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Complaint and Feedback Mechanism Assistant

Location Nigeria — Mafa Department International
Reports to MEAL Officer Salary Band
Matrix manager Click here to enter text. Competency level 1

Role definition

Role purpose

To assist the Monitoring Evaluation Accountability and Learning (MEAL) unit and programs in
implementing Accountability activities in its humanitarian projects. The role holder will support the direct
implementation of the Complaints and feedback mechanism component of Accountability and ensure
there is high compliance to already stated protocols within the Christian Aid MEAL team.

The role holder has to be versed in the Humanitarian Accountability Partnership (HAP) guideline, Core
Humanitarian Standard (CHS) principle, and other relevant accountability guidelines.

The role holder will periodically provide reports and information products for various stakeholders, all to
seek more support or show the quality/achievement of Christian Aid Accountability work in the various
projects.

Role agility
Expected national travel Up to 20 days On-call/unsocial hours Yes
per annum
Expected international Occasional travel

travel per annum
Surge capacity for emergency responses No

To respond to ever-changing demands within the environment, Christian Aid operates within an agile
framework (both in the workforce and operational) that requires from all employees, a high level of
responsiveness and adaptiveness to processes and structures making flexibility and a project-based
working approach the norm. To sustain this system, managers may/will agree on further details of specific
tasks and duties as part of the performance agreement. Any reasonable duty may be assigned that is
consistent with the nature of the job and its level of responsibility, and employees may be required to
change the focus of their role from time to time.

Key Outcomes

e Support in the design of project accountability frameworks

e Ensure through a systematic way that during distributions, a helpdesk/information table is
established for the community members to answer beneficiary comments/questions.

e Ensure proper entry of the complaints into the Christian Aid Complaints database



https://christianaid.sharepoint.com/teams/hr/HRteam/_layouts/15/WopiFrame.aspx?sourcedoc=%7B534B1E8B-C29D-48EE-B78D-085B7B352509%7D&file=Christian%20Aid%20Competency%20Framework.docx&action=default&IsList=1&ListId=%7BA10E9630-B9D4-4AA2-86E9-19B5221A13E9%7D&ListItemId=2915

e Prepare Bi-weekly reports showing the various categories of complaints and the status of the
complaints

e Ensure key information reaches beneficiaries using several methods (leaflets, orientation, help
desk, etc.) Ensuring that all beneficiaries properly receive their benefits.

e Work with the rest of the Response Team to ensure Christian Aid accountability standards are
included in staff orientation sessions, with a particular focus on Christian Aid Programme and
Operational staff, and all staff members from partner organizations.

e Plan and conduct training sessions of relevant staff members (both Christian Aid and partner
organizations) to support and ensure quality implementation of accountability mechanisms and
information provision plans

Role context

The role works within the International Programmes role family positioned within the humanitarian
team. The role is key in providing Accountability support through complaints logging, management,
tracking, analysis, and reporting to the MEAL unit and various project leads. The role will normally
work within the designated office and there may be occasional travel required

Role requirements

Relationships

External The role holder will have contact with partners., volunteers and stakeholders at state and LGA
level.

Internal The position is line managed by the MEAL Officer. Has a key role in ensuring good
relations with other roles in programmes, finance, and logistic and procurement.

Decision making

The ability to make day-to-day strategic and operational decisions to assist in the administration and
smooth running of the Partnership and programmes
Budgetary/savings responsibility n/a

Analytical skills

Ability to work with Microsoft Excel, Microsoft Access, MYSQL, and qualitative analysis software

Developing self and others

Number of Direct reports 0 Overall people management responsibility 0

Ability to take initiative, be self-motivated, and build the capacity of/guide new and existing staff on
programme and Accountability requirements.

Role related checks




Child protection clearance Not required Counter terrorism screening Required

Person specification

Applied skills’lknowledge and expertise

Essential

Degree in relevant field with at least one-year working experience with an I/NGO

Experience in monitoring, evaluation, and project/programme-cycle management approaches
and tools — including participatory planning.

Understanding and familiarity with data management tools

Knowledge and use of mobile data collection technology

Familiarity with Microsoft Packages and basic computer use.

Hands-on experience in monitoring and supporting community-based development
programmes.

Excellent report writing, communication (written and verbal) skills, and strong IT skills

Desirable

Understanding of partnership approach to international development

Manage and organize information systems and establish and maintain filing systems

Ability to produce quality reports, case studies, and humanitarian briefs from analysis conducted
on data sets and gathered qualitative information.

Digital/IT competencies required

Word, Excel, PowerPoint Intermediate Web content design &  N/A

development

Internet-based collaboration Intermediate Social Media Intermediate
tools and video calling

Data Visualisation Intermediate
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