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TOOLS: Raising cash recipients awareness about their rights, the behaviors to expect from agents and
how to make a complaint

KEY ACTION Ensure that cash recipients:

v" Understand their rights and responsibilities: Few cash recipients know their rights, which reduces the
sense of empowerment cash assistance is designed to facilitate.

v" Know what behaviour to expect from agents: The role private sector actors play in the provision of
assistance and the type of behaviour cash recipients should expect from them might not always be clear.
In many cultures, paying bribes or offering gifts to agents is commonplace and acceptable.

v" Know how to make a complaint and provide feedback: Establishing a functional complaints and
feedback mechanism is a key step in ensuring accountability to cash recipients. Specific efforts must be
made to ensure that they are used by those who wish to report on abuses of power. This includes
building trust on the effectiveness and confidentiality of the complaints and feedback mechanism, raising
awareness that any form of misconduct can and must be reported, and underlining that individuals who
report instances of misconduct will not be subject to retaliation.

TOOL: Animations for cash recipients about their rights

What is in this This two-minute animation includes key messages for cash recipients around agent behaviour,
tool? undue fees, call centres, the quality of banknotes, PIN safety etc.

How? You can show the animation during awareness raising sessions and follow-up with questions
and answers adapted to your specific cash transfer programme. You can also use screenshots of
the animation to develop posters for instance.

When? Before the first cash transfer, and throughout the project.
The animation exists in following languages: AP | WFP
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What is in this This document presents a
tool? sensitisation session and
examples that can be used to
raise awareness of cash
recipients about their rights
and responsibility with regards
to humanitarian assistance, it
includes the animation
presented above.
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How? You can run this informal
session with cash recipients
directly or with their
community representative as
a training of trainer format.

When? Before the first disbursements
happen.
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https://www.dropbox.com/s/01yeh24zhyrhhhs/Mystery%20Shopping%20_%20A%20Practitioners%20Guide_HR.PDF?dl=0
https://www.dropbox.com/s/mc0u3tcfa5svwfp/Animation%20for%20cash%20recipients%20in%20English.mp4?dl=0
https://www.dropbox.com/s/thwg13blaiiilja/Animation%20for%20cash%20recipients%20in%20Spanish.mp4?dl=0
https://www.dropbox.com/s/g0lwhdezjxhfwp9/Animation%20pour%20les%20beneficiaires%20d%27assistance%20monetaire%20en%20Francais.mp4?dl=0
https://www.dropbox.com/s/98ktfka5xplv00f/Animation%20for%20mobile%20money%20agents%20in%20Arabic.mp4?dl=0
https://www.dropbox.com/s/6ofqs8ypux1ry0c/Understanding%20rights%20and%20responsibilities.pdf?dl=0
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TOOL: Cash recipients SENSITISATION SESSION: What behaviour to expect from agents

What is in this This document presents a ® 'g BNigating mie of B L
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tool? sensitisation session and examples
that can be used to raise

awareness of cash recipients about
behaviour to expect from private L
sector agents involved in cash =
assistance.

How? You can run this informal session s =
with cash recipients directly or -
with their community = L
representative as a training of et — i
trainer format. |
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TOOL: Cash recipients SENSITISATION SESSION: How to make a complaint and provide feedback

What is in this | This document presents a @) (§) Mitigating risksof abuse
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tool? sensitisation session and examples . o |
that can be used to raise ' i s
awareness on how cash recipients
can lodge a complaint related to
humanitarian assistance and
provide feedback.

How? You can run this informal session
with cash recipients directly or
with their community
representative as a training of
trainer format.

When? Before the first disbursements
happen.

TOOL: Country examples of awareness raising material on cash recipients’ rights
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Be aware of potential corruption and misuse. A

If you are request-
ed to pay money or
are subjected to
sexual exploitation
or abuse in order
to receive humani-
- tarian assistance,
please contact
UNHCR’s
protection hotline
at 0790691746 or
0704996168.

All services provided &
by UNHCR and partners
are free of charge and no
one has the right to
misuse this assistance.

Details of your conversation
with UNHCR will remain confi-
dential.
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Example of anti-corruption leaflet (in English, Dari and Pastho)
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https://www.dropbox.com/s/ndxk7bvsauidhwj/Know%20what%20behaviour%20to%20expect%20from%20agents.pdf?dl=0
https://www.dropbox.com/s/yhp8ydwb299wtp3/how%20to%20make%20a%20complaint%20and%20provide%20feedback%20.pdf?dl=0
https://www.dropbox.com/s/d2aqqs10a6cmsmk/AFG%20Anti-Fraud%20Leaflet%20-%20ENG%2C%20PASHTO%2C%20DARI.pdf?dl=0
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Do You Have a Complaint?
Seek Redress

Call the toll free help line

0800 210 210 (WFP)
0800 323 232 (UNHCR)

or Visit the Litigation Desk

(‘\) w”" United Nations
(VUNHCR ) s

Uganda Poster
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https://www.dropbox.com/s/toga0c59yesgkth/MRAP%20Redress%20Seeking%20poster.JPG?dl=0

