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Protection Cluster Yemen

Covid-19 Preparedness and Response:
Maintaining Effective Complaints and Feedback Mechanisms
Utilizing Community-Based Structures

Why?
Maintaining effective complaints and feedback mechanisms during

preparedness and response to a Covid-Outbreak in Yemen will,

« Empower affected communities and strengthen their participation in times
when they might feel increasingly isolated, especially in remote and rural
areas;

« Improve the quality of service provision and contribute to maintaining the
integrity of the humanitarian response especially as physical/in person
monitoring becomes more challenging;

+ Contribute to a more inclusive response;

« Strengthen the relationship with affected communities and build trust, while all
other social/support networks and systems are put to test;

< Ensure that humanitarian interventions Do No Harm.

What makes a complaints and feedback mechanism effective?

% Safe and in line with Do No Harm principle. [CONFIDENTIAL]

< Known to affected communities — Affected communities should be made
aware of the existence and value of the complaint and feedback mechanism.

< Functional — Feedback is important, so is response! Address the complaint,
respond to it, and learn!

< Accessible to affected communities, including the most vulnerable and those

at risk of exclusion — Even beyond physical accessibility!
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How do precautionary and response measures related to Covid-19 affect
accessibility: In many areas of Yemen, the preferred modality of providing
feedback and voicing complaints is face to face and group discussions.

To many, hotlines are either not accessible because of weak network
coverage or not feasible if not toll-free.

Complaint boxes might not be ideal in areas where levels of illiteracy are high,
especially among groups at risk of exclusion.

What is the alternative then in the event of restricted movement of

humanitarian teams?

Steps to establish and/or adapt your complaints and feedback mechanism

1- Map out existing feedback and complaint mechanisms in your
organization;

2- Assess and identify already existing challenges;

3- Present the challenges to the community and consult with them on
potential or anticipated Covid-related challenges;

4- Consult with the community (different groups of the community) on their
preferred modality for providing feedback and voicing complaints;

5- Design and/or adapt your mechanism (if possible, pilot it!);

6- Devise an awareness raising plan, to ensure community members are
aware of your complaints and feedback mechanism, and of its value;

7- Analyze, learn and adapt as you go!
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How to utilize Community Structures to maintain effective feedback and SIS 5 dan ) Ldaal Allad il e Bliall Laaiaal) Alaal) e ganall (e 3ol 48
complaint mechanisms in light of Covid-related precautionary and Jaal) 8 cplalall 48 ja Julas al 13) duald U g 9SIly Aaldl) laaia) g A8 gl ulail) ¢ guia &
preparedness measures? Especially if movement of humanitarian workers oY)

is further reduced

1- Community-Based Structures (including Protection Focal Points / e o S (Blaadl S / Gladll / Juadl) Lol elld b Lay) dnainall e ganall- 1
Committees / Networks) can act as intermediaries between your Al Aga (e aainall 5 A (e clidlainl g licdaie G Jasa <
organization and response, and the community; wrti g Ll gadi s el 31 83 5n A ya 8 Liai 5 15 50 Amainal) e ganall Canli o (Sar 2

2- Community-Based structures can play a key role in monitoring the quality cillan S

and inclusivity of your programs, and providing feedback; Al ey 5 Jsm 5 i Cilainall sl e 5 (pn dynaindl e ol 355 of (Sa 3
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3- Community-Based Structures can increase the awareness of members of
affected-communities around the availability and value of your feedback
and complaint mechanism;

4- Community-Based Structures can play a key role in identifying groups at
risk of exclusion and support them to access your complaint and feedback
mechanism; Anal N 4300

5- Community-Based Structures can support you in your community

consultation process to set up a complaints and feedback mechanism.

It is not too late. Consult with members of your community- Laldl) Laaiaal) cile ganall sliaci ¢ pdialf) g i) — o)) oY) by al

based structures, decide on best modality and agree on Ak g maer G TN .
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And don’t forget to check — What do these community-based flgale (3iiall algall odgy alill damalinall Cile ganall oda Zliad Jila
structures need to undertake those tasks?




