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  e purpose of the Impactos Program is to 
improve public institutions transparency and 
accountability by supporting civil society 
initiatives.   e focus of the Citizen Participation 
and Responsive Governance component 
(CPRG) is to support the Honduran civil society 
in its sustained e" ort to increase transparency 
and accountability of public institutions.

To attain these objective, the general strategy of 
CPRG has de# ned partnering with four leading 
civil society organizations (FOSDEH, CASM, 
CIPRODEH, and FOPRIDEH) that will act 
as Intermediary Service Organizations (ISO), 
as a mechanism to strengthen the capacities 
and skills of other CSO for the furtherance 

of transparency in the public sector, through 
Citizen Participation mechanisms, public 
policies monitoring and advocacy tools and 
techniques, in order to assure they have the 
strengths and competencies to undertake a 
repository role for the sustainability of the 
interventions developed by the Impactos 
Program. 

Given that one of the key roles of ISO is to provide 
training and technical assistance services to CSO, 
the Impactos Program included in its operations 
strategy, on-going monitoring and evaluation of 
ISO performance, by measuring the satisfaction 
levels of the users of such services in the CSO, 
whether they were sub grantees or not. To 

measure and demonstrate the performance of 
the ISO in time, a baseline study collection was 
de# ned, which will be used as the benchmark 
for subsequent measures, on an annual basis, 
to compare and measure the progress. For 
this purpose a protocol was designed  which 
includes the methodological and instrumental 
elements for its implementation.   e protocol 
was duly agreed and socialized with all ISO 
stakeholders. 

  is document re$ ects the # ndings of the 
initial performance measure for FOSDEH and 
FOPRIDEH, which are the two ISO which 
performance kicked-o"  in 2012.

I. Introduction 

II. Study Methodology
Each ISO was responsible of applying the 
satisfaction surveys with the groups of 
people that participated during 2012 in 
the activities programmed. One of the 
application criteria de# ned is that the 
survey is applied at the end of the program 
cycle, to the people that participated in a 
consistent manner in the trainings and that 
would have received technical assistance 
for their social audit processes, research for 
advocacy, public information campaigns, 

forming citizens’ observatories, among 

other subsidized interventions.

A survey format was built with each ISO 
according to their service o" er, and which 
is divided into two sections: 1) Section I: 
enquire the level of satisfaction for training 
services received; 2) section II: enquire 
the level of satisfaction for the technical 
assistance services received. Both sections 
require participants to assess the practical 

use of the services received  at the personal 
and the institutional levels.

To process the information a data base was 
built using the free PSPP so% ware.    e 
technical teams of each ISO were trained 
on the implementation of the survey and 
data base usage. Frequency charts were 
prepared, disaggregating data according 
to the analysis plan and previously de# ned 
formulas.

2.1 Formula to Process Information

  e formula to measure the satisfaction 
index of the users of services provided by 
the ISO is the following:

2.2 Reference Population Sample

 FOSDEH: 32 persons were surveyed from a universe of 50 users; therefore, a correction factor of 10.50 is calculated.

 FOPRIDEH: 47 persons were surveyed from a universe of 80 users; therefore, a correction factor of 9.24 is calculated.

  is correction factor was applied to the results obtained, for analysis purposes. 

A =   Total persons surveyed(Number of persons satis# ed with trainings
         Total persons surveyed

(

B =  (umber of persons satis# ed with technical assistance
        Total persons surveyed

(

Satisfaction Index per ISO =  (A + B
2

(

Global Satisfaction Index =  (Index FOSDEH+ FOPRIDEH
2

(
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Following are the most signi! cant results of the study, 
which are shown as a comparison between both ISO 
studied, with regards to their common variables. " ey 
are also presented in a disaggregated manner, for each 
variable related to the satisfaction level of the users 
interviewed. In addition, the Users Satisfaction Index is 
shown for each one of the ISO and globally, applying the 
formula detailed in the previous section.

" e global users satisfaction index (comprising FOSDEH 
+ FOPRIDEH data) is 79.98, as detailed in the following 
calculations:  

III. Baseline Study Results
75.96 + 81.03

FOSDEH Satisfaction Index =  ( 2

(

78.50

83.67 + 79.25
FOPRIDEH Satisfaction Index =  ( 2

(

81.46

78.50 + 81.46
Global Satisfaction Index =  ( 2

(

79.98

3.1 Pro� le of persons participating 

in the study

" e bene! ciaries of the services provided by 
the ISO in 2012 were mainly men (61.01%) 
and in a lesser proportion women (38.98%) 
(Graph No. 1). 

From the total number of persons consulted, one 
! # h were young people (Graph N° 2). FOSDEH 
is the ISO reporting the highest percentage of 
people of more than 30 years, which could be due 
to the topics developed by this CSO related to 
public ! nances. In the case of FOPRIDEH, there 
is a slight di& erence of 2.53% of more young 
people using their services. " e data indicate 
that both organizations have the challenge to 
intentionally incorporate young population 
among their users of training and technical 
assistance services, particularly considering that 
several CSO will be implementing grants geared 
to youth in 2014, and could demand assistance 
and technical assistance to service a population 
segment on their competency topics. 

Almost half of the informants consulted (49.00%) 
represented Community-based Organizations (CBO). 
FOPRIDEH serviced a population distributed almost 
equally between CBO (38.00%), representatives of 
ONGD (36.00%), and professional organizations 
23.00%). These figures reflect the diversity of 
FOPRIDEH’s membership, which were the beneficiaries 
of the services provided by this ISO.

In the case of FOSDEH most of the people were 
from CBOs (66%), which responds to a training 
and local CSO strengthening strategy, which 
subsequently formed Regional Observatories 
promoted by FOSDEH. In both ISO very few 
public o*  cers were interviewed, since for this 
! rst year of implementation, the investment on 
training and technical assistance was focused 
on capacity building of CSO (Graph N° 3).
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Every ISO provided the contents of the training according to its expertise area. In the case of FOPRIDEH the content given was: Public 
Information Access Law, Transparency, and Accountability, citizens’ processes for social audits, and advocacy strategies that can be led 
by the society to generate changes in the public entities’ performance. According to the content received and the level of satisfaction of 
the same, FOPRIDEH obtained an index of 92.91% and applying the correction factor is 83.67.

Table N° 1: � e Satisfaction Percentage of the users with trainings provided by FOPRIDEH for each one of the modules 

delivered

Table N° 2: Satisfaction by training provided by FOSDEH

3.3. Technical Assistance Services 

Provide by the ISO 

Trough the technical assistance the CSO have been 
able to access to a service which has facilitated 
learning about issues and situations of their 
normal business on transparency, accountability, 
Citizen Participation themes to reinforce aspects 
of their subsidized projects or not and on 
conducting public policy advocacy processes 
that are considered key from an on-going 
improvement of their organizations perspective. 

! e main characteristics of the technical assistance 
are:

 Advisory provided by a Specialized 
Entity, in this case the ISO.

  It is “Taylor-made” assistance according to 
the speci" c needs of the CSO, which demands a 
response from the ISO.

 It has theoretical-practical content, generally 
based on prior experiences to respond to similar 
situations that generated learning.

! e modalities of technical assistance service 
delivery have been provided in: working 
meetings; group events such as workshops and 
retreats; use of electronic/virtual means; by 
telephone, video conferences and e-mail.

In the case of FOSDEH the content of the training focused on national and local " scal policy, processes to prepare and critical route of 
the municipal budget and the establishment of a Citizen Observatory. According to the content received and the level of satisfaction of 
the same, FOSDEH obtained an index of 86.46%, and applying the correction factor is 75.96.

3.2. Training Services Provided by the ISO

In the case of FOPRIDEH, the degree 
of satisfaction stated by the persons 
consulted reached 88.49%. According to 
the type of technical assistance modality 
provided by FOPRIDEH, it was the 
training workshops that were rated with 
higher scores (Graph N° 6).

In the case of FOSDEH, the level of 
global satisfaction of the technical 
assistance services reached 91.53%. 
From the modalities implemented to 
provide these services the most valued 
one was the one that used electronic and 
telephone assistance means (Graph N° 
7). 

FOPRIDEH General Module 1 Module 2 Module 3 Module 4 Module 5 Average 

Sa s ed 12.77% 17.02% 17.02% 12.77% 17.02% 19.15% 15.96% 

Very Sa s ed 87.23% 76.6% 80.85% 80.85% 61.7% 74.47% 76.95% 

Total Training 100% 93.62% 97.87% 93.62% 78.72% 93.62% 92.91% 

 

FOSDEH General Module 1 Module 2 Average 

Sa s ed 40.63% 50.00% 46.88% 45.84% 

Very Sa s ed 46.88% 37.50% 37.50% 40.63% 

Total Training 87.51% 87.50% 84.38% 86.46% 
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3.4. Global Satisfaction Global Index
To respond to the benchmark indicator of the CRG Component, 
a global satisfaction index was structures, based on the individual 
measurements of the ISO (FOSDEH and FOPRIDEH), obtaining a 
global index of 79.98. 

Based on this index (baseline) the performance goals have been 
quanti! ed for both ISO, which started operating during 2012 
(FOSDEH and FOPRIDEH) " e following chart summarizes the 
performance goals of both ISO for the project life (Benchmarking) 
according to outcome indicator 1.3: 

Table N° 3: " e CPRG performance indicators table according to the PMEP

IV. Other Findings
4.1 Use of Training and Technical Assistance

Considering that one of the objectives of the ISO is to strengthen 
other CSO, the value users gave to the usefulness of the training 
and the technical assistance provided by the ISO was enquired. 
" e assessment intends to establish from both a personal and 
organizational perspective, the practical usefulness of the knowledge 
and learning experiences developed in the reference period. 

89.31% of the people surveyed were of the opinion that the trainings 
received “have been useful” (22.86%) and “Quite useful” (66.45%) 

(Graph N° 8).

" e ISO ! gure is something new in the organized civil society 
work scenario, and of course the appropriation of this ! gure, with 
its bene! ts, challenges require time to establish solid bases that will 
generate a steam of supply and demand of the services.

According to what has been observed in the relations dynamics of 
CSOs, it is more visible and to a certain extent acceptable that the 
CSO members participate in training events; however when it’s 
a matter of going between organizations to request advisory and 
technical assistance services on issues speci! c topics, the process is 
di$ use and very few CSO accept they have gone to seek help.  Most 
of the persons consulted (59.38% for FOSDEH and 87.23% for 
FOPRIDEH) reported that their demands directed to the ISO was in 
average 0 to 5 times during the study reference period.

The Technical Assistance provided by the ISO in the opinion of the audiences 
consulted is a service that facilitates information transfer and the experience 
of learning situations typical of their work on transparency, accountability and 
Citizen Participation themes to maximize aspects of on-going improvement of 
their organizations and conducting advocacy processes related to public policies.

4.2 Technical Assistance - demand and attention modalities

One of the challenges that arise as a result of this baseline is the 
need of agreeing among the CSO and the ISO the concept of 
“technical assistance” in the framework of a learning community 
that is being built and is promoted by the IMPACTOS Program 
and its partners, the ISO. According to the trends observed during 
this ! rst year of operations of the ISO, once the CSO and the ISO 
themselves adhere to the concept, the services supply and demand 
dynamics will & ow better.

Objective 1: Improved effectiveness of civil society organizations, to advocate for transparency and accountability of 
public institutions. 

 

Indicator Method, 
information 
collection 
frequency. 
Reporting 
frequency 

Baseline   Year 1 Year 2 Year 3 Year 4 Year 5 Goal for 
program 

life 

O
u
tc

o
m

e
 1

.3
 

Improved 
service 
provision 
capacity of 
ISOs to train 
and support 
other CSO. 
 

Data collection 
method: 
MIS and client 
satisfaction surveys 

The baseline 
will be 

collected 
during the first 

year during 
which the ISO 

will start 
operations. 

Goal 
(increase 

percentage) 

 Baselin
e 

10% 13% 15% 15% 

Frequency: annual Current  79.98 87.97 90.37 91.97  

Annual Report and 
analysis 

Variance       

 

 FOSDEH FOPRIDEH 

0 to 5 mes 59.38% 87.23% 

6 to 10 mes 28.13% 8.51% 

11 to 15 mes - 2.13% 

more than 15 - 2.13% 

Did not answer 12.5% - 

Total 100% 100% 

Table N° 4: Frequency of technical assistance demanded by the 

CSO



www.programaimpactos.org

V. Conclusions and Recommendations

 ! e reference point for this baseline study is the Monitoring 
& Evaluation Plan (PMEP) of the CPRG Component, speci" cally 
the indicator of outcome 1.3:“improving the capacity of the 
Intermediary Service Organizations as technical assistance and 
training services providers”.

 With each ISO an appropriate survey model was built 
according to their service supply, in which the participants 
assessed the practical usefulness of the services received, both at 
the personal and the institutional levels. 

 ! e survey was applied at the end of the program cycle of the 
grant cycle 2012-2013, to the people that participated in a consistent 
manner in the trainings and that would have received technical 
assistance for their social audit processes, research for advocacy, 
public information campaigns, forming citizens’ observatories, 
among other subsidized interventions.

 ! e group of key informants consulted comprised a 
representative sample of the service users as detailed hereunder: 

o FOSDEH: 32 persons were surveyed from a universe of 50 
users; therefore, a correction factor of 10.50 is calculated.
o FOPRIDEH: 47 persons were surveyed from a universe of 80 
users; therefore, a correction factor of 9.24 is calculated.

 From the total number of persons consulted, approximately 
one " # h was young people. FOSDEH is the ISO reporting the 
highest percentage of people of more than 30 years, which could be 
due to the topics developed by this CSO related to public " nances. 
In the case of FOPRIDEH, there is a slight di$ erence of 2.53% of 
more young people using their services. Both organizations have 
the challenge of intentionally incorporating young population 
among their users of training and technical assistance services, 
particularly considering that several CSO will be implementing 
grants geared to youth in 2014, and could demand assistance 
and technical assistance to service a population segment on their 
competency topics.

 Almost half of the informants consulted (49.00%) represented 
Community-based Organizations (CBO). FOPRIDEH serviced a 
population distributed almost equally between CBOs (38.00%), 
ONGD representatives (36.00%), and professional organizations 
(23.00%). In the case of FOSDEH most of the people were 
from CBOs (66%), which responds to a training and local CSO 
strengthening strategy, and which subsequently formed Regional 
Observatories promoted by FOSDEH. In both ISO very few public 
o*  cers were interviewed, since for this " rst year of implementation, 
the investment on training and technical assistance was focused on 
capacity building of CSO.

 ! e Global Satisfaction Index is 79.98%, when the data is 
disaggregated by ISO; FOPRIDEH reached an index of 92.91% 
and FOPRIDEH 86.46%. ! is is the starting point for future 
measurements, and according to the goals established, there is a 
reasonable margin to achieved increases of 10%, 13%, and 15% for 
the next years of the grant of the ISO, by the Impactos program, as 
shown in the following table.

 ! e ISO " gure is something new in the organized civil society 
work scenario, and of course the appropriation of this " gure, 
with its bene" ts, challenges require time to establish solid bases 
that will generate a steam of supply and demand of the services. 
! e Technical Assistance provided by the ISO is a service that 
facilitates information transfer and the experience of learning 
situations typical of their work on transparency, accountability 
and Citizen Participation themes to maximize aspects of on-going 
improvement of their organizations and conducting advocacy 
processes related to public policies.  

 ! e modalities of these services are: working meetings; group 
events such as workshops and retreats; use of electronic/virtual 
means; by telephone, video conferences and e-mail. In the case of 
FOPRIDEH, the degree of satisfaction expressed by the persons 
consulted that received technical assistance reached 88.49%; and in 
the case of FOSDEH it attained 91.53%. 

 One of the challenges that arise as a result of this baseline is 
the need of agreeing among the CSO and the ISO the concept of 
“technical assistance” in the framework of a learning community 
that is being built and is promoted by the IMPACTOS Program 
and its partners, the ISO. According to the trends observed during 
this " rst year of operations of the ISO, once the CSO and the ISO 
themselves adhere to the concept, the services supply and demand 
dynamics will + ow better. 

 For the audiences consulted, it is suggested that in subsequent 
measurements a segment of participants come from the public 
sector, with the purpose of knowing about their level of satisfaction, 
in line with the strategies and priorities agreed between the 
Impactos Program and the ISO.  

Baseline 2013 2014 2015 

2012 
Annual increases 

10% 13% 15% 

79.98 87.97 90.37 91.97 
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