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Child-Friendly Feedback 
Mechanisms Training Course
Purpose of the training course
The Child-Friendly Feedback Mechanisms training course is 

designed for all staff working in humanitarian settings and 

other staff with a role in designing and implementing child-

friendly feedback mechanisms. This training course offers 

an introduction to accountability in humanitarian settings 

and provides practical guidance in designing and 

implementing child-friendly feedback mechanisms, using 

key tools from Plan International’s Child-Friendly 

Feedback Mechanisms Guide and Toolkit.

This training course is aligned with the Core Humanitarian 

Standard on Quality and Accountability (CHS), which sets 

out Nine Commitments that organisations and individuals 

involved in humanitarian action should uphold to improve 

the quality and effectiveness of the assistance they provide. 

In particular, this course contributes to the implementation 

of Commitments 4 and 5. For further information about 

CHS, please go to: https://www.chsalliance.org/. 

How to use this training manual
This training manual consists of a facilitator guide for 7 

training sessions including PowerPoint presentations, 

exercises and handouts for participants. The training is 

designed as a 2-day participatory workshop that introduces 

key tools to design and implement a child-friendly feedback 

mechanism.

Many of the training materials, including the exercises, can 

be contextualized and adapted in advance of the workshop. 

It is recommended to include context-specific examples, 

case studies and facilitator notes to increase the relevance 

of the workshop for all participants. 

Training content 
The training consists of 7 session delivered over two days, 

as outlined in the training agenda below, with approximately 

6 hours training time per day. 

Day 1 provides an introduction to humanitarian 

accountability and the CHS, and explores how feedback 

mechanisms can contribute to greater accountability 

towards children and to our commitment of safeguarding 

children and young people, including prevention of sexual 

exploitation and abuse (PSEA). 

Day 2 is a practical workshop of scenario-based sessions 

in which participants develop a child-friendly feedback 

mechanism, plan for information and communication 

activities and review the feedback loop, using key tools of 

the Child-Friendly Feedback Mechanisms Guide and Toolkit. 
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TIME SESSION

DAY ONE
Day 1 Opening session

Session 1: Accountability

Session 2: Feedback Mechanisms

Session 3: PSEA

Day 1 Closing activity

	

30 minutes 

1.5 hours 

1.5 hours 

2 hours 

30 minutes

DAY TWO 

Day 2 Opening and recap session

Session 4: Designing a child-friendly feedback mechanism

Session 5: Information and communication

Session 6: Implementing the feedback loop

Session 7: CHS Action Planning 

30 minutes 

3 hours

1 hour

1.5 hour

30 minutes 

Alternative options:

• �Day 1 can also be delivered as a stand-alone 1-day introduction covering the basics of humanitarian accountability,  

child-friendly feedback mechanisms and PSEA.

• �Day 2 can be expanded with an additional day to include more time for group work and exercises to design a context-

specific feedback mechanism, including role plays, community consultations or sessions to practice essential soft skills 

such as communicating with children. In this case, the training will be extended to three days.

Competencies 
•	 Participants will be familiar with the Core Humanitarian Standard (CHS) as a global humanitarian accountability framework 

and learn how Plan International’s accountability work supports the CHS.

•	 Participants will understand the purpose and scope of Plan International’s child-friendly feedback mechanisms.

•	 Participants understand how feedback mechanisms can contribute to safeguarding of children and young people and 

the prevention of sexual exploitation and abuse (PSEA).

•	 Participants know the key steps to design and implement child-friendly feedback mechanisms, including key 

considerations of age, gender, diversity, inclusion, safety, confidentiality and participation in line with the Child-Friendly 

Feedback Mechanisms Guide (Plan International, 2018).

•	 Participants will have a chance to practice key steps in the feedback loop with children, young people and communities.

•	 Participants will develop a CHS improvement plan for commitment 4 and 5.
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Who will facilitate the training 
The training sessions are ideally co-facilitated by two 

facilitators. Facilitators should have a good understanding 

of concepts related to accountability and feedback 

mechanisms, and ideally have first-hand experience in 

setting up feedback mechanisms, to be able to train other 

staff, although detailed notes are included in the facilitator 

guide in this manual. 

Who will participate 
This training course was designed for emergency response 

teams and other staff working humanitarian settings. 

However, most of the knowledge, skills and competencies 

practiced in this course is also relevant for staff working in 

non-emergency settings. 

It is recommended to work with a group of maximum 20 

participants for optimal participation and interaction. Training 

participants are Plan International and partner staff with 

diverse roles in designing and implementing child-friendly 

feedback mechanisms in humanitarian settings, including 

(senior) management, MEAL, programme, HR, operations, 

communications and IT.

Resources Needed
A large training room is required, in which whole group 

sessions can comfortably take place, as well as small 

breakout sessions for group work. A laptop, projector, 

screen  and effective speakers are needed for all sessions to 

enable the PowerPoint presentations and videos to be 

shown, while resources specific to each training session are 

listed in the facilitator guides. Standard training materials 

include: flipcharts, markers, scotch tape, scissors, pens, 

coloured papers in different sizes, post-its.

Preparation before the training
	  �Adapt the participant training agenda and facilitator 

training outline.

	  �Contextualise the PowerPoint presentations, case 

studies and exercises as relevant.

	  �Share the participant training agenda with participants 

along with a digital of the Child-Friendly Feedback 

Mechanisms Guide and Toolkit (PDF) and handouts 

including the global policy on safeguarding children and 

young people and the code of conduct.

	  �Prepare a (digital) learning folder for each participant to 

hold all the documents they will be given during the 

training. This could include the training agenda, 

handouts and other reading.

	  �Select a training room that has a reliable power supply, 

is well ventilated, and is resourced with a projector 

	 and screen. 
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Course overview
Session 1: Accountability 
Learning outcomes:

1.	Participants have developed a common understanding of the Core Humanitarian Standard (CHS) as global accountability 

framework for humanitarian action. 

2.	Participants have learned about Plan International’s accountability work and how it is aligned with the CHS.

Components:

1.1 What is accountability and why is it important in humanitarian action.

Exercise: Definition pairing game (5 minutes)

1.2 Key pillars of Plan International’s accountability framework.

1.3 �Accountability key concepts: feedback mechanism, feedback vs. complaint and prevention of sexual exploitation and 

abuse (PSEA).

1.4 �Core Humanitarian Standard (CHS): overview of commitments 4 and 5 and key findings from Plan International’s self-

assessments and CHS audit (2017)

Exercise: Core Humanitarian Standard (CHS) quiz

Methodology: presentation, video, quiz and discussion.

Duration: 1.5 hours

Handouts and exercises: 

Handout 1. Core Humanitarian Standard 

Handout 2. HQAI Report 

Exercise 1. Definition pairing game

Session 2: Feedback mechanisms
Learning outcomes:

1.	Participants know the purpose, scope and feedback categories of Plan International’s feedback mechanisms.

2.	Participants know how to promote ‘child-friendly’ feedback mechanisms.

3.	Participants learn about challenges and opportunities in implementing feedback mechanisms.

4.	Participants have an overview of the Child-Friendly Feedback Mechanisms Guide and Toolkit.

Components:

2.1 Purpose and scope of Plan International’s feedback mechanisms.

2.3 Feedback categorisation

Exercise: Categorisation of feedback

2.3 �Child-friendly feedback mechanisms: key approaches to effective feedback mechanisms and how to make them  

‘child-friendly’.
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Exercise: Promoting child-friendly feedback mechanisms

2.4 CHS Commitment 5: where does Plan International currently stand.

Methodology: presentation, discussion, practicing tools and group exercise.

Duration: 1.5 hours

Handouts and exercises: 

Exercise 2. Categorising Feedback

Tool 3. Feedback Categories.

Session 3: Prevention of sexual exploitation and abuse (PSEA)
Learning outcomes:

1.	Participants know the terms and definitions related to sexual exploitation and abuse (SEA).

2.		Participants understand how SEA increase in humanitarian settings.

3.		Participants know how SEA is addressed in Plan International’s safeguarding policy and code of conduct.

4.		Participants are introduced to the IASC Six Core Commitments on PSEA, the Minimum Operating Standards (MOS) and 

the PSEA requirements in the CHS.

Components:

3.1 SEA: key concepts, risks and impact.

3.2 Plan International’s commitment to PSEA.

3.3 International PSEA commitments, standards & requirements: IASC and CHS.

Exercise: Review of PSEA Best Practice Case Studies

Methodology: presentation, video, discussion, case studies and group exercise.

Duration: 2 hours

Handouts and exercises: 

Handout 3. Global Policy on Safeguarding Children and Young People

Handout 4. Code of conduct  

Handout 5. IASC Six Core Commitments on PSEA

Exercise 3. PSEA case studies

Session 4: Designing a child-friendly feedback mechanism
Learning outcomes:

1.	Participants are familiar with the key steps in designing a child-friendly feedback mechanism.

2.	Participants know what dimensions to consider when developing child-friendly feedback channels.

3.	Participants are familiar with key tools from the Child-Friendly Feedback Mechanism guide and toolkit.
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Components:

4.1 Designing a child-friendly feedback mechanism

Exercise: Analysing the operational context	

Exercise: Selecting child-friendly feedback channels

Exercise: Designing the feedback loop

Exercise: Planning resources

Methodology: plenary presentation, video, discussion, practicing tools and group exercises.

Duration: 3 hours

Handouts and exercises: 

Exercise 4. Emergency scenarios

Tool 4. Feedback Channels 

Tool 13. Child-Friendly Feedback Mechanisms: Discussion Guide

Tool 16. Feedback Loop

Session 5: Information and communication
Learning outcomes:

1.	Participants understand the requirements under CHS commitment 4.

2.	Participants have identified key messages and information that must be communicated to communities.

3.	Participants have reflected on what, who, where, when and how to communicate with children, young people and 

communities.

Components:

5.1 CHS Commitment 4: Where does Plan International stand?

5.2 Information and communication: What, Who, Where, When and How

Exercise: Developing an information and communication plan (30 minutes)

Methodology: plenary presentation, video, group exercise, practicing tools and discussion.

Duration: 1 hour

Handouts and exercises: 

Tool 13. Child-Friendly Feedback Mechanisms: Discussion Guide

Tool 17. Community Awareness Raising on Safeguarding and SEA 
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Session 6: Implementing the feedback loop
Learning outcomes:

1. Participants are familiar with the feedback loop.

2. Participants understand the importance of closing the feedback loop.

Components:

6.1 Implementing the feedback loop

Exercise: Feedback activities with children 

6.2 Learning from feedback

Exercise: Monitoring a feedback mechanism

Methodology: plenary presentation, video, discussion and individual exercise.

Duration: 1.5 hours

Handouts and exercises: 

Tool 2. Feedback mechanism scorecard 

Tool 5. Child-Friendly Feedback Activities 

Exercise 5. Role play

Exercise 6. Reviewing a feedback mechanism

Session 7: CHS action planning
Note: �Each country office and region may have different approaches to CHS learning and action planning. Therefore, this 

session can be considered optional.

Learning outcome:

1. Participants have identified key actions to improve performance on CHS commitment 4 and 5.

Components:

7.1 CHS Action planning

Exercise: CHS Action planning

Methodology: Individual or group exercise.

Duration: 30 minutes

Handouts and exercises: 

Exercise 7. CHS Action Planning
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FACILITATOR GUIDE 
Day 1 Opening and Welcome 

Learning Outcomes: 

1. Participants understand the training purpose, objectives, the course content and methodology.

2. Participants have developed a learning agreement.

Resources 	

•	 PowerPoint Presentation Opening and Welcome

•	 Flipchart paper

•	 Marker

•	 Scotch tape	

Time needed

30 minutes 

Preparation	

•	 Contextualise and update the PowerPoint slides with the background on the purpose and objectives of this 

training.

•	 Prepare a Parking Lot: draw a car/vehicle in the centre of a large square on a blank piece of flipchart paper 

and stick it on to the wall of the training room.

Steps

Introduction: Introducing my neighbour (15 minutes):

•	 Welcome the participants to the workshop and introduce yourself as facilitator(s). 

•	 �Start with an introductory exercise to warm up the group. Ask all participants to form pairs. In each pair, 

participants introduce themselves to the other person and tell them three (3) things about themselves. For 

example: their name, what they like doing, and what their favourite food is. If the group already knows each 

other, ask participants to share something new about themselves. After this exchange, ask everyone to 

introduce the other person in their pair to the group, based on the things they have shared.

Training objectives and agenda (15 minutes): 

•	 Present the training purpose, objectives and agenda.

•	 �Learning agreement: with the participants, establish basic ground rules for the training. Emphasise the 

importance of creating a safe space to discuss more sensitive topics such as sexual exploitation and abuse 

and to discuss questions related to staff behaviour and misconduct. 

•	 �Parking lot: the parking lot represents a place where we can capture key questions or comments which are 

important and need to be explored, but which aren’t relevant to the specific objectives of that session. 

Seek agreement that the group is happy to use it, and nominate a person who will be the notetaker for the 

parking lot, for all or for specific sessions.
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Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 
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FACILITATOR GUIDE 
Session 1 Accountability 

Learning Outcomes

1.	Participants have developed a common understanding accountability and learn why it is important in 

humanitarian action. 

2.	Participants are familiar with Plan International’s accountability framework and related key concepts. 

3.	Participants are familiar with the Core Humanitarian Standard (CHS) and have learned how Plan International 

performs against CHS commitments 4 and 5.

Resources 	

•	 PowerPoint Presentation Session 1

•	 Handout 1. Core Humanitarian Standard 

•	 Handout 2. HQAI Report 

•	 Exercise 1. Definition pairing game 

•	 6 envelopes (one envelope for every group of five participants)

•	 Two group prizes (e.g. candy, notebooks or small gifts)

•	 Video and sound system	

Time needed	

1.5 hours 

Preparation	

•	 Prepare the video (link in PowerPoint slide).

•	 Prepare a (soft) copy of Handout 1 and 2 for each participant. 

•	 Cut out all Terms and Definitions from Exercise 1. Definition Pairing game and put the teams and definitions 

in an envelope. Prepare one envelope for every 5 participants.

•	 Read part 1 of the Child-Friendly Feedback Mechanisms guide and toolkit (p.11-16).

Steps

Session opening (5 minutes)

•	 Present the learning outcomes of the session. 

1.1 What is accountability and why is it important in humanitarian work (20 minutes) 

Exercise: Definition pairing game (5 minutes)

1.	Divide the participants in small groups of 5 participants. Give each group a closed envelope with the mixed 

terms and definitions. 

2.	On the count of 3, all groups to open the envelope. The groups compete with each other to pair all terms 

with the right definitions as quickly as possible. The team who first completes all pairs, wins a prize. 
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•	 Ask participants to discuss the following question with their neighbour: What does accountability mean to 

you? Let participants to share in their own words what accountability means to them.

•	 Present the definitions of accountability and AAP. Explain that within the humanitarian sector, accountability 

has been described and interpreted differently by different organisations over the years. 

•	 Show the video on Accountability to Affected Populations by UN World Food Programme (stop the video 

at 4:27, after the introduction of feedback and complaints mechanisms).

•	 Ask the group: Why is accountability to affected populations important? Facilitate a short discussion.

•	 Highlight the following key messages in the discussion:

	 �The affected population have the right to be informed, participate and influence our actions.

	 �Accountability improves the quality of our humanitarian actions.

	 ��Global experience shows that most people want to be informed and influence the way assistance is 

delivered to them. At the same time, children and young people are often overlooked, as it is often not 

believed that they have the right or the capacity to be informed, participate or provide feedback.

1.2 Key pillars of Plan International’s accountability framework (10 minutes) 

•	 Present Plan International’s accountability framework. Explain the pillars:

•	 Transparency refers to the provision of timely, accessible and child-friendly information about the 

organization, our work, results and the actions we take as response to feedback.

•	 Participation refers to ongoing engagement with children, young people and adults. It involves active 

listening and engagement in an ongoing inclusive dialogue with children, young people and communities 

throughout the programme/project cycle. It is key that participation is voluntary, respectful, relevant, 

inclusive, safe, transparent and informative. It is important to ensure the most vulnerable groups are 

represented and have influence.

•	 Duty to respond refers to actively seeking feedback and responding to complaints. One key purpose 

of seeking feedback and handling complaints is to make sure that the Do No Harm principle is upheld, 

and that dissatisfaction or breaches in organizational policies (such as the Code of Conduct or the Child 

Safeguarding Policy) are identified and addressed. 

1.3 Accountability: Key concepts (15 minutes): 

•	 Present the following key concepts related to accountability:

•	 Feedback mechanisms: Present Plan International’s definition of feedback mechanisms, and explain 

that another common term is: ‘feedback and complaints’ mechanisms.

•	 Feedback or a complaint: Ask two participants to read the statements. Ask the group what the 

difference is between feedback and what is a complaint. The blue box (left) represents feedback 

(suggestion). The purple box (right) represents a complaint, which is negative type of feedback.

•	 Feedback mechanisms as an accountability tool: Explain the link to PSEA in the next slide.

•	 PSEA: Staff misconduct, including sexual exploitation and abuse (SEA) can lead to serious harm and 

erode the confidence and of affected communities and countries in those who are providing assistance. 

In a dedicated session we will look more closely at PSEA and the safeguarding measures that Plan 

International has in place.

1.4 CHS video and quiz (30 minutes): 

•	 Show the video on the Core Humanitarian Standard (4:47 minutes).
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Exercise: CHS Quiz (15 minutes)

1.	Divide participants in small groups. 

2.	After each quiz question, each table group makes an agreed noise (like a buzzer) if they know the answer. 

Whichever group buzzes first, may provide their answer. After an incorrect answer, the next group can 

provide their answer. 

3.	The group with most points wins the quiz. 

•	 Give participants 10 minutes to read Handout 1. Core Humanitarian Standard and Handout 2. HQAI 

Report. 

•	 Explain that out of nine CHS Commitments, two commitments cover feedback mechanisms: 4 and 5. 

•	 Present the findings of the CHS verification audit: while there is a strong organisational commitment to the 

CHS, the operationalisation and roll-out from global to country level has been limited. As a result, feedback 

mechanisms remain a weak link in our responses.

•	 Conclude the session with the following key messages:

	 �Accountability to affected populations (AAP) is a core responsibility of all aid workers: it is the right of 

anyone who is affected by the use of authority or power, to hold us accountable for what we do. 

	 �Plan International’s accountability framework provides us with clarity and guidance on the key pillars the 

organization needs to put in place in any emergency response. All pillars mutually reinforce one another 

and can also be used in development programmes.

	 �Plan International has made a commitment to adopt the CHS, which is the international accountability 

framework adopted by most humanitarian agencies and donors. Need to invest particularly in 

strengthening feedback mechanisms. 

End of session reflection (5 minutes) 

•	 Invite the participants to stand up and walk around the room while music is playing. When the music stops, 

they find someone else and discuss briefly what they have learned in this session. When the music resumes, 

participants continue walking and when the music stops again, they find someone else and start the 

conversation again. 

Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 
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FACILITATOR GUIDE 
Session 2 Feedback Mechanisms

Outcomes	

1.	Participants know the purpose and scope of Plan International’s feedback mechanisms.

2.	Participants know how to promote ‘child-friendly’ feedback mechanisms.

3.	Participants learn the challenges and opportunities in implementing feedback mechanisms.

4.		Participants have an overview of the Child-Friendly Feedback Mechanisms Guide and Toolkit.

Resources 	

•	 PowerPoint Presentation Session 2

•	 Exercise 2: Categorising Feedback 

•	 Child-Friendly Feedback Mechanisms guide and toolkit 

•	 Tool 3. Feedback Categories 

•	 (Coloured) papers 

•	 Markers	

Time needed	

1.5 hours

Preparation	

•	 Prepare two copies of Exercise 2: Categorising feedback. Cut out the ten community statements from 

community A and B. Prepare one set of five statements for each group of five participants.

•	 Prepare six cards with each a ‘dimension’ of child-friendly feedback mechanisms written on it.

•	 	Read part 1 of the Child-Friendly Feedback Mechanisms guide and toolkit (p.11-16).

Steps

Session introduction (5 minutes)

•	 Present the learning outcomes of the session. 

2.1 Purpose and scope of Plan International’s feedback mechanisms (10 minutes): 

•	 Present the following aspects of Plan International’s feedback mechanisms:

•	 Definition of Plan International’s feedback mechanisms. Explain that the terms and definitions used by 

different organisations can vary as there is no single definition. Plan International uses ‘feedback 

mechanism’. Complaints are considered to be one type of feedback.

•	 Purpose and scope: Emphasise that the scope of our feedback mechanisms is broad, ranging from 

‘regular’ feedback on our programmes as well as complaints related to staff (mis)conduct. 

•	 Feedback categories: assigning categories to the messages we receive, helps us analyse and 

adequately respond to feedback, especially sensitive or urgent feedback. Point out that category 5-9 

cover complaints, with 7-9 the most urgent types of complaints.
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•	 Ask the group: What is the most common type of feedback you receive in your country office? Can you 

give some examples? 

•	 Ask the group: Have you ever received feedback related to these categories? Can you give an example 

(without disclosing private or sensitive information)?

2.2 Categorising Feedback (20 minutes) 

Exercise: categorisation of feedback (20 minutes)

1.	Divide the participants into four groups. Give two groups the five feedback statements from community A 

and give the two other groups the five statements of community B (handout Exercise 2). 

2.	Each group analyses the five feedback statements they received and assign them to the right feedback 

category. Groups can use Tool 3. Feedback Categories as a reference.

3.	After 10 minutes, ask a group to read out a statement and explain what category / categories they think 

the feedback corresponds to. Rotate between groups until all ten statements are presented.

2.3 Child-friendly feedback mechanisms (45 minutes) 

•	 Present the PowerPoint slides to guide a group discussion:

•	 Feedback loop: Ask participants if they use a similar process or if there are differences in their feedback 

loop. 

•	 Key approaches to effective feedback mechanisms: Introduce the terms one by one. Ask 

participants is they have examples of good or bad practices? 

•	 What happens when feedback mechanisms are not designed for children? Ask participants 

what they think the implications will be. Present the four common challenges that arise when feedback 

mechanisms that are not specifically designed for children. Ask participants if they recognize these 

challenges, or if they have seen different challenges?

•	 Child-friendly feedback mechanisms: Present the definition and the six key dimensions of child-

friendly feedback mechanisms.

Exercise: Promoting child-friendly feedback mechanisms (30 minutes)

1.	Divide the participants into six (6) groups. Each group discusses one dimension of child-friendly feedback 

mechanisms and develops one or more examples of how this can be applied in practice. 

2.	After 10 minutes, each group presents their examples. 

3.	Close the exercise by presenting the definitions and examples of each of the six dimensions of child-friendly 

feedback mechanisms, using the PowerPoint slides.

2.4 CHS Commitment 5: where does Plan International currently stand (10 minutes) 

•	 Ask the group if they remember what CHS commitment 5 is about. Explain that it covers feedback 

mechanisms.

•	 Present the findings of the 2017 CHS verification (HQAI). Note that Plan International scored poorly on 

commitment 5, feedback and complaints mechanisms. 

•	 Present the common challenges that came out of the interviews held with 9 country offices and 3 external 

agencies in Nov-Dec 2017, in preparation of the development of the global Child-Friendly Feedback 

Mechanisms guide and toolkit. Ask participants which challenges they recognize.
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•	 Present also the opportunities that we see presently. Ask participants if they see other opportunities.

•	 Present the step-by-step Child-Friendly Feedback Mechanisms guide and toolkit (Plan International, 2018). 

Explain that in this course the group will focus on some of these steps in more detail, using the guidance 

and tools.

End of session 

•	 Invite questions on the session and check if the session objectives have been met.

Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 
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FACILITATOR GUIDE 
Session 3 Prevention of Sexual Exploitation and Abuse (PSEA) 

Outcomes

1.	Participants know the terms and definitions related to sexual exploitation and abuse (SEA).

2.	Participants understand how SEA increase in humanitarian settings.

3.	Participants know how SEA is addressed in Plan International’s safeguarding policy and code of conduct.

4.	Participants are introduced to the IASC Six Core Commitments on PSEA, the Minimum Operating 

Standards (MOS) and the PSEA requirements in the CHS.

Resources 	

•	 PowerPoint Presentation Session 3

•	 Handout 3. Global Policy on Safeguarding Children and Young People

•	 Handout 4. Code of conduct  

•	 Handout 5. IASC Six Core Commitments on PSEA

•	 Exercise 3. PSEA case studies

•	 Video and sound system	

Time needed	

2 hours 

Preparation	

•	 Prepare the video (link in PowerPoint slide).

•	 Prepare copies of Exercise 3. PSEA case studies.

•	 Prepare a (soft) copy of Handout 4 and 5 for each participant.

•	 Read chapter 1.3 of the Child-Friendly Feedback Mechanisms guide and toolkit (p.16-19) and the IASC Six 

Core Commitments on PSEA.

Steps

Session introduction (5 minutes)

•	 Introduce the learning outcomes of this session.

•	 Remind the group of the learning agreement that was developed for the group and the importance of 

creating a safe space to discuss concerns around sexual exploitation and abuse. Ask participants to be 

respectful towards each other’s views, experiences or questions. 

3.1 SEA: key concepts, risks and impact (20 minutes)

•	 Show the video of 3:07 minutes from the BBC covering a story of sexual abuse and exploitation in Syria by 

aid workers. It aired in February 2018. The purpose of the video is for participants to reflect on sexual abuse 

and exploitation in this humanitarian response and the impact it has on women and young girls. The 

interview with a humanitarian worker touches on key issues: how it happens, where, the impact it has on 

the victims, the reaction of the international community and the responsibility we have as aid workers. 
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•	 Guide a group discussion:

•	 What do you feel when watching this video?

•	 What did these men do?

•	 What were the circumstances that made this exploitation and abuse possible?

•	 What was the impact of this behaviour on the girls and women?

•	 What can the impact be on NGOs providing aid to communities?

•	 Does this only happen in Syria?

•	 Allegedly local actors were committing sexual abuse and exploitation. Why would the UN and/or INGOs 

be held responsible?

•	 Underline the following key messages in the discussion:

	 �SEA perpetrated by humanitarian aid workers is a grave protection concern and one of the most serious 

breaches of humanitarian accountability. It erodes the confidence and trust of affected communities and 

the host country in all those who are providing humanitarian assistance.

	 �Even if local organisations provide the aid, INGOs and UN as funders of aid are responsible to put in 

place prevention and reporting mechanisms, and to act upon allegations of SEA. 

•	 Present the definitions of Sexual Exploitation and Sexual Abuse. Ask participants if they can mention 

examples for each category of misconduct by aid workers. Present the examples of sexual exploitation and 

sexual abuse.

•	 Ask participants: Why does the risk to SEA increase in humanitarian settings? Think about the video we 

just watched. Which people in your context may be at higher risk of SEA? 

•	 Highlight the following key messages in the discussion:

	 In humanitarian settings, there are many factors that increase SEA risks for vulnerable populations, such 

as: poverty, increased influx of valuable items and goods such as food and non-food items, lack of law 

enforcement and security, but also poor recruitment processes in aid agencies.

	 The most vulnerable members of community are those with less social and economic power. Victims of 

SEA are typically poorer, younger and female: children, adolescent girls and women, and persons with 

disabilities. The majority of people affected by SEA are women and girls.

•	 Introduce the concepts of sexual harassment, GBV and child protection programming, and explain that 

there of often conceptual confusion in discussions about PSEA. Highlight these key messages:

	 SEA can be considered to be a form of GBV, due to the inherently unequal power dynamics.

	 Sexual harassment is different from SEA as it refers to unwelcome sexual advance or conduct between 

staff members.

	 Protection programming (CP and GBV) is different from SEA as it refers to programmatic actions to 

prevent and respond to violence within the community.

3.2 Plan International’s commitment to PSEA (30 mins)  

•	 Present Plan International’s safeguarding policy and code of conduct and explain how they address SEA.

•	 Present the five types of staff misconduct related to SEA that are prohibited for all staff. Explain that these 

categories are also reflected in the 2002 IASC Six Core Commitments on PSEA developed by the UN.

•	 Give participants time to read through Handout 3. Global Policy on Safeguarding Children and Young 

People, Handout 4. Code of conduct and Handout 5. IASC Six Core Commitments on PSEA.

•	 Invite the group to ask any questions before moving to the scenarios.
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•	 Tell the group: we will now read four scenarios and discuss whether the conduct of the staff is appropriate 

or not, and why. 

•	 Ask a volunteer to read out scenario A and ask questions to the group – repeat this with B, C and D. The 

purpose of this exercise is to let participants reason why conduct is acceptable or not, based on the 

stipulations of the safeguarding policy and code of conduct.

Scenario A: 

•	 Ask: What do you think of John’s conduct? Is John’s act of paying for sex acceptable or not? 

Answer: His conduct is a breach of code of conduct and is thus not acceptable. Exchanging money for sex 

is prohibited for all Plan International staff, regardless if prostitution is tolerated or legal in the country. This is 

explicitly stated in the safeguarding policy and code of conduct.

Scenario B: 

•	 Ask: What do you think of Ahmed’s conduct? Is this acceptable or not?

Answer: His conduct is a breach of the safeguarding policy and is thus not acceptable. Ahmed is exchanging 

goods (jewellery and mobile phone cards) for sex and Joyce is below the age of 18 years. Not knowing the 

age is not an excuse for engaging in a sexual relationship with a minor. If in doubt, don’t do it. This is explicitly 

prohibited in the safeguarding policy: “Mistaken belief in the age of a child is not a defence/excuse based on 

the unintended harm”.

•	 Ask: Does Ahmed need to comply with Plan International’s organisational safeguarding policy if he works 

for another organisation?

Answer: Yes, as an associate of Plan International he needs to comply. If the partner does not have its own 

safeguarding as equivalent of Plan International’s global safeguarding policy, their staff should sign Plan 

International’s policy.

•	 Ask: What is Plan International’s responsibility towards Ahmed and his behaviour?

Answer: Plan International should 1) ensure all partner staff understand and comply with the safeguarding 

policy and 2) report the incident to the internal focal point for safeguarding children and young people. 

Scenario C: 

•	 Ask; What do you think of Roan’s behaviour? Is this an act of sexual exploitation or abuse? 

Answer: His conduct is a breach of code of conduct and is thus not acceptable. While the relationship may 

seem consensual and Priya is not a direct beneficiary of Plan International, it is unlikely that this relationship is 

based on an equal power relation. It is clear that Priya is a highly vulnerable person affected by the crisis, living 

alone in the camp with three children and receiving aid. Even if Priya is not a direct beneficiary of Plan 

International, the fact that there is an exchange of sex and goods between a highly vulnerable person and an 

aid worker, points at SEA. In addition, this conduct breaches the humanitarian principle of impartiality 

(favouritism) and may therefore bring Plan International into disrepute, which is a breach of code of conduct.

Scenario D: 

•	 Ask: What do you think of Tom’s behaviour? Is this an act of sexual exploitation and abuse?

Answer: This conduct is a breach of code of conduct and is thus not acceptable. Tom is engaging in a sexual 

relationship with a beneficiary. This means that there is an inherent power imbalance between them, even if 
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it is consensual. Layla depends on Tom for assistance, while Tom controls who has access to humanitarian 

goods. This is explicitly prohibited by the code of conduct.

•	 Present the key actions prevent SEA: all staff members need to understand, comply with and raise 

awareness about the policy and code of conduct, and report breaches (including allegations or rumours) 

and cooperate in investigations when these take place. In addition, management should provide a 

conducive and transparent environment internally for discussion and reporting of concerns.

•	 Ask participants: do you know who and how to report SEA complaints if you would receive them? 

•	 Summarise the session with the following key messages:

	 SEA against children and young people (0-24 years) is covered by the Policy on Safeguarding children 

and young people. These complaints are handled by the safeguarding focal point in country. 

	 SEA against adults is covered in the code of conduct. These complaints are usually handled by the HR 

manager.

	 Feedback mechanisms do not replace existing reporting mechanisms for SEA; rather, complaints 

identified through the feedback mechanism should be addressed by respective focal points.

3.3 International PSEA standards & requirements: IASC and CHS (60 minutes)

•	 Present two key international standards and requirements, the IASC MOS and the CHS:

•	 IASC PSEA Minimum Operating Standards (MOS): Highlight that while Plan International has 

dedicated policies and focal points in place, the implementation of feedback mechanisms and 

communication with communities is relatively weak, as the 2017 CHS audit showed.

•	 CHS commitment 5 requirements on PSEA. Highlight the requirement to link PSEA efforts to our child-

friendly feedback mechanisms. 

Exercise: Review of PSEA best practice case studies (45 minutes)

•	 Divide participants into 4 groups. Each group will have a different case study to discuss (Exercise 3. PSEA 

case studies). The case studies look at four of the PSEA Minimum Operating Standards (MOS). Each 

group takes 20 minutes to:

1.	Identify good practices in the case study.

2.		Discuss whether similar actions are being carried out in their country office.

3.		Discuss what actions could be carried out to raise awareness among children and young people.

•	 Each group presents their key findings on point 1 and 3 in plenary. Ensure the following is covered:

Case study 1: Dedicated PSEA department/focal point (RCK)

•	 Included costs for PSEA, such as training, in all project proposals.

•	 Assigned clear responsibilities for PSEA (HR person and project managers working with refugees)

•	 Included PSEA commitments in all staff contracts, aside from including responsibilities in the JDs.

•	 Monthly PSEA reviews to identify and tackle issues.

Case study 2: Awareness raising on SEA amongst staff (YEU)

•	 Inclusion of code of conduct (including PSEA) in all staff inductions.

•	 Quarterly management meetings to discuss issues related to the code of conduct (incl. PSEA)

•	 Annual PSEA refreshers for all staff
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•	 Code of conduct visual throughout the office (posters, etc.)

•	 Staff performance review included issues on the code of conduct.

Case study 3: Awareness raising among beneficiaries on PSEA (GOAL)

•	 Used staff survey to identify key messages in code of conduct, to increase awareness and buy-in.

•	 Translated these key messages into visuals and displayed them at community level; involved the community 

in developing images and text, which raised awareness at community level on PSEA and ensured messages 

were culturally appropriate in the communities.

•	 Adapted the visual messages based on community feedback.

Case study 4: Effective community-based complaints mechanisms (CCSP-DT)

•	 Developed an inter-agency protocol for SEA complaints to ensure coordination between the different 

actors working in the area.

•	 Assigned clear focal points for PSEA and established management responses, procedures for investigation, 

refer mechanisms and support for victims.

•	 Established a steering committee to discuss and tackle SEA.

•	 Rolled out PSEA messaging in camps and identified with the community the most appropriate means 

(language, images.) using a variety of channels such as radio and theatre to raise awareness.

•	 Facilitate a plenary final discussion on way in which we could adapt actions and messages to children and 

young people. Consider: what information, types of messages, ways of communication, key characteristics 

of a focal point. Should staff training cover specific topics?

•	 Conclude the session with the following key messages:

	 Sexual abuse and exploitation (SEA) is a major breach of the Safeguarding Policy (for children and young 

people) and the PII code of conduct (for adults) and one of the most serious violations of humanitarian 

accountability with severe consequences for the individual and the organisation.

	 Legality or tolerance for prostitution in a country, or not knowing the age of a young person, are no 

excuses for committing SEA.

	 The PSEA ISAC Minimum Operating Standards are they key international standards for PSEA. 

Commitment 5 of the CHS lists feedback mechanisms that can respond to SEA complaints as a key 

requirement. 

	 One of the most important steps with PSEA is internal and external awareness raising. It is key we 

engage with communities in designing PSEA messages as well as in designing the most confidential and 

safe feedback channels to share these complaints.

	 Specific information, communication and other awareness activities with children and young people 

should be identified including child-friendly and appropriate use of language.

End of session reflection (5 minutes)

•	 Invite the participants to stand up and walk around the room while music is playing. When the music stops, 

they find someone else and discuss briefly what they have learned in this session. When the music resumes, 

participants continue walking and when the music stops again, they find someone else and start the 

conversation again. 
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Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 
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FACILITATOR GUIDE 
Day 1 Closing Session

Outcomes 	

1.	Participants have reflected on their learnings of day 1.

2.		Participants have identified learning needs for day 2.

Resources 	

•	 Child-Friendly Feedback Mechanisms guide and toolkit

•	 Tool 2 – Feedback Mechanism Scorecard.

•	 Parking lot	

Time needed	  

45 minutes 

Preparation	

•	 Prepare a printed copy of Tool 2 – Feedback Mechanism Scorecard for each participant.

•	 Prepare the agenda for day 2 of the training.

Steps

1. Feedback Mechanisms Self-Assessment (15 minutes)

•	 Introduce Tool 2 – Feedback Mechanism Scorecard. This scorecard assesses the functionality and 

child-friendliness of a feedback mechanism. It is developed for teams to identify strengths, weaknesses, 

and points for improvement in their feedback mechanism.

•	 Ask participants to complete the scorecard as a self-assessment of their feedback mechanism in country 

(or: in the last country they were deployed to with Plan International). Even if there is no formally established 

feedback mechanism, there may still be some good practice already taking place. 

•	 After scorecards have been completed, explain that Day 2 of the training will cover the first three components 

of the scorecard in more detail.

2. End of day reflection (30 minutes)

•	 As a closing exercise, ask everyone to turn to their neighbour and discuss the following questions:

•	 What is clear to me from today’s sessions?

•	 What is not yet clear to me?

•	 What do I need to know more about?

•	 Ask each pair to turn to the next pair and to share their discussion among the four of them.

•	 In plenary, ask each group of four to summarise the areas that the group is confident on, and the areas that 

remain unclear.
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•	 Share the agenda for day 2 of the training, and check that everyone’s expectations and learning needs are 

met. It may be possible that during the group work, participants have identified additional capacity building 

needs that are not addressed by the core training sessions but which can be parked on the Parking Lot 

added to the overall action plan that will be developed at the end of Day 2.

Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 
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FACILITATOR GUIDE 
Day 2 Opening and Recap Session

Outcomes 	

1.	Participants have reflected on the learnings of day 1.

2.	Participants know the agenda of day 2.

Resources 	

•	 Agenda of day 2

•	 Flipcharts

•	 Coloured cards

•	 Markers

•	 Pens	

Time needed	  

30 minutes 

Preparation	

•	 Prepare the agenda of day 2.

•	 Choose a recap activity and make necessary preparations.

Steps

Opening and recap activity (20 minutes)

•	 Welcome participants back to day 2 of the workshop and invite them to participate in a fun activity that will 

refresh their memory on what was discussed in day 1.

Option 1: The A-Z of Day 1 

1.	Arrange participants into groups of 4 or 5 participants.

2.		Explain that each group must race to develop an A-Z list of concepts, terms, ideas or discussion areas that 

were discussed in Day 1. Examples include A – Accountability, B – Boys, C – CHS, D – Disaster, etc.

3.		When one group has developed their A-Z, ask them to share their most creative answers, or randomly 

select a few letters and ask the winning/all teams to share their word and explain its relevance. 

4.		Use the words to clarify definitions and key concepts from the previous day. 

Option 2: On your marks

1.	Prepare a list of up to 10 questions that are relevant to the training content of day 1.

2.		Split the total number of participants into two teams of equal number.

3.		Ask each team to stand in a horizontal line, shoulder to shoulder, with each team member facing a member 

of the opposite team, who should be standing in a similar line. Both teams should be facing each other, 

standing at least 2 metres away from the other team.

4.		Stand at one of the ends of the two lines, in between the two participants, holding a ball or similar object.
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5.	Explain that each pair (competitors from both teams) will be asked a question and when they think they 

know the correct answer, they should run towards you and tap the ball/object. The first person to reach the 

ball will be invited to give their answer, with right answers getting a point, and incorrect answers resulting 

in a team point being deducted.

6.		Start by addressing the pair furthest away from you…and watch the energy levels rise!

Note: �Ensure that the floor is clear of trip hazards and that the room has enough space for participants to 

safely run. For added fun, instead of running, each pair can be given a different instruction to reach the 

ball, such as hopping, leapfrogging, speed walking, etc. 

Option 3: Connect Four

1.	Prepare a list of 16 basic questions on the material or decisions made in day 1. 

2.	Draw a grid on a blackboard, 4 squares by 4 squares (or on flipchart paper) and randomly label each 

square with a number 1-16.

3.	Split the group into two teams and give each team a set of coloured post it notes or pens (e.g. team one 

is blue, team two is red).

4.	Read out the corresponding question for each square in the grid in turn, inviting teams to consult team 

members and to make an agreed noise (like a buzzer) when they think they know the right answer. If the 

answer is correct, the team should place their post it note over the number in the square.

5.	The team that succeeds in getting a straight line (vertical, horizontal or diagonal), wins.

6.	Alternatively, the rules can be changed so that each team takes it in turn to select the grid number they 

wish to try for, which gives them to the opportunity to ‘block’ the progress of the other team in connecting 

a run of four.

•	 Share the agenda for day 2.  

Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 
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FACILITATOR GUIDE 
Session 4 Designing a child-friendly feedback mechanism

Outcomes 	

1.	Participants are familiar with the key steps in designing a child-friendly feedback mechanism.

2.	Participants know what dimensions to consider when developing child-friendly feedback channels.

3.	Participants are familiar with key tools from the Child-Friendly Feedback Mechanism guide and toolkit.

Resources 	

•	 PowerPoint Presentation Session 4

•	 Exercise 4. Emergency scenarios

•	 Child-Friendly Feedback Mechanisms guide and toolkit 

•	 Tool 4. Feedback Channels 

•	 Tool 13. Child-Friendly Feedback Mechanisms: Discussion Guide

•	 Tool 16. Feedback Loop

•	 Flip charts

•	 Markers

•	 Video and sound system	

Time needed	

3 hours 

Preparation	

•	 Prepare the video (link in PowerPoint slide).

•	 Print copies of scenario A and B for the participants. Alternatively, participants use their current context as 

the scenario for this session. 

Steps

Session introduction (5 min)

•	 Introduce the objectives of the session. 

•	 Divide the group into small groups of 4-5 participants each. Ensure an even number of groups, so either 

create 2 or 4 groups. Explain to the groups that they will work as ‘emergency teams’ throughout the today’s 

sessions. Give the teams a scenario to work from. Choose the best suitable option for the group:

Option 1: Participants come from different countries or are not currently working in 

an emergency

Use the scenarios A (quick onset) and B (slow onset) as imaginary emergency contexts. The scenarios will 

allow participants in each group to work together as a team in designing a context-specific feedback 

mechanism. Give half of the groups scenario A to work with, and the other groups will use scenario B. 
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Option 2: All participants work in the same country / emergency setting

If participants are currently working in the same country or emergency setting, the teams will use their current 

context as the scenario for this session. Different groups may be created for different geographical areas (e.g. 

camp / host community), as relevant.

4.1 Designing a child-friendly feedback mechanism (2.5 hours)

•	 Present an overview of ‘Phase 1: Designing a child-friendly feedback mechanism’. This session will let the 

groups experience the process of designing a child-friendly feedback mechanism, as outlined in Child-

Friendly Feedback Mechanisms guide and toolkit. 

•	 Ask each group to take notes of their discussions and reflections in each step of the process. This can 

either be done using flipcharts and markers or personal laptops, as long as the notes are accessible to all 

team members.

Step 1.1 Forming a feedback task team

•	 Ask participants who in their country office (or: in scenario A and B) would be the lead person to develop 

a feedback mechanism. Which (partner) staff functions should be considered?

•	 Explain that in new emergency operations, or low-resource setting, not all functions might be in place right 

away. Involvement of senior management is important to ensure that sufficient resources are allocated to 

feedback mechanisms and that there are no gaps left in key roles and responsibilities.

Step 1.2 Analysing the context

Exercise: Analysing the operational context (15 minutes)

•	 Present the guiding questions to analyse the operational context. Give the groups 10 minutes to reflect on 

their own context (or: scenario A or B). Ask each group to take notes on a flipchart.

•	 Ask each group to present the key capacities and constraints from their context. 

•	 If using scenario A and B, highlight the following:

•	 Plan International has been present for 10-15 years, so maybe there are existing feedback mechanisms. 

•	 Conservative cultural context: might hint at limited mobility and literacy of particularly girls and women.

•	 Scenario A has 10 ethnic groups who each might have their own language or dialect.

•	 Scenario B presents high insecurity situation and poor infrastructure.

•	 Ensure children with impairments, elderly, and others with special needs are included.

•	 	Partners involved: need to ensure feedback mechanisms extend to partners.

•	 Short duration of response (six months): a mechanism should be put in place. Where and when possible, 

the mechanism should link to our longer-term presence and programmes.

Step 1.3 Defining the scope of the feedback mechanism

•	 Explain that the scope of Plan International’s feedback mechanisms is broad: it includes both feedback on 

our assistance as well as on staff conduct. 

•	 The nine corresponding feedback categories are also standardised, but may be adapted to local context. 

Highlight that complaints in category 7, 8 and 9 identified through the feedback mechanisms should 

always be reported immediately to the respective focal points.
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Step 1.4 Selecting child-friendly feedback channels

•	 Show the video (9:08 min) on World Vision-supported feedback mechanisms. The video shows how 

feedback channels were developed to meet the needs of the community, and how feedback influenced 

programming. 

•	 Ask the group:

•	 Which feedback channels did you see in the video? Community discussions, phone, SMS, score cards, 

etc.

•	 Were all channels effective from the beginning? Why (not)? Some channels did not work as planned, and 

after consultation with communities, particularly women as end users of the project, channels were 

changed or adapted to become more effective.

•	 What did these organisations do to make it easier for people to provide feedback? Use phone instead 

of SMS, used visuals and pictograms where literacy was low, used a variety of media to raise awareness 

on the channels.

•	 What changes in the programme did the provided feedback lead to? Adaptations in the project, but also 

empowerment of the women involved as actions were taken based on their feedback.

•	 The video did not highlight specific feedback channels for children and young people. Do you think 

children and young people could use the same channels? Why (not)?

•	 Make sure to highlight the following key messages in the discussion:

	 Consulting with communities is a crucial part of designing effective feedback mechanisms. It helps to 

understand existing capacities and common practices in providing feedback, based on which effective 

feedback channels can be developed. 

	 The preferences and capacities of children and young people might be different than those of adults; 

therefore, it is key to consult with children and young people and where needed, develop separate 

feedback mechanisms. 

	 In order to build communities’ trust the system and to benefit from feedback, it is crucial that feedback 

is actually used to improve programmes.

•	 Present the slide with different feedback channels. Explain that the preferences of children and young 

people can be context-specific but that these commonly include: face-to-face meetings, reporting to 

feedback focal point (particularly for safeguarding concerns), writing (letters, proposals, or simply a 

feedback form), reporting to their peers, and phone helplines, SMS, email and internet. Specific feedback 

activities can also be integrated into project activities.

•	 No one channel meets all needs of all people. Therefore, it is recommended that a feedback mechanism 

uses multiple feedback channels. 

•	 To know what feedback channels are most appropriate, consult with the community and decide together!

•	 Tell the group: Before starting community consultations, we will hold an internal team meeting to prepare 

this together. Consider the available time, funds and human resources available in your context.

Exercise: Selecting child-friendly feedback channels (60 minutes)

1. Each group takes 45 minutes to undertake the following steps:

•	 Select potential feedback channels: each groups make a preliminary selection feedback channels that 

re feasible within the given context and resources. Remind participants to ensure a selection of ‘one-way’ 

and ‘two-way’ channels and to select specific channels for reporting of safeguarding concerns, with at 

least one confidential reporting channel. Use the Child-Friendly Feedback mechanisms guide and toolkit, 
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particularly Tool 4. Feedback Channels and Tool 13. Child-Friendly Feedback Mechanism: 

Discussion Guide to reflect on key age, gender, inclusion, safety and confidentiality considerations of each 

feedback channel. 

•	 Select specific feedback channels for SEA and safeguarding: discuss the specific requirements for 

safe and confidential reporting of protection concerns.

•	 Identify community groups/members to consult with: Identify community groups or key community 

members to consult with when selecting feedback channels.

2. �Ask each group to document their reflections on a flipchart. Make sure to walk around the groups and 

provide feedback during the group work.

3. �After 45 minutes, put all flipcharts up on the wall, and hold a ‘gallery walk’ in the room. Give each group 

3-5 minutes to present their feedback channels and some of the key considerations. 

•	 In feedback on each presentation, highlight the following key messages:

	 Feedback channels should be multiple to ensure we reach all girls, boys, women and men.

	 Select a mix of one-way and two-way feedback channels including at least one channel to provide 

anonymous/confidential feedback.

	 Consider setting up specific channels for people who are homebound or otherwise less mobile, such as 

people with physical impairments, pregnant women or elderly. 

	 Consider the need to set up specific safe and confidential feedback channels to report breaches of 

safeguarding and code of conduct.

	 Discuss the impact of any security concerns on accessibility of feedback channels for both beneficiaries 

and staff members.

	 Consider adaptations for low literacy, low connectivity and low resource settings.

 

Step 1.5 Designing the feedback loop

•	 Once feedback channels have selected, it is time to develop the feedback loop. The effectiveness of a 

feedback loop depends on a series of highly coordinated actions, and clear roles, responsibilities and 

timeframes supported by several teams and departments.

Exercise: Designing the feedback loop (30 minutes)

1.	Let the teams review Tool 16. Feedback loop. 

2.	Based on their scenario and selected feedback channels, they develop key actions, roles and timeframes 

for each feedback channel and each step.

Step 1.6 Planning resources 

•	 Present the main categories of resources that must be considered to resource the feedback loop.

Exercise: Planning resources (15 minutes)

1.	Give participants 15 minutes to analyse their own context (or: scenario A or B) and make a priority list of 

resources required, i.e. the top 10 of most urgent items, costs or resources. Refer to Step 1.6 (page 40 

and 41) of the guide for more details. 

2.	In plenary, ask each group to share one ‘take-away’ from their discussion.
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Step 1.7 Developing a feedback mechanism implementation plan. 

•	 Explain that an implementation plan can be developed when all steps have been completed. This plan will 

help to internally communicate and advocate for well-resourced feedback channels. Including a master 

budget can help promote cost-recovery into project budgets. 

•	 Give participants 5 minutes to review Tool 1. Implementation plan and answer any questions.

Step 1.8 Building staff capacity 

•	 Explain that this is a key step in the preparatory phase of feedback mechanisms. Show the minimum 

requirements for staff capacity building.

•	 Ask participants: how this can be done in a situation of limited time and resources? 

•	 Highlight that Plan International has an online course on the Safeguarding Children and Young people 

Policy available on Plan Academy.

Step 1.9 Informing the community

•	 Tell participants that the next session is dedicated to this final and important step of the design phase. 

Session closing

•	 Invite questions on the session and check if the session objectives have been met.

Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 
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FACILITATOR GUIDE 
Session 5 Information and communication 

Outcome 	

1.	1. Participants understand the requirements under CHS commitment 4.

2.	2. Participants have identified key messages and information that must be communicated to communities.

3.	3. Participants have reflected on what, who, where, when and how to communicate with children, young 

people and communities.

Resources 	

•	 PowerPoint Presentation Session 5

•	 Child-Friendly Feedback Mechanisms guide and toolkit 

•	 Tool 13 Child-Friendly Feedback Mechanisms: Discussion Guide

•	 Tool 17 Community awareness raising on Safeguarding and SEA

•	 Any good examples of information and communication materials or approaches from the local context	

Time needed	

1 hour  

Preparation	

•	 Prepare the video (link in Powerpoint facilitation notes).

Steps

Session introduction (5 minutes)

•	 Introduce the learning outcomes of the session.

5.1 CHS Commitment 4: Where does Plan International stand? (10 minutes)

•	 Overall, Plan International children, young people and communicates with communities using a range of 

formats and media. All materials follow strict approvals to ensure they represent communities ethically. 

Communities are encouraged to participate and accountability is important to Plan International teams, 

however: according to the 2017 audit, there are also some weaknesses in the way we structurally 

communicate and engage with communities. 

•	 Ask the group: do you recognize these challenges from current or previous work experiences?

•	 Show the video (2:22 min) from InfoAid on how and why communication with affected populations is life-

saving humanitarian assistance. 

•	 Ask the group: Do you have examples of communication activities that you have seen or implemented 

during an emergency that helped improved the situation of affected people?

5.2. Information and communication: What, Who, Where, When and How (40 minutes)

•	 Ask the group what type of information they normally provide to communities.
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•	 Present the key information that should be provided to communities at minimum. 

•	 Highlight that specific information should be developed to explain the concept of SEA and outline our 

organisational commitment and policies related to PSEA and children and young people safeguarding.

Exercise: Developing an information and communication plan (30 minutes)

1. Each group develops an information and communication plan, which includes:

•	 Who: who are the main target groups to be reached?

•	 Where: in what locations will information be provided?

•	 When: what is the frequency or timing of information provision

•	 How: is information communicated? How will information be adapted to different groups?

2. �Groups use Step 1.9 (page 45-47) of the guide and Tool 13. Child-Friendly Feedback Mechanism: 

Discussion Guide for more guidance on how information and communication work can be culturally-, 

gender- and age-appropriate, inclusive, safe and confidential and how confidentiality and sensitivity of 

issues can be addressed. Tool 17. Community awareness raising on Safeguarding and SEA can be 

used as a reference for PSEA awareness raising. 

3. �Present the Who, Where, When and How from the slides. Ask the groups to add to the slides by presenting 

their Who, Where, When and How.

Session closing (5 minutes)

•	 Close the session with the following key messages:

	 Information, communication and engagement with communities should be inclusive of the most 

marginalised children and community groups.

	 Information about the organisation, our programmes and staff conduct should always be provided.

	 Information and communication should take place in a systematic manner, and not only when we need 

information throughout the project or programme, for example during needs assessments.

	 Invite questions on the session and check if the session objectives have been met. 

Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 
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FACILITATOR GUIDE 
Session 6 Implementing the feedback loop 

Outcomes	

1.	Participants are familiar with the feedback loop.

2.		Participants understand the importance of closing the feedback loop.

Resources 	

•	 PowerPoint Presentation Session 6

•	 Exercise 5. Role Play

•	 Exercise 6. Reviewing a feedback mechanism

•	 Child-Friendly Feedback Mechanisms guide and toolkit 

•	 Tool 2. Feedback mechanism scorecard

•	 Tool 5. Child-friendly feedback activities

•	 Flipcharts

•	 Crayons, paint or other creative materials

•	 Cards 

•	 Markers

•	 Pens	

Time needed	

1.5 hours

Preparation	

•	 Print one copy of each activity from Tool 5. Child-friendly feedback activities.

•	 Prepare four activity cards: Happy/Sad face, Diamond Ranking, Starfish Method and Creative arts. 

•	 Prepare ‘feedback’ cards: ‘I did not like the activity where we..’., ‘I would like to do something else next 

time’, ‘I did not feel safe during the activity’, ‘I did not feel safe on the road my way to the activity’, ‘I did not 

get the same materials as my sister’, ‘the play materials are broken, can we get new ones?’, ‘Is it possible 

to get internet?’.

•	 Prepare ‘diversity’ cards: ‘I cannot walk’, ‘I cannot read or write’, ‘I am very shy’, ‘I have no arms’.

•	 Optional: Print one copy of Exercise 5 for each group.

•	 Optional: Print one copy of Exercise 6 for each pair.

Steps

1. Session introduction (5 minutes)

•	 Introduce the learning outcomes of the session.

6.1 Implementing the feedback loop (1 hour)

•	 In this session we will look at the four steps of the feedback loop.
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Step 2.1: Listening to children, young people and communities

Exercise: Feedback activities with children (45 minutes)

1.	The feedback mechanism that we designed in the previous session, is now up and running. During the 

consultation with communities, children liked the idea of participatory feedback activities. Today is the first 

time we hold these sessions with different groups!

2.		Participants work in the same groups as the previous session and with the same scenario (i.e. scenario A 

or B or the specific country context). 

3.		Each group is given an activity card (Happy/Sad face, Diamond Ranking, Starfish Method or Creative Arts). 

The group nominates two facilitators who get ten minutes to prepare a 15-minute feedback activity, 

following the activity instructions in Tool 5. Child-Friendly Feedback Activities.

4.		Each group is then paired up with another group. The two facilitators of the first group facilitate their 

feedback activity for the rest of the group members. 

5.		Give a few participants who play the children, a feedback and give one person a ‘special need’ cards which 

influences their ability to participate in the activity.

6.		After 15 minutes, the facilitators and their activity to swap with the facilitators of the other group. Give some 

other participants a feedback card and give one person a ‘diversity’ card. After 15 minutes, end the second 

feedback activity. 

7.		Within the groups, reflect on the activities they participated in: what are the strengths of the activity, what 

are the challenges in facilitating the activity, and are adaptations needed for specific age or target groups?

8.		The aim of these role plays is not to provide feedback on facilitation skills (although positive feedback can 

be welcome) but the purpose is to practice the activity, and identify challenges and opportunities, and 

potential adaptations for specific target groups.

•	 Using the PowerPoint slides, highlight that acknowledging feedback is not merely a technical step in the 

process; it is a key staff capacity, demonstrated by strong communication skills and a respectful attitude 

towards the feedback provider. It makes people feel heard.

•	 While any staff member could potentially receive a complaint about a safeguarding breach or SEA allegation, 

formal acknowledgement should always be handled by the dedicated (trained!) focal points.

•	 Record feedback: whether solicited or unsolicited feedback, always record it. Especially informal feedback 

is often not recorded, which leads to loss of important data. 

•	 Feedback may be provided anonymously: inform people on the limitations in responding to anonymous 

feedback or closing the feedback loop.

Step 2.2: Categorising feedback

•	 The minimum data to collect (feedback category, sex, age, and disability) is in line with Plan International’s 

Sex, Age and Disability Disaggregated Data (SADDD) policy.

•	 Emphasise that all feedback that falls into categories 7 and 8 must be recorded in a confidential way: 

without entering any personal details of the complainant. This information should be stored securely by 

respective focal points and only be shared on need-to-know basis.

•	 Optional: Review and practice with the database tool by entering the feedback that was collected during 

the role play. 
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Step 2.3: Responding to feedback

•	 Response to feedback can be decided by each responsible team. Usually major changes will require a 

senior management decision. 

•	 Category 7-9 feedback are responded to by respective focal points. No confidential information is to be 

included in the feedback database. 

Step 2.4: Closing the feedback loop

•	 This step is often the weakest link of the feedback mechanism.

6.2 Learning from feedback

•	 Present the slide on learning from feedback. Ask the group: do you know other good practices in using 

feedback for organisational learning?

Exercise: Monitoring the feedback mechanism (30 minutes)

•	 Select exercise option 1 or 2 for the groups to practice monitoring a feedback mechanism. 

Option 1: Role play: Monitoring the feedback mechanism

•	 Tell the group: The feedback mechanism has been functioning for one month now. It is time to monitor 

whether the feedback mechanism is accessible and adapted to people of different gender, age, ability, 

social status, ethnic group, etc.

•	 Each group selects 3 volunteers for the role play: an emergency response manager, and two community 

members, Fatima (15-year old girl) and Vikas (30-year old man). The other team members will be observers. 

Give the volunteers a printed copy of their roles from the handout Exercise 5. 

•	 The participants who will play the roles of Fatima, Vikas and the feedback manager get 10 minutes to read 

their role description and prepare, without giving away information to the rest of the team. 

•	 Start the role play. The feedback manager asks Fatima and Vikas a series of questions to ensure the 

feedback mechanism is functional and child-friendly. Fatima and Vikas will respond based on the description 

of their situation, while also using their imagination based on the scenario. 

•	 After the feedback manager has asked all questions, the role play ends.

•	 In plenary, ask all groups to share reflections on what worked well in the feedback mechanisms and what 

could have been done to strengthen the participation and inclusion of Fatima and Vikas in the feedback 

mechanism.

•	 Include the following key messages in the discussion:

	 An effective feedback loop starts with awareness raising (information and communication).

	 Gender roles, cultural norms, physical barriers and low literacy levels are key factors that impact on the 

accessibility of a feedback channel.

	 Sometimes the actual feedback channel is not the problem; it is the lack of trust in the system that 

prevents people from using it. Often children, particularly those reporting SEA, assume that they will not 

be believed by those receiving their complaint; other might have concerns around confidentiality. 

	 Vulnerable groups might have concerns over their safety, language and cultural barriers.
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Option 2: Reviewing a feedback mechanism

•	 Divide participants into pairs. Each pair will either review case study X or Y from the handout Exercise 6. 

•	 Each case studies describes an emergency situation in which a feedback mechanism has been set up.

•	 Each pair assesses the described feedback mechanism using Tool 2. Feedback Mechanism Scorecard 

to identify the strengths and weaknesses of the feedback mechanism and identify actions for improvement.

•	 In the plenary discussion, highlight the following:

Case study X:

•	 The purpose of the food security feedback mechanism is only to record Plan International’s humanitarian 

assistance, not other type of feedback such as staff conduct.

•	 The suggestion box is not being used.

•	 Not enough staff to manage feedback, which limits effective response to feedback.

•	 No feedback from women.

•	 The food security and child protection feedback mechanisms are not linked.

•	 No clear roles and responsibilities in the feedback loop.

•	 Insufficient resources to manage the feedback mechanism.

•	 Not communicating back to the community on actions taken.

•	 Costs for the feedback mechanism have not been included in the project proposals.

Case study Y:

•	 Informal feedback is not recorded.

•	 No feedback from men in some of the channels.

•	 The location of suggestion boxes (government office) limits safety and confidentiality.

•	 Hotline not operational (lack of proper assessment or consultation when selecting channels).

•	 Boys and girls and people with disabilities have not accessed the feedback mechanism.

•	 No information provided about the project, Plan International, etc.

•	 Community is not made aware about how to provide feedback about the programme activities.

Session closing (5 minutes)

•	 Invite questions on the session and check if the session objectives have been met. 

Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 
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FACILITATOR GUIDE 
Session 7 CHS Action Planning 

Outcome 	

1. Participants have identified key actions to improve performance on CHS commitment 4 and 5.

Resources 	

•	 PowerPoint Presentation Session 7

•	 Exercise 7. CHS Action Planning 

•	 Participants’ own laptops	

Time needed	

30 minutes 

Preparation	

•	 Review any ideas or issues placed by the group in the ‘car park’.

•	 Prepare a copy of the Exercise 7. CHS Action Planning for each participant.

Steps

7.1 CHS Action Planning (25 minutes)

•	 This session will look at next steps in improving our performance on CHS Commitment 4 and 5.

Exercise: CHS Action planning

•	 Review the indicators under CHS commitment 4 and 5 and select 3 to 5 indicators that you feel should be 

strengthened as a matter of priority. 

•	 Participants (individually or in small groups) develop actions, including a timeline, staff responsible, budget. 

Also consider any barriers and solutions for each action. 

•	 Ask participants: What support would you need to realise these actions to improve feedback mechanisms?

7.2 Training closing (5 minutes)

•	 Review any issues / concerns that have been placed in the Parking Lot.

•	 Invite questions on the session and check if the session objectives have been met.

Facilitator notes/observations

Please note here any reflections from the session which may be useful in future sessions or training. 



Exercise 1: Definition pairing game 



		



Accountability to Affected Populations (AAP)

		The commitment by agencies providing humanitarian assistance to use power responsibly by taking account of, giving account to, and being held to account by the people they seek to assist.





		

Complaint

		Type of feedback which provides a negative reaction or negative information





		

Core Humanitarian Standard (CHS)



		

The Core Humanitarian Standard on Quality and Accountability





		



Feedback

		Information or reaction to a product, service performance. Can be positive or negative, or include a suggestion for change or improvement.





		



Feedback channel



		A specific channel that girls, boys, young people and communities can use to reach the organisation with feedback or a complaint. For example: a toll free phone line, a focus group discussion, or a post-distribution survey.



		





Feedback Mechanism



		

A comprehensive system designed to capture and report the viewpoint of girls, boys and young people, communities and partners about an organisation’s work in order to improve it.





		





Participation 



		

The processes or activities that allow girls and boys of different ages, young people and adults to be involved in and influence decision-making, including the design, implementation and evaluation of actions. 





		





Prevention of Sexual Exploitation and Abuse (PSEA)

		

Efforts, including policies, procedures and actions that are put in place by organisations to prevent and mitigate risks of Sexual Exploitation and Abuse (SEA) against affected populations, by aid workers.





		



Do No Harm



		

Key humanitarian principle that sets out to avoid exposing children and adults to further harm as a result of (in)action or through the process of providing assistance. 





[bookmark: _GoBack]
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Handout Exercise 2: Categorising feedback





Statements community A



		

“I really like the child friendly space in my camp, it is full of toys and we sing all the time. However, it closes very early and it never opens in the weekends (…) It would be great if our child club could use the space for weekly meetings.”





		

“I have seen that Plan International’s logistician is very friendly with the company that sells the rice that we get distributed. His son in-law works for that company. When I asked him about this company, he got really defensive and told me to mind my own business.“





		

“You always come to my community and ask a lot of questions about what we need after

the flooding, and we tell you what we need, but you never come back or bring any help.”





		

“Your driver is driving very fast in my community, this is really dangerous; one day he will hurt someone.”





		

“The NFI kit you distributed last week did not include soap or a nail cutter as promised.”











Statements community B:



		“I am not on the list of beneficiaries for the emergency shelter, but my house was destroyed by the disaster and now my family and I have nowhere to go. Can you help me? What number do I have to dial to talk to your organisation?”





		“The teacher in the temporary learning space is always touching my arms and my back.

He always asks me personal things or tells me that I am pretty. I don’t like it.”





		“Your organisation asks adolescent boys of 14 to 17 years old to help carry heavy goods during distributions. I understand that in the local culture this may be accepted, but this work is too heavy for them and it may encourage child labour. This sets a very poor example for families and other agencies.”





		“ I know you are providing “back to school” kits but what I really need is food. Why can’t

you give me food if that is what I need?.”





		“The company that transports water to our community on behalf of Plan International, is now asking for money in exchange for water, while we were told they would provide it for free. Last week the driver asked for the phone numbers of two young girls.”
















Answer sheet for the facilitator:



Statements A



Feedback: “I really like the child friendly space in my camp, it is full of toys and we sing all the time. However, it closes very early and it never opens in the weekends (…) It would be great if our child club could use the space for weekly meetings”.



Answer: This feedback contains three types of feedback: it includes an expression of appreciation (Category 1 – Expression of Gratitude), an expression of minor dissatisfaction (Category 5 – Minor Dissatisfaction) and a suggestion to change or improve something (Category 2 – Suggestion for Improvement).



Feedback: “I have seen that Plan International’s logistician is very friendly with the company that sells the rice that we get distributed. His son in-law works for that company. When I asked him about this company, he got really defensive and told me to mind my own business”.



Answer: This feedback is an alleged case of fraud (Category 8 – Breach of Code of Conduct). Note that a breach of policy or code of conduct does not have to be proven to be categorised as such. Verification and investigation will follow after categorisation.



Feedback: “You always come to my community and ask a lot of questions about what we need after the flooding, and we tell you what we need, but you never come back or bring any help”.



Answer: This feedback is an expression of dissatisfaction (based on the context, this could be Category 5 – Minor Dissatisfaction, or Category 6 – Major Dissatisfaction).



Feedback: “Your driver is driving very fast in my community, this is really dangerous; one day he will hurt someone”



Answer: This feedback is a security concern / risk (Category 9 – Security). Note that a security concern does not have to be proven to be categorised as such. Verification and investigation will follow after categorisation.

 

Feedback: “The hygiene kit you distributed last week did not include soap or a nail cutter as promised”

Answer: This feedback is an expression of dissatisfaction (Category 5 – Minor Dissatisfaction). 



Statements B



Feedback: “I am not on the list of beneficiaries for the emergency shelter, but I lost my house and now, my family and I have nowhere to go. Can you help me? What number do I have to dial to talk to your organisation?”



Answer: This feedback is a request for assistance (Category 4 – Request for Assistance) and a request for information (Category 3 – Request for Information). 



Feedback: “This teacher in our temporary learning space is always touching my arms and my back. He always ask me personal things or tells me that I am pretty. I don’t like it”



Answer: This feedback is report of inappropriate staff behaviour (Category 7 – Breach of Safeguarding policy). Note that a breach of policy or code of conduct does not have to be proven to be categorised as such. Verification and investigation will follow after categorisation.



Feedback: “Your organisation asks adolescent boys of 14 to 17 years old to help carry heavy goods during distributions. I understand that in the local culture this may be accepted, but this work is too heavy for them and it may encourage child labour. This sets a very poor example for families and other agencies.”



Answer: This feedback reports a risk of harmful work as a result of our assistance which is a safeguarding concern (Category 7 – Breach of Safeguarding policy). Note that a breach of policy or code of conduct does not have to be proven to be categorised as such. Verification and investigation will follow after categorisation.



Feedback: “ I know you are providing “back to school kits”, but what I really need is food. Why can’t you give me food if this is what I need?”



Answer: This feedback contains an expression of major dissatisfaction with the assistance provided (Category 6 – Major Dissatisfaction) and a request for assistance (Category 4 – Request for Assistance). This feedback can be categorised as a major dissatisfaction as opposed to minor dissatisfaction, as seemingly the most pressing humanitarian needs of the child and family are not being met. 



Feedback: “The company that transports water to our community on behalf of Plan International, is now asking for money in exchange for water, while we were told they would provide it for free. Last week the driver asked for the phone numbers of two young girls”.



[bookmark: _GoBack]Answer: This feedback includes an allegation of exploitative behaviour and misuse of power (Category 8 – Breach of Code of Conduct) and an allegation of inappropriate behaviour towards children (Category 7 – Breach of Safeguarding policy). Note that a breach of policy or code of conduct does not have to be proven to be categorised as such. Verification and investigation will follow after categorisation.
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I. Case study: Assigning responsibilities for PSEA in a refugee programme in Kenya 
(Refugee Consortium Kenya - RCK)


MOS 3: A dedicated department/focal point is committed to PSEA


The programme 


The Refugee Consortium of Kenya (RCK) promotes and protects the rights and dignity of 
refugees, asylum seekers, internally displaced people and other forced migrants in Kenya 
and the wider East African region. The organisation was established in response to an in-
creasingly complex and deteriorating refugee situation in Kenya and the region. 
RCK provides legal aid services and psychosocial counselling; advocates for policy change 
and raises awareness on the rights of refugees. The organisation works in Nairobi and urban 
centres and in camps hosting refugees. 


The issue


RCK had introduced some PSEA measures in 2004. In 2010 RCK began work with UNHCR 
and, as a requirement of the partnership, had to include PSEA commitments in all contracts 
and demonstrate that the organisation was actively implementing PSEA measures across the 
organisation. RCK needed key people within the organisation to support PSEA implementa-
tion. 


What RCK did 


RCK decided to assign focal point responsibilities to key staff in the organisation. The nation-
al focal point role was assigned to the HR/admin officer in Nairobi. RCK recognised that the 
HR/admin officer is an important role for PSEA. The HR/admin officer had the necessary au-
thority to recommend or take decisions in relation to staff, and she was able to work profes-
sionally, be objective and manage information confidentially. 
RCK also recognised, however, that this role did not have contact with the refugee com-
munities where abuse might be taking place. They needed to assign focal point roles to pro-
ject managers who worked in the camps and the urban communities in which RCK operated.
The focal points have been given a number of responsibilities for PSEA. The HR/admin of-
ficer is responsible for: 
• Delivering induction/training to staff on PSEA. 
• Reporting concerns or issues with PSEA implementation to the Senior Management 


Team. 
• Receiving reports and coordinating the response to any reports that arise.  


The project managers are responsible for:  
• Holding monthly staff meetings during which they discuss PSEA.  
• Holding quarterly meetings with refugees during which they discuss PSEA.  
• Receiving reports from refugees. 


The senior management team hold a monthly review of concerns or issues that have arisen 
with the implementation, and reports as necessary to their Board of trUSTEES. Key staff 
have received introductory training on pSEA and report as necessary to their Board of Trust-
ees. 


Key staff have received introductory training on PSEA and participated in events on investig-
ations.







What happened as a result 


RCK have been able to demonstrate that PSEA measures are being implemented through-
out the organisation. All staff are trained and have the opportunity to discuss PSEA on a 
regular basis so awareness on PSEA and code of conduct is high. Coordination on PSEA 
across the organisation is strong - particularly between the focal points. Lines of reporting 
are very clear, refugees know who has responsibility for receiving and responding to reports 
and the team can manage issues professionally. 


RCK has also been able to identify where their gaps may be. For example, they are explor-
ing different avenues for encouraging reports on PSEA to build refugee confidence in report-
ing. Further training will be needed for key staff to manage cases and conduct investiga-
tions. 


Lessons learnt 


• Need to commit to being accountable on PSEA – having funds to implement PSEA 
measures is not enough.  


• Include a proportion of costs for implementing PSEA measures in all project propos-
als.  


• Ensure job descriptions reflect responsibilities, and that time is allocated for PSEA 
work.  


• Make sure focal points have a good relationship with the communities you are sup-
porting – it is difficult for people to report if they do not know the focal point, or if they 
do not trust them.  







II. Case study: Communicating principles and values to YEU staff in Indonesia  


MOS 7: Effective and comprehensive mechanisms are established to ensure awareness raising 
on SEA amounts personnel



The programme 


YEU is the Emergency Unit of YAKKUM - the Christian Foundation for Public Health, based in 
Indonesia. YEU provides humanitarian assistance across Indonesia and the East  Asia region. 
The issue  YEU has an organisational code of conduct, which covers issues of PSEA. The 
code of conduct has been part of all staff contracts since 2011. However, the challenge was to 
raise staff awareness on PSEA, so it became a ‘living’ part of their work – not just something 
that they signed with their contract, then forgot about. 


What YEU did 


YEU set up a series of procedures to ensure that PSEA became part of regular management 
processes. This includes: 


• Inductions on the organisation’s principles and code of conduct, which includes PSEA. 
• Quarterly management meetings to address pressing issues of PSEA, review PSEA policy, 
etc. 
• Annual all-staff meetings in order to refresh staff on organisational values and norms, includ-


ing PSEA – and share experience of dealing with PSEA issues from the field. 
• Displaying agreements with communities on the walls of field offices, which include code of 


conduct and remind staff of the specific behaviour that is expected of them.
• Implementing 360° feedback for staff performance (where both managers and subordinates 


can feed back on staff performance), which includes breaches of the code of conduct. 
• Including PSEA in other associated policies, such as the communication policy, the informa-


tion disclosure policy etc – so it is visible across the organisation.  
 


What happened as a result 


YEU report that the results have been very positive – staff are more aware of PSEA issues as a 
result of rolling out these procedures. In addition, working on PSEA has been helpful for ac-
ceptance in the community. YEU are a Christian organisation working in a majority Muslim 
country. Introducing PSEA has shown the community that YEU are really thinking about how 
they can work together respectfully, and has helped to develop trust. 


Lessons learnt 
• Be aware of staff turnover, or whenever there is mobilisation of volunteers, especially for 


short-term assistance. You will need to re-introduce PSEA for each specific context.  


• PSEA is relevant for all staff – from senior staff to security, drivers, gardeners. There is 
no excuse.  


• In smaller offices, sometimes managers have to ‘switch roles’ if there is a PSEA issue. 
Make sure they have additional training on how to deal with it.  


• For Christian and other faith-based organisations, it is helpful to include PSEA in com-
munications about organisational values and principles.  


• Think about how to roll PSEA out to partners – not just other NGOs, but hospitals and 
others.  







III. Case study: Involving the community in PSEA messages in Ethiopia 


MOS 4: Effective and comprehensive communication from headquarters to the field on expecta-
tions regarding raising beneficiary awareness on PSEA



The programme


GOAL implements a wide-scale humanitarian  programme in Ethiopia, providing programmes 
including emergency seeds, water and sanitation, and community-based management of nu-
trition. They have a large number of staff across many regions, most of them Ethiopian na-
tionals.


The issue


GOAL Ethiopia has a code of conduct that addresses PSEA, but found that the reality was 
staff were signing it then filing it away without really being aware of the contents. GOAL de-
cided that they would look at ways that they could bring the code of conduct to their staff and 
to the community they were working with.


What GOAL did


First of all, GOAL decided to identify the key messages in the code of conduct. They asked 
team members to help define the four top priority messages from the code of conduct. They 
did this by conducting a country-wide survey. 
Working with the monitoring and evaluation team, the humanitarian programme manager se-
lected one office in each region of the country. They then held a meeting with staff in that of-
fice, and put a piece of flipchart paper on the wall for each of the points in the code of con-
duct. Staff were asked to mark what they thought were the top four most important points. In 
addition, the GOAL team surveyed staff in the country office. They put out the flipcharts on a 
wall in the office, and left them for a week. Staff could mark the flipcharts whenever they 
wanted, for example when they were going for lunch. All the responses were then added to a 
database, and the overall top four priorities were calculated. The four key priority messages 
were: 
• Do not accept bribes. 
• Do not abuse children. 
• Do not exclude different groups in the community. 
• Do not sexually exploit people. 


Next, GOAL’s media officer came up with some designs and images that he felt matched the 
four key points. The images were then taken out to communities, and were discussed with a 
wide group of people – different tribes and clans, beneficiaries and non-beneficiaries. 


At this stage, the designs did not have any writing on, as the team wanted to see if the com-
munities understood the messages that the images were trying to convey. There was a lot of 
feedback, which was all fed back to the country office. Some couldn’t be taken into account, 
but most could. Text was also added to the images in the different local languages spoken 
where GOAL works.
 
The images were then made into posters and displayed wherever possible – at the country 
office, in warehouses, in field offices, and so on. 







What happened as a result 


As a result of the measures taken, GOAL began to receive feedback from the community, 
which was dealt with through the appropriate channels. The fact that PSEA was chosen as one 
of the four key messages shows that GOAL staff in Ethiopia take it very seriously, and commu-
nicating this to the community demonstrates GOAL’s commitment on this. 


Lessons learnt 


• Ensure you have the participation and buy- in of key staff to roll the message out to 
communities. It is often assumed that this trickles down from senior management – it 
does not.  


• Do not be afraid to approach donors to fund your PSEA activities.  


• No need to create extra meetings for community feedback – add it on the meetings that 
are already planned.  







IV. Case study: PSEA complaints mechanisms on the Thai-Burma border 


MOS 5: Effective community based complaints mechanisms, including victim assistance


The programme


The Committee for the Coordination of Services to Displaced Persons in Thailand (CCSP-
DT) is a network of NGOs and community-based organisations working with displaced 
people in camps along the Thai- Burma border.
 
The issue 


CCSDPT wanted to provide an environment where refugees, particularly those most vul-
nerable in their communities, knew they were able to access services free from abuse and 
exploitation. 


What CCSDPT did 


First of all, CCSDPT developed an inter-agency protocol for dealing with complaints of 
SEA. The protocol included: 


• The channels through which complaints might be received. 
• Assigning Focal Points to deal with and refer incoming complaints. 
• Clear guidance on management responsibilities for dealing with complaints once they 
were received. 
• Procedures for investigating complaints of SEA. 
• How to refer complaints made about another network member. 
• Support to survivors of SEA. 
• Establishing a steering committee to ensure complaints were being dealt with according 


to the protocol. 


Member agencies then implemented a widespread roll-out of PSEA measures to the 
camps. Entry points for complaints were designed, including through existing structures 
such as community-based organisations, the sexual and gender-based violence commit-
tees, complaints boxes, or reporting directly to the agency. 


Awareness raising was then conducted through community-based organisation represent-
atives. This included PSEA messaging in local language on caps and bags, and through 
theatre and radio broadcasts. 


What happened as a result 


Cases of PSEA began to reported to CCSDPT, and were dealt with according to the pro-
tocol. Three years after the mechanisms were introduced, an assessment found that the 
community perceived that SEA had significantly reduced.  







 


Lessons learnt 


• Consult with beneficiaries and CBOs on your complaints mechanism from the design 
stage onwards, otherwise it can affect use and sustainability.  


• Consult with vulnerable groups, such as new arrivals to the camp, single women and 
children on reporting mechanisms.  


• Consider different community languages and customs from the start.  


• Consider how to ensure the momentum on PSEA is maintained once dedicated re-
sources are no longer available.  








Scenario A: Sudden onset emergency



Lalaland has been hit by a succession of floods, a major cyclone and landslides, affecting more than 7.4 million people and destroying agriculture, homes and livelihoods. While the country experiences a level of flooding each year during season, this year’s rainy season has started earlier than usual and lasted longer. During the peak of the rainy season, a major cyclone hit the Southern part of the country, causing major floods that caught millions of people by surprise and left the Government unprepared. The impact of the disasters has been extraordinary, leaving more than 1 million people homeless, 1,000 dead and 3,600 injured.



In the Southern part of the country, the first cholera outbreak has been reported. Poor sanitation, already a challenge in Lalaland before the emergency, in combination with the floods has led to a first outbreak, and more outbreak are expected to follow elsewhere. Access to safe water is a priority humanitarian need, as well as shelter. Protection of children is a real concern: schools have been closed, many are living in makeshifts camps and many girls and boys are reported to be separated and unaccompanied. The risk of gender-based violence is high in the Internally Displaced People (IDP) camps, particularly for women and girls.



Plan International has been working in the Southern part of the country for the last 15 years. The Southern part of Lalaland is rural and the population heterogenous; in the affected region there are more than 10 different ethnic groups with each a different language. The population is quite conservative in terms of gender roles; women are typically in charge of the household and responsible to take care of all family members. Some women engage in productive work, mainly farming or running shops, while some work as teachers or nurses. Men on the other hand, engage in daily wage labour such as construction, and many migrate to neighbouring countries to find work.



Plan International has declared a Red Level Emergency and has deployed an emergency team to the affected area. Within the first week, the emergency response team has already conducted five (5) NFI distributions in some of the makeshift camps. High funding levels are expected due to the media coverage. Based on the rapid need assessment, the emergency team has developed a response plan with a budget of 10 million USD to deliver the following priorities in the next six (6) months: 

· Distribution of emergency relief items (including shelter and hygiene kits)

· Education: setting up and running temporary learning facilities

· Child protection: setting up child friendly spaces with psychosocial support and protection activities

· WASH: latrines and WASH kits



Plan International will deliver assistance primarily to children (girls and boys between 3-18 yrs) and their families (men and women) in the IDP camp. Plan International only plans to work in this camp for six (6) months, until the Government can move the displaced population to more permanent settlements. Assistance will be directly provided by local partners, including one long-standing partner and one new partner. The IDP camp is physically accessible, while mobile phone and internet access is still intermittent. 





Scenario B: Slow onset emergency



[bookmark: _GoBack]Wadi country, ranking 188 in the Human Development Index, has been experiencing the worst situation of food insecurity in the last decades. Continuous dry spells and erratic rains have resulted in water scarcity and a situation of severe malnutrition and food insecurity, particularly in the Eastern province of Wadi. This province is largely rural and its population depends on agriculture, with livestock being a very significant source of income and food. The Eastern province is religious and very conservative: girls marry young and women get many children (average of 7 children). Girls have limited access to school and most support their families until the’re married. Boys do go to school but many drop-out after primary education to work, mainly in farming. 



On top of the food insecurity, Wadi is also affected by conflict. In recent months, an unfolding civil war in neighbouring country Biya, bordering Wadi in the West, has caused 300,000 people to seek refuge in Eastern Wadi. Many of the refugees, particularly children, have significant disabilities including physical impairments as a result of mines and gun violence. Refugee boys and girls alike, show signs of severe distress and some wet themselves. 



Unfortunately, the conflict is now expanding into the country. In the past month, two major attacks by a Biyan Non-State Armed Group (BNSAG) took place inside Eastern Wadi, which led to the temporary closure of several schools, affecting more than 10,000 students, of which 4,000 are girls. UNDSS reported that in the past month, 13 civilians were killed, including 1 child (boy), and 7 people, including 5 children (all girls) were kidnapped during attacks.



The Wadi host community has been generously supporting the refugees, who share the same ethnic background, offering them places to live within the host communities. However, local resources are scarce and recent insecurity in the province has started to cause social tensions between refugee and host  communities. According to the recently published Humanitarian Needs Overview, now a total of 2.3 million people are in need of humanitarian assistance in Wadi, an increase of 400,000 people compared to the previous year. 



Plan International has been working in Wadi’s Eastern province for over 10 years, implementing education, child protection and WASH programmes in rural communities. The country office has deployed two staff to support a significant scale-up of the programme to more communities and provide humanitarian assistance. Currently, resources remain limited as this crisis has not received proper attending and donor funding is lagging behind. Nevertheless, the emergency team has developed a response plan with a budget of 15 million USD to deliver the following priorities in the next six (6) months:

· Psychosocial support: child-friendly spaces with strong focus on psychosocial support activities

· Child Protection: community-based child protection and awareness raising including (door to door, radio, focus group discussions).

· Education: temporary learning spaces, school meals

· WASH: repair of WASH facilities 

· Food security: food distribution and where possible, cash and livelihoods support

 

Plan International will deliver assistance primarily to children (girls and boys between 3-18 yrs) and their families (men and women) in the IDP camp. Assistance will be directly provided by local partners, and in new communities directly by Plan International. Mobile phone and internet access is good. Infrastructure is very limited, with only a few good roads, some of them are marked as highly insecure.










Fatima (15 years old)



· I am 15-year old girl. I am the eldest of six siblings. I live together with them, both of my parents and my grandmother. 

· The place where we live is on a fair distance from the nearest town with schools, hospitals and a market. It is not easy to reach town by foot.

· My family belongs to a minority group who speaks a different language; sometimes I experience language barriers when I am in town.

· I used to go to school but my parents stopped me from going at the age of 13. They told me they were afraid that something would happen to me. Now I know that they were afraid that I would start a relationship with a boy. 

· During the day, I help my mum at home and with taking care of my siblings. I never have any time for myself!

· I can read and write but not very good as I left school at a young age. 

· I do have a mobile phone, although internet connection here is not very good. We do not have internet at home. I rarely make phone calls, both at home and around my house I do not get much privacy.

· My parents and my community do not think women should participate in community affairs, they say that this is the job of men. 

· [bookmark: _GoBack]Since a few months I am attending activities provided by your organisation in the place where we live. My parents did not allow it at first, but now they do. I do notw know how long the activities will continue for.








Vikas (30 years old)



· I am a 30 year old man.

· I am married and have 5 children. 

· We live in a small one-room house, relatively close to services such as bus, school and market, etc. Electricity does not always work.

· I used to work in construction in a neighbouring country but I hurt my leg badly. Now I can only walk with crutches, and no long distances. 

· I am looking for a new job, preferably something I can do close by or even at home.

· My wife didn’t work until after my accident; she has started to work in the primary school as a cook. 

· I let my wife work, but only because it is a school and we need the money. As soon as I find a job, she will stay back at home. She thinks it will be hard for me to find a job. 

· My children go to school in the morning only. In the afternoon my wife

takes care of them. 

· I don’t know how to read or write. I do have a mobile phone so that I can be reached if needed.

· I am a respected man in my community, I volunteer every week.

· I recently started receiving assistance from your organisation. I was told that the local government had put my name on a list. 

· I appreciate the support but I am concerned that I will not continue to receive aid once I find a job. I do not know who to talk to.








Questionnaire Feedback Manager



1. Do you know who Plan International is?

2. Do you know about the assistance of Plan International?

3. What assistance have you received or what programme have you participated in?

4. Has Plan International asked you how you would like to provide your opinion about activities?

5. Do you know how you can reach Plan International when you have a complaint?

6. Do you know what sexual abuse and exploitation refers to?

7. Have you heard about Plan International’s rules for staff conduct to prevent this from happening? 

8. Do you know how to report a concerns or complaints about staff conduct, if you had one?

9. Do you know what happens after you provide your feedback?

10. Have you provided any feedback or complaint? If so, how? If no, why not?



If yes:

11. Did you feel safe and comfortable when you provided feedback or complaints to Plan International?

12. If you have provided feedback, do you know what Plan International did with it?

13. Were you satisfied with Plan International’s actions?



14. Do you have recommendations for us to make it easier for you to provide feedback?




Case study X 


Context: 


Country X, which is composed by several ethnic tribes, has been suffering from civil war for the last 
4 years, after suffering a war with their neighbours for over 20 years. War is among the differ-ent 
ethnic tribes, who live all together in the same regions. Hundreds of thousands of people have 
taken refuge in neighbouring countries, and many more are internally displaced (IDPs) across the 
country. IDPs usually live with host communities, especially those have been displaced for several 
years while the newest arrivals are living in temporary and makeshift camps which are managed by 
UNHCR in collaboration with the Ministry of Disaster Management. According to the UN 
classification, this crisis is level 3 and it has been for the last 3 years. 
The country has numerous rivers and during the rainy season, which starts in May and finishes in 
late October, over 60% of the country became inaccessible unless assistance is provided through 
planes or boats. While country X is an overwhelming agricultural country, with a tradition for live-
stock, the toll from years of conflict, violence and displacement has led to a severe food crisis, with 
57% of the population suffering from food insecurity. An estimated 250,000 children are affected by 
severe acute malnutrition (SAM) and famine conditions persist across the country. Some 5.3 
million people urgently require safe water for drinking and hygiene. Cholera remains prevalent, with 
children disproportionately impacted, and malaria is the primary cause of morbidity among children 
under 5. As insecurity deepens, girls are increasingly at risk of sexual violence, child marriage and 
exploitation, and boys face recruitment into armed groups. Nationwide, 1.8 million children are out 
of school, and girls make up only 40 per cent of those accessing education. 
Due to years of war, literacy levels among the population are low, particularly with women. It is a 
conservative society, with very gendered norms: women tend to stay in the households and take 
care of the children and elders, prepare food, clean the house, fetch wood and water and farm. 
Men are responsible for livestock and daily labours, but often involved in the current civil war. 
Infrastructure is poor, limited roads, no public transport and electricity is only available in 2 cities, 
one being the capital. There is no running water, people need to fetch it from rivers and ponds, 
where it is often contaminated. Country X ranks 181 out of the Human Development Index (HDI) 
out of 188. 


Feedback Mechanism 


Plan International has been working in this country for the last 15 years, focusing on child 
protection, education and food security. Given how serious the food security crisis has deteriorated 
in those areas where Plan has worked, and given funds are scarce (due to limited interest and 
coverage by media and the international community), the CO has decided to prioritise food security 
and child protection interventions. Within food security, Plan is doing food distributions in host 
communities and IDPs camps, including schools. It is also it is providing child friendly spaces in 
IDP camps, along with setting up and training child protection community groups and awareness 
raising about child protection needs. 
While Plan has been working in the area and with host communities for 15 years, where it has a 
feedback mechanism but it is new in the IDP camps. There are two teams, the food security (FS) 
and the child protection (CP), working in both the IDPs and host communities. The food security 
team has set up a feedback mechanism in the IDP camp, it has a clear scope: get feedback from 
IDP families in the camp about the quality and quantity of the food distributions. It records this 
information though the Field visit feedback tracker. 
Due to the emergency, the FS team set up a suggestion box as well as information tables during 
distributions as well as information tables during distribution times, once a week. The suggestion 
box is often empty, similar to the one in the host community. Men often approach the information 







table during distribution times, often complaining the items are not enough for all their family 
members or that the rice was rotten. Every week, men complained to Plan International staff in the 
information tables that Ladders without Borders (LwB) have not given them enough blankets with-
in the non food items (NFI) distributions for newcomers and that the situation continues. They also 
mentioned that some staff from LwB often ask for a kiss from women in exchange for soap. How-
ever, since there is only one Plan person in the information table and this person needs to always 
be there, he never has the time to inform or investigate this allegation further. He is new to Plan, he 
was recruited fast for the emergency, and is not sure what to do, who in the CO is responsible for 
this, or if it is wrong to ask for a kiss. 
On the other hand, the child protection team conducted a child friendly feedback session to inform 
the community about Plan, its code of conduct, safeguarding policies, mission and to ask what 
support they needed in terms of child protection. They also took advantage, once they knew what 
type of assistance the children wanted, to decide together what was the best form to give feedback 
about Plan services. The children liked monthly focus group discussions during Sunday 
afternoons, when there was no schools or community activities. Afterwards, Plan staff went door to 
door (tent to tent) to ask parents and children if it was more culturally appropriate in terms of age 
and gender, and there was consensus that for children to be separated into two age groups, from 
7-12, the groups could be mix but from 13- 19, it was better for girls and boys to be separated. 
Feedback is received during these sessions, Plan acknowledge it and often addresses it, but do es 
not always remember to communicate back to the children the changes made. 
Meanwhile in the CO, the MEAL team only consists of two people and they seem to be over-
whelmed by the number of projects, from 3 to 13 in the space of two months, without additional 
staff being recruited. They spend most of their time tracking progress for sponsorship and 
beneficiaries from existing projects, supporting reporting and recently, conducting the needs 
assessment. They have feedback database for each project, categorising the different kinds of 
feedback due to its seriousness. They do inform project managers if there are complaints, and they 
think, the project managers twill address these problems and communicate back to the community, 
but the project managers think it is the MEAL team that does this since they are the ones tracking 
the information. 
Finally, there is the question of resources. The MEAL team has not been included in the program 
or strategy design, so projects being funded have no MEAL line, so there are no resources for 
training, staff, producing communication material, etc., for the feedback mechanism.  







Case study Y 


Context: 


Country Y has been seriously affected by flooding, resulting from heavy monsoon rains. The floods 
have directly affected about 20 million people, mostly by destruction of property, livelihood and 
infrastructure, with a death toll of close to 2,000. They are by far the worst floods to hit the country 
in 80 years and it could get worse, as it is only midway through monsoon season. Accord-ing to the 
national authorities, 1.4m acres (557,000 hectares) of crop land has been flooded across the 
country and more than 10,000 cows have perished. There are more than 14 million people in need 
of urgent humanitarian assistance, particularly food aid, shelter, WASH, health but also, education 
and protection. 


The country is very conservative and has very strict code of conduct for men and women. While 
both work outside the household, women generally work in schools and hospitals, which are now 
closed due to the floods. Women are generally not allowed to socialise with men that are not their 
relatives. There is significant child labour, girls in domestic chores and boys in construction. There 
is homogeneity in terms of ethnic groups but it has a very tense relationship with its neighbours 
and has refugees with Country A living in the country for the last 20 years. It ranks 149 in the Hu-
man Development Index, literacy levels are high, but lower in rural areas, particularly women. The 
country is a democracy in principle but in practice, the government is very authoritarian and 
corrupt, there is limited freedom of the press or assembly and the population is skeptical and afraid 
of the government. 


Due to the heavy flooding and landslides, the country’s infrastructure has been severely dam-aged. 
Roads, hospitals and schools these are under water or almost entirely destroyed. Thou-sands of 
people are left homeless and are living in makeshift camps and in the next month, winter will start. 


Feedback mechanism: 


Plan International has been working in country Y for the last 30 years. Plan International works with 
local partners and in strong coordination with the government, who requires this approach to allow 
INGOs to work in the country. Plan International and partners are providing humanitarian 
assistance in one the most affected rural regions, mainly in the capital of that province and 
surrounding areas. It is focusing on the provision of shelter and WASH, including support to 
schools. 


Plan International establishes a multi-channel feedback mechanism: email, suggestion boxes and 
community consultations. In coordination with the AAP and CwC working group established by the 
UN, it has also decided to open a provincial hotline as the main feedback channel, the first hotline 
Plan has ever had in country Y. In addition, Plan’s partners, who have never worked with Plan 
before but have been working in this province many years and have consulted with the population 
in the framework of other projects what is the best feedback channels for them, are also 
conducting monthly community consultations. However, because partners consultations take place 
during working hours, only women attend the consultations. In these meetings feedback is shared 
and acknowledged by partners, but because it is done in an informal manner, it is not always 
recorded. Partners only track feedback when it is done formally through email, phone or through 
suggestion boxes that have also been installed in the local authorities office. 







After several weeks, Plan International discovers that the telephone company will take 6 months to 
have the hotline operational, when funding from the project will have finish. The project manager 
decides to use the funds instead to buy radios, as a later consultation with the community and 
partner discovers that communities prefer radios over phones. Another INGO is running a radio 
show “rumour has it” that dispels myths and informs the community about the humanitarian 
assistance by receiving calls from the community. In the AAP/CwC working group at this province, 
feedback from the radio show and from other feedback mechanisms, is then shared among 
agencies and logged in each respective feedback database. 


Plan’s feedback database reveals that only men and women are engaging in the feedback 
mechanism but the youth and boys and girls, refugees (men, women, boys and girls) and people 
with physical disabilities, were not providing feedback. In addition, feedback provided to Plan 
partners is being recorded in notebooks, and none is record in the feedback database, while Plan 
is. Plan International CD comes to visit the communities a month after the projects have started, 
along with the partner, and attends a community consultation. During her visit, she cant see any 
information being display about Plan, partners, the project, how to access the feedback 
mechanism etc. When she asked the community, if they had any complaint, the community replied 
they are have none on safeguarding, but they did on other matters. They did not know how to 
submit feedback about other issues and many were not aware of the purpose of the suggestion 
boxes or what would happen if they complain. The community however, did recognise that when 
they did report safeguarding issues, Plan and partners did communicate back the action taken. 


At her return, the CD shares her reflections in the monthly learning staff meeting and the MEAL 
colleagues record it in the learning database. HR is advised to run orientation sessions again to all 
staff, including partners, on the code of conduct and the safeguarding policy, which had already 
been done to newcomers during their induction, but not to old staff. 












CHS Commitments 4 and 5 Improvement Plan for Country Office X


CHS Key Action or 
Organisational 
Responsibility e.g. 7.1: 
Draw on lessons learnt 
and prior experiences 
when designing 
programmes


Score 
2017 
(HQAI)


Improvement Commitment (action) Timeframe Focal 
point


Resources 
needed 
(including 
dependencies)


Barriers Solutions


4.1 Information is 
provided to communities 
and people affected by 
crisis about the 
organisation, the 
principles it adheres to, 
the expected behaviours 
of staff, its programmes 
and deliverables. 


1


4.3 Inclusive 
representation, 
participation and 
engagement of people 
and communities are 
ensured at all stages of 
the work. 


2







4.4 Communities and 
people affected by crisis 
are encouraged to 
provide feedback on 
their level of satisfaction 
with the quality and 
effectiveness of 
assistance, paying 
particular attention to the 
gender, age and 
diversity of those giving 
feedback


2


4.5 Policies for 
information-sharing are 
in place, and promote a 
culture of open 
communication


2


4.6 Policies are in place 
for engaging 
communities and people 
affected by crisis and 
reflect the priorities and 
risks communities 
identify in all stages of 
the work 


2


5.1 Consult with 
communities and people 
affected by crisis on the 
design, implementation 
and monitoring of 
complaints-handling 
processes. 


1







Note: scores go from 0 to 5, 0 being the worst. Below, CHS scoring system explained.


Examples of actions:


 Training, orientation, staff meetings, develop of tools and documents (policies, procedures, databases, checklists, strategies, frameworks), 
evaluation/survey/review of mechanisms or systems put in place, recruit staff, revise JD of staff, coaching & mentoring & deployment & 
secondments, review of existing documents to include questions on information, CFM, (need assessments, monitoring tools, manuals, 
community discussion recording reports, etc), specific requirements on key information (code of conduct, PSEA, CFM) is included in 
documents (proposals, FAD, MoU, teaming agreements, contracts, etc)


5.2 Complaints are 
welcomed and accepted 
and information on how 
to access the 
mechanism and its 
scope is available. 


1


5.4 The complaints-
handling process for 
communities and people 
affected by crisis is 
documented and in 
place. The process 
covers programming, 
sexual exploitation and 
abuse, and other abuses 
of power


2


5.6 Communities and 
people affected by crisis 
are aware of the 
expected behaviour of 
staff, including 
commitments on the 
prevention of sexual 
exploitation and abuse. 


1











CHS scoring table


• Operational activities and actions 
systematically contradict the intent of a CHS 
requirement.  


• Recurrent failure to implement the necessary 
actions at operational level.  


• A systemic issue threatens the integrity of a 
CHS Commitment (i.e. makes it unlikely that 
the organisation is able to deliver the 
commitment).


• Policies and procedures directly contradict the 
intent of the CHS requirement.  


• Complete absence of formal or informal 
processes (organisational culture) or policies 
necessary for ensuring compliance at the level 
of the requirement and commitment.


�
Score


�  �
Score 0 means: The organisation does not work currently towards the systematic application of 
this requirement/commitment, neither formally nor informally. This is a major weakness to be 
corrected as soon as possible. 


�  �


�
Organisation responsibilities 
�


�
Key actions 
�


�
0







Some actions respond to the intent behind the 


CHS requirement. However: 


• There are a significant number of cases  
where the design and management of 
programmes and activities do not reflect 
the CHS requirement.  


• Actions at the operational level are not 
systematically implemented in accordance 
with relevant policies and procedures.


Some policies and procedures respond to the 
intent behind the CHS requirement. However: 


• Relevant policies exist but are incomplete or  
do not cover all areas of the CHS.  


• Existing policies are not accompanied with 
sufficient guidance to support a systematic 
and robust implementation by staff.  


• A significant number of relevant staff at 
Head Office and/or field levels are not 
familiar with the policies and procedures.  


• Absence of mechanisms to ensure the 
monitoring and systematic delivery of 
actions, policies and procedures at the level 
of the commitment.


�
1


�  �  �
Score 1 means: The organisation has made some efforts towards application of this requirement/
commitment, but these efforts have not been systematic. This is a weakness to be corrected.







Actions broadly respond to the intent behind the 
CHS requirement: 


Actions at operational level are broadly in line 
with the intent behind a requirement or 
commitment. 


However: 


• Implementation of the requirement varies  
from programme to programme and is 
driven by people rather than 
organisational culture.  


• There are instances of actions at 
operational level where the design or 
management of programmes does not 
fully reflect relevant policies.


Some policies and procedures respond to the 
intent behind the CHS requirement. However: 


• Relevant policies exist but are incomplete or  
do not cover all areas of the CHS.  


• Existing policies are not accompanied with 
sufficient guidance to support a systematic 
and robust implementation by staff.  


• A significant number of relevant staff at 
Head Office and/or field levels are not 
familiar with the policies and procedures.  


• Absence of mechanisms to ensure the 
monitoring and systematic delivery of 
actions, policies and procedures at the level 
of the commitment.


�
Score


�
Organisation responsibilities 


�


�
Key actions 


�


�
2







Actions respond to the intent of the CHS 


requirement: 


• The design of projects and programmes 
and  
the implementation of activities is based 
on the relevant policies and reflects the 
requirement throughout programme sites.  


• Staff are held accountable for the 
application of relevant policies and 
procedures at operational level, including 
through consistent quality assurance 
mechanisms.


Policies and procedures respond to the intent of 
the CHS requirement: 


• Relevant policies and procedures exist and 
are accompanied with guidance to support 
implementation by staff.  


• Staff are familiar with relevant policies. They 
can provide several examples of consistent 
application in different activities, projects 
and programmes.  


• The organisation monitors the 
implementation of its policies and supports 
the staff in doing so at operational level.


�  �
Score 3 means: The organisation conforms with this requirement, and organisational systems 
ensure that it is met throughout the organisation and over time. 


�  �


�  �
Score 2 means: The organisation is making systematic efforts towards application of this 
requirement/commitment, but certain key points are still not addressed. This is worth an 
observation and, if not addressed may turn into a significant weakness. 


�  �


�
3







As 3, but in addition: 


• Field and programme staff act frequently 
in a  
way that goes beyond CHS requirement to 
which they are clearly committed.  


• Communities and other external 
stakeholders are particularly satisfied with 
the work of the organisation in relation to 
the requirement.


As 3, but in addition: 


• Policies and procedures go beyond the 
intent  
of the CHS requirement, are innovative and 
systematically implemented across the 
organisation.  


• Relevant staff can explain in which way their 
activities are in line with the requirement 
and can provide several examples of 
implementation in different sites.  


• They can relate the examples to improved 
quality of the projects and their deliveries.


�
4 


�


Score 4 means: The organisation demonstrates innovation in the application of this requirement/
commitment. It is applied in an exemplary way across the organisation and organisational systems 
ensure high quality is maintained across the organisation and over time.


�
Score


�
Key actions 


�


�
Organisation responsibilities 


�







�
As 4, but in addition: 


• Policies and procedures go far beyond the  
intent of the CHS requirement and could 
serve as textbook examples of relevant 
policies and procedures.  


• Policy and practice are perfectly aligned.  


�


Score 5 means: On top of demonstrating conformity and innovation, the organisation receives 
outstanding feedback from communities and people. This is an exceptional strength and a score 
of 5 should only be attributed in exceptional circumstances. 


�


�
As 4, but in addition: 
• Actions at all levels and across the 


organisation go far beyond the intent of the 
relevant CHS requirement and could serve as 
textbook examples of ultimate good practice. 
�


�
5
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viii. Glossary
For the purposes of the CHS, the following definitions apply:


Accountability: the process of using power responsibly, taking account of, and being 
held accountable by, different stakeholders, and primarily those who are affected by the 
exercise of such power.


Communities and people affected by crisis: the totality of women, men, girls and 
boys with different needs, vulnerabilities and capacities who are affected by disasters, 
conflict, poverty or other crises at a specific location.


Document: any form of record of discussions, agreements, decisions and/or actions 
that is reproducible.


Effectiveness: the extent to which an aid activity attains its objectives.


Efficiency: the extent to which the outputs of humanitarian programmes, both 
qualitative and quantitative, are achieved as a result of inputs.


Engagement: the processes by which organisations communicate, consult and/or 
provide for the participation of interested and/or affected stakeholders, ensuring that 
their concerns, desires, expectations, needs, rights and opportunities are considered in 
the establishment, implementation and review of the programmes assisting them. 


Humanitarian action: action taken with the objective of saving lives, alleviating 
suffering and maintaining human dignity during and after human-induced crises and 
natural disasters, as well as action to prevent and prepare for them.13


Organisation: an entity that has the management structure and power to apply the CHS. 


Partners: organisations working jointly within a formal arrangement to achieve a specific 
goal, with clear and agreed roles and responsibilities.


Policy: a documented statement of intent and rules for decision-making.


Protection: all activities aimed at ensuring the full and equal respect for the rights of 
all individuals, regardless of age, gender, ethnic, social, religious or other background. 
It goes beyond the immediate life-saving activities that are often the focus during an 
emergency.


Quality: the totality of features and characteristics of humanitarian assistance that 
support its ability to, in time, satisfy stated or implied needs and expectations, and 
respect the dignity of the people it aims to assist.


Resilience: the ability of a community or society exposed to hazards to resist, absorb, 
accommodate and recover from the effects of a hazard in a timely and efficient manner.


Staff: any designated representative of an organisation, including national, international, 
and permanent or short-term employees, as well as volunteers and consultants.


13 As defined in the ALNAP Evaluation Humanitarian Action Pilot Guide, 2013, p.14.
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Foreword
The Core Humanitarian Standard on Quality and Accountability (CHS) is a direct 
result of the Joint Standards Initiative (JSI) in which the Humanitarian Accountability 
Partnership (HAP) International, People In Aid and the Sphere Project joined forces 
to seek greater coherence for users of humanitarian standards. The JSI consulted 
more than 2,000 humanitarian workers in head offices, regions and in disaster-prone 
countries. The feedback highlighted the need for the harmonisation of standards, with 
communities and people affected by crisis at the centre and humanitarian principles as 
the foundation.


The CHS is the result of a 12-month, three-stage consultation, during which humanitarian 
workers, communities and people affected by crisis, several hundred Non-Governmental 
Organisations (NGOs) and networks, governments, United Nations and donor agencies, 
and academics rigorously analysed the content of the CHS and tested it at headquarters 
and field level.


The feedback from each consultation was then considered and the revisions approved 
by a 65-person Technical Advisory Group representing a broad spread of constituencies 
and areas of technical expertise in humanitarian action and standards development. 


It is the intention of the boards of HAP International, People In Aid and the Sphere 
Project that the CHS will replace the 2010 HAP Standard in Accountability and Quality 
Management, the People In Aid Code of Good Practice in the Management and Support 
of Aid Personnel and the Core Standards section of the Sphere Handbook.


Acknowledgements
Thank you to the many hundreds of organisations and individuals who participated in 
the development of the CHS by giving feedback on the drafts of the CHS, by testing it 
within their organisations1, or by participating in one of the groups that oversaw the CHS 
consultation process. The involvement of a diverse range of communities and people 
affected by crisis in the consultation and testing process was particularly welcome.  


In their efforts to harmonise standards, HAP International, People In Aid and the Sphere 
Project were joined by Groupe URD who integrated the Quality COMPAS reference 
framework into the CHS. The CHS Technical Advisory Group and its sub-group, the 
Technical Steering Committee, were responsible for overseeing the consultation process 
and final approval of the CHS. The CHS Writing Group was tasked with revising the CHS 
incorporating the feedback received from every stage of the consultation.


To ensure that the outcomes reached were inclusive, representative and objective, the 
CHS consultation process was independently facilitated by the WolfGroup Consultants.


1 �A full list of those organisations that tested the CHS can be found at www.corehumanitarianstandard.org


9. �Communities and people affected by crisis can expect that 
the organisations assisting them are managing resources 
effectively, efficiently and ethically.


Quality Criterion: Resources are managed and used responsibly for 
their intended purpose.


Key Actions


	 9.1	� Design programmes and implement processes to ensure the efficient use of 
resources12, balancing quality, cost and timeliness at each phase of the response.


	 9.2	� Manage and use resources to achieve their intended purpose, minimising waste.


	 9.3	� Monitor and report expenditure against budget.


	 9.4	� When using local and natural resources, consider their impact on the environment. 


	 9.5	� Manage the risk of corruption and take appropriate action if it is identified. 


Organisational Responsibilities


	 9.6	� Policies and processes governing the use and management of resources are in 
place, including how the organisation:


		  a. �accepts and allocates funds and gifts-in-kind ethically and legally;
		  b. �uses its resources in an environmentally responsible way;
		  c. �prevents and addresses corruption, fraud, conflicts of interest 


and misuse of resources; 
		  d. �conducts audits, verifies compliance and reports transparently; 
		  e. �assesses, manages and mitigates risk on an ongoing basis; and
		  f. �ensures that the acceptance of resources does not compromise its independence.


12 �The term “resources” should be understood in its broader sense, encompassing what the organisation 
needs to deliver its mission, including but not limited to: funds, staff, goods, equipment, time, land area, 
soil, water, air, natural products and the environment in general.
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A full list of members of the Technical Advisory Group, the Technical Steering Group 
and the Writing Group can be found at www.corehumanitarianstandard.org. Without 
their tireless support, the CHS consultation would not have been possible. 


The Core Humanitarian Standard process was generously supported through core 
and project funding from the following donors: Australian Government Department 
of Foreign Affairs and Trade; Catholic Agency for Overseas Development (CAFOD); 
Ministry of Foreign Affairs of Denmark (Danida); Foreign Office of the Federal Republic 
of Germany; Irish Aid; Swedish International Development Cooperation Agency; the 
Swiss Agency for Development and Cooperation; UK Aid from the UK Government; and 
The United States Government.


HAP International, People In Aid and the Sphere Project would also like to thank the 
following board members for their financial contributions to the CHS process: ACT 
Alliance; ActionAid International; Aktion Deutschland Hilft; British Red Cross; Catholic 
Agency for Overseas Development (CAFOD); CARE International; Christian Aid; 
Community World Service Asia; DanChurchAid; The Lutheran World Federation; 
Save the Children International; Save the Children US; and World Vision International.


Feedback
Comments on the CHS are welcome at any time, and can be sent, along with enquiries, 
to info@corehumanitarianstandard.org.


Review
All comments received will be addressed in the revision of the CHS, which will be 
undertaken no later than December 2019. For more information about The Core 
Humanitarian Standard, related resources and other documents under development, 
please visit www.corehumanitarianstandard.org.


A note on translations
The Core Humanitarian Standard will be made available in Arabic, French and Spanish. 
If you would like to translate the CHS into an additional language, please contact 
info@corehumanitarianstandard.org for guidance on translations. All translations will be 
free to access at www.corehumanitarianstandard.org.


Related materials
Guidance and tools are available to support application of the CHS and are free to 
access at www.corehumanitarianstandard.org.


8. �Communities and people affected by crisis receive the 
assistance they require from competent and well-managed 
staff and volunteers.


Quality Criterion: Staff 11 are supported to do their job effectively, and 
are treated fairly and equitably.


Key Actions


	 8.1	� Staff work according to the mandate and values of the organisation and to agreed 
objectives and performance standards.


	 8.2 	�Staff adhere to the policies that are relevant to them and understand the 
consequences of not adhering to them.


	 8.3	� Staff develop and use the necessary personal, technical and management 
competencies to fulfil their role and understand how the organisation can support 
them to do this.


Organisational Responsibilities


	 8.4  �The organisation has the management and staff capacity and capability to deliver 
its programmes.


	 8.5 	�Staff policies and procedures are fair, transparent, non-discriminatory and 
compliant with local employment law.


	 8.6  �Job descriptions, work objectives and feedback processes are in place so that 
staff have a clear understanding of what is required of them.


	 8.7  	�A code of conduct is in place that establishes, at a minimum, the obligation of 
staff not to exploit, abuse or otherwise discriminate against people.


	 8.8  Policies are in place to support staff to improve their skills and competencies.


	 8.9	� Policies are in place for the security and the wellbeing of staff.


11 �Staff are: any designated representative of the organisation, including national, international, permanent or 
short-term employees, as well as volunteers and consultants.
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7. �Communities and people affected by crisis can expect 
delivery of improved assistance as organisations learn 
from experience and reflection.


Quality Criterion: Humanitarian actors continuously learn and improve.


Key Actions


	 7.1	� Draw on lessons learnt and prior experience when designing programmes.


	 7.2	� Learn, innovate and implement changes on the basis of monitoring and 
evaluation, and feedback and complaints. 


	 7.3	� Share learning and innovation internally, with communities and people affected 
by crisis, and with other stakeholders.


Organisational Responsibilities


	 7.4	� Evaluation and learning policies are in place, and means are available to learn 
from experiences and improve practices.


	 7.5	� Mechanisms exist to record knowledge and experience, and make it accessible 
throughout the organisation.


	 7.6	� The organisation contributes to learning and innovation in humanitarian response 
amongst peers and within the sector.
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i.	 Introduction 
Every day all over the world, countless people from all walks of life are moved to act in 
response to the humanitarian imperative – the desire to prevent and alleviate human 
suffering wherever it happens.


The Core Humanitarian Standard on Quality and Accountability (CHS) sets out Nine 
Commitments that organisations and individuals involved in humanitarian response 
can use to improve the quality and effectiveness of the assistance they provide. It also 
facilitates greater accountability to communities and people affected by crisis: knowing 
what humanitarian organisations have committed to will enable them to hold those 
organisations to account.


The CHS places communities and people affected by crisis at the centre of humanitarian 
action and promotes respect for their fundamental human rights. It is underpinned 
by the right to life with dignity, and the right to protection and security as set forth in 
international law, including within the International Bill of Human Rights.2


As a core standard, the CHS describes the essential elements of principled, accountable 
and high-quality humanitarian action. Humanitarian organisations may use it as a voluntary 
code with which to align their own internal procedures. It can also be used as a basis for 
verification of performance, for which a specific framework and associated indicators have 
been developed to ensure relevance to different contexts and types of organisation.


Core Humanitarian  
Standard on Quality  
and Accountability


2 �The International Bill of Rights includes the Universal Declaration of Human Rights, the International 
Covenant on Economic, Social and Cultural Rights, and the International Covenant on Civil and Political 
Rights and its Optional Protocols.


2


6. �Communities and people affected by crisis receive 
coordinated, complementary assistance.


Quality Criterion: Humanitarian response is coordinated 
and complementary.


Key Actions


	 6.1 	� Identify the roles, responsibilities, capacities and interests of different 
stakeholders.9


	 6.2	� Ensure humanitarian response complements that of national and local 
authorities10 and other humanitarian organisations.


	 6.3	� Participate in relevant coordination bodies and collaborate with others in order 
to minimise demands on communities and maximise the coverage and service 
provision of the wider humanitarian effort.


	 6.4	� Share necessary information with partners, coordination groups and other 
relevant actors through appropriate communication channels.


Organisational Responsibilities


	 6.5	� Policies and strategies include a clear commitment to coordination and 
collaboration with others, including national and local authorities, without 
compromising humanitarian principles.


	 6.6	� Work with partners is governed by clear and consistent agreements that respect 
each partner’s mandate, obligations and independence, and recognises their 
respective constraints and commitments.


9 �Including local actors, humanitarian organisations, local authorities, private companies and other 
relevant groups.


10 �Where authorities are a party to the conflict humanitarian actors should use their judgment vis-à-vis the 
independence of the action, keeping the interests of communities and people affected by crisis at the 
centre of their decision-making.
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The CHS can be promoted and implemented by individuals, organisations, coordinating 
bodies, consortia and other groups undertaking or contributing to humanitarian action. 
Although primarily intended for the humanitarian sector, the CHS can be used by any 
organisation to bring better quality and greater accountability to all aspects of its work 
with communities and people affected by crisis. 


The CHS is the result of a global consultation process. It draws together key elements of 
existing humanitarian standards and commitments. These include but are not limited to: 


	 • �The Code of Conduct for The International Red Cross and Red Crescent Movement 
and NGOs in Disaster Relief; 


	 • �The 2010 HAP Standard in Accountability and Quality Management;


	 • �The People In Aid Code of Good Practice in the Management and Support 
of Aid Personnel; 


	 • �The Sphere Handbook Core Standards and the Humanitarian Charter; 


	 • �The Quality COMPAS;


	 • �The Inter-Agency Standing Committee Commitments on Accountability to Affected 
People/Populations (CAAPs); and


	 • �The Organisation for Economic Co-operation and Development’s (OECD) 
Development Assistance Committee (DAC) Criteria for Evaluating Development 
and Humanitarian Assistance.


3


5. �Communities and people affected by crisis have access to 
safe and responsive mechanisms to handle complaints.


Quality Criterion: Complaints are welcomed and addressed.


Key Actions


	 5.1	� Consult with communities and people affected by crisis on the design, 
implementation and monitoring of complaints-handling processes. 


	 5.2	� Welcome and accept complaints, and communicate how the mechanism can be 
accessed and the scope of issues it can address.


	 5.3	� Manage complaints in a timely, fair and appropriate manner that prioritises the 
safety of the complainant and those affected at all stages.


Organisational Responsibilities


	 5.4	� The complaints-handling process for communities and people affected by crisis 
is documented and in place. The process should cover programming, sexual 
exploitation and abuse, and other abuses of power.


	 5.5	� An organisational culture in which complaints are taken seriously and acted upon 
according to defined policies and processes has been established.


	 5.6	� Communities and people affected by crisis are fully aware of the expected 
behaviour of humanitarian staff, including organisational commitments made on 
the prevention of sexual exploitation and abuse.


	 5.7	� Complaints that do not fall within the scope of the organisation are referred 
to a relevant party in a manner consistent with good practice. 
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4. �Communities and people affected by crisis know their rights 
and entitlements, have access to information and participate 
in decisions that affect them.


Quality Criterion: Humanitarian response is based on communication, 
participation and feedback.


Key Actions


	 4.1	� Provide information to communities and people affected by crisis about the 
organisation, the principles it adheres to, how it expects its staff to behave, 
the programmes it is implementing and what they intend to deliver.


	 4.2	� Communicate in languages, formats and media that are easily understood, 
respectful and culturally appropriate for different members of the community, 
especially vulnerable and marginalised groups.


	 4.3	� Ensure representation is inclusive, involving the participation and engagement 
of communities and people affected by crisis at all stages of the work.


	 4.4	� Encourage and facilitate communities and people affected by crisis to provide 
feedback on their level of satisfaction with the quality and effectiveness of the 
assistance received, paying particular attention to the gender, age and diversity 
of those giving feedback.


Organisational Responsibilities


	 4.5	� Policies for information-sharing are in place, and promote a culture of open 
communication. 


	 4.6	� Policies are in place for engaging communities and people affected by crisis, 
reflecting the priorities and risks they identify in all stages of the work.


	 4.7	� External communications, including those used for fundraising purposes, are 
accurate, ethical and respectful, presenting communities and people affected by 
crisis as dignified human beings.


8 a


8 b


9


4


7


5 6


1 2 3


4 13







Core Humanitarian Standard on Quality and Accountabilitywww.corehumanitarianstandard.org


ii.	� Structure of the Core 
Humanitarian Standard


The CHS is a set of Nine Commitments to communities and people affected by crisis 
stating what they can expect from organisations and individuals delivering humanitarian 
assistance. Each Commitment is supported by a Quality Criterion that indicates how 
humanitarian organisations and staff should be working in order to meet it. The CHS 
is structured as follows:


	 • �the Nine Commitments;


	 • supporting Quality Criteria;


	 • Key Actions to be undertaken in order to fulfil the Commitments; and


	 • �Organisational Responsibilities to support the consistent and systematic 
implementation of the Key Actions throughout the organisation.


The Key Actions and Organisational Responsibilities, respectively, describe:


	 • �what staff engaged in humanitarian action should do to deliver high-quality 
programmes consistently and to be accountable to those they seek to assist; and


	 • �the policies, processes and systems organisations engaged in humanitarian action 
need to have in place to ensure their staff provide high-quality, accountable 
humanitarian assistance. 


A glossary of terms used in the CHS with a specific definition is included at the end 
of this document.


3. �Communities and people affected by crisis are not negatively 
affected and are more prepared, resilient and less at-risk as 
a result of humanitarian action.


Quality Criterion: Humanitarian response strengthens local capacities 
and avoids negative effects.


Key Actions


	 3.1	� Ensure programmes build on local capacities and work towards improving the 
resilience of communities and people affected by crisis.


	 3.2	� Use the results of any existing community hazard and risk assessments and 
preparedness plans to guide activities.


	 3.3	� Enable the development of local leadership and organisations in their capacity 
as first-responders in the event of future crises, taking steps to ensure that 
marginalised and disadvantaged groups are appropriately represented.


	 3.4	� Plan a transition or exit strategy in the early stages of the humanitarian 
programme that ensures longer-term positive effects and reduces the risk of 
dependency.


	 3.5	� Design and implement programmes that promote early disaster recovery and 
benefit the local economy.


	 3.6	� Identify and act upon potential or actual unintended negative effects in a timely 
and systematic manner, including in the areas of: 


		  a. people’s safety, security, dignity and rights;
		  b. sexual exploitation and abuse by staff;
		  c. culture, gender, and social and political relationships;
		  d. livelihoods;
		  e. the local economy; and
		  f. the environment.


Organisational Responsibilities


	 3.7	 Policies, strategies and guidance are designed to:
		  a. �prevent programmes having any negative effects, such as, for example, 


exploitation, abuse or discrimination by staff against communities and people 
affected by crisis; and


		  b. strengthen local capacities.


	 3.8	� Systems are in place to safeguard any personal information collected from 
communities and people affected by crisis that could put them at risk. 
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iii.	 Applying the CHS
Organisations committing to the CHS aim to fulfil all Nine Commitments. As a 
minimum, they are expected to work to continuously improve their systems, structures 
and practices in order to consistently improve the quality and accountability of their 
humanitarian responses. However, the organisations and individuals involved in 
humanitarian action are diverse. They need to act in a timely manner, and adapt their 
actions to the capacities and mandate of their organisations, as well as the phase and 
circumstance of the crisis they find themselves in. 


When organisations encounter difficulties fulfilling the Nine Commitments, they should 
acknowledge this and consider how to address the issues preventing them from doing 
so. Organisations should learn from situations such as these, developing ways to 
overcome the constraints they come up against.


Any analysis of the application of the CHS should be based on the degree to which 
any given organisation is working to achieve the Nine Commitments and not simply 
on whether Key Actions have been implemented and/or Organisational Responsibilities 
discharged. The Key Actions required by the CHS, therefore, need to be adapted 
to the context.


The CHS applies to organisations and individuals that:


	 • �deliver direct assistance to communities and people affected by crisis;


	 • �provide financial, material or technical support to other organisations, but do not 
directly take part in providing assistance; or


	 • �combine both these approaches.


The CHS is designed to be used in a range of ways by those involved in humanitarian 
action, including as a means to:


	 • �facilitate greater accountability to communities and people affected by crisis, 
and improve the quality of services  provided to them;


	 • �develop workplans for progressive implementation of the CHS and continuous 
improvement;


	 • �monitor quality and accountability, using the CHS as a framework to support existing 
organisational and technical standards;


	 • �self-assess and improve the quality of programmes;


	 • �verify or certify conformity, and to demonstrate this conformity to others; and


	 • �assess, where relevant, how far internal processes and support for staff meet the 
actions and organisational responsibilities set out within the CHS.


2. �Communities and people affected by crisis have access to the 
humanitarian assistance they need at the right time. 


Quality Criterion: Humanitarian response is effective and timely.


Key Actions


	 2.1	� Design programmes that address constraints  so that the proposed action 
is realistic and safe for communities.


	 2.2	� Deliver humanitarian response in a timely manner, making decisions and acting 
without unnecessary delay.


	 2.3	� Refer any unmet needs to those organisations with the relevant technical 
expertise and mandate, or advocate for those needs to be addressed.


	 2.4	� Use relevant technical standards and good practice employed across the 
humanitarian sector to plan and assess programmes.


	 2.5	� Monitor the activities, outputs and outcomes of humanitarian responses in order 
to adapt programmes and address poor performance.


Organisational Responsibilities


	 2.6	� Programme commitments are in line with organisational capacities.


	 2.7 	�Policy commitments ensure:
		  a. �systematic, objective and ongoing monitoring and evaluation of activities 


and their effects;
		  b. �evidence from monitoring and evaluations is used to adapt and improve 


programmes; and
		  c. �timely decision-making with resources allocated accordingly.
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vii.	� Commitments, Actions 
and Responsibilities


1.  �Communities and people affected by crisis receive assistance 
appropriate to their needs. 


Quality Criterion: Humanitarian response is appropriate and relevant.


Key Actions


	 1.1	  �Conduct a systematic, objective and ongoing analysis of the context and stakeholders.


	 1.2	  �Design and implement appropriate programmes based on an impartial 
assessment of needs6 and risks, and an understanding of the vulnerabilities and 
capacities of different groups7.


	 1.3	  �Adapt programmes to changing needs, capacities and context.


Organisational Responsibilities


	 1.4	  �Policies commit to providing impartial assistance based on the needs and 
capacities of communities and people affected by crisis.


	 1.5	  �Policies set out commitments which take into account the diversity of communities, 
including disadvantaged or marginalised people, and to collect disaggregated data.


	 1.6	  �Processes are in place to ensure an appropriate ongoing analysis of the context.


6 “Needs” includes assistance and protection.
7 �This may refer, for example to: women, men, girls, boys, youth, and older persons, as well as persons with 


disabilities and specific minority or ethnic groups without any such distinction.
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Organisations that decide to use the CHS should promote it both within their 
organisation and externally.


Organisations working in partnerships should explain their commitment to the CHS, seek 
understanding of how their partners3 approach the Nine Commitments and do whatever 
they can to work with them to implement the CHS commitments.


iv. Claims
Any individual or organisation involved in humanitarian action is encouraged to use 
and adopt the CHS and may state: “we are working towards application of the CHS”. 
Organisations may only claim that they comply with the CHS if they have undergone 
objective verification against it.


3 See definition in glossary.
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4 �The principles of humanity, impartiality, independence and neutrality are derived from: the Fundamental 
Principles of the International Red Cross and Red Crescent Movement proclaimed in Vienna in 1965 by the 
20th International Conference of the Red Cross and Red Crescent; United Nations (UN) General Assembly 
Resolution 46/182, 19 December 1991; and UN General Assembly Resolution 58/114, 5 February 2004.


5 �Some organisations, while committed to giving impartial assistance and not taking sides in hostilities, do not 
consider that the principle of neutrality precludes undertaking advocacy on issues related to accountability 
and justice.


v.	 Principled Humanitarian Action
People are at the heart of humanitarian action. The primary motivation of any response to 
crisis is to save lives, alleviate human suffering and to support the right to life with dignity. 


Humanitarian organisations recognise that the humanitarian imperative comes first and 
seek, therefore, to provide humanitarian assistance wherever it is needed. 


Humanitarian action is guided by four widely accepted principles4: 


	 • �Humanity:  Human suffering must be addressed wherever it is found. The purpose of 
humanitarian action is to protect life and health and ensure respect for human beings.


	 • �Impartiality:  Humanitarian action must be carried out on the basis of need alone, 
giving priority to the most urgent cases of distress and making no adverse distinction 
on the basis of nationality, race, gender, religious belief, class or political opinion.


	 • �Independence:  Humanitarian action must be autonomous from the political, 
economic, military or other objectives that any actor may hold with regard to areas 
where humanitarian action is being implemented.


	 • �Neutrality: Humanitarian actors must not take sides in hostilities or engage in 
controversies of a political, racial, religious or ideological nature.5


Humanitarian principles are at the core of all humanitarian work. They guide humanitarian 
action and their application is essential to distinguish humanitarian action from other 
forms of activities and action.  In the CHS, the four principles are integrated into the 
Commitments, Quality Criteria, Key Actions and Organisational Responsibilities. 


International Humanitarian Law, International Human Rights Law and International Refugee 
Law set out fundamental legal standards relating to the protection of individuals and 
groups, and to the nature of the assistance which may be provided to them. The Sphere 
Humanitarian Charter summarises the core legal principles that have most bearing on the 
welfare of those affected by disaster or conflict.


Those who apply the Core Humanitarian Standard recognise the primary responsibility of 
states and other relevant authorities to protect and assist those affected by disasters or 
armed conflicts within their territories. Humanitarian action should not undermine these 
responsibilities; indeed, whenever possible, it should complement them.


vi.	  �The Nine Commitments 
and Quality Criteria


1. Communities and people affected by crisis receive assistance 
appropriate and relevant to their needs. 
Quality Criterion: Humanitarian response is appropriate and relevant.
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9. Communities and people affected by crisis can expect that the 
organisations assisting them are managing resources effectively, 
efficiently and ethically.
Quality Criterion: Resources are managed and used responsibly for their 
intended purpose.
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7. Communities and people affected by crisis can expect delivery 
of improved assistance as organisations learn from experience and 
reflection.
Quality Criterion: Humanitarian actors continuously learn and improve.
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6. Communities and people affected by crisis receive coordinated, 
complementary assistance. 
Quality Criterion: Humanitarian response is coordinated and 
complementary. 
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5. Communities and people affected by crisis have access to safe and 
responsive mechanisms to handle complaints. 
Quality Criterion: Complaints are welcomed and addressed.
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4. Communities and people affected by crisis know their rights and 
entitlements, have access to information and participate in decisions that 
affect them. 
Quality Criterion: Humanitarian response is based on communication, 
participation and feedback.
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7
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1 2 3 3. Communities and people affected by crisis are not negatively 
affected and are more prepared, resilient and less at-risk as a result of 
humanitarian action. 
Quality Criterion: Humanitarian response strengthens local capacities and 
avoids negative effects.
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2. Communities and people affected by crisis have access to the 
humanitarian assistance they need at the right time. 
Quality Criterion: Humanitarian response is effective and timely.


8 a


8 b
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8. Communities and people affected by crisis receive the assistance they 
require from competent and well-managed staff and volunteers.
Quality Criterion: Staff are supported to do their job effectively, and are 
treated fairly and equitably.


8 9








Handout 2: The Humanitarian Quality Assurance Initiative (HQAI) extract 
report on Plan International performance under Commitments 4 and 5 (2017)


4. Communities and people affected by crisis know their rights and entitlements 
have access to information and participate in decisions that affect them.
 
4.1 Provide information to communities and people affected by crisis about the 
organisation, the principles it adheres to, how it expects its staff to behave, the 
programmes it is implementing and what they intend to deliver. 


Score: 1 


Ind. 4.1: Information is provided to communities and people affected by crisis about the 
organisation, the principles it adheres to, the expected behaviours of staff, its programmes and 
deliverables.  


Findings: At the beginning of a project, Plan staff hold launching or start-up meetings with 
communities and other key stakeholders to share information about the proposed project, about 
Plan, its working approach, values and principles, child protection focus and the specific project 
deliverables and activities. Plan’s Code of Conduct is shared in some cases, but this is not 
routinely shared with all communities (see 5.6). Plan does not share information on project 
budgets with communities. Information boards are generally at project sites detailing the donor, 
implementing partners, project title and overall aims. Partners and local project stakeholders i.e. 
ministry officials, receive regular information and updates on Plan’s work.  


Communities in Myanmar and Ethiopia were aware of the general information about Plan and the 
project deliverables from the initial start-up workshops and from meetings with Plan or partners 
staff during monitoring visits. However, some community members, at both PS were not kept well-
informed and updated with information as plans changed or where more detailed information was 
needed to answer communities queries or suggestions. In some cases, community members 
were not satisfied with the lack of information and communication provided by Plan on an ongoing 
basis, nor with the level of contact that they had with Plan staff i.e. in particularly in remote areas 
of Ethiopia.  


Evidence: Documents 103, 104, interviews with communities.  


Weakness: Plan does not ensure that information is provided to communities on an ongoing basis.  


4.2 Communicate in languages, formats and media that are easily understood, respectful 
and culturally appropriate for different members of the community, especially vulnerable 
and marginalised groups. 


Score: 3  
Ind. 4.2: Communication with communities uses languages, formats and media 
that are easily understood and respectful and culturally appropriate for different 
parts of the community, especially vulnerable and marginalised groups.  







  
  
  


Report number: PLANINT-VER-2018-001  


Findings: Plan project staff are generally from the country, region and local area 
where projects are implemented and work in the local language. Plan 
communicates with communities, predominately through working with and 
supporting existing community leaders and committee structures. Where not 
present or functioning, Plan works with communities to establish relevant 
committees i.e. child protection, camp management, food distribution 
committees to facilitate communication to communities. Visual materials are 
used to communicate key messages, for example, cartoons about gender 
based violence and child protection, hygiene promotion. A range of formats and 
media are used including, posters, banners, face-to-face conversations and 
community meetings. Communities were generally satisfied with the 
communication tools that Plan staff used.  


Evidence: Document 104, 352, 354, 366 and observation and interviews with 
staff and communities.  


Ind. 4.3: Inclusive representation, participation and engagement of people and 
communities are ensured at all stages of the work.  


Findings: A broad range of participatory assessment, planning and monitoring 
tools is used by Plan and partner staff to encourage communities, especially 
children, youth, girls, to engage and participate in all stages of its work. These 
include CCCD, child participation and gender inclusion guidelines and rapid 
needs assessment formats. Plan works through community structures to 
establish committees to represent wider community members e.g. children 
protection committees, foster family groups, food distribution management 
committees, parent teacher groups.  


However, the level to which community committees and groups adequately 
represent and engage with the wider community and how this feeds into the 
ongoing implementation of activities is not consistently monitored at the project 
level. Communities at PS were engaged in project activities to varying degrees, 
partly due to contextual constraints and partly due to capacity of staff to enable 
a deeper level of engagement at all stages of the DRM work.  


Evidence: Documents 399, 424, 426, 427 and interviews with staff, partners and 
communities  
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Observation: Plan does not monitor that communities, especially marginalised 
groups, are fully represented, participating and engaged in all stages of the 
work.  


4.4 Encourage and facilitate communities and people affected by 
crisis to provide feedback on their level of satisfaction with the 
quality and effectiveness of the assistance received, paying 
particular attention to the gender, age and diversity of those giving 
feedback.  


Score: 2  


Ind. 4.4: Communities and people affected by crisis are encouraged to provide 
feedback on their level of satisfaction with the quality and effectiveness of 
assistance, paying particular attention to the gender, age and diversity of those 
giving feedback.  


  
  
4.3 Score: 2  


Ensure representation is inclusive, involving the participation and 
engagement of communities and people affected by crisis at all 
stages of the work.  
  
  
  


Report number: PLANINT-VER-2018-001  


Findings: Plan has guidance on community accountability (participation, 
transparency and responsiveness) and on how to establish systematic feedback 
mechanisms focusing on ensuring they are child-friendly, culturally acceptable, 
participatory, safe and accessible. Staff use these guidance notes and various 
examples of feedback mechanisms are evident at PS and from different country 
responses e.g. Philippines Haiyan, Nepal earthquake response project, Sierra 
Leone Ebola response projects. Plan sometimes conducts community 
perception surveys i.e. Nepal response community perceptions report and 
Philippines feedback report, Ethiopia Children’s’ perception survey in Gambella.  


Communities at PS had varying levels of access and understanding of the 
feedback mechanisms available to them and contact with Plan staff. In some 
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instances feedback was systematically collected, documented and managed 
and very regular contact with Plan project staff was experienced. However, in 
other cases mechanisms were not understood, direct contact with Plan staff was 
limited and some communities responded that they did not know how to give 
feedback or did not understand what Plan did with the feedback collected.  


Evidence: Documents 66, 80, 108, 115, 244, 284, 349, 375 interviews with staff 
and communities.  


Observation: Plan does not ensure that all communities have access to 
feedback mechanisms and understand their purpose  


Ind. 4.5: Policies for information-sharing are in place, and promote a culture of 
open communication.  


Findings: Various policies commit Plan to open information and communication, 
including membership of CDAC Network, DRM Handbook guiding 
communications in emergency responses and DRM activities, Global knowledge 
management strategy for internal communication, guidelines for media outputs 
and contained within Plan’s CCCD programme approaches. Plan IH Information 
Disclosure Policy and Security policies describe limitations on sharing 
information to external stakeholders when necessary. Transparency and 
information sharing with communities are included in the Guidance note on 
setting up Accountability and Feedback Mechanisms in humanitarian response. 
Although transparency and open communication are implicit in many policies 
and procedures and UKNO has an Open Information Policy (including with 
communities), Plan IH does not have an overarching policy on open 
communication including communication with communities.  


Evidence: Documents 66, 95, 108, 110, 132, 244 and interviews with staff and 
partners.  


Observation: Plan does not have a clear overarching policy on how it shares 
information, particularly with communities.  


  
  
  
4.5 Score: 2  


Policies for information-sharing are in place, and promote a culture 
of open communication.  
  
  
  







Report number: PLANINT-VER-2018-001  


4.6 Policies are in place for engaging communities and people 
affected by crisis, reflecting the priorities and risks they identify in 
all stages of the work.  


Score: 2  


Ind. 4.6: Policies are in place for engaging communities and people affected by 
crisis and reflect the priorities and risks communities identify in all stages of the 
work (see also 1.2).  


Findings: Plan articulates its commitment to a participatory, child-centred 
community- based approach in a range of policies and strategies including for 
example, Plan Global Strategy, Child Protection and Safeguarding Children and 
Young People policies, Gender and Inclusion Policy, DRM Strategy and CEDAC 
Commitments.  


Guidelines are in place to support the participation and engagement of 
communities in all stages of Plan’s work e.g. Accountability and Feedback 
Systems Guidance Note, Building Better Partnerships guidelines for 
implementing Plan’s Child-Centred Community Development (CCCD) approach, 
Gender and Inclusion Guidelines and the DRM Manual. Global Assurance 
monitors broad levels of community engagement in different stages of DRM 
activities.  


However, a key document (Guidance Note on Feedback Systems in 
Humanitarian Action) that describes Plan’s approach to community engagement 
in humanitarian response, including community engagement indicators against 
each CHS Commitment, is not widely known to staff and indictors are not 
referenced in response plans or reports.  


Evidence: Documents 66, 80, 109, 249, 399, 424, 427 and interviews with staff  


Observation: Plan Guidance Note on Feedback Systems in Humanitarian Action 
is not disseminated to all staff and engagement indicators are not referenced in 
response plans or reports  


4.7 External communications, including those used for fundraising 
purposes, are accurate, ethical and respectful, presenting 
communities and people affected by crisis as dignified human 
beings.  
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Score: 3  


Ind. 4.7: External communications, including those used for fundraising, are 
accurate, ethical and respectful, presenting communities and people affected by 
crisis as dignified human beings.  


Findings: All external communications follow strict guidelines and approval 
processes, which require all materials to represent communities ethically, 
respectfully, accurately and in a dignified manner in line with Plan’s CP Policy 
and CCCD approach. Global policies and guidelines are in place to ensure that 
standards of quality, accuracy, respect and clarity are met e.g. Communications 
in Emergencies Handbook, Purpose, Values, Strategy and Brand guide, Image 
Guidelines, Guidelines for writers and editors, Media Visit Guidelines. Child 
Protection staff screen all global communication materials that involve children. 
At IH and UKNO level communication staff and teams work in close coordination 
with DRM staff to develop content during emergencies. At PS Emergency 
Communications Officers attend Emergency Management Meetings in the 
beginnig of an emergency response to ensure that information is accurate and 
timely. Mechanisms exist to raise concerns or issues rising out of 
communications that do not meet expected standards.  


Evidence: Document 112, 246, 347, 441  


  
  
  
  
  


Report number: PLANINT-VER-2018-001  


5. Communities and people affected by crisis 
have access to safe and responsive mechanisms 
to handle complaints  


5.1 Consult with communities and people affected by crisis on the 
design, implementation and monitoring of complaints-handling 
processes.  


Score: 1  
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Ind.5.1: Communities and people affected by crisis are consulted on: - the 
design  


- the implementation  
- the monitoring of complaints handling processes.  


Findings: Guidelines for implementing feedback and complaint mechanisms 
include the need to consult with communities on the design, implementation and 
monitoring of complaints handling processes. There were varying levels of 
consultation with communities on complaint handling processes. One 
communitiy was fully consulted and engaged in the implmenetation and 
monitoring of the mechanism. However, other communities were not consulted in 
a meaningful way and had not contributed to the design, implementation or the 
monitoring of the complaint mechanisms.  


Evidence: Document 108, interviews with communities.  


Weakness: Plan does not ensure that communities are consistently consulted on 
the design, implementation and monitoring of complaint handling systems.  


Ind. 5.2: Complaints are welcomed and accepted and information on how to 
access the mechanism and its scope is available.  


Findings: Plan is committed to accept complaints from its stakeholders and Plan 
staff are aware of this commitment. Plan provides a global platform, Safe Call, to 
all staff in all locations, which can be used to make complaints or raise concerns 
about Plan’s work. Plan’s website includes how its stakeholders or members of 
the public can raise concerns about Child Protection, although it is not made 
clear how other general complaints can be submitted to Plan. Complaint 
Mechanisms are in place at the PS for staff.  


Project plans generally include feedback and complaint mechanisms for 
communities and staff highlight and discuss feedback and complaints with 
communities during project start-up meetings, trainings, and monitoring visits. 
Although mechanisms were made available to communities i.e. a suggestion 
box put up or complaint committee was in set- up, some communities were not 
aware of the purpose of the boxes or the committees or of what happens if/when 
they submit a complaint.  


Evidence: Documents 21, 28, 66, 115, 458 and interviews with staff and 
communities.  


Weakness: Information on the scope and how to access Plan’s complaints 
mechanism is not communicated to all stakeholders, especially communities  


  
  
  







5.2 Score: 1  


Welcome and accept complaints, and communicate how the 
mechanism can be accessed and the scope of issues it can 
address.  
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5.3 Manage complaints in a timely, fair and appropriate manner 
that prioritises the safety of the complainant and those affected at 
all stages.  


Score: 3  


Ind. 5.3: Manage complaints in a timely, fair and appropriate manner that 
prioritises the safety of the complainant and those affected at all stages.  


  
  
5.4  


Findings: Internal protocols to report, escalate and manage complaints within 
Plan related to inappropriate staff behviour, child abuse, illegal activities and 
security issues are documented e.g. Safeguarding Children and Young People 
and Child Protection policies and guidelines, Child Protection Reporting and 
Responding Procedures, Whistle Blowing and Anti Fraud and Anti Bribery and 
Corruption policies, Country level child protection and referral pathways are 
documented and staff are clear on their duty to report through the management 
line or to the country level Child Protection Focal Point person. The safety of 
each complainant is prioritised, with robust systems in place to ensure the 
protection of individuals and third parties, especially for any concern related to 
child protection.  


At PS, referral mechanisms are in place at country and project levels where 
available, to provide necessary support to complainants and others involved i.e. 
services for survivors of gender based violence or child abuse. Plan staff 
manage complaints directly, train committees and leaders, and in some cases 
establish complaint committees at the community level to support the complaint 
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mechanisms. Complaints are recorded, secured and managed in a systematic 
manner using secured logbooks and databases.  


Evidence: Documents 21, 250, 297, 312, 326, 344, 350, 355, 487, 488, 
interviews with staff and communities and observation.  


The complaints-handling process for communities and people 
affected by crisis is documented and in place. The process should 
cover programming, sexual exploitation and abuse, and other 
abuses of power.  


Score: 2  


Ind. 5.4: The complaints handling process is documented and in place for 
communities affected by crisis and covers programming, sexual exploitation and 
abuse of people, or other abuses of power  


Findings: Complaint handling processes for communities are described in the 
DRM Manual, How to Implement Accountability and Feedback Systems guide 
and Feedback Systems in Humanitarian Action Guidance Note. These guides 
make some reference to inappropriate staff behaviour and prevention of sexual 
exploitation and abuse by staff and other abuses of power, although this could 
be made more explicit.  


CP focal points and some programme staff at PS receive training on how to 
establish complaint mechanisms, and there is some evidence where 
contextualised community complaint mechanisms are documented for specific 
emergency responses i.e. Sierra Leone Ebola, Philippines Haiyan Philippine, 
Kachin Myanmar. However, these are not documented or in place for all DRM 
projects and not all staff have been trained on complaint handling.  


Evidence: Documents 1, 66, 86, 90, 105, 118, 228, 229, 250, 297, 366 and 
interviews with staff  


Observation: A complaint handling process for communities, covering sexual 
exploitation and abuse by Plan staff and associates, is not contextualised and in 
place for all responses  
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5.5 An organisational culture in which complaints are taken 
seriously and acted upon according to defined policies and 
processes has been established.  


Score: 3  


Ind. 5.5: An organisational culture in which complaints are taken seriously and 
acted upon according to defined policies and processes has been established.  


  
  
5.6  


Findings: Plan treats complaints seriously and has invested in ensuring policies 
and processes are in place to handle complaints at different levels of the 
organisation. A General Complaint Policy for staff and the public, Whistle 
Blowing Policy, Child Protection and Safeguarding Children procedures are in 
place to document complaint handling processes. Under Plan’s CCCD Standard 
5 Plan International sets its global policy and approach to feedback and 
complaint handling. Reporting and Responding to Child Protection Policy 
protocols are in place and the Duty To Respond to any allegation of child abuse 
is documented and understood by all staff, and partners. Plan has an 
established global system, Safe Call, which is available for all staff in any office 
to use for reporting any concerns over ‘wrongdoing’ at work.  


Evidence: Documents 41, 118, 229, 244, 250, 458 and interviews with staff.  


Communities and people affected by crisis are fully aware of the 
expected behaviour of humanitarian staff, including organisational 
commitments made on the prevention of sexual exploitation and 
abuse.  


Score: 1  


Ind. 5.6: Communities and people affected by crisis are aware of the expected 
behaviour of staff, including commitments on the prevention of sexual 
exploitation and abuse.  


Findings: Some communities have a broad understanding of how they expect 
Plan staff to behave and measure the behviour of Plan staff against the 
discussions that they have had with Plan on child protection and gender-based 
violence issues within their communities, especially in relation to child protection. 
Some visual materials depicting unacceptable behaviour of Plan staff are 
displayed at the community level i.e. in the Child Friendly Space in Ethiopia. In 
most cases however, communities were unaware of the expected behviour and 







conduct of Plan staff and of Plan’s commitment to the prevention of sexual 
exploitation and abuse of its staff or anyone associated with its work.  


Evidence: Interviews with staff and communities.  


Weakness: Plan does not systematically ensure that communities are made 
aware of Plan’s commitment to the prevention of sexual exploitation and abuse 
and the expected behviour of Plan staff.  


Report number: PLANINT-VER-2018-001  


5.7 Complaints that do not fall within the scope of the organisation 
are referred to a relevant party in a manner consistent with good 
practice.  


Score: 3  


Ind. 5.7: Complaints that do not fall within the scope of the organisation are 
referred to a relevant party in a manner consistent with best practice.  


Findings: Plan works in close coordination with other actors and thereby refers 
programme complaints directly to those most relevant to the issue of the 
complaint and would not follow-up on that complaint. Robust referral 
mechanisms, case management and follow-up systems are in place to refer 
complaints that relate to child protection, SGBV or any sensitive issues to the 
organisation best placed to manage the issue and those concerned. Protocols 
are in place in each PS to manage complaints and referrals of this nature.  


Evidence: Documents 344, 359, 488, 420, 457 and interviews with staff.  
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As a Global Policy, this policy applies to: 


a. Plan International, Inc. (“PII”), including its headquarters in the United Kingdom (operating 
through its UK subsidiary, Plan Limited), and all of its country offices, regional offices, liaison 
offices, and any other offices, some of which operate as branches and some as subsidiaries;  


b. All National Organisations that have signed a Members’ Agreement and License Agreement 
with PII; and 


c. All other entities that agree to be bound by the Global Policies.  


(together, “Plan International Entities”, or may be referred to as “we” or “us” in this document). 


All of the Plan International Entities, including PII, shall enact their own procedures which must be in 
line with global procedures, regulations, or other regulatory documents that enable compliance by its 
employees (and/or, when appropriate, contractors and other partners) with this Global Policy. Where 
required by law or local practices, PII offices and National Organisations may enhance the standards 
and requirements set out in this policy.  


Girls 


Due to our Purpose, this Global Policy, has a particular focus on girls and young women aged up to and 
including 24 years. Girls may be especially vulnerable and at risk from certain forms of violence, 
including sexual and gender-based violence1. Violence against girls is not only against the values and 
principles we uphold as described in this Global Policy, but also in direct opposition to the aims of our 
work. As such, we are particularly concerned with ensuring that girls do not experience harm, abuse, 
exploitation, or any other form of violence as a result of their engagement with us or our programmes, 
projects, events, and processes. Furthermore, we need to ensure that our safeguarding approach and 
response to safeguarding concerns are gender responsive.  


Young People 


We work with Young People, and therefore the protective scope of this Global policy extends to young 
people we are supporting or are in contact with, through our youth engagement work. We recognise that 
young people have particular safeguarding needs requiring distinct consideration. For example, some 
young people engaging with and attending events supported by a Plan International Entity may be over 
the formal age of majority and so face fewer legal restrictions in what is permissible, but still require 
protection from violence and we retain a duty of care towards them. 


Plan International recognises that violence against children and young people is prevalent throughout 
the world and in all societies. Violence against children includes physical or mental violence, injury and 
abuse, neglect or negligent treatment, maltreatment and sexual abuse. Furthermore, children and young 
people may be vulnerable and at risk due to, for example, reasons of gender, sexual orientation, ethnic 
origin, disability and age or illness.   


Plan International is fully committed to ending violence against children and acknowledge that we have 
a duty to promote the gender responsive safeguarding of children and young people and particularly 
those with whom we work or are in contact. 


The purpose of this policy is to ensure that: 


 all who work for and engage with us are skilled, confident, understand, and are well supported in 
meeting their responsibilities to safeguard children and young people from violence and  engage 
positively with them in ways that enhance the achievement of our Purpose; 


 we have in place procedures to prevent and deal with the actions/behaviour of our Staff, Associates, 
Visitors or us as an organisation that result in violence against a child or young person and/or places 
them at risk of the same; and 


 children and young people we work with are aware our responsibilities to prevent and respond to 
any harm against them arising from actions and behaviours of our Staff, Associates and Visitors, 
and, the routes for reporting such incidents.  


 


 
1 Boys are also vulnerable to sexual abuse and exploitation but the overwhelming majority of reported incidents identify girls as the victims. 
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This Global Policy is underpinned by the following set of principles that guides its 
implementation:  


1. All children and young people aged under 18 years have equal rights to protection from all forms of 
violence as declared in Article 19 of the United Nations Convention on the Rights of the Child. In 
addition, the Universal Declaration of Human Rights recognises fundamental human rights, the 
dignity, worth and equal rights of people at any age, thus including young people aged 18 to 24 
years old.   


2. The human rights of children and young people will be respected and applied to all irrespective of 
age, sex, gender, gender identity, sexual orientation, nationality, ethnic origin, colour, race, 
language, religious or political beliefs, marital status, disability, physical or mental health, family, 
socio-economic or cultural background, class, any history of conflict with the law or any other aspect 
of their background or identity. Inequality, exclusion, and discrimination will be challenged and will 
not be tolerated. 


3. All children and young people should be empowered and encouraged to fulfil their potential. 
Decisions made about children and young people will be made as far as possible with their 
participation and in their best interest giving full consideration to how such decisions will affect them. 
Children will be encouraged to express their views this will be given ‘due weight’ in accordance with 
their age and lev el of maturity. 


4. We have a responsibility to care for and protect children and young people, especially those that 
are vulnerable, and make sure they are not harmed. 


5. We have particular responsibilities to children and young people with whom we come into contact. 
No child or young person must suffer harm, intentionally or unintentionally, as a result of their 
engagement, association or contact with us whether as a sponsored child, a participant in our 
programmes, projects, events, processes, or youth advisory panels or as part of a fundraising or 
influencing campaign.   


6. We have a responsibility to inform and empower children and young people so that they learn about 
and are better able to exercise their rights to protection. We will work with children and young people 
ensuring they understand the essence of this policy, our safeguarding commitment and the means 
via which they can report policy breaches. We will also involve them in the development of 
safeguarding measures within Plan International in accordance with their evolving capacities.  


We are fully committed to the gender responsive safeguarding of all children and young people 
from all forms of violence. We take very seriously our responsibility and duty to ensure that we, 
as an organisation, and anyone who represents us does not in any way harm, abuse or commit 
any other act of violence against children and young people or place them at risk of the same.   


We promote child and youth safe practices, approaches, interventions and environments which 
respects, recognises and responds to the specific safeguarding needs and addresses the 
protection risks of the differing gender and other identities. We will challenge and do not tolerate 
inequality, discrimination or exclusion.  


We respond to a child or young person who may be in need of protection and or psycho-social 
support and intend that their welfare and best interests will at all times be paramount 
consideration.  


We ensure all who work with and engage with us understand and are supported in their meeting 
safeguarding roles and responsibilities. We take positive action to prevent anyone who might be 
a risk to children and young people from becoming involved with us and take stringent measures 
against any Staff, Associate or Visitor who perpetrates an act of violence against a child.  


We promote the active involvement of children and young people in their own protection. 
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7. We are open and transparent, and will hold ourselves to account for our commitment to safeguard 
children and young people. Safeguarding concerns can be raised and discussed, poor practice and 
inappropriate behaviour challenged and addressed, and our safeguarding measures continuously 
reviewed and strengthened to ensure we remain accountable to children, young people, and their 
families.   


8. We will act on on safeguarding concerns, ensuring that our actions are timely, appropriate and 
centered around the child or young person, taking into account their gender and other specific 
safeguarding needs and vulnerabilities.  


9. We work together in partnership with other agencies to promote the safeguarding of children and 
young people within organisations engaged with us and in the wider community.  


10. Our safeguarding approach recognises and responds to the specific safeguarding risks and needs 
of the differing gender and other identities. It takes appropriate measures to address gender bias 
and other forms of discrimination and violence which may arise as a result of these. It supports the 
empowerment and fosters the inclusion of girls in the safeguarding process, in a manner that 
promotes equality, equity and ultimately their increased safety and protection.  


11. Our safeguarding approach is mainstreamed in all stages of our operations, thematic portfolios, 
programmes, projects, activities, influencing work, and interventions in both development and 
humanitarian settings thus ensuring that these are designed and delivered in a manner that does 
no harm to children and young people.  


In light of our commitment and accompanying principles, we give the highest priority to the safety and 
protection of children and young people.  


We will ensure our Staff, Associates, and Visitors are supported to meet their safeguarding 
responsibilities and requirements, understand the specific risks to children and young people of differing 
gender and other identities and how they can work and engage in ways that increase the safety and 
protection of children and young people with whom we are in contact. 


Our Safeguarding Implementation standards lays down the requirements for ensuring safeguarding 
measures are embedded in all parts of our operations and interventions. 


Sanctions 


Breaches of this policy will be investigated in accordance with disciplinary procedures and contractual 
agreements, or a referral may be made to statutory authorities for criminal investigation under the law 
of the country in which they work. Breaches may incur sanctions including disciplinary action leading to 
possible dismissal, termination of all relations including contractual and partnership agreements, and 
where relevant, appropriate legal or other such actions.  


If a legitimate concern about the suspected abuse of a child or young person is raised but proves to be 
unfounded on investigation, no action will be taken against the reporter. However, appropriate sanctions 
will be applied in cases of false and malicious accusations.  


1. All Staff, Associates and Visitors shall: 


a. commit and contribute to an environment where children and young people feel respected, 
supported, safe and protected 


b.  never act or behave in a manner that results in violence against a child or young person or 
places a child or young person at risk of violence; 


c. be aware of and adhere to the provisions of this Global Policy. 


2.  All Staff shall: 


a. comply with this Global Policy, including the Safeguarding Code of Conduct (Annex 1); and 


b.  report and respond to safeguarding concerns and breaches of the policy in line with the 
applicable procedures of the applicable Plan International Entity.  


 


 







 


Global Policy on Safeguarding Children and Young People. ‘Say Yes! To Keeping Children and Young People Safe and Protected’   Page 4 of 10 


3. Associates and Visitors shall: 


a.  agree, by signing, to complying with either: 


i. the Safeguarding Code of Conduct (Annex 1); or  


ii. other appropriate guidance developed by a Manager at the relevant Plan International 
Entity on appropriate behaviour towards children and young people as relevant to their 


engagement using the Safeguarding Code of Conduct (Annex 1) as a guide; or  


b.  comply with his/her own Code of Conduct, provided the contracting Manager  ensures that 
it complies and is consistent with this Global Policy.   


4. Managers shall ensure that:  


a. Children, young people and communities with which we engage, work or are in contact are 
made aware of the provisions of this Global Policy to ensure they have the confidence and 
ability to report any incidents occurring against children and young people; 


b. Staff, Associates, and Visitors are aware of the Safeguarding Implementation Standards 
that are applicable to their role or engagement with us;  


c. they support and develop systems which maintains an environment which is safe for and 
prevents violence against children and young people; and 


d. they are accountable for ensuring that the policy is fully embedded within their areas of 
responsibility in accordance with the Safeguarding Implementation Standards (Annex 2). 


5. Directors shall ensure that: 


a. the relevant Plan International Entity has in place local procedures that are consistent with 
this Global Policy and with the global document Reporting and Responding to Safeguarding 
Issues which outlines the reporting requirements and the manner in which they are 
escalated within each Plan International Entity. These local procedures should be 
developed with the assistance of local advisers and updated regularly. The policy and 
applicable procedures must be made available in local languages and child-friendly formats; 
and  


b. the relevant Plan International Entity implements our Safeguarding Implementation 
Standards as they apply to their context, the people (Staff, Associates, and Visitors), 
children and young people with whom they engage, as well as the processes, programmes, 
projects, events and activities they undertake.   


6. Organisations that work with us in carrying out our programmes, projects, processes, events 
and/or activities involving children and young people must comply with the Safeguarding 
Guidelines contained in Annex 2. 


7. All Plan International Entities shall monitor compliance with this Global Policy through the 
mandatory tracking and auditing of the Safeguarding Implementation Standards and 
Safeguarding Code of Conduct (see Annex 1). Auditing against the standards will be lead by PII’s 
Global Assurance Department. In addition, we will work with and ensure the participation of 
children, young people, staff, associates and visitors to review, monitor and evaluate the 
implementation of this Global policy.  


When used in this document: 


“Associate” refers to a range of contracted paid and non-paid individuals who have committed to work 
with or support a Plan International Entity. It includes, among others, board members, volunteers 
(including community volunteers), interns, sponsors, researchers, donors, consultants and contractors, 
staff and/or representatives of partner organisations and local governments (when operating in 
partnership agreement with a Plan International Entity). 


“Child” in line with the United Nations Convention on the Rights of the Child and for the purposes of 
this Global policy, is defined as any person – girl, boy, young woman, young man, and children of other 
gender identities -  under the age of 18 years (UNCRC Article 1). (See definition of Young Person/People 
or Youth below). 


“Director” is an Executive Director of PII or a National Director.  
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“Direct beneficiaries” are the people who are the target of and who we know will be immediately 
affected by one or more project outputs; irrespective of whether these are delivered directly by Plan 
International or by partners or organisations who are acting on behalf of Plan International.  


o Direct beneficiaries are individuals who receive materials, equipment; interventions such as 
training, awareness raising, mentoring or other personal support.   


o Direct beneficiaries may be a single member of a household (for example a mother participating 
in training on nutrition); or it may be all members in the household (for example, distribution of 
hygiene kits or malaria nets that the whole family use).  


“Harm” is any detrimental effect on a child’s or young person’s physical, psychological, or emotional 
wellbeing. Harm may be caused by abuse or exploitation whether intended or unintended. 


“Manager” refers to a Staff member who has responsibility for line managing or supervising the work 
of Staff or Associates. 


“National Organisation” or “NO” refers to a legal entity that has signed a Members’ Agreement and 
License Agreement with PII. 


“PII” refers to Plan International, Inc., including when operating through one of its subsidiaries. It 
generally includes international headquarters, regional offices, liaison offices, and country offices. 


“‘Safeguarding children and young people’ is the responsibilities, preventative, responsive and 
referral measures that we undertake to protect children and young people, ensuring that no child or 
young person is subject to any form of harm as a result of their association with the organisation. This 
includes, ensuring that their contact with us and those associated with us and/or their participation in 
our activities, interventions and operations is safe and where there are concerns over a child or young 
person’s welfare or where a child or young person has been subject to violence, appropriate and timely 
actions are taken to address this and incidents are analysed so as to ensure continued learning for Plan 
International Entities. 


“Safeguarding - Gender Responsive Safeguarding”2 is a safeguarding approach that: 


 takes full account of gender in considering the specific safeguarding needs of girls, boys and 
other gender identities;  


 integrates safeguarding measures that address protection risks for children and young people 
(girls, boys, young women, young men, and children of other gender identities) that stem from 
issues relating to gender bias and discrimination; and  


 supports the empowerment and fosters the inclusion of girls, particularly in the safeguarding 
process, in a manner that promotes equality, equity and ultimately their increased safety and 
protection 


“‘Staff” refers to individuals who receive a regular salary for work in any Plan International Entity as 
well as individuals paid by or through a Plan International Entity but located in another entity.  


“Violence” against a child or young person3 includes all forms of physical or mental violence, injury 
or abuse, neglect or negligent treatment, emotional ill-treatment or psychological violence, sexual abuse 
and exploitation, harassment, and commercial or other exploitation of a child or young person. Acts of 
violence can also take place online through, for example, the web, social media or mobile phones. It 
may be an intentional act involving the use of physical force or power or it may be failing to act to prevent 
violence against a child or young person. Violence consists of anything which individuals, groups, 
institutions or organisations do or fail to do, intentionally or unintentionally, which either results in or has 
a high likelihood of resulting in actual or potential harm to the child or young person’s wellbeing, dignity 
and survival and development. 


“Visitor” refers to a range of persons who are visiting our offices or programmes and may come into 
contact with children and young people through a Plan International Entity, including journalists, media, 
researchers, visiting sponsors and celebrities. 


“Young Person/People” or “Youth” in line with United Nations definitions, include individuals – young 
women, young men, and young persons of other gender identities - aged 15 years to 24 years old. This 
group spans the categories of ‘children’, ‘adolescents’ and ‘adults’ but regards young people as having 
particular safeguarding needs and requiring distinct consideration aside from younger children and older 
adults.  


 


 
2 A working definition developed by PII Child and Youth Safeguarding Unit which may change on completion of our Gender 
Responsive Safeguarding toolkit.    
3 A working definition. Awaiting final definition from International Programmes. 
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Plan International is committed to creating a safe environment for children and young 
people. All staff have a duty to uphold the principles of the Global Policy on 
Safeguarding Children and Young People and commit to maintaining an environment 
that prevents violence against children and young people. Further to this, sexual 
exploitation and abuse by staff (including those that work in our humanitarian response) 
constitutes acts of gross misconduct and is therefore grounds for termination of 
employment.   


As such, I agree that I will:  


a. Adhere to the Global Policy on Safeguarding Children and Young People and be open and 
honest in my dealings with children and young people, their families, and communities 
participating in programmes, projects, processes, events, and activities.  


b. Treat children and young people in a manner which is respectful of their rights, integrity, and 
dignity and considers their best interests regardless of age, sex, gender, gender identity, sexual 
orientation, nationality, ethnic origin, colour, race, language, religious or political beliefs, marital 
status, disability, physical or mental health, family, socio-economic or cultural background, 
class, or any history of conflict with the law. 


c. Create and maintain an environment which prevents the abuse and exploitation of children and 
young people ensuring that I am aware of potential risks with regards to my conduct and work, 
and take appropriate action so as to minimise risks to children and young people. 


d. Contribute to building an environment where children and young people we engage with are: 


i. respected and empowered to participate in and discuss decision making and interventions 
into their safeguarding in accordance with their age, maturity and evolving capacities; and 


ii. well informed on their safeguarding and protection rights and what to do if they have a 
concern.  


e. Display high standards of professional behaviour at all times, providing a positive role model for 
children and young people. 


f. Comply with all relevant international standards and local legislation in relation to child labour, 
and refrain from using children and young people aged below 18 years for domestic or other 
labour, if such work is inappropriate, exploitative or harmful given their age or developmental 
capacity, which interferes with their time available for education and recreational activities, or 
which places them at significant risk of injury, exploitation, or violence. In addition, I understand 
that I must not use children and young people of any age that we work with for domestic or other 
labour. 


g. Respect the privacy and confidentiality of children and young people associated with Plan 
International. This means I will: 


o Never ask for or accept personal contact details or invitations to share personal contact details 
(this includes email, phone numbers, social media contacts, address, webcam, skype, etc.) 
from any child or family associated or formerly associated4 with our work or share my own 
personal contact details with such individuals except where this has been explicitly authorised 
by Plan International and/or for Plan International business purposes.5 


o Never disclose, or support the disclosure of, information that identifies sponsored families or 
children, through any medium, unless that disclosure is in accordance with standard Plan 
International policies and procedures and/or has the explicit consent of Plan International.6 
Media include paper, photographs, and social media. 


o Never make any contact with a child, young person, or family members associated with Plan 
International’s work that is not supervised by a (or another) member of Plan International Staff. 
Such contact may include but is not limited to visits and any form of communication via social 
media, emails, and letters. 


 


 
4 Where the child is a sponsored child requests for continued communication upon ‘graduation’ of the sponsorship (when the sponsored 
child reaches 18 years) must comply with Plan International’s Sponsorship guidelines on the same.  
5 Plan International will seek informed consent as appropriate from the child or young person. 
6 Plan International will seek informed consent as appropriate from the child or young person. 
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o Always ensure that when on an official or work visit with Plan International and I wish to take 
pictures of children and young people associated with the organisation, for personal use, I will: 


 Always consult first with the local Plan International office so as to make sure that it is ok 
to take pictures in the local context and that the intended use of the pictures does not 
conflict with Plan International’s policies. 


 Ask permission of the child or young person (or in the case of young children, their parent 
or guardian) informing them of the specific purpose(s) and intended use (including how 
and where) and respect their decision to say no making it clear that there will be absolutely 
no negative repercussions from denying such consent.    


 Ensure the images are respectful and do not impact negatively on their dignity and 
privacy. 


 Ensure that the use of the images does not put the child or young person at risk of being 
identified or located. 


 Never upload the images of children and young people associated with Plan International 
to non-Plan International social media pages without the full and explicit consent of Plan 
International7.  


h. Report and respond to any concerns, suspicions, incidents or allegations of actual or potential 
abuse to a child or young person in accordance with applicable procedures of the engaging 
office.  


i. Cooperate fully and confidentially in any Plan International investigation of concerns or 
allegations of abuse to children and young people.  


j. Immediately disclose all charges, convictions, and other outcomes of an offence, which 
occurred before or occurs during association with Plan International that relate to exploitation 
and abuse of a child or young person. 


I will not:  


a. Abuse or exploit a child or young person or behave in any way that places a child or young 
person at risk of harm, including through harmful traditional practices such as, for example, 
Female Genital Mutilation, forced or child marriage. 


b. Engage in any form of sexual activity or develop physical/sexual relationships with anyone under 
the age of 18 regardless of the age of consent locally. Mistaken belief in the age of a child is not 
a defence.8  


c. Engage in sexual relationships with Plan International youth direct beneficiaries aged 18 to 24 
years as these undermine the credibility and integrity of Plan International’s work and are based 
on inherently unequal power dynamics’.9  


d. Use physical punishment/discipline or use of physical force of any kind towards children and 
young people. 


e. Engage young people in any form of sexual activity which involves the exchange money, 
employment, goods, or services for sex, including sexual favours or other forms of humiliating, 
degrading or exploitative behaviour. This includes exchange of assistance that is due to 
beneficiaries10 


f. Use language or behave towards a child or young person in a way that is inappropriate, 
offensive, abusive, sexually provocative, demeaning or culturally inappropriate.  


g. Fondle, hold, kiss, hug or touch children or young people in an inappropriate or culturally 
insensitive way.  


h. Have a child/children/young person with whom I am in contact in a work related context, stay 
overnight at my home or any other personal residential location or accommodation.  


 


 
7 Plan International will seek informed consent as appropriate from the child or young person and parents or guardians where applicable.  


8 ST/SGB/2003/13: UN Secretary-General’s Bulletin on Special measures for protection from sexual exploitation and sexual abuse, 2003 
(endorsed by Plan International). 


9 We recognise that our incentive Workers and Community Volunteers live in communities where we operate and so on rare occasions, 
relationships may develop that may be seen as acceptable in the community but would breach this element of the code. However, we 
expect Incentive Workers and Community Volunteers working in Programme areas to make known to the relevant manager any potentially 
compromising relationship they are in or considering, that involve a beneficiary who is aged 18 years and above.  


10 ST/SGB/2003/13: UN Secretary-General’s Bulletin on Special measures for protection from sexual exploitation and sexual abuse, 2003 
(endorsed by Plan International). 
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i. Sleep in the same room or bed as a child or young person with whom I am in contact in a work 
related context. Where it is necessary to sleep close to unaccompanied children and young 
people, I will make sure that another adult is present and it is in line with authorised procedures. 


j. Do things of a personal nature for children or young person, with whom I am in contact in a work 
related context, (e.g. taking a child/young person to the toilet/bathroom; helping them get 
un/dressed etc.) that they can do for themselves.  


k. Spend time alone away from others with children and young people with whom I am in contact 
in a work related context; I will always make sure that another adult is with me and/or I am with 
the child/young person in an open public place, where others are around and in plain view of 
others.  


l. Hit or otherwise physically assault or physically abuse children or young people. 


m. Act in ways that shame, humiliate, belittle or degrade children and young people, or otherwise 
perpetrate any form of emotional abuse.  


n. Discriminate against, show differential or preferential to, or favour particular children and young 
people to the detriment of them or others.  


o. Develop relationships with, engage in any practice with or develop behaviour towards children 
and young people which could in any way be deemed or interpreted as exploitive or abusive.  


p. Condone or participate in behaviour of children or young people which is illegal, unsafe, or 
abusive.  


q. Use any computers, mobile phones, video and digital cameras, or any such medium to exploit, 
harass or bully children or young people.  


r. Use computers, mobile phones, or video/digital cameras or other electronic devices, to access, 
view, create, download, or distribute pornography, especially abusive images of children or 
young people. 


 


The above is not an exhaustive list. Staff, Associates, and Visitors should consider all related 
actions and behavior which may compromise the rights and safeguarding of children and young 
people. 


 


Personal Conduct outside Work or Engagement with Us 


We do not dictate the belief and value systems by which Staff, Associates, and Visitors conduct their 
personal lives. However, actions taken by them out of working hours that are seen to contradict this 
policy will be considered a violation of the policy.  


Our Staff, Managers, Associates, and Visitors are required to adhere to principles of the Global Policy 
on Safeguarding Children and Young People both at work and outside work.  
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These guidelines outline the requirements for safeguarding children and young people that are 
applicable to organisations that work with Plan International Entities in carrying out our programmes 
involving children and young people.  


They are particularly applicable to organisations assessed as having contact with children and young 
people, working with children and young people, and/or whose projects, programmes, processes, 
activities, advocacy and influence work impact on children and young people. Organisations funded by 
a Plan International Entity are expected to build on these guidelines as appropriate based on the nature 
of their activities and risks to children and young people.  


The guidelines illustrate our commitment to support and respect children’s and young people’s rights to 
be protected from harm, and to provide a safe and protective environment for children and young people 
who are involved with any programmes funded by a Plan International Entity. 


 


The guidelines should be applied in relation to children and/or young people as appropriate, 
depending on the group the organisation works with. 


1. Prevention: The Organisation must take appropriate measures to manage child and/or youth 
safeguarding risk factors and prevent abuse and exploitation before it occurs. Prevention measures 
should include organisational safeguarding policies, codes of conduct  and  associated procedures; 
the management of safeguarding risks in relation to its operations, activities and interventions; and 
the production and promotion of ‘child and young person friendly’ safeguarding information and 
resources.  


2. Code of Conduct: Each Organisation is required to ensure that their personnel avoid any behaviour 
or conduct that compromises the safety and protection of children and/or young people within its 
activities, operations and programmes. In addition, programmes and activities working directly with 
children and/or young people or involving direct contact between the same should develop guidance 
on expected and acceptable behaviour for children and/or young people towards each other. This 
should be incorporated into policy and practice documents.  


3. Gender Equality and Non-Discrimination: The Organisation should ensure that all Safeguarding 
Children and/or Young People policies and procedures take into account gender equality and non-
discrimination requirements. Recognising that girls, boys, young women, young men, and children 
and young people of different gender identities may face different risks relating to their safety and 
protection and that all children and/or young people have an equal right to protection, irrespective 
of: age, sex, gender, gender identity, sexual orientation, nationality, ethnic origin, colour, race, 
language, religious or political beliefs, marital status, disability, physical or mental health, family, 
socio-economic or cultural background, or class.  


4. Screening Procedures: There should be detailed screening procedures for all personnel (including 
unpaid volunteers) who will come into contact with children and/or young people (directly or 
indirectly). Screening procedures should be as available in each country and updated on a regular 
basis, where possible. Screening procedures may include: certificate of good conduct, police 
reference checks or equivalent, verification that applicants are not listed in national registries of child 
offenders; a detailed application and interview process; references who support the applicant’s 
suitability to work with children and/or young people. 


5. Awareness: The Organisation should ensure that all personnel, sub-contractors or consultants or 
affiliates involved with children and young people’s programmes are aware of safeguarding risks, 
policies and procedures; and their safeguarding responsibilities. In addition children and/or young 
people engaged and their parents, guardians or carers should be informed of the same so that they 
know what behaviours to expect and how to report any concerns. 


6. Capacity Building: The Organisation should develop the capacity of all who work with and for 
children and/or young people to appropriately prevent, detect, report and respond to safeguarding 
concerns and particularly as they pertain to differing gender and other identities. Efforts should be 
made to ensure organisational policies and practices are understood and can be effectively 
implemented through mandatory inductions and on-going training courses for all employees and 
volunteers and other associates.  


7. Participation of children and/or young people: Children and/or young people should be actively, 
meaningfully and ethically involved in the development of safeguarding measures in accordance 
with their evolving capacities. Children and/or young people must not be treated simply as objects 
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of concern but rather listened to and taken seriously and treated as individual people with their own 
views.  


8. Reporting Mechanisms for children and/or young people and Staff: Mechanisms should be 
established that enable the safe reporting of safeguarding concerns. Such mechanisms should 
ensure appropriate escalation of concerns within the organisation, referral to the appropriate 
authorities and confidentiality. In addition child and youth reporting mechanisms should be 
accessible, friendly and sensitive to their differing needs  


9. Response and Follow Up: Organisational policies and procedures should include appropriate 
measures to support and protect children and/or young people when concerns arise. All measures 
taken to respond to a safeguarding concern should take into account the best interest of the child 
or young person and be sensitive to their differing gender and other identities ensuring they are kept 
safe and protected. Response measures should be appropriately risk assessed and endeavour to 
ensure no further harm comes to the child and/or young person as a result of any actions taken by 
the Organisation.  


Concerns should be written up and information kept in accordance with the privacy and 
confidentiality policies of the Organisation and/or local legislation. In addition, organisational 
processes should ensure response evaluation and follow up for organisational learning.   


The Organisation should also advise Plan International of any complaints of abuse to children and/or 
young people in line with the working agreement.  


10. Implementation, Monitoring and Review: The implementation and monitoring the Safeguarding 
Children and/Young People Policy for each Organisation should be reviewed at regular intervals as 
determined necessary by the Organisation, preferably at least every three (3) years, where possible.    


11. Sanction and Discipline of Organisation personnel: The Organisation policies and procedures 
should provide for appropriate sanctions and disciplinary measures which ensures children and 
young people are protected from further potential harm. This may include the immediate suspension 
of personnel until such time as the allegations are followed up and either substantiated or refuted 
and/or where personnel is convicted of abusing a child or young person, the said personnel is 
immediately terminated with cause from his or her position. 


12. Informed Consent: The Organisation should provide children and/or young people (and their 
parent(s)/legal guardian(s) where applicable), with all necessary details (including on any 
associated risk,) to make an informed decision regarding their participation in programmes and 
activities, including any voice recordings, video or photographs of children and/or young people 
(including how and where these will be used). Participation and/or usage of information and/or 
images should only take place after consent is obtained.   


13. Protection of Personal Information: Personal information regarding any Child or children and/or 
young people, whether or not such information is obtained as part of the programmes involving 
children and/or young people, should be treated confidentially. There should be clear procedures 
showing the responsibilities within the organisation for accessing and using such data with 
appropriate authorisations. In addition such data should not be disclosed to any third party, except 
in accordance with the policies of the Organisation or as required by applicable local laws.  Personal 
information includes, but is not limited to, any information that can be linked to or used to identify a 
Child and/or Young Person. 


14. Working with partners: The Organisation should ensure adequate safeguarding assessments are 
made as part of its due diligence processes when it comes to partnership working. Third party 
entities that are contracted or supported to work with children must be subject to the same 
safeguarding principles and approach outlined in the Organisations policy and procedures. Vendors, 
suppliers and other contractors that may be in direct or indirect contact with children must also be 
subject to appropriate safeguarding measures. 
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PII CODE OF CONDUCT 


PII’s1 Code of Conduct aims to ensure that our Staff2 and Associates3 treat each other and the children, 


young people and communities that we work with, with dignity and respect.  PII’s Code of Conduct is 


designed to provide clear guidance to our Staff and Associates for conducting themselves in a manner 


which is consistent with their role and commitment to our values, and to provide examples of conduct that 


will always be unacceptable.  Our Code of Conduct is designed to ensure compliance with related Policies, 


full disclosure of suspected or alleged breaches of the expected standards of conduct, and to maintain the 


professional standing of the organisation so that we can achieve our mission of a just world that advances 


children’s rights and equality for girls.     


1. This Code of Conduct is binding on all Plan International, Inc. Staff and Associates.  PII Staff and 
Associates will be required to sign an acknowledgement to show that they have read and understood 
the Code of Conduct.4    


 
2. PII Staff and Associates are individually and collectively responsible for complying with this Code of 


Conduct: 
 


a. As a PII member of Staff or Associate you are an ambassador of the organisation and your 
actions and behaviour both during and outside of working hours (whether inside or outside of 
the office environment) can enhance or hinder our reputation.  As such, PII Staff and 
Associates are responsible for managing their behaviour both within and beyond our work in 
accordance with this Code of Conduct and associated Policies and procedures. 


 
b. If you are in a position of management or leadership within PII you are entrusted by PII with 


greater responsibilities regarding transparency and accountability, and to create working 
environments that support our Staff and Associates so that we can uphold these standards of 
conduct. 


 
c. If you work or travel internationally for us your conduct will also be more visible and subject to 


scrutiny, as will be that of your accompanying household members. 
 
3. This Code should be read in conjunction with local legislation (where possible), however should the 


Code of Conduct demand a higher standard than the local laws then this Code will prevail.  
 
4. This Code should also be read and understood in conjunction with the following associated Policies, 


as may be amended from time to time: 
o Global Policy on Safeguarding Children and Young People  
o Harassment, Bullying and Discrimination Policy 
o Anti-Fraud, Anti-Bribery and Corruption Policy 
o Grievance Policy  
o Disciplinary Policy  
o Whistleblowing Policy  


 


 
1 When used in this document, “PII” refers to Plan International, Inc., Plan Limited and all subsidiaries (including International 
Headquarters, Liaison and Regional Offices, and Country Offices), also referred to in this document as “we” or “us”. 
2 “PII Staff” refers to employees of PII. 
3 “PlI Associates” refers to contractors and consultants engaged by PII, volunteers (including Community Volunteers, board and 
assembly members where relevant), and interns who work with PII, dependents accompanying international staff when on business, 
and any other individuals acting as a PII representative.   
4 This Code supersedes all prior PII Codes of Conduct. 
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PII’s work is based on deeply held values that are embedded in our culture and are the guiding principles 


behind all our decision-making.5  We frequently work in complex and insecure environments, and in 


situations where we are in positions of power and trust (in relation to the children, young people and 


beneficiary communities we work with, with other organisations and one another).  We must under no 


circumstances abuse this power and trust.   


1. I will respect others:  


I will:  


a. Respect the rights of all people without discrimination.   


b. Always act fairly and honestly and will treat people with dignity and respect.   


c. Maintain PII’s professional reputation, upholding and complying with PII and Global policies and 


standards.   


I will not:   


d. Take part in any form of discrimination, harassment, or abuse (physical, sexual or verbal), 


intimidation or exploitation, or in any other way infringe the rights of others. 


 


2. I will work actively to safeguard the rights of children and young people:   


I will:  


a. Adhere to the Global Policy on Safeguarding Children and Young People and be open an honest 


in my dealings with children and young people, their families, and communities participating in 


programmes, projects, processes, events and activities.      


 


I will not:   


b. Engage in any form of sexual activity or develop physical/sexual relationships with anyone under 


the age of 18 regardless of the age of consent locally.  Mistaken belief in the age of a child is not a 


defence/excuse based on the unintended harm.6   


c. Engage in sexual relationships with Plan International beneficiaries, regardless of the age of 


majority or age of consent locally, as these undermine the credibility and integrity of Plan 


International’s work and are based on inherently unequal power dynamics. 


d. Withhold information about any criminal convictions, charges or civil proceedings relating to child 


abuse, either prior to or during the course of my employment with PII. 


 


3. I will maintain high standards of personal and professional conduct while 


working for Plan International:  


I will:  


a. Ensure that my behaviour does not jeopardise PII political and religious neutrality.   


b. Be open and honest in dealings with PII.  


c. Declare any criminal convictions or any criminal charges against me.  


 


 
5 Our Values and Behaviours are set out at Annex 1 
6 ST/SGB/2003/13: UN Secretary-General’s Bulletin on Special Measures for Protection from Sexual Exploitation and Abuse, 2003 


(endorsed by Plan International). 
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d. Adhere to any professional code of conduct applicable to my role and profession.  


e. Ensure the proper use of PII’s resources and prevent them from theft, fraud or other damage.  


f. Seek to ensure that my conduct does not bring Plan International into disrepute. 


 


I will not:  


g. Pursue personal or family gain or advantage in my dealings with or on behalf of PII.  


h. Accept bribes, significant gifts,7 favours of financial value or other services offered as a result of 


my employment with PII or in respect of our help, goods, or services of any kind.  


i. Enter into any business relationship on behalf of PII without authorization from my line manager.  


j. Behave in a way which creates unnecessary risk to my security or the security of others.   


k. Drink alcohol or use any substances in a way that adversely affects your ability to do your job 


or affects PII’s reputation.   


l. Possess or profit from the sale of illegal goods or substances. 


m. Use PII’s computer equipment, mobile phones, video and digital cameras or other equipment to 


view, download, create or distribute inappropriate material, including but not limited to material 


which is pornographic, defamatory, abusive, sexist, racist or otherwise exploitative.  


n. Exchange money, employment, goods or services for sex, including sexual favours or any other 


forms of humiliating, degrading, or exploitative behaviour. 


o. Release any private or confidential information relating to PII or its Staff, Associates or 


beneficiaries to others unless it is a requirement of my job or I am legally required to do so. 


  


4. I will report any concern or incident relating to this Code of Conduct where 


I develop concerns or suspicions regarding breaches of this Code.  


  


I will:  


a. Report any matter which appears to break the standards contained in the Code of Conduct or 


associated Policies that I witness or I am made aware of to the appropriate management, using the 


relevant and/or country specific procedures.   


b. Support any investigation into suspected, alleged or known breaches of this Code or Plan 


International’s associated Policies, including as a witness.  


 


I will not:  


c. Withhold any relevant information.  


d. Undertake any action on my own that is not in line with local policies and procedures and/or, without 


guidance from relevant focal points and managers.  


  


 


 
7 Significant gifts do not include small tokens of appreciation.  You should notify your line manager if you are offered or receive gifts 
of any kind. 
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The Chief Executive Officer is responsible for ensuring the implementation and monitoring of the Code of 


Conduct. Failure to adhere to PII’s Code of Conduct and the standards of behaviour it promotes and 


requires could result in disciplinary action (including, potentially, your dismissal or termination of all relations 


with PII including contractual and partnership agreements).  In some cases the matter may be so serious 


that it will lead to criminal prosecution or we may choose (and in some cases be obliged) to report to any 


relevant professional or government authorities.  


PII will:  


• Take all concerns and reports seriously at all levels.  


• Investigate and act on reports immediately.   


• Take appropriate legal or other action against anyone making a false and/or malicious accusation.    


 


 


  


  







 


PII CODE OF CONDUCT 


 


VALUES 
We strive for 
lasting impact 


We are open and 
accountable We work well together 


We are inclusive 
and empowering 


 


DEFINITIONS 


We strive to achieve 
significant and 
lasting impact on the 
lives of children and 
young people, and to 
secure equality for 
girls. We challenge 
ourselves to be bold, 
courageous, 
responsive, focused 
and innovative. 


We create a climate 
of trust inside and 
outside the 
organisation by 
being open, honest 
and transparent. 
We hold ourselves 
and others to 
account for the 
decisions we make 
and for our impact 
on others, while 
doing what we say 
we will do. 


We succeed by working 
effectively with others, 
inside and outside the 
organization, including 
our sponsors and 
donors. We actively 
support our colleagues, 
helping them to achieve 
their goals. We come 
together to create and 
implement solutions in 
our teams, across Plan 
International, with 
children, girls, young 
people, communities 
and our partners. 


We respect all 
people, appreciate 
differences and 
challenge inequality in 
our programmes and 
our workplace. We 
support children, girls 
and young people to 
increase their 
confidence and to 
change their own 
lives. We empower 
our staff to give their 
best and develop their 
potential. 


LEADERSHIP 
BEHAVIOURS 


 


 I articulate a clear 
purpose for staff 
and set high 
expectations for 
our work and its 
impact 


 I create a climate 
of continuous 
improvement, 
open to challenge 
and new ideas 


 I focus resources 
to drive change in 
practice and policy 
at local, national 
and global levels, 
to maximise our 
long-term impact, 
responding quickly 
to changing 
needs, new 
priorities or crises 


 I use evidence 
from inside and 
outside the 
organisation to 
understand the 
root causes of 
issues, inform 
decisions and 
evaluate 
effectiveness 


 


 I practice and 
promote a culture 
of openness and 
transparency 
within my team 
and beyond, 
including with our 
sponsors and 
donors 


 I hold myself and 
others 
accountable to 
achieve the 
highest standards 
of integrity, 
especially in our 
use of resources 


 I am accountable 
for ensuring we 
are a safe 
organisation for all 
children, girls and 
young people 


 I am consistent 
and fair in the way 
I treat other 
people.  


 I expect myself 
and others to be 
open about 
mistakes and to 
learn from them 


 I seek constructive 
outcomes in 
discussions. I 
challenge 
assumptions but listen 
to others and I am 
willing to compromise 
when it is beneficial to 
progress  


 I build constructive 
relationships across 
Plan International to 
support our shared 
goals, even if this 
requires me to adjust 
my own team’s 
priorities 


 I develop trusting and 
‘win-win’ relationships 
with funders, partners 
and communities, 
creating solutions 
together to meet our 
goals and to support 
others in achieving 
theirs 


 I engage and work 
with others outside 
the organisation to 
build a better world for 
girls and all children 


 I actively promote 
diversity, gender 
equality and 
inclusion, inside and 
outside of Plan 
International. 


 I listen with humility 
to others and 
support those I work 
with to participate in 
decisions, to take 
more responsibility 
and to develop their 
potential 


 I encourage a 
climate that 
empowers children 
and young people 
as agents of change 
in their own lives  


 I will not tolerate any 
form of bullying, 
harassment or 
discrimination in the 
workplace 


STAFF 
BEHAVIOURS  


 I have the courage 
to challenge the 
way we and 
others work, to 
make sure we all 
achieve the best 
results  


 I hold myself and 
others (inside and 
outside the 
organisation) to 
account for what 
we have agreed 
to do and the 


 I offer information, 
experience and 
support to colleagues 
across Plan 
International and 
others to help us meet 
our shared goals 


 I help to create an 
environment where 
children, young 
people, 
communities, 
partners and 
colleagues are 
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 I take the initiative 
to find new and 
better ways of 
doing my work  


 I focus my effort 
where it will make 
the best 
contribution to 
Plan 
International’s 
purpose and 
strategic goals 


 I am flexible and 
change my ways 
of working when 
needed 


 I seek and use 
information on the 
efficiency and 
effectiveness of 
my work to 
improve my 
contribution 


 I persevere and 
encourage others 
to maintain a 
positive outlook in 
the face of 
setbacks and 
adversity 


impact of our 
actions on others 


 I am open, honest 
and transparent 
about my work 


 I am not afraid to 
admit mistakes; I 
try to put them 
right and do better 
next time 


 I willingly share 
information to 
support effective 
decision making 
in my team and 
beyond 


 I stand up and 
challenge others 
when I see wrong 
doing  


 I am honest in 
how I use 
resources and do 
not waste them 


 I abide by agreed 
codes of conduct in 
my work with my team 
and others  


 I develop 
improvements and 
solutions by working 
collaboratively with 
colleagues and others  


 I help colleagues in 
my team and others to 
tackle challenges and 
celebrate successes 


 I ask for help when I 
need it, seeking and 
listening to feedback 
from others in order to 
learn and improve  


 I value contributions 
from colleagues 
across Plan 
International  


supported and feel 
safe 


 I respect and pay 
attention to each 
person’s rights and 
needs  


 I listen to others with 
humility and value 
their opinions, 
beliefs and 
perspectives, 
challenging my own 
point of view 


 I confront and 
challenge both direct 
and indirect forms of 
discrimination, 
gender inequality, 
bullying and 
harassment 


 I encourage those I 
work with to 
influence decisions 
and develop 
themselves 


 Where appropriate I 
involve children and 
young people in the 
decisions that affect 
them 


 


 


 








 


 
 


 
Prevention of Sexual Exploitation and Abuse (PSEA) 


 
IASC Six Core Principles Relating to Sexual Exploitation and Abuse (SEA)1 


 
 
 


1. “Sexual exploitation and abuse by humanitarian workers constitute acts of gross 
misconduct and are therefore grounds for termination of employment. 


2. Sexual activity with children (persons under the age of 18) is prohibited regardless 
of the age of majority or age of consent locally. Mistaken belief regarding the age of 
a child is not a defence. 


3. Exchange of money, employment, goods, or services for sex, including sexual 
favours or other forms of humiliating, degrading or exploitative behaviour is 
prohibited. This includes exchange of assistance that is due to beneficiaries. 


4. Sexual relationships between humanitarian workers and beneficiaries are strongly 
discouraged since they are based on inherently unequal power dynamics. Such 
relationships undermine the credibility and integrity of humanitarian aid work. 


5. Where a humanitarian worker develops concerns or suspicions regarding sexual 
abuse or exploitation by a fellow worker, whether in the same agency or not, he or 
she must report such concerns via established agency reporting mechanisms. 


6. Humanitarian workers are obliged to create and maintain an environment which 
prevents sexual exploitation and abuse and promotes the implementation of their 
code of conduct. Managers at all levels have particular responsibilities to support 
and develop systems which maintain this environment.” 


                                                        
1 See Report of the Inter-Agency Standing Committee Task Force on Protection from Sexual Exploitation and 
Abuse in Humanitarian Crises of 13 June 2002, Plan of Action, Section I.A.   
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Minimum Operating Standards  


Protection from Sexual Exploitation and Abuse by own Personnel (MOS‐PSEA)1 


To provide protection from sexual exploitation and abuse (PSEA) by own personnel the compliance with a set of Minimum Operating Standards for PSEA (MOS‐
PSEA) is required. The MOS‐PSEA are modelled after the well‐known Minimum Operating Security Standards for Staff Safety (or MOSS) compliance mechanism, 
which is mandatory for the UN System to ensure there is a common set of requirements that all agencies follow in order to ensure staff safety.  


What are the MOS‐PSEA?   


The MOS‐PSEA are based on: 


1. The Statement of Commitment on Eliminating Sexual Exploitation and Abuse by UN and Non‐UN Personnel, August 2008  
2. The Global Review of protection from Sexual Exploitation and Abuse by UN, NGO, IOM and IFRC Personnel, July 2010 
3. IASC Six Core Principles Relating to Sexual Exploitation and Abuse, June 2002  


 


What are the key elements of the MOS‐PSEA? 


The four pillars of the current PSEA work provide the framework for the mechanism. These are: 


1. Management and coordination: Effective policy development and implementation; Cooperative arrangements; Dedicated department / focal point 
committed to PSEA.  


2. Engagement with and support of local community population: Effective and comprehensive communication from HQ to the field on (a) what to do 
regarding raising beneficiary awareness on PSEA and (b) how to establish effective community‐based complaints mechanisms. 


3. Prevention: Effective and comprehensive mechanisms to ensure awareness‐raising on SEA amongst personnel; effective recruitment and 
performance management. 


4. Response: Internal complaints and investigation procedures are in place.  
 


   


                                                            
1 These MOS have been discussed among IASC PSEA TaFo Members; the document is work in progress and reflects the status of the Task Forces’ current 
thinking. 







 


2 


 


  PSEA Minimum Operating Standards Key Indicators


1  Effective Policy Development and 
Implementation  


 


 A policy stating standards of conduct, including acts of SEA, exists and a work plan to 
implement the policy is in place.  


 The policy/standards of conduct have been conveyed to current staff and senior 
management (at HQ and field level) on repeated occasions (such as inductions and 
refresher trainings). 


2  Cooperative Arrangements 


 


 SG’s Bulletin (ST/SGB/2003/13) or respective codes of conduct are included in 
general contract conditions. 


 Procedures are in place to receive written agreement from entities or individuals 
entering into cooperative arrangements with the agency that they are aware of and 
will abide by the standards of the PSEA policy. 


3  A dedicated department/focal point is 
committed to PSEA 


 A dedicated department/focal point have the overall responsibility for the 
development and implementation of PSEA policy and activities. 


 The responsible department/focal point is required to regularly report to senior 
management on its progress on PSEA through the Senior Focal Point on PSEA. 


 Staff members dealing with PSEA have formalised responsibility for PSEA in their job 
description, performance appraisal or similar.  


 They have received systematised training on PSEA and the time committed to PSEA 
is commensurate with the scale of implementation required under the current 
situation of the organisation. 
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  PSEA Minimum Operating Standards Key Indicators


4  Effective and comprehensive 
communication from HQ to the field on 
expectations regarding raising beneficiary 
awareness on PSEA 


 


 The HQ has communicated in detail the expectations regarding beneficiary 
awareness raising efforts on PSEA (including information on the organisation’s 
standards of conduct and reporting mechanism). 


 The HQ has distributed examples of awareness raising tools and materials to be used 
for beneficiary awareness raising activities. 


5  Effective community based complaints 
mechanisms (CBCM), including victim 
assistance. 


 The HQ urges its field offices to participate in community based complaint 
mechanisms that are jointly developed and implemented by the aid community 
adapted to the specific locations. 


 There is guidance provided to the field on how to design the CBCM to ensure it is 
adapted to the cultural context with focus on community participation.  


 There is a mechanism for monitoring and review of the complaint mechanism.  


 The organisation has written guidance on the provision of victim assistance.  


6  Effective recruitment and performance 
management 


 


 


 


 


 


 The organisation makes sure that all candidates are required to sign the code of 
conduct before being offered a contract. 


 Each organisation commits to improving its system of reference checking and vetting 
for former misconduct. 


 Supervision and performance appraisals include adherence to participation in Code 
of Conduct trainings (or similar) that includes PSEA.  


 Performance appraisals for Senior Management include the adherence to create and 
maintain an environment which prevents sexual exploitation and abuse and 
promotes the implementation of the ST/SGB/2003/13 or code of conduct.  
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  PSEA Minimum Operating Standards Key Indicators


7  Effective and comprehensive mechanisms 
are established to ensure awareness‐
raising on SEA amongst personnel 


 Staff receives annual refresher training on the standards of conduct, learn about the 
mechanism to file complaints and reports of misconduct and the implications of 
breaching these standards. 


 Training on misconduct (specifically mentioning SEA) forms part of the induction 
process. 


  Staff members are aware of their obligation to report SEA/misconduct and are 
aware that there is a policy for Protection from retaliation in place. 


8  Internal complaints and investigation 
procedures in place  


 


 Written procedures on complaints/reports handling from staff members or 
beneficiaries are in place. 


 Staff members are informed on a regular basis of how to file a complaint/report and 
the procedures for handling these.  


 Standard investigation operating procedures or equivalent issued and used to guide 
investigation practice. 


 Investigations are undertaken by experienced and qualified professionals who are 
also trained on sensitive investigations such as allegations of SEA. 


 Investigations are commenced within 3 months and information about out‐come is 
shared with the complainant. 


 Substantiated complaints have resulted in either disciplinary action or contractual 
consequences and, if not, the entity is able to justify why not. 


 







