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Accountability,

The ancient Romans had a tradition:
whenever one of their engineers constructed
an arch, as the capstone was hoisted into
place, the engineer assumed accountability
for his work In the most profound way
possible: he stood under the arch.

— Michel Armstrong



Defining CBM

Citizens-based monitoring (CBM)

“an approach to monitoring
government performance that focuses
on the experiences of ordinary citizens
In order to strengthen public
accountability and drive service
delivery improvements.” (Framework)



\Why, CBM?

Government effectiveness: CBM can help strengthen institutions,
systems, programs and projects, contribute to government-wide M&E
and help improve the quality of public management and service-
delivery.

Government efficiency: CBM can help improve public expenditure
efficiency and reduce opportunities for leakages and corruption.

Accountability: CBM provide a tool to hold government accountable,
and ensure programs lead to the intended results and delivery
failures are addressed.

Participation and empowerment: CPM can strengthen the
relationship between the citizens and government, and promote
participation, inclusion and empowerment.

Trust in government: CBM can help build greater trust in
government by showing the government willingness to respond to
citizens demands, be participatory and thus help (re)store public
confidence, and thus citizens (and voters!) confidence in government.



Selected Instruments:
DSG and CBM

e Access to Information

e Score cards

e Citizens charter

e Community monitoring

e Grievance redress mechanisms

e ICT-based tools: Mobile phone surveys

e Others: public expenditure tracking,
procurement tracking etc.



Access to Information

Access to information:

Access to information mechanisms are instruments, often
based on respective freedom of information laws, for citizens
for requesting and obtaining information from their
government to help enhance openness and transparency in
the decision-making process which in turn can improve trust
In government.

Example: Mexico

Access to information policies, promoted by the IFEA, have
been a key success factor in the Mexican M&E system,
contributing to making information public, making more
iInformation available for public use, and enhancing both the

supply and demand for greater M&E information, quality and
use.



Score Cards

Citizen Report card:

The citizen report card is a participatory client feedback survey that
provides quantitative and qualitative feedback on the efficiency and
effectiveness of public services. It goes beyond data collection to being
an instrument for accountability and transparency, e.g. through
extensive media coverage and civil society advocacy to generate
demand for systemic changes.

Example: Bangalore India- pilot- Great Britain-water sector, Canada-
M&E process)

Community scorecards:

Community scorecards are a community-based monitoring tool that
assesses public services by analyzing qualitative data obtained through
focus groups discussions with the communities. It usually includes
interface meeting between service providers and users to formulate an
action plan, enhancing the empowerment aspects.

Example: Philippines:-DBM: Community report card on pro-poor
services



Citizens Charter

A Citizen charter is a document that informs citizens about
the service entitlements they have as users of a public
service, the standards they can expect, (timeline and quality),
remedies available for non-adherence to the standards, and
the procedures, costs and charges of a service. The charters
encourages citizens feedback and entitles users to an
explanation/compensation if the standards are not met.

Example: Argentina — Social Security administration
Charter design and management allowed the institution to
carefully monitor service-delivery and is a powerful instrument
for just-in time monitoring through dash-board instruments
that allowed adjustments and quick responses to citizens.



Community Moenitoering

Community monitoring:

Community monitoring is a system of measuring, recording,
collecting and analyzing information, and communicating and
acting on that information to enhance performance. It holds
government institutions accountable, provides on-going
feedback, participates in M&E and engages in identifying and
taking corrective actions and seeks to facilitate the dialogue
between citizens and service/project authorities.

Example: India-Andra Pradesh Rural Poverty Reduction
Project - multistakeholder community monitoring of more than
35,000 villages of an rural investment fund



Grievance Redress

Grievance redress mechanisms:

Grievance Redress mechanisms (or complaints-handling
mechanisms) is a locally based system which aims at
responding to feedback, queries and complaints about a
particular service or project, resolving problems with
Implementation, and addressing complaints and grievances
efficiently and effectively. They are increasingly used to
Improve project outcomes through creating more predictable,
timely and results-oriented responses to citizen concerns.

Example: Indonesia: National Community Empowerment
Program/Social Assistance Programs
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Use of ICIs as Enablers

ICTs have a number of properties that
make them a potential game changer:

v Dramatic reduction in temporal and

spatial constraints
v Increased number of participants
v Decreased costs of communication
v Enhanced impact of ICT-enabled

commuhnications
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Punjalb model for proactive
governance

.!r 1 » Proactively engages the
citizen, get feedback
to improve service
delivery, which is used

i as participatory M&E and

' helps detect any
potential corruption acts
and feed into
Improvement plans.

» More examples in annex.
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Selected Participatory.
Monitoering Tools

Participatory Monitoring

Monitoring done usually by primary stakeholders or
community-level committees representing them, to give
stakeholders voice and increase their ownership

Monitoring by Non-state Actors

“ A process where parties other than state agencies and
donors track the implementation of development projects or
programs and obtain beneficiary feedback to increase
accountability to the beneficiaries.”

Third Party Monitoring

Monitoring usually by CSOs or firms mainly used to provide
an independent perspective on project performance and
triangulate information/data
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Monitoering
Py Non-state AcCtors

“a process where parties other than state agencies and donors track
the implementation of development projects or programs and obtain
beneficiary feedback to increase accountability to the beneficiaries.”

e A variety of ‘blended approaches” used in the Bank ranging from
participatory monitoring, beneficiary feedback to arms-length third
party monitoring.

v PM and TPM are not silos , they complement each other
(especially if the objective it to improve accountability to
beneficiaries and to include their feedback in project design and
Implementation)
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Why Moenitoring by
non-state Actors?

to increase
accountability
to/ownership

of

beneficiaries




VWhat Is Being Monitored?
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How Is The Moenitoring Done?

e Focus group discussions

e Beneficiary surveys/questionnaires
e CSO participation In project design
e Community scorecards

e Budget monitoring techniqgues

e INnformation and Communication
Technologies (ICTs) as an enhancer.
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By Whoem?

v Possible actors: Citizens, Communities, CSOs, thinks tanks, academia
coalition/ umbrella NGOs, media or private firms, consultants

v" Trade-offs between objectives: Participation & building local capacity
VERSUS independent verification of outcomes
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Challenges

Lack of monitoring actor capacity (in technical and sector
Issues)
Lack of commitment/resistance by local authorities, project
management units and service providers
Delays in contracting due to complexity of procurement
procedures
Scarcity of time and resources (CSOs, local authorities and
service providers)
Cultural constraints on equitable & meaningful participation
Sustainability of relationships beyond the duration of the
project
Conflict of interest
Stakeholder roles & working relationships not clear
Feedback loops not closed
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CBM: Phased Approeach
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Key Steps for good CBM Design
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Ildentify the Objectives, Focus,
Tlarget Audience

Monitoring method/tool should follow

the objective, not vice versa

v Start with mapping existing accountability
framework and M&E tools at the
project/sector/national level

v What is the theory of change?

v CBM is best use to help close the
accountability/ feedback loop.
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ASSsess the Context
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Plan Implementation Details




CBM RISksS

Expectations: CBM can create unrealistic expectations which the
iInstruments by themselves will not be able to deliver, and can even
lead to increasing tensions between citizens, CSO and government.

Costs: CBM can create administrative costs and other costs, which
are not offset by its benefits, and can lead to greater inefficiencies.

Limitations: CBM tools are powerful instruments to influence public
management, but need to be complemented by other tools and the
expertise to prioritize and implement government programs.

Divert attention: While CBM tools can be very good entry-points to
generate greater reform appetite, if not managed well, they can
attract attention away from other urgent reforms.

Utilization: CBM is not effective if feedback is not used to improve
performance- or only ad hoc but not systemically
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lessons |L.earned

Integration: CBM needs to be integrated into a_
government-wide M&E system and careful selection of tools
and use of information to influence planning and budgeting

Flexibility and Incrementalism: Tools will need to be
adapted as they go, depending on the context and players
iInvolved, including gradual scaling up.

Follow up, act up: If systems stop only at collecting
citizen feedback, citizens will soon become disillusioned.
They MUST see their feedback translated into change.

Collaboration: Need for facilitation of collaborative spaces
for stakeholders to come together to develop action plans.

Monitor the monitoring: Use of ICT for example can have
unintended effects (e.g. marginalizing certain groups).
Important to monitor for these effects. Do not assume that
the theory is accurate. Test it!



Thank you !

Questions ?
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