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2. THE NORTH-EAST NIGERIA CONTEXT AND PROBLEM STATEMENT 

The north-east Nigeria crisis is at a crossroads. Humanitarian needs remain massive in scale, with 1.8 million women, children 

and men displaced in Borno, Adamawa and Yobe states, more than 2.7 million people in need of food security assistance, 

frequent cholera outbreaks, over 1 million children suffering from acute malnutrition, and major challenges still preventing 

the kick-off of early recovery activities in many locations. Ongoing hostilities and cyclical extreme weather events cause 

humanitarian needs to peak periodically in various hotspot locations (with sudden large-scale displacements, destruction of 

basic service facilities…), especially in Borno State and northern Adamawa State. To meet the shifting needs and strengthen 

accountability to affected populations, humanitarian organisations must have the necessary communication channels in place 

with affected communities so interventions can be targeted, reactive and, whenever possible, anticipatory.   

At the same time, in some areas, the situation is starting to stabilise: more than 1.6 million people have been able to return 

to their homes since 2015, infrastructure rehabilitation initiatives are being implemented, and durable solutions are being 

rolled out across all sectors (rehabilitation initiatives, provision of transitional shelters, scale-up of cash-based interventions, 

agricultural trainings). The essential principle of voluntariness of solutions to displacement requires that displaced persons be 

able make an informed decision about which solution to displacement they wish to choose. IDPs accordingly must receive 

objective up to date information both on the conditions in potential areas of return or resettlement elsewhere in the country, 

and of the nature of assistance they can expect to receive upon return, local integration, or resettlement elsewhere in the 

country.  

By definition, for durable solutions to be truly durable, they must be crafted and implemented by taking into account the 

preferences/priorities of the affected people. Indeed, the UN Guiding Principles on Internal Displacement (1998) provide 

that “special efforts should be made to ensure the full participation of IDPs in the planning and management of their return 

or resettlement and reintegration”, while the AU Convention for the Protection and Assistance of IDPs (Kampala Convention, 

2009), which Nigeria has ratified, provides that States “shall enable IDPs to make a free and informed choice on whether to 

return, integrate locally or relocate by consulting them on these and other options and ensuring their participation in finding 

sustainable solutions.”    

Following the declaration of the L3 emergency in most UN agencies, a major scale-up of the response took place in the second 

half of 2016: the number of aid workers in north-east Nigeria more than quintupled in just a few months and so did the 

number of humanitarian interventions, including in deep field locations. Given the speed of the scale-up, much was 

implemented without proper community involvement mechanisms in place. This means communities rarely had any 

information on how prioritisation and targeting decisions were made.  

Since 2016, the lack of common, strategic and transparent messaging to communities and of minimal engagement with them 

on program design, implementation, and effectiveness  has led to frequent misperceptions and frustrations from the affected 

communities which in turn have translated into very tangible hindrances to delivering relief effectively, including 

demonstrations during aid distributions, lack of access to locations that remain under non-state armed group control, and the 

spreading of unfounded negative rumours on UN agencies and NGOs working across the north-east.  

Any efforts to engage communities – e.g., through suggestion boxes, hotlines, focus group discussions, meetings with 

community leaders, door-to-door outreach, camp management committees, radio broadcasts – were launched ad hoc by 

some agencies and some sectors in some locations, without an overarching common strategy, methodology or monitoring 

framework. This lack of intra- and inter-sector coordination results in many community engagement gaps, including a lack of 

proper information sharing on available services, and a duplication of community engagement efforts in some instances as 

well. Moreover, the data collected through these varied mechanisms is rarely harmonised and datasets can therefore rarely 

be analysed from one agency/location to another to deliver a bigger picture and inform prioritisation, as well as enhance the 

effectiveness of the humanitarian response. 

To address the abovementioned challenges, affected people, including the most vulnerable, should be repositioned at the 

centre of the north-east Nigeria humanitarian ecosystem with improved two-way communication, and enhanced 

participation in a common and coordinated fashion.  

The Nigeria Humanitarian Country Team has developed this strategy with the technical support of the Community 

Engagement and Accountability to Affected People Working Group (CE/AAP WG). This document draws on international 

commitments made by Member States, donors and Inter-Agency Standing Committee (IASC) members, through various 
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frameworks and forums, including the 2016 World Humanitarian Summit in Istanbul. It also builds on lessons learnt from 

attempts made to increase the engagement of affected communities in other humanitarian contexts, especially in complex 

and protracted emergencies such as Sudan, Iraq and Yemen.  

3. DEFINITIONS  

For the purpose of this document, and based on much of the literature on the subject, the following terms are defined as 

follows.   

Accountability to affected people (AAP) is a guiding principle and commitment that underpins all humanitarian or 

development work to use power responsibly by taking account of, giving account to, and being held to account by the people 

aid workers seek to assist. It is an ideal which can be reached through the implementation of activities aimed at ensuring that 

communities are part of the decision-making process and that a transparent and open communication line is maintained 

between aid workers and affected communities. AAP is a core element of protection mainstreaming, is complementary to 

protection and is rooted in a rights-based approach where humanitarian agencies and donors are the duty-bearers. AAP 

supports the achievement of protection outcomes as it promotes inclusive, equitable and meaningful access to decision-

making, programming and services.  

Communication with communities (CwC): CwC is one of the ways through which communities can be engaged, with a focus 

on two-way communication. 

Community engagement is the programmatic field of work through which humanitarian organisations can improve their 

effectiveness and achieve AAP. It includes three operational components or approaches:  two-way information provision or 

communication (CwC), feedback/complaints mechanisms, and community participation. It is a cross-cutting programmatic 

component, similar to protection or the humanitarian-development nexus (and indeed relevant to the achievement of 

progress in both).  
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4. INTERNATIONAL FRAMEWORKS SUPPORTING THIS STRATEGY 

 The Core Humanitarian Standards on Quality and Accountability (CHS) 

The Core Humanitarian Standard on Quality and Accountability (CHS) sets out nine commitments that organisations and 

individuals involved in humanitarian response can use to improve the quality and effectiveness of the assistance they provide, 

placing communities and people affected by crisis at the centre of humanitarian action.  

The CHS is the result of a year-long consultation in 2014 with hundreds of NGOs, UN agencies, donors and academics. It is a 

voluntary and measurable standard with detailed guidance and related indicators. This community engagement strategy 

focuses primarily on commitments 3, 4, 5, and 7.   

3 - Communities and people affected by crisis are not negatively affected and are more prepared, resilient and less 

at-risk as a result of humanitarian action. 

4- Communities and people affected by crisis know their rights and entitlements, have access to information and 

participate in decisions that affect them. 

5- Communities and people affected by crisis have access to safe and responsive mechanisms to handle 

complaints. 

7- Communities and people affected by crisis can expect delivery of improved assistance as organisations learn 

from experience and reflection. 

 The Inter-Agency Standing Committee’s five core commitments on AAP 

This strategy is also based on the IASC five core commitments on accountability to affected people (AAP), endorsed in 2011 

which place an emphasis on integration of accountability mechanisms in strategies, project proposals and M&E frameworks.  

Improving AAP is a strategic IASC focus for 2018-19. 

Leadership/Governance: Demonstrate their commitment to accountability to affected populations by ensuring 

feedback and accountability mechanisms are integrated into country strategies, programme proposals, monitoring 

and evaluations, recruitment, staff inductions, trainings and performance management, partnership agreements, 

and highlighted in reporting. 

https://corehumanitarianstandard.org/
https://corehumanitarianstandard.org/files/files/CHS-Guidance-Notes-and-Indicators.pdf
https://interagencystandingcommittee.org/system/files/legacy_files/TOOLS%20to%20assist%20in%20implementing%20the%20IASC%20AAP%20Commitments.pdf
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Transparency: Provide accessible and timely information to affected populations on organizational procedures, 

structures and processes that affect them to ensure that they can make informed decisions and choices, and 

facilitate a dialogue between an organisation and its affected populations over information provision. 

Feedback and complaints: Actively seek the views of affected populations to improve policy and practice in 

programming, ensuring that feedback and complaints mechanisms are streamlined, appropriate and robust 

enough to deal with (communicate, receive, process, respond to and learn from) complaints about breaches in 

policy and stakeholder dissatisfaction. 

Participation: Enable affected populations to play an active role in the decision-making processes that affect them 

through the establishment of clear guidelines and practices to engage them appropriately and ensure that the 

most marginalised and affected are represented and have influence. 

Design, monitoring and evaluation: Design, monitor and evaluate the goals and objectives of programmes with 

the involvement of affected populations, feeding learning back into the organisation on an ongoing basis and 

reporting on the results of the process. 

 The Grand Bargain’s ‘Participation Revolution’ 

During the 2016 World Humanitarian Summit in Istanbul, 53 donors and aid organisations committed to the Grand Bargain 

with a ‘Participation Revolution’ meant to ensure that “people receiving aid [are included] in making the decisions which 

affect their lives.” Most of these 53 organisations are currently operating and are key stakeholders in the north-east Nigeria 

response. There are seven commitments: 

Aid organisations and donors commit to: 

(1) Improve leadership and governance mechanisms at the level of the humanitarian country team and 

cluster/sector mechanisms to ensure engagement with and accountability to people and communities affected by 

crises. 

(2) Develop common standards and a coordinated approach for community engagement and participation, with 

the emphasis on inclusion of the most vulnerable, supported by a common platform for sharing and analysing data 

to strengthen decision-making, transparency, accountability and limit duplication.  

(3) Strengthen local dialogue and harness technologies to support more agile, transparent but appropriately secure 

feedback.  

(4) Build systematic links between feedback and corrective action to adjust programming. 

Donors commit to: 

(5) Fund flexibly to facilitate programme adaptation in response to community feedback. 

(6) Invest time and resources to fund these activities.  

Aid organisations commit to:  

(7) Ensure that, by the end of2017, all humanitarian response plans – and strategic monitoring of them - 

demonstrate analysis and consideration of inputs from affected communities.  

5. 2017 STAIT PEER-2-PEER MISSION REPORT RECOMMENDATIONS 

In June 2017, a Peer-2-Peer mission by the Senior Transformative Agenda Implementation Team (STAIT) to support the 

humanitarian leadership, notably through the Humanitarian Country Team (HCT), in Nigeria took place. Its recommendations 

included the need to adopt a collective approach to AAP, in paragraphs 77, 78 and 79: 

77. Humanitarian actors in Nigeria understand the concept of Accountability to Affected Populations (AAP) 

well.  A range of organisation-specific measures are in place to hold operational actors to account for the 

assistance they provide; take into account feedback from affected communities to adjust programmes; and 

provide information on the assistance that can be expected from the humanitarian response.  However, the 

humanitarian community has not managed to bring the individual efforts of the agencies and NGOs together to 

inform the HCT and OHCT, the ISWG, and individual sectors in a ‘big picture’ context.  A dedicated AAP advisor has 

been in place for twelve months, but the ability to establish a collective approach to AAP has not been realised.  

This has been hampered by inconsistencies and interruptions in the process as a result in frequent changes in the 

OCHA leadership in the last twelve months, which has meant the AAP Advisor was more isolated from the RC/HC 

and DHC than is required.  This issue has now been overcome with the arrival of a permanent Head of OCHA. 

78. The HCT and OHCT should provide a clear direction on their requirements for a system-wide approach on 

AAP which should support the operational work of individual sectors, the ISWG, and to inform the HCT/OHCT at the 

https://www.agendaforhumanity.org/initiatives/3861
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strategic level.  This does not need heavy structure, rather a simple system that brings information together from 

different actors, through the sectors, and to the ISWG.   

79. The AAP advisor should work closely with the ISWG and the Head of OCHA, and should be tasked by the 

HCT/OHCT (via the Head of OCHA) to identify a means of bringing information together from different partners to 

help the response adapt its approach, priorities and strategic direction based on feedback from communities.  The 

role of national and local NGOs will be critical in such a system.  They have easier access to the field and maintain 

close contact with the populations they are assisting.  They can provide an effective conduit for AAP and provide 

community feedback to the senior leadership of the response and the operational ISWG and the operational HCT 

(the OHCT).   

6. COMMUNITY ENGAGEMENT COMMITMENTS BY HUMANITARIAN LEADERSHIP 

As per the seventh commitment of the Grand Bargain ‘Participation Revolution’, the 2018 Nigeria Humanitarian Response 

Plan includes a focus on enhanced community engagement as one of the cross-cutting themes of the humanitarian response, 

as per below. Similar commitments are expected to be included in the 2019-2021 Multi-Year Humanitarian Response Plan, 

currently being developed.  

Enhance meaningful community engagement and participation: 

Building on identified gaps as well as some progress in 2017, humanitarian partners will take further steps to 

ensure that communities are at the centre of humanitarian action and decision-making. A coordinated community 

engagement strategy for north-east Nigeria is currently being developed. A particular focus will be placed on 

developing systemised and coordinated feedback mechanisms to strengthen accountability, ensure community 

feedback is incorporated in a meaningful way in programme planning, implementation and monitoring, and 

ensure meaningful participation drawing on local knowledge and resources. Despite longstanding commitments to 

engaging affected communities in all stages of the humanitarian planning cycle, many activities – particularly in 

remote and hard-to-reach locations – continue to lack basic accountability mechanisms. As the humanitarian 

community’s focus shifts from scaling up activities to ensuring consistent programme quality, systematised and 

sustained community engagement is a critical measure of success of the humanitarian response. 

In addition, the HCT Centrality of Protection Strategy, adopted in April 2018, further underscores the importance of 
community engagement and AAP. It includes commitments by the HCT to the principles of:   

- Participation and Empowerment of affected populations, including to “promote the engagement, representation, 
participation and leadership of women throughout the response.” 

- Accountability to Affected Populations, by setting up “appropriate, inclusive mechanisms through which affected 
populations can measure the adequacy of interventions and address concerns or complaints.” The HCT Strategy elaborates: 
“Within their respective mandates, humanitarian actors are accountable to affected communities and base their action on 
participatory approaches that can allow people to have an active role in the decision-making processes that affect them. This 
includes ensuring the participation of women, older persons, adolescents and children as well as other persons with specific 
protection needs. Humanitarian actors must also communicate in a transparent manner about their activities and consult 
with communities and leaders on decisions that affect them, while also respecting the confidentiality of personal 
information.”  

The Action Plan for the HCT Strategy includes as a key activity to “communicate and be accountable to affected populations 
using relevant and accessible mechanisms to ensure feedback from the affected populations.” 

 

  

https://reliefweb.int/sites/reliefweb.int/files/resources/2018_hrp_v5.4.pdf
https://reliefweb.int/sites/reliefweb.int/files/resources/2018_hrp_v5.4.pdf
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7. STRATEGIC OBJECTIVES OF THIS STRATEGY 

As we have seen, over the past few years and specifically in the north-east Nigeria context, the need to further engage 

communities meaningfully and in a coordinated manner in all aspects of humanitarian responses – including in planning and 

decision-making stages, preparedness interventions, response implementation, as well as monitoring and evaluation 

processes – has  been widely recognised as a necessary means to achieve better short- and long-term humanitarian outcomes 

in terms of effectiveness and accountability. Ensuring that affected populations have a say in the decisions regarding 

humanitarian programming impacting their lives also is their right.1 Given the aforementioned international frameworks and 

commitments, and the challenges faced in the north-east Nigeria response due partly to insufficient community engagement 

and a lack of coordination of AAP-related activities, the HCT has identified four key strategic objectives (SOs):  

 SO1 : Affected communities feel ownership over the humanitarian response for long-term impact 

This strategy aims to ensure that the response is long-lasting and relevant for the communities it seeks to assist. For this to 

be achieved, the response must be people-driven and the asymmetry of power between humanitarian actors and affected 

people must be compensated for through representative community participation, including of women, youth, persons with 

disabilities and other marginalized groups. It should be noted that community ownership is key in achieving the targeted 

protection outcomes of the response – in particular the implementation of the Centrality of Protection Strategy adopted by 

the HCT in April 2018, for which community engagement and AAP are key pillars. A lack of understanding of and participation 

in humanitarian processes and decision-making by affected communities, especially of the most vulnerable groups, implies 

asymmetries of power that can in turn lead to grave protection-related concerns, including cases of sexual exploitation and 

abuse. 

 SO2: Effectiveness of the response is enhanced 

This strategy aims to ensure that the response is effective (and efficient), addressing the gaps where they are most pressing 

and adapting to the evolving needs in a timely and targeted fashion. For this to be achieved, a two-way communication must 

be established, ensuring that communities are informed of the aid/services made available to them and that any 

gaps/complaints can be tracked and addressed in a timely fashion. It should also be noted that strong community engagement 

is crucial for the effective implementation of other pillars of the north-east Nigeria response, including the HCT Access Strategy 

and the HCT Advocacy Strategy (both endorsed in April 2018), the operations of the rapid response mechanism, and the scale-

up of cash programming as laid out in the 2018 HRP.  

 SO3 : Community perceptions of aid workers and the response are reality-based 

The more community participation there is in a response, the smaller the ‘gap’ between communities and humanitarian 

responders. This strategy aims to build trust between affected communities and aid workers, and ensure that the perceptions 

that communities have of the responders, especially international organisations, are aligned with the strategic and 

operational realities on the ground.  This is aimed to limit the number of trust incidents between humanitarians and affected 

people (including sometimes violent demonstrations, rumour spreading…) and de facto enable a more effective response.  

 SO4: Community engagement is carried out in a coordinated and systematic fashion 

Finally, this strategy aims to ensure that all community engagement activities are carried out in coordinated and systematic 

fashion, minimising duplication and avoiding community consultation fatigue. 

  

                                                                 

1 The UN Guiding Principles on Internal Displacement, endorsed by the IASC in 1998, provide that IDPs have the “right to communicate in a language they 

understand” and that special efforts should be made to ensure the full participation of women in the planning and distribution of basic supplies, as well as 
to ensure the full participation of internally displaced persons in the planning and management of their return or resettlement and reintegration (Principles 
22(1)(e), 18(3) and 28(2)). The AU Convention for the Protection and Assistance of Internally Displaced Persons in Africa (Kampala Convention), which the 
Government of Nigeria has ratified, provides: “States Parties shall consult internally displaced persons and allow them to participate in decisions relating to 
their protection and assistance.” 
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8. THE THREE KEY COMPONENTS OF COMMUNITY ENGAGEMENT 

To reach the aforementioned four strategic objectives, humanitarian agencies, donors, and coordinating bodies should focus 

on three components or approaches that correspond to various levels/degrees of community engagement: 1/ two-way 

communication, 2/ community feedback integration into the response, and 3/ meaningful participation. For increased 

effectiveness, these approaches should be implemented throughout the HPC in a multi-sectoral manner, integrated in all 

humanitarian activities, and have solid monitoring and evaluation frameworks.  

 Component 1: Communication and Information sharing 

- A constant dialogue between humanitarian organisations (local and international) and affected persons so that 

communities have access to information on the available humanitarian services, regardless of their gender, age, 

tribe, language, literacy, location or social status and so they can make informed decisions for themselves and their 

families; 

- The information shared must be reliable, systematic and even predictable to build and maintain trust.  

- It should be based on common messaging to avoid contradictory and confusing communications,  

- Given the complexity/diversity of the north-east Nigeria context in terms of connectivity, literacy levels, language 

diversity and age-/gender-specific vulnerabilities – it must be based on a detailed assessment of the communication 

preferences and needs of the affected women, children and men including persons with disabilities.   

- Following such assessment/analysis, it should leverage a variety of context-relevant, adapted and targeted 

communication channels (which couldinclude, for example, : written press, television and/or radio broadcasts, 

information posters, information leaflets, social media messaging, SMS, in-person outreach, focus group discussions, 

assessment questionnaires, meetings with representatives of communities, drama performances);  

 Component 2: Feedback collection and closing the feedback loop  

- The existing feedback mechanisms must be brought together under the SOs laid out in this strategy; 

- The feedback data collected must be analysed, visualised and shared, followed-up at HCT level and acted on, in a 

systematic, sector-wide and multi-sectorial fashion; 

- Closing the feedback loop will support effective course-correction where needed and ensure that we are addressing 

the evolving needs of affected communities even as sudden-onset emergencies occur such as localised disease 

outbreaks, floods, or large-scale displacements, in a targeted, prioritised and timely fashion. A dialogue should be 

ongoing across the response community, including with donors, on how feedback is being used to influence a 

response, and support required to change course based upon community input. 

 Component 3: Meaningful community participation 

- Representatives of the affected communities must be part of the decision-making processes so they achieve an 

increased level of ownership over the way the response is led and prioritised and so the response is relevant and 

long-lasting; 

- This participation must happen at all levels: camp, location, ward, LGA, state, and federal levels; 

- This participation must happen at all stages of the humanitarian programme cycle, including strategic planning as 

project design is the time when communities can have the greater level of influence over the type of aid they receive. 

Monitoring activities should also include community participation, to ensure that aid is prioritised effectively over 

time as needs evolve. 
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9. TARGETED OUTCOMES: EFFECTIVENESS AND ACCOUNTABILITY 

The chart below summarises how the various community engagement activities, designed to support the strategic 

outcomes laid out in this strategy, can help achieve the two key outcomes of 1/ effectiveness and 2/accountability to 

affected people, laid out in the various international frameworks presented above:  

 

10. CURRENT COMMUNITY ENGAGEMENT ACTIVITIES IN NORTH-EAST NIGERIA  

(As of October 2018) - Please note the list below is not comprehensive as it is only based on some of the activities that agencies 

have willingly reported to the CE/AAP WG over the past year. The action plan for this strategy includes a quarterly 

partner/project mapping exercise (4W) to bridge our information gaps on the subject, leverage what is already in place and 

minimise duplication cation in the implementation of this strategy.  

 

 

 

 

 

 

 

 

 

 

In addition to the above, U-Report, an SMS tool with over 2 million Nigerian members, is currently used by UNICEF to obtain 

community inputs and feedback on programming.  Working alongside government partners in 2018 U-Report will enable 

communities to feedback on programming in the north-east.  Community members register by sending the word Join to 24453 

and receive bi-weekly polls on issues. SMS’ are free to the users and responses are always shared back. Aside from polling the 

tool can also be used to increase awareness when there is a disease outbreak or to provide information around humanitarian 

services and how or where to access them.  For more information see nigeria.ureport.in  

Type of activity Output Who 

IM tool - language mapping 
- return intention surveys 
- Communication assessment 

TWB 
REACH 
IOM/DTM 

Communication / 
Information-sharing 

- sensitisation/information 
materials 
- door-to-door outreach 
- aid worker leaflet in 3 languages 
- media outreach (BRTV, Dandal 
Kura Radio) 
- 1 community leaders dialogue 

All sectors 
 
Health and WASH  
HCWG 
HCWG 
 
UN and INGO Forum 

Feedback and 
complaints 
mechanisms 

- at least 8 toll-free hotlines  
- suggestion boxes 
- info/complaints desk 

CRS, SCI, WFP, NRC, FAO, ZOA, UNFPA, AAH 
Intersos, IOM 
CCCM teams 

Participation  - IDP camp committees CCCM teams 

Community 
Engagement 

Activities

• Component 1 - Information sharing with communities

• Component 2 - Closing the feedback loop

• Component 3 - Meaningful participation in decision-making

Strategic

Objectives

• SO1 - Long lasting response through community ownership 

• SO2 - Enhanced effectiveness through reliable information sharing

• SO3 - Trust-building, improved and reality-based perceptions

• SO4 - Systematised and coordinated, multi-sectorial, multi-agency approaches

Outcomes

•Humanitarian effectiveness and quality of the response is improved

•Accountability to affected people is strengthened
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11. ACTION PLAN AND BUDGET FOR IMPLEMENTATION 

For an effective engagement of communities, the two-way dialogue is to be sustained throughout the implementation of the 

humanitarian programme cycle, in a coordinated and principled manner. The activities laid out below cover communication 

with affected people, feedback and complaints mechanisms, and meaningful participation.  

STRATEGIC 
OBJECTIVE 

OUTPUT LEAD TIMEFRAME BUDGET NOTES 

SO4 Partner and project 
mapping (5Ws) 

CE/AAP WG Quarterly n/a OCHA-led, with associated information 
product 

SO4 CE/AAP monitoring 
framework 

CE/AAP WG To be developed 
by end June 2018 

n/a  

SO4 CE/AAP report CE/AAP WG Quarterly n/a  

SO4 Communication 
preferences/needs 
assessment 

CE/AAP WG with 
HCWG 

To be included in 
all MSNAs 

n/a  

SO2 Inter-agency CE Mechanism Coordination 
Sector with 
support from 
CE/AAP WG 

Ongoing with 
monthly reporting 

$1 million per 
year of operation 

Trial period for toll-free number is an option, 
following assessment of communications 
preferences and abilities of beneficiaries. 
Separate project proposal to be drafted by 
end July.  

SO3 Perception surveys CE/AAP WG Quarterly $10,000 To be broken down into categories: 
beneficiaries, government, host 
communities, religious leaders, traditional 
leaders & aid workers 

SO1 and 
SO3 

4 community leader 
dialogues:  
1 women’s groups 
1 youth groups 
1 district heads 
1 religious leaders  
  

CE/AAP WG with 
INGO 
forum/HCWG 

Quarterly  
 
$6,000 
$6,000 
$6,000 
$6,000 
 

Each dialogue, 2 days, 40 participants day 1, 
60 participants day 2 with a focus on key 
areas of concern including GBV, PSEA 
referral mechanisms and human rights.  

SO3 Incidents and lessons learnt 
tracking matrix 

CE/AAP WG Ongoing with 
monthly reporting 

TBD The goal is to track incidents that can then 
be managed by Community Engagement 
actors. Incidents can include rumours, 
distribution challenges etc. 

SO1 and 
SO3 

Perception/Rumor-Tracking 
Community Meetings in key 
field locations  

CE/AAP WG with 
INGO forum 

On average 
monthly 

$ 7,000 Meetings to be held with pre-identified 
stakeholders who are representative of a 
community to address ad-hoc issues, identify 
and quell rumours, and support improved 
access. Meetings would mainly take place in 
camp/host community locations. 

SO1 and 
SO3 

Poster in English, Kanuri, 
Hausa on aid workers, using 
images/sketches (adapting 
aid workers leaflet) 

CE/AAP WG with 
HCWG/Translators 
Without 
Borders/Save the 
Children 

One-off $1,500 Printing cost only 

SO1 and 
SO3 

Radio jingles CE/AAP WG with 
HCWG 

Bi-annual $6,000 To be carried out after perception surveys 

SO4 2 trainings on community 
engagement + this strategy 
for aid workers and sector 
leads 

CE/AAP WG with 
OCHA 

By September 
2018 

$15,000 Training on community engagement 
principles and frameworks + implementation 
of the strategy.  Budget includes potential 
flight and DSA for trainers from HQs (from 
OCHA, CDAC Network or ICRC). 

TOTAL    $1,063,500  (to be updated as activities added) 
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12. MONITORING AND EVALUATION OF THE IMPLEMENTATION OF THIS STRATEGY  

The Community Engagement and Accountability to Affected People Working Group (CE/AAP WG) is tasked with developing a 

monitoring framework to be added to each sector’s monitoring and reporting tools (5Ws) with a rating system (see Annex 5), 

and ensuring that all HCT partners involved in the Humanitarian Response Plan monitor and report through their respective 

sectors their activities.  

13. ANNEX 1: RESOURCES 

 Institutions:  

- Active Learning Network for Accountability and Performance in Humanitarian Action (ALNAP) 

- Communicating with Disaster-affected Communities (CDAC) Network 

- Core Humanitarian Standard (CHS) 

 Documents, reports, analysis and tools: 

- Engaging with People Affected by Armed Conflicts and Other Situations of Violence, a discussion paper by ICRC and 

the Harvard Humanitarian Initiative, February 2018 

- OCHA on Message: Community Engagement, OCHA, November 2015 

- Understanding the information and communication needs among IDPs in northern Iraq, an inter-agency rapid 

assessment report, August 2014 

- People-centred Approach and Cross-Cutting Dimensions: Best Practices from Food Security Clusters/Sectors, by the 

Global Food Security Cluster, September 2017 

- Do humanitarian agencies really NEED to be accountable to communities?, a blog post by IFRC, June 2018 

- Protection Mainstreaming APP, Global Protection Cluster and International Rescue Committee, available at: 

https://itunes.apple.com/us/app/protection-mainstreaming/id1134901578?mt=8  and 

https://play.google.com/store/apps/details?id=com.rescue 

 Videos:  

- Communication is aid, CDAC Network 

- The importance of community engagement, OCHA 

- Eliminating barriers to meaningful participation in humanitarian response, CDAC Network webinar 

  

https://www.alnap.org/
http://www.cdacnetwork.org/
https://corehumanitarianstandard.org/files/files/CHS-Guidance-Notes-and-Indicators.pdf
https://www.icrc.org/en/publication/engaging-people-affected-armed-conflicts-and-other-siutations-violence
https://www.unocha.org/sites/unocha/files/OchaOnMessage_CommunityEngagement_Nov2015_0.pdf
https://reliefweb.int/report/iraq/understanding-information-and-communication-needs-among-idps-northern-iraq
http://fscluster.org/sites/default/files/documents/crosscutting_report.pdf
https://interagencystandingcommittee.org/accountability-affected-populations-including-protection-sexual-exploitation-and-abuse/content-4
https://itunes.apple.com/us/app/protection-mainstreaming/id1134901578?mt=8
https://www.youtube.com/watch?v=ZDmKLcY7Nis
https://vimeo.com/206613266
http://cdacn.adobeconnect.com/psef36ghwmo2/
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14. ANNEX 2: CE/AAP WORKING GROUP TERMS OF REFERENCE (AS OF FEB 2018) 

Background: 

The conflict, which started in 2009 resulted in declaration of state of emergency in the three (3) most affected States of Borno, 

Yobe and Adamawa(SOEs) in 2013 seriously impacting the lives and livelihoods of millions of people of the North Eastern 

States and some state in the North including the FCT. The conflict has wide ranging impacts including displacement, disruption 

of livelihoods, food insecurity, increasing rates of severe acute malnutrition, and severely weakened basic social services and 

protection mechanisms. The conflict affected region has about 26 million people with about 14 million assessed to require 

humanitarian assistance in 2017 including over 1.8 million internally displaced persons, and host communities whose coping 

mechanisms have been seriously weakened. Humanitarian needs have considerably increased as areas previously under the 

control of the Boko Haram are recaptured and access to previously stranded communities has improved in all the Three (3) 

SOEs states.  

Introduction:  

Accountability to Affected Population is an active commitment of humanitarian workers to use power responsibly by taking 

account of, giving account to, and being held to account by the people humanitarian organisations seek to assist. The Boko 

Haram conflict poses the biggest humanitarian challenge in North-East Nigeria.  

Community Engagement involves a two-way communication process, a dialogue between responders and affected 

communities and their community partners.  It should enable people to meet their differential needs, address their 

vulnerabilities and build on their pre-existing capacities. It recognizes the role of affected communities as first responders and 

thus the role of the international system is first and foremost to support their efforts. 

Timely, accurate, reliable information and effective feedback mechanism remains the gaps and challenges in North East 

humanitarian response. Lack of information can, at any stage of a conflict and disaster, affect the condition of the communities 

and their perception. The ability to make informed decisions strengthens societies, fosters economic growth, democratic 

structures and enhances accountability. 

It is on that premise that the CE/AAP working group formally known as Borno Communications Working Group was 

established in July, 2016 to address communication and information gaps and to meet the communications and information 

needs of the affected populations and eventually hear the voices of the Affected Population so that relevant actions could be 

taken. The Working was revived in July, 2017 and had a first core group meeting on the 26th July, 2017. The forum will be led 

by the Ministry of Information and Culture with technical support from OCHA and other humanitarian partners subject to 

ratification by members. 

Objectives 

The general objectives of the Community Engagement/Accountability to Affected Population is to supports partners in 

enhancing Accountability, Coordination and the two-way communication between decision makers/humanitarian actors and 

affected populations ensuring the effective and timely delivery of life saving information. 

Specific Objectives: 

1. To facilitate coordination of Community Engagement activities to avoid duplication, exchange best practice and 

discuss technical issues. 

2. To advocate and support mainstreaming of Accountability to Affected Population in all efforts to make humanitarian 

programming more accountable, enhances beneficiary participation and overall quality. 

3. Advocate to senior agency management or programming decision makers to allocate funds to enable effective 

participation and promote a culture among staff of acceptance of failure and negative feedback from affected 

people. 

4. To advocates on the principle of “communication as aid” -an operationally essential aspect of all humanitarian action. 

Hence, placing people affected by conflict and disaster at the centre of humanitarian decision making.  
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5. To advocate and support government and humanitarian agencies to also play a key role to ensure communication 

and information as well as accountability is incorporated into tools and services including needs assessments, 

situation reports, websites and other information products and services.  

6. To advocate and support mainstreaming of Accountability to Affected Population in all efforts to make humanitarian 

programming more accountable, enhances beneficiary participation and overall quality. 

Roles and Responsibilities 

 Ensure a two-way communication flow with affected communities through the most appropriate channels in both 

formal and informal camps as well as in the host community. This includes access information on available aid and 

other services. 

 Support and assist partners in using the tools to aid in implementing the Commitments on Accountability to Affected 

Population. 

 To carry out month joint inter-agency accountability monitoring field visits to the LGAs and have focus group 

discussion with the Affected population. 

 Support and assists partners in designing strategies or activities that would increase participation of the affected 

populations such facilitating listening and responding to feedback arising from affected men, women and children 

and work to improve the sharing of information regarding the response to those affected.  

 Advocate across the humanitarian response in the area for more systematic and well-designed information sharing 

with those affected. Information dissemination should be sensitive to gender, culture and religion of affected 

communities. It should be cognizant as well to have child-friendly environment to access information and two-way 

communication. 

 Provide technical support to sectors and agencies, including the government and non-government organizations 

where required, to improve their capacity to develop key messages and advocacy and effectively share information 

with the affected communities. 

 Work together to research and understand the communications environment in order to ensure communications 

work is based on a sound understanding of ways different communities within the response share, access and 

evaluate information.  

 Advocate for Communications, Community Engagement and Accountability to be integrated and institutionalized 

into all levels of the response, including mainstreaming into programming, sector strategies and key activities such 

as funding mechanisms and evaluations. 

 Support and assists partners convince Donors and affected people that aid organisations are genuinely investing in 

effective participation and acting to put the needs and interests of people affected by crisis at the core of their 

humanitarian decision making in a cost-effective manner. 

 

Composition and Membership 
The Working Group is an inclusive cross-sector coordination and technical support mechanism that brings together all 

agencies, including UN, Government partners, international and local NGOs, private sectors including media and telecoms 

companies, government bodies and any other appropriate actors. There is no limit on the number of members and all 

organizations involved. Other interested agencies are welcome to join as observers or share experiences. An updated list of 

members will be maintained by the Secretariat. 

Frequency and Locations of the meetings 

 The working group will meet once a month or as frequently determined by the members and the venue location of meeting 

for Maiduguri will be conference hall OCHA office along Pompomari bypass Bulunkutu, Maiduguri. Venue and location for 

Abuja, Adamawa and Damuturu will OCHA offices in those locations. 

Methodology/approaches 

 Led by the Ministry of Information and Culture. 

 OCHA will be the de facto Secretariat (until such time, a dedicated organization to take on the role) and will activate 

a communication protocol with the members and other relevant stakeholders  

 Ministry of Information and Culture supported by NEMA, OCHA and IOM will provide overall linkages to the common 

services feedback and response mechanism 
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 Working Group to provide updates in the Humanitarian Coordination Forum, ISWG, OHCT and HCT  

 Meetings are strategic in purpose, focused on clear objectives, action-oriented, and produce reality-based decisions 

that are followed up.  

 The working group will endeavor to take all decisions by consensus. In instances where there is no consensus, the 

Chair or Chair a.i., will decide taking into consideration the position of the majority. All decisions will be taken in full 

respect of the mandates of individual Members and Standing Invitees. 

Interface with other coordination mechanisms  

The group will directly interlink with the sectoral group in Borno, Yobe, Adamawa and Abuja standing invitation exits for 

representatives from the norteastern states. The forum will coordinate and share information with all relevant sectors 

operating in Borno, to ensure synergies and to avoid overlap and creation of parallel structures 

 Agendas, Records, Action Points & Information Management 

Secretariat will consult with Members and Standing Invitee to agree on a draft agenda for meetings at least three days in 

advance. Draft minutes of meetings will be prepared by the Secretariat and circulated within 5 working days of the meeting. 

The Secretariat has standing authority to publish a summary of the meeting for public dissemination. The Secretariat will track 

all action points agreed in the meetings. Action Points agreed at the meeting will indicate deadlines and the agency or 

individual responsible for implementation. 
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15. ANNEX 3: MEMBERS OF THE CE/AAP WG 

Name of Staff Organisation Email 

 David Mamza BSMOI  davidjidayi888@gmail.com 

 Balama Mustafa  INGO Forum  balmustafa@mercycorps.org 

 Alfred Kana  UNICEF  kana@unicef.org 

 Lilian Uhuma  WFP  lillian.ohuma@wfp.org 

 Mica Mugogo IOM   mmugogo@iom.int 

 Anne Judith  FAO  annejudith@fao.org 

 Blessing Samuel  IOM  bsamuel@iom.int 

 Timothy Paul Daret  CRS  Timothypaul.daret@crs.org  

 Sabina Yaduma SCI  sabinayaduma@savehechildren.org 

 Abdul-Aziz Mala  SWIF  abdulazizmala@yahoo.com 

 Daniel Soro  ZOA  Pm-wash-nigeria.zoa.ngo 

 Mustafa Tanko  WFP mustafa.tanko@wfp.org 

 Balami Midalla  UNFPA  balami@unfpa.org 

 Bamoram Abba  CBF  Bamoram10@un.org 

 Gloria Affiku Richard  OXFAM  Gloria.Affiku@oxfam.org 

 Amadou Osman  CARE Int.  oamadou@care.org 

Tamang Yamu  CRS  gyamu.tamang@crs.org 

 Ramsey Bryan  UNHCR  bryant@unhcr.org 

 Thlama Bullum  NRC  thlama.bullum@nrc.no 

Sajida Birhmani MDM  coord.gbv.nigeria@medecinsdumonde.net 
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16. ANNEX 4: ACRONYMS 

AAP Accountability to affected people L3 Level 3 

C4D Communications for development LGA Local government area 

CCCM Camp coordination and camp management OCHA Office for the Coordination of Humanitarian Affairs 

CE Community Engagement OHCT Operational Humanitarian Country Team 

CHS Core Humanitarian Standards PSEA Protection from Sexual Exploitation and Abuse 

HCT Humanitarian Country Team SO Strategic Objective 

GBV Gender-based Violence ToRs Terms of Reference 

HPC Humanitarian programme cycle TWB Translators Without Borders 

IASC Inter-Agency Standing Committee WASH Water, sanitation and hygiene 

IEC Information, education and communication WG Working group 
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17. ANNEX 5: GENERIC CE/AAP PROJECT SELF-RATING MARKER   

All projects should aim to achieve Level 3 for all projects.  

COMPONENT LEVEL 0 LEVEL 1 LEVEL 2 LEVEL 3 

Information provision. 

Project overview is 
available in English, 
accessible and 
provides basic 
information about the 
project, including 
objectives and target 
population. 

Basic project 
information is 
provided publicly. This 
includes objectives 
and planned activities, 
targeting criteria of 
beneficiaries in 
English, Hausa and 
Kanuri. Project staff 
provide information 
on the project verbally 
and/or informally to 
communities. 

Regular project 
updates (progress 
monitoring) are 
provided publicly, 
using the 
communities’ 
preferred 
communication 
methods. Messages 
are tailored for people 
in English, Hausa and 
Kanuri including for 
people with specific 
needs. Messages 
include how to 
provide 
feedback/complaints. 

Regular project 
updates are provided 
publicly and readily 
available to affected 
communities ensuring 
that all have access to 
information. Messages 
are in English, Hausa 
and Kanuri, including 
for people with 
specific needs, and 
include an update on 
how projects have 
addressed feedback 
and complaints 
received.  

Closing the feedback 
loop. 

Project encourages 
feedback from 
affected people, 
informally. Project 
collects this 
information through 
informal exchanges 
during 
implementation. 
Project provides 
regular report to 
relevant sectors or 
agencies.  

Project ensures that 
there are moments to 
hear feedback or 
complaints. All 
feedback or 
complaints receive a 
formal response. 
Compilation of 
feedback/complaints 
are shared with the 
AAP/CE WG using 
standard reporting 
format, and escalated 
to OISWG if needed. 

Project actively seeks 
feedback and outlines 
a formal mechanism 
to hear and address 
feedback and 
complaints, including 
how the mechanism is 
safe, easy and 
accessible to affected 
people and how 
feedback/complaints 
are taken into 
account. All 
feedback/complaints 
are documented and 
regularly collated 
using most preferred 
communication 
mechanism.  

Formal feedback 
mechanism is 
developed in 
partnership with the 
local population. The 
degree of satisfaction 
of the population is 
taken into account 
(e.g. through micro-
survey questionnaires) 
and actively followed 
up on until improved. 
The feedback is 
regularly discussed at 
the ISWG and the HCT. 
Reports are produced 
quarterly on how the 
feedback has been 
addressed. 

Meaningful participation 
of communities.  

Affected communities 
are informed of the 
planning process. 

Project supports 
existing capacities of 
affected population 
and addresses 
identified gaps in 
capacities. 

Project has been 
validated with 
community members. 

Community members 
are actively involved in 
design and 
monitoring/evaluation 
mechanisms. 
Community 
perceptions are used 
as a means to monitor 
the overall progress 
toward better 
engagement 
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