General feedback from
the Independent Review Panel
Review Round November 2016
The Independent Review Panel of Accountable Now appreciates the Member’s efforts to
continuously strengthen accountability to communities, local partners, supporters, staff,
donors, or other key constituencies. Our key focus is on accountability to those you serve.
It is against this background that we critically discussed your report and came to the
individual assessment below. Before we share this with you, however, we want to highlight
a few issues of concern that we found throughout most of the nine reports assessed in the
last review round.

Closing the feedback loop with stakeholders (NGO2, NGO9)
A recent study on 40 international civil society organisations’ (CSOs’) accountability
practices – conducted by the direct impact group on behalf of Accountable Now –
revealed that only three out of these 40 CSOs responded with an appropriate answer to
a complaint test within three weeks.
This is alarming. All Members of Accountable Now should have a fully functioning feedback
mechanisms in place. However, when checking your reports we found a consistent lack of
reporting filed complaints per type, quantity, and region as well as a total lack of
information on how they were resolved. We believe this is not an acceptable level of
accountability. CSOs should not only have a mechanism in place but should first be
capturing complaints with the appropriate level of detail and then monitoring their
resolution and agreeing what actions need to be taken to ensure the same issues do not
arise.
Feedback Labs, with whom Accountable Now collaborated on the People-Powered
Accountability project, also serve as a valuable source of information on how to close
feedback loops.

Collaboration with partners, communities and networks (NGO6, EC7 & SO1)
As part of the 10 Accountability Commitments, Accountable Now Members commit to
working in genuine partnership with local communities and partners. With increased
globalisation of information, more empowered citizens engage and civic space is
challenged, it becomes ever more important to help local communities and partners to
thrive. However, we found that coordination with local communities is still an overall
weakness area among the Accountability Reports we received. Some “common” ICSO
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practices can have intended or unintended consequences on local communities. We would
thus like to particularly highlight a lack of contributions to building local capacity and
resources. Do you take into account local market conditions and think about working
alongside local organisations building their capacity? We suggest that ICSOs should start
to consider their impact on the sustainability and independence of local civil society in all
their work (such as planning, budgeting, economic impact, etc.).

Adding to what people do to improve their lives (NGO3)
To state the obvious, impact measurement is important. However, many evaluations
mentioned in received Accountability Reports focus on collecting relatively large amounts
of data on people reached, however, this does not tell us much about the improvement in
their lives. Moreover, we should critically ask ourselves: What is the ICSO’s credit in this
improvement and what positive impact is actually due to the people and beneficiaries
themselves?
While we are of course aware that resources are limited, there is clearly no substitute for
a robust and honest impact evaluation of our programmes and activities.
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