Taiwan Fund for Children and Families

Feedback from the Independent Review Panel
Review Round September 2018

01 October 2018

Dear Betty Su-chiou Ho,

Thank you for submitting your accountability report. We, the Independent
Review Panel of Accountable Now, appreciate your 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.

Taiwan Fund for Children and Families” (TFCF) third accountability report is
informative and detailed. The importance of accountability is flagged
throughout the report and CEO Betty Su-chiou Ho’s opening statement
describes the organisation’s commitment to accountability to different
stakeholders.

The Panel’s questions from its last feedback letter were mostly answered,
though with the switch to the new reporting questions, some areas were not
specifically addressed — the Panel sees this as a learning curve for all members.

In general, more evidence would be helpful, including links to policy documents
(or at least flagging the existence of these documents if they are not translated
into English) and examples about how processes work in practice.

Areas for improvement include strategic indicators for success (A2),
sustainability of TFCF’s work (B1), identification of key stakeholders (D1),
stakeholder engagement (E2), how resources are acquired (11), monitoring and
evaluation (12), governance structure and recruitment of trustees (J1),
complaints mechanisms (J3), and how the governing body and management
are held accountable for fulfilling strategic promises (K1). The Panel has
summarised these issues in the enclosed Improvement Analysis.

It is appreciated that the organisation has published membership with
Accountable Now, including the new logo, on their website.

Our intention is that this feedback letter, and any response you may wish to
provide, is made publicly available on the Accountable Now website along with
your report — as it is the case with all previously reviewed reports. However,


http://international.ccf.org.tw/about/about-us/accountability

should there be errors of fact in the feedback above or in the note below; we
would of course wish to correct these before publication. Please share any
comments or amendments by 29 October 2018. If you have any other feedback
or comments on our work, please share them with us by sending them to the
Accountable Now Secretariat.

Yourssincerely,
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Louise James Simon Lawry-White Charlie Martial Ngounou



Taiwan Fund for Children and Families’

Accountability Report 2017
Review Round September 2018

Comments on the Executive Summary Report

The executive summary report provides an easy-to-read overview of TFCF's work,
commitment to accountability, and achievements relating to reach set of questions
under each cluster. The Panel appreciates this succinct overview, however there
are details in the main report about how TFCF meets the accountability
commitments, which could usefully be included in the summary.

The summary would be easier to follow if it opened with basic information about the
organisation’s objectives, who its stakeholders are, what problems the organisation
is seeking to address, and where the organisation operates, listing the countries.

The report could helpfully provide at least one example that gives evidence to
support the progress statements. It is suggested that a third column is added with a
brief statement of evidence. For example, under Cluster B, people driven work, the
report says "invited our assisted children and families to discuss and provide
feedback”... how was this feedback invited, how many children and families
provided feedback, and how was the feedback used to adjust the services? Terre
des Hommes Germany's description of how they engage programme stakeholders
in its 5-yearly priority-setting is a good practice (see their report here, page 14).

In the guidance on the reporting framework for Accountable Now, it states on page
1 that the executive summary report should provide an ‘update the relevant
changes, challenges and notable successes’ during the reporting year. The
summary does not discuss challenges. As this is an accountability report, it may
undermine that credibility of the summary report if it only discusses positive
developments.

Finally, the report should include information on how stakeholders can get in touch
if they wish to discuss TFCF's accountability further.




Comments on the Full Report

Opening Statement from the Head of
Organisation

The opening statement by TFCF's CEO Betty Su-chiou Ho provides an overview of
how the organisation practices accountability to donors, beneficiaries, partners,
and staff. While the details provided here are useful, the Panel suggests they may
be better explored under the dedicated questions in the report, with the CEO’s
statement focusing more broadly on the importance of accountability for TFCF and
any key experiences in this regard in the reporting period. TFCF might want to look
at the opening statement in CARE’s most recent report as an example.

TFCF's top priorities for 2018 include questions around decision-making and
accountability in the face of new technology and social media, a new project to
connect local youth to their communities, scaling up social enterprise efforts, and
expanding activities geographically, with a new office to open in Jordan for a
refugee programme.

TFCF response:

TFCF complies with the fulfilment of accountability to our stakeholders. We have
won the frust of our government and the public. With their full support, we are able
to carry on our work to serve needy children and their families. Therefore, we highly
value our responsibilities and accountability.

In 2017, we held our first conference in one of the program countries, Cambodia. It
was a new experience to us, let alone with the challenges during the preparation
for the conference. However, we made it and we have confidence in the next
conference in 2018. It is our goal to continue to create a platform for Asian INGOs
and establish the regional network on social welfare services.



https://accountablenow.org/wp-content/uploads/2017/01/CARE-International_AccountableNowReport_May2018_Final.pdf

Cluster A: Impact Achieved

A. The impact we achieve
1 Mission statement and theory of change

TFCF's core value and mission are outlined. Details on the theory of change,
would be appreciated in the next report.

2 Key strategic indicators for success

The response outlines the key aims of TFCF's fundraising and national and
international programmes, as well as how the organisation reaches out to
key stakeholders for their engagement and feedback. There is reference to
goals and indicators from the SDGs being adapted to local contexts, but
specific indicators for success were not included. Are there key goals or
targets TFCF uses when monitoring its work?2 This is an area for improvement
in the next report. An example to refer to would be Sightsavers’ SIM Card.

3 Progress and challenges over the reporting period

TFCF cites the great feedback and support (including donations) for their
campaigns from the public in Taiwan as successes during 2017. Challenges
relating to TFCF's family assistance programmes were mentioned, such as
finding regular jobs for parents in difficult circumstances and maintaining
work-family life balance. TFCF has helped find solutions such as working part-
time or from home. Key obstacles in international programmes on the SDGs
included discrepancies between SDGs and the local socio-economic
context as well as insufficient infrastructure and qualified workforce in
programme countries.

In the next report, the Panel would like to see information about progress and
challenges in relation to success indicators laid out under A2 above.

4 Significant events or changes regarding governance and accountability

In 2017 TFCF held its first conference in one of its programme countries, in
Cambodia. It hopes to create a platform for Southeast Asian INGOs and
establish a regional network on social welfare services in ASEAN. No major
governance/organisational changes were noted. If there are implications of
the platform for TFCF's accountability, these could be more clearly spelled
out.



https://accountablenow.org/good_practice/sightsavers-monitors-performance-via-their-sim-card-system/

B. Positive results are sustained

1

Sustainability of your work

When supporting needy children, TFCF provides programmes suited to the
different stages of their life and tracks learning progress every six months.
Results show progress in learning outcomes after joining TFCF's educational
programmes.

It is stated that children’s development will confinue to be tracked beyond
the end of their participation in TFCF's programmes, and there will be a
comparative analysis of children in and out of long and short term
sponsorship programmes. The report could clarify how this tracking will take
place.

The Panel would be interested in seeing the results, and suggests it might be
interesting to identify the factors contributing to positive outcomes for
children after leaving TFCF's programmes. These could then be actively
incorporated into programmes to ensure sustainability.

The report also refers to the International Symposium TFCF organised in
Cambodia, and the opportunities this provided for interaction between local
and global actors in the area of social welfare. How, specifically, does this
strengthen the sustainability of TFCF's work?

This is an area for improvement, and the Panel believes that TFCF has more
to share about the sustainability of its programmes. Future responses to this
question could include details on lifelong skills that children learn, the
approach of *teaching parents how to fish rather than giving them fish,” etfc.




TFCF response:

Every child who participates in the program has a case management record

form detailing the quantitative data he has participated in and the family
background. We hold regular visits fo focus groups during and after the
program. The main follow-up investigations, especially after the end of the
program and after being self-reliant will be followed by a one-year follow-up
period (1-2 times a year)(the financial aid programs might be 2 years based
on their situation), and we continue to collect data according to the case
management forms.

Since most of the case management forms before 2018 (inclusive) are still
qualitative information, the specific results cannot be effectively evaluatedin
an integrated manner. In 2019, we will fransform the past qualitative forms
into data quantification forms, therefore, we can more effectively grasp the
positive impact of what factors on program participants.

Network relationships are critical to sustainability, and any foreign group
needs the cooperation with local partners, especially the last SDGs17 of the
UN Sustainable Development Goals is focused on partnerships. Through the
seminar, we can strengthen the cooperation mode of existing partners, and
take the opportunity to demonstrate our cooperation model to potential
demand targets or new partners. It reduces the time consumption for
individual introduction and contact. More importantly, it can also stimulate
new ways of cooperation or modify existing cooperation models. All of these
are of great help to the sustainable development of overseas organizations
in a country.




Lessons learned in the reporting period

The report mentions the implementation of the SDGs into programming,
difficulties registering offices in Myanmar and Laos, and challenges in getting
students to participate in activities and issues in their communities.

The report could highlight any risks TFCF is taking in operating without
registration in Maynamar and Laos. Is it possible that programmes could be
shut down at short notice by the relevant government, for example?

However, actual extraction of lessons was lacking. In the next report, TFCF
could point to learnings in terms of programme implementation or methods
of operating, and how these have led to changes in TFCF's work. CARE’s
approach to learning is a good example which TFCF could refer to (see their
most recent report, page 14).

TFCF response:

The first risk is the legality of residence and work, otherwise, we might need
frequent entry and exit regularly. It is not legal to rent an office, buy movable
property (such as a vehicle), or legally hire a local employee or pay taxes.
Furthermore, in some Southeast Asian countries, data collection or community
surveys for program supervision are required to be accompanied by local
governments or relevant stakeholders. It is illegal to enter the community or
collect information privately, which prevents us from collecting information on
the spot. The Only local partners can be entrusted to act on behalf of our
organization (but the capacity of different partners is different, resulting in
additional costs for training and communication). It is inconvenient to establish
the relationship and manage the program execution. Now, we cooperate
with the local legal institutions and INGOs in Myanmar and Laos by means of
providing funds. This kind of cooperation won't be questioned by the public
sector and it won't cause the suspension of the program.



https://accountablenow.org/wp-content/uploads/2017/01/CARE-International_AccountableNowReport_May2018_Final.pdf

C. We lead by example

1

Leadership on strategic priorities

TFCF provides 90% of foster care placement services in Taiwan, and points to
broad support from the Taiwanese government. Examples of regional
recognifion of their work are also provided: these include certificates of
appreciation and visits from governmental representatives and peers such
as ChildFund Korea. The Taiwanese Ministry of Foreign Affairs also invited TFCF
to initiate a programme for refugee children in Jordan, in cooperation with
UNHCR and Mercy Corp.

TFCF’s initiation of regional discussions and cooperation around social work
(for example through their organisation of the International Symposium in
Cambodia) are also examples of regional leadership. Earlier in the report,
TFCF had mentioned providing recommendations to the government — this
would also be interesting to include here. Can TFCF point to examples of key
stakeholders expressing appreciation for this strategic leadership?

TFCF response:

We continue to make recommendations on the issue of children's rights and
welfare to our government. Taking our recommendation of "Response
Mechanism and Policy Making for Causes of Children's Death" as an
example, the government has been able to make the relevant information
transparent and integrated. In addition, since 2016, we have actively
parficipated in and promoted the government's promotion of the
“Accounts for Children and Teenagers' Future Education and Development
Project” in order to assist children from underprivileged family to help them
develop future careers and start businesses. Our government (the Ministry of
Health and Welfare) co-organized the opening ceremony in 2017 with
Taiwan Fund for Children and Families. Refer to the linking below:

https://english.ey.gov.tw/News Content.aspx2n=3FA02B129BCA256C&sms=
925E4E62B451 AB83&s=360625AADAAABSAC

In addition, Ho Chi Minh City People's Committee showed their
appreciation to our work in Vietham and TFCF Vietnam was ranked as the
top 1 and granted Remarkable Contribution and Effective Program Project
in HCMC from HUFO.
https://www.facebook.com/TFCFinternational/posts/%E8%B6%8 A%ES%8D %9
7 %ES%AEZB 6%E 67689 %B 6%EA47%B8T% AD%ES576BF%83-

JE7 78D %6B2%E7 68D TBE%ET %69 AT%84%E8%82% AFTES 76 AEZY A-
hufo%E8%83%A1 %ES7%BF%97 %E67%98%8EZES%6B8%82%ES5%8F %8B %ES 76 AS 7B D
FBESZ%BD%24%E6%9 C%83the-ho-chi-minh-city-union-of-friendship-
organization%E7 %B0%A1 %E7 %A8%B1/10155628851254883/



https://english.ey.gov.tw/News_Content.aspx?n=3FA02B129BCA256C&sms=925E4E62B451AB83&s=360625AADAAAB8AC
https://english.ey.gov.tw/News_Content.aspx?n=3FA02B129BCA256C&sms=925E4E62B451AB83&s=360625AADAAAB8AC
https://www.facebook.com/TFCFinternational/posts/%E8%B6%8A%E5%8D%97%E5%AE%B6%E6%89%B6%E4%B8%AD%E5%BF%83-%E7%8D%B2%E7%8D%8E%E7%9A%84%E8%82%AF%E5%AE%9A-hufo%E8%83%A1%E5%BF%97%E6%98%8E%E5%B8%82%E5%8F%8B%E5%A5%BD%E5%8D%94%E6%9C%83the-ho-chi-minh-city-union-of-friendship-organization%E7%B0%A1%E7%A8%B1/10155628851254883/
https://www.facebook.com/TFCFinternational/posts/%E8%B6%8A%E5%8D%97%E5%AE%B6%E6%89%B6%E4%B8%AD%E5%BF%83-%E7%8D%B2%E7%8D%8E%E7%9A%84%E8%82%AF%E5%AE%9A-hufo%E8%83%A1%E5%BF%97%E6%98%8E%E5%B8%82%E5%8F%8B%E5%A5%BD%E5%8D%94%E6%9C%83the-ho-chi-minh-city-union-of-friendship-organization%E7%B0%A1%E7%A8%B1/10155628851254883/
https://www.facebook.com/TFCFinternational/posts/%E8%B6%8A%E5%8D%97%E5%AE%B6%E6%89%B6%E4%B8%AD%E5%BF%83-%E7%8D%B2%E7%8D%8E%E7%9A%84%E8%82%AF%E5%AE%9A-hufo%E8%83%A1%E5%BF%97%E6%98%8E%E5%B8%82%E5%8F%8B%E5%A5%BD%E5%8D%94%E6%9C%83the-ho-chi-minh-city-union-of-friendship-organization%E7%B0%A1%E7%A8%B1/10155628851254883/
https://www.facebook.com/TFCFinternational/posts/%E8%B6%8A%E5%8D%97%E5%AE%B6%E6%89%B6%E4%B8%AD%E5%BF%83-%E7%8D%B2%E7%8D%8E%E7%9A%84%E8%82%AF%E5%AE%9A-hufo%E8%83%A1%E5%BF%97%E6%98%8E%E5%B8%82%E5%8F%8B%E5%A5%BD%E5%8D%94%E6%9C%83the-ho-chi-minh-city-union-of-friendship-organization%E7%B0%A1%E7%A8%B1/10155628851254883/
https://www.facebook.com/TFCFinternational/posts/%E8%B6%8A%E5%8D%97%E5%AE%B6%E6%89%B6%E4%B8%AD%E5%BF%83-%E7%8D%B2%E7%8D%8E%E7%9A%84%E8%82%AF%E5%AE%9A-hufo%E8%83%A1%E5%BF%97%E6%98%8E%E5%B8%82%E5%8F%8B%E5%A5%BD%E5%8D%94%E6%9C%83the-ho-chi-minh-city-union-of-friendship-organization%E7%B0%A1%E7%A8%B1/10155628851254883/
https://www.facebook.com/TFCFinternational/posts/%E8%B6%8A%E5%8D%97%E5%AE%B6%E6%89%B6%E4%B8%AD%E5%BF%83-%E7%8D%B2%E7%8D%8E%E7%9A%84%E8%82%AF%E5%AE%9A-hufo%E8%83%A1%E5%BF%97%E6%98%8E%E5%B8%82%E5%8F%8B%E5%A5%BD%E5%8D%94%E6%9C%83the-ho-chi-minh-city-union-of-friendship-organization%E7%B0%A1%E7%A8%B1/10155628851254883/

Inclusivity, human rights, women'’s rights and gender equality

Internally, TFCF provides equal opportunity during its recruitment processes,
regardless of gender, marital status or disability. Offices have accessible and
barrier-free  work environments. A Workplace Sexual Harassment and
Disciplinary Policy is in place, with a six-member complaints committee (50%
or more of committee members are women) related to this. Employees
receive annuadl training on sexual harassment prevention, as well as gender
equality training during induction. The Panel notes these efforts very
positively. Is there a policy or code of conduct which goes beyond sexual
harassment, to cover other issues such as gender, disability, nationality, etc.?

In terms of programmes, TFCF runs workshops and self-help groups for minority
females and provides vocational training for female caregivers. More on
inclusivity in programmes would be welcome in the next report — are there
specific policies or targets guiding this (e.g. including girls, children with
disabilities, and/or other disadvantaged groups in TFCF's work)?2

TFCF response:

In addition to the establishment of the Complaints Committee for prevention
of sexual harassment at workplace, we also hire the employees with
disabilities in a fixed proportion in our branch offices who have more than 67
employees in accordance with the Article 38 of People with Disabilities Rights
Protection Act issued by the government
(https://www.lawbank.com.tw/treatise/lawrela.aspx?Isid=FL002563&Idate=2015121
6&In0=38,43)(in Chinese). We will provide necessary auxiliary tools to help
them adapt themselves to the new environment.



https://www.lawbank.com.tw/treatise/lawrela.aspx?lsid=FL002563&ldate=20151216&lno=38,43
https://www.lawbank.com.tw/treatise/lawrela.aspx?lsid=FL002563&ldate=20151216&lno=38,43

Minimising negative impacts on stakeholders

It is stated that TFCF follows the ethics code of social work. Is there a specific
document outlining the principles which should be followed? Are TFCF staff
required to commit to the code of ethics? The response mentions that TFCF
shows respect to local cultures, rule of law and social norms, and "“assures to
avoid inevitable negative effects”. Again, are there policies guiding this,
particularly a child safeguarding policy? Examples of how this approach
works in practice would be helpful.

Stakeholders are asked for feedback and suggestions to ensure they don't
experience negative impacts through TFCF's work, and when any problems
surface these are investigated, with other programmes reviewed to check
whether they are experiencing the same problems.

The process for handling complaints regarding negative impacts is outlined,
and one complaint received in 2017 regarding unethical behaviour by a
social worker is described, along with the action TFCF took in response. The
Panel appreciates this example, as it demonstrates how policies are being
implemented in practice,

TFCF response:

In our work, we respect people’s rights according to the Article 4.2 of Ethics
code in social work issued by the Natfional Union of Professional Social
Workers, Taiwan, R.O.C. (https://nusw.org.tw/wp-
content/uploads/2017/11/%E7%A4%BE%E6%ICHSIWES5%B7HASKEA%BD%ICKES%S0%A
B%E7%90%86%E5%AE%88%ES5%89%872008%E5%B9%B4%ES%85%AC%ES%B8%83%ES%
AF%A6%E6%96%BD.pdf). (in Chinese)

Social workers should embrace multiculturalism, respect pluralistic social
phenomena, and prevent social inequalities caused by discrimination based
onrace, religion, gender, nationality, age, marital status, physical and mental
disabilities, religious beliefs, and political ideas. As for our child protection, we
provides different services and programs based on their situations:
https://cp.ccf.org.tw/%e7%94%a8%e6%84%9b%e5%8c%85%e5%9¢c%8d%e5%8f
%97%e8%99%90%e5%85%92/%e5%85%92%e5%b0%91%e4%bf%9d%e8%ad
%b7%e6%9c%8d%e5%8b%99/ (in Chinese). For those children who are under
high risk family program, child protection service, mental trauma rehabilitation
service, foster care program, we will act according fo their needs. For
example, for those high risk families, we provide home visit, medical care/day
care, financial assistance, education, career assistance, placement service
and alcohol abstinence referral.



https://nusw.org.tw/wp-content/uploads/2017/11/%E7%A4%BE%E6%9C%83%E5%B7%A5%E4%BD%9C%E5%80%AB%E7%90%86%E5%AE%88%E5%89%872008%E5%B9%B4%E5%85%AC%E5%B8%83%E5%AF%A6%E6%96%BD.pdf
https://nusw.org.tw/wp-content/uploads/2017/11/%E7%A4%BE%E6%9C%83%E5%B7%A5%E4%BD%9C%E5%80%AB%E7%90%86%E5%AE%88%E5%89%872008%E5%B9%B4%E5%85%AC%E5%B8%83%E5%AF%A6%E6%96%BD.pdf
https://nusw.org.tw/wp-content/uploads/2017/11/%E7%A4%BE%E6%9C%83%E5%B7%A5%E4%BD%9C%E5%80%AB%E7%90%86%E5%AE%88%E5%89%872008%E5%B9%B4%E5%85%AC%E5%B8%83%E5%AF%A6%E6%96%BD.pdf
https://nusw.org.tw/wp-content/uploads/2017/11/%E7%A4%BE%E6%9C%83%E5%B7%A5%E4%BD%9C%E5%80%AB%E7%90%86%E5%AE%88%E5%89%872008%E5%B9%B4%E5%85%AC%E5%B8%83%E5%AF%A6%E6%96%BD.pdf
https://cp.ccf.org.tw/%e7%94%a8%e6%84%9b%e5%8c%85%e5%9c%8d%e5%8f%97%e8%99%90%e5%85%92/%e5%85%92%e5%b0%91%e4%bf%9d%e8%ad%b7%e6%9c%8d%e5%8b%99/
https://cp.ccf.org.tw/%e7%94%a8%e6%84%9b%e5%8c%85%e5%9c%8d%e5%8f%97%e8%99%90%e5%85%92/%e5%85%92%e5%b0%91%e4%bf%9d%e8%ad%b7%e6%9c%8d%e5%8b%99/
https://cp.ccf.org.tw/%e7%94%a8%e6%84%9b%e5%8c%85%e5%9c%8d%e5%8f%97%e8%99%90%e5%85%92/%e5%85%92%e5%b0%91%e4%bf%9d%e8%ad%b7%e6%9c%8d%e5%8b%99/

Responsible stewardship for the environment

The Panel notes positively reductions in carbon emissions in the TFCF Taiwan
office, despite staff and services increasing. The Panel appreciates that TFCF
responded to its previous feedback about tracking carbon emissions in
overseas branch offices, with consolidated figures provided for the first time.
In its previous report, TFCF had mentioned initiatives to reduce greenhouse
gas emissions by using energy saving appliances and equipment, keeping
printing to a minimum and using tablets instead, using conference calls in the
place of face to face meetings, and reducing waste generation. Is this only
applicable to the Taiwan office, or do overseas branches also have
procedures in place to operate in an environmentally-friendly manner?e

TFCF confinues to hold internal competitions for innovative proposals for
energy saving and carbon reduction, which the Panel has previously
identified as a good practice. Some of the ideas (which the Panel assumes
TFCF will be adopting) are outlined, including energy-saving service
providers, purchase of electric vehicles, and taking public transportation.
TFCF is also looking into the possibility of using solar photovoltaic systems.
Overall, TFCF's approach remains strong.

TFCF response:

Our overseas branch offices do not have a unified environmental protection
policy for energy conservation and carbon reduction. However, in response
to the context of different countries, we do have some small trials. For
example, through the sharing and efficiency of official vehicles, reducing fuel
use and carbon emissions (Mongolia and Kyrgyzstan), or in the country where
there is no concept of waste classification, the concept of waste sorting and
plastic reduction is extended to employees and community residents
(Jordan), or a solar water heater (Swaziland) in a nursery. Thanks to the
reminding of the Panel, we wil comprehensively investigate the
environmental policies and targets of the countries where we are located in
2019, and use this as an environmentally friendly policy for each branch.




Cluster B: Stakeholder Involvement

D. Key stakeholders are identified with great care
1 Key stakeholders and how they are identified

TFCF's main stakeholders are the children, families and communities they
work with — whilst not specified in this section of the report, the Panel
understands that these are people from disadvantaged backgrounds. A
wide range of other stakeholders are listed, including local governments,
sponsors, donors, and other INGO:s.

The Panel would like to know how target children and families are identified
and prioritised — e.g. is there a focus on a particular age group or gender?
What processes are followed? How does TFCF ensure certain
disadvantaged, or less visible groups, such as ethnic minorities, are not
excluded?

TFCF response:

When the family asks for help or is referred, the social worker will first
understand the purpose of seeking help and the reasons for the difficulties
in the initial investigation. Social workers further visit the family to confirm
family needs, and collect relevant information based on family structure,
economic status, children's needs, parental functions, family resources and
living environment to further assess whether the family is qualified to make
the application regardless the gender or race.

In view of the economic disadvantages of the aforementioned services
and their families, we will carry out various service plans according to
different stages of development and age planning, and conduct regular
program inventory. In 2013, due to the program inventory, it was found that
the service plan for the juvenile stage was insufficient. So we set up the
youth start up service program to ensure that the services of the juvenile
community can obtain a relatively appropriate and comprehensive
response.

The Youth Start Up Program began in July 2014 and is organized in a group
mode. By encouraging and guiding young people aged 13-18 to learn the
joint decision-making for the theme and plan the activity curriculum. They will
work together to accomplish each mission goal. To enable young people to
learn from actual implementation and operation, to provide high-level
empowerment and low-limitation, it helps young people learn, and cultivate
the insight, self-confidence, planning, vitality and teamwork needed for the
development of young people.




Reaching out to those impacted or concerned by your work

The report provides a detailed overview of the services TFCF provides to its
key stakeholders, including through financial sponsorship programmes, child
protection services, foster care, and capacity building. The Panel notes
positively the focus on holistic and sustainable outcomes, with initiatives to
improve the capacities of parents as well as children.

Maximising coordination with others operating in the same space

TFCF states that it coordinates and cooperates with government agencies
on social welfare issues, with academics on research and social education,
with other professions such as medical professionals to promote the
prevention of child abuse, and with enterprises on fundraising efforts.

This question aims to explore in more detail how organisations work together
with their peers and how they avoid duplicating efforts to diminishing locall

capacities. In the next report, the Panel would like to see some information
about how TFCF chooses its partners, how it tracks other organisations doing
similar work and ensures activities aren’t duplicated (if TFCF is the main actor
in its field in Taiwan, this might focus more on its overseas branches), and how
it provides support, if any, to partners. Are there any partnership policies or
strategies in place? Sightsavers’ Partnership Policy is a good example,
stressing the need to work together openly, learn together, build capacities,
share resources, and work towards sustainable outcomes.

TFCF’s previous report had mentioned that it supports organisations without
the management capacity to implement strong accountability processes, by
teling them about the standards of accountability, providing a self-
management structure, and regularly auditing the organisation. These kinds
of examples are helpful illustrators. Given the lack of partners’ capacity, how
does TFCF substitute for this to ensure its partners’ accountabilitye

TFCF response:

In the beginning, we cooperate with the partners to establish a regular
contact report (inviting important stakeholders in the communities), submit
reports and pay field visits. During the process, we reasonably request
partners to record images and upload the files to the cloud storage. In
addition, with the establishment of the cooperative relationship, we will
increase the requirements of credit management gradually to help develop
partner’s self-monitoring ability.



https://www.sightsavers.org/wp-content/uploads/2018/07/Sightsavers-Programme-Partnership-Policy-Mar-2016.pdf

E. We listen to, involve and empower stakeholders

1

Stakeholder feedback

Stakeholders can provide feedback to TFCF via email, phone, meetings
during field visits, interviews, and service satisfaction surveys. Foster children
and parents are invited to join TFCF's meetings and forums and can provide
feedback there. An example is provided of how feedback from foster
families led to TFCF increasing the legal information and education it
provides to children — provision of this evidence is welcome.

It would be helpful to know how frequently TFCF actively seeks feedback (the
surveys, meetings, interviews etc.). Are there different methods used to
engage different stakeholder groups e.g. those involved in overseas
programmes, or those who may be illiterate or not speak the local language
(inrefugee programmes)?

TFCF response:

Take one of our service programs as example, each branch office will
conduct a "Foster Family Symposium" approximately once a quarter and
the Headquarters will conduct a "Foster Family Symposium" once a year to
invite foster families to provide the feedback and suggestion. Therefore,
after each activity/growth group/educational training course, we will
receive feedback and suggestions from the questionnaire. And every visit
and service we provide, the feedback and suggestion from them will be
recorded as a reference for future service adjustment. As for the refugee
program, TFCF Jordan Branch Office was approved by the Ministry of Social
Development in January 2018 to issue a certificate of operation. For the
feedback, we will provide in our next report (2018).




Stakeholder engagement

The report outlines ways in which TFCF engages with different stakeholder
groups, mostly focused on ensuring regular flows of information (between
sponsored children and their sponsors, between TFCF and partner NGOs,
etc.). It is encouraging to read about the Labor-Management meeting and
it would be helpful to have an example of staff feedback and how it was
acted on.

In this section of the report, the Panel is looking for evidence of stakeholder
engagement in the actual design, implementation, and monitoring of
programmes.

TFCF working together with parents in their parent career development
programme, to develop their interests and potentials in a tailored way, is a
good example of this. In their previous report, TFCF had also explained how
stakeholders help develop programme policy, and outlined its Youth Self
Reliant Program, where participants are active in shaping programme design
and implementation. More of these kinds of examples, as well as any policies
or processes guiding this engagement across TFCF's work, would be
appreciated in future reports.

Providing strong evidence of stakeholder engagement is a fundamental
aspect of the Accountable Now initiative. The Panel would like to flag this as
an important area for improvement.




3 Main likes/dislikes from stakeholders and organisation’s response

The main likes and dislikes from child sponsors and partner INGOs were
outlined. Sponsors are pleased with the level of access to and information
about their sponsor child. However, they tend to raise concerns about
children over the age of 16 continuing to be sponsored. The Panel
appreciates TFCF's approach of explaining that they assess sponsorship
needs based on a variety of factors in addition to age.

INGO partners sometimes dislike TFCF providing part of sponsorship fees in
cash to children and their families. Again, the reasons for this are explained.

In the next report, the Panel would also like to see an overview of key
feedback from children involved in TFCF's programmes, being TFCF's main
stakeholders, and any action taken by TFCF to address any concerns the
children and their families have raised.

4 People and partners have gained capacities that last beyond your
immediate intervention

TFCF's response and the Panel’s feedback to this is covered under B1 above.

F. Our advocacy work addresses the root cause of problems

1 Evidence regarding the root causes of the problems you address

Information is collected from the media, government, and other NGOs as
well as directly from feedback from donors, partners, and others. Scientific
research studies and other domestic and foreign literature are also
consulted. The information TFCF collects is published online (in Chinese) - the
Panel notes positively this sharing of knowledge and resources. TFCF also
published a book on children’s rights in Taiwan to serve as a standard in child
welfare policies. The Panel suggests that the next report could show how TFCF
has adapted its programming in light of what it has learned from its interaction
with researchers and feedback from donors, partners and others.
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https://tfcfrg.ccf.org.tw/

Stakeholders support your advocacy work and value changes achieved

The response explains that by making documentation and supporting
evidence underpinning programmes available online, and putting on
activities and events aligned with advocacy campaigns, TFCF has seen
increased donations from public supporters.

In the next report, the Panel would also like to see some information about
how TFCF ensures that the children, parents, and sponsors involved in ifs
programmes support its work. Are these actors involved in the advocacy
planning, implementation and evaluation process (e.g. when TFCF makes
recommendations to the government or when planning the International
Symposium) and have they expressed satisfaction with TFCF's effortse

G. We are transparent, invite dialogue and protect stakeholders’
safety

1

Availability of key policies and information on your website

The report states that annual financial data and policies are available on
their website in languages affected by affected populations. When
searching the English language version of the site, the Panel found TFCF's
annual report and financial information (though in both cases the most
recent data was from 2016 — when is this information updated each year?)
as well as information on governance structure, programmes, mission, vision,
and values. There is a dedicated page on TFCF's accountability. Policies did
not seem to be available on the English language website — an overview of
which policies are published would therefore be appreciated in the next
report.

TFCF response: It was renewed every year. Sorry for the delay renewed. We
have updated the report.

https://international.ccf.org.tw/about/about-us/annual-report (P.46-51 for
financial information)

Pay scale, gender pay gap and top salaries

The TFCF Salary Structure and Compensation Programs policy guides salaries
being set according to academic qudlifications, regardless of gender and
race. Salary ranges for similar jobs in government and other industries are
checked regularly and TFCF ensures its salary and compensation packages
are in line with government regulations. It is stated that there is basically no
gender pay gap in the organisation — does TFCF have a gender pay gap
report it can share?

The panel welcomes the fact that the salaries of the five most senior positions
are listed. The ratio between top and boftom salaries is 5.36:1.

TFCF response: There is no any gender pay gap report in TFCF. Our salary is
paid regardless of gender or race.
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https://international.ccf.org.tw/about/about-us/annual-report
https://international.ccf.org.tw/about/about-us/accountability
https://international.ccf.org.tw/about/about-us/accountability
https://international.ccf.org.tw/about/about-us/annual-report

Ensuring privacy rights and protecting personal data

The report explains how employee data is protected, as well as how
interviewees' data is kept safe and their privacy is protected. Are there also
measures in place to protect the data of other stakeholders or the general
publice CARE’s privacy policy is an example, outlining information collected,
how it is used, how it is kept secure, and people’s right to access, correct, or
erase their data.

TFCF response:

In TFCF, we have the privacy policy permission form for individual and the
permission form for the child’s photo.

Attachment G3: Privacy policy for child’s photo

Attachment G3-1: Individual privacy policy

Largest donors and their contributions

TFCF’s five largest donors and the value of their conftributions in 2017 are
listed. The report also explains how TFCF ensures the anonymity of donors who
do not wish to be identified publicly, and that they ensure their contributions
do not have an unfair influence on organisational activities.
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https://www.care-international.org/who-we-are-1/privacy-policy

Cluster C: Organisational Effectiveness

H. Staff and volunteers are enabled to do their best
1 Recruitment, employment and staff development is fair and transparent

TFCF's Employee Selection Process and Promotion Mechanism policy states
that all recruitment and promotions must be handled in a fair, reasonable,
open, and consistent manner. A link to the policy would be appreciated in
the next report, to see whether there is specific mention of equal
opportunities (such as in Restless Development’'s Employee Handbook,
Section 5, which is a good and comprehensive example including policy
statements for gender, age and ethnicity).

The processes for recruitment and promotions are outlined. Regarding
promotions, the Panel would like to know if staff are able to apply for a
promotion themselves, or if they are reliant on the Administration
Department raising their names with directors?

In the next report, the Panel would welcome a breakdown of staff based on
contract type (full/part time, volunteers), seniority, gender, age, local hires,
etc. This would provide a helpful overview of the diversity in TFCF staff.

TFCF response:

It is mainly based on the director’s application for whether the employee has
achieved promotion qualification and good work performance. The power
lies in the directors in each department and branch offices. Therefore, the
employee cannot apply for promotfion on his own. The promotion is
submitted only by their director to the administrative department. It is also
necessary to go through an interview with the department heads and
deputy CEO before they can be promoted for those who are candidates of
SUPETIVISOTS.
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http://restlessdevelopment.org/file/global-employee-handbook-2017-final-pdf

Staff development and safe working environment

All TFCF employees are entitled to on-the-job training. Training opportunities
are planned through core competence analysis and feedback with
managers, and are based on length of service, duties, and nature of
programmes. Discussions and evaluations take place after trainings to shape
future training opportunities.

In 2017 personal safety training was provided in inductions for new
employees, and employees were encouraged to attend sexual harassment
prevention training.

The report states that TFCF is expecting to create a gender friendly work
environment. Is there a code of conduct or policy underpinning this as well
as other aspects of the working environment, such as bullying, discrimination,
health and safety, etc.2 Links to the relevant policies could helpfully be
included in the next report.

|. Resources are handled effectively for the public good

1

Resources are acquired in line with your values, globally accepted
standards and without compromising independence

The report provides an overview of expenditures in 2017 and states that TFCF
complies with financial regulations in an open manner. However, there was
no information about how resources are acquired — are there policies or
processes guiding fundraising? How does TFCF ensure its independence is
maintained and that donors do not unduly influence TFCF's work?e

Given that TFCF focuses on assistance to children, special care needs to be
taken that information from children or images of children are used
appropriately and with permissions. Does TFCF have policies to safeguard
children within its fundraising? Restless Development’s (report here, pg. 41)
approach to consent forms — rather than just obtaining a signature, the aim
is fo explain the purpose of collecting the participant’s story and how it may
be used - is an example of good practice.

14



https://accountablenow.org/wp-content/uploads/2017/01/Agency-Accountability-Report-201617-Updated-Links.pdf

TFCF response:

Based on the Charity Donations Destined for Social Welfare Funds
Implementation Regulations, in addition to issuing receipts, conducting
public credit collections on a regular basis, and using them according to
the designated purposes, they shall be reported to the authority for
reference within seven days after the start of the fundraising activities. Our
staffs shall promptly present the permission of the authority when
conducting the fundraising activities. The document and the work permit
shall indicate or clarify the license number when the media is publicized.
And within five months after the end of the year, we shall submit the reports
and the final accounts of the income and expenditure to the authority for
reference.

For the acquisition of any other resources, our services are based on the
best interests of the child and the maximum service benefits of the
recipient. Access to resources is broadly divided into (1) Actively seeking
for support from corporate organizations or entrepreneurs or celebrities
who have good image, good reputation and willing to give. (2) Passively
accepting donations and resources, but we will give priority to assessing
the background of donors and not intervening or influencing our work. By
doing so, this kind of support can ensure the values of our services and the
independence of the work. This is also the basic principle of the
organization's access to resources.

In the fundraising activities, the protection of children is the top priority,
including the photo, name and any related information. It is important that
social workers first assess themselves in the position of protecting children.
Any situation that affects or adversely affects children must be first filtered
and avoided, and clearly explain the part of the fundraising activities to be
coordinated to children and their parents, and request for children’s and
guardians’ permission and understanding. With their permission and
understanding, the signature is hereby signed on the consent form.
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Monitoring of progress and re-allocation of resources

The monitoring procedures of branch offices, emergency assistance
programmes, and cooperative projects are listed; most involve monthly
budget balance sheets and quarterly reporting.

The response to question J2 includes more relevant information on this point,
explaining that planning, budgeting and resource allocation is based on
TFCF's long term strategy plans (linking to question A2 above, the Panel
would like to know what strategic indicators are in place). The Social Work
and Accounting departments are responsible for development of these
plans as well as resource allocation, and new programmes are designed to
increase the impact of the strategic plans.

Some more information about how programme performance is assessed
after the initiation of projects, as well as how funds are reallocated, would
be appreciated in the next report.

Lack of information on TFCF's policies and practices regarding systematic
monitoring and evaluation is an important gap in the report. As well as setting
out its approach, the next report could explain how lessons learned from
programme monitoring and evaluation are used to change specific
programmes, to stop programmes where resources expended are not
generating adequate results, and how the organisation’s strategy is
adopted in using lessons learned.
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3 Minimising risk of corruption, bribery and misuse of funds

TFCF's Anti-Corruption Policy and Financial Risk Management Policy are
attached in the annexes to the report. These lay out the expectations of TFCF
staff and partners, and processes for ensuring staff are aware of and comply
with the policies.

TFCF also complies with requirements of the Taiwanese government,
including a number of standards and regulations, is independently audited
annually, and financial activities are audited twice a year. The next report
could usefully describe how TFCF meets any obligations arising from the
regulations in countries of operation outside Taiwan.

No incidents of corruption were mentioned in the report, and the Panel
requests this in the next report. Even if there were no reported incidents, can
TFCF demonstrate that staff are familiar with the relevant policies and
processese

J. Governance processes maximise accountability

Governance structure and recruitment of trustees/board members

An organigram depicting TFCF's governance structure is provided. The
distinction between roles of the Board and Management Team (including
the CEQ) are outlined in the response to question J2.

It is stated that the CEO and directors of subsidiaries/affiliates are appointed
by the Board. However, information on how board members themselves are
recruited, tferms of board members, and any diversity requirements (such as
a balance of gender/geographic representation or particular skills on the
Board) was missing. The Board is said to ‘evaluate and examine any vital
projects and programs’ and be responsible for signing policy and strategic
documents. Does the Board have any subcommittees, such as an audit
committee? There is no mention of any regular Board evaluation, terms of
Board members, or conflict of interest policy. This information is requested for
the next report.
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TFCF response:

According to the regulations of the Social and Family Affairs Administration,
Ministry of Health and Welfare, the re-election of directors shall be handled

within one month before the expiration of the term of the previous directors.
In addition, according to our Articles of Incorporation, it is stated that

Article 5: The Board of Directors shall consist of fifteen Directors. Among
them, five Standing Directors are elected. The initial term of the Board of
Directors shall be appointed by the Initial Donors. Thereafter, the eligible
candidates for the next term of Board of Directors shall be nominated from
those who are enthusiastic in charity affairs and public welfare, and shall
be elected by the present board members by anonymous and cumulative
voting. Major donors, present board members and their spouses or their
blood relatives shall be consist of less than one-third of the Directors (if any
foreigner is elected as the Board of Directors, he/she shall be consist of less
than one-third of the Directors).

Article 6: The Directors are non-paid positions and shall be appointed for a
three-year term. Directors shall be eligible to serve for consecutive terms. If
a Director vacates his or her office before completion of the term, the new
Director shall be elected in accordance with the regulation stipulated in
Article 5 for replacement and fulfillment of the former Director’s term. If the
Chairman fails to hold re-election of the Bored of Directors upon expiration
of the term, the maqjority of the Directors may designate one Director as
convener to hold the board meeting for re-election after approval by the
Authority through application of convener.

Article 13: Whoever has criminal records and is sentenced to limited
imprisonment shall not be elected or appointed as the Directors of Board
or any officer in TFCF. The negligent crime is excluded.

Attachment J1: Articles of Incorporation of TFCF
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Board oversight of adherence to policies, resource allocation, potential
risks, and complaints processes

The Board of Directors meets every three months and discusses policies,
resource allocation, budget, and other key issues. These discussions, as well
as information about any complaints, grievances or potential risks, are
prepared by the management team for the Board’s consideration. A risk
policy (provided in the annexes) guides compliance with relevant laws and
regulations.

Complaints handling mechanisms and overview of complaints (internal and
external)

Employees are able to file complaints through an internal grievance
procedure. An Employee Appeal Committee comprising members of the
Labor and Management division hears the complaints. More information, as
well as a link to the policy which outlines this process, is requested for the next
report.

An example of how sponsors can submit a complaint and how the complaint
is handled is provided. However, information about how other stakeholders
can submit complaints is not provided. Are there special measures for
children to submit complaintse The Panel requests this information as well as
a link to the relevant policy in the next report. This information should also be
made publicly available on TFCF's website, with an overview of the process,
expected timeline, and possibilities for appeal or escalation of the
complaint. Currently, no information about complaints is available on the
TFCF website, and this is important for stakeholders to know and be able to
use the complaints process.

As for actual incidents in 2017, it is stated that no complaints were submitted
by employees, and there was no mention of specific numbers of external
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complaints. The Panel requests an overview of complaints from external
stakeholders (including their nature and how many were resolved) in the next
report.

K. Le

adership is dedicated to fulfilling the 12 Commitments

The governing body and management are held accountable for fulfilling
strategic promises

The report outlines the areas TFCF's Board is responsible for in order to ensure
accountability. It is stated that they are able to ensure accountability
through “self-discipline (active) and heteronomy (passive)” — the Panel
would like to know more about this, particularly, as in previous years, where
there are evaluations of the Board, who undertakes these, and how often?

The Panel would also like to know how management is overseen. How are
staff performance reviews undertaken, how often and by whom? Are Board
members involved in the CEO'’s evaluation?

TFCF response:

We have the code of conduct to guide the board members to perform their
duties. And all of the board meeting minutes which are held four times a
year will be submitted to our authority, the Ministry of Health and Welfare,
for their verification.

In addition, according to our Articles of Incorporation, it is stated that

Article 12: Article 12: There shall be one CEO and may be one to three
Deputy CEOs in TFCF. They shall be responsible forimplementing the policies
and strategies established by the Board and perform such other powers and
duties in accordance with the Articles of Incorporation. The CEO shall be
nominated by the Chairman and appointed after approval of the Board of
Directors. The CEO shall be designated for a three-year term and shall be
eligible for re-election. The resolution shall be submitted to the authority in
charge for approval. If deemed necessary, the officers may be appointed.
The Deputy CEOs and Chief Officers of TFCF shall be nominated by the CEO
and appointed through approval by the Board of Directors. If deem
necessary, Consultants to the Board may be nominated by Chairman, and
appointed through approval by the Board of Directors.

Attachment K1: Code of conduct for Board
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Inclusion of staff in discussing progress toward organisational accountability

The response explains that staff are involved in planning and decision-
making, providing the example of a staff-planned conference. It is stated
that there is an open working environment where staff are free to discuss
what they like, and that their involvement will lead to better decisions and
drive accountability.

The Panel would like to know how staff have specifically been involved in
discussions about TFCF's accountability. For example, how are they involved
in the accountability reporting process? Is the Panel’s feedback shared and
discussed with staff2 Are there periodic discussions about successes and
challenges?

TFCF response:

Take the accountability reporting process as example, we conducted the
meeting first to infroduce and discuss the questions with the directors and the
responsible staffs from each department. Each question would be answered
by related department. After the meeting, the staffs would share and discuss
the questions to other colleagues in the same department. As for the Panel’s
feedback, it was also shared to the directors and staffs in each department.

Scope of this accountability report and influence over national entities

The report covers the whole organisation — TFCF's headquarters in Taiwan as
well as branch offices, affiliates, and international offices. All associated
offices are visited annually by supervising departments for an annual
evaluation, and management meetings allow communication between HQ
and branches/affiliates (presumably also about accountability). TFCF's
working principles and code of conduct are also available to each
unit/office, helping drive their accountability.
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