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Tool 3.1: FGD GUIDE Consulting on Feedback and Accountability mechanisms

INSTRUCTIONS: This tool can be used during small group discussions (6 to 10 participants) to better understand their experience of our FAM. Ideally the group discussion should be facilitated by an experienced moderator aided by a note taker. In most contexts it’s appropriate hold separate discussions for male and female participants and for the facilitator and the note take to be of the same sex as the participants. The facilitator should explain the reason of the discussion, explain confidentiality and ensure the group is understands how information will be used[footnoteRef:1]. [1:  For more tips on conducting FGDs see: https://www.intrac.org/wpcms/wp-content/uploads/2017/01/Focus-group-discussions.pdf] 


KEY CONSIDERATIONS: You should consider all potential ethical concerns before the discussion, the safety of respondents and ensure all participants agree that no information shared in the discussion will be divulged outside the group. It’s always important to obtain informed consent from participants. The discussion should not last more than one-and-a-half hour. Focus Group Discussion should be organised in separate groups: adult men, adult women, community leaders, adolescent boys and adolescent girls, etc. 

Data to be recorded

	Name of FACILITATOR: 

	Date 

	Name of NOTE TAKER: 

	Location

	Name of INTERPRETER (as applicable): 

	Number and sex/age of participants (ie, 8 adolescent girls)

	Transcript or summary of the discussion.





KEY STEPS 

Introduce all facilitators

Key messages:
 
· Introduce CARE[footnoteRef:2] (and partners) and explain the project/activities we are doing [2:  It may be useful for the facilitator to wear a CARE T-shirt or bring a card with the CARE logo to help participants identify the organisation] 

· Explain what community members can expect from us (code of conduct, non-discrimination, CARE’s assistance is free, participation is voluntary etc)
· Explain CARE is different from and independent from the government, the army, religious groups, political groups and private interests. 
· Explain CARE (and partners) will never force anybody to do something they don’t want to do. 

Present the purpose of the discussion

· The purpose of this discussion is to improve the communication between the communities and CARE, including women and girls. We would like your suggestions about how we can best communicate information with you and how you can share any suggestions or concerns with us. 
· There are no right or wrong answers: everyone’s opinion is valuable to us 
· No one is obligated to respond to any questions if s/he does not wish
· The facilitator might interrupt discussion, but only to ensure that everyone has an opportunity to speak and no one person dominates the discussion 
· Explain confidentiality and agree to keep information confidential
· Ask permission to take notes and explain no one’s identity will be recorded



A. Start the conversation by using example of project activities (eg. distribution of food or VSLA). 

Ask participants to think about general feedback they might have. If needed, provide some examples, such as:

· What do they think of the activities? What do they appreciate and what don’t they like about the activities? 
· Ask people how they currently deal with issues and, what do they do? Have they approached CARE to give feedback? What happened next? 
· Are they comfortable providing feedback this way? What would make them more open? Ask what is good about this system, and what isn’t?

If people have specific complaints, ask them to wait until the end of the discussion, and allow some time to answer their questions.

B. Explain why we want to set up a strong feedback and accountability mechanism 

Explain that people have the right to complain, and to receive a response to the complaint. Explain we always have a duty to respond but not to always enact what they have asked. There are times we won’t be able to do what they ask for a variety of reasons. We will however, always respond to them and let them know what we did and why. 

Ask participants if they have suggestions about ways for them to contact CARE or speak to CARE Staff if they want to share a feedback or complaints
Let people share their ideas. 

Ask specifically about ways for different people to communicate with us: children, illiterate people, disabled people etc. 

Probe which channels are really accessible for everyone including asking what is socially and culturally accessible to all. 
If they suggest communicating with us through representatives (f.e. community leaders) verify that everybody would be comfortable with that. 

Ask specifically about ways to communicate sensitive information. 
Discuss how many of our staff/volunteers they regularly come in contact with. How would they go about raising concerns about them? 

C. Discuss how they would like to hear back from us

Explain how feedback will be processed and our commitment to responding to every feedback. Take the opportunity to clarify that we often need more information (date, location etc) and that we cannot respond to anonymous feedback. 

Ask specifically how people prefer we respond to their feedback for both public and confidential feedback.  


D. Understand their favourite channels

Rank the different channels in order of preference. Ensure you understand what are the reasons why people prefer one over the other. Take notes of any recommendations from the group on specific channels. Keep in mind questions of: 
- Location. (Do beneficiaries know where it is? Is the area safe for all?)
- Distance. (Recommended as not too far.)
- To whom does one complain (Fear of retaliation, involvement of public offices)
- Possibility to file complaints on behalf of others, (Due to illiteracy, fear of retaliation, inability to travel etc.)
- Free to use. (No fees requested.)
- Sensitivity to cultural traditions, gender, age and religion.
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CONCLUDE THE DISCUSSION

· Thank participants for their time and contribution 
· Explain again the purpose of this discussion and assure them we would like suggestions about how we can best communicate. Encourage them to get in touch if they something else comes to mind that they want to share with us. 
· Remind participants of their agreement to confidentiality.
· If anyone wishes to speak in private, respond that the facilitator and note-taker will be available after the meeting.

image1.png
¢.2care

Defending Dignity.
Fighting Poverty.




