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WHAT 1S COMMUNICATION AND
ENGAGEMENT 7

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 fo manage our lives and connect with our families, friends and communities.

In a disaster, it's not just our homes and gordens 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 he|p? What dongers
should we be aware of ? How can we find missing fomi|y, or contact friends on other islands to let them know
we are safe? What do we do if he|p is not reoching us? How can we comp|oin when there's a prob|em?

When peop|e don't have the information ’rhey need, They become confused, isolated, afraid and angry. Ru-
mours and misinformation spreoo| and peop|e's lives are putin donger. When peop|e can’t communicate with
those moking decisions, They feel power|ess and frustrated. Aid is less effective because it's not informed by
peop|e's real needs, and They are vulnerable to corruption and exp|oi‘roﬂon because ’rhey don't have channels
fo report it.

Communication and community engagement chonges that: it puts peop|e affected by disasters in control of
their lives. Watch this three-minute video (available at https://www.youtube com/watch?v=/DmKLcY7Nis)
to find out how.

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.



HOW TO USE THIS HANPBOOK

This Communication and Community Engagement Handbookiis a step by step guide to communicating
with communities affected by disasters in Vanuatu and the tools and systems that have been puf in
|o|c1ce to make sure that our disaster response is informed by and effective for the peop|e 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 fo puf that step info 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 |ec1ving them out.

This handbook is a |iving document and will be updoTed as communications and community
engagement in Vanuatu continues to evolve. Please email ccesubc|usfer@grnoi|.com fo stay
connected and receive updoTes.

COMMUNICATIONS AND COMMUNITY ENGAGEMENT IN VANUVATY

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 Cyc|ones Gita, Hola and Oma as well as volcanic eruptions on fwo 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 goTnenng and responding fo 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 atwww.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 sfrengfnen fwo-way communication and collaboration between
national decision makers and communities in preparation for, during and after Vanuatu disasters, so
that disaster-affected peop|e have the information and resources Tney 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:

\d Advoca’ring for communication and community engagement in preparation for, during and
after disasters

* Supporting the deve|opnnenf of messaging materials and the management of a centralised
online resource |ibrory/por+0|

* Supporting the deve|opnnenf of effective and efficient communications systems and
channels

* Supporting the fraining of |<ey communicators within the communications system

g Deve|oping and coordino’ring a systematic community feedback mechanism, inc|uc|ing data
collection and Qno|ysis

* Supporting coordination of information snaring between and by the Emergency Cluster
system

\d Deve|oping disasfer-speciﬁc communication and community engagement |o|c1ns for all
stages of the response and recovery phases

\d Providing communication and community engagement technical support fo clusters and
other disaster responding organisations.

RESOVRCES:

o CCE Sub-Cluster Terms of Reference pg 33
o Communications Preparedness and Accountability for Disaster Response: Vanuatu Scoping
Report (available at Www.cdocne’rworkorg/Too|s-0nd-resources)



COMMUNICATION AND COMMUNITY
ENGAGEMENT CHANNELS

Por’ricu|c1r|y since Category 5 Tropico| Cyc|one Pom devastated the country in 2015, efforts to
s’rreng’rhen disaster preporedness and response have been a key focus of donors, humanitarian actors
and the Vanuatu Government. As a result, disaster preporedness 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 coordino’ring function, the national cluster system mobilises
national and international expertise, and the Provincial Disaster Committee system is gaining fraction
as a means of supporfing on-the-ground activities. Media, telecommunications and other partner
organisations also p|c1y 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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6 STEDS TO COMMUNICATION
AND COMMUNITY ENGAGEMENT

Leveraging the foundation of Vanuatu's national emergency infrastructure, there are six steps that
form Vanuatu's communication and community engagement opprooch All humanitarian responders
at all levels - from organisations, committees, bodies and deporfmenfs to Area Counci|s, provincio|
authorities and Working groups, and national authorities, clusters, inter-cluster groups, and media -
have an important role to p|oy in ensuring that there is fwo-way communication between communities
and decision makers in times of disaster.

LISTEN

[Inform - listen - learn - share - act - and repeat to help people how they need it most.]
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STED 7.
INFORM AFFECTED DEOPLE

When disasters hit, information is one of the most important and immediate needs of the peop|e affected.
Reliable and clear information that he\ps peop|e fo prepare for disasters, to warn them when disasters are
about strike, fo keep them informed about what has hoppened in their own and other areas, and to tell them
what to expect next can he\p peop|e survive and recover.

RIGHT INFORMATION

In times of disaster, it's vital that the information that affected peop|e receive from emergency responders is
accurate and reliable. If it's not, then peop|e's lives can be put in donger, The\/ cannot make good decisions,
and They will not trust information that responders give them in the future, which could puft them at further risk.

Information must also be understandable in order to be useful to peop|e. It should have a clear message,
focus on peop|e's immediate needs and the action They should take, avoid technical terms and jargon, and
be delivered in a |onguoge that peop|e understand - mc|uo|ing, for exomp|e, peop|e who are heoring or sighf
impqired.

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 c1|wc1\/s eqasy, and coordination can offen be
overlooked in the |’1urry fo respond quick|y to communities, but it is essential to make sure that communities
don't receive mixed messages that can cause more harm to o|reao|y frogi|e sifuations.

The best information is also responsive fo the chqnging situation on the ground and the communities’ response
to it. This is possib|e when disaster responders not on|\/ give information, but also ask affected peop|e for
information Through two-way communication - see Step 2 for details.



RIGHT TIME

Giving someone a perfecﬂy accurate and clear warning about a Cyc|one coming is useless if it is delivered a
week after the cyc|one arrives. Peop|e need to receive information at the righf time, when it is relevant to the
decisions Jrhey need to make righf now, in order for it to be useful.

Proviohng communities with Time|y information that is also coordinated in @ ropio”y chongmg disaster situation
can be one of the most cho“enging elements of a humanitarian response - but it is also one of the most
critical.

RIGHT CHANNELS

For peop|e to be able to receive and act on information, we need to deliver it Through the righf channels. The
best information delivered at the righf time will not he|p peop|e if ’rhey don't receive it ’rhrough a channel ’rhey

access.

In Vanuatu, common channels for giving and receiving information include:
*  SMS and phone calls

o Community noticeboards

o Chiefly meetings

o Church meetings

*  Women's meetings

*  Radio

o Television

*  Social media eg. Facebook

The most effective channels will be different for different communities and even different peop|e within the
same community - for exomp|e, women may not receive information that is shared ’rhrough chieﬂy meetings,
e|o|er\y peop|e migh’r not have access to a mobile phone to receive information shared Through social media,
and peop|e with sighT impairments will not receive information shared on community noticeboards. Disaster
responders need to deliver messages ’rhrough a number of different, |oco\|y relevant channels to reach all
groups within @ 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 peop\e can call or SMS 166 to receive pre-
recorded warnings and updates during disasters, as well as HF and FM radio.

The media p|0\/s an important role in he|pmg to disseminate information during disasters and Vanuatu's
FM radio stations will broadcast pre—recorded emergency warnings as well as provide updcﬁes Through
programming. Providing ‘rime\y, 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
organisatfions who communicate with communities and their contact details.

RESOURCES:

*  Media Landscape Guide pg 38
o Vanuatu National Disaster Management Office Standard Operating Procedures (available at www.
ndmo.gov.vu/resources)



STED 2.
LISTEN BEFORE YOU LEAD

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, oskmg communities about how Jrhey have been affected
by disaster, what he||o 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 fo find out what peop|e affected by disasters think and need is to ask them - at all
stages from disaster preporedness and ThroughouT the disaster response. It's very important to capture the
views of all different members of the community - inc|uo|ing women and men, young peop|e and older
peop|e, and peop|e 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. Trocking rumours and
community responses to media and social media can also be useful in understanding community views.

GoThering community feedback sysTemoﬁcoHy, in a coordinated and collective way, makes community
engagement even more effective. For exomp|e, working with disaster responders from other organisations,
deporTmenTs or Clusters to coordinate assessment questions and meetings means that communities are not
asked the same questions and interviewed mu|ﬂp|e times, which can he||o reduce the stress of their situation as
well as make information goThering and sharing more efficient.

In Vanuatu, community feedback is most common|y collected using face to face surveys. Kobo is a useful app
that is now used by many humanitarian responders in Vanuatu fo collect data e|edronico||y 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.



CONSIDER THE ETHICS

The first and most important priority in co||ecﬁng data from communities is fo make sure that it will not lead
fo any harm for the responderfrs.

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.

DESIGN THE QUESTIONS

Asking the rithr questions is critical o get the righ]L 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.

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?

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, o|ongsio|e their own work-
speciﬁc questions if fhey wish, organisations can goﬂ’]er data from communities that can be used inferno”y
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 ropid and initial assessment forms (available at www.
ndmo.gov.vu/resources) that are used to gofher data from communities immediofe|y after a disaster
to determine the emergency response.
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COLLECTIVE FEEDBACK MECHANISM STANDARDISED QUESTIONS

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

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

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)

Do you trust the organisations
and depcm‘mem‘s working with
you on disaster recovery?

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

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)



ASK THE RIGHT PEOPLE

To get an accurate unders’ronding of the community’s views, it's important that surveys cover enough
peop|e and a range of different peop|e to ensure that the results represent the real situation. It's
especio”y important fo make sure that morgino|ised peop|e, such as peop|e with disobihfy, women or
young peop|e, are included in the survey. To do this, several different collection methods migh’r need
to be used in the same community, as different peop|e mighf pre]cer to share their views in different
ways.

A somp|e size calculator (available at Www.surveymonkey.com/mp/somp|e—size—co|cu|ofor/) can be
used to ﬁgure out how many peop|e need fo be surveyed. Responden’rs can be selected Through
random somp|ing where every person has the same chance of being selected (eg. every tenth house
in the vi||oge), or stratefied somp|ing where the group is divided into subgroups and respondenfs are
selected randomly from each group (eg. 20 men and 20 women within the community).

Sampling checklist

* s 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?

TRAIN THE ENUMERATORS

Enumerators are the peop|e who interview responden’rs in a survey. It's essential that enumerators are
trained to understand effective opprooches fo conducﬁng surveys, as well as their ethical responsibih’ries
and the survey content, in order to getf accurate information from the survey.

The opprooch fo gofhering community feedback is critical to make sure that we captfure accurate
information. Details like the |onguoge used by the survey or inferviewer, their appropriateness for
the job (eg. women are more |ike|y to feel more comfortable speoking with @ woman inferviewer),
their fone (ie. Frieno”y rather than over|y formal), the |eng’rh of the survey, and how confident the
respondenf feels in the conﬁden’riohfy of the survey will all have o great impact on the quo|ier of the
results.
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In Vanuatu, the CCE Sub-Cluster has developed and facilitated Enumerator Training (available ot
h’rfp://www.ndmo.gov.\/u/resources) for several Youth Cha”enge Vanuatu volunteers and a number
CDCCGs in Tafea and Sanma provinces as well as enumerator training of trainers at the national
level. This fraining aims fo creafe a poo| of skilled enumerators who are available to be o|ep|oyeo| in
disasters. An Enumerator Terms of Reference Temp|QJre has also been deve|opeo| to outline the role
and ifs responsibih’ries.

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.

RESOURCES:

o Kobo Data Collection Guide pg 42

o Survey Design Checklist pg 47

o Collective Feedback Mechanism Standardised Questions pg 39

4 Ropid and initial assessment forms (available at WWW.ndmo.gov.vu/resources)

4 Somp|e size calculator (available at WWW.surveymonkey.com/mp/somp|e—size—co|cu|o’ror/)
*  Enumerator Terms of Reference Template pg 48

*  Enumerator Training Pockoge (available at Www.ndmo.gov.vu/resources)
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STED 3.
LEARN FROM THE DATA

Moking sense of the data collected is the vital next step to infegrating communities’ views info disaster
preporedness and response - there is no point in co||ecﬂng data that is not translated into usable
information. It's on|y aofter data is On0|y5ec| that it becomes information that can be used to inform
decision making.

Using the research objec’rive and research questions can he|p fo organise and structure the Ono|ysis.
Looking at the differences between demogrophic subgroups (e.g. by gender, age, location and
status) relevant to the research question also provides imporftant information about how different
peop|e within the community are aoffected diﬁﬁerenﬂy by disasters and have different needs.

Data collected e|ec’rronic0||y using Kobo can be eosi|y ono|ysed 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 ono|ysing data, ethical considerations include:

o Could the ﬁndings about speciﬁc groups within the Torgefed popu|c1ﬂon lead to negative images of or
results for them if the results are shared with |orger audience?

* Isdata being stored sofe|y and Ononymized where relevant?

o s data being shared only with those who need to be involved in the data analysis?

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



Discussing the findings within our own organisations as well as other disaster responders can be useful
fo test our interprefation of the data and the reasons behind the results - and that's important so that
we can iden’rify prob|ems 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 ’rhrough 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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STED 4.
SHARE YOUR bISCOVERIES

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, depor’rmenfs, Working groups
and clusters in communities, areas, provinces, and nationally work together to share information to
and from communities and with each other, disaster preporedness 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 opproved by the NDMO as the national coordinaﬁng body for disaster prepqredness
and response, and can be used by any organisations working with communities to share consistent,
opproved messaging on disasters, inc|uo|ing guio|e|ines for humanitarian workers to prevent sexual
exploitation and abuse.

CLUSTERS AND WORKING GROYPS

Vanuatu's national emergency clusters and provinci0| disaster Working groups provide channels to
share information and coordinate preparedness and response activifies. Periodic inter-cluster meefings
provide an opportunity for clusters to meet Togefher, and links between national clusters and relevant
provincial working groups have been established. See the National CCE Channels Map for more
detail.



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 fo create and disseminate
messaging for disaster preporedness and response, and to collate, ono|yse, summarise and share
community feedback collected by various stakeholders to inform orgonisoﬁono| and  collective
disaster response decision moking (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
o Collective Feedback Mechanism Partnership Declaration pg 69 N
P
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STE? &
ACT ON WHAT YOU LEARN

Listening and learning about communities” needs won't help unless we act on what we hear. It's
crucial fo use the information we have received to make Odjusfmenfs 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 peop|e'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 o|woys easy. Limits on funding, staff and other restrictions
mighf make it difficult, or just not possib|e, fo give communities what ‘rhey ask for. But |ooking C|ose|y
at communities” feedback and what clﬁonges - both small and substantial - that we can make to
our programs, distributions and other parts of the response can make a big difference in c|e|ivering
a response that is effective in he|ping 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 he||o to show donors, partner organisations, other

deporfmen’rs 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 fo collect and use community
feedback in decision making.

RESOURCES:

*  Data Response Action Planning Tool pg 70



STED 6
REPEAT THE PROCESS

Good communication is not one-way, and it is not a once-off event. We need to keeping Jro|l<ing N
and |is’rening - fo peop|e aoffected by disasters to make sure our support reo||y he|ps.

When peop|e affected by disasters have shared their ideas and opinions about what their community
needs, it's important fo 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
occoun’robihfy and fransparency in the disaster response, which is vital both for communities” and
donors' satisfaction, as well as the infegrity of the response.

Returning to Step 1: Inform - this fime with information about your ﬁndings and response, s well as
any information about new threats or dongers - is also an opportunity to repeat Step 2: Listen o
collect feedback on chonging needs, issues, preferences and, over time, the impact of the chonges
you make through continuing to carry out Step 3: Learn, Step 4: Share and Step 5: Act. This repeating
process enables responders fo get fo the bottom of the reasons behind peop|e's concerns and issues,
Fu||y understand their chonging situation, and exp|oin 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 fargeting
different groups within the community will ensure that all members will be able to give and receive
information.

RESOURCES:

o Collective Feedback Mechanism Dialogue Guidelines pg 72



COMMUNICATION
SAVES LIVES

In disaster situations, when peop|e's lives are turned upside down, communication can make the
difference between staying safe and |h(e—’rhreofenmg donger. Between knowing our fomi|y and
friends are safe and Fee|ing alone and afraid. Between being able to ask for the he|p we need and
being frustrated and angry at the response.

Good communication makes a disaster response more efficient and eﬁ(ec’rive, and more
accountable and transparent. It gives peop|e affected by disasters the he||o ’rhey need and puts
them back in control of their lives.

Thanks for being part of communication and community engagement for disaster affected peop|e
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
eorinquokes and tsunami warnings. The frequency of these disasters nign|ignied some recurring
and domoging gaps in Vanuatu's response mechanism in providing ’rime|y, clear information to
communities, as well as in goinering and responding fo 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. Bui|ding 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.

anougn this process, the mulfi-sector group ogreed 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 preporedness, response and recovery pnoses.

DEFINITIONS

Communication and community engagement is an area of humanitarian action based on the
princip|e communication is aid. It gives priority fo snoring |ii(e—soving, actionable information with
peop|e affected by disaster using ftwo-way communication channels so aid providers listen to and act
on peop|e's needs, suggesied solutions, feedback and comp|oin’rs, and peop|e receiving assistance
have a say in and lead decisions that affect them. It also priorifises keeping peop|e 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 o 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 moniioring), and ono|ysing
that feedback to determine appropriate changes.

- GTS, 2019

C|osing the feedback |oop 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.

o Ensure that messaging is developed in collaboration with communities and any information disseminated
to disaster-affected communities is Tin’ie|y, relevant and accurate, reocning the last mile and all groups
within the community, with clear messages and in the rigni |onguoges, so that everyone hears, understands
and acts on it.

*  Ensure that effective and efficient communication systems and channels are in |o|o<:e, and that key position
holders within the system have the fraining, capacity, mandate and |o|on Tney need to pencorrn their role.

o Deve|op and coordinate @ systematic feedback mechanism, so that community perceptions about their
needs and the response in a disaster are collected and used to inform decision moking.

*  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 objecﬁves, the functions of the CCE Sub-Cluster will include:

o Advocoiing for communication and community engagement in preparation for, during and after disasters

*  Supporting the deve|opmen+ of messaging materials and the management of a centralised online
resource |ibrory/|oorio|

*  Supporting the deve|opmen+ of effective and efficient communications systems and channels

*  Supporting the fraining of key communicators within the communications system

o Deve|oping and coordinoﬁng a systematic community feedback mechanism, induding data collection

and ono|ysis

* Supporting coordination of information snoring between and by the Emergency Cluster system

. Deve|oping disos‘rer—speciﬁc communication and community engagement |o|ons for all stages of the
response and recovery phases

. Providing communication and community engagement technical support fo 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 equo|ify and inclusion of peop|e with disabilities and other
rnorgino|ised groups among its rnembersnip, as well as ensuring the specinc needs of rnorgino|ised
groups are considered in disaster communications systems, channels and messaging.

* Transparency and accountability
The sub-cluster is committed to increasing the fransparency and occounfobihiy of national disaster
response decision makers, including the NDMO and clusters, by systematically collecting and
snoring information among decision makers and c|osing the feedback |oop with the communities
’rney serve. These princip|es will also be followed in the sub-clusters own work.

* Respect for information approval processes
anougn 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 Tirne|y information is
a core goo| of the sub-cluster, ensuring accuracy and i(osTering collaboration among responders
by respecting opprovo| 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 responsib|e for:

4 Co||ing and cnoiring all sub-cluster meetings, designoﬂng a record keeper and disTribquing meeting records

o Attending inter-cluster meetings and other meetings in times of disaster, or designating a CCE Sub-
Cluster attendee

4 |_eoding the sub-cluster’s engagement and contribution to the disaster p|on and subsequenf activities

4 Providing strategic |eodersni|o and ieoding identification and deve|opmen‘r of work aimed at ocnieving
the sub-cluster’s objectives.

The lead and co-lead may de|egoTe the above responsibihﬁes to other sub-cluster members as
required.



MEMBERSHIP

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

Responsibi|iiies of members include:

* Participating regu|qr|y in meetings

* Beinga member of a sub-cluster Working group and qcfive|y coniribufing fo progressing ifs work area

. Advocqiirig for communication and community engagement within their own organisation and sphere
of influence

. Shqririg 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

. Conrribuiing fo p|qrinirig and imp|emen’ring activities, in prepqredriess, response and recovery phqses

. Conrribuiing fo sourcing resources fo support sub-cluster work

. Proqciive|y coordinqiirig with other stakeholders, especiq||y in disasters

. Conrribuiing to the administration of the sub-cluster as required.

will meet as required, and at least mon’rHy in the initial stages. A member will also be qppoin’red fo
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

STRUCTURE
Health & Fee Gender & E
o Security & . - mergency
In order to make progress towards improving communications and community engagement, the Nutrition Agricul’r{ire Education ?:|I'le|’rer Protection L(c:alglshcs Telecomm.
CCE Sub-Cluster will establish working groups focused on specific priority areas. Members will self- Cluster Cluster HSIeE Cluster HSIEE Cluster

nominate fo join Workirig groups based on interest and synergies with their organisation’s work. These
Working groups will be responsib|e for progressing work on the priority areas, inc|uding |iqisirig with
relevant stakeholders, ideniifying resources, and p|qrming and imp|emeri’ring activities. Triey will meet

as required and nominate a member fo report back to the CCE Sub-Cluster ahead of each whole-
of-group meeting. Communications and Community Engagement Sub-Cluster

In the initial pl’iOS@, the CCE Sub-Cluster will include four Workirig groups focused on:
o Collective feedback mechanism

*  Systems for information dissemination and collection

* Training for Provinces and Area Councils

o Cluster coordination

These Workirig groups may be dissolved and different Working groups established as needs chqnge.

MEETINGS

The CCE Sub-Cluster will meet ’roge’rher mori’rri|y in the initial stages in non-disaster fimes, but
meeting frequency may be reduced as the group becomes more established. The fourworking groups
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KORBO 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.|'1umoni‘rorionresponse.info instead. After activating your account Jrhrough the emailed link, you can |og in fo
access your account.

1. CREATING YOUR FIRST FORM (SURVEY)

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

0 KoBo Q4 Search Projects ¥

Let's get stared by creating your first praject. Click the New button to ereste a new form

Click on the + button to add your first question.

N L T m
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2. OVERVIEW OF QUESTION TYPES

There are different question types available. As a quick overview:
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* 'Select one’ mu|‘ri|o|e choice question, on|y one answer can be selected
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*  'Decimal’ select this option if you're answer will be given as a numerical value with decimals [rare]
o 'Point’ select this option to record the GPS location that interviews are happening (note: it is important to ensure

accuracy of between 5-10M)

o 'Line" record a line of two or more GPS coordinates

*  'Areqa’ record a polygon of GPS coordinates [rare]

o 'Caleulate’ perform a calculation [rare]

* 'Select many* multiple choice question, multiple answers can be selected

o 'Date’ records the date of the interview (impormm to check the date in the smoerhones/foHeT recording the

inferview is correc‘r)

*  'Photo’ you can take and upload photos [rare]
o 'Note" displays a note on the screen, takes no input (this can for example display a note or reminder for

enumero‘rors)

*  'Rating: compare different items using a common scale

o ‘File’ generic file input [rare]

o Text: open-ended responses can be recorded here

o Time" records the time the survey begins and ends (impormm to check the time in the smor‘rphones/mbbf

recording the interview is correct)

o 'Audio’ take an audio recording or up|oc1c| 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 o|isp|oy 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 screenshof, the first two columns are select-one questions, and the third column is a number question.
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*  Range: input a range of numbers which allows respomderﬁs to select their response on a scale (e.g. O-10 scale)

Enter a number vwithin a specifiled range

VN |

o 'Number: respondents can input a number here (note: you can add a Validation criteria” skip logic)

o 'Date and time" record the date and time the survey takes p\oce (ogom, it is important fo check the date and
time in the smartphones/tablet recording the interview is correct)

o Video" take a video recording or upload a video clip [rare]

o ‘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 respondenf is over the age of 18 years old)

‘Ranking* compare a list of different objects to one another, see below:
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can make, Mote you can't have morne These are the items to be ranked, you can add many options as

choices than the number of items to be ranked determined by the components you want 1o have. See axumple

below

Note: when to use rafing and when to use ronking question - The choice of rcmking or rafing should be pure|y informed
on the mode of ono|ysis one needs to conduct. Note you can rate different components the same way, however when it
comes fo ronking you can't give them the same rank.

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

g B

Bl Layew hr 1 Eeserh Libeany

& METAUATAETANT TiAL Eiab Tk

sk WhL i R R

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

Skip |ogic can be used when you want a Fo||ow—up question to appear in the survey on|y fo certain responden‘rs (for ex-

omp|e, if a respondenf says They do noft feel safe, a follow up question on|y to those who answer ‘not at all’ or ‘not reo||y'

to that question will appear).
Step 1: click on settings on the righf—hond corner oFyour 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 |ogic fo opp|y 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 opfion 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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Validation criteria can be used to limit the room and scope of error during data collection by odding certain
‘parameters to questions. For exomp|e, if the survey is on|y going fo be asked to adults, you could all the validation
criteria that on|y responses from those 18 years old or older can proceed with comp|eﬁng the survey.

Step 1: click on seftings on the righf—hond 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.
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Mondofory responses can be used when you want fo ensure that all respondenfs or certain respondenfs have fo
answer cerfain question. Remember that you can make a question mondo‘rory but add the option 'l do not know' or 'l
do not want to answer’ to he|p you understand WHY respondenfs are not answering cerfain questions.

Step 1: click on seftings on the righf—hond corner of your question
Step 2: click on the ‘Question options’ tab on the left-hand side

Step 3: under ‘Manda’rory response, select the appropriate option (i.e. Yes’ if you want the question fo be mondo’rory
to ALL respondents, ‘No' if you want they question to be optional to ALL respondents or ‘Custom logic” if you want to
personohse which fype of respondenf the question is mondofory for based on demogrophic markers or the way Jrhey
have answered previous quesﬁons)A
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4. TESTING YOUR SURVEY

You can fest your survey and make sure all the questions, skip |ogics, validation criteria, and mondo’rory responses are
correct by se|ecﬂng ‘Preview form’ on the left-hand side of the form.
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e | SURVEY DESIGN GUIDELINES

1. Design

« Intervies nformaticn
Make sure you are clear on who the audience for the survey is and what question you are trying fo answer
Keep it short - on|y ask questions where you're sure you'|| use the data

Ask what questions you missed that responden‘rs would like to be asked next time

Include all the clemogrophic variables you migh’r want to Ono|yse the data by

Mark bronching questions as required so peop|e answer all relevant subsequen‘r questions

5. DEPLOYING YOUR SURVEY

*  Review your questions regu|or|y, and repeat this checklist process each time you administer the survey

To start coHec’ring data you need fo first dep|oy your draft form as a new data collection project. Once you have
o|e|o|oyeo| your form, you can still edit your form as many fimes as you like by c|icking on the penci| icon (1), which 2. Scales

takes you fo the form builder, or by o|owr1|ooo|ing the XL.SForm and rep|oce the form (2) ofter you make the needed i . i
*  Make sure the scales match the questions you re oskmg

changes.
° *  Moake sure the scales are going in the same direction
0 KoBo Support Articles Praject o Include "Other” "Don't know' "Don’t want to answer’ or “Does not apply” options where relevant
1 2 *  Start with general questions and then move onto more specific ones, this avoids confusion as participants may
Dt versian g ® Qe convolute the two if asked speciﬁc and then genero| questions

o Ifthe survey tool is on the |onger side, consider o|ivio|ing the survey info thematic groupings fo |’1e|p structure the

m discussion

eg. 1l This first part of the questionnaire seeks to understand your everydgy experiences and Fee|ings in
______________ , there is no r|gh‘r or wrong answer, we want fo getf 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 findl part of this questionnaires seeks to understand your Feehngs of optimism,
empowerment, and ‘rhe level of opportunities for peop|e N .

. , . 4. L
You then select Redep|oy so that chonges are reflected in the form shared with enumerators (Hdey will need to ‘re- anguage

fresh” the form on their Kobo app to access the reo|ep|oyeo| form).

Read fhrough all questions and make sure They are full sentences, which make sense and avoid using jargon
Make sure the |Onguoge is po|ife and in your organisation’s sfy|e
If conducﬁng the survey in mu|ﬂp|e anguages using o|igi‘ro| data collection tools, translate all answer buttons and

0 KoBo Support Articles Project

prompts foo

5. Test
AT o Y e e o Test it with people, including someone from your target population. Does it flow? Does it make sense? How long
does it take to complete?
Form history
6. Implement
Version L Modifed Clong
o (B Today o 528 P *  Moake sure you have e><p|oineo| Wl’wy you want this data, that you want their honest feedback, and how you‘” use it
o Tell respondents how |ong you think it will take to comp|e+e the survey (be realistic!)
v Todny 8t 519 PM o Tell them whether responses are anonymaous or nof, and who will be able to see what part of their responses
AINE FUILL BT ORY 7 End
6. SHARING YOUR SURVEY o Moake sure you thank peop|e for their contribution
N o Tell them what the next steps of the survey process migh’r be - how you will use and/or communicate back
Once you have deployed your survey, follow these steps to share your survey: ﬁndings
y ey y P y y *  Moake sure that Co||ecﬁng data is or1|\/ the first step of your process, and that you follow ‘rhrough with the
Step 1: click on the .. (more actions) on the right-hand side of the ‘Form’ page subsequent steps in the feedback cycle.

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’




1.

11.

ENUMERATOR TERMS OF REFERENCE TEMPLATE

Summary (for organisers)

Introduction [Provide a brief overview of the purpose, scope, and objectives of the project fo enumerators ]

1.2, Timeframe [Provide an overview of the project timeframe iric|udirig fraining doys, question testing, data

collection, and de—brieﬁng/i(eedbock session as well as any community engagement activities p|cmned4]

1.3, Location [Provide an overview of the regiono| coverage of the data collection ociiviiy]

Data collection will cover Fo”owirig areas and regions:

Region (example)

Village A
th
or Village B

V|||age C
South
VillageD |

Area (example)

Island xx V|||C|ge E
East
V|||age F
V|||age G
West V|||age H
V|||c|ge I

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

Enumerator Code of conduct

Scncery first: the sofe’ry of both the enumerator and the survey partficipant should o|woys be priori‘rised
over research interests. Enumerators should avoid pufting themselves or others in donger during the data
collection process.

Informed consent: ensure participants consent to answering the survey and that this consent is enﬁre|y
vo|unrory. It should be made clear that contribution to the survey will not result in direct chonges to aid
provision.

Do no harm: avoid inducing further trauma by following the ‘do no harm’ principle. This requires redirecting
the conversation if fraumatic fopics 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 proper|y
e><|o|oin the purpose of the survey. This can be unfair to those in a vulnerable situation and creates a
repuioriono| risk for agencies. If respondenrs believe that your organisation has the capacity fo imp|emenr
cerfain d’ionges but do not, future data collection efforts may become difficult. This can be mifigored by
ensuring participants are Fu||y aware of the objedives and rationale of the survey.

Conﬁden’rioh‘ry: reassure parficipants of the conﬁdenriohry of the data collection.

Scnceguording: enumerafors are prohibiied from engaging in discrimination and obusirig the ourhoriiy of
their position. Sexudal e><|o|oiroiion and sexual abuse amount to a failure to adhere to ethical ob|igorions
and signify a clear breach of contract. “Sexual exploitation” is defined as any actual or attempted abuse
ofa position of vu|rierobi|iry, power, or trust, for sexudal purposes - iriduding, but not limited to - proﬁring
monetarily, socially or politically from the sexual exploitation of another. The term “sexual abuse” is
understood as the actual or threatened physico| infrusion of a sexual nature, whether by force or under
unequo| or coercive conditions. Enumerators are also prohibired 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 fo report the incident(s) to the their supervisor for
review.

2. Responsibilities

Keep a low proﬁ|e and do not attract excessive attention to yourseh( or research participants.

Remain aware of your surroundings and po‘renﬁo| security risks. Adopf research fo security risks and maintain
strict confidentiality.

Refrain from consuming any alcoholic beveroges or recreational drugs during working hours (induding lunch
breaks as the consumption will affect your peri(ormdnce afterwards).

Obtain informed consent. If the participant has on|y dgreed fo participate in the survey, you have not obtained
informed consent. Participants must understand who you are, how you will use their information, and the
possib|e consequences for themselves and their communities. Exp|oir1 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 subjecr.
Do not force or intimidate peop|e to answer for the sole purpose of Fu|ﬁ||ing your data collection objeciives.
Participants should be respecred rhroughour the research process. This includes being attentive to their welfare
and security and protecting their privacy and conﬁden‘ridh’ry. For this reason, you should abstain from smoking
during inferviews and have your phone on silent. You should never take calls during an inferview.

Do not ask peop|e fo come fo you in another location to conduct an interview, as this poses a risk to their soi(eiy
and security.

3. Survey methodology and sample design

3L

3.2.

3.3.

34
35.

There will be around [insert] questions, p|us some demogrophic questions. Questions will be [insert question
types e.g. Likert questions, operi—ended questions, binory questions, etc ]
The enumerators will iden’rify themselves as working for [orgoriiso‘rion] and that responses are anonymous and
will not affect the level of aid resporiden‘rs receive.
No responden‘r is required fo iden‘riicy himself or herself by name, and no reader of the survey data (or
subsequen‘r reports we will write) will be able to idern‘ify what any individual resporiden‘r has said.
Surveys will be conducted in the regions listed under 1.3.
Somp|e size: [insert] with men and women oged 18 and above will be conducted in total across speciﬁed
areas in [insert] using a random somp|ing opproqch targeting the fo”owing demogrophic sp|i’r of responden’rs
by:
o Gender:
= [insert]% men
= [insert]% women
o Area/Region (TBC)
= [insert]
= [insert]
o [insert any other important requirements from the somp|e s’rro‘regy]

4. Deliverables

41.

The expec‘red deliverables are:
*  Submission of responses in an occep’rob|e manner covering the number of successfu”y comp|e’red
inferview, adherence to ogreed survey and somp|ing strategy;
o Communication of any relevant observations and issues during fraining, question festing, data
collection or community engagement;
*  Ensure adherence to the enumerator Code of Conduct and report any breaches;

48 <————....-saaaaaemys. ey
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STED BY STeED: ANALYSIS IN K0OBO

1. STEP ONE: CLEAN YOUR DATA

The first step in ono|ysing your data is checking the quo|ify of the data copfured using Kobo.
|deo||y, you would have been checking the data ’rhroughouf the data collection perioo|. 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 fitles ‘start” and ‘end"

Go ’rhrough all the responses and look out for any outliers. For exomp|e, if interviews on|y last

a few minutes then this would suggest that enumerators did not reo||y conduct the surveys or
that They did not exp|0in the project or questions proper|y fo respondenTs. Equo”y, if interviews
are foo |ong, for exomp|e a few hours, this would also be deemed a red ﬂog. In such cases, the
data collected from these interviews should be deleted as it does not pass standard data quo|ify
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 on|y if the righT locations were copfured but also whether the time and distance in
between the surveys adheres to the somp|ing mefhodobgy p|cm (for exomp|e 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 fo
questions in order to gauge the quo|iTy of the data. Things to look out for are responses which do
not make sense or do not answer the questions so’risfacforﬂy (They imp|y 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 ocTuoHy ask the question but
filled out the answer opfion themselves). In such cases, the qu0|iTy of the responses should come
info question, you may want fo decide to delete these responses fo ensure the quo|ify 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 quo|ify of the datq, you can starf |ool<ing at your data and undersfonding
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 fo deal with question will depend on their questions type. The main ones are outlined
be|ow:
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 |DP/re1(ugee) - it is not possib|e to select more than one as
the answers are mu’ruo”y exclusive. The key steps in ono|ysing the data are as follow:
i. Response number: the first step is fo look at the response number (i.e. how many
peop|e in total answered this question”). This is ’rypico”y found righ’r under the question, for
example in the below graph, 1342 people answered the question. The 1576 refers to the
overall number of peop|e who porﬁcipofed in the survey (not all responden’rs will answer all
questions).



c. Multiple-choice questions: are question that allow respondents to select more than one
answer response. For these questions the process to gefting fo the accurate percentages is the
same as above (step i. response numbers and step ii. Frequencies for answers).

For mu|ﬂp|e choice questions it is important fo bear in mind that the percenfages will not equo|
100%, and it is important to explain this when presenting the data. Something like “Percentages
do not total 100 because responderﬁs could choose mu|’rip|e options.” is sufficient. Mu|’rip|e
choice grophs are easy fo read, as Jrhey are ranked from the most frequenﬂy chosen to the least

Frequenﬂy chosen response option.
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ii. Frequencies for answers: the second step is to note the frequencies for the
answer options. For exomp|e, in the question above you can see that 1054 out of a totall
of 13492 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 3 STEP THREE: ANALYSING DIFFERENT DISAGGREGATIONS IN KOBO
is calculated with the overall respondents rate (1576) and not the number of respondents Once you have had a look at your questions and gotten a general overview of how respondents
who answered this particular question. For the reason, ALWAYS ignore the percentage have answered, you may be interested in honing in on the perspectives of sub-groups within your
column as it is often inaccurate. data set (for example, do women feel differently than men on certain questions). Kobo has an

inbuilt tool to exp|ore such disoggrego’rions, which can be accessed by se|ec’ring the wheel icon next
b. Likert-scale questions: refers to questions where respondenfs are able to answer the to ‘custom reporfs' under 'data’ - ‘reporfs‘_
question on a scale (for exomp|e on a b-points scale). For these questions the process to
getting fo the accurate percenfages is the same as above (step i. response numbers and step
ii. Frequencies for answers). However, it is important fo note that the gropl’ﬂc representation . -- o
of the answers are in order of |orges’r to smallest for responses and not in order of the Likert-
scale response options. It can therefore be com(using fo present it in this way, and if you do, it is
important fo exp|oin this to the audience. An exomp|e below:

Once you click on the wheel
icon, it will open the "Edit Report

Style’ page. You should click the
third column 'GROUP BY" which
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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.
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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.
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Please note that the same limitations regarding the percentages that KOBO automatically displays
for disoggregdred grophs opp|y: They are not accurate and should not be used in the ono|ysis.
UnforJrunoJre|y, on|y the percenfages and not the frequency of responses is o|isp|oyeo| under this
function. Therefore, this function is useful to give a genero| sense of differences between groups and
how Jrhey answer but in order to gef the true values, the data should be downloaded and ono|yseo|.
Let look at binory question fo understand:

c. Binary questions: are quite easy to read in disaggregated form. As you can see below,
women respond to this question much more negoﬁve|y than men. Looking at the percenfages
automatically generated with KOBO below the graph, you can see that they don't allow us
fo say that x% of women answer 'no” and x% of women answer yes, as it on|y calculates the
percentages from overall respondents (not disaggregating by male and female). Therefore,
the on|y Jrhing the percentages tell us is that of the total respondenfs to this question, 47% were
female and said 'no’, whilst 6% were female and said ‘ves" 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 o|own|ooo|ing the
data and ono|ysing them on excel. Therefore, |o|eose on|y use disoggregofed data to idenﬂfy
major trends.
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STEP BY STED: ANALYSIS IN EXCEL

This document provides guidance on simple analysis from raw data in order to create stacked
bar charts for 5-point scale Likert questions, demographic breakdeown, and binary analysis,

Pivot table analysis
1. Create first Pivot table for simple distribution graphs and mean scores

i, Check if all columns are consistent. For example, in column N [a binary question) there should
be two response options. ‘1_no’ and ‘2_yes'. Unfortunately, we detect an inconsistent response
in cell M16. It is *Yes' instead of '2_yes'. So, we need to change ‘Yes' to '2_yes'.
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ii.  Select all the cells from the raw data sheet, by either clicking on the top left rectangle next to
the A column header and the 1 row header. Or just by using your mouse and selecting /
marking all cells.
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A window pops up. Click on the ‘OK’ button.
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iiif. Click on Insert once all fields are selected




iv. In case the values field (red arrow) is not automatically set to ‘Count’ you have to click on the

iii. A new worksheet is created (blue arrow). Select the Likert question you would like to analyse small arrow in the values field (green rectangle) and then click on ‘Value Field Settings’. A
and drag and drop it into the rows field (red arrow) and then again into the values field window pops up. Select ‘count’ and click ‘OK’.
(green field). A table will automatically populate in the excel sheet on the left.
5 B B E Skl PivotTable Fields YR
< Tatmnmc, . Choose fields to add to report: |T§7"
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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'.
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3 2 not_very_much 9 2
6 3_neutral 7 3
T 4_mostly_yes 4 4
8 5_yes_completely 14 5
9 (blank)
10 Grand Total 50

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.
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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 O

(green arrow).
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Always check your results by summing up all cells from the proportion column. The values should sum up

to 100%.

-

2

3 |Row Labels| ~ |Count of Q1_Are you aware of tlikert_scale count proportion

4 |1 _not_at_all 16 1 16 32%
5 |2_not_very_m 9 2 9 18%
6 |3_neutral 7 3 7 14%
7 |4_mostly_yes 4 4 4 3%
8 |5_yes_comple 14 5 14 28%
9 |(blank)

10 |Grand Total 50 50|=SUM(F4:F82|
1

Next we calculate the mean score of the Likert question.

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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4 [1_not_at_all 16 ] 1 16| 32%|=Da*ra |
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8 |5_yes_comple 14 5 14 28%

9 |(blank)
10 |Grand Total 50 50 100%
11

y A | B Il € | E | F G

1&

2_

3 Row Labels ~ Countof Q1 _Are you aware of t likert_scale count proportion mean

4 |1_not_at_all 16 1 16 32% 0.32
5 |2_not_very_m 9 2 9 18% 0.36
6 |3_neutral 7 3 7 14% 0.42
7 |4_mostly_yes 4 4 4 8% 0.32
8 |5_yes_comple 14 5 14 28% 1.4
g |(blank)
10 |Grand Total 50 50 100%|=SUM(G4:68)|
11 |
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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).
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Then click on ‘Select Data’ (red arrow). Another window pops up. Click on the ‘Add’ button (green

arrow).
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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’.
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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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2. Demographic breakdowns
You should now have created your percentages, mean score and bar chart for the Likert question.
Now that you have developed simple percentage distribution graphs and calculated mean scores for

A e < ° . oo ' : 8 : " " 2 . questions, it is time to go a bit deeper in the analysis and identify differences in distribution between

distribution graph ‘down’ into demographic sub-groups.

1

2 demographic subgroups (gender, location, age groups, efc.). We call graphs which only show the

3 Row labels -~ Countof Q1_Are you aware of tlixert_scale count peoportion  mean . . g . p g p (g. ! ! g g p ' ) . g p’ y'

4 1potat_an 16 1 1 % on Qi distribution for demographic subgroups breakdown graphs, as you ‘break’ the overall simple

3 2 0ot _very m 2 2 ? i ol Gh

€ 3_neutral 7 | 7 s oL LY

7 4_mostly_yes - 4 “ 8% 032 2%

: (’J";)W " s u 2% 14 i. Think about what demographic subgroups you would like to analyse. The selection depends
L 9% R . . .

16 | Grand Total w0 0 100% 28] | iom a lot on the type of project you are monitoring and the research questions you asked

2 » ourself in the design stage (e.g. is there a difference in service quality in different

2 " y gn stage (e.g quality

:l = & P communities? Are women and men equally included in the beneficiary selection process?)

15 ) > R For the latter question it makes sense to do a gender breakdown, for the former it would

r: 4
* p - be good to do a breakdown by community.

\rd
12
1%
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).
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11 Grand Total ¥ n @ 9 100% 3.0
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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.

12

11




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 A L] C 3] 3 F G H | |
2
2
1 Rowlabels - Countofdl_pender numbas parcentage
4 fermale 19 19 8%
5 male n 1 62%
& (blank)
7 Grand Total 50 50 100%
8
g
10
1"
12
13
7y
15
16
17
%)
4. Binary question

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

A
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- |

[

n

|

Row Labels v |Count of Q6_Has anyone asked your household about your opinions on aid provision?

1 no
2_yes
(blank)

35
15
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0

" |Grand Total

Q6_Has anyone asked your household about your opinions on
aid provision?

50

numbers percentage

35
15

50

70%
30%

100%
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COLLECTIVE FEEDBACK MECHANISM PARTNERSHID DECLARATION

Introduction:

It is important to document how all agencies will work under the common feedback opprooch Each agency will

sign this declaration to demonstrate their commitment to seven core princip|es.

The purpose of the common feedback opprooch is fo o|ign data collection (inc|uo|ing standardised content) and
share data between agencies and relevant government agencies.

1. Principles:

Communication. It is important that all participants communicate ’roge’rher, This not or1|y involves o’rfending
meetings, but Gc‘rive|y engaging with other agencies as needed. When communicating - be Friend|y, listen
carefully, be honest and clear.

2. Professional Competence. All agencies must adhere to ogreed practice and imp|emen‘r feedback systfems
with integrity and ensure the data is robust and valid.

3. Respect. All agencies must treat each other with respect and digm‘ry, 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. Equo\i‘ry. Recognise that each partficipating agency in the common opprooch is equo|, and all views should
be listened to equo”y. This migh’r require Fosfering empowerment and ovoiding hierarchies.

6. Advococy. This means speoking out and Jroking action where needed. This he|ps prevent prob|ems and
maintains the focus on the overall purpose.

7. Trust. Have confidence in each other’s obi|i‘ry and judgemen‘r, and G|woys act in the best interests of the
common purpose. This also requires total conﬁden‘riohfy regqrding data shoring.

On behalf of ___________ [Ageneyl - _____ A [name]_______ sign up fo

these princip|es and will support them Throughouf the lifetime of the common feedback project.

Signed

Date




DATA RESPONSE ACTION PLANNING TOOL

Data - what did it tell you?

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?

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?




COLLECTIVE FEEDBACK. MECHANISM DIALOGUE GUIDELINES

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 dio|ogue stage of the feedback cvc|e.

Data
collection

]

L

The main purpose of the dio|ogue stage is to discuss the feedback results in’remo”y among your agency's
staff, and e><‘remo||y with communities, to iden’riicy important issues that need attention and agree on how to
respond. Engaging in dio|ogue about what the data collected says and what your agency p|oris to do about
it is an essential part of the feedback cycle for two reasons:

* st it he|ps to understand the Feedbock, to check whether it resonates with communities, and
determine what odjusimenfs make sense.

* Second, dio|ogue is important as so much of current M&E practices are on|y about extracting
information. Communities repeoied|y report that ihey have no idea where the information Jrhev provide
goes and how it is used. Dio|ogue entails ie||ing communities what was heard, osking them if we got it
righi, and ﬁnding solutions iogeiher.

There are other benefits, too:

* Engaging open|y in dio|ogue with communities about the feedback provided can he|p foster stronger
re|oTioriships of confidence and trust with your agency.

*  When service users feel heard and believe that their opinions maftter, They participate more ociive|y
because it benefits them to do so.

* By communicating feedback results, your agency can further raise awareness about its services among

actual and po‘ren‘rio| communities.
*  One outcome of the dio|ogue can be concrete targets, against which success can be evaluated ‘rhrough
further rounds of feedback collection.

2. How to go about it?

Dio|ogue consists of two main steps: internal dio|ogue and external dio|ogue In addition, feedback results
need fo be disseminated more brood|y ihrough various forms oFone—woy communication. The dio|ogue stage
concludes with i(o||ow—up and thus leads over to course-correction, the final stage of the feedback cyde.

Internal dialogue

Internal dio|ogue comes first. It involves your staff concerned with the imp|emenio’rion of the programme
coming ‘roge‘rher and discussing the results of the feedback collected after each round, i.e. every fwo months.
The objectives of these meetings are

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

e To ideniify and deve|op a shared undersfonding of the issues that require action

* Joagreeona prociico| and realistic action p|on

* 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

o If relevant, to discuss whether the questionnaire or data collection methodology needs to be adjusted for
the next round of data collection (eg. if two questions yie|d consisienﬂv similar results)

As a i(o||ow—up to the internall dio|ogue meeting, p|eose 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 ono|ysis of the feedback results, an overview of ogreed measures in response, and the p|on for external
dio|ogue and broader dissemination (incl. participants and Time|ines).

External dialogue

External dio|ogue 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 p|oce. The objectives of external dio|ogue meetings are

*  To communicate and discuss the results of the feedback provided

o 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 p|ormirig to do in order to address poieniio| issues. |F\/ou
do not plan to take any concrete actions based on the basis of the data received, this also needs to be
communicated during external dio|ogue meetings.




When deve|oping a p|on for external o|io|ogue, you can think of all instances where you o|ready engage with
communities or other relevant constituents of the programme. These include:

i WeeHy meetings with community leaders and other aid agencies

* Focus group discussions with different groups

* Focus group discussions with community leaders

o Individual Fo||ow—up / case closure meetings

i Speciﬁc periodic events such as workshops/froinings

o Key informant interviews if necessary to o|ee|o—o|ive info speciﬁc issues that came out of the feedback
data

Broader dissemination

Next to external o|ic:|ogue, which requires A form of fwo-way communication between your agency and
communities, the feedback results need to be communicated more brooo”y. Again, you can think of instanc-
es where you 0|reoo|y communicate with communities or other relevant constituents, and what are suitable
channels to disseminate feedback results to a broader audience. For instance:

o Posters at the your cenfre and other relevant locations

*  Announcements at community centres

o Dissemination of information (Through presentation, hand-outs, leaflets) Through other NGOs, or at
coordination meetings

*  Dissemination of information through Community Committees

3. Additional Materials

|n’rerno| dia|ogue mee’ring (all participants should have a copy of the perception survey report -
and Ideo”y, have read it and prepored‘)

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 quicHy see all the aspects of the programme that respondenfs
have rated posifive, neu‘rro|, and negative.

2. Brieﬂy (5-10 mins) ask partficipants what Jrhe\/ see as the broad patterns: What ﬁndmgs are expeded or
surprising’? What porﬂcu\or erreng‘rhs and weaknesses ‘rhey reveal?

3. |o|enﬂfy 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:

o Ifthe score is low or surprising, list what you think the main reasons are.

. |c|en‘rify possib|e actions that could be taken to address the issue and by whom.

Step 2. Plan and organise the external c|i0|ogue meeting with your co”eouges and communities

1. Agree atime and p|oce that is convenient and comfortable for participants. If possib|e, choose a forum where
They are meetfing in any case.

2. Invite participants and inform them about the purpose of the meeting and the time/location;

Invite the relevant officials;

4. Prepare a summary of your agency's response to the issues that emerged from the report.

O

o What you see as the main prob|ems or successes
o The causes of or reasons for the issues
o Actions that will he|p solve the prob|ems or enhance the successes.

The fo||owing provides a generic ‘rempre that you can use to |o|on your o|io|ogue meetings and Fo||ow—up,
notes for facilitators of internal and external dia|ogue meetings, and a T-chart that can be used to capfure
the results of o|i0|ogue meetings.

We recommend a summary table like this to assist with p\onning

Type of Meeting Where / When Participants / Audience
Internal dialogue .
meeting .
[
External dialogue o
meeting .
[
Broader .
dissemination

Notes for the facilitator of the internal dialogue meeting

The facilitator will guide and facilitate the dio|ogue meeting.

1. Remember, the purpose of the meeting is fo understand how responden’rs experience the programme and to
find ways fo improve.

9. The feedback report should be occepfed as an accurate reflection of respondenf views - unless there have been
major Irregubriﬂes in how the data was collected, or clear mistakes in the ono|ysisA

3. Nevertheless, staff may disogree 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 ﬁndmgs invalid.

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

Your task is to guide the o|ic1|ogue fo idenﬂfy what all actors can reohsﬁco”y do to make the programme more
effective in its support for and communities.

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

1. E><|o|oin the purpose of the exercise to participants:

o o discuss the results of the data collected about your programme
* tofind ways of oddressmg prob|ems identified

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

3. While you are doing this, agree on the most imporftant 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:

o Ask probing questions to idemﬁfy the reasons that cause the issue. Compare them with the reasons from
the internall o|io|ogue meeting with your staff.

o Then iden#ify actions that could be taken by your staff, camp management, other service providers,
community |eoo|ers, block |eoo|ers, or others to address the issue. Focus the actions on speciﬁc causes of
the issues raised. Make sure that all actions are redlistic and doable. Where possib\e, Idenﬂ{y the peop|e
responsib|e and the time b\/ which it must be done.

Conclude the meeting
1. Recap the main conclusions that have been agreed.

2. Exp|oﬂn what will hoppen next: What follow up p\cms will be drawn up and imp\emen’red, and when constituents
will be asked again for their feedback.

3. Thank constituents and other participants for their time.

Notes on validating survey findings in meetings

External dio|ogue meetings are a gooo| opportunity fo fest 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 usuo”y reflect the perceptions of many more responden‘rs than can be present af a
meeting, and the fact that They can respond ononymous|y makes it more |ike|y that They have answered
TruThFu”y. Also, if the survey guidehnes have been followed, there should not have been much opportunity
for anyone to influence the ﬁndings. So, the survey results should o|woys be seen as accurate unless there is
a LOT of evidence to the contrary.

Nevertheless, there is o|woys a possibi|ify that some responden’rs did not Fu||y understand a question or that
some, for whatever reason, may have chosen not to answer ‘rru‘rhfu”y. In a few cases, it migh’r have been
possib|e for an enumartor fo fill in the forms themselves - but a quick investigation can often tell whether this
is the case or not. In any case, the dio|ogue sessions are a powenfu| way of vo|io|oﬂng survey results.

o The T-chart process of e><|o|oring possib|e reasons for the issues raised in the feedback usuo”y provides
evidence to validate the ﬁndings. If it does not there migh’r be a prob|em.
o  Comparing ﬁndings with open feedback can reveal inconsistencies or be reassuring.

If the survey is repeo‘red and similar results appear, then it suggests the results were accurate. Especio”y 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 possib\e that one set of results migh‘r be inaccurate.

Notes for the facilitator of the external dialogue meeting

Follow-up Process

The facilitator will guide and facilitate the external o|io|ogue 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 occepfed as an accurate reflection of the communities views - unless there have been
maijor irregularities in how the data was collected, or clear mistakes in the analysis.

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

4. Your agency may not be able to do every’rhing that participants in the meeting ask. Expectations migh‘r be
unrealistic, or there may be fime and resource constraints.

5. A|woys allow at least 15 minutes at the end of the meeting fo discuss how participants want fo proceed with
comp\e‘ring any unfinished business (such as issues that there was not fime to address).

Your task is to guide the dio\ogue to idem‘rh(y what all actors can reo|isﬂc0\|y 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.

Discuss the T-charts internally
1. |demﬂ1(y what your agency can do themselves - the programme team, or other taff / snr management.
2. |C|enﬂ1(y what actions require external support or decisions from higl’]er authorities, or from your HQ

3. Forissues that can be Immedio’rdy addressed, draw up work p\cms, c|eor\y assigning responsibi\i’ry for foHow—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 possib|e

Document actions taken and results for reporting back to communities.




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
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