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Annex: Tool 14a




Telephone Feedback Mechanism Protocol

	Category
	Code
	What we do
	What we do not do
	Next Step

	Request for information
	0
	1. Give required information to requester (need to ensure operator is up to date)
	1. Don’t give false or inaccurate information
	N/A

	Requests for assistance
	1
	1. Thanks person for call

2. Log the request

3. Give basic information about NGO’s programmes

- Type of assistance

- Geographical zones

- Targeting process

- Inform caller of Gov hotline # for none NGO-related issues
	1. Don’t makes promises

2. Don’t create false expectations

3. Don’t communicate false expectations

4. Don’t send to other organisations

5. Don’t ask people never to call again

6. Say what will happen


	Pass information onto project officer?

	Minor dissatisfaction with NGO kits or activities (i.e. missing items, lack of follow up, etc.)
	2
	1. Thanks person for call

2. Verify caller knows identity of organisation involved

3. Log the request

4. Request basic information about where

- Type of problem

- Geographical zones

- What needs to happen to resolve problem

5. Call person back when discussed  to inform of action to be taken
	
	Pass information onto the responsible staff for response.

	Major dissatisfaction with NGO activities (i.e. filthy latrines, broken pumps, etc.)
	3
	1. Thanks person for call

2. Verify caller knows identity of organisation involved

3. Log the request

4. Request basic information about where

- Type of problem

- Geographical zones

- How to get in touch/meet person

5. Call person back when discussed to inform of action to be taken
	
	Pass information onto the relevant staff, inform monitoring and evaluation officers.

	Reports of inappropriate staff behaviour (i.e. abusive language, misappropriation of goods, requests for payment)
	4
	1. Thanks person for call

2. Verify caller knows identity of organisation involved

3. Log the request

4. Request basic information about where

- Type of problem

- Geographical zones

- How to get in touch/meet person

5. Call person back when discussed to inform of action to be taken
	
	Pass information onto monitoring officer and senior management team.

	Reports of serious staff misconduct (i.e. physical abuse, sexual abuse or misconduct, large-scale theft, etc.)
	5
	1. Thanks person for call

2. Verify caller knows identity of organisation involved

3. Log the request

4. Request basic information about where

- Type of problem

- Geographical zones

- How to get in touch/meet person

5. Call person back when discussed  to inform them of action to be taken
	
	Pass information onto Programme Coordinator for urgent investigation.


Source: Adapted from Oxfam/GB’s project documents


