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What’s New? 
 
What works for Social Accountability? Findings from 
DFID’s Macro Evaluation 
 
This long-awaited evaluation conducted by  ITAD analysed 50 of the UK Department for 
International Development’s (DFID) social accountability projects to find out what works, for 
whom, in what contexts and why.  
 

 
 

Key Findings 
 

What works?  

 DFID’s analysis revealed that social accountability processes almost always lead to 
better services (in 46 out of the 50 sampled cases), with services becoming more 
accessible and staff attendance improving. 

 Local actors (facilitators and networks) are critical at building citizen engagement 
with service providers. 

 Dialogue between citizens and service providers works best when backed up by 

http://itad.com/wp-content/uploads/2017/07/SummaryFindings_Briefing_2-v7.2-high-res.pdf


locally-generated evidence (citizen-generated data).  

 Social accountability support works through both formal (state-led) and informal 
(citizen-led) channels. 

 
In what contexts? Social Accountability processes work best in contexts where the state-
citizen relationship is strong, but they can also work in contexts where this is not the case.   
 
For whom? Social accountability interventions can improve access to services for 
marginalised groups if the dialogue between citizens and service providers includes all social 
groups.  Results were better when social accountability interventions were integrated with 
government support for services targeting marginalised groups. 
 
What needs to work better?  

 Social accountability processes which lead to improvements in service delivery are 
difficult to sustain due to supply-side constraints.  

 Social accountability processes are difficult to take to scale. 

 Weak civil society capacity can also undermine social accountability sustainability. 
 

Policy Lessons 
 Apply a strategic approach to social accountability; move beyond tactical approaches 

to achieve success at scale. Social accountability approaches should ensure local 
citizen actions are relevant and integrated to higher, more strategic, interventions. 

 Target marginalised groups directly to leave ‘no one behind’. 

 Invest in civil society networks. 

 Consider the context, and think and work politically. 
 
Want more information? 
 

 Policy brief is available here; webinar recording is available here.   

 If you are interested in the detail, including the rigorous evaluation process that has 
led to these findings, take a look at the full macro evaluation report. 

 
 

What’s going on around the IG Network? 
 

Listening and acting on feedback? CARE’s walking the talk 

 

http://itad.com/wp-content/uploads/2017/07/SummaryFindings_Briefing_2-v7.2-high-res.pdf
http://gpsaknowledge.org/events/kp-webinarwhat-works-for-social-accountability-findings-from-dfids-macro-evaluation/#.WeYkT4WcFac
http://itad.com/reports/empowerment-accountability-annual-technical-report-2016-works-social-accountability/


Introducing CARE’s ‘Constituency Voice’ (CV) Feedback Mechanism Pilot 
The Constituency Voice pilot is a model feedback mechanism that CARE is piloting to 
improve relationships between CARE, its partners and target populations. It is being piloted 
in five Country Offices – Nepal, Bangladesh, Tanzania, Ghana and Zambia. The aim is to use 
lessons emerging from pilots in the five COs to develop a CARE-wide model of feedback that 
enhances CARE’s accountability to stakeholders in an easier, comprehensive and regular 
way.  
 
Why we are doing the pilot 
 The CV pilot responded directly to the Accountability Framework (AF) review, particularly 
the recommendation that CARE comes up with models of accountability that improve 
CARE’s accountability to different stakeholders, especially those less powerful than CARE. It 
is aimed at providing a flexible tool for collecting perspectives from different stakeholders, 
analysing the feedback regularly, and acting on the findings. In this way, the methodology 
also responds to the growing support for more ‘adaptive development’, providing faster and 
more cyclical check-in junctures, where feedback on our work comes in and can be used as a 
management tool. 
 
How it works? 
CV turns feedback into data and data into voice. It does this via a five step process:  
 

 
 

Digital Platform: The system operates on a digital platform called the ‘CARE Neighbourhood’ 
within Keystone’s Feedback Commons. The Survey Builder tool in the system supports the 
creation of simple micro-surveys. The Data Explorer tool enables programme and partner 
staff to analyse feedback and create data graphics that can be used during dialogue sessions 
and management meetings. 
 
Achievements to date – more to come in the New Year 

http://governance.care2share.wikispaces.net/Constituency+Voice+Feedback+Mechanism
http://www.care-international.org/files/files/CARE%20International%20Accountability%20Framework.pdf
http://feedbackcommons.org/


Process Results: So far, 10 different surveys have been sent to groups of partner staff across 
six programmes and we have received 198 responses. The response rates have been 
respectably high, at around 60%. CARE colleagues have held 14 dialogue sessions with 
partners, to discuss feedback and plan course correction. Several clear course corrections 
have already been initiated in the pilot, based on the feedback. Second cycle surveys are 
focused on target groups, and are currently underway with two programmes having already 
collected over 662 responses from impact populations. 
Outcome Results: 

Result 1: 
Strengthening 
Relationships  

Partners commented on feeling they have a safe space to input into project 
decisions and feel able to raise issues more freely. E.g. CARE Nepal’s partners 
were unhappy with CARE holding the technical knowledge for using the system. 
CARE Nepal has now developed an action plan with partners for sharing this 
technical knowledge.  

Result 2: 
Improving 
Impact  

Entrepreneur partners say they can now listen to farmers’ needs better, 
allowing them to adapt to meet those needs more effectively. E.g. Partners 
learned that farmers wanted a smaller package size for fertilizer, as the size 
was too much product at too high cost for small-holder farmers. Krishi Utsho 
adapted the package size, and is now selling more. Customer satisfaction has 
improved and sales increased. 

Result 3: 
Tracking 
Evidence  

CARE programme staff across the Nepal, Bangladesh and Zambia pilots say the 
system allows CARE and partners to see if issues have been resolved over time, 
which is good for continued improvement.  

Look at what some of our partners have to say: 

 
 
What are we learning? 
This pilot has pointed to seven preconditions for success in implementing the Constituent 
Voice feedback mechanism. Each is necessary, but on its own not sufficient: 
 



 Committed LEADERSHIP willing to listen to feedback and embed collecting and 
acting on feedback into the DNA of programme management.  

 Simple TOOLS that are affordable within a project’s operating budget (i.e. not 
dependent on extra funding).  

 Investment in a comprehensive ORIENTATION during the inception phase to gain 
trust of partners and impact groups and ensure understanding of the CV method and 
rationale.  

 Technical ACCOMPANIMENT to support implementation and build capacity, 
especially in new programmes where programme staff and partners are unfamiliar 
with the method.  

  Attention must be paid to INCLUSION. Where countries use different scripts, 
language skills vary generally, and/or where connectivity is unreliable, the option to 
undertake paper-based questionnaires in addition to using the electronic system 
must be considered.  

 Attention must be paid to POWER. Pilot participants often commented on their 
cultures of politeness, respect of hierarchical relationships, and the difficulties 
around giving feedback ‘upward’ to managers. Preference would be for less direct 
questions.  

 There must be CONSEQUENCES. All parties must act on commitments and change in 
response to feedback otherwise communities and partners will not continue 
participating.  

 

For further information on the pilot, see the two-page pilot summary attached to this email. 
For further details on the learning so far contact Hayley Capp at 
capp@careinternational.org.   

 

Have you seen CARE Afghanistan’s Inclusive Governance 
Strategy?  

 
 

CARE Afghanistan has recently developed its Inclusive Governance Strategy and is available 
here. This document demonstrates CARE Afghanistan's commitment to CARE's 2020 
Program Strategy by incorporating inclusive governance as both a set of approaches that 
programs will use, and one of the objectives that programs shall work towards. This strategy 
paper outlines the concept of inclusive governance, its background and adaptation to the 
Afghanistan context. 

mailto:capp@careinternational.org
http://governance.care2share.wikispaces.net/CARE+Country+Office+Inclusive+Governance+Strategies


 
 

Reading  
  

Seven challenges for accountability 2.0  

 
 
Anu Joshi, a social scientist at the Institute of Development Studies (IDS), recently published 
a blog on current challenges we need to face to take the community-led accountability 
agenda forward. They are tough ones, but it is encouraging to see CARE is having the right 
discussions and heading in the right direction.  
 
Here they are in no particular order: 

1. Merely thinking about “states” and “citizens” is too limiting 
2. We need to think more strategically about where public power (actually) lies 
3. Current political ideologies and religion are increasingly fracturing shared moral 

norms 
4. Closing of civic spaces by governments afraid of citizen voice 
5. The politics of (competing sources of) evidence 
6. Parallel worlds of accountability? 
7. How do we know whether accountability work has any impact (on poverty, 

inequality and sustainability)? 
 

Read Full Blog  

 

Events 
 

What can tech deliver for citizen voice and accountability 
in health projects? Webinar with Tabitha Hrynick, Linda Waldman and Duncan 

Edwards, November 8, 2017, 10:00 am EDT 

 
Information and communication technologies (ICTs) and mHealth innovations hold great 

http://www.ids.ac.uk/opinion/seven-challenges-for-accountability-2-0?utm_campaign=News+at+IDS+4+October+2017&utm_source=emailCampaign&utm_content=&utm_medium=email


potential to improve health systems and health outcomes while at the same time enhancing 
citizen engagement and accountability. Yet there has been little assessment of the impact of 
mHealth innovations on the ground. 
 
This webinar presents research on the experiences of seven mHealth initiatives funded by 
the Making All Voices Count programme. All seven worked on the underlying assumption 
that citizen engagement and voice are central to strengthening accountability. 
 

Join the Webinar 

 
New e-learning course: Being Accountable to Affected 
People.  
Humanitarian Leadership Academy has launched a new two hour e-learning course "Being 
Accountable to Affected People". As humanitarians, we always must hold ourselves 
accountable to people affected by crises and ensure that we meet their needs. Whether you 
are involved in humanitarian response, or you want to learn more about accountability, this 
course will be extremely useful. The course uses different scenarios to help you understand 
what it means to act in a way that truly demonstrates your accountability to affected 
communities. 

Start the Course 

 

Stay in Touch 
To keep up to date with Inclusive Governance news follow CARE Governance on Twitter 
@CAREgov. Please get in touch if you have any interesting stories or news that you would 
like to feature in the next newsletter and please forward this email to others and let me 
know if they would like to be added to the mailing list. Contact Hayley Capp: 
capp@careinternational.org 
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http://mailchi.mp/humanitarian/new-course-being-accountable-to-affected-people?e=304550f87a
http://mailchi.mp/humanitarian/new-course-being-accountable-to-affected-people?e=304550f87a
https://twitter.com/CAREgov
mailto:capp@careinternational.org
https://twitter.com/CAREgov
http://governance.care2share.wikispaces.net/


 
 
 


