Types of feedback mechanisms

There are two main ways to collect community feedback. Through a reactive system where people come to us
when they have feedback to share (e.g., a telephone hotline), or a proactive system, where we actively solicit

feedback (e.g., focus group discussions). Both are important and the best feedback mechanisms will use
a mix of proactive and reactive methods.
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People contact us when they

We actively solicit feedback by

have feedback to share asking questions
+ Telephone hotline + Focus group discussions
Community helpdesk + House to house visits
SMS system + Perception or satisfaction surveys
Suggestion boxes + Key informant interviews

Some channels can be reactive and proactive.

For example: volunteers in communities, community committees, social media

+ Available when people need to use it Can collect feedback on specific topics

Can capture feedback on anything Some people/cultures may feel
Often more structured, so easier to uncomfortable raising feedback without

categorize and follow up issues raised being asked for it

Feedback can be about anything and not
the topic we are interested in

By asking specific questions, we might miss
feedback on other topics

If people don't use the system, we don't
get any feedback

Needs to be advertised

When the National Society wants a
permanent feedback mechanism

When people need to be able to contact
the National Society quickly with
problems e.g., a cash-based assistance

See the case studies from the Bahamas

People might not be able to report issues
when they need to

Often more informal so it can be harder to
track and follow up issues

For capturing and tracking perceptions of a
specific topic, e.g., in an epidemic

When it's not possible to set up a more
formal mechanism

Italy (page 68), DRC (page 99), and the AMiRA

and Ethiopia (page 99), Burundi, Kenya and el e )

Lebanon (page 112) and Peru (page 113)

This figure is from A Red Cross Red Crescent Guide to Community Engagement and
Accountability (2019), Module 6: Community Feedback Mechanisms, p. 105.
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