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Why Accountability?

Humanitarian Accountability The Listening Project says...

Symposium L

26 February 2010 .how agencies prowqe .
assistance, and the relationships

they make in that process, is often
more important...than “what”
agencies provide, even though these
“tangible” outcomes are often what
is reported on and evaluated.

Why Do We Need to Be Don’t We Already Do This?
Accountable?

Humanitarian organisations are unique in that
consumers of their services have little or no
influence upon their operations and; they rarely
have means by which to appeal or complain.

Disaster Survivors are:

* Given no choice in who helps them

» Often treated as though they are all the same
Disaster survivors are rarely represented in:
* NGO governance arrangements * Subjected to “package” style relief interventions
* Donor resource allocation procedures

* UN coordination mechanisms * Not reported to by relief agencies

What is Humanitarian

Sphere Project Video Accountability?

Guatemala case study Accountability emphasizes the “how”...

Accountability is the means by which power
is used responsibly...Being accountable to
beneficiaries requires that humanitarian
agencies take account of beneficiaries’
opinions, concerns, suggestions, and
complaints.

Accountability is about the right to a say and
the duty to respond

4
- HAP Standard @@:
5 \ 6
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How Did it All Start?

In 1995, the Joint Evaluation of the International Response
to the Genocide in Rwanda found:

*Need to improve accountability by monitoring performance of
humanitarian action

*Need for sector-wide learning

*No standards in quality/ quantity of services
*Negligence by some agencies led to increase in suffering and death
*Agencies increasing but are unregulated
«Staff abuse of beneficiaries rights and dignity
*No regard given to local capacities, e.g. staff
*Lack of consideration for culture and context
*Low level of inter-agency coordination
*Protection, safety and security concerns

International Standards

+

The Sphere Project

How Do We Do It?

TRANSPARENCY in mandate, objectives,
beneficiary and entitlement criteria and
implementation reporting

CONSULTATION with disaster survivors right
from the beginning to gain their informed consent

FEEDBACK/complaints & redress-handling
system

COMPETENCE of staff

LEARNING for continuous improvement 0

CONSULTATION with and
PARTICIPATION of disaster survivors
right from the beginning to gain their
informed consent

HAP Benchmark Three: The agency shall enable beneficiaries
and their representatives to participate in programme decisions
and seek their informed consent

Good Enough Guide Basic Element 2: Conduct ongoing

consultation with those assisted. This should occur as soon as

possible at the beginning of a humanitarian relief operation, and

continue regularly throughout it. ‘Consultation’ means exchange

of information and views between the agency and the beneficiaries

of its work. The exchange will be about:

— The needs and aspirations of beneficiaries

— The project plans of the agency

— The entitlement of beneficiaries

— Feedback and reactions from beneficiaries to the agency on its
plans and expected results
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TRANSPARENCY in mandate, Tt
objectives, beneficiary and entitlement HEA
criteria and implementation reporting

HAP Benchmark 2: The agency shall make the following
information publicly available to intended beneficiaries, disaster-
affected communities, agency staff and other specified groups:
(a) organisational background; (b) humanitarian accountability
framework; (c) humanitarian plan and financial summary; (d)
progress reports; and (e) complaints handling procedures

Good Enough Guide Basic Element I: Provide public
information to beneficiaries and other stakeholders on their
organisation, its plans, and relief assistance entitlements.

How do you want
to be consulted?




T

ST R b0

= ety 20

What kind of
complaints mechanism
do you prefer?
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FEEDBACK/complaints & redress-handling
system

HAP Benchmark Five: The agency shall establish and
implement complaints handling procedures that are effective,
accessible and safe for intended beneficiaries, disaster affected
communities, agency staff, humanitarian partners and other
specified bodies.

Good Enough Guide Basic Element 3: Establish systematic

feedback mechanisms that enable:

— Agencies to report to beneficiaries on project progress and
evolution

— Beneficiaries to explain to agencies whether projects are
meeting their needs

— Beneficiaries to explain to agencies the difference the project
has made to their lives 1




COMPETENCE of staff HEA

HAP Benchmark Four: The Agency shall determine the
competencies, attitudes and development required for staff to
implement its humanitarian quality management system.

21

Implementing Accountability
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LEARNING for continuous improvement

HEA

HAP Benchmark One: The agency shall establish a

humanitarian quality management system.

HAP Benchmark Six: The agency shall establish a process of
continual improvement for its humanitarian accountability
framework and humanitarian quality management system.

Good Enough Guide Basic Element 4: Respond, adapt, and
evolve in response to feedback received, and explain to all
stakeholders the changes made and/or why change was not

possible.

Sri Lanka Tsunami Response
Humanitarian Accountability
Team (HAT)

WY response....

Accountability was integrated into program operations
and decision-making, providing a vehicle to gather
community perspectives and advocate for them
internally.

WY methodology...

* A separate team created parallel to Operations and
Programming to ensure neutrality and independence
* HAT staff presence in field, at national level and on
Senior Management Team

* Served as a single umbrella for all community

engagement, including consultations, social analysis,
community action, community organization

“The lack of
accountability to aid
recipients is an
acknowledged
weakness of the
international relief
system. The
recipients surveyed
for the TEC studies
reported that they
were not adequately
consulted...there
were large
information gaps
between agencies
and the communities
they were serving”

- Tsunami Evaluation
Coalition (TEC)




Main Components of HAT

Community Engagement

Built capacity, methods and institutions to
better ensure communities were active
program participants.

Coordination and Advocacy
Community-based advocacy and national
alliances helped ensure needs were met,
including support to UN OCHA’s
information management unit.

Conflict Sensitivity and Peacebuilding

Conflict sensitivity enhanced peaceful
relationships within and between newly

resettled communities. »

Impact on Communities

¢ Newly-built community organizations
established community management of
WV-provided resources

* Community capacity to advocate for
their own needs allowed greater control
of their own recovery

¢ HAT complaints mechanisms allowed
community opinions and complaints
to be heard and result in change

¢ Vulnerabilities identified and
addressed in program inputs

“ ¢ Greater community cohesion

“There was no need to put complaints in the box because Viraj and Geethika were always here.
Most of the time, there were here so we did not need to talk to anyone else.” — Kalutara district

Benefits for World Vision

¢ Saved WYV over 5 million USD in unsuitable or duplicated
construction (total budget |12 million USD)

¢ Caught problems early to reduce organizational risk — no
legal cases despite having large programme

¢ Increased staff motivation and responsiveness to community
needs

¢ Ensured projects were ‘fit for purpose’ in addition to
meeting technical standards

¢ Improved program sustainability — greater likelihood
projects would be maintained over the long-term

¢ Created a pool of internal staff advocates that saw the
benefits of accountability in practice

“I would not want to manage another response of this size again without a HAT team. They
really are essential to what we do.”~ Program Director, Sri Lanka Tsunami Response

Some Major Challenges

* How to replicate HAT in contexts where funding
and staff time is in short supply?

* Changing organizational culture and attitudes to
prioritise community engagement, dialogue and
feedback

* Better balancing demands on staff time and
resources between beneficiary priorities with those
of our organization, donors and peers in the sector
(e.g. coordination through UN Clusters etc)

* Increasing ‘sophistication’ of NGO sector requires
staff to continuously integrate new concepts

29
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Applying Learning Internally

Tools

¢ HAT Accountability Guide for Field Practitioners is currently
being modified for more global application and will include
guidance and resources to implement accountability in the field.

* Complaints Guide for Food Aid Programs has just been
completed to ensure all our food aid programs have strong
complaints handling procedures in place by 2010

Knowledge

Accountability is not only taking root in emergency programming
but will be piloted also in some of our development programs

Staff

An Accountability Community of Practice is being formed to serve
as a knowledge sharing, capacity building and internal advocacy

platform for accountability =
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reported that they
were not adequately
consulted....there
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information gaps
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ERRM HRHN. 232 =T47 0230 232 =2T 4 and the communities
#RRAECHRYBAT they were serving”

- Tsunami Evaluation
Coalition (TEC)
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“There was no need to put complaints in the box because Viraj and Geethika were always here.
Most of the time, there were here so we did not need to talk to anyone else.” — Kalutara district
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“I would not want to manage another response of this size again without a HAT team. They
really are essential to what we do.”— Program Director, Sri Lanka Tsunami Response
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Methods and tactics of violence against aid workers, 2006-2008

Source: UNHCR eCentre and JICA Security Risk Management Workshop Guide, November 2009 p.13




Motives behind attacks, 1997-2008

Attacks in which motive was determined
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Source: UNHCR eCentre and JICA Security Risk Management Workshop Guide, November 2009 p.13
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Professional standards for protection work, ICRC,
October 2009
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