HAP Standard review consultation report

Concern Worldwide, Bangladesh

Section 1: General information 

	Concern Worldwide, Bangladesh hosted three CRM consultation workshops with Concern and Partner staff in Khulna, Dhaka and Rangpur in January. The purpose of these workshop was as follows;
· To explore ideas, feedback on HAP standard specially Benchmark-5 (Complaint Response Mechanism) for strengthening the HAP Standard as well as agencies’ prevention and response strategies to exploitation and abuse by aid workers
In the workshop, the four key guiding questions of HAP was used to explore the ideas and feedback from the different experts of the emergency and development projects. Before collecting feedback on benchmark-5, the HAP standard 2007 guideline has been thoroughly read following a group reading circle.  And through small group works all the feedback and suggestions were collected.
The findings from the workshop are synthesized in this report. 



i) Number of participants in attendance. 

A total 75 participants (16 from Concern & 59 from Partners) from different partner organization and Concern staff attended the daylong consultation workshops.

Section 2: Facilitator and participants

	Name 
	Position
	Organization
	Email

	Key Facilitator 

	Md. Abu Hanif
	Monitoring and Evaluation Expert
	Concern Worldwide, Bangladesh
	Abu.hanif@concern.net 

	Humaira Aziz
	Assistant Country Director 
	Concern Worldwide, Bangladesh 
	Humaira.aziz@concern.net 


The co-facilitator for the CRM consultation Workshops were;

1. Suraya Khatun, Field Coordinator, Concern AILA Project, Khulna, 

2. Golam Sarowar Talukdar, Partnership Expert, Concern Worldwide, Bangladesh (golam.sarowar@concern.net   

3. Abdul Alim, Project Officer, Nodi O Jibon Project, Concern Worldwide, Bangladesh   

1. Names, jobs titles, names of organizations or institutions and contact details of each participant. 

	Sl No.
	Name of Participants
	Job title
	Organization
	Contact details

	1
	Khan Md. Abdul Hye
	Project Officer
	Concern Worldwide, Bangladesh
	Suraiya.khatun@concern.net


	2.
	Mansura Sultana
	Project Officer
	Concern Worldwide, Bangladesh
	Suraiya.khatun@concern.net


	3
	Suriya Khatun Putul
	Field Coordinator
	Concern Worldwide, Bangladesh
	Suraiya.khatun@concern.net


	4
	Md. Rabiul Islam
	Project Coordinator
	Concern Worldwide, Bangladesh
	rabiul.islam@concern.net


	5
	Md. Idris Ali Khan
	Project Coordinator
	Concern Worldwide, Bangladesh 
	Idris.khan@concern.net


	6
	Md. Nabi Khan
	Project Coordinator, DRR
	Concern Worldwide, Bangladesh 
	mahmudun.nabi@concern.net


	7
	Farhana Habib
	M&E Specialist
	Concern Worldwide, Bangladesh
	farhana.habib@concern.net


	8
	Nasiruddin Mitul
	Monitoring, learning and documentation officer
	Concern Worldwide, Bangladesh
	mitul.nasiruddin@concern.net


	9
	Mastura Khandokar
	HR Officer
	Concern Worldwide, Bangladesh
	mastura.khondoker@concern.net


	10
	Md. Shafiqul Islam
	Internal Audit Manager
	Concern Worldwide, Bangladesh 
	Shafiqul.islam@concern.net


	11
	Md. Abdul Alim
	Project Officer
	Concern Worldwide, Bangladesh
	abdul.alim@concern.net


	12
	Md. Rajib
	Project Officer
	Concern Worldwide, Bangladesh
	Jaglul.razib@concern.net


	13
	Subash Chandra Roy
	Project Officer
	Concern Worldwide, Bangladesh
	Subash.roy@concern.net


	14
	Shantanu Shekhor Roy
	Project Officer
	Concern Worldwide, Bangladesh
	Shantanu.shekhor@concern.net


	15
	Md. Mosharrof Hossain 
	Admin Officer
	Concern Worldwide, Bangladesh
	mosharrof.hossain@concern.net


	16
	Suvashis Karmakar
	Project Officer
	Concern Worldwide, Bangladesh
	Suvashis.karmakar@concern.net


	17
	Babluzzaman
	Project Coordinator
	Shushilan
	Shushilan.admin@gmail.com 

	18
	Anowara Begum
	Training Officer
	Shushilan
	

	19
	GM Moniruzzaman
	Project Officer
	Shushilan
	

	20
	Abdur Razak
	Field officer
	JJS
	jjsinformation@gmail.com 

	21
	Md. Taybur Rahman
	Field Officer
	JJS
	

	22
	Md. A. K. Babla
	Area Manager
	JJS
	

	23
	Md. Zia Ahmed
	Coordinator
	JJS
	

	24
	Md. Rezaul Karim
	Executive Director
	Samadhan
	mak_samadhan@gmail.com 

	25
	Md. Shamimur Rahman
	Field Supervisor
	Samadhan
	

	26
	Md. Rafiqul Islam
	Field supervisor
	Samadhan
	

	27
	Md. Manshur Ali
	Sr. Manager
	Samadhan
	

	28
	Ms. Sakina
	Project Officer-M&E
	Speed Trust
	info@speedtrust.org 

islam.dipu@gmail.com 

	29
	Rina Ghosh
	Project Officer
	Speed Trust
	

	30
	Md. Hemayet Uddin
	Project Manager
	Speed Trust
	

	31
	Md. Monjur Hossain
	Executive Director
	BOSS
	mamun_bosspabna@yahoo.com
 bossnodiojibon@yahoo.com


	32
	Ms. Shakara Khatun
	Field organizer
	BOSS
	

	33
	Nikunja Deb Nath
	Project Manager
	BOSS
	

	34
	Md. Nahidul Islam
	Field Organizer
	BOSS
	

	35
	SM. Mahbubul Alam Monzed
	Executive Director
	JSKS
	ed_jamunapabna@yahoo.com


	36
	Md. Saiful Islam
	Community  Organizer
	JSKS
	

	37
	Md. Masud Rana Tipu
	Supervisor
	JSKS
	

	38
	Dr. Md. Moniruzzaman
	Project Manager
	JSKS
	

	39
	Md. Aminul Islam
	Chief of Coordinator
	UDPS
	udp_dhaka@yahoo.com
udp_lal@yahoo.com

	40
	Ms. Jaheda Begum
	Field Organizer 
	UDPS
	

	41
	Md. Nuruzzaman
	Field Organizer
	UDPS
	

	42
	Maksudur Rahman
	Field Organizer
	UDPS
	

	43
	Md. Zahirul Islam
	Project Manager
	UDPS-Lal
	

	44
	Md. Inayet Ullah
	Project Manager
	UDPS-Pab
	

	45
	Aminur Rahman
	SDCE
	ASOD
	asod@agni.com; asod@tista.com

	46
	Emdadul Haque
	Project Coordinator
	ASOD
	

	47
	Rezaul Karim
	Supervisor
	ASOD
	

	48
	Momotaj Begum
	Supervisor
	ASOD
	

	49
	Riaz Uddin
	Field Organizer
	OVA
	suzit_ova@yahoo.com

	50
	Manisha Barman
	Field Supervisor 
	OVA
	

	51
	Golam Faruk
	Project Manager
	OVA
	

	52
	Sizit Kumar Ghosh
	Executive Director
	OVA
	

	53
	Saima Yesmin
	Acting executive Director
	GKS
	gks_drr@yahoo.com


	54
	S. Parvin
	Field Trainer
	GKS
	

	55
	Md. Nurul Islam
	Field Trainer
	GKS
	

	56
	Md. Harunur Rashid
	Project Manager
	GKS
	

	57
	Shaheen ul Alam
	Project Coordinator
	Unnayan Shamannay
	nodiojibon@gmail.com

	58
	Md. Moynul Islam
	Research Associate
	Unnayan Shamannay
	

	59
	Dr. Mahbub Hasan
	Research Associate
	Unnayan Shamannay
	

	60
	Fauriza Feroze
	Research Officer
	Unnayan Shamannay
	

	61
	Camellia Rahman
	Project Coordinator
	Nari Maitree
	came_rh@yahoo.com
nmhq@bracnet.net


	62
	Mamunur Rashid 
	Centre In-charge
	Nari Maitree
	

	63
	Shanjida Khatun
	Community Officer
	Nari Maitree
	

	64
	Md. Tarequl Islam
	Community Officer
	Nari Maitree
	

	65
	Md. Towsif Jewel
	Centre In-Charge
	SEEP
	seepamraomanush@yahoo.com
seepchildrights@yahoo.com


	66
	Md. Shafiqul Islam
	Centre In-Charge
	SEEP
	

	67
	M. Shahidul Hossain
	Teacher
	SEEP
	

	68
	Sekh Halima Farhana Mitu
	Animator
	SEEP
	

	69
	Polash Sarker Paltu
	Manager
	Sajida Foundation
	ershad64@yahoo.com
zfkabir@sajidafoundation.com


	70
	Md. Manik Mia
	Field Organizer
	Sajida Foundation
	

	71
	Md. Faroque
	Manager
	Sajida Foundation
	

	72
	Suman Kumar Saha
	Manager
	Sajida Foundation
	

	73
	Md. Ershad Ali
	Project Coordinator
	Sajida Foundation
	

	74
	Saiful Alam
	Advocacy Coordinator
	CUP
	akhter7690@hotmail.com
saifulcu7@yahoo.com

	75
	Md. Nurun Nabi
	Technical Officer-Agriculture
	JOBS
	anthony@jobsiris.dhaka-bd.net
moshiur@jobsiris.dhaka-bd.net


Section 3: Analysis 

1. Record general feedback provided by the participants on the content, format and language of the Standard and the Guide (if time permits).

The Standard:

	Content
	Format
	Language

	Overall

	The overall content on HAP principles, principles in humanitarian actions and covenant is very important to promote accountability as organizational level. 
	
	Used uncommon words, not user friendly. A lot of academic words have been used. 

	Benchmark

	Benchmark-2 (Transparency/information sharing), Benchmark -3 (Participation) are very useful for the organization because;
Benchmark-2 at organizational level ensures transparency and improved accountability towards the programme participants and all other stakeholders.
Benchmark-3 enables to raise voices the programme participants and to influence quality of services from the duty bearers. It also helps them to internalize the services as rights not hand outs to the poor.
Benchmark-5 (Complaint handling system) has both merits and demerits at organizational level. However, benchmark 5 promotes organizational accountability to the project participants. The project participants and other stakeholders can help to identify the projects, gaps or lacking on a regular basis. 
	Each requirement is like a broad statement. Therefore there is a need to specify indicators to understand the practical implication.  
Though means of verification and indicators are different sometimes in the HAP document the difference is not clear.    . 
The suggested format should consider outlining the following against each benchmark:
i) Requirements
ii) Indicators
iii) Means of Verification
	long and complex sentences


	Others comments

	There is need to establish relationship and relevance between Principles of Accountability, Principles of Humanitarian Action,  and Benchmarks
It would be easier if definition of CRM system, feedback and suggestions are included.
Needs to include some examples of CRM process in the guideline
Needs to include case studies that will help the reader to understand complaints handling procedures and ways in which challenges can be addressed.
	HAP must develop a handy guide like “good enough guide” or a pocket version. 
Include self assessment format 

	Should be translated in local language 


2. Record main strengths of the Standard regarding handling complaints of exploitation and abuse by aid workers:

Strength

The consultation with the project staff of Concern and partners in Sidr and AILA areas where CRM was implemented highlighted the following as strengths;

· The CRM system strengthened professionalism in relationship between the project staff and program participants. And it also influenced to build transparent relationship between Concern and partner staff.  

· Establishment of a complaint mechanism at project level have increased awareness and carefulness of staff of Concern and Partner on abuse and sexual exploitation. 

· It increases organizational transparency and immediate accountability towards the community

· Being cautious about complaints has increased concentration on success and quality of the project of the staff.   
Partners who did not implement CRM suggested following potential strengths:

· The CRM system can ensure an enabling environment in both Concern and Partner Organization

· The CRM helps to identify the gaps and lacks of the program

· Establishing CRM will increase project as well as organizational efficiency 

· The female staff will be more empowered, because they will get scope to raise their voices against abuse and exploitation with them

· The CRM system will be able to uphold the right of the programme participants

3. Record main weaknesses of the Standard regarding handling complaints of exploitation and abuse by aid workers:

Weakness:

The consultation with the project staff of Concern and partners in Sidr and AILA areas where CRM was implemented highlighted the following as weakness;

· The requirements and means of verification related to exploitation and abuse by the aid workers in benchmark 5 are not clear. 

· Most of the complaints received and investigated were false complaints. CRMs may increase the lodging of false complaints. 

Partners who did not implement CRM suggested following potential weaknesses:

· It may increase false complaints related to abuse and sexual exploitation.

· It is challenging to establish the CRM at community level

· If people get very enthusiastic about CRM and therefore start going to government, union parishad/ government to lodge a complaint and if the authorities do not have proper mechanisms projects may face challenges from these actors. Therefore coordination is very important. 

4. a and b) Record suggested indicators (new or revise Benchmark, Requirement and / or Means of Verification) to be included in the Standard to make prevention and response to sexual exploitation and abuse more explicit:

The suggestions on requirements, indicators and means of verification are given in the following table

	Benchmark Requirement
	Indicator
	Means of verification



	Consider adding the following requirement as part of benchmark 5
The agency shall establish a user friendly complaint handling mechanism addressing abuse and sexual exploitation for the staff and programme participants 

	The staffs are aware on complaint handling procedure on abuse and sexual exploitation 
The programme participants have knowledge of the proper ways of complaint handling procedure on abuse and sexual exploitation
The agency has a proper guideline of handling complaints on abuse and sexual exploitation  

The agency established a user friendly and sensitive complaints mechanism
The agency  keeps record of all complaint and respond to complaints on time maintaining confidentiality   
Trend of reporting complaints
	Discussion/interview with the staff and project participants
Relevant documents (Complaint guideline or procedure)  
The complaints register



Section 4: Feedback and other issues:
1. Please use this space to address any other issues:

	Other feedback from participants
· The Partners Executive suggested to include ethical fundraising in the HAP benchmarks or the Guide
· Clarify the linkages between HAP, Sphere Standard and People in Aid Code guide.


2. Please provide any feedback on the consultation process itself, from both your [workshop facilitator] point of view and the point of view of the participants:

	· “Coordination” needs to emphasise as part of any relevant benchmark. 
· The standards should also highlight aspects of financial and procurement management of partners and donors 
· HAP should also inform Government institutions about their standards  
· Some participants who participated in the consultation process had limited understanding on HAP; therefore they could not go deeper into the issues.
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