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Benchmark 1

The agency shall establish a humanitarian quality management system (HQMS)

	
	
	Strongly yes
	Some-

what 

yes
	No
	Don’t know

	1
	Does our agency have a clear and well-communicated mission/vision statement that reflects and promotes both accountability towards the people it serves and their rights?
	
	
	
	

	2
	Do we communicate our organisational mission, principles and accountability to all levels of staff?
	
	
	
	

	3
	Do we communicate our organisational mission and/or principles to our beneficiaries?
	
	
	
	

	4
	Does our organisation claim to use quality standards, whether internal or external? 
	
	
	
	

	5
	Does our organisation have a Humanitarian Accountability Framework (HAF), where these standards are listed, have clear indicators attached to them and we review these standards and progress against the indicators regularly?
	
	
	
	

	6
	Does our organisation have a clearly documented and disseminated HQMS?
	
	
	
	

	7
	Are our partners aware of our commitment to complying with the HAP 2007 Standard, and do they have access to the relevant documentation?
	
	
	
	

	8
	Is the HAP Standard reflected throughout our organisation structure and HQMS (processes from strategic management down to operations)?
	
	
	
	

	9
	Do our procedures systematically provide for the identification, planning and provision of resources necessary for compliance with the HAP Standard?
	
	
	
	

	10
	Are the resources necessary for compliance with the HAP Standard included in budgets, project documents, and contracts with donors and partners?
	
	
	
	

	11
	Are there an agency strategy, procedures and budget to support humanitarian partners in complying with the HAP Principles of Accountability and the HAP Standard?
	
	
	
	

	12
	Do we know where we currently stand with regard to providing services to beneficiaries?
	
	
	
	

	13
	Do we have a means for addressing gaps and measuring our progress?
	
	
	
	

	14
	Do we undertake systematic stakeholder analyses?
	
	
	
	

	15
	Does our understanding of stakeholder needs and expectations impact upon our planning and programming?
	
	
	
	


Benchmark 2

The agency shall make the following information publicly available to intended beneficiaries, disaster-affected communities, agency staff and other specified stakeholders: 

(a) organisational background, 

(b) humanitarian accountability framework, 

(c) humanitarian plan, 

(d) progress reports, and 

(e) complaints handling procedures

	
	
	Strongly yes
	Some-

what 

yes
	No
	Don’t know

	1
	Does our organisation have a well-disseminated information policy?
	
	
	
	

	2
	Does our organisation inform communities about their rights and entitlements?
	
	
	
	

	3
	Do we inform beneficiaries about the standards we have set ourselves?
	
	
	
	

	4
	Do we share our objectives, plans and the implementation process with beneficiary communities and other stakeholders?
	
	
	
	

	5
	Is the beneficiary selection process communicated and well understood by all members of the community?
	
	
	
	

	6
	Do we ensure that our information is available in the languages of our beneficiaries?
	
	
	
	

	7
	Are we sure our beneficiaries can access our information?
	
	
	
	

	8
	Have we considered age, gender and diversity within our beneficiary groups when disseminating information?
	
	
	
	

	9
	Do we monitor how well we’re going with disseminating information to our stakeholders?
	
	
	
	

	10
	Do we invite feedback and make sure people know how to give it?
	
	
	
	


Benchmark 3

The agency shall enable beneficiaries and their representatives to participate in programme decisions and seek their informed consent

	
	
	Strongly yes
	Somewhat yes
	No
	Don’t know

	1
	Does our organisation have clear policies and standards on participation by beneficiaries in humanitarian programmes? 
	
	
	
	

	2
	Do we have well defined mechanisms to analyse, identify and disaggregate intended beneficiary groups?
	
	
	
	

	3
	Is gender mainstreaming an integral part of this?
	
	
	
	

	4
	Do we recognise the diversity within our beneficiary groups and ensure that participation reflects that diversity?
	
	
	
	

	5
	Do we make particular effort to identify and include groups less accessible or those facing additional risk or challenge?
	
	
	
	

	6
	Do we have clear procedures for the identification and selection of beneficiary representatives?
	
	
	
	

	7
	Do beneficiaries participate in the planning or design of our field activities?
	
	
	
	

	8
	Do beneficiaries participate in the implementation of our field activities?
	
	
	
	

	9
	Do beneficiaries participate in the monitoring of our field activities?
	
	
	
	

	10
	Do beneficiaries participate in the evaluation of our field activities?
	
	
	
	

	11
	Do we report to beneficiaries on our progress?
	
	
	
	

	12
	Can we demonstrate how the participation of our beneficiaries impacts upon planning and programming?
	
	
	
	


Benchmark 4

The agency shall determine the competencies, attitudes and development needs of staff required to implement its humanitarian quality management system

	
	
	Strongly yes
	Some-

what 

yes
	No
	Don’t know

	1
	Do we take into account the competencies required to uphold the principles of humanitarian accountability and to comply with the HAP 2007 Standard in our recruitment procedures?
	
	
	
	

	2
	Does our organisation have strong and well adhered to equal opportunity policies and procedures?
	
	
	
	

	3
	Does our organisation ensure that induction programmes include familiarisation with the principles of accountability, the HAP 2007 Standard and the organisation’s commitment to these?
	
	
	
	

	4
	Do staff generally understand how the organisation’s commitment to humanitarian accountability, including to the HAP 2007 Standard, should be reflected in their roles and responsibilities?
	
	
	
	

	5
	Has the organisation spelt out clearly in, for example, job descriptions, how the organisation’s commitment to humanitarian accountability should be translated into role objectives at each staffing level?
	
	
	
	

	6
	Is there reference to humanitarian accountability, the HAP Standard or to the HQMS in the staff Code of Conduct?
	
	
	
	

	7
	Is a performance appraisal system in place that is implemented according to its guidelines?
	
	
	
	

	8
	Do staff have access to ongoing learning and development opportunities to ensure they have the required skills and competencies to promote and enable humanitarian accountability and to comply with the HAP 2007 Standard?
	
	
	
	

	9
	Do staff have ready access to up to date manuals or guidelines for day to day operations?
	
	
	
	

	10
	Do staff know they are there and use them?
	
	
	
	


Benchmark 5

The agency shall establish and implement complaints-handling procedures that are effective, accessible and safe for intended beneficiaries, disaster-affected communities, agency staff, humanitarian partners and other specified bodies

	
	
	Strongly yes
	Some-

what 

yes
	No
	Don’t know

	1
	Do we facilitate and welcome the raising of ideas, questions, concerns and complaints by beneficiaries and their leaders throughout the project cycle?
	
	
	
	

	2
	Do we have a clear, formal and transparent system in place to handle beneficiaries’ complaints and concerns?
	
	
	
	

	3
	Do we have a clear, formal and transparent system in place to handle staff complaints and concerns?
	
	
	
	

	4
	Do we have a clear, formal and transparent system in place to handle complaints and concerns of humanitarian partners and other stakeholders?
	
	
	
	

	5
	Does our organisation clearly communicate how people can access its complaints mechanisms, how to find out more and how to receive assistance if needed?
	
	
	
	

	6
	Are staff clear on their roles in handling and responding to complaints and provided with appropriate training?
	
	
	
	

	7
	Are all complaints recorded and responses monitored?
	
	
	
	

	8
	Does our complaints-handling mechanism specify how and within which time frame it will be processed, how the complainant can get feedback?
	
	
	
	

	9
	Do we respond in a timely manner to complaints and concerns raised?
	
	
	
	

	10
	Does our complaints-handling mechanism specify how the safety of the complainant and confidentiality of the complaint are secured?
	
	
	
	

	11
	Are there clear procedures in place to address allegations of abuse and do we have the expertise to investigate allegations of abuse, including sexual abuse and corruption?
	
	
	
	

	12
	Are beneficiaries provided with information on where to go if they are subject to sexual abuse?
	
	
	
	

	13
	Do we have a process for reviewing and responding to ideas, suggestions and comments from all staff members?
	
	
	
	

	14
	Were our complaints-handling mechanisms established in a participatory way?
	
	
	
	


Benchmark 6

The agency shall establish a process of continual improvement for its humanitarian accountability framework and humanitarian quality management system

	
	
	Strongly yes
	Some-what yes
	No
	Don’t know

	1
	Does our organisation monitor and regularly review its Humanitarian Accountability Framework (HAF), compliance with the HAP Standard and quality of services to beneficiaries?
	
	
	
	

	2
	Does our organisation have policies or standards on evaluation that include a strict requirement to seek the views of beneficiaries?
	
	
	
	

	3
	Does our organisation develop plans of action to address gaps identified in these reviews and disseminate these plans?
	
	
	
	

	4
	Does our organisation have mechanisms in place to monitor implementation of action plans and compliance with policies and procedures?
	
	
	
	

	5
	Does our organisation document and disseminate its intentions with regard to continual improvement to all sites and departments?
	
	
	
	

	6
	Do we have well-defined indicators to assess the impact of our humanitarian programme?
	
	
	
	

	7
	Do we modify the way we work depending on findings of data collection, evaluation and analysis?
	
	
	
	

	8
	Do we share the findings of monitoring and evaluation with all staff?
	
	
	
	

	9
	Do we share the findings of monitoring and evaluation with beneficiaries?
	
	
	
	

	10
	Do we ensure that monitoring and evaluations activities include accountability?
	
	
	
	

	11
	Do we have a systematic approach to knowledge management?
	
	
	
	

	12
	Is there communication between field offices and HO on continual improvement?
	
	
	
	

	13
	Is humanitarian accountability considered as a core element of our organisation’s operations or as a side aspect or an impediment?
	
	
	
	

	14
	Is the working environment of our organisation favourable to continuous improvement?
	
	
	
	

	15
	Does our organisation collaborate and share information and knowledge with other organisations?
	
	
	
	

	16
	Does our organisation monitor the quality of our partner organisations?
	
	
	
	

	17
	Are our evaluations placed in the public domain?
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