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INTRODUCTION
SERRV International is a non-profit alternative trade and development organization promoting social and economic development through the marketing of handcrafts and food products.  SERRV is currently working with 83 artisan and farmer groups in 35 countries in developing regions of the world, largely in Africa, Asia, and Latin America.
SERRV operates from two locations in the U.S.  Our Operations Center is based in New Windsor, Maryland, and includes our Customer Service, Finance, Fulfillment, and Receiving Departments.  The offices for Administration, Information Services, International Development, Fund Development, Product Development and Merchandising, Marketing, and SERRV LLC Loan Fund are in Madison, Wisconsin.  SERRV has 35 permanent year-round employees and employs temporary and seasonal workers, particularly during peak periods in our New Windsor location.  There are 21 permanent employees in New Windsor with the balance of 14 in Madison.  SERRV markets under the name A Greater Gift and operates two A Greater Gift stores--one in New Windsor and one in Madison.
PURPOSE
This self assessment was conducted as part of the International Fair Trade Association (IFAT)’s internal monitoring system for members.  It is part of a three-tiered monitoring system which includes self assessment, mutual review, and, for a percentage of members, external verification.  Every IFAT member must complete and submit a self assessment report every two years.  SERRV completed self assessments in 2003 and 2005.
This self assessment provides an opportunity to assess our compliance against IFAT’s 10 standards of fair trade, engaging key stakeholders in the process.  In it, we can see a reflection of what we’re doing well and in which areas we can do better, and we can set targets for improvement.

The key question we want to address is:
How is SERRV doing in meeting the IFAT Standards?
1.  Are we creating opportunities for economically disadvantaged producers?

2.  Are we transparent and accountable?

3.  Do we build producer capacity and promote independence?

4.  Do we promote fair trade?

5.  Do we pay a fair price?

6.  Do we promote gender equity?  Are we improving the situation of women?  

7.  Do we take steps to support good working conditions?

8.  Do we ensure that participation by children in production does not adversely affect their well being, security, education, and need for play?

9.  Do we buy products made from materials from sustainably-managed resources and encourage better environmental practices?
10.  Do we build long-term trade relationships based on solidarity, trust and mutual respect?  Do we offer pre-production and pre-harvest advance payment?
METHODOLOGY
Five key stakeholder groups were identified and sent questionnaires to give feedback on SERRV’s performance.  These included Customers, Donors, Producers, Staff and Volunteers.  This was the first self assessment in which we sought feedback from Donors.  In previous self assessments, we had also asked Partners in the U.S. (primarily Catholic Relief Services and Lutheran World Relief) and North American fair trade organizations for feedback as well.  These stakeholders were not included in this assessment.  

SERRV managers reviewed a draft of the self assessment and contributed comments and corrections for the final version.

Questionnaires were distributed to and received from stakeholders from September 2006 through February 2007.
Response rates

Customers  
37% response rate (equal to response rate of 38% in 2005)
Methodology:  Questionnaires sent to random generated lists including 57 store customers (A), 79 wholesale customers (W), and 58 consignment customers (C), to a total of 194 customers.  Lists generated September 2006.  Questionnaires sent September 2006.  Responses compiled October 2006.  Total of 71 customers responding.
Donors   
25% response rate (no prior survey data available)
Methodology:  Questionnaires sent to random list of 200 donors (152 individuals and 48 organizations, largely churches) who had given a gift of at least $20 since February 1, 2005.  List generated August 2006.  Questionnaires sent September 2006.  Responses compiled October 2006.  Total of 50 donors responding.

Producers 
70% response rate (decrease from response rate of 79% in 2005)
Methodology:  Questionnaires sent to 80 active producer partners via email.  Questionnaires sent January 2007.  Responses compiled February 2007.  Total of 56 producer partners responding.
Staff

83% response rate (approximate; equal to response rate of 84% in 2005)
Methodology:  Questionnaires distributed to 35 permanent year-round employees, and 18 part-time and/or temporary employees.  Questionnaires distributed August 2006.  Responses compiled December 2006.  Total of 44 employees responding.

Volunteers
18 volunteers responding
Methodology:  Due to staff changes in our Material Handling Department, volunteer questionnaires were not distributed as anticipated.  The responses here reflect the total number of volunteer questionnaires received in August and September 2006.  This sampling is small and may not reflect overall volunteer feedback.
1.  ARE WE CREATING OPPORTUNITIES FOR ECONOMICALLY DISADVANTAGED PRODUCERS?
Do you have a mission statement?  Yes.

Mission Statement: SERRV International is a 501(c)(3) nonprofit organization whose mission is to promote social and economic progress for people in developing regions of the world by marketing their products in a just and direct manner.

In 2005 and 2006 we operated under a three-year strategic plan for 2003-2006 approved by our Board of Directors as well as under annual budgets approved by the board.

Does your mission statement include the aim of poverty reduction through trade?  Yes.

Do you keep records of the producers of your products?  Yes.  We keep records of organizational information, purchases, and visits.

We work with producer partners who are in established, organized groups.  We work with cooperatives, community groups, and a few private enterprises.

Feedback from Stakeholders on Creating Opportunities for Producers
All stakeholder groups indicated that they were very satisfied or satisfied that SERRV is carrying out its stated mission.  No respondents indicated that they were not satisfied.
Producer:  “Yes!  We feel SERRV is promoting social and economic progress for grassroots producers through marketing their products.”

Producer:  “Thanks to the purchases from SERRV, the families of artisans can better their life condition.”
Producer:  “Most of the artisans are women who suffered in the war, they are displaced, widows, single mothers, and jobless.  The state has neglected them, but you not!”
Staff:  “Overall, SERRV benefits those producers as far as they produce something which can be purchased.”
2.  ARE WE TRANSPARENT AND ACCOUNTABLE?
Do you produce audited annual financial reports or year-end financial statements?  Yes.  We have annual consolidated financial statements and an annual independent audit.  Our audit for 2006 was completed in April 2007 by Tait, Weller & Baker, LLP, Certified Public Accountants.
Does the organization produce an annual report on its activities (in addition to year-end financial statements)?  Yes.  We produce an annual report.  Our 2006 annual report will be available during the third quarter of 2007.  It will be distributed to primary stakeholders including the board, customers, donors, producers, staff, and volunteers. 

We also produce a newsletter for our producer partners twice each year to report on our activities.  In 2006, we produced and distributed quarterly newsletters to share our activities with customers, donors, North American fair trade organizations, and others interested in our work.  In addition, we produced and distributed two newsletters for customers of our marketing partner Catholic Relief Services.

Do you have a record of prices paid to your suppliers in the last two years?  Yes.

Are the producers aware of the selling prices and how they are set?  In the questionnaires we distributed to producers, of 47 respondents who answered this question, 72% said they know how our selling prices are set and 28% said they do not know.  This is an improvement over the 65% who said they knew in 2004 and the 50% who said they knew in 2003.  We have been actively addressing this issue and educating our producer partners about how we set prices.
All producer partners receive our catalog which reflects the retail selling price of their products.

Do you hold meetings with your staff/employees/workers?  How many meetings have you held with staff over the last 2 years?  There are frequent interdepartmental and intradepartmental meetings including regular Management Team meetings, Sales Team meetings, Operations Team meetings, Product Team meetings, Marketing-Product Team meetings, International Development-Product Team meetings, and more.  We cannot estimate the number of meetings held over the last 2 years. We do have a 2-day annual retreat for managers for visioning and long-range planning.  And we have all employee meetings which include volunteers and temporary employees 4 times a year in our New Windsor location to update staff and volunteers on trips and projects with producers, as well as to share information on financial issues, sales, and other pertinent happenings.  All employee meetings in our Madison office are scheduled once a month.
Staff noted that although internal communication continues to improve within and between departments, there is always room for continued improvement.  One employee said, “It has improved and still needs to go that extra step to get to a 5.”
Do you keep minutes of staff meetings?   The Sales Team and Operations Team keep and share minutes of their meetings.  Although notes are taken at other meetings, formal minutes are not kept.

Do you hold meetings with the producers from whom you buy?  How many meetings have you held with producers over the last 2 years?  We hold meetings with producers when we visit their organizations or when they come to visit us.  In 2005 and 2006 we had 102 meetings with producers, in addition to a number of meetings with our partners in Quito during the IFAT meeting in 2005.  This is an increase from 2003 and 2004, when we had a total of 78 meetings with producers.  

Do you keep minutes of producer meetings?  Not minutes, but we do write detailed reports when we do in-country visits.

Feedback from Stakeholders on Transparency and Accountability
On the whole, stakeholder groups strongly believe that SERRV is a transparent and accountable organization.  Some stakeholders indicated that they would like to know more.
Customer:  “All I know about SERRV is from your materials and website, so I’m trusting that information is truthful.  Are there independent authorities than can vouch for this?”
Donor:  “SERRV has always been honest and forthright in answering any questions I’ve had.”

Donor:  “I don’t have much chance to observe, but have NEVER seen or heard anything negative.”

Producer:  “We are always in coordination.  Every year we have financial reports and the results of sales to SERRV, generating a climate of responsibility and transparency.”
Producer:  “Yes, we receive training in how the prices are calculated and also receive the catalog.”
Staff:  “Books and information seem to be very open to employees and those outside the organization.”
3.  DO WE BUILD CAPACITY AND PROMOTE INDEPENDENCE?
Do you make visits to your partners?  Yes.

What was the purpose of those visits?  Purposes of the visits varied, and included all of the following:

· Gather information on situation of partners and artisans

· Share information about SERRV and our development strategy


· Work toward written mutual agreements for future of partnership

· Disseminate market information

· Collect information for marketing their products

· Provide training

· Product development

· Identify potential products

How many different partners did you visit over the last 2 years?  55 (65% of all of our partners)
How many were visited more than once over the last 2 years?  18
What skills training have you provided to producers?
· Product development

· Technical assistance

· Quality control

· Shipping and packing

· Organizational development

· Pricing/costing

· Leadership

Do you provide skills training for staff?  Yes, on an as-needed basis.
Do you provide any design/market information to your partners?  Yes.  Producers receive individualized design assistance through our staff as well as through paid consultants.  In 2006, we sent all producer partners trend and color information for 2007-2008.  We also, in 2005 and 2006, conducted three country or regional design and trend workshops for multiple groups.
Feedback from Stakeholders on Building Capacity and Promoting Independence
Stakeholders feel that we do build producer capacity.  Producers always would like more training, product development, and information on the North American market from us.

Donor:  “To help local artists and workers throughout the world become more sufficient—it’s a good cause.”
Donor:  “I am impressed with the professional help that is given to groups or artisans to help them develop new products that will sell.”
Producer:  “We do benefit.  Product development workshops are very interesting, and we must hold creative workshops to always send new products that help us with North American trends.”

Producer:  “New product ideas have helped the artisans in other markets.”

Staff:  “Since we’ve added a development/capacity building component to our work, I think we are more effective at carrying out our mission.”
Staff:  “Only lacking funds for more focused, direct grants to groups with a clear need.”
4.  DO WE PROMOTE FAIR TRADE?
Total gross sales over the last two years: Gross sales for 2005 were $8,563,858 USD and gross sales for 2006 were $9,643,736 USD, totaling $18,207,594 USD over this 2-year period.  

Total gross sales increase/decrease over the previous period: We experienced an increase of $4,315,774 USD over the previous period.  Gross sales for 2003 were $6,511,385 USD and for 2004 were $7,280,435 USD, totaling $13,891,820 USD.

How many of your suppliers are IFAT members:   In 2006, 54 of our 91 (59%) suppliers were IFAT members.

What percentage of your purchases are made from IFAT members?  In 2006, 75% of our purchases were made from IFAT members.  In prior years, we bought 74% from IFAT members in 2003 and 59% in 2004.

Has this grown or declined since last year?  Our purchases from IFAT members have been steady in recent years.

Do you conduct any activities promoting awareness of fair trade?  Yes.  Following are our involvements in supporting fair trade.

· Use our web site for customer education about fair trade and producers.

· Support the work of IFAT, the Fair Trade Federation, and the Fair Trade Resource Network through payment of dues, contributions, and staff involvement.  We have a staff member on the board of the Fair Trade Federation, a staff member on the board of the Fair Trade Resource Network, and a staff member on the Application Review Committee of the Fair Trade Federation.

· Obtain media coverage in Madison, New Windsor, and nationally through newspapers, magazines, and radio.

· Participate in 3-5 church conferences annually which draw nearly 20,000 people.

· Speak at various venues to promote fair trade.

Do you provide information about fair trade products to customers?  Yes.  

· Product information about fair trade is available through our web site.

· Place information about fair trade products in our catalog where we offer them for sale.

· Brochures and handouts are available in our gift shops.

· Product information is regularly available in our newsletters.

Do you produce publications to promote fair trade?  Yes.

· Publish 4 newsletters for customers.

· Place information about producers and fair trade in our catalogs and gift shops.

· Place information about fair trade on our web site and update it regularly.

· Produce a variety of support materials (ie: posters, brochures) to support fair trade.

Have you attended any trade fairs (local, national, or international) for fair or conventional trade over the last two years?  Yes.  Primarily we attend national conventional fairs like the New York Gift Show, Chicago Gift Show and Green Festival.  We do not participate in trade fairs.
Feedback from Stakeholders on Promoting Fair Trade
Customers and donors appreciate the information we give them about fair trade, producers and products, and are interested in receiving more.
Customer:  “I value the concept of fair trade as a way to bring ‘hope and justice.’”

Customer:  “You promote awareness of fair trade.”
Producer:  “It pleases us to see growth in the sales of SERRV in the USA.  It is important that people give account to the necessity to buy handmade artisan products to contribute to poverty alleviation.”
5.  DO WE PAY A FAIR PRICE?
Have you made any changes in the process of calculating and working with prices over the last 2 years?  Our basic process of calculating prices has not changed in the last 2 years.

Are your products covered by a FLO price?  We do carry some food products that are covered by a FLO price.
If your product(s) are not covered by a FLO price, please provide your price for a particular good (specify currency).  What price would this product fetch on the local market?  By what percentage is the local price higher (+) or lower (-) than the price you pay for the product?  We depend on our producer partners to ensure that their artisans are paid fairly.  We do not exert pressure to lower these prices and communicate with them to make sure the costing covers the cost of materials, production, overhead, and profit.

It’s difficult to compare products for the export and local market.  A number of our producer partners sell only for export and the quality between locally marketed products and export products is often different.
In order to more accurately assess the prices we pay for products, we are currently testing the Fair Wage Calculator developed by the World of Good Development Organization with our partners to determine if this is a tool that would help us better assess whether we are paying a fair price in the local context.

Feedback from Stakeholders on Paying a Fair Price
In general, stakeholders believe we pay a fair price to producers, although some indicated that other than what we say about ourselves, they have no way of knowing for sure.  Some staff indicated that they would like a measurable way to be assured that we’re paying a fair price.  Producers indicate that they are very satisfied and satisfied that the prices we pay them are fair.

Producer:  “Yes, in case there is a need to revise the prices due to increase in costs of raw materials it is often accepted.”

Producer:  “SERRV always has paid the price asked, never has asked for a reduced cost order.  In two cases in which there was a lot of product development, the cost to make this in Chile is very high for the American market.  SERRV substantially reduced their marketing margin to not cheat the expectations of the women producers.”
Staff:  “I would feel more confident if we had a better method for judging what is a fair price.”

Staff:  “The comments from producer groups and visitors make me believe that workers are paid fairly.”
6.  DO WE PROMOTE GENDER EQUITY?  ARE WE IMPROVING THE SITUATION OF WOMEN? 

Do you have a personnel policy?  Yes.  We have personnel policies that govern SERRV’s relationships with employees.  These policies include staffing and employee relations, compensation, employee benefits, and grievance procedures and emergency closings.

Is it gender sensitive?  Yes.  

SERRV’s Personnel Policies include the following:

2010 Equal Opportunity

SERRV is an equal opportunity employer and does not discriminate against an applicant for employment or fellow employee because of race, creed, color, religion, sex, national origin, ancestry, age, or other physical or mental disability.  This policy applies to all employment practices and personnel action including advertising, recruitment, testing, screening, hiring, selection for training, upgrading, transfer, demotion, layoff, termination, rates of pay, and other forms of compensation or overtime.  
2040  Harrassment

SERRV is committed to a workplace free of discrimination and harassment based on race, color, religion, age, sex, national origin, disability, status as a veteran, or any other protected status.

Are there any special provisions that address the health and safety of pregnant women?  Yes.  SERRV has a policy allowing pregnant employees to request a temporary transfer to a less strenuous or hazardous position for the duration of the pregnancy. 
4090 Pregnancy Disability Leave.

SERRV provides for pregnancy leave for up to 12 weeks with temporary benefits.  Employees may request a changed work assignment to protect the health and safety of the employee and her child.  An employee taking unpaid pregnancy leave will be reinstated to their position if possible.

Employee information - 2006

Total number of permanent employees

35

Percentage of women employed


77%

Percentage of women employed at managerial level
70% (7 of 10 managers are women)


Percentage of women in the lowest cadres

51% (26 of 49 temporary warehouse workers)

Number of women workers supported for training in the last year:  Training is provided regardless of gender on an as-needed basis within limited budget restrictions.

Board of Directors information - 2006

Total number of board members


10



Percentage of women on the board


60% (6 of 10 board members are women)


Volunteer information - 2006

Total number of volunteers



4,355

Percentage of women volunteers


75% (3,256 were women)

Do you have any special training courses that target female producers?  We do make special efforts to purchase from groups that support women and to provide them with training.  Although we have no specific policy to provide women with training, we have given extra assistance to women’s groups like the YWCA in Bangladesh, the Nanyuki Spinners and Weavers in Kenya, the Enterprising Kitchen in the U.S., and more.

Feedback from Stakeholders on Gender Equity
In response to the question “Are employees treated equally at SERRV?”, 73% of staff respondents were very satisfied or satisfied that employees are treated equally.  It should be noted that this question does not directly ask about gender equity, but rather overall equity among employees.
Staff:  “I see some gender issues in treatment of employees and volunteers.”

Staff:  “Strong support for new mothers!!”

7.  DO WE TAKE STEPS TO SUPPORT GOOD WORKING CONDITIONS?
Do you have a copy of national law (if any) on wages?  Yes.

The minimum wage in Maryland is $6.15 per hour.  The lowest paid temporary employee at SERRV received $7.00 per hour in 2005 and $7.50 per hour in 2006.  The lowest paid permanent full-time employee at SERRV earned $10.00 per hour in 2006. The average of the 12 permanent hourly employees is $13.15, an increased from $11.22 in 2002.  Full time and part time permanent employees are eligible to participate in benefits including health care insurance and pre-tax plans for health care and child care.


Do you have a health and safety policy?  Yes.  We do have health and safety policies.

Does your organization’s policy express concern about the working conditions of the producers?  Our health and safety policy does not include the working conditions of producers; however, we do communicate to producer partners that the production and working conditions within producer groups should be safe and healthy.

Do your working conditions comply with national labor laws?  Yes.

Please indicate:
-The average length of the working day:  The standard work day for full-time employees is 8 hours with an unpaid 30-minute lunch break.  Hourly employees are also permitted two paid 15-minute rest periods.  A standard work week consists of 40 hours, generally 8 hours each day, Monday through Friday; however, the nature of our business sometimes demands work hours at other times. 

Our volunteers who work from 8:30 to 4:00 also take two 15-minute rest periods and an hour break for lunch.

-The minimum employee age - 16, in compliance with the minimum employment age in the U.S.

-Facilities - SERRV’s Operations Center, located in New Windsor, Maryland, includes 6,000 square feet of office space, 40,000 square feet of warehouse space, and 2,500 square feet retail space for A Greater Gift store.
SERRV’s offices in Madison, Wisconsin, occupy 3,500 square feet on the 6th floor of a downtown office building.  There is A Greater Gift store of 1,090 square feet at an independent location.

All work areas other than our warehouse are temperature controlled.  Our warehouse has large fans.  Work areas pose no significant health or safety risks.  

Do you have provisions for health and safety on the premises?  Yes.  We monitor safety at the premises, provide necessary training and equipment, and encourage adherence to safe work practices.  We strive to provide a clean, healthy, safe work environment for all employees and volunteers.    

Feedback from Stakeholders on Supporting Good Working Conditions
In response to the question “Do you work in a comfortable physical work environment?  Is it safe and adequate for your needs?”, 83% of responding staff and 100% of responding volunteers  said they are satisfied or very satisfied.   

Staff:  “It’s as comfortable as it can be for an office setting.  Good light, good chair, good people.”

Staff:  “Only mold and mildew are a problem.  These products bother many people.”

Volunteer:  “We are comfortable and had adequate supplies.”

8.  DO WE ENSURE THAT PARTICIPATION BY CHILDREN IN PRODUCTION DOES NOT ADVERSELY AFFECT THEIR WELL BEING, SECURITY, EDUCATION, AND NEED FOR PLAY?
Do you monitor the involvement of children in the production process?  Yes, as best we can.  We do not buy from organizations that allow child labor except in the case of children accompanying their parents to work, in family homes or family-operated workshops.  In the U.S., we adhere to U.S. employment laws prohibiting child labor.

Does the organization encourage producer sensitivity toward the well being, safety, healthy and need for play where children are involved?  Yes.

Producer:  “They are able to eat better, clothe better, pay for health care, encourage their children to have more schooling, build and improve their homes.”

9.  DO WE BUY PRODUCTS MADE FROM MATERIALS FROM SUSTAINABLY-MANAGED RESOURCES AND ENCOURAGE BETTER ENVIRONMENTAL PRACTICES?
Does your organization have a stated environmental policy?   We have an environmental policy for sourcing good woods from our Kenyan partners which was adopted in June 2003.  We are currently drafting environmental policies for sourcing products, for packing and packaging for outbound shipments, and for our internal office and warehouse environmental practices.
Is it reflected in the annual activity plan?  No.

Does it address appropriate harvesting techniques, replenishment and recycling?  We anticipate that our policy will include these topics and will encourage producers to utilize raw materials and production processes which are environmentally sustainable.  

At SERRV, we attempt to use environmentally friendly packing materials, papers, and inks when we can, although they can be prohibitively expensive and sometimes do not perform as well as we would like.  We continue to assess and monitor this situation and have formed a committee to explore alternatives.

We do use bags and boxes made from recycled paper in our gift shops. 

Do you use any raw materials that appear on the endangered species list?  We do not knowingly import or use any materials on the endangered species list.

Do you comply with relevant national environmental legislation?  Yes.

Do you have realistic production lead times?  Most producers tell us that they usually have sufficient time to produce orders and thank us for being flexible when they cannot meet deadlines.  One producer noted, “Time to produce and deliver orders is not sufficient for some orders because at times the materials are out of stock and artisans have to take some time to look for it.”
Are these negotiated with your partners?  Yes.  Producers indicate that we are accommodating and willing to negotiate production times.

Is the packaging that you use environmentally friendly?  This continues to be a challenge for us.  We try to use recycled and recyclable materials for packing; however, some alternative materials do not perform as well as new materials.  We are in the process of re-evaluating the environmental impact of our packaging materials.

Does is minimize product damage and wastage?  Our customers indicate that packing is one of our strong points and that product damage is minimal.

Feedback from Stakeholders on Environmental Practices
Stakeholders indicated that they did not know our stance on the environment, although producers noted that we do ask about the environmental sustainability of raw materials in their products.  Staff has requested that we assess our packing materials and whether there may be more environmentally-friendly alternatives available.  We have appointed a committee to address this.
In response to the question “Is packaging appropriate for its purpose?”, 87% of customers responded that they were satisfied or very satisfied.  In response to the question “Are we caring for the environment in importing and delivery of products?”, 52% of staff responding said they were very satisfied or satisfied.  Many staff members felt that we need to keep looking for ways to reduce our environmental impact.  
Customer:  “Nothing is over-packaged, and we reuse everything.”

Customer:  “Sometimes too much packaging.”
Producer:  “No product ordered by SERRV through Asha Handicrafts harms the environment.”

Producer:  “SERRV always asks about the raw material used for the product.  If the raw material that is used was banned, SERRV asks to change the raw material.”

Staff:  “I think this is our biggest need of improvement.  I would like us to be a green business that can market ourselves as such.”
Staff:  “We don’t use biodegradable packaging, many things have to be re-boxed, customers comment that things are over-packaged.”

Staff:  “We need to keep looking for ways to lessen our environmental impact, perhaps including encouraging our partners to use different packing materials/methods.”

Volunteer:  “I think we should be recycling all cardboard.”
10.  DO WE BUILD LONG-TERM TRADE RELATIONSHIPS BASED ON SOLIDARITY, TRUST AND MUTUAL RESPECT?  DO WE OFFER PRE-PRODUCTION AND PRE-HARVEST ADVANCE PAYMENT?

Do you have long-term trade relationships with producers?  Yes.

How do you assess this?  Many of our relationships with producer partners have been ongoing for 10-20 years.  We anticipate that any new group from whom we buy will be part of a long-term partnership.  We have written development agreements with our producer partners that outline our long-term work plan.

Do you offer pre-production and pre-harvest advance payments?  Yes.  In response to the question “Are advanced payments being made as needed and in a timely way?”, 73% of producers indicated they were very satisfied or satisfied.  Some indicated that they do not choose to receive advance payments because they do not need them. 
Feedback from Stakeholders on Long-Term Relationships and Advance Payments

On the whole, all stakeholder groups believe we have long-term relationships with producers.
Customer:  “Your longevity speaks highly of the value of the relationship and your commitment to the cause you serve.”

Donor:  “The fact that some products appear repeatedly in catalogs suggests a long-term partnership with many.”
Producer:  “We are very happy with SERRV’s advance payment.”

Producer:  “At times we fail to communicate our need for it in good time.  It is, however, availed to us promptly whenever we ask for it.”

Staff:  “Yes, we are very committed to groups.”
Staff:  “I believe that the long-term commitment is enhanced by continued support of struggling groups in (for example) the West Bank and Pakistan.” 
STAKEHOLDER FEEDBACK
CUSTOMERS
Wholesale, retail, and consignment customers indicate that the number one reason they purchase from SERRV is because of our mission.  For them, SERRV offers an opportunity to support artisans and farmers in need in the developing world. 

Customers like our product variety and selection, and find our catalog appealing.  They continue to praise our friendly, helpful customer service representatives.  Reviews on delivery time were mixed, but customers did note our good packing and shipping, which results in little or no breakage.  
In general, they are pleased with product quality and variety.  Some would like more lower-priced products.  
Customers noted an improvement in our marketing.  Although a number of respondents said they do not use our web site for ordering.  Either they are not computer users or have experienced difficulties with the site and are frustrated.

Our customers are hungry for more promotional materials about producers and products.  They mention posters, videos, educational pieces, etc.  And, although some indicated that our out-of-stock situation has improved, out-of-stock products and backorders are still a key frustration for customers.

Many respondents when asked “How can A Greater Gift more effectively work with you?” said thank you and that SERRV is doing a great job.

Customers Appreciate...
1.  Our commitment to our mission.

2.  Good product selection.
3.  Excellent customer service, especially friendly phone assistance, and good packing and shipping.
Customers Note We Could Improve By...
1.  Reducing out-of-stock products and backorders.
2.  Providing more promotional materials about producers and products.
3.  Providing a wider product selection with a broader price range.
Areas that Customers Note We Have Improved in the Last 2 Years...
1.  Professional marketing.
2.  Customer service.

3.  Greater product variety and quality.
Customers Say:

· “You foster a feeling of fellowship and sharing among customers who purchase the gifts from struggling areas.”
· “We purchase because we too are committed to helping those in developing areas of the world help themselves, their families and communities.”
· “Inventory is a major concern.  On a few occasions, I’ve called and been told items are on backorder, even though I just received the catalog!”
· “I love A Greater Gift.  I appreciate that the minimum order is not $1,000 or over for free shipping.  It makes it easier for small businesses to be a part of fair trade.”

· “Keep doing what you do so well.  Thank God for people like you!!”
· “It is always a delight to make out my order by hand and then call it in to the service personnel who are unfailingly gracious.”
DONORS
In 2005, 1,652 donors contributed $188,899 to SERRV.  In 2006, 3,039 donors contributed $280,660.  Donors said they give to SERRV because they support our mission and believe their donations make a difference in the lives of artisans and farmers in the developing world.
Donors would like more information about the artisans with whom we work.  Many of the donor respondents are also SERRV customers, and they responded to questionnaires about our work as a whole and included their experiences as customers.  Some donors noted that they find it very easy to donate when they are placing orders.
57% said SERRV is among several top-priority charitable organizations to which they donate, and 39% said SERRV is a medium priority relative to other organizations to which they donate.

Donors Appreciate...
1.  Our mission.
2.  That their contributions are not a handout, but a way to help people help themselves.
Donors Note We Could Improve By...
1.  Doing more advertising/publicity to let more people know who we are and what we do.
2.  Providing more information to them about what we do.
Donors Say:

· “I trust this donation goes to the people, not a bureaucracy!”

· “We have always been impressed that a lot of money goes back to the artisans and farmers.”
·  “I’m just happy I have such an organization to which I can contribute for the benefit of those souls trying to survive a very difficult existence.”
· “After meeting the gentleman from Bangladesh last summer, I realized you need more than orders.”

· “Knowing that the people actually making the products benefit from the sales is why I donate.”
· “I believe in your mission and approve of your result.”
PRODUCERS
SERRV works with 83 producers in 35 countries.  Producers are satisfied that we are carrying out our mission and alleviating poverty through our work with them.  They feel we are transparent and accountable in our relationships.  And they are satisfied that SERRV is showing a commitment to long-term partnership.

Our partners appreciate our marketing efforts, but many hope we can do more.  They are positive about the product development we’ve done with them and are happy with our clear communication about product development.

Producers note that they don’t know much about any environmental policies we have and would like to know more.

Following a trend we see overall in our interactions with producers, most want more product development and for us to purchase more from them.  They also want to learn more about the North American market.  A number have never visited us in the U.S., and feel they would benefit by visiting us and seeing the U.S. market themselves.

Producers Appreciate...
1.  Product development and trainings.

2.  Good communication.

3.  Our asking them about their needs
Producers Note We Could Improve By...
1.  Doing more product development.

2.  Helping them expand their markets.

3.  Increasing the level of our orders.

Areas that Producers Note We Have Improved in the Last 2 Years...
1.  Increasing our purchases.

2.  Increasing our product development.

3.  Improving our communication.

Producers Say:
· “SERRV is clearly a leader.”

· “SERRV has demonstrated in more ways than one its commitment to this noble cause.”

· “No less than 5 producer groups have crossed the threshold of poverty from direct sustained assistance from SERRV—a support that has been integral, not only in purchases, but also visits, product development, financing for capacity building training, and purchases of machinery and tools.”

· “Artisans have improved their living standards by: i. Their children are getting quality education;  ii. Food nutrition has been improved.”

· “Most of the artisans are from rural areas and women.  They had the least opportunity to get involved into the mainstream of development through earning.  The orders from buyers like SERRV create an opportunity for them to earn besides their day-to-day work, which provides ability to meet their children’s education expenses, nutrition.”

STAFF
Employees at SERRV are satisfied that we are carrying out our mission, and they want to be able to do more for our producer partners.  A number of staff members would like us to be able to better measure the results of our work with producers and to have checks in place to assure that we are in compliance with fair trade standards. 

When asked “Is your work enjoyable and satisfying?”, 79% of respondents indicated they were satisfied.  Staff found their physical work environments, wages, and benefits adequate to their needs, although they did indicate concern about rising health care insurance costs and whether that benefit would be sustainable.

Staff continues to identify communication as a key area for improvement, both within and between departments.  When asked, “Did you receive a good orientation and adequate training to do your job?”, 37% felt they did not receive adequate training and had to learn their job on their own.

Another primary area for improvement staff identified was improving our level of environmental responsibility in a number of areas—sourcing products, packing, recycling, etc.

Another topic staff addressed was wanting to continue working on our messaging about our organization.
Staff Appreciates...
1.  That we are carrying out our mission–working to alleviate poverty, paying fair wages, and being committed to long-term relationships.

2.  Job satisfaction - enjoyable and satisfying work.

3.  The development work we are doing to make our partners more self sufficient.

Staff Notes We Could Improve By...
1.  Continuing to work on open communication between and within departments.

2.  Establishing environmental policies related to all aspects of our work.

3.  Holding employees responsible for doing their jobs.

Areas that Staff Notes We Have Improved in the Last 2 Years...
1. Better systems.

2. Management structure.

Staff Says:

· “The intentions of everyone at SERRV are truly in line with helping the artisans.”

· “I wish we would market ourselves as less of a charity organization.  We’re very complicated.  I look forward to core messages/talking points to help myself be able to talk about who we are in clear simple language.”

· “We work well within our budgets, but need to keep working together to improve services for our customers and partners.”

· “I am very proud of the work and speak of SERRV and AGG at any opportunity.”
· “I feel that we have a plan, an agenda, and that my role is to help AGG accomplish that goal.  I like that feedback is asked for and appreciated.”

· “This is one of the best things about working here—you really feel as if your voice is important and as though you are contributing and can affect the course the organization will take.”

VOLUNTEERS
SERRV hosted 4,355 volunteers in Material Handling in 2006 and some in other departments of the organization as well.  Most hear about volunteering at SERRV through church and church-related activities and volunteer because they believe in our mission and feel this is a concrete way they can contribute.  There are also young volunteers doing community volunteer hours for school credit, coming with church groups, and coming with organizations like the Girl Scouts and Boy Scouts.

Our responses from volunteers for this self assessment were very limited due to staff changes in our Material Handling Department.
On the whole, respondents said volunteering at SERRV is enjoyable and satisfying, and they feel like they are helping others.  Many are older and on fixed incomes, and feel like our prices are high.  Volunteers feel welcome and said the environment in which they work is comfortable. Volunteers say they speak highly of SERRV.
Volunteers Appreciate...
1.  Being able to support our mission.

2.  Satisfaction of doing a job well.

Volunteers Note We Could Improve By...
1. Improving some equipment (better scissors, high chairs to do some work sitting down)

2. Communicating more with them.

Volunteers Say:

· “It’s great coming here to work—to know that we are helping in a small way—and meeting new friends.”

· “We like to serve others, and it gives us a purpose.”
· “I enjoy the fellowship and the work.  Hopefully I’m doing something helpful.”
· “Keep up the great work you are doing.”
SELF ASSESSMENT SUMMARY FORM
IFAT provides the following Self Assessment Form and key to rank SERRV against Fair Trade Standards by ticking the appropriate column. The Standards that still need some work point to our key targets.

Key
	1
	Not complying (you may have good reasons for this. If so, please say why)

	2
	Just beginning

	3
	Half way there

	4
	Nearly there

	5
	Fully complying


	FAIR TRADE STANDARDS
	1
	2
	3
	4
	5
	Targets for improvement by next Self Assessment

	1. Creating Opportunities for Economically Disadvantaged Producers
	
	
	
	
	

	We believe this is one of our strengths and that we are fully compliant; however, we can always do more to create opportunities.

	2. Transparency and Accountability

	
	
	
	

	
	Target:  Improving our accountability by improving and communicating results of assessments of work with our producer partners. 

	3. Trading Practices

	
	
	
	

	
	Target:  Define best practices and how we can better meet producer needs.

	4. Payment of a Fair Price

	
	
	
	

	
	Target:  Continued assessment and monitoring of tools and methodologies for determining a fair price.

	5. Child Labour and Forced Labour

	
	
	
	
	

	We believe we are fully compliant and have no knowledge of instances in which we are not.

	6. Non Discrimination, Gender Equity and Freedom of Association

	
	
	
	

	
	Target:  To educate employees on non discrimination and gender equity, and to encourage awareness of these issues in the workplace 

	7. Working Conditions

	
	
	
	
	

	We believe we are compliant in our offices and warehouse, and, as far as we know, in facilities in which our products are made.

	8. Capacity Building

	
	
	
	

	
	Target:  Although we have made great strides in capacity building, we will continue to plan and put into writing how we can do more.

	9. Promotion of Fair Trade

	
	
	
	
	

	We promote fair trade through all of our activities to the best of our ability.  

	10. Environment

	
	
	

	
	
	Target:  This is the area most in need of our attention.  Staff will draft environmental policies and ensure compliances for: (1) producer sourcing or raw materials; (2) outbound shipping; and (3) office and warehouse practices.


CONCLUSIONS

In reviewing this self assessment and the summary form, we believe SERRV is in compliance with all of IFAT’s fair trade standards.  In a number of areas, including transparency and accountability; trading practices; payment of a fair price; non discrimination and equity; and capacity building, our “nearly there” reflects our belief that these are areas that can always be improved—areas that with unlimited resources, could be expanded endlessly and still leave room to grow.  The target issue we are concentrating on improving before our next self assessment is environmental responsibility and sustainability.  This is an area that has not been fully addressed within our organization, and we now have committees in place to draft policies for various facets of an environmental policy for our organization.
Overall, this self assessment has given us the opportunity to look in our organizational mirror, to assure ourselves of compliance, and to set goals for areas in which we can continually improve.
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