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Communication and community engagement is an area of humanitarian 
action based on the principle that communication is aid. It gives priority to 
sharing life-saving, actionable information with people affected by disaster 
using two-way communication channels so aid providers listen to and act on 
people’s needs, suggested solutions, feedback and complaints, and people 
receiving assistance have a say in and lead decisions that affect them. It also 
prioritises keeping people in crisis connected with each other and the outside 
world.

- Collective Communication and Community Engagement in Humanitarian Action 
(CDAC), 2019.
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COMMUNICATION 

What is communication and 
community engagement ?
Communication. It’s talking to a neighbour. It’s posting on Facebook. It’s reading the news. We all depend on 
giving and receiving information to manage our lives and connect with our families, friends and communities. 

In a disaster, it’s not just our homes and gardens that are destroyed – communication networks are too, right 
when we need information and connections more than ever. 

Communication is as crucial as food, water, shelter and medicine. Where do we go for help? What dangers 
should we be aware of? How can we find missing family, or contact friends on other islands to let them know 
we are safe? What do we do if help is not reaching us? How can we complain when there’s a problem? 

When people don’t have the information they need, they become confused, isolated, afraid and angry. Ru-
mours and misinformation spread and people’s lives are put in danger. When people can’t communicate with 
those making decisions, they feel powerless and frustrated. Aid is less effective because it’s not informed by 
people’s real needs, and they are vulnerable to corruption and exploitation because they don’t have channels 
to report it. 

Communication and community engagement changes that: it puts people affected by disasters in control of 
their lives. Watch this three-minute video (available at https://www.youtube.com/watch?v=ZDmKLcY7Nis) 
to find out how. 
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How to use this handbook
This Communication and Community Engagement Handbook is a step by step guide to communicating 
with communities affected by disasters in Vanuatu and the tools and systems that have been put in 
place to make sure that our disaster response is informed by and effective for the people we want 
to help. It’s designed for organisations and individuals who are part of disaster preparedness and 
response in Vanuatu, especially those who work with communities, directly or through other partners. 

Each section of this handbook explains one of the steps to good communication and community 
engagement and includes a list of further resources to make it easy to put that step into action. These 
resources are provided as printable files at the end of the handbook. Each section also highlights 
an action focused on keeping disaster affected communities at the centre of the response – because 
after all, they are the whole point of it, despite disaster responders around the world being notorious 
for leaving them out.

This handbook is a living document and will be updated as communications and community 
engagement in Vanuatu continues to evolve. Please email ccesubcluster@gmail.com to stay 
connected and receive updates.

Communications and community engagement in Vanuatu 
While Vanuatu is regularly ranked as the world’s most vulnerable country to disaster, 2018-19 was 
a significant year for disasters, even by Vanuatu’s standards – humanitarian responders took action 
on Cyclones Gita, Hola and Oma as well as volcanic eruptions on two separate islands and various 
earthquakes and tsunami warnings. The frequency of these disasters highlighted some recurring 
and damaging gaps in Vanuatu’s response mechanism in providing timely, clear information to 
communities, as well as in gathering and responding to community feedback about their needs and 
the response. 

In 2018, the Australian Government funded a joint project led by the Communicating with 
Disaster Affected Communities (CDAC) Network and Ground Truth Solutions (GTS) to strengthen 
communication and community engagement during and in preparation for disasters (See 
Communications Preparedness and Accountability for Disaster Response: Vanuatu Scoping Report, 
available at www.cdacnetwork.org/tools-and-resources). Through this project, the Communication and 
Community Engagement (CCE) Sub-Cluster of Vanuatu’s National Emergency Telecommunications 
Cluster was established. 

The CCE Sub-Cluster is led by the NDMO, as Vanuatu’s primary information management 
and coordination function during emergencies, and is co-led by Vanuatu Red Cross. The sub-
cluster’s members include representatives from Vanuatu Government departments, the media, the 
telecommunications sector, INGOs, NGOs and multilateral bodies including UNICEF and the Red 
Cross. A National CCE Sub-Cluster Coordinator position at the NDMO directs the sub-cluster’s 
day-to-day work.

The CCE Sub-Cluster works to strengthen two-way communication and collaboration between 
national decision makers and communities in preparation for, during and after Vanuatu disasters, so 
that disaster-affected people have the information and resources they need to better prepare, survive, 
influence decisions, and be involved in the response and recovery of their own communities (See CCE 
Sub-Cluster Terms of Reference). 

The functions of the CCE Sub-Cluster include: 
 • Advocating for communication and community engagement in preparation for, during and  

 after disasters
 • Supporting the development of messaging materials and the management of a centralised  

 online resource library/portal
 • Supporting the development of effective and efficient communications systems and   

 channels
 • Supporting the training of key communicators within the communications system
 • Developing and coordinating a systematic community feedback mechanism, including data  

 collection and analysis
 • Supporting coordination of information sharing between and by the Emergency Cluster   

 system
 • Developing disaster-specific communication and community engagement plans for all   

 stages of the response and recovery phases
 • Providing communication and community engagement technical support to clusters and   

 other disaster responding organisations.

Resources:
 • CCE Sub-Cluster Terms of Reference  pg 33
 • Communications Preparedness and Accountability for Disaster Response: Vanuatu Scoping  

 Report (available at www.cdacnetwork.org/tools-and-resources)
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6 steps to communicat ion 
and community engagement
Leveraging the foundation of Vanuatu’s national emergency infrastructure, there are six steps that 
form Vanuatu’s communication and community engagement approach. All humanitarian responders 
at all levels – from organisations, committees, bodies and departments to Area Councils, provincial 
authorities and working groups, and national authorities, clusters, inter-cluster groups, and media – 
have an important role to play in ensuring that there is two-way communication between communities 
and decision makers in times of disaster.

Communicat ion and community 
engagement channels
Particularly since Category 5 Tropical Cyclone Pam devastated the country in 2015, efforts to 
strengthen disaster preparedness and response have been a key focus of donors, humanitarian actors 
and the Vanuatu Government. As a result, disaster preparedness and emergency response systems 
and resources are in place, and a network of national and international stakeholders are committed 
to their development. 

During disasters, the NDMO provides a coordinating function, the national cluster system mobilises 
national and international expertise, and the Provincial Disaster Committee system is gaining traction 
as a means of supporting on-the-ground activities. Media, telecommunications and other partner 
organisations also play an important support role.

The Vanuatu National CCE Channels Map below outlines the key stakeholders within Vanuatu’s 
national disaster response infrastructure and the channels of two-way communication with disaster 
affected communities that they enable.
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Step 1: 
INFORM affected people 

When disasters hit, information is one of the most important and immediate needs of the people affected. 
Reliable and clear information that helps people to prepare for disasters, to warn them when disasters are 
about strike, to keep them informed about what has happened in their own and other areas, and to tell them 
what to expect next can help people survive and recover.

Right information
In times of disaster, it’s vital that the information that affected people receive from emergency responders is 
accurate and reliable. If it’s not, then people’s lives can be put in danger, they cannot make good decisions, 
and they will not trust information that responders give them in the future, which could put them at further risk. 

Information must also be understandable in order to be useful to people. It should have a clear message, 
focus on people’s immediate needs and the action they should take, avoid technical terms and jargon, and 
be delivered in a language that people understand – including, for example, people who are hearing or sight 
impaired. 

In order to avoid confusion, information from disaster responders should also be coordinated so that everyone 
is giving affected communities the same information. This is not always easy, and coordination can often be 
overlooked in the hurry to respond quickly to communities, but it is essential to make sure that communities 
don’t receive mixed messages that can cause more harm to already fragile situations.

The best information is also responsive to the changing situation on the ground and the communities’ response 
to it. This is possible when disaster responders not only give information, but also ask affected people for 
information through two-way communication – see Step 2 for details.

It’s critical that people affected by disasters receive:
 • The RIGHT INFORMATION
 • At the RIGHT TIME
 • Through the RIGHT CHANNELS

 

INFORM 
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Right time
Giving someone a perfectly accurate and clear warning about a cyclone coming is useless if it is delivered a 
week after the cyclone arrives. People need to receive information at the right time, when it is relevant to the 
decisions they need to make right now, in order for it to be useful. 

Providing communities with timely information that is also coordinated in a rapidly changing disaster situation 
can be one of the most challenging elements of a humanitarian response – but it is also one of the most 
critical.

Right channels
For people to be able to receive and act on information, we need to deliver it through the right channels. The 
best information delivered at the right time will not help people if they don’t receive it through a channel they 
access.

In Vanuatu, common channels for giving and receiving information include:
 • SMS and phone calls
 • Community noticeboards
 • Chiefly meetings 
 • Church meetings 
 • Women’s meetings
 • Radio
 • Television
 • Social media eg. Facebook

The most effective channels will be different for different communities and even different people within the 
same community – for example, women may not receive information that is shared through chiefly meetings, 
elderly people might not have access to a mobile phone to receive information shared through social media, 
and people with sight impairments will not receive information shared on community noticeboards. Disaster 
responders need to deliver messages through a number of different, locally relevant channels to reach all 
groups within a community.

The Vanuatu Country Preparedness Package, the Provincial Disaster Response Plans and the Vanuatu 
National Disaster Management Office Standard Operating Procedures (available at www.ndmo.gov.vu/
resources) outline the channels and processes used by the NDMO to communicate with disaster affected 
communities. This includes a short-code phone system in which people can call or SMS 166 to receive pre-
recorded warnings and updates during disasters, as well as HF and FM radio. 

The media plays an important role in helping to disseminate information during disasters and Vanuatu’s 
FM radio stations will broadcast pre-recorded emergency warnings as well as provide updates through 
programming. Providing timely, accurate information to the media is therefore a critical part of a disaster 
response. The CCE Sub-Cluster’s Media Landscape Guide is a useful tool that lists media and other 
organisations who communicate with communities and their contact details.

Resources:
 • Media Landscape Guide pg 38
 • Vanuatu National Disaster Management Office Standard Operating Procedures (available at www.

ndmo.gov.vu/resources)
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Step 2: 
LISTEN before you leap
 
In the rush of an emergency, it’s easy for humanitarian responders to think that we know what needs to be 
done. Afterall, we have experienced lots of disasters in Vanuatu! But humanitarians around the world now 
recognise that community engagement – that is, asking communities about how they have been affected 
by disaster, what help they need and how they want to receive it – is a critical part of a disaster response. 
Community engagement makes aid more effective and it means disaster survivors have a say in the decisions 
that affect their lives. This two-minute video (available at https://vimeo.com/206613266) explains how.

One of the best ways to find out what people affected by disasters think and need is to ask them – at all 
stages from disaster preparedness and throughout the disaster response. It’s very important to capture the 
views of all different members of the community – including women and men, young people and older 
people, and people with and without disabilities. This can be done in lots of different ways, from community 
meetings and Focus Group Discussions to face to face interviews and phone surveys. Tracking rumours and 
community responses to media and social media can also be useful in understanding community views.

Gathering community feedback systematically, in a coordinated and collective way, makes community 
engagement even more effective. For example, working with disaster responders from other organisations, 
departments or Clusters to coordinate assessment questions and meetings means that communities are not 
asked the same questions and interviewed multiple times, which can help reduce the stress of their situation as 
well as make information gathering and sharing more efficient.

In Vanuatu, community feedback is most commonly collected using face to face surveys. Kobo is a useful app 
that is now used by many humanitarian responders in Vanuatu to collect data electronically during face to 
face surveys. For information on using Kobo, see the Kobo Data Collection Guide. The CCE Sub-Cluster 
has trialled both Kobo face to face surveys and Rapid Pro mobile phone SMS surveys in collecting data from 
disaster affected communities.

 

L ISTEN 
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Consider the ethics
The first and most important priority in collecting data from communities is to make sure that it will not lead 
to any harm for the respondents.

Design the questions
Asking the right questions is critical to get the right information. It’s important that your survey design is well 
planned and tested before you take it to the community – the Survey Design Guidelines can help.

In Vanuatu, the CCE Sub-Cluster has developed a set of Collective Feedback Mechanism Standardised 
Questions for before a disaster and after a disaster. By using this set of questions, alongside their own work-
specific questions if they wish, organisations can gather data from communities that can be used internally 
to inform their own programming as well as be shared externally via the CCE Sub-Cluster as part of the 
Collective Feedback Mechanism to inform the broader, coordinated disaster response. 

The NDMO and clusters also have a number of rapid and initial assessment forms (available at www.
ndmo.gov.vu/resources) that are used to gather data from communities immediately after a disaster 
to determine the emergency response.

Ethics checklist
 • Consider the social, political and cultural situation and make sure respondents 

won’t be put into uncomfortable or unsafe positions
 • Be aware of the messages that people could assume from the research areas 

and questions
 • Ensure all questions are relevant
 • Ensure data collectors are responsible, respectful and well trained
 • Ensure respondents understand why the research is being done, that their 

participation is voluntary, and what will happen with their answers.

Question design checklist
 • Can the questions be easily translated and understood? 
 • Are the questions culturally/contextually appropriate?
 • Does the sequence of questions make sense?  
 • Are there any gender-sensitive questions?

 COLLECTIVE FEEDBACK MECHANISM STANDARDISED QUESTIONS

Theme Before (collected by agencies) After (collected by agencies)

Demographics  • Gender / location / age / 
disability (WG Qs) / ethnicity / 
religion / dependents

 • Gender / location / age / 
disability (WG Qs) / ethnicity / 
religion / dependents

Services  • Is your community well-prepared 
for a disaster?

 • Optional: How else could we 
support your communities (open)

 • Do you know what services are 
available to your community?

 • Are the services your community 
receive meeting your important 
needs?

 • Optional: What services do you 
still need access to? (open)

 • Optional: Is anyone excluded 
from available services? If so, who 
and why? (open)

Outcomes  • Optional: Do you have a plan for 
an emergency?

 • Optional: Are you confident in 
implementing your emergency 
plan?

Relationships  • Do you trust the organisations 
and departments working with 
you on disaster preparedness?

 • Does your community feel it has a 
say in what and how services are 
provided?

 • Do you trust the organisations 
and departments working with 
you on disaster recovery?

 • Does your community feel it has a 
say in what and how services are 
provided?

Communications  • Does your community receive the 
information you need to be safe 
in an emergency? 

 • Does your community trust the 
information it receives?

 • What is your preferred source of 
information?

 • Optional: How could 
communication be improved? 
(open)

 • Does your community have access 
to the information you need?

 • What information do you need? 
(open)

 • Do you know how to raise a 
concern?

 • Optional: If you do raise a 
concern, do you think you will get 
a response? Why/why no? (open)
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Ask the right people
To get an accurate understanding of the community’s views, it’s important that surveys cover enough 
people and a range of different people to ensure that the results represent the real situation. It’s 
especially important to make sure that marginalised people, such as people with disability, women or 
young people, are included in the survey. To do this, several different collection methods might need 
to be used in the same community, as different people might prefer to share their views in different 
ways.

A sample size calculator (available at www.surveymonkey.com/mp/sample-size-calculator/) can be 
used to figure out how many people need to be surveyed. Respondents can be selected through 
random sampling where every person has the same chance of being selected (eg. every tenth house 
in the village), or stratefied sampling where the group is divided into subgroups and respondents are 
selected randomly from each group (eg. 20 men and 20 women within the community).

Train the enumerators
Enumerators are the people who interview respondents in a survey. It’s essential that enumerators are 
trained to understand effective approaches to conducting surveys, as well as their ethical responsibilities 
and the survey content, in order to get accurate information from the survey.
The approach to gathering community feedback is critical to make sure that we capture accurate 
information. Details like the language used by the survey or interviewer, their appropriateness for 
the job (eg. women are more likely to feel more comfortable speaking with a woman interviewer), 
their tone (ie. Friendly rather than overly formal), the length of the survey, and how confident the 
respondent feels in the confidentiality of the survey will all have a great impact on the quality of the 
results. 

Sampling checklist
 • Is it feasible to include the entire regional distribution of the target population 

in the study, or is it necessary to select locations based on access/logistics/time 
constraints?

 • What is the gender split, and can this be reflected in the sampling strategy? 
 • What is the urban/rural split, and can this be reflected in the sampling strategy?
 • Is there information on the percentage of people with disabilities, and can this be 

reflected in the sampling strategy?
 • What languages are spoken by the target population, and do we have the 

capacity to include them in the surveys?

In Vanuatu, the CCE Sub-Cluster has developed and facilitated Enumerator Training (available at 
http://www.ndmo.gov.vu/resources) for several Youth Challenge Vanuatu volunteers and a number 
CDCCCs in Tafea and Sanma provinces as well as enumerator training of trainers at the national 
level. This training aims to create a pool of skilled enumerators who are available to be deployed in 
disasters. An Enumerator Terms of Reference Template has also been developed to outline the role 
and its responsibilities.

Resources:
 • Kobo Data Collection Guide pg 42
 • Survey Design Checklist pg 47
 • Collective Feedback Mechanism Standardised Questions pg 39
 • Rapid and initial assessment forms (available at www.ndmo.gov.vu/resources)
 • Sample size calculator (available at www.surveymonkey.com/mp/sample-size-calculator/)
 • Enumerator Terms of Reference Template  pg 48
 • Enumerator Training Package (available at www.ndmo.gov.vu/resources)

Enumerators checklist

 • Understand the subject
 • Are friendly, positive, professional and respectful
 • Understand and explain that the survey is confidential
 • Understand and explain that there are no right or wrong answers
 • Understand and explain that participation is completely voluntary and 

there are no rewards or consequences for participating or not
 • Do not change the questions or influence answers.
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Step 3: 
L EARN from the data
Making sense of the data collected is the vital next step to integrating communities’ views into disaster 
preparedness and response – there is no point in collecting data that is not translated into usable 
information. It’s only after data is analysed that it becomes information that can be used to inform 
decision making.

Using the research objective and research questions can help to organise and structure the analysis. 
Looking at the differences between demographic subgroups (e.g. by gender, age, location and 
status) relevant to the research question also provides important information about how different 
people within the community are affected differently by disasters and have different needs. 

Data collected electronically using Kobo can be easily analysed within the app, while data collected 
using paper surveys will need to be input into a program like Excel. See Step by Step: Analysis in 
Kobo and Step by Step: Analysis in Excel for detailed guidance.

When analysing data, ethical considerations include: 

 • Could the findings about specific groups within the targeted population lead to negative images of or 
results for them if the results are shared with a larger audience? 

 • Is data being stored safely and anonymized where relevant?
 • Is data being shared only with those who need to be involved in the data analysis?

 • Can you check your data against other sources of information and available data points? Are your 
findings similar to the findings of other research?

 

L EARN 
Analysis checklist
 • Which results were expected and which results were surprising? Would follow up 

interviews or group discussions help clarify the findings?
 • What are the general trends in the data? 
 • Are there any particular groups or themes which stand out? It might be useful 

to dig deeper and try to understand the reasons why people are particularly 
negative or positive about a certain topic or within a certain demographic 
subgroup.
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Discussing the findings within our own organisations as well as other disaster responders can be useful 
to test our interpretation of the data and the reasons behind the results – and that’s important so that 
we can identify problems and issues and what action we need to take to address them.

In Vanuatu, the CCE Sub-Cluster is able to provide support with analysis of data, particularly data 
collected through the Collective Feedback Mechanism.

Resources: 
 • Step by step: Analysis in Kobo pg 50
 • Step by step: Analysis in Excel pg 56
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Step 4: 
SHARE your discoveries

The idea is simple: we are stronger together. When one organisation gives communities information 
and gathers, analyses and responds to communities’ feedback and opinions, the help that the 
organisation gives is better. When organisations, councils, committees, departments, working groups 
and clusters in communities, areas, provinces, and nationally work together to share information to 
and from communities and with each other, disaster preparedness and response as a whole is better. 
Communities receive more clear and consistent information and spend less time answering questions 
from multiple responders, decision makers have better information and can leverage diverse expertise, 
and disaster responses are better coordinated and more effective.

Humanitarian responders in Vanuatu are able to share information in a number of ways:

NDMO Resources page
The NDMO Resources page (www.ndmo.gov.vu/resources) is an online hub for disaster preparedness 
and response messaging, materials, plans and Standard Operating Procedures (SOPs). Resources on 
this page are approved by the NDMO as the national coordinating body for disaster preparedness 
and response, and can be used by any organisations working with communities to share consistent, 
approved messaging on disasters, including guidelines for humanitarian workers to prevent sexual 
exploitation and abuse.

Clusters and Working Groups
Vanuatu’s national emergency clusters and provincial disaster working groups provide channels to 
share information and coordinate preparedness and response activities. Periodic inter-cluster meetings 
provide an opportunity for clusters to meet together, and links between national clusters and relevant 
provincial working groups have been established. See the National CCE Channels Map for more 
detail.

 

SHARE 
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Communication and Community Engagement Sub-Cluster 
As outlined in section 1, the CCE Sub-Cluster works at the national level to strengthen two-way 
communication and collaboration between national decision makers and communities in preparation 
for, during and after Vanuatu disasters. This includes providing support to create and disseminate 
messaging for disaster preparedness and response, and to collate, analyse, summarise and share 
community feedback collected by various stakeholders to inform organisational and collective 
disaster response decision making (ie. The collective feedback mechanism). Organisations that 
agree to collect and share feedback from communities are invited to sign a Collective Feedback 
Mechanism Partnership Declaration, which outlines the mechanism’s shared principles and agreed 
way of working.

Resources:
 • National CCE Channels Map pg 40
 • Collective Feedback Mechanism Partnership Declaration pg 69

Secondary 
data

Clusters

NDMO

Agency A Agency B Agency C

CCE Working 
Group

Agencies:
1. Collect community feedback and use it 

internally to improve programming
2. Share common data within the CCE 

working group to facilitate broader 
learning and action at the system level

1. Collective analysis and broader trends
2. Support Agency advocacy
3. Disseminate findings to allow 

all agencies to better respond to 
community perspectives

Information flow

Action in response to data
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Step 5: 
ACT on what you learn
Listening and learning about communities’ needs won’t help unless we act on what we hear. It’s 
crucial to use the information we have received to make adjustments to our own organisation’s 
programs and operations, as well as the disaster response as a whole. This action ensures that we 
deliver a response that meets people’s real needs in the ways that they need them met and enables 
them to take back control of their lives, their recovery and their future.

Acting on communities’ feedback isn’t always easy. Limits on funding, staff and other restrictions 
might make it difficult, or just not possible, to give communities what they ask for. But looking closely 
at communities’ feedback and what changes – both small and substantial – that we can make to 
our programs, distributions and other parts of the response can make a big difference in delivering 
a response that is effective in helping communities recover and increasing their satisfaction with the 
assistance we provide. The Data Response Action Planning Tool can help with this process.

Using feedback data to guide changes can also help to show donors, partner organisations, other 
departments and communities why decisions have been made, and strengthen consensus and 
support for the collective response. 

In Vanuatu, decisions about a collective disaster response are made through the NDMO with the 
support of the Cluster system. The CCE Sub-Cluster can provide support to collect and use community 
feedback in decision making.

Resources:
 • Data Response Action Planning Tool pg 70

 

ACT 
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REPEAT

Step 6: 
REPEAT the process
Good communication is not one-way, and it is not a once-off event. We need to keeping talking – 
and listening – to people affected by disasters to make sure our support really helps. 

When people affected by disasters have shared their ideas and opinions about what their community 
needs, it’s important to report back to them the findings of what the community said, and what action 
is going to be taken as a response. This is called “closing the feedback loop” and it helps strengthen 
accountability and transparency in the disaster response, which is vital both for communities’ and 
donors’ satisfaction, as well as the integrity of the response.

Returning to Step 1: Inform – this time with information about your findings and response, as well as 
any information about new threats or dangers – is also an opportunity to repeat Step 2: Listen to 
collect feedback on changing needs, issues, preferences and, over time, the impact of the changes 
you make through continuing to carry out Step 3: Learn, Step 4: Share and Step 5: Act. This repeating 
process enables responders to get to the bottom of the reasons behind people’s concerns and issues, 
fully understand their changing situation, and explain decisions and any limitations on the response 
to affected communities.

In Vanuatu, effective methods of repeating engagement with communities could include posters 
on noticeboards, SMS messaging and surveys, radio program features, announcements during 
distributions or programming, and community meetings. Using a number of methods targeting 
different groups within the community will ensure that all members will be able to give and receive 
information.

Resources:
 • Collective Feedback Mechanism Dialogue Guidelines pg 72
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Communicat ion 
saves lives
In disaster situations, when people’s lives are turned upside down, communication can make the 
difference between staying safe and life-threatening danger. Between knowing our family and 
friends are safe and feeling alone and afraid. Between being able to ask for the help we need and 
being frustrated and angry at the response. 

Good communication makes a disaster response more efficient and effective, and more 
accountable and transparent. It gives people affected by disasters the help they need and puts 
them back in control of their lives. 

Thanks for being part of communication and community engagement for disaster affected people 
in Vanuatu.
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Communications and Community Engagement 
(CCE) Sub-Cluster  TERMS OF REFERENCE

BACKGROUND 

While Vanuatu is regularly ranked as the world’s most vulnerable country to disaster, 2018-19 was 
a significant year for disasters, even by Vanuatu’s standards – humanitarian responders took action 
on Cyclones Gita, Hola and Oma as well as volcanic eruptions on two separate islands and various 
earthquakes and tsunami warnings. The frequency of these disasters highlighted some recurring 
and damaging gaps in Vanuatu’s response mechanism in providing timely, clear information to 
communities, as well as in gathering and responding to community feedback about their needs and 
the response. 

In 2018, the Australian Government funded a joint project led by the Communicating with 
Disaster Affected Communities (CDAC) Network and Ground Truth Solutions (GTS) to strengthen 
communication and community engagement during and in preparation for disasters. Building on 
previous Communication With Communities efforts, the project worked with the National Disaster 
Management Office (NDMO) and key stakeholders from Vanuatu Government departments, the 
media, the telecommunications sector, INGOs, NGOs and multilateral bodies (including CDAC 
members UNICEF and the Red Cross) to identify communications and community engagement 
needs and solutions. 

Through this process, the multi-sector group agreed to establish a Communication and Community 
Engagement (CCE) Sub-Cluster of Vanuatu’s National Emergency Telecommunications Cluster. The 
CCE Sub-Cluster aims to build on previous work to prioritise and strengthen two-way communication 
with disaster affected communities across the preparedness, response and recovery phases.

DEFINITIONS

Communication and community engagement is an area of humanitarian action based on the 
principle communication is aid. It gives priority to sharing life-saving, actionable information with 
people affected by disaster using two-way communication channels so aid providers listen to and act 
on people’s needs, suggested solutions, feedback and complaints, and people receiving assistance 
have a say in and lead decisions that affect them. It also prioritises keeping people in crisis connected 
with each other and the outside world.
- Collective Communication and Community Engagement in Humanitarian Action (CDAC), 2019.
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Systematic community feedback is a collective and coordinated approach to collecting community 
feedback about activities that affect them using multiple channels (e.g. face to face interviews, phone 
hotlines, SMS surveys, radio call-back programs, media and social media monitoring), and analysing 
that feedback to determine appropriate changes.
           - GTS, 2019

Closing the feedback loop refers to the process of making changes to activities in the community 
based on the feedback that communities have provided, then reporting back to the community to 
inform them about what action has been taken, and collecting follow up feedback to determine the 
impact of the changes.
           - GTS, 2019

GOAL AND OBJECTIVES

The CCE Sub-Cluster works to strengthen two-way communication and collaboration between 
national decision makers and communities in preparation for, during and after Vanuatu disasters, so 
that disaster-affected people have the information and resources they need to better prepare, survive, 
influence decisions, and be involved in the response and recovery of their own communities.
 
Our objectives are to:
 • Ensure that the information and communication needs, priorities and preferred engagement models of 

diverse communities are understood before, during and after a disaster.
 • Ensure that messaging is developed in collaboration with communities and any information disseminated 

to disaster-affected communities is timely, relevant and accurate, reaching the last mile and all groups 
within the community, with clear messages and in the right languages, so that everyone hears, understands 
and acts on it.

 • Ensure that effective and efficient communication systems and channels are in place, and that key position 
holders within the system have the training, capacity, mandate and plan they need to perform their role.

 • Develop and coordinate a systematic feedback mechanism, so that community perceptions about their 
needs and the response in a disaster are collected and used to inform decision making.

 • Ensure that communication and community engagement by national responders is coordinated and 
findings are shared, so that information and services received by communities are coherent and response 
decisions are community-informed.

FUNCTIONS

In order to achieve these objectives, the functions of the CCE Sub-Cluster will include: 
 • Advocating for communication and community engagement in preparation for, during and after disasters
 • Supporting the development of messaging materials and the management of a centralised online 

resource library/portal
 • Supporting the development of effective and efficient communications systems and channels
 • Supporting the training of key communicators within the communications system
 • Developing and coordinating a systematic community feedback mechanism, including data collection 

and analysis
 • Supporting coordination of information sharing between and by the Emergency Cluster system
 • Developing disaster-specific communication and community engagement plans for all stages of the 

response and recovery phases
 • Providing communication and community engagement technical support to clusters and other disaster 

responding organisations.

WORKING PRINCIPLES

The CCE Sub-Cluster will adhere to the following principles in all its activities:
 • Social inclusion 

The sub-cluster will pursue gender equality and inclusion of people with disabilities and other 
marginalised groups among its membership, as well as ensuring the specific needs of marginalised 
groups are considered in disaster communications systems, channels and messaging.

 • Transparency and accountability 
The sub-cluster is committed to increasing the transparency and accountability of national disaster 
response decision makers, including the NDMO and clusters, by systematically collecting and 
sharing information among decision makers and closing the feedback loop with the communities 
they serve. These principles will also be followed in the sub-clusters own work.

 • Respect for information approval processes 
Through its coordination function, the sub-cluster will have access to information and messaging 
that has not yet been cleared for release. While providing communities with timely information is 
a core goal of the sub-cluster, ensuring accuracy and fostering collaboration among responders 
by respecting approval processes is also critical.

LEADERSHIP

As the primary information management and coordination function during emergencies, the NDMO 
will lead the CCE Sub-Cluster. Vanuatu Red Cross will provide support as the co-lead.

The lead and the co-lead will be responsible for:
 • Calling and chairing all sub-cluster meetings, designating a record keeper and distributing meeting records
 • Attending inter-cluster meetings and other meetings in times of disaster, or designating a CCE Sub-

Cluster attendee
 • Leading the sub-cluster’s engagement and contribution to the disaster plan and subsequent activities
 • Providing strategic leadership and leading identification and development of work aimed at achieving 

the sub-cluster’s objectives.

The lead and co-lead may delegate the above responsibilities to other sub-cluster members as 
required.
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MEMBERSHIP

The CCE Sub-Cluster will be made up of representatives of national ministries, the media, 
telecommunications service providers, UN agencies, international and national non-government 
organisations and community organisations, the Vanuatu Red Cross Society and other organisations 
and individuals concerned with communicating with disaster affected communities, including 
representatives of other clusters.

Responsibilities of members include:
 • Participating regularly in meetings 
 • Being a member of a sub-cluster working group and actively contributing to progressing its work area
 • Advocating for communication and community engagement within their own organisation and sphere 

of influence
 • Sharing information about their organisation’s communication and community engagement work and 

lessons learned with the sub-cluster, and about the cluster’s work with their own organisation
 • Contributing to planning and implementing activities, in preparedness, response and recovery phases
 • Contributing to sourcing resources to support sub-cluster work
 • Proactively coordinating with other stakeholders, especially in disasters
 • Contributing to the administration of the sub-cluster as required.

STRUCTURE

In order to make progress towards improving communications and community engagement, the 
CCE Sub-Cluster will establish working groups focused on specific priority areas. Members will self-
nominate to join working groups based on interest and synergies with their organisation’s work. These 
working groups will be responsible for progressing work on the priority areas, including liaising with 
relevant stakeholders, identifying resources, and planning and implementing activities. They will meet 
as required and nominate a member to report back to the CCE Sub-Cluster ahead of each whole-
of-group meeting.

In the initial phase, the CCE Sub-Cluster will include four working groups focused on:
 • Collective feedback mechanism
 • Systems for information dissemination and collection
 • Training for Provinces and Area Councils
 • Cluster coordination

These working groups may be dissolved and different working groups established as needs change.

MEETINGS

The CCE Sub-Cluster will meet together monthly in the initial stages in non-disaster times, but 
meeting frequency may be reduced as the group becomes more established. The four working groups 

will meet as required, and at least monthly in the initial stages. A member will also be appointed to 
represent the sub-cluster at relevant meetings of other complementary disaster preparedness working 
groups, such as the Community Based Disaster Risk Mitigation (CBDRM) Working Group and the 
Disaster Ready Coordination Group. 

During the response and recovery phases of disasters, the CCE Sub-Cluster will meet daily or weekly 
as required, with a sub-cluster representative appointed by the lead/co-lead to attend inter-cluster 
meetings.

Minutes will be taken during each meeting of the sub-cluster by a record keeper designated by the 
lead/co-lead and circulated among members via email. 

VANUATU CLUSTER SYSTEM

NDMO

Health & 
Nutrition 

Cluster

Food 
Security & 
Agriculture

Cluster

Education 
Cluster

WASH 
Cluster

Shelter 
Cluster

Gender & 
Protection 

Cluster

Logistics
Cluster

Emergency 
Telecomm. 

Cluster

Communications and Community Engagement Sub-Cluster



3938

M
ED

IA
 L

AN
DS

CA
PE

 G
UI

DE
N

A
M

E
TY

PE
CO

V
ER

A
G

E 
R

A
N

G
E

LA
N

U
A

G
E 

O
F 

O
PE

R
AT

IO
N

TA
R

G
ET

 
A

U
D

IE
N

C
E 

CO
N

TA
C

TS

FM
 10

7
Ra

di
o

70
%

 p
er

ce
nt

 o
f V

an
ua

tu
, O

nl
in

e
Bi

sla
m

a,
 E

ng
lis

h 
15

 y
ea

rs
 +

Te
l: 

+6
78

 2
51

0
7/

 W
eb

: v
an

au
tu

fm
10

7.c
om

/ 
Po

sta
l A

dd
re

ss
: C

ap
ito

l F
M

 10
7 

Tr
an

sp
ac

ifi
c 

H
au

s P
O

 B
ox

 3
69

/ 
Em

ai
l: 

sa
le

s1
@

va
nu

at
uf

m
10

7.c
om

D
ai

ly 
Po

st
N

ew
sp

ap
er

TA
FE

A
, S

H
E

FA
,S

A
N

M
A

, O
nl

in
e

En
gl

ish
20

ye
ar

s +
Te

l: 
(6

78
) 2

31
11/

 W
eb

: d
ai

ly
po

st.
vu

/ 
Po

sta
l A

dd
re

ss
: V

an
ua

tu
 M

ed
ia

 M
ar

ke
tin

g 
Tr

ad
in

g 
Po

st 
Lt

d 
PO

 B
ox

 12
92

/ 
Em

ai
l: 

ne
w

s@
da

ily
po

st.
vu

FM
 9

6
Ra

di
o

Po
rt 

Vi
la

, O
nl

in
e

En
gl

ish
20

ye
ar

s+
Te

l:(
67

8)
 2

4 
42

7/
 W

eb
: b

uz
zf

m
.vu

/ 
 P

os
ta

l A
dd

re
ss

: P
O

 B
ox

 12
92

 /
 E

m
ai

l: 
in

fo
@

bu
zz

fm
.vu

D
ig

ice
l

Te
le

co
m

80
%

M
ob

ile
 C

ov
er

ag
e

Bi
sla

m
a,

 E
ng

lis
h,

-
Fr

en
ch

 
15

 y
ea

rs
+

Te
l: 

55
56

0
0

1/
12

3/
 W

eb
: d

ig
ice

lg
ro

up
.co

m
/v

u 
/ 

Po
sta

l A
dd

re
ss

: E
llo

uk
 P

la
te

au
 P

M
B 

91
0

3/
 E

m
ai

l: 
cu

sto
m

er
ca

re
va

nu
-

at
u@

di
gi

ce
lg

ro
up

.co
m

/ 
Fa

x:+
67

8 
27

86
5

Ra
di

o 
Va

nu
at

u
Ra

di
o

70
%

 p
er

ce
nt

 o
f V

an
ua

tu
, O

nl
in

e
Bi

sla
m

a,
En

gl
ish

, 
Fr

en
ch

5y
ea

rs
+ 

ov
er

 
Te

l: 
22

99
9 

/ 
Po

sta
l A

dd
re

ss
: V

BT
C

 9
0

49
/ 

Fa
x: 

22
85

2

TB
V

TV
Po

rt 
Vi

la
, L

ug
an

vil
le

 &
 C

an
al

 p
lu

s 
str

ea
m

in
g 

Bi
sla

m
a,

En
gl

ish
, 

Fr
en

ch
5y

ea
rs

+ 
ov

er
 

Te
l: 

22
77

7/
 2

29
99

  /
 W

eb
: v

bt
c.v

u 
   

   
   

   
   

   
   

  

Va
nu

at
u 

M
ed

ia
 

A
ss

oc
ia

tio
n

C
om

m
un

ity
 

gr
ou

p
Po

rt 
Vi

la
, L

ug
an

vil
le

 
Bi

sla
m

a,
En

gl
ish

, 
Fr

en
ch

Re
gi

str
ed

 M
ed

ia
 

M
em

eb
er

s o
nl

y 
Te

l: 
+6

78
 2

25
54

/ 
M

ob
:5

43
29

62
/7

35
56

75
 /

 W
eb

: a
ct

iva
as

so
cia

tio
n.

or
g 

/ 
Em

ai
l: 

ac
tiv

as
so

cia
tio

n@
ho

tm
ai

l.c
om

A
BC

 R
ad

io
Ra

di
o

50
%

 o
f V

an
ua

tu
En

gl
ish

,P
id

gi
n

20
ye

ar
s+

Te
l: 

0
2-

83
33

 2
82

1 /
 W

eb
: a

bc
.n

et
.a

u 
/ 

Po
sta

l A
dd

re
ss

: A
BC

 R
N

 G
PO

 B
ox

 9
99

4 
 S

yd
ne

y,
 2

0
0

1 /
  F

ax
: 0

2-
83

33
 2

27
7               

                                                                  
   

N
D

M
O

G
ov

t
A

ll 
pr

ov
in

ce
s 

Bi
sla

m
a,

En
gl

ish
, 

Fr
en

ch
20

ye
ar

s+
 o

ve
r

Te
l:+

67
8 

22
69

9/
 +

67
8 

33
36

6 
/ 

W
eb

: n
dm

o.
go

v.v
u/

  P
os

ta
l A

dd
re

ss
:N

D
M

O
 P

M
B 

91
0

7/
  E

m
ai

l: 
nd

m
o@

va
nu

at
u.

go
v.v

u

D
W

A
G

ov
t

Bi
sla

m
a,

En
gl

ish
, 

Fr
en

ch
Te

l: 
53

33
12

0
/2

50
99

 /
 W

eb
: d

w
a.

go
v.v

u/
 P

os
ta

l A
dd

re
ss

: D
ep

ar
tm

en
t o

f W
om

en
s A

ffa
irs

 P
M

B 
90

91
 /

Em
ai

l: 
ee

m
el

e@
va

nu
at

u.
go

v.v
u/

 F
ac

eb
oo

k 
pg

e:
 D

ep
ar

tm
en

t o
f w

om
en

s a
ffa

irs

M
O

J
G

ov
t

Bi
sla

m
a,

En
gl

ish
, 

Fr
en

ch
Te

l: 
(6

78
)3

36
15

 /
 W

eb
: m

jcs
.g

ov
.vu

/ 
 P

os
ta

l A
dd

re
ss

: M
JC

S 
PM

B 
90

84
 /

 E
m

ai
l: 

m
jcs

@
va

nu
at

u.
go

v.v
u

U
N

IC
E

F
In

te
r g

ov
t

Bi
sla

m
a,

 E
ng

lis
h

Te
l: 

(6
78

)2
46

55
 /

 W
eb

: u
ni

ce
f.o

rg
 /

  P
os

ta
l A

dd
re

ss
: U

N
IC

E
F 

 P
O

 B
ox

 9
26

 /

U
N

 W
om

en
In

te
r g

ov
t

Bi
sla

m
a,

 E
ng

lis
h

Te
l: 

+6
62

28
82

0
93

   
   

   
   

   
   

   
   

Fa
x: 

+6
62

28
0

60
30

   
   

   
   

W
eb

: a
sia

pa
cifi

c.
un

w
om

en
.o

rg

Va
nu

at
u 

Re
d 

C
ro

ss
IN

G
O

Va
nu

at
u

Bi
sla

m
a,

 E
ng

lis
h

18
 y

ea
rs

 +
Te

l: 
(6

78
) 2

74
18

 /
 W

eb
: v

an
ua

tu
re

dc
ro

ss
.o

rg
 /

  P
os

ta
l A

dd
re

ss
: V

an
ua

tu
 R

ed
 C

ro
ss

 S
oc

ie
ty

 H
ea

dq
ua

rte
rs

 P
O

 B
O

X 
61

8 
 /

 
Em

ai
l: 

re
dc

ro
ss

@
va

nu
at

u.
co

m
.vu

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   

W
or

ld
 V

isi
on

IN
G

O
Ta

fe
a,

Sh
ef

a,
 S

an
m

a,
 M

al
am

pa
-

To
rb

a
Bi

sla
m

a,
En

gl
ish

, 
18

 y
ea

rs
 +

 
Te

l: 
(6

78
)2

21
61

 /
  W

eb
: w

vi.
or

g 
 /

 P
os

ta
l A

dd
re

ss
:  

W
or

ld
 V

isi
on

 V
an

ua
tu

 R
ue

 A
rto

i M
/S

 P
O

 B
ox

 2
47

 /
  F

ax
: 6

78
-2

52
0

9

Sa
ve

 th
e 

C
hi

ld
re

n
IN

G
O

SH
E

FA
,S

A
N

M
A

,P
E

N
A

M
A

Bi
sla

m
a,

 E
ng

lis
h

18
 y

ea
rs

 +
Te

l: 
 2

27
94

   
/ 

Po
sta

l A
dd

re
ss

: P
o 

Bo
x 

28
3 

 /
  F

ax
: 2

52
14

O
xf

am
IN

G
O

SH
E

FA
Bi

sla
m

a,
 E

ng
lis

h
18

ye
ar

s+
 

Te
l: 

25
78

6 
/ 

 P
os

ta
l A

dd
re

ss
: P

o 
Bo

x 
30

7 
/ 

 F
ax

: 2
64

16
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

C
A

RE
IN

G
O

TA
FE

A
Bi

sla
m

a,
 E

ng
lis

h
18

 y
ea

rs
 +

Te
l: 

22
95

1 /
 W

eb
: c

ar
e.

or
g 

 /
 P

os
ta

l A
dd

re
ss

: P
o 

Bo
x 

112
9/

  E
m

ai
l: 

in
fo

r@
ca

re
.o

rg

A
ct

io
n 

A
id

IN
G

O
TA

FE
A

, S
H

E
FA

Bi
sla

m
a,

 E
ng

lis
h

Yo
un

g 
w

om
en

 18
+ 

ov
er

Te
l: 

  +
67

8 
73

19
90

9 
   

/ 
Em

ai
l: 

ed
ito

r@
sis

ta
.co

m
.vu

W
or

ld
 V

isi
on

IN
G

O
TA

FE
A

,S
H

E
FA

,S
A

N
M

A
,T

O
RB

A
Bi

sla
m

a,
 E

ng
lis

h 
10

ye
ar

s+
 

V
C

C
C

om
m

un
ity

 
gr

ou
p

A
ll 

pr
ov

in
ce

s 
Bi

sla
m

a,
 E

ng
lis

h
18

ye
ar

s+
 

Te
l: 

 +
67

8 
24

68
6/

 +
67

8 
23

86
6 

/ 
 W

eb
: n

ab
.vu

  /
 P

os
ta

l A
dd

re
ss

: M
in

ist
ry

 o
f c

lim
at

e 
ch

an
ge

 N
um

be
r 2

 A
re

a 
/ 

Fa
x: 

+6
78

 
22

31
0

   
   

V
SP

D
N

G
O

Po
rt 

Vi
la

, L
ug

an
vil

le
 

Bi
sla

m
a,

 E
ng

lis
h,

 
Si

gn
 L

an
ua

ge
 

2y
ea

rs
+

Te
l: 

22
32

1  
/ 

Po
sta

l A
dd

re
ss

: V
an

ua
tu

 so
cie

ty
 fo

r d
isa

bl
ed

 p
eo

pl
e 

PO
 B

ox
 3

73
  /

  

Yo
ut

h 
C

ha
lle

ng
e 

Va
nu

at
u

N
G

O
Po

rt 
Vi

la
 

Bi
sla

m
a,

 E
ng

lis
h 

Yo
ut

hs
 15

ye
ar

s -
 

35
ye

ar
s

Te
l:(

67
8)

 2
81

82
   

/ 
 W

eb
: w

w
w

.ti
gw

eb
.o

rg
/ 

 P
os

ta
l A

dd
re

ss
: P

or
t V

ila
 P

O
 B

ox
 11

0
5 

So
ut

h 
W

es
t P

ac
ifi

c 
  /

  F
ax

: (
67

8)
24

51
0

W
an

 S
m

ol
 B

ag
N

G
O

Po
rt 

Vi
la

, L
ug

an
vil

le
Bi

sla
m

a
Yo

ut
hs

 15
ye

ar
s -

 
35

ye
ar

s
Te

l:+
67

82
71

19
   

/ 
W

eb
: w

an
sm

ol
ba

g.
or

g 
/ 

 E
m

ai
l: 

ko
nt

ak
te

m
@

w
an

sm
ol

ba
g.

or
g 

Co
ll

ec
ti

ve
 F

ee
db

ac
k 

M
ec

ha
ni

sm
 S

ta
nd

ar
di

se
d 

Qu
es

ti
on

s 
   

   
 (Q

ue
st

io
ns

 in
 re

d 
op

tio
na

l)
Th

em
e

Be
fo

re
 (c

ol
le

ct
ed

 b
y 

ag
en

ci
es

)
Ra

pi
d 

/ 
In

iti
al

 a
ss

es
sm

en
t (

co
lle

ct
ed

 
by

 N
D

M
O

/c
lu

st
er

s)
A

ft
er

 (c
ol

le
ct

ed
 b

y 
ag

en
ci

es
)

D
em

og
ra

ph
ics

	•
G

en
de

r /
 lo

ca
tio

n 
/ 

ag
e 

/ 
di

sa
bi

lit
y 

(W
G

 Q
s) 

/ 
et

hn
ici

ty
 /

 re
lig

io
n 

/ 
de

pe
nd

en
ts

	•
G

en
de

r /
 lo

ca
tio

n 
/ 

ag
e 

/ 
di

sa
bi

lit
y 

(W
G

 Q
s) 

/ 
et

hn
ici

ty
 /

 re
lig

io
n 

/ 
de

pe
nd

en
ts

Se
rv

ice
s

	•
Is 

yo
ur

 c
om

m
un

ity
 w

el
l-p

re
pa

re
d 

fo
r 

a 
di

sa
ste

r?
	•

H
ow

 e
lse

 c
ou

ld
 w

e 
su

pp
or

t y
ou

r 
co

m
m

un
iti

es
 (o

pe
n)

	•
In

clu
de

 in
 ra

pi
d 

as
se

ss
m

en
t i

f 
no

t t
he

re
 a

lre
ad

y
	•

D
o 

yo
u 

kn
ow

 w
ha

t s
er

vic
es

 a
re

 a
va

ila
bl

e 
to

 y
ou

r 
co

m
m

un
ity

?
	•

A
re

 th
e 

se
rv

ice
s y

ou
r c

om
m

un
ity

 re
ce

ive
 m

ee
tin

g 
yo

ur
 im

po
rta

nt
 n

ee
ds

?
	•

W
ha

t s
er

vic
es

 d
o 

yo
u 

sti
ll 

ne
ed

 a
cc

es
s t

o?
 (o

pe
n)

	•
Is 

an
yo

ne
 e

xc
lu

de
d 

fro
m

 a
va

ila
bl

e 
se

rv
ice

s?
 If

 so
, 

w
ho

 a
nd

 w
hy

? 
(o

pe
n)

O
ut

co
m

es
	•

D
o 

yo
u 

ha
ve

 a
 p

la
n 

fo
r a

n 
em

er
ge

nc
y?

	•
A

re
 y

ou
 c

on
fid

en
t i

n 
im

pl
em

en
tin

g 
yo

ur
 e

m
er

ge
nc

y 
pl

an
?

-
-

Re
la

tio
ns

hi
ps

	•
D

o 
yo

u 
tru

st 
th

e 
or

ga
ni

sa
tio

ns
 a

nd
 

de
pa

rtm
en

ts 
w

or
kin

g 
w

ith
 y

ou
 o

n 
di

sa
ste

r p
re

pa
re

dn
es

s?
	•

D
oe

s y
ou

r c
om

m
un

ity
 fe

el
 it

 h
as

 a
 

sa
y 

in
 w

ha
t a

nd
 h

ow
 se

rv
ice

s a
re

 
pr

ov
id

ed
?

-
	•

D
o 

yo
u 

tru
st 

th
e 

or
ga

ni
sa

tio
ns

 a
nd

 d
ep

ar
tm

en
ts 

w
or

kin
g 

w
ith

 y
ou

 o
n 

di
sa

ste
r r

ec
ov

er
y?

	•
D

oe
s y

ou
r c

om
m

un
ity

 fe
el

 it
 h

as
 a

 sa
y 

in
 w

ha
t a

nd
 

ho
w

 se
rv

ice
s a

re
 p

ro
vid

ed
?

C
om

m
un

ica
tio

ns
	•

D
oe

s y
ou

r c
om

m
un

ity
 re

ce
ive

 th
e 

in
fo

rm
at

io
n 

yo
u 

ne
ed

 to
 b

e 
sa

fe
 in

 
an

 e
m

er
ge

nc
y?

	•
D

oe
s y

ou
r c

om
m

un
ity

 tr
us

t t
he

 
in

fo
rm

at
io

n 
it 

re
ce

ive
s?

	•
W

ha
t i

s y
ou

r p
re

fe
rre

d 
so

ur
ce

 o
f 

in
fo

rm
at

io
n?

	•
H

ow
 c

ou
ld

 c
om

m
un

ica
tio

n 
be

 
im

pr
ov

ed
? 

(o
pe

n)

	•
D

oe
s y

ou
r c

om
m

un
ity

 re
ce

ive
 

th
e 

in
fo

rm
at

io
n 

yo
u 

ne
ed

?
	•

W
ha

t i
nf

or
m

at
io

n 
do

 y
ou

 
ne

ed
? 

(o
pe

n)
	•

D
o 

yo
u 

kn
ow

 h
ow

 to
 ra

ise
 a

 
co

nc
er

n?
	•

W
ha

t c
om

m
un

ica
tio

n 
ch

an
ne

ls 
ar

e 
w

or
kin

g,
 a

nd
 

w
hi

ch
 d

o 
yo

u 
pr

ef
er

?

	•
D

oe
s y

ou
r c

om
m

un
ity

 h
av

e 
ac

ce
ss

 to
 th

e 
in

fo
rm

at
io

n 
yo

u 
ne

ed
?

	•
W

ha
t i

nf
or

m
at

io
n 

do
 y

ou
 n

ee
d?

 (o
pe

n)
	•

D
o 

yo
u 

kn
ow

 h
ow

 to
 ra

ise
 a

 c
on

ce
rn

?
	•

If 
yo

u 
do

 ra
ise

 a
 c

on
ce

rn
, d

o 
yo

u 
th

in
k 

yo
u 

w
ill 

ge
t 

a 
re

sp
on

se
? 

W
hy

/w
hy

 n
o?

 (o
pe

n)



4140

Vanuatu National CCE Channels Map



4342

 • ‘Decimal’: select this option if you’re answer will be given as a numerical value with decimals [rare]
 • ‘Point’: select this option to record the GPS location that interviews are happening (note: it is important to ensure 

accuracy of between 5-10M)
 • ‘Line’: record a line of two or more GPS coordinates 
 • ‘Area’: record a polygon of GPS coordinates [rare]
 • ‘Calculate’: perform a calculation [rare]
 • ‘Select many’: multiple choice question, multiple answers can be selected 
 • ‘Date’: records the date of the interview (important to check the date in the smartphones/tablet recording the 

interview is correct)
 • ‘Photo’: you can take and upload photos [rare]
 • ‘Note’: displays a note on the screen, takes no input (this can for example display a note or reminder for 

enumerators)
 • ‘Rating’: compare different items using a common scale
 • ‘File’: generic file input [rare]  
 • ‘Text’: open-ended responses can be recorded here
 • ‘Time’: records the time the survey begins and ends (important to check the time in the smartphones/tablet 

recording the interview is correct)
 • ‘Audio’: take an audio recording or upload one [rare]
 • ‘Barcode/QR code’: scan a barcode or QR code (required you to download a barcode/QR code scanner app) 

[rare] 
 • ‘Question matrix’: create a group of questions that display in a matrix format, hereby each cell within the matrix 

represents a separate question. To use this response type, define the number of rows and columns you want in 
your matrix set and give each row and column a label or name. Each column can be a different question type. In 
the above screenshot, the first two columns are select-one questions, and the third column is a number question. 

 • ‘Range’: input a range of numbers which allows respondents to select their response on a scale (e.g. 0-10 scale)

 • ‘Number’: respondents can input a number here (note: you can add a ‘Validation criteria’ skip logic)
 • ‘Date and time’: record the date and time the survey takes place (again, it is important to check the date and 

time in the smartphones/tablet recording the interview is correct)
 • ‘Video’: take a video recording or upload a video clip [rare]
 • ‘Acknowledge’: this can be a note that enumerators have to tick ‘OK’ to (this can be used to ensure that 

enumerators confirm informed consent was taken or that the respondent is over the age of 18 years old)

‘Ranking’: compare a list of different objects to one another, see below: 

Kobo Data Collection Guide

SETTING UP AN ACCOUNT 

Visit www.kf.kobotoolbox.org to create a new account. If you work for a humanitarian organization, sign up at www.
kobo.humanitarianresponse.info instead. After activating your account through the emailed link, you can log in to 
access your account.

1. CREATING YOUR FIRST FORM (SURVEY)

Create your first form by clicking on New, then choose New Form.

Click on the + button to add your first question.

2. OVERVIEW OF QUESTION TYPES

There are different question types available. As a quick overview: 

 • ‘Select one’: multiple choice question, only one answer can be selected 
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Validation criteria can be used to limit the room and scope of error during data collection by adding certain 
‘parameters’ to questions. For example, if the survey is only going to be asked to adults, you could all the validation 
criteria that only responses from those 18 years old or older can proceed with completing the survey. 

Step 1: click on settings on the right-hand corner of your question 

Step 2: click on the ‘Validation Criteria’ tab on the left-hand side

Step 3: add the conditions you wish to include. 

Mandatory responses can be used when you want to ensure that all respondents or certain respondents have to 
answer certain question. Remember that you can make a question mandatory but add the option ‘I do not know’ or ‘I 
do not want to answer’ to help you understand WHY respondents are not answering certain questions. 

Step 1: click on settings on the right-hand corner of your question 

Step 2: click on the ‘Question options’ tab on the left-hand side

Step 3: under ‘Mandatory response, select the appropriate option (i.e. ‘Yes’ if you want the question to be mandatory 
to ALL respondents, ‘No’ if you want they question to be optional to ALL respondents or ‘Custom logic’ if you want to 
personalise which type of respondent the question is mandatory for based on demographic markers or the way they 
have answered previous questions). 

4. TESTING YOUR SURVEY 

You can test your survey and make sure all the questions, skip logics, validation criteria, and mandatory responses are 
correct by selecting ‘Preview form’ on the left-hand side of the form. 

Note: when to use rating and when to use ranking question - The choice of ranking or rating should be purely informed 
on the mode of analysis one needs to conduct. Note you can rate different components the same way, however when it 
comes to ranking you can’t give them the same rank.

IMPORTANT: to save the form click the Create/Save button, then ‘X’ to close the form.

 

3. ADDING SKIP LOGIC, VALIDATION CRITERIA, AND MANDATORY RESPONSES 

Skip logic can be used when you want a follow-up question to appear in the survey only to certain respondents (for ex-
ample, if a respondent says they do not feel safe, a follow up question only to those who answer ‘not at all’ or ‘not really’ 
to that question will appear). 

Step 1: click on settings on the right-hand corner of your question 

Step 2: click on the ‘Skip Logic’ tab on the left-hand side

Step 3: select the question which you would like the skip logic to apply to from the dropdown menu from ‘select question 
from list’

Step 4: select the responses which would warrant the follow up question being asked after the = sign

Top tip: If you have selected more than one answer option under ‘select question from list, like below, ensure that you 
click on ‘Question should match any of these criteria’ and not ALL of these criteria which is the default. 
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1. Design

 • Make sure you are clear on who the audience for the survey is and what question you are trying to answer 
 • Keep it short - only ask questions where you’re sure you’ll use the data 
 • Ask what questions you missed that respondents would like to be asked next time 
 • Include all the demographic variables you might want to analyse the data by
 • Mark branching questions as required so people answer all relevant subsequent questions 
 • Review your questions regularly, and repeat this checklist process each time you administer the survey 

2. Scales 

 • Make sure the scales match the questions you’re asking 
 • Make sure the scales are going in the same direction 
 • Include “Other” “Don’t know’ “Don’t want to answer’ or “Does not apply” options where relevant 

3. Structure

 • Start with general questions and then move onto more specific ones, this avoids confusion as participants may      
convolute the two if asked specific and then general questions

 • If the survey tool is on the longer side, consider dividing the survey into thematic groupings to help structure the  
discussion 

e.g. 1. This first part of the questionnaire seeks to understand your everyday experiences and feelings in 
______________, there is no right or wrong answer, we want to get your honest opinion, 2.  The second 
part of this survey seeks to understand your experience receiving aid from local or international aid agencies 
in ______________, 3. The final part of this questionnaires seeks to understand your feelings of optimism, 
empowerment, and the level of opportunities for people in ______________.

4. Language 

 • Read through all questions and make sure they are full sentences, which make sense and avoid using jargon 
 • Make sure the language is polite and in your organisation’s style 
 • If conducting the survey in multiple languages using digital data collection tools, translate all answer buttons and 

prompts too 

5. Test 

 • Test it with people, including someone from your target population. Does it flow? Does it make sense? How long 
does it take to complete? 

6. Implement

 • Make sure you have explained why you want this data, that you want their honest feedback, and how you’ll use it 
 • Tell respondents how long you think it will take to complete the survey (be realistic!) 
 • Tell them whether responses are anonymous or not, and who will be able to see what part of their responses 

7. End

 • Make sure you thank people for their contribution  
 • Tell them what the next steps of the survey process might be – how you will use and/or communicate back 

findings 
 • Make sure that collecting data is only the first step of your process, and that you follow through with the 

subsequent  steps in the feedback cycle. 

 

5. DEPLOYING YOUR SURVEY

To start collecting data you need to first deploy your draft form as a new data collection project. Once you have 
deployed your form, you can still edit your form as many times as you like by clicking on the pencil icon (1), which 
takes you to the form builder, or by downloading the XLSForm and replace the form (2) after you make the needed 
changes. 

You then select ‘Redeploy’ so that changes are reflected in the form shared with enumerators (they will need to ‘re-
fresh’ the form on their Kobo app to access the redeployed form). 

6. SHARING YOUR SURVEY 

Once you have deployed your survey, follow these steps to share your survey:

Step 1: click on the … (more actions) on the right-hand side of the ‘Form’ page 

Step 2:  select ‘Share this project’ option 

Step 3: you will see a ‘Shareable link’ URL, enumerators can access the survey and submit completed surveys using 
this link. 

This guidance was developed by Ground Truth Solutions for the CDAC funded project ‘Operationalising Localisation and the 
Participation Revolution: Communications Preparedness and Accountability for Disaster Response in Fiji’

Survey Design Guidelines
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Enumerator Terms of Reference Template 
Summary (for organisers)

1.1. Introduction [Provide a brief overview of the purpose, scope, and objectives of the project to enumerators.]
1.2. Timeframe [Provide an overview of the project timeframe including training days, question testing, data 

collection, and de-briefing/feedback session as well as any community engagement activities planned.]
1.3. Location [Provide an overview of the regional coverage of the data collection activity]

Data collection will cover following areas and regions:

Area (example) Region (example)

Island xx

North
Village A
Village B

South
Village C
Village D

East
Village E
Village F

West
Village G
Village H
Village I

1.4. Survey [Provide enumerators with the survey, with any necessary translations.]

1. Enumerator Code of conduct

	• Safety first: the safety of both the enumerator and the survey participant should always be prioritised 
over research interests. Enumerators should avoid putting themselves or others in danger during the data 
collection process. 

	• Informed consent: ensure participants consent to answering the survey and that this consent is entirely 
voluntary. It should be made clear that contribution to the survey will not result in direct changes to aid 
provision. 

	• Do no harm: avoid inducing further trauma by following the ‘do no harm’ principle. This requires redirecting 
the conversation if traumatic topics emerge which the enumerator has not been trained to handle.

	• Manage expectations: there is a risk that false expectations will arise if enumerators do not properly 
explain the purpose of the survey. This can be unfair to those in a vulnerable situation and creates a 
reputational risk for agencies. If respondents believe that your organisation has the capacity to implement 
certain changes but do not, future data collection efforts may become difficult. This can be mitigated by 
ensuring participants are fully aware of the objectives and rationale of the survey. 

	• Confidentiality: reassure participants of the confidentiality of the data collection.
	• Safeguarding: enumerators are prohibited from engaging in discrimination and abusing the authority of 

their position. Sexual exploitation and sexual abuse amount to a failure to adhere to ethical obligations 
and signify a clear breach of contract. “Sexual exploitation” is defined as any actual or attempted abuse 
of a position of vulnerability, power, or trust, for sexual purposes – including, but not limited to – profiting 
monetarily, socially or politically from the sexual exploitation of another. The term “sexual abuse” is 
understood as the actual or threatened physical intrusion of a sexual nature, whether by force or under 
unequal or coercive conditions. Enumerators are also prohibited from engaging in sexual relations with a 
child – here defined as any human being below the age of 18 years – in any context. If there are incidents 
of misconduct by enumerators, enumerators are required to report the incident(s) to the their supervisor for 
review.  

2. Responsibilities 

	• Keep a low profile and do not attract excessive attention to yourself or research participants.
	• Remain aware of your surroundings and potential security risks. Adapt research to security risks and maintain 

strict confidentiality. 
	• Refrain from consuming any alcoholic beverages or recreational drugs during working hours (including lunch 

breaks as the consumption will affect your performance afterwards).
	• Obtain informed consent. If the participant has only agreed to participate in the survey, you have not obtained 

informed consent. Participants must understand who you are, how you will use their information, and the 
possible consequences for themselves and their communities. Explain that participation or refusal to participate 
will not have any effect on the individual’s prospects of receiving assistance in the future. 

	• Ensure that participants understand the difference between receiving aid and participating in research.
	• Remain aware of ethical issues and the inherent power imbalance between researcher and research subject. 

Do not force or intimidate people to answer for the sole purpose of fulfilling your data collection objectives.  
Participants should be respected throughout the research process. This includes being attentive to their welfare 
and security and protecting their privacy and confidentiality. For this reason, you should abstain from smoking 
during interviews and have your phone on silent. You should never take calls during an interview.

	• Do not ask people to come to you in another location to conduct an interview, as this poses a risk to their safety 
and security.

3. Survey methodology and sample design

3.1. There will be around [insert] questions, plus some demographic questions. Questions will be [insert question 
types e.g. Likert questions, open-ended questions, binary questions, etc.]

3.2. The enumerators will identify themselves as working for [organisation] and that responses are anonymous and 
will not affect the level of aid respondents receive.  

3.3. No respondent is required to identify himself or herself by name, and no reader of the survey data (or 
subsequent reports we will write) will be able to identify what any individual respondent has said.

3.4. Surveys will be conducted in the regions listed under 1.3. 
3.5. Sample size: [insert] with men and women aged 18 and above will be conducted in total across specified 

areas in [insert] using a random sampling approach targeting the following demographic split of respondents 
by:

o Gender:
	 [insert]% men
	 [insert]% women

o Area/Region (TBC)
	 [insert] 
	 [insert] 

o [insert any other important requirements from the sample strategy]

4. Deliverables 

4.1. The expected deliverables are: 
	• Submission of responses in an acceptable manner covering the number of successfully completed 

interview, adherence to agreed survey and sampling strategy; 
	• Communication of any relevant observations and issues during training, question testing, data 

collection or community engagement; 
	• Ensure adherence to the enumerator Code of Conduct and report any breaches;
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Step by step: Analysis in Kobo 

1.  STEP ONE: CLEAN YOUR DATA

The first step in analysing your data is checking the quality of the data captured using Kobo. 
Ideally, you would have been checking the data throughout the data collection period. But if not, it 
is essential to look out for the following:

a.    Length of interview times: you can check how long interviews conducted lasted under 
‘data’ – ‘table’ where you will see the column titles ‘start’ and ‘end’. 

 

Go through all the responses and look out for any outliers. For example, if interviews only last 
a few minutes then this would suggest that enumerators did not really conduct the surveys or 
that they did not explain the project or questions properly to respondents. Equally, if interviews 
are too long, for example a few hours, this would also be deemed a red flag. In such cases, the 
data collected from these interviews should be deleted as it does not pass standard data quality 
control measures.  

b.    GPS locations of interviews: Kobo allows you to check the GPS locations of surveys 
conducted. You can access this information under ‘data’ – ‘map’ which will give you a visual 
overview of where the surveys were conducted. You can cross-check this with the sample strategy 
and instructions given to enumerators on where and how to collect data. It is important to look 
out for not only if the right locations were captured but also whether the time and distance in 
between the surveys adheres to the sampling methodology plan (for example if you instructed 
one interview per household yet you see several interviews conducted in the same location, all 
but one of the interviews should be kept). 

c.    Open-ended questions: it is also useful to look through any open-ended responses to 
questions in order to gauge the quality of the data. Things to look out for are responses which do 
not make sense or do not answer the questions satisfactorily (they imply the enumerator and/or 
the respondent did not understand the question) and enumerators who write the same response 
for all or many open-ended questions (this suggests they did not actually ask the question but 
filled out the answer option themselves). In such cases, the quality of the responses should come 
into question, you may want to decide to delete these responses to ensure the quality of the 
data.

How to delete individual survey submissions
In order to delete an interview, select the eye icon under the first column under ‘data’ - ‘table’, 
which will bring up the interview. On the top right-hand corner is a red bin you can click to 
delete. This data will then be excluded to any of the analysis in the ‘reports’ section. 

As mentioned in the introduction of this section, there are benefits to be rapt when the quality 
of the data is checked continuously throughout the data collection process, instead of merely at 
the end. Continuous data quality checking gives you the chance to speak to the enumerators 
producing bad-quality-data when they, for example, interview respondents way to quickly 
or collect data in the same households. This enables you to improve the quality of the data 
overtime, instead of having to delete a lot of bad quality data once data collection has 
concluded. 

2.  STEP TWO: ANALYSING DIFFERENT QUESTION TYPES IN KOBO

Once you are sure of the quality of the data, you can start looking at your data and understanding 
key trends and outliers. You can access an overview of your survey result under ‘data’ – ‘reports’, 
which will bring up the results for all questions asked in your survey. 
 

 

The way to deal with question will depend on their questions type. The main ones are outlined 
below:

a.   Binary questions: are questions where respondents are given two options and then ability to 
select one or the other (e.g. yes/no or IDP/refugee) – it is not possible to select more than one as 
the answers are mutually exclusive. The key steps in analysing the data are as follow:

i. Response number: the first step is to look at the response number (i.e. how many 
people in total answered this question?). This is typically found right under the question, for 
example in the below graph, 1342 people answered the question. The 1576 refers to the 
overall number of people who participated in the survey (not all respondents will answer all 
questions).  
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ii. Frequencies for answers: the second step is to note the frequencies for the 
answer options. For example, in the question above you can see that 1054 out of a total 
of 1342 respondents answered ‘no’. Thus 79% of respondents answered no (calculation: 
(1054/1342)*100), not the 67% in the percentage column. This is because this percentage 
is calculated with the overall respondents rate (1576) and not the number of respondents 
who answered this particular question. For the reason, ALWAYS ignore the percentage 
column as it is often inaccurate. 

b. Likert-scale questions: refers to questions where respondents are able to answer the 
question on a scale (for example on a 5-points scale). For these questions the process to 
getting to the accurate percentages is the same as above (step i. response numbers and step 
ii. Frequencies for answers). However, it is important to note that the graphic representation 
of the answers are in order of largest to smallest for responses and not in order of the Likert-
scale response options. It can therefore be confusing to present it in this way, and if you do, it is 
important to explain this to the audience. An example below:

 

c. Multiple-choice questions: are question that allow respondents to select more than one 
answer response. For these questions the process to getting to the accurate percentages is the 
same as above (step i. response numbers and step ii. Frequencies for answers).
For multiple choice questions it is important to bear in mind that the percentages will not equal 
100%, and it is important to explain this when presenting the data. Something like “Percentages 
do not total 100 because respondents could choose multiple options.” is sufficient. Multiple 
choice graphs are easy to read, as they are ranked from the most frequently chosen to the least 
frequently chosen response option.

3.  STEP THREE: ANALYSING DIFFERENT DISAGGREGATIONS IN KOBO 

Once you have had a look at your questions and gotten a general overview of how respondents 
have answered, you may be interested in honing in on the perspectives of sub-groups within your 
data set (for example, do women feel differently than men on certain questions). Kobo has an 
inbuilt tool to explore such disaggregations, which can be accessed by selecting the wheel icon next 
to ‘custom reports’ under ‘data’ – ‘reports’. 

 

Once you click on the wheel 
icon, it will open the ‘Edit Report 
Style’ page. You should click the 
third column ‘GROUP BY’ which 
will bring up a list of different 
markers you can disaggregate 
the data by. Once you click 
on one of these markers (for 
example gender), all of the data 
will be presented separately for 
female and male respondents. 
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Let’s look at a few examples to learn how to read disaggregated graphs and to highlight the 
importance of disaggregating data by different sub-populations, like gender.

a. Likert scale questions: display disaggregated data like in the graph copied in below. You 
can see the different answers given by female (left) and male respondents (right) to the question 
“Do you trust the information on weather forecasts you receive?”. In some cases, the perceptions 
of male and females can be similar, but in this case, you see an important difference. Whilst 
female most frequently respond to the question with “Not really” and “Not at all”, i.e., negatively, 
male respondents predominantly chose the answer option “Somewhat”. You therefore know 
that females tend to answer this question considerably more negatively than men; a difference 
that might have been obscured if you had not looked at the disaggregated data. Similar to 
the non-disaggregated graph explained in Section 1, it is important to note that the graphic 
representation of the answers are in order of largest to smallest for responses and not in order of 
the Likert-scale response options.

b. Multiple-choice question: follow the same logic as likert scale question when it comes to 
disaggregated data. As you can see in the graph below, women tend to choose the answer 
option ‘face-to-face’, whilst men prefer a mix of channels of communication. Again, these 
differences would not have shown in the non-disaggregated graph. 

Please note that the same limitations regarding the percentages that KOBO automatically displays 
for disaggregated graphs apply: They are not accurate and should not be used in the analysis. 
Unfortunately, only the percentages and not the frequency of responses is displayed under this 
function. Therefore, this function is useful to give a general sense of differences between groups and 
how they answer but in order to get the true values, the data should be downloaded and analysed. 
Let look at a binary question to understand:

c. Binary questions: are quite easy to read in disaggregated form. As you can see below, 
women respond to this question much more negatively than men. Looking at the percentages 
automatically generated with KOBO below the graph, you can see that they don’t allow us 
to say that x% of women answer ‘no’ and x% of women answer ‘yes’, as it only calculates the 
percentages from overall respondents (not disaggregating by male and female). Therefore, 
the only thing the percentages tell us is that of the total respondents to this question, 47% were 
female and said ‘no’, whilst 6% were female and said ‘yes’. This is not very useful for the analysis. 
Unfortunately, the frequency of responses is not displayed for disaggregated data in KOBO 
reports and therefore, we can’t calculate the percentages ourselves without downloading the 
data and analysing them on excel. Therefore, please only use disaggregated data to identify 
major trends.
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2 
	

 

i. Select Pivot Table 

 
 

ii. A window pops up. Click on the ‘OK’ button. 

 
 
 
 
  

Step by step: Analysis in Excel
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iii. A new worksheet is created (blue arrow). Select the Likert question you would like to analyse 

and drag and drop it into the rows field (red arrow) and then again into the values field 
(green field). A table will automatically populate in the excel sheet on the left. 

 
 
  

4 
	

iv. In case the values field (red arrow) is not automatically set to ‘Count’ you have to click on the 
small arrow in the values field (green rectangle) and then click on ‘Value Field Settings’. A 
window pops up. Select ‘count’ and click ‘OK’. 
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Selecting ‘Count’ will show the number of people who selected options ‘1_not_at_all’, 
‘2_not_very_much’, ‘3_neutral’, ‘4_mostly_yes’, ‘5_completely_yes’. 
 
We now want to calculate the mean score for all these responses and plot the bar chart beside the 
pivot table. 

v. Calculating percentages, overall mean score value and bar charts for a Likert question  

To calculate the mean score for one specific question, we need the percentages for each response 
option. To be able to do this, we need to create a new table next to the pivot table. 
 
First, we map the numbers (1,2,3,4,5) from Row Labels to column D and name the new column Likert 
scale (D3). 
We then label cell (E3) as ‘count’ and map all values from pivot table, column ‘Count of Q1….’ From 
the pivot table in column B to column E. Type ‘+’ and then click on the field next to it (B4 for the first 
value). Also do it for the ‘Grand Total’. 

 

6 
	

Next, we generate another column and label it ‘proportion’ (F3). 
We now want to calculate the proportion for each response option. Thus, for response option 1 
(1_not_at_all), type ‘=’ in cell F4 and then select with your mouse cell E4. Type ‘/’ (divide) and select 
cell D4. Then click ‘F4’ on your keyboard. This will lock the denominator and allows you to easily copy 
and paste the formula down. The dollar sign signifies that the cell is locked when copying. 
 

 
 
Press enter and then copy and paste this cell down to cell F8. Next you need to convert these integer 
numbers to percentages. Mark all cells F4-F8 and then right click with your mouse in the marked cells 
and select ‘Format Cells’. Choose Category ‘Percentages’ (red arrow) and set ‘Decimal Places’ to 0 
(green arrow). 
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7 
	

 
 
Always check your results by summing up all cells from the proportion column. The values should sum up 
to 100%. 

 

 

 

Next we calculate the mean score of the Likert question. 
8 

	

We create a new column next to the proportion column and label it ‘mean’. 

In cell G4 type ‘=’ and then select D4 (blue rectangle) and multiply it with cell F4 (red rectangle). Press 
Enter. Copy and paste this cell down to cell G8. Then, you have to sum the products and then you have 
the overall mean score for the Likert question. For question Q1 we calculated a mean score of 2.8. 
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9 
	

vi. Bar chart  

To create a barplot, select Insert (red arrow) and the click on the bar chart symbol (green arrow). Pick 
the first barplot symbol (blue arrow). 

 

 

Then click on ‘Select Data’ (red arrow). Another window pops up. Click on the ‘Add’ button (green 
arrow). 

 

 

 

 

  
10 

	

You can write the question or the label in the ‘Series name’ field (red arrow). 

To select data click on the arrow in the ‘Series Values’ field (green arrow) and mark all cells from the 
proportion column and click ‘OK’. 

 

 

If you want to change the x-Axis labels you have to click the ‘Edit’ button from the ‘Selected Data 
Source’ window. Mark all cells from column A (Row labels) except the (blank) one and click ‘OK’. 
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11 
	

You should now have created your percentages, mean score and bar chart for the Likert question. 

 

 

 

 

12 
	

2. Demographic breakdowns 

Now that you have developed simple percentage distribution graphs and calculated mean scores for 
questions, it is time to go a bit deeper in the analysis and identify differences in distribution between 
demographic subgroups (gender, location, age groups, etc.). We call graphs which only show the 
distribution for demographic subgroups breakdown graphs, as you ‘break’ the overall simple 
distribution graph ‘down’ into demographic sub-groups.  

i. Think about what demographic subgroups you would like to analyse. The selection depends 
a lot on the type of project you are monitoring and the research questions you asked 
yourself in the design stage (e.g. is there a difference in service quality in different 
communities? Are women and men equally included in the beneficiary selection process?) 
For the latter question it makes sense to do a gender breakdown, for the former it would 
be good to do a breakdown by community. 

 
ii. Once you have decided which breakdowns you are interested in, the next step is to create 

a pivot table for the question you would like to analyse. Follow the same steps as in section 
1 to create a new pivot sheet. Add the breakdown you would like to look it to the ‘column’ 
in the pivot table, like in the example below (blue arrow).  

 

 

Generally, if there is a different in mean score of more than 0.5 out of 5, you could mention it in your 
analysis as significant. Ad you can see in the analysis above, the difference between female and male 
responses is only 0.3 out of 5 and therefore not statistically significant.  
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3. Demographic overview 
If you want to examine demographic patterns in the data, you follow the same procedure as in 
section 1. Create a Pivot Table with your specific demographic identifier (e.g. age, gender, 
location) and drag and drop it to the ‘Rows’ and ‘Values’ field. Create a table next to the Pivot 
Table and calculate percentages for each group. In the example below, we calculated 
percentages for female and male and plot the results with a pie chart. 
 

 

4. Binary question 

To create output for binary questions , follow the same steps as above.  

 

Introduction:

It is important to document how all agencies will work under the common feedback approach. Each agency will 
sign this declaration to demonstrate their commitment to seven core principles.

The purpose of the common feedback approach is to align data collection (including standardised content) and 
share data between agencies and relevant government agencies.

1. Principles:

1. Communication. It is important that all participants communicate together, This not only involves attending 
meetings, but actively engaging with other agencies as needed. When communicating – be friendly, listen 
carefully, be honest and clear.

2. Professional Competence. All agencies must adhere to agreed practice and implement feedback systems 
with integrity and ensure the data is robust and valid.

3. Respect. All agencies must treat each other with respect and dignity, respecting their individual 
circumstances and desires.

4. Commitment. This requires going above and beyond when needed for the shared purpose. It also means 
committing to necessary data protection and appropriate secure data storing.

5. Equality. Recognise that each participating agency in the common approach is equal, and all views should 
be listened to equally. This might require fostering empowerment and avoiding hierarchies.

6. Advocacy. This means speaking out and taking action where needed. This helps prevent problems and 
maintains the focus on the overall purpose.

7. Trust. Have confidence in each other’s ability and judgement, and always act in the best interests of the 
common purpose. This also requires total confidentiality regarding data sharing.  

On behalf of ___________[Agency]________________________, I _______[name]_______ sign up to 
these principles and will support them throughout the lifetime of the common feedback project.

Signed

Date

Collective Feedback Mechanism Partnership Declaration
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Data Response Action Planning Tool

Data – what did it tell you?
What data was new information? What data confirmed what you already 

knew?

How was the data analysed, discussed and shared internally?

How did these steps develop your understanding of the data and some of the underlying issues? 
Did staff find these internal discussions useful?

What possible changes / improvements were identified?

How were the findings communicated externally? How were the findings discussed externally?

How did these steps develop your understanding of the data and some of the underlying issues? 
Did staff find these external discussions useful?

What possible changes / improvements were identified?

Will you be able to implement these changes? If not why not?

What are the challenges in using the feedback data?
Internal: (e.g., capacity and capabilities such as time 

and resources)
External: (e.g., such as funder pressure or 

priorities)

What changes to the process - including the questions asked, how they asked and the subsequent 
stages of analysis and dialogue - would make the process more useful?
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1. What does dialogue entail, and why is it important?

This guidance note offers suggestions on how to organise the meetings to discuss community feedback and 
agree on shared actions for improvements. We call this the dialogue stage of the feedback cycle.

The main purpose of the dialogue stage is to discuss the feedback results internally among your agency’s 
staff, and externally with communities, to identify important issues that need attention and agree on how to 
respond. Engaging in dialogue about what the data collected says and what your agency plans to do about 
it is an essential part of the feedback cycle for two reasons:

 • First, it helps to understand the feedback, to check whether it resonates with communities, and 
determine what adjustments make sense. 

 • Second, dialogue is important as so much of current M&E practices are only about extracting 
information. Communities repeatedly report that they have no idea where the information they provide 
goes and how it is used. Dialogue entails telling communities what was heard, asking them if we got it 
right, and finding solutions together.

There are other benefits, too: 

 • Engaging openly in dialogue with communities about the feedback provided can help foster stronger 
relationships of confidence and trust with your agency.

 • When service users feel heard and believe that their opinions matter, they participate more actively 
because it benefits them to do so.

 • By communicating feedback results, your agency can further raise awareness about its services among 
actual and potential communities.

 • One outcome of the dialogue can be concrete targets, against which success can be evaluated through 
further rounds of feedback collection.

2. How to go about it?

Dialogue consists of two main steps: internal dialogue and external dialogue. In addition, feedback results 
need to be disseminated more broadly through various forms of one-way communication. The dialogue stage 
concludes with follow-up and thus leads over to course-correction, the final stage of the feedback cycle. 

Internal dialogue

Internal dialogue comes first. It involves your staff concerned with the implementation of the programme 
coming together and discussing the results of the feedback collected after each round, i.e. every two months. 
The objectives of these meetings are 

 • To discuss the feedback data in general, how it varies across locations or different groups of respondents 
(e.g. by gender, age, ethnicity)

 • To identify and develop a shared understanding of the issues that require action
 • To agree on a practical and realistic action plan
 • To agree on a plan for external dialogue (Who should be involved? Who can facilitate? Where? 

When?), and a plan for broader dissemination of feedback results
 • If relevant, to discuss whether the questionnaire or data collection methodology needs to be adjusted for 

the next round of data collection (e.g. if two questions yield consistently similar results)

As a follow-up to the internal dialogue meeting, please brief your agency’s country management by writing 
a short management response to the Country Director and Deputy Director. The briefing should cover the 
team’s analysis of the feedback results, an overview of agreed measures in response, and the plan for external 
dialogue and broader dissemination (incl. participants and timelines).

External dialogue 

External dialogue means to go back to communities and conduct focus group discussions or interviews on the 
feedback provided. You do not need to go back to the same persons that took part in the survey, but to the 
same areas where data collection took place. The objectives of external dialogue meetings are

 • To communicate and discuss the results of the feedback provided
 • To clarify any issues that came up, and find out more details if needed (e.g. what are particular 

concerns, and why)
 • To communicate and discuss what you are planning to do in order to address potential issues. If you 

do not plan to take any concrete actions based on the basis of the data received, this also needs to be 
communicated during external dialogue meetings.

Collective Feedback Mechanism Dialogue Guidelines
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When developing a plan for external dialogue, you can think of all instances where you already engage with 
communities or other relevant constituents of the programme. These include:

 • Weekly meetings with community leaders and other aid agencies
 • Focus group discussions with different groups
 • Focus group discussions with community leaders
 • Individual follow-up / case closure meetings 
 • Specific periodic events such as workshops/trainings 
 • Key informant interviews if necessary to deep-dive into specific issues that came out of the feedback 

data

Broader dissemination

Next to external dialogue, which requires a form of two-way communication between your agency and 
communities, the feedback results need to be communicated more broadly. Again, you can think of instanc-
es where you already communicate with communities or other relevant constituents, and what are suitable 
channels to disseminate feedback results to a broader audience. For instance: 

 • Posters at the your centre and other relevant locations
 • Announcements at community centres
 • Dissemination of information (through presentation, hand-outs, leaflets) through other NGOs, or at 

coordination meetings
 • Dissemination of information through Community Committees

3. Additional Materials

The following provides a generic template that you can use to plan your dialogue meetings and follow-up, 
notes for facilitators of internal and external dialogue meetings, and a T-chart that can be used to capture 
the results of dialogue meetings.

We recommend a summary table like this to assist with planning

Type of Meeting Where / When Participants / Audience
Internal dialogue 
meeting

 •
 •
 •

External dialogue 
meeting

 •
 •
 •

Broader 
dissemination

 •  

Internal dialogue meeting (all participants should have a copy of the perception survey report – 
and ideally, have read it and prepared.)

Step 1. Review the feedback reports

1. Divide a flip chart sheet into three sections labelled Positive, Neutral and Negative. Go through the report and 
list the findings on the flip chart so that you can quickly see all the aspects of the programme that respondents 
have rated positive, neutral, and negative.

2. Briefly (5-10 mins) ask participants what they see as the broad patterns: What findings are expected or 
surprising? What particular strengths and weaknesses they reveal?

3. Identify and select the most important issues that should be discussed in detail at this meeting. Write each one 
on a T-chart (see template of a T-chart below). 

4. For each issue write down:

 • If the score is low or surprising, list what you think the main reasons are.
 • Identify possible actions that could be taken to address the issue and by whom.

Step 2. Plan and organise the external dialogue meeting with your colleauges and communities 

1. Agree a time and place that is convenient and comfortable for participants. If possible, choose a forum where 
they are meeting in any case.

2. Invite participants and inform them about the purpose of the meeting and the time/location;
3. Invite the relevant officials;
4. Prepare a summary of your agency’s response to the issues that emerged from the report.

 • What you see as the main problems or successes
 • The causes of or reasons for the issues
 • Actions that will help solve the problems or enhance the successes.

Notes for the facilitator of the internal dialogue meeting

The facilitator will guide and facilitate the dialogue meeting. 

1. Remember, the purpose of the meeting is to understand how respondents experience the programme and to 
find ways to improve.

2. The feedback report should be accepted as an accurate reflection of respondent views – unless there have been 
major irregularities in how the data was collected, or clear mistakes in the analysis. 

3. Nevertheless, staff may disagree with the report findings. You should allow discussion on this. Remember, the 
report itself shows different views. The views of participants at the meeting should be seen as adding to the 
range of views in the report. Disagreement does not make the report findings invalid. 

4. Your agency may not be able to do everything that constituents ask. Expectations might be unrealistic, or there 
may be time and resource constraints. 

Your task is to guide the dialogue to identify what all actors can realistically do to make the programme more 
effective in its support for and communities.

You should be fair and give everyone a chance to express their views.
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External dialogue meetings

1. Explain the purpose of the exercise to participants:

	• to discuss the results of the data collected about your programme
	• to find ways of addressing problems identified

2. Go through the findings one-by-one. 

3. While you are doing this, agree on the most important issues that need to be addressed and write them onto a 
T-chart.

4. If there are many issues, select 2-3 issues that participants think are the most important.

5. For each selected issue, record the results of the discussion on the T-chart:

	• Ask probing questions to identify the reasons that cause the issue. Compare them with the reasons from 
the internal dialogue meeting with your staff.

	• Then identify actions that could be taken by your staff, camp management, other service providers, 
community leaders, block leaders, or others to address the issue. Focus the actions on specific causes of 
the issues raised. Make sure that all actions are realistic and doable. Where possible, identify the people 
responsible and the time by which it must be done.

Conclude the meeting

1. Recap the main conclusions that have been agreed.

2. Explain what will happen next: What follow up plans will be drawn up and implemented, and when constituents 
will be asked again for their feedback.

3. Thank constituents and other participants for their time.

Notes for the facilitator of the external dialogue meeting

The facilitator will guide and facilitate the external dialogue meeting. 

1. Remember, the purpose of the meeting is to understand how communities experience the programme and to 
find ways to improve.

2. The findings should be accepted as an accurate reflection of the communities’ views – unless there have been 
major irregularities in how the data was collected, or clear mistakes in the analysis. 

3. Nevertheless, participants may disagree with the findings. You should allow discussion on this. The views of 
participants at the meeting should be seen as adding to the range of views in the report. Disagreement does not 
make the report findings invalid. 

4. Your agency may not be able to do everything that participants in the meeting ask. Expectations might be 
unrealistic, or there may be time and resource constraints. 

5. Always allow at least 15 minutes at the end of the meeting to discuss how participants want to proceed with 
completing any unfinished business (such as issues that there was not time to address). 

Your task is to guide the dialogue to identify what all actors can realistically do to make the organization more 
effective in its support for communities.

You should be fair and give everyone a chance to express their views.

Notes on validating survey findings in meetings

External dialogue meetings are a good opportunity to test if the survey findings are valid.
But, this does not mean that a small group at a meeting should be allowed to declare the results invalid!

The survey results usually reflect the perceptions of many more respondents than can be present at a 
meeting, and the fact that they can respond anonymously makes it more likely that they have answered 
truthfully. Also, if the survey guidelines have been followed, there should not have been much opportunity 
for anyone to influence the findings.  So, the survey results should always be seen as accurate unless there is 
a LOT of evidence to the contrary.

Nevertheless, there is always a possibility that some respondents did not fully understand a question or that 
some, for whatever reason, may have chosen not to answer truthfully. In a few cases, it might have been 
possible for an enumartor to fill in the forms themselves – but a quick investigation can often tell whether this 
is the case or not. In any case, the dialogue sessions are a powerful way of validating survey results. 

	• The T-chart process of exploring possible reasons for the issues raised in the feedback usually provides 
evidence to validate the findings. If it does not there might be a problem.

	• Comparing findings with open feedback can reveal inconsistencies or be reassuring.

If the survey is repeated and similar results appear, then it suggests the results were accurate. Especially if you have 
made extra efforts to ensure that possible ways of distorting the results are eliminated. If they produce very different 
results without good clear reasons, then it is possible that one set of results might be inaccurate.

Follow-up Process

Discuss the T-charts internally

1. Identify what your agency can do themselves – the programme team, or other taff / snr management.

2. Identify what actions require external support or decisions from higher authorities, or from your HQ

3. For issues that can be immediately addressed, draw up work plans, clearly assigning responsibility for follow-up 
actions.

4. For issues that require external support or decisions from higher up, set up meetings to discuss them with the 
relevant bodies.

Follow up with action as soon as possible.

Document actions taken and results for reporting back to communities.
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Here is the T-chart template for personal note taking and thinking during dialogue meetings:

What issue requires action?

The reasons behind the issue? What can be done?
by agency staff & other actors


