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INTRODUCTION

This report provides an assessment of the anti-corruption communications
capabilities, practices and procedures of the Public Relations Departments
(PRDs) of the Government of Armenia (GOAM), Ministries and other
governmental agencies as they relate to anti-corruption communications.

Field work in Armenia was conducted by the Consultant from 21 January 2008 to
6 February 2008. Meetings were held with heads of PRDs and press secretaries
of Government of Armenia staff, ministries, and agencies, other state institutions,
and representatives of NGOs.

Based on the findings of this assessment, Anti-Corruption Internal and External
Communications Strategies were developed for the GOAM and the Anti-
Corruption Monitoring Strategy Commission (ACSMC). Both strategies, which
are presented in the latter sections of this document, define clear objectives,
strategic approaches, focused activities, key messages and target audiences that
aim at creating awareness about the GOAM anti-corruption initiatives, informing
the public about corruption-related issues and mobilizing the citizenry to engage
in the fight against corruption.

Mobilizing Action Against Corruption (MAAC) Activity
Anti-Corruption Communications Assessment

Internal Communications Strategy

External Communications Strategy

Page 3



ANTI-CORRUPTION COMMUNICATIONS ASSESSMENT

In order to carry out this assessment, a variety of interviews were conducted by
the Consultant with the Heads of Public Relations Departments (PRDs) at
various state entities. In addition, interviews were also conducted with the Head
of the Experts’ Group for the ACSMC and leading NGOs such as Transparency
International Armenia, Freedom of Information Center Armenia, Consumer
Protection Group NGO, so as to more objectively assess the external
communications aspect of this assessment report.

The following individuals were interviewed:

e Meri Harutyunyan — Head of Information and Public Relations
Department, Government of Armenia Staff;

e Hasmik Khachatryan — Head of Public Relations Division,
Ministry of Labour and Social Affairs;

e Arthur Baghdasaryan — Head of Public Affairs and Information
Department, Ministry of Education and Science;

e Sona Truzyan — Press Secretary for the Prosecutor General’'s
Office;

e Zaruhi Barseghyan — Press Secretary, Central Bank of Armenia;

e Hayk Kirakosyan — Assistant Press Secretary — Central Bank of
Armenia;

e Shushan Doydoyan — President, Freedom of Information Center
NGO,;

e Varuzhan Hoktanyan — Vice Chair, Transparency International
Armenia (former member of the Anti-Corruption Strategy
Monitoring Commission);

e Abgar Yeghoyan — President, Protection of Consumers’ Rights
NGO Monitoring Commission)

e Armen Khudaverdyan, Head of Experts’ Group, Anti-Corruption
Strategy Monitoring Commission (ACSMC)

Key Findings

The following provides a summary of the key findings identified during the course
of the assessment. Each aspect identified is followed by a recommendation
based on our findings.

Lack of Awareness and Credi bility with Armenian Public
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Despite claims from PRD Heads that the GOAM is in fact actively engaged in the
fight against corruption, Armenians knowledge of these activities was not found
to be prevalent. In fact, it was through the interviews conducted with the Heads of
the PRDs that this was brought to the attention of the Consultant. Armenians
have very little confidence in the GOAM as an effective combater of corruption.
Instead, as highlighted in the 2006 Corruption: Perception in Armenia survey
conducted by Transparency International Armenia, the public perceives the
GOAM as the principal source of corruption in the country. As a result,
government actions against corruption tend to offer little credibility to the general
public.

Prime Minister Serzh Sarkisian made the fight against corruption one of the
principal pillars of his Government’s activities. As the GOAM moves forward to
roll out their new Anti-Corruption Strategy, its Public Relations Department will
need to play a fundamental role to communicate to the Armenian public the
efforts and initiatives being undertaken in an effort to restore its credibility with
the Armenian public, inform them of corruption-related matters and get them to
engage in the fight against it.

The interviews conducted revealed that there is in fact awareness among Heads
of Public Relations Departments of the important role that delivering relevant and
honest information to citizens plays in the implementation of anti-corruption
initiatives. Furthermore, it was found that the Heads of PRDs are also in tune
with their need to improve their effectiveness in seeking feedback from the
general public and the potential this aspect of their external communications can
have on the fight against corruption.

Lack of Awareness about the ACSMC

The interviews with the PR Heads also revealed that the ACSMC is not a well-
known or easily recognized entity. Most of the Armenian public is unaware of its
existence and those who are aware of its existence such as NGOs and
journalists see it as a mere formality, and more as an entity whose job is to be
informed about corruption and anti-corruption related legislative processes rather
than as an entity tasked with the implementation of an action plan and a strategy.

Recommendations

o Conduct public awareness campaigns to inform the public about
corruption-related matters and how they can get involved

. Establish mechanisms of transparency and free flow information with the
citizenry

Mobilizing Action Against Corruption (MAAC) Activity
Anti-Corruption Communications Assessment

Page 5



Communicating w ith the Media

This is the one component of Armenia’s anti-corruption external communications
that has been most developed. As a result, PRDs were found to be well aware of
the importance of interacting and disseminating information to the media. In fact,
throughout the interviews the PR Heads expressed that most of their time is
devoted to media relations, ranging from the creation and distribution of press
materials to responding to media inquiries, to monitoring media coverage and
coordinating media interviews for the Ministers and Heads of Staff.

Yet, PRDs in general complained about a strong media bias to primarily focus on
controversial corruption-related stories, while showing little interest in information
regarding initiatives carried out by the government to tackle corruption. In
addition, they also express frustration that most of the material disseminated was
rarely used by reporters when writing a story, thus leading to distorted
information and factual errors in the news coverage.

Recommendations

o Institutionalize process of disseminating information to media

. Conduct in-depth briefings for journalists

o Provide newsworthy information written in journalistic style

. Conduct timely, personalized follow-up via telephone or e-mail following

the dissemination of news materials
Identify story angle; supported with credible facts and data

o Be attentive to media’s needs and priorities (e.g. respectful of deadlines,
respond to media inquiries on a timely basis)
. Use surrogates outside of the government structure (e.g. experts in the

field, NGOs, active citizens) to help qualify the information being
disseminated with regard to anti-corruption efforts

Responding to Attacks and Misi nformation

One of the areas of anti-corruption communications that needs significant
improvement is that of the PRDs’ ability and effectiveness in responding to
attacks and corruption charges on its Ministers, including the Prime Minister, as
well as governmental agencies in general. The interviews found that the PRDs
have in the past chosen to ignore attacks and misinformation rather than respond
to them, perhaps falling into the mistaken belief that by ignoring them they were
not giving them credibility and that engaging with them would give these attacks
and journalists/media outlets standing to continue. This is a misconception. It is
not only important to respond to false, unfounded attacks but to do so in a timely
manner. In the communications industry, this type of response is deemed “rapid
response”.
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Rapid response serves various objectives. First it attempts to neutralize the
attacks or rumors. Second, it works to protect the image of the institution or
official in question or at least to minimize damage. In many cases, it even offers
an opportunity to clarify and explain to the general public the matter at hand.

Rapid response can be done in a variety of ways. If the attacks are on a large,
multiple media outlet scale, media efforts such as press releases, public
statements and/or press conferences are in order. If the attacks are random and
only being generated from one or two sources or not conducted on a consistent
basis, media efforts such as letters to the editor of the particular outlet in question
or even direct contact by virtue of engaging the reporter or the reporter’s superior
(i.e. assignment editor or editor in chief) via on-the record conversations are key.

Recommendations

o Train Heads of PRDs on the effectiveness and need for rapid response
efforts

o Establish mechanisms inside PRDs that clearly sets guidelines on how to

respond quickly to negative coverage, especially during a crisis situation

Failure to Build Trust with Journalists

The interviews conducted also found there to be a lack of trust between
journalists and Heads of PRDs. From the point-of-view of those PR Heads
interviewed, journalists lack professionalism, do not have an understanding of
anti-corruption issues, do not prepare properly for an interview or press
conference, and in some cases, work to promote a particular, non objective
agenda. As a result, news stories are often distorted and lack sources and facts.

When interviewing members of civil society, however, different issues that also
contribute to the failure to build a trusting relationship also surfaced. Heads of
PRDs are not viewed as honest brokers, and in fact are at times perceived as
obstructing media inquiries, with an objective to hide information from the public
eye. Moreover, some Heads of PRDs are perceived to practice favoritism,
providing exclusive information to a select group of journalists, who in turn
generally publish positive stories. Not having a level playing field or equal access
as certain media outlets continues to cause friction between the media and the
government communicators. Obtaining information is also seen as a major
challenge because Heads of PRDs are widely perceived as being indifferent to
the public’s right to be informed.

Recommendations
o Be truthful with reporters when providing information
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Build strong and professional working relationships with the media
Provide access to top-level leadership for one-on-one interviews

Be available for comment and do not “ignore” journalists’ calls or inquiries
Be transparent regarding flow of information, but do not hesitate to tell
journalists in a professional manner when information is simply not
available for public consumption.

Beyond Media Relations

One of the most telling aspects of the information uncovered by the interviews
was the realization that when discussing anti-corruption communications efforts,
they are primarily and almost exclusively thought of as media relations, meaning
there is little awareness by the Heads of PRDs interviewed that media relations
are but a partial, although significant, component of anti-corruption
communications efforts.

Moving the external communications efforts beyond that of media interaction and
thereby beginning to truly expand on a two-way communications initiative is of
the essence when discussing anti-corruption initiatives. Engaging the Armenian
public in anti-corruption activities has the potential to provide the opportunity to
obtain better information about the primary concerns of the public as they
specifically pertain to corruption in their country and in their government.

Taking the communications efforts beyond the media and directly to the people
yields an almost guaranteed result of raising public awareness as to the
programs and initiatives the ACSMC and GOAM are carrying out in this area.
Furthermore, by engaging the Armenian public in the anti-corruption efforts it is
carrying out, the potential for generating or growing more trust in the government
increases and that in and of itself should translate into greater support for the
programs and initiatives to come.

Recommendations

o Establish via training and education to the PR staff that a great aspect of
PR efforts is direct access and communications with the general public,
thereby foregoing having to always filter their message through media
outlets

o PR staff should be directly and from the onset engaged in any and all
outreach activities, working to not only generate positive press coverage,
but also creating events and activities to be incorporated within the overall

policy
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Lack of an Anti-Corruption Communications Strategy

It was that there are no anti-corruption communications strategies in place.
Activities are conducted on an ad hoc basis and aimed at accomplishing
individual objectives. Communication planning is one of the most neglected
areas in the government. Having a well thought out anti-corruption strategy to
communicate with the media and other sectors of society (external) and with
employees and staff (internal) is essential for long-term success.

Before embarking on the implementation of individual activities, it is important to
define the overall objectives of an anti-corruption communications campaign, the
strategic approaches to reach those objectives and the corresponding activities
to be implemented. There is also a need to define the key messages to be
communicated across the board in any individual activity and the target
audiences those core messages will be trying to reach.

Recommendation

o Implement targeted and long-term anti-corruption communications action
activities, with clear objectives, strategic approaches, key messages, and
target audiences to communicate the GOAM'’s initiatives in the fight
against corruption

Assessing Effectiveness

The weakness or lack of measurement tools for the purpose of assessing results
of the effectiveness of anti-corruption communication initiatives was another one
of the more significant findings uncovered in the assessment. Results are
currently measured primarily through media monitoring, where Heads of PRDs
manually research websites and review publications on a daily basis to identify
published articles and prepare a daily news bulletin for their superiors. The
information regarding corruption issues is not analyzed, thus hampering the
ability to gauge news coverage and public opinion. Other measurement tools,
such as surveys, have been used sporadically, but never in a consistent manner
to determine the public perception.

Recommendations

o Utilize measurement tools that can pose a vast number of questions or
measure a wide span of views; some examples are: public polling, focus
groups, timely surveys, content analysis of media coverage

o Repeat the same measurement techniques after a set period of time to
assess the results of a campaign or activity
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Institutional Issue s

One of the findings revealed through the interview process was realizing that PR
Heads and their departments are not considered key players in the policy-making
aspect of government business. They are not viewed by top-level manage ment
as very important, not consulted with nor do they get a seat at the table when
decisions are being made. They are instead viewed as implementers rather than
advisors on how a particular anti-corruption policy will play out in the public.

Another main finding in this area was the need for better coordination of
communication activities between the different government institutions.
Mechanisms are not in place to ensure a fluid and efficient flow of information
within an organization and between the different government institutions. PRDs
are not always aware of ongoing meetings, events, activities, or communications
initiatives being carried out by their counterparts at other government agencies.
In various occasions, this has resulted in a lack of a unified voice with regards to
external anti-corruption communications and the dissemination of a series of
inconsistent messaging to the media and general public.

The assessment also identified a difference in the level of knowledge among PR
Heads. While in some cases, the Head of a PRD was an experienced
professional in the area of communications, in others the department was led by
personnel that did not have as much experience in dealing with journalists or
communicating internally within an institution.

Recommendations

. Include Heads of PR in the decision making table because: (1) the PR
person will be able to offer a devil’'s advocate perspective and present how
they expect a member of the press and/or public will react to a particular
proposed policy; (2) the PR staff needs to believe in the policy, have
ownership of it and be vested in it, in order to pitch it and best explain it to
a journalist and/or general public

o Establish effective mechanisms for flow of information between PRDs

. Conduct training sessions for PR staff in areas that need strengthening

Limited Resources

Financial Resources

The interviews confirmed the lack of financial resources available for PRDs. Lack
of financial resources poses a major obstacle to the development of
communications effort of any kind. While all PRDs make formal requisitions every
year to obtain a separate budget, only a few PRDs have a designated budget.
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Most people interviewed felt that the main reason for failing to obtain budget was
the low importance given to communications by ministers.

In fact, in 2007, the Ministry of Labor and Social Issues, after many years of
ongoing requests, became the first PRD at the ministerial level to obtain its own
budget. While PRDs at other Ministries regarded this as a positive and hopeful
sign, the general opinion was that this had occurred because the current Minister
of Labor and Social Issues is a former journalist and understood the value of
communications and the importance to dedicate financial resources to this area.
Interviewees clearly indicated that support from top-level leadership is variable.

These limited resources help explain in large part why PR efforts as they relate to
anti-corruption activities have been almost exclusively limited to media relations
as opposed to direct communications with the Armenian general public.
Furthermore, lack of funds also ties the hands of the PR Heads with regard to
any innovative effectiveness tools such as polls, surveys and any other studies
aimed at analyzing the work they are doing. Also, lack of money limits the use of
information technologies that increases the effectiveness of communications
efforts.

Technical Resources

With regards to technical resources, all PRDs have a shared Internal Network for
storage of electronic information. However, no department had a specific folder
designated to provide anti-corruption related information to its employees. The
Heads of PRDs do have access to e-mail and the Internet. This facilitates their
work with regards to external communications, but their ability to communicate
internally is hampered severely because only a reduced number of government
employees, between twenty or thirty percent according to interviewees, have
access to the web.

The lack of updated and informative websites was regarded as one of the
fundamental communication problems by most Heads of PRDs and members of
civil society. Media in Armenia expect to obtain government information from the
web and state agencies regularly are not able to meet their demand. Websites
not only contain outdated information, but are not a two-way communications
tool.

Civil society members regularly complain that questions or requests for
information sent to a government website by them or members of the media
rarely receive a response. Heads of PRDs recognize this is a problem and
continue to communicate to their superiors that need to improve their websites.
Similar challenges also arise when it come to Intranets. While most PRDs have
one, there is no staff available to maintain the information updated or
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technological resources to make it available to the majority of government
employees.

Human Resources

In the area of human resources, those interviewed expressed that improvement
has been made in this area over the last few years, but there is still much work to
be done. While most state institutions have their own PRD, they were rarely
staffed by more than three people, as is the case of the GOAM PR Department.
Given the multiple responsibilities tasked to each PRD, the lack of personnel
places significant restrictions to carry out anti-corruption communications
activities. The information gathered also reflected that it was a challenge to
obtain and maintain qualified specialists because salaries in public service were
not competitive and there was a lack of recognition for the profession.

Recommendations

o Ministers and Heads of Staff should provide PRDs with separate budgets
for anti-corruption communications activities

o Provide necessary resources to develop and maintain Anti-Corruption
website

. Provide adequate training for PR staff

Internal Communications

Internal Communications is an important factor in any organization’s success.
The interviews of Heads of PRDs revealed that with regard to anti-corruption
activities, internal communications are practically non-existent. It is important to
note that poor internal communications within any organization will in effect yield
poor external communications. Therefore, no matter how effective the GOAM
and the ACSMC may be in furthering anti-corruption efforts, lack of internal
communications will make it very difficult to effectively yield the type of earned
media merited.

Recommendation

o Develop Internal Communications Strategy that establishes set
mechanisms by which anti-corruption information is shared in a timely and
consistent basis
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INTERNAL COMMUNICATIONS STRATEGY

Introduction

This document presents the Internal Communications Strategy for the
Government of Armenia (GOAM) and the Anti-Corruption Strategy Monitoring
Commission (ACSMC). It is based on an assessment of the existing internal
communications capabilities, practices and procedures of the Public Relations
Departments (PRDs) of the GOAM, Ministries and other state agencies as they
relate to anti-corruption. The key findings of that assessment and information
collected from interviews with ACSMC members served as the basis from which
this Strategy was developed.

This Strategy presents four principal communications objectives, their strategic
approaches and corresponding proposed activities. It is important to note that
these proposed activities, further developed in greater detail later in this
document, are but a menu from which the GOAM and the ACSMC can select
from. The document does outline in its last section some recommendations for
the implementation of activities during the first year. Other activities included in
the Strategy can be considered for implementation at a later phase.

Prior to presenting objectives, strategic approaches and activities, the document
defines the key messages to be conveyed during the anti-corruption
communications campaign and the intended target audiences. Key messages
open the door to direct communication with the target audience, because they
bridge where they already are and the place the communicator is trying to take
them. As part of any anti-corruption communications initiative, key messages are
those messages that are important for the target audience to remember and
react to. By prompting the target audience to ask questions, key messages
immediately get them involved in the issue. That in turn makes them curious
about what is being said, and curiosity is the first step to participation. They are
The Message, the essence of a communications campaign.
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KEY MESSAGES

The new Anti-Corruption Strategy is one of the top priorities
of the Government of Armenia (GOAM), and your active
involvement in anti-corruption information sharing is an
integral part of its success

Utilize the internal tools and mechanisms to convey your
ideas and contributions on how GOAM can effectively fight
corruption

Our message must be cohesive as together we represent
the public voice of GOAM

Active participation of leadership in the communication of the
Anti-Corruption Strategy is vital to the program effectiveness

Public corruption acts have a direct negative impact on your
daily lives

TARGET AUDIENCES

These messages, just like the proposed actions illustrated later in the document,
are intended to effectively impact the following target audiences:

e Ministers, Deputy Ministers and Heads of Staff
e Heads of Public Relations Departments
e Public employees
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KEY COMMUNICATION OBJECTIVES
FIRST OBJECTIVE

Inform public employees about the Anti-Corruption Strategy
and how to mobilize against corruption

Strategic Approach: Engage employees in information sharing on anti-
corruption related issues

In order to carry out the first component of the internal communications strategy,
the following actions are proposed:

» Create an internal Anti-Corruption e-Newsletter to be disseminated
among public employees

The creation of a quarterly newsletter that can be distributed via electronic mail
and/or placed in an anti-corruption folder in the state entities’ internal network will
be essential in keeping employees informed on the on-goings and ins and outs of
the GOAM and ACSMC'’s anti-corruption activities.

The newsletter should highlight the most recent and most successful anti-
corruption initiatives and events, and should also feature any media coverage
generated during those events. Additionally, any new legislation or strategies that
are developed in the interim should also be featured as part of the newsletter
content.

> Implement a method for recognizing staff achievements

Creating an incentive for superior staff performance and then recognizing said
outstanding performance will aide in the mobilization of employees to work
against corruption.

The implementation of a mechanism for awarding superior performance such as
the creation of an “Anti-Corruption Employee of the Quarter Award” will help
foster healthy competition among employees. Winners could receive incentives
such as special public recognition, an actual award trophy or certificate, a notable
mention in the internal newsletter and perhaps even a paid personal day off.
Other creative ways to best recognize these employees should also be
considered.

The ACSMC would establish the criteria for the award and also serve as the
selection panel.
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> Develop informational materials

Informational materials can serve as an important resource for public employees
looking to educate themselves further and in their day to day relations with the
general public.

Because public officials face the possibility of encountering corruption related
issues on a regular basis, an orientation manual potentially titled “How to
Respond” should be developed which would provide an employee or government
official with detailed guidance on how to respond when faced with a corruption-
related situation during the course of their work.

Another type of useful informational material would be an easy to understand
brochure with key terms and frequently asked questions (FAQs) that employees
could have handy to either personally reference or use in their day to day
interaction with the public.

In order to carry out this proposed activity, the design, structure and content of
these proposed informational materials would need to be developed.

> Include an anti-corruption section in the state entities’ Intranet and
Internal Network

The creation of a section/folder on the already existing Intranet and Internal
Network at state agencies would facilitate the ability to post non-public
institutional information and other employee-related matters for all the employees
to access, such as for example the proposed e-Newsletter.

» Create an anonymous comment box

The creation of an easy to access anonymous comment box where staff
members could freely submit their comments, questions or concerns would
provide public employees with an outlet for input with regards to ongoing anti-
corruption activities.
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SECOND OBJECTIVE

Establish internal cohesiveness and message consistency with regard to

anti-corruption activities among government agencies’ PR Departments

Strategic Approach: Create internal mechanisms that ensure the
alignment of communication initiatives

In order to carry out the second component of the internal communications
strategy, the following actions are proposed:

» Scheduling monthly meetings among Heads of PR Departments and
include anti-corruption as a regular topic of discussion

Face to face meetings among the PR staff of the various ministries and
government agencies will facilitate open two-way communications among these
employees and in doing so, will help facilitate message consistency and internal
communications cohesiveness as well.

Regular monthly meetings between the heads of the various PR Departments
should be formalized as a matter of policy and the topic of anti-corruption should
always be a part of the meeting discussions as a matter of practice.

> Include the Head of the Government PR in the ACSMC strategic
meetings

Keeping the lead PR person involved and as a constant in the development of
anti-corruption strategy will help foster a continuum with regards to message and
initiatives. Providing the Head of the Government PR a seat at the table will work
to allow for policy decisions to take into consideration the knowledge and thought
process of the communications staff and thus help further the creation of an
internal mechanism that ensures the alignment of communication initiatives.

> Prepare and provide monthly electronic briefs (Ministries’ Heads of
PR to GOAM Head of PR) regarding anti-corruption related issues

As a method to further internal communications cohesiveness, an internal
briefing mechanism should be created whereas the Ministries’ Heads of PR
provide information via monthly electronic briefs to the Head of Government PR.
It is important that these internal communications tools be institutionalized as a
common and expected practice.
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THIRD OBJECTIVE

Involve top level leadership in the communications
of the Anti-Corruption Strategy

Strategic Approach: Engage Ministers, Deputy Ministers and Heads of
Staff in ongoing anti-corruption communications activities

In order to carry out the third component of the internal communications strategy,
the following actions are proposed:

> Regularly discuss anti-corruption during top-level leadership
(Ministers, Deputy Ministers and Heads of Staff ) meetings

A recurring theme throughout the proposed actions in this internal
communications strategy is keeping the topic of anti-corruption in constant play,
making sure it permeates every communications discussion, and in particular
every staff meeting. By doing so, it works to engage the top level leadership in
the anti-corruption communications efforts.

The implementation as a matter of internal policy to regularly discuss anti-
corruption related issues during all manage ment meetings will help foster an
environment where including the topic of anti-corruption and the communications
effort related to the issue will become second nature.

» Circulate ACSMC internal quarterly memo among top-level
leadership

An ACSMC internal quarterly memo which includes the most recent on-goings,
current strategy and any other relevant information pertaining to recent anti-
corruption activities should be circulated amongst top-level leadership. This will
help keep top leadership informed and in the loop with regards to all anti-
corruption communications efforts and intimately familiarize them for when they
are called upon to speak at a public event or do a media interview.

> Develop and distribute regular monthly anti-corruption briefs to keep
top leadership informed

In an effort to keep information flowing, regular monthly anti-corruption briefs
should be prepared for top leadership. These briefs should highlight recent
activities and latest news in a summarized, yet concise manner working to keep
top leadership well informed.
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FOURTH OBJECTIVE

Educate public employees about negative consequences of corruption

Strategic Approach: Provide informational tools and tangible examples
that illustrate the impact of corruption on the lives of public employees

In order to carry out the fourth component of the internal communications
strategy, the following actions are proposed:

» Bi-annual anti-corruption educational seminars for pubic employees

Employee seminars provide an excellent opportunity to further educate
employees about corruption and the negative impact it can have on a country, its
economy, public services and the lives of individual citizens.

The seminars should feature as speakers experts in the area of anti-corruption
such as the ACSMC members. Each seminar should cover a different topic that
is relevant to the current events of the day and should be held at government
buildings so as to make the seminars easily accessible for employees to attend
and practically manageable to organize.

In addition to the speaker, the seminars should also provide informational
materials on the topic being discussed. These materials are to be distributed at
the seminar and employees who attend should be encouraged to take materials
back to their offices to disseminate amongst employees who could not attend the
seminar.

» Produce and disseminate anti-corruption booklet with success
stories and best practices featuring real-life examples

Another manner in which to help further employees familiarity with the negative
consequences of corruption in their every day lives is to produce and properly
disseminate an anti-corruption booklet which comprehensively highlights success
stories and best practices featuring real-life examples. Because the target
audience is public employees, the success stories and real-life examples should
focus on government corruption and the negative impact it can have on the
economy, public services, public education and government budgets.
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Implementation Plan

Timeline for Internal Communications Strategy
First Year

The present internal communications strategy is comprised of thirteen proposed
action items. During the first year — phase one — of the implementation plan, it is
recommended to commence a series of these action items and to eventually
institute them as standard internal communications practice. It is proposed that
seven out of the thirteen overall action items be carried out during phase one, so
as to help facilitate the almost simultaneous implementation of the external
communications strategy.

For more detaills on each recommended activity, please refer to the
corresponding section of this document.

> Develop informational materials

e Development of an orientation manual potentially titled “How to
Respond”

e Development of an easy to understand brochure with key terms and
frequently asked questions (FAQS)

> Include an anti-corruption section in the state entities’ Intranet and
Internal Network

e Creation of a section/folder on the already existing Intranet and Internal
Network

e Could initially post items such as the informational materials that are
developed, the employee of the quarter award, etc.

> Include the Head of the Government PR in the ACSMC strategic
meetings

e Providing the Head of the Government PR a seat at the table in the
development of the anti-corruption strategy

> Implement a method for recognizing staff achievements

¢ Implementation of a mechanism for awarding superior performance
such as the creation of an “Anti-Corruption Employee of the Quarter
Award”
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> Regularly discuss anti-corruption during top-level leadership
meetings

e Implementing this practice as a matter of internal policy will help foster
an environment where including the topic of anti-corruption and the
communications effort related to the issue in the top-level leadership
meetings will become second nature.

» Create an anonymous comment box
e Creation of an easy to access anonymous comment box

» Scheduling monthly meetings among Heads of PR Departments and
include anti-corruption as a regular topic of discussion

e Formalization of monthly meetings between the heads of the various
PR Departments with topic of anti-corruption always as a part of the
meeting discussions

Activity Project Months |
1 2 3 4 S 6 7 8 9 10 11 12

Develop Informational |\

Materials

Include Anticorruption
Section in state entities’

Intranet & Internal ]
Network

Inclusion of Head of
Govt. PR in strategic
ACSMC meetings

Implement staff
recognition awards

Practice of discussing
anti-corruption during
top-level leadership
meetings

Anonymous comment
box

Implement PRDs
monthly meetings
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External Communications Strategy

INTRODUCTION

This External Communications Strategy for the Government of Armenia (GOAM)
and the Anti-Corruption Strategy Monitoring Commission (ACSMC) is based on
an assessment of the existing external communications capabilities, practices
and procedures of the Public Relations Departments (PRDs) of the GOAM,
Ministries and other governmental agencies as they relate to anti-corruption.
The key findings of that assessment and information collected from interviews
with the President of the ACSMC Experts Group served as the basis from which
this Strategy was developed.

This Strategy presents three principal communications objectives, their strategic
approaches and corresponding proposed activities. It is important to note that
these proposed activities, further developed in greater detail later in this
document, are but a menu from which the GOAM and the ACSMC can select
from. The document does outline in its last section some recommendations for
the implementation of activities during the first year. Other activities included in
the Strategy can be considered for implementation at a later phase.

Prior to presenting objectives, strategic approaches and activities, the document
defines the key messages to be conveyed during the anti-corruption
communications campaign and the intended target audiences. Key messages
open the door to direct communication with the target audience, because they
bridge where they already are and the place the communicator is trying to take
them. As part of any anti-corruption communications initiative, key messages are
those messages that are important for the target audience to remember and
react to. By prompting the target audience to ask questions, key messages
immediately get them involved in the issue. That in turn makes them curious
about what is being said, and curiosity is the first step to participation. They are
The Message, the essence of a communications campaign.
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Key Messages

The fight against corruption is a strategic priority of the
Government of Armenia.

As a citizen, you are protected by laws against acts of
corruption; be informed and exercise the rights available to
every citizen.

Corruption is a punishable crime; not an accepted behavior.
The government needs you as a partner to tackle corruption

effectively.

Fighting corruption will improve your daily lives.

Target Audiences

These messages, just like the actions, are intended to effectively impact the
following target audiences:

Media

Youth

Civil Society Organizations
Business Community
Active citizens
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KEY COMMUNICATION OBJECTIVES
FIRST OBJECTIVE

Inform the public in general about the Government’s efforts to fight

corruption to strengthen public trust

Strategic Approach: Proactively use different communications channels and
tools to educate the public about achievements in the fight against corruption

In order to carry out the first component of the external communications strategy,
the following actions are proposed:

> Reach out to civil society to draft Anti-Corruption Strategy

On 7 November 2007, at the Conference on Launching of the New Anti-
Corruption Strategy, the ACSMC announced its welcoming of civil society’s
involvement in the development of a strategy to fight corruption in Armenia. No
mechanism was put in place in order to follow through on this public invitation
and it is from here where it is recommended that the external communications
efforts need to pick up.

A formal invitation letter on behalf of the ACSMC should be prepared and
distributed to civil society groups either via mail or electronic mail requesting
formal written recommendations from these groups for the development of an
Anti-Corruption Strategy document.

Within the content of the letter, a deadline for these submissions should be
defined and it should also inform the potential participants that upon culmination
of the submission process, a series of bi-monthly meetings will be held to discuss
the recommendations, guaranteeing those engaging in this process a “seat at the
table”.

A suggested amount of time for these civil society groups to develop and submit
these recommendations should be decided and communicated in the letter.

The letter should be on official Commission letterhead and should also be signed
and approved by all of the Commission members. Additionally, a copy of the
letter and a list of its recipients should be released to the media via a press
release and also posted on the ACSMC website.
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Once all the recommendations are received and the stated deadline is met, bi-
monthly working group sessions should be convened and should include all the
organizations that submitted written recommendations with the established
deadline. The objective of these bi-monthly meetings is to openly discuss and
flush out the “proposed” ideas in these written recommendations. These bi-
monthly meetings should continue until the strategy document is finalized, so
every effort should be made to make these meetings organized, efficient and
productive.

As the strategy document is being developed and as these meetings take place,
copies of the approved (by the ACSMC) drafts of the different phases of the
strategy document, or its topical parts, should be made available on the ACSMC
website. This will help towards the objective of strengthening public trust and
creating a level of transparency in addition to helping educate the public on the
achievements that are taking place on the development of this strategy
document.

» Organize Anti-Corruption Strategy media launch

Once the strategy document has reached its final stage, preparations for a media
launch should already be underplay. Little time should lapse between the official
approval of the final strategy document and a media launch of the document. A
press conference should be organized and all target media should be invited.
The best day for a press conference of this sort should be on a Tuesday morning
in order to maximize the week for earned media.

The press conference should be announced via a press release at least a couple
of business days prior and should be sent out several times throughout those
days prior to the actual press conference. In addition to including the date, time
and place of the press conference, the press release should also include a list of
the civil society organizations that will be participating in the conference, in other
words, the key players of the final strategy document.

The day of the press conference, a news release should also be distributed to
the media outlining in brief summary form the main points of the strategy
document so as to provide concise information to the reporters on what was
featured at the press conference.

In the weeks working up to the finalization of the strategy document,
spokespeopl e from the GOAM and ACSMC should be identified and briefed on
the strategy document in detail. Once the press release announcing the press
conference has been distributed to the media, the GOAM public relations staff
should contact media outlets to follow-up on their attending the press conference
and should also work to arrange one-on-one interviews of these designated
spokespeople. One-on-one interviews should be coordinated for all media outlet
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mediums, including radio, TV and print. It is crucial that all who are identified and
selected as spokespeople have previously undergone proper media training.

Also, in the days leading up to the finalization of the strategy document, third-
party endorsements from the civil society organizations that participated in
drafting the strategy should be sought and secured. Quotes from these
organization leaders should be included in the news releases and they should
also be allowed to participate in one-on-one interviews if they have received
proper media training.

All of these press releases including the one summarizing the strategy document
should simultaneously be uploaded to the website. The final strategy document
should also be uploaded to the ACSMC website during the actual press
conference and its availability on-line should be announced at the press
conference as well.

The media should be closely monitored after the press conference and release of
the final strategy document and any and all earned media, whether radio, TV,
online or print should be documented and a final report prepared. Additionally,
these results should be included in future internal communications such as the
newsletter, the internal/intranet network, briefs and memos (see Internal
Communications Strategy document).

> After launch of the strategy, organize quarterly press conferences to
present Anti-Corruption Strategy results achieved

After the strategy document launch, quarterly press conferences should be
organized mirroring the type of reporting mechanism employed by the corporate
world in releasing their corporate earnings to the public. These quarterly press
conferences will in turn serve to release to the public in general the
achievements and results of the strategy as it is carried forward. This initiative to
conduct quarterly press conferences should be announced during the initial press
conference releasing the final strategy document.

A news release should be drafted and distributed outlining and briefly
summarizing the main results that will be featured at the scheduled quarterly
press conference.

During these press conferences, spokespeople should be identified and prepared
to do one-on-one interviews and therefore should be made available to the press.
Public relations staff should coordinate to schedule these interviews with the
media by making follow-up calls and pitching these spokespeople and the stories
they have to tell.
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The media availability of these quarterly press conferences should be maximized
and used to tout the success of the anti-corruption efforts being carried out by the
GOAM and the ACSMC always keeping in mind that it is via the media that the
public will best learn of the anti-corruption achievements and thus begin to
strengthen their trust of this government initiative.

» Conduct radio program “Anti-Corruption Today”

Another strongly recommended proposed activity that would help further
generate public discourse and in effect help keep the public regularly informed
and engaged in the fight against corruption would be the creation of a radio
program. As the implementation of the Anti-Corruption Strategy advances, and
earned media is generated as a result of the achievements of the fight against
corruption, content for the radio program will come naturally.

The format of the proposed radio broadcast could be a weekly program (duration
to be determined), offering a news update on anti-corruption initiatives, general
commentary and invited guests that are experts on the matter. An integral part of
the program could be the “Citizen Hotline” segment, an open microphone portion
of the show, where people can call in to ask questions or advice on how to
address situations that occur in their daily life.

This program, which could be called “Anti-Corruption Today”, would be aired on
Armenia Public Radio and would need to be institutionalized and broadcast on
the same day and same time every week so as to build up its listenership and
audience.

The host of segment/program should be an individual well versed on up-to-date
anti-corruption initiatives in Armenia and therefore be able to offer intelligent
commentary, pose well thought out questions and provide responses.

In order to further maximize the radio broadcast’s reach and listenership, it
should also be pod cast live via the ACSMC website and archived on the website
for future reference by website users/visitors.
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SECOND OBJECTIVE

Raise awareness among youth and public in general about corruption,
its effects, and how to mobilize against it

Strategic Approach: Incorporate anti-corruption initiatives into
mainstream public activities

In order to carry out the second component of the external communications
strategy, the following actions are proposed:

» Conduct media blitz during first three months after strategy launch
to leverage momentum created by the launch of the ACSMC Strategy

Working to take advantage of the momentum created by the strategy launch, the
first three months following the launch should be characterized with aggressive
and almost daily contact with journalists working to get media hits nationwide on
a very frequent basis.

In order to do this successfully, there are a variety of communications channels
and tools that should be used and accessed in order to enter the daily lives of the
Armenian public. Paid media should play a significant component of this media
blitz, featuring ads on television and radio as well as advertorials in magazines
and newspaper publications. Public Service Announcements (PSAs) should be
another important component of this proposed media blitz.

In addition to the paid media mentioned earlier, there are other cost-effective
ways to generate media coverage. For example, Commission members or other
notable anti-corruption government officials should be encouraged and helped to
write and submit editorial columns to the newspapers around the country, as well
as feature them in one-on-one interviews and talk shows on both television and
radio.

» Conduct “town hall” community meetings with organizations such
as business associations, unions, consumer groups, community
organizations, etc.

In an effort to go beyond the media outlets and reach out to the public directly,
community meetings and workshops with organizations such as business
associations, unions and consumer groups among others should be organized
and carried out on a frequent basis around the country.
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These meetings could serve to sensitize business leaders, active citizens and
other community leaders about the negative impacts caused by corruption-
related acts, and make known to them mechanisms available for the citizens in
the fight against corruption and possible steps that can be taken in this campaign
to end corruption in Armenia.

The meetings should either feature a Commission member as the main speaker
or could also include a panel of experts composed of Commission members
among others.

These meetings can also be organized to be open to the press thus generating
greater reach and the meeting notes and summary reports of these meetings
should be made public and archived and uploaded onto the ACSMC website.

> Partnership with Armenian Apostolic Church to have clergy
members disseminate message

An entity that should not be overlooked which can be a key leader in the Anti-
Corruption Strategy is the Armenian Apostolic Church. This Church is perhaps
the entity which the people of Armenia trust and follow the most.

Because it is seen as a high credible source and thus one of the most powerful
institutions in the country, the clergy of the Church should be engaged in helping
to raise awareness among the youth and the public in general. By actively
engaging the Church and its clergy, the anti-corruption initiative can thus be
injected into mainstream element of the Armenian peoples’ lives, which is their
faith and following of the Church.

By engaging the clergy, the message and call for good and responsible
citizenship on behalf of the people is a natural one considering the source, which
is already seen as good and trustworthy.

> Utilize ACSMC website

Once developed and fully operational, the Anti-Corruption Strategy Monitoring
Commission (ACSMC) website will serve as an effective two-way
communications tool in the fight against corruption, as the GOAM will be able to
utilize it to inform and engage the Armenian public in this area. It will also serve
to provide transparent information regarding GOAM'’s Anti-Corruption programs
and activities and raise public awareness among target audiences about the
need to fight corruption. Furthermore, the website will serve as a reference point
for active citizens in the fight against corruption and journalists working on news
related stories regarding this subject.
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