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Overview 

On 28 September, a series of strong earthquakes struck Indonesia’s Central Sulawesi province, the 
strongest a 7.4 M earthquake only 10 km deep and with its epicentre close to the provincial capital, 
Palu. The earthquake triggered a tsunami whose waves reached up to three metres in some areas, 
striking beaches in Palu and Donggala. The earthquakes, tsunami and resulting liquefaction and 
landslides have caused significant damage and loss of life in affected areas.  

Following the earthquake, tsunami and landslides in Central Sulawesi, 2,010 people are known to 

have died, a further 10,700 people have been seriously injured and 671 people are still missing, as of 

9 October (BNPB.) Infrastructure and basic services have been affected, with 2,700 schools, 20 

health facilities and 99 religious buildings reportedly damaged (BNPB). 

The areas that sustained the most severe damage are those that suffered from liquefaction or 

landslides. In these villages, the earth has been forced up by five metres, taking vehicles and houses 

with it. As logistical challenges are resolved, access into affected areas is improving, and the 

humanitarian response is being scaled up. In line with Government priorities, the UN, NGOs and Red 

Cross are on the ground supporting government-led efforts.1 

 

Response Plan 

In response to the Government’s decision to accept international assistance in identified areas, as 
well as the sector-specific requests by the line ministries, the Humanitarian Country Team (HCT) in 
Indonesia developed and launched the Central Sulawesi Earthquake Response Plan2 on 5 October 
2018.  

The Response Plan is focused on providing targeted technical assistance in support of the 
Government-led response in the areas prioritized and requested by Government, including Early 
Recovery, Education, Food Security, Health, Logistics, Protection, Shelter and Camp Management, 
and Water, Sanitation and Hygiene (WASH).  

Targeting some 191,000 of the most vulnerable people among the 537,000 people directly affected by 
the earthquake, tsunami and landslides and liquefaction, the plan requests US$ 50.5 million to fund 
urgent action over the next three months.  

The strategic objectives identified in the Response Plan are to: 

1. Deliver immediate, life-saving assistance to those in the most urgent need in line with national 
priorities and in support of the Government response;  

2. Provide humanitarian logistics capacity to augment Government efforts to ensure people in 
need can access humanitarian assistance; 

3. Ensure that conditions of safety and dignity are restored for the most vulnerable people and 
that they are able to access urgently-needed assistance. 

The Response Plan is not intended to meet the totality of needs following the disaster; the 

Government is well placed to lead the response and will continue to provide the bulk of humanitarian 

assistance. Instead, the Response Plan reflects the specific areas where the Government of 

Indonesia has requested or accepted international assistance, or where agencies are scaling up 

existing programmes to meet the new humanitarian needs following this recent disaster.  

 

Collective Accountability and Protection from Sexual Exploitation and Abuse 

In support of Government priorities, the Response Plan ensures the collective commitments made by 
aid agencies under the Inter- Agency Standing Committee (IASC) Commitments on Accountability to 
Affected Populations and Protection from Sexual Exploitation and Abuse, the Core Humanitarian 
Standard on Quality and Accountability (CHS) and the Grand Bargain are met, providing a quality 
control for its support provided to the Government.  

                                                           
1 Humanitarian Country Team Situation Report (as of 09 October 2018) 
2 https://reliefweb.int/report/indonesia/central-sulawesi-earthquake-response-plan-oct-2018-dec-2018  

https://reliefweb.int/report/indonesia/central-sulawesi-earthquake-response-plan-oct-2018-dec-2018
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These include supporting the Government to: 

1. Provide information to affected communities about humanitarian agencies’ activities; 

2. Ensure humanitarian agencies’ decisions are informed by the views of affected communities;  

3. Enable affected communities to assess and comment on agencies’ performance in support of 
the government. 

Several UN agencies and NGOs, as well as the Red Cross family, have experience implementing 
feedback mechanisms for more comprehensive engagement with disaster-affected communities in 
Indonesia. This experience will be required to strengthen collective approaches to gathering, 
analysing and responding to community feedback. Further, the Response Plan will seek to support 
Government feedback systems that are already in place. 

The approach draws on experiences of collective service approaches established and run as part of 
responses in support of governments in the Philippines, Bangladesh and Nepal. Specifically, the 
approach supports:  

• Improved strategic focus: Support to strategic and operational coordination through cross-
sectoral community feedback on needs, concerns and priorities. This is presented to senior 
humanitarian managers regularly through a single and easily accessible mechanism.  

• Improved quality of engagement with communities: Communities are informed about how to 
access relief and services, ensuring that communities are less likely to feel frustration or 
anger towards partners working to support the government-led efforts.  

• Improved efficiency: Coordinating with partners through common aggregation and analysis of 
community feedback and having agreement on common messages mitigates gaps, 
duplication and inaccurate information being shared with communities. 

Organisations, including different parts of government, HCT members and other local and national 
responders often have their own community engagement practices focused on those who directly 
benefit from their activities.  

However, collective approaches have a broader focus on the views, feedback and complaints of 
people across the totality of the response, including those who may not be receiving assistance. 
Further, they support efforts to coordinated and harmonise information flow to and from communities 
so that the Government and other humanitarian leadership at the country level receive regular 
information required to trigger decisions and adaptive programming. 

Collective approaches do not replace existing agencies’ individual community engagement practices, 
rather they augment and support existing capacities. For response managers, collective approaches 
help develop a common understanding of overall needs and preferences of affected people, 
identifying where gaps exist and guiding the prioritisation of sectors. 

In other contexts, collective accountability approaches, including where action is required for the 
Protection from Sexual Exploitation and Abuse (PSEA), have included some of the following elements 
integrated into the localized model that could be considered in this context:  

• Support advocacy for and the integration of communications landscape and people’s 
information needs and preferences into planned joint assessments; 

• Conduct regular surveys of affected people’s perceptions to provide an overall picture across 
the humanitarian response; 

• Track rumours and provide appropriate responses to affected population; 

• Coordinate the provision of information and messaging to address community information 
needs;  

• Support and coordinate collective approaches such as public hotlines and feedback 
mechanisms including those that handle PSEA complaints and response; 

• Aggregate data and feedback collected from affected populations to identify gaps in the 
overall response; and 

• Provide humanitarian leadership at Palu and country level with the concise information 
required to trigger decisions and adaptive programming. 
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Approach  

Partners have identified a lack of commonly agreed and prioritized cross-sectoral life-saving and life 
enhancing information sharing with affected communities including systemically collecting and acting 
on feedback and complaints. This is reportedly exacerbated by a lack of standardized policy and 
referral/reporting capacity across clusters on handling Protection from Exploitation and Abuse 
(PSEA). 

Responding to this, various partners have prioritized working collectively on accountability and the 
PSEA, mobilising resources and expertise in support of Government-led efforts. The specific 
objectives of the collective approach are to:   

1. Support the coordination of the provision of information to affected communities about 
humanitarian agencies’; 

2. Support the coordination of humanitarian agencies to integrate the views of affected 
communities into programme decision making; and  

3. Enable affected communities to assess and comment on HCT agencies’ performance 
including on sensitive issues such as sexual exploitation and abuse by those associated with 
the provision of their aid and assistance. 

To deliver scale, volume and quality on the collective approach objectives, the following components 
are planned or underway and scaling through the support of the recently formed Community 
Engagement Working Group (CEWG)3 and a HCT PSEA Network4. 

In principle agreement has been reached on ensuring processes, referrals, information campaigns 
and feedback analysis is common and available to the broader response community (where feasible 
and in line with protection standards). It will prioritize providing Government and other humanitarian 
leadership with the concise information required to trigger decisions and adaptive programming. 

Overall technical and coordination leadership of the collective accountability and PSEA has come 
from IFRC/PMI5 through the CEWG and UNFPA and UNICEF through the HCT PSEA Network. 
OCHA has provided support to both areas with dedicated capacity in Jakarta and remote/surge 
support from the regional office in Bangkok. Further commitment from participating agencies moving 
forward as well as strengthening the linkages with the overall Government-led coordination 
architecture are essential.  

 

 

Component 1: Provide humanitarian leadership at Palu and country level with the concise 
information required to trigger decisions and adaptive programming. 

Leveraging data and information gathered through multiple sources including assessments, agency 
community feedback mechanisms and monitoring tools, the OCHA and IFRC/PMI-led ‘Community 
Feedback Bulletin’6 will provide a near real-time analysis and visualization of trends in affected 
communities’ needs/priorities, evolving access to information, their specific information needs and 
their preferred communication channels.  

It will be accessed through an online portal hosted by Pulse Lab Jakarta (PLJ) and through issuing 
a printed version for dissemination to humanitarian responders on a regular basis. It will provide an 
evidence base for community engagement strategies helping responders to understand, 
communicate and respond to communities based on evolving needs and engagement preferences.  

                                                           
3 CEWG met on 20 October 2018 with an initial meeting to determine scope, demand and capacity to support clusters with 
information sharing and feedback and complaints approaches. The meeting was chaired by IFRC with PMI, OCHA, WHO, Save 
the Children and Plan Indonesia present.  
4 HCT PSEA Networked formed on 17 October following an initial orientation with 23 participants from 20 organizations from 
the HCT.    
5 With broad and deep reach in the affected communities, Palang Merah Indonesia (PMI) has provided a valuable contribution 
to supporting the Government response, while also providing a platform to channel HCT support into areas where it is most 
needed, including engaging communities. Technical support from the International Federation of Red Cross and Red Crescent 
Societies (IFRC) further cements programming to global best practice. 
6 Project in design phase now and name not confirmed. 
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This project is in design phase with an initial bulletin to be issued in the first week of November 
following data drawn from the DTM, JNA and other sources made available.      

 

Component 2: Monitor trends in broad community perceptions of the response through regular and 
varied engagement modalities with communities.  

Using Rapid Pro, a real-time data collection and communication platform (supporting a platform 
called U-Report), and with support from OCHA, UNICEF will design a ‘HCT U-Report Community 
Feedback Analysis’7 tool for gathering trends in broad community perceptions of the HCT 
response through regular technology-based surveys with communities in the affected areas.  

It will be accessible through SMS, WhatsApp and Facebook Messenger. This will involve 
systematically collecting the views of affected people on key aspects of HCT support to the overall 
response, analyse what they say through a common analysis tool, and help agencies to understand 
and communicate the resulting insights back to affected communities through commonly agreed 
messages.  

Moving from Response to recovery and rehabilitation, this project will be complemented by the 
UNDP-led ‘Community Feedback Analysis on Recovery’8 project providing capacity to local 
government in support systematically collecting the views of affected people on key aspects of the 
recovery. The proposed UNDP project will seek to understand broad based issues and priorities of 
the recovery through the eyes of those receiving assistance. This project is currently in design 
phase. 

All of UNDP’s assistance in Indonesia is implemented by national entities, including line ministries 
and the Ministry of National Planning and Development, and at the subnational level by line 
departments, provincial and district authorities as well as community groups. International co-lead 
of the Early Recovery Cluster, UNDP is committed to strengthening and supporting collective 
approaches to gathering, analysing and responding to community feedback to inform overall 
programme effectiveness in coordination with government counterparts and partners engaged in 
response and recovery efforts. This will include prioritizing Government feedback systems that are 
already in place if support is requested. 

 

 

Component 3: Informed by response-wide community feedback and complaints, implement a 
common humanitarian information service for clusters to scale and close the feedback loop 
between communities and humanitarian actors.  

Community engagement Working Group (CEWG) has been formed to support inter-cluster 
coordination in developing, prioritizing, testing and distributing commonly agreed lifesaving and life 
enhancing messages. This collaboration seeks to help mitigate gaps, misinformation and 
duplication.   

PMI/IFRC will scale and close the feedback loop between communities and humanitarian actors 
through various modalities including social media, mobile phone, humanitarian hotline, volunteer 
mobilisation, and radio.  

Internews is working through national partner Aliansi Jurnalis Independen (AJI). The Alliance of 
Independent Journalists Indonesia is a body that promotes press freedom and journalist capacity in 
Indonesia, and was the first independent journalists' association in the country. Internews and AJI 
are developing responses to meet critical communication-with-community needs, with initial design 
focusing heavily on interlinked efforts that will provide targeted online humanitarian information to 
local communities; support for local journalists’ engagement with the humanitarian sector on the 
ground; and various means to gather and respond to qualitative community feedback.  

Connection to other local media including radio will be a priority, ensuring online and offline 
humanitarian communication is complementary and integrated. In this phase international surge 
support (2-4 weeks) will be provided, including providing support to AJI in linking with humanitarian 
partners.  

                                                           
7 Project in design phase now and name not confirmed. 
8 Project in design phase now and name not confirmed. 
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On air in Palu since Sunday 7 October - First Response Indonesia (FRI) has been broadcasting 
humanitarian information through the local private station, Radio Nebula (101.1FM). They work with 
coordination structures to gather ‘humanitarian information’ from across all sectors to share with 
listeners on a regular basis. Supporting the local broadcaster, they also host talk back 
programming with key humanitarian actors to provide communities with access to timely and 
targeted information. FRI have also distributed radio receiver devices to communities affected by 
the disaster. 

 

Component 4: Conduct ongoing information and community mapping designed to provide a 
detailed understanding of the communications environment to support improved area based 
programming. 

The Community Engagement Working Group (CEWG) seeks to support mapping information 
needs, trust networks, literacy, language, message format preferences and functioning 
communication channels. Some information has already been sourced through the Humanitarian 
Forum Indonesia (HFI)- led Joint Needs Assessment (JNA), Government/IOM Displacement 
Tracking Matrox (DTM) and the PMI assessments, however more systematic understanding of the 
evolving needs and preferences is an ongoing need. 

 

 

Component 5: Working with partners’ existing feedback and complaints mechanisms and develop a 
common analysis and complaints response process for response-wide actions to be taken. 

The Community Engagement Working Group (CEWG) seeks to draw on available informal and 
formal feedback data from across a range of partners. Feedback will be analyzed, and categorized 
for comparison across locations and collection methods. This includes working with partners who 
are tracking rumours and providing appropriate responses to affected population.  

PMI/IFRC will scale and close the feedback loop between communities and humanitarian actors 
through various modalities including social media, mobile phone, humanitarian hotline, volunteer 
mobilisation, and radio.  

IOM will set up their international standard feedback and complaints in the sites. CCCM will train 
community leaders and build in feedback mechanisms to empower communities and increase 
accountability towards them. Further, they will implement their Community Response Map (CRM)9 
platform which is an aspect of the training for Camp Managers which can be used to benefit 
response-wide community feedback and complaints with committed analysis support.     

Furthermore, the Government is rolling out a local adaption of the IOM Displacement Tracking 
Matrix (DTM) which provides a regular flow of information on:    

• How displaced people receive information; 

• How feedback and complaints are shared; 

• Main information needs (frequently asked questions); and  

• Level of people’s aware that aid and assistance comes without charge. 

Yayasan Sayangi Tunas Cilik (YSTC), supported by Save the Children (SCI) will implement 
standard SCI AAP approaches which are in planning phase now. National Hotline will be activated, 
help desks at distribution and face to face collection through YSTC staff (this is monitored by the 
Accountability team and feedback will be logged and analysed for decision making). 

Overall trends will be quickly identified and shared through the Community Feedback Bulletin.  

 

 

                                                           
9 https://communityresponsemap.org/ 

 

https://communityresponsemap.org/
https://communityresponsemap.org/


 

8 | P a g e  

 

Component 6: Support a common approach to Prevention of Sexual Exploitation and Abuse 
(PSEA) being developed through the PSEA Network.  

A HCT PSEA Network was formed under the leadership of OCHA, UNFPA and UNICEF which 
provides links between PSEA with an overarching approach to community engagement including 
leveraging existing agencies' complaint mechanism and building towards inter-agency community 
based complaints mechanism (CBCM). It also ensures broader links with response-wide feedback 
loops and strengthening complaint handling policies and practices of humanitarian organizations.  

As part of the PSEA Plan of Action, a HCT PSEA Code of Conduct was developed and an initial 
orientation on PSEA was undertaken in Jakarta with 23 participants from 20 organizations from the 
HCT present. A PSEA Train the Trainer (ToT) orientation is planned for Palu in the week of the 29 
October 2018. Critical in this will be the immediate agreement on reporting and multi-channel 
feedback mechanisms including inter-agency agreement on information sharing protocol among 
agencies for referral of feedback and investigation (to individual agency), support to survivors (GBV 
service providers) and information management and monitoring of the system.     

 

Next steps  

The immediate action to be taken is to continue to articulate community engagement and PSEA 
needs, gaps and response capacity. As an initial step, this requires systemically mapping cluster 
agency-specific activities for supporting community engagement in support of government. The 
purpose of mapping activities for supporting community engagement will provide a more coherent and 
common understanding how to better support the overall response.  

Following this, support to assessments in better understanding the communications landscape and 
people’s information needs and preferences is essential. There are available templates for this that 
can be adapted for the context and integrated in ongoing efforts.   

If gaps exist between engagement needs and response capacity, an updated concept note should be 
used to help mobilize additional resources. 

 

Annex 1: Risk Statement   

Risk management considerations of the collective approach are based on the following risk appetite 
statement:  

The collective approach faces a broad range of risks reflecting the responsibility of being a common 
service for all humanitarians. These risks include those resulting in the areas of the operating context 
(governance and finance, financial and accountability) as well as the operational areas 
(programmatic, internal and coordination and partnerships).  

The risks arising from this approach can be serious; however, these risks are managed through 
monitoring that emphasizes the importance of the humanitarian principles and accountability to 
affected populations. In terms of financial risk, the approach allows for financial resources to be 
hosted across agencies thus sharing financial risk accordingly. If addition common financial resources 
were required moving forward, this point would be re-evaluated. The appetite for operational risk is 
higher due to the operating context. The approach makes all available resources available to control 
operational risks to acceptable levels.  

The collective approach recognizes that it is not possible to eliminate identified risks. The acceptance 
of risk is often necessary to foster innovation and efficiencies within humanitarian practices. The risk 
analysis informed the choice of delivery modality, because it is primarily focused on using partners 
who have access and established relationships with Government and local communities through their 
own programming. This helps reduce the resources required to invest in relationship-building with 
communities and local authorities, and this will encourage the strengthening, and in some cases 
opening, of dialogues between affected communities and humanitarian actors.  

This programme’s exit strategy is envisioned as in integration into existing response and recovery 
mechanisms including, where appropriate, humanitarian and/or development partners. As 
accountability and community resilience are core development themes, this work transfers seamlessly 
into recovery and reconstruction phases if this was to be become relevant.  

 


