
 
 

Refugees Empowerment through VET for an inclusive Europe 
Erasmus + project initiated by ERIFO - n° 2016-IT01-KA202-005445 

 
 

Intellectual Output 3 
 

IO3 Migrant Service Provider Curriculum Handbook 
 

Course Plan 
 

 

 
 
 
 

This document was prepared by FISPE with Revalue partners 

      

 
 
 



 

2 

 
Contents 
 
 

1. Introduction  
2. The REVaLUE Project  
3. Migrant Service Provider profile  
- Context and definition  
- Occupational profile       

4. General educational objectives of the CURRICULUM  
5. Specific educational objectives of the CURRICULUM 
6. Content topics  
- Module description  
- Expected learning outcomes, (expressed through the European Descriptions of studies and based on five descriptors 

adopted at European level: knowledge and understanding, applying knowledge and understanding, making 
judgements, communication skills, learning skills) 

- Knowledge, skills and competences  
- Assessment criteria 

7.  List of useful resources and links in partners country 
 
 
 
This project has been funded with support from the European Commission. This publication reflects the views only of the author, and the 
Commission cannot be held responsible for any use which may be made of the information contained therein. 
 



 

3 

1. Introduction 
 

Due to the high number of migrants arriving to Europe every year, in all European countries there are several agencies offering services for migrant. 
Provision of such services requires an in-depth knowledge of administrative and legal procedures of the host countries, but also good knowledge of 
foreign languages (especially the ones spoken by migrants) and a proper understanding of cultural differences in order to better communicate with 
customers; they are skills that can be found among migrants. Through project REVaLUE, refugees can take part to a VET course that will build on 
their existing language and cultural skills, adding specific competences and knowledge with the objective of creating effective Service Providers in 
relation to migration. More specifically, the Migrant Service Provider will reunite in one figure the skills of intercultural mediators with knowledge 
and competences of counselors and service managers.  

 
The first step toward the development of the Curriculum is the definition of the course structure and contents.  
The output will be a Curriculum Handbook divided in two sections: Course Plan and Didactic Manual.  
The first section will contain the description of the Course Plan, which includes:  

a) General educational objectives; 
b) Specific educational objectives;  
c) Expected learning outcomes, (expressed through the European Descriptions of studies and based on five descriptors adopted at 
European level: knowledge and understanding, applying knowledge and understanding, making judgements, communication skills, learning 
skills; ) 
d) The content topics;  
f) Assessment criteria; 
g) Occupational perspectives, specific for each national context.  

 
The second section will consist in the Didactic Manual, containing the methodology and the teaching material of the Curriculum. The course will be 
taught through CLIL methodology in order to improve migrants’ language skills and will make extensive use of visual materials to facilitate the 
learning process of non-native speakers.  
The face-to-face classroom will consist in minimum 4 modules: 

 1) Immigration legislation and administrative procedures; 
 2) Orientative Information Techniques; 
 3) Service Management;  
 4) Principles of Customer Care.  
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The Didactic Manual will contain the teaching materials of all modules consisting in topic sheets, videos and Prezi presentations. These are all 
highly visual materials that will facilitate the learning process of non-native speakers. The leader of this IO will be FISPE, to take advantage of its 
expertise and knowledge of innovative ways for transferring language skills to migrants and ensure that the language skills aspects is properly taken 
into account in the development of the course design 
 
 
 

2. The REVaLUE Project 
 

Erasmus+ REVaLUE Project  
The goal of project REVaLUE is to enhance the labor inclusion of refugees, subsidiary protection holders and asylum seekers by improving their 
access to skilled jobs.  
The corrective action of REVaLUE will strive to tackle all major causes that prevent refugees’ labour integration, namely: 
- Lack of recognition of knowledge, competence and skills, including previous studies; 
- Deskilling; 
- Lack of working experience in the host country; 
- Language. 
Through a solid partnership, made of a combination of VET providers and migrant associations based in Italy, France, Germany, UK and Hungary, 
the project will: 
1. facilitate the recognition of formal, non-formal and informal knowledge, competences and skills of refugees/subsidiary protection 
holders/asylum seekers through the design and implementation of a toolkit for migrants' skills assessment;  
2. transfer new highly qualifying skills to refugees/subsidiary protection holders/asylum seekers through tailored VET courses, one for “Migrant 
Service Providers” and another for “Social Enterprise Manager”, that meet their specific learning needs and characteristics, in particular the 
language;  
3. provide refugees/subsidiary protection holders/asylum seekers with hands-on experience through the creation and implementation of work-
based laboratories. 
The target group of project REVaLUE will be refugees/subsidiary protection holders and asylum seekers recently arrived to Europe. Female 
migrants will be given special consideration, integrating a gender approach in the design and implementation of project’s products. Although the 
beneficiaries of the action are constituted by humanitarian migrants only, the project’s products will be applicable to other kinds of migrants as 
well. 
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The innovative feature of REVaLUE lies in the creation of 2 VET courses that put together the best characteristics of VET teaching methodologies 
(use of audio-visual teaching material, work-based training) with the needs and requirements of adult education (acquisition and strengthening of 
basic skills) all bound together with an effective language methodology ( CLIL – Content and Language Integrated Learning). This innovative 
combination will make an exceptionally complete learning experience for the beneficiaries and will constitute an important example for future 
training development. The courses, moreover, will provide training for accessing well remunerated, medium/high-skills jobs in two sectors that are 
generally receptive to the participation of non-native workers, creating real opportunities for the beneficiaries to escape the low socio-economic 
cycle in which they often find themselves.  
A second innovative aspect of project REVaLUE is that it creates a skills assessment tool designed to assess both informal and non-formal learning 
and the level of education attained in the home country. Informal and non-formal learning have to be properly assessed to determine the whole 
spectrum of competences and skills and to direct the person who is being assessed towards the most appropriate educational and professional 
pathways. However, especially in the case of humanitarian migrants, including innovative ways to assess formal learning is equally important, given 
that they usually lack certificates and proof of their previous studies. The tool will be designed to make it easier for refugees to describe their 
educational experience, and for service providers and job counsellors to assess their effective level of education. 
Finally, project REVaLUE will not limit itself to the creation of a skills assessment tool, but it will build on that experience to create two other 
products: 
- a CV certified by the project for all beneficiaries of the skills assessment process. To this end the REVaLUE CV will bear in the cover page a 
description of the project and the assessment process that led to the drafting of the CV.  
- The report “Who migrates to Europe? Educational and professional profiles of refugees in EU countries”. The report will collect the assessing 
experience of the 5 countries in which the project is carried out, trying to draw a picture of refugees in terms of education and professional 
experience.  
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3. Migrant Service Provider   

 
- Context and definition of the Migrant service provider   

 
This profile mainly operates in shelters managing supporting activities for migrants, counseling, conflict prevention and management, intercultural 
training, creation of a territorial network and coordination of work teams. 
 
The occupational figure of the Migrant service provider exists in all the partner countries, even if job titles are be very different.  The role is done 
by the different job profiles, depending of the country. A key part of the REVaLUE partnership objective is to deepen the understanding of the 
professional profile, while developing a Migrant service provider training program.  
 
There is no requirement for a Migrant service provider to work under license or be required to register with a professional body in the EU to do 
their job role.  Neither does Migrant service provider require a specific professional qualification to deliver migrant services, although many do 
hold qualifications in education and training.  
 
Migrant service providers work in community settings such as Schools, Reception Centers, Migrant shelters, Social Centers and in refugee camps.  
 
As the Migrant service providers is increasingly regarded as an emerging occupation within the VET sector, the necessity to develop an official 
training program, while also describing a common occupational profile across the EU, defining a recognized professional role entitled “Migrant 
service provider” is becoming more and more important.  
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Occupational profile 
Name of the 
occupational profile 

Migrants service provider  
 

Economic sector 
of reference 

 
 NGO, charity, shelter, consulting 
 

EQF Level 
3-4 
 

Sector/Area  
of employment  
in the labor market 

Social work   

Main activities  
and responsibilities 

▪ Delivering counseling services to migrants and refugees  
▪ Social and cultural mediation services to migrants and refugees 
▪ Defining needs and supporting shelter to ask for legal assistance 
▪ Providing support to learn the host country language 
▪ Managing relations with asylum seekers and beneficiaries of international protection 
▪ Contacting  institutions and bodies working with migrants and operating on the territory 

Types  
of employment 
 (employee;  
employer;  
freelance; etc.) 

▪ Mainly as Employee and employed stuff 
▪ Can also be a Volunteer 
▪ Occasionally as a Freelance (as a socio cultural mediator) 

It will depend on the legal status in each country and the legal form of the organization itself 

Employment 
opportunities 

▪ In charge of the reception desk in NGO, charity working with migrants and refugees 
▪ Counsellor and operator for the orientation ( education, job,  legal service) for migrants and refugees 
▪ Competence consultant 
▪ Interpreter/Community Worker 
▪ Assistant to Refugee Support Service  
▪ Social worker  
▪ Assistant of the social worker  
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This Course Plan will provide to the Revalue Partnership with a standardised tool to deliver and pilot the Migrant Service Provider Vet training. Is 
in its aim to provide a flexible enough reference guide to allow the different teaching methods and learning styles necessary in order to succeed 
in the implementation of a standardised curriculum in different countries and with different sets of participants.  
 
 

4. General educational objectives 
 

The modular program for Migrant service provider will: 
 
 Enable the candidate to deliver the occupational profile with sufficiency and independency (level 3-4) 
 Create the necessary Awareness of the sector and the local and European dimensions of the role 
 Provide the candidate with the methods, tools and references to deliver the occupational Profile proficiently. 
 Establish a starting point and initial milestone to measure a Continuous professional  
 Development in the sector. 

 
 

 

Educational  
and training path  

France: if basic level and volunteer only high school education. But if social worker the person need to have a national 
diploma.   
United Kingdom: NVQ level 3 
Italy:  According to the Basic Law n.84 of 23 March 1993, in order to carry out the activity of social worker it is necessary 
to be enrolled into a professional register, after having obtained a Bachelor or a Master Degree. No specific qualification 
is required for basic level/volunteering activity. 
Hungary: if basic level and volunteer only high school education. But if social worker the person need to have a national 
diploma.  
Germany:  In order to be a social worker, you need to study in Germany. This can still be completed occasionally as a 
diploma or since the Bologna reform as Bachelor and Master. For a state recognition as a social worker you need 
an internship after the Bachelor.  
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5. Specific educational objectives 
 

The specific areas of skills development include: 
 
1) Immigration legislation and administrative procedures; 

This module aims is to provide the participant with the sufficient competencies, skills and knowledge to be able independently provide 
information to the refugees and migrants that they need for legislation and administrative procedure.   

 
2) Orientative Information Techniques; 

 The module objective is to provide the MSP with the fundamental methodologies and instruments that could support him in the orientation and 
accompaniment of individual in a multidimensional process of inclusion. Bearing this purpose, we will not focus only on employment, but we will 
provide techniques and knowledge useful to support individuals in other fundamental aspects, as the support for the development of new ties and 
networks that could favor the social inclusion of the user. A particular focus will be placed on the provision of support to users in difficult situation, 
putting the MSP in condition of valorizing the skills and competences that are not explicitly expressed by the user.  

 
3) Service Management;  

In this module, students are expected to learn about the basics of Service Management and have a greater awareness of Service Management. 
With this module students can understand the benefits of using a Service Management. The module is intended to enable students to monitor the 
effectiveness of service strategies and decisions. The module is designed to enable students to improve communication and coordination strategies 
and improve service quality. 

 
4) Principles of Customer Care.  

Making essential the migrants and refugees who wish work in services which help to migrants within these structures:  transferring key information 
for providing adequate and personalized service and communication to the organization. Also, to familiarize them with notion of non-official work, 
human feeling, human behaviors.  
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6. Content Topics  
 
 

 
Module 1 

 

EQF 
(level) 

Duration 
(hours) 

 

Immigration legislation and administrative procedures 
 

3-4 6-8 

 
Module Description and activities  
 
The content of this module is specific in some way for each country because it depends on legislation and administration 
system of each partner country. The points in common, for every partner country, are based on the different tasks, skills and 
knowledge in connection with supporting asylum seekers and refugees in their transition to the labor market and social 
integration by providing them the information about legislation and administration procedures.  The module activities will 
teach the participants how to manage (all information about immigration legislation and administrative procedures):   

- information on personal documents and administrative process 
- information on benefit from social and professional services 
- information on social housing & accommodation 
- information on the migration process including asylum and refugee status legal advice 
- Information on administrative process for regularisation.   
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Expected Learning Outcome 
 

1. Knowledge and skills on institutional legal framework and administrative procedures for migrants, asylum seekers and refugees  at  
National and Regional level 

2. Knowledge and skills useful to define the needs of legal support and to sustain and orient in procedures setting – (Types of legal 
support provided to migrants, asylum seekers and refugees) 

3. Knowledge and skills useful to setting the activity for supporting of migrants, asylum seekers and refugees in the institutional and legal 
framework 

4. Knowledge and skills useful to understand features of the workplace context, tasks and level of professional profile and conditions of 
professional performance 

5. Linguistic knowledge and skills useful to communicate in specific professional area as legislation and administration 
 

 
Knowledge  

 
Skills 

 
Competences 

 Knowledge of legal environment 

 Knowledge of national  law and legislation with 
a focus on labor laws and any administrative 
process  

 Knowledge of national law and legislation on 
migration with documentation provided by the 
public body  

 Knowledge of legislation on social work and 
migration 

 Knowledge of the migration process including 
asylum and refugee status 

 Knowledge on public device to find a job or 
training 

 Knowledge of  national  and  European 
legislation 

 Knowledge on  host country language learning  

 To be able to  find relevant information on 
migration issues  

 To be able to find relevant information on labor 
market  

 To be able to find the information  on VET 
training  

 To be able to update regularly information on 
asylum & refugee status; on migration issues & 
linguistic opportunities(courses supported by 
public bodies) 

 To be able to provide the information about the 
immigration legislation and administrative 
procedure (written and oral) 

 To be able to verify the information about the 
immigration legislation and administrative 
procedure 

 Attentive 

 Well-informed 

 Holistic  

 Solution-focused 

 Dynamic  

 Solution-focused  

 Understanding 

 Attitude to recognize 
problems  

 Understanding written texts  

 Written expression  

 Oral expression 

 Listen 

Assessment criteria  
Analysis of self- assessment through incoming and outgoing  learning outcomes  
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Module 2 

 

EQF 
(level) 

Duration 
(hours) 

 

Orientative Information Techniques 
   

3-4 6-8 

Module Description  
 
This module aims to provide operators with important instruments for the delivery of orientation services, helping them to 
develop skills and techniques that could enable them to interact positively with the migrants, in a goal-oriented 
perspective. The module contents will enable the operator to design intervention projects that are tailored on the needs of 
the user, providing the required assistance, understanding the pre-existing competences and abilities and showing the 
better pathway for a valorization of the attitudes and abilities in the country of arrival. The module activities teach the future 
Migrant Service provider to: 

- Design a pathway for social inclusion tailored on the needs of the individual use 
- Conducting an effective orientation interview 
- Providing psychological support to users in a situation of distress 
- Defining a user-oriented communicative strategy, aimed to overcome linguistic and cultural barriers (diversity 

management) 
- Performing an initial skills assessment, based on an analysis of competences, evaluating formal, non-formal and 

informal skills and capabilities 
-  Elaborating and managing instruments for the monitoring of the effectiveness of the learning pathways indicated 

(questionnaires, tests, interviews, etc), evaluating the satisfaction of the use 
- Techniques for periodic reporting for the monitoring and evaluation of the service 
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Expected Learning Outcome  
 

1. Knowledge or skills useful for techniques for active listening 
2. Knowledge or skills useful to develop and manage a trust relationship 
3. Knowledge or skills  on Database management systems 
4. Knowledge or skills on providing orientative information 
5. Knowledge or skills on addressing the service user in the right direction according to his background (intercultural communication 

 
 
Knowledge  

  
Skills 

 
Competences 

 Knowledge of inclusion-oriented skill assessment 
techniques 

 Knowledge of techniques of analysis and balance 
of competences 

  Knowledge of peer-to-peer tutoring techniques 

 Knowledge of informative techniques, with a 
particular focus on instruments that could help in 
overcoming linguistic and cultural barriers 

 Knowledge of techniques of evaluation of the 
inclusion pathway 

 Knowledge of the specific national context and 
the related social inclusion policies 

 Knowledge of the migrant services’ sector in the 
specific country and the related migration policies 

 General knowledge of the job market (basic 
normative framework) in the respective country 

  Knowledge of strategies for a positive interaction 
with the service user 

 Understand how to perform an effective skill assessment 

 Understand the pathways for a certification of competencies 

 Support individuals in drafting a curriculum vitae 

 Provide orientation and support in the job search 

 Understand and reconstruct the social-professional personal 

history of the individual 

 Support the user in collecting information on his personal 

inclusion perspectives 

 Accompany individuals in building their professional project 

 Support individuals in the process of research 

 Support individuals in a path of critical reading of 

information concerning learning and professional 

opportunities that could help them in enacting their action 

plan 

 Develop personalized pathway for individuals in difficult 

situations 

 Empathy and 
attitude to 
understand 
the 
individual’s 
demand 

 Communicati
on and 
interaction 

 Patience and 
attitude 
towards 
dialogue 

 Critical and 
analytical 
sense 

 

Assessment criteria  
Analysis of self- assessment through incoming and outgoing  learning outcomes 
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Module 3 

 

EQF 
(level) 

Duration 
(hours) 

 

 

Service Management 
 

3-4 6-8 

Module Description  
This module will introduce the Fundamentals of Service Management, specifically in support of the delivery of migrant 
services. With the knowledge from this module, services can be optimized and relations with customers expanded. The 
module activities teach the students to:  

- undertake initial/risk assessment 
- coordinate the member volunteer and the stuff team 
- regular professional team meetings, supervision, training 
- application for funding of projects,  
- networking with partner organizations,  authorities, professional experts, professional social workers  
- supervision and support of the participants 
- identification of  needs of refugee  
- steering matching processes between refugees and company 

 
 

 
Expected Learning Outcome 
 

1. Knowledge or skills on Controlling systems 
2. Knowledge or skills on Customer Relationship Systems 
3. Knowledge or skills useful to manage Satisfaction and Dissatisfaction of customers 
4. Knowledge or skills on Knowledge management 
5. Knowledge or skills on Networking 
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Knowledge  

  
Skills 

 
Competences 

 Know about basic methods of writing a questionnaire 

and evaluate the answers in order to be able to survey 

and improve customer satisfaction 

 Know key information on the local migrant services 

sector and understand the key needs of the customers/ 

migrants 

 Are familiar with additional and continuing guidance 

offers that are not offered by their own organization in 

order to forward people to competent and relevant 

contact points 

 Collaborate with other professional advisory centers 

that provide advice in other areas of life 

 Have internalized the service thoughts, so that the 

needs of the customers are assumed 

 Know how to successfully address and reach the 

customer 

 Be able to use different communication 

strategies to communicate adequately 

with different partners 

 Be able to build networks and 

collaborations 

 Be able to act in a service-oriented 

manner  

 Know how to manage satisfaction and 

dissatisfaction 

 Know strategies of knowledge 

management 

 Be familiar with the basics of office 

organization 

 Have organizational strength and know 

how to set priorities 

 

 Demonstrate high 

communication skills 

 Empathy 

 Very good networking skills 

 patience 

 flexibility 

 intercultural competencies 

 Good listening skills 

 Open minded 

Assessment criteria  
Analysis of self- assessment through incoming and outgoing  learning outcomes 
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Module 4 

 

EQF 
(level) 

Duration 
(hours) 

 

 

Principles of Customer Care 
 

3-4 8 

 
Module Description  
In this module, principles of customer care should be understood as non-official and implied services. It means all 
activities and behaviors which help to functioning of the organization where the migrant/refugee can work and also the 
non-official help given to assisted migrants (smile, comfort, reassurance…). Nevertheless, we will also define “principle 
of customer care” in a broad sense in terms of business life. By the module activities the future Migrant Service Provider 
will learn:   

- Solving problems, building trust, intercultural sensibility, professional administration, good inner communication.  
- Identify and response appropriately to safeguarding and protection issues with vulnerable clients, including 

children and vulnerable adults  
- Following training and shadowing members, taking on casework and advocating for people in the ‘move-on’ 

process.  
- Awareness of wellbeing of service users and reporting any issues to appropriate person.  
- Undertaking sensitive and comprehensive interviews with service users to assess their needs 
- Maintaining effective client report using the organization data capture system including communicating 

effectively with the Home Office case owner. 
- Provide on-going interpretation, advice and practical support to individuals using the service, responding to their 

needs as they are identified.  
- Customer care will be on based on the social work ethical code, and its intercultural variation  
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Expected Learning Outcome  
 

1. Knowledge or skills on Customer Care Principles 
2. Knowledge or skills on differences between internal and external Customer Care 
3. Knowledge or skills on promoting a friendly and positive attitude 
4. Knowledge or skills on intercultural mediation 
5. Experience gained in counselling talks (also in exercise situations) 

 

 
Knowledge  

  
Skills 

 
Competences 

 Knowledge about principles of customer 

care in business enterprise 

 Knowledge about which principles are 

applicable in services provider to migrants  

 Non-official services 

 About conflict or dislike between migrants 

 Functioning of organizations  

 Knowledge and understanding of poverty 

in inner cities and the lives of asylum 

seekers and refugees; or willingness to 

learn about this area. 

 Aware of conflict and migration issues and 

sensitive to cultural issues, including those 

relating to gender. 

 

 
 

 To create a customer friendly environment  

 respect confidentiality of the organization 

 Ignore migrant origins to not conflict with 

someone 

 Providing a welcoming personal and 

trustworthy service for people in extreme 

need 

 Ability to build relationships and connect 

with others 

 Ability to determine needs on an individual 

and overall level (for migrant or for the 

organization). 

 To have good communication skills and be 

able to communicate effectively with 

individuals with English as a second 

language 

 Be able to understand other cultures, 

other stories, other journey 

 Being able to work within a 

multicultural and diverse environment 

 Being empathetic about the situation 

and needs of refugees. 

 Commitment to equalities and 

diversity 

 Respect people’s autonomy and their 

right to make their own decisions 

 Excellent listening skills, patience and 

empathy 

 Liable & well-prepared  

 Careful, respectful, open-minded, 

compassionate, confident 

Assessment criteria  
Analysis of self- assessment through incoming and outgoing  learning outcomes 
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7. List of useful resources and links in the partner countries 
 
 
UK  

 https://semta.org.uk/images/pdf/PLTS-Workbook-2011-Updated-June-2014.pdf 

 https://www.citb.co.uk/documents/qualifications/plts-general-guidance.pdf 

 https://ccskills.org.uk/downloads/PLTS_Guide_Jul_2011.pdf 

 https://www.gatewayqualifications.org.uk/qualification-area/personal-social-development/personal-learning-thinking/ 
 

FRANCE  

http://www.scoplepave.org/les-autres-cooperatives-d-education-populaire 

https://mftrou.com/quality-customer-service/ 

HUNGARY 

 
https://menedek.hu/en  
https://www.oktatas.hu/kepesitesek_elismertetese/english/recognition_of_foreign_qualifications  
  http://www.bmbah.hu/jomla/index.php?lang=en  
https://ugyintezes.magyarorszag.hu/ugyek/410002/Kulfoldiek_magyarorszagi_munkavallalasa20091202.html  
 https://tudastar.menedek.hu/sites/default/files/igydolgozunkmi_magyar-final_web_2018_javitott.pdf 
http://jovokerek.hu/skillsandjobs/en-student/useful-web-pages-for-job-seekers   
 

ITALY  

https://www.SPRAR.it/guide-normative/modulistica-SPRAR 
www.serviziocentrale.it. 
http://www.sds.firenze.it/materiali/Atti_2017/all6dir52_17.pdf 
 
 

https://semta.org.uk/images/pdf/PLTS-Workbook-2011-Updated-June-2014.pdf
https://www.citb.co.uk/documents/qualifications/plts-general-guidance.pdf
https://www.gatewayqualifications.org.uk/qualification-area/personal-social-development/personal-learning-thinking/
http://www.scoplepave.org/les-autres-cooperatives-d-education-populaire
https://mftrou.com/quality-customer-service/
https://menedek.hu/en
https://menedek.hu/en
https://www.oktatas.hu/kepesitesek_elismertetese/english/recognition_of_foreign_qualifications
http://www.bmbah.hu/jomla/index.php?lang=en
https://ugyintezes.magyarorszag.hu/ugyek/410002/Kulfoldiek_magyarorszagi_munkavallalasa20091202.html
https://tudastar.menedek.hu/sites/default/files/igydolgozunkmi_magyar-final_web_2018_javitott.pdf
http://jovokerek.hu/skillsandjobs/en-student/useful-web-pages-for-job-seekers
https://www.sprar.it/guide-normative/modulistica-sprar
http://www.serviziocentrale.it/
http://www.sds.firenze.it/materiali/Atti_2017/all6dir52_17.pdf

