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Table of Acronyms

CP: Child Protection

ECM: Emotional Crisis Management

FPS: Fundacién Promocién Social (Social Promotion Foundation)
GBV: Gender-Based Violence

MHPSS: Mental Health and Psychosocial Support

MT: Master Trainer

M&E: Monitoring and Evaluation

NGO: Non-Governmental Organization

NMHP: National Mental Health Programme

PHCC: Primary Health Care Center

REBAHS: Reducing Economic Barriers to Accessing Health Services in Lebanon
SGBV: Sexual and Gender-Based Violence

ToT: Training of Trainers

ROS: Roll Out Session

WASH: Water, Sanitation and Hygiene
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1. About Emotional Crisis Management Training

1.1. Training Overview

The Emotional Crisis Management (ECM) training roll out sessions are designed to build the
capacities of frontliners on how best to aid persons who are in a state of emotional crisis. The
training provides an understanding of emotional crisis events, related risk factors, warning signs,
early intervention measures, and self-management tips. It also describes the mechanism for
engaging persons in crisis in a safe and supportive manner (de-escalation techniques), identifying
personal triggers and priority concerns, and activating important workplace policies to prevent
future emotional crises. These ECM roll out trainings targeted frontliners from different
organizations working in Lebanon. It was planned to deliver eight roll out sessions in total all over
Lebanon. However, due to the high number of applicants (around 570), FPS and NMHP agreed to
conduct four extra sessions. In total, twelve ECM roll out sessions took place all over Lebanon
with a total of 230 participants.

Dates and location:

Overall twelve ECM roll out sessions took place during February 2020 in different regions in
Lebanon. In total, six roll out sessions were conducted in Beirut, three roll out sessions were
conducted in Bekaa, two roll out sessions took place in Tripoli and one roll out session in Saida.
1. ECM roll out 1 was held on the 6" of February 2020 at Lancaster Tamar hotel Hazmiye,
Beirut.
2. ECM roll out 2 was held on the 7" of February 2020 at Lancaster Tamar hotel Hazmiye,
Beirut.
3. ECM roll out 3 was held on the 11" of February 2020 at Lancaster Tamar hotel Hazmiye,
Beirut.
4. ECM roll out 4 was held on the 12" of February 2020 at Lancaster Tamar hotel Hazmiye,
Beirut.
5. ECM roll out 5 was held on the 13" of February 2020 at Lamuniya Hotel, Qalamoun,
Tripoli.
6. ECM roll out 6 was held on the 17% of February 2020 at Mouwasat PHCC/premises, Saida.
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ECM roll out 7 was held on the 18™ of February 2020 at Cadmus, Zahle, Bekaa.
ECM roll out 8 was held on the 19% of February 2020 at Cadmus, Zahle, Bekaa.
ECM roll out 9 was held on the 20™ of February 2020 at Radisson Blu Hotel, Beirut.

10. ECM roll out 10 was held on the 21% of February 2020 at Radisson Blu Hotel, Beirut.
11. ECM roll out 11 was held on the 24" of February 2020 at Lamuniya Hotel, Qalamoun,

Tripoli.

12. ECM roll out 12 was held on the 25" of February 2020 at Cadmus, Zahle, Bekaa.

The agenda of the ECM roll out sessions is available in Annex 1. The attendance list is available

in Annex 2.

1.2. Training Objectives

The aim of the ECM roll out sessions is to provide the knowledge and skills to frontliners to be

able to apply the ECM protocol.

1.3. Training Purpose

By completing this training, trainers will be able to:

Define emotional crisis, workplace violence and de-escalation.

Identify individual, organizational, environmental, social and economic risk factors for
emotional crises.

Describe different types of emotional crisis and their potential burden.

Recognize warning signs to be able to intervene early.

Identify organizational and personal actions to prevent emotional crises.

Use effective verbal and non-verbal communication skills to prevent or manage emotional
crisis.

Demonstrate effective crisis management and de-escalation techniques.

Apply specific guidelines when dealing with adults or minors survivors of sexual and

gender based violence or persons in crisis at risk of suicide.
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e Identify effective response and crisis closure actions to be taken by frontliners including

effective referral and follow up when needed.

e Identify organizational and personal actions to be taken following a crisis event

1.4. Training Methods

A trainer's guide and Microsoft PowerPoint presentation were prepared and used during the roll
out sessions by each trainer. The guide included a lesson plan for each section. The lesson plan
highlighted the specific objectives of each session, the material needed, the activities and the
Microsoft PowerPoint slides to be used (if needed). Multiple interactive activities were used such
as role plays, brainstorming, and small and large group activities. The trainer's guide is available
in Annex 3. The ECM protocol was used by the participants during the training and the updated

version will be sent by email once ready.

1.5. Trainers

As part of the criteria for acceptance into the ECM ToT, trainees who completed the program were
required to take part in the delivery of the roll out sessions. Two to three trainers per day facilitated
the sessions depending on their availability. The Master Trainer, Sandra Hajal, was also present
during all the roll out sessions to provide support and guidance as needed. The trainers for each
day were selected according to their availability and the master trainer's evaluation, and were

provided with the necessary material for the implementation of the training.

Other team members were present during the roll out sessions: Ana Guimaraes (FPS MHPSS
Project Coordinator) during most of the trainings, and occasionally George Frangi (FPS Logistics,

Security and Fleet Officer) and Shaymaa Al Khatib (FPS Monitoring and Evaluation Manager).

1.6. Participants

The selection criteria of participants selected for the ECM roll out sessions included experienced
frontliners from different organizations who are in direct contact with service users. Frontliners

were from different professional backgrounds, including social work, nursing, NGO management,
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and psychology. The total number of participants amounted to 230, varying from 17 to 24

participants per training.

Table 1 shows the distribution of technical participants’ numbers by gender across the trainings

provided.

Table 1. Number of participants

Date # Participants
Males Females Total

6 February 2020 2 22 24
7 February 2020 2 20 22
11 February 2020 3 16 19
12 February 2020 4 14 18
13 February 2020 3 16 19
17 February 2020 3 14 17
18 February 2020 2 18 20
19 February 2020 2 17 19
20 February 2020 3 13 16
21 February 2020 3 16 19
24 February 2020 2 16 18
25 February 2020 1 18 19

2. ECM Training Roll Out Satisfaction

2.1.0verall Training Workshop Rating

The assessment of the roll out sessions by each participant was overwhelmingly positive, with
the majority of respondents reporting that the training was either very good or excellent, as seen

in Figure 1, representing the overall assessment of each one of the twelve roll out sessions. The
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differences amongst the roll out sessions can be better understood in light of the training
evaluation outcomes, satisfaction with trainers, and the increase of knowledge (through analysis

of the pre-post tests) that are detailed in subsequent sections.
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Figure 1. Overall assessment of the 12 ROS

2.2. Training Evaluation Outcomes
ECM Training roll out 1:

To summarize the training evaluation outcomes, as shown in Figure 2.1, 92% of participants
agreed that they would be interested in attending a follow-up and more advanced workshop on the
same subject and 96% stated that training experience will be useful in their work. Around 67% of
participants found that the number of participants was adequate, while 21% were neutral and 8%
disagreed. Almost two-thirds of participants (63%) agreed that the meeting room and facilities
were adequate and comfortable, while 12% disagreed and 21% were neutral. All participants
agreed that training materials distributed were helpful. Half of participants (50%) felt the allotted
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time for the training was insufficient, 13% were neutral, and 33% were satisfied with the overall
length. More than 90% of participants agreed that the training objectives were met, that the training
topics covered were relevant, and that the content was organized and easy to follow. All
participants reported that participation and interaction were encouraged and the training methods
used were helpful in conveying the content. All participants mentioned that they would
recommend this training to others.
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Figure 2.1. Training Evaluation Questions — ECM Roll Out 1

ECM Training roll out 2:

To summarize the training evaluation outcomes, as shown in Figure 2.2, 95% of the participants
agreed that they would be interested in attending a follow-up and more advanced workshop on the
same subject and 85% stated that training experience will be useful in their work. All participants
found that the number of participants was adequate. The majority of participants (92%) agreed that
the meeting room and facilities were adequate and comfortable. Most (86%) agreed that training
materials distributed were helpful. The majority of participants (95%) agreed that the allotted time
for the training was sufficient and the training objectives were met. All participants agreed and
that the training topics covered were relevant and that content was organized and easy to follow.
95% of the participants reported that participation and interaction was encouraged. 81% of the
participants agreed that the training methods used were useful and helpful, while 14% were neutral.
All participants said that they would recommend this training to others.
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Figure 2.2. Training Evaluation Questions — ECM Roll Out 2

ECM Training roll out 3:

To summarize the training evaluation outcomes, as shown in Figure 2.3, all participants agreed
that they would be interested in attending a follow-up and more advanced workshop on the same
subject and all of them stated that training experience will be useful in their work. The majority of
participants (94%) found that the number of participants was adequate. Around 60% of participants
agreed that the meeting room and facilities were adequate and comfortable, 22% disagreed and
17% were neutral about it. The majority (88%) agreed that training materials distributed were
helpful, 12 % were neutral. Most of participants (88%) agreed that the allotted time for the training
was sufficient. All participants agreed and that the training methods used were useful and helpful,
and that content was organized and easy to follow. All participants reported also that participation
and interaction were encouraged. The majority of participants (89%) agreed that the training topics
covered were relevant. All participants said that they would recommend this training to others.
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I would be interested in attending a follow-up, more advanced. . ! 39% 61%
This training experience will be useful in my work 56% 44%
The number of participants was adequate 44% 50%
The meeting room and facilities were adequate and comfortable [INNIZ2ZZNNNINIT77200 50% 11%
The materials distributed were helpful 44% 44%
The time allotted for the training was sufficient 44% 44% 6%
The training techniques and methods were useful and helpful 44% 56%
Participation and interaction were encouraged 17% 83%
The content was organized and easy to follow 39% 61%
The training objectives were met 698 44% 50%
The training topics covered were relevant to me  [HIZZE 33% 56%

Figure 2.3. Training Evaluation Questions — ECM Roll Out 3

ECM Training roll out 4:

To summarize the training evaluation outcomes, as shown in Figure 2.4, 88% of the participants
agreed that they would be interested in attending a follow-up and more advanced workshop on the
same subject and 88% stated that training experience will be useful in their work. All participants
found that the number of participants was adequate and that meeting room and facilities were
adequate and comfortable. Half of the participants agreed that training materials distributed were
helpful, 31% were neutral and 13% disagreed. Most of participants (82%) agreed that the allotted
time for the training was sufficient and 88% agreed that the training objectives were met. All
participants agreed and that the training topics covered were relevant. Regarding the participation
and interaction, 75% of the participants reported that participation and interaction was encouraged.
Around 69% of the participants agreed that the training methods used were useful and helpful,
25% were neutral and 6% disagreed. The majority (94%) stated that content was organized and
easy to follow. Overall, 87% of the participants said that they would recommend this training to
others.
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Figure 2.4. Training Evaluation Questions — ECM Roll Out 4

ECM Training roll out 5:

To summarize the training evaluation outcomes, as shown in Figure 2.5, 89% of the participants
agreed that they would be interested in attending a follow-up and more advanced workshop on the
same subject and 90% stated that training experience will be useful in their work. The majority of
participants (90%) found that the number of participants was adequate. 89% of participants agreed
that the meeting room and facilities were adequate and comfortable. More than half of the
participants (79%) agreed that training materials distributed were helpful, while 11% were neutral.
More than half of the participants (58%) agreed that the allotted time for the training was sufficient,
while 21% were neutral and 11% disagreed. The majority (89%) agreed and that the training
methods used were useful and helpful, and 91% agreed that content was organized and easy to
follow. Most participants (89%) reported also that participation and interaction were encouraged.
The majority of participants (89%) agreed that the training topics covered were relevant. All
participants said that they would recommend this training to others.
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Figure 2.5. Training Evaluation Questions — ECM Roll Out 5

ECM Training roll out 6:

To summarize the training evaluation outcomes, as shown in Figure 2.6, all participants agreed
that they would be interested in attending a follow-up and more advanced workshop on the same
subject and all of them stated that training experience will be useful in their work. All participants
found that the number of participants was adequate. Around 64% of participants agreed that the
meeting room and facilities were adequate and comfortable, while 29% were neutral. The majority
(70%) agreed that training materials distributed were helpful, while 29% were neutral. Most of
participants (94%) agreed that the allotted time for the training was sufficient. The majority (88%)
agreed that the training methods used were useful and helpful, and that content was organized and
easy to follow. All participants reported also that participation and interaction were encouraged,
and that the training topics covered were relevant.
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All participants said that they would recommend this training to others.

I would be interested in attending a follow-up, more advanced workshop

on this same subject _—
This training experience will be useful in my work 29% Y A
The number of participants was adequate 41% 5% ]
The meeting room and facilities were adequate and comfortable 29% 29% L 35% ]
The materials distributed were helpful 29% 41% L 29%
The time allotted for the training was sufficient 6% 53% Y
The training techniques and methods were useful and helpful 2% 53% L 35% ]
Participation and interaction were encouraged 47% O 3% ]
The content was organized and easy to follow 35% O 53% ]
The training objectives were met 53% A%
The training topics covered were relevant to me 41% 9% ]
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Figure 2.6. Training Evaluation Questions — ECM Roll Out 6

ECM Training roll out 7:

To summarize the training evaluation outcomes, as shown in Figure 2.7, 80% participants agreed
that they would be interested in attending a follow-up and more advanced workshop on the same
subject and 90% of them stated that training experience will be useful in their work. The majority
of participants (90%) found that the number of participants was adequate. Only 35% of participants
agreed that the meeting room and facilities were adequate and comfortable, while 35% disagreed
and 30% were neutral about it. More than half (60%) agreed that training materials distributed
were helpful, while 30% were neutral and 5% disagreed. More than half (60%) of participants
agreed that the allotted time for the training was sufficient, while 30% were neutral and 5%
disagreed. Around 70% of participants agreed and that the training methods used were useful and
helpful, while 25% were neutral and 5% disagreed. Half of the participants (55%) thought that
content was organized and easy to follow, while 35% were neutral and 10% disagreed. The
majority (80%) reported that participation and interaction were encouraged. The majority of
participants (90%) agreed that the training topics covered were relevant. 95% participants said that
they would recommend this training to others.
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Figure 2.7. Training Evaluation Questions — ECM Roll Out 7

ECM Training roll out 8:

To summarize the training evaluation outcomes, as shown in Figure 2.8, all participants agreed
that they would be interested in attending a follow-up and more advanced workshop on the same
subject and 91% of them stated that training experience will be useful in their work. All
participants found that the number of participants was adequate. Around 58% of participants
agreed that the meeting room and facilities were adequate and comfortable, while 21% disagreed
and 21% were neutral. The majority (84%) agreed that training materials distributed were helpful,
while 11% were neutral. More than half (74%) of participants agreed that the allotted time for the
training was sufficient, while 15% were neutral and 11% disagreed. Around 85% of participants
agreed and that the training methods used were useful and helpful, while 16% were neutral. The
majority (91%) thought that content was organized and easy to follow. The majority (95%)
reported that participation and interaction were encouraged. All participants agreed that the
training topics covered were relevant. 95% of participants said that they would recommend this
training to others.
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Figure 2.8. Training Evaluation Questions — ECM Roll Out 8

ECM Training roll out 9:
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To summarize the training evaluation outcomes, as shown in Figure 2.9, all participants agreed

that they would be interested in attending a follow-up and more advanced workshop on the same
subject, they all stated that training experience will be useful in their work and they all agreed that
the number of participants was adequate. The majority (75%) of participants agreed that the
meeting room and facilities were adequate and comfortable, while 13% disagreed and 13% were
neutral. All participants agreed that training materials distributed were helpful, the allotted time
for the training was sufficient and that the training methods used were useful and helpful. All
participants thought that content was organized and easy to follow, participation and interaction
were encouraged and the training topics covered were relevant. All participants said that they

would recommend this training to others.
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Figure 2.9. Training Evaluation Questions — ECM Roll Out 9

ECM Training roll out 10:

To summarize the training evaluation outcomes, as shown in Figure 2.10, all participants agreed
that they would be interested in attending a follow-up and more advanced workshop on the same
subject and that training experience will be useful in their work. All participants found that the
number of participants was adequate. The majority of participants (89%) agreed that the meeting
room and facilities were adequate and comfortable. Almost four-fifths of participants (78%) agreed
that training materials distributed were helpful, while 22% were neutral. More than half (56%) of
participants agreed that the allotted time for the training was sufficient, while 22% were neutral
and 22% disagreed. Around 95% of participants agreed and that the training methods used were
useful and helpful. The majority of the participants (94%) thought that content was organized and
easy to follow and agreed that the training objectives were met. The majority (80%) reported that
participation and interaction were encouraged. All participants agreed that the training topics
covered were relevant. 94% of participants said that they would recommend this training to others
(6% missing answer).
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Figure 2.10 Training Evaluation Questions — ECM Roll Out 10

ECM Training roll out 11:

To summarize the training evaluation outcomes, as shown in Figure 2.11, 94% participants agreed
that they would be interested in attending a follow-up and more advanced workshop on the same
subject and 95% of them stated that the training experience will be useful in their work. The
majority of participants (95%) found that the number of participants was adequate. The majority
of participants (89%) agreed that the meeting room and facilities were adequate and comfortable,
while 11% were neutral about it. Around three-quarters of participants (74%) agreed that training
materials distributed were helpful, while 22% were neutral and 6% disagreed. All participants
agreed that the allotted time for the training was sufficient and that the training methods used were
useful and helpful. All participants thought that content was organized and easy to follow and
participation and interaction were encouraged. The majority of participants (95%) agreed that the
training topics covered were relevant and the training objectives were met. 89% of participants
said that they would recommend this training to others (11% missing answer).
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Participation and interaction were encouraged 28% 72%
The content was organized and easy to follow 50% 50%
The training objectives were met |65l 28% 67%
The training topics covered were relevant to me  [G52) 28% 67%

m Disagree M Neutral Agree Strongly Agree

Figure 2.11. Training Evaluation Questions — ECM Roll Out 11

ECM Training roll out 12:

To summarize the training evaluation outcomes, as shown in Figure 2.12, 83% participants agreed
that they would be interested in attending a follow-up and more advanced workshop on the same
subject, while 17% were neutral, and 95% of participants stated that training experience will be
useful in their work. The majority of participants (83%) found that the number of participants was
adequate (17% were neutral). Only 18% of participants agreed that the meeting room and facilities
were adequate and comfortable, with 65% who disagreed and 18% who were neutral. Around 80%
of participants agreed that training materials distributed were helpful, while 18% were neutral. The
majority (88%) of participants agreed that the allotted time for the training was sufficient, while
12% were neutral. More than half (59%) of participants agreed that the training methods used
were useful and helpful, while 35% were neutral. The majority of the participants (94%) thought
that content was organized and easy to follow. The majority (88%) reported that participation and
interaction were encouraged. All participants agreed that the training topics covered were relevant
and objectives were met. All participants said that they would recommend this training to others.
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I would be interested in attending a follow-up, more advanced
workshop on this same subject

This training experience will be useful in my work

The number of participants was adequate

The meeting room and facilities were adequate and comfortable
The materials distributed were helpful

The time allotted for the training was sufficient

The training techniques and methods were useful and helpful
Participation and interaction were encouraged

The content was organized and easy to follow

The training objectives were met

The training topics covered were relevant to me

m Strongly Disagree  ® Disagree

Figure 2.12. Training Evaluation Questions — ECM Roll Out 12

2.3. Overall Training Evaluation

Fundacion

JJJ-9-1J| @ Promocion
el yl Social

= Neutral = Agree B Strongly Agree
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When asked about what the participants most appreciated during the training, they stated the
organization of the training, experience of the trainers, variety of trainers, structure of the
information, simplicity of the content and flow of ideas, the interactive training techniques (role
plays, activities, etc.), new information shared, experiences shared by participants, real life case
scenarios, relevance of the topic, group interaction, and the respect for time throughout the training.

On another hand, when participants were requested to provide information on what they least
appreciated, the time limitations of the training and the large and condensed material were most
frequently mentioned. Many participants also complained about the inability to receive and use
the ECM manual after the training (due to the on-going update of the material) and the
implementation of the training over only one day (many participants felt 2 days was more realistic).
Indeed, the large volume of material did not allow a significant place for role playing and scenario
review. Some participants also complained about the lack of Arabic material and the continuous
use of English terms. In addition, a small number of participants found that certain trainers were
not very knowledgeable or prepared (these trainers appeared to be reading most of the time). As
such, it was necessary for the master trainer to interfere in some sessions when questions were
asked that the trainers could not answer or when additional clarification was needed. Further details
on the participants’ satisfaction with the trainers are presented in the following section.

Recommendations given from the participants included extending the roll out session duration to
two days to be able to allocate more time for practice, role plays and case studies. A specific ECM
for case managers was also recommended. Some participants suggested providing some trainers
with additional training to be able to deliver the training. Participants also proposed organizing
specialized training on GBV and CP, as well as adding more information on self-care. Some
participants also recommended distributing the training material and presentation in Arabic. A
common recommendation was that the training include other types of frontline staff, including
receptionists, police, security guards, and banking staff.
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2.4. Trainer Evaluation Outcomes

As mentioned elsewhere, each ECM roll out session had 2-3 trainers plus the Master Trainer in
attendance. Unfortunately, the data collected in the early roll out sessions (ROS 1-6) did not
provide a disaggregated view of trainer performance as gauged by the participants. As such, the
trainer evaluation outcomes for roll out sessions 1 through 6 reflect the view participants had of
all trainers together. This was corrected in roll out sessions 7-12 (see below).

ECM Training roll out 1:

In terms of satisfaction with the trainers, as reflected in Figure 3.1., the feedback was
overwhelmingly positive. All participants agreed that the trainers were knowledgeable about the
training topics, well prepared and that the trainers have the ability to communicate with the
participants.

The trainer has the ability to communicate with the

articipants s [
The trainer was knowledgeable about the training topics 25% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Agree HStrongly Agree

Figure 3.1. Satisfaction with the Trainers

ECM Training roll out 2

Regarding satisfaction with the trainers, as reflected in Figure 3.2., the feedback was
overwhelmingly positive. Almost all participants (91%) agreed that the trainers were
knowledgeable about the training topics. Most participants (95%) agreed that the trainers were
well prepared and had the ability to communicate with the participants.
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The trainer has the ability to communicate with the

participants S0

The trainer was well prepared .;; 43% _

The trainer was knowledgeable about the training topics - 43%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
E Disagree ™ Neutral = Agree ™ Strongly Agree

Figure 3.2. Satisfaction with the Trainers

ECM Training roll out 3
As reflected in Figure 3.3., the feedback was extremely positive regarding satisfaction with the

trainers. All participants agreed that that the trainers were knowledgeable about the training topics,
they were well prepared and had the ability to communicate with the participants.

The trainer has the ability to communicate with the

o »e [
participants
The trainer was knowledgeable about the training topics 28% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Agree M Strongly Agree

Figure 3.3. Satisfaction with the Trainers

ECM Training roll out 4

In terms of satisfaction with the trainers, as reflected in Figure 3.4, the feedback was very positive.
Almost all participants (88%) agreed that the trainers were knowledgeable about the training
topics, well prepared and had the ability to communicate with the participants.
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The trainer has the ability to communicate with the

e 12,5% 75,0%
participants
The trainer was well prepared [12,5% 75,0% -
The trainer was knowledgeable about the training topics [12,5% 75,0%

Neutral Agree ® Strongly Agree

Figure 3.4. Satisfaction with the Trainers

ECM Training roll out 5
In terms of satisfaction with the trainers, as reflected in Figure 3.5, the feedback was
overwhelmingly positive. All participants agreed that the trainers were knowledgeable about the

training topics. Most participants (95%) agreed that the trainers were well prepared and had the
ability to communicate with the participants.

The trainer was knowledgeable about the training topics 26% _
The trainer was well prepared - 56167 | NN
The trainer has the ability to communicate with the 5% 21% _

participants
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Neutral Agree HStrongly Agree

Figure 3.5. Satisfaction with the Trainers

ECM Training roll out 6

In terms of satisfaction with the trainers, as reflected in Figure 3.6, the feedback was
overwhelmingly positive. All participants agreed that that the trainers were knowledgeable about
the training topics, that they were well prepared and had the ability to communicate with the
participants.
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The trainer has the ability to communicate with the 419% _
participants ¢

The trainer was well prepared 41% _

The trainer was knowledgeable about the training topics 47% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Agree ®Strongly Agree

Figure 3.6. Satisfaction with the Trainers

ECM Training roll out 7:

As reflected in Figure 3.7, the feedback regarding satisfaction with the trainers was
overwhelmingly positive. From this session forward, feedback was provided for each trainer
delivering the session, which is explained further in the document. More than 80% of participants
agreed that the trainers were knowledgeable about the training topics, well prepared and that the
trainers had the ability to communicate with the participants.

Satisfaction with Trainer 1

The trainer has the ability to communicate with the s 0
participants 5% G0

The trainer was well prepared 55000 65% _

The trainer was knowledgeable about the training topics [II5%00 70% -

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

® Neutral Agree B Strongly Agree M no answer
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Satisfaction with Trainer 2

The trainer has the ability to communicate with the 5% 10%

v 50% -~
participants

The trainer was well prepared  J10%20 55% [ 3%

The trainer was knowledgeable about the training topics 0%NI5eNN 50% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Disagree ™ Neutral Agree B Strongly Agree

Satisfaction with Trainer 3

The trainer has the ability to communicate with the

v 55% -
participants

The trainer was well prepared 5% 50% _

The trainer was knowledgeable about the training topics - 45% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
B Neutral = Agree B Strongly Agree

Figure 3.7. Satisfaction with the Trainers

ECM Training roll out 8

Regarding satisfaction with the trainers, as reflected in Figure 3.8., the feedback was
overwhelmingly positive, however some differences exist between Trainer 3 and the rest of the
trainers, with a more positive evaluation of the third trainer. However, more than 70% of
participants agreed that the trainers were knowledgeable about the training topics, were well
prepared and had the ability to communicate with the participants.
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Satisfaction with Trainer 1

The trainer has the ability to communicate with the _
participants % 1% 2

The trainer was well prepared  [JIiGaN 42% 7 1%

The trainer was knowledgeable about the training topics [JillGaN5% 47% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Disagree ™ Neutral Agree ®Strongly Agree Mno answer

Satisfaction with Trainer 2

The trainer has the ability to communicate with the T 1%
participants 5%5% il

The trainer was well prepared 5985% 42% _

The trainer was knowledgeable about the training topics 598598 42% S5 %

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

E Disagree ™ Neutral Agree B Strongly Agree Mno answer
Satisfaction with Trainer 3

The trainer has the ablhty to communicate with the - 21% _
(4

participants

The trainer was well prepared g8 1126% . G
The trainer was knowledgeable about the training topics 5% 32% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
® Disagree ™ Neutral Agree ®Strongly Agree ®no answer

Figure 3.8. Satisfaction with the Trainers

ECM Training roll out 9

In terms of satisfaction with the trainers, as reflected in Figure 3.9, the feedback was
overwhelmingly positive and similar for both trainers. More than 85% participants agreed that that
the trainers were knowledgeable about the training topics, they were well prepared and had the
ability to communicate with the participants.
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Satisfaction with Trainer 1

The trainer has the ability to communicate with the 13%
25%

participants

The trainer was well prepared  [684) 25%

The trainer was knowledgeable about the training topics [6%) 25% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

= Neutral = Agree ™ Strongly Agree
Satisfaction with Trainer 2

The trainer has the ablhty to communicate with the 25% _
('

participants

The trainer was well prepared 25% N
The trainer was knowledgeable about the training topics 25% Y 7

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Agree H Strongly Agree

Figure 3.9. Satisfaction with the Trainers

ECM Training roll out 10

In terms of satisfaction with the trainer, as reflected in Figure 3.10, the feedback was more positive
for trainer 1 than trainer 2. More than 60% of participants agreed that the trainers were
knowledgeable about the training topics, well prepared and had the ability to communicate with
the participants.
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Satisfaction with Trainer 1

The trainer has the ability to communicate with the

e 33%
participants
The trainer was well prepared  [SEIIIN28% 6l
The trainer was knowledgeable about the training topics 39%  e1%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

H Neutral = Agree ™ Strongly Agree B no answer

Satisfaction with Trainer 2

The trainer has the ability to communicate with the 1% 339 —
0

participants

The trainer was well prepared  RENIN22%MINT122% " I
The trainer was knowledgeable about the training topics [IN2200N 33% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
® Disagree = Neutral Agree ®Strongly Agree HEno answer

Figure 3.10. Satisfaction with the Trainers

ECM Training roll out 11

In terms of satisfaction with the trainer, as reflected in Figure 3.11, the feedback was
overwhelmingly positive. More than 85% agreed that that the trainers were knowledgeable about
the training topics, they were well prepared and had the ability to communicate with the
participants.
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Satisfaction with Trainer 1

The trainer has the ability to communicate with the
participants 1% <
The trainer was well prepared 698 33%

The trainer was knowledgeable about the training topics 6% 39% —

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

®m Neutral = Agree B Strongly Agree

Satisfaction with Trainer 2

The trainer has the ability to communicate with the

v 39% [ 3 U
participants
The trainer was well prepared |68 33% 6%
The trainer was knowledgeable about the training topics 694 33% 6%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

H Neutral = Agree B Strongly Agree

Satisfaction with RO Trainer 3

The trainer has the ability to communicate with the 6% 8% T

participants

The trainer was well prepared g8 1229 I ¢ 7
The trainer was knowledgeable about the training topics 28% G

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
= Neutral Agree B Strongly Agree no answer

Figure 3.11. Satisfaction with the Trainers

ECM Training roll out 12

Lastly, in terms of satisfaction with the trainers of the final session, as reflected in Figure 3.12, the
feedback was overwhelmingly positive, with a slightly lower evaluation of the first trainer. More
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than 80% agreed that that the trainers were knowledgeable about the training topics, they were
well prepared and had the ability to communicate with the participants.

Satisfaction with Trainer 1

The trainer has the ability to communicate with the 7T
participants 6% 6% G0k

The trainer was well prepared  [GGANIIN24%00 59% -

The trainer was knowledgeable about the training topics [IIN2A%0 59% [ 18% |

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

E Disagree ®Neutral = Agree ™ Strongly Agree

Satisfaction with Trainer 2

The trainer has the ability to communicate with the

e Y T
participants S
The trainer was well prepared 71% _
The trainer was knowledgeable about the training topics T1% _
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Agree ™ Strongly Agree
Satisfaction with Trainer 3
The trainer has the ability to communicate with the
e 59% NEs 6%
participants
The trainer was well prepared 59% EE N 6%
The trainer was knowledgeable about the training topics 53% _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Agree M Strongly Agree M no answer

Figure 3.12. Satisfaction with the Trainers
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3. Improvement of Skills Outcomes
Training participants were asked to fill a Pre-Post test before and after the training workshop to
assess the effectiveness of the training in improving the knowledge of the participants. The
questions for the Pre and Post-Test consisted of 20 questions (maximum of 20 possible points).
ECM Training roll out 1:

Table 2.1 summarizes the results of the Pre/Post-tests of ECM Training roll out 1
trainees. 83% of participants in this roll out session demonstrated an improvement in knowledge.

Persons who sat for pre-test 24
Persons who sat for post-test 24
Number of people who sat for both tests 24
ECM RO % of participants who showed improvement 83%
session 1 | % of participants who did not show improvement 17%
# People who showed improvement 20
# People who showed no improvement 4
Absentees on post-test 0

Table 2.1 ECM Training Roll Out 1 pre/post-tests info summary

As shown in Figure 4.1, the average total pre-test score of ROS1 participants was 12.71 (out of 20
possible points), while the average total post-test score was 15.38, reflecting an overall increase in
knowledge.
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Average total score in Pre & Post tests (ECM RO1)

20,00
18,00
16,00
14,00 12,71

12,00
10,00
8,00
6,00
4,00
2,00
0,00

Total score

15,38

M pre test M post test

Figure 4.1. Total Average score in Pre and Post tests

Figure 5.1 shows the average pre- and post- scores for the group per test item.

Average scores in Pre & Post test per question (ECM

RO1)
1,00
0,80
0,60
0.40
ST
0,00 l
ST S S &Q%o
&

M pre test M post test

Figure 5.1. Average scores in pre/post-test per question in ECM Roll Out 1

ECM Training roll out 2:

Table 2.2 summarizes the results of the Pre/Post-tests of ECM training roll out 2 trainees. 73%
of participants in this roll out session demonstrated an improvement in knowledge.
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Table 2.2 ECM Roll Out 2 pre/post-tests info summary

@ Promocion
\ / Social

ECM RO
session 2

Persons who sat for pre-test 22
Persons who sat for post-test oy
Number of people who sat for both tests 22
% of participants who showed improvement 73%
% of participants who did not show improvement 27%
# People who showed improvement 16
# People who showed no improvement 6
Absentees on post-test 0

As shown in Figure 4.2, the average total pre-test score of ROS2 participants was 14.86 (out of 20
possible points), while the average total post-test score was 16.73, reflecting an overall increase in

knowledge.

20,00
18,00
16,00
14,00
12,00
10,00
8,00
6,00
4,00
2,00
0,00

Average total score in Pre & Post tests (ECM RO2)

16,73
14,86

Total score

M pre test M post test

Figure 4.2. Total Average score in Pre and Post test

Figure 5.2 shows the average pre- and post- scores for the group per test item.
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Figure 5.2. Average scores in pre/post-test per question in ECM Roll Out 2

ECM Training roll out 3:

Table 2.3 summarizes the results of the Pre/Post-tests of ECM training roll out 3 trainees. 79%
of participants in this roll out session demonstrated an improvement in knowledge.

Table 2.3 ECM roll out 3 pre/post-tests info summary

Persons who sat for pre-test 19
Persons who sat for post-test 19
Number of people who sat for both tests 19
% of participants who showed improvement

ECMRO | O PAHCEP P 9%

session3 | % of participants who did not show improvement 219%
# People who showed improvement 15
# People who showed no improvement 4
Absentees on post-test 0
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As shown in Figure 4.3, the average total pre-test score of ROS3 participants was 14.32 (out of 20
possible points), while the average total post-test score was 16.26, reflecting an overall increase in
knowledge.

Average total score in Pre & Post tests (ECM RO3)

20,00

18,00 16,26
16,00 14,32

14,00
12,00
10,00
8,00
6,00
4,00
2,00
0,00

Total score

Hpre test B post test

Figure 4.3 Total Average score in Pre and Post tests

Figure 5.3 shows the average pre- and post- scores for the group per test item.

Average scores in Pre & Post test per question (ECM

RO3)
1,00
0,80
0,60
0,40
0,20 | | I
0,00
SN S U e O SO I R

<&
Hpre test M post test

Figure 5.3. Average scores in pre/post-test per question in ECM Roll Out 3

36 | Page
ECM ToT — Jan-Feb 2020



duwgo @ @ @ Fundacion
el @ Promocion
oeloizyl @ Social

ECM Training roll out 4:

Table 2.4 summarizes the results of the Pre/Post-tests of ECM training roll out 4 trainees. 94%
of participants in this roll out session demonstrated an improvement in knowledge.

Table 2.4 ECM roll out 4 pre/post-tests info summary
Persons who sat for pre-test 18

Persons who sat for post-test 18

Number of people who sat for both tests 18

% of participants who showed improvement 94%

% of participants who did not show improvement 6%

# People who showed improvement 17

# People who showed no improvement 1

Absentees on post-test 0

As shown in Figure 4.4, the average total pre-test score of ROS4 participants was 14.78 (out of 20
possible points), while the average total post-test score was 17.61, reflecting an overall increase in
knowledge.

Average total score in Pre & Post tests (ECM RO4)

20,00
18,00
16,00 14,78
14,00
12,00
10,00
8,00
6,00
4,00
2,00
0,00

17,61

Total score
Hpre test M post test

Figure 4.4 Total Average score in Pre and Post test

Figure 5.4 shows the average pre- and post- scores for the group per test item.
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Average scores in Pre & Post test per question (ECM

RO4)
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Figure 5.4. Average scores in pre/post-test per question in ECM Roll Out 4

ECM Training roll out 5:

Table 2.5 summarizes the results of the Pre/Post-tests of ECM training roll out 5 trainees. 74%
of participants in this roll out session demonstrated an improvement in knowledge.

Table 2.5 ECM roll out 5 pre/post-tests info summary

Persons who sat for pre-test 19
Persons who sat for post-test 19
Number of people who sat for both tests 19
ECM RO % of participants who showed improvement 74%
session 5 % of participants who did not show improvement 26%
# People who showed improvement 14
# People who showed no improvement 5
Absentees on post-test 0

As shown in Figure 4.5, the average total pre-test score of ROSS5 participants was 13.89 (out of 20
possible points), while the average total post-test score was 15.79, reflecting an overall increase in
knowledge.
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Figure 4.5 Total Average score in Pre and Post tests

Figure 5.5 shows the average pre- and post- scores for the group per test item.

1,00
0,80
0,60
0,40
0,20
0,00

Social

Average scores in Pre & Post test per question (ROS)
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Hpre test B post test

Figure 5.5 Average scores in pre/post-test per question in ECM Roll Out 5

ECM Training roll out 6:

Table 2.6 summarizes the results of the Pre/Post-tests of ECM training roll out 6 trainees. 76%

of participants in this roll out session demonstrated an improvement in knowledge.

Table 2.6 ECM roll out 6 pre/post-tests info summary

Persons who sat for pre-test

17
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Persons who sat for post-test 17
Number of people who sat for both tests 17
% of participants who showed improvement 76%
ECMRO | 9 of participants who did not show improvement 24%
session 6
# People who showed improvement 13
# People who showed no improvement 4
Absentees on post-test 0

As shown in Figure 4.6, the average total pre-test score of ROS6 participants was 13.35 (out of 20
possible points), while the average total post-test score was 15.79, reflecting an overall increase in
knowledge.

Average total score in Pre & Post tests (ECM RO6)

20,00
18,00
16,00
14,00
12,00
10,00
8,00
6,00
4,00
2,00
0,00

15,71
13,35

Total score
Hpre test Hpost test

Figure 4.6 Total Average score in Pre and Post tests

Figure 5.6 shows the average pre- and post- scores for the group per test item.
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Average scores in Pre & Post test per question (ECM
RO6)
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Figure 6.6. Average scores in pre/post-test per question in ECM Roll Out 6

ECM Training roll out 7:

Table 2.7 summarizes the results of the Pre/Post-tests of ECM training roll out 7 trainees. 75%
of participants in this roll out session demonstrated an improvement in knowledge.

Table 3.7 ECM Training Roll Out 7 pre/post-tests info summary

Persons who sat for pre-test 20

Persons who sat for post-test 20

Number of people who sat for both tests 20
ECM RO % of participants who showed improvement 75%
session 7 | % of participants who did not show improvement 25%

# People who showed improvement 15

# People who showed no improvement

Absentees on post-test

As shown in Figure 4.7, the average total pre-test score of ROS7 participants was 13.75 (out of 20
possible points), while the average total post-test score was 15.85, reflecting an overall increase in
knowledge.
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Average total score in Pre & Post tests (ECM RO7)
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Figure 4.7. Total Average score in Pre and Post tests

Figure 5.7 shows the average pre- and post- scores for the group per test item.

Average scores in Pre & Post test per question (ECM
RO7)
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Figure 5.7. Average scores in pre/post-test per question in ECM Roll Out 7

ECM Training roll out 8:
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Table 2.8 summarizes the results of the Pre/Post-tests of ECM training roll out 8 trainees. 81%
of participants in this roll out session demonstrated an improvement in knowledge.

Table 2.8 ECM roll out 8 pre/post-tests info summary

Persons who sat for pre-test 19
Persons who sat for post-test 16
Number of people who sat for both tests 16
ECM — -
RO % of participants who showed improvement 81%
session | % of participants who did not show improvement 19%
e # People who showed improvement 13
# People who showed no improvement 3
Absentees on post-test 3

As shown in Figure 4.8, the average total pre-test score of ROSS participants was 13.79 (out of 20
possible points), while the average total post-test score was 13.47, reflecting an overall increase in
knowledge.

Average total score in Pre & Post tests (ECM ROS)
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Figure 4.8 Total Average score in Pre and Post tests

Figure 5.8 shows the average pre- and post- scores for the group per test item.
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Average scores in Pre & Post test per question (ECM
ROS8)
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Figure 5.8. Average scores in pre/post-test per question in ECM Roll Out 8

ECM Training roll out 9:

Table 2.9 summarizes the results of the Pre/Post-tests of ECM training roll out 9 trainees. 69%
of participants in this roll out session demonstrated an improvement in knowledge.

Table 2.9 ECM roll out 9 pre/post-tests info summary

Persons who sat for pre-test 16
Persons who sat for post-test 16
Number of people who sat for both tests 16
ECM RO | % of participants who showed improvement 69%
session 9 | % of participants who did not show improvement 31%
# People who showed improvement 11
# People who showed no improvement 5
Absentees on post-test 0

As shown in Figure 4.9, the average total pre-test score of ROS9 participants was 14.00 (out of 20
possible points), while the average total post-test score was 16.31, reflecting an overall increase in
knowledge.

44 | Page
ECM ToT - Jan-Feb 2020



duwwio @ @ @ Fundacion
el #) Promocion
oeloizyl @ Social

Average total score in Pre & Post tests (ECM RO9)
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Figure 4.9 Total Average score in Pre and Post tests

Figure 5.9 shows the average pre- and post- scores for the group per test item.

Average scores in Pre & Post test per question (ECM
RO9)
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Figure 5.9. Average scores in pre/post-test per question in ECM Roll Out 9

ECM Training roll out 10:

Table 2.10 summarizes the results of the Pre/Post-tests of ECM training roll out 10 trainees. 89%
of participants in this roll out session demonstrated an improvement in knowledge.
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Table 2.10 ECM roll out 10 pre/post-tests info summary

Persons who sat for pre-test 19
Persons who sat for post-test 19
Number of people who sat for both tests 19
% of participants who showed improvement 89%
% of participants who did not show improvement 11%
# People who showed improvement 17
# People who showed no improvement 2
Absentees on post-test 0

As shown in Figure 4.10, the average total pre-test score of ROS10 participants was 14.95 (out of
20 possible points), while the average total post-test score was 18.05, reflecting an overall increase
in knowledge.

Average total score in Pre & Post tests (ECM RO10)
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Figure 4.10 Total Average score in Pre and Post tests

Figure 5.10 shows the average pre- and post- scores for the group per test item.
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Average scores in Pre & Post test per question (ECM
RO10)
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Figure 5.10 Average scores in pre/post-test per question in ECM Roll Out 10

ECM Training roll out 11:

Table 2.11 summarizes the results of the Pre/Post-tests of ECM training roll out 11 trainees. 44%
of participants in this roll out session demonstrated an improvement in knowledge.

Table 2.11 ECM roll out 11 pre/post-tests info summary

Persons who sat for pre-test 18
Persons who sat for post-test 18
Number of people who sat for both tests 18
% of participants who showed improvement 44%
% of participants who did not show improvement 56%
# People who showed improvement 8
# People who showed no improvement 10
Absentees on post-test 0

As shown in Figure 4.11, the average total pre-test score of ROS11 participants was 14.06 (out of
20 possible points), while the average total post-test score was 15.61, reflecting an overall increase
in knowledge.
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Average total score in Pre & Post tests (ECM RO11)
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Figure 4.11 Total Average score in Pre and Post tests

Figure 5.11 shows the average pre- and post- scores for the group per test item.

Average scores in Pre & Post test per question (ECM
ROI11)
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Figure 5.11 Average scores in pre/post-test per question in ECM Roll Out 11

ECM Training roll out 12:

Table 2.12 summarizes the results of the Pre/Post-tests of ECM training roll out 12 trainees. 71%
of participants in this roll out session demonstrated an improvement in knowledge.
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Table 2.12 ECM roll out 12 pre/post-tests info summary

Persons who sat for pre-test 19
Persons who sat for post-test 17
Number of people who sat for both tests 17
ECM RO | % of participants who showed improvement 71%
session 12 | % of participants who did not show improvement 29%
# People who showed improvement 12
# People who showed no improvement 5
Absentees on post-test 2

As shown in Figure 4.12, the average total pre-test score of ROS12 participants was 12.32 (out of
20 possible points), while the average total post-test score was 13.26, reflecting an overall increase
in knowledge.

Average total score in Pre & Post tests (ECM RO12)
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Figure 4.12 Total Average score in Pre and Post tests

Figure 5.12 shows the average pre- and post- scores for the group per test item.
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Average scores in pre & post test per question (ECM
RO12)
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Figure 5.12. Average scores in pre/post-test per question in ECM Roll Out 12
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4. ECM Training Roll Out Sessions Outcomes

4.1. Challenges

The challenges faced during the ECM Training Roll Out Sessions are listed below:

English language: ECM material, presentations and Pre-Post tests were in English. Many
participants raised this issue and preferred to have the material in Arabic. The trainers had
to assist some participants and translate some questions to participants who had difficulty
understanding the test.

Venue: Several participants complained about the venues, its services, the quality of food
and other environmental conditions (noise, cold, etc.). Venues criticised were: Zahle
(Cadmous), Saida (Mouwasat) and Lancaster Tamar. Trainers were also not comfortable
in these locations due to limitations related to implementing some components of the
trainings which may ultimately have impacted training outcomes. However, the FPS
logistical team confirmed that venue options were extremely limited. Nevertheless, efforts
were made to provide participants with the best training experience.

Duration of the training: The current ECM material needs more than one day to be
delivered and explained to participants. The schedule was very condensed and did not
allow enough time for discussion and experience sharing. Participants were very tired
during the last part of the sessions.

Participants highlighted the need to involve management teams of organizations in similar
trainings, in addition to other colleagues such as receptionists, security guards, volunteers,
as well as frontliners from other sectors (those working in WASH, bank employees, etc).
This is strongly related to the current situation of civil unrest in the country that is affecting
peoples’ lives since the end of October 2019 and their reaction to the difficulties they are
experiencing.

The level of trainers was highly variable. Some of them were extremely knowledgeable
and came prepared to the training sessions. Others were not prepared and lacked a lot of
information. However, all trainers were provided with the necessary support and material
prior to the training, having the organisation team available for anything they might need
prior to the training.

4.2. Recommendations

The recommendations for future trainings are listed below:

1.
2.

bt

Have the material available in Arabic.

Organize at least a one-day orientation session for managers and head of organizations to
discuss organizational preparation to ensure appropriate crisis management and prevention.
Ensure large training rooms for future trainings.

Provide additional training for trainers or refresher sessions.
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5. Select a better pool of trainers for the roll out sessions (perform a pilot for trainers and then
select those with the highest evaluation scores).
6. Additional training days.
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5. Conclusion

In summary, participants were very satisfied with the ECM roll out sessions. Many of them
highlighted the relevance of the topic and how much it matches their current daily struggles. A
substantial amount of important experiences were shared during the training. Overall, the training
objectives were met, including the increase of knowledge regarding Emotional Crisis
Management, as seen in the pre- and post-tests results.

At the end of each training, oral feedback from all participants was also gathered. These moments
of feedback consisted mainly of positive feedback regarding the training, with some complaints
about the use of English language instead of Arabic or the venue. Due to some language barriers,
many trainers had to translate the pre- and post-tests questions to participants. Other participants
had problems understanding some questions but they did not raise this issue until the end of the
training. This might have affected the results of the pre- and post-tests.

Overall, the trainers who delivered a roll out session were very different in the way they
implemented the sessions, with variable capabilities. Some of them came to the training very well
prepared while others were preparing themselves during the breaks. Many times, the master trainer
had to intervene during a session to clarify misunderstandings or to answer questions that the
trainer could not handle. However, many of the participants emphasized the importance of the
training, especially in the current context and some even requested trainings in their own
organizations.

It is important to mention as well that the applicants for the roll out sessions reached a high number
(570) for the first round, which translates the noticeable need for this topic. Due to this, FPS and
NMHP agreed to four additional trainings, resulting in a total of 12 roll out sessions. For this
second round, the candidates that were rejected in the first round had a second opportunity to apply
(150 applied once again). The criteria for selection was the same as for the first round, prioritizing
front liners.

Also, throughout the roll out session implementation, the need to evaluate the trainers separately
rose in prominence as some of the participants desired to evaluate each trainer on an individual
basis (individual trainer evaluations began in roll out session 7).
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6. Annexes

Annex 1: Agenda of the Roll out session

Emotional Crisis Management — Roll out sessions

Agenda
8:30 - 8:45 Registration & Coffee
8:45-9:45 Session I: Opening Session

- Welcome statement

- General introduction about the training
- Pre-test

- Icebreaker

- Ground rules

- Expectations
9:45 - 10:45 Session II: Background about emotional crisis
10:45-11:15 Coffee Break
11:15-12:45 Session III: Preparation for emotional crisis management
12:45 - 13:30 Session IV: Crisis management
13:30 — 14:15 Lunch Break
14:15 - 15:00 Session IV: Crisis management
15:00 — 15:30 Session V: After the crisis incident
15:45 - 16:30 Recap & evaluation & post-test
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Annex 3: Pre and Post test

Fundacion
Promocion
Social

Emotional Crisis Management Protocol — Pre- and Post-Test

Date of Training: Location of training:

] Pre-test [0 Post-test | Test Score: out of 30

Please insert your code:

A. Put ¢ in the correct column.

True

False

1. When dealing with a person in crisis who is shouting, it is

important to use the same tone level to be able to calm them down.

2. When you feel you can't handle the situation, always ask the
person in crisis to leave.

3. If frontliners are feeling stressed or angry, it is advisable to
avoid intervening with a person in crisis.

4. During emotional crises, persons are usually unable to think
rationally or process information without the help of others.

S. It is important to have 2 staff members interacting with the
person in crisis for better management of the crisis.

6. Long waiting times can be a risk factor to emotional crisis.
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7. Agitation is a warning sign of emotional crisis.

Fundacion
Promocion
Social

8. If the person in crisis is a minor, you should refrain from
conducting an interview if you are not trained to do so.

9. If a person in emotional crisis is presenting with hallucinations

or delusions the first step would be to try to challenge the delusional belief.

10. If a person in emotional crisis is known by your organization,
then you can assume you know their priority concern and act accordingly.

11. When a person is in emotional crisis, it is always due to a
situational stress that occurred inside the organization (delays of service,
miscommunication, etc.).

12. Characteristics of the physical environment, such as difficulty
parking, excessive heat or cold, noise, are risk factors for emotional crisis

13. Refusing to cooperate or disrespecting the rules is a warning
sign of emotional crisis.

B. Please circle the correct answer. There is only one correct answer for each question.

14. When speaking with someone who is agitated you should ALWAYS:

a. Match their tone and posture
Send them away if they refuse to calm down

C. Ask them what is their priority concern

d. Minimize the situation or their feelings

15. When interacting with a person in emotional crisis you should NEVER:
a. Provide reassurance to the person using simple language

b. Promise to fix their problems in order to calm them down

C. Take notes on the information they provide

d. Be empathetic with the feelings of the person in crisis

16. When assisting a person who is suicidal you should NEVER:

a. Leave them alone to calm down
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20.
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Talk to the person in a separate room

Call a mental health professional

Remove all possible means of self-harm

When facing an aggressive person with a weapon, you should:
Attempt to disarm them

Tell them the police are on their way

Passively cooperate until you are able to safely exit

Try de-escalation techniques at least twice

Which of the following is not an active listening skill?
Paraphrasing

Being attentive

Reflecting

Interrupting

When working with a potentially violent person, it is advisable to:
Offer the person something to drink or eat

Ask them to leave if they don't cooperate

Leave them alone for some time to calm down

Threaten to call the security guards of they don’t calm down
When trying to intervene with a person in emotional crisis, where is the best place you

can place your hands?

a.

b.
C.
d

Behind your back

In your pockets

Visible at all times
Tucked into your armpits
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