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1. Acronyms:

JPF
AAR Japan
RPF
JCI
FGD
KII

HH
FHH
CC

CFS
RAC

IP
UNHCR
PwD
GBV
NGO

: Japan Platform Foundation
: Association for Aid and Relief, Japan (AAR Japan)
: Regina Pacis Foundation

: Junior Chamber International

: Focus Group Discussion

: Key Informant Interview

: Household

: Female Headed Households

: Community Center

: Child Friendly Space

: Refugee Accommodation Center

: Implementing Partner

: United Nations High Commissioner for Refugees
: Person with Disabilities

: Gender Based Violence

: Non-Governmental Organization

2. Project Monitoring Information:

Program

Ukraine Humanitarian Crisis

Project Name

Protection of Refugees and Host Community populations based at Community
Center and Child-Friendly Space in the Republic of Moldova

Start date

31 March 2023 End date | 31 March 2024

Days

367 days

Member NGO

AAR Japan Contact Person

Implementing

Regina Pacis Foundation

(RPF)
Contact Persons

Partner Junior Chamber
International (JCI)
Project Implementation Status Ongoing

3. Evaluation Purpose:

As part of its mandate and responsibility, Japan Platform Foundation (JPF) aims to ensure the
quality of monitoring and evaluation (M&E) of the projects that it funds. The JPF M&E team
for this specific mission visited the project location (Chisinau and Falesti) and conducted in-
person interviews with a wide range of participants (AAR staff, RPF staff, JCI staff,
beneficiaries, a local authority in Falesti). The objectives of this mission were:

* Verify that the project activities are being implemented according to the project proposal;

* Verify that the humanitarian principles and standards are respected;

* Understand the beneficiary satisfaction and feedback;

* Analyse the impact of the project with the available data;

* Provide technical advice and feedback to improve the project;




* Identify additional technical assistance and other resources that may be needed;
* Facilitate and obtain agreement for mid-course corrections, if needed.

To sum up, JPF monitoring and evaluation aims to assess progress towards project objective
and results, to identify and document lessons learned, including human interest stories and to
contribute to the development and improvement of the projects of NGO partners. Thus, JPF
monitoring and evaluation aims to serve both accountability and learning functions.

4. Context

As the war in Ukraine continues with no resolution in sight, 3,7 million people from Ukraine
are internally displaced'; over 6.3 million have sought refuge abroad, with 5.9 million refugees
from Ukraine recorded in Europe in December 2023.2 The Temporary Protection Directive
(TPD) in the European Union, which was recently extended until March 2025, and Moldova’s
Temporary Protection regime, which came into effect in March 2023, have provided the
refugees from Ukraine with a framework to enable their access to rights and services in host
countries.> However, there are challenges to the consistent and adequate implementation of
TPF, which prevents the most vulnerable groups from accessing services and fulfilling their
rights.

In Moldova, there were 113,000 refugees from Ukraine in October 2023, 58% females, 46%
children and 18% older persons.* As for the legal status of Ukrainians in Moldova, around
21,300 Ukrainian refugees have been granted Temporary Protection Legal status in Moldova;
nearly 7,000 citizens of Ukraine have been granted resident permits (either permanent or
temporary), and around 400 refugees are asylum-seekers or have been granted refugee status or
humanitarian protection.’

Intention surveys among Ukrainian refugees in host countries show that many hope to return to
Ukraine one day but only 14% plan to do so in the near future; with the majority of the Ukrainian
refugees planning to remain in their host country where they require continued support to meet
their basic needs, access key services and become a part of the socioeconomic life in host
countries.® Thus some 86 per cent of refugees from Ukraine in Refugee Response Plan (RRP)
countries note that they have at least one urgent unmet need, including access to food,
employment, healthcare, accommodation, or material assistance. Furthermore, nearly a quarter
of refugee households indicate having at least one member with a specific vulnerability.

As for the vulnerability levels amongst the Ukrainian refugees in Moldova, it is estimated that
around 70% of total refugee population requires support to cover their basic needs, with
approximately 15% classified as extremely vulnerable due to multiple layers of vulnerabilities
within their households.” 2024 Refugee Response Plan (RRP) planning figure for Moldova is
90,000 refugees and 55,000 host community members.® With the vulnerability level figures

1 https://dtm.iom.int/reports/ukraine-internal-displacement-report-general-population-survey-round-14-
september-october?close=true

2 https://data.unhcr.org/en/situations/ukraine

3 https://humanitarianaction.info/document/global-humanitarian-overview-2024/article/ukraine-rrp-0

4 https://data.unhcr.org/en/documents/details/104810

5 https://data.unhcr.org/en/documents/details/104810

6 https://humanitarianaction.info/document/global-humanitarian-overview-2024/article/ukraine-rrp-0

7 https://reliefweb.int/report/moldova/ukraine-situation-moldova-basic-needs-socio-economic-vulnerability-
and-multipurpose-cash-assistance-october-2023

8 https://data.unhcr.org/en/documents/details/103247
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mentioned above, this means that around 63,000 Ukranian refugees need support to cover their
basic needs, and out of these 9,450 are to be defined as extremely vulnerable. Furthermore, in
the Refugee Response Plan for Ukraine, the host community members are included in the target
population figures only in Moldova where the strain of hosting refugees has put considerable
pressure on the already scarce local resources.’

5. Evaluation Methodology
5.1. Methodology and approach

This JPF Monitoring and Evaluation has assessed AAR Japan project “Protection of Refugees
and Host Community populations based at Community Center and Child-Friendly Space in the
Republic of Moldova”. The project start date is 31 March 2023 and the end date is 31 March
2024. The M&E field visits took place between 25 and 27 September 2023 (approximately 6
months after the project start) and included face-to-face interviews and FGDs with AAR staff,
RPF staff, JCI staff and beneficiaries. The M&E visit started with an in-person inception
meeting with AAR staff and ended with a brief exit meeting.

The interviews and FGDs in Chisinau took place at AAR Community Centre in Chisinau. In
Falesti, the interviews and FGDs took place at the Child Friendly Space (CFS) run by JCI. In
addition to the interviews and FGDs, the M&E team observed the activities at both the
Community Centre and the CFS, as well as visiting the RPF location in Chisinau that is used
for medical consultations. The M&E team were assisted by two Ukrainian translators, when
necessary, who facilitated communication in Ukrainian and Russian (with Moldovan host
community members).

5.2. Methods & Tools

The starting point for the JPF M&E was the Evaluation Matrix which provided the key
Evaluation Questions. The evaluation followed OECD-DAC criteria and added Beneficiary
Complaint and Response Mechanism and beneficiary satisfaction components. The evidence
was gathered from a combination of document review, Key Informant Interviews (KlIIs), Focus
Group Discussions (FGDs) and observation of project activities.

The methods used included:
In Chisinau:

e Inception meeting with AAR Program Coordinator, AAR Technical Program
Manager, 2 AAR CC Project Assistants, Regina Pacis Program Coordinator.

e KIIs with AAR staff (3 KlIIs, with AAR Technical Program Manager, AAR Moldova
Country Representative, AAR CC Project Assistant)

e KIIs with beneficiaries (6 KIIs)

e FGDs with beneficiaries (5 FGDs, a total of 19 beneficiaries)

e Observation of CC activities as well as activities at the “old community centre” where
current Regina Pacis medical assistance of case management and other projects take
place.

° https://data.unhcr.org/en/documents/download/103819
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In Falesti:

e Inception meeting with JCI staff (JCI centre administrator, 2 tutors, 1 psychologist
and Moldovan education department representative).

e KIlIs with JCI staff (4 KlIIs, with the JCI psychologist, 2 tutors and centre
administrator)

e KII with a Ukrainian beneficiary woman (1 KII)

e FGD with beneficiaries (6 Moldovan (host community) women)

e Observation of the Child Friendly Space activities

5.2 Limitations

In addition to a field visit and qualitative data collection, this M&E mission originally aimed to
use a telephone survey to collect data from a representative sample of beneficiaries. However,
logistical arrangements, including timely access to the most recent beneficiary lists and phone
numbers and ensuring the technical background to make the phone calls, took considerably
longer expected. The initial idea was that the quantitative data via surveys would
simultaneously support the qualitative data collected through KlIs and FGDs. Since this was
not possible, the M&E team decided to make an effort to collect qualitative data from as many
beneficiaries as possible and made an effort to increase the number of FGDs in addition to the
KIIs that aimed to collect more in-depth qualitative data from the beneficiaries. Furthermore,
to offset the lack of quantitative data, the M&E team ensured that the beneficiaries who took
part in KlIIs and FGDs represented all types of support provided by the project. Thus, it was
ensured that the selected beneficiaries who were interviewed were not limited to specific types
of support; they reported their feedback on all the different modalities of the support offered by
the project.

Another limitation of the M&E mission is that due to the unplanned and unavoidable absence
of a colleague in the M&E team, it was not possible to conduct KIIs with external stakeholders
except for the Ministry of Education representative in Falesti. In an attempt to compensate for
this, the M&E team expanded its document review and asked additional questions to the project
staff about their knowledge of and cooperation with local, UN and (I) NGO partners.

The M&E mission decided not to conduct any HH visits upon the recommendation of the local
and national staff who advised that this was not a usual practice in this context.

6. Key Findings

6.1. Relevance
Key Finding - 1: Project relevance to the needs of the beneficiaries

AAR Japan’s “Protection of Refugees and Host Community populations based at Community
Center and Child-Friendly Space in the Republic of Moldova” is responsive, appropriate and
relevant to the changing needs of the refugees and host community members. The project aims
to improve the protection environment by providing a safe space for refugees and host
community residents, as well as ensuring access to necessary assistance through two
components:

e Component 1
v Operation of a community center (CC) in Chisinau by AAR Japan and Regina Pacis
Foundation.



v" Social activities (regular and one-off activities) provided by AAR Japan.

v' Case management provided by local implementing partner Regina Pacis
Foundation (RPF) at CC, including PSS, medical assistance and basic needs
assistance.

e Component 2

v Operation of Child Friendly Space (CFS) in Falesti by Junior Chamber International

(JCI).

Within component 1, the CC in Chisinau by AAR Japan offers a wide range of activities
catering to the needs of various age groups, overwhelmingly attended by women and children
from the Ukrainian refugee community. The regular activities for women and elderly people
consist of casual dialogue and discussion sessions as well as handicrafts aimed at providing
emotional support and bolstering self-esteem. The age-specific activities for children combine
handicrafts, book clubs and physical games to stimulate creativity and improve well-being. In
addition to these activities that are conducted on a regular basis, the CC organizes excursions
that enable the refugees to explore the natural and socio-historical environment in Moldova.

Within component 1, RPF-run activities include PSS consisting of individual and group
sessions by the RPF psychologist, medical assistance consisting of a general check up by the
RPF doctor and referrals to external medical services, and the distribution of vouchers for basic
needs assistance to be used at a certain supermarket in Chisinau.

Within component 2, JCI-run activities at the CFS in Falesti include (1) activities for children,
e.g. handicrafts and activities that aim to help children express their feelings, improve their
communication skills and socialize with other children; and (2) parenting sessions once a month
for parents.

The beneficiary feedback on the activities was overall positive. KIIs and FGDs pointed to high
beneficiary satisfaction with all the activities above within the two components. AAR, RPF and
JCI staff were found competent, facilities well-and-appropriately equipped and the services of
good quality. Beneficiaries overwhelmingly stressed how much they appreciated the staff
attitude, which was found welcoming, polite and open to feedback and ideas for new activities
at the CC in Chisinau or CFS in Falesti.

One female FGD participant of AAR CC activities in Chisinau put this as: “What felt different
from different centers, there are smiles here. At other centers, they stare at us. It feels like home
here, a second home”. The 6 women who participated in the FGD in Falesti explained how the
Child Friendly Space activities helped their children socialize, carry out physical exercise and
express themselves better. They themselves benefitted from parenting sessions, which they
described as being very useful.

KlIs and FGDs were laden with numerous references to the financial needs and challenges to
fulfil basic needs including rent for accommodation, heating costs in the winter, bus fare to go
to doctor’s appointments, winter boots, and the continuing need for food and hygiene. The cash
assistance through the vouchers was thus found highly relevant and appropriate to their needs
by the beneficiaries. An older man with disability interviewed at AAR Community Centre in
Chisinau explained the relevance of the voucher assistance for him and his household as such:
“I am here with my wife. We rented an apartment near the airport. When we first came we had
some cash but it ran out fast. We have to pay rent. Public transport is expensive. I have to take
blood-thinning medicine due to my disability. It is quite expensive. 100 Euro per month. This
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support with the voucher has helped. The voucher is great because the food package doesn’t
have what you need or has too much of what you don’t need. Because of my disability, I have
a special diet”.

Similar to the older male beneficiary mentioned above, the voucher assistance was found
appropriate by all the interviewed beneficiaries also because it gave the beneficiaries the
freedom to choose the food and hygiene items they needed. One FGD participant woman in
Chisinau explained this as: “My daughters have health issues and have a special diet. It is great
since we can choose what we want”. This positive feedback on the relevance of the voucher
assistance was echoed by another female FGD participant: “It is more convenient to select what
you need. Food packages never have eggs for example”.

KlIIs and FGDs with the beneficiaries provided positive feedback on the relevance of other
project activities as well, with beneficiaries pointing to the need to create a community again in
a new country as well as learning about Moldovan people and language; and the need to get
psychosocial-support and the need for referrals for medical support. For instance, one female
FGD participant in Chisinau explained that she came to the AAR CC with her 15-year-old son
and mother. She described the handicrafts activities at the CC as “helping her with the darkness
of war”. She further explained how the teenager group at the center helped her son to become
more outgoing since he was quite closed-up due to his displacement and war experience. The
female Ukrainian KII participant in Falesti expressed the relevance of the Child Friendly Space
activities as follows: “This centre brings Ukrainian refugees together. This is a great
contribution to social cohesion. I also see that children are calmer”.

It should be noted that during KIIs and FGDs many beneficiaries referred to the relevance of
the PSS support they received at the AAR Japan CC, which provided them with a relief from
the constant bad news coming from the ongoing war in Ukraine. The interviewed beneficiaries
explained how the AAR Japan CC helped them socialize with other Ukrainians and get to know
Moldova and the services they are entitled to better. Many participants explained that they had
sons or husbands in Ukraine involved in the war effort. There were numerous occasions during
the KIIs and FGDs when the Ukrainian participants and translators teared up when they talked
about the latest news of shelling and bombing in Ukraine as well as the destruction and death
they witnessed back in Ukraine. !°

AAR Japan, RPF, JCI staff also explained that they built on the previous project as well as the
emerging needs they identified in the community. They also explained how they aimed to adopt
a more community-based, social cohesion- and resilience-oriented approach with the current
project. AAR Japan technical manager explained that as she heard from the field workers of
some local organizations there was a lot of aid distribution which was making the community
dependent. The technical manager also noted that some of the AAR Japan community center
users talked about examples where some community centers provided vouchers after attending
the activities four times. The technical manager explained that AAR Japan wanted the
Ukrainian community to offer their skills and organize activities at the AAR Japan community

10 Both before and during the KlIs and FGDs, the participants were told about informed consent and the confidentiality of the
interviews. Only after receiving their spoken informed consent, the Klls and FGDs took place. The participants were also
informed that they could refuse to answer any questions, take breaks or quit the interview at any time and this would not
influence the support they received in any way.
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center so that the community members would act as initiators and givers rather than receivers,
which would potentially support their mental health as well.

Key Finding - 2: Project relevance to the Ukraine Situation Regional Refugee Response
Plan 2023

The project activities are in alignment with the four Strategic Objectives (SO) identified in the
Ukraine Situation Regional Refugee Response Plan (RRP) 2023 for Moldova:!!

“Strategic Objective 1: Ensure refugees’ access to protection and assistance on a non-
discriminatory basis, including the rights associated with temporary protection in
Moldova. RRP partners aim to support refugees in accessing protection services,
including legal assistance, individual consultation, provision of information on rights
and services in relevant languages — including minority languages and sign language —
and community based MHPSS activities.

Strategic Objective 2: Pave the way toward solutions and expand access to rights,
services and economic opportunities to facilitate socio-economic inclusion through a
whole-of-society approach and in line with the Global Compact on Refugees,
recognizing the critical role played by national and local actors, including government
ministries, municipal authorities, NGOs and RLOs. Guided by the GCR and the whole-
of-society approach, RRP partners will advocate for and support the socio-economic
inclusion of refugees in national and local systems and services, promoting a
humanitarian-development-peace nexus approach. Partners will promote interlinkages
and complementarity with development priorities and plans for Moldova contributing
to address both the root causes and the consequences of the crises affecting the country,
which also affect the prospects for the socio-economic inclusion of refugees. Partners
will engage with public and private sector actors to strengthen national and local systems
and services and create an enabling environment for the socio-economic inclusion of
refugees, avoiding the creation of parallel systems and prioritizing activities that
promote the self-reliance of refugees and affected vulnerable host community member.
Partners will also support and promote access to education, health, MHPSS, protection,
transitional and long-term shelter solutions, and financial services in close coordination
with national and local public authorities, and in line with national priorities. In addition,
partners will focus on strengthened localization, engaging local civil society
organizations — including refugee and women-led organizations — and local government
actors through capacity-building initiatives, flexible resources, and facilitated access to
refugee response coordination structures.

Strategic Objective 3: Ensure that refugees with specific needs continue to have access
to targeted support and assistance, while also engaging with and strengthening
community-level protective mechanisms. RRP partners will respond to the needs of
persons at heightened risk — including unaccompanied and separated children, survivors
of GBV, LGBTIQ+ individuals, Roma refugees, stateless persons, persons living with
HIV, older persons and persons with disabilities — by providing targeted support and
assistance. RRP partners will work in collaboration with both refugee and host
communities, as well as with protection systems and services at national and local levels,

W https://data2.unhcr.org/en/documents/details/97958
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including community-based organizations and networks to strengthen safe identification
and referral of persons with specific needs to specialized services.

Strategic Objective 4: Advance social cohesion between refugee and host communities
through targeted interventions. To ensure Moldova remains a positive protection space
for refugees — and a good example of realizing the GCR — it is a priority to maintain the
level of social acceptance of refugees and strengthen interventions promoting social
cohesion and peaceful coexistence. In this regard, RRP partners will work in
consultation and collaboration with both refugee and affected host communities to
strengthen community-based participatory initiatives aimed at promoting intercultural
dialogue and understanding and inclusion while supporting initiatives led by the
communities themselves. Moreover, RRP partners will strengthen the capacity of
communities to extend services and assistance to refugees, while facilitating refugees’
participation in consultation mechanisms at the local level (p. 156-157)”.

Thus, AAR Japan’s project activities help meet significant protection needs identified in the
strategic objectives of the RRP 2023 for Moldova. AAR adopts a community-based approach
in the running of its community centre activities. Furthermore, AAR works with two national
implementing partners and endeavors to build their capacity in a partnership that aims at
equality and effective collaboration between partners. This approach aims to support initiatives
led by the communities themselves and contributes to social cohesion and localization, in line
with the RRP 2023 priorities.

6.2 Effectiveness

The KllIs with the project staff and document review show that the project has achieved or
overachieved some of its targets whereas it needs to make more progress on achieving the other
targets. The staff members noted that they were aware of the need to promote the project
activities in Chisinau more extensively in order to reach more beneficiaries. AAR CC staff were
also aware that the CC was mostly attended by female Ukrainian refugee community members,
and they were finding it more difficult to attract host community members as well as male
Ukrainian refugees. The below table is taken from the September 2023 narrative report
showing progress per indicator and outcome:

Key Finding — 3: Project goal, achievements and adjustments

Achieved Outputs (since the
Expected Outputs Indicators to Measure Outputs beginning)

Numbers (%)

1. Operation of a Community Center (CC) in Chisinau and a Child Friendly Space (CFS) in Falesti

1.Vulnerable refugees and 1-1. The number of people registered in CC: 800 | 457 (431
host community residents are | (480 refugees and 320 host community residents) | refugees and

identified and received 26 host 57.3%

necessary assistance through community

activities and support in residents)

community center and child- | 1-2. The number of people participating in CC 506 (468

friendly space. activities: 3,200 (1,920 refugees and 1,280 host refugees and

community residents) 38 host 15.8%

community
residents)
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1-3. The number of people receiving medical 70 (70

assistance by RPF: 300 (180 refugees and 120 refugees and

host community residents) 0 host 23.3%
community
residents)

1-4. The number of people receiving 26 (26

psychosocial support through RPF: 130 /78 refugees and

refugees and 52 host community residents) 0 host 20.0 %
community
residents)

1-5. The number of people receiving basic needs | 173 (173

assistance through RPF: 200 (120 refugees and refugees and

80 host community residents) 0 host 86.5%
community
residents)

1-6. The number of people participating in CFS | 8,140 (3,076

activities: 4,800 (1,600 refugees and 3,200 host refugees and

community residents) 5,064 host 169.5%
community
residents)

Key Finding — 4: Quality of and satisfaction with implementation and services

The available feedback on the quality of the implementation and services and satisfaction with
the activities is highly positive. FGDs and KlIIs with the beneficiaries reported very positive
feedback where all the respondents described the project activities as effective. The respondents
commented that they liked the fact that project activities were announced beforehand on the
social media channels that they use; they found the facilities well equipped, with some
describing them as “impressive”; they found that the activities were run effectively; the staff
was professional and welcoming; and the products bought with the voucher was of good quality.
Furthermore, the project staff, project documents and interviewed beneficiaries gave several
examples of beneficiaries referred to other services, predominantly medical services, which
shows the ways in which the project activities increase their effectiveness in the target
communities through referrals.

The respondents, project staff and project documents stated that there were criteria in place for
the selection of beneficiaries for the voucher assistance whereas the other project activities were
in principle open to all the Ukrainian and host community members. All the KII and FGD
participants were aware of and highly appreciated the fact that all the services were free of
charge. Some of the participants had comments on and suggestions about how to make some
aspects of the implementation more effective, which will be elaborated in the next section.

Key Finding - 5: Factors that promote and hinder program effectiveness
5.1 Factors that promote program effectiveness

» Eager and dedicated staff who are well-aware of the needs and challenges of the
community.
» The program was adapted to the needs of the refugees after the first emergency phase
which addressed the basic needs through food packages and case management support.
» The current project design is elaborate and comprehensive, addressing psychosocial and
social cohesion needs, basic needs and medical needs in a way that involves referral
mechanisms.
» The program collects basic beneficiary data aggregated by gender, nationality, and age.
11




* The considerable long history of AAR partners Regina Pacis and JCI in the community
and area, their previous implementation and the institutional knowledge accumulated
by the program staff.

5.2 Factors that hinder program effectiveness

* The lack of M&E plans that would facilitate a more systematic implementation of M&E
activities.

* M&E activities are conducted by the implementation team themselves with no dedicated
staff to conduct the program monitoring, thus posing limitations in the program’s ability
to conduct more systematic monitoring of activities in a more neutral way.

* The lack of technical guidelines and procedures except for the AAR and Regina-
developed Community Center SOP.

* The lack of a training needs assessment and training plan for staff.

* In the case of RPF, many interviewed beneficiaries referred to it with the address of the
RPF building in Chisinau where they receive the voucher and medical assistance
support. It is a positive step that since October AAR, RPF and JPF banners have been
hung in the AAR Community Center to ensure visibility. AAR and RPF might want to
consider using the logos and banners at the RPF office and on other project materials as
well to increase the awareness of the JPF as the back donor and the AAR as the Japanese
NGO in Moldova with its implementing partners RPF and JCI.

* The need to promote project the activities in Chisinau to a wider community of refugees
and host community members through extended channels.

It is appreciated that the voucher amount of 500 Lei (X 2 for a month) is rooted in a
comprehensive evaluation of the socio-economic context and the specific needs of the
beneficiaries. However, the interviews showed that having to use the voucher amount
500 Lei in one purchase proved to be a challenge for some beneficiaries. These
respondents would prefer several vouchers for smaller amounts, e.g. for 100 Lei, 200
Lei and 50 Lei.

6.3 Efficiency

Key Finding — 6: Trainings the staff received and would like to receive
6.1 Trainings the staff received

Evidence from the evaluation data documented that AAR Japan has AAR Japan Code of
Conduct, AAR Child Safeguarding Global Policy, AAR PSEAH Global Policy and developed
a Community Center SOP for Moldova. Implementing partner RPF mentioned having a number
of core policy documents including Code of Conduct and PSEA policy document, developed
with support from AAR Japan. Furthermore, JCI has a Code of Conduct which was developed
with AAR Japan support. JCI Code of Conduct is a comprehensive document that refers to
PSEAH principles and the Convention on the Rights of the Child. A number of staff members
mentioned the trainings they received on some of these policy documents. However, there is a
need to identify a set of compulsory trainings for staff and to ensure that the staff receive these
compulsory trainings and refreshment trainings if necessary.

6.2 Trainings the staff would like to receive

Staff members mostly mentioned the need for more specialized trainings. These specialized
trainings included trainings to work with people with autism and trainings to work with people
with disabilities. In the case of staff members who worked with persons with disabilities, the
wish to be mentored by specialists was voiced.
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Key Finding - 7: Communication and cooperation with stakeholders

AAR Japan has effectively built relationships and maintains communication with other similar
non-profit actors, relevant UN agencies and national and international NGOs. AAR
management staff participate in technical working groups in the capital Chisinau. AAR
implementing partner in Chisinau RPF is well-rooted in the community as an NGO founded in
2000, well before the Ukrainian crisis. RPF has good knowledge and awareness of local
governmental and non-governmental actors and works in coordination with them. As some of
the NGOs they work in close cooperation with, RPF mentioned Acted, UNHCR, IOM, Caritas
Moldova and Diakonia. JCI in Falesti is similarly well-rooted in the community and works in
close cooperation with the district Ministry of Education and social services representatives.
JCI also works in close cooperation with the local NGO community as well as UNHCR and
UN Women in Falesti.

All in all, AAR has in place good coordination systems with other non-governmental actors and
UN agencies, but more coordination and communication needs to be done with other local
governmental actors by AAR Japan itself to create synergies with AAR activities, and influence
over permissions if necessary.

No major delays were reported, and available evidence indicates that resources (human, time,
budgets, etc.) were sufficient to implement the project efficiently. However, some staff
members mentioned the difficulty of finding staff with English language skills in Moldova as
well as the difficulty to find local staff members with specialized skills.

6.4 Impact
Key Finding - 8: Overall impact

While it is difficult to comment on the long-term impact of the project activities, we will try to
analyze and comment on the indications of impact with the available evidence. The available
data document that the project was impactful; it was able to address critical vulnerabilities
through its different components and activities.

The beneficiaries interviewed in KlIIs and FGDs reported how they or their children felt less
stressful and more open, calm, and communicative due to the psychosocial support they
received through the activities. The CC in Chisinau and CFS in Falesti was described by the
respondents as places that created a sense of community for the Ukrainian community as well
as enhancing interaction with the local culture in Moldova. The voucher support was found to
be impactful as well, giving the people with disabilities and families with several children the
freedom to choose the food and hygiene items that best suit their specific needs. AAR Japan
and JCI project staff members pointed to the importance of the CC and CFS as safe places for
Ukrainian refugees to get psychosocial support and to bring ideas for new activities. RPF
stressed the need for medical support amongst the refugees and explained how the project
helped access vulnerable refugees with pressing medical needs and basic needs.

Key Finding 9 -: Unintended negative effects

 The KlIs and FGDs revealed no negative effects of the program reported by the
participants.

* One potential negative effect might be due to the lack of specialized trainings for staff
members who might encounter sensitive child protection and protection cases such as
gender-based violence, sexual abuse, self-harm and child neglect. It is a significant step
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that AAR Japan plans to manage this issue by referring such cases to other service
providers who specialize on such issues. However, AAR Japan might want to consider
organizing trainings for all staff members on how to recognize the signs of sensitive
protection cases and how to react when beneficiaries present themselves to the staff
member with such sensitive protection cases. This way all staff members can identify
and refer sensitive protection cases in ways that accentuate the safeguarding and do no
harm principles that AAR Japan already follows.

6.5 Sustainability

Key Finding 10 -: Opportunities for sustainability

AAR Japan adopts a community-based approach that aims to draw upon the skills and
expertise in the Ukrainian refugee community so that they can initiate and implement
project activities themselves. There are several Ukrainian volunteers that lead activities
at the AAR CC in Chisinau. This creates a sustainable component for the project, e.g.
the volunteers gain skills and knowledge of the services available in Moldova for the
refugees and can continue to be key people that community members consult beyond
the project period.

The implementing partners RPF and JCI are well-rooted and experienced local partners.
They can use their existing institutional knowledge and experience from their
partnership with AAR Japan reasonably effectively beyond the project period.
Beneficiaries can use the knowledge and skills they acquired through different PSS
activities in their daily lives to deal with stress and help their family and community
members get more resilient.

Key Finding 11 -: Challenges for sustainability

In the case of basic needs support through the vouchers, the beneficiaries worry that the
impact of the voucher support would not continue beyond the end of the project.
However, it should be noted that this has to do with the extreme vulnerability of the
beneficiaries rather than an inherent issue in the project design.

The profile of the refugee population in Moldova is comprised mainly of women (65
per cent including all age groups), children (33 per cent, out of them 51 per cent boys
and 49 per cent girls) and older persons (22 per cent both men and women, who are
mainly living in urban centres).!? The majority of the women are the heads of their
households. Many refugees have husbands, sons or fathers who are involved in the
ongoing war in Ukraine which creates constant distress and uncertainty for the refugees.

The fact that most refugees in Moldova are women who are single heads of their
households render it more difficult for women to access livelihood opportunities. For
the refugees to support themselves financially, they would need to access livelihood
opportunities, which was voiced by many female beneficiaries themselves. However,
since these female beneficiaries are also single heads of households, the livelihood
support for them would have to be holistic, e.g. taking into account childcare needs as
well.

12 https://data2.unhcr.org/en/documents/details/97958
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6.6 Feedback, Complaint, and Response
Key Finding - 12: Beneficiary feedback, complaint, and response

AAR Japan has designed and rolled out a complaints and feedback mechanism to receive
community feedback and complaints. The complaints and feedback channels are multiple:
email account, complaint boxes and consulting the staff personally. However, the
interviewed beneficiaries’ and some staff members’ awareness of the complaints and
feedback mechanism would need to be improved. None of the beneficiaries mentioned the
email address as a channel for complaints and feedback. Only a few interviewed
beneficiaries were aware of the existence of the complaint boxes. These beneficiaries did
not know anyone who had used the complaint boxes at the time of the interviews. JPF highly
appreciates that since November, AAR Japan has explicitly announced to the service users
the complaint mechanism by hanging posters. In addition to the complaint box and direct
consultation with staff, a more anonymous method of reporting directly to AAR
headquarters personnel has also been announced since November.

The interviewed beneficiaries reported that they preferred to talk with the staff members
themselves in case of a feedback and complaint. They appreciated the fact that staff
members were open to feedback and very approachable. RPF reported that they had
received one complaint where a female beneficiary had complained that she was physically
attacked by a RPF staff member in front of the RPF compound. RPF CCTV recordings
showed that the person the complainant had an altercation with was not related with RPF.

Although they are not considered an official part of the feedback and complaint mechanism,
both AAR Japan and JCI have what they call logbooks for beneficiaries to suggest themes
for activities and share their ideas for future activities. The logbooks seem to be a valuable,
local way of collecting feedback about activities although they are not part of the
official/confidential feedback and complaint mechanism.

Key Finding - 13: Staff feedback, complaint, and response

Staff members share their feedback and complaints with their managers in meetings or
privately and seek resolution in an amicable and participatory way. There are also specified
communication channels for any type of feedback and complaint by staff. AAR Japan
recognizes the importance of increasing staff sensitization on this matter.

7. Conclusions

AAR Japan’s “Protection of Refugees and Host Community populations based at
Community Center and Child-Friendly Space in the Republic of Moldova” is responsive,
appropriate and relevant to the changing needs of the refugees and host community
members. The project activities are in alignment with the four Strategic Objectives (SO)
identified in the Ukraine Situation Regional Refugee Response Plan (RRP) 2023 for
Moldova.

The project aims to improve the protection environment by providing a safe space for
refugees and host community residents, as well as ensuring access to necessary assistance
through two components. KIIs and FGDs pointed to high beneficiary satisfaction with all
the activities within the two components. AAR, RPF and JCI staff were found competent,
facilities well-and-appropriately equipped and the services of good quality. FGDs and KlIs
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with the beneficiaries reported very positive feedback where all the respondents described
the project activities as effective.

The KlIs with the project staff and document review show that the project has achieved or
overachieved some of its targets whereas it needs to make more progress on achieving the
other targets. The staff members noted that they were aware of the need to promote the
project activities in Chisinau more extensively in order to reach more beneficiaries.

While there are ongoing M&E activities to record beneficiary numbers and understand
beneficiary satisfaction, the lack of M&E plans makes is difficult to conduct a more
systematic implementation of M&E activities.

The available data document that the project was impactful; it was able to address critical
vulnerabilities through its different components and activities. AAR Japan adopts a
community-based approach that aims to draw upon the skills and expertise in the Ukrainian
refugees. Furthermore, the implementing partners RPF and JCI are well-rooted and
experienced local partners. These two factors support the sustainability for the project
activities.

8. Recommendations

Based on the findings discussed above, a number of recommendations can be made as follows:

M&E activities need to be more regular and comprehensive (e.g. beyond collecting age,
gender, nationality, type of activity and satisfaction data) through M&E plans and staff
members dedicated to conducting M&E activities.

It is an important step that since October AAR, RPF and JPF banners have been hung in
the AAR Community Center to ensure visibility. AAR and RPF might want to consider
using the logos and banners at the RPF office and on other project materials as well to
increase the awareness of the JPF as the back donor and the AAR as the Japanese NGO in
Moldova with its implementing partners RPF and JCI.

Similarly, there is a need to increase the dissemination information on the complaint and
feedback system amongst the beneficiaries and staff members, which AAR Japan has
started to do since November.

AAR Japan might want to consider how logbooks can be adapted in such a way that
beneficiaries can write their feedback confidentially and when necessary anonymously in
the logbooks.

It is necessary to promote the project activities in Chisinau to a wider community of
refugees and host community members through extended channels.

Creating an updated service map, which is known and actively used by all staff for external
referrals, would potentially increase the effectiveness of the project.

Considering the low host community participation, along with continued promotion of the
activities amongst the host community, AAR Japan might want to adjust host community
target numbers in consultation with its implementing partners.

It is recommended that AAR Japan conducts staff training needs assessment.

It is recommended that AAR Japan ensures that all staff members, both AAR Japan and
implementing partner staff members, take a compulsory set of key trainings, e.g. Code of
Conduct, Child Safeguarding, Protection from Sexual Exploitation, Abuse and
Harassment.

16



It is recommended that AAR Japan reviews the technical guidelines and SOPs that its
partners routinely use and supports them develop relevant SOPs and guidelines if
necessary.

Based on the feedback from the interviewed beneficiaries, AAR Japan might consider more
social-cohesion oriented activities that bring Moldovan and Ukrainian community together
as well as offering or referring beneficiaries to Romanian and English language courses.
Such activities would support social cohesion and increase the changes of Ukrainian
refugees to access livelihood opportunities.

In the case of the voucher assistance, AAR Japan and its implementing partner RPF might
consider giving the beneficiaries more detailed information on the criteria for voucher
assistance as well as the length of the voucher assistance.

In the case of the voucher assistance, AAR Japan and its implementing partner RPF might
want to consider providing the beneficiaries with vouchers for smaller amounts, e.g. for
100 Lei, 200 Lei and 50 Lei rather than requiring them to spend 500 Lei in one purchase.
According to the interviewed beneficiaries, the staff at the supermarket in Chisinau, where
the vouchers can be used, does not give change back or doesn’t warn the beneficiaries if
there is change. For example, if the beneficiaries purchase items costing altogether 480 Lei
at the cash register, the supermarket doesn’t give them the 20 Lie back. If they happen to
shop for 510 Lei, they cannot pay the surplus 10 Lei with a bank card since the supermarket
only accepts cash. As explained by the AAR implementing partner Regina Pacis, the
surplus value of the purchase must be paid in cash and this is conditioned by fiscal
particularities that cannot be influenced by the Regina Pacis Foundation. Furthermore, the
conditions of the use of the vouchers are described on the vouchers. However, it seems that
some of the beneficiaries might need to be reminded that they need to use the voucher at
its full value and due to fiscal particularities, this issue cannot be resolved. Furthermore,
the distribution of several vouchers at smaller amounts, e.g. 100 Lei, 200 Lei, 50 Lei, might
alleviate this problem.

According to some interviewed beneficiaries, if an item at the supermarket is on special
offer, e.g. at a reduced price, they cannot buy it with the voucher. Since AAR and Regina
Pacis note that the beneficiaries are entitled to utilize the vouchers to buy discounted
products as well, it is understood that these cases might have been misunderstandings or
errors at the cashier’s. AAR and implementing partner Regina Pacis might want to look
into why these misunderstandings or errors take place.

AAR implementing partner Regina Pacis publicly displaces the voucher selection criteria.
The beneficiaries are evaluated by the case manager and their levels of vulnerability are
printed and the social worker explains the beneficiary the selection criteria. However, some
of interviewed beneficiaries noted that they were broadly aware of the selection criteria for
the voucher assistance as disabled people or families with many children, but they would
like to get more information on the criteria. It seems that some beneficiaries are in need of
getting more information about the criteria. AAR and its implementing partner Regina
Pacis might want to consider giving each beneficiary a leaflet with the criteria or develop
some other method that would make the criteria clearer to the beneficiaries who needed
more information on the criteria.

End of the report.

17



