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1. Introduction

We were very pleased to be selected as STAR volunteers. For us it is as well an honour as a
responsibility to assist Yoneco during a certain period in creating a successful Child Helpline. In this
report you will find an extensive description of our stay with Yoneco and an outlook to the next year.
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3. Conclusions and output of program

DAY 1
Thursday, 10th August
Introduction session

We started our sessions with Yoneco with an introduction. Mac Bain, executive, director, explained the
fundaments and motivations of Yoneco in promoting advocacy and awareness for children’s issues in
Malawi. This helped us in getting a clearer view and understanding of Yoneco’s position in Malawi and
their relation to other NGO's.

Mac Bain then gave us insight into some of the relevant projects that they were doing at the moment.
It was very interesting to see that a lot of projects showed a lot of synergy and that their experiences
with these projects would be of great help for the child helpline. Also the contacts within the community
and with other NGO'’s in relation to these projects will prove to be a valuable asset in setting up the
child helpline.

The Yoneco team also introduced themselves to us and explained their reasons for joining Yoneco.

Our overall conclusion of this session was that Yoneco delivers a valuable service to the Youth of
Malawi. Especially Mac Bain and some of the junior management gave us the idea that they were
capable of running the organization and have acquired a lot of knowledge about the relevant issues.

We did have some concerns regarding the volunteers. In the morning session we did not get a very
good sense of their actual motivation or opinions. As they are the ones who will have to carry out this
project commitment from their side is crucial for the end result.

We decided to dedicate part of the afternoon session on getting more ideas and opinions from the
volunteers so that we had a better idea of their capacities.

DAY 1
Thursday, 10" August
Brainstorm session on the objectives of the logframe

In the afternoon session we first discussed in groups what was understood under the different
objectives, as they were mentioned in the log frame. Subsequently we discussed in the same groups
which sub activities would be related to the objectives and added a prioritization.

The result of this session was that there was a greater mutual understanding of what needed to be
done to implement the child helpline. We also now had a clear set of activities that was connected to
the objectives in the log frame. This gave us a framework to work with in the following sessions.

The afternoon session gave us much more insight in the capacities and opinions of the volunteers. We
received the feedback from Yoneco that it also helped them in structuring their approach to the project
and that it improved the commitment of the volunteers.



DAY 2
Friday, August 11"
Office site visits to Mangochi, Meet Police & Social Welfare in Mangochi

At first we paid a visit to the Mangochi office in Yoneco. A huge office with plenty of opportunities and
a very friendly and capable staff. Together with Eunice of Yoneco Mangochi we went to the local
police department in Mangochi.

In Mangochi they already have a special appointed Child Protection Officer, who shared his ideas
about a Child Helpline with us. In general the Mangochi Police Office reports around 60 cases of
abuse per month. On average around 8 of these cases a month concern children. The Police
Department however feels the real number of abuse with children is way higher. Three reasons are
mentioned why these cases are not reported to the Police. The first reason has to do with the culture
in Malawi and means that family business should be dealt with in the family or village. The second
reason has to do with the image of the Police. The image of the Police is not a very friendly one and
this is definitely a barrier for children to go to the Police. In the few cases that child abuse was
reported, most of the times an aunt or other family reported that a child was in danger. Besides of their
image, the Mangochi region is extraordinarily big and therefore to reach or get in contact with the
Police is not very easy.

The Police Department of Mangochi is very keen for a Child Helpline to start. They already have a
very good relationship with the Yoneco staff in Mangochi. For them it is a new way of how to reach
children in need of special care. Through a Helpline which offers easy access, it was their general
opinion that more children can be reached. They really hope that there will be many referrals and that
they can bring cases to court.

The Police did have two special points of attention for the Child Helpline. One dealt with the situation
of a child that had been taken away of his family because of abuse. The Police can only offer the child
food and shelter for a maximum of two days. There’s not enough funding for a longer stay and not
enough space. They were wondering what could be done in such a situation. Their second remark
was a more implicit one and also had to deal with funding. The police admitted that it was not always
possible to intervene in a family situation because of the outreach of a family. The money for fuel to
send an officer with transport to the more rural areas sometimes was not possible to their great regret.

The Police was also very cooperative about helping with the marketing and training of the Helpline and
their volunteers. It was clear that the cooperation between the Yoneco Mangochi office and the Police
was good so that they could achieve more.

DAY 2
Friday, August 11"
Office site visits to Mangochi, Social Welfare officer in Mangochi

The Social Welfare Officer in Mangochi recognized the need of a Child Helpline immediately as he
thought it contributed to the empowerment of children. The Social Welfare department in Mangochi
undertakes many activities for children and young adults. They have an extensive network of youth
clubs, where young people come for sports, entertainment and information. They already supply a lot
of information about child rights and interact with teachers at school. Actually one of the leaflets they
distribute about children’s rights already left some space for a Helpline.

The Officer gave us a better insight in the problems of children in Malawi. He thought the Helpline
would be a very good idea and was willing to cooperate in many ways. For example in distributing
marketing materials via the youth clubs.

However the Social Welfare in Mangochi also recognized the problem, which the Police already
mentioned. What can be done with families in which an intervention has been made and
consequently a problem of shelter and food for the child occurs?. He was very sorry to say that it was
a big problem for them to find a new place for a child in the first urgent weeks.



DAY 3
Saturday, 12" August
Finalisation of activity planning

In this session we created a realistic view of the timeline for the different activities. The biggest
challenge was putting this in a realistic time frame. One that would not contain too much wishful
thinking.

In this process we noticed that due to the fact the not all the activities had been thought out in detail
before there was no view of the critical path of the project. The session helped to identify and clarify
some key activities and especially the order in which they would need to be done. The idea with
Yoneco was that they would be able to fully go live on the 15" of September. Looking at the coaching
needed for the volunteers, the information building and coordination with the different stakeholders the
conclusion was drawn that a commercial go live would be too soon. The decision was made to set the
full go live (including a marketing campaign) on the day of the child (19th of November).

DAY 3
Saturday, 12" August
Consultation on telecom

For the technical implementation of the helpline we had a meeting with Mac Bain and his management
on what the specific needs for the helpline were regarding telecom facilities. We discussed the
possibilities and probable hurdles that we could identify:

The biggest problem on the telecom side was that there was a problem with the fixed lines to the
Yoneco office. This problem had already been discussed with Malawi Telecom and they came up with
a solution.

On the other side there had to be a simple four digit number for the child helpline. We identified that
this required the cooperation of all the telecom operators (fixed and mobile). It was unclear what the
possibilities and costs would be to implement this, or even if this was possible. The meeting later in the
week would be used to get a better picture and create a final solution.

DAY 4
Sunday, August 13"
The determination of data fields and creation of database

One of the conditions for a well running Child Helpline is a database. During the first days the
necessity of a database was confirmed. Both to define the success of a database and to inform the
network of stakeholders.

At first a decision had to be made about the system in which a database would be kept. We defined
important conditions and one of these conditions was that the system would have to be easy and
accessible to many persons. In this starting period of the Helpline we decided not to buy or implement
specific software at first but to start with either an excel or access database. Because of the existing
knowledge within Yoneco the decision was made to make a database in excel.

One of the success factors for a database is knowing which information one would like to store. It's
common known that the more information must be kept, the less likely people are going to fill in this
information. The basics of the Yoneco database have been defined with the annual report of the Child
Helpline International.

The following information is going to be kept:

Caller Gender
Child Male
Adult Female

District Age

Zomba 0-5



Balaka 6-10

Mangochi 11-15
Machinga 16-20
Other 21-24
>25
Issue
Abuse and violence Referral
HIV/AIDS Police
Sexuality and relationships Hospital
Commercial exploitation Social Welfare
Child labour Other
Psycho/social help
Other

Furthermore a process had to be created to make sure that all the calls would end up in the database.
The appointment was made to use a form (ANNEX) which will be filled in during every call. At the end
of the day the forms will be typed into the database. Special attention was paid to the referrals,
because these cases definitely needed a follow up. We decided that it would be best to keep a paper
file of the referral cases. At the form, in case of a referral, the name and address of the child will be
noted. The form will be typed into the database and afterwards the file will be kept in a cupboard with
the volunteers. In case a follow up will be done or the child or one of the stakeholders will give a call
the file can quickly be found.

After many decisions were taken we could start with the creation of a database. To make sure that
more people can use the database, we started creating a database with a small group of volunteers.
Everyone had some time to practice and we imitated some forms, which had to be typed into the
database. This version of the database was open to the volunteers for a couple of days, so they could
practice even more, before the final version of the database was installed.

DAY 4
Sunday, August 13"
A meeting with the local IT systems administrator

We discussed the current IT situation and requirements for the helpline with the IT administrator. He is
a professor at Chancellors College who graduated in IT and mathematics and helps Yoneco with their
IT.

It was very pleasant to see that Yoneco did have access to a knowledgeable IT consultant. The
drawback is that they do need to pay him and that within the company there is very little IT knowledge.
Most people know basically how to operate the programs they have to use, but there is no knowledge
beyond that.

For the start of the helpline we don't see this as a big concern, but when IT requirements expand it is
important that the level of knowledge is improved. We believe some basic training (online, books or in
a course) would help Yoneco to be more self sufficient.

We also discussed a simple system to back up the database on a CD-ROM on a weekly basis.

DAY 5
Monday, August 14"
Meeting with Community Policing unit at National Police Headquarters in Lilongwe.

We had a meeting with the Community Policing Unit at the Police HQ in Lilongwe. They are an
important stakeholder for the child helpline. The objective of this meeting was to discuss their views on
the child helpline and see which structures they already have in the community and where they would
be able to help.



The community policing unit was set up especially to extend the reach of the police to the local
community. They have different programs that focus on different community problem areas. The
appointing of dedicated child protection officers has come from this unit.

We were pleasantly surprised by the openness of the conversation. It seemed that the Malawian
police had identified the youth abuse and advocacy problem in Malawi. Like the social welfare office
they make use of youth clubs to interact with the (rural) community. They see the child helpline as a
very valuable tool in promoting child advocacy and acknowledge that there is still a barrier for children
to approach the police.

Besides Youth advocacy and prevention of child abuse they also identified the problems of juvenile
delinquency and the problems of rehabilitating these youths. Although this matter does not directly
affect the child helpline these children often have a background of abuse and neglect.

Although the meeting was very positive it was very striking to see that also here the matter of
resources on the side of the police was identified as a problem. Simple things like lack of fuel to pick
up a child can hamper the effectiveness of the referral process. Also the lack of possibilities in
harboring a child for a longer period of time was identified as a critical element.

All over we experienced the discussion as positive but we do see that there has to be close
cooperation between Yoneco and the Police in the referral of problems. We believe that the network
meeting will be crucial in this case as it gives an opportunity for all the stakeholders to tackle the
problems together and perhaps come up with some creative solutions.

DAY 5
Monday, August 14"
Meeting with CEYCA in Lilongwe

CEYCA is an NGO based in Lilongwe. Their focus is predominantly the same as Yoneco’s. We
discussed their ideas about the Child Helpline.

CEYCA was very enthusiastic about the Child Helpline. As their focus is similar to Yoneco’s they see a
lot of added value in the initiative. Because they are more focused on the central region and mostly in
the Lilongwe area they might prove to be a valuable partner in this region.

In this meeting CEYCA confirmed that there is a great need for the Child helpline. In the field they
often saw that there are a lot of beliefs that have to be toppled in order to attack problems at the grass
root. For instance the belief that a girl who uses a condom is considered a prostitute is a key factor in
fighting for awareness on HIV/AIDS. They also confirmed that the abuse of children was still too
common and that either children, neighbors or other people involved dare to speak up for risk of
prosecution.

During our discussions a very valuable point was raised regarding the care of abused children.
Besides referring children and helping them in their present situation CEYCA pointed out that it is also
very important to make sure these children are taken care of after the crime has been prosecuted.
Rehabilitation into a regular life is a key element to prevent victims becoming a perpetrator. Although
this point is very hard to fit into the scope of the Child Helpline itself, it is important that stakeholders
involved with rehabilitating children are also involved in the process.

DAY 6

Tuesday, August 15"

A meeting with Masozi about the project organization

One of the first things we noticed was the very busy agenda of Masozi and MacBain. It seemed that all
the activities were surrounded around these two men. The volunteers were very enthusiastic about the
Helpline and had a lot of good ideas but could not contribute thoroughly to the plan. In a meeting with
Masozi the three of us talked about a project organization, in which everybody has its own
responsibilities. Masozi would of course be the central point in this organization, with a delegated



mandate by Mac Bain. The different activities which had been stated during the first days were already
clustered and could now be divided.

This resulted in a project organization in which every Yoneco-Child Helpline member has a
responsibility. The project organization is pictured below:

NE,  The child Helpline
- “Let the Child speak”
Mac Bain H tectne peak
Executive
Director
Masozi
Program
Training Officer The Helpline
lan / _ Mac Bain
- Makomber Masozi
Networ!( Database
Masozi .
-Bornrich Victor
-Charles
Office
Ambassadors v Ethel
Talent -Pachalo
Marketing
Khumbo
-Talent
-Mercy
DAY 6

Tuesday, August 15"
A meeting with Malawi Telecom and Celtel

We had meetings with both Malawi Telekom and Celtel to make an inventarisation of which
possibilities there were for implementing a four digit number for the Child helpline.

Both meeting gave us more insight into the possibilities of implementing a short number. Although
Celtel offers this option in their network, we would have to negotiate with Malawi Telekom and
Telekom Networks. In the meeting with Malawi Telecom we found out that they could only provide a
long number that started with 8000xxxx. This nhumber would be accessible and free from all networks.
It would also be possible to route the calls to this number to different locations depending on their
origination. A short number might be possible but this would involve a long procedure with the national
regulator.

We made the decision to start with the long number from Telekom Malawi en continue to explore the
possibility of implementing a four digit number. In any case there is a concern regarding the costs as
these will have to be paid by Yoneco for each call that is made to the number. At the start of the Child



Helpline this will not be a major issue but as it might get successful these costs will have to be
budgeted.

DAY 7

Wednesday, August 16"

The testing of the sms bulktool

The Yoneco organization was very keen upon the testing of the sms bulktool. Different stakeholders
knew about this inititiative and agreed upon the innovative character of Yoneco.

The testing of the bulktool was facilitated in the Netherlands by two KPN colleagues who were
simultaneously programming the tool. In first instance the text messages were not sent to all the
mobile providers in Malawi. Later tests during the morning did result in a working sms bulk tool.

Mac Bain and Masozi were really thrilled and within 15 minutes the first text message from Yoneco
was sent to a group of stakeholders, announcing another new initiative by Yoneco to reach children
and youth.

DAY 7
Wednesday, August 16"
Finalizing meeting with project team and evaluation with Masozi and MacBain

In the final meeting with the project team the project organization was shared among the group and
the last questions were being asked. There could be no doubt that the group had learned to share
their ideas more and everybody knew about the goal and planning of the Child Helpline. Within the
group everyone had the possibility to review this intensive week and express their feelings, wishes and
concerns. One goal was expressed by all; “Let the child speak”.

The evaluation with Masozi and Mac Bain resulted in their following remarks about this week:

- Throughout the week the contents of the project became clear to the whole group and some
areas, which were not known, to everybody became more clear.

- Itwas a very good possibility to get more insights in the different stakeholders.

- The reviewing of the work plan was done well and resulted in a realistic and useful timeline.

- It was a pity that the meetings that were planned with Unicef and the Police and Social
Welfare in Zomba were postponed due to last minute cancellations by those parties.

- The English level of the volunteers was better than Masozi and Mac Bain expected, which
made the communication very easy.

- The first day which was used to clarify the project also resulted in isolating certain issues,
which made them easier to handle.

- The mobile technical information was very useful and on beforehand this information was not
available at Yoneco.

- The coordination of the organization with different responsibilities will help us realizing this
project and offered a new view on the team and project.

- We made visible progress, which motivated all.

In this last meeting we also expressed the importance of the network meetings and the fact that the
budget needed to be updated.

4.) The role of the STAR Program

In the work plan we focused specifically on three subjects, technical consultation, project management
and capacity building (sharing knowledge). For Yoneco two points were central, namely the IT
knowledge in general and our telecom background. During our stay we noticed that the empowerment
of the Yoneco staff including the volunteers was important as well and could contribute to the Yoneco
organization for this project.

Besides the technical role, we tried to coach the organization also in a broad sense. This consisted of
coaching of Masozi; structuring the project; creating commitment in the project team among all the



members. It was very motivating to see a big improvement in the contribution of all the team members
throughout the week. The first days not everyone had an idea or an opinion about the Child Helpline.
During the week the feeling of mutual responsibility grew stronger day by day. By the end of the week
everyone had an outspoken opinion (and responsibility) about how to proceed.

The IT consultation consisted of three parts. Our telecom knowledge about the setting up of the line
and the contribution of the Telco’s proved important during our talks and will help with possible
negotiations in the future. We were together able to define the less expensive structure of the line,
however the budget still needs attention. Secondly we helped to make a simple database for reporting
purposes. We mainly focused on teaching the group to use the database by itself. We in general
explained the use of computers and the excel program. Further training may be useful in the future. At
last we noticed that the IT knowledge was available within the system administrator that occasionally
visits Yoneco. It proved hard to put the database on only one computer with a CD burner, so that we
would have a stable and secure way of backing up the database.

Towards the future we exchanged opinions with Yoneco about the STAR program. Yoneco preferred a
second visit from us after a period of 3 — 4 months, focusing on the general IT of Yoneco and the
sharing of the experiences with the Helpline so far. From our point of view it would be best to evaluate
the next couple of months to decide upon the best way to use our next visit. We feel that the general
IT consultation could be best done by someone close to Yoneco, like the system administrator.
However we think that the entire Yoneco staff could benefit from a more extensive knowledge of
computers and programs. We are willing to prepare such a training, however it could be given locally.
We do feel that it would be good to join in a network meeting where we will be able to meet all
stakeholders at once and we could share the first results and see which next steps should be taken.
This only makes sense at a moment at which we have had a certain number of calls and referrals. If
there won'’t be any calls, this would mean that we need to reevaluate the line and proceed with
different steps. The penetration of mobile and fixed line in Malawi is very low, however the Child
Helpline also takes care of letters, emails and visits. There is a chance that we need to move the
emphasis from the calls to these activities.

Until the end of this year, or as long as its needed, we will have a two-weekly call to monitor the
progress of the project. We will evaluate the cooperation and proceedings of the line after a two month
period with a certain amount of calls. We're thinking of 30 clients per week.

In our opinion it is extremely important to evaluate these first months really well and take further action
depending on what is needed. For example an option is to share knowledge with a nearby Child
Helpline (e.g. South Africa or Botswana) in case further counseling techniques are needed. Or it could
become relevant to explore the possibility of own transport in case more interventions are needed.

In case the Child Helpline is successful locally, partners for a national implementation should be
approached. We think that this will become clear after the first period. As the Child Helpline officially
starts mid November, hopefully in February more results are available to make more long term plans.

This could also be a good moment to evaluate the current database and continue an exploration to a
software program made for these activities.

5.) Aspects of organizational strengthening and intervention strategies
Our contribution to the STAR Program consisted of two aspects so far.

Human Resource Development
- 25 % Attitude and motivation: our goals were to change attitudes and motivation into a
stronger and hands-on approach.
- 5 9% Management skills: in individual meetings with Masozi and MacBain we shared ideas
about operational management, HR management (competence management) and involving
an organization by delegating responsibilities.

Organizational Development



25 % Strategy and policy: we used the log frame to refine the three objectives into activities
and to create a planning for launch and the first year.

10 % Structure: by combining activities and goals a better structure to manage the project can
be made.

10 % Staff: by creating a project organization using the qualities of the entire staff better
results can be expected.

25 % Technical skills: the use of excel and a database were thoroughly teached to a small
group of staff which can use the database and create graphs which can be used for the
network meetings or evaluations with funders. Besides that we explained the management
team the basic principles of a Helpline by also explaining the structure of mobile and fixed
lines.

The Institutional development is more relevant when the network cooperates on a more regular basis.

The Intervention strategies that we used were:

15 % Training: the training on IT

35 % Coaching: the team and the staff in setting up the project. Taking into account the
different opinions and trying to influence the team into a common vision and plan

25 % Facilitating: In the first sessions we facilitated the process of creating an idea that
needed to be done and facilitated the process of envisioning a Helpline. Also an important
milestone was reached in the brainstorm on the name and motto.

25 % Advising: consulting on IT and running a project.



