[ LISTEN, COMMUNICATE WASH Accountability Checklist ASK, LISTEN, ]

“We acknowledge that our fundamental accountability must be to those we seek to

assist.”
Sphere Humanitarian Charter

Accountabilitycanbe seenashaving 5 dimensions:
I. TransparencyT IV. Staff competencies and attitudes S
Il. Feedbackand ComplaintsF V. Monitoring and Evaluation M
lll. ParticipationP

Inpracticalterms theemphasisisonactive listening, arespectful attitude and the ability to empathise
withthose affected.Theformalandinformalprovision of adequate and timely informationisalsocritical.
The checklistisnot prescriptive anditisintended thatitwillbe agreed by eachteam and adaptedtotheir specific
context.

First Phase/Acute Dimension Sf.as'e

1. | Agencystaff membersalwaystreat affected women, men and children withrespect (e.g. S
showing courtesy andpatience, meeting them ontheirterms, actively seeking their viewpointonall
programme issues, sharing project informationopenly andrecognising the vital contribution thishas to
people’srecovery).

2. | Agencystaff membersdo not abuse their position of power as per the Staff Code of S
Conduct (e.g.byasking foranykindof favourfrom those affectedinreturn for assistance). Thisisa
serious offence andprovides grounds fordisciplinary proceedings

3. | WASHpersonneldonotenteracommunity /camp /settlementwithout first discussingandseeking P
permission fromthelocal leadershiporrepresentatives where available (but they shouldbe aware of the
extent towhich suchleaders may or may notrepresent all community members).

4. | Photographs must notbe taken indiscriminately andwhereverpossible the consentofthe T,P
personbeing photographed mustbeobtained.
5. | Wherevehiclesareused, theyareparked discreetly andthe WASH team does not consult with P

community members from theirvehicles. Sit at the same level as the personyouare discussingwith
e.g.on thegroundor crouching down.

6. | WASH staffwilldress appropriately andtake culturalnormsinto consideration (e.g. coveringlegs and )
arms, not wearing tight trousers, removing sunglasses whentalking topeople etc.)
7. | WASHpersonnelwillplan community meetingsinadvance at atime thatis mutually convenientand P

allows maximum participation. They willattend all meetings on time orprovide an explanation for the delay
(whichmaybedue tolate arrivalof community members).

8. | Therecruitment of both male and female staff must be ensured andfemale staff especially P,S
shouldbe available to consult with female community members.
9. | Where WASH personneldonot speak the same language as the affected community, interpreters T,S

must be provided. WASH personnel shouldalsolimit discussions amongst themselves that cannotbe
understoodby the affected community. Every effort mustbe made torecruit WASH personnel who
speak the same language as those affected.

10. AllIWASH personnelwill identify themselves (e.g.byusingbadges statingname and agency/wearing T
ID cards with photographs) whenworkingin the field. (Security considerations mustbe adhered toand take
precedence).

11. Agencystaff memberswillconsult women and men separately andwilldiscuss theprogramme P

withthe most vulnerable groups (e.g. children, older people and those with disabilities).
They willidentify the main social groupingsin the community, including the most marginalised, and
consider theirpriorities.

12 .| People/communitiesaresystematically provided with information onthe following: T
* Nameoforganisationandcontactdetails

Names of staff workingin theirlocation

Proposedplanof action/follow upvisits/feedback

Source of funding and proposed expenditure (where this does not compromise security)
Type anddurationofintervention

Datesandtimes forcommunity meetings

Targeting criteria (shouldbe agreedpreviously through community discussions)

How to make acomplaint and theright toreceive areply

Agreedroles &responsibilities of agency and communities

Expected standards of behaviour

13.| People/communities areinformed that theyhave theright to provide feedback or suggestions F.P.M
(goodorbad) andaright toreceive areply on the workbeingundertaken andon staff conduct.

14| Staff mustrespondtoallcomplaintsreceivedinatimely manner. F
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15.

Feedbackonthedesign and siting/location of toilets, washrooms, laundry slabs andwaterpoints will
be actively sought fromwomen, men, boys andgirls as well as people with special needs orvulnerabilities
such as those withdisabilities.

F,P,M

16.

Discussions mustbeheld, withwomen, children, older people and those with disabilitieson
safe access towater & sanitation facilities e.g. location of facilities, provision of locks, lighting, clearing
ofbushesetc.

17.

Thedegree of satisfaction with first phase hygienekits orNFI’s willbe monitored as quickly as possible
followingdistributionandinput sought into the content of subsequenthygienekits (andpreferred
brands where feasible).

18,

Consultationwith women by women willbeheld todetermine appropriate requirements for female
menstruationand the methodof provision (e.g. lingerie fairs, vouchers etc).

19.

WASH staff willidentify the local institutionsresponsible fordeliveringwaterandsanitation
services, discussplanswiththemandseek theirinput and guidance.

20,

Communication, collaboration and co-ordination with other WASH staff and other WASH
agencies shouldbeseenas akey aspect of every fieldworker’s job description.,

21.

Thedecision topay forcommunity labouroroutreach systems mustbe consideredinthelightofitsimpact
onlonger-termdevelopmentandwhere unavoidable should be explained totheaffected
population.

T,P

22,

Monitoring systems should seek toinvolve community members and toidentify theirperspective on
success and failure as wellas measureclient satisfaction anddegree of participation.

P,M

23,

FeedbackonallHP communication materials shouldalsobeobtainedandthis shouldinform future
adaptation anddevelopment

P,M

24,

The WASH team willregularlyassesswhat social groups have been consulted andwhich
omitted andattempts willbe made toensureongoing contact with the most vulnerable groups

P,M

25,

Wherefeasible relevant feedback from assessments, monitoring andevaluationwill be provided
to community members (andotherstakeholders includinggovernment) and they shouldhave an
opportunity tocomment on the findings andprocess of theassessment or monitoring.

T,P

26,

ALL WASH staff (includingcommunity volunteers or mobilisers) will be adequately prepared to
enable them toworkin atransparentandsupportive way withthose affected (recruitment, job
descriptions, orientation, training, ongoing mentoring and support).

Sec

ond Phase/Chronic Emergency

Dimension

Scale
1-5

1.

MoUsor partnership agreements shouldbe signed with usergroups toensure that therespective
responsibilities of service provideranduserare adhered to.

T,P

Attentionmustbepaidtolong-term management of facilitiesby strengtheninglinks with, and the
capacity of, national structures and systems/usergroups/committees etc.

P, M

Usergroups shouldbeprovidedwiththe appropriate capacity to ensure theirlong-term
functioning e.g. technical training and trainingingroup management, leadership, conflict mitigation,
budgetingetc.

P

Ongoing information is systematically provided toaffectedwomen and menusing the means that
they favour (e.g.community meetings, information sheets, notice boards with pictures, radio, posters,
newspapers etc) and thelanguage of their choice.

Programmeswillbedesigned according to each specific context, based on discussion with
users andastandard ‘onesize fits all’ approach willbe avoided. Management options must alsobe
discussed.

WASH facilities mustbecompleted as agreed and should enable communities to maintain them
easily (e.g.plastering, drainage, etc.)

Organisationalbranding (use of logos on shelters, NFls, notice boards etc.) willnotbeusedindiscriminately
without the consentof affectedpopulations.

Where feasible agency staff members should try tomake some time for informal, discussions
during theproject cycle-discussingwhateverisimportant tolocal people.

O 0| N O

Regularreports of actual performance inrelation topreviously agreedgoals areprovided tothe
affected communities. Those affected shouldhave anopportunity toask questions, discuss and/or
challengethese.

. Anysignificant changes toprogramme goals oractivities; or thebudget; ortokey contacts are

providedpromptly torepresentatives/usergroups.

11.

Ways should be sought to provide information on expenditure e.g. thecosts of
materials/suppliers etc. andhow community members can help toguard against corruption.

T,P

12,

Managers model open, inclusive and respectful behaviourwithinthestaff team (e.g. making
decisionsinatransparentandinclusive way, welcomingdivergent views and encouraging collaborationand
team-working)

P,S

13,

All staff can explainthe meaning of ‘accountability to the community’ and cangive examples of how they
havebeenaccountable to thepeople theyprovide services to.

14.

Arobust quality management system mustbeputinplace tosupportstaff andproject
development.

Al

15.

A clear and transparent ‘exit strategy’ mustbediscussedwithandcommunicatedtoaffected

T,P
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communities. HAP Benchmark 3
(ADD OR ADAPT INDICATORS AS REQUIRED)

Adapted from: Accountability to Beneficiaries: A Practical Checklist Mango 2007

Resources:

The Good Enough Guide: Impact Measurement and Accountability in Emergencies (2007) Emergency Capacity Building Project:

http: //www.oxfam.org.uk/what_we_do/resources/downloads/Good_Enough_Guide.pdf

Sphere: Humanitarian Charter and Minimum Standards in Disaster Response (Includes the Red Cross Code of Conduct): www.sphereproject.org
HAP International (2008): The guide to the HAP Standard, Humanitarian Accountability and Quality Management, available online at
http://publications.oxfam.org.uk/oxfam/add_info_051.asp

HAP 2007 Standard in Humanitarian Accountability and Quality Management, available online at http://www.hapinternational.org/standards.aspx




