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Annex | Examples of Ombudsman Schemes

I. The World Bank nspection Panel

ROLE

COMPLAINANTS

COMPLAINTS

COVERED

COMPLAINTS
NQOT COVERED

PROCEDURE

REMEDIES

STRUCTURE OF SCHEME

An independent forum for private citizens who believe that they ar their
interests have been or could be adversely affected by a project financed
by the World Banik with the responsibility to carry out investigations.

At minimum Requesters must show in writing that they:
» live in or represent peopie in the project area:
+ are or are likely to be affected adversely by project activities

+ Situations where individuals or groups believe that Warld Bank

programme has or could directly harm their interests;

failure by the Bank to follow its policies and procedures;

+ discussed their concems with Bank Management and are not satisfied
with the reaction

+ Cornplaints with respect to actions which are the responsibility of
other parties, such as the borrowen,

complaints against procurement decisions by Bank borrowers from
suppliers of goods and services financed under the bank under a
loan/credit agreement;

requests flled after the closing date of the loan/cradit financing project

+ The panel decides whether the Request is acceptable

* The Panel sends the Request to Bank Management who prepare a
response 1o the allegations and submit it io the Panel

* The Panel makes a preliminary review of the Request, conducts an
independent assessment of the merits of the Bank Management
respanse to it, and recommends to the Bank Board whether or not
the Request should be investigated,

* If the Board approves a Panel recormmendation to investigate, the
Panel then proceeds the investigation.

* When the Panel finishes an investigation, it sends its findings the
Board as well as to Bank Managernent.

* The Bank Management then has six weeks 1o submit its
recommendations to the Board on what actions the Bank should take
in respense to the Panel findings.

* Based on the Panells findings and the Bank Managementls
recommendations, the Board then takes the final decision on what
should be done.

* Board acts upon Panel’s recommendations, e.g. withdraw funding
project

* Panel will seek to enhance public awareness of the results of
investigations through all available sources

Independent body comprising of three inspectors, appointed by the
Executive Directors
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2. The Health Service Ombudsman

ROLE

COMPLAINANTS

COMPLAINTS COVERED

COMPLAINTS NOT
COVERED

PRCCEDURE

REMEDIES

STRUCTURE OF
SCHEME

independent body that investigates complaints about NHS,

Patients; relative; NHS employee; individuals; groups of individuals;
partnerships; charities, etc. who consider theyive suffered hardship or
injustice.

poor service; faillure to provide service you are entitled to receive;
maladmiristration {e.g. delay, not fallowing proper procedures,

rudeness, not explaining decisions, not answering complaint fully);
complaints about the treatrent provided by a dector or nurse or
cther NHS professionals; complaints about access to information,

complaints which can be taken to court or tribunal;

personnel issues (e.g appointments, pay or discipling); cornmercial or
contractual matters, unless they relate to services for patients
provided under NHS contract; services in non-iNHS hospital.

complain through complaints procedure of hospitai or clinic;

if unresolved complain ta local NHS Trust for review,

write to ombudsman, describe what happened, when, where, who,
ef¢; provide all evidence — letters, background papers, etg;
cormplaints are screened to establish whether they fall within
jurisdiction;

ombudsman investigates through interviews, fact finding, etc, report
produced.

apologies;

getling a decision changed; repayment of unnecessary costs;

may call for changes to be made so that what has gone wrong does
not happen again; :
investigation cases published - all non-binding recommendations but
it very rare that parties reject ornbudsman recommendations;
organisations zre asked to confimn that they have acted on
recommendations within 3 manths,

statutory scheme, ombudsman accountable to Parliament;
ombudsman appointed by the Crown on the recammendation of
the government;

standards of service published in annual report;

office has & internal professionals, 4 advisers, appoints extemnal
professionals on a case-by-case basis
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3. The Banking Ombudsman

RCLE

COMPLAINANTS

COMPLAINTS COVERED

COMPLAINTS NOT

COVERED

PROCEDURE

REMEDIES

STRUCTURE OF
SCHEME

Independent and impartial body that investigates complants about
banking services

Indraduals, partnerships, urincorporated bodies; small companies;
personal representative of dead perscn; customer of bank in services in
UK

MNegligence, maladministration n connection with banking services, credit
car services, executor and trustee services, advice and services relating
to taxation, insurance and Investments

Complaints about a bankis commercial decisions, e.g interest rate,
complants involving claims of mare than £100.000, complaints that are
subject 1o court proceedings

Complainants must have exhausted bankis ntemal complaints
procedure, reached deadlock and then contact the Ombudsman
scheme directly within 6 months; complete complaints formm, which
includes waiver of confidentiality;

case 15 assigned to an adjudicator for a {ull investigation under the
supervision of a team-leader {Ombudsman, Deputy Ombudsman,
Assistant Ombudsman) who invesiigates with criteria-faimess, refevant
rules of law, good banking practice, based on the Code of Banking
Practice and other standards,

investigates through examining documentation and interaiews,

* progress reports produced unti final report

Financial compensation, falure for bank to comply would tead
Ombudsman 1o make a iFormal Awardi, the Board can sue a bank and
expel from the scherme, average bmescale of investigation: 193 days

« set up as an unlimited company;

+ voluntary membershup but it 15 a requirement of the Code of Banking
Practice;

overseen by a Coundil and a Board, Council compnsed of 8 members
-~ 5 independent, 3 bank appointees,

Councll safeguards independence of Ombudsman, secure adequate
funds from banks, appaints Ombudsman (3 yr term), recerve reports;
28 operational staff and 13 adrin, staff;

running cost Iin 1996, £2,204,000
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4, The Independent Housing Ombudsman

ROLE

COMPLAINANTS

COMPLAINTS COVERED

COMPLAINTS NOT
COVERED

PROCEDURE

REMEDIES

STRUCTURE OF SCHEME

Independent and impartial body that investipates complaints about
housing services

Tenanits; applicants for a property; representative of complainant (e.g.
relative); not groups

* personal injustice as a result of maladministration;

* failure to comply with any relevant legal obligations or cades of
practice;

» negligence, incompetence, celay etc,

+ commercial decisions, rent rates, service charges, neighbour disputes
+ complaints which are subject 1o court proceedings

= complete complaints form;

* investigate complaints under critena: statutory duties, commaen law,
contracts and agreements, landiordis own statements of practice,
good practice;

* progress reports and publish final report with findings and
recommendations;

+ formal investigation takes approx &-12 months;

- Ormbudsman cannot enforce compliance with recommendations

* financial compensation;

» recommend a reversal or amendment to & decision or making an
apology,

+ recormmend landlord to change procedures;

= expel member landlord from scheme

* Ombudsman overseen by Board |2 directors — one- thirds 1o be
representative of landlords, one-third of tenants, and one-third of the
public imerest;

* Board monitors schemels performance, appoints Crmbudsman (4 yr.)

*+ Staff of 6 external investigators and arbitrators are appointed from a
panel

» Cost: £509,155in 1995
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ANNEX 2 » Alternative Mechanisms of Accountability

In addition 10 an i depth study of the concept of an ombudsman, this paper provides a cursory
exarmination of alternatve mechanisms of accountabiity for use within the humanmanan sector
These include-

Watchdog/Regulator

+ Social Audiung

» Accreditauon & Standards
*+ Professional Institutes

The following prowvides a short deserniption and exarmple of each mechamism.

Watchdog/Regulator

A Regulator or Warchdeg, (2 theoretical ‘OfA1d’) has the role of ensuring that consumers or end
users of a service receive a fair deal and are not abused or misrepresented by enterpnses that are
prafit driven. The regulalor approach has a particularly important role to play when the service
provider 15 1n a umiquely strong position or 15 a monopoly and would therefore have a dis-
proporiionate advantage over us clienis. As an external body, 1t normally relies on the power of
legislauion to mandate the quality of performance or on the threat of hoycott as leverage to ensure
the *fair deal’ The Watchdog/regulators focus on the end user and the feedback from the end user
in delermumng performance, resuits i externally enforced improvements

In the hurnamitanan sector, cormmunites recenving humanitanan assistance may have lhittle
option 1n the choice of service provider. Once an agency has been selected 1o deliver a program,
the community may have ever less influence over the quality of product of service delivered by the
agency, as a result of Lhe near monopolistic positien that the agency holds

Social Auditing

The principal amm of social auditing 1s to assess organisational performance against goals that are
broader than merely the financial bottom hine The concept 15 becoming increasingly popular with
commercial orgamsations wishing to demonstrate that they are acting as responsible members of
society and have a coherent social agenda

However the approach is stll most utilised by orgamsanons motivated prmarily by an ideal

These organisation’s shareholders are not necessanly looking for a financial return on ther
mnvestment bul for a return on an mnvestment n the ideal. In order to measure orgamsationat
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success the social auditor examines and catalogues the expectations of these shareholders and then
evaluates whether these expectations have been met. Suppliers may have sold to the organisation
in the hope and expectation that they will be treated in a way that is different to a purely market
driven approach and will thereby enjoy a return on their labour that is fair. Stafl who work for
these organisations have signed on often for reasons beyond simple financial reward and similarly
may have 'social’ expectations of the organisation. Finally customers often buy the product, not
because it provides the best value for money, but because they wish to satisfy alternative goals.
With these characteristics in mind, organisations who opt for the social audit do so because there
is more at stake than simply the bottom line financial performance. It must also meet the
alternative goals of its staff, suppliers, shareholders and customers to guarantee its success. Various
indicators are chosen, in consultation with the stakeholders, and are measured in a relatively
scientific way, and preduced by way of a separate annual report.

The humanitarian sector (including its suppliers, stalf and clients) is clearly motivated by non-
financial, profit-driven aims. Consquently, the tools of the social audit can be adapted by the
humanitarian sector to ensure that its social committments are being met.

Traideraft Plc's Social Audit

Perhaps the best-known application of a sacial audit, Traideraft plc's programme shows the polential
benefits in terms of improved accountability that are obtainable through this model. Afthough it is not an
NGO, Traideraft's focus on benefits to people other than shareholders increasingly demanded the
measurement of sodial and ethical performance for continued success. Importantfy, the programme focused
on implemanting structures that could be re-used by other organisations. The key stages of Traideraft's social
audit process were as follows:

* identify stakehoiders: key graups including aver 100 praducer-suppliers, its custorners and staff, over 2000
voluntary repraesentatives, and 3000 shareholders.

« dentify stokefolder ams ond indicators: a process of consultation with each stakeholder group that
allowed them 1o estabiish critera for future performance evaluation.

*  Preduction of draft sociol accounts: an exercise which demonstrated the dificulty of achieving the correct
balance between ‘hard’, quantitative data and qualitative information relevant to the complex social and
ethical issues facing the organisation.

*  FPublication of the accounts: the final step, the publication of the social accounts coincided with that of the
financial audit, highlighting the importance of the former. All stakeholders recaived a copy of the audit,
which was also placed an public record for future comparison.

Traidcraft's social audits te date have made the organisation more aware of the ways in which different
stakeholder groups are affected by its activities, and have unqguestionably led to the introduction of new
working pracesses and procedures accordingly.
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Accreditation

Accreditation schernes tend 1o be educatonal and supportive services that encourage and assist
organisations or individuals to improve and sustain their professional standards. The system relies
on an external and somewhat independent check that the operating systems are in place to provide
reasonable assurance of conformance with professional standards. As a means of promoting
customer confidence, a cettificate of conlormity is usually issued to qualifying crganisations. An
examiner would typically choose a recent project at random, working through the appropriate
documentation 1o ensure that policies and processes enshrined within an organisational quality
manual are being followed in reality. It is not the intention of the review to challenge the auditor’s
judgement over the audit conclusions reached. The review is rather a check that the systems in
place are adequate; whether an organisations systems of quality conrrol provide reasonable
assurance of conformance with professional standards. This should result in increased stakeholder
conlidence in an organisation’ capability, reliability, and probity, not to mention its capacity for
self-regulation.

The Accreditation Framework

Accreditation schemes tend 1o be educational and supportive services that encourage and assist
organisations to improve and sustain their professional standards. The process is generally:

Applicant applies to accrediting body for certification

[

2 Initiat audit conducted by accredited auditor at appiicant’s premises

3 To do' checklist prepared by auditor for applicant, highlighting areas for improvernent before
accreditation may be obtained

4 Auditor works with applicant to raise standards of practice 10 required fevel

5 When ready. applicant undergoes full audit by certifying examiner

6 Certificate issued by accrediting body

7 Review process repeated on an annual basis.

The following list is a sample of commoniy evaluated criteria:

= End-to-end business processes, fully articulated and documented as procedures in Quality Manual

*  Proof of current, working complaints precedure

= Simpfe, documented audit trails for major expenditure and business decisions

+ Appropriate Human Resource policy, including the number of appropriate staff employed, their
qualifications, training, appraisal, and supervision

» Adherence to standards of professional practice, where appropriate

»  Environmental policy

Professional institutes

Professional institutes provide for the registration of staff, and ensure that appropriate training has
been undertaken and that registrants skills are kept up to date with incoming processes and
technology. Technical institutes, such as engineers associations, doctors, or pharmacists are
common in most countries around the World. Such mstitutes are not often found in ‘non-
professionalised’ sectars, such as the voluntary sector, however, can be adapted for use to help to
promote the professional conduct of the sector to ensure that the highest product or service is
delivered,
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RedR's Registered Engineers for Disaster Relief

RedR, a UK-based NGO provides a registration system for a variety of professionals wishing 1o work in the
humarnitarian sector and is not limited solely to engineers. it also offers training in technical aspects, safety
and security, and management areas.

A detaiied selection process involves the application by individuals, interviews with professionals, assessment
and follow-up with previous employers. A detailed database keeps track of registrants” skills, from field
placement, training and languages, to personal qualities and follow-up assessments of formal placements.

Other agencies requiring qualified professicnals in the field call upon RedR to do a search of their database,
based an their needs, and are provided with a list of professionals from which to interview.
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Annex 3 ¢ The Inter-Agency Steering Group,
The Reference Group, and the Working Group

|. Purpose of the Inter-agency Steering Group

The Inter-agency Steening Group (5G) prownides overall direction for the Ornbudsman Project as
descrtbed in the project descniption and ensures that the Project Output 15 aclueved.

r

Project Output

» To research the Ombudsman concept generally

s+ To consider this and alternauve {orms ol self-regulanion in regards to relevance and appropnate-
ness for humaritanan assistance

+ To develop an appropnate model of the ombudsman concept for application to humamtanan
assistance

» To present a report and recommendailon Lo humanitanan agencies at the 1998 World Disasters
Forum

3. Project Duration

1 November 1997 to 30 June 1998

4, Membership of Inter-agency Steenng Group*

Chrnistopher Besse,” MERLIN Vincent Coultan,* CARE

Matgre Buchanan-Smith, ACTIONAID Alastair Hallam, oDt

Mukesh Kapila,* DFID Bobby Lambert, RedR

Angela Penrose,* SCF Nicholas Stockton, OXFAM

Jelf Thindwa, WY(UK) Head, IPPAD(vacant)* British Red Cross

Additional rembers as may be mvited at the hrst meeting of the SG.

= Members have changed dunng the course of the Study and now wclude Alistar Troup, Merlin, Robert Walker, DFID,
Perer Hawkins, SCF, Howard Bell, CARE, Richard Blewtt, BRCS
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i

. Inter-agency Steering Group Meeting Attendance
To attend three SG meetings

To attend one of two Reference Group Meetings
Tor attend the presentation of the final report at 1998 World Disasters Forum in Londoen

Responsibilities of the Inter-agency Steering Group

To remain informed about the project and its general location within the current debate
concerning greater accountability in hurmanitarian assistance

To read ail SG briefling documents

To discuss key issues and give direction to the project and to monitor progress toward the
Project Qutput

To represent the views and position of their own organisation concerning the project

To endeavour Lo creste opportunities for dialogue among humanitarian agencies and within
their own organisations about the project
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Ormbudsman Project, Reference Group

Jane Belton
Jenny Brown
Martthew Carter
Vimcent Coultan
Estelle Flerming
Christine Fougere
Jum Henry
Anne-Marie Huby
Sofia Ighal

Peter Jarnes

MNick Leader
Martin Lee

John McGrath
Argentina Mataval
Mark McKeown
Steven Penny
Susan Purdin
Peter Raven

Doug Sinclair
Hugo Shim
Frances Stevenson
Koenraad van Brabant
Anthony Zwi

Chnstian Children’s Fund
Christian Aud

CAFOD

CARE Internanonal UK
World Emergency Relief
Raghts and Humanity
Independent Consultant
Medecins Sans Froniteres
Rights and Hurnarty
ACORD

0OD1

Christian Qutreach
OXFAM

Worldwiston International {Mozambique)

Children’s Aid Direct

Tear Fund

Sphete Project

Heip Age International
ADRA-UK

Oxford Brookes University
Medecins Sans Frontieres
cD!

London School of Hygiene and Tropical

Medicine

Members of the Working Group

Warren Larncaster
John Muchell
David Peppialt
Mark Thompson
lan Chnstoples
Deborah Doane

Project Manager
Project Coordinater
Project Researcher
Project Researcher
Project Researcher

Project Researcher
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Annex 4 * People Consulted for this Study

Eduardo Abbott,

Executive Secretary,

World Bank Inspection Panel,
Washingion

Gordon Adams,
Secretary,

Brinish and Insh Ombudsmans Assoclation

Inicia Anderson
Project Officer, Disaster Response
Tear Fund

Jahn Arnthur,
Execunve Direcior,
ADRA

Foward Bell
Overseas Durecror,
CARE Izernauonal UK

Christopher Besse
Former Chiel Executive,
MERLIN

James Bishop
Director for Humanuanan Response,
InterAcnon Washingion

Richard Bissell,

Former Chairman,

World Bank Inspection Panel,
Washinglon

Richard Blewait,
Consultany/Secondee

[nteragency Support Branch,
Depariment of Humanitanan Affaurs,
Geneva

Brinsh Red Cross International Advisory

Commtlee

Emsi-Gunther Broder,

Panel Mernher,

World bank Inspection Panel,
Washingion

Jenny Brown,

Palicy Adviser,

Great Lakes Advocacy Nerwork of Ecumenical
Agencies,

London

Margte Buchanan-Smth,
Head ol Emergency Unu,
Acnonaid

Matthew Carter,
Emergencies Offwcer,
CAFOD

Dana Clark,

Semor Attorrey,

Centre for International Environmental Law
Washmgton

Richard Corden,
Fead of Charny Standards,
Charity Commssion for England and Wales

Vincent Coultan,
Head of Policy,
Care Internatipnal UK

Michael Edwards,
Edwards Asscclales

Johm Erikssoun,

Author of Synthesis Report,

Joint Evaluaton of Emergency Response ta Rwanda,
Washington

Christme Fougere
Raghis and Humanity
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Alistair Hallam,
Research Fellow
Oiverseas Development Institure

Danielle Helle,
United Nations Centre fer Human Riglits,
Geneva

Anne Marie Huby,
Executive Director
Medecins Sans Frontiers UK

Pexer James
Programme Directar,
ACORD

Chris Kaye,
Interagency Support Branch,

Department of Humanitarian Affairs (now OCHA)

{reneva

Oliva Klevan,
Public Alfairs Officer,
Consumers Association

Bobby Lambert,
Director,
Red R

Antheny Land,

Senior Fund Raising Officer,
Fund Raising Services,
UNHCR,

Geneva

Martin Lee,
Director,
Christian Outreach

Antonia Macedo,

Assistant Executive Secretary,
World Bank Inspection Panel,
Washington

James MacNeil

Panel Memiber,

World Bank Inspection Panel,
Washington

Dayten Maxwell,

Senior Advisor,

Complex Emergencies,
World Viston International
Washington
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Joel McClellan,
Execulive Secretary
SCHR

Geneva

Mark McKeown,
Director of Programmes,
Childrenis Aid Direct

Steve Permy,
Disaster Response Manager,
Tear Fund

Angela Pentose,
Head of Pelicy,
Save the Children Fund

Susan Purdin,
Project Manager
Sphere Project,
Geneva

Alvaro Umana Quesada,
Chairman,
World Bank Inspection Panel

Peter Raven,
Director Programmes,
Hetpage International

David Riley,
Chief, Programme Co-ordination Section,
UNHCR, Geneva

Emma Roberts
Project Officer, Disaster Response
Tear Fund

fesha Singh,
Action Against Hunger

Frances Stevenson,
Programme Manager,
Medecins Sans Frontieres UK

Nicholas Stockion,
Bmergencies Director,
Oxfam

Jelf Thindwa,
Director of Relief and Development,
World Vision UK



Kay Treakle,

Director,

Early Warning Programme,
The Bank Information Centre,
Washington

Alastair Troup,
Chaef Executive,
MERLIN

Carlo van Flue {and group},
Delegate
1CRC,

Geneva

Robert Waller,
Programme Officer,

Confhict & Humannanan Affarrs Department
Desariment For International Development

Perer Walker,

Director Disaster Policy

[nternational Federation of Red Cross and Red
Crescent Socienies,

Geneva

Marline Winfeld,
Senior Pohey & Development Officer
National Consumers Council

Anthony Zwi,
Head, Health Policy Unit,
London Scheol of Hygiene and Tropical Medicine
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Annex 5 » Website Page

Houe J .

The
OMBUDSMAN
for
HUMANITARIAN
ASSISTANCE

FEASIBILITY STUDY

T

NGO Survey - Give us ur feedb

The purpose of this survey is to gather input particularly from southern-based
organisations and individuals who might have an interest in the workings of a
Humanitarian Ombudsman. Perhaps you represent beneficiaries or have been the
recipient of humanitarian assistance in the past. When you provide the contact
information, please let us know if you wish your input to be kept confidential.

After reading the background material presented, please answer the following three
questions:

1. Would people and/or local agencies participate actively in the Ombudsman
process?

Yes () No () Iam notsure @

If s0, how? If not, why not?

<] i1

2. How would you foresee the Ombudsman for Humanitarian Assistance gaining
access to beneficiaires or beneficiaires gaining access to the Ombudsman?

4] ]

3. What would you want a Humanitarian Ombudsman to consider?
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4. Other Comments

” i+l
Name ”~
2 -1
Organisation ’
| =1
Address 7y
4 1+1
Telephone ! !
Fax I E
E-mail r ;

Confidential? Yes O No @&

g Click here to reset form and start over

% Submit this form now !

Please click on the home or next button below after you have clicked above to submit
this form. Thank you for your participation.

] GAtail

- Links



Annex 6 * Code of Conduct for the International Red
Cross and Red Crescent Movement and
NGOs in Disaster Relief

Sponsored by: Cartas Internationalis®, Cathohc Relef Services*, The International Federation of Red
Cross and Red Crescent Soaieties®, International Save the Children Alliance*, Lutheran World Federation®,
Oxfam*, The World Council of C hurches*, The International Commitiee of the Red Cross.

Purpose

This Code of Conduct seeks to guard cur standards of behaviour It 15 not about operational
details, such as how one should calculate food rations or set up a refugee camp. Rather, u seeks to
mamtain the high standards of independence, effectiveness and impact to which disaster response
MNGOs and the Internanonal Red Cross and Red Crescent Movernent aspires. [t 1s a voluntary code,
enforced by the will of orgamsation accepting 1t to mamtain the standards laxd down 1n the Code

In the event of armed conflict, the present Code of Conduct will e interpreted and applied i
conformity wich international humanitanan law

The Code of Conduct 1s presented first Attached to 1t are three annexes, descnibing the working
environment that we would like to see created by Host Governments, Donor Governments and
Intergovernmental Organisations m order to facilate the effective delvery of humanitanan
assistance.

Defirztions

MNGOs NGCs (Non Governmental Orgamisauens) refers here 1o orgamsations, both national
and 1nternancnal, which are constuuted separate from the government of the country in
which they are founded

NGHAs For the purposes of this text, the term Non Governmental Humarutanan Agencies
(NGHASs) has been comed 1o encompass the components of the Internationat Red Cross
and Red Crescent Movement - The International Comumittee of the Red Cross, The
International Federation of Red Cross and Red Crescent Sccieties and its member
National Societies — and the NGOs as defined above This code refers specifically to
those NGHAs who are involved 1 disaster response

1GOs 1GOs (Inter Governmental Organisatons) refers to organisations constituted by two or
more governments, It thus mcludes all Umted Nations Agencies and regional organisa-
tions

Dusasters A disaster 1s a calamutous event resulung 1 loss of lile, great human suffenng and

distress, and large scale matenal damage.

* Mermbers of the Steening Commutier for Humarnarian Response
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The Code of Conduct

Principles of Conduct for The International Red Cross and Red Crescent Movement and NGOs in
Disaster Response Programimes

. The Humanitarian imperative comes first

The right te receive humanitarian assistance, and to offer it, is a fundamental humanitarian
principle which should be enjoyed by all citizens of all countries. As members of the international
community, we recognise our obligation to provide humanitarian assistance wherever it is needed.
Hence the need for unimpeded access to affected populations, is of fundamental importance in
exercising that responsibility The prime motivation of our response to disaster is to alleviate
human sulfering amongst those least able to withstand the stress caused by disaster. When we give
humanitarian aid it is not a partisan ar political act and should not be viewed as such.

2. Aid s given regardless of the race, creed or nationality of the recipients and
without adverse distinction of any kind. Aid priorities are calculated on the basts of
need alone

Wherever possible, we will base the provision of relief aid upon a thorough assessment of the
needs of the disaster victims and the local capacities already in place to meet those needs. Within
the entirely of our programmes, we will reflect consideratio ns of proportionality. Human suffering
must be alleviated whenever it is found; life is as precious in one part of a country as another.
Thus, our provision of aid will reflect the degree of suffering it seeks to alleviate. In implementing
this approach, we recogrise the crucial role played by women in disaster prone communities and
will ensure that this role is supported, not diminished, by our aid programmes. The
implementation of such a universal, impartial and independent policy, can only be effective if we
and our pariners have access to the necessary resources 1o provide for such equitable relief, and
have equal access 1o all disaster victims.

3. Aid will not be used to further a particular political or religious standpoint

Hurnanitarian aid will be given according to the need of individuals, families and communities.
Not withstanding the right of NGHAs to espouse particular political or religious opinions, we
affirm that assistance will not be dependent on the adherence of the recipients to those opinions.
We will not tie the promise, delivery or distribution of assistance to the embracing or acceptance of
a particular political or religious creed.

4. We shall endeavour not to act as instruments of government foreign policy

NGHAs are agencies which act independently from governments. We therefore formulate our own
policies and implementation strategies and do not seek to implement the policy of any
government, except in so far as it coincides with our own independent policy. We will never
knowingly — or through negligence — allow ourselves, or our employees, to be used to gather
information of a political, military or economically sensitive nature for governments or other
bodies that may serve purposes other than those which are strictly humanitarian, nor will we act as
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instruments of foreign policy of doner governments. We will use the assistance we receive to
respond to needs and this assistance should not be driven by the need to dispose of donor
commodity surpluses, nor by the political interest of any particular donor. We value and promote
the voluniary giving of labour and finances by concerned individuals to support our work and
recognise the independence of action protmnoted by such voluntary motivation, In order to p rotect
our independence we will seek to avoid dependence upon a single lunding source.

5. We shall respect culture and custom.

We will endeavour 1o respect the culture, structures and customs of the comrmunities and
countries we are working in.

6. We shall attempt to build disaster response on local capacities

All people and communities — even in disaster — possess capacities as well as vulnerabilities. Where
possible, we will strengthen these capacities by employing local staff, purchasing local materials
and trading with local companies. Where possible, we wi Il work through local NGHAs as partiers
in planning and implementation, and co-operate with local government structures where
appropriate. We will place a high priority on the proper co-ordination of cur emergency responses.
This is best done within the countries concerned by those most directly involved in the relief
operations, and should include representatives of the relevanr UN bodies.

7. Ways shall be found to involve programme beneficiaries in the managerment of
relief aid

Disaster response assistance should never be imposed upon the beneficiaries. Effective reliel and
lasting rehabilitation can best be achieved where the intended beneficiaries are involved in the
design, management and implementation of the assistance prog ramme. We will strive to achteve
full community participation in our relief and rehabilitation programmes.

8. Relief aid must strive to reduce future vulnerabilities to disaster as well as
meeting basic needs

All relief actions affect the prospects for long term development, either in a positive or a negative
fashion. Recognising this, we will strive ro implement relief programmes which actively reduce the
beneficiaries’ vulnerability to future disasters and h elp create sustainable lifestyles. We will pay
pariicular atteniion to envirommental concerns in the design and management of reliel
prograrnmes. We will also endeavour to minimise the negalive impact of humanitarian assistance,
seeking to avoid long term beneliciary dependence upon external aid.

9, ‘We hold ourselves accountable to both those we seek 10 assist and those from

whom we accept resources

We oflen act as ar institutional link in the partnership between those who wish to assist and those
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who need assisiance during disasters. We therefore hold ourselves accountable to both
constituencies. All our dealings with denors and beneficiaries shall reflect an attitude of cpenness
and transparency. We recognise the need to report on our activities, both from a financial
perspective and the perspective of effectiveness. We recognise the obligation to ensure appropriate
monitoring of aid distributio ns and to carry ouwt regular assessments of the impact of disaster
assistance. We will also seek to report, in an open fashion, upon the impact of our work, and the
factors limniting or enhancing that impact. Our programtnes will be based upon high standar ds of
professionalism and expertise in order to minimise the wasting of valuable resources.

10. In our information, publicity and advertising activities, we shall recognise
disaster victims as dignified humans, not hopeless objects

Respect for the disaster victim as an equal partner in action should never be lost. In our public
informnation we shall portray an objective image of the disaster situation where the capacities and
aspirations of disaster victims are highlighted, and not j ust their vulnerabilities and fears, While
we will co-operate with the media in order to enhance public response, we will not allow external
ar internal demands for publicity to take precedence over the principle of maximising overall relief
assistance. We will avoid competing with other disaster response agencies for media coverage in
situarions where such coverage may be to the detriment of the service provided to the beneficiaries
or to the security of our stalf or the beneficiaries.
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