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HUMANITARIAN INNOVATION FUND 
Interim Report 

 

Organisation Name 
Haitian National Red Cross Society & International 
Federation of Red Cross and Red Crescent Societies 

 

Project Title Mobile technology – listening to the voice to Haitians 

Problem Addressed / 
Thematic Focus 

Using technology to increase the effectiveness of 
beneficiary accountability 

Location Haiti 

Start Date 1 June 2011 

Duration 18 months 

Total Funding 
Requested 

£150,000 

 

Partner Trilogy International Partners 

Total Funding £4,737,206 

 
 
 

Reporting Period 1 June 2011 to 31 August 2011 

Total Spent During The 
Reporting Period 

£0 (under HIF budget) * Please see note below. 

 
*HIF expenditure: A laptop has been purchased, support costs accrued and a 
local staff member recruited from HIF funding. However, due to a delay in 
financial codes availability, these are reflected as IFRC expenditure at the 
moment; this expenditure will be reallocated and will therefore be  reflected in the 
next financial report under HIF expenditure. IFRC expenditure: The first 
evaluation of the beneficiary communications project has been completed and 
will be published in early October 2011. The Development Manager was 
recruited and beneficiary communications delegates’ time calculated. Voila 
(Trilogy) expenditure: Voila has sent 12,407,055 SMS between the period 
June-August at a cost of 1 Haitian gourde per SMS. 
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Box 1: Key questions asked 
of the first focus group 
 
The first focus group discussed 
people’s information needs and 
how the IVR would address 
these needs. Questions 
included were:  
a. What information do people 

get now from the Red 
Cross? 

b. What information is most 
important? 

c. What information do you not 
get? 

 
After listening to an audio script, 
focus group participants were 
asked: 
a. Is the information clear? 
b. Are the recordings too long 

or not long enough? 
 
 
 
 

ACTIVITIES CARRIED OUT TO DATE 

Recruitment of key staff 
During this reporting period, time was invested in recruitment of staff to develop 
and manage the project.  By the end of July 2011, an IVR1 Development 
Delegate was in place to work with the local service provider, VOILA, to remodel 
the existing TERA2 system, and to set up the IVR.  In addition, a local IVR project 
manager was hired, and in the time that she has been in place, has consulted 
with the International Federation of the Red Cross and Red Crescent Societies 
(IFRC) health, disaster management, water and sanitation and shelter 
departments to develop an IVR menu plan – a map of the information that will be 
posted on the IVR.  The project manager has also started writing scripts for these 
different information areas. Audio scripts were also recorded to be tested in focus 
group discussions. 
 
Focus group discussions 
Six focus group discussions were held in three camps with a view to sharing 
information on what is an IVR system, how people can interact with the system 
and what are their information needs.  
 
In total, 73 people participated in the focus 
group discussion.  The table at right gives 
a breakdown of the participants by age and 
sex.  Focus group graphic tools were 
developed to explain the concept of an IVR 
to complement the facilitatators’ 
explanations of how the system would 
work. Appendices A and B refer.  At each of the 
three locations, two focus groups were held.  
 
The results of the first focus group discussions 
showed that: 
a. 84 per cent of people have received information 

from the Red Cross 
b. what is most remembered is information 

pertaining to hygiene, health and shelter 
c. information most valued dealt with cholera and 

hygiene 
d. people wanted more general information on 

health issues and ambulance services 
e. the recordings were clearly understood and people felt the length was about 

right.  
 

                                            
1
 Introducing an interactive telephony system (IVR) will break down identified barriers to participation, namely low literacy, 

complicated systems and lack of familiarity with sending SMS. It will create a simple, timely and cost effective way for 
beneficiaries to share their views with Red Cross. 
 
2
 Immediately after the January 2010 earthquake in Haiti, Trilogy International Partners developed the Trilogy Emergency 

Relief Application (TERA) for its Haitian subsidiary, Voilà. This SMS system has transformed the HRC/IFRC’s ability to 
work with communities coping with disaster. Now Trilogy has granted the IFRC a free license to deploy TERA throughout 
the world. 

Table 1: Participants in focus group discussions 
by age and sex 
 
Age Range (years) 
 

Total Male Female 

30 to 70 
 

55 24 31 

Under 30 
 

18 7 11 

Total 73 31 42 
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The second focus group discussions placed emphasis on people’s participation 
in surveys, and centred on how well participants understood the purpose of a 
survey, and the preferred medium for implementing a survey, in the context of 
the IVR.   
 
The results suggested people do understand what a survey is and why they are 
undertaken. The groups reacted positively to the idea of an IVR as a means 
implementing a survey and indicated that important survey topics would be how 
many people are living in tents and who has access to latrines.  People 
understood the process much better when they heard an audio sample of the 
survey.  
 
Development of an IVR proposal 
During this reporting period, the IFRC has held discussions with local service 
provider, Voila, as well as a firm which specializes in IVR development.  These 
discussions have led to the development of an IVR proposal, which has 
subsequently been put out to tender.  The selection of a company will be 
complete by mid-September.   
 
Update of the existing TERA system 
A list of requirements needed for the update of the existing TERA system was 
submitted to Voila in June 2011 and work on TERA version 2 began in July. 
TERA version 2 will be ready for field testing by mid-September and will be 
operational by October 2011. 
 
Meetings with key partners 
In August 2011, the Haitian Red Cross met with Conatel, the broadcasting 
regulator in Haiti, seeking the institution’s support in inviting all local mobile 
service providers to support the Red Cross IVR Project.  Conatel agreed to write 
letters to all service providers to this effect.  Such endorsement from the 
regulatory body was encouraging, and highlighted the significance of the 
potential impact of the project overall. Since then, Digicel3, a key service 
provider, confirmed their willingness to house an IVR and facilitate free calls to 
this line from their network. This will mean both Voila and Digicel customers will 
have access to the Red Cross IVR and the opportunity to take part in surveys. 
 
This commitment from DIGICEL follows several weeks of negotiations on the 
installation of the IVR and TERA. While negotions regarding DIGICEL’s adoption 
of TERA to their network are still ongoing, it is a 
positive sign that the company is willing to house 
the IVR and provide free calls. Digicel have some 
concerns about joining a project being led by their 
competitor and it may take longer than hoped to 
get TERA onto the Digicel network, however 
discussions are positive. 
 
 

                                            
3
 Haiti’s largest telecommunications provider, Digicel, has 70 per cent of mobile users on their network. 

Box 2: Key questions asked 
of the second focus group 
 
a. What is a survey? 
b. Why do people do 

surveys? 
c. Are you willing to 

participate in surveys? 
d. What should the Red 

Cross ask you questions 
about?’. 
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Evaluation of IFRC beneficiary communications programme in Haiti 
A consultant was contracted to undertake an evaluation of the beneficiary 
communications programme in Haiti – including TERA.   The primary objective of 
the evaluation was to review the impact of the beneficiary communications 
programme in Haiti whilst gaining a better understanding of peoples’ information 
needs and the most effective channels to use. The review also sought to identify 
ways in which the Red Cross could increase two-way communications.  The 
consultant’s final report has been submitted, and will be made public at the end 
of September. Overall, the results of the evaluation are positive, particularly as 
relates to the SMS system. 
 
 
Planning of publicity events 
The team has been engaged in preparatory work to ensure that the use of these 
beneficiary communication methologies is recorded and publicized.  To this end, 
an article about the impact of beneficiary communications in Haiti, including the 
Red Cross use of TERA, will appear in the October issue of the Oxford 
University’s publication, Forced Migration Review. 
 
In addition, preparations have been underway for the hosting of a two-day 
workshop which will focus on the impact of beneficiary communications in Haiti.  
This workshop will be held in Haiti at the end of September 2011. This event will 
bring together all the Red Cross personnel working in beneficiary 
communications worldwide to discuss lessons learned, including the impact of 
TERA in Haiti. This event is part of a month-long project to develop beneficiary 
communications training tools and best practice, including TERA and the IVR. 
 
The use of mobile technology to reach people will be the subject of a 
presentation at the Red Cross Global Communicators’ Conference in Geneva, 
which will be held over the period 12 to 13 September 2011. The Haiti team 
prepared a powerpoint presentation and speaking notes, to be delivered by the 
IFRC Head of Media.  The impact of TERA and the introduction of an IVR will be 
delivered to over 200 Red Cross communications experts from across the globe. 

ACHIEVEMENTS TO DATE 

Three months into the project, much of the foundation work has been undertaken 
to progress the project in the months to come.  Key personnel have been 
recruited to develop and manage the project, and have made good progress in 
developing TERA version 2.  Based on discussions with major stakeholders, an 
IVR proposal has been developed and put out to tender, with selection of a 
service-provider expected by mid-September.  At the same time, consultations 
with the Haitian Red Cross and IFRC programme coordinators and other key 
staff have taken place, to gather information necessary to populate the IVR.  
Emphasis has been placed on promoting the IVR project across the Red Cross, 
with keen interest from partners internal to the Red Cross.  Already, six focus 
group discussions have been held, to test beneficiary interest in the system.   A 
beneficiary communications evaluation has been undertaken, the results of which 
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have been used to inform development of the IVR and TERA version 2.  The 
evaluation results will be publicized at the end of September.    

METHODOLOGY 

The Red Cross has employed a participatory methodology, ensuring that it has 
worked closely with all stakeholders - Voila, beneficiaries and IFRC operational 
teams.  This approach has enabled the beneficiary communications team to 
develop a robust IVR requirements proposal document that is technically sound, 
will meet the needs of the Red Cross, and be easy to use for beneficiaries. This 
participatory approach will continue as the IVR system is developed.  Both the 
TERA version 2 and IVR systems are still in the development phases. As such, 
more information on the use of these media as appropriate methodologies for 
two-way communication will be forthcoming later in the project, as both systems 
are field-tested and feedback is generated from the beneficiaries and other 
stakeholders.  At present, there is no need to revise the current approach. 

OBSTACLES AND STEPS TAKEN TO ADDRESS THEM 

Initally, there was some resistance from Digicel, who has some concerns 
entering into an arrangement with their competitor as a lead partner.  However, 
through ongoing discussions, the outcome appears favourable.  Digicel has 
confirmed its willingness to house an IVR and facilitate free calls to this line from 
their network.  An unfortunate challenge would be additional costs, due to 
Digicel’s insistence on a server being housed at their building.  This will not result 
in changes to the overall budget.  However, funds will be sourced by reallocating 
funds from within the HIF Budget, and from other Red Cross funding sources.  
The Red Cross will prepare a revised budget for approval by the HIF team. 
 
Additionally, it is unlikely that the IVR will be launched in month 3 of the project -
September. The tender process took longer than anticipated and information 
from companies with whom the Red Cross has communicated suggests that 
development of the system based on the required specifications may take 2 to 3 
months. The team anticipates a new launch date of November to December 
2011. However, this has not affected the collection and testing of information, to 
ensure efficient upload to the new system as soon as it is ready. As soon as a 
company has been appointed, a more detailed work-plan will be provided. 

UPDATED WORK PLAN / OBJECTIVES / MILESTONES 

All workplan objectives remain the same. However the launch of the IVR and the 
expansion of TERA to the Digicel network may happen later than previously 
envisaged.  As soon as the IVR company is appointed the beneficiary 
communications team will provide a revised timeline for the development and 
launch of the IVR.  All other activities are taking place as planned.  
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DISSEMINATION 

 An article about the impact of beneficiary communications including the Red 
Cross use of TERA will appear in Oxford University’s Forced Migration 
Review, due out in October. 

 A two-day workshop looking at the impact of beneficiary communications is 
planned for Haiti at the end of September. This event will bring together all 
the Red Cross personnel working in beneficiary communications worldwide to 
discuss lessons learned, including the impact of TERA in Haiti. This event is 
part of a month-long project to develop beneficiary communications training 
tools and best practice which will include TERA and the IVR. 

 The use of mobile technology to reach people will be the subject of a 
presentation at the Red Cross Global Communicators Conference in Geneva 
on 12 and 13 September. The results from TERA and the introduction of an 
IVR will be presented to over 200 Red Cross communications experts. 

 The beneficiary communications evaluation report will be formally launched in 
September, and distributed across the Red Cross and a wider audience. The 
formal launch will highlight the success of TERA and the introduction of an 
IVR. 
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Appendix A Focus Group survey diagram 
 

 
 
Appendix B Focus Group IVR Diagram 
 

 



Haitian National Red Cross Society

Phone and SMS Aid in Haiti

Total budget £4,737,206 USD - GBP 0.6 XE

(See GUIDANCE worksheet for details on each section) HTG - USD 0.025 XE

USD Total Project 

CostsLine Items Unit cost No. of units Total Budget Spend Budget Remaining no. units Total Budget Spend Budget Remaining no. units Total Budget Spend Budget Remaining no. units Total Budget Spend Budget Remaining

PROJECT ACTIVITIES (SUPPLIES/MATERIALS)

A1
IVR development and equipment at Voila (includes training for 

Red Cross staff and 1 year of service support)
£15,600 1 £15,600 £15,600 £0 £0 £0 £15,600

A2
IVR deveopment and equipment at Digicel (includes training 

for Red Cross staff and 1 year of service support)
£15,600 1 £15,600 £15,600 £0 £0 £0 £15,600

A3 Servers for Digicel and Voila £6,000 2 £12,000 £12,000 £0 £0 £0 £12,000

A4 E1 lines to link IVR to Voila £3,600 £0 £0 2 £7,200 £0 £7,200

A5 E1 lines to link IVR to Digicel £3,600 £0 £0 £0 2 £7,200 £7,200

A6 Upgrade TERA system and any modifications for Digicel £9,000 1 £9,000 £9,000 £0 £0 £0 £9,000

A7 Trilogy contract project management support £6,000 1 £6,000 £6,000 £0 £0 £0 £6,000

A8 SMS operation costs - micro-credit phone transfer for surveys £600 18 £10,800 £10,800 £0 £0 £0 £10,800

A9 TERA hardware and licenses for Digicel to apply on network £24,000 £0 £0 £0 1 £24,000 £24,000

A10
First review of beneficiary communications inc. TERA and 

*733
£11,400 £0 1 £11,400 £11,000 £400 £0 £0 £11,400

A11 Development phase focus groups £600 1 £600 £600 £0 £0 £0

A12 Mid-term review of TERA and IVR £3,180 £0 1 £3,180 £0 £0 £3,180

A13 End term independent evaluation of SMS and IVR £24,000 1 £24,000 £24,000 £0 £0 £0 £24,000

£123,180 £93,600 £0 £93,600 £14,580 £11,000 £400 £7,200 £0 £7,200 £31,200 £0 £31,200 £145,980

LOGISTICS

B1 Computer and phone for local staff member £960 2 £1,920 £1,920 £0 £779 £0 £0 £1,920

B2
Shipping, transport, taxes, duties and contingencies for IVR 

set ups (5% of total IVR costs)
£4,800 1 £4,800 £4,800 £0 £0 £0 £4,800

B3 Cost per SMS sent (1HTG) Voila £0.015 £0 £0 99299988 £1,489,500 £186,106 £1,303,394 £0 £1,489,500

B4 Cost per SMS sent (1HTG) Digicel £0.015 £0 £0 £0 198599976 £2,979,000 £2,979,000

B2 £0 £0 £0 £0 £0

£6,720 £0 £6,720 £0 £779 £0 £1,489,500 £186,106 £1,303,394 £2,979,000 £0 £0 £4,475,219

PERSONNEL / PERSONNEL SUPPORT

C1 Project Manager £1,500 18 £27,000 £27,000 £0 £0 £0 £27,000

C2 Development Manager £5,955 £0 3 £17,865 £6,128 £11,737 £0 £0 £17,865

C3 Data Analysis Officer £1,080 12 £12,960 £12,960 £0 £0 £0 £12,960

C4 Beneficiary Communications delegate time (30%) £5,955 £0 5.4 £32,157 £5,360 £26,798 £0 £0 £32,157

C5 Radio Prodcuer Officer (20%) £900 3.6 £3,240 £0 £0 £3,240

C6 Information Officer (20%) £900 3.6 £3,240 £0 £0 £3,240

C7 Translation Officer (20%) £900 3.6 £3,240 £0 £0 £3,240

C8 Audio Visual Delegate (10 days) £199 10 £1,985

C9
Outreach and dissemination: Trip to Panama to share TERA 

and IVR project with Beneficiary Communications Working 

Group (flights, hotel and expenses)

£1,700 1 £1,700 £0 £0 £1,700

C10
Outreach and dissemination: Trip to Geneva to share TERA 

and IVR project with Zone and National Socities
£2,300 1 £2,300 £0 £0 £2,300

£39,960 £0 £39,960 £65,727 £11,488 £38,535 £0 £0 £0 £0 £0 £0 £103,702

OVERHEAD (no more than 7%)

E1 Organisational management support costs 7% £9,720 1 £9,720 £0 £9,720 £0 £1,629 £0 £0 £9,720

£9,720 £0 £9,720 £0 £1,629 £0 £0 £0 £0 £0 £0 £0 £9,720

£150,000 £0 £150,000 £80,307 £24,895 £55,412 £1,496,700 £186,106 £1,310,594 £3,010,200 £0 £3,010,200 £4,737,206TOTAL COSTS

IFRCHumanitarian Innovation 

Total

Total

Total

HIF IFRC Trilogy Digicel

Total

Trilogy Digicel (potential partner)


