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Week 4: Involving Community 
Feedback in your Monitoring & 
Evaluation





Agenda



Agenda
Date Topic

22nd May Introduction to the Academy + 
The Why, What + How of Social Impact: A GlobalGiving Case Study

29th May Importance of a Developing a Culture of Learning

5th June Impact Measurement Methods and Tools

12th June Involving Community Feedback in your Social Impact 
Measurement

19th June Telling Your Impact Story

26th June How to Grow Your Impact



The Performance Imperative



Alison Carlman 
Director of Impact and Communications, 

GlobalGiving
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Director of Impact and 
Communications at GlobalGiving
acarlman@globalgiving.org

Community feedback and 
community-led change



Our Founding Story

Mari Kuraishi and 
Dennis Whittle



GlobalGiving’s 
Mission:

Transforming aid 
and philanthropy 

to accelerate 
community-led 

change. 



GlobalGiving’s Logical Framework
What are we 

trying to 
change?

Where do we 
want to get 

to?

How are we 
going to get 

there?

What do we 
expect to 

happen along 
the way?

How do we know 
we’re on the right 

road?

PROBLEM 
STATEMENT GOALS ACTIVITIES RESULTS INDICATORS, 

BASELINE, TARGET

The current 
top-down system in 
aid and philanthropy

Local communities 
have the resources 
and power they 
need to create 
change

Through the 
GlobalGiving 
marketplace, we 
provide resources 
and incentives to 
help organizations to 
be responsive to 
their communities.

• Organizations that 
Listen, Act, Learn, 
Repeat earn points 
and visibility.

• More money goes 
to organizations 
with more points 
and visibility.

• Community-led 
change is 
accelerated, the 
world gets better!

• Increase in # of 
organizations 
completing learning 
cycles and earning 
effectiveness points

• Increase in scores on 
community-led scale

• Increase in $ going to to 
those higher ranked 
organizations



Responsiveness: Listen, Act, Learn, Repeat
at the intersection of effective and community-led organizations 

Responsiveness

EFFECTIVE 
ORGANIZATIONS COMMUNITY-LED 

ORGANIZATIONS



Community-Led Organizations

• accountable to the vision and priorities set by the 
community,

• have local voices in the lead,
• implement adaptable, feedback-driven decision 

making,
• celebrate and mobilize local assets,
• collaborate and share knowledge with others, and
• aim to achieve systemic change.



Ensure people from the 
target community have 
a strong representation 
on staff, in leadership, 
and on the governing 

board.

Put Local 
Voices  in the 

Lead

Ensure program 
participants 

influential in setting 
goals, offering 
solutions, and 

devising strategic 
plans for programs.

Involve 
Community 
Members In 

Planning
Ask to which extent 

your work can address 
and correct root 

causes and oppressive 
systems rather than 

alleviating the 
symptoms.

Addressing 
Root Causes

Implementing 
Feedback Loops

Begin to use learning 
and feedback loops (like 
surveys, focus groups, 
consultations) to hear 
from participants and 

adapt according to their 
needs and ideas.

Becoming More Community-Led:



1 2 3

Take Your Next Step:



Amy Ross,
Keystone Accountability



Amy Ross 
amy@keystoneaccountability.org

HARNESSING FEEDBACK THROUGH 
CONSTITUENT VOICE



FEEDBACK LOOPS: SOME DEFINITIONS
❖ “A systematic approach to collecting the views of [beneficiaries] and other 

key stakeholders about the quality and impact of work undertaken.” 

(Jacobs, A. 2010. “Creating the Missing Feedback Loop.” IDS Bulletin 41 (6): 

56-64)

❖ “Closing the loop is when a feedback mechanism is integrated into a process 

so that it triggers an intelligent response.” 

(Galtung, F. 2013. The Fix-Rate: A Key Metric for Transparency and 

Accountability)



EVOLUTION
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We help organisations understand and improve 

their social performance through harnessing 

feedback, especially from the people they serve.
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KEYSTONE IN A NUTSHELL
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CONSTITUENT VOICE

❖ Constituent Voice™ is a tool to 
manage performance and improve 
effectiveness. 

❖ Feedback data is an early indicator 
of change and can be triangulated 
with other evidence of results 
(including objective measures and 
impact evaluations) to enrich 
understanding of what is 
happening now. 



THE VALUE PROPOSITION
Accountability & 

relationships

• Mutual accountability for agreed outcomes
• Constituent VOICE - Feel heard  and valued 
• Relationships strengthened 

Performance
• Real-time management data on services and 

relationship quality
• Early warning and predictive metrics

Discovery & 
Innovation

• New sources of ideas from people who live 
with the issues

• Encourages innovation and adaptation

Evidence
• Important time series data – Evidence for 

evaluation framework
• Impact evidence



• Anonymous survey
• A few quant. questions on 0 to 10 scale, paired with open / 

discussion questions
• Disaggregate by e.g. age, gender, location
• Segment answers into positive, OK, negative
• Report back to close the loop
• Continuous light touch feedback data collection
• Embed in performance management
• Benchmark to set stretch goals
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CONSTITUENT VOICE IN PRACTICE



Convert perceptions and 
experiences 

into DATA…

… Use the DATA to 
frame dialogue for 
accountability, learning 
and improvement
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SOME IMPORTANT LESSONS
Context matters (culture, engagement, incentives, 
ecosystem)

Data collection can be quick and easy with 
micro-surveys

Closing the loop and course correcting and are 
essential

Don’t let perfection be the enemy of the good – it’s 
a journey!



THANK YOU FOR LISTENING!
DO YOU HAVE ANY QUESTIONS?

Amy Ross, amy@keystoneaccountability.org

@Keystone_Acc
www.keystoneaccountability.org
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Questions?



A Case Study: Involving Community 
Feedback in Practice
Enouce Ndeche, Executive Director at Vijana Amani 
Pamoja



Monitoring and Evaluation (M&E) 

Tools and Data Flow

Integrating social and economic values through soccer by creating a pro-active health environment



Vijana Amani Pamoja
Vijana Amani Pamoja (VAP) - Is a community scheme that utilizes the power and the popularity of 
the game of football as a metaphor for social change tackling issues ranging from: HIV, Sexual Reproductive Health 
and Rights (Girls Program) and instilling Economic Empowerment through vocational trainings as an exit program. 
Why we decided to involve community feedback in our M&E-
● Community Feedback is an essential component in our programming since all our programs are community 

driven programs that entail the interest of the community that we serve. One of the biggest reasons we 
decided to involve community feedbacks is because when we started most of our programs hugely lacked 
community views and opinions and therefore they could not fit in. 

What worked well- 
● The integration of community feedbacks into our programming made it so easy for all of our programs to be 

tailor-made and shaped based on the needs and interests of the community. This has helped a lot as far as 
designing our monitoring and evaluation tools, and always redesigning our program to keep on track with the 
trends.

What didn’t work well-
● Resistance from some members of the community, with some demanding handouts and other incentives or to 

be paid for them to share their views. 
● For those who gave feedback, some was totally different from what our intentions were.
Top 3 tips on including community feedback in your organisation-

-Conduct Pre and Post questionnaires based on the programs
-Conduct Focus Group Discussions
-Collection of Most Significant Stories



M&E Stakeholders



Ongoing tracking of a program during its lifetime

Monitoring



Episodic assessment to measure a program’s:

Effectiveness
Efficiency
Quality

Relevance
Impact

Evaluation



Data Types



Quantitative
I. Intervention Summary :Skillz Kenya  

Intervention Started 10

Interventions Completed 8

Total Participants 352

Female 35%

Male 65%

Participants between 15-18 years 91%

Participants between 19-22 years 9%

Total Graduates 269

Female 42%

Male 58%

Percent Graduated 76%



Quantitative…..

III. Question-by-Question Summary (All Participants) Pre Post ∆
1 I have talked about HIV with an adult in the past two months (outside SKILLZ).    53% 76% 23%

2 I have talked about HIV with an friend in the past two monts (outside SKILLZ).    67% 82% 16%

3 Having sex with an older partner increases my risk of getting HIV.     50% 100% 50%

4 Unequal power in relationships can contribute to the spread of HIV.     50% 81% 31%

5
Having more than one sexual partner over the same time period increases my risk of getting HIV.   

100% 100% 0%

6 All children born from HIV-positive mothers are also HIV-positive.     88% 100% 12%

7 Drinking alcohol can increase my risk of getting HIV.      59% 82% 24%

8 Male circumcision can reduce a male's risk of getting HIV.      59% 71% 12%

9 I feel good about who I am.        94% 100% 6%

10 I would say no to playing sport with someone who has HIV.      94% 94% 0%

11 Guys and girls should listen to each other.       94% 100% 6%

12 It is the male's responsibility to make decisions in a relationship.     100% 94% -6%

13 I would be willing to care for a friend with HIV.       100% 100% 0%

14 I can say no to sex, even if my friends pressure me.       94% 100% 6%

15 Sometimes a man may have good reason to hit his girlfriend or wife.     
71% 82% 12%

16 I am ready to take an HIV test.       88% 82% -6%

Overall 79% 90% 12%

II. Pre/Post Summary (Graduates Only)
Pre Delivered  17
Post Delivered 17
Negative Change  3
Positive Change 14
>5% Change  14
>10% Change  12



 Qualitative

These process is achieved through Most Significant Change story 
collection:

● These include collecting feedback from 
participants on their experience as Skillz Kenya 
participants.

● No interview is conducted, giving room and space 
for the participant to share his/her story the way 
they see it.





M&E Tools



Attendance Register



Pre/Post



Coaches Support Visit



Testing Snapshot



Focus Groups and Interviews
Topic Main questions Follow-up questions Probes

1.  Role as SKILLZ Mtaani Coach Warm-up: What’s your name? What do you like to do? What’s your 
favourite soccer team?
Let’s talk about your experience as a SKILLZ Mtaani coach.
How long have you been a SKILLZ Mtaani coach?

Why is being a SKILLZ Mtaani coach important to you?

2.  Views on the SKILLZ Mtaani 
programme

Let’s talk about your views on the SKILLZ Mtaani programme.
How would you describe the SKILLZ Mtaani programme?
What key messages are delivered during the SKILLZ Mtaani 
programme?

Which activity was your favourite? Which activity was your 
least favourite? Why?
Which topic was your favourite? Which topic is your least 
favourite? Why? 
Did you ever skip or modify activities in the curriculum? 
Why? How?

How do you feel about the life skills activities?
How do you feel about the soccer activities?
How do you feel about team time?

3. Impact on participants Let’s talk about the effect of the SKILLZ Mtaani programme on the 
participants.
Has SKILLZ Mtaani helped participants in their lives? In what ways? 
Are there examples you would like to share?
What do you feel is is the most important thing that participants learn 
from SKILLZ Mtaani?
Did participants form any meaningful relationships during the SKILLZ 
Mtaani programme?

Do you feel that the girls think or act differently now that they 
have gone through SKILLZ Mtaani? In what ways?
Do you think that participants use the knowledge they gained 
from SKILLZ Mtaani outside of the programme?  In what 
ways?

Has the programme affected girls in their present 
lives? 
Will the programme affect them in their future 
lives?  In what ways?

4. Impact on coaches Let’s talk about the effect of the SKILLZ Mtaani programme on 
yourselves, as coaches.
Has SKILLZ Mtaani helped you in your life? In what ways? Are there 
examples you would like to share?
What is the most important thing you have learned from SKILLZ 
Mtaani?
Did you form any meaningful relationships during the SKILLZ Mtaani 
programme?

Do you think or act differently now that you have been a 
SKILLZ Mtaani coach? In what ways?
Do you use the knowledge you gained from SKILLZ Mtaani 
outside of the programme? 
Are there any stories you would like to share about the 
impact you have as a SKILLZ Mtaani coach?

Has the programme affected you in your present 
life?  
Will the programme affect you in your future life? In 
what ways?

5.  Reaction to Coach Tumi phone 
service

Let’s talk about Dial Coach Tumi.
How do you feel about the service?  What was your experience with 
Coach Tumi? 
Based on your conversations with your SKILLZ Mtaani participants, 
did they dial Coach Tumi? How often would you say that they dialed 
Coach Tumi on a weekly basis?

Which parts of Coach Tumi did you like?  Which parts did you 
dislike?
What did you hear the other SKILLZ Mtaani participants 
saying about Coach Tumi? 
What do you feel Coach Tumi teaches the participants?  Did 
you learn anything from Coach Tumi?
How can we improve Coach Tumi?

Did participants talk about using their own phones 
to dial Coach Tumi?  Did they borrow a phone?
Did you experience any challenges in dialing in?  Did 
participants experience challenges?
Did you receive SMSes after dialing Coach Tumi?  
What did you think of the SMSes?  What did 
participants say about the SMSes?
Were there any parts of Coach Tumi that were 
confusing or offensive?

6.  Increase uptake of local services Now lets talk about health services in your area.
Do you think it is important for girls your age to access services? Why? 
Which services?
What does “youth-friendly “ mean to you? Do you think that is 
important for girls your age to use “youth-friendly” services? Why?

Which services in your area are “youth friendly?”
How can we best encourage girls your age to use these 
services?
Which services in your area are you most likely to use? Why?

Services can include sexual violence services, 
HIV/STI services, family planning services, or 
information about female role models.

7.  Closing remarks How can the SKILLZ Mtaani programme be improved?
Is there anything else about SKILLZ Mtaani or Grassroot Soccer you 
would like to share?



Skillz Scoreboard



M&E Data Flow Process



Scorecard

SALESFORCE

DASHBOARDS

ATTENDANCE TESTINGPRE/POST EVENT



Questions?



Complete a learning cycle on GG rewards:

Listen - Watch Webinar 4 of the Social Impact Academy
Act - Complete the worksheet on “designing a feedback system” for one of your 
programmes and ask for feedback from a peer or stakeholder
Learn - Revise your work with community feedback and upload a final version in 
the learning cycle

Complete by Tuesday, 19th June. 

Design a Feedback System for one of your programs



Webinar 4 - Tasks

www.globalgiving.org/social-impact-academy-hub/

http://www.globalgiving.org/social-impact-academy-hub/


Go to GG Rewards
• Click on the relevant learning cycle for this webinar



Changes to Final 2 Webinars

• Longer Webinars: Webinars 5 and 6 will run for 1.5 
hours. 

• Easier Opportunities for Homework Peer Review: 
Contact us by email to request someone to peer review 
your homework or to volunteer as a peer reviewer. 

Email projecthelp@globalgiving.org

mailto:projecthelp@globalgiving.org


Any questions?

projecthelp@globalgiving.org

mailto:projecthelp@globalgiving.org


Questions?



thank you


