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Executive Summary

This report summarises research carried out by Aid Watch Palestine
(AWP) in order to ascertain to what extent aid actors working in
the Gaza Strip are effectively utilising complaints mechanisms. The
report highlights the importance of accountability in humanitarian
good practice and explains the role that complaints and response
mechanisms (CRMs) have to play.

The aims of the research are threefold. Firstly — to examine to what
extent aid actors translate humanitarian standards regarding
good practice and accountability into practical steps for day to day
life in Palestine. Secondly — to promote discussion and sharing of
knowledge regarding accountability in aid processes in Palestine and
thirdly —to promote best practices to increase direct communication
between recipients of aid and donors and implementers.

The mainfindings can be summarised as such:only 31%of aid actors
operating in Gaza and contacted during the duration of this study
replied, to inform us that they have a formal complaints process
in place for aid recipients. Overall, we found that though there
are some very good examples of good practice and examples of
CRMs, in general complaints processes are used irregularly among
aid actors (i.e. INGOs, Palestinian NGOs, donors and coordinating
bodies), are not always easy to access, and are often poorly utilized
as learning or accountability mechanisms.

Oftheorganisations sampledin this research,INGOs were the group
which most frequently responded positively, in that they do have a
formal complaints mechanism in place. 56% percent of the INGOs
consulted during this research have formal complaints processes.
As for other categories of aid actors, 25% of the Palestinian NGOs,
23% of donors and 20% of coordinating bodies have an existing



formal complaints process. However, it is clear that all of these aid
actors have the capacity to implement formal complaints process
and/or improve and should improve existing mechanisms.

Introduction

The assault on Gaza last year, code named ‘Operation Protective
Edge' by Israel, lasted from July 8th 2014 until August 26th
2014. During this period 2,132 Palestinians were killed (nearly
70% of which were civilians), 71 Israelis were killed (5 of which
were civilians), 10,000 Palestinians were injured, 69 Israelis were
injured, and 100,000 Palestinians were left homeless. Today,
more than one year since the ceasefire, hundreds of thousands
of Palestinians are still displaced in Gaza, only 5% of the pledged
materials for rebuilding have made it into Gaza and it is still
unclear exactly how much of the $5.4 billion of aid pledged by
international donors for the reconstruction of the Gaza Strip will
bereceived.™

AWP is an independent, Palestinian-driven initiative that
stimulates and supports efforts to make international aid more
accountable to Palestinians—starting with the reconstruction
of the Gaza Strip. We invite the Palestinian community and aid
actors — local and international, public and private — — to join us
in the critical and constructive scrutiny of aid. Together, we can
utilize aid to advance the Palestinian cause, and focus on long-
term solutions.

AWP advocates for current, accurate and actionable information
on aid to be made available to the publicin both Arabic and English



languages, while also encouraging aid actors to comply with
international law, global standards and existing commitments,
and to work diligently for an end to the need for aid.

The importance of accountability and the role of
complaints mechanisms

'Accountability is the process through which an organisation
actively creates, and formally structures, balanced
relationships with its diverse stakeholders, empowering these
to hold it to account over its decisions, activities and impacts,
with a view to continuously improving the organisation’s
delivery against its mission."(Hammer & Lloyd 2012:30)

"Giving account’ implies a relationship; one gives
account to someone for the responsibilities assumed.
In this way a web of accountability relationships exists

for any organisation, or individual."(ENN 2011:2)

While accountability is a frequent topic of discussion among
aid actors, mechanisms for accountability to donors are more
developed than mechanisms for accountability to those deemed
"beneficiaries”. Aid recipients have aright to participate and to have
a say regarding the assistance they receive. Donors, international
NGOs, coordinating bodies, local NGOs, private contractors and
other humanitarian and development actors have a duty to open
channels for meaningful dialogue with aid recipients, and to
implement effective means for feedback and response.

Many studies show that such feedback from aid recipients is
valued as essential to improving accountability. One method
cited as an effective process for collecting and facilitating such



feedback is through complaints and response mechanisms
(CRMs) (CDA 2011).

The concept of accountability to beneficiaries is enshrined in a
varietyof ethicaland professional standardsandlegalframeworks.
Standards establish the thresholds required to achieve the
necessary quality for a particular good or service. Accountability
is about explicitly disclosing whether such standards have been
achieved (ENN 2011:2). All of these standards emphasise the
necessity that organisations submit themselves to the scrutiny
required by their position, and several specifically advocate that
this be done through CRMs.

However, usage of CRMs is uneven and most are focused on
project-level information, not agency-wide policies, strategies
or even programs. In many agencies, field staff and partners
gather feedback for use in their programs and operations,
but these efforts are not generally systematised, reported to
headquarters, or collated and analysed at an agency-wide level."?
This significantly reduces the potential for real learning, genuine
responsiveness and the strengthening of accountability.

Aid Watch Palestine’'s own research on complaints processes of
aid actors involved in humanitarian assistance work in Gaza has
confirmed this trend: CRMs are unevenly used, not always easy
to access, and often poorly utilized as learning or accountability
mechanisms.



Why conduct this research?

Aid Watch Palestine (AWP) decided to conduct this research for
several reasons:

» Firstly, though the various humanitarian standards clearly
state the theory behind good practice regarding accountability,
we wanted to examine to what extent aid actors translate
these standards into practical steps and translate this notion
of accountability into everyday life in Palestine.

» Secondly, we hope the findings and ensuing discussions based
on this research will promote and improve communication
and sharing of knowledge; not just between the community
and aid actors but between organisations themselves — local
and international, public and private.

» Thirdly, we aim to increase direct access between recipients of
aid and implementers and donors. This requires that community
members are both aware of their right to have a say and
participate in decisions regarding the aid process and that the
mechanisms for them to do so are clear and accessible.

Methodology

The sample of aid actors chosen for the purpose of this research
was a purposive sample. AWP wanted to ensure local NGOs,
international NGOs and donors/multilateral agencies were all
represented. The key unifying criteria was that all aid actors
chosen should be active in humanitarian work in Gaza, i.e. should
represent some of the main actors operating in Gaza at the
moment in the field of humanitarian assistance.



In total 35 organisations were contacted: 8 local NGOs, 9 INGOs®,
5 coordinating bodies and 13 donors/multilateral agencies.

W Pal NGO

m INGO

i Coordinating body
m Donor

Participants were contacted by phone, email and Skype between
August and October 2015. Initial contact was made in early August
so that all participants were given almost two months in which
to come back to AWP with questions about the research being
conducted or to ask for clarifications and responses. Interviews
via phone or Skype were conducted with some aid actors; others
provided information regarding the nature of their complaints
process via email.

All participants were provided with the following information
before questions were presented:

» AWP's background and its mission.

» The aims of the research project and what will be done with
the findings.

(3) Forthe purpose of this report the ICRC is classified as an INGO. However, it actually
has a hybrid nature. For details on its classification see https://www.icrc.org/eng/
resources/documents/misc/5w9fjy.htm




The questions asked of all the aid actors were as follows:
» Does your organisation have an official complaints process?

» What form does this process or mechanism take? Do aid
recipients wishing to use it contact a person directly or are
communications primarily in written form?

» Couldyougive mefurtherdetails about the process (if it exists)?
For example, if the process entails a written complaints form,
isitavailable both in Arabic/English/?

Main Findings

Though most organisations contacted during this research
process have some form of complaints mechanism in place, few
have clear formal processes. By formal process AWP means a
systematic, easy to access and public process. This could be an
online submission form on the organisation’'s website, or paper
based complaints and feedback forms, available in Arabic, and
distributed to beneficiaries. Many organisations responded to
questions about their CRMs saying that 'beneficiaries know where
our office is. They can call us or come and speak with us in person”.
This is not a formal process, nor a proper fulfilment of an aid actor's
obligations regarding good humanitarian practice. The onus and
responsibility is on the aid actor to facilitate this kind of dialogue
and to make it easy for their beneficiaries to contact them. This
is clearly stated in various humanitarian frameworks, such as the
Core Humanitarian Standards, the INGO Accountability Charter
and the Code of Conduct for the ICRC and NGOs in Disaster Relief*
to which several of the actors consulted in this research have
signed. In other words, aid actors should actively invite feedback;



simply having a complaints mechanism is not enough.

Of the 35 aid actors contacted, 11 have a formal complaints
process in place, 17 do not have a formal complaints process at
all and 7 did not reply despite several follow up attempts.

B Formal process
B No formal process
= No reply

Focussing on the percentages of aid actors which do have aformal
complaints process, we can see that the INGOs do best in this
regard, with 56% of those contacted having a formal mechanism
in place. The percentage of other aid actors in this sample with
a formal process in place is 25% for Palestinian NGOs, 23% for
donors and 20% for coordinating bodies.

B INGOs

| Pal INGOs
= Donors

m Goord. Body
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Furthermore, some organisations have CRMs in place but we
have observed that they are not necessarily well utilised. The
existence of CRMs does not always correlate with accessibility.
For example, submission forms for complaints on a website
which are only available in English will not be easy for everyone
in Gaza to access. Also, these online systems can be buried within
the website and are not obvious or always easy to find.

Several organisations contacted for the purpose of this research
do follow a good system of providing information to beneficiaries
in terms of complaints procedures, regarding where and how
they can complain or submit feedback, from the beginning of
their projects. This might include a toll-free hotline number
specifically established for the purpose of receiving feedback,
written forms (available in Arabic), a locked submission box or a
designated field officer tasked with dealing with feedback and
complaints. However, others simply have a complaints portal
or page somewhere in the depths of their website which is only
available in English. If this was difficult information to find and
access for the purpose of this research, then one would imagine
it is also not very accessible to aid recipients in Gaza.

"Accountability is the process through which an organisation
actively creates, and formally structures, balanced
relationships with its diverse stakeholders, empowering these
to hold it to account over its decisions, activities and impacts,
with a view to continuously improving the organisation’s
delivery against its mission."(Hammer & Lloyd 2012:30)

"Giving account’ implies a relationship; one gives
account to someone for the responsibilities assumed.
In this way a web of accountability relationships exists

for any organisation, or individual."(ENN 2011:2)




Another common occurrence when contacting aid actors about
their complaints procedures s is misunderstanding regarding
who complaints process are directed to. . Many organisations
readily provided information on detailed internal processes for
dealing with complaints, such as unfair dismissal of staff or
harassment in the workplace, but when it was reiterated that
this research specifically focussed on complaints processes for
beneficiaries, information was much harder to access. Often,
though not always, it also took a long time to find the right
person within the organisation who possessed knowledge on
this topic, which indicates that training and awareness on the
importance of accountability and CRMs specifically, is not always
an organisation-wide priority.

A surprising finding, which happened only in a very small number
of cases, was that some aid actors treated the material contained
in their CRMs as ‘confidential’ information. One multilateral donor
consulted in this study stated that complaints mechanisms are
implemented by their partners, but that they are not at liberty to
discussthe processes duetothe confidentiality of suchinformation.

The Core Humanitarian Standards (successor of HAP and SPHERE),
which is the main guidance document for many humanitarian
organisations regarding best practice, clearly states that aid
actors should ensure:

» Communities and people affected by crisis know their
rights and entitlements and have access to information and
participate in decisions that affect them.

» Communities and people affected by crisis have access to
safe and responsive mechanisms to handle complaints.



To be aware of their rights and to have access to CRMs, this
information needs to be made public. The whole process
does not work if the complaints submitted are considered
‘confidential information’ or if aid actors are reluctant to
publicise these processes.

Challenges

There was a certain amount of ‘passing the buck’ regarding whose
responsibility it is to facilitate CRMs. For example, donors and larger
agencies who often work with implementing partners claimed that
it is not their responsibility, or job, to liaise with beneficiaries directly.
Rather, it is considered that it is the role of implementing partners
to do this. However, one such implementing partner, a Palestinian
NGO, said they often refer complaints to agencies such as; OCHA,
FAO, The Ministry of Agriculture etc. and do not deal with complaints
themselves. Thus, there appears to be a lack of clarity among aid
actors regarding where exactly the responsibility lies in processing
and responding to complaints issued. . This process of ‘passing the
buck’ increases the likelihood that complaints are not noted, or that
there is a lack of follow up regarding feedback that is received.

Another issue which was mentioned by several organisations
during the research period was that they do not want their
complaints processes to be misused as a channel for requests
and enquiries. One INGO working in the field of shelter assistance
said they did not want to become inundated with requests that
were not going through the proper channels — especially in Gaza
where many people are waiting on information or desperately
seeking help and resources.

Finally, it seems that centralising and formalising the complaints
processes presents a challenge. At least two of the INGOs who



responded have a very clear, formal process for complaints on
their main website i.e. in the country where their headquarters
are based. However, at country level (especially for projects
happeningin Palestine), the process s less official and differs from
project to project. Some projects have much more comprehensive
CRMs (often due to donor requirements) and other projects
implemented by the same organisation do not have a clear CRM
at all.

Conclusion

Overall, the findings of this research show that though there are
some very good examples of good practice and CRMs, in general
complaints processes are unevenly used, not always easy to
access, and often poorly utilized as learning or accountability
mechanisms.

It is clear that shared learning and knowledge around best
practice should be further strengthened and promoted. Some
of the aid actors consulted in this research do have very good
complaints systems and their staff have a clear understanding of
best practice regarding accountability in humanitarian work.

The Palestinian Agricultural Relief Committeeis one good example.
When asked abouttheircomplaints process they replied:

All employees, partner organisations and CBOs receive training
on the mechanisms for handling complaints - following the HAP
guidelines. At the beginning of all projects local communities are
made aware of their right to complain or make suggestions and
a complaints box is placed in the locations where projects are to
be implemented.



They also have several methods for submitting a complaint which
include:

» Anemail address and fax number for complaints.

» Written complaints can be submitted via the complaints box
or be handed in person to the responsible member of staff
(director or M&E department).

» Beneficiaries may request a meeting with the director
personally.

Another good example is the Catholic Relief Service:

CRS has a toll-free number and an email address solely for
feedback that are routed to an Administrative Assistant, the
Senior Project Officer, and the Gaza Field Manager (1-800-277-
277 and info.gaza@crs.org).

The phone number and email address are included in their
transparency statement, which is prominently posted at all
distribution and registration sites. They also can, and frequently
do, receive feedback at our office location in Gaza.

Theseexamplesneedtobecomethenormacrossthehumanitarian
sector.
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Annex A — Names of Aid Actors Contacted for this
Research

Association of International Development Agencies in Jerusalem
(AIDA)

American Near East Refugee Aid (ANERA)
CARE International
Catholic Relief Services (CRS)

European Commission on Humanitarian Aid and Civil Protection
(ECHO)

European Union (EU)
Food and Agricultural Agency of the United Nations (FAO)
International Committee of the Red Cross (ICRC)

International Federation of Red Cross and Red Crescent Societies
(IFRC)

Local Development Forum (LACS)
Ma'an Development Agency
Norwegian Refugee Council (NRC)

United Nations Office for the Coordination of Humanitarian
Affairs (OCHA)

Oxfam
Palestinian Agricultural Relief Committee (PARC)
Palestinian Medical Relief Society (PMRS)



Palestinian Red Crescent Society

Palestinian Women's Affairs Centre (WAC)
Qattan Foundation

Save the Children

The World Bank

Union of Agricultural Work Committees (UAWC)
Union of Health Work Committees (UHWC)
United Nations Development Programme (UNDP)
UN Habitat

UNICEF

UNOPS

United Nations Relief and Works Agency (UNRWA)

United Nations Special Coordinator Office for the Middle East
Peace Process (UNSCO)

UN Women

United Nations World Food Programme (WFP)
US Agency for International Development (USAID)
Welfare Association

World Health Organisation (WHO)

World Vision



Annex B — Summary of International Standards and
Frameworks Relating to Best Humanitarian Practice

The Code of Conduct for the International Red Cross and Red
Crescent Movement and NGOs in Disaster Relief

Developed and agreed upon by eight of the world's largest
disaster response agencies in the summer of 1994.The Code of
Conduct, like most professional codes, is a voluntary one. It lays
down ten points of principle which all humanitarian actors should
adhere to in their disaster response work, and goes on to describe
the relationships that agencies working in disasters should seek
with donor governments, host governments and the UN system.

The Code of Ethics for United Nations Personnel

Sets out values and principles to guide the conduct and behaviour
of UN personnel. For example; independence, loyalty, impartiality,
integrity, accountability, and respect for human rights.

The Core Humanitarian Standards (Successor of HAP and SPHERE)

The CHS sets out Nine Commitments that organisations and
individuals involved in humanitarian response can use to improve
the quality and effectiveness of the assistance they provide. It
also facilitates greater accountability to communities and people
affected by crises: knowing what humanitarian organisations
have committed to will enable them to hold those organisations
to account.

As a core standard, the CHS describes the essential elements of
principled, accountable and high-quality humanitarian action.



Humanitarian organisations may use it as a voluntary code with
which to align their own internal procedures. It can also be used
as a basis for verification of performance.

The Do No Harm Principle

The Do No Harm principle is derived from medical ethics. It
requires humanitarian organisations to strive to minimize the
harm they may inadvertently be doing by being present and
providing assistance. Humanitarian actors need to be aware if
aid is used as an instrument of war or if aid is an indirect element
of the dynamics of the conflict. Such unintended negative
consequences may be wide-ranging and extremely complex.®

The Good Humanitarian Donorship Principles

The Good Humanitarian Donorship (GHD) initiative is an informal
donorforumand network which facilitates collectiveadvancement
of GHD principles and good practices. It recognises that, by
working together, donors can more effectively encourage and
stimulate principled donor behaviour and, by extension, improved
humanitarian action. Meeting in Stockholm on the 16th &17th of
June 2003, a group of 17 donors endorsed the Principles and Good
Practice of Good Humanitarian Donorship. These were drawn
up to enhance the coherence and effectiveness of donor action,
as well as their accountability to beneficiaries, implementing
organisations and domestic constituencies, with regard to the
funding, co-ordination, follow-up and evaluation.



The International Aid Transparency Initiative

IATI is a voluntary, multi-stakeholder initiative that seeks to
improve the transparency of aid, development, and humanitarian
resources in order to increase their effectiveness in tackling
poverty. IATI brings together donor and recipient countries, civil
society organisations, and other experts in aid information who
are committed to working together to increase the transparency
and openness of aid.

The Istanbul Principles for Civil Society Organisations

The 8 Istanbul Principles of CSO Development Effectiveness are
a set of mutually shared values guiding the development work
of CSOs worldwide. As such, they are an integral part of the
International Framework for CSO Development Effectiveness
and a distinct globally acknowledged reference of effective
development work for CSOs across the world.

The Maastricht Principles on Extraterritorial Obligations of States
in the area of Economic, Social and Cultural Rights

Extraterritorial obligations (ETOs) are a missing link in the
universal human rights protection system. Without ETOs, human
rights cannot assume their proper role as the legal base for
regulating globalization and ensuring universal protection of all
people and groups. A consistent realization of ETOs can generate
an enabling environment for Economic, Social and Cultural
Rights and guarantee the primacy of human rights among
competing sources of international law. ETOs provide regulation
of transnational corporations, hold Inter-Governmental
Organizations accountable for their impacts, and ultimately stop
the destruction of eco-systems and the climate.



The New Deal for Effective Engagement in Fragile States

The INGO Accountability Charter

The New Deal for Engagement in Fragile States is a key agreement
between fragile and conflict affected states, international
development partners and civil society to improve current
development policy and practice in fragile states. Countries
committed themselves to pursuing more political ways of working
toaddress theroot causes of conflictand fragility and to channelling
investments in fragile states in line with basic but adapted aid
effectiveness principles. The New Deal calls for five Peacebuilding
and Statebuilding Goals (PSGs) to be at the forefront of all
international efforts in fragile and conflict-affected countries. It
was crafted by the International Dialogue and signed by more than
40 countries and organizations at the 4th High Level Forum on Aid
Effectiveness on November 30th 2011 in Busan, Korea.

OECD Guidelines for Multinational Enterprises

The OECD Guidelines for Multinational Enterprises are far reaching
recommendations for responsible business conduct. Through
these guidelines 44 adhering governments — representing all
regions of the world and accounting for 85% of foreign direct
investment — encourage their enterprises to observe wherever
they operate.

The Open Contracting Initiative

Open contracting refers to norms and practices for increased
disclosure and participation in public contracting, including
issuing tenders, performance and completion. It includes a variety
of contract types, from more basic contracts for the procurement



of goods, to complex contracts, joint venture agreements,
licenses and production sharing agreements. Open contracting
encompasses all public contracting, including contracts funded
by combinations of public, private and donor sources.

The Palestinian NGO Code of Conduct

The Palestinian NGOs Code of Conduct is the standard for the
ethical and working behaviour patterns within the framework
of functioning of NGOs. It specifies ground rules to be observed
by boards, administration and staff while fulfilling their tasks.
NDC facilitated the formation of the Code of Conduct Coalition,
comprised of the four current NGO Umbrella Networks and
Unions, (the Palestinian NGO Network (PNGO), the Palestinian
National Institute of NGOs (PNIN), the Palestinian General Union
of Charitable Societies, and the General Palestinian Union for
NGOs in Gaza). NDC plays the role of the Coalition’s secretariat.
Throughout PNGO Ill, NDC worked on the preparation and
implementation of the NGO Code of Conduct with an emphasis
on accountability, transparency and governance.

The Code of Conduct Coalition engaged over 200 NGOs in the
process of building consensus and developing a draft Code and
the Coalition for Integrity and Accountability (AMAN) revised
the final draft. However on February 28, 2008 NDC conducted a
signing ceremony in which over 400 NGOs from the West Bank
and the Gaza Strip, representing a wide range of sectors, attended
the ceremony and signed the Code of Conduct.



The Paris Declaration on Aid Effectiveness

At the Second High Level Forum on Aid Effectiveness (2005) it
was recognised that aid could —and should — be producing better
impacts. The Paris Declaration was endorsed in order to base
development efforts on first-hand experience of what works and
does not work within international aid sectors. It is formulated
around five central pillars: Ownership, Alignment, Harmonisation,
Managing for Results and Mutual Accountability.

The Paris Declaration (2005)is a practical,action-oriented roadmap
to improve the quality of aid and its impact on development.
It gives a series of specific implementation measures and
establishes a monitoring system to assess progress and ensure
that donors and recipients hold each other accountable for their
commitments.

Policy Document on Observance by UN forces of IHL

A set of fundamental principles and rules of international
humanitarian law applicable to UN forces conducting operations
under United Nations command and control.

The Standards of Conduct for the International Civil Service

Guided by its Framework for Human Resources Management,
and approved by the General Assembly in 2000, the ICSC has now
twice revised the Standards, first in 2001 and again in its most
recent edition, which was approved by the United Nations General
Assembly through GA resolution 67/257. The ICSC Framework
sets the tone, stating that ‘although organizations’ internal
cultures may vary, they face similar ethical challenges”.



The international civil service bears responsibility for translating
these ideals into reality. It relies on the great traditions of public
administration thathave grown upin member States:competence,
integrity, impartiality, independence and discretion. But beyond
this, international civil servants have a special calling: to serve
the ideals of peace, respect for fundamental rights, economic and
social progress, and international cooperation.

UN Global Compact

The UN Global Compact works with business to transform
our world, aiming to create a sustainable and inclusive global
economy that delivers lasting benefits to all people, communities
and markets.

To make this happen, the UN Global Compact supports companies to:

» Do business responsibly by aligning their strategies and
operations with Ten Principleson human rights, labour,
environment and anti-corruption; and

» Take strategic actions to advance broader societal goals, such
as the forthcoming UN Sustainable Development Goals, with
an emphasis on collaboration and innovation.

UN Guiding Principles on Business and Human Rights

The UN Guiding Principles on Business and Human Rights were
proposed by the UN Special Representative on Business & Human
Rights John Ruggie, and endorsed by the UN Human Rights Council in
June 2011.They are a global standard for preventing and addressing
the risk of adverse impacts on human rights linked to business
activity. They follow the ‘Protect, Respect, and Remedy’ framework.



AnnexC

Working Draft of Standards and Frameworks Applying to the
Humanitarian and Development Sectors (in addition to International

Humanitarian Law and International Human Rights Law)

To whom the

Quotes regarding complaints

Name of Standard/ .
Standard mechanisms from the
. Framework:
applies: standard:
Regarding accountability...
the institution acts to provide
the following:
Palestinian Palestinian NGO Code A complaint system with each
NGOs/CSOs of Conduct

Core Humanitarian
Standards (Successor
of HAP and SPHERE)

Code of Conduct for

the International Red
Cross and Red Crescent
Movement and NGOs
in Disaster Relief

case responded to, in writing,
with the management
following up the mattersin a
methodological manner.

Communities and people
affected by crisis know their
rights and entitlements have
access to information and
participate in decisions that
affect them.

Communities and people
affected by crisis have access
to safe and responsive
mechanisms to handle
complaints.



Istanbul Principles
for Civil Society
Organisations

The International Aid
Transparency Initiative

Effective relief and lasting
rehabilitation can best be
achieved where the intended
beneficiaries are involved
in the design, management
and implementation of the
assistance programme. We
will strive to achieve full
community participation in
our relief and rehabilitation
programmes.

We often act as an
institutional link in the
partnership between those
who wish to assist and those
who need assistance during
disasters. We therefore hold
ourselves accountable to
both constituencies. All our
dealings with donors and
beneficiaries shall reflect an
attitude of openness and
transparency.



The New Deal for
Effective Engagement
in Fragile States

Enhance the ways they
[CSOs] learn from their
experience, from other
CSOs and development
actors, integrating evidence
from development practice
and results, including the
knowledge and wisdom

of local and indigenous
communities, strengthening
innovation and their vision
for the future they would like
to see.

Development agencies are
focusing their attention on
incorporating beneficiary
feedback mechanisms more
effectively into their work.
Improved data provision and
data sharing mechanisms are
an essential element of the
feedback process.

Solicit citizen’s views to
assess the transparency of
domestic resources and aid.



International
NGOs/CSOs

The INGO
Accountability Charter

Core Humanitarian
Standards (Successor
of HAP and SPHERE)

Do No Harm Principle

Commitment
to ensuring effective
participation requires:

Policies and practices
ensuring effective stakeholder
involvement in the
development, implementation
and evaluation of the
organisation’'s programmes
and advocacy work wherever
possible;

A well-functioning feedback
and complaints mechanism
to be in place.

Communities and people
affected by crisis know their
rights and entitlements have
access to information and
participate in decisions that
affect them.

Communities and people
affected by crises have
access to safe and responsive
mechanisms to handle
complaints.



Code of Conduct for

the International Red
Cross and Red Crescent
Movement and NGOs
in Disaster Relief

The Istanbul Principles
for Civil Society
Organisations

The Framework helps aid
workers develop specific
criteria for making decisions
and clearly articulating the
reasons for those decisions
to headquarters, donors
and local communities. In
situations of uncertainty,
where levels of fear and
distrust are high, being able
to communicate clearly and
transparently can greatly
improve an organization’s and
individual's ability to do the
work well.

Partner countries and

donors commit to: jointly
assess through existing and
increasingly objective country
level mechanisms mutual
progress in implementing
agreed commitments on aid
effectiveness, including the
Partnership Commitments.
(Indicator 12).



The International Aid
Transparency Initiative

The New Deal for
Effective Engagement
in Fragile States

Effective relief and lasting
rehabilitation can best be
achieved where the intended
beneficiaries are involved
in the design, management
and implementation of the
assistance programme. We
will strive to achieve full
community participation in
our relief and rehabilitation
programmes.

We often act as an
institutional link in the
partnership between those
who wish to assist and those
who need assistance during
disasters. We therefore hold
ourselves accountable to
both constituencies. All our
dealings with donors and
beneficiaries shall reflect an
attitude of openness and
transparency.



Articles on the
Responsibility
of International
Organisations

Enhance the ways they
[CSOs] learn from their
experience, from other
CSOs and development
actors, integrating evidence
from development practice
and results, including the
knowledge and wisdom

of local and indigenous
communities, strengthening
innovation and their vision
for the future they would like
to see.

Development agencies are
focusing their attention on
incorporating beneficiary
feedback mechanisms more
effectively into their work.
Improved data provision and
data sharing mechanisms are
an essential element of the
feedback process.

We will solicit citizen's views
to assess the transparency of
domestic resources and aid.




Donors

Good Humanitarian
Donorship Principles

Core Humanitarian
Standards

Maastricht Principles
on Extraterritorial
Obligations of States in
the area of Economic,
Social and Cultural
Rights

Support learning and
accountability initiatives
for the effective and
efficient implementation of
humanitarian action.

Encourage regular
evaluations of international
responses to humanitarian
crises, including assessments
of donor performance.

Communities and people
affected by crisis know their
rights and entitlements have
access to information and
participate in decisions that
affect them.

Communities and people
affected by crisis have access
to safe and responsive
mechanisms to handle
complaints.
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International
Convention on
Economic, Social and
Cultural Rights (ICESCR)

Do No Harm Principle

States must ensure the
availability of effective
mechanisms to provide

for accountability in

the discharge of their
extraterritorial obligations.

In order to ensure the
effectiveness of such
mechanisms, States must
establish systems and
procedures for the full and
thorough monitoring of
compliance with their human
rights obligations, including
through national human
rights institutions acting in
conformity with the United
Nations Principles relating
to the Status of National
Institutions (Paris Principles).

All peoples have the right

of self-determination. By
virtue of that right they freely
determine their political
status and freely pursue their
economic, social and cultural
development.
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Paris Declaration on
Aid Effectiveness

Articles on the
Responsibilities
of International
Organisations

The Framework helps aid
workers develop specific
criteria for making decisions
and clearly articulate the
reasons for those decisions
to headquarters, donors
and local communities. In
situations of uncertainty,
where levels of fear and
distrust are high, being able
to communicate clearly and
transparently can greatly
improve an organization’s and
individual's ability to do the
work well.

Partner countries and

donors commit to: jointly
assess through existing and
increasingly objective country
level mechanisms mutual
progress in implementing
agreed commitments on aid
effectiveness, including the
Partnership Commitments.
(Indicator 12)
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UN Agencies/
Multilateral
Agencies

International Aid
Transparency Initiative

New Deal for Effective
Engagement in Fragile
States

Code of Ethics for
United Nations
Personnel

Development agencies are
focusing their attention on
incorporating beneficiary
feedback mechanisms more
effectively into their work.
Improved data provision and
data sharing mechanisms are
an essential element of the
feedback process.

We will solicit citizen's views
to assess the transparency of
domestic resources and aid.

UN personnel shall be
accountable for the proper
discharge of their functions,
and for their decisions and
actions... They shall submit
themselves to scrutiny as
required by their position.
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Standards of Conduct
for the International
Civil Service

Policy Document on
Observance by UN
forces of IHL

Do No Harm Principle

Paris Declaration on
Aid Effectiveness

The Framework helps aid
workers develop specific
criteria for making decisions
and clearly articulating the
reasons for those decisions
to headquarters, donors
and local communities. In
situations of uncertainty,
where levels of fear and
distrust are high, being able
to communicate clearly and
transparently can greatly
improve an organization’s and
individual's ability to do the
work well.

Partner countries and

donors commit to: jointly
assess through existing and
increasingly objective country
level mechanisms mutual
progress in implementing
agreed commitments on aid
effectiveness, including the
Partnership Commitments.
(Indicator 12).

We will solicit citizen's views
to assess the transparency of
domestic resources and aid.
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Recipient
Governments

Private Sector

New Deal for Effective
Engagement in Fragile
States

Open Government
Partnership

Paris Declaration on
Aid Effectiveness

New Deal for Effective
Engagement in Fragile
States

UN Guiding Principles
on Business and
Human Rights

Governments should seek to
mobilize citizens to engage in
public debate, provide input,
and make contributions that
lead to more responsive,
innovative and effective
governance.

Partner countries and

donors commit to: jointly
assess through existing and
increasingly objective country
level mechanisms mutual
progress in implementing
agreed commitments on aid
effectiveness, including the
Partnership Commitments.
(Indicator 12).

We will solicit citizen's views
to assess the transparency of
domestic resources and aid.

By analysing trends and
patterns in complaints,
business enterprises can also
identify systemic problems
and adapt their practices
accordingly.
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For an operational-level
grievance mechanism,
engaging with affected
stakeholder groups about its
design and performance can
help to ensure that it meets
their needs, that they will
use it in practice, and that
there is a shared interest in
UN Global Compact o ,
ensuring its success. Since a
business enterprise cannot,
with legitimacy, both be the
subject of complaints and
unilaterally determine their
outcome, these mechanisms
should focus on reaching
agreed solutions through
dialogue.

Principle 1: Businesses should
support and respect the

OECD Guidelines protection of internationally
for Multinational proclaimed human rights
Enterprises and Principle 2: Make sure

that they are not complicit in

human rights abuses.
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The Recommendation
establishes a framework

for developing effective
approaches to address
consumer complaints,
including a series of actions
that industry can take in
this respect. It is noted that
the mechanisms that many
enterprises have established
to resolve consumer disputes
have helped increase
consumer confidence and

International Aid
Transparency Initiative

Open Contracting
Initiative

consumer satisfaction.

*We are very happy to receive corrections or updates regarding the information
above. Please contact info@aidwatch.org if you wish to contact us or submit
more information.
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