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Recommendation for the management of Feedbacks and Complaints Response 

Mechanisms (FCRM) in the Context of Covid-19 

 

Solidarités International  

Last updated: 20/04/2020 

Adapted from: CartONG, Covid-19 crisis: how to adapt your data collection for monitoring and 

accountability?, April 2020 

 

1. Objective 

The Covid-19 pandemic is already impacting or will certainly impact the FCRM put in place within the 

mission (suspension of activities, loss of access to the field, etc). However, even if activities are 

suspended and/or if you are working remotely, it is important to maintain open communication channels 

for the affected populations.  

 

As a humanitarian actor, it is our responsibility to be able to respond to feedbacks, complaints, questions 

from affected populations and to provide key information about the current pandemic. Without this 

capacity, our interlocutors may lose confidence in our system and us. 

 

The purpose of this document is to provide recommendations on how best to adapt existing CFRM to 

the current situation. It is complemented by the following documents:  

- Annex 1: Key Information on Covid-19 for hotline clerks - in a Q&A format, this annex 

provides Hotline clerks with the necessary information to answer questions from affected 

populations;  

- Annex 2: How do we talk about Covid-19? Dos & Don’ts - In the form of a short table, this 

annex provides some recommendations on the preferred words and phrases to use when 

talking about Covid-19 in a "Do No Harm" approach. 

 

For more information, you can also refer to the following two SI documents: 

How to address rumours and stigma in the context of Covid-19? 

Operational recommendations for covid-19 virus management, Community engagement - link with 

existing tools & protocols 

 

All the measures proposed below should be applied in compliance with coronavirus prevention 

measures and formal rules put in place at local level. 

2. Remote alternatives to FCRM  

If you can no longer maintain your usual mechanisms, you may, depending on your context and 

capacities, resort to one or more of the alternatives and adjustments listed below. 

Communication 
channel 

Purpose Practical tips 

Phone calls to 
your usual 
contacts 

Getting information/news  
 
Disseminating key 
information 

Use the phone dedicated to the hotline if existing  

SMS Responding to individual 
requests  
 
Send key information 

Use the phone dedicated to the hotline if existing  
 
Use existing databases to obtain the necessary 
numbers.  
 
Too many calls or text messages to affected 
communities can lead to a certain fatigue and 
can undermine acceptance of the systems 

These recommendations are based on information available at the time of publication and may 

evolve to reflect the publication of new recommendations and epidemiological data. 

 

https://solidarites.sharepoint.com/sites/intranet_missions/en-us/ressources/Ressources%20Techniques/EHA/Article%20documents/200414_SI_Covid-19_Rumours%20and%20stigma_EN.pdf
https://solidarites.sharepoint.com/sites/intranet_missions/en-us/Pages/Covid-19.aspx
https://solidarites.sharepoint.com/sites/intranet_missions/en-us/Pages/Covid-19.aspx
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Hotline  usual use  
 
Dissemination of key 
messages and 
information on Covid-19 
(see Annex 1) 

Reinforce your protocols:  
- Strengthen dedicated human resources;  
- Adapt the complaints register;  
- Train the teams dedicated to complaints 

management but also to the current 
pandemic (see Annex 1 and 2). 

Instant messaging 
applications 
(WhatsApp, Viber) 
and/or dedicated 
email address   

Getting information  
 
Responding to individual 
requests  
 
Dissemination of key 
messages and 
information on Covid-19 
(see Annex 1) 

For areas with a wide internet connection and a 
high use of instant messaging applications  
 
Use an approved SI email address/number 
 
Too many calls or text messages to affected 
communities can lead to a certain fatigue and 
can undermine acceptance of the systems 

 

In order to best adapt the mechanisms in place, ask yourself the right questions:  

- Are there any hotlines that have already been used in the area? What are the lessons learned? 

- Who among the affected populations has access to a telephone? 

- Can they answer in writing (SMS)? Or just orally (call)? 

- Is there a need to distribute phones? Chargers? 

- What is the best way to reach all those involved? 

- Where and how are the messages stored? 

- Can you really respond to each individual request?  

The principles of confidentiality and data protection must remain at the heart of all the adjustments 

made.   

3. Lessons learnt and attention points  

  

1. Even if your accountability mechanisms are primarily intended to ensure the continuity of your 

activities, you must include elements of response to the epidemic in them. The management of 

an epidemic depends heavily on the collective management of information about the crisis, and 

it is ethically impossible to ignore this aspect.  

 

2. If you feel that you do not have the capacity in terms of processes (ability to refer situations, 

etc.) and resources to respond to all requests, it is strongly recommended NOT to set up a 

FCRM. 

 

3. Anticipate a possible increased use or misuse of your communication systems 

 Include in your protocols the possibility of detecting "fake" calls ;  

 Increase the number of people in charge of the Hotline, to cope with the influx of calls;  

 Make sure that your teams are trained not only in complaint management but also have the 

key information related to the pandemic, in order to be able to respond to user queries. 

 

4. Anticipate that the Hotline will be used to obtain information about the pandemic but also to 

share alerts, information, rumours, etc. with you.  

 Refer to SI note "How to address rumours and stigma in the context of Covid-19? » ;  

 Adapt your complaint registers to include a category dedicated to rumours (for a sample of 

a rumour register, refer to the note mentioned above).  

https://solidarites.sharepoint.com/sites/intranet_missions/en-us/ressources/Ressources%20Techniques/EHA/Article%20documents/200414_SI_Covid-19_Rumours%20and%20stigma_EN.pdf

