakistani, Indian, Chinese, Arabian and 

other exotic cuisines have found their way into the hearts of a diverse range of people. 

In Austria, one set of restaurant owners has introduced yet another dimension to the dining experience — 

the concept of a 'suggested donation' at an eatery. 

'Der Wiener Deewan' in Vienna is a Pakistani restaurant based on a pay-as-you-wish concept: diners pay 

according to what they thought the food, quality and experience of their meal was worth. 

We contacted Afzaal and Natalie Deewan to find out if you can base a restaurant on good karma. 

Dawn.com: As the owners, tell us about yourselves. 

Natalie Deewan: Afzaal Deewan, a cricket-player, cook and businessman from Mandi Bahauddin, 

Pakistan, landed in Vienna, Austria, in 2004 as an asylum seeker. There he met me, Natalie, a student in 

Languages and Philosophy, and we decided to join forces. Deewan would cook and I handled the rest. One 

year of intensive research later, we opened the Der Wiener Deewan, which translates to the Viennese 

divan, with the tagline 'Pakistani Food, Essen für alle' (Food for Everybody). It was the first Pakistani curry 

buffet-restaurant in town. 

Dawn.com: How did the idea for pay-as-you-like come about for the restaurant? 

Natalie: We wanted it to be a very accessible place, where the two of us, a student and an asylum seeker, 

as we were at that time, could have been our own guests. The idea of pay as you wish emerged at the very 

end: it sounded simple, but radical – and funny! People should be invited to choose their own price, 

according to their satisfaction, the amount they have eaten and their financial means. Deewan was 

confident people would like his food, so hopefully, they would pay accordingly. We decided to give it a try 

and see how far we would get. 

Dawn.com: How do you manage to make money or break even when you just trust people to pay as 

much as they want? 

Natalie: We give trust and it comes back! We can trust in people’s capacity to think for themselves: if they 

did not pay at least a fair price and we therefore had to close, where would they find such a good meal for 

such a cheap price then? We have lots of regular customers who eat several times a week, some even daily, 

at our restaurant. They want to come again and in order to find the shop open and food ready, they simply 

have to pay a fair price. It looks like the majority of our guests want us to keep going. 

Dawn.com: Is there a minimum amount to be paid per diner, as is the case with most all-you-can-eat 

buffets? 

Natalie: Before leaving, our guests come to the counter and are invited to choose a price that fits. It should 

be fair and sometimes our take-away boxes (which have fixed prices, ranging from 5 to 10 Euros) serve as 

orientation. Since we don’t have fixed prices for the buffet, you are not forced to eat all you can to justify 

an already set price. You can also eat only a small plate or only dessert and then pay a small amount. We 

just chose to combine two known concepts, all-you-can-eat and pay-as-you-wish. 

Dawn.com: What have you learned about people and humanity from your restaurant? 
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Natalie: A lot. 

Dawn.com: Why Pakistani food? 

Natalie: Deewan is from Pakistan, his mother and grandmother taught him to cook, hence we serve 

Pakistani food. Just recently we had Pakistani guests who inquired, whether we also served Chinese food. 

We said, ‘No, we are a Pakistani curry restaurant.’ ‘Only Pakistani food?’ they asked. ‘Yes, only,’ we 

answered. 

Dawn.com: Is the food specific to any regional style, Sindhi, Punjabi, Balochi, Pashtun? 

Natalie: According to Deewan, no. According to many guests, it tastes like home, as they say, ‘Like my 

mother used to cook!’ 

Dawn.com: Did it seem that it might not work or that Austrian palates wouldn’t be accepting of 

Pakistani food? 

Natalie: Deewan has adjusted the food to suit Austrian tastes, i.e. less hot, so fewer chilies. If some like it 

hotter, they can spice it up with different chili sauces. 

Dawn.com: How have you constructed the menu for Der Wiener Deewan? 

Natalie: We offer a buffet of five different curries: two meat-based, chicken and lamb or beef; three 

vegetarian/vegan, dhal, vegetables and potato curry. We also serve Basmati rice, bread, salad, sauces and 

sweets. Drinks, including many local and exotic juices, lassis, beer, wine, lots of different teas and coffee, 

have fixed prices. Tap water (which in Vienna is of very good quality) is served free of charge. 

Dawn.com: What are the customer favorites? 

Natalie: Our guests finish off the Lamb Palak very quickly. Vegetarians go after the dhal or the Alu Methi 

Gajar. 

Dawn.com: What’s the ratio of Pakistanis/Indians to Europeans coming into the restaurant on a 

daily basis? 

Natalie: Generally, we host quite a transnational and intercontinental crowd, which includes students from 

all over Europe, travelers from all over the world, and people of African and Asian origin. Maybe around 

five percent of our customers are of Pakistani/Indian origin, we guess. 

Dawn.com: What flavors most represent Pakistan for you? 

Natalie: The cardamom brothers. 

Dawn.com: Which Pakistani dish instantly transports you back? 

Natalie: Beef nihari. 

$!P&9.!
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