
1

International 
Organization 
for Migration

South Sudan

Camp Coordination & Camp Management

Beneficiary and Partner 
Satisfaction Survey

march 2018



2

Bentiu PoC Site Map

4

8

32

4

9

6 7

2

8

8

3

6

1

7

6

5

5

1

7

5

9

9

1

8

5

2

4

7

2 3 4
1115

316

517

7

9

11 12

13 14

10

2

8

4

6

6

9

3

11

11

11

16

12

14

10

15

12

13

12

10

10

13
161514

SECTOR 1 SECTOR 2 SECTOR 3

SECTOR 3

SECTOR 4

SECTOR 5

UNMISS
Facilities

UNMISS

Buffer Zone

Buffer Zone

O
xi

da
tio

n 
po

nd
 - 

R
et

en
tio

n 
B

as
in

Humanitarian
logistic base
and offices

Humanitarian
hub

Borehole

CCCM facility

Education facility

Food Distribution Centre

Health and Nutrition facilty

Market

Nutrition faciltity

Protection faciltiy

Secondary Heath Centre

UNPOL

Vocational Training Centre

WASH facility

WT

Worship Centre

Drainage

Roads

Blocks

Buffer Zone

Oxidation Pond

UNMISS log base

Legend

100 Metres

South Sudan: Bentiu PoC Reference Map
11 January 2016

The boundaries on this map do not imply official endorsement or acceptance by the Government of the Republic of South Sudan or IOM. this map is for planning purposes only. IOM cannot guarnatee this map is error free and therefore accepts no liability for consequential and indirect damages arising 
from its use. 

 IOM, UNMISS 
Satellite imagery copyright DigitalGlobe Inc. Source: US Department of State, Humanitarian Information Unit, Nextview License. Provided by UNITAR-UNOSAT. Satellite image date: 24 August 2015

Map Production Date: 11 January 2016

Sources:

cccmsouthsudan.imu@gmail.com
http://iomsouthsudan.org/tracking/



3

Wau PoC Site Map

CC
CM

Of
fic

e

Water Line

Water Line

Water Line

Water Line
Water Line

Water Line

Water Line
Water Line

Water Line

Water Line

Water Line

Water Line

W
ate

r
Ta

nk
W

ate
r

Ta
nk

W
ate

r
Ta

nk

1

3

2 4

1

3

2

1
2

4

Zo
ne

 AZo
ne

 B

Zo
ne

 C

C
on

tin
ge

nc
y

Ar
ea

G
FD

 S
ite

s

W
ate

r
Ta

nk

\ Ga
te 

1

UN
MI

SS
 ga

te

To
 W

au
 To

wn

Sa
nit

ati
on

 C
or

rid
or

Sa
nit

ati
on

 C
or

rid
or

Sanitation Corrid
or

Sanitation Corridor

Sanitation Corridor

Sanitation Corridor

Sanitation Corridor

Sanitation Corridor

Sanitation Corridor

Sanitation Corridor
Sanitation Corridor
Sanitation Corridor

Sanitation Corridor

Sa
nit

ati
on

 C
or

rid
or

Sa
nit

ati
on

 C
or

rid
or

Sa
nit

ati
on

 C
or

rid
or

IM
C 

Cl
ini

c

IO
M 

Cl
ini

c

Jo
ha

nn
ite

r I
nte

rn
ati

on
al

 S
tab

iliz
ati

on
 C

en
tre

B
H

B
H

B
H

W
es

ter
n P

ed
es

tria
n G

ate

Ai
rp

or
t G

ate

Em
er

ge
nc

y g
ate

IO
M 

MH
PS

S 
Ce

ntr
e

¯
In

te
rn

at
io

na
l O

rg
an

is
at

io
n 

fo
r M

ig
ra

tio
n

So
ut

h 
Su

da
n 

| W
au

 P
oC

AA
  |

 J
un

e 
20

18



4

Acronyms
AAP  Accountability to Affected People
ACTED Agency for Technical Cooperation and Development
CAD  UNMISS Civil Affairs Division
CCCM  Camp Coordination and Camp Management
CFM  Complaints and Feedback Mechanism
CHC   Community High Committee
CLC  Community Leadership Committee
CwC  Communication with Communities
CWG  Community Watch Groups
DTM  Displacement Tracking Matrix
FGD  Focus Group Discussion
IDP  Internally displaced person
IM  Information Management
INGO  International NGO
IOM  International Organization for Migration
MHPSS Mental Health and Psychosocial Services
NNGO  National NGO
ODK  Open Data Kit
PoC  Protection of Civilians Site
PoCAA Protection of Civilians Adjacent Area
PSEA  Prevention of Sexual Abuse and Exploitation
PSN  Persons with Specific Needs
PSU  Program Support Unit
PSU  Primary Sampling Unit
RRP  UNMISS Relief, Reintegration and Protection
S/NFI  Shelter and Non-Food Items
SSU  Secondary Sampling Unit
SEA  Sexual Abuse and Exploitation
UN  United Nations
UNMISS United Nations Mission in South Sudan
UNPOL UN Police
WASH  Water, Sanitation, and Hygiene
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Introduction
Accountability to Affected Populations (AAP) stands at the core of the CCCM mandate. CCCM’s commitment 
and responsibility to provide equitable access to services and improve quality of life and dignity during 
displacement necessarily involves creating mechanisms and structuring programs to ensure that displaced 
persons hold a central role in holding humanitarians accountable. In addition, in the exercise of its coordination, 
information management, and service monitoring role, CCCM also has an obligation to remain accountable to 
partner agencies. While this dual partner and beneficiary accountability is ensured through ongoing activities 
such as the Complaints and Feedback Mechanism (CFM), Community Governance structures, Service 
Provider’s meetings, and the myriad of daily interactions of CCCM staff, there is always need to step outside 
these regular activities and take a concerted look at CCCM’s relationship to its partners and beneficiaries.

To do so, IOM CCCM South Sudan undertakes a twice-yearly, two-component Partner and Beneficiary 
Satisfaction Survey in Wau PoCAA and Bentiu PoC. This survey reaches a wide variety of partners and 
over 2,000 beneficiaries through a mixed-methods design consisting of a multi-component representative, 
quantitative survey bolstered by qualitative components including key informant interviews, focus group 
discussions, and transect walks. This survey investigates all key aspects of CCCM programming in addition 
to core AAP topics. Further context and actionable recommendations are provided by key camp management 
staff following an extensive review process.

This report is divided into two parts: beneficiary accountability and partner accountability, which are further 
subdivided with recommendations structured along programmatic lines. The recommendations presented are 
intended as feasible, actionable, and within the programmatic and staffing capacity of CCCM, although not all 
simultaneously. In practical terms, while some recommendations offer readily implementable modifications 
to existing programming, many require significant investments of time and CCCM resources. Thus, this 
evaluation should be seen as a medium to long-term roadmap for CCCM self-improvement.

This iteration of the Partner and Beneficiary Satisfaction Survey stands as the second in the series. The 
findings within represent an evaluation of the present state of CCCM and a follow-up to the recommendations 
of past iterations. Overall, it finds well-functioning, accountable Camp Management in both Wau PoCAA and 
Bentiu PoC that has made strong progress on recommendations since the 2017 survey. See below for Key 
Findings and Recommendations.
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Key Findings
III.A.  CCCM as Representative of Humanitarian Community
•  Increased contact with CCCM via rehabilitation project and town hall meetings increased community 

understanding of the role of IOM CCCM. However, portions of the population continue to perceive IOM as 
synonymous with humanitarians generally.

III.B. Overall Satisfaction with CCCM
•  CCCM witnessed a drop in community satisfaction since late 2017. However, data collection coincided with 

several non-CCCM events that affected community perception. Thus, moderate satisfaction may not be 
directly related to CCCM services but rather these events.

III.C. Site Care and Maintenance, Operations, and Decongestion
•  Wau rehabilitation operation was well-received by the wider community as contributing to services, equity, 

and welfare in the site. However, lingering sentiments remain over infrastructure issues outside areas of 
direct CCCM responsibility.

III.D. Community Governance
•  Community leadership remains trusted by the majority of the population in both sites. In Wau, concerns 

over block leader inexperience earlier in their election term was mitigated as leaders continued to serve. In 
Bentiu, gender imbalance in CCCM staff contributes to poor engagement with female governance structures. 

•  Roughly half of women in Wau and Bentiu PoC are able to identify their women’s leader. Concerns over the 
effectiveness of women’s leadership and their minimized role in camp decision making persist. 

III.E  Communications with Communities
•  PoC residents have multiple means of receiving information, including formal and informal systems. While 

CCCM services are highly rated, messages risk distortion by leadership and rumor circulation. 

III.F  Complaints and Feedback Mechanism
•  Strong progress has been made on CFM formalization and improvement with large segments of the 

population able to access and resolve complaints. However, staff courtesy and reception challenges remain.

III.G Safety and Security
•  IDPs perceive a safer and more secure PoC environment due in part to camp management advocacy and 

infrastructure upgrades. 
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Recommendations
III.A.  CCCM as Representative of Humanitarian Community
•  Continue communications activities that place community members in direct dialogue with CCCM staff
•  Train staff in town hall methodologies and best practices

III.B. Overall Satisfaction with CCCM
• Investigate further the relationship between overall satisfaction, contingent events, and CCCM services
• Consider composite variables for future measures of CCCM satisfaction
• Accompany dismantlement operations with deliberate messaging on market demarcation within the PoC
•  Engage further with IOM Conflict Analyst over the relationship between labor disputes, community 

leadership, and PoC politics
• Continue consensus building and advocacy at site and national level over casual labor rates
• De-link community governance issues with agency labor issues

III.C. Site Care and Maintenance, Operations, and Decongestion
•  Continue advocacy with UNMISS over the rehabilitation of perimeter berms and repair of external security 

barriers
• Explore immediate solutions for trash disposal

III.D. Community Governance
• Place greater emphasis on impartiality and representativeness in next Wau PoCAA leadership induction
• Conduct activities targeted at female leadership and participation directly
• Address gender imbalance in CCCM national staff positions

III.E  Communications with Communities
• Diversify messaging and outreach activities to reach out more directly to PoC population
• Place less emphasis on leadership dissemination of information in favor of more objective sources
• Implement a system for tracking and responding to prominent rumors
•  Encourage leadership to spread messages throughout their constituency through dedicated capacity building 

and encouragement
• Investigate representativeness amongst community leadership as it relates to messaging

III.E  Complaints and Feedback Mechanism
• Investigate and address reports of IDPs turned away from CFM complaint registration
• Devote additional resources to complaint resolution and follow-up

III.F Safety and Security
• Installation of public lighting in common areas, especially WASH facilities 
• Advocacy with security partners for the repair of security berms and perimeter fencing
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Methodology
The evaluation employed a mixed-methods design composed of a quantitative and a qualitative component. 
The quantitative instrument employed was a 42-question questionnaire tailored to each PoC site. Sampled 
PoC residents were asked a combination of open and closed ended questions by enumerators and their 
responses were recorded using Kobo Toolkit, a variant of the Open Data Kit (ODK) data collection package. 
Questionnaire interviews lasted approximately 20 minutes and were conducted at the shelters of the 
respondent. The survey covered the core components of camp management: Site Care and Maintenance, 
Operations, and Decongestion; Community Governance; Communications with Communities; Complaints 
and Feedback Mechanism; and Safety and Security. 

Quantitative Instrument 
The evaluation was carried out in two sites: Wau Protection of Civilian “Area Adjacent” to the UNMISS base 
(PoCAA) and Bentiu Protection of Civilian Sites (PoC). In each site, a representative sample was collected: 
1,097 interviews from Wau PoCAA residents and 1,260 from Bentiu PoC. Selection was completed using a 
two-stage, stratified sampling methodology, with the PoC Block as the primary sampling unit (PSU) and the 
adult head of household or senior adult in each shelter unit at the time of sampling as the secondary sampling 
unit (SSU).

Qualitative Instruments
To triangulate the quantitative results and collect nuanced data on perceptions, opinions, and experiences of 
camp management, the representative quantitative samples were supplemented by qualitative data collection. 
This qualitative component consisted of a combination of focus group discussions, direct observations by 
evaluation staff, and transect walks paired with beneficiary interviews. Participants for qualitative components 
were selected from the beneficiary community via a combination of purposeful and convenience sampling. 
Formal focus groups were organized, one for male participants, one for female participants. Following this, 
the evaluation team supplemented with direct observation and transect walks accompanied by beneficiary 
interviews.

Finally, Camp Management staff were interviewed for context on ongoing operations, perceptions on key 
issues facing the PoC populations at the time, and insights into potential program improvements, weak points, 
and subjects for further investigation by the evaluation. 
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Detailed Findings by Component
III.A.  CCCM as Representative of Humanitarian Community
Key Finding: Increased contact with CCCM via rehabilitation project and town hall meetings increased 
community understanding of the role of IOM CCCM. However, portions of the population continue to 
perceive IOM as synonymous with humanitarians generally.

The first challenge faced by any beneficiary survey regarding camp management is that many residents of PoC 
sites tend to treat camp management as the “front desk” of the humanitarian community. The humanitarian 
service provider landscape is complex, especially to the uninitiated, with a multitude of agencies, acronyms, 
and roles and responsibilities. Camp Management, as a visible presence in the PoC with outreach workers and 
dedicated complaints and communications services, is often treated as the “front desk” of the humanitarian 
response. While this is often appropriate given its service monitoring and coordination role, it can lead to a 
conflation of CCCM and “humanitarians” and lead to Camp Management taking the blame for a myriad of 
issues beyond its immediate control.

In focus group discussions and interviews for this iteration of the beneficiary satisfaction survey, it became 
clear that community members in general have difficulty distinguishing between IOM CCCM and other 
service providers. When asked about IOM CCCM, community members raised issues ranging from the 
frequency of shelter material distribution to wage rates for WASH pump operators. As such, the successes 
and shortcomings of those agencies reflect on IOM CCCM in the eyes of the IDP community.

Since the last survey in late 2017, this issue has remained constant in Bentiu PoC, with roughly 60% of the 
population able to identify IOM as the Camp Manager. However, significant improvements have been made 
in Wau PoC, which saw a 17% increase in PoCAA residents able to identify IOM as the Camp Management 
agency. This is due to two factors: 

1) Completion of Site Rehabilitation: The strongest factor for this positive result is the completion of the site 
rehabilitation and reorganization, which is a high visibility activity that brought nearly every member of 
Zones A and B into direct dialogue with IOM CCCM. 

Figure A: Identification of Camp Management Agency
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2) Town Hall Meetings: CCCM undertook a series of town hall meetings that placed the Camp Manager in 
direct dialogue with a room full of beneficiaries who were able to voice concerns, ask questions, and hear 
directly from IOM CCCM. This activity was cited by residents as a point of interaction with CCCM. 

However, consultations with CCCM staff revealed a lingering concern about continuing such an activity 
in the absence of greater training and research on best practices. Staff were positive about the potential for 
activities that put Camp Management staff in direct dialogue with community members to contribute to 
mutual understanding and enable CCCM to control its messaging. However, staff also expressed the potential 
for such activities to be hijacked by instigators or develop into shouting matches. Thus, there exists a potential 
for greater training for staff members a more strategic approach to such activities.

recommendations 
•  Continue communications activities that place community members in direct dialogue with CCCM 

staff
• Train staff in town hall methodologies and best practices

III.B. Overall Satisfaction with CCCM
Key Finding: CCCM witnessed a drop in community 
satisfaction since November 2017. However, data 
collection coincided with several non-CCCM events 
that affected community perception. Thus, moderate 
satisfaction may not be directly related to CCCM 
services but rather these events.

In both Wau and Bentiu, community members 
expressed moderate satisfaction with IOM Camp 
Management. Overall, this represents a significant 
drop in satisfaction since the last survey in late 2017, 
shedding 16% in Wau and 12% in Bentiu. However, in 
community consultations, focus group discussions, 
and key informant interviews, a curious trend 
emerged that has implications for interpretation 
of current moderate satisfaction results and future 
iterations of the Satisfaction Survey. Instead of 
citing dissatisfaction with CCCM services or levels 
of consultation, community members cited various 
contingent events occurring around the time of data 
collection that contributing to changes in satisfaction 
in the PoC. These are discussed below by site.

Figure B: Beneficiary Satisfaction with CCCM

III.B.1  Methodological Note
Prior surveys have regarded satisfaction as synonymous with performance of CCCM services. However, 
this round of survey results points to a more complex relationship between single question, self-reported 
satisfaction; perception of particular CCCM services; and CCCM staff and partner perceptions of CCCM 
performance. Due to the potential for momentary events to affect public opinion without affecting perceptions 
of CCCM services, future survey designs should explore this relationship in more detail and consider 
composite variables as proxies for overall satisfaction rather than single response variables.

2017 2018

Bentiu 
PoC

Wau 
PoCAA
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recommendations 
•   Investigate further the relationship between overall satisfaction, contingent events, and CCCM 

services
• Consider composite variables for future measures of CCCM satisfaction

III.B.2  Wau Mitigating Factors - Destruction of the External Marketplace
In Wau PoCAA, when community members were asked the source of the downturn in public opinion towards 
camp management, several contingent events were identified that coincided with the week of data collection:

The week prior to data collection, local governmental authorities carried out the forced dismantlement and 
destruction of the main market space adjacent to the PoCAA. This irregular marketplace, consisting of vendor 
stalls, repair shacks, small counters, ambulant merchants, and grinding mills sprung up spontaneously outside 
the gates of the PoCAA to meet the needs of IDPs, eventually growing into a sprawling commercial zone. 
Local authorities, citing public health concerns and lack of proper permitting, cleared the space and drove 
merchants into town or back into the PoC. 

While these events occurred without consultation of Camp Management, as this market space is outside 
humanitarian remit and wholly under the jurisdiction of the city of Wau, its destruction affected the 
community in important ways: 

•  Immediate relocation of forbidden items into the PoC including diesel generators, grinding mills, fuel, and 
other flammable and hazardous items.

• Occupation by traders of common spaces such as roadways and service corridors
• Agitation from traders for Camp Management to provide market space
•  Limited perception by the community that Camp Management was responsible for the external market 

space and complicit in its destruction
• Loss of livelihoods from PoC residents

As a result, Camp Management, in cooperation with UNPOL, undertook the relocation of grinding mills and 
clearing of service corridors of market stalls to allow service and security vehicles to circulate in the site. 
These limited dismantlements led to the perception within the community that CCCM was involved in the 
market dismantlement and stirred up negative sentiment from residents. This is the first significant cause of 
dissatisfaction in the community.

recommendations 
•  Accompany PoC dismantlement operations with deliberate messaging on market demarcation 

within the PoC

III.B.3  Bentiu Mitigating Factors – Service Interruptions & Labor Disputes
In Bentiu, the primary issue brought up in community consultations was the contractual status of casual 
laborers in several humanitarian agencies. In 2016, having recognized that many humanitarian agencies have 
a need for casual laborers on a daily or part-time basis, and that different agencies paying different rates in 
the same site was leading to tensions in the community and conflict with smaller agencies, the Humanitarian 
Country Team, in coordination with the Inter-Cluster Working Group (ICWG) to standardize labor rates in 
PoC sites. This decision, unanimously endorsed by HCT heads of agency and the NGO forum, set dollar-
equivalent rates for PoC labor. However, in late 2017 as hyperinflation in the South Sudanese economy began 
to outpace UN exchange rate scales, utilized by humanitarian agencies as the dollar peg, real earning potential 
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for casual laborers decreased. This led to disputes between partners and certain groups of casual laborers, 
beginning first in the WASH and Health Cluster. For context, the CCCM Cluster circulates casual labor rates 
and is perceived by many organizations as setting the rates, even though this is a decision beyond the remit 
of Camp Management alone. 

In consultations with community members, Health clinic and WASH facility service interruptions were cited 
as a cause of dissatisfaction with Camp Management. The occurrence of such interruptions was confirmed 
in consultations with Camp Management staff, who cited examples of water pumping station interruption 
by striking workers and the forced closure of Health clinics by community members protesting in relation to 
wage disputes. Community members perceived these service interruptions as a Camp Management failure. 
While this is in part true, as CCCM has a service monitoring and coordination role, CCCM has an advocacy 
and consensus-building role in the direct issues between casual laborers and service providers. From the 
perspective of CCCM staff, labor disputes should remain wholly separate from community governance and 
CCCM messaging, as conflating these two issues is expressly forbidden in community leadership Terms of 
Reference (ToR) and this has the potential to encourage political actors to capitalize on contractual disputes 
as a platform for gaining influence within the politics of the community and of wider South Sudan. 

recommendations 
•  Engage further with IOM Conflict Analyst over the relationship between labor disputes, community 

leadership, and PoC politics
• Continue consensus building and advocacy at site and national level over casual labor rates
• De-link community governance issues with agency labor issues
• Include conflict sensitivity in all programming aspects

III.C. Site Care and Maintenance, Operations, and Decongestion
Key Finding: Wau rehabilitation operation was well-received by the wider community as contributing to 
services, equity, and welfare in the site. However, lingering sentiments remain over infrastructure issues 
outside areas of direct CCCM responsibility.

III.C.1  Wau PoCAA Site Rehabilitation
At the end of March 2018, when this survey was taking place, CCCM and S/NFI partners had completed the final 
relocations related to the Wau PoCAA site reconfiguration and site rehabilitation. In focus group discussions, 
respondents were overwhelmingly positive regarding the rehabilitation, with community members praising 
the new organization of the site, the increase in accessibility and more equitable distribution of water points, 
latrines, and common infrastructure, and the distribution of shelter space.

However, despite these positive indicators, some residual grievances were expressed relating to the 
rehabilitation:

1) State of Perimeter Berm: The first concern expressed by community members was the poor state of perimeter 
security. While this falls under the remit of UNMISS, as focal point for site safety and security, nonetheless 
Camp Management had undertaken some limited improvements in security infrastructure with remaining 
funds from the rehabilitation such as the installation of more secure access gates along the roadside and the 
widening of primary drainages as a dual drainage and access control measure. Thus, community members 
held camp management responsible for the poor state of perimeter berms and barbed wire barriers.

recommendations 
•  Continue advocacy with UNMISS over the rehabilitation of perimeter berms and repair of external 

security barriers
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2) Trash Surplus from Relocations: In the wake of the rehabilitation, households were busy repairing their 
shelters, re-organizing and relocating their belongings, and re-designing the internal space of their shelters. 
This generated a large amount of trash as households moved and reconfigured their shelters. While during 
initial dismantlements, this was cleared away by CCCM heavy machinery, teams did not anticipate a second 
round of trash build-up after households were settled. Thus, the trash disposal partner (non-CCCM) became 
overwhelmed by the amount of garbage generated and fell behind in pickup.

recommendations 
•  Explore immediate solutions for trash disposal

3) Lingering Dissatisfaction with Fraud Monitoring: Midway through the rehabilitation, CCCM implemented 
a system of biometric verification for shelter assignment. This meant that before a shelter could be assigned, 
IDPs were verified against the registered resident database and prior distribution lists to ensure they were not 
attempting to fraudulently obtain multiple shelters for financial gains. This system was highly effective in 
preventing multiple shelter allocation, a challenge that had been pointed out in previous relocation exercises. 
However, as a side effect, many community members expressed dissatisfaction with CCCM that they were 
“no longer allowing shops” to be set up in shelter space. In previous zones, shelters situated on the end of 
blocks were prized as shop locations and were bought and sold to merchants. While the community perceives 
this as a positive development for access to convenient marketplaces, Camp Management points to the high 
congestion in the site, need to devote all shelter space to deserving IDPs, and pre-designated market spaces. 
From key informant interviews, this seemed to be a minor issue for the majority of the population but a major 
grievance for those who were attempting to use the shelter assignment system for financial gain. 

III.D. Community Governance
Key Finding: Community leadership remains trusted 
by the majority of the population in both sites. In Wau, 
concerns over block leader inexperience earlier in 
their election term was mitigated as leaders continued 
to serve. In Bentiu, gender imbalance in CCCM 
staff contributes to poor engagement with female 
governance structures. 

III.D.1  Knowledge of Leadership in the Community
In both Wau and Bentiu, a large majority of community 
members were able to identify their block leaders. This 
is a positive increase since the last survey, especially 
in Wau PoCAA. In Bentiu, near 90% familiarity was 
maintained since the November 2017 survey. In Wau, 
an additional 21% of the population was able to identify 
their leadership. Factors surrounding this increase 
include:

•  High amounts of interaction with block leaders 
during rehabilitation/relocation exercises

•  Survey conducted late into the term of block 
leaders: A factor identified in previous surveys 
over the lack of familiarity with block leaders 
was the fact that early in their terms, they 
are often unknown to community members 
outside their immediate voting constituency. 

Figure C: Beneficiaries Able to Identify 
Block Leader

2017 2018

Bentiu 
PoC

Wau 
PoCAA
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III.D.2 Representativeness in Leadership
Trust in leadership in Bentiu remained high, with over 90% of respondents reporting that community 
leadership advocated well or moderately well for their interests. This remains consistent with findings in the 
November 2017 survey. In Wau, beneficiaries reporting mistrust and poor representation in leadership was 
reduced, with 10% less of the population reporting poor advocacy and representation. While comparisons 
between Wau and Bentiu are tempting, one must keep in mind that Bentiu block leaders have remained in 
place for much longer than in Wau and are not rotated on an ongoing basis as in Wau. Thus, while trust in 
leadership in Bentiu is high, this is likely the result of familiarity in the community built over several years. 
Regardless, concerns over representativeness and impartiality remain in Wau, and efforts should be made to 
address representation during the next leadership induction cycle

recommendations 
•  Place greater emphasis on impartiality and representativeness in next Wau PoCAA leadership 

induction

III.D.3 Gender in Leadership
Key Finding: Roughly half of women in Wau and Bentiu 
PoC are able to identify their women’s leader. Concerns 
over the effectiveness of women’s leadership and their 
minimized role in camp decision making persist. 

In both Wau and Bentiu, around half of the female IDP 
population were able to correctly identify their women’s 
representative. In focus groups discussions, many female 
participants were unable to articulate the purpose or 
accomplishments of women’s leadership structures. 
While in both sites, established quotas formally place 
women in camp leadership positions, in many cases they 
are sidelined in discussions within the community. Both 
community members and Camp Management staff in 
both sites pointed out that this may be a structural and 
cultural issue, with women traditionally occupying the 
domestic space.

Figure D: Beneficiaries Able to Identify Block 
Leader

From these results, it appears that formal quotas are insufficient to bring about meaningful female participation 
in leadership structures. Thus, more targeted activities are warranted that address the leadership skill, attitudes, 
and practices components of women’s leadership. In consultations with Camp Management temporary staff 
–those occupying frontline positions in community mobilization and Complaints and Feedback Mechanism 
(CFM)—lamented the lack of female representation in CCCM staff. While two international positions are 
held by female staff, CCCM national staff positions are exclusively held by men. Community members 
and temporary staff pointed out the need for a female staff member to engage more effectively with female 
governance members and structures. Addressing this lack of gender parity in CCCM structure is likely to 
positively influence CCCM support for and engagement with women’s community leadership structures.

recommendations 
• Conduct activities targeted at female leadership and participation directly
• Address gender imbalance in CCCM national staff positions

2017 2018

Bentiu 
PoC

Wau 
PoCAA
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III.E  Communications with Communities
Key Findings: PoC residents have multiple means of 
receiving information, including formal and informal 
systems. While CCCM services are highly rated, messages 
risk distortion by leadership and rumors

In both sites, high percentages of residents reported 
receiving information regarding humanitarian services. 

III.E.1 Bentiu PoC
There is a strong reliance on community leadership to 
filter down messages from Camp Management. While 
this is a positive sign of leadership engagement, it also 
represents a risk that community leadership control or 
distort messaging. Provided leaders interests are aligned 
with Camp Management and provided messaging is 
simple enough to easily transmit, community leadership 
is a powerful messaging tool. Given that the main means 
of information dissemination from leaders is face to face 
interaction with community members and block meetings, 
there are clearly strong relationships and incentives for 
community members to trust and interact with leader.s. 

In Bentiu, each formal CCCM and partner CwC activities 
are received by around 1/3 of the population. However, as 
these figures are not mutually exclusive, the vast majority 
of the population is covered by at least one form of formal 
messaging. 

Figure E: Main Sources of Information on 
Humanitarian Activities

recommendations 
• Diversify messaging and outreach activities to reach out more directly to PoC population
• Place less emphasis on leadership dissemination of information in favor of more objective sources

III.E.2 Wau PoCAA
In Wau, CCCM community mobilizers (using a megaphone) 
are the most important source of information on humanitarian 
services. This enables CCCM to better control messaging, 
reach out directly to the PoC population, and collect unfiltered 
feedback. The second most important source is word of mouth, 
the passing of messages by neighbors and friends. While this 
is a positive sign that the IDP community is engaged with 
humanitarian issues, it also brings with it the risk of message 
distortion and the spread of rumors. Without implementing 
a system for tracking and responding to misconceptions and 
rumors in the site, CCCM runs the risk of losing control of 
important messaging.

However, leadership messaging remains low with only 15% 
of the population receiving messages from block leaders. 
However, this represents a modest improvement from the 11% 
of November 2017. Given that the main method of information 

Figure F: Outreach Workers Messaging

Wau PoCAA

Bentiu PoC

Messaging is useful

Bentiu 
PoC

Wau 
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dissemination amongst the leaders is the holding of local meetings, this may suggest that poor attendance and 
engagement from the community in leadership structures may be to blame for the low percentage of messaging 
from governance structures. However, it may also indicate that the issues related to ethnic background and 
in-group representation raised in the November 2017 survey replicate themselves at the community meeting 
level. Further investigation of these phenomena will provide further guidance on how best to address leader 
information sharing.

recommendations 
• Implement a system for tracking and responding to prominent rumors
•  Encourage leadership to spread messages throughout their constituency through dedicated capacity 

building and encouragement
• Investigate representativeness amongst community leadership as it relates to messaging

III.F  Complaints and Feedback Mechanism
Key Findings: Strong progress has been made on CFM 
formalization and improvement with large segments of the 
population able to access and resolve complaints. However, staff 
courtesy and reception challenges remain.

III.F.1  CFM Usage
CFM usage remains high with half of the PoC population 
reporting registering a complaint within the past 6 months.

In Bentiu, community members report near universal follow-
up, with 99% of CFM users reporting resolution. This is a strong 
positive sign of a well-functioning and accountable CFM. 

However, there remain a significant number of CFM users who 
report being turned away or encountering staff that were too 
busy to record complaints. A portion of this is likely the result 
of community members perceiving standard responses as an 
unwillingness to register a complaint. For issues that cannot be 
dealt with by humanitarian partners or those for which CCCM 
has been provided an FAQ style response, IDPs are told a standard 
response and the case is considered closed. Example of this 
include job seekers or complaints about the quantity or variety 
of food distributed. However, these relatively high number of 
reports of staff discourtesy merit further investigation.

Figure H: Beneficiaries Complaints 
Registry and Resolution

Wau PoCAA

Bentiu PoC

Figure G: Block Leader Means of Spreading Information

Bentiu PoC Wau PoCAA
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III.G Safety and Security
Key Finding: IDPs perceive a safer and more secure PoC 
environment due in part to camp management advocacy and 
infrastructure upgrades. 

When compared to 6-months ago, residents report positive 
trends in safety and security in the site. While some of this is 
due to factors beyond the control of CCCM, a portion of this 
positive changes can be directly attributed to Camp Management 
infrastructure upgrades and advocacy with UNMISS security 
actors. 

III.G.1. Bentiu PoC
66% of residents in Bentiu reported feeling safer than 6-months 
earlier, in late 2017. In focus group discussions and key informant 
interviews, site residents described a trend of intrusions into the 
site and armed robberies by criminal gangs operating outside the 
PoC due to porous perimeter fences. Prevailing perceptions were 
that Peacekeeping Forces were unable or unwilling to respond 
with deadly force. 

However, following a security confrontation between Force 
and armed actors, IDPs reported a sharp decrease in nighttime 
robberies and increased perceptions of safety by the community. 
These incidents are clearly outside the remit and control of 
Camp Management, but many community members conflated 
Camp Management, UNMISS, and Force Battalions, further 

Figure I: Beneficiaries Issues When 
Registering Complaints

Bentiu PoC

Wau PoCAA

reinforcing this report’s earlier conclusion that public perceptions are often divorced from Camp Management 
responsibilities.

A second factor cited by female participants responsible for increased feelings of safety was the increased and 
better-coordinated firewood patrols by UNMISS forces. This came about in part due to CCCM advocacy and 
bringing the concerns of firewood collectors to the attention of security actors. 

recommendations 
• Investigate and address reports of IDPs turned away from CFM complaint registration

In Wau, the formalization of the CFM has yielded a system capable of collecting large numbers of community 
complaints. However successful intake processes may have become, follow-up and resolution remains a 
challenge. 33% of CFM users report pending follow-up and 35% unresolved or outstanding cases. In order to 
maintain community confidence and trust in the CFM system, CCCM should devote additional resources to 
complaint resolution
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Figure J: Beneficiaries Issues When Registering Complaints

III.G2.  Wau PoCAA
In Wau, 80% of site residents reported feeling safer than in November 2017. In focus group discussions, 
respondents cited infrastructure upgrades undertaken during the site rehabilitation as responsible for 
increased feelings of safety. The installation of passable corridors, removal of narrow, dead-end pathways, and 
orientation of shelters with outward facing doors onto common areas are all important factors in promoting 
both night and daytime safety. Secondly, the installation of secure external gates and barbed wire barriers 
across deep drainages were both cited as a factor limiting access to the site to thieves and other undesirable 
elements.

However, site residents called for additional public lighting and the repair of perimeter berms and barriers 
as a measure to increase safety. In particular, female residents cited lack of bathroom and shower lighting as 
major impediments to their access to essential facilities at night and contributing factor in GBV incidents in 
the site. This is reflected in the high number (43%) of site residents that feel very unsafe/not safe at all during 
night hours in the PoCAA.
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2018  Partner Satisfaction Survey
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Key Findings
III.A Service Monitoring and Coordination
Service monitoring and coordination is well-functioning and positively rated by partners: service 
duplication is minimal and quickly addressed; meetings are well-attended; and partners find CCCM 
accessible and responsive. Minor obstacles remain to be addressed including timing and locations of 
meetings.  

III.B.  Information Sharing and Information Management (IM)
IM products are highly rated by partners. Significant improvements were reported since November 2017. 

III.C.  Refinement of DTM Biometric Card Systems/ Misuse of Biometric Cards
Due to population movements and card selling, many partners no longer perceive biometric registration as 
a legitimate means of determining service population. DTM is advised to conduct further verification to 
represent true beneficiary numbers.

III.D.  CCCM Response to Conflict in the PoC
CCCM response to conflict in Bentiu was criticized by partners, citing lack of timely response and failure to 
resolve outstanding community demands, likely related to casual labor negotiations.

III.E.  Governance
Partners are overall satisfied with CCCM’s facilitation of governance engagement but raise the alarm of 
potential manipulation/politicization of humanitarian services by high committees.

III.F.  Complaints and Feedback Mechanism (CFM)
The CFM remains an effective tool for community feedback with high interest from partners to be included 
in complaint collection and referral systems. However, lack of detailed understanding of CFM remains 
among partners.

III.G.  Partner Referral Processes
CCCM has made substantial progress in formalizing Complaints and Feedback Mechanisms, including 
strengthening the partner referral system. What remains is remaining vigilant on these advances, especially 
during regular 3-month CFM center staff rotations.

III.H. Communications with Communities (CwC) Community Mobilization
Community mobilization is moderately utilized by partners and somewhat positively rated. Opportunities 
exist for reaching a true “information campaign” level of dissemination through partnerships and changes 
to dissemination methods.

III.I. Stakeholder Consultation
Partners report high levels of stakeholder consultation with multiple entry points to camp management for 
partners but recommend diversifying access avenues for beneficiaries
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Reccomendations
III.A.  Service Monitoring and Coordination
• Consider venue change for Wau coordination meetings
•  Consider with UNMISS a system of standing gate passes for regularly scheduled coordination 

meetings

III.B.  Information Sharing and Information Management (IM)
•  Put in place full-time Information Officer for the timely production and dissemination of CCCM 

Information Management products

III.C.  Refinement of DTM Biometric Card Systems/ Misuse of Biometric Cards
•  Advocate with DTM, WFP, and food distribution partners to implement controls for use of 

registration cards. 
•  Continue advocacy and joint planning with DTM for registration, verification, and headcount 

activities.

III.D.  CCCM Response to Conflict in the PoC
• Enforce stricter time limits on governance meetings, as necessary

III.E.  Governance
•  Review roles and responsibilities of high committees to ensure their function as coordination, 

information dissemination, and advisory bodies, not political organizations or avenues for personal 
gains

• Enforce ToRs of community leadership
•  Engage in structured dialogue with partners, UNMISS, and Clusters to review engagement with 

High Committees

III.F.  Complaints and Feedback Mechanism (CFM)
• Sensitize and acquaint humanitarian partners on CFM 
• Launch process to review partners and sectors for inclusion in the CFM

III.G.  Partner Referral Processes
• Bentiu: Maintain improvements in referral speed
• Bentiu: Ensure new CFM workers are encouraged to fill reports completely
• Wau: Emphasize the proper employment of CFM methodologies in CFM worker
• Wau: Customize screening processes adapted from Bentiu PoC to the Wau PoCAA context

III.H. Communications with Communities (CwC) Community Mobilization
•  Continue engaging with Internews Network to integrate CCCM Outreach worker and INTERNEWS 

Boda Boda Talk Talk and Radio programming.
• Follow-up/reinforcement messaging
• Re-circulation of outreach teams during one deployment (as staffing resources allow)

III.I. Stakeholder Consultation
• Conduct more consultations that put beneficiaries in direct dialogue with camp management
• Diversify outreach and consultation away from strictly community governance structures
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Methodology
Target Population
The survey was conducted in both Wau PoCAA and Bentiu PoC 
and targeted CCCM partners and humanitarian service providers. 
The survey consisting of 34 questions and was distributed over 
a three week period, first through the online survey platform 
SurveyMonkey.com, then through paper surveys handed out 
at weekly service provider meetings. Respondents included 
agency/section focal points, Officers in Charge, managers, and 
frontline staff from all partner agencies working in the PoC. 
Respondent names were taken from the regularly updated contact 
list maintained by CCCM as part of its service monitoring and 
coordination responsibilities.

Other IOM units (WASH, Health, S/NFI, etc.) were also included 
in the survey and considered separate partners, as their day-
to-day management and operations are largely separate from 
IOM CCCM and their activities are subject to the same service 
monitoring and coordination mechanisms as external partners. 
In addition to humanitarian partners, UNMISS focal points for 
Relief, Reintegration and Protection (RRP), Civil Affairs Division 
(CAD), and UNPOL were also included as they are key stakeholders 
in the PoC environment. The survey was circulated to all service 
providers and partners on the contact list in both Wau and Bentiu.

Response Rate
The survey received a low response rate. In Bentiu, 24 of 230 
partner staff responded, yielding a 10% response rate. In Wau, 
22 of 105 partner staff responded, yielding a 21% response rate. 
Given the relatively small service provider population in the two 
sites, these response rates may lead one to conclude that these 
survey results may be subject to sampling bias. While this remains a possibility, there are several factor that 
 provide a degree of confidence that the survey was representative of the service provider population:

1.  Majority of respondents were regular service providers (79% Bentiu; 90% Wau) or held Cluster 
responsibilities (21% Bentiu; 10% Wau).

2.  The distribution list contains multiple focal points from any given agency, including deputies and 
alternates who likely deferred to their supervisors to represent their agency/unit;

3.  A significant portion of surveys (60% Wau; 75% in Bentiu) were completed via paper forms 
distributed and completed at service provider meetings, encompassing humanitarian partners active 
in site-level coordination.

Figure A: Respondent Roles

Bentiu PoC

Wau PoCAA
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Respondent Composition
For both Wau and Bentiu, regular service providers are represented at much higher percentages than in 
previous iterations. This is the result of concerted outreach by the CCCM team and the circulation of surveys 
at multiple service provider meetings. 2018 results are thus more representative than the last survey and has 
gotten CCCM closer to collecting feedback from all active partners. 

Bentiu: When comparing distribution lists and responses, for humanitarian service providers, the survey 
captured higher numbers of national NGOs and lacked UNMISS representation, similar to 2017 proportions.

Wau: Wau survey proportions resembled the service population. Compared to prior surveys, Wau saw lower 
UNMISS representation and a higher percentage of international and national NGOs answering the survey.

Methodology Conclusion
Thus, we have grounds to assume that the survey captures those humanitarian partners active in ongoing 
site-level coordination mechanisms, captures those partners most familiar with CCCM services, most likely 
to interact on a regular basis, and includes a range of different types of actors.  

Figure B: Bentiu Partner Demographics

Figure C: Wau PoCAA Partner Demographics

Survey Respondent Composition Contact List Composition

Survey Respondent Composition Contact List Composition
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Detailed Findings by Component
Findings below are presented according to the thematic areas of CCCM responsibility as it relates to partner 
coordination, service monitoring, and information management.

III.A.  Service Monitoring and Coordination
Key Finding: Service monitoring and coordination is well-functioning and 
positively rated by partners: service duplication is minimal and quickly addressed; 
meetings are well-attended; and partners find CCCM accessible and responsive. 
Minor obstacles remain to be addressed including timing and locations of meetings. 

III.A.1 Accessibility and Responsiveness: 
Partner engagement with CCCM remains positive with strong partner engagement 
across multiple levels. The majority of respondents to the survey are those active 
in CCCM coordination mechanisms. In both sites, the majority of service providers 
reported attending service provider meetings on at least a weekly basis, engaging 
regularly with the CCCM Cluster, and attending community governance meetings 
alongside CCCM. In Bentiu, half of partners reported calling issue-specific meetings 
with Camp Management on a daily, multiple-time per week, or weekly basis. In 
Wau, this stood at 88% of partners. This indicates: 

1.  CCCM’s core coordination mechanisms are functioning and attended by 
partners;

2.  CCCM is available and accountable to partners on a bilateral and issue-
specific basis; 

3. Regular service providers engage CCCM at multiple levels.

These are all positive indicators of well-functioning partner coordination systems. 

III.A.2 Service Provider’s Meeting
As a result of changes to the frequency and structure of service provider’s meetings in Bentiu, CCCM has 
observed a positive change in partners: witnessing more prepared partners, better coordination, and an 
increase in positive attitude towards community and CCCM engagement. This is reflected in the survey with 
an increase in satisfaction in Bentiu to 90%.

 Bentiu
  Progress on Meeting Restructuring: Following the last survey and only moderate levels of satisfaction 

with service provider’s meetings, Camp Management conducted an internal audit of the structure and 
methodology of this core activity and changed approaches. First, camp management reviewed partner 
attendance and engagement over time and noticed a downturn in the quality of partner engagement 
in coordination mechanisms. The root cause was identified as stretched human resources created by 
the proliferation of coordination and community engagement forums, as CCCM had been lobbying 
partners to engage more directly with the high committees, women’s, youth, and block leaders. In the 
end, smaller agencies were struggling to attend all meetings and not having enough time to adequately 

Figure D: Partner 
Satisfaction with 

CCCM Components

Bentiu PoC

Wau PoCAA
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prepare. In response, CCCM changed weekly service provider meetings to biweekly, overhauled their 
structure to focus less on reporting and more on group problem-solving and strategy, and encouraged 
 partners to concentrate on meaningful engagement rather than quantity of engagement. 

  Wau
  Highly-Rated Coordination Meetings with Logistical Challenges: Wau maintained 100% satisfaction 

with this core coordination mechanism. Partners indicated that they were “comfortable with their 
coordination services to partners and the vulnerable communities within the POC AA.” However, 
many partners indicated difficulty in attending meetings held inside the UNMISS base, calling for a 
“more readily accessible venue for partners.”  This may be due to the difficulty of securing gate passes 
for access.

recommendations 
•  Consider venue change for Wau coordination meetings
•  Consider with UNMISS a system of standing gate passes for regularly scheduled coordination 

meetings

III.A.3 Partner Rationalization and Duplication of Services
Duplication remained minimal and partners reported no unresolved cases.CCCM partners reported only 
one case of service duplication in Bentiu, though the partner declined to specify the details of the case. 
CCCM records indicated one reported instance of duplication in the survey period. This pertained to the 
implementation of peacebuilding activities within the PoC. Activities where set to target youth and to be 
implemented by UNMISS Civil Affairs Division and the NGO ACR Action. IOM Camp Management convened 
a meeting with the two agencies, which agreed to adapt their respective approach to compliment rather than 
duplicate activities.

III.B. Information Sharing and Information Management (IM)
Key Finding: IM products are highly rated by partners. Significant improvements were reported since 
November 2017. 

III.B.1 Results of Information Management Restructuring
Since 2017, partner satisfaction with all information products has increased. This is likely the result of CCCM 
implementing the recommendations of the 2017 survey in which partners pointed out the need for better 
information sharing and dissemination of IM tools, more timely production, and a more robust mechanisms 
for the verification of statistics. In response, CCCM updated contact lists, began presenting documents at 
service provider meetings, and re-structured the internal verification process to integrate more field input to 
site profiles. As a result, in 2018, partners report higher satisfaction with IM tools.

Figure E: Satisfaction with CCCM Information Products (Bentiu)
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In Wau, high levels of satisfaction with IM tools remains.

Figure F: Satisfaction with CCCM Information Products (Wau)

III.B.2 Site Profile Delays
However, some minor issues were raised by partners. Partners called for more timely dissemination of 
headcounts and population heat maps to partners. Camp Management staff acknowledged that population 
site profiles containing headcount heat maps have recently been delayed due to staffing turnover in the 
Information Management Unit inside IOM, responsible for the final layout and production of those documents. 
These are anticipated to be addressed when the dedicated CCCM information management focal point is in 
place.

recommendations 
•  Put in place full-time Information Officer for the timely production and dissemination of CCCM 

Information Management products

III.C. Refinement of DTM Biometric Card Systems/ Misuse of Biometric Cards
Key Finding: Due to population movements and card selling, many partners expressed concern regarding 
the representativeness of currently circulating cards given that verification exercises are overdue. DTM is 
advised to conduct verification exercises to represent the accurate target beneficiary numbers.

While DTM is formally a separate unit within IOM, many DTM operations and methodologies are intimately 
connected with core Camp Management activities. This survey did not directly solicit feedback on DTM 
services, but in open response fields partners provided a series of recommendations directed at DTM.

Partners called upon DTM to conduct additional registration, population verification, and entry/exit tracking 
more frequently to identify the true target population of the PoC. Partners pointed to the widespread misuse of 
biometric cards as an example of misallocation of humanitarian resources, indicating that buying and selling 
of cards was prevalent in the site and advising Camp Management to implement a system of verification for 
ration cards. In the words of one service provider:

“We all understand that a significant number of IDPs have moved out of 
POC at their own will. It does not make sense that CCCM still allows service 
providers to provide services using the initial [biometric] figures.” 
— Regular PoC Service Provider, Wau PoCAA

“Please as a humanitarian let’s all go back to the drawing board and design a 
workable strategy on figures we should be using in POC to provide services”
— Regular PoC Service Provider, Bentiu PoC
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While this constitutes a shared responsibility between DTM, WFP, and food partners, CCCM has a role in 
advocacy, community engagement; and joint exercise planning. In consultations with DTM staff, they were 
acutely aware of the need for such exercises, citing increasing challenges in exercise implementation due to 
lack of community buy-in.

recommendations 
•  Advocate with DTM, WFP, and food distribution partners to implement controls for use of 

registration cards. 
•  Continue advocacy and joint planning with DTM for registration, verification, and headcount 

activities.

III.D.  CCCM Response to Conflict in the PoC
Key Finding: CCCM response to conflict in Bentiu was criticized by partners, 
citing lack of timely response and failure to resolve outstanding community 
demands, likely related to casual labor negotiations.

Overall, CCCM partners reported moderate satisfaction with CCCM’s handling 
of conflicts in the PoC. Reasons for dissatisfaction provided by partners were 
lack of timely response, biased response, and improper community engagement. 
While partners failed to elaborate in this data collection on the specific reasons 
behind these delays, Camp Management staff provided additional context, 
citing an ongoing negotiation over contract structures and casual labor usage 
policies in the PoC.

III.E.  Governance
Key Finding: Partners are overall satisfied with CCCM’s facilitation of 
governance engagement but raise the alarm of potential manipulation/
politicization of humanitarian services by high committees.

Partner satisfaction with governance meetings remained at a high level. 
Universal satisfaction in Wau was maintained from 2017 and significant 
increases were seen in Bentiu. This indicates overall satisfaction with CCCM’s 
conduct of governance meetings. However, multiple partners in both Wau and Bentiu expressed the need to 
respect time limits for meetings, indicating that discussions commonly exceed 1 to 1.5 hours, calling on CCCM 
to keep stricter time.

Figure G: Partner 
Satisfaction with CCCM 

Response to Conflict

Bentiu PoC

Wau PoCAA

recommendations 
• Enforce stricter time limits on governance meetings, as necessary

Figure H: Partner Satisfaction with Governance

Bentiu PoC Wau PoCAA
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III.E.2 Need for Enforcement of Roles and Responsibilities: 
Despite these high levels of satisfaction, one major impending issue remains a concern for partners both 
in Wau and Bentiu: the enforcement of roles and responsibilities for governance members, particularly the 
Community High Committee/Community Leadership Committee. This has been seen in prior partner surveys 
and presented as a major recommendation of the 2017 beneficiary survey. As noted by one partner:

“There should clear roles and responsibilities of CHC to avoid program 
implementation compromise due their own interest.”
— Regular PoC Service Provider, Bentiu PoC

Ensuring Accountability to Affected Populations and involving the community in decision-making processes 
is a core function of camp management. However, this responsibility does not imply a given structure or body. 
The gatekeeper function of camp high committees and the increasing potential of them to become a political 
body that acts in their own interests is high. Partners pointed out that once governance committees stop 
representing the best interests of the IDP community and begin working in their own interests or partisan 
interests, they cease being a structure that promotes humanitarian accountability and begin working against 
it. Thus, partners indicated the potential for unintended consequences of concentrating power in high 
committees and recommended CCCM act to ensure continuity in service delivery and truly representative 
community representatives.

recommendations 
•  Review roles and responsibilities of high committees to ensure their function as coordination, 

information dissemination, and advisory bodies, not political organizations or avenues for personal 
gains

• Enforce ToRs of community leadership
•  Engage in structured dialogue with partners, UNMISS, and Clusters to review engagement with 

High Committees

III.F.  Complaints and Feedback Mechanism 
(CFM) 
Key finding: The CFM remains an effective tool for community 
feedback with high interest from partners to be included in 
complaint collection and referral systems. However, lack of 
detailed understanding of CFM remains among partners.

III.F.1 CFM Effectiveness
An overwhelming majority of partners cited the CFM as an effective 
tool for ensuring accountability. However, many partners reported 
a lack of familiarity with mechanism, with responses ranging from 
ignorance of the tools’ existence or lack of familiarity with its exact 
roles and responsibilities. This points to the need to further sensitize 
partners on the specific roles and functions of CCCM activities.

Figure I: Partner Feedback on CFM

Bentiu PoC

Wau PoCAA

Partners rating IOM CFM as an 
effective accountability tool

recommendations 
• Sensitize and acquaint humanitarian partners on CFM 
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III.F.2 Extension of CFM Participation 
Partners reported strong interest in participating in 
the CCCM Complaints and Feedback Mechanism 
(CFM), with over half of partners in Wau and 
Bentiu responding positively. The survey found 
that few partners operated their own sector-specific 
complaints systems, (27% Bentiu; 16% Wau), which 
may present an opportunity for partnership with 
CCCM.

Since the last report in end-2017, CCCM in Bentiu 
had expanded the number of partner sectors covered 
in the CFM, with positive results. WASH and S/NFI 
complaints were formally included in the CFM, with 
corresponding referral systems. Following on the 
formalization of the Wau CFM in late 2017, a similar 
expansion should be considered. 

Figure J: CFM Partner Feedback

Partners operating 
feedback mechanisms

Partners willing to 
participate in IOM CFM

recommendations 
• Launch process to review partners and sectors 
for inclusion in the CFM 

III.G.  Partner Referral Processes
Key finding: CCCM has made substantial progress in formalizing Complaints and Feedback Mechanisms, 
including strengthening the partner referral system. What remains is remaining vigilant on these advances, 
especially during regular 3-month CFM center staff rotations.

In Bentiu, CCCM saw significant improvements in referral systems from 2017. Complaints from partners 
related to mismanaged or delayed referrals were cut in half and some categories eliminated altogether. 
Improper screening and poor follow-up were not reported for 2018. However, complaints related to referral 
speed and referral relevance to partner services remained in Bentiu. Given that CFM staff are rotated every 
three months per HR guidelines, this points to the need to remain vigilant during staff turnovers.

In Wau PoC, where CFM referral processes were formalized at the end of 2017 and early 2018, CCCM received 
a low number of partner complaints regarding referral processes. These centered on two aspects of the CFM: 
proper screening and lack of sufficient level of detail. As the CFM focal point settles into the newly created 
role, it remains imperative to emphasize the proper employment of CFM methodologies and where necessary, 
customize screening processes adapted from Bentiu PoC to the Wau PoCAA context. 

Figure K: Partner Satisfaction with Referrals

Referrals recieved from IOM-CCCM Referrals provided to IOM-CCCM

Bentiu PoC Wau PoCAA

Bentiu 
PoC

Wau 
PoCAA 

Bentiu PoC Wau PoCAA
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In Bentiu, CCCM saw significant improvements in referral systems from 2017. Complaints from partners 
related to mismanaged or delayed referrals were cut in half and some categories eliminated altogether. 
Improper screening and poor follow-up were not reported for 2018. However, complaints related to referral 
speed and referral relevance to partner services remained in Bentiu. Given that CFM staff are rotated every 
three months per HR guidelines, this points to the need to remain vigilant during staff turnovers.

In Wau PoC, where CFM referral processes were formalized at the end of 2017 and early 2018, CCCM received 
a low number of partner complaints regarding referral processes. These centered on two aspects of the CFM: 
improper screening and lack of sufficient level of detail. As the CFM focal point settles into the newly created 
role, it remains imperative to emphasize the proper employment of CFM methodologies and where necessary, 
customize screening processes adapted from Bentiu PoC to the Wau PoCAA context. 

recommendations 
• Bentiu: Maintain improvements in referral speed
• Bentiu: Ensure new CFM workers are encouraged to fill reports completely
• Wau: Emphasize the proper employment of CFM methodologies in CFM worker
• Wau: Customize screening processes adapted from Bentiu PoC to the Wau PoCAA context

III.H. Communications with Communities (CwC) Community Mobilization
Key finding: Community mobilization is moderately utilized by partners and somewhat positively rated. 
Opportunities exist for reaching a true “information campaign” level of dissemination through partnerships 
and changes to dissemination methods.

III.H.1 Partner Use of CCCM Community Mobilization 
Teams 
In both Wau and Bentiu, CCCM saw only moderate 
increases in usage of CCCM mobilization teams for 
partner messaging. In Bentiu, this is likely the result of 
the formalization of Communications with Communities 
(CwC) referral sheets. Whereas camp management 
previously coordinated referrals informally, though emails 
and messages passed through various CCCM staff, a new 
referral sheet was implemented to better manage outreach 
team delivery of partner messaging. 

These moderate usage percentages in Bentiu should be 
put within context. First, many partners maintain their 
own sector specific mobilization and sensitization teams; 
WASH and Health for example. This leaves a reduced 
number of partners likely to employ CCCM outreach 
teams. Additionally, in Bentiu, strong CwC partner 
Internews Network exists, conducting radio and “Boda 
Boda Talk Talk” loudspeaker message dissemination. 
Thus, many outlets exist for CwC messaging in addition 
to CCCM. Regardless, the presence of these partners 
creates opportunity for benefitting from the comparative 
advantage of CwC services. The closer integration of 
mobilization teams, radio, and loudspeaker messaging 
has the potential to rise to the level of a true “coordinated 

Figure L: Percentage of partners using 
outreach workers?

Bentiu PoC Wau PoCAA

Figure M: Partner Satisfaction with CCCM 
outreach workers

Bentiu PoC Wau PoCAA
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messaging campaign,” a desire expressed by CCCM team members and CwC partners.

III.H.1 Partner Satisfaction with Community Mobilization Teams 
When partners do employ CCCM CwC teams, results are largely positive from partners’ perspective. Since 
the last survey, a greater percentage of partners report satisfaction in outreach workers in Bentiu PoC and 
the near universal levels of satisfaction have been maintained in Wau. Furthermore, the number and type 
of complaints from partners has decreased. In Bentiu, partners no longer report messages never being sent, 
messages being sent late, and poor follow-up, positive signs of improvement in the last 6 months.

However, challenges remain which merit an examination of the dissemination methodology. Partners’ 
most frequent complaint was that outreach teams do not repeat the message frequently enough, but instead 
disseminate the message once then move on to other topics. Partners recommended more frequent trips 
over a given period of time, one week or one month, to conduct follow-up/reinforcement messaging and 
recommend during a given outreach deployment, teams re-circulate within the same areas to repeat.

recommendations 
•  Continue engaging with Internews Network to integrate CCCM Outreach worker and Internews 

Network Boda Boda Talk Talk and Radio programming.
• Follow-up/reinforcement messaging
• Re-circulation of outreach teams during one deployment (as staffing resources allow) 

III.I. Stakeholder Consultation
Key finding: Partners report high levels of stakeholder consultation with multiple entry points to camp 
management for partners but recommend diversifying access avenues for beneficiaries.

Bentiu PoC: 87% of partners indicated that CCCM consults either extensively or moderately with stakeholders 
and beneficiaries; in Wau 100% of partners reported this was the case. Combined with partners’ reported 
attendance of service provider’s meetings, Cluster engagement, governance meetings, and issue-specific or 
ad hoc meetings, the survey finds CCCM engagement with stakeholders well-functioning and consultative.
Accompanying this positive feedback vis-à-vis partner consultation, CCCM partners provided several 
recommendations to Camp Management for ways to enhance beneficiary consultation. Partners called on 
CCCM to diversify the types of consultations done with the community, such as including beneficiaries 
directly in the project design stage, consulting beneficiaries directly through community meetings, and the 
need to find alternative avenues to the governance structures. In Bentiu, Direct community consultation 
was called for to supplement channeling community communication through governance structures and 
leadership, with which partners expressed concern for their potential to distort and politicize.

Figure N: To what extent are stakeholders and beneficiaries consulted during CCCM activities?
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Similarly, in Wau PoCAA, camp management was called upon to “acquire wider views of beneficiaries” 
through more direct community outreach with the IDP population, not only leadership. These comments 
echo the concerns of partners over concentration of power in the hands of community leadership, potential 
for personal agendas to dominate interactions pertaining to humanitarian assistance, and the potential for a 
gatekeeper function for leadership.

recommendations 
• Conduct more consultations that put beneficiaries in direct dialogue with camp management
• Diversify outreach and consultation away from strictly community governance structures
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Conclusion
Overall, CCCM has made strong progress on recommendations since the 2017 survey.

On the partner side, the most significant improvements were seen in the formalization and expansion in the 
Complaints and Feedback Mechanism and Referral Systems and better stakeholder consultation through 
restructured Service Provider’s Meetings. This represents CCCM responsiveness to partner recommendations 
and signifies a well-functioning and flexible Camp Management, more highly regarded by partners than in 
late-2017. 

On the beneficiary side, CCCM witnessed a dip in the single-response satisfaction indicator. However, rather 
than representing a drop in the quality of services, this is due to several contingent events affecting public 
opinion around the time of data collection. When specific indicators are examined directly related to CCCM 
services, Camp Management shows strong progress on safety, accessibility, and inclusion. 

Alongside these positive trends in both partner and beneficiary service, partners pointed out potential major 
liabilities to CCCM and humanitarian assistance in the PoC more broadly, including the potential manipulation 
and politicization of humanitarian services by community leadership and the need for accurate registration 
data. While these are both issues that do no fall exclusively within the remit of Camp Management as they 
engage multiple stakeholders, overlapping responsibility, and require consensus and operational coordination 
with a broad range of partners, they are nonetheless key issues that merit consideration from CCCM moving 
forward.



Annex 1: Survey Questionnaire

1 Enumerator Number
2 Camp Name

Wau PoC AA
Bentiu PoC

3 Zone (Wau)
Zone  A Along Road/WASH corridor
Zone B GFD Area, Irregular Shelter
Zone C Transit Area

4 Block (Wau Zone A)
Block 1 Block 4
Block 2 Block 5

Block 3 Block 6
4 Block (Wau Zone B or C)

Block 1 Block 3
Block 2 Block 4

3 Sector (Bentiu)
Sector 1 Sector 4
Sector 2 Sector 5
Sector 3

4 In what Block do you live?
Block 1 Block 6
Block 2 Block 7
Block 3 Block 8
Block 4 Block 9
Block 5

4 In what Block do you live?
Block 1 Block 10
Block 2   Block 11 
Block 3 Block 12
Block 4  Block 13
Block 5   Block 14
Block 6  Block 15
Block 7  Block 16
Block 8   Block 17
Block 9 

4 In what Block do you live?
Block 1 Block 9 
Block 2   Block 10
Block 3 Block 11 
Block 4  Block 12
Block 5   Block 13
Block 6  Block 14
Block 7  Block 15
Block 8   Block 16

4 In what Block do you live?



Block 1 Block 9 
Block 2   Block 10
Block 3 Block 11 
Block 4  Block 12
Block 5   Block 13
Block 6  Block 14
Block 7  Block 15
Block 8   Block 16

5 How long have you lived in the Wau PoC? 
Less than 1 month between 6 to 12 months
1-6 months More than 1 year

5 How long have you lived in the Bentiu PoC? 
Less than 1 month More than 2 years but less than-3 Years
1-6 months More than 3 years but less than 4 Years
6 months to 1 year More than 4 Years
More than 1 year but less than 2 Years N/A, I do NOT live in the Bentiu PoC Site

6 Respondent Gender
Male
Female

7 How old are you?
under 18 25-50
18-24 Over 50

8 Are you the head of household?
Yes
No

9 Are you registered (Biometric registration, Ration Cards)
Yes
No

10 How many members of your households are children below 5?
Integer 0-10

11 How many members of your households are above 50 years old?
Integer 0-15

12 How many people are in your household?
Integer 0-25

13 How well does the community leadership advocate for you or represent your interests?
Very Poorly
Poorly
Well
Very Well

13a Why do they poorly represent you?
New/Inexperienced Leader
Leader Not Active/Does not Participate
Corrupt Leader
Leader Works for Personal Interest
Leader represents only own family or tribe

14 Please name the organization which manages this POC
ACTED DRC
UNHCR UNPOL
UNMISS AFOD



IOM Other
WFP

15 How satisfied are you with IOM CCCM in the PoC?
Not Satisfied At All
Not Satisfied
Satisfied
Very Satisfied

16 How satisfied are you with the drainages?
Not Satisfied At All
Not Satisfied
Satisfied
Very Satisfied

17 How satisfied are you with roads?
Not Satisfied At All
Not Satisfied
Satisfied
Very Satisfied

18 How satisfied are you with the way the camp is organized?
Not Satisfied At All
Not Satisfied
Satisfied
Very Satisfied

19 What type of meetings are held between community leadership and camp management? 
Community High Committee Community Disabled Committees
Block Leader Meeting Inter Church Committee
Sector meeting No, there are no meetings

Women’s Forum meeting 
Yes, I know there are meetings, but cannot 
name

Youth Forum meeting 
19 What type of meetings are held between community leadership and camp management? 

No, there are no meetings Youth Leaders Meeting
Yes, I know there are meetings, but cannot 
name Women's Leaders Meeting
Community Leadership Committee (CWC) Block Leader Meeting

20 Can you tell me the name of your block leader?
I don’t have a block leader
I don't know my block leader's name
[Insert Name from attached list]

21 How does your block leaders/ sector OR Zone leader report/share with you the information received during community meetings? 
No, leader does not share information. Posts written messages 
Megaphone Radio announcements
Holds local meetings in my block Kondial FM
Speaks with community members directly Boda Boda Talk Talk
Passes messages through friends/family Other

22 Can you tell me the name of your Camp Committee representative?
I don’t have a representative
I don't know my representatives name
[Insert Name from attached list]

23 How were you involved or consulted in the selection of your block, sector, or zone leaders? 



I voted in an election No, I was not consulted
I came to a community meeting No, I was absent for the selection
I gave my opinion to leadership

24 Can you tell me the name of your women's representative?
I don’t have a representative
I don't know my representatives name
[Insert Name from attached list]

25 How do you receive most of your information about activities in the POC, including NGOs/UN announcements? 
Community Leader Church / Mosque

Radio
By talking to NGO or UN/UNMISS 
representatives directly

Internet/Social media Signboards 
Newspaper Family members
Boda boda talk talk Word of Mouth
Community meetings Megaphone
Communications Centers Other

Community leaders (block, zone, chairman)
I DO NOT receive information about activities in 
the POC or NGO/UN announcements

Friends or neighbors
26 Are you able to read and write? 

Read
Write
No, I cannot read or write

27 In which language do you read or write?
English Luo
Arabic Kresh/Keress
Nuer Ndogo
Shilluk Zande
Dinka Other
Balanda

28 What languages do you speak? 
English Luo
Arabic Kresh/Keress
Nuer Ndogo
Shilluk Zande
Dinka Other
Balanda

29 Have you ever looked at an information board to read announcement or look at pictures? 
Yes
No

30 How useful did you find the information, announcements or pictures? 
Not at all Useful
Not Useful
Useful
Very Useful

31 How useful do you find information from outreach workers? 
Not at all Useful
Not Useful
Useful



Very Useful
32 If you have a complaint about humanitarian services or life in the POC, how do you voice 

N/A, I don't have complaints
I go to the IOM Communication Centre and 
register a complaint

N/A, I have no way to voice complaints I talk to the community watch group

I talk to my block leader
I talk to directly to the NGO managing that 
service

I talk to my zone / sector leader I go dircetly to IOM team members
I talk to the camp management committee 
members Other

33 Have you ever asked a question or registered a complaint with Camp Management? 
Yes
No

34 How did you receive a response to your complaint?
Referral to another NGO/UN agency Given a token
From a member of IOM I did not receive a response
Staff Other

35 Have you ever had a problem when you tried to register a complaint?
I have not had a problem/always been able to 
complain Staff member turned me away

Staff was too busy
I was told this is not the right place for that 
complaint

Office was closed
36 Have you ever been charged money or made to pay for a humanitarian service?

Yes
No

36a What were you charged money for?
Block Leader asked payment Move forward in line
Ration card buying/selling Health Services
Preferential shelter Other
Employment/hiring type text
Peacekeeper/UNPOL

36b If Other, list below

37 Have you been personally attacked, threatened, or harassed by someone in the POC in the last 6 months?

38
How safe would you feel walking alone here in 
the camp after dark?

39
How safe would you feel walking alone here in 
the camp during the day?

40
With respect to 6 months ago, how has your 
safety changed in the PoC?



CCCM Partner Satisfaction Survey Bentiu - March 2018

1. What type of organization/agency do you represent?

National NGO

International NGO

UN agency

Donor

Other IOM Unit

Other (please specify)

2. What is your role in the PoC?

Regular service provider: Permanent presence

Intermittent service provider: Activities in the PoC on ad-hoc basis

Cluster Responsibilities

Other (please specify)

 
Every day

Multiple times
per week

Once time per
week

A few times a
month

Rarely/every
few months

I have never
attended/engaged

in this way

Attend service
provider's meetings

Engage with CCCM at
the Cluster level

Call issue-specific
meetings with Camp
Management

Attend Community
Leadership (CHC)
meetings

3. How often do you interact with CCCM on the following:

1



4. How satisfied are you with the weekly PoC service provider meetings?

Very Satisfied

Satisfied

Unsatisfied

Very Unsatisfied

N/A, I do not attend these meetings

5. If you are not satisfied, what could be done to improve the usefulness of PoC service provider meetings?

6. How satisfied are you with the Camp High Committee (CHC) Sector 1 and CHC Sectors 2-5 meetings?

Very Satisfied

Satisfied

Unsatisfied

Very Unsatisfied

N/A, I do not attend

7. If you are not satisfied, what could be done to improve the usefulness of CHC Sector 1 or CHC Sectors
2-5 meetings?

8. How satisfied are you with IOM's care and maintenance of the PoC site (roads, drainage, infrastructure,
etc.) ?

Very Satisfied

Satisfied

Unsatisfied

Very Unsatisfied

9. If you are not satisfied with IOM's care and maintenance, what could be done to improve?

10. Does your organization operate a formal system for taking complaints and beneficiary feedback?

Yes

No

2



11. Would your organization be interested in collecting feedback on your services via the IOM Complaints
and Feedback Mechanism (CFM) based in the 5 IOM communication centers?

Yes

No

N/A, we are already participating

12. How effective is the IOM CCCM Complaints and Feedback Mechanism (CFM) as a tool for ensuring
accountability to the population?

Highly Effective

Somewhat Effective

Somewhat ineffective

Not effective at all

N/A, I am unfamiliar with this tool

13. If ineffective, why is it not effective?

14. How satisfied are you with the referrals received from IOM CCCM? [IOM CCCM--> Your Org.]

Very Satisfied

Satisfied

Unsatisfied

Very Unsatisfied

N/A, we do not receive referrals

15. If not satisfied, why are you not satisfied?

Referrals are too slow

Referrals are not properly screened by IOM CCCM

Referrals are not relevant to our services

IOM provides too many referrals/overwhelmes us

Referrals do not provide sufficient information

Referrals are one way: IOM does not follow-up after referring

Other (please specify)
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16. How satisfied are you with the follow-up on referrals provided to IOM CCCM? [Your Org. --> IOM
CCCM]

Very Satisfied

Satisfied

Unsatisfied

Very Unsatisfied

N/A, my organization does not provide referrals to IOM.

17. If not satisfied, why are you not satisfied with follow-up?

Follow-up never happens

Followup is too slow

Follow-up poorly addresses the referred case

Follow-up is never communicated back to us

Follow-up makes the situation worse

Other (please specify)

18. Does your organization use IOM community mobilization teams to pass messages to the community?

Yes

No

19. How satisfied are you with the outreach/community mobilization teams of IOM CCCM?

Very Satisfied

Satisfied

Unsatisfied

Very Unsatisfied

N/A, I do know this tool

4



20. If not satisfied, why are you not satisfied?

Messages are never sent

Messages are sent late

Messages do not reach our intended group

Messages are only sent once/not enough times

Messages are read incorrectly

Other (please specify)

 
Very Satisfied Satisfied Unsatisfied Very Unsatisfied

N/A, I do not know
this tool

Site Profile (one-pager)

Service mapping (6Ws)

Population Head-count
(one pager)

Contact list

Weekly Sectoral
Indicators

21. Please rate how satisfied you are with the following Camp Management tools:

22. What do you think could be done to improve the overall usefulness / relevance of the these tools?

 
Very Satisfied Satisfied Unsatisfied Very Unsatisfied

N/A, I have not
interacted with this

person

CCCM Cluster State
Focal Point (SFP)

CCCM Cluster National
Co-Coordinator(s)

23. How satisfied are you with support received from the following:

24. If unsatisfied with CCCM Cluster support, why?
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25. How satisfied are you with IOM CCCM's response to community conflict, service disruption, or unrest in
the PoC?

Very Satisfied

Satisfied

Unsatisfied

Very Unsatisfied

N/A, I have not experienced such conflicts

26. If unsatisfied, why are you not satisfied?

IOM CCCM does not respond

Response is biased

Response is not timely

Response does not include other partners

Response inflames the situation/makes conflict worse

Response does not engage community properly

Other (please specify)

27. To your knowledge, have there been any instances of duplication of services?

Yes

No

28. If yes, what was the incident where there was duplication of services and how could this have been
avoided?

29. To what extent were stakeholders and beneficiaries consulted during CCCM/Camp Management
activities?

Extensively

Moderately

Minimally

Not at all
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30. Please provide comments for improving beneficiary consultation:

31. To your knowledge, are there incidents of fraud, waste, or abuse in humanitarian services?

Yes

No

32. If yes, please specify:

33. What else do you think could be done to enhance accountability to the affected population?

34. Please provide any additional feedback for IOM CCCM Camp Management below:
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