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Community engagement and accountability training
Feedback Scenario - Participant Handout
	



Scenario exercise: Feedback mechanisms 
45 minutes

The situation
Alexa Red Cross (ARC) has recently integrated CEA in its strategic plan, and you are part of the team responsible for establishing a new organisational community feedback mechanism. The feedback mechanism needs to support all the National Society’s work, including branch activities, programmes, and emergency operations and epidemic responses. There is a budget of $5000 USD set-up costs, plus $3000 USD per month running costs. The Secretary General has asked you to prepare a plan outlining how the new feedback mechanism will work. The results of community, staff, and branch consultations are below.
Community consultations
· Most people preferred to provide feedback face to face, but women do not feel comfortable providing feedback in front of men
· Both men and women were comfortable with the idea of a phone hotline idea, but this is not something they have experience of
· Mobile phone ownership in communities is high – over 80%, but the phone is usually a household phone and women only have access at night
· Social media is popular among younger age groups in urban areas. Radio was also very popular amongst most age groups
· Community meetings and women’s groups are common in most communities
· The national literacy average is 75%
· There is a high level of discrimination towards the minority Dali ethnic group, who are often excluded from public gatherings and events
· For most feedback, people would be happy to get a response publicly, but for anything sensitive they would prefer this to be responded to privately. 

National Society internal consultations and capacity 
· The Head of Health has asked if it can be used to track community feedback on common diseases like malaria and COVID-19, including attitudes and perceptions towards immunization
· The Head of Disaster Management has asked if it can respond to community questions about cash transfers during emergency operations 
· The National Society has IT, information management, and protection, gender, and inclusion experts at HQ
· ARC has branches across the country with active volunteers, who carry out activities such as social mobilization, assessments, and programme monitoring
· ARC has relatively good internal communication and coordination mechanisms including monthly departmental meetings at HQ, quarterly branch manager meetings and a quarterly email newsletter that goes out to all staff and volunteers. 

Your task
Be ready to give a 5-minute presentation to the ARC Secretary General and management team in 45 minutes:
1. Explain how the new National Society wide feedback mechanism will work including:
a. How will feedback be collected?
b. How will you respond to feedback?
c. How will feedback be analysed internally?
d. How will you make sure feedback is discussed and acted on internally?
e. What resources will the mechanism need i.e., staff, equipment, funding?
f. How will the feedback mechanism be advertised to communities?

You can use the Feedback Section in the CEA Guide (Module 6) CEA Tool 15: Feedback Kit to help you. 
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