
Feedback and Complaints Response Mechanism during COVID-19 

 

 

 

 

 

 

 

 

Internal referral to 
protection/livelihoods team for 

further assessment  

Based on assessment, 
callers/complainers are informed 

about the result or further externally 
referred 

Information provided through the Facebook, 
calls and messages  

• Facebook – such as how to apply for 
masks online  

• Calls – information about the existing 
situation of services  

• Messages – Awareness on COVID-19 
awareness  

Tangible assistance such as request for 
cash, in-kind support etc. 

 

Non-tangible assistance such as request for 
information 

 

Hotlines  Facebook page 
Information awareness 

survey 


