
W HAT DI GI TAL SOLUTI ONS FOR FEEDBACK 
AND COMPLAI NT MECHANI SMS?

Accountability is " the process of using power responsibly, taking account  of, and being held accountable by, different  stakeholders, and 

prim arily those who are affected by the exercise of such power"  (CHS, 2015) . Most  aid organizat ions use feedback and com plaint  

m echanism s to ensure that  their  m ain stakeholders, and m ore specifically aid users, can express their  views and engage in project  

m anagem ent . Feedback and com plaint  m echanism s allow organizat ions to receive, t reat  and follow up on situat ions of dissat isfact ion and 

breaches of codes of conducts ( fraud, corrupt ion, harassm ent , sexual exploitat ion and abuse)  and on feedback and requests for 

inform at ion. Most  m echanism s funct ion with m ult iple channels that  people can use to com m unicate their  inputs, som e of them  face to face 

( interviews, walk- ins, boxes? )  and others dem aterialized (hot line, call centers...) . By ham pering t ravel capacit ies and physical contacts, 

the COVI D-19 pandem ic, and m ore precisely the m easures that  went  with it ,  had significant  consequences on the funct ioning of these 

m echanism s.

I m pacts of COVI D-19 pandem ic on com plaint  and feedback m echanism s were analyzed by Sam antha Melis in a study com m issioned by the 

CHS Alliance ( to be published in 2021) . Melis' analysis showed that  " lockdown had a huge im pact  on com plaint  m echanism s because 

contact  was broken". Organizat ions had to rely on rem ote m odalit ies but  m ost  of them  were not  ready to switch com pletely to rem ote 

m anagem ent . Besides, m arginalized groups "have a lack of t rust  in the confident iality of rem ote m echanism s" so "organizat ions had to find 

ways to reach out  to those people" . Finally, the research showed that  in order to adapt  to situat ions like the COVI D-19 pandem ic, 

"preparedness was crucial"  and the existence of well-used m ult iple channels pr ior to the cr isis was an essent ial enabler.

The present  docum ent  is a review of digital rem ote system s that  are available to aid organizat ions and that  should be considered in 

contexts where t ravel and physical contact  is reduced. I t  does not  aim  to provide an exhaust ive list  of all exist ing opt ions but  rather a list  

of relevant  opt ions at  the present  t im e, seeing the rapid evolut ion of m ethodologies and technologies. I t  relies on a desk review of digital 

system s and solut ions that  were t r ied out  in the past  or during the current  pandem ic.

How  can  
d ig i t a l i zat ion  
h elp  im p r ov e 

accou n t ab i l i t y ?

Digitalizat ion of accountability m eans using digital tools to m anage som e aspects of the feedback and 

com plaint  handling. I n fully digital system s, aid users subm it  their  inputs through a digital channel ( for 

instance a phone or a com puter)  and data is m anaged through a software for processing, referral and follow 

up. Organizat ions also often choose to digitalize part  of their  system s:  having access to people with no 
phones can be im possible through a fully digital system  so a m echanism  can involve another party (a 

wom an's husband for instance)  to m ake sure targeted people can voice their  feedback or dissat isfact ion.

Part  1

Ben ef i t s an d  r i sk s o f  d ig i t a l i zat ion

I nt roduct ion

I m p act  o f  COVI D- 1 9  on  f eed b ack  an d  com p la in t  h an d l in g

https://www.urd.org/en/
https://cartong.org/


Hot l in e ser v ices:  using a phone num ber that  anyone 
can call 1

- Dig i t a l i zat ion  com es w i t h  a  cost :  m ake sure you have the r ight  budget  line to purchase the licenses, ensure the tool is 

m aintained and that  enough t im e is dedicated to its m anagem ent .

- Dig i t a l  t oo ls m ean  d ig i t a l  k n ow - h ow s:  check out  the types of expert ise you will need to m anage the tool(s)  and m ake 

sure you will have access to these (either internally or externally) .

- " Mor e d ig i t a l "  o f t en  m ean s g r eat er  r i sk s f o r  t h e p r o t ect ion  o f  p er son al  in f o r m at ion :  m ake sure you have procedures 

in place and data protect ion roles clearly assigned within your team .

- Dig i t a l  d at a t en d s t o  g o  u p w ar d , an d  on ly  u p w ar d :  digital system s allow you to bet ter visualize and com m unicate your 

feedback data to upper levels of the organizat ion, but  keep in m ind that  it  is equally im portant  that  field staff and affected 

people them selves get  the inform at ion.

- Dig i t a l i zat ion  g oes w el l  w i t h  m u l t ip le  ch an n els:  m ult iply the channels from  the start . No m at ter what  stages you are at  

in term s of digitalizat ion, having m ult iple channels will m ake the switch to rem ote m odalit ies easier. During the COVI D-19 

pandem ic, organizat ions working in conflict-affected contexts adapted easier because they already had set  up several m edia.

- Dig i t a l  t oo ls can  cr eat e o r  in cr ease m ist r u st :  analyze the potent ial consequences of using such tools and m ake sure you 

have thought  of a st rategy to m it igate such r isks.

A f ew  con cr et e t ip s t o  m ak e su r e d ig i t a l i zat ion  is a  su ccess

Part  2

W h at  sy st em s ar e u sed ?

Large scale program s (with several hundreds or thousands of aid users) , program s where there m ight  be a lot  of technical issues (such as 

cash program m ing) , contexts where access to phones and phone coverage is good.

W h en  t o  u se t h is sy st em ?

One of the m ost  com m on ways to rem otely collect  feedback and com plaints is to set  up a hot line that  will be available to aid users. Toll 

free lines have becom e very com m on in the aid sector. Most  of the t im e they are m anaged internally, but  they can also be outsourced to 

a service provider.

Hot lines are usually deployed at  project , organizat ion or response level. Hot lines can be set  up quite 

easily in m ost  contexts2 but  they will require:

1 /  A good enough phone for the hot line focal point  within the organisat ion (sm artphone with good quality 

headset  is a m ust ) .

2 /  One or several focal points who will answer the phones and record the inputs ( if the system  works 

well,  this can easily becom e a full t im e posit ion) .

3 /  An input  m anagem ent  system . I f the hot line funct ions well,  digitalizing the m anagem ent  system  

becom es necessary. Using a plain password protected Excel database can be a good start  but  data 

protect ion and referral m ight  quickly becom e an issue-  it  can then be encouraged to use a m ore 

sophist icated data m anagem ent  software or applicat ion.

2Some countries require heavy procedures to get access to a toll- free line. An option can be to set up a 
normal line while the toll- free one is being set up, as it is better than having no channels.

1 .1  
I n t er n a l  h o t l in e ser v ice:  in t er n a l  set  

u p  an d  m an ag em en t  o f  a  h o t l in e



Most ly adapted for internal report ing lines (or whist leblowing m echanism s)  at  organisat ional level.

W h en  t o  u se t h is sy st em ?

Zoh o  is a suite of software that  can cover several aspects of business m anagem ent  (sales & m arket ing, 

em ail and collaborat ion, finance etc.) . Feedback and com plaints handling is done through an online 

com plaint  system  that  provides m ult ichannel capabilit ies, report ing funct ionalit ies as well as a plat form  

for cross-funct ional collaborat ion and im m ediate custom er feedback system . Available channels include:  

em ail, social m edia, live chat , telephony and web form s.

Ex am p le o f  

so lu t ion

Lig h t h ou se is one of the internat ional service providers offer ing report ing hot lines m anagem ent , from  inputs to 

case m anagem ent .

Ex am p le o f  

so lu t ion

Som e organizat ions choose to externalize the m anagem ent  of their  hot line. This has the advantage 

of externalizing the set  up and m anagem ent  of the line to professionals. I ndependent  hot line 

providers can also be seen as m ore neut ral and m ore likely to record feedback and com plaints as 

they are voiced.

1 .2  
I n d ep en d en t  t h i r d - p ar t y  h o t l in e 

p r ov id er :  u se o f  ser v ice p r ov id er s

w h o  o f f er  sev er a l  r ep o r t in g  ch an n els

https://www.zoho.com/desk/customer-complaint-management-system.html
https://www.lighthouse-services.com/


With m obile case m anagem ent  system s, som e organizat ions have found a way to im prove data collect ion (using m obile data 

collect ion applicat ions)  and the referral process of feedback and com plaints. On a specific software or applicat ion, inputs are 

referred to program m e /  technical team s who log into the system  to find open cases. Team  m em bers can then input  updates 

or resolut ion to close the case. Data can be collected by m em bers of the field team  if physical access is st ill possible. I n 

situat ions where access is no longer possible, organizat ion?s staff can set  up a call center by proact ively calling a sam ple of the 

targeted populat ion. The case m anagem ent  system  is then used as a com puter-assisted telephone interview3.

3For more technical guidance, check out CartONG?s com parat ive analysis of rem ote data collect ion for  call- base surveys and their 
related case study .

With feedback surveys, organizat ions ask a lim ited num ber of quest ions (2 to 5)  on a periodic basis across a representat ive sam ple of aid 

users. This technique has been specifically conceptualized by Keystone in the so-called ?Const ituency Voice? m ethodology. Collected data 

is analyzed and feedback is com pared over t im e (or with sim ilar organisat ions) . This m ethodology includes a cont inuous dialogue with aid 

users, especially those that  are unsat isfied with the work.

Mob i le  case m an ag em en t  sy st em :
phone or com puter-based referral system s 2

Feed b ack  su r v ey s  ( including Const ituency Voice) :  
use of quant itat ive surveys to get  feedback 3

For any operat ions and contexts, can be part icular ly relevant  at  area or response level.

W h en  t o  u se t h is sy st em ?

Fie ld  d at a co l lect ion  op t ion :  Any type of program m ing where physical access to aid users is st ill possible, by staff, local partners or 

com m unity facilitators-  part icular ly relevant  in contexts where the use of sm artphones is dem ocrat ized.

Cal l  cen t er  op t ion :  Any type of program m ing where physical access is no longer possible but  where phone coverage is high ( in term s of 

ownership of phones and network) . Both opt ions require a certain level of skills for set t ing up the solut ion and for data m anagem ent .

W h en  t o  u se t h is sy st em ?

Oxfam  uses Su r v ey CTO as a m obile case m anagem ent  system  and Pow er BI  for data visualisat ion (connected 

through Oxfam ?s program m e DataHub) . This system  is for Oxfam  a way to increase and im prove the services 

and accountability to refugees in Za?atari Cam p in Jordan. This was done by recording com plaints via writ ten 

sum m ary, audio recording, or photo into a m obile applicat ion which were then assigned to the relevant  

technical team  to follow up and respond to the feedback.

Ex am p les o f  

so lu t ion

https://blog.cartong.org/2020/09/28/comparative-analysis-remote-data-collection-tools-call-based-surveys/
https://blog.cartong.org/2020/09/28/comparative-analysis-remote-data-collection-tools-call-based-surveys/
https://blog.cartong.org/2020/09/28/comparative-analysis-remote-data-collection-tools-call-based-surveys/
https://blog.cartong.org/2020/09/28/comparative-analysis-remote-data-collection-tools-call-based-surveys/
https://blog.cartong.org/2020/09/28/comparative-analysis-remote-data-collection-tools-call-based-surveys/
https://blog.cartong.org/2020/09/28/comparative-analysis-remote-data-collection-tools-call-based-surveys/
https://blog.cartong.org/2020/09/28/comparative-analysis-remote-data-collection-tools-call-based-surveys/
https://blog.cartong.org/2020/09/28/comparative-analysis-remote-data-collection-tools-call-based-surveys/
https://blog.cartong.org/2020/09/28/comparative-analysis-remote-data-collection-tools-call-based-surveys/
https://blog.cartong.org/wordpress/wp-content/uploads/2020/12/2020-Case-study-on-the-use-of-call-based-surveys-during-the-COVID-19-crisis_CartONG.pdf
https://blog.cartong.org/wordpress/wp-content/uploads/2020/12/2020-Case-study-on-the-use-of-call-based-surveys-during-the-COVID-19-crisis_CartONG.pdf
https://blog.cartong.org/wordpress/wp-content/uploads/2020/12/2020-Case-study-on-the-use-of-call-based-surveys-during-the-COVID-19-crisis_CartONG.pdf
http://keystoneaccountability.org/wp-content/uploads/2009/08/Really-busy-persons-guide-updated-Nov-2016.pdf
http://keystoneaccountability.org/wp-content/uploads/2009/08/Really-busy-persons-guide-updated-Nov-2016.pdf
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/
https://policy-practice.oxfam.org/resources/responsive-listening-through-improved-feedback-mechanisms-end-of-project-evalua-620869/


I n this type of system s, organizat ions set  up vir tual group discussions using phones? or com puters? applicat ions. Discussion groups are 

used to share inform at ion, m onitor feedback and com plaint  and follow up on these. Groups should be relat ively sm all in order to be 

m anageable. Part icipants should have the capacity to interact  (collect ively)  on the applicat ion.

Vi r t u a l  Mob i le  Discu ssion  Gr ou p s:  use of vir tual 
group discussions to m onitor feedback 4

I n program s with few aid users or for keeping the link with a sam ple of end-users or with other actors (professionals, com m unity leaders? ) .

W h en  t o  u se t h is sy st em ?

Feed b ack  Com m on s b y  Key st on e  is a feedback m anagem ent  system  which allows users to build and send 

feedback surveys using the Const ituent  Voice m ethodology. I t  uses t r ied and tested quest ions by Keystone. 

Users can benchm ark responses against  others who have asked the sam e quest ions. Keystone provides 

different  ways to share findings and support  through free online tutor ials and step-by-step guides.

6 0 _ d ecib els  is a rem ote survey solut ion that  organizes m obile data collect ion surveys services in 34 count r ies 

(using m ost ly voice)  using researchers. I t  used standard survey with tested quest ions (called "social im pact  

benchm arks") . A toolkit  is available on the website in exchange for releasing your em ail address. An 

interest ing exam ple of online survey visualizat ion is visible (COVI D-19 dashboard) .

Viam o  offers m obile surveys services using m ult iple channels:  I VR, SMS, web app, instant  m essenger bots, 

social m edia, etc. Viam o aim s at  helping organizat ions reach out  to their  const ituents on any phone and in any 

language. The survey inst rum ent  is designed with the client  and Viam o team  m akes recom m endat ions to 

opt im ize it ,  m axim ize engagem ent  and reduce bias. Viam o t ranslates the inst rum ent  and users can record in 

the relevant  local language. Viam o can call any phone anywhere in the world.

Gr ou n d  Tr u t h  So lu t ion s  is an internat ional non-governm ental organizat ion that  aim s at  helping people 

affected by cr isis influence the design and im plem entat ion of hum anitar ian aid. I t  provides response-wide and 

individual aid agencies support  via feedback surveys (using Voice Const ituency m ethodology)  or user journey 

m apping. Ground Truth Solut ions team  has a robust  m ethodological background and its team  is known to be 

very responsive. The organizat ion has becom e known and recognized in the hum anitar ian sector.

Ku j a Ku j a  is a global feedback plat form  that  collect  feedback using face- to- face surveys using 2 quest ions:  

are you sat isfied with the service? Do you have any ideas to im prove? Kuja Kuja works with team  of local (and 

apparent ly highly t rained and m ot ivated)  team . The team  analyses inputs and creates global dashboards.

Ex am p les o f  

so lu t ion

https://feedbackcommons.org
https://feedbackcommons.org
https://feedbackcommons.org
https://feedbackcommons.org
https://www.60decibels.com/
https://feedbacklabs.org/blog/tool/viamo/
https://groundtruthsolutions.org/
https://groundtruthsolutions.org/
https://groundtruthsolutions.org/
https://www.kujakuja.com/en/about
https://www.kujakuja.com/en/about


I n the past  ten years, several service providers and charit ies have developed global online plat form s where aid users can post  feedback, 

review or com plaints. These plat form s can be used at  an organizat ional level or only for a specific project . They are good ways to 

prom ote collect ive accountability. Different  m odels exist  in term s of channels and m oderat ions.

Glob al  f eed b ack  p la t f o r m :  using exist ing global 
feedback plat form  to encourage aid
users to subm it  feedback 5

I n count r ies where plat form s are available (som e of them  offer advanced services -  see below for exam ples) , fit  for all types of program m es 

but  seem s m ore suitable for non-em ergency act ivit ies.

W h en  t o  u se t h is sy st em ?

I n m any contexts, W h at sAp p  groups can be set  up. WhatsApp is one of the largest  plat form s in the world and 

is used by 2 billion people. I n som e count r ies, access to WhatsApp can even be easier than regular phone 

m essaging as service providers offer low cost  internet  plans. I n the Ebola outbreak in the Dem ocrat ic Republic 

of Congo, hum anitar ian agencies such as RNW Media and Médecins Sans Front ières (MSF)  im plem ented 

WhatsApp groups with at- r isk audiences, drawing on a pre-exist ing blogging network with youth, and set t ing 

up groups to cascade life-saving inform at ion to at- r isk com m unit ies in insecure areas.

Zoom  can also be an opt ion for discussion groups. Zoom  is one of the leaders in video com m unicat ions. Zoom  

is based on a unique technology that  significant ly reduces the incom ing video flow and enables video 

conferencing with lim ited internet  connect ions. An interest ing use of Zoom  during COVI D-19 was the 

organizat ion of Webinar Discussion Groups with CSOs. These webinars were used to convene the m ain 

stakeholders and discuss how COVI D-19 im pact  them  and what  feedback they have and the program m es. I t  

should be noted that  Zoom  recent ly patched m ajor security flaws.

Ex am p les o f  

so lu t ion

Loop 4 is an independent  charity who proposes a tech enabled plat form  for people to feedback on the 

hum anitar ian and developm ent  aid that  they have received. The plat form  is a safe space for anybody to 
init iat ive feedback, especially if they feel they cannot  do it  elsewhere. After it  passes through a m oderator who 

decides if the feedback can go public, service providers and donors can see and reply to what  has been posted. 

Loop can be used by organizat ions for day to day project  course correct ion and m etadata can be analyzed to 

ident ify t rends. The plat form  is being piloted in Zam bia and the Philippines at  the m om ent  and will be scoped 

in Som alia in 2021. Feedback is t ranslated autom at ically in other key languages. The plat form  works on 2G 

networks. Upcom ing features being developed in the first  half of 2021 include being able to integrate with Loop 

through Facebook m essenger, text  m essaging as well as the current  phone or com puter internet  

connect ion.Loop will also be developing a Closed Loop facility for safely receiving and referr ing on serious 

com plaints or reports of Sexual Exploitat ion and abuse.

4I nterested to know more? Contact Loop info@iloop.io

Uw aj ib ik a j i  Pam o j a  is a solut ion developed by Transparency I nternat ional Kenya. Launched in 2014, 
Uwaj ibikaj i Pam oja (?Accountability Together? in Kiswahili)  is a web-based I ntegrated Com plaint  Referral 

Mechanism . The service enables m em bers of the public to subm it  com plaints or feedback concerning aid and 

service delivery through three channels:  a toll- free SMS line, a web-based portal, or by filling out  paper form s. 

People with no access to a m obile phone or internet  can visit  the nearest  office of a part icipat ing organisat ion 

to lodge their  com plaints.

Ex am p les o f  

so lu t ion

https://www.whatsapp.com/
https://zoom.us/
http://www.ourloop.io
https://tikenya.org/uwajibikaji-pamoja-accountability-together-in-kiswahili/
https://tikenya.org/uwajibikaji-pamoja-accountability-together-in-kiswahili/


Get t ing feedback can also be done by recording aid users? experience of the different  assistance and service delivery. Through different  

channels (audio or video recording, photos? ) , these system s allow aid users to share their  experience and allow organizat ion to 

ident ify problem s and cont inuously im prove their  program m es.

I nteract ive local radio can be another way to establish a com m unity dialogues and a feedback loop, and to provide answers to com m on 

quest ions using t rusted experts and influencers.

 6
Recor d in g  st o r ies o r  cu st om er  ex p er ien ce:  
through several m ethodologies, service providers 
can support  organizat ions to record users? stor ies

Com m u n i t y  Rad io  Pr og r am m in g  an d  Rad io  
En g ag em en t :  using exist ing radio to broadcast  
m essage or program m es 7

For program s where users' experiences should be analyzed. This can be part icular ly relevant  for individual or household-based act ivit ies:  cash 

assistance, case m anagem ent  etc.

W h en  t o  u se t h is sy st em ?

I n large scale operat ions, in contexts where radio program m es are popular, in contexts where phone coverage is low. To be integrated into 

projects' act ivit ies.

W h en  t o  u se t h is sy st em ?

Mem r ia  is a web-based plat form  for organizat ions and com panies to capture and share feedback and stor ies 

through audio and text . Clients can invite part icipants via em ail invite, social m edia, or a direct  

link.Part icipants (called Storytellers)  record audio or write, preview, and subm it  their  story and, if they choose, 

upload relevant  photographs. Users can post  feedback stor ies direct ly to Facebook and Twit ter or use the story 

URL in an em ail newslet ter. A "m ini player"  can be em bedded into other content  such as a blog post  or 
website, or download audio clips and com pile them  into a podcast .

Jou r n im ap  aim s at  helping organizat ions and businesses lacking a budget  for custom er experience. I t  

provides services to collect  pat ient  journey, journey m aps and im pact  journeys. Organisat ions decide on a 

custom er scenario they wish to bet ter understand, use the em bedded research tool and through a first  bat tery 

of qualitat ive research (at  least  18 surveys) , they can see results in Journim ap. A Journim ap project  includes a 

picture of a journey across five phases showing at  least  10 custom er touch points, an em ot ion m easurem ent  

showing feelings across a good- to-bad spect rum , a research-based thum bnail of a persona, and aggregated 

results of research responses including com m ents from  the part icipant . All com pleted surveys return into 

Journim ap and algorithm s take over to produce m eaningful results.

Ex am p les o f  

so lu t ion

https://www.memria.org/
https://www.journimap.com/


Many resources are available online to guide through your decision-m aking and set  up of system s. Here is a list  of suggest ions:

1 )  Guidance on how  to set  up a m echanism
- List en 4 Good  -  Listen4Good is a Fund for Shared I nsight  init iat ive designed to help nonprofits build sustainable, high-quality, 

client- focused feedback loops that  lead to m eaningful change. I t  provides guidance, coaching and access to grants.

- Ho t l in e in  a  b ox  -  Hot line in a box is a set  of tools, case studies, and t ip cards, that  will help you assess, set  up, and m anage 

different  types of channels to com m unicate with com m unit ies during hum anitar ian cr ises.

- Jo in t  in i t ia t i v e  (GOARN Risk Com m unicat ion and Com m unity Engagem ent , I FRC, WHO and other cont r ibutors) , Tip s f o r  

En g ag in g  Com m u n i t ies d u r in g  COVI D- 1 9  in  Low - Resou r ce Set t in g s, Rem ot ely  an d  I n - Per son .  This br ief provides key 

considerat ions for engaging com m unit ies on COVI D-19 and t ips for how to engage where there are m ovem ent  rest r ict ions and 
physical distancing m easures in place, part icular ly in low- resource set t ings.

2 )  Tool repository and resource plat form s
- Feed b ack  Lab s? t oo l  r ep osi t o r y  -  Feedback Labs has created a tool repository where organizat ions can find tool providers who 

are also core cont r ibutors to the Feedback Labs? com m unity and have dem onst rated expert ise in helping organizat ions 

collect ingfeedbackandengagingwith const ituents along the feedback loop.

- I ASC?s COVI D- 1 9  Resou r ces Relat in g  t o  Accou n t ab i l i t y  an d  I n clu sion  -  The resources have been gathered to im prove the 

accountability and inclusivity of the hum anitar ian response(s)  to the COVI D-19 outbreak that  encourage act ive part icipat ion of all 

affected people, regardless of their  gender, age, disability and other diversit ies;  adapt  to their  feedback;  encourage, listen to and 

act  on their  com plaints, without  fear of exploitat ion or abuse by any aid worker and provide inform at ion that  enables affected 

people to m ake inform ed decisions about  their  own lives.

- Resou r ce an d  Su p p or t  Hu b  -  The Safeguarding Resource and Support  Hub (RSH)  aim s to support  organisat ions in the aid sector 

to st rengthen their  safeguarding policy and pract ice against  Sexual Exploitat ion, Abuse and Sexual Harassm ent  (SEAH) .The Hub is 
an open-access plat form  bringing together relevant  guidance, tools and research, and signpost ing quality-assured safeguarding 

support . I t  creates opportunit ies for m eaningful engagem ent  through Com m unit ies of Pract ice, discussion forum s and live events.

3 )  W ebinars
- Accou n t ab le n ow , How  t o  k eep  u p  w i t h  t h e d ig i t a l  cu st om er  f eed b ack  r ev o lu t ion ? With Oxfam  and Transparency 

I nternat ional Kenya

4 )  Studies
- DRC Lear n in g  Br ie f , Ob st acles an d  op p or t u n i t ies f o r  DRC t o  ad d r ess com m i t m en t  5  o f  t h e Cor e Hu m an i t ar ian  

St an d ar d s ( CHS)

Av ai lab le on l in e r esou r ces

I n South Sudan, UNHCR coordinated with Jam j an g  FM r ad io  to dissem inate inform at ion on COVI D-19 

prevent ion, including a talk show that  br ings on board m edical doctors from  UNHCR and partners. Program s 

also run to respond to quest ions, quash rum ors, and address m isconcept ions about  COVI D-19. Hum anitar ian 

organizat ions and other NGOs and UN agencies working in Cox?s Bazar in Bangladesh have used i n t er act iv e 

r ad io  an d  r ad io  m ag azin e ser ies in different  ways to connect  with refugees on COVI D-19. Many exam ples 

are available on the Com m unicat ion with Com m unit ies in Bangladesh webpage.

Also see Rep u r p osin g  Est ab l i sh ed  Rad io  an d  Au d io  Ser ies t o  Ad d r ess t h e COVI D- 1 9  Ed u cat ion al  

Cr ises  and Th e n ew  co r on av i r u s r ad io  sh ow  g u id e an d  r u n n in g  o r d er

Ex am p les o f  

so lu t ion

This project  was funded by the H2H Network?s H2H Fund, which is supported by UK aid 

from  the UK governm ent . The com pilat ion of this resource was led by Groupe URD, as part  

of it s support  to CartONG in the fram ework of the current  project .
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