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For calls handlled in 2018-2019 related information dick here.

2020 2021 ) (_Feruay ) Febew ) Wereh  J(__ Foil ) OR 14172020
C__ WMay 3 e 3(C Juv O August ) su.lr:rnlu'ls
c e o S G o B ) s

m SELECT ANY OF THE ELEMENTS IN THE BELOW VISUALS E

o leave unselected for A running total of calls handled: 367,291
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* When selecting dotes manually, pleese ensure that the oifser date filfers (peor ond month) are sither deselected ar inclusive of the manual dotes entered.

* Hord-to-Reach (MTR) areas: [dentification of HTR areas {district-level) based on the top one hundred HTR areas identified shrowgh she Afg i Hard-to-Reach A [AHTRA)Y imples d
by REACH in calfaboration with e UN Office for Coordimation of Humanifarion Affeirs (0CHA} and the Mamonitorion Access Growp (HAGL
= Al compleai L refated fa b itarian services are addressed with the refevant partners for feedback loop closure. Non-relevant comploints are registered and caller expectations are maneged.

= Awanz foces a number of discomnected colls for the following recsons: network coverage; defiberote disconnechion of afls by cailers; depletion of mobile phone botteries; and technical iswes.
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A running total of 361,397 calls handled from 28 May 2018 - 30 December 202.
For calls handlled in 2018-2019 related information click here.
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Referrals Shared to Partners Key Indicators

Select one to see visuals change

Please see footnotes for further explanation
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* '‘Otther’ refers to referrals shared with specific ogancies (for example, where o coller mentions an Ggency mame or submits o sensitive complaing.

Partner Response Breakdown
Response Category Action taken for referrals where response was provided:
0
98 % 99 % 63 %
of cases were deemed of actionable/ of actionable/
) actionable or were processing cases processing referrals
fosle Morspes Pessomeen e being processed were given feedback were closed

No response: No response received from partner

Processing: Partner [s determining course of action (tempongnd
Actionable: Partner can refer/investigate/orovide feedback

Information Only: Partner cannot toke oction: may have standarg messogs
For Other Cluster/Partner: Portner belizves referrol should go elsewhars
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st Call Su 2y { C ] Caller Satisfaction: Operator Performance Partner Hotline Referrals: Case Resolution
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Awaaz defines o “refernal” o5 @ non-stondon ool that (s shared with the respective partner for oction and feedback Referrals shared by Awoaz are non-sangard colls shared with the respective partner for
action and feedback (Le. no existing stondard messaging or partner hotline exists for the issuel. Referrals Shared to Partrers: Partrers include clusters and inafvidual agences. Protection referrals cover
referrals 1o the Afghanistan Provection Cluster (APC) ond its swb-rlusters: Child Protection in Emergencies (CRE); Housing, Land and Property (HLP): and Mine Action. Key Indicators: Portner Response Rate
= percentage of shared referrals where partner has indicated nature of refernal in terms of possible action o be token (see Partner Response Breakdownl. Partner Feedback Rote = percentage of shared
referrals where feedback has ollowed either Awgaz or the partner to contact the caller and provide s5id feedbock directly (where consent has been received). A partner resgonse 1o refemals does not,
mecessanily, equate to resolution of isswe but to the provision of feedback to Awsaz on the stotus of the referred case.
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* When selecting dotes manually, plecse ensure tfat e oifer date filters (Jeor ond montf) are eitfer deselected or inclesive of the manual dotes erfered.
* Hard-to-Reack (HTR) areas: fdentification af HTR areas (district-feve() based on the top ane fundred HTR areas identified throwgh the Afy i dard-to-Feach A (AHTRA) imple; o
by REACH in colfabaration with the UN Office for Coordimation of Humaritarizn Affeirs (0CHA) and the Humanitarion Access Growp (HAGL
= Al comploi g related o i ifarian services are acdressed with the refevant portners for feedback loop closwe. Nov-relevant complainis are registered gnd caller expectations are manoged.

= Awoaz foces a numier of disconnected colls for the following regsons: network coverage; defiberste disconnection of cails by caflers; deplietion of mobile phone botteries; and technicel isswes.
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Referrals Shared to Partners Key Indicators

Select one to see visuals change Please see footnotes for further explanation

587 37 % 5

Total Referrals Shared  Partner Response Rate

Average # Days for
Other FSA  Protection WASH  Health ESMFI with Partners on Shared Referrals Partner Response
*‘Cither’ refers to referrals shared with specific agenciss (for example, where o coller mentions an agency name or submits g sensitive compiaing).
Partner Response Breakdown
Response Category

Action taken for referrals where response was provided:

100 % 100 % 28 %

of cases were deemed of actionable/ of actionable/f
actionable or were

processing cases processing referrals
M response Actianabie being processed were given feedback were closed
Mo response: No response received from partner cange @
- RGN TG
Processing: Partner [s determining course of action (temparary) <hrangpe cononed 2 % o provios marth 8%
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M ca“ &.w (xs) Caller Satisfaction: Operator Performance Partner Hotline Referrals: Case Resolution
Iszue resolvad
5 o/ Call handling performance Ability to respond to questions through parmer hatline? Iif not, why not resolved?
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Awanz defines o “refernal” o5 g non-stondond ooll that i= shared with the respective partner for action and feedbock Referrals shared by Awoaz are non-sondard colls shared with the respective partner for
action and fesdback (Le. no exizting standard messaging or partner hotling exists for the (sruel. Referrals Shared to Partners: Partners include clusters and ingividual agencies. Protection referrals cover
referrals 1o the Afghanistan Protection Cluster [APC) and itz sub-clusters: Child Protection in Emergencies (CPEL Housing, Land and Property (HLPI: and Mine Action. Key Indicators: Partner Responzs Rate
= percentage of shared referrals where parmer has indicated nature of referral in ferms of possible action oo be token (See Portner Response Breakdown). Partner Feedback Rate = percentage of shared

referrals where fesdbock has allowed either Awaaz or the partner to contaar the caller and provide said feedbock directly where consent has been received). A partner response o referrals does not,
mereszanly;, equate to resolution of iswe but to the provision of feedback to Awmaz on the status of the refermed cose.
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During December, Awaaz handled 10,283 calls (44% from IDPs and returnees; 55% 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 Hirat, Hilmand,
Kabul. Mangarhar, Kandahar, Uruzgan and Balkh
accounting for 60%.

An agency surveyed our village, they enlisted
‘ hose families for assistance who gave them food
and lunch, though they were rich and not
vulnerable, the caller asked for justice and fair
distribution of assistance. , ,
- Male caller from Mangarhar
Cazh relzted calls constituted the highest
hurmanitarian need reported, accounting for 55% of

the overall call volume. Of those queries, 46% came
from 0P and returnees.

With 30%, food-related calls constituted the second-
highest humanitarian need reported, followed by
general enguiries related to the MFls, Livelihood and
P =HS

Women and girls accounted for 15% of the calls
highlighting cash, food, MFls, health and Invelihood
as top humanitarian neads (68% from host
communities; 32% from [DPs and returnees).

n total, 44% of the calls were received from IDPs and
returnees, 55% from HCs and the remaining from
refugess and other groups.

Majority of calls were directly referred to dedicated
partners with guidance on assistance processes and
standard messaging; The remaining were
complaints/feedback required referral and/or follow-
up by Awaaz to close the feedback loop.

Key Considerations

Partner Engagement
MNon-Standard Referrals

Awaaz made 587 referrals to 64 partners for their
feedback and/or action. Of those, 87% were complaints
and cazes of negative feedback made against 3
humanitarian actor.

37% of all partners which received referrals in December
responded to the referrals whils 63% remained without a
response.

For the referrals where response was provided, 100% of
the cazes were deemed actionable or wers being
processed of which 100% were given feedback and 28%

were closed and solved.
‘ ‘ There are many unexploded ordnance just
about 100 meters from our village. Before it
hurts the residents of our area, please dear the

- 29

Female caller from Uruzgan
Above: After recsiving the call, Awsaz referred the case to
the responsible organization who is looking into the case
resolution and following up with the caller.

The referred cases for partner feedback and/or action
were from 33 provinces, with the highest number of
calls {48%) from Uruzgan, Hirat, Hilmand, Kabul, Ghor,
Balkh, Mangarhar.

Main Trends

Enhanced coordination

Awaaz focuzes on enhanced communication and
coordination with partners through follow up meetings,
swareness raising sessions, and distribution of IEC
raterials.

Awaaz updsted its service directory with updated
inputs from &7 partners based on which updated
information on humanitarian programming will be
provided to the callers.

Challenges

In zome places, the enumerators) surveyors accept the
beneficiary list preparsd by the community focal point;
however, they have to conduct houss-to-house surveys-
Reoortad by callers

Partmars’ responsivensss 5 3 key challenge for Awaaz as
an inter-agency and two-way communication center.
Awaaz intensified its collaboration and engagement with
partners to help rectify this shortcoming.

Development

To improve data visualization, data extraction and
reporting processes, Awaaz will upgrade its dashboard in
January 2023. The new dashboard provides data from
farch-December 2022 while the old dashboard until
Diecember 2023,

* Informaotion gops reported are unverified and may not necessarily correspand fo gaps in services. They may highiight @ communication gap either between the agency and the callers, or Awoaz.
* High call volumes from certoin areas may be gffected by the vizibility of or dependency on, Awaaz o5 g feedback mechanism. Awaaz is constantly looking for ways to ensure the hotiine (s gvailoble to

other eatchment aregs where ool volumes are lower.

= Caller issues recorded and reported by Awaooz are done so without bigs or assumption and have not been verified.
* Awoaz foaces g number of disconnected calls for the following reqsons: nenwork coveroge; geliberate disconnection of calls by caillers; depletion of mobile phone batteries: and technica! issues.



