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KEY INFORMANT INTERVIEW GUIDE:
Humanitarian service providers

GBV Risk, Safety Perceptions and Barriers to Access
Source: UNICEF Rapid Assessment Tools, CARE

This tool is part of CARE’s Do No Harm in Practice Toolkit, specifically the Assessment section.

WHAT IS IT?
This KII guide on service access and barriers is designed to systematically uncover who is being excluded from services and why, with particular attention to vulnerable populations who may be invisible in standard program monitoring. The purpose of the interview is to understand patterns of service utilization and identify populations that may be excluded or face barriers to access. 

The primary purpose of this tool is as a guide for consultations with humanitarian service providers. However, it could also be used with local government officials, community leaders, women's group leaders, religious leaders, teachers, health workers, social workers, and other relevant groups. There is also a shortened and simplified version of this guide for use with local authorities, etc. if preferred.  This interview will take 45-60 minutes.

GOOD PRACTICE FOR USING THIS TOOL
•                 Ensure you have read and understood the Tipsheet for non-GBV specialists on asking questions about safety
· All enumerators should first be trained on safe and appropriate response to GBV disclosures prior to administering any interviews using this guide. A training guide on this topic can be found here[footnoteRef:16208]. [16208:  NOTE – this course will require a separate registration on CARE’s online learning platform, Disco.] 

· Select and adapt the questions to your context. It is unlikely that ALL questions noted below will be relevant for your context or that the examples given will suit your context exactly. Pick, choose and adapt as needed.

SAMPLE INTERVIEW GUIDE FOR CONTEXTUALIZATION & ADAPTATION

OPENING (5 minutes)
Interviewer Introduction: "Thank you for taking time to speak with us. We're trying to better understand who in the community is able to access [specific service/program] and who might be facing challenges. Your insights as [role] give you a unique perspective on community dynamics and access to services. Everything you share will be kept confidential, and we won't use your name in any reports."

Consent: "May I record this conversation to ensure I capture your insights accurately?" "Do you have any questions before we begin?"

SECTION 1: CURRENT SERVICE USERS (10 minutes)
Demographics of Current Users

1. When you think about the people who regularly use [service/program], can you describe who they are?
· Probe: Age groups, gender, family status, economic level, ethnic/religious groups
2. What do these regular users have in common? What makes it easier for them to access services?
· Probe: Location, resources, social connections, family support
3. Are there certain times when you see more or fewer people accessing services?
· Probe: Seasonal patterns, daily timing, special events/circumstances

SECTION 2: IDENTIFYING WHO IS MISSING (15 minutes)
The "Empty Chairs" Analysis

4. Now I'd like you to think about who ISN'T here - who do you think needs these services but isn't accessing them?
· Probe: Specific demographic groups, family types, geographic areas
5. Are there groups of people who you rarely or never see accessing services? Are there groups that could benefit but don't participate?
· Probe: Pregnant women, mothers with young children, unmarried women, elderly women, women with disabilities, minority ethnic/religious groups
6. Are there certain areas of the community where people seem less likely to access services?
· Probe: Distant neighborhoods, informal settlements, areas with security concerns
7. "What about people with disabilities - do you see them accessing services?"

SECTION 3: UNDERSTANDING BARRIERS (15 minutes)
Exploring Why People Don't Access Services

8. For each group you mentioned that isn't accessing services, what do you think are the main reasons they stay away?
· PROBE: What practical challenges do you think prevent people from accessing services? Create a list for each group identified
9. What have you heard people say about why they don't use [service/program]?
· Probe: Direct quotes, community gossip, family discussions

Safety and Security Concerns
10. "Are there times, places, or situations where certain groups of people might feel unsafe accessing services?"

Information Flow
11. "How do people in the community typically learn about available services?"
· Probe: Formal channels, informal networks, who gets information first
12. "Are there groups that might not be receiving information about services?"
13. "What would be the best way to reach people who aren't currently accessing services?"

SECTION 5: RECOMMENDATIONS AND SOLUTIONS (10 minutes)
Addressing Barriers

14. "If you could change three things to help more people access services, what would they be?"
15. "What would make services more welcoming or accessible to the groups we discussed who aren't currently participating?"
16. "Are there specific times, locations, or ways of delivering services that might work better for different groups?"

SECTION 6: FOLLOW-UP AND VALIDATION (5 minutes)
Verification

17. "Is there anything important about who accesses or doesn't access services that we haven't discussed?"

Closing: "Thank you so much for your insights. This information will help us better understand how to make services accessible to everyone who needs them."





POST-INTERVIEW ANALYSIS FRAMEWORK

Data Organization

Create matrices for:
1. Population Groups vs Barrier Types
2. Geographic Areas vs Access Patterns
3. Demographic Characteristics vs Service Utilization

Key Analysis Questions
· Which populations are consistently identified as absent across multiple KIIs?
· What are the most commonly cited barriers?
· Are there geographic or temporal patterns in exclusion?
· What safety/security concerns are raised repeatedly?
· Which barriers are structural vs. behavioral vs. informational?


ADDITIONAL GENERAL INTERVIEWER GUIDELINES
Before the Interview
· Research: Understand the specific service/program and community context
· Preparation: Review any existing data on service utilization
· Materials: Recording device, note-taking materials, referral information

During the Interview
· Listen Actively: Allow for pauses, don't rush responses
· Probe Sensitively: Ask follow-up questions without being intrusive
· Stay Neutral: Don't express judgment about responses
· Note Non-Verbals: Document hesitations, emphasis, emotional responses

Probing Techniques
· "Can you tell me more about that?"
· "What do you mean when you say..."
· "Can you give me an example?"
· "Who specifically are you thinking of?"
· "What have you observed/heard about this?"

Red Flags to Explore Further
· Vague responses about "everyone" using services
· Reluctance to discuss certain groups
· Mentions of "cultural reasons" without specifics
· References to safety concerns
· Indications of discrimination or exclusion

Safety Considerations
· Confidentiality: Never reveal names or identifying details of individuals discussed
· Referrals: Have information ready for support services if disclosure of harm occurs
· Cultural Sensitivity: Respect local customs around discussing sensitive topics
· Do No Harm: Stop interview if participant becomes distressed
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