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Webinar flow
. Questions Questions Closing
Introduction from from
. ) remarks
audience audience

Technical guidance:

* The audience should stay on mute through the course of this webinar. Please
have your camera turned off at all times during the webinar.

* RC/HCs can unmute and ask questions from the floor.

* Please use the chat box on the right hand side of your WebEx window to
communicate with everyone on this webinar.
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Panellists
Tanya Wood, Executive Director, CHS Alliance

Charles-Antoine Hofmann, Senior Advisor Community Engagement &
Accountability, UNICEF

Melinda Frost, Infodemics Management-COVID-19 Response Risk Communication
and Community Engagement Lead, WHO

Fiona Gall, Director, ACBAR
&

Alexandra Sicotte-Levesque, Manager Community Engagement, IFRC
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What steps have been taken, to mitigate the spread of
wrong/mis information during COVID-19?
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Risk Communication and

Community Engagement
COVID-19 Response

Melinda Frost, MA, MPH

Managing Infodemics Team
Strategy and Content Lead

Risk Communication & Community Engagement Focal Point - COVID-19
Response

May 20, 2020
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Towards a UN framework for infodemic management

mse

0

We're not just fighting an
epidemic; we're fighting
an infodemic. Fake news
spreads faster and more
easlly than this virus, and
Is just as dangerous.
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Infodemic Management — Identification of weekly priorities

Media measurements (Al), Behavioral Insights
& WHO Social Media

Weekly scan of
WHO social
media trends &
questions

Attitudinal
surveys from 60
countries (twice
a month)

Weekly report
scanning

English Media &
Social Media

Behaviors

Behavioral In'sights
WHQ Social Media

tracker Imperial
College
(weekly)

Media Measurements

HEALTH

World Health
Drga nization EMEEGENCFEE...E.
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Infodemic Management — Simplification
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Infodemic Management — Amplification

EPI-WIN Amplification network

WHO Information Network for Epidemics - EPIFWIN EPLWIN AMPLIFICATION WEBINARS (BY SECTOR)
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Amplify actions in Faith Settings

Engagement call with religious leaders and faith-

based communities {111 participants from diverse
faiths)

* Co-development of guidance document (in clearance)

* Global webinar with World Council of Churches network
(on YouTube)
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COVID-19 Infodemics Observatory

Under development

Warlg

New measures of pafuiatian exposure,
susceptibility and risk to

- Misinformation
> Health and digital literacy
Behavior

 Trust and drivers of acceptance of
public health measures

Information on social contact behavior,

uarantine follow up and mental health.
%Ihis information is critical for policy
development
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Leaders in the Field

What are some of the challenges in engaging with
communities remotely during this pandemic?

P2P Support — For Humanitarian Leaders in the Field
Created by the Emergency Directors’ Group (EDG) in 2013



Peer 2 Peer Support

Community Engagement
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COVID 19 Communily Engagermen

+CIFRC

Citizen listening and rumours tracking:

understand beliefs, fears, rumours and tasciaall Ugygs ugiud «f(
questions & use this to inform the o | T O e | J-Elﬂl IERC
& community engagement & response i f ‘

{example Africa/Asia; community feedback through
Kobolexcel & Asia perceplion Sunseys
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Addressing fear, stigma and

2 misinformation and building trust through P Il akan
key influencers and local leaders — KEEP IT raeay 4l -
SIMPLE
Example: hotlines across countries, regicnal media
weebinars and global #5preadFacishotFear
influencers campaign
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o Mativate individual/social responsibility &
community/citizens action through

oniine/offline community engagement
(Example engagement m +100 lenguages = millions of
WwWIkingeers & COHTRINSy ol l}uIﬁEE'I

Invalve communities in planning
O solutions to increase public acceptance
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+CIFRC

Moving from face-to-face interactionto...?

*=  Pre-position phonesftablets and radios with community
groups and volunteers

=  Map which activities still take place and use those to
engage (hygiene promotion. handing out masks, social
support elc.)

*  Use relevant social media platforms and messenger
apps
= Messenger groups (VWhatsApp, Line etc.) for volunteers and for e anshot B York TImes
community members
*  Tik Tok, facebook e, twitter,,

= httpuivirualsolunteer. org/’
(ltaly, lcaland, Colombia, Sweden, Philippines)

* Local hotlines (calls or texis in

3 the local language)
= Call-inradio shows
{guldﬂn::e Ilﬂpa Shanaen. cummunh@mmaﬂhuhnm -we-doinovek * Callyour volunteers. set up
- calis or chat groups with your
volunteers
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MOST COMMON FEEDBACK TOPICS ACROSS COUNTRIES 15-21 April

This chart includes topics heard in 2 countries or more
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Locety repaort, Rwanda, 17
dgril 2020
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Over 20 different Africa National Societies reporting weekly:

continuing refusal that COVID-19 is real or can affect Africans,
persistent misinformation about methods to prevent or treat the virus, and

an increasing number of comments that indicate mistrust of responders,
governments and health interventions such as vaccination and testing.

Feedbachk data and tools are here: hitps:/drive.google. comignve/foiders/f woscFd TRAMQcVAEKIXc TP TNQTORGOK|
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+CIFRC

RCCE best practices from AFRICA

South Africa Red Cross are using radio, TV and taxi
rank screens to share information in the two
provinces affected by cases

MNigeria Red Cross and IFRC are supporting national
authorities with activating a community feedback
system. Community data about people perceptions
will be available as of next week to inform health
approaches

Cameroon Red Cross is engaging with a huge
network of national and local journalists through the
Lifeline WhatsApp group and providing accurate
information to counter rumours and misinformation.

More details in the notes to the slide
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For Humanitarian
Leaders in the Field

How is communication and community engagement
coordinated amongst partners during COVID-19?
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Risk Communication and
Community Engagement (RCCE)

v Key pillar of Public Health and Humanitarian Response
v Co-led by IFRC, WHO and UNICEF

¥ Most countries have RCCE working groups (or similar)

v 149 countries have developed RCCE plans

RECE ACTION PLAN GUIPANCE

COVID-19

preparedness
& response

sCiFRC 9 ()R
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COVID-19

RUMOUR 3
Tracking rumors ~ BULLETIN #2

COVID-19  "memmaiaes
SOUTH SUDAN L
BACREMKETON e 04 [T

Introduction

Methodology
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COVID-19 Collective Service for Rixk Communication
& Community Engagement (RCCE) orasT v

STEERING COMMITTEE

Towards a Collective G conn
Service for RCCE - ! -

GLOBAL COLLECTIVE SERVICE

¥ To inform operational and strategic
decision making

v To provide real time information based on
social science analysis and community

feedback data
B Dorvenymy pitgimpy @ myokisn B B A s i ey
v To develop and disseminate guidance & e A Y T ——
tools An——— i -
¥ To provide technical support to countries — S—

(helpdesk, surge deployment)
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For Humanitarian
Leaders in the Field

How do we engage with communities to maintain our AAP
commitments during COVID-19?
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Created by the Emergency Directors’ Group (EDG) in 2013



Peer 2 Peer Support

@ CHSAlllance
. So what do we do to ensure AAP in COVID?

3 principles

1. Let people know what they can expect

2. Let people know what to do when their expectations
aren’'t met

3. Adaptand Learn
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1. Let people know what they can expect @ CHSAlliance

' CHS COMMITMENTS IN PLAIN LANGUAGE
https://corehumanitarianstandard.org/the-standard/language-versions

We will do our best to:
1. understand and meet your needs.
2. glve support when you need It.

3. provide support that helps you to recover and prepares you to respond to a similar emergency
in the future. We should not harm you.

4. inform you about the support you can expect and how you should be treated. We will do our
best to give you a sayin decisions about the support provided.

5. ensure that you can report problems if you are unhappy with the support we provide or with
the way our staff treat you, No one should harm you if you make a complaint. We will take
action in response to complaints.

6. work together with other organisations that provide support. We try to combine our knowledge
and resources to better meet your needs.

7. learn from experience so that the support we glve you improves over time.
ensure that the people who work for us have the skills and experience to support you.
9. manage resources in a way that is responsible, limits waste and has the best resuit for you.

0
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> CHSAlliance

2. Let people know what to do when expectations aren’t
met

Complaint and feedback mechanisms

= Accessibility - Our system needs to be accessible! This not only Includes access in
the sense of locations but also access considering various capabilities (children,
disabled, elderly, minorities, women etc.). £ must be entirely inclusive, taking into
account the circumstances of possible complainants.

» Safety - How safe is our system? Can people access it without taking risks? Security
for everyone includes physical and psychosocial safety and health problems.
Community must be able to access communications modes with ease.

* Confidentiality - is key so that community members feel that they are secure and
can entrust us with sensitive information. Information and details on complaints
need to be safeguarded from any intentional or unintentional disclosure

* Transparency - The system needs to be transparent. Potential users need to be
provided transparent mechanism information.
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@ CHSAlliance
. 3. Adapt and learn

Adapting our complaint mechanisms in COVID

a) Development of communication material to share free helpline numbers for counseiling
and feedback

b) Review Complaints Response Mechanisms to ensure once complaints are received, they
can be channelled to appropriate staff as quickly as possible

o) Review data management, official communicating software and digital media interaction to
ersure that confidentiality of reports is not breached

d} Develop a channel through which complaints at community-level reach programmatic
teams at offices efficiently

el Seek alternative remote communication channels that will best suit discussing Issues of
sensitive nature and communicate clearly to the communities on the channels available.

f) }I}rﬁmﬁng of your CRM channel is essential to distinguish between reliable channets and
ake ones

g) -Fm;i;dm;pp}ng of existing information pathways that continue to operate during the crisis
s needed,

h)  Staff training an PSEA to highlight expected behavior when respanding to COVID-19
especially in remote areas

Developing guidance en cornplaints in Covid -
hittps://erasmusuniversiby.eu.gualtrics.com/jfe/form/ SV 71Wxcoli HUF

MAKING AID WORK BETTER F OR FPLUFLE



Core Humanitarian Standard @) CHSAlliance
9 commitments to people affected by crisis
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COVID-19 and the
Core Humanitarian Standard

How to meat our CHS cammitments in the coronavirus

pandemic?

READ MORE
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Leaders in the Field

“Agency Coordinating body for Afghan Relief and
Development (ACBAR) has over 150 NGO members in
Afghanistan. What approaches have been developed by
ACBAR for community engagement during COVID-19? Can
you share some examples of what is working well?

P2P Support — For Humanitarian Leaders in the Field
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COVID-19: Webinar Series

1. Supply chain, logistics and local markets Wednesday, 6 May 16:00 CET

2. Prevention/Protection measures in Wednesday, 13 May 16:00 CET
populated areas.

3. Community Engagement and Wednesday, 20 May 16:00 CET
Communication strategy at the national/local
level
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Peer 2 Peer IAsc

p p IIIII -Agency Standing Committee

For Humanitarian
| eacders ||1|a-, Field

What is P2P Support?

Peer 2 Peer Support (P2P Support) purpose is to provide
direct peer support to Humanitarian Coordinators (HCs)
and Humanitarian Country Teams (HCTs) to strengthen
the effectiveness of humanitarian response in the field.
The project is a IASC tool and the project Director
reports to the EDG and the ERC.

Contact us: P2PSupport@un.org

All webinar recordings are available on:
http://www.deliveraidbetter.org/webinars/
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