
A FEW  LEARNI NGS FROM THE COVI D- 1 9  CRI SI S 
AND I TS I MPACTS ON I NFORMATI ON 

MANAGEMENT PRACTI CES I N  THE AI D SECTOR:
I MPROVI NG I NFORMATI ON THROUGH I NCLUSI VE 

PROCESSES AND CAPACI TY BUI LDI NG

I n the last  year or so, the COVI D-19 cr isis has im pacted the aid sector in m ult iple ways and on various topics. 
Hum anitar ian data m anagem ent  is no except ion. I n the past  decade, inform at ion and data m anagem ent  has 
becom e m ore and m ore im portant  in hum anitar ian responses. Du r in g  t h is p ar t i cu lar  cr i sis, as con d u ct in g  
r eg u lar  f ie ld  d at a co l lect ion  an d  ex ch an g in g  w i t h  com m u n i t ies g o t  m or e ch al len g in g , h u m an i t ar ian  
act o r s w er e f o r ced  t o  ad ap t  t h e i r  d at a co l lect ion  an d  in f o r m at ion  m an ag em en t  p r act ices. This very 
part icular situat ion invites us to reflect  on the difficult ies faced by NGOs in I nform at ion Managem ent  ( I M) , the 
choices they m ade, how it  fit s into a larger reflect ion process in term s of discussing I M stakes and 
st rengthening I M pract ices within the aid sector.

Since April 2020, Car t ONG has been im plem ent ing a project1 to support  the hum anitar ian sector in adapt ing 
its I nform at ion Managem ent  and Monitor ing & Evaluat ion response to the COVI D-19 cr isis. I n  t h e cou r se o f  
t h is in i t ia t i v e, ou r  t eam  h as w i t n essed  h ow  op er at ion al  NGOs ad ap t ed  t o  t h e si t u at ion ,  as different  
phases of the cr isis unfolded,  as w el l  as h ow  t h ei r  d at a an d  in f o r m at ion  m an ag em en t  n eed s an d  
p r act ices ev o lv ed .  We have also observed n ew  t r en d s  in the sector (dashboarding, rem ote data collect ion)  
and r ef lect ed  on  t h e d i f f i cu l t ies  operat ional actors were facing in term s of data and inform at ion 
m anagem ent . 

Building on this enriching experience, t h is lear n in g  p ap er  a im s at  p r ov id in g  an  an aly sis o f  su ch  
ev o lu t ion s, in  p ar t i cu lar  look in g  at  t h e im p act  o f  t h e cr isis on  in t er n a l  in f o r m at ion  f low s an d  
r esp on sib i l i t ies w i t h in  a id  NGOs an d  w h at  t h e u se o f  n ew  I M t oo ls m ean t  in  t er m s o f  I M p r act ices .
I t  a lso  r ef lect s on  h ow  t h ese ev o lu t ion s can  h elp  m or e b r oad ly  im p r ov e t h e q u al i t y  o f  in f o r m at ion  
produced by NGOs. CartONG?s perspect ive was com plem ented by the perspect ive of other H2H organizat ions 
and operat ional actors who have agreed to share their  experience with us.
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Met h od o log y  

The reflect ions out lined in this paper are based on the following sources:
- CartONG?s experience and the review of the requests received from  aid actors during the May 

2020 -  to January 2021 period, whether through the hot line set  up for the project  or via m ore 
regular exchanges with our exist ing partners;  including the three case studies released as part  
of the project2.

- Reflect ions shared during the COVI D-19 experience-sharing session on hum anitar ian data 
pract ices3 that  took place during the 2020 GeOnG forum  and was co- facilitated by CartONG 
and the H2 H Net w or k ,  and the ones from  Gr ou p e URD?s 2020 Annual Conference4.

- The workshop on the consequences of physical distancing on CSOs? I nform at ion Managem ent  
pract ices that  was organized by CartONG on June 18th, 2020, and to which 17 hum anitar ian 
and developm ent  francophone Civil Society Organizat ions part icipated5.

- Sem i-st ructured interviews with I nform at ion Managem ent  ( I M)  or Monitor ing & Evaluat ion 
(M&E)  professionals working for operat ional NGOs whether in the field or in headquarters 
(Ter r e d es Hom m es  HQ, Hu m an i t y  &  I n clu sion  HQ, Pr em ièr e Ur g en ce I n t er n at ion al  
HQ, So l id ar i t és I n t er n at ion al  in I raq and in Lebanon, and Act ion  con t r e la  Fa im  in 
France) . Sem i-st ructured interviews with other H2H actors specialized in I nform at ion 
Managem ent  and m apping (HOT and Map Act ion ) . 

Considering the chosen m ethodology, this paper neither intends to be fully com prehensive nor to 
be representat ive of what  all NGOs and H2H actors have experienced since the start  of the health 
cr isis. I t  rather aim s to shed light  on a few topics that  caught  our team ?s at tent ion. I t  also goes 
without  saying that , as the COVI D-19 cr isis is st ill ongoing and its effects are st ill very m uch felt  
present ly, further evolut ions could st ill ar ise. At  this t im e, it  is difficult  to predict  which of the new 
data m anagem ent  pract ices will rem ain in the long run.

https://cartong.org/
https://cartong.org/
https://h2hnetwork.org/
https://h2hnetwork.org/
https://www.urd.org/en/
https://www.urd.org/en/
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https://www.premiere-urgence.org/en/
https://www.solidarites.org/en/?noredirect=en_GB
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https://www.actioncontrelafaim.org/en/
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https://www.actioncontrelafaim.org/en/
https://www.actioncontrelafaim.org/en/
https://www.hotosm.org/
https://mapaction.org/


By highlight ing challenges, opportunit ies and successes, this learning paper should help H2H organizat ions 
specialized in I nform at ion Managem ent  adapt  further to the sector?s needs while also highlight ing a few 
relevant  I M considerat ions that  operat ional NGOs can take on by them selves.

I nterest ingly, as witnessed by CartONG as well as it  was reported by other actors in the sem i-st ructured 
interviews, rather than leading to new aspects, the COVI D-19 cr isis has actually accentuated pre-exist ing data 
m anagem ent  t rends, challenges and needs. Am ong these, none are ent irely new, but  they have been brought  
to the forefront  due to the cr isis and its focus on data. This is why, these considerat ions should also be looked 
at  through a larger scope, and we invite the readers to check out  other studies as well6.

I t  is worth m ent ioning two ways in which I nform at ion Managem ent  within aid NGOs was im pacted by the 
cr isis, and which both led to interest ing reflect ions, challenges and also opportunit ies.
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1  More details can be f ou n d  h er e
2   See the following studies:

- Ter r e d es h om m es an d  Hu m an i t y  &  I n clu sion  case st u d y  o f  a  ca l l - b ased  su r v ey  ap p r oach  in  Jo r d an ,  2020, 

CartONG

- ACAPS &  I OM case st u d y  on  d at a co l lect ion  p r ocesses in  Cox ?s Bazar  d u r in g  t h e COVI D- 1 9  cr isis ,  2021 CartONG

- RESI LAC con sor t iu m  case st u d y  on  r e in f o r cin g  ad ap t iv e p r og r am m in g  t h r ou g h  t h e Feed b ack  Day  Met h od ,  2021 

CartONG and Groupe URD
3  Watch the f u l l  session  h er e
4  Watch the v id eos h er e
5  Fin d in g s f r om  a Civ i l  Societ y  Or g an isat ion s? w or k sh op  on  t h e con seq u en ces o f  p h y sica l  d ist an cin g  on  t h ei r  d at a 

p r act ices , 2020, CartONG
6  Pr og r am  Dat a:  Th e si l v er  b u l le t  o f  t h e h u m an i t ar ian  an d  d ev elop m en t  sect o r s? Pan or am a o f  t h e p r act ices an d  

n eed s o f  f r an cop h on e CSOs ,  2020, CartONG

At  the beginning of the cr isis and in m ost  areas of intervent ion, non-essent ial act ivit ies and M&E act ivit ies 
conducted in the field were either reduced or suspended, suddenly cut t ing off the links between NGOs and the 
com m unit ies they supported. Organizat ions had to search for new ways of reaching out  to beneficiar ies, 
especially to cont inue following up on them  or to gather inform at ion.

Addit ionally, as rem ote working becam e the norm  and work pract ices got  reorganized, NGOs relied m ore on 
local staff, essent ial staff (such as m edical staff )  or local partners to serve as interm ediary between affected 
people and them selves.

This reorganizat ion of the work paved the way to som e m ajor changes in pract ices:  
- Contact  with affected populat ions were m ade over the phone (especially for follow-up surveys)  rather than 

in person. The context  even boosted som e organizat ions? experim entat ion with Art ificial I ntelligence (AI ) . 
- Essent ial staff were asked to ensure the follow-up of beneficiar ies and to collect  data, whereas this task is 

norm ally perform ed by other team  m em bers.

Part  1

Br ief  r ecap  o f  t h e m ain  im p act s o f  t h e COVI D- 1 9  
cr isis on  NGOs an d  t h ei r  m an ag em en t  o f  in f o r m at ion

Th e COVI D- 1 9  con t ex t  led  t o  a  d ecr ease in  t h e cap aci t y  o f  o r g an izat ion s t o  d ep loy  
an d  im p lem en t  act iv i t ies in  t h e f ie ld . Th is p ar t i cu lar ly  r esu l t ed  in :

- The suspension of non-essent ial act ivit ies,
- An increase in rem ote working and a m ore global reorganizat ion of work pract ices,
- Rem ote project  m onitor ing and evaluat ions,
- A decrease in contact  with beneficiar ies.
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As the COVI D-19 pandem ic spread throughout  the world, NGOs could no longer easily -  or at  all,  due to t ravel 
rest r ict ions or lockdowns -  access field environm ents. Yet , NGOs st ill needed to collect  inform at ion and in som e 
cases, even m ore so than usual in order to adapt  their  act ivit ies to the circum stances and respond to the cr isis 
m ore effect ively. Such a situat ion had a st rong im pact  on the way inform at ion was requested, collected, shared 
and used internally.

Several actors reported that  rem ote working, coupled with the constant ly evolving context  -  due to the cr isis -  
had a st rong im pact  on the m anagem ent  of inform at ion within organizat ions. At  the beginning of the cr isis, the 
necessity to m ake decisions very quickly as lit t le inform at ion about  the situat ion was actually available led to 
an increase in requests for inform at ion from  top m anagem ent  -  whether in headquarters or at  field level. This 
led som e NGOs to adapt  their  inform at ion flows.

I n som e cases, there was an extensive use of rem ote m eet ings (using available video-conferencing solut ions)  
in order to facilitate upward com m unicat ion on a regular basis. Considering that  NGOs are often com posed of 
several layers of m anagem ent , this has led to the m ult iplicat ion of com m unicat ion and inform at ion channels, 
especially in context  where those channels overlapped with nat ional coordinat ion m echanism s am ong NGOs. 
The lack of rat ionalizat ion of those m eet ings and inform at ion requests was often m ent ioned, and m ay have 
been perceived as a burden for in-count ry staff.

I n other cases, there was a st rong focus on quant itat ive data that  m aterialized by an increase in data collect ion 
and the setup of new indicators and report ing system s ( for context  or program  m onitor ing) . Som e NGOs t r ied 
to im plem ent  an addit ional report ing system  using dashboards with regular updates of the context  situat ion, 
based on externally and/ or internally collected data to rat ionalize the flow of inform at ion. More generally, 
requests for dashboards to I M support  organizat ions boom ed during the period.

Ex am p les
Exam ples of what  has been put  in place include:

- Dashboards and m apping of the context  (using Open Data and inform at ion, or data 

collected by others) ,

- Autom at ic dashboards based on newly defined sets of indicators, 

- New report ing system s on COVI D-19 act ivit ies. 
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Although not  observed everywhere, in som e areas and for som e organizat ions, the need for inform at ion 
increased drast ically, especially when it  cam e to the outbreak itself, data on accessibility to certain count r ies or 
regions, or the needs of affected people. Sim ilar ly, when new support  was deployed, the needs for m onitor ing 
and report ing increased in som e contexts. Overall,  the need at  every level of m anagem ent  to access data from  
the field alm ost  in real- t im e, im pacted the exist ing data flows within NGOs.

 1 Mu l t ip l i cat ion  o f  in f o r m at ion  r eq u est s

Part  2

A m or e in - d ep t h  look  at  t h e ef f ect s o f  t h e cr isis on  in t er n a l  
in f o r m at ion  f low s an d  d at a co l lect ion  r esp on sib i l i t ies

I n  m an y  p r o j ect s, t h er e w as a f ocu s on  COVI D- 1 9  r e la t ed  act iv i t ies an d  con t ex t , 
w h ich  led  t o :

- Change of reorientat ion of act ivit ies,
- Creat ion of new M&E fram eworks to follow up these new act ivit ies,
- I ncreased situat ion assessm ent .
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7  See the following studies:

- Bar r ier s t o  I n f o r m at ion  Sh ar in g  am on g  Hu m an i t ar ian  NGOs;  A Case o f  Jo r d an ,  2019, I nternat ional Journal of 

Supply Chain Managem ent

- Ch al len g es in  h u m an i t ar ian  I n f o r m at ion  Man ag em en t  an d  ex ch an g e:  ev id en ce f r om  Hai t i ,  2014, DePaul 

University and Fordham  University

- Dat a Sh ar in g  in  a  Hu m an i t ar ian  Or g an izat ion :  Th e Ex p er ien ce o f  Méd ecin s San s Fr on t ièr es,  2013, Médecins

Sans Front ières

Another way to st ream line the flow of inform at ion in different  fields of intervent ion is coordinat ing 
between NGOs for the sharing of data, inform at ion and analysis.

Data sharing is neither a sim ple nor a recent  topic7.  The obstacles to data sharing are well known by 
NGOs (difficult ies in fram ing inform at ion flows, com pet it ion for resources, lack of confidence in one's 
own data, ethical issues related to data sharing, etc.) , but  the scale of the COVI D-19 cr isis has m ade 
it  possible to take a closer look at  these issues and opened up a new window of reflect ion on the 
m at ter.

New coordinat ion m echanism s have em erged, both at  headquarter and at  field levels in part icular for the lat ter 
based on preexist ing nat ional coordinat ion m echanism s (cluster system s, for exam ple) . An init iat ive such as 
GI MAC8 is very interest ing in that  regard. At  the sam e t im e, H2H support  actors such as the Hu m an i t ar ian  
OSM  Team  have cont r ibuted to the dissem inat ion of essent ial data through data export  and sharing (on HDX)  
on the m ost  affected areas. This also highlights the im portance for specialized actors or organizat ions to guide 
and support  NGOs in their  data sharing and coordinat ion efforts.

I n addit ion, the need for coordinat ion and data sharing around the COVI D-19 cr isis is not  only related to 
operat ional decision-m aking, or about  avoiding duplicat ion and gaps, but  also to the need of b u i ld in g  a 
sh ar ed  u n d er st an d in g  o f  a  cr isis b et w een  a id  act o r s.
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However, it  is im portant  to m ent ion that  the lack of access to the field and the focus on quant itat ive data, 
num bers and figures, reinforced the exist ing gap between the team s in the field -  who were the only ones able 
to com prehend the full granular ity of the situat ion -  and the staff working rem otely. I n that  context , the 
interviewees perceived that  there m ay have been a loss of qualitat ive inform at ion that  norm ally serves to 
enrich the exchanges surrounding project  im plem entat ion. Such com m ents highlight  an i n t er est in g  lear n in g  
o f  t h e COVI D- 1 9  p an d em ic:  m or e t h an  ev er , t h er e is a  n eed  f o r  co - con st r u ct ion  o f  su ch  r ep o r t in g  
sy st em s  as well as con st an t  f eed b ack  an d  ad ap t at ion .  A k ey  asp ect  o f  an y  g lob al  r ep o r t in g  sy st em  is 
t h e p ossib i l i t y  t o  f low  in f o r m at ion  b ack  t o  t h e f ie ld ,  especially for NGOs that  put  in place a system  
accessible to their  team s in various locat ions. Doing so, was m ent ioned as an ex am p le o f  g ood  p r act ice t o  
en su r e t h e r e lev an ce o f  t h e r ep o r t in g  sy st em  an d  i t s ow n er sh ip  b y  t h e st a f f  u sin g  i t .

Organizat ions often innovate during t im es of cr ises and ensuing changes can becom e perm anent  if no 
clear exit  st rategy or end-date was agreed upon. I n such situat ions, som e organizat ional changes, such 
as the setup of new com m unicat ion and report ing schem es, can be expected to integrate the 
business-as-usual.  On the plus side, changes which br ing m ore efficiency or quality in exist ing 
workflows, that  m ay have been perceived as im possible to im plem ent  before, can becom e m ore easily 
accepted. For instance, pr ior to the COVI D-19 cr isis, digital accountability system s were relat ively 
unknown or were som et im es turned down by organizat ions because they were not  seen as relevant  for 
collect ing sensit ive com plaints. Even though they should not  be seen as a silver bullet , their  use is now 
seen by m any hum anitar ian NGOs as a good start  to br ing in m ore t ransparency and two-way 
com m unicat ion with affected people in som e areas of intervent ion or act ivit ies. On the down side 
however, addit ional report ing system s and video-conferencing pract ices are likely to cont inue 
overburdening in-count ry staff, if not  relevant  or useful to them .

Th e n eed  f o r  in cr eased  coo r d in at ion  
 2

http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
http://www.ojs.excelingtech.co.uk/index.php/IJSCM/article/view/2146/1533
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.alnap.org/system/files/content/resource/files/main/8782.pdf
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.researchgate.net/publication/259336885_Data_Sharing_in_a_Humanitarian_Organization_The_Experience_of_Medecins_Sans_Frontieres
https://www.hotosm.org/
https://www.hotosm.org/
https://www.hotosm.org/
https://data.humdata.org/


As expat r iate or non-essent ial staff could not  access the field, there was often a change in 
responsibilit ies and team  dynam ics. I ndeed, the staff that  st ill had access to the field were the ones 
that  could collect  inform at ion. I t  thus becam e im perat ive to rely either on nat ional team s (especially 
essent ial staff ) , or on local partners. This m eant  greater responsibility for them  and the need for the 
different  levels of m anagem ent  to t rust  nat ional team s and local partner?s appreciat ion of the situat ion 
so as to ensure the relevance of the intervent ion. 

I n som e cases, staff for essent ial act ivit ies (doctors, food dist r ibut ion workers, etc.)  were asked to 
collect  data outside their  field of expert ise, which put  them  in an uncom fortable situat ion or, on the 
cont rary, allow them  to gain new knowledge and skills and take on new responsibilit ies. Taking a step 
back from  these pract ices, this raises the quest ion of the team s' ability to collect  data on sectors that  
they know lit t le about , especially when it  com es to surveys about  the com m unit ies they support . I f 
one can im agine that  a doctor is qualified to ask quest ions about  gender-based violence, depending on 
the context  he/ she m ay not  feel com fortable (as not  properly t rained to do so, as it  m ay be 
perceived as not  culturally appropriate, etc.) . I f such quest ions are collected while the staff is feeling 
uncom fortable, what  im pact  does it  have on the quality of the data being collected?

When it  com es to local partners working with internat ional NGOs, m any of them  were given m ore 
responsibilit ies in contexts where they rem ained the only ones able to access the field. However, this 
responsibility t ransfer did not  always com e with a proper vision on the inform at ion that  needed to be 
shared back with the internat ional partner. The situat ion could thus represent  a sudden pressure for 
local partners, som e of them  being reluctant  to share m ore inform at ion than usual or to address the 
quality of the inform at ion provided, especially when data literacy am ong local partners did not  allow 
for such discussions and the situat ion often felt  m ore like cont rol than support .

Addit ionally, this increase in responsibility for local partners or essent ial staff at  field level was not  always 
officially acknowledged by the internat ional partner, and not  done to the full extent . Generally speaking, these 
addit ional responsibilit ies did not  always com e with a higher decision-m aking power, even though people in the 
field were m ore likely to have bet ter knowledge and a greater understanding of the situat ion. As a m at ter of 
fact , the internat ional partner tended to send even m ore guidance and Standard Operat ing Procedures (SOPs) , 
while at  the sam e t im e m ade m ore data and inform at ion requests which further com plicated the work of field 
team s and local partners on a daily basis during the cr isis.

This raises the quest ion of the relevance of staff working rem otely deciding which data to collect  and the way 
to proceed through writ ten guidance or SOPs. Many things can go wrong with such a system , and som e 
were reported by internat ional NGOs as learning points:   

- Tim ing m ight  not  be r ight  (e.g. cont inue data collect ion on various topics while the populat ion is 
expect ing support  to face the COVI D-19 cr isis) ,

- The increased am ount  of surveys can cause survey fat igue am ong the targeted com m unit ies, and
- The requested data m ay not  be the m ost  relevant  to apprehend the situat ion on the ground.
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Th is n ew  si t u at ion  h ig h l ig h t ed  t h e k ey  r o le o f  t h e en d  o f  t h e h u m an i t ar ian  ch ain  -  n am ely , f ie ld  
st a f f  an d  loca l  p ar t n er s -  in  u n d er st an d in g  a h u m an i t ar ian  con t ex t , an d  t h ei r  ab i l i t y  t o  an aly ze su ch  
a con t ex t  an d  t h u s select  cr i t i ca l  d at a o r  in f o r m at ion  t o  co l lect . Th ey  ar e eq u al ly  im p or t an t  t o  
in f o r m at ion  o r  r ep o r t in g  sy st em s an d  t h ey  sh ou ld  b e a l low ed  t o  in f lu en ce d ecision - m ak er s w i t h in  
NGOs. Ev en t u a l l y , t r u st  in  t h e f ie ld  t eam ?s ab i l i t ies i s a  q u al i t y  m ar k er  w h en  i t  com es t o  d at a an d  
in f o r m at ion . Although this m ay seem  obvious, this is less so when put  in parallel with the increased 
interest  of NGO decision-m akers in autom ated system s.

8  Learn m ore about  GI MAC h er e

 3 A h ig h er  d eg r ee o f  r esp on sib i l i t y  f o r  ( essen t ia l )  
f ie ld  st a f f  o r  loca l  p ar t n er s?

https://www.gimac.info/about-gimac/


I n som e headquarters, it  was noted that  working from  hom e actually st rengthened the links between 
rem ote workers and field team s, as it  created a space for exchanges which did not  previously exist . 
Regular conference calls have becom e the norm  which has allowed for m ore collaborat ive and m ore 
inclusive work between HQ and different  operat ions, or between operat ions. This was part icular ly the 
case for the design of new processes or workflows - especially in I M or MEAL (Monitor ing, Evaluat ion, 
Accountability, and Learning)  topics where HQ does not  always hold regular m eet ings with the field. By 
doing so, st ronger t ies were built  m aking it  easier to collect  feedback from  the field team s about  
what  was being im plem ented.

Nevertheless, em bracing this new dynam ic between HQ, rem ote workers and field staff was not  
always easy. Building t rust  and efficient  com m unicat ion channels and inform at ion flows is challenging 
in t im es of cr isis, although not  im possible. Here are a f ew  r ecom m en d at ion s  shared by NGOs staff 
which are worth m ent ioning:

- St ream line rem ote com m unicat ion channels and acknowledge the direct  im pact  the cr isis has on 
the internal st ructure of responsibilit ies,

- Use the cr isis as an opportunity for an open discussion on data and for the t raining of new staff on 
data literacy, encouraging the staff or the partner to ask for m ore support ,

- I nstead of increasing cont rol over field team s, m ake sure to offer support  through inclusive 
discussions with them .

Beside the evolut ion of internal inform at ion flows and responsibilit ies on the topic of inform at ion 
m anagem ent , the lack of access to the field coupled with the necessity to keep collect ing data led to 
the use of new digital tools by NGOs. I t  is interest ing to quest ion how the deploym ent  of these tools 
m ay have changed (or not )  the pract ices around data, from  collect ion to analysis.

I t  is im portant  to note though that  for m ost  NGOs, the cr isis was not  the t im e to start  using new 
tools, but  rather to invest  in technology which had already been considered or pre-approved and to 
extend its usage to new contexts or new projects.
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An  op p or t u n i t y  f o r  coop er at iv e w or k
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Con t in u in g  f ace- t o - f ace su r v ey s v s. d o in g  p h on e 
su r v ey s 1

When unable to cont inue face-to-face data collect ion due to lockdown or physical distancing 
inst ruct ions, som e NGOs turned to phone surveys as a way to cont inue the assessm ent , follow-up and 
m onitor ing of their  program s9.

When conduct ing phone-based surveys, a few interest ing issues need to be considered, start ing with 
the evolut ion of the m ethodology. I ndeed, if an NGO suddenly needs to m ove its data collect ion from  
face-to face to a rem ote set t ing, the m ain quest ion is:  how does one adapt  one?s m ethodology to 
m atch the requirem ents of a phone interview, while rem aining consistent  with previous data collect ion 
processes?

Part  3

New  t oo ls, n ew  p r act ices?



Addit ionally, a few other issues im pacted data quality, as well as the accuracy of the situat ion 
analysis:

- Rep r esen t at iv e sam p l in g  is r ea l l y  d i f f i cu l t  t o  ach iev e on  a ca l l - b ased  su r v ey ,  especially for 
assessm ent  situat ions or a follow-up of a baseline survey. Som e guidance on the topic already 
existed at  the start  of the cr isis but  m aking a choice in actual field situat ions can be m uch m ore 
nuanced and hence difficult  to achieve.

- Sen si t i v e t op ics ar e a l r ead y  d i f f i cu l t  t o  d iscu ss in  a  f ace- t o - f ace su r v ey , an d  i t  i s ev en  m or e 
com p l icat ed  t o  cr eat e a  saf e sp ace ov er  t h e p h on e.  There m ight  also be protect ion issues 
regarding asking specific quest ions over the phone, as it  is difficult  to know the environm ent  in 
which the respondent  finds him / herself ( for instance, if he/ she is surrounded by other people or 
not ) .

- Par t s o f  t h e p op u lat ion  ar e h ar d er  t o  r each  ov er  t h e p h on e. Wom en and children especially have 
lower access to phones. This was also reported by NGOs to lead to a st rong bias and a lack of 
inform at ion for parts of the assessed populat ion.

- While surveys over the phone can only replace individual interviews, f ocu s g r ou p s an d  m or e 
q u al i t a t i v e d at a co l lect ion  p r ocesses w er e m u ch  h ar d er  t o  con d u ct  in  t im es o f  p h y sica l  
d ist an cin g ,  leaving lit t le space to com plem ent  the data collected over the phone.

- Lack  o f  t im e f o r  t r a in in g  in  em er g en cy  set t in g s  was also m ent ioned as one of the barr iers to 
high-quality data, especially since face-to-face interview m ethodology in a non-cr isis set t ing is 
already quite difficult  and not  always m astered by field team s. Adapt ing to phone surveys in a 
cr isis context  is therefore even m ore challenging for them .

Al l  t h ese ch al len g es associa t ed  w i t h  p h on e su r v ey s h ad  an  im p act  on  d at a q u al i t y  an d  sh ou ld  
t h er ef o r e h av e p u sh ed  o r g an izat ion s t o  ad ap t  o r  ch an g e t h ei r  p r act ices.  On a posit ive note, there 
was a lot  of guidance released by operat ional NGOs them selves at  the beginning of the cr isis as well 
as by H2H actors10,  which included a part  on adapt ing m ethodology for surveys conducted over the 
phone. However, it  rem ains really difficult  to assess if this interest  by NGOs on the topic and the 
result ing adaptat ions were sufficient  enough to ensure data quality.

  9  For an exam ple see this case st u d y  in  Jo r d an  d u r in g  t h e COVI D- 1 9  cr isis ,  2020, CartONG
1 0  A couple of exam ples here:

- COVI D- 1 9  cr isis:  h ow  t o  ad ap t  y ou r  d at a co l lect ion  f o r  m on i t o r in g  an d  accou n t ab i l i t y ?,  2020, CartONG

- Rem ot e Su r v ey  Too lk i t  -   Pr ep ar ed  in  Resp on se t o  COVI D- 1 9 ,  2020, 60 Decibels
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Since the start  of the cr isis, collect ing feedback from  the affected people has been a big concern 
am ong hum anitar ian actors, but  it  has also been difficult  for them  to find the best  way to do so in 
a t im e of t ravel and physical distancing rest r ict ions. The im pacts of the COVI D-19 pandem ic on 
com plaint  and feedback m echanism s were analyzed by Sam antha Melis in a study com m issioned by 
the CHS Al l ian ce  ( to be published in 2021) .

Melis? analysis shows that  ?lockdown had a huge im pact  on com plaint  m echanism s because contact  
was broken?. I t  becam e necessary for organizat ions to think of new ways of reaching out  to affected 
people without  being present  in the field.

Two m ain phenom ena were brought  to light . According to the analysis of Gr ou n d  Tr u t h  So lu t ion s ,  
COVI D-19 has som et im es becom e an excuse not  to work in partnership with com m unit ies11.  I n 
?norm al? t im es, handling com plaints and feedback and closing the loop with affected people is not  
system at ically pr ior it ized by hum anitar ian actors12.  When the pandem ic started, accountability and 
part icipat ion pract ices were often not  considered as essent ial. The ?relat ional? aspect  of aid13 was 
deprior it ized against  its m ore convent ional t ransact ional object ive (providing assistance and services) .

 2 Tech n o log y  t o  h elp  co l lect  f eed b ack  o f  t h e 
p op u lat ion
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On the other hand, the cr isis was an opportunity for som e actors to roll out  or test  fully digital or 
m ixed com plaints and feedback handling system s. Few organizat ions had done so in the past , but  
with the cr isis m ost  actors rolled out  new m echanism s which also im plied a significant  change in 
their  habits. Within the scope of CartONG?s project , few concrete requests for support  were received 
( for instance on how to operate a specific m echanism )  although the workshop on I nform at ion 
Managem ent  pract ices we organized back in June 2020 showed that  m ost  actors needed broad 
guidance and benchm arking advice on the topic yet  did not  know how to ask for support  and to 
form ulate their  exact  needs.

The review on digital solut ions for feedback and com plaint  m echanism s14 published during the project  
highlighted the m any system s that  can be used, while pinpoint ing the specific types of program m ing 
or contexts where each system  can fit .  I t  also showed that  organizat ions often choose to digit ize 
part  of their  system s:  having access to people with no phones can be im possible through a fully 
digital system  so m echanism s can involve another party to m ake sure targeted people can voice 
their  feedback or dissat isfact ion. Tu r n in g  t o  d ig i t a l  m ech an ism s h en ce d oes n o t  m ean  r em ov in g  
p eop le?s f u n d am en t a l  in t er m ed iar y  r o les.  Besides, good pract ices are st ill rare. As this issue is st ill 
relat ively new in m ost  organizat ions, there is a need to share ( innovat ive)  experiences, as well as 
good and bad pract ices on the topic.

I n the MENA region for exam ple, a pre-exist ing cent ralized CRM (Com plaints and Response 
Mechanism s)  used at  the nat ional level was react ivated by aid actors during the cr isis to give m ore 
room  to feedback that  was not  accessible anym ore. But  the very hierarchical nature of the system  - 
here a nat ional cluster receiving a com plaint  forwarding it  to a specific regional subcluster forwarding 
it  in turn to a nat ional NGO supposed to tackle the issue - had the exact  opposite intended im pact . 
As a m at ter of fact , it  st rayed away field actors from  the coordinat ion system  while giving in return 
low quality data (as it  was gathered in a whim  just  to address the request )  which gave the 
coordinat ion body the illusion of inform at ion without  the relevance of good data, accentuat ing the 
chasm  between the field and the m anagem ent  stakeholders.

1 1  Based on their intervent ion at  the 2 0 2 0  GeOn G ex p er ien ce- sh ar in g  session  on the im pact  of the COVI D-19 cr isis on data 

pract ices
1 2  As shown in the 2 0 2 0  Hu m an i t ar ian  Accou n t ab i l i t y  Rep or t  of the CHS Alliance
1 3  As described in ALNAP?s 2 0 1 9  b ack g r ou n d  p ap er  on  a id  r e lev an ce
1 4  W h at  d ig i t a l  so lu t ion s f o r  f eed b ack  an d  com p la in t  m ech an ism s?,  2021, CartONG and Groupe URD
1 5  To be noted:  this init iat ive did not  start  due to the COVI D-19 cr isis, it  was already planned and its developm ent  was only 

accelerated by the cr isis.
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I n Lebanon, SOLI DARI TÉS I NTERNATI ONAL  put  in place a Whatsapp Bot15 in order to keep in touch 

with the populat ion. The system  was for instance able to send m essages to thousands of fam ilies in one 
go. This proved to be a st rong asset  for accountability, as it  was possible to contact  beneficiar ies r ight  

after the dist r ibut ion to ask sim ple follow-up quest ions. People could also contact  the bot  to request  

inform at ion or file a com plaint . The hum an factor behind the bot  rem ained im portant  though:  people 

had to be able to speak to a real person when necessary. While the init iat ive allowed to reach 
com m unit ies rather widely, it  was also seen as a double-edged sword:  the bot  m ade it  less relevant  for 

the NGO to go to the field, hence possibly reducing contact  with beneficiar ies and the quality of the 

inform at ion they shared. 

https://www.youtube.com/watch?v=e0hnJOuAJNc&feature=youtu.be
https://www.youtube.com/watch?v=e0hnJOuAJNc&feature=youtu.be
https://www.youtube.com/watch?v=e0hnJOuAJNc&feature=youtu.be
https://www.youtube.com/watch?v=e0hnJOuAJNc&feature=youtu.be
https://www.chsalliance.org/get-support/resource/har-2020/
https://www.chsalliance.org/get-support/resource/har-2020/
https://www.chsalliance.org/get-support/resource/har-2020/
https://www.chsalliance.org/get-support/resource/har-2020/
https://www.alnap.org/help-library/background-paper-alnap-32nd-annual-meeting-more-relevant-10-ways-to-approach-what
https://www.alnap.org/help-library/background-paper-alnap-32nd-annual-meeting-more-relevant-10-ways-to-approach-what
https://www.alnap.org/help-library/background-paper-alnap-32nd-annual-meeting-more-relevant-10-ways-to-approach-what
https://www.alnap.org/help-library/background-paper-alnap-32nd-annual-meeting-more-relevant-10-ways-to-approach-what
https://www.alnap.org/help-library/background-paper-alnap-32nd-annual-meeting-more-relevant-10-ways-to-approach-what
https://www.alnap.org/help-library/background-paper-alnap-32nd-annual-meeting-more-relevant-10-ways-to-approach-what
https://www.alnap.org/help-library/background-paper-alnap-32nd-annual-meeting-more-relevant-10-ways-to-approach-what
https://blog.cartong.org/2021/01/08/digital-solutions-feedback-complaint-mechanisms/
https://blog.cartong.org/2021/01/08/digital-solutions-feedback-complaint-mechanisms/
https://blog.cartong.org/2021/01/08/digital-solutions-feedback-complaint-mechanisms/
https://blog.cartong.org/2021/01/08/digital-solutions-feedback-complaint-mechanisms/
https://blog.cartong.org/2021/01/08/digital-solutions-feedback-complaint-mechanisms/
https://blog.cartong.org/2021/01/08/digital-solutions-feedback-complaint-mechanisms/
https://blog.cartong.org/2021/01/08/digital-solutions-feedback-complaint-mechanisms/
https://blog.cartong.org/2021/01/08/digital-solutions-feedback-complaint-mechanisms/
https://www.solidarites.org/en/?noredirect=en_GB
https://www.solidarites.org/en/?noredirect=en_GB


The organizat ional reshuffle that  COVI D-19 im posed on organizat ions had a wide array of 
consequences. The first  one being that , caught  in quicksand, organizat ions needed to step on a 
firm er ground and thus opted to rely heavily on quant itat ive data (as num bers provide an 
im pression of im part iality and reliability) ;  when such a focus on quant itat ive aspects can lead to a 
gap when it  com es to understanding the granular ity of any given situat ion. St rategic reflect ions 
solely based on figures and quant itat ive indicators, without  analyzing it  in its qualitat ive context  
have significant  chances not  to reflect  the full picture of a situat ion. 

Addit ionally, infobesity can and has been a real issue for several actors being drawn to quant itat ive 
data and who encountered difficult ies to ult im ately m ake decisions. As m ent ioned by Gr ou n d  Tr u t h  
So lu t ion s  during the 2020 GeOnG forum , ?it  has been a challenge to close the loop in the flow of 
data in order to get  back the value of inform at ion?16.
 
More form al qualitat ive data collect ion is necessary to or ient  data collect ion and refine the analysis 
of quant itat ive data. On that  topic the experience of ACAPS and I OM ,  involving Rohingya 
researchers able to access the field is quite enlightening and worth sharing17.  I t  loops back with t h e 
n ecessi t y  o f  in v o lv in g  ( m or e)  n at ion al  st a f f , loca l  p ar t n er s an d  act u a l l y  ev en  com m u n i t y  
m em b er s, t o  b e ab le t o  b u i ld  a  com p r eh en siv e u n d er st an d in g  o f  a  si t u at ion  t h at  q u an t i t a t i v e d at a 
a lon e can n o t  ach iev e.
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 1 Cap t u r in g  t h e r ea l i t y  b eh in d  d at a

 2 Ack n ow led g in g  b iases an d  in t er p r et in g  d at a1 8

Many potent ial data collect ion biases were already m ent ioned in this paper. Such biases - not  new 
yet  which have been reinforced by the health cr isis - m ake it  difficult  to produce relevant  analysis 
and this has been a significant  challenge in the aid sector. Actors have a responsibility to decide, 
pr ior to the data collect ion, whether or not  the outcom e of a data collect ion process will be useful 
for analysis and decision-m aking purposes, or if another solut ion should be used instead ( for 
instance, relying on another actor with bet ter access to conduct  the data collect ion) .

Organizat ions should ant icipate potent ial biases, m ethodological issues and negat ive im pacts on data 
quality pr ior to the start  of the data collect ion, rather than t ry to fix the issues afterwards. I t  i s 
a lso  cr u cia l  t h ey  ar e h on est  ab ou t  t h e l im i t a t ion s t h ey  f ace in  t h e an aly sis p h ase. I d en t i f y in g  t h e 
v o ices m issin g  f r om  t h e d at a co l lect ion , an d  ack n ow led g in g  t h em  in  an  an aly sis b r in g s v a lu e an d  
en ab les o t h er  NGOs t o  u se ( an d  m ay b e com p lem en t )  t h e d at a t h at  h as b een  co l lect ed .

1 6  Based on their intervent ion at  the 2 0 2 0  GeOn G ex p er ien ce- sh ar in g  session  on the im pact  of the COVI D-19 cr isis on data 

pract ices
1 7  See m ore about  it  in these two resources:

- ACAPS &  I OM case st u d y  on  d at a co l lect ion  p r ocesses in  Cox ?s Bazar  d u r in g  t h e COVI D- 1 9  cr isis ,  2021, CartONG

- Th e St o r ies b ein g  t o ld :  Roh in g y a r ep o r t  on  t h e ep id em ic ,  2020, ACAPS

Part  4

I m p r ov in g  in f o r m at ion  f o r  b et t er  d ecision - m ak in g  in  
h u m an i t ar ian  set t in g s

https://groundtruthsolutions.org/
https://groundtruthsolutions.org/
https://groundtruthsolutions.org/
https://www.acaps.org/
https://www.iom.int/
https://www.youtube.com/watch?v=e0hnJOuAJNc&feature=youtu.be
https://www.youtube.com/watch?v=e0hnJOuAJNc&feature=youtu.be
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https://www.youtube.com/watch?v=e0hnJOuAJNc&feature=youtu.be
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CartONG, as other H2H actors support ing operat ional organizat ions in I nform at ion Managem ent  such as 
Map Act ion ,  have not iced a st rong focus on data quality in the requests they have received from  
NGOs since the start  of the COVI D-19 pandem ic. To nam e a few, these range from  support ing the 
im plem entat ion of best  pract ices developed by I M com m unit ies, to ensuring the quality of data or 
delivering t raining to staff, but  they also include the revision of data collect ion processes or greater 
com pliance with the GDPR. Th is lead s u s t o  b el iev e t h at  d u e t h e COVI D- 1 9  p an d em ic, t h er e is an  
in cr eased  n eed  f o r  f u r t h er  r ef lect ion  on  d at a l i t er acy  w i t h in  t h e sect o r .
 
Nevertheless, none of the reflect ions presented above are new. They were all already widely discussed 
in the I M hum anitar ian com m unity yet , they were em phasized by the cr isis and the widespread use of 
rem ote data collect ion which led to an increase in biases and a decrease in the possibility of 
t r iangulat ion and of com plem entary qualitat ive or inform al data collect ion. Pr od u cin g  in sig h t f u l  
in f o r m at ion  h as a lw ay s b een  a ch al len g e b u t  m ay b e n ow  m or e so  t h an  ev er .

There are key lessons to be drawn from  the COVI D-19 cr isis in term s of relevance and effect iveness 
of H2H organizat ions? support  m odalit ies.

First , it  seem s obvious that  NGOs ( local and internat ional)  do not  only need tem porary or one-off 
support , guidance or t raining but  also long-term  investm ent  if they are to do m ore of their  own data 
collect ion. There seem s to be also a need for init iat ives that  set  standards for the sector.

I t  has also been very d i f f i cu l t  f o r  som e NGOs t o  id en t i f y  ex act ly  t h e su p p or t  t h ey  n eed ed  in this 
part icular t im e, an d  t h u s f o r  I M H2 H act o r s t o  p r ov id e t h e su p p or t , t oo ls o r  r esou r ces t h at  ex act ly  
m et  t h e i r  n eed s  due to this relat ive uncertainty and lack of perspect ive. A lo t  o f  t h e t im e, r eq u est s 
w er e act u a l l y  ab ou t  t op ics r eq u est in g  in - d ep t h  ( lon g - t er m )  su p p or t , g o in g  w ay  b ey on d  sp eci f i c 
n eed s r e la t ed  t o  t h e COVI D- 1 9  cr isis.

Finally, there m ight  also be an issue in the way NGOs have been supported during the COVI D-19 
cr isis, either by their  HQ or even by NGOs specialized in I M support . Many guidelines were released 
at  a t im e where actors had very lit t le t im e on their  hands, or m ore urgent  topics for field team s 
were not  always prior it ized by HQ or support  organizat ions. 

1 8  On the topic of biases, we recom m end watching the recording of the 2 0 2 0  GeOn G ex p er ien ce- sh ar in g  session  on the 

im pact  of the COVI D-19 cr isis on data pract ices

Th is a lso  q u est ion s t h e ab i l i t y  o f  NGOs t o  g o  on e st ep  f u r t h er  in  si t u at ion  an aly sis, w h i le  t oo  o f t en  
t h e an aly sis r em ain s at  a  d escr ip t i v e st ag e an d  f a i l s t o  p r ov id e in sig h t  f o r  op er at ion al  d ecision s. 
Th er e is a  n eed  f o r  m ean in g f u l  an d  accu r at e in f o r m at ion  an d  r ep o r t s, an d  f o r  t h at  an aly sis n eed s 
t o  b e r ef in ed .

During the project , several organizat ions m ent ioned they would n eed  t o  b u i ld  f u r t h er  cap aci t y  in  
d at a an aly sis ,  with potent ially the support  of aid actors specialized in situat ion analysis. More 
specifically, they expressed the need to be able to:  

- Decide on what  they need to know, 
- Design an unbiased analysis plan (as m uch as possible) ,
- I dent ify operat ional decisions that  can be m ade based on this analysis.

1 0

 4 Ref lect ion  on  H2 H su p p or t  m od al i t ies

 3 St r en g t h en in g  d at a l i t er acy

https://mapaction.org/
https://www.youtube.com/watch?v=e0hnJOuAJNc&t=391s
https://www.youtube.com/watch?v=e0hnJOuAJNc&t=391s
https://www.youtube.com/watch?v=e0hnJOuAJNc&t=391s
https://www.youtube.com/watch?v=e0hnJOuAJNc&t=391s


This project  was co- funded by the French Developm ent  Agency (AFD)  and the H2H Network?s 
H2H Fund, the lat ter supported by UK aid from  the UK governm ent . Nevertheless, the ideas 

and opinions presented in this docum ent  do not  necessarily represent  those of the H2H 
Network, UK aid and AFD. This resource was produced by CartONG and benefited from  the 
m ethodological advice and in-depth review of Groupe URD, as part  of it s support  to CartONG

in the fram ework of the current  project .
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On the one hand, it  appears that  the generalizat ion of rem ote work coupled with a global cr isis 
increased the need for inform at ion, leading to the m ult iplicat ion of com m unicat ion channels and 
inform at ion flows within NGOs. They had to rely m ost ly on the people that  were st ill able to access 
the field:  the end of the hum anitar ian chain, that  is to say nat ional essent ial staff, local partners, and 
ult im ately local com m unit ies. These t ransfers of responsibility did not  always com e for them  with the 
proper acknowledgem ent , t rust  and/ or decision-m aking power, result ing in increased pressure to collect  
data or inform at ion without  owning the purpose of the process.  I t  a lso  r a ised  q u est ion s ab ou t  t h e 
r o le o f  t h e en d  o f  t h e h u m an i t ar ian  ch ain , w h en  i t  com es t o  co l lect in g  d at a an d  t o  in f lu en cin g  
si t u at ion  an aly sis an d  d ecision - m ak in g  p r ocesses w i t h in  NGOs.  On the other hand, we have also 
witnessed n ew  op p or t u n i t ies f o r  m or e co l lab o r at iv e w or k , an d  co - con st r u ct ion , w i t h in  NGOs an d  
t h u s g r eat er  ow n er sh ip  of processes, system s and workflows by field team s.

NGOs have also tended to rely a lot  m ore on rem ote data collect ion, such as phone surveys or digital 
CRM, but  new tools or new processes have often not  been enough to close the gap of inform at ion 
created by the lim ited access to the field. As NGOs focused m ost ly on quant itat ive data collect ion and 
report ing system s to understand field situat ions, t h e n eed  f o r  a  com p lem en t ar y  
q u an t i t a t i v e- q u al i t a t i v e ap p r oach  w as d eep ly  f e l t  t o  en su r e a m or e com p r eh en siv e si t u at ion  
an aly sis an d  t o  l im i t  b iases in d u ced  b y  r em ot e si t u at ion s on  t op  o f  o t h er  b iases u su al ly  m et  in  
h u m an i t ar ian  set t in g s, in  p ar t i cu lar  i ssu es o f  r ep r esen t at iv en ess.

To increase the overall quality of analysis within the hum anitar ian sector, two m ain elem ents stand 
out . First ly, it  is k ey  t o  b e h on est  ab ou t  p o t en t ia l  b iases  in one?s data, to allow other NGOs to use 
(and m aybe com plem ent )  data that  has already been collected. Secondly, there is a need to r e in f o r ce 
t h e h u m an i t ar ian  sect o r ' s ab i l i t y  t o  p r od u ce in - d ep t h  d at a an aly ses w h ich  p r ov id e in sig h t  f o r  
op er at ion al  d ecision - m ak in g .

Overall,  the cr isis highlighted the n eed  f o r  in cr eased  d at a l i t er acy  w i t h in  NGOs and their  team s - a 
recurr ing considerat ion in the hum anitar ian I M com m unity. I n som e cases, the poor understanding of 
the issues surrounding data resulted in NGOs being unsure about  how to art iculate their  needs for 
support  in term s of I nform at ion Managem ent  - which further com plicated the ability of HQ and also 
H2H organizat ions to provide relevant  support  and resources. Addit ionally, it  so happens that  often 
NGOs act u a l l y  n eed ed  in - d ep t h  I M su p p or t  g o in g  w ay  b ey on d  t h e cu r r en t  cr i sis,  em phasizing the 
idea that  m any of the I nform at ion Managem ent  stakes and issues were already known but  had been 
highlighted or reinforced by the COVI D-19 cr isis. Hen ce t h e cr u cia l  n ecessi t y  t o  st r en g t h en  NGOs? I M 
cap aci t ies in  t h e lon g  r u n .

1 1

Part  5

Con clu sion

Looking back, it  seem s that  the r ight  t im ing for releasing resources (guidelines, tutor ials, etc.)  m ay 
not  be at  the peak of a cr isis. Wise m edium -term  investm ents based on the feedback of field team s 
can be m ore im pact ful than just  creat ing an autom ated dashboard or producing guidelines at  the 
beginning of a cr isis, even if both processes can work sim ultaneously.
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