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TOOL 6
STANDARD Q&A FOR VOLUNTEERS AND STAFF

Community Engagement and Accountability / IFRC / June 2016
This questions and answer sheet is intended as a template to support staff and volunteers to respond to common questions from affected communities. The questions are ones which are commonly asked by community members but the answers will vary depending on the programme. This document should therefore be amended by the relevant programme managers to ensure specific programme information is added where necessary. 

INTRODUCTION  
Who is the [INSERT NATIONAL SOCIETY or IFRC]?
The NS/IFRC is a member of the world’s largest humanitarian network called the International Red Cross and Red Crescent Movement. Our mission is to help people in crisis, whoever and wherever they are. We are an independent and neutral humanitarian organisation and we are never involved in politics. 
· 
[Insert info on local National Society – who they are and what they do in country X, mission statement etc.]
Is the [INSERT NS] a religious organisation?

· The [INSERT NS] is not a religious organisation. We help people based on need alone, regardless of their race, religious beliefs, class or political opinions. Our aim is to help those are most in need. The ‘red cross’ symbol actually comes from the Swiss flag and is not actually a religious cross at all.

ASSESSMENT / BASELINE QUESTIONS [adapt the below for assessment or baseline as relevant]
We need help now - why are you asking all these questions?

· In order to understand the needs of your community, we need to conduct an assessment. 

· Based on the information we hear from communities, we will be able to identify what the priorities are and where. If we don’t take the time to do this, we may not get it right. 

· An assessment/baseline will typically take X days and require speaking to people across your community, including men, women, older and younger people and people from more vulnerable groups. 

When will you come back AND what will you do?

· We will make a decision on the next steps by XX.  

· If, for some reason, we do not respond in this community we will inform the community leaders.  

· It is not possible to say now what we will do as it depends on the assessment/baseline results.   
IMPLEMENTATION QUESTIONS

What activities is the [INSERT NATIONAL SOCIETY/IFRC] currently doing?

· [Insert local National Society/IFRC has been working in [location] since [date] focused on [outline specific activities]. 

· In response to the needs we identified as part of our initial assessment we are currently responding by [outline specific activities – e.g. disaster risk reduction activities, hygiene promotion, livelihoods support].  
What activities is [INSERT NATIONAL SOCIETY/IFRC] NOT doing, and why?
· We are not able to respond to [insert main sectors not working in].
· This is because we do not have the capacity (including skills, expertise and resources) to work in all areas.  Instead we are focusing on those areas where we can have the biggest impact, and were we have identified based on discussions with communities that there is a need.

· There may be other organisations that are working to meet other needs. For issues that are outside scope of our work we liaise closely with other agencies so can communicate challenges that the community may have.
Who works for [INSERT NATIONAL SOCIETY/IFRC]? 

· Programmes are implemented by a combination of staff and volunteers, who work closely with community members. 

· All staff and volunteers are identifiable by their [Insert specific ID – i.e. Red Cross Red Crescent T-Shirt/Jacket/ID Card]
How can I become a volunteer or get a job?

· [Insert country-specific recruitment processes, or locations where positions are advertised]
Do we have to pay for your services?

· All services and activities are FREE.  You should never be asked for money, services or favours in exchange for assistance. If you are asked for money, please report it to us immediately through your community leader or by phoning or visiting our office directly.
Who can community members contact for more information or give feedback on the work of the [INSERT NATIONAL SOCIETY/IFRC]?

· If you have questions about the work of the Red Cross Red Crescent or would like to give feedback about Red Cross Red Crescent services, or make a complaint, contact XXX [insert local contact information based on complaints procedures established].
EXIT QUESTIONS
How much longer will you be working in our community?

· This work will continue until XX. 

· We are continually monitoring the situation to review support needed.

· [Insert point on on-going programmes in communities]
Why are you leaving?
· Unfortunately [Insert local National Society/IFRC] only has limited resources and it is our responsibility to make sure those resources support the most vulnerable. 

· [Give reasons why the project is ending eg lack of funds, need is no longer there, another agency or government is taking over]
· We will keep you informed each step of the way as the project closes and involve you in decisions about what happens after the project ends.

· However NEVER makes promises to a community unless you can really keep them.

� Adapted from the British Red Cross Society ‘Q&A from Assessment to Implementation/
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