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HAP's engagement in Pakistan started after the earthquake in 2005 and although the operation ended in July 2009, 
HAPôs support to agencies in Pakistan has continued. Currently there are 9 HAP Members with headquarters in 
Pakistan, who, along with numerous international HAP Members with Pakistan operations, are actively involved in the 
ongoing flood response. 

In recognition of the ongoing efforts by HAP Members in Pakistan and existing in-country expertise and support 
offered by CWS-P/A, it was agreed that rather than one longer in-country deployment, the Secretariat would provide 
support through shorter interventions. In September 2010, Barb Wigley, Programmes Coordinator at HAP, undertook 
a 10 day visit to provide support, engage in advocacy, and to gather momentum for collective action by HAP Members 
and interested agencies to increase accountability in the ongoing response. 

 
Based on the report of the September 2010 support visit the following points for further action were proposed 
for the deployment :   
 
1. Capacity Building:  Provide support to and build 
capacity of, CWS P/Aôs Strengthening 
Humanitarian Assistance (SHA) Team through 
training, orientation and direct support. The SHA 
team, with its Quality and Accountability Officers 
has been set up by CWS-P/A to provide services 
and support to agencies interested in strengthening 
their adherence to Sphere and HAP Standards.  

2. Technical assistance: Provide assistance to staff 
of interested agencies regarding integration of 
humanitarian accountability into the design, 
development and delivery of programmes; in 
measuring performance against the HAP Standard; 
in strengthening accountability when working with 
partners.  

3. Coordination & Advocacy: In partnership with 
HAP Members engage and collaborate with a 
variety of key actors such as donors, UN bodies 
and Clusters, national and international NGOs, 
affected communities, local/central government 
authorities and other key players and stakeholders. 

Members will be encouraged to raise particular 
issues around accountability and quality.  

4. Support the Accountability Working Group: 
Support the Accountability Working Group 
established by CWS P/A and provide technical 
advice to the group where appropriate. Learning 
from working groups established by HAP at other 
locations will be shared. Options on how to 
improve: information sharing between the agencies 
through the group, increase outreach (at Islamabad  
and provincial level), be sustainable and strengthen 
joint activities of the group will also be explored.   

5.  Strengthened information sharing: Encourage 
and support all agencies to record accountability 
activities and efforts, and use the HAP website as a 
forum to promote these.  A specific page for the 
Pakistan flood response had already been made  
available which includes updates and activities of 
various member. It can be viewed at: 
http://www.hapinternational.org/projects/field/pakist
an2010.aspx

Hosting: The Roving Representative and the Organisational Development Advisor (Dr Jamie Munn) were provided 
office-space and other logistical support by CWS-P/A.  

 

Key outputs: 
Ą Support provided to CWS- Pakistan/ Afghanistanôs Strengthening Humanitarian Assistance Team  
Ą Agency specific support provided on request basis 
Ą Inter-agency capacity building activities 
Ą Support provided to the Accountability & Learning working Group and decentralise it to have sub-

working groups based in Swat (KPK) and Sukkur (Sindh)  
Ą Peer learning and support exercises in Swat and Sukkur  
Ą Case-Studies shared by agencies and available on the HAP website  

 
 
 
 
 
 
 
 
 
 
 

http://www.hapinternational.org/pool/files/post-support-visit-report-pakistan-sept-2010.pdf
http://www.hapinternational.org/projects/field/pakistan2010.aspx
http://www.hapinternational.org/projects/field/pakistan2010.aspx
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1.  Agency Specific Capacity Building and Technical Assistance   
 
a) Requested agency specific support provided to:  
1. CWS- Pakistan/ Afghanistanôs Strengthening Humanitarian Assistance Team 
The SHA team, with its Quality and Accountability Officers has been set up by CWS-P/A to provide 
services and support to agencies interested in strengthening their adherence to Sphere and HAP 
Standards. The SHA has held a number or orientations and trainings for agencies across Pakistan. During 
the deployment, HAP staff worked towards supporting the SHA in its commitment to impart quality services 
for interested agencies in Pakistan. The HAP staff worked  with the SHA in Islamabad and various locations 
to widen its expertise by combining training and experiential learning. Latest resources, tools and 
methodologies used by HAP were shared with the SHA while field visits, and learning exercises were also 
conducted. Remote support and resource sharing continues to be provided and members of the SHA team 
are also participating in other activities held by HAP such as the Training of Trainers in Thailand in March  
2011.  
 
2. Sungi 
A field visit to Mardan in Khyber-PakthtunKhwa (KPK) where Sungi is providing assistance to flood victims 
was conducted. Feedback was provided on its ócash for care programmeô and on the complaints handling 
systems which Sungi has implemented. As a way of getting wider feedback, Sungi also shared and 
discussed the challenges and learnings of implementing complaints handling with a number of 
 organisations in the Lessons Learnt Event held on 28th January.  
 
3. IOM- Mass Communications Unit  
The IOM Mass Communication Programme provides a cross-cutting service to identify information needs 
and gaps for flood and conflict affected populations. IOM Mass Communications develops and 
disseminates key humanitarian messages for affected populations through a range of strategies and in 
close cooperation with the humanitarian community, clusters and the Government of Pakistan. Core 
members of the Mass Communication Programme participated in an action planning session and workshop 
on the HAP 2010 Standard. Through these activities, key areas to strengthen service delivery were also 
identified. IOM Mass Communications has now developed an action plan to work towards addressing these 
areas with close support from HAP. 
 
4. Merlin 
Support was provided to Merlin staff so that they could conduct a rapid accountability assessment of the 
ongoing programmes. This will help in identifying key and priority areas which need to be addressed and 
planned for. Accountability focal point at Merlin head office is also involved in providing support to this 
initiative by the national staff. This lends to greater learning and coherence between head office and 
country offices in efforts to strengthen accountability. This support from focal points at head offices was 
motivating for in-country staff and appreciated. 
 
5. Save the Children 
A training session to introduce the concept of humanitarian accountability and quality and the HAP 
Standard was conducted for Save the Childrenôs monitoring and evaluation staff on 14th January. Save the 
Children has made a concerted effort to share its commitments, code of conduct and deliverables with the 
affected populations and set up complaints systems in all its operational areas, for more read the case 
study. 
 
 
 
 

 
 
 
 
 
 
 

http://www.hapinternational.org/pool/files/accountability-to-beneficiairies-pakistan-errp-(january-2011)-save-the-children.pdf
http://www.hapinternational.org/pool/files/accountability-to-beneficiairies-pakistan-errp-(january-2011)-save-the-children.pdf
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2.  Inter-agency Activities and Technical Assistance   
 
a) Visit to Swat: 9-12th January  
(Hosted and supported by CWS-P/A)  
The HAP team visited Swat which has been affected by the civil conflict during 2009 and floods in 2010. 
With a constricted and sensitive security environment, organisations are required to negotiate a number of 
risks. Despite these challenges, agencies are making efforts to provide timely information and avenues to 
raise concerns. 
 
i. Practical consultation: The HAP staff undertook visits to project sites of CWS-P/A and Save the 

Children. Feedback was provided to the staff based on consultations that the HAP team undertook with 
the affected communities, and observation of current practices. A debrief was also held with senior 
management so that the issues could be addressed in an integrated way.  

ii. Create momentum for collective action and learning in a coordinated manner:   On 10th January, 
Save the Children hosted an inter-agency orientation on accountability and quality and the HAP 
Standard that was attended by HAP and non HAP members alike. The orientation was followed by a 
discussion on the existing Accountability Learning Working Group based in Islamabad and the need to 
have it decentralised so that agencies can undertake collective learning and action in their areas of 
operations according to their priorities and needs. The idea to establish a sub-working group was 
appreciated, since the proceedings of the day had proved to be more conducive and frank than the 
coordination meetings where issues were skirted over or challenges could not be openly discussed. 
Save the Children staff in Swat volunteered to take a lead in formalising and hosting the sub-working 
group meetings in Swat and are following up on this.  

iii. Peer Learning Exercise: Organisations working in Swat face a number of similar challenges in their 
operations. In order to learn from each other and find joint solutions to common problems, Save the 
Children also hosted a peer learning exercise in which HAP and CWS-P/A staff participated. The teams 
jointly visited a basic health unit and psycho-social centre run by Save the Children, where methods for 
information sharing and complaints handling were observed. For example, the Save the Children and 
CWS-P/A staff compared notes and practices on Save the Childrenôs toll free number for complaints 
from the affected communities. While CWS-P/A, has complaints boxes, focal points and other means of 
soliciting complaints, it does not have a toll free telephone number. It was a good opportunity for both 
organisations to discuss the pros and cons of this practice, which led to suggestions for further 
improvements for both organisations.  

  

b) Visit to Sukkur : 23-25th January   
(Hosted and supported by Care Pakistan)   
NGOs or civil society bodies had limited presence in the province of Sindh prior to the floods. The existing 
organisations faced challenges in responding to a disaster of such a large scale due to their size and 
limited financial and human resources. Special efforts are underway by partners to provide support to 
national organisations. The visit to Sindh consisted of providing:  
i. Hands on support for staff:  Care Pakistan was provided with a rapid assessment of one its project 

areas.  Feedback and technical guidance was subsequently provided and senior management was 
debriefed .  

ii. Create momentum for collective action and learning in a coordinated manner: An inter-agency 
orientation was hosted by Care for national partners and other interested organisations. During this the 
participants highlighted issues of concern such as: 

o poor coordination 
o duplication by donors/ INGOs  
o security issues 
o pressure of receiving complaints from other districts and programmes 
o limited human resources of local organisations  
o a number of national/local organisations were engaged whose profiles or experiences were not 

congruent with the what they were expected to deliver.    
  The participants also expressed interest to establish an Accountability and Learning sub-working group 

which would help address the above issues and also plan for capacity building with national partners in a 
coordinated way. Oxfam GB agreed to lead the sub-working group and is drafting the ToRs.  

iii. Peer Learning Exercise: Organisations like CRS, World Vision, Care, CWS-P/A and Oxfam have put 
have put systems in place for the flood victims to raise their concerns and complaints. However, a 
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number of challenges exist, such as illiteracy, accessibility, limited human and financial resources of 
implementing partners and overall lack of sense of empowerment amongst the affected communities. To 
collectively discuss the challenges and find joint solutions, a peer learning exercise was hosted by 
Oxfam GB. Staff explained the current avenues in place such as having  a toll free number which the 
beneficiaries can use to call to register a complaint. These complaints are logged and passed on to 
concerned Oxfam staff or partner. This peer learning exercise facilitated discussion regarding the 
advantages and disadvantages of toll free numbers and other means currently used for receiving 
complaints, along with processes undertaken to resolve complaints satisfactorily. The participants 
witnessed the complaints being lodged at the Oxfam office through the toll free number and noted that 
overall, the peer learning exercise was very useful for sharing experiences, good practices and tools. 

 
c) Inter-Agency Workshop to on HAP 2007 Standard (21st January) 
This one day workshop conducted by HAP staff was hosted by CWS-P/A and attended by participants from 
CRS, IOM, NCA, CARE, Oxfam GB and CERD. Based on requests made during the meeting of the ALWG  
in Islamabad, the focus of the workshop included setting up complaints handling system and conducting 
accountability assessments. 
 
d) Presentation to Education Cluster (18th January):  
This was well received and has led to the education cluster including accountability and quality issues in 
the ongoing evaluation of the education cluster 2010 response.  

 
e) Lessons Learnt Event (27- 28th January):  
Hosted by CWS-P/A, the event highlighted key challenges and learning regarding implementation of HAP 
2007 Standard and the Sphere Handbook.  It was attended by 45 individuals from 30 agencies. The HAP 
2010 Standard in Accountability and Quality Management was also introduced by the Roving 
Representative and along with explaining the linkages with other quality and accountability initiatives were 
highlighted. 
 
The following agencies shared their experiences, efforts and lessons learnt in strengthening accountability 
and quality during their response to the floods in Pakistan through the use of the HAP Standard: 
 

1. Care: Lessons on the Humanitarian Quality Management System- Pakistan floods    
 

2. Concern: Lessons on Minimum Standards in Disasters- Pakistan Floods   
 

3. CWS-P/A: Lessons on mainstreaming accountability and quality - Pakistan Floods    
 

4. IOM: Lessons on providing information at a national level- Pakistan Floods  
 

5. Saibaan: Lessons on quality and accountability in complex environments- Pakistan Floods  
 

6. Sungi: Lessons Learnt on Complaints Handling- Pakistan Floods  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

http://www.hapinternational.org/pool/files/2010-hap-standard-in-accountability.pdf
http://www.hapinternational.org/pool/files/2010-hap-standard-in-accountability.pdf
http://www.hapinternational.org/pool/files/humanitarian-quality-management-system-care-lessons-learnt-pakistan-floods-2011.pdf
http://www.hapinternational.org/pool/files/minimum-standards-during-disasters-concern-lessons-learnt-in-pakistan-floods.pdf
http://www.hapinternational.org/pool/files/mainstreaming-quality-and-accountability-in-pakistan-flood-response-cws-lessons-learnt.pdf
http://www.hapinternational.org/pool/files/information-sharing-iom-lessons-learnt-in-pakistan-floods.pdf
http://www.hapinternational.org/pool/files/quality-and-accountability-in-complex-contexts-saibaan-lessons-learnt-pakistan-floods.pdf
http://www.hapinternational.org/pool/files/complaints-handling-sungi-lessons-learnt-in-pakistan.pdf
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3. Support to the Accountability Learning Working Group (ALWG) 

 
Á Decentralising the ALWG  
The Islamabad-based ALWG agreed there was a need to decentralise the activities of the ALWG, so that 
peer learning and support could take place in operational settings, and that capacity building with local 
partners could occur in a coordinated manner. CWS-P/A, Save the Children, Care and Oxfam GB 
supported HAPôs visits to Swat and Sukkur to assist in the establishment of sub-working groups in these 
two locations.  
 
After the field visits, HAP briefed the 
AWLG on the outcomes, and 
highlighted the motivation of staff 
based in Swat and Sukkur to 
establish sub working groups. The 
ALWG members also confirmed 
their support and a ócellularô 
approach to the ALWG, where small 
cells or units could feed into the 
Islamabad level ALWG was 
suggested. Hyderabad and Mardan, were identified as additional locations. As a first step, the sub-working 
groups at Swat and Sukkur will be established and built upon before expanding further.   
 
Á Support to National Partners   
The ALWG has also developed a matrix to identify national partners and plan for joint trainings to avoid the 
repetition and duplication that can currently occur. The SHA has volunteered to support the capacity 
building needs of the national partners and will conduct combined activities at subsidised rates for them. 
 
Á Introduction of the HAP 2010 Standard  
The new and revised version of the HAP 2010 Standard was also shared with the ALWG. CWS-P/A has 
volunteered to translate this version into Urdu, and depending on need, other languages will also be 
explored.  
 
Á Capturing Learning 
Throughout the deployment, capturing of learning and improvement in practice was emphasised by HAP 
staff. For this purpose, some case studies have been collected and organisations have also been 
requested to develop more. Learning was also highlighted as a critical aspect by Save the Childrenôs 
Learning Unit which requested the ALWG to map improvements at agency specific and collective levels. 
The learning unit will share tools and guidance with the ALWG on how to capture learning effectively in  
future meetings.   
 
Á Additional Support 
Save the Children is keen to build the capacity of its staff in dealing with complaints of sexual abuse and 
exploitation and other sensitive complaints. For this purpose it is will gather inputs and interest from other 
agencies, who may wish to participate so that a combined request can be made to HAPôs complaints 
handling unit.   
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4. Findings and Observations: 
 
The following findings and observations not specific to any organisation, but some points 
accountability and quality issues related to the overall flood response.  
 
1. The context and implications for accountability  
The operational context throughout Pakistan is not the same and the risks and challenges vary between the 
provinces and locations. In Northern Pakistan which has previously faced the conflict and resulting internal 
displacement of persons in large numbers, there are a number of security restrictions and risks. In Swat for 
example, there is a large presence of the army and travel is restricted. Organisations have to obtain non-
objection certificates to travel and work in certain areas.  

 
o Risk Management and disclosure policies or guidance become critical 

in areas where perceptions and acceptance of the host authorities and 
the community is critical to safety and security issues. Staff need 
guidance on the agreed way to introduce themselves to communities, 
host authorities, at check posts etc, including what should and should 
not be said. This would help to guide staff on how to present 
themselves in a complex environment and result in consistency in 
messages from old and new staff as well. This practice has proven to 
be successful in a previous deployment to Sri Lanka, where upon the 
recommendation of the HAP Team, Care developed  a brochure about 
their organisational background and operations in Menik Farm to be 
shared with host authorities and ensure consistency of messages by 
staff ( see right).  

o Disclosure policy and guidance: Most organisations in northern 
Pakistan are not using logos or similar means of identification in their offices or operational areas. In 
the absence of these identification markers, special effort needs to be made to ensure that 
communities are familiar with the organisationsô work and, in case of concerns know who to approach 
and how.  

 
Conversely, the security context in Southern Pakistan is more stable, albeit organisations are vulnerable to 
banditry and looting. The presence of I/NGOs in Southern Pakistan at such a large scale is a new 
development and Sindh has a traditional rigidly hierarchal society with lower levels of literacy than the 
North. The primary security concern for organisations and staff is the pressure from political or social power 
holders/influential in the communities.  

 
This variance results in the need to have different and context specific approaches to responses within a 
same country. Organisations which work in both North and South Pakistan have to improvise and adapt 
their information sharing methods, consultation and participation techniques and complaints handling 
systems.  

 
Currently organisations have different approaches to solicit complaints, and have created avenues such toll 
free numbers, complaint boxes, focal points, email accounts etc to receive complaints. However, due to the 
context, certain avenues and work better than others. For example, a complaints box in the Swat, despite 
the high level of literacy receive little on no complaints. Aside from other reasons, the communities fear that 
the information they will give in writing might be disclosed to host authorities or misused. A complaints box, 
in the South, might similarly not be used due to low level of literacy, but is still seen as the community as a 
symbol of having the right to raise concerns, which gives them strong sense of empowerment and dignity. 
Similarly, radio messages, information dissemination techniques etc have to be adapted, communities in 
the South do not have access to radios, but most people listen avidly to the radio in the North.  This 
requires staff operating at the sub-offices and working directly with the communities need to have a clear 
understanding of accountability and making sure that that information provision, participation and 
complaints handling is done is a context appropriate manner. It is important not to fall in a  óone size fits allô 
approach, but one that is responsive and mindful of the context.  
 
 

http://www.hapinternational.org/pool/files/highlights-report-what-happened-following-hap-deployment-to-sri-lanka-june-2010.pdf
http://www.hapinternational.org/pool/files/highlights-report-what-happened-following-hap-deployment-to-sri-lanka-june-2010.pdf
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2. National Partners  
The flood response in Pakistan has been delivered primarily through national and local partners. Numerous 
small to large national organisations have been working in northern Pakistan and have had close 
partnerships with international NGOs and UN agencies. In the South however, a new crop of national 
NGOs have emerged which are still in their nascent stages. This has meant that INGOs and donors have 
had to a limited range of available partners, most of which have limited administration and infrastructure 
capacities. Some organisations are making special efforts to support their partners through secondments, 
where staff members sit in the partners offices or vice versa, mentorships, closer monitoring and support.  
 
However, there are also instances where national partners are handed programmes with little or no 
support.  For instance a local NGO had been given the responsibility for camp management, whereas it 
does not have the experience or expertise to deliver these services. There was also poor support and 
oversight by the relevant cluster for this local NGO resulting in protection issues and risks for the 
beneficiaries.   
 
National NGOs also citied challenges of duplication of activities, limited human resources, and pressures 
from powerful and influential traditional leaders which has resulted in NGO staff also being threatened or 
beaten.   
 
3. Clusters and Coordination  
There had been no prior presence of OCHA and clusters in the South of Pakistan unlike the North. It took a 
considerable time for the óhubsô to be established and become fully functional. There is limited participation 
of national organisations in clusters, who cited language barriers, lack of understanding of how the cluster 
system works, and the power imbalance between a national and international NGO as some challenges for 
effective participation.   
 
While there is an expectation from national partners to deliver, this is not always matched by proper support 
from relevant clusters or implementing partners. National NGOs highlighted issues of poor coordination, 
duplication and misallocation of resources by donor bodies well as INGOs funding programmes. A small 
sized camp in Sindh with approximately 200 inhabitants, having two medical health facilities, was 
mentioned by some national NGOôs as ineffective use of resources and duplication. It was also posed risks 
of double dosage for the affected community since there was no coordination or communication on the 
patients served between the two medical units. In addition, the national partner which is tasked to manage 
the camp has received no training, guidance or technical support on camp management issues adding to 
the risks of the affected communities and raising accountability and quality of the services provided. 
Currently there are 84 camps functional in Sindh, and by end of March the National Disaster Management 
Authority has asked for all camps to be closed. Concrete data as to why the affected communities have 
continued to stay on in camps 9 months of the floods has not been collected so that returns can be planned 
or encouraged.  
 
3. Donor Awareness and Accountability 
Concerns were raised about limited resourcing of accountability and quality issues, particularly mentioned 
was a concern that accountability and quality budget lines in the flash appeal administrated by OCHA that 
were proposed were rejected. Without allocation for activities such as information provision to affected 
communities, procedure and personnel to collect and address their concerns critical aspects of effective aid 
delivery remain missing. The absence of financial allocation not restricts the efforts of an organisation to 
deliver accountable and quality services but also sends the wrong message of these issues not being a 
priority.  
 
Staff also cited that pressure of cumbersome reporting, tight deadlines for submitting funding proposals and 
diverts time that could be better spent on delivery of operations.  Furthermore, needs assessments are 
repeated over and over again, since this is a donor requirement or and data collected by OCHA, NDMA or 
other agencies is not used or relied on in most cases. There is a need for leaner reporting and funding 
mechanisms so that staff time and energies can be better managed and concentrated on the emergency 
response.  
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4. Linking Monitoring Evaluation Accountability Learning 
Oxfam GB, Save the Children and Care have developed cohesive units which interlink monitoring, 
evaluation, accountability and learning. The work of these units is integrated with the ongoing programmes 
and they support the implementation of accountability and processes of continual learning and 
improvement. These three agencies have dedicated staff working on these issues and they also participate 
in the ALWG. Having dedicated personnel to work on accountability and learning issues, enables 
implementation, makes support accessible and allows for clear follow-up of these issues.  
Other organisations have appointed accountability and quality focal points, such as CWS-P/A or added 
these as additional responsibilities in an existing job description, such as Merlin. 
Whether it is a dedicated unit working on accountability issues, or nominated focal points or added into job 
descriptions, organisations are aware of their responsibility to ensure accountability, which is now accepted 
as a cornerstone of quality programming.  
  
5. Use of new technologies  
Humanitarian organisations are increasing using technologies 
such as radio and phones to reach and access affected 
communities. Mass communication has been established as a 
cross cutting cluster, which is led by IOM.  IOMôs Mass 
Communication Unit is dedicated to run information campaigns, 
based on the information needs and requests of the affected 
community. This is done at a national level and through their 
humanitarian call centre, sms service and radio service.  
The effectiveness and power of radio was first utilised and realised 
during the earthquake in 2005. Radio messages not only informed 
but also call-in shows, and radio programmes helped people deal 
with the trauma of the disaster and personal loss.  Organisations have continued to use the radio, which is 
widely popular in northern Pakistan to share key information and awareness messages. In the South, there 

is lesser use of radios but it is gaining in popularity and use as more 
programmes begin to run in Sindhi.  
 
Organisations which have put in place complaints or information 
sharing systems are providing hotlines with toll free numbers, or 
dedicated mobile numbers which can be used by the affected 
communities, in addition to  focal points, complaints boxes, 
community meetings etc. Issues of costs incurred by the user, 
accessibility, particularly for women, are some of the issues that the 
organisations are trying to overcome and provide alternatives too.  
 
 
 

6.Preparedness 
While the government has prioritized repair and refurbishment 
of river and canal banks, some areas in Punjab and Sindh 
remain water logged and uncultivable affecting agriculture and 
farming, which is the primary source of livelihood for people of 
these provinces. In addition, affected communities and 
organisations are concerned about the impending monsoon 
season which starts in July. Some staff and community 
members said it could be óa disaster within a disasterô and 
highlighted that they had little or no information regarding the 
planning and preparedness for it. Currently, 80,000 displaced 
people are still living in camps and spontaneous settlements 
with no clear information as to whether the services and 
support of the NGOs and government will continue or not, 
disabling them to make informed decisions about their future. 
There is a need for organisations to strengthen information 
sharing and preparedness for the upcoming monsoon, this 

IOM Humanitarian Call Centre 

Swat- Northern Pakistan: Save the Children 
Poster, in local language detailing standards for 
their cash for  work labourers should expect and 
the complaints hotline number. 

Camp settlement in Sindh. Of people who do 
not have homes left to return to or are landless. 
In the background buildings are being 
reconstructed  

http://www.mcommsorg.net/
http://www.mcommsorg.net/
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should involve prioritising community awareness and participation.  

 7. Disconnect between accountability and quality of services                   

The floods in Pakistan have wrecked more 
havoc than the devastating Haiti earthquake or 
Hurrican Katrina in terms of population and area 
affected. The large-scale response has included 
national and international organisations working 
towards relief and rescue, rehabilitation, food, 
education, health and hygiene etc.  

Taking latrines as an example, OCHA figures 
document that almost 63,700 latrines have been 
constructed for over 2.5 million people. Over 
921,000 families have received hygiene kits, 
and 6.6 million individuals have been reached 
with hygiene promotion activities. i These efforts 
have partially or wholly met the sanitary needs 
of the people, however taking a small sample of 
a camp visited in Sindh ( ee pictures), the community highlighted a number of gaps in the accountability 
and quality of the services delivered. During discussions with the community, women highlighted that the 
latrines were not marked nor were the rules of segregation for the use of the latrines followed. They raised 
concerns about privacy and safety in using the latrines and bathing spaces and said that they had to use 
the latrines at night and shower in the safety of their tents. When asked if they could raise these concerns 
with the relevant persons, they responded by saying no, that was this was the way things were and that 
they were ómajboorô (meaning helpless).  

 
If accountability is continued to 
be seen as an add-on, an after 
thought or an issue that is 
separate to programme 
delivery, the quality and impact 
of services is diluted. 
Photographs on the right are of 
water distribution points. During 
consultations with the 
community they indicated they 
were not informed about who is 
dealing with the water delivery 
services, no messages about 
efficient use of water had been 
shared and also didnôt know 
when these services would last till. While an organisation has displayed a logo on the water tank, the 
community was unaware about when the water tank would be filled next, or whether the water in the tank 
was for drinking or washing purposes. There is a important difference between branding and sharing 
information. Without timely and relevant information, which should be easily accessible on site, from 
relevant persons or through other agreed means, about the services, person responsible, timeframe and 
the agreed safe means through which concerns can be raised, critical aspects of accountability and remain 
unaddressed. 
 
8. Uneasy transition from relief to early recovery  
Community highlighted other issues such as lack of predictability, little of no information of the support, if at 
all, any would be provided by government and I/NGOs.  The Government of Pakistan officially announced 
the relief phase to be over on 31st January, 2011 with some residual camps and settlements in Sindh still 
being provided relief services. The transition to early recovery phase has not been an easy one since the 
disaster unfolded in stages and North and South of Pakistan did not experience the floods simultaneously. 
This has meant that in some cases, the affected communities are anxious to move on with their lives, while 

 
 

Water distribution points in a camp in Sindh-2011 

  
Latrines in a camp in Sindh  Women stated that for safety and privacy 

reasons they are compelled to use their 
tents to shower  
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in others considerable humanitarian services are still needed. However, the communities who were 
consulted in north or south, were adamant that they want to rebuild their lives. One community member 
consulted angrily stated that, óI donôt need nutritional biscuits! I need livelihood support so I can move on 
and rebuild my life with dignityô.  
While the humanitarian sector and government grapple with the frameworks and stages of the response, 
the affected communities felt that they were rarely consulted, could not participate in the discussions and 
decisions, which were imposed on them. Lack of predictability due to limited information and involvement in 
decision making processes, reinforces the sense of helplessness and disempowerment amongst the 
communities, who feel that they are passive recipients of aid rather than individuals who could make 
informed choices and decisions about their lives. 
 
9.  Learning and continual improvement 
HAP has continued to provide support to the humanitarian community in Pakistan since the earthquake in 
2005. Since the past 6 years, there has been a vast increase in the understanding and application of 
accountability and quality, more so in the north than the South of Pakistan. A wealth of knowledge and 
experience on accountability and quality issues exists within organisations and as a sector collectively in 
Pakistan. A number of ogranisations now have an integrated approached under which  monitoring, learning 
and accountability are combined such as in Save the Children, Oxfam, CWS-P/A and Care.  A number of 
case-studies on how accountability and quality was applied and integrated in the programming are being 
prepared by the members of the ALWG. Save the Children has documented its learning in a case-study 
which is available on the HAP website. These case-studies are useful for organisations to responding in 
Pakistan but also in similar contexts and emergencies elsewhere across the globe.  
 
 
 

5. Next Steps 
HAP continues to remain engaged with the early recovery phase of the flood response and provide support 
to I/NGOs, HAP members and non-members alike in Pakistan. A series of short in-country interventions will 
be planned, while remote support is being provided to the ALWG, individual organisations and the CWS-
P/A team.   
 
Regular updates regarding the ongoing HAP support to the response in Pakistan are available on the 
webpage:  
http://www.hapinternational.org/projects/field/pakistan2010.aspx 
 

                                                 
i
 http://www.irinnews.org/report.aspx?Reportid=92138 
 

http://www.hapinternational.org/projects/field/pakistan2010.aspx
http://www.irinnews.org/report.aspx?Reportid=92138

