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Funding Report Form 
Global Standard for CSO Accountability – Extension Phase 2018/19 
 
SECTION 1: General Information 
  
Name of organisation that received funds: Australian Council for International Development 
(ACFID) 
Project title: ACFID working with the Global Standard Extension Phase 2020 under Resilient 
Civil Society in times of scrutiny  
Funding period (start and end date): 01 October 2019 – December 2020 
Grant Amount: EUR 40,044 
 
Main contact person  
Name: Jocelyn Condon 
Position title: Director of Development Effectiveness 
Telephone: +61 431 972 990 
Email: jcondon@acfid.asn.au 
 
 
SECTION 2: Achievements and Impact  
 

1. Purpose of funding request:  
ACFID’s proposal for a sub-grant under the Global Standard extension phase Resilient civil 
society in times of scrutiny sought to advance key objectives of the Global Standard 
partnership. It focused on leveraging ACFID’s relationships and influence in the Asia-Pacific 
region to advance outreach and visibility activities and achieve greater presence for the Global 
Standard with key donors and stakeholders in our region. 
Specifically, ACFID’s proposal was built around the advancement of three key objectives 
through two key activities. The objectives were: 

a. Promote the use of the Global Standard 
b. Create a knowledge pool on the Global Standard 
c. Strengthen CSO capacity to engage with the Global Standard 

 
In our initial proposal, ACFID proposed to advance these objectives through two key activities. 
These were  

- the development of Global Standard guidance material for the Pacific; and 
- Southeast Asian masterclass on the Global Standard to take place at the ICVA 

conference in November 2019. 
 
ACFID was lucky to have delivered the ICVA masterclass pre-COVID, but needed to pivot our 
original activity proposal in May 2020 as the workshops to produce the Global Standard 
guidance materials scheduled for a Suva (Fiji) conference in April 2020 were cancelled. As 
detailed in our mid-term reporting, at this time, ACFID worked with our partners in PIANGO to 
replace the first workshop with a more intensive collaborative online workshop series to embark 
the design of a regional CSO accountability framework for the Pacific as well as a shorter, 
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higher-level Pacific guidance note to capture the application of the Global Standard to the 
Pacific. Further detail on our achievements against the purpose of our funding proposal is 
provided below. 
 

2. Summary of project accomplishments during grant period:  
 

Global Standard Masterclass for Southeast Asian platforms delivered and relationships 
developed in Southeast Asia 
 
The Global Standard masterclass for Southeast Asian platforms attending the International 
Council of Voluntary Agencies (ICVA) conference in November 2019 was the first activity 
ACFID delivered under this funding phase, and as reported in our mid-term reporting, this was a 
very successful event. ACFID managed to host discussions on the Global Standard at two 
sessions in the ICVA conference. The first was the Global Standard masterclass, which used 
case studies and presentations from Australia (ACFID) and our partners from Cambodia (CCC). 
This event was very well attended with 40 participants and resulted in a significant amount of 
interest in the standard from the Southeast Asian platforms. Additionally, ACFID co-hosted a 
roundtable with the Core Humanitarian Standard (CHS) Alliance discussion accountability and 
standards which had an additional 20 participants and during which we were able to explain and 
compare the Global Standard with the CHS, answer questions and facilitate discussion. This 
was a very useful event for the largely humanitarian-focused organisations present. ACFID 
received a significant amount of follow-up interest as a result and plan to host a subsequent 
roundtable at the Conference in 2021. A full detailed report on the event, its outcomes and 
ACFID’s recommendations was provided as an Annex to ACFID’s mid-term reporting. 
 
Development of Pacific Regional CSO Framework – Cluster C  
 
Throughout this project period ACFID has worked very closely with PIANGO and its members 
through a series of online workshops to draft a Pacific Regional CSO Accountability Framework 
covering all of ‘Cluster C’ of the Global Standard. The draft framework (provided as an annex to 
this report). The five large group half-day workshops held to produce the Framework brought 
together eight national peaks and PIANGO as the regional peak. These were: 
 
• Vanuatu association of NGOs (VANGO) 
• Republic of Marshall Islands – Council of NGOs (MICNGOs) 
• Tonga (CSO Forum of Tonga) 
• Niue Island (umbrella) association of NGOs (NIUANGO) 
• Palau – Belau Association of Non-Governmental Organisations (BANGO) 
• Commonwealth of Northern Mariana Island (CNMI) 
• Fiji Council of Social Services (FCOSS) 
• Pacific Island Association of NGOs (PIANGO) 
• Kiribati Association of NGOs (KANGO) 
 
Between workshops, ACFID worked intensively with PIANGO to draft each Commitment for the 
Cluster C framework (annexed to this report), make changes based on individual country needs 
and feedback, draft content for the guidance note (annexed to this report), and prepare agendas 
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and materials for discussion for upcoming workshops. At present, Cluster C of the framework 
has been developed, and awaits ratification from the PIANGO council of members at their 2021 
CSO forum, to be held in April 2021. 
 
Guidance note on the application of the Global Standard in the Pacific context 
 
Throughout the workshops/discussions, ACFID has used virtual whiteboarding technology, 
recordings of the zoom discussions and notes form each session to prepare a guidance note 
discussing the use of a regional CSO accountability framework for the Pacific. Whilst the 
document focuses on the use of the Commitments under Cluster C, it also provides useful 
context for working in the Pacific more generally, and has now been professionally laid out for 
printing and distribution. ACFID intends to use the document to guide discussions with the 
Australian Department of Foreign Affairs and Trade (DFAT) in 2021 both to seek 
complementary funding for our 2021 project proposal to complete the framework, but also to 
advocate for its uptake and use by donors such as DFAT thereafter. It is also envisaged that 
PIANGO will be able to use the document in their own discussions. The document provides 
detail and context to both the opportunities and constraints to working with partners in the 
Pacific, putting practical terms and examples to specifics of how to work with Pacific CSOs such 
as managing governance expectations, understanding different types of leadership and the 
cultural implications involved, and practical limitations of banking etc. ACFID has learnt a great 
deal as an organisation by being part of these discussions, and are very pleased with the depth 
of resulting insights that we have been able to document as a result. The full document is 
provided as an annex to this report. Once a final endorsement from PIANGO has been 
received, it will be further published and promoted by ACFID and PIANGO throughout the 2021 
project period.  
 
Mapping of Pacific national Codes to Global Standard 
 
A final achievement of this project period has been the mapping of all existing Pacific Codes to 
the Global Standard. This process, undertaken at the commencement of the Pacific framework 
activity, gave all national peaks involved a base to work off that they can use to understand how 
their own Code aligns to the Global Standard, and what gaps they would need to fill at a 
national level to achieve alignment. This also formed a useful base for discussion about how to 
formulate and roll out a Pacific regional Code.  
 

3. List of activities during the grant period: 
 

Activity 1: Global Standard guidance materials for the Pacific  
Activity 2: Adopting the Global Standard masterclass for South-East Asian platforms. 
 

Activity 2 outputs were fully completed by the mid-term reporting milestone, and were fully 
detailed in the reporting provided at this time.  
 
At the mid-term review, ACFID advised the need to pivot Activity 1 as it was based on a face-
to-face 3 day workshop. This then became the development of the Cluster C Pacific regional 
framework and the development of an accompanying guidance note, produced through online 
workshops, and intensive collaboration between ACFID and PIANGO throughout August-
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November 2020. This included scoping, planning and preparation discussions held with 
PIANGO throughout July and August, 5 large group workshops held with participants from the 
national peaks listed above throughout October and November, and interim discussions held 
with PIANGO in between each workshop. All outputs of this Activity are provided as an Annex to 
this report. 
 

4. Progress of outcomes (refer to original outcomes proposed in the application): 
 

Outcome Achieved? 
(Yes/No) 

Achievements and measurements of 
success  

Guidance materials have 
been drafted for the 
Pacific that demonstrate 
the relevance and 
applicability of the Global 
Standard to the region. 

YES – Plus 
mapping of 
Pacific Code 
existing to the 
Global 
Standard and 
initial 
development 
of Pacific 
Regional 
CSO 
Accountability 
Framework 
covering all of 
Cluster C 

a. Guidance materials have been 
produced;   
YES – See Annex  

  
b. At least one (1) case study is 
collected of a national platform in the 
Pacific that uses the guidance 
materials with their member 
organisations;  
Delayed – longer timeframe for 
production meant that this note has 
only just been finalised when it would 
have originally been produced in 
May/June 2020 it was instead 
finalised in November 2020 so no 
uptake has been possible yet. This is 
expected to be achieved in 2021. 

  
c. At least one (1) external 
stakeholder 
(Government, other donor) endorses 
the use of the guidance 
materials and the Global Std to 
enhance CSO effectiveness  
YES – Endorsement from Australian 
Department of Foreign Affairs and 
Trade to access and promote the 
guidance note for the Pacific under 
the existing DFAT/ACFID partnership 
MoU. 

  
d. At least one (1) code-managing 
organisation in the Pacific 
region has agreed a pathway to 
adopting or referencing the Global 
Standard  
YES – Scope and implementation for 
the Pacific Regional Framework was 
agreed as part of this project. The 
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agreement is for PIANGO to adopt 
the framework aligned to the GS at 
their CSO forum in 2021 and for it to 
be used in the first instance by 
PIANGO with its members in all sub-
granting and reporting activities. 
Thereafter, PIANGO’s member 
countries will consider whether and 
how to adopt for each individual 
country setting and report back to 
PIANGO on their progress. 
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Global Standard 
guidance materials for 
the Pacific are being 
accessed and used by 
practitioners working in 
the region. This is 
resulting in higher levels 
of general engagement 
with the standard, and 
further examples of 
organisations adopting 
and working with the 
standard 

YES a. Guidance materials have been 
produced;   
YES – See Annex  

  
b. At least one (1) case study is 
collected of a national platform in the 
Pacific that uses the guidance 
materials with their member 
organisations;  
Delayed – longer timeframe for 
production meant that this note has 
only just been finalised when it would 
have originally been produced in 
May/June 2020 it was instead 
finalised in November 2020 so no 
uptake has been possible yet. This is 
expected to be achieved in 2021. 
 

  
c. At least one (1) external 
stakeholder (Government, other 
donor) endorses the use of the 
guidance materials and the Global 
Std to enhance CSO effectiveness; 
and   
YES – Endorsement from Australian 
Department of Foreign Affairs and 
Trade to access and promote the 
guidance note for the Pacific under 
the existing DFAT/ACFID partnership 
MoU. 
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ACFID has delivered a 
successful Global 
Standard masterclass at 
the ICVA regional 
conference   

YES a. The masterclass is well-
attended (pending room capacity – 
up to 30 participants), 
with the targeted organisations 
represented;   
YES – ACFID delivered 2 events at 
the ICVA conference. The 
masterclass attracted 40 participants, 
and the subsequent roundtable with 
the CHS Alliance had 20 participants. 

  
b. At least one (1) code managing 
organisation in the South East Asian 
region has committed to adopting or 
referencing the Global Standard;  
YES – ACFID’s masterclass event 
was attended by both the Solomon 
Islands national peak (DSE) and 
PIANGO. When we revised the 
project plan at mid-term, we revised 
this to work with PIANGO to draft 
their own framework aligned to the 
GS not just the guidance note. This 
is due to PIANGO’s enthusiasm to 
adopt their own GS-aligned Code 
primarily stemming from having 
engaged with the GS at the ICVA 
masterclass. 
 

 
 
 

5. Who has benefited from this project? Direct and indirect? 
 
The Global Standard partners: ACFID believes that our achievements over this project period 
have advanced the partnership’s overall objectives, raising the profile and brand of the standard, 
and in turn the partner organisations. Directly, we have worked with the Global Standard partners 
through this project in 2 ways. The first was facilitating the attendance of CCC at the GS 
masterclass at the ICVA conference, allowing them to showcase their own work under the GS as 
an additional to our planned workshop. The second was in inviting 4 GS partners to join us in a 
session for ACFID’s members discussing international CSO perspectives on COVID and our 
collective work under the Global Standard, providing a platform for individual partners to share 
their work on accountability with the Australian INGO community. A recording of the virtual event 
was provided to the GS secretariat. Indirectly, the Global Standard partners benefit from ACFID’s 
broader promotion of the Standard as a partnership including their organisations, which we have 
done throughout the Pacific and Southeast Asia throughout this project period, ensuring their 
organisations are included in introductory discussions about how the GS came about and who is 
involved.  
  



 

8 International Civil Society Centre gGmbH · www.icscentre.org · Agricolastraße 26 · 10555 Berlin / Germany · T +49 30 20 62 46  97 11 
F +49 30 20 62 46 97 19 · Registered Office Berlin · AG Berlin-Charlottenburg · HRB 10 93 33 · Executive Director: Dr. Wolfgang Jamann 

Tax Number 27/614/03 466 · VAT Reg. No. DE 257 906 389 
 

ACFID: ACFID acknowledges our brand has been built and promoted through increased 
engagement in our region, including with Government and other stakeholders promoting our role 
as a leader in standard setting in our region, and a capable implementer in this regard. We have 
particularly benefited from being able to position our organisation as a leader in locating and 
advancing practical solutions to advance the localisation agenda which is a key focus in our 
region. Indirectly, ACFID’s staff who have worked on this project have benefited by learning much 
more about working in the Pacific context, gaining practical insights through managing and 
delivering this work in partnership with PIANGO, and through discussions held in workshops we 
have learnt a significant amount about how context and culture affects a Pacific application of the 
GS. These learnings will continue to benefit ACFID and allow us to continue to achieve under our 
new activity plan for 2021.Throghout this year, ACFID has also strengthened our relationship with 
PIANGO which has been a positive result for all involved. 
  
Regional partners in the Pacific: At the conclusion of our final large group workshop for 2020 
under this activity period, ACFID asked participants to share reflections on how this initiative had 
affected their organisations and their work on standards and accountability. Participants felt hey 
had learnt a great deal form understanding how their Codes mapped to international standards 
and in discussing how to align this for the Pacific. They further reflected that ACFID and PIANGO 
had created the opportunity for them to come together for discussion online which they might not 
have prioritised otherwise and, notwithstanding some connectivity troubles at times meant they 
were able to readily participate. They felt his was a benefit to their working relationships with each 
other and their understanding of Codes and accountability more broadly and were eager to 
continue in the new year.   
  

 
6. How were different stakeholders engaged? 

 
ACFID was able to build off existing relationships to establish the key focal points within 
organisations to arrange the activities achieved in this project. Our most critical stakeholder 
identified was PIANGO, and ACFID’s Director Jocelyn worked directly with PIANGO’s executive 
director Siale to initiate, design and manage all stages of the project. Seniority is important to 
working with Pacific stakeholders and PIANGO were pleased to engage with ACFID’s executive 
throughout. ACFID and PIANGO also put in place an MoU specifically for this project, 
documenting agreed responsibilities and how we would partner for the effective delivery of the 
project objectives, which was largely successful overall.  
 
In keeping with our MoU for the project, PIANGO then took the lead in engaging with the national 
peaks and maintaining a direct relationship with them, including issuing meeting invitations, 
agendas and outcomes throughout, as well as having one to one discussions with each 
organisation between workshops. This engagement direct from PIANGO’s executive director 
facilitated high levels of participation and engagement from all organisations throughout that were 
involved in the delivery of the project, and was very successful overall. 
 
ACFID has further been providing regular updates on the progress of this activity to the Australian 
Department of Foreign Affairs and Trade (DFAT) who have indicated their interest in supporting 
subsequent activities to support this project pending the initial success of this phase. ACFID has 
managed these updates through our regular partnership catchups and consider that DFAT’s likely 
funding of a new phase of this initiative is a very positive result. 
  
On the masterclass activity, ACFID worked in collaboration with ICVA to identify invitees to the 
masterclass.  ACFID the utilised existing relationships with members who had attended previous 
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events in Australia to contact these and our known contacts directly and invite them to the 
masterclass, which was very well attended overall. Since the workshop, ACFID has kept in regular 
contact with a number of organisations that indicated their interest, including hosting the Japan 
NGO Center for International Cooperation’s Executive Director in our accountability in COVID-19 
panel with the other Global Standard partners. We will be able to work directly to maintain these 
relationships throughout 2021, culminating in ACFID’s attendance at the ICVA conference again 
in 2021 to advance some of these opportunities with key stakeholders.  
 

7. Which steps have been taken to ensure the sustainability of the project? 
As described above, ACFID has worked to ensure a roadmap for the implementation of a Pacific 
Regional Framework, our core output for this project cycle was agreed at the outset of our 
collaboration with PIANGO, including a scope of application, purpose and an initial agreement of 
how it will be rolled out. ACFID has now also ‘officially’ handed over ownership of ‘Cluster C’ of 
the Framework to PIANGO to continue discussions with their members in the leadup to the CSO 
forum next year. This has meant that it was very straightforward to gain agreement and clarity on 
how we will continue to work together next year, and PIANGO reflected that they felt that because 
of this initial clarity and agreement between all involved that they are very confident that this would 
be a CSO accountability framework that would be implemented and not sit on a shelf once 
complete. This has allowed ACFID to be comfortable that we have ensured the project is 
sustainable and that as a consequence of further strengthening our relationship with PINAGO 
over this time, that we will be able to keep up this momentum and enthusiasm for the coming 
year’s activities as well.  

 
8. How were gender-specific objectives achieved in the implementation of the project?  

What worked well, what did not? 
 

In line with ACFID’s organisational approach on gender, a gender lens was be applied to the 
design, planning and delivery stages of each of the activities identified. This process included a 
cross-functional team evaluation of these activities, and consultation with ACFID’s gender 
Community of Practice. In line with ACFID’s commitment to the prevention of sexual exploitation, 
abuse and harassment (PSEAH) ACFID also conducted a specific PSEAH risk assessment for 
this proposal. As it turned out that the bulk of these activities were delivered online, the PSEAH 
risk was assessed as low and did not require ACFID to put in place any specific measures 
additional to the BAU implementation of our own PSEA policy and Code of Conduct. We were 
further pleased to ensure that there was a good representation of female leader participating in 
the project (more than 70%), and that our gender assessment ensured that the facilitated 
discussion included the specific discussion of HR and workplace safety issues specifically as they 
affect women, and the examples of women’s advocacy groups existing outside of the formal NGO 
sector as a result. Though our project had no gender-specific objectives, we were pleased with 
these results.   
 
 

9. How did you manage environmental implications of the project?  What worked well, 
what did not? 

The most significant environmental impact of our initial project proposal was the carbon footprint 
of international travel. ACFID did embark on two international return flights in this activity phase. 
However, the implications turnedout to be much lower than we had originally anticipated as a 
reuslt of shifting our project and collaboration to happening entirely online as a result of the COVID 
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restrictions. Though this was not an ideal setting to deliver our project plans, the much lower 
environmentla impact was a positive of this.  

 
10. Identify any risks that did occur during the implementation phase, how you dealt 

with them and any impact on the organisation and team as well as on the outcomes 
of the project. Please refer to the risks identified in the project proposal as well as 
any risks that may came up during the implementation of the project. 

 
The only risk identified that eventuated from our project proposal was the slower pace of working 
with PIANGO which affected our delivery timeframes at a number of stages. At times, we did not 
hear from key personnel for up to 3-4 weeks, which was a consequence of the huge workload 
and resourcing pressure that PIANGO has been under throughout 2020. Though this certainly 
slowed us down, we were able to continue to manage the project to its completion and are happy 
with the result. 
A risk we did not identify was not be able to hold the face-to-face workshops – because of COVID, 
though no one could have predicted this. We were able to successfully pivot activities to manage 
to still achieve almost all of our original objectives which was also a positive result. 
 

11. Identify and discuss any challenges related to the project funded and how you 
dealt with them. 
 

Our major challenges, as flagged at mid-term reporting, related to the death of a PIANGO staff 
member who had been key to our relationship so we essentially needed to start the project 
again, which was a setback. Nonetheless, we were able to re-engage successfully with the ED 
of PIANGO and continue to the project, albeit at a slightly slower pace. This meant we were well 
positioned when COVID hit to pivot our resources and activities to enhance our project ambition 
overall and achieve more than originally planned in partnership with PIANGO which was a very 
positive result for both our organisations.   
 
Our second major challenge was moving to online delivery. Though this allowed us to continue 
delivery, connectivity and quality of internet generally across the Pacific did cause issues at 
times, especially as we entered cyclone season towards the end of the project. Those working 
on the workshops and collaboration also commented that they were suffering a level of ‘zoom 
fatigue’ by the end of the year, which is also to be expected. We worked through the challenges 
by using online whiteboarding technology so that participants could share their thoughts and 
see what others were saying before, during and after each workshop, and PIANGO also took 
the lead in following up with each organisation individually between the workshops to ensure 
their views and preferences had been adequately accommodated.  

 
12. Are you satisfied with your current results? What would you like to do differently 

in the future? 
 

Overall, we have been very satisfied with our results, and were pleased to hear the positive 
reflections of all involved at the conclusion of this activity phase. In future, based on feedback 
we plan to work harder on format for how we collaborate on drafting the remaining parts of the 
framework, including distributing drafts and documents even earlier to allow for those with 
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extremely limited internet access to obtain and reflect on them in time. We will also be using 
whiteboarding technology more to facilitate individuals sharing their views virtually. Whilst we 
still hope that travel restrictions will ease, we will be purposefully shifting to PIANGO taking a 
greater lead in the new year, which will be facilitated by their recent appointment of a new 
deputy director, and this is reflected in the allocations of funding under our grant application for 
2021. Overall, we will continue to build on what we have learnt from this activity phase and feel 
well-positioned to hit the ground running in 2021. 
 
SECTION 3: Financial Reporting 
Please provide us with  

x a detailed a financial report based on the budget provided with the project proposal  
x a narrative to the financial report, explaining key changes, challenges or highlights that 

affected expenditures 
 
 
SECTION 4: Comments 
Please share any additional information you believe is relevant to this grant 



Bao han Tran le
Annex 1



  

A Pacific Regional CSO 
Accountability Framework 
A guidance note for the Global Standard in the 
Pacific 



[A Pacific Regional CSO Accountability Framework] 

1 
 

INTRODUCTION 

The year that was 2020 brought with it many 
things. And, as it now draws to a close, we can 
reflect that within the many challenges that Civil 
Society across the Pacific region has faced, we 
have also found opportunities. Tropical Cyclone 
Harold’s onslaught at the height of COVID 
restrictions brought with it the enormity of 
responding to a humanitarian emergency in the 
midst of a global pandemic, but it also showed us 
something important. Direct, national response is 
the fastest, the most reliable and sometimes the 
only way to ensure humanitarian assistance 
reaches those who need it. Moreover, as the 
COVID-wave begins to ease in Pacific nations, civil 
society is the voice we look to, to ensure 
Governments ease constraints on civil liberties and 
democratic rights and freedoms are also regained. 
Strong, resilient civil society has never been more 
important. We know that the time to find and 
drive practical, locally led solutions can no longer 
wait. The window of opportunity to move from 
rhetoric to action is now, and how we work 
together in this moment matters. 2020 has blown 
this issue wide open, and the call is now to civil 
society, international NGOs and donors 
everywhere to heed. 
 
The Australian Council for International 
Development (ACFID), the Pacific Island 
Association of NGOs (PIANGO) and PIANGO’s 
members have partnered on the development of a 
Pacific Regional CSO Accountability Framework. 
This is not a capacity building project. It is a project 
about providing Pacific civil society with a 
framework and tools to articulate a common 
understanding of accountability and transparency 
across the region. Like ACFID’s Code of Conduct, 
once complete, this standard will align to the 
Global Standard for CSO Accountability, a global 
movement for Civil Society that places the people 
we seek to serve at the centre, and views 
accountability as a dynamic and adaptive state 
that can (and must) change with our context. 
Cultivating a more accountable and transparent 
Pacific civil society sector is not just a movement 
of solidarity, it’s one of transformative change.  
Many Pacific national Codes exist already; this 
project did not seek to replace or add to them. 
Instead, ACFID has worked closely with PIANGO to 
facilitate a space for ongoing discussion between 
national CSO peaks that has allowed the outputs 
to consolidate and bring into alignment what 
already exists as common between these Codes. 

We have then mapped this alignment to the 
Global Standard, thus bringing it into alignment 
with Civil Society Organisations worldwide. Like 
the broader movement of the Global Standard, 
this partnership across the Pacific has many 
benefits to our organisations. Using a common 
language to talk about accountability and 
transparency helps us to pinpoint synergies and 
blockers in our working relationships hereafter. 
Our partnerships are at their most effective when 
our organisations operate from a place of trust and 
understanding. Aligned standards for our work 
offers us this understanding, showing our 
equivalence and creating a framework for talking 
about key differences. As the Australian NGO 
community continues to support and amplify the 
localization agenda, this allows them to ensure 
partnership models and funding arrangements 
follow suit, providing practical tools to facilitate 
this shift. 
 
A Pacific regional CSO accountability framework is 
not a retrofit of Pacific organisations into a donor-
driven model of risk management or due diligence. 
It’s an invitation to accept a Pacific-driven 
proposition of what effective and transparent Civil 
Society looks like. It utilizes the Global Standard for 
CSO accountability and expands on its verification 
framework to define a contextualized Pacific 
model for its use. The result is surprising in its 
familiarity, but the differences are also important. 
We now invite NGOs, donors and organisations 
everywhere to reflect on 2020, and consider 
what’s possible.  
 
This guidance note reflects on the discussions and 
learnings of the workshops held to produce the 
drafting of the first four commitments of the 
Pacific Regional CSO Accountability Framework. It 
attempts to capture the richness of the discussions 
held between the representatives of the 
participating national CSO bodies, though it does 
not purport to speak for them. Rather, it seeks to 
share the learnings that this collaboration brought 
for those who had the privilege of being able to 
facilitate, listen and reflect. PIANGO and ACFID 
wish to acknowledge the time and efforts of the 
organisations from across the Pacific who joined in 
these discussions: 

x Vanuatu Association of NGOs (VANGO) 
x Republic of Marshall Islands – Council of 

NGOs (MICNGOs) 
x Tonga (CSO Forum of Tonga) 

https://acfid.asn.au/
https://acfid.asn.au/
http://www.piango.org/
http://www.piango.org/
https://acfid.asn.au/content/read-code
https://www.csostandard.org/our-work/the-global-standard/
https://www.csostandard.org/our-work/the-global-standard/
https://www.csostandard.org/dynamic-accountability/
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x Niue Island (umbrella) association of 
NGOs (NIUANGO) 

x Palau – Belau Association of Non-
Governmental Organisations (BANGO) 

x Commonwealth of Northern Mariana 
Island (CNMI) 

x Fiji Council of Social Services (FCOSS) 
x Kiribati Association of NGOs (KANGO) 

WHY HAVE A PACIFIC REGIONAL CSO 
ACCOUNTABILITY FRAMEWORK? 

“There are existing national Codes in the Pacific, 
maybe as many as 9. Right now is an opportunity 
to build on this collective momentum to create a 
region of accountable, effective civil society 
organisations.” 
During Tropical Cyclone Harold, existing codes 
allowed some national organisations to be more 
responsive, organised and effective. Moreover, 
national organisations in the Pacific now that the 
current context and the localisation agenda means 
that some donors are finally starting to listen to 
the calls for funding to be directed to civil society 
in-country. However, Pacific CSOs also know 
donors are concerned about due diligence and 
accountability, and are risk averse. Working on a 
regional basis simplifies the task somewhat for 
donors working across multiple countries and 
seeking a single framework to define an approach. 
A project to develop this regional Code proactively 
is an opportunity for Pacific civil society to be 
propositional to donors 
However, the development of a regional 
framework should not discount or disregard the 
progress and achievements made to date. There 
are many existing codes, and these have taken 
both time and extensive consultation to develop. 
They speak to the important individual context of 
each nation, and have buy-in and engagement 
from local communities. There is also an existing 
public finance managers accountability project in 
progress in 5 countries, and a regional 
accountability framework should build on the 
learnings of this work. Collectively, these projects 
can move together, meaning 
theircomplementarity becomes an opportunity for 
greater national government engagement with 
civil society. 
A regional Code needs to simplify the language of 
accountability, Pacific civil society needs 
something that communities and stakeholders can 
access and explain. This is where real value can be 
drawn from alignment with international 

standards. Many existing Codes are already well-
aligned with the Busan principles and this 
alignment should be kept. This framework should 
function as a central point of coordination that 
shows how existing codes align. This Code should 
also align with the Global context, building on and 
learning from the work of others in this space. 
Pacific civil society wants to be able to speak to 
donors with confidence 
“We want a way of measuring, demonstrating 
and explaining our organisation’s accountability. 
If we want to hold Governments to account, we 
must be able to hold ourselves to account.” 

THE PURPOSE OF A PACIFIC REGIONAL CSO 
ACCOUNTABILITY FRAMEWORK 

The Pacific regional CSO accountability framework 
will incorporate practical elements of context and 
culture. CSOs want a tool that can be used for due 
diligence, with donors and with each other. It 
should be accessible to many types of 
organisations who want to be able to conduct a 
self-assessment of their accountability. Starting 
with the Global Standard Commitments found under 
‘Cluster C’ (how we work internally), it should help 
PIANGO to develop a roadmap for the 
development of a complete regional framework 
over the coming year.  
 
Pacific CSOs want to be able to prove and improve 
their accountability. This should not be an exercise 
in ticking off what organisations already have but 
providing tools using a verification framework that 
has context and specific guidance. Pacific civil 
society wants tools that draw on their own 
experience to enable them to hold themselves to 
account. It must show how serious Pacific civil 
society is about the issues that are critically 
important such as good financial management, risk 
management and safeguarding. It must include the 
evidence that CSOs can use to show they are 
accountable, but it must do this in a way that takes 
into account that Pacific CSOs work at different 
scales across vastly different cultures and contexts.  
 
This standard must capture what’s already 
reflected in Pacific Code alignment with 
international CSO principles, such as the strong 
alignment to the Busan Principles. However, it 
must also capture what is unique about working 
with Pacific CSOs, including the overlay of faith 
across organisational culture as inseparable from 
the organization itself.   

https://www.csostandard.org/guidance-material/%23clusterc
https://www.csostandard.org/guidance-material/%23clusterc


EMPOWERED STAFF AND EFFECTIVE VOLUNTEERS: HUMAN RESOURCE 
MANAGEMENT IN THE PACIFIC  

Global Standard Commitment 9: We will invest in staff and volunteers to develop their potential and 
achieve our goals. 
 
Empowered staff and volunteers has to be a focus 
of senior management so that it is communicated 
as a priority to middle managers and supervisors 
who can directly manage these functions. 
Delegating can be effective but communicating the 
importance of human resources accordingly is 
what allows an executive director to manage more 
effectively and to see the overall picture of 
workforce wellbeing. 
 
Nonetheless, a commitment to a high-performing 
human resources function can be difficult to 
resource in small, grant-based NGOs. Tasks such as 
performance reviews of staff place additional 
workload expectations onto to overstretched 
managers and it can be tempting to let the 
maintenance of the HR function fall by the wayside 
to enable organsiations to complete more tasks in 
the short term. However, Pacific CSOs know that 
this undermines the success of their organisations 
over the longer term and so active management 
must be prioritized. If the prompt for addressing 
HR in an organization is the emergence of a HR 
issue, then the organization is not managing this 
well. Some organisations reflected they have had 
success in engaging technical and volunteer 
assistance to assist them in the development of HR 
manuals and the production of ‘toolkits’ to use in 
the development of policy and guidelines for 
internal use. 
 
Pacific CSOs wish to prioritise growth and 
development of staff through the performance 
review cycle, and the framework should reflect 
this. HR manuals should be used to ensure the 
organization is meeting its legal obligations at a 
minimum, and staff should be inducted into the 
organization. Training and development is core to 
workforce planning and development, though this 
can often result in a staff member developing skills 
and confidence quickly and leaving the role much 
sooner! Importantly, staff should be given the 

opportunity to participate in and to understand 
the decision-making processes of the organization. 
Moreover, staff must be kept safe and well while 
in the field, and the safety of staff must be well-
managed and treated as a priority for all. It’s 
important for this framework to also acknowledge 
the imperative to ensure communities are kept 
safe while staff are working with them, and staff 
should understand the power dynamic of entering 
a community particularly in a disaster relief setting 
and the responsibilities they must uphold. This 
notion is relatively new in many countries, but it’s 
important to Pacific CSOs that organisations get 
this right, and they are committed to continuing to 
develop and improve their understanding. 
 
Both Pacific CSOs and donors have a role to play in 
ensuring that the HR function of an organization is 
adequately supported. Labor rights, leave 
entitlements, insurance, workplace safety and 
other aspects of employment law are not 
universal, and donors should not assume this 
about working in the Pacific. Donor funding that 
seeks to offset the cost of a single staff member at 
the salary line in an existing budget, for example, 
will not support the organization to support 
additional obligations that would finance staff 
welfare. Presently, Pacific CSOs struggle to support 
the priorities of many women’s organisations such 
as maternity leave entitlements, where these 
leave entitlements are not built into existing salary 
scales and thus cannot be financed through grants. 
Pacific CSOs are making these difficult decisions 
every day that deny the advancement of women’s 
rights throughout the region but without the 
support of donors to be willing to support the 
financial implications of doing better in this regard, 
it is difficult to see how this could change.   
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WELL-HANDLED RESOURCES: GOVERNANCE AND FINANCIAL 
MANAGEMENT IN PACIFIC CSOS 

Global Standard Commitment 10: We will handle our resources responsibly to reach our goals and 
serve the public good. 
 
Pacific CSOs recognize the criticality of good 
resource management to organizational 
sustainability, and accountability to affected 
populations, donors, and stakeholders. Good 
governance and financial management processes 
also require trained staff working with good 
systems and processes that are appropriate to the 
organisation’s needs. 
 
The management of donor funding can often be 
quite straightforward when an organization is first 
setting out, comprising a single grant for a single 
donor, but over time organisations expand their 
work, become managers of multiple funding 
sources and related regulatory and reporting 
requirements and systems and processes for good 
resource management and governance must also 
be able to adapt accordingly. A framework can be 
an extremely useful tool for Pacific CSOs in 
providing the tools to act as a checklist for 
organisations in seeking to ensure that they have 
considered and understand the processes 
necessary to have in place for an organization to 
be practicing good financial management, and to 
put in place systems from the outset that will help 
to manage this.  
 
Nonetheless, managing the requirements of many 
meticulous donors with conflicting needs for 
record-keeping, book-keeping and financial 
transactions can be overwhelming to an NGO’s 
resources. These pressures have been particularly 
exacerbated for Pacific CSOs working during COVID 
as requirements become more and more difficult 
to meet. For example, online banking is not 
available to many organisations in the Pacific, and 
the absence of the physical presence of required 
signatories such as governing body members has 
made even the retrieval of funds problematic for 
many. Many donors require the delegation of 
governing body members within procurement and 
delegation of authority for Pacific organizations 
and prohibit sub-granting. This has drastically  
 
restricted the ability to move funds and implement 
critical activities during this time.  
Pacific CSOs recognize the relationship to donors 
as a primary funding source as critical, but at times 

very exhaustive. Small organsiations desperately 
need funding to continue to take them forward, 
but taking the money can come with its own 
drawbacks, as it often does not align directly with 
the strategic direction or purpose of the 
organization, but many feel they are left with little 
choice. Many organisations shared that they value 
and aspire to a truly independent sector, but that 
such self-reliance in the current climate can be 
very difficult to find and fund. Social enterprise has 
been tested as a vehicle to draw in more income 
and resource young people, but this will never be 
able to completely sustain the civil society sector.  
 
Within this framework, Pacific CSOs wish to set a 
benchmark and provide tools and guidance to 
organisations. It should call upon the principles 
that underpin good financial management practice 
but allow the NGO to use these to create a 
management system that meets their needs at the 
same time. This should capture common elements 
such as annual reports, financial statements, 
record-keeping, and the systematization of 
delegations, approvals and other finance 
functions. Pacific CSOs see the issues of financial 
management as a key sticking point within many 
partnerships and a barrier to pacific-led 
development. If donors were prepared to work 
within a systematized approach such as set out in 
this framework, small organisations would be able 
to get out from under the burden of conflicting 
requirements and use scarce resources to 
implement programs more effectively.  
 
Donors have a clear role to play in cultivating good 
financial management in the Pacific, and in 
alleviating pressures and confusion within the 
management and reporting systems. This frame 
must shift from checking for whether an 
organization is able to tick a certain set of boxes 
and consider how to best work with a Pacific 
organization given their context and resources.  
 
Many organisations cited the United Nations as a 
positive example in this regard, who do not 
perform a due diligence assessment, but an 
assessment design to identify gaps within an 
organisation’s financial management system. This 
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does not then determine the outcome of a funding 
assessment, but is used as the basis for follow-up 
with the organization to map out a process to 
strengthen systems to enable funding to be 
received, and to help the organization to 
strengthen systems beyond this over the longer 
term.  
 
Pacific CSOs seek to work in partnership with 
international NGOs and donors to develop their 
skills in this regard. This serves both for their 
organisations to be better grounded in good 
financial managements. A number of organisations 
reflected that currently their governments would 
say that the opportunity to engage with 
Government on the use of public finances is there, 
but is not taken up by Pacific civil society, and it 
can be true that Pacific CSOs tend to shy away 
from such technical discussions. A better 
understanding of financial management and 
financial literacy would also make it easier to 
analyse and understand public financial 
management issues, and thus much better 
positioned to hold their governments to account.  

 

 

 

 

 

 

 

 

  



RESPONSIVE DECISION-MAKING: SEEKING AND RESPONDING TO 
FEEDBACK AND COMPLAINTS IN PACIFIC CSOS 

Global Standard Commitment 11: we will ensure our decisions are responsive to feedback from 
people affected by our work, partners, volunteers and staff. 

 
Pacific CSOs must seek to be responsible for 
purposefully creating space and time to receive 
feedback within their organisations, from 
stakeholders and the communities in which they 
work. Developing meaningful and trusting 
relationships within a community is the most 
effective way to ensure that organisations are 
attuned to dissatisfaction or issues arising with the 
organisation’s work. In many Pacific contexts, the 
use of formal complaints mechanisms is thought 
uncomfortable and is usually avoided. This means 
organisations must proactively find methods for 
obtaining and responding to feedback and 
learnings from those around them, such as 
opening dialogue for feedback, being responsive 
and open to these ideas, and managing informal 
complaints in a process that will ensure the 
complainant feels comfortable throughout. Our 
systems must be focused on how to create an 
enabling environment where feedback is shared 
and responded to as the overall goal.  
 
Presently, most national Codes do not include a 
requirement beyond the need for an organization 
to have a process in place for how complaints will 
be managed if they are received. This is reflective 
of the lack of general use of formal complaints 
mechanisms and the strong cultural tendency for 
issues to be raised through less formal processes. 
Nonetheless, Pacific CSOs acknowledge the need 
to shift towards more open and transparent 
feedback and complaints handling processes, 
particularly reflecting the importance of these 
mechanisms in the humanitarian relief setting. A 
number of organisations felt that verbal 
mechanisms for receiving complaints should be 
equally valued and valid as complaints and 
feedback, and that they should not rely on a 
written complaint to instigate a process to 
respond. Verbal complaints handling and feedback 
mechanisms are often much more accessible to 
the communities where organisations work, and 
are also much more likely to be used.  
 
Generally, stakeholders and personnel will feel 
more comfortable to manage feedback and 

complaints through informal structures, and may 
use useful traditional strategies to manage these. 
These may include informal discussions, or large 
group discussions within a community or 
organization. This is often an effective way to 
relive anxiety from complainant that an individual 
will lose their job or feel shame in the community 
as a result of their complaint, which would 
otherwise serve as a  barrier to the complainant 
providing the feedback. Organisation-wide 
discussion of an issue without identifying the 
subject of the complaint can also be effective in 
ensuring the organization learns and responds to 
feedback and complaints received. 
 
It’s important for a Pacific regional framework to 
acknowledge and value the importance of 
relationships within Pacific culture and that the 
success of many organisations in working with 
small communities, and in understanding whether 
communities feel satisfied with their work, is 
dependent entirely upon the strength of these 
relationships and the trust that they have built 
within the community. This is about knowing 
where the valuable information is most likely to be 
known and shared, and this will not be in a formal 
conversation, but more likely in a informal setting 
outside the workplace. Communication and 
effective, open styles of communication are the 
extremely important in how Pacific CSOs remain 
transparent and accountable. There is work for 
many Pacific CSOs to do in order to ensure their 
personnel and management feel comfortable to 
work through issues and know how to respond to 
complaints and feedback received. This is not a 
natural response, and so shifting attitudes to 
viewing feedback as an opportunity to improve is a 
shift to continue working on.  
 
In the context of significant issues such as 
safeguarding, it’s important to ensure staff are 
equipped with the tools to be able to respond and 
handle in a way that will not do harm. Some 
organisations also shared that they have been able 
to help dissatisfied members of the community 
affect change by listening to their dissatisfaction 
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and raising it with community leaders on their 
behalf. This allowed the complaint to be 
addressed, but without the complainant needing 
to be concerned about the ramifications of 
speaking up in a small community.  
 
Nonetheless, formal process will be required at 
times, organisations should keep records that 
include informal complaints received, and it’s 
important the Pacific Regional Framework does 
acknowledge this. Some organisations shared 
occasions when complaints from member CSOs or 
the community have been addressed by the 
governing body, and how their organisations were 
shaped and changed positively as a result. It’s 
important that leadership signals they are open to 
complaints, and that the CSO is also. This is 
different from how a community leader may 

choose to respond, or perhaps how this would 
generally happen, but it is perhaps easier if CSOS 
are able to treat and respond to feedback and 
complaints as an organization than as individuals 
and can embrace opportunities to improve. Pacific 
CSOs would value greater support from donors to 
achieve these objectives. Effective feedback and 
complaints processes traditionally have not been 
given the same priority as financial management 
for example, and this has meant it has also not 
been given the same amount of attention by CSOs 
themselves. Pacific CSOs also felt that they could 
do more to meet and share regularly how they are 
learning and improving in this area as there is 
much to be learned from peer organisations.  

  



RESPONSIBLE GOVERNANCE AND LEADERSHIP: A SECTOR OF STRONG 
AND CAPABLE PACIFIC CSO LEADERS 

Global Standard Commitment 12: we will ensure our management and governing body are 
accountable. 
 
For Pacific CSOs, accountable and independent 
governing bodies and executive leadership are 
critical to the perception of the civil society sector 
as a legitimate voice to Government. Wherever 
this independence or competency is called into 
question, the influence of the sector is 
undermined.  
 
The qualities of a governing body member or 
executive within an organization nonetheless must 
also be considered within the Pacific culture and 
context and the standards must accurately reflect 
a practical management strategy. For many 
organisations operating as part of small civil 
society sectors, for example, ruling out a governing 
body member because of a familial relationship to 
a staff member, an interest in the sector or other 
organisations, or the terms of many other conflicts 
found in international codes may result in no 
qualified board members being able to be 
appointed to an organization at all. Instead, well-
managed Pacific CSOs need to focus on conduct 
and leadership of the sector, how finances are 
managed, and how Pacific organisations manage 
their accountability and transparency. 
 
Discussing the concept of leadership in the 
regional accountability framework, Pacific CSOs 
reflected that it is useful to distinguish between 
traditional models of leadership, and the 
organizational leadership of a CSO, as these are 
not the same. Where traditional leaders are in 
place, traditional models of leadership and 
decision making will be undertaken. This means 
that decisions will not be bound by western 
expectations of governance, accountability and 
timeliness objectives, though they may uphold 
them in practice. Traditional leadership of a less 
formal nature is often a feature of traditional 
groups. Leaders that have been appointed through 
the governing structure of an organization in the 
sense referred to in this framework is leadership of 
the non-traditional and formal sense, whereby the 
principles of transparent and accountable 
decision-making should be applied. However, this 
framework should make it clear that it is setting 
expectations of the principles and values 

underpinning accountable leadership, not 
prescribing a methodology for achieving this, as 
this will vary country to country.  
 
Pacific CSOs also wished to recognize that 
legitimacy of a civil society organization in the 
Pacific cannot always be based in the 
internationally accepted methods such as a formal 
registration, constitution or a particular governing 
structure. In many countries, women’s rights 
organisations, for example, exist completely 
outside of the formal CSO sector, and yet are very 
influential allies to women’s rights issues who 
provide a powerful voice to government on the 
issues they choose to advocate. Whilst it is not 
within the scope of the Pacific regional 
accountability framework, which would require 
the standard regulatory, legal and governance 
requirements of CSOs, this is a matter that many 
national organisations will need to grapple with as 
they align with the framework and consider how 
to best adapt its requirements to their country. 
 
In strategic direction-setting, some organisations 
shared that they have had success with 
broadening the governance-based opportunities to 
have more stakeholders involved in strategic 
planning processes, such as though the mandating 
and use of sub-committees that engage the Board 
as well as constituents, donors, staff and other 
stakeholder to allow a diversity of voices to 
influence the discussion. Such committees need 
not necessarily be limited to an organisation’s 
policy agenda setting, but could also be useful 
sounding boards on issues such as the 
management of human resources, and can also 
provide a useful grounding for strategic level board 
members to understand better the work of the 
organization. 
 
For donors, understanding Pacific culture is vital to 
understanding how to best support and sustain 
leadership and growth within an organization, and 
to set and manage expectations accordingly. Some 
aspects of Pacific culture can be steeped in 
deference to a cultural hierarchy, political order, 
familial custom or relationship and it’s important 
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to first seek to understand the factors that may 
influence both how leadership functions, and 
equally how it is held to account. An agreed 
framework that deals with how cultural factors can 
impede strong leadership and governance in some 
settings is important. However, it must be 
recognized for what it is - a tool that can help 
Pacific organisations to identify, understand and 
shape response to such issues, not as a means 
unto itself. This will look different in every 
organization setting, but capturing the principle is 
important.  
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A small nambas dance as part of lastom village tour 
on Malekula Island, Vanuatu. Photo: Connor Ashleigh 

for AusAID. 
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ANNEX: PACIFIC REGIONAL ACCOUNTABILITY FRAMEWORK –CLUSTER C 

 

COMMITMENT: We will invest in staff and volunteers to develop their full potential 
and achieve our goals.  

 
             KEY ACTIONS 

 
             EVIDENCE 
 

 
 

9.1 We ensure that staff and             
volunteers share and act 
in line with our values 
and    professional 
standards. 
 

 
 

� Regular performance reviews of staff and volunteers are 
conducted and documented. 

 

9.2 We have recruitment and 
employment practices 
that are fair and 
transparent and value 
diversity. 

� HR policy or manual which outline: 
à employment conditions consistent with legal 

requirements and other expectations of the organisation 
à recruitment processes which are inclusive, transparent 

and not discriminatory 
à processes for managing conflicts of interest, including 

'wantok' connections. 
à processes for making and receiving complaints from staff 

or volunteers 
à disciplinary processes which are clear and accessible to 

all staff and volunteers. 
 

� Orientation and induction process are in place for new staff 
and volunteers. 
 

 
9.3 We encourage staff and 

volunteers to constantly 
improve their skills and 
provide them with the 
resources they need to do 
this. 
 

 
� Training and professional development opportunities are 

provided to staff and volunteers as relevant to their role and 
the organisation's needs. 

 

HUMAN RESOURCES 

(GLOBAL STANDARD 9: EMPOWERED AND EFFECTIVE STAFF AND VOLUNTEERS) 
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9.4 Staff and volunteers at all 
levels of our organisation 
are involved in planning 
and decision-making and 
leadership is encouraged. 
 

� Opportunities to participate in organisational planning and 
decision-making are provided to staff and volunteers (for 
example through staff meetings, retreats, involvement in 
governance committees). 

9.5 We protect the personal 
safety of those who work 
with our organisation and 
create fair and supportive 
workplaces. 
 

� Guidelines which outline the requirements for the safety, 
security and well-being of staff and volunteers, including 
whilst travelling. 
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FINANCIAL AND RESOURCE MANAGEMENT 

(GLOBAL STANDARD 10: WELL-HANDLED RESOURCES) 

 

COMMITMENT: We will handle our resources responsibly to reach our goals and serve the 
public good. 

 

 
KEY ACTIONS 

 
                    EVIDENCE  

  
 

10.1. We acquire resources in 
ways that align with our 
values, independence 
and goalss 

 
� Resources are acquired in a manner that aligns with the 

organisation's values and goals, and with consideration 
of the organisation's capacity to manage the funds in 
line with proposed activities 

  
10.2. We manage resources 

responsibly, using them 
for the causes they were 
provided for and in ways 
that maximise impact. 

Annual budget 
� Annual budget plans which are approved by the Board 

and a monitoring mechanism to ensure the effective 
usage of budget. 

 
Control of funds/resources 
x Systems in place which ensure that funds and resources 

disbursed to partners or third parties are applied 
lawfully and in accordance with the promise to the 
donor, for a proper purpose and with proper controls in 
place.  

 
Finance Policy 
x A Finance Policy which is reviewed regularly and  
x details the management, monitoring and reporting  
x methods that maintain sound financial standards and 

manage donor funds as mutually agreed with donors. 
 

Anti-corruption policy 
x A clear anti-corruption policy which outlines the 

organisation's zero tolerance for any improper 
influence, bribery, waste or other unethical behaviour 
by their staff, volunteers, suppliers or other 
stakeholders, and outlines disciplinary measures. 

 
 

 
 
Non-development activities 
x Funds and other resources designated for the purpose 

of aid and development are used only for those 
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purposes and not to promote a particular religious 
adherence or to support a political party. Any non-
development activities are clearly and accurately 
represented to the people we work with, donors and 
the public. Funds are clearly separated by source and 
function and timeline. 

 
Financial sustainability 
x A policy or strategy which covers how the organisation 

will ensure its financial sustainability. 
 

10.3. We comply with 
professional accounting 
standards and ensure 
strict financial controls 
to reduce the risk of 
corruption, bribery, 
misuse of funds, and 
conflicts of interest. 
 

x Accounting, finance and taxation standards are 
implemented in accordance with national laws.  

x A bank account that is established in the organisation’s 
name, showing donations, gifts, grants, etc. received. 

x Documented internal controls and record keeping 
processes that are appropriate to the size and work of 
the organisation 

 

10.4. We report openly and 
transparently about who 
provides our resources 
and how we manage 
them. 

x Accounts are audited annually and are made available to 
the public and other stakeholders. 

x Information about programs and activities is provided to 
donors and other stakeholders within reasonable time. 
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COMMITMENT: we will ensure our decisions are responsive to feedback from people affected by 
our work, partners, volunteers and staff 

 
 
               KEY ACTIONS 

 
 
                    EVIDENCE  

 

 
11.1. Invite and analyse 

feedback and complaints 
from key stakeholder 
groups to inform 
decision-making. 
 

 
� CSO consults with the communities they work with, 

before, during and after project implementation, to 
ensure that development projects are carried out 
effectively. 

� CSO actively seeks, values and analyses feedback. 
 

11.2. Ensure decision-making 
processes at all levels are 
informed by and 
responsive to feedback 
from our stakeholders, 
especially from people 
affected by our work. 

� CSO ensures that their purpose, governance and 
processes are shaped by their stakeholders and that the 
CSO work is open to review and comment by partners 
and participants. In all instances, those people directly 
affected by the CSO’s activities are considered the 
primary stakeholders and their views must be given the 
highest priority. 

 
11.3. Clarify and communicate 

how people can provide 
input and feedback into 
decision-making 
processes. 
 

� Documented process for receiving or making 
complaints. 

11.4. Enable frontline staff 
and volunteers to 
respond to feedback and 
make decisions in real-
time. 
 

� Staff and volunteers are given training in how to handle 
feedback and complaints in a timely and confidential 
manner. 

 

11.5. Communicate about the 
feedback received, how 
it was used and what 
changes have been 
made. 
 
 

� The CSO evaluates its feedback process and the effects 
of change that have been made in response to feedback 
received.  

FEEDBACK AND COMPLAINTS 

(GLOBAL STANDARD 11: RESPONSIVE DECISION-MAKING) 
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COMMITMENT: We will ensure our management and governing body are accountable.  

 

 

              KEY ACTIONS 

 

                    EVIDENCE  

 

 
12.1. Ensure an independent 

governing body oversees 
our strategic direction, 
legal compliance, risk 
management and 
performance. 

 
� CSO is registered and meets their reporting and legal 

obligations to the relevant authorities. 
� CSO has an independent and effective governing body 

with clear terms of reference to oversee the 
organisation's management, fiduciary responsibility and 
fulfillment of its vision and mission. 

 
12.2. Hold governing body and 

management equally 
accountable for 
delivering on our 
strategic goals and 
fulfilling the 
Commitments in this 
framework. 

� CSO has an organisational strategic plan that clearly 
establishes goals, work plans, targets and timelines. 

� CSOs has systems and processes that allow for ongoing 
monitoring and reporting on activities internal and 
external to the CSO, and mechanisms to incorporate this 
learning into their work. 

� Annual reports are prepared and distributed in a timely 
manner.  

� AGMs are conducted annually without delay. 
 

12.3. Nurture a culture of 
accountability where all 
staff and volunteers feel 
a strong sense of 
accountability for their 
actions and impacts. 

 

� Staff are trained on accountability processes. 
� Continuous monitoring of mechanisms/ structures 

within the organisation.  

12.4. Support responsible, 
visionary and innovative 
leadership at all levels. 

� The CSO has a succession plan to ensure that the CSO 
has capable staff to take on responsibilities in the 
future. 

 
12.5. Take internal and 

external complaints and 
disputes seriously. 

� Complaints and disputes are handled appropriately, 
investigated and addressed, and the resolution is 
communicated to those involved. 

 
 

GOVERNANCE AND LEGAL 

(GLOBAL STANDARD 12: RESPONSIBLE GOVERNANCE AND LEADERSHIP) 
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