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This short paper was developed by Trócaire’s Accountability Steering Group following 
a request from Country Teams for clarity on what accountability means in practice 
at a country level. The paper provides examples of how various dimensions of 
accountability can be put into practice with our stakeholder groups. While primarily 
aimed at country teams, the paper shares examples drawn from across the organisation 
and will hopefully serve to motivate and inspire us all to continue to strengthen our 
practice in this important area. 
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Trócaire is an agency that is working for a just world. The more we demand accountability from 
others, the more we are rightly expected to demonstrate accountability ourselves. 

Trócaire understands accountability to mean that we acknowledge our organisational 
commitments and responsibilities and will be held to account for them by ensuring all the 
people and communities we work with, in Ireland and overseas, have a range of accessible and 
appropriate mechanisms by which to hold us to account. 

As an organisation, we have multiple stakeholders that have an interest in our work. These 
include the communities and individuals with whom we work; local organisations with 
whom we partner; the general public in Ireland who support us with donations and through 
volunteering; the institutional donors who invest in our work; our staff and our governing board 
of trustees. We strive to be open and transparent with all these stakeholders. 

We acknowledge that accountability has implications across all aspects of our organisation 
wherever we work: our finances, our communications, our human resource management, our 
programming, our fund raising and marketing, our governance. Responsibility for accountability 
is therefore widely shared across our organisation. 

Being accountable has benefits for our organisation. It opens up space for those affected 
by our policies and programmes to express their views on what we do. This in turn 
creates feedback loops that enable us to learn from what is effective and what is not. 
Accountability is a force for organisational change and for strengthening organisational 
performance. Its effects are not only beneficial to stakeholders, but also to our 
organisation. 

Recognising the value of accountability, Trócaire is establishing a new unit for Standards & 
Compliance. This unit will help ensure that our value of accountability is embedded in all of 
the work that we do. It will help maintain ethical behaviour across the organisation and it will 
enhance organisational standards for the benefit of all stakeholders. 

While accountability has long been one of Trócaire’s core values, it has primarily been 
demonstrated through procedures and mechanisms for effective stewardship; through strong 
financial management, reporting and oversight, as well as the systems, policies, procedures 
and controls which underpin these. 

In our Strategic Plan (2016-20) we have committed to embrace a broader interpretation of 
accountability and to redress the historical imbalance in how, and for whom, mechanisms of 
accountability have evolved and been delivered. To date we have placed emphasis on reporting 
to stakeholders such as our donors, our trustees, the Irish public, the Irish government. Now 
we also must strengthen our accountability to other key stakeholders with a legitimate interest 
in our work, in particular to the people and communities as well as partners that Trócaire 
supports through its programmes. 

ACCOUNTABILITY  
IN PRACTICE 
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How accountability to our key stakeholders is achieved 

There are four dimensions of accountability we need to pursue in our policies, procedures and 
practice.

•	 Information Sharing /Transparency: Providing accessible and timely information to 
stakeholders and ensuring communities and people affected by the crisis are informed 
of their rights and entitlements including what to expect from Trócaire both in terms of 
programme delivery and staff behaviour 

•	 Participation / Stakeholder Engagement: Enabling key stakeholders to play an active 
role in activities and decision-making processes which affect them

•	 Feedback and complaints mechanisms: Providing mechanisms through which 
our stakeholders can provide feedback or make complaints and be confident these 
complaints are properly reviewed and acted upon

•	 Evaluation & Learning: Monitoring and reviewing progress and results against goals 
and objectives; feeding learning back into the organisation on an ongoing basis to 
improve our work. 

This short paper provides examples of how these various dimensions of accountability can be 
put into practice with our various stakeholder groups, including: 

•	 The people and communities we work with

•	 Our local partners

•	 Our supporters, volunteers and campaigners 

•	 Our staff 

Many of these examples are drawn from our own country programmes so there is already good 
practice underway and lots of ideas for sharing and learning. 
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Accountability to the communities and people we work with is particularly important for 
organisations like Trócaire that assist or act on behalf of people affected by poverty, by disasters 
or conflict. Trócaire and our local partners exercise significant power in our work to save lives, 
reduce suffering, realise rights, relieve poverty and build livelihoods. In contrast, people affected 
by vulnerabilities or in crises are often lacking in mechanisms to exert power or control, and 
have little influence over our organisation. As a result, it is difficult for these people to hold us to 
account for actions taken on their behalf. This unevenness of power puts us in a position of great 
responsibility. Strengthening our accountability to these people and improving accountability 
systems in our organisations is one way to redress this imbalance of power. 

Being accountable to people affected by poverty or crisis helps us to develop quality programmes 
that meet people’s needs and priorities, and reduces the possibility of mistakes, abuse and corruption. 
Accountability processes that are managed effectively help us to assess and improve the quality of our 
work, which benefits both our organisation and the people affected by poverty or crises.

Our ability to exercise accountability to communities largely depends on the ability of our 
partners to do this since it is our partners that generally have direct relationships with 
communities. Part of our accountability to the communities and people we work with includes 
therefore a responsibility to choose partners who share our views on accountability, to monitor 
partners’ work with local communities to ensure that their work and behaviour aligns with 
our accountability objectives, and to listen to partner feedback about our own timeliness, 
appropriateness and effectiveness.

Below, some examples of how the four dimensions of accountability can be put into practice 
with people and communities we work with are provided. 

ACCOUNTABILITY TO THE PEOPLE AND 
COMMUNITIES WE WORK WITH 
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Information Sharing/ Transparency with Communities 

Communities and people participating in the programme are informed of their rights and 
entitlements and have access to accurate and timely information.

In Sierra Leone during the Ebola response and more recently during the Mudslide and Flood 
response, Trócaire supported local partner ABC Development to set up information kiosks 
so that people in need of assistance had access to timely and relevant information about the 
response: what assistance was available, how to access it and clarity around distribution dates 
and times. The information kiosk staff reached out directly to people who could not access the 
information kiosks e.g. elderly, disabled. The information provided by the kiosks and outreach 
staff was a vital service for the community which enabled many to access the support they 
needed and also assisted in providing clear and correct information to different groups and 
dispelling misinformation or rumours. 

ABC Development staff at the Information Kiosk in Dwazark Community, Freetown 2017
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Participation and Stakeholder Engagement from Communities 

Communities are engaged in all activities and decision making processes that affect them. This is 
achieved by building on existing community and state structures, resources and capacities.

After the 2015 earthquake response, Trócaire’s partner, Caritas Nepal set up community 
monitoring committees to ensure Cash for Work activities were implemented efficiently and 
effectively. The monitoring committees were made up of different members (both male and 
female) from communities where the project was being implemented. The committees were 
trained on monitoring processes and they designed an approach to monitor the cash for work 
activities in each of the villages. Although there were some issues with the time required to 
carry out the monitoring by the committee members, there was an overwhelming sense of 
ownership and empowerment over the process. In one instance participants from one village 
did not complete the work agreed. The committee convened and decided to give the village 
participants an extra 3 days to complete the work and upon completion they would be paid the 
agreed amount. Because it was the community monitoring committee that came up with the 
solution it was endorsed by programme participants and the whole community. 

Community meeting in Dholaka, Nepal 2015
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Feedback & Complaints 
Mechanisms in Communities 

Communities and people are able to 
provide feedback and make complaints 
in a safe, dignified and confidential 
manner, and receive an appropriate 
response when they do so.

In Ethiopia, Trócaires partner Apostolic 
Vicariate of Hosanna has established 
a range of feedback and complaints 
mechanisms including suggestion 
books and boxes, telephone contact 
and face to face complaints, which 
is the most popular mechanism to 
address feedback and complaints in a 
transparent and systematic way. 

At community level each Kebele (village) has a Complaint Handling Committee (including 
both male and female community representatives) who have been trained on how to receive, 
document and manage feedback and complaints. 

For complaints made directly to AVH staff or volunteers a complaint acknowledgement receipt 
is given to the person making the complaint to acknowledge their complaint and a date when 
they will get a response on how the complaint will be addressed. 

The Complaint handling Committee conduct meetings once or twice a month to discuss 
and address the feedback and complaints received. AVH have a Complaint Focal person 
who is responsible for liaising with the CHCs and ensuring that feedback and complaints are 
addressed as well as collating data and producing periodic reports to facilitate programme 
learning and improvement. 

Evaluation and Learning with Communities 

Monitoring and evaluation should take account of the views of the people and communities we 
work with by including programme participants in reflection and learning events. We must be 
guided by them on how to track progress, make adjustments, discover unplanned effects of 
programmes, or judge the impact that we have made on their lives. 

In Zimbabwe, Inquiry Based Stress Reduction (IBSR) was introduced as a strategy to help 
people living with HIV to deal with negative thoughts that reinforced self-stigma and prevented 
them living full lives. Through monitoring, evaluation and reflection practices, Trócaire’s partner, 
CONNECT, learned from participants within the programme that IBSR is a very effective strategy 
for tackling self-stigma and helping them move on with their lives. Reflection was done one to 
one with programme participants and in discussion groups. The project further established that 
negative thoughts experienced by people living with HIV are similar to those experienced by 
survivors of gender based violence (GBV). Trócaire has subsequently incorporated this experience 
and learning from people living with HIV into work with survivors of GBV. 

Complaints Handling Committee Ethiopia
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Protection Mainstreaming & Accountability

Protection Mainstreaming has been embraced by the humanitarian sector as a way of ensuring that the 
safety and dignity of programme participants is prioritised in all interventions. Trócaire is committed to 
mainstreaming the four protection principles below into all our humanitarian responses. These principles 
speak closely to Trócaire’s commitments to accountability.

Protection Mainstreaming is a practical application of accountability in our programmes as it puts the 
person at the centre of the action by focusing on an individuals’ safety, dignity and access to assistance. 
A number of the core components of protection mainstreaming help us to practically implement 
accountability to programme participants. 

Safeguarding and Accountability

Safeguarding is a core component of Accountability. Safeguarding is about protecting children and 
adults from harm within our programmes and activities. This includes the prevention of exploitation 
and abuse as well as any harm caused by our failure to take reasonable care. Trócaire is committed 
to keeping people within our programmes safe from exploitation and abuse. The people within our 
programmes include programme participants, other people within the communities where we work, 
staff of local partners, our own staff and others who represent our organisation. Keeping people safe 
entails identifying risks and then putting in place systems and practices to mitigate against these risks.

Trócaire is working with teams right across the organisation on critical safeguarding measures that 
include: 

•	 Ensuring safeguarding policies are in place and being implemented

•	 Vetting during recruitment of staff and training of staff once employed

•	 Creating safe environments through safe programming

•	 Hearing what people have to say through operating complaints mechanisms and responding 
to concerns

Trócaire also requires that the organisations we partner with demonstrate a similar commitment.

Towards improved safeguarding practices

A core element of Trócaire’s commitment to safeguarding is ensuring that all partners have robust 
policies and practices. We continue to strengthen partner capacity, review their practice and support 
the development of improvement plans. In April 2018, at the end of an engaging two day workshop in 
Bunia DRC, fourteen partners participated in a self-audit of current practice and developed improvement 
plans which focused on safe recruitment, code of conduct, risk assessments, complaints mechanisms 
(for both sensitive and non-sensitive complaints) and sharing their commitments with communities.  

In July 2018, Trócaire’s Somalia Team came together in Nairobi to review safeguarding within our 
Somalia programme. Actions plans were developed focusing on programmes within hospitals, schools 
and in the community. Ensuring effective Codes of Conducts, safeguarding risk assessment and 
complaints mechanisms were the main focus towards strengthening our practices.

PRINCIPAL 1  
Avoid doing harm 

PRINCIPAL 2  
Meaningful Access

PRINCIPAL 3  
Accountability 

PRINCIPLE 4 Participation  
& Empowerment
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Goal 7 of Trócaire’s current strategic plan (2016-2020) reaffirms Trócaire’s commitment to 
partnership: ‘Trócaire works collaboratively with a strengthened and more diverse portfolio 
of partners that share our vision of a just world and that achieve programme impact and 
policy influence in an effective and accountable manner”. Trócaire works in partnership with 
organisations in 20 countries, both church and secular, to tackle poverty, respond to crises 
and bring about transformative change. Working in partnership means that we support 
organisations to implement projects in collaboration with their local communities. Our partners 
bring capacities, an in-depth understanding of the local context, language and culture, while 
we contribute our experience, funding and staff and help many of our partners to develop and 
strengthen their role as active members of civil society in their own countries. 

Equitable partnerships are characterised by mutual accountability between partners. To achieve 
this between partners we must strive to share ownership, power and commitment within the 
partnership. Achieving mutual accountability entails outlining the principles to which we hold 
ourselves accountable and seek to be held to account by each other. These are outlined in our 
Partnership Policy1 and also reflected in formal agreements with partners, which commit us to 
shared goals, values and ways of working. By defining these, we each accept shared responsibility 
for achieving them.

Trócaire is a signatory of the Principles of Partnership (PoP) initiated in 20072. The principles 
of Equality, Transparency, Results-Oriented Approach, Responsibility and Complementarity 
provide a framework for the organisations to engage on an equal and transparent footing. With 
an ever-increasing number and diversity of actors, the PoP remain a key point of reference for 
partnership inception, development, implementation and review.

Trócaire is also a signatory of the Charter for Change3 (2016), to improve the way we work 
and ensure partners play an increased and more prominent role in humanitarian response. The 
commitments of the Charter for Change relate to: 

1. Financial flows and tracking: Increasing direct funding to local partners (committing to 
pass on at least 20% of humanitarian funding to local NGOs) 

2. Partnerships: Reaffirming the Principles of Partnership 

3. Transparency: Increasing transparency around resource transfers to local partners 

4. Advocacy: Emphasizing the importance of national actors to humanitarian donors 

5. Recruitment: Addressing and preventing the negative impact of recruiting staff from 
local partners during emergencies 

6. Equality: Addressing subcontracting and ensure equality in decision-making 

1. Trócaire’s Partnership Policy is being updated in 2018 to articulate our current position, strategy and way of working in partnership 

2. https://www.icvanetwork.org/system/files/versions/Principles%20of%20Parnership%20English.pdf

3. https://charter4change.org/

ACCOUNTABILITY TO  
OUR PARTNERS 
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7. Capacity support: Providing robust organizational support and capacity-building 

8. Communications: Promoting the role of local actors to the media and the public 

Both the Principles of Partnership and the Charter for Change are instruments through which 
our partners can hold us to account. 

Below, some examples of how the dimensions of accountability can be put into practice with 
our local partners are provided. 

Information sharing / Transparency with Partners

Trócaire’s commitments within a partnership are outlined in a Partner Grant Agreement. The 
purpose of the Grant Agreement is to set forth the commitments and responsibilities of Trócaire 
and the Partner with respect to the management and implementation the project. Less legalistic 
but equally important are meetings held with partners. Bilateral meetings are held regularly with 
partner agencies to share information and discuss issues. Annual partner meetings provide an 
opportunity for all partners in a country to meet together for an exchange with Trócaire.

Participation & Partner Engagement

Trócaire partners regularly lead or participate in needs assessments, baseline exercises, design 
or co-design proposals with Trócaire trainings, peer learning experiences, advocacy initiatives, 
and monitoring visits alongside staff from Trócaire’s country offices. 

Trócaire strives to ensure the voice of local partner organisations is at the forefront of 
international advocacy initiatives. For example, since the resumption of the conflict in Myanmar 
in June 2011 Trócaire has partnered with KMSS to deliver a comprehensive multi sectoral 
humanitarian response for up to 40,000 IDPs both in government and non-government 
controlled areas in Kachin and northern Shan State. 

Trócaire actively lobbied for greater inclusion of local actors on the Humanitarian Country Team 
(HCT) and in this way local and international partners have stood closer together on joint advocacy 
initiatives. In mid-2016 the HCT decided to include KMSS as one of the 4 local representatives. 
Subsequently KMSS has participated in the drafting of two major joint INGO/NGO statements on 
Kachin/Shan. 

Women’s group working on land 
issues in Kachin State, northern 
Myanmar. 2016
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Uganda Evaluation

Feedback & Complaints mechanisms for local 
partners

Trócaire is committed to ensuring its policies are fit for 
purpose and that the actions of its staff, contracted parties, 
and other third parties, including visitors and volunteers, are 
always appropriate to partners. We want to hear partner’s 
concerns, act on what they tell us, and be answerable to 
them for the decisions that we make. 

Trócaire Rwanda recently sent out a newsletter to all 
their partners providing them with an email address 
(complaintsrwanda@trocaire.org) encouraging them 
to provide feedback and make complaints and ensuring 
partners that these would be dealt with securely and 
confidentially.

Evaluation and Learning with partners: 

In 2014 Trócaire’s Governance & Human Rights programme 
in Uganda commissioned an end-of programme evaluation. 

The evaluation team comprised an external consultant and 
representatives of partner agencies. In addition to organising 
data collection, partner staff were also involved in pre and 
post evaluation workshops to finalise tools, validate and 
interpret findings. Spaces were also created for partner staff 
to provide their own critical reflections on the programme. 

The external evaluator played the role of a “critical-friend” 
who encouraged self-reflection through the tools. A peer 
review method (i.e. partner ‘A’ co-facilitating community 
interactions in communities served by partner ‘B’ and vice 
versa) was employed to ensure inter-partner learning and knowledge sharing.

The inclusive approach, enabled self-assessment and learning on the part of partner 
organisations. Creating spaces for partner staff to share reflections also created insights and 
feedback to Trócaire which may not have otherwise emerged.

Trócaire Rwanda’s newsletter, Issue 4, 
April 2018.

 

 

FOR A JUST WORLD 
Country Newsletter: Rwanda 

Issue 4  April 2018 

                   
 
 

Engagement of Rwanda farmers in Agricultural Policy  
development and implementation 
 
With the support of USAID, Trócaire and its partners, Rwanda Development Organisation (RDO), the Union 
of integrated farmers’ cooperatives (UNICOOPAGI) and the Episcopal Justice and Peace Commission 
(CEJP), are supporting civil society organizations and citizens, especially women and youth, to participate 
in the formulation, implementation and monitoring of agriculture policies, programmes and related budgets.  
 
On March 21st 2018, Trócaire and partners celebrated their first year of implementation and successes 
achieved so far in a “Phase 2 Project Launch Event”.  
One of the activities in the project is the training of farmers on the responsibilities and roles of citizens and 
local authorities on the formulation, implementation and monitoring of agricultural policies, programs and 
budget. These trainings have taken place in each of the five districts covered by the project: Rulindo,  
Gakenke, Nyanza, Nyamagabe and Nyaruguru. 
 
Close to 4,000 citizens will be reached by the various activities till 2020, as well as over 800 local  
authorities. Additionally, 50 civil society organizations’ capacity will be strengthened in the analysis of  
policies and budgets and forming a bridge between farmers and local authorities.  
 
 
 In This Issue: 

 
 

 Engagement of farmers 
in agricultural policy  

   development and  
   implementation 
 
 The impact of kitchen  
   Gardens in communities  
 
 Supporting Rwanda’s  
   Gender Based Violence     
   policy Implementation 
 
 Our new complaints  
   mechanism 

Panel discussion during the Phase 2 Project Launch event at  
Ubumwe Grande Hotel in Kigali on March 21st 2018.  
The panel members included from left to right a project beneficiary, 
RDO, Trócaire and the Gakenke District Agronomist.  
Impact of the project in Year 1 as well as challenges and how to 
address them has been discussed in the panel discussions. 

The project is being implemented from April 2017 till April 
2020 and will provide citizens and civil society organizations 
with capacity to successfully engage with their local leaders, 
while at the same time enhancing the capacity of local  
authorities from the target districts to engage with citizens and 
civil society through the spaces developed by the  
Government.  
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More than 52,000 people in Ireland are actively engaged with Trócaire. This figure includes 
those who donate to Trócaire, those who take our campaign actions, as well as Church and 
Development Education stakeholders. At the end of 2017, over 100 active volunteers had given 
their time to promote Trócaire’s work. 

Below are some examples of how the various dimensions of accountability are being put into 
practice with our supporters, volunteers and campaigners

Information sharing and Transparency with our 
supporters, volunteers and campaigners

We aim to be open and transparent with all our 
supporters, volunteers and campaigners, keeping them 
up-to date with our work and communicating the impact 
of their support through regular updates across print, mail 
and online channels, including our website and social 
media platforms. We also produce a variety of reports 
for supporters, volunteers and campaigners including our 
annual report and Supporter Update booklets. 

Trócaire’s ‘Supporters’ Charter’ outlines our 
commitments to our supporters. In addition to our 
Supporters Charter, Trócaire is a signatory to or abides 
by the following:

– The Dóchas Code of Conduct on Images and Messages 

– Charities Regulator ‘Guidelines for Charitable Organisations Fundraising from the Public’

– Statement of Guiding Principles for Fundraising Irish Charities Tax Reform Group (ICTR)

These charters, codes, guidelines and principles ensure that our Communications, Outreach and 
Fundraising activities are of the highest standard.

Participation & Engagement with our supporters, volunteers and campaigners

Trócaire’s Outreach Team has devised multiple ways to engage with our supporters, volunteers 
and campaigners on issues of global poverty and injustice. It is considered a really important part 
of our work. 

We communicate the impact of our work with campaigners who have taken online actions, signed 
petitions or attended lobbying events, through regular email updates. We highlight instances 
where their activism and lobbying activities have been referenced by politicians during Oireachtas 
debates/meetings. Also, at the start of every major campaign (i.e. campaigns which involve public 
outreach, and are not just online) we make sure to hold trainings with our campaigner volunteers.

Trócaire Campaigner

ACCOUNTABILITY TO OUR SUPPORTERS, 
VOLUNTEERS AND CAMPAIGNERS 
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Trócaire  
Volunteer

Feedback & Complaints mechanism for our supporters, volunteers and campaigners

Trócaire has a Supporters Charter in which we commit to resolve any queries/complaints raised 
by our supporters within 48 hours of notification. Our private funders, whether individual givers 
or group or church donations, have several ways of holding us to account if they are not happy 
with how we report on the use of the funds they have donated. For example, they can get in 
touch with Trócaire by letter, email, telephone or through one of our social media channels. 

Volunteers are offered the opportunity to feedback to us on the volunteer programme and their 
experience of volunteering with Trócaire. This is done via a questionnaire which is administered 
twice annually, alongside regular phone calls and email communication with our volunteers. 

Link https://www.trocaire.org/sites/default/files/pdfs/whatwedo/supporters-charter-roi.pdf

Evaluation and Learning with Supporters, Volunteers and Campaigners

Donor surveys are carried out to seek feedback and to identify key experiences 
that matter to our supporters in areas of missions, donor services, fundraising, 
governance and transparency and communication, campaigning and volunteering. Survey 
feedback provides input from supporters on what we are doing well and what we need to 
improve on. The latest donor survey was carried out in August 2017 and resulted in a list of 20 
actionable points being developed and shared across Trócaire teams to implement. Some of the 
top actionable points that came out of this survey and which are currently being worked on are:

•	 Welcoming staff and volunteers to attend (fundraising) events and presentations 

•	 Keeping administrative costs to a minimum 

•	 Making it easy for supporters to return money which has been raised to Trócaire
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Trócaire team retreat in Tokeh, Sierra Leone December 2017

Currently, Trócaire employs 277 staff in our programmes of operation and 150 staff in 
management and support staff roles in Ireland. This makes a total of 427 staff to whom Trócaire 
strives to hold itself to account.

Staff are empowered in their roles to take ownership of their performance and career 
development and are supported by their manager in setting clearly aligned and SMART 
objectives. Trócaire ensures that staff understand Trócaire’s values, are guided by the 
competency framework and organisation policy/procedure, and are encouraged to treat others 
with dignity and respect. HR develop policies and procedures in line with HR best practice 
(principles of natural justice, fairness and equality), in partnership with management and the 
Union (for staff in Ireland) and working within the organisation’s means. Management strive to 
implement organisation policies and procedures fairly and consistently, working in partnership 
with Human Resources (HR), while addressing under-performance and staff conduct concerns. 

Information sharing and Transparency with staff

Staff are informed or consulted about relevant updates, changes and decisions which may 
affect them, in a timely manner, on a regular basis and in an appropriate forum. For example, 
decisions or changes which affect staff are communicated at either one to one meetings with 
management, team meetings, Executive Leadership Team updates, and or HR briefings.

Participation & Stakeholder Engagement with staff

Trócaire strives to encourage participation from staff and aims to build a high level of trust 
between managers, staff and staff representatives (Union/Staff Associations).

ACCOUNTABILITY TO  
OUR STAFF 
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In the development of the Strategic Plan extensive consultation occurred at every level of the 
organisation and staff were encouraged to participate in setting the future direction and focus 
of Trócaire. Furthermore, at a cross organisational level, Trócaire endeavours to include internal 
stakeholders in influencing the organisation’s direction by involvement in Working Groups such 
as the Accountability Steering Group, Innovation Working Group etc. 

On an individual level staff members can participate in shaping the direction of their own roles 
through providing feedback and setting their objectives during “one to one” meetings with line 
managers and during team meetings. 

Feedback & Complaints mechanism for staff 

Trócaire has embedded a performance management system which provides staff with the 
opportunity to receive regular feedback on performance and development and in turn to give 
feedback to management. Staff are encouraged to raise any concerns with their line manager 
and receive support to resolve matters informally. 

Staff can also seek guidance from their HR and/or union representative. Where matters cannot 
be resolved informally, staff have access to complaints handling and appeal mechanisms under 
the appropriate policy e.g. Grievance, Disciplinary, Dignity at Work, Whistle Blowing, Fraud, 
Corruption & Bribery. 

Furthermore, each country office has a dedicated e-mail address for reporting sensitive complaints 
for staff, partners and community members to send emails to with details of their complaint.

Evaluation and Learning with Staff 

Trócaire evaluates employee satisfaction and 
engagement by employing the Great Places to Work 
(GPTW) survey each year. Key findings from this 
survey are analysed and leadership considers how to 
make changes in accordance with these learnings. 
A number of changes have been made based on 
learnings from Great Places To Work to date. For 
example, a new employee handbook has been 
finalised and will include revised and updated policies 
to ensure a consistent and positive recruitment 
experience for candidates and practical information 
for managers. The handbook will be rolled out and 
launched in the coming months.

Another example of a change which took place based on learnings from the GPTW 
survey includes the regular update via video recording of Trócaire’s CEO to all staff on key 
organisational developments and initiatives. 

Staff at Maynooth Festival 2017
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One way of driving accountability is to ensure we are adhering to recognised standards that 
guarantee stakeholders an acceptable professional quality of service. A number of quality 
standards, codes and charters have emerged to drive tangible and measurable improvements 
in the delivery of development and humanitarian programmes. Some of those that Trócaire has 
adopted are listed below. For a full list, see Trócaire’s website https://www.trocaire.org/about/
accountability

•	 The Core Humanitarian Standard (CHS) on Quality and Accountability while 
ostensibly a ‘humanitarian’ standard, has relevance across all of Trócaire’s work, at 
home and overseas and provides a credible basis to benchmark current policy and 
practice, identify gaps and develop and implement an improvement plan which will 
ensure greater quality and accountability. Trócaire has begun the process of seeking 
accreditation to CHS across both all our work. Once completed it will provide external 
credibility among key donors, supporters and peers across the sector. An internal 
self-assessment was carried out in 2017 at Head Office and in two Country Offices 
(Zimbabwe and Guatemala). It was completed in September 2017 and will be used to 
develop a Quality and Accountability Improvement Plan which will be implemented 
throughout 2018 with a view to seeking external verification through HQAI in 2019. 
The improvement plan will have implications across all units, in particular there will be 
some proposals to support country teams strengthen accountability to programme 
participants. 

•	 Code of Conduct for the International Red Cross and Red Crescent Movement and 
NGOs in Disaster Relief, www.ifrc.org/publicat/conduct/index.asp This voluntary, 
self-policing code commits us to principles of impartiality, neutrality and independence 
in our disaster relief work.

•	 Humanitarian Charter and Minimum Standards in Disaster Response – the 
SPHERE standards, www.sphereproject.org This voluntarily commits us to minimum 
standards in the provision of water supply and sanitation, nutrition, food aid, shelter 
and health services. It also provides indicators against which we can measure our 
performance in emergencies.

•	 Caritas Internationalis Management Standards are standards and commitments of 
Trócaire as a member of Caritas Internationalis. 

•	 Code of Fundraising Practice UK, www.institute-offundraising.org.uk This commits 
us to self-certifying that we comply with standard practice for major donor fundraising 
and fundraising through electronic media.

•	 Charities’ Statement on Recommended Practice (SORP), www.charitycommission.
gov.uk/investigations/sorp/ sorpfront.asp This commits us to following recommended 
format and content in our annual reports and accounts, and enables us to meet legal 
requirements for accounting standards and register with the Charity Commission.

OUR ACCOUNTABILITY  
COMMITMENTS 
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•	 Charter for Change https://charter4change.org/

•	 Integrity at Work (A project of Transparency International) In this pledge Trócaire 
recognises the importance of further developing an ethical workplace and the valuable 
contribution of those who raise concerns about wrongdoing https://www.transparency.
ie/integrity-work 
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