otz Wghariatan

Avaaz Afghanistan: Dashboard Tﬁﬂﬁlg"—ﬂ ) e i’; {Q__}-

UNHCR

For calls handlled in 2018-2019 related information click here. @UNOPS -

[ 2020 ][ 2021 ) D Feey (e = OR 17172020
_}f_ Jung Blg July ) Aupgust } mﬂ:r
—

DATES
October ) Mowemger ) December 1/3/2023
- SELECT ANY OF THE ELEMENTS IN THE BELOW VISUALS

e A running total of calls handled: 272,660

Badakhshan - . X: F
N Call Metrics Total # of Calls Handled Reported Needs
phis.
Baghl
=gnian Type of Call 'ﬂ 2&5 Top 5 Reported Meeds
Balkh
5 Reguest/Question S SSE o ) Reguest for cash assistanoe 18366
amyzsn Folkow-up 34.75% ? 5 % Map of Cpa” [_Jlsm bution Beouest for food assetance 13227
Da;.'kundl Disconnectsd T.oE% nbound b}r TovInCe Government - Basic Sersdons 11635
Farah Post-Call Survey 2A6% General cash enguiny 3630
Far]rab Camgalaint 2.25% 5 % General inquiry about Aeaaz 2817
Ghazni Fredback ZME  putbound
Ghar Top 5 Reported Meeds by Sector
. Monthly Volume of Calls Handled
Hilmand !
Hirat el 20K 13K
. a 10 0 30
Jawzjan o o & .
Top 3 Districts - o uf"”‘& o A
Kabul i §
Caller Demographics o .
Kandahar
- Caler Type Age & Gender Chagheh... 2884 Call Centre Indicators
isa Magar-i-... !
. Fast Comen, §0.28% <15 55T s e Average Call Duration: MA
khost .
= L - - Top 3 HTR* Areas Average Waiting Time: NA
Kunar Retumes 11.99%
Kunduz Other 1.54% . o 1
21% Kajaki 771 86 % 92 %
Laghman Refugee Q11% — o Aoreed 1o chare First 2
Logar M e L F .
. 4
8 0 v a4 ¥ & & W s #
m Cash tzucaloe A CGorewmmsnl Husilh wreshbarcd Molnimsn 1'rolecion Zhallar | MFIZ Visber | S { Hyg

* When selecting dotes monwailly, please ensure that efie other dare fiters (year and month) ore either desedected or inciusive of the manom! dotes entered.

* Hard-to-Reoch (HTR) areas: identificotion of HTR areas (disnict-level] bosed on the top one hundred HTR areas identified through the Afghanistan Hard-to-Reach Assessment (AHTRA) implemented

by REACH in eotlnboration with e LW Office for Coordination of Hummnitarion Affairs (OCHA) and the Humanitoiion deress Group (HAG).

* All complaints registered relafed to hwmanitarion seraces are adds ! with the relevant partners for feedbock loop closure. Mon-relevant complaints are registened ond caller expechations are managed.
* Awanz foces @ nomber of distonnecied colls for the fodlowing remsors: network coverage; delibermte discornection of colls By collers; deplefion of mobile phone battenies; and fechnicol iswes.
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* ‘Other’ refers fo referrols shared with specific egencies (for cxomple, wivere a coller menfions an agency name or submifs o sensitive complaing),
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Partner Hotline Referrals: Case Resolution
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Awnor defines a “referral” ox & non-standard coll that és shared with the respective pertner for action end feedbock. Referrals shered by Aweor are non-stendord colfs shored witf the respective portner for
action and feedbock (Le. o existing stondord messaging or portner katiine exists for the issue). Referrals Shared to Partners: Partners include clusters and individual agencies. Protection referrals cover
referrals to the Afghanistan Profection Cluster (APC) and its sub-clusters: Child Protection in Emergencies (CPIE); Housing, Land and Property (HLP): and Mine Action. Key Indicaters: Partner Response Rate
= perentage of shared referrals wihere portner fas ingdicated ratuee of referrel in terms of possible ootion to be taken (See Partrer Response Breakdown). Partner Feedback fafe = percemtage of shared
referrals where feedback hos aliowed eitfher Awaor or the partner fo confact the caller ond provide seid feedbock directly (wchere corsent faz Beer received). A partner response o referrels does not,
recessarily, equate do resolution of issae but to the provision of feedbock to Aweoz on the stofus of the referred coze.
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Awaar defines a “referral” o3 @ pon-sfandard coll that is shared with the respective parfner for action erd feedbock Referrals shered By Awoaz are nor-stenderd calis shored with the respective partner for
oction and feedbook (e, mo existing stondord messaging or portner katiine exists for the zue). Referrals Shared to Partners: Partrers include clusters ond individaal agencies. Frotection referrals cover

referrais to the Afghonistan Provection Cluster (APC) ond its sub-clusters: Child Protection in Emergencies (CPIE); Housing, Land and Property (HLP) ond Mine Action. Key Indicatars: Partner RE‘S,ED«IPSE‘R\!J!E
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refervals where feedback hos aflowed either Awaoz or the pariner to confact the coller ond provide seid feedbock directl (where comsent fas been received), A portner response fo referrels does not,

necessornly, equate do resolution of issue but to the provision of feedbock to Aworaz an the stetus of the referred cose.



Awaaz Afghanistan: Highlights
A running total of 272,660 calls handled from 28 May 2018 - 31 December
For calls handled in 2018-2019 related information click here.
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During December, Awaaz handled 8,026 calls (around 20% from IDPs and returnees; 80% from HCs; and remaining from other groups).

Snapshot
Top Reported Needs

This month, Awaaz received calls from all provinces,
with the highest call volume for Kabul, Hilmand,
Kandahar, Hirat, and Ghor accounting for 43%.

“ | contacted Awaaz to verify a caller who
identified himself as a UN employee. He
asked me to send him a 1,100 AFN credit

card so that he will consider me for a ca;,.,
- Female caller from Kabul

Food related calls constituted the highest
humanitarian need reported, accounting for 42% of
the overall call volume. OFf those gueries, 15% came
from IDPs and returnees.

With 38%. Cash-related calls constituted the second-
highest humanitarian need reported, followed by
general enguiries related to the government basic
services, thelter and MNFlz, and health.

‘Wiomen and girls accounted for 20% of the calls
highlighting food, cash, MFls and government basic
services as top humanitarian needs (7% from host
communities; 22% from |DPs and returnees).

m total, 20% of the calk were received from |IDPs and
returness, 0% from HCs and the remaining from
refugses and other groups.

Majority of calls were directly referred to dedicated
partners with guidance on assistance processes and
standard meszaging The remaining were
complaints/feedback required referral and/or follow-

%la Awwaaz to close the loop.

Partner Engagement
Mon-5tandard Referrals

Awaaz made 192 referrals to 31 partners for their
feedback and/or action. Of those. 63% were complaints
and cazes of negative feedback mads against 2
hurnanitarian actor.

A%3% of all partners which received refemrals in December
responded to the referrals and 51% of the referrals
remained without any response or feedback from the

;clsrl }:Il:leelieferrals where responze was provided, 54% of the
cazes were deemed actionable or wers being processed,
of thezs cases 100% were given feedback and 31% wers
clozed and soheed.

‘ ‘ We are confident that this partnership with
Awaar will strengthen our accountability system
and enable us to better serve our beneficiaries.

- Partner NGO after signing the Data , ,

Sharing Mol with Awaaz for the referrals

Abowve: Awaaz is continuously coordinating with
hurmanitarian partners operational around the country to
ensure full collaboration and align and harmonize
information sharing. messaging and referral pathways.

The referred cases to partners for their feedback and/or
actiom were received from 32 provinces, with the highest
wolume from Kabul, Daykundi, Hilmand, and Mangarhar
accounting for 39%.

Main Trends

Enhanced coordination

Awaar has increased its efforts to improve
communication and coordination among UM agencies
and other humanitarian partners {specifically on referral
pathwsays, processes and compliance) to ensure that the
quality of the accountability and transparency within
the organizations and response are improved.

In Qd, AWAAT has signed & new Mols with
humanitarian partners, reaching a total of 109 Mols by
the end of 2022,

Challenges

From the majority of calls, the interference of authorities
and elders in beneficiary selection and distribution
:23 has adversely affected the effectivensss of

Bﬁﬁ?@ﬁ%ﬁ%ﬁme to referrals and the lack of
timely information provision from service providers on
messaging hampered Awaaz's ability to provide timely
feedback to callers in soms cases. Awaaz is intensifying
collaboration with its partners to help rectify this
shortcoming.

il

Project Advancement

HAwaaz has designed a new information system to bring
efficiency in its data intake forms and call handling
processes. The system will also automatise the referralz
and feedback loop managemsnt with partmers and
callers. Awaaz expects o launch its new system in early
2023.

* Information gops reported are unverified and may pot necessanly oorespond fo gaps in sendces. They may highiight @ communicgtion gap either betwean the ogency and the oollers, or Awgaz.
* High call velumes from certain areas may be gffected by the visibility of, or dependency on, Awaoz o= g feedbock mechanism. Awgaz [ constantly looking for ways to ensure the hotling & gvailable to

other omtchment aregs where coll volumes are lower

* Caller issues recorded and reported By Awgaz are done so without bigs or assumption and have not been verfed
* Awgaz faces o number of disconrected oglls for the foliowing reasons: network coverage; deliberate discommection of cails by cailers: depletion of mobile phone batteries: and techmiogl issues.



