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Introduction

The CHS Guidance Notes and Indicators
are a supplement to the Core Humanitarian
Standard on Quality and Accountability
(CHS). This document is aimed at all
humanitarian actors and organisations
involved in planning, managing or
implementing a humanitarian response,
including staff and volunteers of local,
national and international agencies. It may
also be used by government agencies and
local authorities and adapted for use with
affected communities.

The guidance provides clarification

on the Key Actions and Organisational
Responsibilities laid out in the CHS
and examines some of the practical
challenges that may arise when
applying the CHS. It explains why
each of the Nine Commitments of the
CHS is important and provides some
examples for different audiences and
for different contexts. The guidance
does not however provide an in-depth
explanation of how to respond to
humanitarian emergencies. It provides
instead a list of more detailed guidance
on how to meet each Commitment.

While each Commitment focuses on

a discrete area of humanitarian action,
there is necessarily some degree of
overlap that binds the Commitments
together into a coherent whole.

For example, the importance of
communication with crisis-affected
communities and people and the
supportive management of staff run
through all Nine Commitments. The
prevention of sexual exploitation

and abuse, and the importance of
transparency are also relevant to several
of the Commitments.

Gender and diversity. The CHS
promotes fundamental human rights
and is underpinned by the right to life
with dignity, and the right to protection
and security as defined in international
law. The CHS recognises that the
participation of crisis-affected people

is the cornerstone of an effective
humanitarian response. To this end,

it is vital to acknowledge diversity
within communities by collecting and
using data disaggregated by sex,

age and ability to inform programmes.
This will help to ensure the different
needs of various groups are met by
giving them a say in the decisions that
shape the response. In this document,
community is understood as a group
made up of women, men, boys and
girls, each with different capacities,
needs and [vulner]abilities.

The performance indicators and guiding
questions are intended to promote
measurement of progress towards meeting
the standard and to drive continuous
learning and improvement in the quality
and accountability of humanitarian
responses. Some organisations may wish
to develop tools to enable the comparison
of results across different organisations,
contexts and time.

The performance indicators and guiding
questions may be applied to guide:

* project and programme design;
monitoring at project, programme,
sectoral and response-wide levels;
agency-led organisational
assessments;

capacity-building strategies;

internal evaluations;

peer and joint reviews and evaluations; and
real-time monitoring by affected
communities and people.

When applying the performance indicators,
users are advised to consider the following:

Integrity. The performance indicators
should be used as a set. They are

few in number, relevant to all sectors
and contexts, and reflect the need to
triangulate information from different
sources, including different groups
within the affected population. If an
organisation decides not to use an
indicator, it is encouraged to make the

reasons for that decision explicit when
reporting on outcomes.

Adaptation. The performance indicators
should be adapted to each context- and
organisation-specific process. They may
be complemented by other appropriate
indicators and guiding questions.

Timing. The performance indicators and
guiding questions may be used at all
stages of the response, from assessment
to evaluation.

Measurement. The performance
indicators are intended to enable

the measurement of progress and/or
comparison across time, programmes
and contexts. In order to be meaningful
and acknowledge the diversity of needs
but also satisfaction with ongoing
programmes, performance indicators
need to be measured in a way that is
consistent across time, location, and
allows at a minimum to disaggregate
data based on age and gender.

A simple way to score the performance
indicators is to use a 5 degree Likert
scale (1=Strongly disagree; 2=Disagree;
3=Neither agree nor disagree; 4=Agree;
5=Strongly agree).

Additional guidance. Users are advised
to refer to the links below, to the
guidance at the end of each section, and
to the glossary and footnotes for other
useful information.
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Links to further guidance

ADCAP (2015) ‘Minimum Standards For Age And Disability Inclusion In Humanitarian Action’ (Pilot Version):

http://www.helpage.org/what-we-do/emergencies/adcap-age-and-disability-capacity-building-programme/

IASC Gender Marker 2013-14:

http://www.humanitarianresponse.info/en/topics/gender/page/iasc-gender-marker

1

HelpAge International (2014) ‘Disaster resilience in an ageing world: How to make policies and programmes inclusive of older people’:

http://www.helpage.org/silo/files/disaster-resilience-in-an-ageing-world-how-to-make-policies-and-programmes-inclusive-of-older-people.pdf

OCHA (2014) Methodology - Participative evaluation of accountability to affected populations (Central African Republic):

http://chsalliance.org/files/files/Resources/Tools-and-guidance/Methodology-Participative-evaluation-of-AAP.pdf

The CHS Guidance Notes and Indicators were developed by a working group made up of representatives of international
NGOs, networks, UNOCHA, Groupe URD, the Sphere Project and the CHS Alliance. It has been enhanced through consultation
and field-testing involving a wide range of users in different contexts. The CHS management team would like to gratefully
acknowledge the financial support the Disasters Emergency Committee made available for the production of the Guidance
Notes and Indicators. The development of the guidance has drawn on existing materials from Sphere, CHS Alliance (formerly
HAP and People In Aid) and Groupe URD. The Guidance Notes and Indicators will be revised based on feedback from users
by March 2017 at the latest. Please send any feedback and suggestions to feedback@corehumanitarianstandard.org.

Organisations who are interested in verification against the CHS can refer to the tools available on the CHS Alliance website
under http://chsalliance.org/what-we-do/verification.
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Age and Disability Capacity Building Programme (ADCAP) (2015) ‘Minimum Standards for Age and Disability Inclusion in

Humanitarian Action’:

http://www helpage.org/what-we-do/emergencies/adcap-age-and-disability-capacity-building-programme/

The Inter-Agency Standing Committee (IASC) Gender Marker 2013-2014 Report:

http://www humanitarianresponse.info/en/topics/gender/page/iasc-gender-marker

HelpAge International (2014) ‘Disaster resilience in an ageing world: How to make policies and programmes inclusive of older
people”:
http://www.helpage. org/silo/files/disaster-resilience-in-an-ageing-world-how-to-make-policies-and-programmes-inclusive-of-older-

people pdf

OCHA (2014) Methodology - Participative evaluation of accountability to affected populations (Central African Republic):

http://chsalliance org/files/files/Resources/Tools-and-guidance/Methodology-Participative-evaluation-of-AAP pdf
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The Nine Commitments and Quiality Criteria

1. Communities and people affected by crisis receive assistance appropriate
and relevant to their needs.

2. Communities and people affected by crisis have access to the humanitarian 2. 97|of) FEE L2
assistance they need at the right time. 0|23t 2 9lct

3. Communities and people affected by crisis are not negatively affected and

are more prepared, resilient and less at-risk as a result of humanitarian action.
oro

4. Communities and people affected by crisis know their rights and
entitlements, have access to information and participate in decisions that b 2, AAMSA|
affect them.

5. Communities and people affected by crisis have access to safe and
responsive mechanisms to handle complaints.

6. Communities and people affected by crisis receive coordinated,
complementary assistance.

7. Communities and people affected by crisis can expect delivery of improved 7.%|7|0f Hsk2 bt 2 iMoo 2 H R
assistance as organisations learn from experience and reflection. L}e 2|2 7|t

8. Communities and people affected by crisis receive the assistance they o7|0j| HaES uk
. [=x-—1 I:

require from competent and well-managed staff and volunteers.
. e - AABARISREE

9. Communities and people affected by crisis can expect that the
organisations assisting them are managing resources effectively, efficiently
and ethically.

CHS Guidance Notes and Indicators




Communities and people affected by Quality criterion: 21H |2
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crisis receive assistance appropriate Humanitarian response is oI5| 2[QJ0| HZA
to their needs. appropriate and relevant. : sl AlES S e
Why is this Commitment important? 9} 0] AMeko] =272
Commitment 1 captures the primary purpose of responding to humanitarian crises, which is to alleviate distress and suffering, MOF19] 22 2242 0I=20|H 2|7(0f Ch2510] HAIK, 2|2 DES AZAZ|D, ARIS0| R U 2|2 255D, 01710| 2AMS BAFI=
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Commitment 1 stresses the importance of understanding the context and the needs of the different people affected and how

these needs might change over time as well as the necessity to recognise the capacity of different groups of people. It also MeF12 7|0 FEFs B2 2UIS9| TSt A2 W E Olsistl, M2 THE O&9| AFFE0| 712! S QIAIRH HJ# OfL2t AZHo] 2| o et
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o

gender and diversity in the response.

Performance indicators 742 E

1. Communities and people affected by crisis consider that the response takes account of their specific needs and culture.
2. The assistance and protection provided correspond with assessed risks, vulnerabilities and needs.
3. The response takes account of the capacities (e.g. the skills and knowledge) of people requiring assistance and/or protection.
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Guiding questions for monitoring Key Actions

® Has a comprehensive needs assessment been conducted and used to inform response planning?
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e Are multiple sources of information, including affected people and communities, local institutions and other stakeholders « LAl 4Q ZAZ AAIRID O 515
consulted when assessing needs, risks, capacities, vulnerabilities and context? © 9171, A, FIoH, R0 TEE ZAL AL 20710f FEHS B2 0B 2/ SEH|, 2| AME, 7|ELO[SHRIARL S-S LB CHYSH ITHe| 228
e Are assessment and monitoring data disaggregated by sex, age and ability? 291=7p
. e o _
* How have vulnerable groups been identified? < ZAMY DUE2 CO[ElE A U o2 ol MBEte|Ql=Tp
¢ Does the response include different types of assistance and/or protection for different demographic groups? 2[0F A2 S mokI=T?
C TR ASE AT
) . e 5
e What actions are taken to adapt the response strategy based on changing needs, capacities, risks and the context? . OIS 2YUS Clofst oIl 22 o[3 Chobst 9810 T B B2 Eatatoop
- Bisloh=s Taot A, 217], JEol 718510 Q1= 2|/ W2t 2| fial o 2215 234=7P
Key Actions Guidance notes
zo8s 2
1.1 Conduct a Assessment and analysis
systematic, objective ® Assessment and analysis is a process, not a single event and, as time allows, in-depth analysis 11 AlSa} O[aH2HA|R O] CHEH AR EAM
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stakeholders. =AE ST, " I
e Itis vital to cross check and verify (i.e. triangulate) information, acknowledging that QIEZ 2| WHS RS 4= QIS 2L 201 =05 F510] & QlsHOF i,
assessment data will initially be imperfect.
+ 27| ZALHOB = SRAUSICHE AME S QRIGHL, FEE &QI5H YStt= (S, &f25Y) 20| S25iCh
¢ An assessment of the safety and security of both disaster-affected and host populations Lol Giare thoe =0|e 1S At 21011 15l0l OHU= MRSt L 710 Zat0| of5)
is important to identify threats of violence and any forms of coercion, denial of subsistence or - Ao S L2 FUS OIRIS 2 Eohs 2(FAfe|of QR QLS Totshs A2 £ Y2 1
denial of basic human rights. An analysis of gender-related needs also helps to define a more Oft SEfO| 2Rt 2|2 AlEt Q2|9 7, 7|2 Q1Mo BEH S &0I5t= | 10| 2235ICt A HA LU 9|
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1.2 Design and
implement appropriate
programmes based on
an impartial assessment
of needs' and risks, and
an understanding of
the vulnerabilities and
capacities of different
groups.?

Appropriate programmes

® Humanitarian response must be acceptable to the different groups affected within the
community and should seek to uphold rights of all community members by: meeting
their basic needs (such as for clean water and healthcare); responding to their protection
concerns (preventing sexual exploitation and violence, for example); and enabling people
to maintain their sense of dignity and self-respect. Programmes should be designed to
cater to each particular context and its conditions, based for example on whether it is
rural or urban.

Some culturally acceptable practices violate people’s human rights or are founded on
misconceptions (e.g. biased targeting of girls, boys or specific castes, denial of education
to girls, refusal of immunisation, etc.) and should not be supported.

Impartial assessment

¢ Special efforts are needed to assess needs of people in hard-to-reach locations, such as
people who are not in camps, are in less accessible geographical areas or staying with host
families. The same applies to ‘at-risk’ people — such as those with disabilities, older people,
housebound individuals, children and adolescents - all of whom may be subject
to coercion, exploitation and abuse. Acting impartially does not mean that all people
should be treated the same, because different groups will have different needs,
vulnerabilities and capacities.

Vulnerability

® People may be vulnerable because of individual factors such as age (particularly the very
young and the very old), disability or illness (e.g. people with mobility problems or people
living with HIV and AIDS) or because they are caring for others who are vulnerable.

e Social and contextual factors also contribute to people’s vulnerability. These include
discrimination and marginalisation (e.g. in some contexts, the low status and power of
women and girls), social isolation (including the lack of access to information), environmental
degradation (e.g. soil erosion or deforestation), climate variability, poverty, lack of land
tenure, poor governance, ethnicity, class, caste, and religious or political affiliations.

Existing capacity

® The state has the primary role and responsibility to provide timely assistance and
protection to affected people within its borders. Intervention by other humanitarian actors
should take place only if the affected population and/or the state does not have sufficient
capacity or willingness to respond (particularly during the early stages of the response).
Intervention may also be justified if the state or authorities actively discriminate against
certain groups and/or people living in a particular affected area.

* Women and men affected by crisis (including older people and those with disabilities)
already possess and can further acquire skills, knowledge and capacities to cope with,
respond to and recover from disasters. They will usually be the first to respond. Actively
engaging affected people in humanitarian response is an essential part of upholding their
right to life with dignity.

1.3 Adapt programmes
to changing needs,
capacities and contexts.

Adapting programmes

® Throughout the response, field workers should continuously consult with communities to
find out how far the response is meeting their needs, and whether additional or different
responses are required.

e Epidemiological and other data must be monitored regularly and used to inform ongoing
decision-making and identify lifesaving priorities.

® Responders will have to remain flexible enough to redesign any intervention in response to
changing needs, and discussions may be needed to ensure that donors are in agreement
with this.
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' ’Needs’ includes assistance and protection.
2 This may refer, for example, to: women, men, girls, boys, young people and old people,
as well as those with disabilities and specific minority or ethnic groups.
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Guiding questions for monitoring Organisational Responsibilities

® Does the organisation have a clear policy commitment to needs-based, impartial and independent humanitarian action, and are

staff members aware of it?

¢ Do relevant stakeholders perceive the organisation as impartial, independent and non-discriminatory?
* Do working processes include mechanisms for consistently collecting data disaggregated by sex, age and ability?
* Are these data regularly used to guide programme design and implementation?

Organisational
Responsibilities

1.4 Policies commit

to providing impartial
assistance based on the
needs and capacities of
communities and people
affected by crisis.

Guidance notes

Organisational policies relating to impartial assistance and diversity

* An organisation that meets the CHS needs policies, processes and systems that articulate
and support a commitment to humanitarian principles (and any exceptions to this) as well
as respect for gender, age, ability and diversity.

e All staff and volunteers should understand their responsibilities in relation to these policies, and how
they may be held to account. Other key stakeholders should also be made aware of these policies.

1.5 Policies set out
commitments which
take into account the
diversity of communities,
including disadvantaged
or marginalised
people, and to collect
disaggregated data.

Data disaggregation

® Organisational policies should make clear the required levels of data disaggregation
for assessment and reporting. This can contribute to providing evidence of impartial
assistance and can indicate if aid is reaching the groups it is intended for.

1.6 Processes are in
place to ensure an
appropriate ongoing
analysis of the context.

Processes for ongoing analysis

® Humanitarian agencies should provide appropriate management and supervisory support
to enable aid workers to acquire the knowledge, skills, behaviours and attitudes necessary
to manage and carry out assessments.

® Human resources systems should be flexible enough to recruit and deploy assessment teams rapidly.
Adequate numbers of qualified staff should ensure that ongoing assessment and analysis is feasible.

® Programme budgets and resources should be allocated according to need and ensure
that funding allows for ongoing analysis of assistance and protection needs, and for
programmes to be adapted and corrected.

Links to further guidance

ACAPS & ECB (2014) 'Humanitarian Needs Assessment: The Good Enough Guide’:

http://www.acaps.org/img/documents/h-humanitarian-needs-assessment-the-good-enough-guide.pdf

ALNAP & Groupe URD (2009) ‘Developing a participatory approach to involve crisis-affected people in a humanitarian response’.
The Participation Handbook (chapter 7):

http://urd.org/IMG/pdf/MP_GB_CHAPITRE7.pdf

IASC (2015) ‘Multi-sector initial rapid assessment guidance’ (revised July 2015):

https://www.humanitarianresponse.info/en/system/files/documents/files/mira_revised_2015_en.pdf

IASC (2006) ‘Women, Girls, Boys and Men: Different Needs, Equal Opportunities’. The Gender Handbook in Humanitarian Action:

https://interagencystandingcommittee.org/gender-and-humanitarian-action-0/documents-public/women-girls-boys-men-different-needs-equal

Mazurana, D., Benelli, P., Gupta, H., & Walker, P. (2011) ‘Sex and Age Matter: Improving Humanitarian Resp in Emerg

Feinstein International Center, Tufts University:

http://www.alnap.org/resource/8144

See the CHS Alliance website for more resources: http://chsalliance.org/resources
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ACAPS & ECB (2014) ‘Humanitarian Needs Assessment: The Good Enough Guide":

http://www.acaps org/img/documents/h-humanitarian-needs-assessment-the-good-enough-guide pdf

ALNAP & Groupe URD (2009) ‘Developing a participatory approach to involve crisis-affected people in a humanitarian response’.
The Participation Handbook (chapter 7):

http://urd.org/IMG/pdf/MP_GB_CHAPITRE7 pdf

IASC (2015) ‘Multi-sector initial rapid assessment guidance’ (revised July 2015):

https://www.humanitarianresponse.info/en/system/files/documents/files/mira_revised_2015_en.pdf

IASC (2006) ‘Women, Girls, Boys and Men: Different Needs, Equal Opportunities’. The Gender Handbook in Humanitarian Action:

https:/interagencystandingcommittee.org/gender-and-humanitarian-action-0/documents-public/women-girls-boys-men-different-

needs-equal

Mazurana, D., Benelli, P., Gupta, H., & Walker, P. (2011) ‘Sex and Age Matter: Improving Humanitarian Response in Emergencies’.
Feinstein International Center, Tufts University:

http://www.alnap.org/resource/8144
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Communities and people affected Quality criterion:
Humanitarian response

is effective and timely.

by crisis have access to the
humanitarian assistance they need
at the right time.

Why is this Commitment important?

Commitment 2 highlights the need for effective systems that support timely, evidence-based decision-making, together with
both adequate and timely geographical coverage of both assistance and protection needs. It recognises the challenges of
access, security, funding, logistics, capacity and conflicting priorities, but requires that the humanitarian community, acting
together, find ways to overcome these to provide a comprehensive response to people’s needs. Anticipating and preparing for
crises in advance increases the speed, appropriateness and efficiency of the response and ensures that decisions are based on
more reliable information. Responses must not just be timely but also adhere to minimum technical standards if they are to help
protect people’s lives and livelihoods.

Performance indicators

1. Communities and people affected by crisis, including the most vulnerable groups, consider that the timing of the
assistance and protection they receive is adequate.

2. Communities and people affected by crisis consider that their needs are met by the response.

3. Monitoring and evaluation reports show that the humanitarian response meets its objectives in terms of timing,
quality and quantity.

Guiding questions for monitoring Key Actions

e Are constraints and risks regularly identified and analysed, and plans adapted accordingly?

e Does planning consider optimal times for activities, accounting for factors such as weather, season or conflict?
e Are delays in implementing plans and activities monitored and addressed?

e Are early warning systems and contingency plans used?

e Are globally recognised technical standards used and achieved?

¢ Are unmet needs identified and addressed?

e Are monitoring results used to adapt programmes?

Key Actions Guidance notes

2.1 Design programmes Addressing constraints and realistic programming

that address constraints * Insecurity or logistical problems may limit access to populations, funding may be insufficient and
so that the proposed local authorities may not allow humanitarians to respond. Meeting requirements of technical
action is realistic and standards may not be feasible because of access or funding constraints. Organisations and their
safe for communities. staff may also lack the required experience, systems or competencies to meet minimum standards.

Diplomacy, lobbying and advocacy with government, other organisations and donors may
be required at a local, national or international level to overcome constraints.

Collaborative work is often required to develop strategies (e.g. advocacy, referral systems,
contingency planning) to overcome challenges that prevent humanitarian response meeting
this Commitment.

It is important to define time bound performance indicators that are context-specific
and achievable and reviewed on a regular basis to measure progress towards meeting
assistance and protection needs.

16 CHS Guidance Notes and Indicators
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2.2 Deliver humanitarian
response in a timely
manner, making
decisions and acting
without unnecessary
delay.

Timeliness

® Timeliness refers not only to a rapid response that avoids delays but also to the provision of
the right services at the right time. For example, affected people may have different needs
in summer and winter and activities such as the distribution of animal fodder, seeds or tools
will need to account for the agricultural calendar.

Programme plans need to include timeframes for delivery and monitoring systems proactively
identify and flag delays. The IASC humanitarian programme cycle (see the links to further guidance
below) provides more information on expected timelines for slow and sudden onset emergencies.

Using forecasts and early warning systems to carry out contingency planning before a crisis
allows communities, authorities and agencies to be ready to intervene on time, so that
affected people can protect their assets before their lives and livelihoods are at risk.

Decision-making

¢ A wide range of factors influence the decision to respond to a humanitarian crisis, including
availability of funds, access to information, level of preparedness, expertise of an agency
or the need to demonstrate impact. Donor governments will also be influenced by political
considerations. Decision-making should be based on an objective analysis of needs, but
in reality, in-depth information will often be absent in the early stages of an acute disaster
and decisions will have to be made based on imperfect knowledge.

Decision-making needs to be flexible and respond to new information from ongoing assessments.
Decision-making arrangements will vary within different organisations and for the response as
a whole but the ultimate responsibility for decision-making should rest with national authorities.
Decisions and decision-making processes should be well documented to allow for transparency
and should be based on consultation and coordination with others (see Commitment 6).

2.3 Refer any

unmet needs to those
organisations with

the relevant technical
expertise and mandate,
or advocate for those
needs to be addressed.

Unmet needs

e Some needs cannot be met without government intervention (e.g. access to land or
land ownership rights) and other needs may fall outside of an organisation’s expertise
and experience. However, organisations have a responsibility to refer these needs to
appropriate organisations, and lobby for these needs to be met.
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2.4 Use relevant
technical standards and
good practice employed
across the humanitarian
sector to plan and
assess programmes.

Technical standards and good practice

¢ In general, agencies should be guided by national standards for all sectors — although
sometimes these may only apply to longer-term situations, be outdated or not in line with
accepted best practice. As time affords, it may be possible to work towards making national
standards fit for future humanitarian responses. The Sphere Handbook and companion
standards provide a framework that can guide current and future emergency responses.
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2.5 Monitor the
activities, outputs
and outcomes

of humanitarian
responses in order

to adapt programmes
and address poor
performance.

Monitoring activities, outputs and outcomes

Monitoring informs project revisions, verifies application of selection criteria and confirms
if aid is reaching the people it is intended for. It enables decision-makers to respond to
feedback from different groups (for example to redress gender imbalances) and identify
emerging problems or trends.

Monitoring should measure progress against project objectives and include performance

indicators, rather than only focusing on activities such as number of distributions or outputs such as
the number of facilities constructed. Project outcomes relate to the desired end result of activities
such as the use of facilities or changes in practice. Timeliness of results should also be monitored.

Monitoring systems should be reviewed regularly to ensure that only useful information is
collected. Monitoring activities should also involve and rely on affected people and key
stakeholders (see Commitment 7).

Addressing poor performance

¢ The findings from monitoring activities must be used to correct mistakes, address
weaknesses and improve the intervention. Changes as a result of monitoring should be
documented (see Commitment 7).
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Guiding questions for monitoring Organisational Responsibilities

e Are there clear processes to assess if the organisation has sufficient know how, financing and the right staff available
to be deployed before making programming commitments?

* Are there clear policies, processes and resources in place to support monitoring and evaluation and to use the results
for management and decision-making? Are they known to staff?

e Are there clear processes to define responsibilities and timelines for decision-making on resource allocations?

Organisational

Responsibilities Guidance notes

2.6 Programme Organisational capacity

commitments are in * Organisational policies should reflect the importance of applying technical quality

line with organisational standards and developing and maintaining expertise in the agency’s chosen areas of
capacities. intervention. However, some organisations may have unique access to an area and may be

forced to provide or support the provision of important services that are outside their area
of expertise until other agencies can gain access.

Workforce planning can help to ensure that the different functions and expertise within

an organisation work collaboratively together (see Commitment 8). It is also important to
remember that a focus on disaster preparedness and contingency planning can contribute
to a more effective and timely response in subsequent crises.

2.7 Policy commitments Organisational policies, processes and systems

ensure: e Evidence is defined as data on which an objective judgment or conclusion can be made.

a. systematic, objective It can take varying forms and can offer varying degrees of validity (not necessarily
and ongoing scientific). There is a need to develop the documented evidence base for humanitarian
monitoring and action in order to improve outcomes, with systematic and rigorous monitoring and
evaluation of activities evaluation contributing to this process.

and their effects;
b. evidence from
monitoring and
evaluations is
used to adapt
and improve
programmes; and Organisational decision-making
c. timely decision-

e An organisation that meets the CHS should be able to show how data from monitoring
and evaluation is used to adapt programmes, policies and strategies and improve
preparedness and performance in a timely manner (see Commitment 7). This might involve
ensuring that staff can be recruited or redeployed quickly when needed or the existence
of an emergency response fund.

* Both the responsibilities and processes for decision-making within organisations must be
making with clearly defined and understood, including who is responsible, who will be consulted and
resources allocated what information is needed to inform decision-making.

accordingly.

Links to further guidance

IASC (2015) Reference module for the implementation of the Humanitarian Programme Cycle:

https://www.humanitarianresponse.info/en/programme-cycle/space/programme-cycle-toolbox

The Sphere Project (2011) The Sphere Handbook: Humanitarian Charter and Minimum Standards in Humanitarian Response:

http://www.sphereproject.org/handbook/

ALNAP & Groupe URD (2009) ‘Developing a participatory approach to involve crisis-affected people in a humanitarian response’.
The Participation Handbook (chapter 8):

http://urd.org/IMG/pdf/MP_GB_CHAPITRES8.pdf

See the CHS Alliance website for more resources: http://chsalliance.org/resources
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IASC (2015) Reference module for the implementation of the Humanitarian Programme Cycle:

https:/www.humanitarianresponse.info/en/programme-cycle/space

The Sphere Project (2011) The Sphere Handbook: Humanitarian Charter and Minimum Standards in Humanitarian Response:

http://www.sphereproject.org/handbook/

ALNAP & Groupe URD (2009) ‘Developing a participatory approach to involve crisis-affected people in a humanitarian response’.
The Participation Handbook (chapter 8):

http://urd.org/IMG/pdf/MP_GB_CHAPITRES.pdf
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Quality criterion:
Humanitarian response
strengthens local
capacities and avoids
negative effects.

Communities and people

affected by crisis are not

negatively affected and are more
prepared, resilient and less at-risk
as a result of humanitarian action.
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Why is this Commitment important?

This Commitment recognises the need to acknowledge and build on local and national capacity when responding to disasters
and to forge stronger links with local organisations. Ensuring that individuals, communities and countries have greater control
over decision-making and become more resilient leads to a quicker recovery and a greater capacity to withstand future shocks.
Humanitarian action may have unintended, harmful consequences - organisations must recognise this and collaborate with
others to prevent or mitigate such effects.

Performance indicators

1. Communities and people affected by crisis consider themselves better able to withstand future shocks and stresses as
a result of humanitarian action.

2. Local authorities, leaders and organisations with responsibilities for responding to crises consider that their capacities
have been increased.

3. Communities and people affected by crisis (including the most vulnerable) do not identify any negative effects resulting
from humanitarian action.

Guiding questions for monitoring Key Actions

¢ Have local capacities for resilience (i.e. structures, organisations, leadership figures and support networks) been identified
and do plans exist to strengthen these capacities?

e s existing information on risks, hazards, vulnerabilities and related plans used in programming activities?

® Are strategies and actions to reduce risk and build resilience designed in consultation with affected people and communities?

* In what ways (both formal and informal) are local leaders and/or authorities consulted to ensure response strategies are in
line with local and/or national priorities?

e Are equitable opportunities promoted for participation of all groups in the affected population, especially marginalised
and vulnerable people?

e s the response designed to facilitate early recovery?

e Are globally recognised technical standards used by staff?

¢ Has a clear transition and/or exit strategy been developed in consultation with affected people and other relevant stakeholders?

Key Actions Guidance notes

3.1 Ensure programmes
build on local capacities
and work towards
improving the resilience
of communities and
people affected by crisis.

Community resilience

® The capacity of the community and state includes skills, knowledge, networks, organisations
and initiatives. Building capacity can include resources (such as funding, materials, etc.) and
support to governance and management systems.

e Resilience can also be strengthened by designing services that can reduce the impact of hazards
(such as drought management and floods, hurricane- or earthquake-resistant structures).
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relationships;

depletion, overfishing, or pollution), thus amplifying a crisis or vulnerability levels.
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3.2 Use the results Community hazard and risk assessments 3.2 7|20| 2|HALE| 9J5] A} 2= 93 U 27| W}
.2 7|E8 = s =
of any existin indivi i i ikely it i o . - - .
y ‘ g . The more vulnerable an individual, community or country is, the more likely it is that there 2710t ch| 22 BR3H0! . 7Rl RER|, Eo 2P} H|OHEHA R OiE D7} BHAEE 745 AJ0| O
community hazard and will be adverse effects. = == =9
risk assessments and QIEX 2 EE AHES . OJAITHLHY OFE S AFS| L M2 CH2 D22 M2 C2 220| 97| 2 EI0} 312 9/310| M2 Ci2
s £ ol oo, Voo [ ==y = T o=l T =T a4 Tie ==
Women, men, children and different groups within society are exposed to different levels . - _ - _ - =
preparedness plansto | Yomen, men, ent group ey P ARIBIC 2|0} 120] 0L FEHS 7]2|1 0[S 0| 7121 OfEH 2i2H0| 0]213+ 917|0f CHSH= B AO0|=AIS O35
guide activities. of risk. It is important to use participatory, community-based assessments to understand L Tl__‘ 150 O1_°7.” O%_E 2121 OIS0l f__01._ O] 02t 217 [ofl HhS St B 220L=A1S Ofstiot|
how local hazards affect different vulnerable groups and what their capacity may be to LleiM= 82 7|ghe] 2HoiRl HI P H sttt
cope with them.
. . StS ZHLF HEAR A| X SiZ| 2|4l Azko| 7k
3.3 Enable the Development of local leadership and capacity .32 A 28 A 271 ElH {||sz£ j;; 7||—.H:—|+ LEHSS YLt LA A|O| 2|2 THS IO ALSHO|| CHSH Al 202 Z|AlS 2k2 1
. yHoz & BENZEHES o] 2|z 3| 5 = NI=}
development of ¢ Local agencies and communities are usually the first to act and have in-depth knowledge CHEAIZ M 2|90 2|2t o - " - - OE:_‘O;DI; f:“:’ = Eoﬁ Co e OEO ;:o _ ° Dzr n;; _'OEI =T
local leadership and of the situation. Some local organisations will have a better knowledge of the needs of 7|RHE0| HES Chesie 2 QUCE O, OF5, YoHISH L5t UF 2| 7|22 5F 180| ER0| oish 20t & mefsi Qiot,
organisations in their specific groups — such as those working with women, children, or people with disabilities. - o _ o _
ca?)ZcitS; as fisrst-t : " e ° Peop 0|52 Sgfs ZHAlZ |2, - 55| 92 NGOS2 SETHIIEHZ M7} 0|2t T2 1S O|fich= 7|42 20k QIAE| 7| = SiCt
responders in the ® Local NGOs in particular may be seen as a way to deliver programme goals rather than as 45t A9l At2ES0| 12U} SR 7|2 (044 Shaf| & ZHoQl Tk IS ol d2kS Tt IS0| T AfHof| CHeak| LlsH
event of future crises equal partners. There is however a compelling case for channelling much more aid through HAHE I EAS 22 £ QT2 Q5 2H2IS H2517| 5 O B2 AYUS FR[7|BHS S5 2|5t AlE Tt 02 3iM= EfEol
. . local organisations (including those representing women or people with disabilities) in - _ _ _ _
taking steps to ensure ) 4 ; . 5 B L5t 24 S2 QA C)20] Q0] Z7|AQ 2HE 71X §Z| IIELHE0]| 0|24t
that riar iFr:aIised and order to develop their capacity and to provide them with the resources needed to mount eict, e OOLL_E INGOSE el LSO 01 3712l S 71| 2] IHEHS0] Ol
. . . . . . S in= 5] = = = = = =
dicad 9 d a large-scale response. This requires changes in attitudes and for international NGOs to HAE ABAHLZ SAHY 4= UEF G{OF SOt E5H =4l L $17| 7| 2tS0| G et U 420l BIHoj|
Isa vantag.e groups take a longer-term view of response that gives local partners the autonomy to control the S25HAICH= 0|27 L 2E)C
are appropriately process. It also requires a commitment of international and local agencies to engage in
represented. open dialogue and constructive criticism. - 7F5EICHH, 2|20l 219 HCH= 512|212 A 35H0F S},
® Wherever possible, programmes should employ local and national staff instead of expatriates.
3.4 01 2|9 T2 24 7| Y ST A
3.4 Plan a transition Transition and exit strategy 27|HE VMo 20| o Qe 22 ZHHCHS 712 0% O Ol EE5IR| ohe HHA A7t Ot 7|22 =71 U 384 A|AEES
or exit strategy in e Services should be provided to support existing state and community systems rather than A2 IR RS 2l A| 2|5k HEfOIOF St
the early stages of as parallel entities that will not last beyond the duration of the response. R _ B o _ )
the humanitarian SRS UET 0 A Y| . gRYSiol Yare e Ao ZSHlet B0 M 27| 27AYS QISH A Z2 10| S28
programme that e Early exit—plannipg, in collgboration V\{ith thg authorities and affected communities Z M2k 7|Elsic) O|F A& E 4= Q= MH|AS MAE 248 HAYTICE (O E S0, 27184 2 S EU5H, SIR|0f|A 2L
ensures longer-term encourages de5|g|j1 of services that will continue gfter the programme has c'losed (for IHS3H MBE ALRSIALE 37| DHe| SI2FS 245He) O]9} 2+ A|BIS CLeTh 29| e 7|2 ZH[SH AIZFS
positive effects and example, introducing cost-recovery measures, using locally available materials or e —
reduces the risk of strengthening local management capacity) and gives more time to prepare a transition. | B0l ArS Bt
dependency.
3.5 27|t 2RE 2Asin | BHE=
3.5 Design and Economic recovery 2[4 230] 0[olS 7D . $17] Of2r2 USSR MBIA, TR, MY, A20| TIBIE BTA | BEL 27| 27 Z 2L
- o —/ —
implement programmes ® Actions that strengthen local capacities and restore services, education, markets and o - .
e o ' ' 2HS 71315} AIGHSIC =3 = 5 5 5 5 o)
that promote early livelihood opportunities promote early recovery. L2IAHS 7|=fotn Asitt, A| BAH 0| =2 0] Ofl= ©2(Qf Afst Off Thiet oot 55 712k A1/ A
disaster recovery 1123 Z ‘SEEP Network (2010) ‘Minimum Economic Recovery Standards’ 2f=).
and benefit the local ¢ Actions that benefit the local economy include buying goods and services locally, and
economy. providing cash-based assistance (see ‘Minimum Economic Recovery Standards 2010’ in the
links to further guidance below).
3.6 Of2{2f O, Ll
, _ THSEL AR s
3.6 Identify and act Negative effects and ‘do no harm’ O|T31A| O} B A0 A2
- o|=5iR| pte o| Hp2
upon potential or * The high value of aid resources and the powerful position of aid workers can lead to ; i ‘: Temes
actual unintended exploitation and abuse, competition, conflict, misuse or misappropriation of aid. Aid can Ao 2AH 2 Folstn
negative effects in a undermine livelihoods and amplify unequal power relations between different groups chesict
timely and systematic and/gr between men, women and children. These potential negative effects should be a. Al2So| ok 2|0 ZoiM Okx2| AT 2|9
manner, including in monitored and actions taken to prevent them. Argss dd, A, e, ol e b
' Q1A z
the areas of: ==
a. beople’s safet e Safe and responsive feedback and complaints mechanisms can reduce abuse and misuse b. 212J0|| oI5t A2 2kz| Ol Z3H S S5alok stet
. Sec pr't di n.{’ and (see Commitments 4 & 5) and staff should welcome and seek out suggestions and ) ;: = e ZT -
X hu ity, dignity complaints. Staff should be trained in how to exercise confidentiality and refer sensitive c. 2ot A, AlR] A, E2|H
N . . . . . o S S
b ng tsl, loitati information, such as disclosures of exploitation and abuse. 254 =2t 7| = At
.sexual exploitation -
and abuse by staff; Environmental concerns and climate change
C. Cult.ure, gend?r., and * Humanitarian response can cause environmental degradation (e.g. soil erosion, aquifer
social and political




d. IiP\]/ellihoolds; B Mfeasurtest.to red}uce r;eg:tive etffectsfdf.eperld on t?e interventionc.] T?ﬁy clould include . d MEs . BIZO| T3 2AH HEFS Z0|= 242 OI=H JHQI0j|A] O] 252 0@ CI2QL=2 (0| tjat 2Eict 1
e.the local economy; reforestation, rainwater harvesting, efficient use of resources, and ethical procuremen i BHHOIS R HIE 512 219J0| ELHO| AL 3|2 RCHA2H T 2H5H tEICH 2Q Az B2 2
and policies and practices. Major construction activities should only be carried out following e. A|H ZA| c .:,01|.f e ~= EO'_ZH‘I_ SHUALE, ZoM 2L YU MY TN F2 US 2SS
f. the environment an environmental assessment. f 512 HIC A| 34 T7t 0|50 Alai5HOk ot
Sexual exploitation and abuse by staff 29| A2 2bz(0} 42
o All staff share a responsibility to maintain an environment that is free of exploitation and - el = _ = o _
raim ) . DE RS O atx(0} BHCY Ol B1AS QA|50F & MRS ZH=C} ZIYS 2 2}AI0| 25} 7|ZOIME 19|
abuse. Staff members have a responsibility to report any abuse they suspect or witness, 2E HASE 2ot seEee T Iator & me = L AHASE A0 £ 71 ZOME 2 2
whether within their own organisation or outside. 7IHOIIME, ld 7P 3245 2 SO Chal 2050k & 24QJ0] QUL
Guiding questions for monitoring Organisational Responsibilities 7|2te| 2Holo]| Cjst 2LI|E{ 22
e Is there a policy requirirmkg to undertafl;e risk assessments and risk reduction exercises for vulnerable people in the organisation’s « 7|2 2024 Golof 2|k 12S Ofat 97| RAKR S[EAZ EFE0)| CHEH 20| Ql=Tp RIS 2 0] ZH0|| ChaH OIR|5HD QL
programme areas? ls it known to staff? OlE 2 2|2o| HAM & 112 Wtstn AZAP|7| 95t D M2 QeTh RS S 7 A} Az 51 o
ici i i itigati i . RN S ol =/ HESE 210 Thish Y U=71?
e Do policies and procedures exist for assessing and mitigating the negative effects of the response? Are they known to staff? it 21 I Fl .__| j.E °o t‘:h_ ‘;':C') l;HI Hl Tl;H © _"LLE i t)’l‘*l_ rm_'o EO 210 H_‘J'} ;E toil che OE'L *I"\_ t
P - . R L S . = o5 1} 2% = [SI=E= 2 =
* Are there specific policies and procedures in place to deal with situations of sexual exploitation, abuse or discrimination? Are they 21%|, Sith = A 0N CHSE A1 A Q! Yt 2P OFAR|0) QLo S 2 1 Z2 0t FAH0f Cs 241 Qleot?
known to staff? + M22 27| == MAM3| dolel= $—|7|°1| thS35H7] 218 IS THR0| DRAZOf QL=71 21§52 1 thiof sl 22 U=7P

.I
e Are contingency plans in place for responding to new or evolving crises? Are they known to staff? < 2SS B50} 2|0 2|7| 24|0f| QI0] RHAIS0]| CHEH 7|CHSH= B R1Q1Z| 21 Qled)?
¢ Do staff understand what is expected of them on issues of protection, security and risks?

" a}o| 2HO| Z|2l
Organisational : 7ol E
iy Guidance notes
Responsibilities
o . o . 37 A M2kal oAM= 7|2ko] AzH
. Organisational polic e = . - _ .
37 Policies, strategies genmans peiey ‘ , Ofh= 245101 7[2I5iCH - QTR 28 7SS BMZ YAIE 27| B2 Y U AIALS ZRO(OFSICE AAHHOI IS | HY
and guidance are ¢ Organisations are encouraged to have a clearly documented risk management policy and - = _ _ _ _ ~ —
i ~ ~ - fon vin thai : . o A SoiM, ot CH2 7|10 BE BES S5 HAROZ HRIS s 25t vBSE T2
designed to: systems in place. NGOs that fail to systematically tackle corruption via their own anti- a, T2 7200 220l ok =edE st Fe e JieiaH o EsEs = = —Ee e
a. prevent programmes bribery policies and procedures and through collective action with other NGOs increase (27]0] FaHe HEe 2o TS0 2| 21712 22Tt
having any negative corruption risks for other actors. eesesn . . . o ) B
offocts. such e 23 U RIS et - 319t 15| 50 Ot OIZ|S 4T At Va0 51 A HE S WAISHD A WS HIAISHO}
for example, * Policies and pro.cedures should reflect a commitment to the protection of vulnerable 2i9l0| 2kz| BHj 2 S) S BiCt
exploitation. abuse people and outline ways to prevent and investigate the abuse of power. S
ploitation, : Z2oA| F=S Bttt - AST BN HAL 12| A2 21210 BY WIS S0l= U =30| E = A2 S22 SA==
or discrimination e Careful recruitment, screening and hiring practices can help to reduce the risk of staff b, 2|0 2|ao| Hate IISHS CHElE ot 2101=0 SLEEAZIS 2 DAIZHO 2 OEA=NOF =| = 0471
by staff against . ! . . . ol e = WS Hets| A AISHOF Bt 2IAS2 0218t AE4212 27|20 SAAH S 2 oF45({0f ot 0|F 012
"9 misconduct, and codes of conduct should make it clear what practices are forbidden. 25I31CH Al B2 00! THEH O 01010k SICH CHA{OE 8 242
coerlwunlftfles ar::ldb Staff should formally agree to adhere to these codes and be made aware of the sanctions T | 22 Aol o OfOF BT (MO 8 HZ)
eople atfecte they will face if they fail to do so (see Commitment 8). . - - - -
Crists and ’ yrimee e ( ment 8l . U D HZ IR 5{0 205 13 12| H1E Ofia0 510 HUS S OJ213 21 S Q15 oot
b. strengthen local * Complaints and grievance procedures, including whistle-blowing policies, should be in ofCt
capacities. place and staff aware of how to access these. . ) B ) ~ ~ _ .
- =M S S S5 O[5 OFS SO THSH S ABHS TIY 4 ACHA9 21
® Green procurement policies can help to ensure that unintended negative environmental
effects are avoided (see Commitment 9).
38 7oA chst g 22
3.8 Systems are in Safeguarding personal information kM2 2|2 D}215101 {7 (0] « Z|FALEIOIM 425t BE JHQIAEE 7| A 2 2250k SICH 271401 T|SHE YIR|517| QA= 7|
place to safeguard any e All personal information collected from communities should be treated as confidential. Site bto 2ol DEH| O S27HL40|2 2, A 2+2|Qf IO 25HE0IEE CHE AR £5| 7|US Z|HOF SHCHAQES 2H7).
personal information This is particularly the case with regard to handling complaints about sexual exploitation cescmimoerl =
collected from and abuse (see Commitment 5) where assurances of confidentiality are essential to prevent Z0IS0| 20| 2{51R| A== o QIEZ 2|2 BH=0f| 22 S 2 QU HYE A|AEIS 22} BL0| AF25HA| £|HA C|0|E] 250 25t Ystsin
communities and further harm from occurring. sict TR0 0| O|HLC} Cf B0| LRSI ST SHD AR 7|2 S H3212 51012 B 2 50| Bt
eople affected b HZAEL 2 3|2 2=l = of oA A =91 5 o = o] A1
ErisiFs)that could pjlt e The increasing use of electronic registration and distribution systems in humanitarian Aot 22|E 2[5H St AHIoF HAI 24-HO|C =4 EE 2} 32| H0|E 20| w2 G0|E{2f -2t
them at risk response makes the need for clear and comprehensive policies on data protection Hab AMR, 2{ 20| 25t YES Ot 2510
’ greater than ever before. Agreements obliging third parties such as banks and commerecial
. . . . . . =o =
organisations to take appropriate measures to safeguard information are essential. + HIOJE] R4 IEE =Y &= U= AILEI0| OFA%|0{OF 3Lt OB = 22 0|42 2 @2ff 22tE|0{A= ¢
Clear guidance about the collection, storage, use and disposal of data aligned with |0 2|CH5H k2| |7 |sHof Bt
international standards and local data protection laws is important.
- 2|2US B AIZS S HOE] 2 50] 23 AHAISO| H2IZ 2D Q0joF 510) AR E HZats T mo| BRE
® Systems to mitigate the risk of data'bemg'lost should be putin place. ' S0j| T3 40l MBS 2 4 oo} 511, A Q80| T 0[S0| 7 [SHe BE SAISO| Tie RAFS
Data should not be held longer than is required and should be destroyed as soon as possible. _ _
7|EH g 4= UO{OF BHCE
® Those receiving aid should be informed about their rights in relation to data protection,
be able to access the personal information that an organisation holds about them and
should expect any concerns they have about misuse of information to be investigated.
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Links to further guidance

ZnCIE]

IFRC (2006) ‘What is VCA? An introduction to vulnerability and capacity assessment”:

http://www.ifrc.org/Global/Publications/disasters/vca/whats-vca-en.pdf

Turnbull, M., Sterret, C. & Hilleboe, A. (2013) ‘Toward resilience, a guide to disaster risk reduction and climate change adaptation’.
Practical Action:

http://reliefweb.int/sites/reliefweb.int/files/resources/ECB-toward-resilience-Disaster-risk-reduction-Climate-Change-Adaptation-guide-
english.pdf

IFRC (2006) ‘What is VCA? An introduction to vulnerability and capacity assessment:

http://www.ifrc.org/Global/Publications/disasters/vca/whats-vca-en.pdf

Groupe URD (2013) ‘Reaching Resilience: Handbook Resilience 2.0 for aid practitioners and policymakers in Disaster Risk Reduction,
Climate Change Adaptation and Poverty Reduction”:

http://www.reachingresilience.org/IMG/pdf/resilience-handbook.pdf

Turnbull, M., Sterret, C. & Hilleboe, A. (2013) ‘Toward resilience, a guide to disaster risk reduction and climate change adaptation’.

Practical Action:

http:/reliefweb.int/sites/reliefweb.int/files/resources/ECB-toward-resilience-Disaster-risk-reduction-Climate-Change-Adaptation-

guideenglish.pdf

Slim, H. & Bonwick, A. (2005) ‘Protection: An ALNAP guide for humanitarian agencies”:

www.alnap.org/resource/5263

Groupe URD (2013) ‘Reaching Resilience: Handbook Resilience 2.0 for aid practitioners and policymakers in Disaster Risk
Reduction, Climate Change Adaptation and Poverty Reduction”:

http://www.reachingresilience.org/IMG/pdf/resilience-handbook.pdf

SEEP Network (2010) ‘Minimum Economic Recovery Standards’:

http://www.seepnetwork.org/minimum-economic-recovery-standards-resources-174.php

See the CHS Alliance website for more resources: http://chsalliance.org/resources
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Slim, H. & Bonwick, A. (2005) ‘Protection: An ALNAP guide for humanitarian agencies":

www alnap.org/resource/5263

SEEP Network (2010) ‘Minimum Economic Recovery Standards’:

http://www seepnetwork.org/minimum-economic-recovery-standards-resources-174 php
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Quality criterion:
Humanitarian response is
based on communication,
participation and feedback.

Communities and people affected by crisis

know their rights and entitlements, have
access to information and participate in
decisions that affect them.

2401, T{=Ho
QI 2|2

—

Why is this Commitment important?

This Commitment emphasises the need for the inclusive participation of crisis-affected people. This requires a willingness to allow and
encourage people receiving aid to speak out and influence decisions. Information and communication are critical forms of aid, without which
affected people cannot access services, make the best decisions for themselves and their communities, or hold aid agencies to account.
Sharing information, listening carefully to affected communities and involving them in decision-making contributes to more effective
programmes and improves the quality of services delivered. When people have the opportunity to voice their opinions, this enhances their
sense of well being, helps them adapt to the challenges they face and better enables them to take an active role in their own recovery.

Performance indicators

1. Communities and people affected by crisis (including the most vulnerable) are aware of their rights and entitlements.
2. Communities and people affected by crisis consider that they have timely access to relevant and clear information.
3. Communities and people affected by crisis are satisfied with the opportunities they have to influence the response.

Guiding questions for monitoring Key Actions

e Isinformation about the organisation and response provided in accessible and appropriate ways to different affected groups?

e Can women, men, girls and boys (especially those who are marginalised and vulnerable) access the information provided,
and do they understand it?

e Are crisis-affected people’s views, including those of the most vulnerable and marginalised, sought and used to guide
programme design and implementation?

¢ Do all groups within affected communities feel they have equitable opportunities to participate in decisions about the
response that affect them?

e Are all groups within the affected community aware of how to give feedback on the response, and do they feel safe using
those channels?

® Are barriers to giving feedback identified and addressed?

¢ Is data provided through feedback mechanisms disaggregated by age, gender and other relevant categories?

Key Actions Guidance notes

4 Provide information Sharing information with communities
to communities and
people affected by crisis
about the organisation,
the principles it adheres
to, how it expects

its staff to behave,

the programmes it is
implementing and what
they intend to deliver.

¢ The sharing of accurate, timely and accessible information strengthens trust, increases
understanding, deepens levels of participation and improves the impact of a project. It can
help to reduce the number of formal complaints received and is a key to being transparent.

Sharing financial information with communities can also improve cost-effectiveness and help
communities to highlight waste or fraud.

If an organisation does not share information appropriately with the people it aims to assist,
this can contribute to misunderstandings and delays, inappropriate projects that waste resources,
and negative perceptions about the organisation that can generate anger, frustration and insecurity.

Without accurate information, people cannot make informed decisions. They may be vulnerable
to exploitation and abuse (including sexual abuse) if they don’t know what they are entitled to,
what behaviour they can expect from aid workers and how to complain if they are not satisfied
with the level of services provided.
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4.2 Communicate in

Effective and inclusive communication

languages, formats e Different ( th ith hild Id ith disabilities) 4.2 £3& 5ol 7istl SHmoL FEH A4 22
, ifferent groups (e.g. mothers with young children, older men or women with disabilities; - . . 02l ZHAZ S OITL| HONZ 712 Lol = M2 Ch2 7 of Al2l5t A ol
and media that are will have different communication and information needs and may well have different 20lE IE2 Eetst] 334l Ol AHAE & 001, FOHS 7kl =01 S, M2 T HelEiE e s
easily understood, trusted sources of communication. Ljo] M2 Ci2 1A9SS OJAt A& CHYO| M2 E=C
respectful and culturally 2237 =0 25 OHIZIO| O|A} AE CIAI 7|RHES =]
appropriate for different e Instead of using one-way communication, organisations should ensure not only that =30t 152 2340 - YA oAt AE O, VIS E | 7120
members of the existing communication systems are used but also that people are consulted on their 255t £ olsliet 4~ Q= 2}, 2Aohe AMdE 25 420f| T
. . references and the degree of privacy required. = o ==
community, especially i i ° CORPERESER SO0 L pze ot a8 Jis0l Hgsie 29 o =% zoj2
vulnerable and . I . . o|20zIc} _
Lo e Care is needed to ensure that new communications technology is used effectively and safely. i 7|€0{0t BCt
marginalised groups. =
4.3 Ensure Participation and engagement 4.3 97|0l| Y3ES b2 2| ZHoqet i
. . . . . A . . co= cio =
'represent'atlon is e Local populations are usually the first to react in a disaster and some degree of community DEx| U Z0IS0| T2 20| . 2|9 2OIS 2 Cf7f A0l 7HRE B CI2 5= ARIS 0|1, 2| 2SS 012 2|9I0| O}R 27| T =
inclusive, involving participation is possible even very early on in a response. Affected populations will have ceorl = Tee e L Y= g 4 AL 2710 FeE B2 FUS2 217|0f HE3| tS5hs gYs LR US A0I2Z
the participation ideas on how to respond appropriately to the crisis and their views on programme design D= CHAlof 2Hod5He2 —eoreeTET AT ce=cLTe= - oA o= es= E"‘_”‘E AT
and engagement should be sought on an ongoing basis. Time spent consulting early can save a lot more stozp oS o Z2 R4 AoAof et 22159 oS ALKH 2 2 £-oHof BHC 27|0f 2| HALS| FRInt0| Holof AlZtS
of communities and time trying to fix inappropriate decisions later on. A SE2totH, 220 224He 2YS HIZEE AlZO| U 2015 4= ULk
eople affected b B+ =S B
(F:)risig at all stages };f e Different levels of participation may be appropriate at different times. For example, in . 225} 20] 22 Wlo)| w2t St 4 QICE 0|2 S0, 212 Ch22| 27| THAO|AM = 27|10 gaFe Bre
the early stages of an acute response, consultation might only be possible with limited = = = = = =
the work. y stag P : "9 y be possibie FOUS Z SHYE 50 AIZISQ| AT 2k 4 QUR[DE AIZHO] R|LHH TS B2 AFRES 0| QAL 20
numbers of affected people, but over time there will be more opportunities for more CHOfSE A Ol &
people and groups to become more involved in decision-making. ofar 4 U Ect
. ) ) . Z|HALS|O| AFSIO|LI AE O|Z M2 FIAE G E2]0 2 0|5} 7|20 Aa1o| 20| R0 Chz
* As a result of the context or pre-existing differences in power (e.g. based upon AGAL29| HROILLEE, F, A, FHAE, = V(B SY22 QSH 7|20 #H| 240] H.__Oﬂ, RS
gender, race, class, caste, or other characteristics), participation will not usually occur o= 2tH o = 0| R[A| =Lt 2L, Qe Y 7| HE2 oS SHE Chato| S 2 ls o B2
spontaneously. Instead, aid organisations may have to foster a process of mutual learning 21012 Q& 35(0f BT,

and dialogue to stimulate greater participation.

Particular attention should be given to groups or individuals traditionally excluded from
power and decision-making processes.

M-S
Informed consent o O Ch2 2H0] 22 At S9|(informed consent)’Ch, Al2tS2 i ATt 7+21 2|0| 2 A|CHZ O[sH5HA|
® Another aspect of participation is that of informed consent. People may express consent 25t 2| 59|57 | St 5104, O|AFAQ1 Z42 OFL|R|0F I 2H E0f| CHot S2|9f 2H0] £~F2 &z 2H0{0f| CHjst
without ful'ly u.nderstan'd.erg the implications. While this is not ideal, a degrge of consent O|7|, RHE ZJAl = 2 QI T 9] ME(0: 2|SIAIB|2LS] H|ok ME)0j| 7|Hk5H0] O ALSHOL BHCY
and participation may initially have to be assumed, based on expressed willingness to
take part in project activities, observation, knowledge, or legal or other documents
(e.g. contractual agreements with the community).
4.49)7|0f P2 2 2 =
e . o e U ZoIS0| AT - BAHQI IEWS 1F €8 G OElE S BEH S A 2 3 BUERY, £- 42X/Z S
-4 Encourage an - - oS 4 QIC} UARH AlS ZHR0||A AL H|ZAIZIO =3 5 = P
o o = = = 2 BISAHQ T EME AFF] A0 510, MZ|E YN AEHe2
facilitate communities ¢ Formal feedback can be sought through specific assessments (using group discussions A 0| 21t 2 apdof| Cifstod ;E TEMO izﬂ._ot _; I:;HZ © _‘;_l Ny ;Z_L = o
and people affected or interviews), post distribution monitoring or questionnaires. Informal feedback received AOIL} OEE =] O] HS T2 M3 JjMsH= O AHZE|0{0F SHEHORH 2110 F 3 R).
by crisis to provide in the course of daily interaction should also be valued and used to develop trust and _ _ _ - _
. X i N N StAOICR2 =L} ES . 2= O Y|o}AO| I|EHHE S HQ O 4 2|22 HiZ| 25 LI EXHZAo| T2 S N AHZL
feedback on their improve programmes on an ongoing basis (see the links to further guidance below). HAE 4= AT FE=LL 53 M:-E:_ [ZH2el |—_—|E_°a 87 A=Y |\?‘IE 22| A0f7'|_| AL £¥Hel fu.ELJ-Pf_O 27} &t
level of satisfaction IS PYEPIET PO Soi9lst 2= QT E3H 28130 2 0| ChEt BIES SHE 4 Gl HOE QUCH AIAIEIHBA Y
with the quality and ¢ People may fear that critical feedback will lead to a loss of assistance or have negative 0l 0|S 0| COkAI0 20|12 H|ZAIZ O 2 T|SHHS A|25H= 03] 7|R| HHHS DANSH= 240| 2Q35|C}
offectiveness of the repercussions. There may also be cultural reasons why criticism of an intervention is -
. . T . o =1 - - -
assistance received unacceptable. Exploring different methods of providing informal and formal feedback 712040 Bt . DE A 2SS AIZHE0| AR|2 AN QR|5H= YIS 0|35l AFFSO| Aot 2| A4S BHoHS0| 1,
! is important. = = 5
paying particular o imp S0|D LY I|SHO| S 5He S 2D, = A2l AHIA A WA Chet M2 Ch2 354
i ) ) I , MOS0l HE2 2 = 0| 21| 2ARFHOE 5
atte(r;tlon to thed e All field-based staff should understand how to gain and maintain people’s trust, welcome US| HES FO| A 2SO et
gender, age an people’s suggestions and comments, know how to respond to both positive and negative ; _ - _
. . L . i . II|CEH 243} O DHETL A AHIGHOE BICH A2 IS 20| O350 REL|= HO Y| Orz|of
diversity of those feedback and be observant of the reactions of different community members to the way I 2p= OHE 7| 2=t 8| 2AsH0F ettt 22 D= 220 R0 S5El= 327 AR,

=
services are provided. 22flef 25t 2|

giving feedback. Ci P US| Ciet = L& 2= TH26H0F JTHAM 5 3R). HaEl TEHS Y5t
Olol| Tt L2 2| 50, B2 A| T2 +Y5t= A2 1 2ol chsh M2l E s o 2¥Ho|ct
¢ Feedback mechanisms should be designed in coordination with other agencies. They
should be seen as separate from complaints mechanisms for serious infringements of
practice or behaviour (see Commitment 5) although in practice there is usually an overlap
in the type of feedback and complaints received. Acknowledging and following up on the
feedback received and adapting the programme if appropriate is crucial if the process is to
be trusted.
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Guiding questions for monitoring Organisational Responsibilities 7| 2o 242)o] Cifst 2LIEE 2E

o Dodpi“dfj an?bproaramdn’:zplatr;]s inEIude p{ovlsicf)fr;s for information sharing, including criteria on what information should . 2D} T2 2K Ao AE 2 L H|2I| 7|22 HIRSI0 HE 20| Ciet FAE TEHE|0] 9l=T RIS 0| 0l2{st FAS ¢4 Ql=Th
and should not be shared: Are they known 1o staft « Z2HO|l= 7|Q = 012F5F A ELE 21O 2 21QJ0|LEQ|7|0]| HEHS HES ALRES S 9|7 |0f| HHFEE2] 4 Ol= K2 CF2 = HIHO|| Ci5H
e Do policies include provisions on how to deal with confidential or sensitive information, or information that could potentially O:O”‘— lf = :D:o“ 8= _}' ° H;'_i o 210 SEE T2 MBSS 717101 M=E + 2l =8 O s SH tiet 1=
place staff or affected people at risk? Are they known to staff? ZEE|0| A=71? 2250|0123t FES L U=7P
¢ |s there a policy commitment and guidelines about the way in which affected people are represented in external - HHR[HQI QAL E = 23 2RO 17]0]| oS 2 AIRS S CHESH= A0l CiSh -2 Mofat 710 =21R10] Q=712 21245 0] 0]2{3 Mot
communications or fundraising materials? Are they known to staff? Jto|=atelS ot 9l=sh
Organisational .
e Guidance notes a}o| 2HO| 2
Responsibilities 7lae A A8
4.5 Policies for Promoting a culture of open communication I
information sharing o A 9' tion sh Idlzl fi dd tit for sharing inf ti 45 3= 7 YAS OiEorL JMEHL MRS F5 =
! n organisation should define and document its processes for sharing information, o . o]C 2 2/0] JTO A 1O HILZ B oI B BSOS = =0 walsio [,
are in place, and for example: its commitment to accurate and timely information sharing; what information S0l O|AAE 0| 7Hs6t A=A A 7S Y2 SF BAHS BABIL EMEISHOF BtTh oS SO, F&tn APY| st Y2 S70l
promote a culture of it will share with the people it seeks to assist and other stakeholders; how decisions will o512 ZABIC}H CHot MOF QI 2| S gh= At2HED} 1 2| OfSHAAIAFS 298 H 2= o012, HE 37 A|7|2}
open communication. be made_about V\{hen and how to share information; and the criteria used in deciding not =< SPSHO|| CHBE OJAF ZIR0| O{Z7| 0|21 {0} 5H=R|, K HI2IH 23 7|2 5.2 Ho3t1 SAIaIH0t 3T}
to share information. h ’
) ) ) ) o ) ) . I 0] MOES AT 01T A 2| 7| TS S | A F 202 GIptA £ 271A0| 0[5het MotS
¢ Meeting this Commitment also requires that organisations state publicly (e.g. on their o | Meors s ot o :l 1 ==< _l_‘ S - © °__'_|_ r_‘o \_|°H i 128
website or in promotional material) additional interests and commitments such as SHHSZ (Of: YAIOIELL EE= 5) H3{0F Sttt 271H4Ql Ofah2AIE BAlst= OlrE , 2E
political or religious affiliations. The purpose of this declaration of additional interests is OB REARIZ} O] 7| 2] EAMT} A2 2 MEA! 220f Chs EC T OfaHEt 4 Q=2 57| 9/3tolCt,
to encourage a 'no surprises’ approach, giving all stakeholders an opportunity to better
un(cjlersltand tEe nature of the organisation and its likely affiliations, policies, partnerships . OIZZ 2|2 7|ZHS S A|AE] ZBH0|| ATt HBAO| 2512 ¢ D517| QI510d A2 T AT AfZ 2o}
and relationships. - A = - -
P SN2 ZROINAL =5]0F B0} 21 S HEE SRk O EYoi 7Rl 29| 7|¢S2
e Organisations should strive to share information about their successes and failures 2|2 S| ROISS HIRFH 20| = QYL 7H540| ¢ =Lt
more openly, to help promote a system-wide culture of openness and accountability.
Organisations that are transparent and open in sharing information with their staff are
more likely to be open with communities and the public. .
4.6 2|7(0 YatS HEe 2| RS- 2rojet 2| A 2o Chgh 7| 2te] 2|2|
L. . L . . . . . . Z2H7} 212k0) = 29I 0| Z|HZE Q| JHOIT} O|AF HHS 225D © oj5FS HES RO|S0| o|HS
4.6 Policies are in Organisational commitment to participation and listening to communities S84 U RS2 20A17| 2, A2t 2Ol HASOI AAS SAII VHedat oA 2ES Zotal, #I7|0f| IS 22 FUSO| oA
: - ) . . - =7 =xz0 HHS 1}2|517| O|5F BIOLS TEKSICH Ak O 5t 2424 CE5} 7|2
place for engaging e Policies and strategies should outline how staff members are being developed to facilitate D272 D= CHY oM 20| =1, FHHQI T|SES e|str| /et WokS HEISHC A8 12|10 CHdo]| Cheh 224 ot 7| 2to] o|z|ot
communities and community engagement and decision-making, listen to affected people and manage negative OIAISHC O MAOlO} OB QA 712|2 2218 4 1 7| =)= S0l CHSE BEFSE Of|A|S Al 250} 5 2170 FaFg Hhe 2| 2 54|
people affected by feedback. Gender and diversity policies can also help to promote the values and commitments UAote Uz elet /e As I|CSHte M2kl I 2 )24 JHto| BrE|olof BHC)
crisis, reflecting the of the organisation and provide concrete examples of expected behaviour. Feedback from HHISH 4 QIE 2 5= A2 —oeenT e erisrlee =
priorities and risks crisis-affected communities should also inform strategy and programme development. —
they identify in all e . T . o HE S HUR A, HISH
stages of the work. Restricting information, confidentiality and non-disclosure O HUE DE O[HEARISH 2OB A LI RSSO} SHe S OFLICH ZOE HLE HaE Tl
¢ Not all information can or should be shared with all stakeholders. Decisions about what = o= e e tome T AHeTOI o s ML Sme eams 2o E e
information to share should be based on an assessment of risk. For example in some SI71HIIE 7|22 2 JOloF Bitt o £ S0, YR 2 SH 2| 90 M= B S 2ol 2t YEE St
insecure areas, publicising information about cash distributions might put people at risk Z0ISo| 2AHYS A 9IC}
of being attacked. '
4.7 External External communications )
communications e Due care must be exercised when making use of stories and images from affected 47258 =42 o= i ki s
. . y . . L2 IS — .o oI5FS HES 2| DEZ0 2= Al25H = AFHEE 2157} BHAEE A 0lo O
including those used for communities as this can be seen as an invasion of their privacy — and as a breach of HRE TLShot oAl A710f FLS L2 AH SSH2 0[0F7 |2t OB[RIE ALE S The vl st EyE #3202
fundraising purposes, confidentiality if their permission is not sought. Fundraising material and photographs OJAAES o7 |0f YBES Bt HIEA| 45| 20| 22|12 2[510F ot E5], AFH 5{2F 10| 0|2 22 LIES0| A2 E ZR Y {2 14
are accurate, ethical and taken out of context can often be misleading. They can make the viewer assume that those - c=T ces e O|HH0f| SHLIE! 2 OICH QIR O)M AFRE|= RHR O} AFRIS ZZ Q30| AX|7} 9IS 4 OICt 021 2422 X5t
respectful, presenting receiving aid are all needy and helpless and may fail to highlight people’s dignity and their A9 S3H L FUSS =Y Tl;-:l HOOETZ:A t: c|>_';m|_1 LT.: = L tni‘_ LE,OP_; ﬂﬂ Eli_‘_ Oll LN;IE TZN; t;ol ;; = Z‘;
communities and people capacity to help themselves. Policies and guidelines relating to external communications oIZto 2 M H5I. Z2510] AZES0I|H| Q=2 2| S Bhe ALY S0| 25 SHE D 22T 23H B 4 Q, FOIS0| EQJ9} 2f 29|
affected by crisis as should be available to all staff and can help to ensure that these mistakes are not made. - so e H2S HO{R 2| 28 45 QICH CHR| K0! O|AtAE0]| 2H5H Z2H T} 7H0| E210I2 DE 2I1S0| atkst 4
L ; 242 H| 22|20] HEAlO o=
dignified human beings. i f:}l: zeld e Qlojof 510, 0[2{3H A2Hu} 710|S2f0le Al4E Hix|at= O Z20| 2 4 QI
Ao,
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Links to further guidance

2023

ALNAP & Groupe URD (2009) ‘Developing a participatory approach to involve crisis-affected people in a humanitarian response’. The
Participation Handbook:

http://www.alnap.org/resource/8531

CRS (2013) ‘Communication Toolbox: Practical guidance for program managers to improve communication with partici and Inity s"s

http://www.crsprogramquality.org/storage/pubs/general/communication-toolbox.pdf

ALNAP & Groupe URD (2009) ‘Developing a participatory approach to involve crisis-affected people in a humanitarian

response’. The Participation Handbook:

http://www.alnap.org/resource/8531

ALNAP (2014) ‘Closing the Loop - Practitioner guidance on effective feedback mechanisms in humanitarian contexts’. ALNAP
Practitioner Guidance. London: ALNAP/ODI:

http://www.alnap.org/what-we-do/engagement/feedback-loop

CRS (2013) ‘Communication Toolbox: Practical guidance for program managers to improve communication with

participants and community members’:

http://www.crsprogramquality.org/storage/pubs/general/communication-toolbox.pdf

Infoasaid (2013) Diagnostic Tools:
http://www.cdacnetwork.org/tools-and-resources/i/20140626100739-b0u7q

ALNAP (2014) ‘Closing the Loop - Practitioner guidance on effective feedback mechanisms in humanitarian contexts'.

ALNAP Practitioner Guidance. London: ALNAP/ODI:

http://www.alnap.org/what-we-do/engagement/feedback-loop

Infoasaid (2015) E-learning course:

http://www.cdacnetwork.org/learning-centre/e-learning/

See the CHS Alliance website for more resources: http://chsalliance.org/resources
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Infoasaid (2013) Diagnostic Tools:
http://www.cdacnetwork.org/tools-and-resources/i/20140626100739-b0u7q

Infoasaid (2015) E-learning course:

http://www.cdacnetwork.org/learning-centre/e-learning/

Cf ZfAf[SHLAE2 CHS Alliance #IALO|ES Z+Z. http.//chsalliance.org/resources
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Communities and people affected by

Quality criterion:
crisis have access to safe and responsive | Complaints are welcomed
mechanisms to handle complaints. and addressed.

Why is this Commitment important?

People affected by crisis have the right to complain to an agency and to receive an appropriate and timely response.

Formal mechanisms for complaints and redress are an essential component of an agency’s accountability and give affected
communities some element of control over their lives. A complaint contains a specific grievance and can alert an organisation
to serious misconduct or failures in the response, allowing them to take timely action to improve programme quality. All
organisations are susceptible to fraud or abuse of power and a complaints system can help an organisation to recognise

and respond to malpractice, manipulation and exploitation.

Performance indicators

1. Communities and people affected by crisis, including vulnerable and marginalised groups, are aware of complaints
mechanisms established for their use.

2. Communities and people affected by crisis, consider the complaints mechanisms accessible, effective, confidential and safe.
3. Complaints are investigated, resolved and results fed back to the complainant within the stated timeframe.

Guiding questions for monitoring Key Actions
e Are communities and people affected by crisis consulted about the design of complaints mechanisms?

e Are the preferences of all demographic groups taken into account, particularly those related to safety and confidentiality,
in the design of complaints processes?

¢ |sinformation about how complaints mechanisms work and what kind of complaints can be made through them provided
to and understood by all demographic groups?

e Are there agreed and respected timeframes to investigate and resolve complaints? Is the time between a complaint is
filed and its resolution recorded?

e Are complaints about sexual exploitation and abuse investigated immediately by staff with relevant competencies and an
appropriate level of authority?

Key Actions Guidance notes

5.1 Consult with
communities and

Designing a complaints mechanism
* Affected communities and other stakeholders (including staff and groups who might be

people affected by
crisis on the design,
implementation

and monitoring of
complaints-handling
processes.

particularly vulnerable) should be consulted about: how they view complaints mechanisms;
how complaints are currently dealt with; the ways in which they would like to submit
complaints to the organisation(s); what might potentially prevent them from complaining;
and how they wish to receive feedback about complaints. The procedures should be
designed to fit the requirements for each context and the feasibility of joint complaints
mechanisms with other agencies should be explored.

Staff members will need training to understand the rationale behind the complaints
mechanism and the procedures for operating it. It is also important to consider how
complaints received will be recorded and tracked, and how the learning from them will
be incorporated into future planning.
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5.2 Welcome and Raising awareness about how to make a complaint 5.2 20r2 7[7{0] 417|121 201 37| S| Chat O1A] 13|

accept complaints, * Time and resources will be needed to ensure that different groups within the affected P Obx{2 4| S0l CH3t . OfT 7| 20| 0|2{5t 7|20 EatsiA] R51ES [ 97| YEHS BHS Z20IS0| 202 A7 |5tn AlS AL
and communicate how population know what they can expect from agencies in terms of services, staff attitudes +EotH, SR2{A=0f Chet O{C|0f 7HA] 22912 BHOF BH=R|2 2T, AJH|A 9} ZI2I0| Ef & U SHE Do A] 7| ZHSOl|7| 7|CHEHE: 4 Q)=
the mechanism can be and behaviour, as well as what to do and where to go if they want to make a complaint A2eHn 22| 7155t 0]4:9| NE sHorsh=AIS 2, = A= T =ee = = NS T M=
accessed and the scope because the agency has failed to meet these standards. They should also be assured that ool Catol AE3ICH HO| SARARE U7| Llshi= AlZFak M40 B RS Lot RS2 BR9| £243 gl0] Lids| 222
of issues it can address. they can make a complaint confidentially and without fear of retaliation. = 7|8t 4 QICH= S E24 HHOtO} BT}
® An information campaign may be useful to help raise awareness of the system and o A5 012 20M|7| A=t Zx}0] CiSH OlAIS M| D6t= O L8284 QICtH ROIS2 0| HZ9|
E;(\)iji-}tdwuirlﬁ\;;rnkd people should be given the opportunity to ask further questions about SOIHEAIO| CHEH O D5 RI2.S 8t 75|12 710} BHC}
M bel hat th | - 3= U2 BHO| AUSQ| 2A|E 2F o ZoliE 4= UL VS £+ ASE 2, 7|02 S #2|sh=
* Managing expectations is important, as communities may believe that the complaints _
process can sFélve all of their ||2rob|ems. This could generate frustration and disapppointment 20| S25HH, 7|CHRE HEP 7|20 SHBTIS EHOIME B 2T HUS FE = U
if the changes that are expected are outside the control of the agency.
5.3 00| 9= 3Eotn s | =2
5.3 Manage complaints | Managing complaints saoz 2oie pzcz g |+ AVIE SUSOIHRE RHSS IR CRlE RE UL JHEHO 2 Ch/of BTt S CfE 382
H N N . . . P . . . =] T =/ ’
in a timely, fair and * All complaints should be dealt with individually even though they may cover similar issues. DO CiolA] 2ake 2[5t BHAF 25|21 7|7F LHOY| A 25| 010} 511, E0HS A|7|5H AFO A= TS 01 BS 4 Qli=2| 2U24Z(OF BHC}
appropriate manner A response should always be provided within a specified timeframe, and the complainant = SHACIM STS A7 18 (Ol D12¥512] oS 2ato] 22 791 o[L)
that prioritises the made aware of when he should expect a response (for example, seven days for non- 0|52| QHME RMA| BICH FUgsi g 2 e =
safjttyhOfthefior?plj inf " sensitive complaints). - 2010] QIE R 29! 7|te| E|o} MO HOAS SOl A2, 00| Chal 22 A7 (5 ALl L]
and those affected a = = = = = 5 —— =
all stages ¢ When the complaint falls outside the control and responsibility of the organisation, this a0 o, 7tstt A2 =S A7 IS Ale| 39| =, At V| 2of WS Bt e 2 755
should be explained clearly to the complainant and, where possible and in agreement QISHA C2 7|2 2l 2 E20t0| 20| TsiC}
with the complainant, referred on to the appropriate organisation. Coordination with
other agencies and sectors will be required if this is to function effectively. « Ol ofo| A0l 20k2 X7t L2qR|R| 7| W20l ST =X DAV Ldistct oot 22 =0k sl
7| 2tof Chsto] 22k AlShs F19 M2 Y 4= QICt S| 24210] 0]70]| HQISHR| RIUH 202t =&
* Anonymous and malicious complaints present specific challenges because their source is 222 DAUEHO} BiCH
unknown. They may be a warning signal to the organisation of underlying discontent and S e
any follow-up will need to investigate if there is any previously unacknowledged cause 2t=l Ol 5 =1 = = .
for complaint g ye Y g - A3 22| U STjo] Ot SOl 23 w2 S0 ZAIFOF BiCt
® Only trained staff should investigate allegations of sexual exploitation and abuse (SEA). M3
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Documentation

¢ Records should be kept of how the complaints mechanism was set up (including on what
basis decisions were made), all complaints made, how they were responded to and within
what timeframe. Care must be taken to ensure that information on complaints is kept

confidentially, in strict accprdance with data protection policies, and that information is Eor2 A|7|5 Al B
only stored for as long as is needed. N _ . - _ _
- ASAZSH wgdtE 71 E2 YOl Ciol Z2E57| Moll A2]2 L H0| A5t 2AIE BtEA| BTl OF
Protecting complainants BICH 01D} O, OFS, HOHR!, 22[250] 82| A= 0| 47 U AlHo| CHe oS 22 o|Se]
® Social and power dynamics must be assessed before deciding on the best way to interact E A5 Q70 EYsHZ0|2 7|00k i},

with communities. Particular attention should always be paid to the specific needs of older
people, women, children, people with disabilities and others who might be marginalised in

- Q= 2| 7| 2e| O FE2E L7t LOLOF5H=2|1E Z2H S Woll= BFEA| O 7|2 0{0F BHTt 42
order to ensure they have a say in the design and implementation of complaints-handling _ . _ e e a =
peiing s{Ci} RRAEI ALSIZ ORI} 47 BICHS A T3 012} O} 50| 1At L 171 E S2RE| T Azl
SIS ZorstH, TjsAS2| = 2L )of thsh B2 S FAIst TisharSol|7| 252| 2/=0] glttn
e Care must be taken in deciding who needs to know what information within the ° 5 = =
nust . AINg \ } i FAIA|Z |2 242 TIAZO|C) LS D8t 220 T2 2H0|L S 20| SIS 0)| CHs] LHE Bt 2o Ha

organisation. Given the social stigma associated with sexual abuse and the very real danger Al CameTe Ik e 0 B2 It ! Ol Chot =4 Aol

that women and children reporting such abuse could face from perpetrators and their 2ok stet

own families, it is essential to ensure that their complaint will be treated confidentially and

reassure them that they will face no danger of retaliation. A whistle-blowing policy should

offer assurance of protection to staff who highlight concerns about programmes or the

behaviour of colleagues.
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Guiding questions for monitoring Organisational Responsibilities 7|2ko| zHlo]f| Clst BLIE{R! 22
. ire tTIere 1f.](peciﬁ.cdpzlici.e;, bu.d(gjets ‘and p:joce{dur(;s in p!a.ce for hindling cgmplai’nts? . | | or b . 2012 2{2|517| 95t EXFH H2H} oAb B2 Q=R
o Are aI s.ta; f)prow ed with an induction and refresher training on the organisation’s policy and procedures for handling . DS 20| 7|RHo] 20t 22| 3 T Hzjo| T3t MY TSI} BADSS HRSH=T
complaints? - o= o
_— . . — - N . J|2to| o 242H0|| A1 2k2| A SHTHO|| CHEE Z3H0| Q=T
* Does the organisation’s complaints-handling policy include provisions for sexual exploitation and abuse? 71E4e] S0 22| B0 92 213 3 SICHof gt 20| A=t
212 O] 5 - = 5 - - - = o=
e Is the organisation’s policy commitment and procedures for preventing sexual exploitation and abuse shared with affected - g3 27| L SIS YR|ok| B 7| He| H2 Mot MRS 2i7|of FEE W2 AY 3 A L FeUSn FRot=IR
communities and people? - 7| 20| sl Hotr| 2ot ECHS2 CHE |2t 710 Al7| ZEdHA QA= =2
* Are complaints that cannot be addressed by the organisation referred in a timely manner to other relevant organisations?
e Guidance notes A1
Responsibilities
5.4 The complaints- Complamts. ha‘ndlmg process . N 5.4 2[7(0f Y2 e 2o ok ya] Mz}
handhng'f'l’ocesj for o {in organkl]satlotr;1 that me:}ts thetCHS sh?gld Sens;jre that| bp:h its sl';aff and the communtltlei 253920152 95t « CHSE 245H= 7|22 2|9 U 7| 20| MH|AS gh= 2|3 SA|0f| Ci5t0] 202 #|7|8 7|815 B35Hot
communities an it serves have the opportunity to complain. Such complaints can be seen as an opportunity = = SICH O[5+ EOMS.© 7|34 QI 7|140| OIS BEALO] J|5|2 A2 A OICH 0L FH0I0] CIBEMF ZIZIAL ZERZd
people affected by to improve the organisation and its work. Complaints can indicate the impact and =022 OfEHstn Bt olafet 2253 712 % vlae @R gl lgf S 20 S0 Hao] SE 12 T
! ; . o e = in] 5 So|olzEE
crisis is documented appropriateness of an intervention, potential risks and vulnerabilities, and the degree to SMElEIC} 0] Mate m2 2 P71, 2, HE L2 MBIA0) Ciet 2QI159| QEES LEER 4 Tt
and in place. The which people are satisfied with the services provided. e e e ) ) ) i o o B -
Focess sho;JId cover A7, 4 zkz|, sioh 2l 7|et - 20 A2| 20| Tistod 2SS SA|2t 21/ S0 Fets| 2HaHof ott, 2IZket HE (Of: i, 42 243
Erogramming sexual ® The complaints process needs to be clearly explained to communities and staff, and Z+oko| sitl So| LS QU SiCf, CE= A2t Q| SHQILE 274 siQ))Qf DIZSIR| 9k2 HE (O] M 7|1Z AR TSt Oj24 ) 250
N ! mechanisms are needed for both sensitive (i.e. relating to corruption, sexual exploitation = 5 SOk S|
exploitation and ( 9 P P LEk5HOf BTt Chist 4| =Z OFsof StC.

and abuse, or gross misconduct or malpractice) and non-sensitive information (e.g.

abuse, and other challenges to use of selection criteria).

abuses of power.
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Guidelines should state which complaints fall within the agency’s own remit, and when and !
how to refer them to other service providers. The roles, responsibilities and timeframes A| =0 ZESHE|O{0F S
agreed must be clearly indicated. The right to appeal should also be built into complaints
mechanisms.

AgSSHet US| EAUS 201 4+ W UM S A, ALAY, B2 S 20I| S22 A =0
5l 7|EF 7|2 S20| Y TH5g = 2A5HOF BiCt,

The possibility of working with other agencies on complaints mechanisms in specific
locations, consortia or sectors should also be considered as this may be less confusing for

! M 2bz| @ 5H
communities and staff. d% 213 2 SITHSEA)
+ 7120 7|20 e HefRE A 2| U Sttof 2et S 27| H|=of BAjo g, oY, £,
Sexual exploitation and abuse (SEA) Y8 Y HIZ FAS 2T Y0 ATt 7| U2 LRSI g2 215 L sity Aol gt A2
® An organisation and its senior management are responsible for ensuring that complaints ZEHE MEA Z|oF Sof| LFst= 242 1245}0F 5HC}
mechanisms and procedures for SEA are in place, safe, transparent, accessible and
confidential. Organisations should consider including specific statements about cooperating
with investigations into SEA cases, where appropriate, in their partnership agreements.
55202 MEsp Czn, | 2428
550 i tional o isational cult sh2lE| 23 zjof et .« A A FOES S 2 Pt 2AE 7] 20| F2H0t 0[0]| CHE S, 0L H2H0| 0442t Ot 5,
- An organisationa roanEationsledture o o - Blshe Jlai0] 2= HOHoI S AAHOI 2oPZ S B E5H= 20| Tl 2E 2ol 2 Hsiof it
culture in which e Policies relating to an organisation’s duty of care to the people it aims to assist, its codes of Aelot= 7|2 2ots
corT\pIaints are taken CondLrCt a‘n:dhovglt‘ v_viII p?telcdt Eotenﬁiallybvlgl_nejble iqlrou%s such as women, children and ZAMsHo} Bt - D22t 19 AYS S BE YW IIEY, ZAIULAIAL 9|7|0] YEFS g2 ROIS0| M2 Z225t=
seriously and acted people with disabilities, should be well publicised to all staft. 2315 2495171 A24al0} STt A|AZ SH|0| S0k2| H|E | Al3Ho] CiEt 2| 0f2 Zesict
upon according to )
defined policies and * Managers and senior staff should model and promote a culture o.f'mutua'l respect . JBESHYUDR|, £ 22| A ZAGH DA ZAFHAFZ OISO} BITE ZAHS HIEA| 23], A7
rocesses has been between all staff, partners, volunteers and people affected by crisis. Their support for the . N . e o m oy o . co
P tablished implementation of community complaints mechanisms is vital. AEo], dEHo= A0OF SRR, A V[E0 BiA| =58 2US SEAMOH ST HY HeRS2
cremEnes Z AR} 2{2I0| 9l 29| 220 CifSt HB71o| ZOl0|Lt 22 WK wolo} B}
¢ Organisations should have formal investigation procedures that adhere to the principles
of confidentiality, independence and respect. Investigations must be conducted in a - 21 202 TR = 12| Fafet L] 1Y ZE OFAS|0{0of ST,
thorough, timely and professional manner, but also meet legal standards and local labour B B B B o o
law requirements. Designated managers should have access to specialist advice or training - YV | Yok V|2 S2(M20] et 2 CHS IS S 0HAI7| 2 2| FHoll cisl gelshor St

on investigations and handling staff misconduct.

A grievance procedure and whistle-blowing policy should also be in place to deal with
staff complaints.

Organisations working with partners should agree on how they will raise and handle
complaints (including against each other).

42 CHS Guidance Notes and Indicators Ol 2|40| SHAl 7|20f| CHSt 2|21 & 2| H 43



5.6 Communities and
people affected by
crisis are fully aware of
the expected behaviour
of humanitarian staff,
including organisational
commitments made on
the prevention of sexual

e it ts 3 & 8).
exploitation and abuse. Commitments 3 & &)

Staff behaviour and codes of conduct

* Organisations meeting this Commitment should have a staff code of conduct that is well
publicised and endorsed by senior management.

e A child safeguarding policy should apply to all staff and partners, and inductions and
training should be provided on expected standards of behaviour.

e Staff should know and understand the consequences of breaching the code (see

5.7 Complaints that do
not fall within the scope
of the organisation are
referred to a relevant
party in a manner
consistent with good
practice.

Scope and referral

authorities will be necessary.

e Staff should be aware of how to handle complaints or allegations of abuse. In the case of
criminal activity or where international law has been broken, liaison with the appropriate

Links to further guidance

Danish Refugee Council (2008) ‘Complaints Mechanism Handbook':

http://www.alnap.org/resource/8762

IASC Task force on PSEA (2009) ‘Guidelines on Setting Up a C
and Abuse by UN and non-UN Personnel”:

www.pseataskforce.org/uploads/tools/1351822689.pdf

ity Based C laints Mechanism Regarding Sexual Exploitation

Save the Children (2013) ‘Putting Accountability into Practice’:

http://resourcecentre.savethechildren.se/library/programme-accountability-guidance-pack-save-children-resource

See the CHS Alliance website for more resources: http://chsalliance.org/resources
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Danish Refugee Council (2008) ‘Complaints Mechanism Handbook":

http://www.alnap.org/resource/8762

IASC Task force on PSEA (2009) ‘Guidelines on Setting Up a Community Based Complaints Mechanism Regarding Sexual
Exploitation and Abuse by UN and non-UN Personnel”:

www.pseataskforce.org/uploads/tools/1351822689.pdf

Save the Children (2013) ‘Putting Accountability into Practice’:

http://resourcecentre.savethechildren.se/library/programme-accountability-guidance-pack-save-children-resource

L ZfA|5HLIE2 CHS Alliance #IAFO[EE ZFZ. http.//chsalliance.org/resources
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Communities and people affected

Quality criterion:
Humanitarian response
is coordinated and
complementary.

by crisis receive coordinated,
complementary assistance.

=Z.
13 7|z

ol 2jglo| 73

Why is this Commitment important?

Adequate programme coverage and timely, effective humanitarian responses require collective action. Coordination
mechanisms, such as the cluster system, are required to establish a clear division of labour and responsibility and to identify
gaps in coverage and quality. It is important to prevent the duplication of efforts and the waste of resources. The sharing of
information and knowledge between stakeholders, joint planning and integrated activities can also ensure that organisations
manage risk better and improve the outcomes of a response.

Performance indicators

1. Communities and people affected by crisis do not identify gaps and overlaps in the response.
2. Responding organisations share relevant information through formal and informal coordination mechanisms.
3. Organisations coordinate needs assessments, delivery of humanitarian aid and monitoring of its implementation.

Guiding questions for monitoring Key Actions

e Isinformation about the organisation’s competences, resources, geographical areas and sectors of work shared with
others responding to the crisis in a timely way?

e s information about the competences, resources, areas and sectors of work of other organisations, including local
and national authorities, accessed and used?

e Have existing coordination structures been identified and supported?

e Are the programmes of other organisations and authorities taken into account when designing, planning and
implementing programmes?

e Are gaps in coverage identified and addressed?

Key Actions Guidance notes

6.1 Identify the roles,
responsibilities,
capacities and
interests of different
stakeholders.?

Working with the private sector

¢ The private sector can bring commercial efficiencies, complementary expertise and
resources to humanitarian agencies. Information sharing, at the very least, is required
to avoid duplication and to promote humanitarian good practice. Partnerships with the
private sector should ensure that there are explicit benefits for people affected by crisis,
whilst recognising that private sector actors may have additional objectives of their own.

Working with the military

e The military brings particular expertise and resources, including security, logistics, transport
and communication. However any association with the military should be in the service of,
and led by, humanitarian agencies and according to endorsed guidelines. Some organisations
will maintain a minimum dialogue to ensure operational efficiency (e.g. basic programme
information sharing) while others may establish stronger links (e.g. the use of military assets).

In all cases, humanitarian agencies must remain clearly distinct from the military to avoid any
real or perceived association with a political or military agenda that could compromise the
agencies’ neutrality, independence, credibility, security and access to affected populations.

3 Including local actors, humanitarian organisations, local authorities, private companies
and other relevant groups.
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6.2 Ensure humanitarian
response complements
that of national and
local authorities* and
other humanitarian
organisations.

Complementary assistance

® Humanitarian agencies have an essential role to play in supporting the state’s response
and coordination function.

* Local organisations and civil society networks will have a significant amount of context-specific
knowledge and experience but may need support in re-establishing themselves following
the effects of a disaster.

¢ Collaboration and, where possible, the sharing of resources and equipment optimise the
capacity of communities, host governments, donors and humanitarian agencies with different
mandates and expertise. For example, joint assessments, trainings and evaluations can help
to break down the barriers between organisations and ensure a more coherent approach
(see the links to further guidance below).

6.3 Participate in
relevant coordination
bodies and collaborate
with others in order

to minimise demands
on communities

and maximise the
coverage and service
provision of the wider
humanitarian effort.

Coordination bodies

e Efforts must often be made to encourage coordination, as local actors may not participate if
coordination mechanisms appear to be relevant only to international agencies. The location
of meetings or language can be a barrier to the participation of local actors. National and
sub-national mechanisms are required and clear reporting lines will need to be established.
Participation in coordination mechanisms before a disaster establishes relationships and
enhances coordination during a response.

Where parallel coordination structures are necessary, there should be a clear strategy

for linking with longer-term coordination bodies. The cluster system is a recognised
mechanism for the coordination of emergencies, but should support national coordination
mechanisms.

Meetings that bring together different sectors can enable people’s needs to be addressed
as a whole, rather than in isolation (e.g. people’s shelter, water, sanitation, hygiene and
psychosocial needs are interrelated).

In all coordination contexts, the commitment of agencies to participate will be affected by the
quality of the coordination mechanisms. Coordination leaders have a responsibility to ensure
that meetings and information sharing are well managed, efficient and results-oriented.
The coordination body needs to determine the scope of its activities and commitments,

as well as the overlap with other coordination bodies and how this will be managed (e.g. in
relation to accountability, gender and protection).

A key coordination function is ensuring the application and adherence to standards and
guidelines, and achieving impact is only possible through collaborative working and mutual
accountability. This can be done by reminding agencies of the need to adhere not only to
technical standards but also to the CHS, and by ensuring that the performance indicators
for the CHS are adapted to the context and used to monitor and evaluate the response.

6.4 Share necessary
information with
partners, coordination
groups and other
relevant actors
through appropriate
communication
channels.

Sharing information

e Sharing information (including financial) between different stakeholders and different
coordination mechanisms makes it more likely that gaps or duplication will be identified.

e It is important to respect the use of the local language(s) in meetings and in other
communications and examine barriers to communication so that local stakeholders are
enabled to participate.

e Care must be taken to speak clearly and avoid jargon and colloquialisms, especially when
other participants do not speak the same language. There may also be a need to provide
interpreters and translators.

4 Where authorities are a party to the conflict, humanitarian actors should use their judgment
vis-a-vis the independence of the action, keeping the interests of communities and people
affected by crisis at the centre of their decision-making.
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Guiding questions for monitoring Organisational Responsibilities 7|2te| zHolo]| Cist 2LI|E{ 22
® |s there a clear commitment in organisational policies and/or strategies to work in collaboration with other actors? . 7| o] HO|L} Z12Ho|| E} 7| 2hDto] BE0|| ChEH BEISHAJO0| Ql=Tp
® Have criteria or conditions for partner selection, collaboration and coordination been established? . B2i7|pio| M T} Bt ZHS of3t 7|E £ 2240| Df2ig|0] QTP
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partner will contribute to jointly meeting humanitarian principles? Moto| Hetst Ho|7h Zate|of QU=2f?
Organlsgtlgn'al Guidance notes 7|2 e 21
Responsibilities
6.5 Policies and Commitment to coordination and collaboration 65 0l 2|9J0| 2zl2 27 U S40j| cst Aok
strategies include a * An organisation that meets the CHS needs to ensure that the Commitment to coordination 8| &512| 041 27D |t « CHSE &40t 7| 2te] F2 U 24 2 2240f= 20)| CHEh Qo] ZZ3te|of QI0{0F it Of2{5H 7|2t
clear commitment is ingluded in organisational F‘)oli‘cies and resourcing strategies. The organisation should HE= Y250l J|EH |ED THE o} 317] HECHRDE 7 9| QI 2|2 Zx|(T2| 1 HASH AS Qle 22 =37} opd 7|2 S3t
to coordination and provide a statement on how it will engage with partners, host authorities and other g5 BIZot0] 7 |et 712 St SV S5 Ul CHBH IS A ZSI0F BHC}
. . . . . o = o o
collaboration with humanitarian (and where appropriate, non-humanitarian) actors. A5t HASICH= Mok =e=cs =oo= Aot =
others, includin 2420 D 2{2k0)| TLEHSIC] . 224 5|0|0f ZHAISH 7| TS CHESHS RIS 7|3l Ol O|AFZZI0|| 5t 2 A HE ol 7|4 HsHS 2k
national and |ocga| e Staff representing agencies in coordination meetings should have the appropriate Ao 120 Zerettt SIS0 FA3 712 S HEsts HASES V1% RSB net s Ymet7lS, AshS 2
. . . . . . .. . 5 2 =} 2 Sl=| =
S . information, skills and authority to contribute to planning and decision-making. RAO{OF BHCE 2 AR 2R | M| F&H5| SYE|0f QA0{0F BHCH.
authorities, without A I . ; S 2
. Coordination responsibilities should be clearly articulated in their job descriptions.
compromising
humanitarian principles. )
66 2P| B0 B2 TEutel 2
2o Qe stolsto] A 7| =772 2 HEHLL SH| 2 &5t LT B2{aH0r LICH 2 0H2{0|11 Y Q= HHUAL
6.6 Work with Yorkdng with partners i3l 2 THEL{0] Al 171 SISHATLE 24 7|2H] A A1 I, OlS BESH 35 X0 ol3sHor Bict
partners is governed ® Both local and national organisations should engage or collaborate with partners. A clear e o e
by clear and and shared understanding of each other's organisational mandate, and mutual roles and ;A =M EFot, 24249 - HESHAA0MEE S5 AIEY L 24240 3R] O|27|7HA] Y7 2te] §iol= CiYsict,
consistent agreements responsibilities, is needed if partnerships are to be effective and accountable. H|CEAFSIIF AMOFSH LIRS
NS =20 S = = = =1gL=] = =
that respect each o - OPH B2 7| 213 AT} HIME 200 9D, SAS SAISH SIRBICH el AL st el
partner’s mandate, e There may be different types of arrangements with partners, ranging from the purely IR [otCY 7|3]= A 2251 Y GARRS B2 0| S{EHS E2 5t}
obligations and contractual to shared decision-making and shared resources.
independence, and N o . - '
. . ® In most situations, a partner organisation will have its own mandate and vision and will
recognises their R ; o
: . want to maintain its independence. However, there will always be opportunities for mutual
respect|ve.c°ns“’a'nts learning and development and both parties stand to gain from the partnership.
and commitments.
ZntlEl

IASC (2012) ‘Reference module for cluster coordination at the country level”

https://www.humanitarianresponse.info/en/coordination/clusters

Links to further guidance

IASC (2012) ‘Reference module for cluster coordination at the country level’: NRC (2008) ‘Camp management toolkit':

https://www.humanitarianresponse.info/en/coordination/clusters http://www.nrc.no/camp#VLz95ihb7ns

NRC (2008) ‘Camp management toolkit": Christian Aid (2012) ‘Building the future of humanitarian aid: Local capacity and partnerships in emergency assistance’:
http://www.nrc.no/camp#.VLz95ihb7ns http://www.christianaid.org.uk/images/building-the-future-of-humanitarian-aid.pdf

Christian Aid (2012) ‘Building the future of humanitarian aid: Local capacity and partnerships in emergency assistance’: Knox Clarke, P. and Campbell, L. (2015) ‘Exploring coordination in humanitarian clusters’. ALNAP Study. London: ALNAP/ODI:
http://www.christianaid.org.uk/images/building-the-future-of-humanitarian-aid.pdf http://www.alnap.org/resource/20360

Knox Clarke, P. and Campbell, L. (2015) ‘Exploring coordination in humanitarian clusters’. ALNAP Study. London: ALNAP/ODI:

http://www.alnap.org/resource/20360

Cf 2th|3HLIE2 CHS Alliance #JAFO[ES 2R, http.//chsalliance.org/resources

See the CHS Alliance website for more resources: http://chsalliance.org/resources
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Communities and people affected by

Quality criterion:
Humanitarian actors
continuously learn
and improve.

crisis can expect delivery of improved
assistance as organisations learn from
experience and reflection.

Why is this Commitment important?

Learning from success and failure and applying these insights to modify and adapt current and future work is a cornerstone of
accountability and quality management. A culture of learning and continual improvement should lie at the heart of a professional
and committed organisation and is fundamental to ensuring effectiveness and efficiency. Constant interaction with service

users is necessary so that changes and adaptations can be made as soon as possible. Collaboration with other agencies can also
enhance learning.

Performance indicators

1. Communities and people affected by crisis identify improvements to the assistance and protection they receive over time.
2. Improvements are made to assistance and protection interventions as a result of the learning generated in the current response.
3. The assistance and protection provided reflects learning from other responses.

Guiding questions for monitoring Key Actions

® Are evaluations and reviews of responses of similar crises consulted and incorporated as relevant in programme design?

* Are monitoring, evaluation, feedback and complaints-handling processes leading to changes and/or innovations in
programme design and implementation?

e s learning systematically documented?

e Are specific systems used to share learning with relevant stakeholders, including affected people and partners?

Key Actions Guidance notes

7.1 Draw on Learning from experience
lessons learnt and
prior experience
when designing
programmes.

e Different approaches and methods suit different performance, learning and accountability
purposes. Learning should take account of failures as well as successes and agencies can
arguably learn more from the former.

Effective monitoring uses qualitative and quantitative data, draws on a variety of methods
to triangulate data and maintains consistent records.

Clarity about the intended use and users of the data should determine what is collected and
how it is presented. Care must be taken not to collect data that is not analysed or used.

Monitoring systems should be made as simple and accessible as possible, whilst
recognising that information should be representative of different groups.

People affected by crisis are the best judges of changes in their lives and the use of open-ended
listening and other qualitative participatory approaches, as well as quantitative methods,
should be encouraged. Learning should also be shared and discussed with communities.

The information from feedback and complaints mechanisms should be reviewed when
evaluating a programme. A realistic and agreed action plan can help to ensure that
evaluation and review recommendations are followed up.
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7.2 Learn, innovate
and implement
changes on the
basis of monitoring
and evaluation,
and feedback and
complaints.

Innovation

® In recent years, there has been a greater focus on the use of innovative approaches,
methods and tools for solving some of the challenges in humanitarian response. Funding

streams have been made available to agencies wishing to develop new and creative ideas,

such as the use of new technologies for sanitation and cash-based programming, or
greater use of digital tools and media.

People affected by crisis have also always been innovative in adapting to changing

circumstances and support could be provided to involve them in a more systematic process

of innovation and development.

7.3 Share learning and

innovation internally,

with communities and

people affected by
crisis, and with other
stakeholders.

Collaboration and sharing of lessons

e In the interest of transparency and programme effectiveness, information from monitoring

should be regularly shared with affected communities. Monitoring carried out by the
people themselves can further enhance transparency and quality and encourage their
ownership of the information.

Collaborative learning with other agencies and academic bodies is a professional

obligation and can introduce fresh perspectives and ideas, as well as maximising the use of
limited resources. Collaboration also helps to reduce the burden of repeated evaluations in

the same community.

Peer learning exercises have been used by a variety of organisations and can be
undertaken to monitor progress in real time or as a reflective exercise post-emergency.

Any information collected through monitoring and evaluation should be analysed and
presented in a brief accessible format that facilitates sharing and decision-making. Short
summaries, briefing papers, meetings or films help to make information and knowledge
more accessible.
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Guiding questions for monitoring Organisational Responsibilities

¢ Do policies and resources exist for evaluation and learning? Are they known to staff?
® Does clear guidance exist for the recording and dissemination of learning, including specific guidance applicable to

humanitarian crises?

® s learning identified at programme level, documented and shared within the organisation?

® |s the organisation an active member of learning and innovation forums? How does the organisation contribute to these forums?

Organisational
Responsibilities

7.4 Evaluation and
learning policies are
in place, and means
are available to learn
from experiences and
improve practices.

Guidance notes

Evaluation and learning policies

* Key lessons and areas identified for improvement are not always addressed systematically
and lessons cannot be considered learned unless they have brought about demonstrable
changes in current or subsequent responses.

e In its learning cycle, an organisation should include a review and improvement plan for its
performance that is based on measurable, objective indicators.

e All staff should understand their responsibilities in relation to monitoring the progress
of their work. They also need to understand how learning can contribute to their own
personal development.
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7.5 Mechanisms exist
to record knowledge
and experience, and
make it accessible
throughout the
organisation.

Knowledge management and organisational learning

¢ Knowledge management involves collecting, developing, sharing, storing and effectively
using organisational knowledge and learning. Organisational learning should lead to
practical changes such as improved strategies for carrying out assessments, or the
reorganisation of teams to ensure a faster and more cohesive response, or clearer
articulation of decision-making responsibilities.

® Longer-term national staff are often key to preserving local knowledge and relationships.
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7.6 The organisation
contributes to learning
and innovation in
humanitarian response
amongst peers and
within the sector.

Peer and sector learning

® The creation of networks and communities of practice (including the involvement of
academia) and opportunities to learn from peer groups — both in the field and in after
action reviews or learning forums — can make an important contribution to organisational
practice and system-wide learning. Sharing challenges as well as successes amongst peers
can enable humanitarians to identify risks and avoid future mistakes.

The amount of evidence that is available across the sector is much greater than what is
available to any single organisation and therefore, economies of scale can be achieved
through system-wide learning activities. There is also strong indication that organisations
learning and reviewing evidence together are more likely to provide the catalyst for
organisational change than lessons learned within a single organisation.

Links to further guidance

The Sphere Project (2015) ‘Sphere for monitoring and evaluation’. Sphere Unpacked series:

http://www.sphereproject.org/silo/files/sphere-for-monitoring-and-evaluation.pdf

Buchanan-Smith, M. & Cosgrave, J. (2013) ‘Evaluation of Humanitarian Action: Pilot Guide’. ALNAP:

http://www.alnap.org/what-we-do/evaluation/eha#

Norman, B. (2013) ‘Monitoring and accountability practices for remotely managed projects implemented in volatile operating

environments'. Tearfund:

http://www.alnap.org/resource/7956

Catley, A., Burns, J., Abebe, D., Suji, O. (2013) ‘Participatory Impact Assessment: A Design Guide'. Feinstein International Center,

Tufts University, Somerville:

http://fic.tufts.edu/assets/PIA-guide_revised-2014-3.pdf

Hallam, A. and Bonino, F. (2013) ‘Using Evaluation for a Change: Insights from humanitarian practitioners’. ALNAP Study. London:

ALNAP/ODI:

http://www.alnap.org/resource/8980

See the CHS Alliance website for more resources: http://chsalliance.org/resources
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The Sphere Project (2015) ‘Sphere for monitoring and evaluation’. Sphere Unpacked series:

http://www.sphereproject.org/silo/files/sphere-for-monitoring-and-evaluation.pdf

Buchanan-Smith, M. & Cosgrave, J. (2013) ‘Evaluation of Humanitarian Action: Pilot Guide’. ALNAP:

http://www.alnap.org/what-we-do/evaluation/eha#

Norman, B. (2013) ‘Monitoring and accountability practices for remotely managed projects implemented in volatile
operating environments'. Tearfund:

http://www.alnap.org/resource/7956

Catley, A., Burns, J., Abebe, D., Suji, O. (2013) ‘Participatory Impact Assessment: A Design Guide'. Feinstein International
Center, Tufts University, Somerville:

http:/fic.tufts.edu/assets/PIA-guide_revised-2014-3.pdf

Hallam, A. and Bonino, F. (2013) ‘Using Evaluation for a Change: Insights from humanitarian practitioners’. ALNAP Study. London:
ALNAP/ODI:

http://www.alnap.org/resource/8980

L 245 LIE2 CHS Alliance #IAFO[EE ZFZ. http.//chsalliance.org/resources
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Communities and people affected Quality criterion:
Staff are supported to do
their job effectively, and are

treated fairly and equitably.

by crisis receive the assistance they
require from competent and well-
managed staff and volunteers.

Why is this Commitment important?

The actions of staff are the foundation of each of the Nine Commitments and the basis for an effective response.

An organisation’s capacity to recruit, train and manage staff and volunteers is at the heart of adherence to the CHS.
Staff-related costs are often the largest proportion of an organisation’s costs and of most programme budgets, and investments
in staff should be carefully nurtured if they are to yield the best outcomes for communities affected by crisis. Responsibilities
related to staff, and the organisation’s approach to its workforce as a whole, are also included in the other eight Commitments.

Performance indicators

1. Male and female staff feel supported by their organisation to do their work.

2. Staff satisfactorily meet their performance objectives.

3. Communities and people affected by crisis assess staff to be effective (i.e. in terms of their knowledge, skills, behaviours
and attitudes).

Guiding questions for monitoring Key Actions

e Are the organisation’s mandate and values communicated to new staff?

e s staff performance managed, under-performance addressed and good performance recognised?

e Do staff sign a code of conduct or similarly binding document? If so, do they receive orientation on this and other relevant
policies which allows them to understand it properly?

e Are complaints received about staff or partners’ staff? How are they handled?

e Are staff aware of support available for developing the competences required by their role and are they making use of it?

Key Actions Guidance notes

8.1 Staff work
according to the
mandate and values of
the organisation and
to agreed objectives
and performance
standards (see also
guidance note for 8.2).

Staff and volunteers

¢ Any designated representative of the organisation, including national, international, permanent
or short-term employees, as well as volunteers and consultants, is considered to be a member
of staff. However, different terms and conditions apply to different types and levels of staff.

* National employment law will often dictate the status of an individual working for the
organisation and such laws must be respected. All staff members must be made aware of their
legal and organisational status.

8.2 Staff adhere to
the policies that are
relevant to them
and understand the
consequences of not
adhering to them.

Adhering to organisational mandates, values and policies

e Staff are expected to work within the legal scope, mission, values and vision of the organisation,
which should be defined and communicated to them. Beyond this wider understanding
of the role and ways of working of the organisation, an individual should work to a set of
personal objectives and the performance expectations agreed together with their manager.

* Whilst the organisation should make policies easily accessible, staff must apply the policies
that are relevant to them and accept the consequences if they fail to do so.

® The need for inductions and training relating to the organisational mandate, policies and
codes of conduct will apply to all situations (even during a rapid scale-up).
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8.3 Staff develop and Performance standards and development of competencies

use the necessary e Staff and their employers are mutually accountable for their own skills development —
personal, technical including management skills. With the help of clear objectives and performance standards,
and management they should understand what skills, competencies and knowledge (including, for example,
competencies to the ability to listen well) are required to perform their current role. They should also be made
fulfil their role and aware of the opportunities for growth and development that might be available or required.

understand how the Competencies can be improved through experience, training, mentoring or coaching.

organisation can
support them to do this.

In the early phase of a disaster, opportunities for formal staff development may be limited
but managers should, as a minimum, provide an induction and on-the-job training.

There are various methods that can be used to assess a staff member’s skills and behaviours,
including observation, reviewing work output, direct discussions with them and interviewing
their colleagues. Regular documented performance appraisals should allow managers to
identify areas for support and training (see the links to further guidance below).
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Guiding questions for monitoring Organisational Responsibilities

* Are procedures in place for assessing human resource needs in relation to programme size and scope, in conjunction with HR?

* Does organisational planning make provision for future leadership needs and for developing new talent?

* Do staff policies and procedures comply with local employment law and follow recognised good practice in managing staff?

¢ Do all staff have updated job descriptions and objectives, including specific responsibilities and objectives?

* |s the rewards and benefits structure fair, transparent and consistently applied?

e Are all staff provided with an induction and updates on performance management and staff development policies and procedures?

e Are all staff (and contractors) required to sign a code of conduct (that covers the prevention of sexual exploitation and abuse)
and provided with an appropriate induction on the code of conduct?

® Does the organisation have a security policy and guidelines which are location specific and known to staff?

Organisational

Responsibilities Guidance notes

8.4 The organisation Staff capacity and capability

has the management ® People management systems will depend on each agency and context but should be
and staff capacity and informed by good practice. They need to be considered and planned at a strategic level
capability to deliver its with the support of senior management. Organisation and project plans must take into
programmes. account staff capacity, to ensure that the right numbers of staff with the right skills are in

the right place at the right time to deliver short- and long-term organisational objectives.

While this does not mean that organisations must only undertake a project if they have
managed to assemble all the necessary resources and expertise at the start, organisation-
wide preparedness (involving operations, HR, finance and other functions) is vital to agree
how the resources required will be mobilised.

Organisations also need to plan in advance how they will address peaks in demand for
qualified staff. Country-level roles and responsibilities will also need to be clarified, as will
internal decision-making responsibilities and communication.

High staff turnover can undermine programme quality and continuity. It can also lead to
staff avoiding to take personal responsibility and a failure to develop trust between the
organisation and the communities it is working with.

8.5 Staff policies and Policies and procedures

procedures are fair, ® The style and complexity of staff policies and procedures will depend on the size and
transparent, non- context of each agency. However simple or complex the agency may be, staff should
discriminatory, and participate in the development and review of policies where possible to ensure that their
compliant with local views are represented. A staff manual facilitates knowledge of and consultation on policies.

employment law.
P e Local labour laws must be understood and respected, and organisational policy and

practice should promote the role of national staff at management and leadership level to
ensure continuity, institutional memory, and more contextually appropriate responses.

60 CHS Guidance Notes and Indicators
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* An effective response is not simply about ensuring that skilled staff are present — it will
also depend on the way that individuals are managed. Research from emergency contexts
shows that effective management, frameworks and procedures are as important as, if not
more important than, the skills of personnel in ensuring an effective response. Staff must
be trained in how to apply standard operating procedures as this allows for higher levels
of delegation and faster responses.

8.6 Job descriptions,
work objectives and
feedback processes
are in place so that
staff have a clear
understanding of what
is required of them.

Staff guidance

* Job descriptions should make clear what is expected of each member of staff and should
be kept up to date. In addition, each staff member should identify individual objectives
that cover their work aspirations and the competencies they hope to develop or improve,
and document these in a development plan.

8.7 A code of

conduct is in place
that establishes, at a
minimum, the obligation
of staff not to exploit,
abuse or otherwise
discriminate against
people.

Staff conduct

e |t is paramount that the organisation’s code of conduct is understood, signed and upheld,
making it clear to all representatives of the organisation (including staff, volunteers,
partners and contractors) what standards of behaviour are expected from them and what
the consequences will be if they breach the code.

8.8 Policies are in
place to support staff
to improve their skills
and competencies.

Staff competencies

Focusing on competency and capacity development can motivate staff and lead to greater
effectiveness. The organisation should have mechanisms for reviewing staff performance and
assessing capacity gaps as well as a strategy for developing competencies and capacity to
contribute to talent development. Performance review schedules must be flexible enough

to cover staff who only work short-term as well as those who are on open-ended contracts.

The organisation should agree with its partners on the competencies required for staff to
meet the agreed Commitments.

8.9 Policies are in place
for the security and the
well-being of staff.

Security and well-being

e Staff often work long hours in risky and stressful conditions. An agency’s duty of care to its workers
includes actions to promote well-being and avoid long-term exhaustion, burnout, injury or illness.

® Managers must make aid workers aware of the risks and protect them from exposure to
unnecessary threats to their physical and emotional health. Measures that can be adopted
include effective security management, preventative health advice, active support to work
reasonable hours and access to psychological support when required.

® Managers can promote a duty of care through modelling good practice and personally
complying with policy. Aid workers also need to take personal responsibility for managing
their well-being. Psychosocial support should be immediately available to workers who
have experienced or witnessed extremely distressing events.

62

CHS Guidance Notes and Indicators

- EDHHOI (2.2 THas| 424 21210] R0 Chat 20| ORLICE O] E3 47H0IS R2fHe HrAloj nfa
Srak2l 200[Ch BlAF AFIO] Tt 1 10] 20, E 12l pajo 12, Hate HIHAOI (1SS 8 4 Qs
219lo| SPCHH ZR5H|E Y4A/0 10HE 22510} ANASES HIEA| BESA| B YAl Ti3}
LS WOloF SHET), 1019 0f2f3t D82 S5 TS S 22 912 91 AT 0128 S A4

4 9Pl yLolct

86 227|aAM, o =2Hel | HHINIE
OjCH 212 Op2isiol 7jzto] | - ADIIEME 7120 ZH YISO 7 |cHEls ARBH0| RHOIRIS RSP 250} 5 2Al LigoR
2SO L2 ALEHO| FWHEI0{O} ST E3H, 24 2|22 APAO| THQ} Al Ei= AP | 1At e 53 S IHOIZ0 SHE
2010122 2I9S0| 2O Thebat 212 Al A E|Mof O] LHESS 7| sk StCt.
ofsHiBtct.
87 2|45t 2kz| st 2l oyt | AH WS
SIEfO) A4S J}51R| YEE - 7| 20| #EZS O[5511 0[0f AYSHD 245101, (21, ALBARY, IIE, Ao} S) 7|2t R
St 2y9) 0|2 Z3t0| Lkl CHEZ} 85 7|20] SHOIR|, 12|11 #S 2S 012 Al 445! Znj0j| Cisf &+415] Ofs 240 SRECH 71
M= 2S ORABICE 293t
88 2|YSO| 2SO V|5 | HEAANY
ofare BHAIA|Z A 9T 2 - 53 U ot oo Y251 SO S7|S FOoiE 4 UD BMS SRIAL 4 At 7B As
2[5t HAS DfABIC) TS Qlo 53 U o2 e Zete B2, 29 A1tE ZESID %Y 2015 BIIE IS 2ok BiCt
AT AE UL D |AoRRt T | 2R S 4 S HE 2 BIEA| ROlsoF BiCk
- BrolEl Ao #4517| 2IaiA 7|2 2ol Lest oizkol Ciish §2{7|2kat BrofsHof ict
89 Zlglo| okt B gt | A=A
222 A3 - ZYUS2 ZZ QJB5IN A A e ABIOIA 27|27t 2DSICE 7|Rio] 2|90l T3 S 2 0| 20)= B3|
S D 7|3 27, 220\ |2, A, Ei= AYS II5P| 9f5t 22|S0| BB
- DRSS BIEA| Q=2 219 BE7HS0| 2I30) Chal QI [SHI AR A 240l Cht 2L
QBOZRE| AARE BEFEE of0F BICE e TH5E O 2= H Ol ok Bel, offkEol 242
e ZQ1, §2/2{01 22 AJZH| Ch3t 320! 2/2, T2 A| 4213 2|9 S0| QCt
- HRAASS 2 AR REBIQ} Q10| YR E4S S5 US| Tt B2|0| 0|2 S Cf Z 4343
4 QIC} Q=2 2|9l SETISO|A| = AARO| 22|S RI2|E NI 00| QICt IER AER AT} A
A1 28 = 225 HSIIS0S M2lH S S24 AZaHof BiCt
Q12 |2Jo| Al 7|20 i3t 2|2 L 2|H 63



Links to further guidance

CHS Alliance (2015) HR Tool:

http://chsalliance.org/files/files/Resources/Tools-and-guidance/CHS-Alliance-Handbook-for-Managing-HR-Effectiveness-Final.pdf

CBHA (2010) ‘Core Humanitarian Competencies Guide: Humanitarian Capacity Building Throughout the Employee Life Cycle’:

http://www.start-network.org/wp-content/uploads/2014/01/Core-Humanitarian-Competencies-Guide.pdf

ECB (2007) ‘Building Trust in Diverse Teams: The Toolkit for Emergency Response’:

http://policy-practice.oxfam.org.uk/publications/building-trust-in-diverse-teams-the-toolkit-for-emergency-response-115413

People In Aid (2011) ‘Debriefing: building staff capacity’:

http://chsalliance.org/files/files/Resources/Case-Studies/Debriefing-building-staff-capacity.pdf

See the CHS Alliance website for more resources: http://chsalliance.org/resources
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Communities and people affected by Quality criterion:

Resources are managed

crisis can expect that the organisations
assisting them are managing resources
effectively, efficiently and ethically.

their intended purpose.

and used responsibly for

Why is this Commitment important?
Resources are finite and need to be used with care. Being accountable is intrinsically linked with being responsible for the
effective and efficient use of resources donated to and managed by the organisation. Communities affected by crisis bear the

true costs of mismanagement, negligence or corruption, so it is vital that organisations use resources wisely and honestly in order
to ensure maximum impact.

Performance indicators

1. Communities and people affected by crisis are aware about community-level budgets, expenditure and results achieved.
2. Communities and people affected by crisis consider that the available resources are being used:

a. for what they were intended; and

b. without diversion or wastage.
3. The resources obtained for the response are used and monitored according to agreed plans, targets, budgets and timeframes.
4. Humanitarian response is delivered in a way that is cost effective.

Guiding questions for monitoring Key Actions

e Are staff following organisational protocols for decisions regarding expenditure?

® |s expenditure monitored regularly and the reports shared across programme management?

e Are services and goods procured using a competitive bidding process?

e Are potential impacts on the environment (water, soil, air, biodiversity) monitored, and actions taken to mitigate them?
¢ |s a safe whistle-blowing procedure in place and known to staff, affected communities and other stakeholders?

® Are cost-effectiveness and social impact monitored?

Key Actions Guidance notes

9.1 Design programmes Programme issues
and implement
processes to ensure
the efficient use of
resources®, balancing
quality, cost and
timeliness at each

phase of the response.

* In high-profile acute emergencies, there is often the pressure to spend large amounts of money
quickly and to demonstrate that agencies are doing something to address the situation. This
can lead to poor project planning and insufficient emphasis on exploring different potential
programme and financial options (e.g. the use of cash) that may offer better value for money.

In rapid onset emergencies, it may be necessary to adapt procedures to enable faster financial
decision-making and to cope with challenges in the humanitarian context (e.g. a lack of available
suppliers to carry out competitive tenders). However, the elevated risk of corruption in humanitarian
contexts means it is important to provide training and support to staff as well as complaints
mechanisms to prevent adapted systems being open to corruption (see Commitments 3 & 5).

Deploying experienced senior staff during this time can help to mitigate the risks and
ensure that a balance is struck between providing a timely response and one that also
maintains standards and limits waste.

5 The term “resources” should be understood in its broader sense, encompassing what the
organisation needs to deliver its mission, including but not limited to: funds, staff, goods,
equipment, time, land area, soil, water, air, natural products and the environment in general.
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e Collaboration and coordination between organisations can also contribute to a more - 7|7 Y 2 YR SEZAYEL S U YRS E, SFAILHO)| Cist A 22 2ot 2830
efficient response (e.g. by conducting joint assessments or evaluations and supporting o 54 of
interagency registration and logistics systems). CHEOl 71018 == ATt
. L RIS ES g 11 2}9J2 20| O]
e At the end of the project, the assets and resources that remain will need to be donated, AAZR AlHOH|, 2H0F AHLE LU 22 24 Q| 7|5, THOH, 3] 4|010F BHC.
sold or returned responsibly.
. .. = 3| ASlS O|E =l 2 2oj| THA| A AL
9.2 Manage and use Using resources for their intended purpose 9.2 HH|E 2|A S50 O | S2{0f| A A ALE
. - . o =o JEE 552 Bk 2|0] DE3 i Mol °
resources to achieve ¢ All humanitarian actors are accountable to both donors and affected communities and S0 A A2 alst 2E A=A A FHS2 7IFASH /1710 S B2 AR SSH 2F0H O 4SS 2|0, AH20|
their intended purpose, should be able to demonstrate that resources have been used wisely, efficiently and to ArE3IC} SISt ] §820|1 SO 2 AIRES S BOE 4= QO{oF ST,
minimising waste. good effect.
- SIS, Yol UL Y T2 S AIRS0| RS 27 R3PY BICk J2iLE QIR S S
e Fraud, corruption and waste divert resources away from those who need them most. _ = = -
' X . ! - nt U Z O 2 Olg| UHAKSH FDHHI0|2]| QES QIT A JHQI0] QI QI HO|QICHT 2 A oirt HA|Hoj2He
However, an intervention that is not effective because it is understaffed or under-resourced }TT_‘ ol 24 A [ _l o QA JHR0 Y = ’ I }_ e _f ° _ﬂ_' let=
cannot be said to be accountable, and economical does not always equal value for money. HS Al =9 712|E S-S0 ARt & 4 QiCt S22 BAHI/ 21HY, 284 740 ? &3 2k= 20|
ys €q Y
A balance will often need to be struck between economy, effectiveness and efficiency. wosict
* Aid must not be diverted to support terrorist activities and many donors impose vetting . OIE 2 2|2 HIC A| B3] QE;%E 2|U3He O] EH2.E|7] 0010} 510 QS 7|HRIS 2 0|9} 2+ Of7| BZS

systems on potential partners to mitigate this risk.

9.3 Monitor and Monitoring and reporting on expenditure
report expenditure i i i i -
pc p o F|naf1C|a.I management is an important aspect of programme management and good 9.3 OjlAFCjt| |22 A5 Az DLEY YD
against budget. quality financial planning and monitoring systems are required to ensure that programme ’ O 3jp|e T2 2K 2|0 ZQFHEE I 2 J2Ho| 2R 2 ChY oAM= =25}
objectives are met. Systems and procedures should be in place to mitigate key financial HstC, - AT els T2 220l S5 FE0|H B2 20| SHE 25| s = 2 &S AHFAH L
management risks and to track all financial transactions. DLIER A|AEI0] LRFICH 22 A2 22| Q7|2 A7 |1 2E 28NS 221517| o= A|AEID}
. . P - Aapt ot Of 5iC]|
e Key risks that require specific skills and systems to mitigate are procurement, cash-transfer 7t DFAI0] 210{0F BT,
programming and stock management. Accounting records should satisfy accepted national . Q7| AZS 25t EX 7|21} AJAEI0| LRFH 2 QJISS 2T F2 Hej T2 2K T 2H2|ofjA
and/or international standards and should be applied systematically within the organisation. F71 B38E S ST 1S AAHO| B TR VIS 2E, A 7Rl 21, A 2ol
LYBICE 2|7 7|1S 2 A YE =7t £ =A| 7|1ES SZ5HO0F 510 7| 2E LHOJA A2 2 2 2 Z5|0{0f BHTf.
o All staff members have some responsibility for ensuring that finances are well managed
but it is important to have people specially designated to compile financial reports. Staff - DE 2SS Y0l 2 2|2 S MAUS UL 20 QR|OH P BUME AHS MEIE D25t
should be encouraged to report any suspected fraud, corruption or misuse of resources 2T ZQ5ICH 2SS DE 0|Al 1= AP|, B, i 249 QULL0]| ChsH B 08 £ QJOjoF BHCH (2T

(see Lewis, T. 2010 in the links to further guidance below).

9.4 When using local Environmental impact and use of natural resources
and t:\atural r.es_ources, ® Humanitarian responses can have negative impacts on thg environment, producing large 94 2|210| 201 2|2 ERE SH740]| CH3H Hak U M 2}2lo| BHE
consider their impact amounts of waste, degrading natural resources, contributing to the depletion e ol 21010 C1ato o= A o] BITHSL 3/ml A0 125 L 00 Abal bis S0
on the environment. or contamination of the water table, deforestation and other environmental hazards. = SZ0) Chet gake - QA=A 2|US CHFO TV |2 UE, 1 AL EHSt Alsh T 0z EE 2, HE B, 1 2| 29
Tessict S8 2.4 5 820] Chal Ha20l @Erg 27| sic
¢ A rapid environmental impact assessment (REA) can help to determine the risks and makes -
it more likely that mitigation measures are put in place. . AlSBHSIANSIYIHREA)S 97| @ A2 8101511 9|7| 22t 22|12 0f2ist= o 20| EIct
® Involving affected communities and their concerns in this process is key and support for the . 9|7(0f| Y& BE2 2| D[} 0| 2|9 ZHAIAIR 0] DFAO|| EEHA|F = 742 TAH0|H 5iz|o| M
local management of natural resources should be integrated into programming (see the _ _ _ e
URD/UNEP toolkit in the links to further guidance below). P 2124 2H2|0j| CiSH 2|22 ALA| =0l SE=(0{0F BHCHRI 23 F URD/UNEP toolkit 212).
9.5 Manage the risk Managing corruption risks 95 BT OBl Majsim wA | SIS 2l
of corruption and take e The definition and understanding of corrupt practices is not the same in all cultures and a o - S} DESHO| ZO|Of Olshe D5 B2 CH2 11 (RIQIRAIRFE T5Hs]) 2127 3217 |240| 510k 5t SH=0)| Ci5tH
. . o . .. . . . . =] s 5= . i o= 2 = ] 2 [ prl ol [= S
appropriate action if it clear definition of the behaviour that is expected of staff (including volunteers) and partners Al A5t 22| 2|t SO 2eHol Holot Olst= ot B2 T2, (AHSARS Zeleh) 21212 Y27]:20] o & S0l Chst
is identified. is fundamental in addressing this risk (see Commitment 8). Aslst Hol= 9|7| 29| SHAIO|CHA{QE 8 2kX)
® Being more open and transparent with project information, encouraging stakeholders to - D2HME HHEE B0 0| N5 EHoHAH 2T 50, O|sH2ARIS oA HE HE28 AlNste2 225,
report abuses of power, careful on-site monitoring but also treating community members 20| 712 B2 DLIERIS A[SH5HDIA S 2|0 DEH| Q9SS =251 212 BIHo| ©|7|2 20l £ olr)
with respect can help to reduce corruption risks. Whilst it is important to have robust T 22 Y RLHBS AL BN = AR SSH SUSS ESFI=AET H‘_' IS L+ Ut
systems in place to counter corruption, in the early stages of an acute emergency, it may SO UM | 5t ZEsH A|AHS Oftfoh= A 22012 S5 BIMAIENS] 27| TA 0| M=, SHEE
be necessary to have more flexible controls in place for a limited amount of time (see Hees A7t 2 Ol BC} 045t EX|7t B 4 QICH (D 213 & Hees et al. 2014 2HR)

et al. 2014 in the links to further guidance below).
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Guiding questions for monitoring Organisational Responsibilities

* Do policies and procedures exist for ethical procurement, use and management of resources?
* Do these include provisions for:

o acceptance and allocation of funds?

o acceptance and allocation of gifts-in-kind?

o mitigation and prevention of environmental impacts?

o fraud prevention, handling of suspected and proven corruption, and misuse of resources?

o conflicts of interest?

o auditing, verification and reporting?
o asset risk assessment and management?

Organisational
Responsibilities

9.6 Policies and
processes governing
the use and management
of resources are in
place, including how
the organisation:

a. accepts and
allocates funds
and gifts-in-kind
ethically and legally;

b.uses its resources in
an environmentally
responsible way;

c. prevents and
addresses corruption,
fraud, conflicts of
interest and misuse
of resources;

d.conducts audits,
verifies compliance
and reports
transparently;

e. assesses, manages
and mitigates risk
on an ongoing
basis; and

f. ensures that the
acceptance of
resources does not
compromise its
independence.

Guidance notes

Funding and gifts-in-kind

* Funding criteria and sources of funding should be documented and open to public
scrutiny. The use of some funding sources could compromise the operational
independence and impartiality of an organisation and efforts should be made to
mitigate such risks by producing guidance for staff and encouraging transparency.

Gifts-in-kind may also create ethical dilemmas. Giving gifts in many cultures is seen as an
important social norm and refusing a gift would appear rude. If receiving the gift causes a
sense of indebtedness, the receiver should politely refuse it. But if it is accepted, it is wise
to declare this and discuss with a manager if concerns remain. Staff should be made aware
of such policies and possible dilemmas (see Hees et al. 2014).

Environmentally responsible organisations

¢ Organisations should commit to environmentally sound policies and practices and make
use of existing guidelines to help address environmental issues in an emergency.

* Green procurement policies help reduce the impact on the environment but need to be
managed in a way that does not or minimises delay in the provision of assistance.

Corruption and fraud

e Fraud includes theft, diversion of goods or property and the falsification of records such as
expense claims. Every organisation must keep an accurate record of financial transactions
that take place to show how funds have been used. Systems and procedures need to be set
up to ensure internal control of financial resources and to prevent fraud and corruption.

® Recognised good practice in financial management and reporting should be supported by
the organisation. Organisational policies should also ensure that procurement systems are
transparent and robust and incorporate counter-terrorism measures (see Hees et al. 2014).

Conflicts of interest

e Staff must ensure that there is no conflict between the aims of the organisation and
their own personal or financial interests. For example, they must not award contracts to
suppliers, organisations or individuals if they or their family stand to gain financially.

e There are various forms of conflict of interest and people do not always recognise that they are
contravening organisational codes and policies. For example, using the organisation’s resources
without permission or taking gifts from a supplier might be construed as a conflict of interest.

e Creating a culture where people feel that they can openly discuss and declare any potential
or actual conflicts of interest is key to managing them.

Auditing and transparency

e Audits can take several forms — internal audits check that procedures are being followed; external
audits verify whether the organisation’s financial statements are true and fair; an investigative
audit is carried out when an organisation suspects a specific problem — usually fraud.

70

CHS Guidance Notes and Indicators

- A9l Beld 2, AME, 22

- Of2{H a2

o O[3l &

o A4A 917 B} 2 B2

2toi|

rir
o
=
N

72| o]l Chst 2L

[ =]
EE]
B 2} AP} OfAElof YUeTp
| matEl0f 9P
0 820|421 U by
o Y WA, HIH, U A4 98 o] U AZE 740f Cist 22
o B2 ZiAjet 43, B2

7|2ko] 24! 22!
9.6 Ol2Ho] Afafa Bi5t0f 233 g
24210| AFRD} 2H2|0] Cht - 21Z0|7[ET} £312 BB RO 2 ZABICHUS 213 E3j0] ALR S Tjzte] SUADI BYNS
234D} 427} OFAE(0] QIC} EFSioPI BHS 4 QICH 2191 2|22 Of2isin SRES B0 2 0R{5H 217 |2 H2a| ol w2iaf0f Bic
2 AT SIS0 22H HEH | . H2C 2e|a UR0LE QUBICH IS 20| RBANM H2S R A 2R AR PHOR 2EE D
UpAlo] 28} b2 HES I %S Dafo] 2 4. YLt H2S WSO 2 olsA Y 70| S, H2S HZ3|
b AHSUIAFEO| Cat 1 2o PO BICH, 2Lt BHoF M2 S WorS A0S, M2 42 APAS U2\ T A7) T THRlRtet
¢ 21 812 2pelo] 281} AolShe 20| HYBICH HASES 0f2{3H BT} 24 7155 S20foi| Chsh 2T U0{0f BTHHees et al.
0o|O = QI8 25 ol U 2014 82)
o= s170)| 2ol 2= 7|2+
Al o Ll
LB Y FY RS, | oA Ae eI
ol e © | oo BEno e AN Y U DWS 24010F 51 HIA A| 8 XIS st o £20| £l 7|20
Of 3
e red Jfo|Salole Bgsforsict
e. 2|5201 {5l0] ZA}, 22|
o) 27t A 0} S BHA0| CiEH BHS AL (R(B O] M2 1 X2l KBS XIKIAZ|X| YA NS
f 2t2i0| £240| 7|gto| =21} Z|28f5te YAC 2 elsliof Bith
Ahglo] zio| £
EF3ISIA| e 2 B3t
ST Sot 13
- B0l BE, A5} EE AHAO| 98, BB HTAe} 22 7|20 91 S0| EREICL RS J[BS S ¥ Al
2420] O ALBEIYEAIS HOIZ £ 2871RIS 35| 712 30F BiCk Kj2lo| L S, 82 U 21
YIRS QI8 AIARIT} HALE DffsHOf B,
- JjB A B2 U B 10| 25 OIS DY ARE 2/Usfof BHCE, Z2lo] HUS S5 s of
AARS 53450} 511 HHEIR] Z2|% Z8H510F B1CH(Hees et al, 2014 2),
ol
- ZleiSe e A| 7|zto] 27} 701 T AHA Ofai7t £ S5A] 4TS B0F SiCE 0 S SOf, HYs e
ARAI L 21410 74EZ0| RO 0SS @7 & 2 2o ZRUH, IR, E OIS} AorS Y25
ofofof sict
+ HAOl= ChEst OffAIES] 30| QUM ARYS 2 RHAIS| Of37t Z2i0| HE 22T H2o| jgtEiche
AAS B4 RIS 31T 0|2 SOf, Z210| A2l 517} 20| AlRSPILT B2 UM EE He S Ye
242 OfafAE 0t £ 4 rt
+ ARRHSO| AR O[altARE ALt 7H540l Chal o] Ef T Af0l5tT Of7 |8t 4+ QU= 2512 251 20|
ol 4% T2lo| sAlojct,
317 ZAfet S B4
- S| ZARS Of2] 12| SEHE JIRICE U 817 ZUAHS 23} E4: OS2 Bolshn, | 517 ZALE Tjzo)
HLHEIL A0 Q2510 SHIZAIS ZE5H0, A ZALS 7|R00| £ EX|, B 8 o e B
Algtstct,
ol 2|2lo] BHAl 7|20 CiEt 22 U A|E 71




Independently and externally audited annual accounts provide some measure of guarantee
against fraud and the misuse of funds. Audited accounts and other regular financial reports
should be published transparently and communicated in ways accessible to both staff and
affected communities.

Risk management

e This entails identifying, assessing and prioritising risks, and then identifying strategies to reduce,
monitor and control them. The risks that incur the greatest loss and the greatest probability of
happening should be handled first.

97| 22|
.+ 9I7| B0l 21710] ol ZAL M9 2

|
20| ZeEtt 2o £45 op7[st

A1t 2|0 9710 et 224 2 BLER] L EX| 20

= o = ()

o
Y7580 718 =2 91718 7+ A H2[aHof BiC.

il

Links to further guidance

ZnEEl

Groupe URD/UNEP ‘Training toolkit: Integrating the environment into humanitarian action and early recovery”:

http://postconflict.unep.ch/humanitarianaction/training.html

Groupe URD/UNEP ‘Training toolkit: Integrating the environment into humanitarian action and early recovery”:

http://postconflict.unep.ch/humanitarianaction/training.html

OCHA & UNEP (2014) ‘Environment and Humanitarian action’ (factsheet):

https://docs.unocha.org/sites/dms/Documents/EHA _factsheet_final.pdf

OCHA & UNEP (2014) ‘Environment and Humanitarian action’ (factsheet):

https://docs.unocha.org/sites/dms/Documents/EHA _factsheet_final pdf

Mango (2013) Top Tips for financial governance (webpage):

http://www.mango.org.uk/toptips/tt20gov

Lewis, T. (2010) ‘Financial Management Essentials: Handbook for NGOs'. Mango:

http://www.mango.org.uk/guide/coursehandbook

Mango (2013) Top Tips for financial governance (webpage):

http://www.mango.org.uk/toptips/tt20gov

Bond (2012) ‘Value for money - what it means for UK NGOs (Background paper)”:
https://www.bond.org.uk/data/files/Value_for_money_-_what_it_means_for_NGOs_Jan_2012.pdf

Lewis, T. (2010) ‘Financial Management Essentials: Handbook for NGOs’. Mango:

http://www.mango.org.uk/guide/coursehandbook
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Hees, R., Ahlendorf, M. & Debere, S. (2014) ‘Preventing corruption in humanitarian operations’. Transparency International:

http://www.transparency.org/whatwedo/publication/handbook_of_good_practices_preventing_corruption_in_humanitarian_operations

See the CHS Alliance website for more resources: http://chsalliance.org/resources

Bond (2012) ‘Value for money - what it means for UK NGOs (Background paper)”:
https://www.bond.org.uk/data/files/Value_for_money_-_what_it_means_for_NGOs_Jan_2012.pdf
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Hees, R., Ahlendorf, M. & Debere, S. (2014) ‘Preventing corruption in humanitarian operations’. Transparency International:

http://www.transparency.org/whatwedo/publication/handbook_of_good_practices_preventing_corruption_in_humanitarian_operations
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Terms and definitions used

For the purposes of the CHS Guidance Notes and Indicators, the following definitions apply:

Accountability: the process of using power responsibly, taking account of, and being held accountable by, different stakeholders,
and primarily those who are affected by the exercise of such power.

Audit: a systematic, independent and documented process for obtaining audit evidence [records, statements of fact or other
information which are relevant and verifiable] and evaluating it objectively to determine the extent to which the audit criteria [set
of policies, procedures or requirements] are fulfilled.

Civil society: citizens who are linked by common interests and collective activity but excluding for-profit, private sector
organisations. Civil society can be informal, or organised into NGOs or other associations.

Climate change adaptation: climate change pushes at-risk people beyond their capacity to cope and makes more people
vulnerable to the effects of disasters. Climate change adaptation relates to interventions that seek to identify, reduce and manage
risks associated with more frequent, severe and unpredictable weather events.

Code of conduct: a statement of principles and values that establishes a set of expectations and standards for how an
organisation, government body or partner will behave, including minimum levels of behaviour expected and any disciplinary
action that could follow in cases of non-compliance.

Communities and people affected by crisis: the totality of women, men, girls and boys with different needs, vulnerabilities and
capacities who are affected by disasters, conflict, poverty or other crises at a specific location.

Competencies: the knowledge, skills, behaviours and attitudes that staff need in order to be effective in their roles, and that
ultimately determine an organisation'’s success.

Complaint: a specific grievance of anyone who has been negatively affected by an organisation’s action or who believes that an
organisation has failed to meet a stated commitment.

Coping mechanisms: some coping mechanisms are sustainable and helpful, while others may be negative, with potentially long-term
harmful consequences, such as the sale of assets, reducing expenditure on medical care or education, consuming less food,
or heavy alcohol consumption.

Corruption: "the abuse of entrusted power for private gain”.® This includes financial corruption such as fraud (see below), bribery,
extortion and receiving kickbacks (illicit payments in return for facilitating transactions or contacts with influential people).
Exchanging relief goods in return for sexual favours, preferential treatment of friends or relatives when recruiting or providing
assistance, and the manipulation of distribution lists and diversion of resources are also forms of corruption.

Disaster risk reduction: is a type of response that aims to identify and address risks caused by both climate (e.g. drought,
floods and landslides) and non-climate related disasters (e.g. earthquakes, volcanoes and tsunamis).

Document: any form of record of discussions, agreements, decisions and/or actions that is reproducible.

Duty of care: a moral or legal obligation to ensure the safety of others. It entails meeting recognised minimum standards for
the well-being of crisis-affected people, and paying proper attention to their safety and the safety of staff.

Effectiveness: the extent to which an aid activity attains its objectives. The effectiveness of humanitarian response is
a responsibility that is shared between responders and outcomes should be assessed in conjunction with crisis-affected
communities.

¢ Transparency International
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Efficiency: the extent to which the outputs of humanitarian programmes, both qualitative and quantitative, are achieved as a
result of inputs.

Engagement: the processes by which organisations communicate, consult and/or provide for the participation of interested and/
or affected stakeholders, ensuring that their concerns, desires, expectations, needs, rights and opportunities are considered in
the establishment, implementation and review of the programmes assisting them.

Entitlement: refers to a right to benefits (goods or services) specified especially by law or contract. People affected by crisis have
a right to protection and security and these and other rights are enshrined in international humanitarian law and human rights
declarations, which most countries have signed up to.

Evaluation: usually an episodic assessment of performance, focused on results (outcomes and impacts) that can be internal
or external. Evaluations can provide assessments of what works and why, and highlight intended and unintended results for
accountability and learning purposes.

Evidence: information on which a judgment or conclusion can be based. In humanitarian work, many different sorts of evidence
are used including subjective and qualitative information. Qualitative information is not necessarily information of a lower quality
than quantitative information. ALNAP’ uses six criteria to judge the quality of evidence used in humanitarian action: “accuracy;
representativeness; relevance; generalisability; attribution; and clarity around context and methods”.

Feedback mechanism: a formal system established and used to allow recipients of humanitarian action (and in some cases,

other crisis-affected populations) to provide information on their experience with a humanitarian agency or the wider humanitarian
system. Such information is then used for different purposes, in expectation of a variety of benefits, including taking corrective
action to improve some element of the response.® Feedback can also be provided informally.

Fraud: the act of intentionally deceiving someone in order to gain an unfair or illegal advantage (financial, political or otherwise).
This is usually considered as a violation of civil law.

Gifts-in-kind: any goods and services (rather than money) received by an organisation as a donation. The purpose of gifts-in-kind
is to assist an organisation in carrying out the purpose for which it was organised.

Hazard (and risk): something that has the potential to cause adverse effects such as an earthquake or an epidemic. Arisk is the
likelihood of harm occurring from that hazard and the potential losses to lives, livelihoods, assets and services.

Humanitarian Country Team (HCT): a strategic and operational decision-making and oversight forum established and led by the
Humanitarian Coordinator (HC). Composition includes representatives from the UN, the International Organization for Migration
(IOM), international NGOs and the Red Cross/Red Crescent Movement. Agencies that are also designated cluster leads should
represent the clusters as well as their respective organisations. The HCT is responsible for agreeing on common strategic issues
related to humanitarian action.

Humanitarian action: action taken with the objective of saving lives, alleviating suffering and maintaining human dignity during
and after human-induced crises and natural disasters, as well as action taken to prevent and prepare for them.

Impartiality: relates to giving priority to the most urgent cases of distress, being objective and not discriminating because of
someone’s nationality, race, gender, religious belief, class, tribal allegiances or political opinion.

Informed consent: agreeing to an action based on a clear understanding of the facts, implications and consequences of the action.
Integrity: involves behaviours and actions consistent with a set of moral or ethical principles and standards.
Monitoring: an ongoing and usually internal process of data collection, focused on inputs and outputs.

Mutual accountability: a process by which two or more partners agree to be held responsible for the commitments that they
have voluntarily made to each other.

Organisation: an entity that has the management structure and power to apply the CHS.

7 Knox Clarke, P. & Darcy, J. (2014) ‘Insufficient evidence? The quality and use of evidence
in humanitarian action’. ALNAP Study. London: ALNAP/ODI: http://www.alnap.org/
resource/10441.aspx.

& Bonino, F. et al. (2014) ‘Closing the Loop - effective feedback in humanitarian contexts'’.
ALNAP-CDA Practitioner Guidance. London: ALNAP/ODI.
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10

ol 2|940|

e

o 710 oe Al L AR 77

T



Partners: organisations working jointly within a formal arrangement to achieve a specific goal, with clear and agreed roles and
responsibilities.

Participation: involves enabling crisis-affected people to play an active role in the decision-making processes that affect them.
It is achieved through the establishment of clear guidelines and practices to engage them appropriately and ensure that the most
marginalised and worst affected are represented and have influence.

Policy: a documented statement of intent and rules for decision-making.
Practice: refers to established actions or ways of proceeding and is often guided by policies and procedures.

Private sector: primarily comprised of for-profit institutions (i.e. businesses), but includes social enterprises where the primary aim
is not profit and where profits might be reinvested in social causes. Private sector engagement refers to all types of involvement,
ranging from acting as a supplier, donor, advisor or innovator, to businesses carrying out humanitarian response.

Protection: all activities aimed at ensuring the full and equal respect for the rights of all individuals, regardless of age, gender or ethnic,
social, religious or other background. It goes beyond the immediate life-saving activities that are often the focus during an emergency.

Psychological debriefing: a formal process that encourages participants to relive distressing or traumatic events. This has
been found, at best, to not work and, at worst, to cause more harm. This should not be confused with psychological first aid or
counselling that aim to listen to people’s concerns and allow them to talk through issues if they want to.

Quality: the totality of features and characteristics of humanitarian assistance that support its ability to, in time, satisfy stated or
implied needs and expectations, and respect the dignity of the people it aims to assist.

Resilience: the ability of a community or society exposed to hazards to resist, absorb, accommodate and recover from the
effects of a hazard in a timely and efficient manner. The focus on resilience aims to protect or re-establish people’s livelihoods,
ensure that systems (including governance and infrastructure) are better able to withstand future shocks and also ensure that
communities are organised and prepared to respond better to subsequent disasters. Access to social, financial, cultural and
emotional support through extended family, religious networks and rituals, friends, schools, and community organisations and
activities helps to re-establish individual and community self-respect and identity, and enhance a person’s capacity to recover
from a disaster.

Sexual exploitation: “any actual or attempted abuse of a position of vulnerability, differential power, or trust, for sexual purposes,
including, but not limited to, profiting monetarily, socially or politically from the sexual exploitation of another.” (UN Secretary-

General’s Bulletin on protection from sexual exploitation and abuse (PSEA) (ST/SGB/2003/13))

Sexual abuse: "actual or threatened physical intrusion of a sexual nature, whether by force or under unequal or coercive
conditions.” (UN Secretary-General’s Bulletin on protection from sexual exploitation and abuse (PSEA) (ST/SGB/2003/13))

Sexual harassment: unwanted physical, verbal or non-verbal conduct of a sexual nature in the workplace that can include
indecent remarks or sexual demands.

Staff: any designated representative of an organisation, including national, international, and permanent or short-term
employees, as well as volunteers and consultants.

Staff competencies: the knowledge, skills, attitudes and behaviours that individuals develop in the course of their working life.
Staff capacity considers how these individual competencies work together to achieve organisational objectives.

Stakeholder: anybody who can affect or is affected by an organisation, strategy or project.
Surge capacity: relates to the ability of an agency to scale-up quickly and to respond to large-scale crises.

Transparency: refers to openness, honesty and communication. An activity, project or organisation is transparent if information
about it is open and freely available to the public.

Vulnerability: the extent to which some people may be disproportionately affected by the disruption of their physical
environment and social support mechanisms following disaster or conflict, resulting in an increased risk of exploitation,

illness or death. Vulnerability is specific to each person and each situation.

Whistle-blowing: when a member of staff reports suspected wrongdoing at work. This includes the suspicion of fraud or misuse
of resources, neglect of duties or when someone’s health and safety is in danger.
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