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Population Overview
Every implementation is unique, because every company culture is different.
The following Airbnb demographic factors guided how the program was delivered.

Population Age Range

Gender Breakdown

Notes and Observations

60%

• The majority of participants are located in the

48%

50%

company headquarters in San Francisco.
• The program serves employees worldwide.

40%

40% Male
60% Female

28%
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10%
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60+
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20-24

24-29
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40-49

• 60% female, 40% male participant population.
• Most employees are desk workers.
• 48% are between 30-39 years old.

16%

4%

• 332 employees enrolled in Inspirus Well-being.

50-55

Enrollment
For the Airbnb pilot, 451 employees were targeted. Of those targeted, 332 enrolled. This resulted in a
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74% enrollment rate. Below are relevant company, industry and top-down vendor comparisons.
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Participation
Once enrolled, employee engagement was tracked on a weekly basis. The measure for “engaged”
was at least 3 meaningful actions per week. The Airbnb engagement rate was well above average.
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Habit Choice
The chart below shows the breakdown of habit choices made by all participants in the Airbnb Mastering
Stress program. Exercise is clearly the most popular choice, with over a third of participants focusing on
it, followed by healthy eating, meditation and improving sleep.

Habit choice breakdown
Healthy Eating: 17%

Meditation: 15%
Positive Journaling: 6%

Sleep Routine: 8%
Yoga: 8%
Fitness Routine: 36%

Deep Breathing: 6%
Social Relationships: 3%

Knowledge Outcomes
The pre and post-assessments given to participants captured the before and after

Q: How would you rate your knowledge on

Q: How would you rate your knowledge on how

what your stress response is and why you

your thoughts, environment and actions

have it in the first place?

influence your stress response?
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impact of the Mastering Stress program. The rates were substantial.
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Before
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After

Before
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Before: 51% reported “Good” or “Very good”

Before: 64% reported “Good” or “Very good”

After: 75% reported “Good” or “Very good”

After: 79% reported “Good” or “Very good”

Confidence Outcomes
The following charts capture key confidence-related questions asked

Q: How would you rate your confidence in

Q: In the last month, how often have you felt

Q: In the last month, how often have you felt

knowing how to cope with stressors on a daily

confident about your ability to handle your

that things were going your way?

basis?

personal problems?
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within the Inspirus Well-being pre-assessment and post-assessment.
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69%

After
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25%

In aggregate, 25% of participants
improved their sense of “things going
their way” during the program.
Before

After

Before: 42% reported “Good” or “Very good”

Before: 69% reported “Fairly/Very Often”

After: 69% reported “Good” or “Very good”

After: 82% reported “Fairly/Very Often”

Anxiety and Agitation Outcomes
The following charts demonstrate changes in response to questions about the level of agitation
present in participants’ response to stressors in general and at work.

Q: In the last month, how often have you

Q: In the last month, how often have you

When I have little time for a job to be done...

been able to control irritations in your life?

been angered because of things that were

“I usually stay calm.”
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Hundreds
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outside of your control?
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80%
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In aggregate, 22% of participants reported
improvements in their ability to stay calm when
little time exists to complete a job.

Before

After

Before: 49% reported “Fairly” or “Very Often”

Before: 25% reported “Fairly” or “Very Often”

After: 74% reported “Fairly” or “Very Often”

After: 13% reported “Fairly” or “Very Often”

Burnout Prevention Outcomes
The following measures capture crucial data on employee burnout risk levels. Improvements
in these measures are correlated with significantly lower burnout likelihood.

Q: In the last month, how often have you felt

Reported success when attempting to relax

Reported ability to sleep despite tasks and

nervous and “stressed”?

after a hard day of work:

duties accumulating to the extent that they
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are hard to cope with:
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After
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In aggregate, 32% of participants who had

In aggregate, 12% of participants
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difficulty before the program reported having

improved their ability to sleep despite

little to no difficulty after the program

a heavy load of tasks and duties.
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Before: 50% reported “Fairly” or “Very often”
After: 25% reported “Fairly” or “Very often”

Stressor Management Outcomes
These charts reflect the level of mastery participants reported feeling over tasks and stressful events in their
life. Feelings of mastery and confidence are correlated with improved concentration and work performance.
Q: In the last month, how often have you

Q: In the last month, how often have you felt

Q: In the last month, how often have you felt

found that you could not cope with all the

that you were on top of things?

difficulties were piling up so high that you
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could not overcome them?
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things that you had to do?
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18%
6%
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Before: 29% reported “Fairly” or “Very often”

Before: 44% reported “Fairly” or “Very often”

Before: 18% reported “Fairly” or “Very often”

After: 13% reported “Fairly” or “Very often”

After: 65% reported “Fairly” or “Very often”

After: 6% reported “Fairly” or “Very often”

Null Outcomes

Q: About what percentage of your stress is due

Q: In the last month, how often have you

Q: In the last month, how often have you

to your personal life (as opposed to work)?

been upset because of something that

felt that you were unable to control the

happened unexpectedly?

important things in your life?

100%
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The following metrics resulted in no significant change during the stress program.
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Before: 35% reported that work was the cause

40%
30%
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20%
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In aggregate, 4% of participants lowered the
frequency of how often they became upset.

20%

21%

18%

10%
0%
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The response to this question remained constant,

of 40% or more of their stress.

with 21% and 18% reporting “Fairly often” or “Very

After: 28% reported the same.

often” before and after, respectively.

Other Outcomes
The pre- and post-assessment included a question about overall physical health, which has been strongly
linked to stress levels. The changes observed in this question, as well as anecdotally, are positive.

Q: Considering your age, how would you

Hundreds

describe your overall physical health?

During coaching calls reviewed by the Inspirus

100%

85%

90%
80%
70%

Well-being team, and based on post-program survey
comments and feedback, the following themes were

69%

noted:

60%

• Improved self-awareness about stress and its

50%

impact

40%

• Ability to utilize “positive self talk” when stressed

30%

• Improved sense of leisure time prioritization

20%

• Improved sense of energy levels

10%
0%

Qualitative Analysis Themes

Before

After

Before: 69% reported “Good” or “Very good”
After: 85% reported “Good” or “Very good”

Satisfaction
Capturing both the satisfaction of participants and how that compared with industry standards was important to
rounding out the impact measures for the pilot. The results demonstrate a high degree of success.
Q: In general, how satisfied are you with the Inspirus Well-being

Hundreds

Stress program you participated in?

Based on participant feedback and internal learning

100%

87%

90%

86%

80%
70%
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52%

shared concerns among Airbnb employees:

• Employees reported high email volume. (We
identified a need for less frequent email by
week 6 and adjusted this in-program).

30%

• High expectations

20%

• Employees both bemoaned and took pride in

10%

universally high expectations at work.

0%

• Lack of time

Program Satisfaction

Top-down challenge wellness
vendor industry average for
participant satisfaction.

from this pilot, we noticed the following commonly-

• Email overload

40%

Avg. Challenge Vendor

Areas for improvement

Inspirus Well-Being
Average
Average participant satisfaction
reported by Inspirus Well-being
customers.

• Some employees were vocal about their lack
Airbnb Pilot 2016
Airbnb pilot participants reporting
they were “Completely,” “Mostly”
or “Partially Satisfied.”

of time to participate fully in the program, or
anything not essential to their job.

Case Studies
Real stories from real Airbnb employees
* To p ro t e c t p r i v a c y, n a m e s a n d i d e n t i f y i n g d e t a i l s h a v e b e e n c h a n g e d .

“Inspirus Well-being has been a reminder that
I have personally, actively, made the choice,
and I should honor it. I saw a difference [in
stress] every single week.”
—Alia, Mastering Stress participant

Mary’s Story:
No longer “eating her stress”
• Female, Mid-30’s

• By week 12, she has developed a sense that “one bad day doesn’t

• Location: San Francisco

become a downward spiral” and reflected that during this program,

• Habit choice: Improve eating habits

she “learned to be nicer to herself.” She found that more positive

• Mary started with Airbnb this year and works at the main company

self-talk helped her avoid feeling “doomed.”

office. She enjoys her job, but freely admitted at the beginning of

• Mary noticed, “Before, I would set goals that were too drastic

the program that she had no habits at all in place to help her deal

and then if I didn’t meet them, I would feel really disappointed

with stress. On her first call she declared that she knew she was on

in myself....it would just make everything worse. Setting goals

a path she didn’t want to follow when it came to “eating her stress.”

that are less drastic, and forgiving myself if I don’t make those

• Coach Kasin introduced her to the idea of habit triggers, and

goals...helped a lot.” As a side effect of the program, she

together on several calls, they brainstormed about what might

noticed, “I’ve also been more motivated to work out more!

trigger her to eat out of stress, as well as positive ways to handle

...I’m feeling positive.”

unexpected stress. They also discussed ways to keep her healthy

• Now that she’s feeling more in control of her life and positive

eating goals in mind during social situations, where she would

about herself, her new goals are fitness-related. She’s enjoying

often lose track of her goals and over-indulge, only to feel bad

exercise more and wonders on her last call if she might do a

later. Together, they came up with concrete action plans for eating

5k!

out at parties and events.

Dara’s Story:
A supportive journey
• Female, 20-30 years old

opened up about her challenges managing others at work, and

• Location: New York

discussed strategies for dealing with this. In the final weeks, they

• Habit choice: Improve fitness, practice yoga 2x+ per week

also discussed more subtle ways to shift her mood when she felt

• Dara came to the program highly motivated to take control of her

stressed, such as positive self-talk and reframing of personal goals

stress. She takes great pride in her job, but she noted in week 1
that intense pressure often leads her and her coworkers to put
their own health last.
• During her coaching calls, she would review her challenges at work
and how successful she was with her habit. Coach Rich guided her

from negative to positive language.
• During the final week of the program, she reflected on her journey
with her coach. She said that the 12 weeks flew by and was sad for
it to end.
• When her coach asked about what she found helpful, Dara

toward strategizing how she would fit yoga into the coming week.

said, “Being able to talk to you! Hearing myself say things out

They also discussed secondary goals, such as eating healthy meals

loud about stress and what’s going on has helped me a lot, by

and adding journal writing into her routine to help her let go of her

making me more aware of what’s happening and making sure

day. She found that writing helped her sleep.

I take care of myself.” She told her coach during their final

• By week 4 of the program, she had been moderately successful
with her goal of sticking to a regular yoga routine. In week 6, she

call, “I think you are great. You’re very easy to talk to and
understanding of what I needed to talk about.”

Carlos’s Story:
From cynical to calm
• Male, 30-40 years old

meditation breaks per week, with a goal of doing it every day.

• Location: San Francisco

Along with the meditation, he picked up a stronger exercise habit,

• Habit choice: Practice meditation

getting on his exercise bike for 45 minutes 3-5 times per week.

• Carlos identified himself as a “cynical” type and said he thought of

Also trained in fitness and nutrition, his coach was able to give him

the well-being program as being “some person’s management

a few tips for getting more from his cycling workouts, such as

goal”…but if there a chance he could really benefit, he was willing

trying high intensity interval training.

to give it a shot. He came to the program already familiar with Zen

• Reflecting on his progress, he said, “Thinking about the way

meditation as well as transcendental meditation (TM) which he

things were 9 weeks ago, I would say there has been a definite

used to practice when he had a longer commute, but in recent

improvement. Two things: One, it’s easier to let things go.

months he hadn’t found the time. Speaking to his coach about his

…The other thing is that I don’t get riled up so easily at the

goals, Carlos expressed a desire for calm and serenity, and hope

things that come up at work.” Moving forward, creating long

that meditation could help him find it.

term goals for himself (for meditation as well as weight loss)

• During the first half of the program, the habit felt anything but

seemed doable to him, and he worked with coach Julia to

automatic or easy. He kept the Inspirus Well-being dashboard

strategize about other “accountability partners” he could connect

open on his computer as a reminder, and stuck with his habit the

with to stay motivated.

best he could even in the weeks between coaching calls.
• By week 9, he was consistently making time for between 1 and 3

• In week 12, he stated, “I’ve definitely noticed a reduction in
stress level, and that’s the ultimate goal.”

Alia’s Story:
Mood turnaround
• Female, 30-40 years old

• In week 12 of the program, Alia told her coach, “Inspirus Well-

• Location: London, UK

being and you and the tools online have been supportive and

• Habit choice: Improve sleep routine

great for inspiration. It’s kind of like quitting smoking - you

• Alia described a typical day as being packed with conference calls

have to make the decision actively, yourself. …[Inspirus Well-

and travel, running from one task to the next. At the start of the

being] has been a reminder that I have personally, actively,

program, she admitted that she had no healthy way to cope with

made the choice, and I should honor it.” She added, “I saw a

stress - she typically would reach for cigarettes or coffee, and

difference every single week.”

spent sleepless nights thinking about work. She said she loves

• At the end of the program, she reported that the sleep routine was

working but wished for more time to enjoy her hobbies and time

going well, and by sticking to it at least 3 times per week, she felt

to herself. She reported feeling very anxious, worried and stressed

more productive, organized, in control and relaxed. This was a

most of the time, often regarding situations out of her control.

dramatic turnaround for Alia with respect to her stress level and

• She chose to focus on sleep, with a goal of getting at least 7 hours
of sleep per night. As secondary habits she also tried deep
breathing and exercise, and found herself using the deep
breathing at various points during the day. Deep breathing tied in
well with her sleep habit, because she would practice it as she
disconnected from her work day so she could sleep in the evening.

general mood.

Steve’s Story:
A sharper mind
• Male, 30-40 years old

better equipped to make plans and decisions. He has stated that

• Location: Australia

the resources provided by the coach and platform have had a

• Habit choice: Practice meditation

huge informative impact for him. He also enjoyed the weekly

• Steve has a busy schedule, and travels often for work. He works

coaching service and stated that it was one of his main sources of

with a team that has had significant turnover, which has been a
challenge. He describes a full life with exercise, volunteering,
travel, foreign language lessons, friends, and more. He chose
meditation as a method for preparing himself for stressful
situations and preventing the harm imposed by stress.
• Though Steve has tried to develop new habits before, lack of
discipline has been his downfall. To prevent this problem, tracked
his Inspirus Well-being habit in his own paper journal and it kept
him on track. Steve was an early enthusiast of his habit.
• By week 5, Steve was able to integrate meditation into his daily

motivation.
• Of the Inspirus Well-being program he said, “The videos are really
really helping. They’re very interesting. These calls are really good.”
• By week 6, Steve considered meditation as just another regular
part of his day! He planned on continuing with this habit after the
program ends. He speculated, “I think this will become a daily
routine. You just build the time into your day.”
• In week 12 of the program, Steve was very busy in work, having
lost several members of his team, but he noted that having spent
the last few weeks developing his new habit, he was better

morning routine and noticed some huge differences. He reported

prepared to handle it! He told his coach, "It’s been good to have

feeling more prepared for the day after he completed his morning

this meditation stuff [during these difficult times] - it would

meditation routine. His anxiety levels seemed reduced and he felt

have been much harder otherwise.”

Lee’s Story:
Building positive triggers
• Male, 20-30 years old
• Location: Washington, D.C.

• By week 5, he found that the new techniques were so helpful that he

• Habit choice: Initially healthy eating; changed to meditation

found himself recommending Inspirus Well-being to his counterparts

• Lee has worked at Airbnb for a year and is passionate about his job,

because learning to “be more mindful in the moment” helped reduce

where he manages many people. Initially, Lee wanted to work on

the stress of being a manager, as well as helped him keep the big

healthy eating, but decided to shift to mindfulness. He began Inspirus

picture in mind. He said, “As a leader, stress can make you focus on a

Well-being already aware of stress and its impact on others around him,

single tree, when you have to remember that there is a whole forest.”

but did not feel successful using that information yet: “Addressing

• By week 11, he was having success reducing his smoking. On a call with

[stress] early before it becomes a problem is something I have not

his coach, Lee mentioned that particularly stressful and hectic week, he

learned to do, which is a bad strategy. “ He wanted to be proactive

only had 2 cigarettes - “significantly less than what I typically have on a

about stress.

very stressful week.” He even managed to avoid smoking during his

• Lee is a social smoker and says that smoking helps him “check out” of
social situations. He hoped to replace smoking with meditation, a

birthday.
• His Inspirus Well-being experience taught him to create new habit

positive habit. Lee’s coach helped introduce the basic principles of

triggers, allowing him to reframe the stress that previously led to

meditation and sent him several resources to get him started.

the desire to smoke. “I don’t think you can make stressful

• During the program, Lee found himself in some stressful situations,

situations or people go away, but maybe allow it to trigger

including high-pressure projects and a few workplace conflicts. He was

something else, like deep breathing, and have it be my natural go-

able to use his mindfulness practice to help him manage his stress and

to when a situation becomes uncomfortable [instead of smoking].“

as a result he was also able to manage his team better.

Abe’s Story:
Finding the baseline
• Male, 40-50 years old

• With his coach’s help, Abe became more self-aware of his stress and

• Location: San Francisco

when to try using his habit: “Knowing what a calm empty state of

• Habit choice: Practice deep breathing

mind is is a good baseline, and I’m getting there... That level of self-

• Abe has been working at Airbnb for around a year. He manages a

awareness is slowly growing. And I think that is something I can use

distributed team and travels often between the USA, Europe and
Asia. His motivation for trying Inspirus Well-being is his desire to

as a trigger.”
• Abe truly developed a sense of awareness throughout the program.

create balance between taking care of his family and himself, while

Before stressful meetings, presentations and conversations, he

doing great work. He considers his life stressful, with a long

would practice deep breathing. He became aware of the feelings of

commute, the long work hours and lots of responsibility. He likens it

unsettledness to motivate acting on his habit and through time he

to feeling like he is “on-call all the time.” He chose deep breathing

became more and more sensitive to these stressors.

because it seemed easy to integrate into his daily routine.
• By the middle of the program, Abe was using his deep breathing

• By week 12, Abe reflected, “A deep learning point was identifying the
triggers and a heightened self-awareness of when I’m falling into the

practice at work, sometimes doing it in short bursts at his desk, which

trap.” At the end of the program, Abe was able to not only apply his

helped him “bring back focus to things, besides the stressors.”

mindfulness practice to stressful situations, but to happy ones as

• In week 6, he connected mindfulness to his work efficacy:

well. “I’m much more conscious. It’s awareness of myself. Not

"Getting yourself to a place where you can diagnose better…for

just the stressful situations but the joyful situations. [Being]

that, you need to empty your mind.”

present is amazing.“

Amelia’s Story:
Empathy & mindful eating
• Female, 20-30 years old

she was out of her weekday routine. Her coach was there to

• Location: San Francisco

brainstorm ideas with her. Amelia noted that the empathetic,

• Habit choice: Improve eating habits

realistic approach that her coach offered was reassuring and

• Amelia has been working at Airbnb for about 1 year. Previously,

helped her stick to eating mindfully: "I appreciate your approach,

she balanced school and work, but has finished school and began

the human approach: You’re not going to be perfect, you’re going

the program excited to have newly acquired a bit of free time.

to want to splurge on things. …I try to so hard to be perfect

Though she eats very healthy and balanced during the week in the

sometimes that I don't let myself to really enjoy that splurge,

company cafeteria, she was not able to maintain it on weekends;

whereas I think if you let yourself do that and acknowledge that it

after 2 cocktails, she lost her willpower to make healthy food

was great, and that you will continue on being your best self

choices. She described a habit of constantly picking at snacks

tomorrow, I think it’s a good balance.”

when she isn’t hungry, just because food is in reach. Her goal? To
reduce her stress by becoming mindful with her eating.
• Though she was surrounded by temptation throughout the

• Working with her coach, she developed strategies to created a
sense of mindfulness around her eating. By week 8 of the
program, Amelia had this to say about her healthy eating habits:

program (events, travel, parties, winery tours), Amelia was able to

“I realize that when I can be really thoughtful and conscious

develop some good habits to help her with her mindful eating

about my routine, and about drinking water, and about

goals. For example, she learned to look at the primary focus of

snacking, and about the right portions in my meals, and

social events (such as her friends) instead of the food.

planning out my days, I can do well!”

• By week 7 of the program, Amelia was still having trouble when

Taylor’s Story:
Don’t sweat the small stuff
• Female, 20-30 years old

meditation would build her patience with people, helping her to

• Location: San Francisco

not “be so quick to react” when people bother her. Her coach

• Habit choice: Practice meditation 4x per week

reminded her that this habit was supposed to benefit Taylor and

• Taylor enjoys her job at Airbnb. Her days are occupied with work,

be for the benefit of herself (as opposed to being another thing

volunteering, and spending time with her sister or at home with
her partner. She chose meditation as her habit because her

she was doing to help others).
• By week 12, Taylor was consistently practicing mindfulness at

partner is a big fan of it, and she occasionally did meditation when

work. She felt open to talking with her coworkers about their

she couldn’t fall asleep or when she was anxious on planes. She

Inspirus Well-being habits or taking a quick break in the middle of

hopes to integrate meditation into her daily life and learn to be

her day to meditate at work.

more mindful, stating, “I hope to be more calm...and not [freak]
out over the little things.”
• By the week 7 of the program, Taylor was starting to practice her

• She reported that her new meditation habit had a significant
benefit for her at work: “I know I get a lot out of it when I’m
doing it at work. When I do it, [I realize] there’s nothing I can

habit by meditating at work. She tried to do it twice a week and

do to sink this ship. Don’t worry. Relax. And I notice that at

reported that she enjoyed taking the time from her day to

work [because] beforehand it was hard to quiet my mind. “

meditate. Her coach introduced her to an app that offered her
short guided meditations. She remarked that she hoped

Jenna’s Story:
Taking control of her schedule
• Female, 30-40 years old

exercise” breaks where she would workout or take a walk for a few

• Location: Seattle

minutes daily, saying, “Even if it's for 10-15 minutes, I try to

• Habit choice: Improve fitness routine

leave the computer and do a mini walk. And I do think that it's

• Jenna is a manager and has worked with the company for over 3

been energizing for me because I'm not just sitting in front of

years. She was excited for the Inspirus Well-being program and the

a computer and good obviously because it's helping me

potential benefits that it would bring because she was already

achieve my goal...I’m making progress.” Jenna even brought her

familiar with the benefit of stress management. As a self-identified

habit into her work life by trying to schedule more walking

overachiever and perfectionist, she knows her everyday work can

meetings.

“lead the mind to...undue stress.” She has been meaning to

• Though her constant travel did make finding the time to exercise a

incorporate exercise into her routine for a while but felt unable to

challenge, by week 12, Jenna was much more cognizant of what

get to it. Once an athletic person, she’d had almost no exercise in

worked for her when it came to prioritizing her health. Jenna

almost a decade, and she saw this program as an opportunity to

found that having scheduled activities made it easiest to commit.

build a consistent routine.

She signed up for a tennis camp and even enrolled in a

• By week 4, Jenna was putting effort into building exercise into her

tournament, and gained a better overall awareness of how much

week. She identified a support system of friends in both Seattle

exercise was realistic for her. And although consistency was

and San Francisco. She joined a recreational tennis team.

difficult because of travel, she hopes to try scheduling more

• Although her schedule required a lot of travel, she worked with her
coach to integrate exercise into her schedule. She embraced “mini-

exercise into her routine when in San Francisco for work, and now
has the tools to do that.

Bridget’s Story:
Mindful self-discovery
• Female, 30-40 years old

time for herself, not working herself to the bone, and rewarding herself

• Location: Sao Paulo, Brazil

occasionally. Her health coach suggested Bridget practice her

• Habit choice: Practice meditation

mindfulness habits during scheduled walks.

• Bridget has always worked in a high-stress journalist environment and

• During weeks 6-8 of the program, Bridget’s work brought her to Rio

is used to getting a strong daily doses of adrenaline. She’s also a single

during the Olympics. Her relationship with her coach helped her during

mother with a seemingly never-ending to-do list. She describes her job

this high-pressure trip. Whenever she did find time to practice

at Airbnb as being “like a dream job,” but the frequent change in

meditation, she reported that it improved her stress levels, saying,

routine can be overwhelming for her. Her goals are to create a bit of

“[Meditation’s] been working...before I go to bed, I sit down on my bed,

time for herself everyday, “to shut down a little bit” and not think about

and light a candle, and empty my mind. And it has been working.”

the next things she needs to do. She chose mindfulness meditation as

Though the trip knocked her out of her routine, Bridget continued to

her habit because, as a journalist, she is in “a very high pressure

work with her coach to consider her sources of stress and management

environment… [meditation] can make a really big difference not

strategies.

just with the work but with what I’m doing to my own body.”
• Bridget’s stress was contributing to some physical health problems and

• About her experience with Inspirus Well-being, she said, “These
sessions have been going a far way in terms of self-discovery...I

she was ill during the first few weeks of the program. On calls with her

woke up very enthusiastic to speak to you. It just forces me to be

coach, she emphasized a need to develop habits to reduce the stress

analytical about what’s going on. To be articulate means you have

that was leading to her health issues. With the help of her coach,

to think through it.”

Bridget talked through small ways to reduce stress, such as making

