
South Sudan Red Cross – 1-day Communication Skills and Complaints Management training for volunteers

Aim of the training
· Volunteers have better knowledge and skills to work with communities
· Volunteers can manage difficult questions & complaints
· Security and reputation is improved through better relations between communities and SSRC

Briefing session outline

	Topic
	Time
	Key points
	Method
	Who

	Opening remarks 
	8.30am – 9.00am
	· Welcome and outline of the day
	· Presentation
	 

	SSRC Response

	09.00am – 09.15am
	· Overview of South Sudan Red Cross activities – participants introduce themselves and what they do as a volunteer

	· Group discussion
	

	Fundamental principles and Code of Conduct
	09.15am – 10.15am

	· A brief overview of the Red Cross and fundamental principles 
· What is expected of staff and volunteers in the RCRC Code of Conduct and what does it mean for our work in communities?
· Overview of the SSRC volunteer code of conduct

	· Group discussion

	

	TEA BREAK
	10:15am -10.30am


	Communication approaches

	10.30am – 12.00pm
	· Importance of good communication with communities 
· Good communication skills
· Identifying the type of information that should be shared with communities

	· PPT on importance of good communication
· Games
· Group discussion
	

	Communication Approaches (cont)
	12.00pm – 1.00pm
	· Role-play
· Feedback on role play

	· Role-play scenario of volunteer-beneficiary interaction
· Group feedback on role play – what was good/bad
	

	LUNCH
	1.00pm- 2.00pm


	Managing complaints 
	2.00pm-3.30pm
	· Why is it important to listen and respond to feedback and complaints?
· [bookmark: _GoBack]What kind of complaints do staff get & how to answer them well
· What is the role of field staff in collecting feedback?
· What do we do with complaints?
· Managing serious complaints about staff and volunteers conduct, including sexual exploitation and abuse (PSEA)

	· Presentation 
· Group discussion
· Group exercises
· Hand-out – FAQ and answers for volunteers
· Hand-out – complaint log sheet

	

	PM Tea
	3:30pm – 3.45pm


	Conflict resolution 
	3.45pm – 5.00pm
	· Causes of conflict and tension in communities
· How to prevent tension and conflict
· What to do if a situation becomes difficult in a community

	· Group activity
· Presentation
· Group discussion

	

	Recap and closing
	5.00pm – 5.30pm 
	· Final remarks
· Evaluation form
· Certificates
	· Evaluation form
· Closing remarks 
	



