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2020 Review

AWAAZ AFGHANISTAN: 2020 IN REVIEW
A running total of 152,972 calls have been handled through Awaaz since its inception.

AWAAZ AFGHANISTAN: WHO ARE WE?
WHO? We represent a

WHAT? A toll-free national

WHEN? Launched in

WHERE? Based in Kabul,

WHY? There is growing global

collective accountability and
community engagement initiative
that allows affected populations
to access information and
register feedback on assistance
programmes.

hotline - 410 - open seven
days a week, composed of
a gender-balanced and
multi-lingual team of
communication agents and
project support staff.

May 2018, Awaaz
Afghanistan has now
been in operation for
over two and half years.
Check out our website
and dashboard!

Awaaz’s coverage is
country -wide, working with
diverse actors to help
improve conditions for those
affected by shiocks, conflict
and natural disaster.

recognition that systematic and
collective engagement with
communities can improve
programme quality as well as
build safer and more resilient
communities.

Awaaz has proven a vital,
real-time information
source during the COVID-19
response and supported
partners with the
dissemination of key
COVID-19 messages.”
Humanitarian Response Plan
2018-2021, Revision 2021

2020 HIGHLIGHTS

FEEDBACK AND RESPONSE

Call Statistics and Coverage

How did callers hear about Awaaz Afghanistan?

Calls handled

50285

648

from persons
with disabilities

Top 3 Districts
2637

Kabul

Age & Gender
< 18

> 18

Printed Material…

1475

1303

Kandahar /
Dand

Injil

Host Comm.

IDP

SMS Blast
TOP 3
PRINTED MATERIAL SOURCES

90%

Returnee

Health
facility

TOP 3
WORD-OF-MOUTH SOURCES

92%

Other
3%

7%

Caller Type

Word-of-Mouth

Public space

Public
transport (s…

2%

6%

Community
Gathering

During
Distributio…

Friend /
Relative

9%
47%
Avg. Call Duration: 03m12s
Avg. Waiting Time: 01m16s

42%
F (23%)

M (77%)

On 18 February 2020, Awaaz received its first COVID-19 call, 6 days before the first case in the country
was officially reported. COVID-19 related calls spiked quickly to over 1,000 with a total of 72 calls
recorded in one single day. From April onwards, Awaaz Afghanistan experienced challenges with
maintaining capacity; this stabilised in the following months but new strategies were required to remain
functional. In addition to the 3,800+ COVID-19 calls handled so far, 39,000+ callers have listened to
messaging provided by health partners during waiting times and outside of call centre hours.

of rumours received were flagged and
shared with partners, all of which related
to the COVID-19 pandemic

97 %

We heard it is better not to visit the hospital
for testing of COVID-19, even when having
symptoms, as the risk of getting infected
with the virus there is very high."
Female caller from Balkh province, April 2020

77 %

12 %

of callers were
referred to partner
hotlines

of all cases
were resolved
in the first call

COVID-19 and Awaaz

64 %

Call Resolution and Case Referral

We are using Awaaz as a
complimentary channel to our
feedback mechanism.

of referrals shared
with partners were
acknowledged

87 %

of referral cases
deemed actionable by
partners were closed

The datasets shared by Awaaz are a clear and
useful tool to help us better understand the
concerns of the people we serve.

NGO partners providing feedback to Awaaz in 2020

User Satisfaction and Feedback

99 %

of callers were satisfied
with Awaaz's services

Through the information shared by Awaaz, I have
found an organisation who is able to help me with
my issue.“
Female caller from Nagarhar province, October 2020

PLANS FOR 2021

LESSONS LEARNED
The COVID-19 pandemic posed many challenges on Awaaz; To reduce the risk of shutting down in
case of infection, since April two functionally identical teams are operting the centre separately with
the seamless continuity of the operations remaining paramount. The resources available focused on
incoming calls to ensure accessibility for affected populations to the service when required. Despite
those challenges, Awaaz's operators managed to handle over 50,200 calls from all 34 provinces.
During 2020, Awaaz continued to survey callers' perception of humanitarian assistance
processes regarding access to information, assistance and communication channels. 36% of
respondents confirmed adequate information provision on assistance and assistance access. 49%
reported the existence of open two-way communication channels with service providers, with 69%
stating that the channel is working well. These findings are in line with low awareness rates of
complaints and feedback mechanisms as per the Whole of Afghanistan Assessment 2020. Efforts
need to be strengthened to increase the availability of and access to appropriate feedback channels.

Collaboration: Through continued interaction with partners and coordination bodies, i.e. the
Accountability to Affected People Working Group (AAP WG), Awaaz will intensify its efforts
towards strengthened AAP. Awaaz also co-leads the Feedback Response Mechanism Sub-Group.
Outreach: To expand its reach to communities Awaaz will increase its continuous awarenessraising efforts to promote its two-way communication services to affected people in need.
Scale-Up: With increased call volumes registered, Awaaz identified the need to scale-up its
operations, by increasing its workforce to ensure a timely and qualitative service provision.
System Optimisation: To increase its efficiency, Awaaz will continue to improve its internal and
external information systems, with a strong focus on user-friendly and sustainable solutions.

Want to learn more?

Want to collaborate?

Interested in making a contribution?

Want to report to Awaaz?

If you are interested to learn
more about Awaaz or explore
our interactive dashboard,
please visit our website at
www.awaazaf.org.

We are always open to building
new relationships and fostering
innovative approaches.
Contact us at
awaazafghanistan@unops.org.

We rely on a multi-donor structure. Support us to continue
our response-wide operations and to expand our services
to increase community engagement and accountability to
affected populations. Contact us at
awaazafghanistan@unops.org.

Call us from all over the country for free
at 410, seven days a week from 07:00
to 19:00, or leave a voice message
outside of our operating hours and we
will call you back.
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