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FOREWORD

In spite of significant investments over the past decades in access to improved water supply and sanitation, long-
lasting and reliable access to services remains a persistent challenge. It is well documented that WASH programmes
too frequently fail to bring sustainable benefits to the people they seek to serve, with as much as 30-50% of WASH
investments failing within two to five years. This lack of sustainability of water, sanitation and hygiene interven-
tions has devastating consequences for individuals, economies and the environment, and poses a major obstacle
to achieve universal access to services and maintain behaviours.

Recent studies also shows that technical aspects are often not the binding constraint, but rather it is the lack of good
governance, transparency and accountability which compromises public-service delivery. Unless serious efforts are
made to improve the governance of water and sanitation, problems of unequal, inappropriate, unaffordable, and poor
quality services will continue.

In most countries, institutional arrangements for water service delivery are in place: policies, plans and institutions exist,
but still; performance remains poor. In this context, accountability, seeking to instil responsibility and improving the qual-
ity of relationships between the different stakeholders in service delivery arrangements, is a key element to make these
institutional arrangements function as intended. To address this, UNICEF and the UNDP Water Governance Facility at
SIWI have partnered in a new programme - “Accountability for Sustainability“— which aims at increasing sustainability
in WASH interventions through addressing accountability in the service delivery framework at national levels. This pro-
gramme will provide resource materials and practical guidance for UNICEF and the wider WASH community, and collect
experience and share knowledge of how accountability can be adequately reinforced within WASH programming.

We believe that enhancing accountability, and the related transparency and participation aspects in WASH program-
ming, will systematically improve the sustainability of water and sanitation service delivery to those who need it the
most and that this reference guide can be helpful in this endeavour.

Cecilia Scharp Marianne Kjellén
Senior Water Advisor Director, UNDP Water Governance Facility
UNICEF Stockholm International Water Institute
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INTRODUCTION

Dear reader,

The aim of this document is to provide External Support Agencies (ESAs) with structured and concise informa-
tion that can help programming support to accountability-related actions. ESAs very often play an instrumental
role in starting some of these actions; however, too often this support has not been initiated after a systematic
analysis on how the accountability relationships can be strengthened, how they fit the context, what are ade-
quate roles of ESAs, and what can be learned from past experiences.

The Reference Guide for Programming contains guidance on existing mechanisms promoting accountability,
illustrated by examples of how they are currently being operationalized in different contexts. The content of the
Guide is the result of desk research. It is informed by a conceptual overview presented in the Concept Note,
which unpacks the idea of WASH governance in relation to sustainability. The Concept Note was developed
as background reading for UNICEF WASH personnel. It provides an overview of the key concepts used in the
present Reference Guide, highlighting the particular importance of the quality of the relationships developing
between stakeholders of the WSS delivery framework. It also identifies better accountability at the sectoral level
as a high priority for improving the sustainability and effectiveness of WASH interventions.

To ensure a structured approach to accountability in the water sector, the guide is organized into three main lev-
els of intervention and eight potential objectives. Under each objective, Action Sheets are presented to illustrate
in a practical way the main aspects of these actions (seeTable 1 at the end of this introduction). The three levels
of intervention and related objectives are:

RESPONSBILITY

Defining the roles and enabling cooperation in service delivery. A precondition for accountability is that that
those in positions of authority (governments and service providers) have clearly defined duties and perfor-
mance standards, enabling their behaviour to be assessed transparently and objectively. At the same time, us-
ers need to know their rights and obligations. Moreover, effective coordination mechanisms between different
responsible parties need to be put in place.

Under this level three different objectives can be pursued:

¢ Objective 1: Enhance policy coherence.

¢ Objective 2: Clearly define responsibilities between stakeholders.

¢ Objective 3: Put coordination mechanisms in place.

ANSWERABILITY

Informing, consulting and including stakeholders in all stages of service delivery. A second level of intervention
requires that timely,and accurate information is made available about several aspects of service provision, such
as the current status of services, the performance of service providers, the decisions about financial allocations,
etc.. Moreover, not only must the information be available, but the spaces for interaction between users and
service providers and government need to be created, where decisions can be explained, questioned and/or
justified. Under this level we present three main objectives:

e Objective 4: Enhance the flow of information and use of consumer feedback.

¢ Objective 5: Improve consumers’ access to information.

¢ Objective 6: Create spaces for stakeholder participation.



ENFORCEABILITY

Monitoring performance, supporting compliance and enforcement. A third level of intervention is aimed at put-
ting mechanisms in place that monitor the degree to which public officials,

service providers and institutions comply with established standards, impose sanctions on officials and com-
panies who do not comply, and ensure that appropriate corrective and remedial action is taken when required.
Under this level we present two main objectives:

e Objective 7: Support the establishment or functioning of a regulatory function.

¢ Objective 8: Strengthen external and internal control mechanisms.

Under each objective, we have developed one or more Action Sheets that describe typical instruments or ac-
tions that contribute to the fulfilling of the objective. We have kept Action Sheets to a reasonable number (19),
and brief in extent (2 pages).They should be practical and oriented to how ESAs can support greater account-
ability in the national setting. The Action Sheets also include “conditions for success” as learnt from previous
exercises, and references for further reading.

We recognize that more Action Sheets could be added and/or that options for action could be grouped different-
ly. However, we believe that the structure given makes it manageable for ESAs WASH officers. Finally, we are
aware that any action, particularly when it comes to accountability, needs to be adapted to the context where it
is going to be rolled out. Hence the contents of this guide need to be used as an inspiration and reference for
programming and not as a fixed recipe.

| Accountability in WASH | Reference Guide



TABLE 1: ACTION SHEETS GROUPED BY OBJECTIVE AND LEVEL OF INTERVENTION

Primary Levels of
accountability Intervention Objectives Action Sheets
objectives
Objective 1: 1 A Definition/revision of
Enhance policy coherence sectoral policies
E 2 A Instruments to clarify roles
o Defining the roles Objective 2: and responsibilities of users
7 and enabling Clearly define allocation of and service providers
2 cooperation in ser- responsibilities between 2 B Instruments to clarify the
2 vice delivery stakeholders delegation from governments
7} to service providers
Ll
& Obijective 3
Jectlve. o . 3 A Supporting sector
Put coordination mechanisms L .
. coordination and sector reviews
in place
Objective 4: 4 A Real t|me r.nonltorl.ng of wa-
. . ter and sanitation services
Enhance the flow of information oy
4 B Citizen report cards
and use of consumer feedback :
4 C Community scorecards
5 A Informal mechanisms for
ﬁ Objective b: information dissemination
= Improve consumers’ access to 5 B Disclosure of information
) Informing information by State agencies and service
< ’ i
o consulting and providers
E including
;) stakeholders ] ) .
> 6 A Public expenditure tracking
< surveys
Objective 6: 6B Pammpatpry budgetmg.
6 C Community based monitor-
Create spaces for stakeholder ing
participation and influence 6 D Spaces of dialogue and
interaction on water and sanita-
tion services
Objective 7: 7 A The regulatory body, a cen-
Support the establishment or tral policy and oversight body
functioning of a regulatory for water services
function 7 B Water Watch Groups
=
<
Monitoring perfor-
'-64 e su?):))orting 8 A Civil society oversight tools
o enforcément — 8 B Institutional mechanisms
(@) . i
i compliance Objective 8: for oversight and checks and
= Strengthen external and internal balances
L . 8 C Utilities” complaint and
control mechanisms . .
grievance mechanisms
8 D Integrity Pact for Procure-
ment
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STRUCTURE OFTHE ACTION SHEETS

Action Sheet number

Level of
intervention

NAME OF THE ACTION

Description: Summarizes the main character-
istics of the action. Emphasis is put on link(s)
between actors and institution which are

addressed in priority.

me=TARGET GROUP

EXTERNAL INPUT

——— RESPONSIBILITY ‘ OBJECTIVE~

__EXTERNAL
INVOLVEMENT

Primary
accountability
objective

users/
communities

service
providers

Target groups: narrows
down the key partners
who are pivotal to each
" action. ESAs can chose
to channel assistance and
build the capacities of
national or local govern-
ments, service providers,
users, civil society organ-
isations, the media or reg-
ulatory agencies.

DESCRIPTION

External involvement: pro-
vides an indication of the
minimum time to which
ESAs need to commit in or-
der to support activities lead-
ing to strengthened account-
ability processes. This does
not refer to the full length of
the action. Three ranges of
timeframes are proposed:
Short term (below 1 year),
Medium (1 to 2 years) and
Long (more than 2 years).

Describes the main characteristics of the action.

EXPECTED OUTCOMES

Accountability triangle: Summarizes
the relationships within the water and
sanitation service delivery framework
that are likely to be strengthened by the
action. For more information on WASH
accountability relations, please refer to
part 3 of the Concept Note.

External input: The cost range refers to the ap-
proximate cost to be borne per year by ESAs for
supporting the action. It does not encompass the
total expenses for pursuing the action in the long
run.Three cost ranges are proposed: Low (below
100,000 USD), Medium (between 100,000 and
250,000 USD) and High (above 250,000 USD).

Accountability actions included in the Reference Guide for Programming share the common long-term objec-
tive of creating sustainable improvements of water and sanitation services for all. Each action has expected
intermediate outcomes more directly linked to the specificities of the tool. These intermediate outcomes be-
long to three major categories: influence on levels of transparency, on accountability links and on degree of
participation of stakeholders in the service provision framework. Expected non-accountability efficiency gains

are also listed.

10 | Accountability in WASH | Reference Guide



STRUCTURE OFTHE ACTION SHEET

POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

The presence and role played by ESAs can be decisive in shaping the scope and capacity for domestic ac-
countability. This category sets out a range of a methods and programming entry points for external support
agency practitioners to best support accountability actors and processes at play for each accountability tool.
We have structured the information in two main categories: support to the enabling environment and sup-
port to agents.

PARTNERS AND INTERNAL CAPACITIES NEEDED

This category lists the important factors internal to the stakeholders that experience shows are decisive in
shaping impact opportunities.

CONDITIONS FOR SUCCESS

The likelihood of an accountability action having an effect on the intermediate outcomes depends on a
number of factors. Conditions for success are normally part of the country context; sometimes these factors
fall outside the direct sphere of influence of the partners and ESAs and need to be assessed before planning
the action.

EXAMPLE:

lllustrations on how the use of the actions has led to enhanced accountability are taken from documented
case studies, showcasing examples which are replicable and practical.

REFERENCES

The description of each tool provides sources used to compile the Action Sheet and includes references as a
starting point for readers interested in exploring further.

| Accountability in WASH | Reference Guide



RESPONSIBILITY

Defining the roles and enabling
cooperation in water delivery

DEFINITION/REVISION OF
SECTORIAL POLICIES

A clear allocation of responsibilities is one of the key
conditions for accountability relationships to function:
each actor involved needs to know what their obligations
are and those of the others. A coherent definition of
policies and related documents (decrees, guidelines,
etc.) is a first step in this direction.

TARGET GROUP Government

Medium (100,000 -
250,000 USD)
Long (beyond 2 years)

EXTERNAL INPUT

EXTERNAL
INVOLVEMENT

DESCRIPTION

Policies are general documents that describe how a specific
sector is being organized. They can be read as “statements
of intent” or guidelines for how roles and responsibilities
within the sector are allocated. Policy differs from law
(in its different forms: Acts, Decrees, etc..). While law can
compel or prohibit behaviours and its infringement can
be subject to sanctions, policy merely guides actions for
the stakeholders involved. Policies are normally followed
by a number of acts and related decrees that formalize the
guiding principles included in the policy.

In many cases, policies are lacking, outdated, incomplete or

contradict other national policies. Hence, support for policy
update is a first step in the clarification of responsibilities,

EXPECTED OUTCOMES

OBJECTIVE 1:

Enhance policy coherence

\

service
providers

/

users/

communities

which is a condition for accountability.

There are many approaches to policy making. One of
the most widely supported is the Evidence-based policy
making, which refers to a policy process that helps
planners make better-informed decisions by putting the
best available evidence at the centre of the policy process;
this contrasts with what has been called as “opinion
based” policy making, where not enough information was
available and thus discretionary decisions were more likely
to happen. However, it is important to bear in mind that
policymaking is neither objective nor neutral, with a variety
of interests into play.

TRANSPARENCY PARTICIPATION EFFICIENCY

Increased evidence on the current
state of policy implementation
and/or the sector, which informs
policy debate. Through policy
debate, it becomes clearer what
are the obligations and rights of all
stakeholders in the service delivery
process.

stakeholders.

12 | Accountability in WASH | Reference Guide

As a participatory process,
policy making is a way of forging
dialogue and improving the
relationships between different

Clear guidance (and eventually
coordination) for sector work
can overcome duplication

and ensure coherence and
synergies between actors.



1 A DEFINITION/REVISION OF SECTORIAL POLICIES

POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

e Sharing international best practice and lessons
learnt from other countries that can inspire the policy
progress.

e  Ensuring that a real debate takes place around policy
making, by facilitating (technically and financially)
activities such as background studies (collection
of evidence), consultations among stakeholders,
workshops, etc...

e  Supporting dissemination of the policy and capacity
building about it.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e Specialised partners/consultants can be needed to make
first draft of policy documents, and present experiences
and best practices from other countries.

CONDITIONS FOR SUCCESS

e Policies must take into consideration the reality of
the country: sometimes policies draw a picture that
is too far from actual practice and possibilities of the
country; any policy must be based on actual practices,
and look for improvements that are achievable. When
important changes of responsibilities are foreseen (ex:
decentralization), a description of the transitional period
should be part of the policy.

* Ensure government commitment to the policy and a real
dialogue among stakeholders; otherwise policies might
be formally approved, but no steps for implementation
are taken afterwards.

e Policies must be accompanied by more practical/
formal documents that provide further clarification and

e Recognised partners at national level, perceived as

impartial (with no particular vested interests in the
process) might be required to facilitate dialogue among
stakeholders, particularly in countries with a highly
politicized debate around water.

guidance: decrees, acts, laws, are needed to formalize
the guidelines expressed in general policies.

e Policies need to be adequately disseminated to all

stakeholders; it is often the case that policies take years
to be known at local levels of government, or by end
users. In the meantime, no improved accountability can
take place.

e Policy making need to be followed by adequate financial

allocations and capacity building; the responsibilities
need to be coupled with enough capacity and resources
to fulfil them. Too often policies in the water sector
discharge responsibilities from the central level, but this
is not followed by a proportional share of funds.

EXAMPLE: FORMULATING A NATIONAL STRATEGY FOR EMERGING TOWNS

IN LAO PDR

Although Lao PDR is essentially a rural country, the small
towns are playing an increasingly important role in the
country’s economy as centres of marketing and agricultural
processing in their largely rural districts, as economic
links between rural, national and international markets,
and as places offering non-farm employment to the rural
poor. In 2007, it was estimated that piped water supply
coverage in the small towns was only 21% compared to
combined coverage of 70% in the five largest towns. UNDP
GoAL WASH project in Lao PDR in collaboration with
MEKWATSAN project of UNHABITAT wanted to address

REFERENCES

International Conference on Public Policy

The role of monitoring and evaluation in evidence
based policy making, UNICEF

A Toolkit for Progressive Policymakers in Developing
Countries, ODI, 2010
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this gap with the elaboration of a strategy for water supply
and sanitation in small towns. This was developed through
i) extensive background research on the legislative Lao
framework, and potential options for addressing the gaps,
ii) thorough stakeholder consultation, iii) dialogue with the
government, iv) dissemination to relevant stakeholders.
The policy development took almost two years; the strategy
was approved by the Ministry of PublicWorks andTransport
on 8 August 2013. Source: GoAL WASH final programme
report, 2008-2013, Water Governance Facility, 2014.


http://www.icpublicpolicy.org/
http://www.unicef.org/ceecis/evidence_based_policy_making.pdf
http://www.unicef.org/ceecis/evidence_based_policy_making.pdf
http://www.odi.org/resources/docs/190.pdf
http://www.odi.org/resources/docs/190.pdf

RESPONSIBILITY

Defining the roles and enabling
cooperation in service delivery

INSTRUMENTS TO CLARIFY ROLES
AND RESPONSIBILITIES OF USERS
AND SERVICE PROVIDERS

Steps taken to clarify obligations and responsibilities of
users and providers help strengthen both the demand
for accountability - by building users” understanding
and awareness about their rights and obligations,
and defining options for grievance redress - and the
supply side of accountability - by defining performance
indicators and service delivery standards, and promoting
a more customer-focused delivery.

- Regulator
- Service providers

Low (below 100 000 USD)

TARGET GROUP

EXTERNAL INPUT

EXTERNAL
INVOLVEMENT

Short to Medium
(1 to 2 years)

DESCRIPTION

One of the main reasons for the weak power of users
to hold service providers to account is the ambiguity of
relationships between stakeholders. This challenge can
be successfully addressed by putting in place instruments
that provide users with a clear picture of the standards of
service delivery they should expect, the actual performance
of their providers and mechanisms for grievance redress.

A Citizen charter is a written, voluntary declaration by a
service provider making a public commitment to adhere
to measurable service delivery standards. The mechanism
involves setting and measuring service standards of water
and sanitation services, feeding forward the information to

EXPECTED OUTCOMES

OBJECTIVE 2:

Clearly define responsibilities
between stakeholders

users/ service

communities providers

the citizens, and offering remedies when service guarantees
are not met.

The development of standardised contracts between
the providers of water and sewerage services and their
customers helps to clarify and educate both parties on
their rights and obligations, protect consumer rights and
encourage more responsible behaviour with respect to
the environment. The process for the preparation of the
model can involve cooperation and consultation with all
the concerned stakeholders.The contract typically contains
information such as terms of service, fees and payments,
metering, service interruptions and complaints handling.

TRANSPARENCY ACCOUNTABILITY LINKS EFFICIENCY

Consumers better informed

about their entitlements and

about routine service provision;
agreement between water

users, government and service
providers on service standards and
entitlements.

14 | Accountability in WASH | Reference Guide

Creation of a more professional
and client-responsive environment
for service delivery; decreased
opportunities for corrupt practices;
stakeholders are provided with
benchmark to objectively monitor
WSS delivery performance.

Increased revenues for utilities
achieved with consumers’
higher willingness to pay and
less funding misappropriated.



2 AINSTRUMENTSTO CLARIFY ROLES AND RESPONSIBILITIES OF USERS AND SERVICE PROVIDERS
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Make sure there is an effective communication to inform
about the action, and make sure that clear and simple
language is used in the charter or contract.

Efforts to secure the engagement of stakeholders at all
stages of the process.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e CSOs’ community connections and professional skills to
participate in the development of the tools, and advocacy
skills for holding service providers accountable.

e Service providers” willingness and staff capacity to
reform.

e Recognition by service providers of the capacity of civil

CONDITIONS FOR SUCCESS

Self-regulation tools and standardised contracts should

effectively:

¢ Reflect citizens’ priorities.

e Be well communicated to both users and providers’
staff.

e Have the support of senior management and staff.

society to represent the voice of users, and recognition
of providers’ need for this expertise.

e Engagement of stakeholders at all stages of preparation
and implementation of the action.

¢ Include a well-functioning complaint redress mechanism
and formal sanctions if the standards agreed upon are
not met.

¢ Include realistic and measurable performance standards

reflecting the capabilities of the service provider and
constraints in the sector.

EXAMPLE: ESTABLISHMENT OF MODEL CONTRACT BETWEEN SERVICE
PROVIDERS AND CONSUMERS IN ALBANIA

Water contracts in Albania were integrated into neither the
provisions of the country’s consumer protection law nor
those of the recently adopted water supply and sewerage
code.Inaneffortto address these challenges, UNDP brought
together stakeholders to develop a “model” contract
between the providers of water and sewerage services and
their customers. The standard contract that was developed
by stakeholders covers all standard elements such as
terms of service, fees and payments, metering, service
interruptions and complaints handling in a way which is
fully compliant with all applicable legislation. As a result of

REFERENCES

Citizens Charter, Social Accountability e-guide, World
Bank

Citizen’s Charters—A Handbook, Ministry of Personnel,
Grievances and Pensions, Government of India,
Public Affairs Centre.

How to Note: Citizen Charters: Enhancing Service
Delivery through Accountability, World Bank 2011

Mutual Rights and Shared Responsibilities in Water
Service Management: Enhancing the User-Provider
Relation. WGF Report No. 2, Water Governance
Facility, 2013, SIWI, Stockholm.
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the intervention, by the end of 2011, over 35,000 contracts
based on the model had been signed (around 16% of all
customers).The plan was that all customers should have
formal agreements based on the model contract in three
years' time.

Sources: Mutual Rights and Shared Responsibilities in
Water Service Management: Enhancing the User-Provider
Relation. WGF Report No. 2, Water Governance Facility,
SIWI, 2013 and Albanian Regulatory Authority performance
monitoring.



http://watergovernance.org/wp-content/uploads/2015/06/2013_No2_Mutual_Rights_Shared_Responsibilities.pdf
http://watergovernance.org/wp-content/uploads/2015/06/2013_No2_Mutual_Rights_Shared_Responsibilities.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/2_Citizens'%20Charter.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/2_Citizens'%20Charter.pdf
http://goicharters.nic.in/cchandbook.htm
http://goicharters.nic.in/cchandbook.htm
http://goicharters.nic.in/cchandbook.htm
http://siteresources.worldbank.org/EXTSOCIALDEVELOPMENT/Resources/244362-1193949504055/4348035-1298566783395/7755386-1301510956007/CC-Final.pdf
http://siteresources.worldbank.org/EXTSOCIALDEVELOPMENT/Resources/244362-1193949504055/4348035-1298566783395/7755386-1301510956007/CC-Final.pdf
http://watergovernance.org/resources/mutual-rights-and-shared-responsibilities-in-water-services-management/
http://watergovernance.org/resources/mutual-rights-and-shared-responsibilities-in-water-services-management/
http://watergovernance.org/resources/mutual-rights-and-shared-responsibilities-in-water-services-management/
http://watergovernance.org/resources/mutual-rights-and-shared-responsibilities-in-water-services-management/

RESPONSIBILITY

Defining the roles and enabling
cooperation in service delivery

INSTRUMENTS TO CLARIFY THE DEL-
EGATION FROM GOVERNMENT TO

SERVICE PROVIDERS

A clarification of the roles, responsibilities and regulatory
mechanisms in the contractual relations for the provision
of WSS enables local governments to hold service
providers to account. Quality standards and performance
indicators allow the government-client to measure,
monitor and evaluate the performance of the provider
contractors in an objective and transparent way. Clear
rules also ensure the government is doing its part to
deliver services to citizens.

TARGET GROUP “Lbliz g

- Service providers

EXTERNAL INPUT Low (below 100 000 USD)

EXTERNAL
INVOLVEMENT

Short to Medium
(1 to 2 years)

DESCRIPTION

Supportinstandard-setting measures andinthe preparation
of contractual agreements are two types of accountability
initiatives which help government and service providers
identify, agree upon, document and commit to a framework
of relationships and duties.

Government standard-setting: States should adopt and
implement effective regulatory frameworks for all service
providers. Standards help establish clear targets and
procedures which guide the management of the utility,
its service delivery objectives, and quality standards.
Standard-setting for water service delivery includes the
setting of tariff rules and the approval of tariff increases;
setting norms for quality of service and environmental
protection.

EXPECTED OUTCOMES

OBJECTIVE 2:

Clearly define responsibilities
between stakeholders

\

service
providers

users/

communities

Performance-Based Contracts (PBCs) are negotiated legal
agreements between governments and publicly or privately
operated water utilities that deliver public water supply and
sanitation services. PBCs focus on results, thus encouraging
operators to be innovative and to find cost-effective ways
of delivering services. Along with increased autonomy
comes greater accountability for delivering the service
outcomes, since performance is measured against some
predetermined targets. Good performance is rewarded
while poor performance is sanctioned. Performance-based
contracts can be utilized not only to hold utility managers
accountable for improving performance, but also to ensure
that governments as owners do their part.

TRANSPARENCY ACCOUNTABILITY LINKS EFFICIENCY

Service providers and consumers
better informed of roles and
responsibilities in water
provision; providers” performance
information is made accessible.

Clear standards confer rights to
users (such as universal coverage,
environmental standards,
protection against monopoly
abuse); the tool defines targets

Operational efficiency;
improved billing and revenue
collection.

against which performance can be

monitored.

16 | Accountability in WASH | Reference Guide



2 B INSTRUMENTSTO CLARIFYTHE DELEGATION FROM GOVERNMENTTO SERVICE PROVIDERS
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

ESAs can play a role in contributing to balance of power
when it can be distorted in any one direction.

Working with governments through training packages,
self-assessment tools, and support for planning processes
can enable staff to better exercise their oversight function.
When dealing with small/medium service providers,
training and technical support at initial stages might also
be required.

PARTNERS AND INTERNAL CAPACITIES NEEDED

¢ National or local government should have the capacity
to monitor implementation (or to outsource monitoring).

e The operator must possess the capacity to achieve the
performance targets.

e (Capacity-building may be required for civil society
organisations to participate in monitoring when they
lack experience of working together with government or

CONDITIONS FOR SUCCESS

e Strong leadership and willingness of all stakeholders to
co-operate in the clarification of roles.

e Aconduciveinstitutional and legal framework supporting
agreements and effective standard-setting.

e An effective monitoring process of outcomes and
deliverables.

private-sector entities.

e |ocal governments/municipalities must have the human

and financial capacities to embark on PBCs, which can
be rather complex, particularly where international
operators are involved.

e The standards and content of contracts should be

concise and focused on SMART targets.

e Utilities and service providers must be incentivised

to meet performance standards through rewards and
bonuses that encourage good performance.

e Clear and accessible arbitration procedures have to be

in place.

EXAMPLE: THE USE OF PERFORMANCE CONTRACTS FOR INCREASING
EFFICIENCY OF URBAN WATER SERVICES IN BURKINA FASO

Reforms in the water sector in Burkina Faso have mostly
focused on improving the performance of the national
water utility, ONEA, through internal reforms. Three-
year performance contracts (Contrats plans) have been
signed with the Government of Burkina Faso since 1993.
The performance contracts set the targets for technical,
financial, and commercial performance which ONEA is
expected to deliver upon. The performance agreement
specifies 34 indicators that are monitored regularly by an
external technical auditor and a follow-up committee. The
committee includes representatives from the government

REFERENCES

Guidelines for performance-based contracts between
water utilities and municipalities — lessons learnt
from Eastern Europe, Caucasus and Central Asia —
OECD, 2011

Improving partnership governance in water services -
Themes: accountability and transparency, BPD, 2011

Performance Improvement Planning — Enhancing
Water Services through Performance Agreements
WSP, 2009
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as well as from ONEA and consumers. It meets thrice a
year and submits a report to the Board of Directors on the
performance of ONEA against the performance indicators.
Up until now, the performance criteria of the contracts
have largely been met. The utility has seen marked
improvement in water supply coverage, water losses,
collection efficiencies, metering, and cost recovery through
all these initiatives.

Source: Enhancing Water Services through Performance
Agreements WSP, 2009.



http://www.wsp.org/sites/wsp.org/files/publications/PIP5_Press.pdf
http://www.wsp.org/sites/wsp.org/files/publications/PIP5_Press.pdf
http://www.oecd.org/environment/outreach/48656736.pdf
http://www.oecd.org/environment/outreach/48656736.pdf
http://www.oecd.org/environment/outreach/48656736.pdf
http://www.oecd.org/environment/outreach/48656736.pdf
http://www.bpdws.org/web/d/doc_320.pdf?statsHandlerDone=1
http://www.bpdws.org/web/d/doc_320.pdf?statsHandlerDone=1
http://www.wsp.org/sites/wsp.org/files/publications/PIP5_Press.pdf
http://www.wsp.org/sites/wsp.org/files/publications/PIP5_Press.pdf
http://www.wsp.org/sites/wsp.org/files/publications/PIP5_Press.pdf

RESPONSIBILITY

Defining the roles and enabling
cooperation in service delivery

SUPPORTING SECTOR COORDINA-
TION AND SECTOR REVIEWS

Coordination mechanisms for the sector establish the
basis for improved stakeholder collaboration and set
the ground for a shared vision of the situation of the
sector, roles and responsibilities, and challenges ahead.
To be effective, these processes need to be inclusive,
regular and anchored with national ownership.

TARGET GROUP (ORI
- Regulator

EXTERNAL INPUT Medium (100 000-250
000 USD)

EXTERNAL

INVOLVEMENT Long ( More than 2 yearS)

DESCRIPTION

A sector-wide approach (SWAp) can be defined as “a pragmatic
approach to planning and management in the sector, which: 1)
identifies interrelated sector constraints and opportunities; 2)
addresses sector constraints and opportunities which require
coordinated action across actors and sub-sectors; and 3)
strengthens linkages between the sector policy, budget, activities
and results”

SWAps have been implemented in many sectors since the late
1990s, especially in health and education. Poverty reduction
strategies became an overarching framework for donor support
and SWAps were often seen as a mechanism to implement them.

EXPECTED OUTCOMES

OBJECTIVE 3:

Put coordination mechanisms in place

\

service
providers

/

users/

communities

SWAps implementation has been different across countries,
but common features include a) the development of national
policies and plans for the sector (if needed), b) development of
a single sector budget linked to the plans, c) Establishment of
multi-stakeholder regular coordination (including government,
main donors, main implementing agencies, some CSO, etc.),
sometimes organised in working groups by topic; and d) an
annual Sector Review Workshop where a more comprehensive
review of progress is presented (through a Sector review report),
and challenges and commitments for next period/year discussed.

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION § EFFICIENCY

A clearer overview of
institutional roles and

The presentation and
discussion of sector
performance issues at
joint sector reviews have
improved in general
sector reporting. The
process of sector review
and the production of
sector budgets have
encouraged greater
external scrutiny.

this process.
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responsibilities, and better
coordination across different
stakeholders, is at the heart of

SWAps involve A closer linkage

a greater between planning
involvement and finance is

of civil society expected, together
and private with better donor
sector in sector coordination,
discussions. leading to a

clearer shared
understanding
of the sector as a
whole.



3 A SUPPORTING SECTOR COORDINATION AND SECTOR REVIEWS
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Support the processes that lead from the evidence shown
in sector reports to specific decisions/modifications of the
Sector Plans; ESAs should show long term commitment
to the process as such to avoid losing momentum in
difficult times, but try to build national ownership to it;
support to periodical review meetings.

Provide capacity development at governmental level:
provide technical support at the initial stages, especially
for the preparation of the first sector reports; support
in-depth studies or relevant aspects to the sector, e.g.
financial viability, sustainability of water services, etc.
support plurality through the inclusion and meaningful
participation of CSO and private sector.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e Specialized partners/consultants can be needed to make
sector reports at the initial stages.

CONDITIONS FOR SUCCESS

¢ Willingness of ESAs to coordinate and pool resources
(rather than to divide & rule).

¢ Balance long-term and short-term objectives so that
stakeholders see the impact of the coordination efforts.

e Ensure that links with other ministries can happen when
the challenges ahead are beyond the sector ministry
(E.g. decentralisation).

e Qualified human resources to participate in the strategic
discussions of the sector working groups.

e Showecase the benefits of cooperation, especially within
the government, since lack of incentives for cooperation
is hindering the effectiveness of SWAp.

e Develop a performance management framework that
can be measured every year to allow for evaluation of
progress over several years.

¢ Inthe case of water, where many ministries are normally
involved, the definition of water should not be over-
ambitious, to keep the SWAp manageable.

EXAMPLE: THE JOINT SECTOR REVIEW IN UGANDA

Joint Sector Reviews (JSRs) have been held since 2000
in Uganda. Significant advances in the development of
a sector investment plan occurred in 2003. At the same
time, a performance monitoring system was launched and
became operational in 2004. Until now, the sector-wide
approach has expanded to include urban water supply
and sanitation, water for production and water resources
management. From 2007, all donors joined a single sector
programme support vehicle that provided sector budget
support as well as capacity building through a basket
fund known as the Joint Partnership Fund. Hence JSRs,

REFERENCES

Rethinking Health Sector Wide Approaches through the
lens of Aid Effectiveness, McNee, A, 2012

Sector-wide approaches (SWAps) in health: what have we
learned? Health Policy and Planning 2012; 1-7, Peters,
D.H., Paina, L. & Schleimann, F, 2012

Financing of the water, sanitation and hygiene sector
in _Uganda WaterAid and Development Finance
International, 2012
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supported by working groups and a comprehensive sector
performance report, have helped link decision-making to a
balanced set of indicators including access; functionality;
equity; and value for money. However, more emphasis
should be placed on implementation monitoring, a
point that is recognised and is being addressed by the
government.

Source: Study of SWAP in the Water Sector. Tools and
Methods Series, Reference Document 16, 2011 Europe Aid.



https://ec.europa.eu/europeaid/sites/devco/files/study-swap-wate-sector-2011-11-1_en_11.pdf
https://ec.europa.eu/europeaid/sites/devco/files/study-swap-wate-sector-2011-11-1_en_11.pdf
http://devpolicy.org/rethinking-health-sector-wide-approaches-through-the-lens-of-aid-effectiveness20120220/
http://devpolicy.org/rethinking-health-sector-wide-approaches-through-the-lens-of-aid-effectiveness20120220/
http://heapol.oxfordjournals.org/content/early/2012/12/11/heapol.czs128.short
http://heapol.oxfordjournals.org/content/early/2012/12/11/heapol.czs128.short
http://heapol.oxfordjournals.org/content/early/2012/12/11/heapol.czs128.short
http://www.wateraid.org/uk/what-we-do/policy-practice-and-advocacy/research-and-publications/view-publication?id=db67087d-6f01-4cd1-a3d5-989082ba504e
http://www.wateraid.org/uk/what-we-do/policy-practice-and-advocacy/research-and-publications/view-publication?id=db67087d-6f01-4cd1-a3d5-989082ba504e
http://www.wateraid.org/uk/what-we-do/policy-practice-and-advocacy/research-and-publications/view-publication?id=db67087d-6f01-4cd1-a3d5-989082ba504e

ANSWERABILITY

Informing, consulting and
including stakeholders

REALTIME MONITORING OF WATER
AND SANITATION SERVICES

The primary accountability benefits for using real time
monitoring are to strengthen users’ voice in water
supply and sanitation accountability systems and to
increase transparency. Real time monitoring requires the
participation of end users in the collection of data.

User generated information can be used as medium
for monitoring, education, advocacy, and awareness on
social and political matters involving water supply and
sanitation development.

- Government

- Regulator

- Service providers

High (+ 250 000 USD)

TARGET GROUP

EXTERNAL INPUT

EXTERNAL
INVOLVEMENT

Long (over 2 years)

DESCRIPTION

Mobile applications can be used in information campaigns
on water issues, for mobile payment and information
sharing on sector funds, for two-way communication
between citizens and water service providers, to facilitate
data collection and monitor the status of water sources
and consumer feedback through online platforms.

The most popular crowd-sourcing tool used in the WSS

sector is real time Water or Sanitation services mapping.
Using software and web hosting, water users can report

EXPECTED OUTCOMES

OBJECTIVE 4:

Enhance the flow of information and
use of consumer feedback

users/
communities

service
providers

daily on issues such as service hours, illegal connections,
water tariff, water leaks and water quality. The results are
linked to a database and then published. The visualisation
tool enables national authorities and/or donors to follow
their infrastructure investments, allows transparent tariff
settings that reward good performance and highlight
inefficiencies. The method also provides for a potential
two-way communication that utilities may not have had
before, and has a great potential to help local government
support and oversight community-based services.

TRANSPARENCY ACCOUNTABILITY LINKS @ PARTICIPATION g EFFICIENCY

Real time user feedback
reduces space for corrupt

A new picture of
the service level is
provided; improved
information for
service delivery
decisions and clear
inputs into decision-
making processes.

understanding of their

service delivery.
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practices; users gain a fuller

entitlements, of their current
service situation and the range
of possibilities for policy and

Improvement of
government and
service providers’
information systems,
increased equity

in service delivery,
increased users’
willingness to pay for
services, increased
efficiency of resources.

Local users
groups gain
knowledge and
data that can be
used to demand
improved
services.



4 A REALTIME MONITORING OF WATER AND SANITATION SERVICES
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Secure organisational support that focuses on linkages
between actors and how these can be strengthened and
sustained; support so that the information generated can
be an input to planning and decision-making processes at
local government level, and support capacity development
if required; long-term funding commitments are essential.

Actions to strengthen the capacity of WSS providers and
governments to respond to and act upon user-generated
data (training, tailored advice from consultants or external
experts, etc.).

PARTNERS AND INTERNAL CAPACITIES NEEDED

e Water service providers need to have the capacity,
willingness and the mandate to respond to and act upon
the information generated.

e Users need to have access to mobile phone network
coverage even outside country capitals, and the costs of
mobile data transfer should be reasonable.

e Government buy-in: Linking the mapping exercise to
existing policy and planning processes demonstrating

CONDITIONS FOR SUCCESS

¢ Realtimemonitoringinitiatives needto beinstitutionalised
in and aligned with government structures - and not
compete with or undermine them.

e Feedback from users needs to be clearly recorded and
acted upon; otherwise users’ fatigue will make the system
cease to function very soon.

e Communication strategy to inform about the initiative;

the potential increase in efficiency can help to gain this
support.

e Willingness and capacity of key stakeholders (operators,

civil society organisations, government institutions
etc.) to work in partnership — stakeholders need to have
the institutional capacity (including human resources),
the commitment, access to funding, and clear
responsibilities to sustain the tool over time.

and show the
participation.

responses and impact of people’s

e Measures to encourage participation of women must be

taken, taking into account their reduced access to mobile
technology.

e |ssues around privacy and security must be addressed.
¢ To sustain citizen mobilisation in the long run, interaction

is vital as well as visible impacts.

EXAMPLE: MOBILE FOR WATER (M4W) IN UGANDA

M4W aims to improve functionality of rural water points
using mobile phone technology. The project has two main
components; 1) baseline data collection and, 2) problem
reporting. Baseline data is collected on the location, current
status, repairs, and service history of water points. The
information created by the system is later used by the District
Water Officer to update the district and central database.
The system also allows water users to report problems with
their water points by sending an SMS to a short code. The
SMS is sent to the district and to the Ministry of Water and
Environment after which a notification is sent to the Hand
Pump Mechanic (HPM) responsible for the specific water
point. After the notification, the HPM has 48hr to do an
assessment of the problem using a form in the phone. When

REFERENCES

Mobile phones and water point mapping. Rural water
supplies collaborative: quick read, issue no. 1; Kleemeier,
Elizabeth; Kazadi, Joy - Washington, DC: World Bank, 2011

Water Point Mapping in Liberia using FLOWTechnology, WSP
Project Summary

Water Point Mapping — the experience of SNV in Tanzania
2010

WASH: Mobile Phone Applications for the Water, Sanitation,
and Hygiene Sector, Misha Hutchings, Anurupa Dey,
Meena Palaniappan, Dr. Veena Srinivasan, Nithya
Ramanathan, JohnTaylor, Pacific Institute, 2012

21 | Accountability in WASH | Reference Guide

the water point is repaired, a final form is sent to the district
and ministry and a verification form in paper format is filled
out and signed off by the water user committee.

Source: "You Can’t Cheat the Community Anymore’ — Using
Mobiles to Improve Water Governance. Hellstrom, J.,
Jacobson, M. In Niang, |., Scharff, C., (eds.) Proceedings of
4th International Conference on M4D Mobile Communication
for Development, 2014.



https://upgraid.files.wordpress.com/2009/11/m4d2014_proceedings_hellstrom_jacobson.pdf
https://upgraid.files.wordpress.com/2009/11/m4d2014_proceedings_hellstrom_jacobson.pdf
https://upgraid.files.wordpress.com/2009/11/m4d2014_proceedings_hellstrom_jacobson.pdf
https://upgraid.files.wordpress.com/2009/11/m4d2014_proceedings_hellstrom_jacobson.pdf
https://upgraid.files.wordpress.com/2009/11/m4d2014_proceedings_hellstrom_jacobson.pdf
https://upgraid.files.wordpress.com/2009/11/m4d2014_proceedings_hellstrom_jacobson.pdf
https://upgraid.files.wordpress.com/2009/11/m4d2014_proceedings_hellstrom_jacobson.pdf
https://upgraid.files.wordpress.com/2009/11/m4d2014_proceedings_hellstrom_jacobson.pdf
https://www.wsp.org/sites/wsp.org/files/publications/WSP-FLOW-Liberia-Watermapping-Summary.pdf
https://www.wsp.org/sites/wsp.org/files/publications/WSP-FLOW-Liberia-Watermapping-Summary.pdf
http://www.snv.org/sites/www.snvworld.org/files/publications/water_point_mapping-_the_experience_of_snv_tanzania1.pdf
http://www.snv.org/sites/www.snvworld.org/files/publications/water_point_mapping-_the_experience_of_snv_tanzania1.pdf
http://pacinst.org/publication/mwash-mobile-phone-applications-for-the-water-sanitation-and-hygiene-sector/
http://pacinst.org/publication/mwash-mobile-phone-applications-for-the-water-sanitation-and-hygiene-sector/
http://pacinst.org/publication/mwash-mobile-phone-applications-for-the-water-sanitation-and-hygiene-sector/
http://pacinst.org/publication/mwash-mobile-phone-applications-for-the-water-sanitation-and-hygiene-sector/

ANSWERABILITY

Informing, consulting and
including stakeholders

CITIZEN REPORT CARDS

Citizen Report Card (CRC) is a feedback mechanism
which measures citizens’ access to and satisfaction with
services.

By systematically gathering, analysing and disseminating
user feedback, the CRC provides the information needed
for communities, civil society organisation or local
governments to hold service providers to account. It
also generates information needed by service providers
to improve the delivery of water and sanitation services.

- Service providers

TARGET GROUP - CSOs/NGOs
- Regulator
EXTERNAL INPUT Medium

(100 000 - 250 000 USD)
Short (below 1 year)

EXTERNAL
INVOLVEMENT

DESCRIPTION

Citizen Report Cards (CRC) is a survey tool which enables
individual users to rate water service providers on their
performance in an attempt to push them to improve.

The knowledge generated provides decision-makers with
better information on citizen’s needs and priorities and key
service-delivery bottlenecks. Implemented regularly, CRC
can be used as a benchmarking tool.

EXPECTED OUTCOMES

OBJECTIVE 4:

Enhance the flow of information and
use of consumer feedback

users/
communities

service
providers

Citizen Report Cards is also an instrument for demanding
public accountability through media coverage and civil
society advocacy. The process informs citizens on norms
and standards for service delivery. CRCs can be carried out
by civil society organisations or independent regulatory
bodies.

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

A new picture of the service level
is provided based on consumers’
feedback; low performance areas
and incidents of corruption are
identified.

Needs and concerns of current

and potential users are brought to
the attention of policy makers and
service providers; legitimacy of
civil society and users to participate

The process and dissemination
of results can facilitate linkages
among actors and encourage
engagement in WSS issues.

in policy discussion is increased;
users gain a better understanding
of their entitlements; WSS issues
are put on the political agenda;
service providers gain information
on consumers’ expectations;

the process contributes to multi
stakeholder exchanges which can
build trust over time.
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4 B CITIZEN REPORT CARDS
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Sustained follow-up and pressure may be required
to translate CRC findings into actual reforms. Long-
term support from donors can also encourage steps to
institutionalise CRCs as a source of regular feedback on
the performance of service providers.

Building capacities of partners in survey methodology,
including statistical analysis. ESAs can help facilitate
the engagement of public institutions and providers by
involving key actors in training events and preparatory
sessions. Support dialogue for discussion of findings and
way forward.

PARTNERS AND INTERNAL CAPACITIES NEEDED

Universities / research groups / skilled human resources
and a dedicated organisation to sustain the process.
Openness of service providers to receive feedback.
CSOs or user associations must be seen as credible
and representative by all involved. In particular, they
need to be able to retain a non-partisan position in their
communication with service providers and in facilitating
user engagement.

Presence of an active and independent media and civil

CONDITIONS FOR SUCCESS

Technical expertise in the design, implementation and
analysis of the Citizen Report Card.

Strong local ownership.

Constructive dialogue - Itiscrucial that meetings between
users and service providers remain constructive and
focussed on the problem at hand.

Political receptivity - Country contexts which are open
to civil society/citizen advocacy and external pressure to

society that is willing and able to use information to
press for accountability and reforms.

e Reform-minded top public officials who are willing and
able to use the information to implement changes in
service provision.

e Team up to combine with other public services
monitoring.

engender public service improvements.

* Combine scorecard strategies with strategies like the
creation of an independent anti-corruption agency or
ombudsman.

e Citizen report cards are more likely to succeed in
contexts where there is perceived competition among
service providers.

EXAMPLE: CITIZEN'S REPORT CARD ON URBAN WATER AND SANITATION
SERVICES IN KENYA

Citizens in three towns of Kenya (Nairobi, Mombasa and
Kisumu) were assisted to directly access information on
the quality of urban water and sanitation service delivery
in their communities. This enabled quality dialogue
between grassroots communities and service providers,
strengthened civic engagement in the sector and led to
new commitment by policy makers to institutionalise third
party oversight and feedback. The lessons learnt from

REFERENCES

Citizen Report Card Manual , UNICEF Vietnam

E-Learning Toolkit on the Citizen Report Card (CRC)

methodology, online tool-kit for self-learning on CRC
methodology, Asian Development Bank (ADB), Manila

Citizen Report Card, UNDP Governance Assessment Portal,

Fact sheet Citizen Report Card , Social Accountability

e-guide, the World Bank

23 | Accountability in WASH | Reference Guide

the initiative suggest that building citizen awareness and
investing in channels for participation between citizens and
providers can enhance service transparency and lead to
increased ownership of development processes.

Source: Promoting voice and accountability in urban water
and sanitation services — lessons on introducing demand-
side accountability tools in Kenya, World Bank, 2011.



http://documents.worldbank.org/curated/en/538121468047727200/pdf/633470WP0Promo00Box0361513B0PUBLIC0.pdf
http://documents.worldbank.org/curated/en/538121468047727200/pdf/633470WP0Promo00Box0361513B0PUBLIC0.pdf
http://documents.worldbank.org/curated/en/538121468047727200/pdf/633470WP0Promo00Box0361513B0PUBLIC0.pdf
http://www.unicef.org/vietnam/citizen_TA.pdf
http://www.citizenreportcard.com/
http://www.citizenreportcard.com/
http://www.citizenreportcard.com/
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/3_Citizen%20Report%20Card.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/3_Citizen%20Report%20Card.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/3_Citizen%20Report%20Card.pdf

ANSWERABILITY OBJECTIVE 4:

!nforn”!mg, consulting and Enhance the flow of information and
including stakeholders use of consumer feedback

COMMUNITY SCORECARDS

The distinguishing characteristic of the Community
Scorecard  (CSC) mechanism of demanding
accountability is to include constructive engagement
and dialogue between providers and users. CSC
contributes to greater accountability of service providers
to the users in three ways: it strengthens citizens’ voice,
helps providers to understand and respond to users’
preferences as well as to chart their own performance
and facilitates collective problem-solving by actors
across the supply and demand side.

TARGET GROUP R users/ service
Medium communities providers

EXTERNAL INPUT | 160 000 - 250 000 USD)

EXTERNAL Short to medium

INVOLVEMENT (1 year)

DESCRIPTION

Community Scorecards (CSC) is a participatory, community- CSC are used to:

based monitoring and evaluation tool. The process e inform community members about available services
combines the participatory quantitative surveys used in the and their entitlements.

Citizen Report Cards with community meetings. Citizens e solicittheir opinions about the accessibility and quality
are participants: they provide the feedback on service of these services.

providers, analyse the information, and directly express e using the CSC result as a basis for dialogue, enable
their concerns to service providers. users to voice their opinion and demand improved

service delivery from service providers.
e formulate Joint Action Plans and collective responses
to service-delivery gaps.

EXPECTED OUTCOMES

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

A more accurate picture of the Inputs from users make service Development of Joint
service level is generated; users providers accountable for any Action Plans encourages
are informed about their rights lapse or poor condition of inclusiveness, local problem-
and constraints faced by service services; mechanism promotes solving and consensus;
providers; performance criteria communication and co-operation development of mutual areas
for benchmarking the quality of between users and service of rights and responsibility.
services are generated; potential providers and creates a habit of
incidents of corruption are engagement; confidence in the
identified. service provider is enhanced in the

process.

24 | Accountability in WASH | Reference Guide



4 C COMMUNITY SCORECARDS
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORT TO AGENTS

ESAs can help strengthen communication and policy
influencing, based on the evidence and information
gathered by the CSC, targeting different stakeholders and
using brokers.

Build the capacities of stakeholders to ensure the process
is prepared and implemented in a professional manner
and meetings are facilitated effectively. ESAs can also
support the process by making sure all stakeholders are
included and by identifying key individual champions for
the programme.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e Service providers/government officials who are
receptive to the problems identified by users and their
suggestions for change.

e The organisation facilitating the process must be a
technicallycompetentintermediarytobrokerconstructive
relationships between different stakeholders.

e (CSO channelling user voices into the process must have
the competencies and resources (technical and analytical)

CONDITIONS FOR SUCCESS

e Participation/buy-in of the service provider and decision-
makers.

* An action-oriented and constructive dialogue.

e Networking and building partnership for impact -
Important that findings of the CSC are fed back at the
local level and to senior officials and decision-makers,
especially when service providers at the local level do
not have the capacity or leverage to make decisions or
implement change.

¢ Focus on the right key entry points, highlighting issues
which communities themselves can address versus

to interact with users, providers and other stakeholders,
collate, interpret and communicate information. They
must also have political skills and a good understanding
of the local socio-political governance context.

e Championing of the process by high-level leadership
has been identified as a key enabling factor.

issues which need action from state officials/service
providers as well.

e Need for a strong public awareness and information
dissemination campaign to ensure effective community
participation.

e Coordinated follow-up to implement proposed solutions.

e (CSC gain in usefulness when repeated consistently.

¢ Need for institutionalisation of the process- Externally
driven CSC are often less sustainable than tools such
as surveys unless they are adopted and acted on by the
utilities themselves.

EXAMPLE: COMMUNITY SCORECARDS IN UGANDA

A programme focusing on improving governance,
transparency and communication in water service delivery
in Wobulenzi (Uganda) aimed to engage communities in
the Town Council to work in partnership with the service
providers in order to improve the quality of water service
delivery. The approach combined the use of citizen report
cards (CRC) and community score cards (CSC) to create
dialogue between users, providers and government and to
promote civic participation in monitoring and improving the
water service provision. The results of the 2008 and 2009
CRC surveys indicated that water provision in Wobulenzi

REFERENCES

Community Scorecard Factsheet, Social Accountability
e-guide, the World Bank

Community Scorecard, UNDP Governance Assessment
Portal

The political economy of community scorecards in Malawi,
ODI 2012.

25 | Accountability in WASH | Reference Guide

improved after the deployment of social accountability
tools. Overall, the water programme significantly improved
the relationships among Wobulenzi’s various water sector
stakeholders. Test results indicated that water quality had
generally improved.

Source: Improving governance in the water sector through
social accountability, communication and transparency
— process, experience and lessons using the community
score card in Uganda, Cate Zziwa Nimanya, 2010.



http://www.ircwash.org/sites/default/files/Nimanya-2010-Improving.pdf
http://www.ircwash.org/sites/default/files/Nimanya-2010-Improving.pdf
http://www.ircwash.org/sites/default/files/Nimanya-2010-Improving.pdf
http://www.ircwash.org/sites/default/files/Nimanya-2010-Improving.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/1_Community%20Scorecard.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/1_Community%20Scorecard.pdf
http://www.gaportal.org/resources/672
http://www.gaportal.org/resources/672
https://www.odi.org/sites/odi.org.uk/files/odi-assets/publications-opinion-files/7543.pdf
https://www.odi.org/sites/odi.org.uk/files/odi-assets/publications-opinion-files/7543.pdf

ANSWERABILITY

Informing, consulting and
including stakeholders

INFORMAL MECHANISMS FOR IN-
FORMATION DISSEMINATION

Informal information dissemination is a one-way
information flow to the public where non-governmental
actors or the media make a decision, at their own
initiative, to exercise citizen's rights to obtain information
on water services in instances where formal information
mechanisms are insufficient or absent.

TARGET GROUP ) ﬁ,,seg,s; S

EXTERNAL INPUT Medium (100 000 - 250 000)
EXTERNAL

INVOLVEMENT Medium (1 to 2 years)

DESCRIPTION

Civil society organisations and the media play an important
role in proactively obtaining, analysing and disseminating
information to water users. Informal information tools
include information campaigns, dissemination of NGO
findings, community education efforts of the media or
NGOs, budget demystification or dissemination of public
expenditure tracking and public monitoring results.
Information dissemination by external non-governmental
actors is voluntary and supposes government and utilities
answer positively to their demands for information.
Utilities and governments can also take the initiative to
inform users even though they are not obliged to do so,
and may use informal tools to do so.This type of outreach
can be a first step to two-way dialogue and consultation.

EXPECTED OUTCOMES

OBJECTIVE 5:

Improve consumers’ access to
information

users/
communities

service
providers

e Strengthening investigative capacities of the media -
the training of journalists and/or supporting the creation
of expert journalist networks can be an option.

¢ Using legal empowerment programmes for the poor to
inform communities about water services Community-
based paralegals (legal counsellors) can educate whole
communities about their rights to water and sanitation,
increasing citizens’ organisation and helping them
demand more from their governments.

e Support to budget literacy campaigns - raising the
levels of budget literacy and awareness of civil society
organisations, parliamentarians and journalists is also
an important input.

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

Enhanced consumer access
to relevant information about
services, entitlements and
responsibilities.

Reduced opportunities for
corruption; increased access to
information about government
and service providers’ policies and

Conditions are created for
an enhanced engagement of
water users in accountability
mechanisms.

actions contributes to empower
citizens to act on it; capacity of

local organisations to influence
decision-making is enhanced.

26 | Accountability in WASH | Reference Guide



5 A INFORMAL MECHANISMS FOR INFORMATION DISSEMINATION
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

One key step can be to strengthen legal and regulatory
frameworks to enhance the freedom and plurality of
information sources. ESA which work through or in close
contact with governments can also play a crucial role by
encouraging positive responses by the government to
the demands for information of civil society. However, it
is important at this stage to gain a fuller understanding
of the relationships between transparency, access to
information, capacity constraints and accountability.
For example, laws promoting access to public budget
information in Peru have not increased the oversight role
of civil society because people do not understand the
information or how to act on it.

Building or strengthening CSOs’ professional skills for
analysis, communication and advocacy. Ensure that
support to specific actors occurs within a wider systems
approach (thus avoiding capacity imbalances and the
scope for “capture” by dominant actors) and is inclusive.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e An active and independent media is a critical part of
several of the successful cases.

CONDITIONS FOR SUCCESS

¢ Information needs to be reliable, accessible,
understandable and presented in a manner that allows
citizens to engage.

e Improving consumers’ access to information requires
that the state and service providers are willing and able
to share information with civil society, the media and
citizens following their demands.

e Civil society organisations need to be willing to use

information to press for accountability and reforms.

e Information for its own sake is not enough - the

information needs to be used locally to empower
communities and groups to improve their access to
services.

EXAMPLE: DEVELOPING THE MEDIA'S ROLETO STRENGTHEN SOCIAL
ACCOUNTABILITY IN WASH INWEST AFRICA

The West Africa WASH Journalists Network (WASH-JN)
was formed in late 2010 with the support of the Water
Supply and Sanitation Collaborative Council and WaterAid
in West Africa. Its objective is to leverage the voices of the
poor and to influence policy change and accountability
through the collective power of media in the region.
WASH-JN members publish stories on past budgetary
allocations to the WASH sector that have not yielded
tangible results to increase access, and they raise public
awareness on the ESAs Input and impact of corruption

REFERENCES

Budget Literacy campaigns, Social Accountability
e-guide, the World Bank

Access to Information Monitoring, UNDP Governance
Assessment Portal

Information campaigns,
e-guide, the World Bank

Social  Accountability
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in the sector. Some of the network’s members organise
training workshops for journalists on WASH budget
tracking and monitoring to enable them to follow WASH
funds. Through a “WASH story” competition, network
members are encouraged to investigate and report WASH
stories on transparency and accountability.

Source: Mass Media to solve WASH challenges of the
urban and rural poor, Case Information Sheet — West
Africa —Water Integrity Network, 2012.



http://www.solutionsforwater.org/solutions/mass-media-as-a-tool-of-solving-wash-challenges-of-the-urban-and-rural-poor
http://www.solutionsforwater.org/solutions/mass-media-as-a-tool-of-solving-wash-challenges-of-the-urban-and-rural-poor
http://www.solutionsforwater.org/solutions/mass-media-as-a-tool-of-solving-wash-challenges-of-the-urban-and-rural-poor
https://saeguide.worldbank.org/budget-literacy-campaigns
https://saeguide.worldbank.org/budget-literacy-campaigns
http://torodev.co.ug/improving-local-governance-for-improved-service-delivery-through-fm-radio-broadcasting-in-the-rwenzori-region-project-assessment-report/
http://torodev.co.ug/improving-local-governance-for-improved-service-delivery-through-fm-radio-broadcasting-in-the-rwenzori-region-project-assessment-report/

ANSWERABILITY OBJ ECTlVE 5:

!nform_mg, consulting and Improve consumers’ access to
including stakeholders information

DISCLOSURE OF INFORMATION BY
STATE AGENCIES AND SERVICE PRO-
VIDERS

Formal public disclosure of information by water service
providers and government is a transparency mechanism
which is made obligatory or statutory. It allows water
users to scrutinise the performance of government
agencies and hold public and private utilities to account

for their services.

- Government

- Service providers
TARGET GROUP

- Regulatory agency .

- CSOs/NGOs L service

. communities providers

EXTERNAL INPUT Medium

(100 000-250 000 USD)
EXTERNAL
INVOLVEMENT Medium (1 to 2 years)

DESCRIPTION

Formal or statutory information tools are publication resources or information about the current level of
of information conducted directly by utilities and service (e.g. tariff systems, quality of water, financial
governments, or indirectly through regulatory bodies, and information).

backed by a legal obligation on the decision-makers to

inform users and citizens. These can consist of: Supporting the establishment of Citizen Service Centres

e Transparency mechanisms to hold water service can help make the functioning of local bodies or service
providers accountable detailed in legislation, stipulated providers more transparent and citizen-friendly. Citizen
inthe contracts or as one of the powers of anindependent Service Centres are one-stop-shop information and
regulator. application windows where citizens can interact with public

e Governments making information available on current officials and obtain a clear understanding of their rights
and planned water and sanitation law, policies and regarding licenses, permits and the delivery of services.
programmes, allocation and implementation of public

EXPECTED OUTCOMES

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

Enhanced consumer access Reduced opportunities for Conditions are created for
to relevant information about corruption; increased access to an enhanced engagement of
services, entitlements and information about government water users in accountability
responsibilities. policy and actions contributes mechanisms.

to empower citizens to act on it;
capacity of local organisations

to influence decision-making is
enhanced; regulatory credibility
and predictability; increased trust
and confidence between users,
government and service providers.
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5 B DISCLOSURE OF INFORMATION BY STATE AGENCIES AND SERVICE PROVIDERS
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

ESAs can support the development and use of access
to information law, i.e. initiatives of citizens and citizen
groups using the formal procedures of legislation to
obtain information.

ESA can help governments improve transparency
through programmes of capacity development for local
leaders; support for the institutionalisation of transparent
information and reporting mechanisms; support to
communication strategies that ensure information
in all relevant languages is easily accessible; broker
partnerships with CSOs to channel information or optimise
the implementation of e-government. ESAs’ intervention
can also focus on developing the capacity of service
providers to make data useful for users, i.e. information
that is presented locally in clear format with no jargon
and with illustrations, to publishing regular performance
data and to reaching a wide audience through direct and
indirect mechanisms such as community outreach.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e (CSOs and/or the media must have analytical skills to understand and analyse publicWSS information as well as reports

on revenues and expenditures.

CONDITIONS FOR SUCCESS

¢ |nformation should be reliable, accessible,
understandable and presented in a manner that allows
citizens to engage; Information should be produced on
a regular basis, and provide key performance indicators
that allow for evaluation of progress.

e Public information sharing mechanisms need to be
supported by a capacity to maintain information up to
date and to ensure quality. Thus there is a need for a basic
allocation of resources and appropriate communication
channels.

e Information for its own sake is not enough: the
information needs to be used locally to empower
communities and groups to improve their access to
services.

e To effectively influence administrative culture and
bureaucratic routines, the use of information laws will
require supportive political, economic, or socio-cultural
environments, adequate bureaucratic and public
education, training, and capacity building.

EXAMPLE: USING INDIA'S RIGHTTO INFORMATIONTO ENFORCE RIGHTSTO

WATER AND SANITATION

Three days after submitting a right to information application,
a leaking water pipe was replaced in part of the city (Pandav
Nagar). The pipe had leaked since it was laid, but previous
complaints had been to no avail. The residents asked in their
application about the status of their earlier complaints, the
names of officials dealing with those complaints, the contract
for the laying of the pipeline, the completion certificate for the
works, and names of officials who issued it. In another part
of the city, a slum colony called Sundernagari in East Delhi,
residents had struggled for 20 years to get sewers laid without
success. As a result, people relied upon public toilets and
women faced particular problems. In 2002, a social activist
made an application under the Right to Information Act seeking

REFERENCES

The International Benchmarking Network for Water
and Sanitation Utilities website
Citizen Service Centres, Social

e-guide, the World Bank
Citizen Charters, Social
the World Bank

Accountability

Accountability e-guide,
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information on the sewer system and asking when it would be
functioning in their area. Reminded that the earlier provision
of false information could lead to deductions in their salaries,
the officials reacted by undertaking the survey work, and after
residents lobbied the chief minister (the head of Delhi state),
armed with information at their disposal, expenditure for the
sewage system was approved and contracts were awarded for
the work.

Source: Improving Transparency, Integrity and Accountability
in Water Supply and Sanitation — Action, Learning Experiences,
p. 93, Box 3.1 the World Bank, 2009.



http://www.oecd.org/env/outreach/44475062.pdf
http://www.oecd.org/env/outreach/44475062.pdf
http://www.oecd.org/env/outreach/44475062.pdf
http://www.ib-net.org/
http://www.ib-net.org/
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/3_Citizen%20Service%20Centers.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/3_Citizen%20Service%20Centers.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/2_Citizens%27%20Charter.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/2_Citizens%27%20Charter.pdf

ANSWERABILITY

Informing, consulting and
including stakeholders

PUBLIC EXPENDITURE TRACKING
SURVEYS

Involving a broad range of actors in the tracking of public
expenditure in the water sector can contribute to creating
a space for all stakeholders to engage, on an equal
footing, in informed policy debates on service delivery.
Inclusive Public Expenditure Tracking Survey (PETS)
processes enable users to assess performance in public
service delivery and uncover information, which in some
cases can lead to enforcing by citizen groups.

- Government
TARGET GROUP - CSOs/NGOs
EXTERNAL INPUT Medium

(100 000 — 250 000 USD)

EXTERNAL
INVOLVEMENT

DESCRIPTION

A Public Expenditure Tracking Survey (PETS) is a
methodology for tracking the flow of public resources
through various levels of government to the end users, and
identifying leakages. In the water sector, it measures the
efficiency of public resources from the central government
through the administrative hierarchy and out to frontline
service providers such as municipalities or utilities providing
water and sanitation.

Medium (1 to 2 years)

EXPECTED OUTCOMES

OBJECTIVE 6:

Create spaces for stakeholder
participation and influence

/

users/ service

communities providers

As a participatory tool, PETS is used by civil society
organisations to create a process, dynamics and attitude
changes of stakeholders involved in the water delivery
framework. Consultations, dissemination, and the feedback
process help to create a platform for central and local
authorities to cultivate trust and create the incentive for
them to work towards a common goal. This in turn should
lead to an increase of accountability and responsiveness of
local governments and result in improved services.

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

PETS identify problems
of bureaucratic
bottlenecks, inefficiencies,
corruption and leakages.
They provide a baseline
against which to monitor
budget disbursements,
through subsequent
surveys. PETS findings
illustrate areas where
information asymmetries
exist among agencies and
external stakeholders.
oversight).
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PETS can stimulate citizens” demands to local
decision-makers for transparency and performance
(political oversight) and are likely to influence the
attitude of civil servants to respond better to local
needs and encourage more equitable spending;
empower local decision-makers to hold their
administrative bureaucracy to account (horizontal
accountability); empower elected officials to demand
better accountability from service providers in their
locality (contractual oversight); and contribute to

a better appreciation by citizens of the situation of
service providers by providing clarity on the role
and limitations of service providers (client-based

Access to expenditure
data, consultations,
dissemination, and
feedback processes
give stakeholders

the ability to engage
government on issues
of public spending.



6 A PUBLIC EXPENDITURE TRACKING SURVEYS
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Commitment to engage with local partners in an open and
informed dialogue on the strengths and weaknesses of
existing water service delivery systems; Support the use
of generated information and make sure that it impacts on
the processes that control and influence the management
of public finance and service delivery; ensure adequate
time and resources are set for completion, based on the
scope of the PETS.

Engage with government officials to obtain their support;
Develop strategic partnerships between relevant
ministries, universities and local research institutes and
civil society to promote the impact.

PARTNERS AND INTERNAL CAPACITIES NEEDED

Reliable, knowledgeable and independent team to lead
the survey effort (a specialised NGO, team of consultants,
local university, etc.).

Active involvement of citizens in collection of information
(aboutservices, entitlements and responsibilities) as much
as possible rather than delegating the whole process to
an NGO. In this approach, it is important to build capacity
on budget issues in particular and to provide information
about rights and accountability mechanisms. NGOs can
support the process by providing relevant information
and facilitating dialogue with other stakeholders. In cases

CONDITIONS FOR SUCCESS

Policy impact of PETS processes is enhanced when they
are part of a set of initiatives aimed at improving local
awareness of entitlements and build a stronger demand
for accountability from the bottom.

Public availability and reliability of budgetary and
expenditure information, and clear allocation rules.
Strong country ownership, strategic partnerships and
effective follow-up — PETS design should take into
consideration accountability bottlenecks, potential
resistance to change, policy questions, institutional
framework and incentives. The goals need to be clearly

where accurate expenditure/transfer records may not
exist, CSOs can play an importantrole in tracking transfers
in collaboration with local level service providers and
users. CSOs have also a key role to play in disseminating
PETS findings.

e Strong government ownership and willingness from

the public sector to support attempts to improve
accountability. Actually addressing problems identified,
or even accepting that they exist, depends first and
foremost on the political will to deal with them.

defined, to ensure usefulness and feasibility of results.
Ensure that the data collection strategy is based on a
combination of information from different sources. It
is essential to involve the different stakeholders in the
design of the methodology.

* Importance of dissemination and communication

strategies — Tracking information and reports need to be
fed back to officials at the level where the information is
collected in order to empower decision-makers to hold
their administrative bureaucracy to account.

EXAMPLE: PETS USE INTHE WATER SUPPLY SECTOR IN ETHIOPIA

The Rift Valley Children and Women Development
Organisation undertook an expenditure tracking survey in
Zeway Dugda Woreda in 2009. The project aimed to track
the water supply budget in the Woreda (an administrative
division), to provide information about water budget
utilisation and to identify bottlenecks for future improvement.
The conclusions were shared with the local authorities and
identified the following needs:

Training of water committee members and concerned
stakeholders about the financial management and quality
service provision to avoid budget leakage.

Better monitoring and technical support to solve problems
using available local resources.

REFERENCES

Public Expenditure Tracking Surveys Factsheet,

Social Accountability e-gquide, the World Bank

Our money, our responsibility / a citizen’s guide

to monitoring government expenditures, the
International Budget Project

Social Accountability Guide — Public Expenditure

Tracking Survey Ethiopia Social Accountability

Program Phase 2, 2014

31| Accountability in WASH | Reference Guide

e Develop mechanism to timely and adequately address
community needs and complaints.

e Build trust between communities and service providers
by introducing real participatory planning, budgeting,
and expenditure tracking systems.

Source: case study #2, Social Accountability Guide — Public
Expenditure Tracking Survey Ethiopia Social Accountability
Program Phase 2, 2014



http://esap2.org.et/wp-content/uploads/2014/08/01-30-2014-SA-Guide-PETS-final-CDT.pdf
http://esap2.org.et/wp-content/uploads/2014/08/01-30-2014-SA-Guide-PETS-final-CDT.pdf
http://esap2.org.et/wp-content/uploads/2014/08/01-30-2014-SA-Guide-PETS-final-CDT.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/4_Public%20Expenditure%20Tracking.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/4_Public%20Expenditure%20Tracking.pdf
http://www.internationalbudget.org/wp-content/uploads/Our-Money-Our-Responsibility-A-Citizens-Guide-to-Monitoring-Government-Expenditures-French.pdf
http://www.internationalbudget.org/wp-content/uploads/Our-Money-Our-Responsibility-A-Citizens-Guide-to-Monitoring-Government-Expenditures-French.pdf
http://www.internationalbudget.org/wp-content/uploads/Our-Money-Our-Responsibility-A-Citizens-Guide-to-Monitoring-Government-Expenditures-French.pdf
http://esap2.org.et/wp-content/uploads/2014/08/01-30-2014-SA-Guide-PETS-final-CDT.pdf
http://esap2.org.et/wp-content/uploads/2014/08/01-30-2014-SA-Guide-PETS-final-CDT.pdf
http://esap2.org.et/wp-content/uploads/2014/08/01-30-2014-SA-Guide-PETS-final-CDT.pdf

ANSWERABILITY OBJECTIVE 6:

!nformmg, consulting and Create spaces for stakeholder
including stakeholders participation and influence

PARTICIPATORY BUDGETING

Participatory budgeting promotes stronger accountability
links between local government and citizens by permitting
the continuous participation and open consultations
of citizens on budgets and other issues, such as
opportunities to raise complaints about irregularities and
poor service delivery, verification of municipal financial

accounts, transparent tendering and procurement, project [

monitoring and evaluation.

-G t
TARGET GROUP " Unaranmen

- CSOs/NGOs users/ service
EXTERNAL INPUT Low (below 100 000 USD) communities providers
EXTERNAL
INVOLVEMENT Long (more than 2 years)

DESCRIPTION

A Participatory Budget (PB) is a mechanism through which Participatory budgeting can occur in three different stages
local community representatives and local governments of public expenditure management: budget formulation and
debate, analyse, prioritise, and monitor decisions made analysis, expenditure monitoring and tracking or monitoring
on the destination of all or part of the available public of public service delivery. Participatory budgeting creates
resources. Participatory budgeting enables citizens to forums and space for dialogue for stakeholders to meet,
get informed about available public resources, engage in negotiate and take decisions together. It is guided by a set
prioritising the needs of their locality collectively, propose of rules at every step to ensure transparency and objectivity.
projects, investments and services and allocate resources in

a democratic and transparent way.

EXPECTED OUTCOMES

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

Increased access to information Increased access to decision- Fostered public literacy and

on public administration budget making venues and expansion awareness of budget issues

process and allocation. of civil society policy networks; enables citizens’ involvement
mechanism to define and in budget process.

incorporate users’ priorities in the
public budget; trust and confidence
among actors is built in the
process; increased scrutiny reduces
opportunities for corruption.

32 | Accountability in WASH | Reference Guide



6 B PARTICIPATORY BUDGETING
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Brokering experience from other countries and facilitating
south-south municipal dialogue; providing financial
assistance to initiate and manage the PB process; support
the definition of legal framework that underpins PB
processes.

Building the capacity of stakeholders and awareness of the
government throughout the first phase of implementation
is important to make sure the PB initiatives are
implemented on a systematic basis according to the
established rules; building the capacity to CSO and
consumers/users’ groups.

PARTNERS AND INTERNAL CAPACITIES NEEDED

Well-structured, dynamic, strong, capable and legitimate
civil-society organisations are necessary to carry out the
process - CSOs need to have the capacities to access,
analyse and disseminate budget information; conduct
research to assess citizen needs and preferences, help
citizens to organise, train and educate citizens and
facilitate communication and relations between citizens
and government authorities. CSOs also need to be
willing to listen and engage other citizens and critique
government officials.

CONDITIONS FOR SUCCESS

A conducive political environment and opportunities for
engagement with the government; a stable multiparty
political system and well-implemented decentralisation
reforms are a key contextual factor.

A legal and institutional framework enabling access to
budget information.

Political will - government should be prepared to
delegate authority to citizens and willing to try to reform
the local bureaucracy; government officials need to
have the incentives to work with CSOs (election periods,
national mandates); if PB programme subverts traditional
patronage networks, the government must be ready to
challenge them.

Strong commitment by dedicated municipal staff -
Significant commitment in staff time and resources is
required for effective and smooth implementation.

Sufficient overall level of literacy and interest in budget
issues in the wider population.

Sufficient discretionary funding to allow citizens to select
specific public works.

Carrying decision-making to the community level through
popular voting is key to ensure inclusiveness.

EXAMPLE: PORTO ALEGRE AND PARTICIPATION INTHE RUNNING OF A
PUBLIC WATER UTILITY

Participatory budgeting originated and gained political
momentum in Porto Alegre in Brazil. The public utility
(DMAE) that supplies water and sanitation services in
Porto Alegre is financed through a progressive tariff that
generates a surplus of 15-25 percent each year. Citizens
use participatory mechanisms to propose and vote on
new investments to spend this surplus. They are also
represented on a citizen’s board that oversees the utility
and its contractors, promoting accountability. Citizens are
therefore involved in both planning and oversight of DMAE's
water services. Since citizen participation increased, DMAE
has kept up with population growth and expanded services

REFERENCES

Participatorybudgeting, SocialAccountability e-guide,

the World Bank

Participatory Budgeting Project (website)

Participatory Budgeting

in Africa — a Training

Companion Municipal Development Partnership
for Eastern and Southern Africa, in partnership
with UN-HABITAT

33 | Accountability in WASH | Reference Guide

significantly. The percentage of dwellings with access to
treated water rose from 94.7 per cent in 1989 to 99.5 per
cent in 2002; the proportion with access to the municipal
sewer network grew from 46 per cent in 1989 to 84 per cent
in 2002; and the percentage of liquid waste that is treated
went from 2 per cent in 1989 to 27.5 per cent in 2002.

Source:

Improving Transparency, Integrity and

Accountability in Water Supply and Sanitation — Action,

Learning,

Experiences, the World Bank Institute and

Transparency International, 2009.



http://documents.worldbank.org/curated/en/313071468162258816/pdf/479680PUB0REVI101Official0Use0only1.pdf
http://documents.worldbank.org/curated/en/313071468162258816/pdf/479680PUB0REVI101Official0Use0only1.pdf
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http://documents.worldbank.org/curated/en/313071468162258816/pdf/479680PUB0REVI101Official0Use0only1.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/4_Participatory%20Budgeting.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/4_Participatory%20Budgeting.pdf
http://www.participatorybudgeting.org/
http://www.mdpafrica.org.zw
http://www.mdpafrica.org.zw
http://www.mdpafrica.org.zw
http://www.mdpafrica.org.zw

ANSWERABILITY OBJECTIVE 6:

!nform.lng, consulting and Create spaces for stakeholder
including stakeholders participation and influence

COMMUNITY-BASED MONITORING

Community-based monitoring refers to tools used to
measure, understand, report and ultimately improve
the use of public resources, with the active involvement
and participation of the primary stakeholders. It consists
of an open and participatory review of official reports of

works and expenditure. Information is used as a basis
for involving the public and service providers in making ,

changes to improve the service.

- Government

- Servi id
TARGET GROUP . Usorice providers _

- CSOs/NGOs users/ service

communities i

EXTERNAL INPUT Low (below 100 000 USD) providers
EXTERNAL
INVOLVEMENT Short (6months to 1 year)

DESCRIPTION

Social audit is an open and participatory review of official to the performance and the impact of such performance
reports of works and expenditure. Information on public (outcomes): financial management, efficiency, access to
resources for water and sanitation services is collected, information, transparency and accountability, participation.
analysed and shared publicly in a participatory manner.

Citizens/clients can conduct audits on the State or on WSS Another type of community-based monitoring is civil society
providers, for example to make them more responsive to procurement monitoring, a participatory procurement
the poor and corruption-free. The scope of monitoring and mechanism through which local communities are engaged
audit tools goes beyond the oversight of performance in public procurement processes.

(outputs) and includes the integrity of the process that leads

EXPECTED OUTCOMES

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

Access to information Better awareness of entitlements to water Increased practice

on the use of resources and sanitation; increased prominence for the of active citizenship

and respect of policy priorities of the poorest and most vulnerable through social audits

implementation, including groups raised by communities can lead to more can help build budget

physical and financial informed policy design; reduced opportunities literacy among

gaps between needs and for corruption or mismanagement of public citizens, the media and

resources available. funds; improved responsiveness of service legislatures, thereby
providers to customer needs and priorities; strengthening the
policy-makers better informed about the capacity of stakeholders
devolution of public service delivery and local to exercise oversight and
governance. encouraging participation

in social accountability
mechanisms.
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6 C COMMUNITY-BASED MONITORING
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Developing media alliances - key relationships with the
media is vital in providing access to information and in
evoking strong citizen support that ultimately pressures
service providers and the State to deliver on their
obligations.

Initiating social audits - ESAS are rightfully stakeholders
in initiating social audits under the WSS framework since
they provide technical assistance and funding support.
Their role can be that of a rights holder (can claim
accountability for the use of funds) or a duty bearer (as
they are accountable to their legislature and the poor and
marginalised in country of operation) in the WSS delivery
framework.

Strengthening statistical capacities of local stakeholders;
the capacities of agents such as elites in local communities
also need to be built so that elite capture of audit processes
is minimised; encourage change in service-providing
agencies so that they inculcate a culture of accountability
to citizens/clients. This can be done through regular
forums to meet with stakeholders, a published calendar of
when information will be released; and using information
and communication technologies (ICTs) for optimal reach.

PARTNERS AND INTERNAL CAPACITIES NEEDED

¢ Receptive and accountable State apparatus and service
providers make access to records easier and also
encourage officials to take corrective measures whenever
discrepancies are discovered.

¢ A highly developed and capacitated civil society is crucial
in cases where citizens/clients not only conduct, but also

CONDITIONS FOR SUCCESS

e Enabling laws and corresponding policy frameworks
— legislation such as the right to information
and complementary policy frameworks such as
decentralisation aid in facilitating the process of audits
and in holding various stakeholders accountable.

e Experience and skills in

initiate and facilitate social audits or assist the State and
service providers in conducting audits.

initiating, facilitating and
conducting audits is required and/or needs to be strongly
supported during the process.

e Availability of data about contracts /expenditures down

to village/community level is of key importance.

EXAMPLE: USE OF SOCIAL AUDITS BY A SMALL FARMERS” ASSOCIATION
IN ECUADORTO CURB CORRUPTION INTHE LOCAL AGENCY IN CHARGE OF

ALLOCATING WATERTITLES

Since April 2006, Ecuador law has permitted social
organisations to conduct a social audit of government
entities. In the province of Chimborazo, a six-member
board was formed in 2005 including representatives from
civil society, academic and users’ organisations, and the
board initiated a social audit under a process managed by
a special government committee.The social audit consisted
of the inspection and analysis of all documents in the office

REFERENCES

Social Audit, Social Accountability e-guide, the World
Bank

A Practical Guide to Social Audit as a Participatory
Tool to Strengthen Democratic Governance,
Transparency and Accountability — UNDP, 2011

The Role of Civil Society Organizations in Auditing
and Public Finance Management, Vivek Ramkumar
and Warren Krafchik, Working Paper 06.2
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of the provincial Water Agency, a government organisation
that distributes water use rights to individual and collective
water users. After the audit report was presented in June
2007, several illegally issued water rights to big landholders
were discovered and annulled.

Source: Fighting Corruption in the Water Sector — Methods,
Tools and Good Practices, UNDP, 2011.



http://www.undp.org/content/dam/undp/library/Democratic%20Governance/IP/Anticorruption%20Methods%20and%20Tools%20in%20Water%20Lo%20Res.pdf
http://www.undp.org/content/dam/undp/library/Democratic%20Governance/IP/Anticorruption%20Methods%20and%20Tools%20in%20Water%20Lo%20Res.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/2_Social%20Audit.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/2_Social%20Audit.pdf
http://www.pogar.org/publications/ac/books/practicalguide-socialaudit-e.pdf
http://www.pogar.org/publications/ac/books/practicalguide-socialaudit-e.pdf
http://www.pogar.org/publications/ac/books/practicalguide-socialaudit-e.pdf
http://www.internationalbudget.org/wp-content/uploads/The-Role-of-Civil-Society-Organizations-in-Auditing-and-Public-Finance-Management1.pdf
http://www.internationalbudget.org/wp-content/uploads/The-Role-of-Civil-Society-Organizations-in-Auditing-and-Public-Finance-Management1.pdf
http://www.internationalbudget.org/wp-content/uploads/The-Role-of-Civil-Society-Organizations-in-Auditing-and-Public-Finance-Management1.pdf

ANSWERABILITY

Informing, consulting and
including stakeholders

SPACES OF DIALOGUE AND INTERACTION
ON WATER AND SANITATION SERVICES

Opening spaces for dialogue and interaction that bring
together different actors and organisations is a powerful
way to support the emergence of accountability systems
that involve a range of organisations working to demand
and deliver accountability in water service delivery.

By focusing on the linkages among actors and how these
can be strengthened over time, dialogue and interaction
enhance mutual accountability links between users, policy-
makers and service providers.

- Government
TARGET GROUP - Service providers
- Users
- CSOs/NGOs
EXTERNAL INPUT Low (below 100 000 USD)
EXTERNAL
INVOLVEMENT Long (more than 2 years)

DESCRIPTION

Public hearing — a formally advertised meeting designed
to ensure that citizens are informed about relevant
issues, can comment on them, and can find out how
their comments were considered. Public hearings are
conveyed by government or service providers to actively
seek and listen to users’ opinions on an issue or to address
stakeholder grievances. There may be a legal requirement
to hold public hearings or the provider or government may
itself decide to consult, or civil society or organised users
may demand an opportunity to voice their views. Hearings
are mostly consultative.

Citizen juries — This is a direct method for obtaining
informed citizens’ input into policy processes. The jury
questions expert witnesses who present information or
advocate positions on a policy issue. The jury uses this
information to challenge and/or hold decision-makers to
account.

Municipal/district water boards/commissions - these
are regular meeting spaces (with different degree of
formalisation) for the interaction and discussion between

EXPECTED OUTCOMES

TRANSPARENCY Q ACCOUNTABILITY LINKS PARTICIPATION

Information on water
and sanitation service
delivery process and
outcomes is made
accessible to the
public.

and deficits.
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Increased users’ awareness and understanding of their roles
and increased understanding by local governments of the
need to consult citizens and ways to do it; links between
accountability actors are strengthened; enhanced levels

of trust; habit of engagement is created; better-informed
decision-making; increased responsiveness to consumers’
needs; identification of local solutions to accountability gaps

OBJECTIVE 6:

Create spaces for stakeholder
participation and influence

users/
communities

service
providers

stakeholders (including government and a representation
of citizens, and sometimes also service providers) around
service delivery issues and plans.

Community water and sanitation mapping — a technique
used to provide citizens and local governments with
information and arguments to demand improved services.
By collecting information on the WSS situation in their
settlement, community members come to understand
their situation better and can conceptualise a process of
change within it. Participatory mapping is one step within
a wider and long-term engagement with the view of
influencing policy.

User membership in decision-making bodies - citizens
are given a formally sanctioned position in an oversight
panel or an agency that makes decisions about policy,
regulations or service provision.

User membership in consultative bodies - provides
regulators with a source of non-binding and non-exclusive
advice.

Adequate representation
of a diversity of social
groups/consumers in the
consultation. Participants
are able to reflect on the
views of others who are
affected in a similar way.



6 D SPACES OF DIALOGUE AND INTERACTION ON WATER AND SANITATION SERVICES
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Strengthening the legal and regulatory frameworks to
enhance the freedom and plurality of information sources
can strengthen the creation of platforms of dialogue; to
strengthen the policy impact of dialogues by making
them more binding, but support strategies must be
underpinned by a sound and politically-informed analysis
of the local context.

Realism is required, both about the reform space for
accountability in each country and the longer timeframes
involved in realising changes in relationships.

Funding the dialogue process is potentially more powerful
than supporting actors in isolation; support capacity
of users group and CSO to actively be part of a Public
Hearing, or a Jury; provide initial funding for Community
Water and Sanitation Mapping, and support advocacy
capacity. ESA should actively support the recruitment and
training of new actors in civil society to reach out to the
unorganised majority, the vulnerable and marginalised
groups.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e Social (communication and participation) capacities of agents. Communication is a challenge and a necessity to enter

into a constructive dialogue.

CONDITIONS FOR SUCCESS

¢ Inclusiveness - Open up new spaces for participation. It is
important to reach out to marginalised groups;

¢ Ensure a clear link between the dialogue process and
official decision-making processes.

* Resources to carry out the dialogues - dialogue tools are

often time- and resource- intensive.
e Important to manage the expectations of dialogue
participants.

EXAMPLE: CONSULTATIVE MEETINGS ON WATER AND SANITATION

SERVICES INTHE PHILIPPINES

In the Philippines, Localised Customer Service Codes
(LCSCs) have been developed through participatory
processes with service providers and their customers in
village settings. The LCSC is a document which formalises
the social contract between water users and water service
providers. Based on feasibility studies and consultative
meetings, different service options and cost levels are
discussed in a series of consultations, aiming to determine
the appropriate level of services and tariff. The results of
the consultations are written into the LCSCs which are
signed by providers and community representatives,
and witnessed by whole communities. The LCSCs are

REFERENCES

Public Hearings Fact Sheet, Social Accountability e-guide,
the World Bank

Mapping for better accountability in water service delivery
— 0ODI, 2007

37 | Accountability in WASH | Reference Guide

supported by Local Government Units (LGUs), forming
an integral part of their work to support citizens’ rights
to access safe water. Self-assessments indicate that the
LCSCs have helped achieve more reasonable tariffs and
conditions, improved collection efficiency, and several
cases of upgrading of water services. Yet the procedures
for renewing and evaluating the effects of the LCSCs need
to be instituted.

Source: Mutual Rights and Shared Responsibilities in Water
Services Management - Enhancing the User-Provider
Relation, Water Governance Facility, 2013, WGF Report No.
2, SIWI, Stockholm.



http://watergovernance.org/wp-content/uploads/2015/06/2013_No2_Mutual_Rights_Shared_Responsibilities.pdf
http://watergovernance.org/wp-content/uploads/2015/06/2013_No2_Mutual_Rights_Shared_Responsibilities.pdf
http://watergovernance.org/wp-content/uploads/2015/06/2013_No2_Mutual_Rights_Shared_Responsibilities.pdf
http://watergovernance.org/wp-content/uploads/2015/06/2013_No2_Mutual_Rights_Shared_Responsibilities.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/1_Public%20Hearings.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/1_Public%20Hearings.pdf
https://www.odi.org/sites/odi.org.uk/files/odi-assets/publications-opinion-files/56.pdf
https://www.odi.org/sites/odi.org.uk/files/odi-assets/publications-opinion-files/56.pdf

ENFORCEABILITY

Monitoring performance, supporting
enforcement and compliance

THE REGULATORY BODY-

A CENTRAL POLICY AND OVER-
SIGHT BODY FORWATER AND
SANITATION SERVICES

Setting up or modernising water regulatory agencies
can help reinforce multiple accountability relationships
within the water and sanitation sector by clarifying
expectations, strengthening client power, and holding
service providers and government to account.

- Regulator
TARGET GROUP - Government

- Service provider
EXTERNAL INPUT Medium

(100 000 — 250 000 USD)
EXTERNAL
INVOLVEMENT

DESCRIPTION

Independent or autonomous water regulatory authorities
are installed to provide a sector oversight. They are
mandated to protect the interests of consumers, promote
good governance in the sector and to establish incentives
to improve sector performance.

Regulatory agencies can be given a variety of respons-
ibilities, including:

e Compiling and publishing information on service

provider and sector performance.
e Establishing and changing rules (in particular structure

Long (over 2 years)

OBJECTIVE 7:

Support the establishment or functioning
of a regulatory function

)

users/
communities

service
providers

of tariff, setting performance standards).

e Monitoring implementation of rules (e.g. monitoring
service levels and performance).

e Enforcing the rules (e.g. ensuring compliance with
licences).

Conflict resolution is a crucial element of their operations.
A regulator can impose fines and sanctions for breach of
rules, or it may have to apply to a different agency to have
its decisions enforced.

EXPECTED OUTCOMES

TRANSPARENCY JACCOUNTABILITY LINKS PARTICIPATION EFFICIENCY

Performance of the
water and sanitation
service provider

is monitored

and publicised;
Regulatory
decisions are
shared with all
stakeholders.

Additional pressure is put on
governments to meet their obligations
towards service providers and on
service providers to respect the terms
of their contract with State entities;
realisation of the rights to water and
sanitation is mainstreamed in policy
planning; universal access goals are
adequately reflected in public budgets
and part of the regulatory obligations
of water service providers; interests of
consumers are better protected; better
understanding of users’ rights and
obligations.
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Informed debate can
take place.

Improved
credibility of
regulation,
which facilitates
private sector
participation in
the water sector;
better institutional
framework for
the fulfilment of
the human right
to water and
sanitation.



7 ATHE REGULATORY BODY, A CENTRAL POLICY AND OVERSIGHT BODY FOR WATER SERVICES
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Support the development of legal framework for the
creation of regulatory function, with sufficient financial
and technical independence from the regulated
institutions; promoting stakeholder participation in the
regulatory process; support the connection between
consumers associations and regulator.

Capacity development (both human and in physical
resources) for the adequate functioning of the regulator;
supportthe establishment of adequate tools and processes
for the regulator to fulfil its functions, especially in the
access to and analysis of information.

PARTNERS AND INTERNAL CAPACITIES NEEDED

Consumers need to understand their rights and
obligations under the relevant regulatory framework, as
well as the role of the regulatory agency and the avenues
for interacting with the agency. The impetus for the
creation and functioning of water regulatory authorities
should be provided by articulated public demand for
such legal and institutional reforms.

CONDITIONS FOR SUCCESS

Clear mandate (legislative authority) within the
regulatory framework and a broad scope of regulation.
Acceptance and understanding of the regulatory process
by the consumers and other stakeholders and broad
institutional support for the regulatory body.

Efficiency and professional skills - RBs must have the
capacity to collect and interpret information received
from the utilities, act with sufficient expertise, and a
record of accomplishments.

Accountability and independence - regulatory
authorities have to be accountable through a continuing
dialogue with Parliament and with public opinion. It is
essential that the regulator is sufficiently independent
from the government and the service providers.
Transparency and due process - information on the

Allowing users membership of and/or voting rights
on regulatory bodies is a mechanism to ensure that
consumer interests are adequately represented in major
decisions on water service delivery.

Political support is required in cases when the lack of
sanctions reduces the ability of the regulator to put
pressure on water providers’ management.

Integrity of regulatory bodies’ members.

activities of regulator must be readily available to the
public and procedures fair, accessible and open.

Avoid one-size-fits-all-approach — adopt for example a
modular approach which leaves room for flexibility to
accommodate the different stages of development of
the specific water sector.

Equity and integrity- The consequences of non-
compliance must be disclosed. An efficient system of
appeals has to be designed.

Financial autonomy — RBs should be paid from revenues
raised from the regulated water utility or by local
government.

Culture of Compliance- willingness by sector to be
regulated.

EXAMPLE: THE WATER SERVICES REGULATION AUTHORITY IN ENGLAND
AND WALES

The purpose of the United Kingdom’s Office of Water
Services (OFWAT) is to guarantee quality service at a fair
price from the ten regional companies in charge of water
and wastewater management in England and Wales, and
to ensure their long-term viability. This must be balanced
with its own objectives of protecting the interests of its
customers, which implies keeping bills for consumers as
low as possible, monitoring and comparing the services
the companies provide, scrutinising the companies’ costs
and investment and encouraging competition where this

REFERENCES

The Governance of Water Regulators OECD Studies

on Water, OECD Publication, Paris, 2015

Fact sheet Citizens/Users membership in decision

making bodies, Social Accountability e-guide,

the World Bank

39 | Accountability in WASH | Reference Guide

benefits consumers. Necessary actions, including legal
steps such as enforcement actions and fines, can be taken
in case of non-compliance. The direct regulation of water
companies in England and Wales is complemented by two
other regulators, one responsible for environmental affairs
and the other for drinking water quality, to protect public
health.

Source: Water Governance in OECD Countries A multilevel
Approach, OECD Studies on Water, 2011.



http://www.oecd-ilibrary.org/environment/water-governance-in-oecd-countries_9789264119284-en
http://www.oecd-ilibrary.org/environment/water-governance-in-oecd-countries_9789264119284-en
http://www.oecd-ilibrary.org/governance/the-governance-of-water-regulators_9789264231092-en
http://www.oecd-ilibrary.org/governance/the-governance-of-water-regulators_9789264231092-en
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/4_Citizen_User%20Membership%20in%20decision%20making%20bodies.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/4_Citizen_User%20Membership%20in%20decision%20making%20bodies.pdf
https://saeguide.worldbank.org/sites/worldbank.org.saeguide/files/documents/4_Citizen_User%20Membership%20in%20decision%20making%20bodies.pdf

ENFORCEABILITY

Monitoring performance, supporting
enforcement and compliance

WATER WATCH GROUPS

Water Watch Groups are an alternative tool
to formal litigation for managing small-scale
disputes between consumers and WSS providers.
They contribute to improving the responsiveness
of service providers by conveying consumer
grievances to the regulator in a constructive,
detailed and collaborative way.

- CSOs/NGOs

TARGET GROUP - Regulator

Low to medium

EXTERNAL INPUT (below 100,000-
EXTERNAL 250,000USD
INVOLVEMENT Medium (1 to 2 years)

DESCRIPTION

Water Watch Groups (or Water Action Groups) are local

groups of consumers created by regulatory bodies and given

delegated powers to support their work. Their functions are to:

¢ Represent the interests of consumers in the Water and
Sanitation Sector.

e Monitor (on behalf of the regulator) the effect of national
policies atthe local level, as well as water quality, interruption

EXPECTED OUTCOMES

OBJECTIVE 7:

Support the establishment or functioning
of a regulatory function

- B~

users/ service

communities providers

of service and billing.

e Manage disputes between communities and service

providers or act as arbitrators in on-going conflicts and
follow up unresolved consumer complaints.

¢ Inform the public and create spaces of dialogue between
consumers and service providers.

TRANSPARENCY BQACCOUNTABILITY LINKS PARTICIPATION g EFFICIENCY

Information about
the service level is
generated; first-
hand information
on consumer
grievances and
problem areas is
conveyed to the
service provider
and the regulator
receives feedback
on public opinion.

Consumers’ rights are protected;
improved communication and
relationships between consumers

confidence in the service; smaller
scale disputes managed in a non-
adversarial fashion; heightened
presence of the regulatory body in

utilities; improved responsiveness
of service providers and improved
access; creation of awareness

and providers; improved consumer

low income areas serviced by water

Enhanced willingness
to pay and reduction
of vandalism; change
of attitude of utilities
towards customers;
improved quality of
service of the regulator
and the service
providers; speedy
complaint resolution.

Customers from
service areas
participate in
providing the
required checks
and balances to
water providers.

among consumers of their rights and
responsibilities as well as the role and
functions of the regulator; information
provided to the regulator is adequate
to enable it to adjust regulation
according to the requirements of the
sector.
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7 B WATER WATCH GROUPS
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Advocating for the use of WWG, by showing experiences from
other countries to demonstrate the effectiveness of involving
final users in a service’s regulation; supporting a supportive
policy and legislative framework for WWG.

Build the capacity of members of Water Watch Groups
to represent the interest of consumers in a professional
way; broker international contacts; support the regulatory
agency financially during the inception phase and
give assistance to identify sustainable resources for its
functioning in the long term.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e Awareness among water utilities’ staff.
e Capacity of members of WWG to perform their duties.

CONDITIONS FOR SUCCESS

* The public needs to be informed about the existence of
the Water Watch Groups.

e Supportive political environment.

e Regulator’s willingness to engage water users in non-
conventional way.

EXAMPLE: THE WATER WATCH GROUPS IN ZAMBIA

In Zambia, the National Water and Sanitation Council
(NWASCO) has created several Water Watch Groups
(WWGs) throughout the country to monitor the effect of
national policies atthe local level, as well as the service level
and billing on behalf of the Council. WWGs are voluntary
associations whose members are recruited and trained by
the regulator, who also funds their operations. They are
directly accountable to the regulator. They foster dialogue
between consumers and service providers by following
up on consumer complaints and even acting as arbitrators
in on-going conflicts. In cases where the WWGs fail to

REFERENCES

Involving the Community in Regulating Water Supply
and Sanitation Services in Low Income Areas Ngabo
Nankonde-Muleb, NWASCO

Water Services Regulatory Board (WASREB), Kenya
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resolve the dispute, they refer the matter to NWASCO, who
assesses the complaint and, if necessary, either penalises
the service provider or publicises the infraction.The WWGs
succeeded in managing over 50,000 complaints between
2004 and 2005 alone. Reports indicate a much-improved
relationship between service providers and consumers.

Source: Mapping of Integrity and Accountability in Water
Activities and relevant Capacities in the SADC-Region,
SIWI, 2008, pp. 26-27.



http://www.siwi.org/documents/Resources/Papers/Paper-12-SADC.pdf
http://www.siwi.org/documents/Resources/Papers/Paper-12-SADC.pdf
http://www.siwi.org/documents/Resources/Papers/Paper-12-SADC.pdf
http://www.nwasco.org.zm/index.php/consumer-service/water-watch-groups
http://www.nwasco.org.zm/index.php/consumer-service/water-watch-groups
http://www.nwasco.org.zm/index.php/consumer-service/water-watch-groups
http://www.wasreb.go.ke/REGULATORY-TOOLS/CONSUMER-ENGAGEMENTS

ENFORCEABILITY

Monitoring performance, supporting
enforcement and compliance

CIVIL SOCIETY OVERSIGHT TOOLS

Civil society organisations and organised users play a key
role in social accountability mechanisms that are put in
place to complement and enhance conventional “internal”
mechanisms of accountability.

Consumers’ associations can contribute to enhance citizen
information and oversightin relation to water and sanitation
service delivery, budgets, expenditures, decision-making
processes and/or the general performance or behaviour of
public actors and service providers.

An increasing range of tools is being developed to monitor
performance, to demand and enhance accountability and
to expose government failures and misdeeds.

TARGET GROUP - CSOs/NGOs
Medium
EXTERNAL INPUT (100 000 — 250 000 USD)
EXTERNAL
INVOLVEMENT Long (over 2 years)

DESCRIPTION

Civil society oversight tools include:

e Citizen Oversight Committees - can be created at any
level of government (but are most frequently formed at
the community or municipal level) to guide and oversee
government activities or to act as a watchdog over
public services.

e Public Litigation - involves citizen groups taking legal

EXPECTED OUTCOMES

OBJECTIVE 8:

Strengthen external and internal
control mechanisms

/

users/ service

providers

communities

action against government actors or institutions for
violations of rights or other illegal acts or misdeeds. This
stimulation and aggregation of demand for redress is
especially important if rights consciousness is not well-
developed in a society.

¢ Provision of legal and quasi-legal supportto marginalised

individuals and groups.

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

Users and other stakeholders

gain access to information on
water provision-related issues; the
irregularities can become known to
the wider public if legal actions are
taken.

The possibility and capacity

for users to undertake legal
actions is a powerful incentive

for government and service
providers to fulfil contracts; the
responsiveness towards citizens
demands increased accountability;
even where litigation is
unsuccessful, its impact, combined
with civil society advocacy, can
exert pressure on policy makers
and can lead to policy changes.
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Citizen engagement in water
provision issues is promoted
and supported.

Other related effects: increased
capacity of local CSO and
individuals in legal/regulatory
aspects of water services;

use of and improvement of
national legal and juridical
systems; local ownership of
processes.



8.A.THE ROLE OF CONSUMER ASSOCIATIONS IN HOLDING STATES AND SERVICE PROVIDERS TO ACCOUNT
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Support the development of an adequate legal framework
to allow for citizens to organise, file complaints and adopt
legal actions; encourage the development of strategic
partnerships within the sector that include civil society.

Improve consumer organisations’ own internal
transparency and accountability; enhance their ability

to work collectively, improve skills in advocacy,

and enhance access to and understanding of sector
information. Avoid unbalanced support to a few actors
only, which tends to further increase disparities in
capacity and influence across the wider accountability
system, creating situations where stakeholders are
competing against one another for donor funding rather
than co-operating to support change.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e Credibility - To be perceived as credible, legitimate and
representative by all involved, CSOs or user associations
must demonstrate  independence, transparency,
accountability, integrity, professional skills and expertise.

¢ Inclusiveness - CSOs must be aware that true participation
requires pro-active measures that reach out to un-served
people, i.e. even people who have limited voice in

CONDITIONS FOR SUCCESS

e Quality relations between civil society and other
stakeholders of the WSS delivery framework, including
the executive and legislative arms of government,
suppliers and regulatory body.

¢ Presence of public officials who are catalysed by the poor
performance of the sector and willing to work for reform.

e Importance of making coalitions ‘multi-disciplinary’,
encompassing not only users from all classes but also
various NGOs and academic institutions.

collective mechanisms or who lack access to information
or redress tools.

e Willingnessto listen and engage other citizens and critique
government officials - CSOs must be prepared and willing
to participate, to work closely with government officials
and to negotiate with citizens.

e Demand-side oversight mechanisms require a receptive
political and economic climate to function effectively -
freedom of information, freedom of expression, openness
to civil society/citizen advocacy, feedback and external
pressure to engender public service improvements.

e Free press.

EXAMPLE: CIVIL SOCIETY HOLDTHE CITY OF BUENOS AIRES
ACCOUNTABLETHROUGH LITIGATION ON ACCESSTO WATER IN AN

INFORMAL SETTLEMENT

In 2007, an organisation of residents of a shanty town known
as Villa 31 bis sued the government of Buenos Aires after it
ceased delivering water to the community in container trucks.
Citing General Comment No. 15, as well as the principles of
progressive realisation elaborated in General Comment No.
3, the Court recognised the right to water as a human right,
arguing that it forms part of the rights to life, autonomy,
human dignity, health, well-being and work. The court
held that “it has been demonstrated that the right to water
is an operative right that must be complied with without

REFERENCES

Fact sheet Citizens/Users membership in decision making
bodies, Social Accountability e-guide, the World Bank

The Role of Civil Society Organizations in Auditing and
Public Finance Management, Vivek Ramkumar and
Warren Krafchik, Working Paper 06.2
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delay...” The Court ordered the city to continue providing
the neighbourhood with water via container trucks, but also
to begin work on expanding and improving the piped water
network in that area. As of 2010, it was reported that the City
had recently awarded a contract to begin constructing water
infrastructure in the area.

Source: On the Right Track — Good Practices in Realising the
Right to Water and Sanitation - UN special rapporteur on the
Human Right to Safe Drinking Water and Sanitation, 2011, p.
195.
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ENFORCEABILITY

Monitoring performance, supporting
enforcement and compliance

INSTITUTIONAL MECHANISMS FOR
OVERSIGHT AND CHECK AND BAL-
ANCE

Supporting the capacity of institutional
mechanisms outside the water sector for
oversight can play a lead role in making the State
more responsible and responsive to its citizens.

TARGET GROUP - Government

Medium

EXTERNAL INPUT (100 000 - 250 000 USD)

EXTERNAL

INVOLVEMENT Medium (1 to 2 years)

DESCRIPTION

Institutional control mechanisms are formal institutions that
function under the auspices of government for internal oversight
or watchdog roles which have come to assume an important role
in ensuring accountability in public service delivery.These include:

State audit institutions which detect anomalies (if any) in
public expenditures and by doing so, ensure cost-efficiency and
integrity in the management of resources in the public sector.
Ombudsmen - an independent special office or person who
offers a mechanism for hearing complaints and handling
requests for investigations from users.

Anti-corruption agencies - a permanent agency, unit or
department established by a government that has the mandate
of providing centralised leadership in one or more of the areas
of anti-corruption — prevention, public outreach and awareness
raising, policy coordination, investigation and prosecution. It has

EXPECTED OUTCOMES

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

Critical instances

of government
mismanagement that hinder
public service delivery are
identified. Policy-makers are
provided with information
regarding the effectiveness
of their policies.
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OBJECTIVE 8:

Strengthen external and internal
control mechanisms

users/ service

communities providers

the authority— formal or informal—to demand explanations or
impose penalties on State actors.

Public prosecutor — officer of a State charged with both the
investigation and prosecution of crime.

Depending on the degree to which they are independent from
government, such mechanisms can:

Public is protected from private abuses or
administrative neglect. By publicising how
grievances are resolved, the mechanisms can

help build trust between citizens and government/
service providers and improve credibility and
performance of public institutions; a good level of
observance of and adherence to right to safe and
clean drinking water and sanitation is obtained;
fraud and corruption are deterred.

Review legislation, policy and programmes to ensure their
consistency with rights agreements.

Investigate complaints and ensure adequate redress and
resolution of issues and concerns for genuine complaints.
Monitor compliance with national legislation and service
standards.

Through the mechanism
for hearing complaints
and handling requests
for investigations

from users, the public
accesses a hew channel
for involvement in the
water-management
process.



8 B INSTITUTIONAL MECHANISMS FOR OVERSIGHT AND CHECKS AND BALANCES
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

e Support to the legal and policy framework that underpins
these institutions for internal control.

e Ensures the transparency of aid commitments and
disbursements for this purpose as well as donor
coordination.

Taking into account the specific political and social
context of each country, building the capacity of official
oversight institutions to carry out their responsibilities
in an independent way; supporting wider awareness
about the existence and functioning of these institutions
to the wider public. However, it is important to move
beyond focusing on individual accountability institutions
to supporting the emergence of accountability systems,
networks and links among actors that involve the whole
range of organisations working to demand and deliver
public oversight: raising awareness of inequities and
lack of accountability amongst government officials and
encouraging commitment to counter it.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e These bodies need to be independent and possess the
power to enforce sanctions on public authorities and

CONDITIONS FOR SUCCESS

e Presence of a strong judiciary, i.e. courts to back up
the constitutional authority of these institutions when
prosecuting cases.

e Important that public oversight mechanisms offering a
dispute resolution service are accessible to all users and
enjoy the confidence of the general public.

e Awareness of the public, since the complainant must be
pro-active in seeking the support of an ombudsman or

service providers that have not upheld their public
service mandates.

similar service.

e Oversight mechanisms are most effective when findings
are made public and there are provisions for these to
feed into processes of official public service evaluation
and reform.

e Essential that “whistle-blowers” and ordinary citizens
are protected from retribution.

EXAMPLE: INPUTS FROM DISPUTE RESOLUTION SERVICES ENABLING

WATER REFORM IN PERU

The Office of the Ombudsman in Peru (established 1996)
has had several primary objectives in the water sector:
to improve policies and regulations for the water and
sanitation sector, to enhance the utilities’ sustainability,
to expand the utilities’ coverage, to improve water quality,
and to enforce fair and sustainable rate schedules. The
mechanism allowed the ombudsman to not only receive
and respond to citizens’ complaints but to use input from
the public to improve national public policy and regulations.
This way, it helped to bridge the disparate interests of
service users, water suppliers, and the national regulator.
Importantly, as financial shortfalls were preventing water
and sanitation service providers from expanding coverage
and improving water quality, the Office contributed to

REFERENCES

Redressing grievances and complaints regarding basic
service delivery —Varun Gauri, the World Bank, 2011

Formal Grievance Mechanisms Fact Sheet, Social
Accountability e-guide, the World Bank

Strengthening the Ombudsman Institution in Asia:
Improving Accountability in Public Service Delivery
through the Ombudsman, Asian Development Bank,
2011
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help users understand that they must bear the costs of
water services. As of 2009, twelve water and sanitation
service providers in the eight regions under review by
the Ombudsman had improved access to and quality
of potable water and sewerage services, and instituted
micro-metering, rate restructuring, and more effective bill
collection.

Source: Advocacy by the Office of the Ombudsman:
Enabling Water Reforms Based on Citizens’ Feedback in
Peru, Social Accountability Notes, World Bank Institute,
2010.
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ENFORCEABILITY

Monitoring performance, supporting
enforcement and compliance

UTILITIES COMPLAINT AND GRIEV-
ANCE MECHANISMS

Complaint mechanisms are initiatives within
the public or private WSS providers intended to
enhance their accountability to citizens.

The benefit is two-fold: enabling users to demand
equitable water and enhancing the
responsiveness of service providers.

services

TARGET GROUP - Service providers

EXTERNAL INPUT Low (below 100 000 USD)

EXTERNAL
INVOLVEMENT

DESCRIPTION

A complaint mechanism is a formalised mechanism providing
a safe, accessible and effective channel for individual users to
bring problems quickly to the attention of relevant personnel.

Medium (1 to 2 years)

The mechanisms provide a means for individual consumers
to voice their concerns with WSS services being delivered
(recourse) and enable them to obtain appropriate response
(redress) if standards are not met. Complaint data analysis
provides feedback to the provider on the satisfaction of
customers on services.

There can be different entry points to submit a complaint:
suggestion or complaint-handling boxes, on-line complaint

EXPECTED OUTCOMES

OBJECTIVE 8:

Strengthen external and internal
control mechanisms

users/
communities

service
providers

(dedicated mail boxes, email addresses, interactive websites),
text messaging systems, 24-hour customer care phone lines,
consumer feedback mechanisms such as surveys, office
complaint windows, complaints handling officers, citizen
centres etc. Complaining loudly publicly can also be a way for
members of marginalised groups to hold service providers to
account.

Complaint mechanisms can be set up in combination with
citizen charters which lay out service delivery norms for basic
services.

TRANSPARENCY ACCOUNTABILITY LINKS PARTICIPATION

The tools provide an
early warning system,
where problems
identified can be
dealt with before they
become more serious
or widespread.

Consumers gain awareness of their entitlements and
responsibilities; water users’ needs and priorities brought
to the attention of service providers in order to improve
service delivery; service providers demonstrate that

they recognise, promote and protect users’ right to
comment and complain on public service performance.
Good relations, trust, transparency and dialogue are

Increased user
involvement in
WSS provision.

built between water providers and water users when
complaints are dealt with in a satisfactory manner. This
fosters a higher willingness to pay for services; fraud and

corruption are prevented.
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8 C UTILITIES COMPLAINT AND GRIEVANCE MECHANISMS
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORT TO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Beyond individual professional and technical training, the
focus should be put on the organisational development
of both local government and service providers in order
to increase their understanding of the benefits of the
mechanism. Leadership development programmes can
be an important internal driver for change in this regard.
Support the engagement of the regulator in developing
requirements for responsiveness of service providers to
complaints.

Strategies to inform on the mechanisms and to empower
citizens should take into account the most marginalised
groups.

PARTNERS AND INTERNAL CAPACITIES NEEDED

e The importance of good complaint handling should be
understood and supported at all levels throughout the
agency.

e Staff dealing with complaints need to be adequately
trained and have sufficient status within the utility to

CONDITIONS FOR SUCCESS

e Formalisation: customer complaint mechanisms and
how the utilities must deal with them, including redress,
should be included in the regulation framework of the
service provision with clear guidelines for it.

e legitimacy: redress procedures within line agencies
or providers should address issues concerning
confidentiality and transparency of the process.

e Accessibility and equity: all consumers should be aware
of the complaint mechanism and have equal access to it.

¢ Transparency: the mechanism must provide sufficient
transparency of process and outcome.

e Authority: some of the most effective redress procedures
grant significant discretion to officials to award money,

resolve complaints effectively.

e The agency should possess the financial, technical and

managerial capacity to act on the problem reported as
well as good communication between those receiving
complaints and those who must act on them.

impose penalties, offer apologies, and even change
certain policies.

e Speed and responsiveness: complainants should be

treated within clear and appropriate time limits.

e Effectiveness: a utility complaint mechanism should

be backed up by a secondary external mechanism that
can resolve consumer complaints that have not been
resolved by the utility (such as an ombudsman office
or a regulator) and a follow-up to check consumer
satisfaction with the process.

EXAMPLE: JOHANNESBURG WATER'S CUSTOMER CARE PROGRAMME

Johannesburg Water’s (JW) customer care programme
responded to (1) the Water Commission of the Republic of
South Africa’s finding of a direct link between non-payment
for services with service levels not meeting community
expectations, and (2) the Republic of South Africa’s Municipal
Finance Management Act stipulation that customers must
have access to query, verify or appeal charges levied and
to receive prompt corrective action by the municipalities
when appropriate. JW operates two call-in centres (24
hours service, one for revenue-related complaints and the
other for technical) and two walk-in contact centres, while
also offering contact by mail and email to its customers. It

REFERENCES

Implementing Robust Consumer Voice Mechanisms,
WSP, 2008

Citizen Service Centres Fact Sheet, Social Accountability
e-Guide, the World Bank

Ways to Improve Water Services by Making Utilities
More Accountable to their Users: a Review Bank-
Netherlands Water Partnership, 2008
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also maintains an open and transparent relationship with its
customers and publishes a Customer Service Charter that
declares the utility’'s commitment to provide the best possible
service to its customers. JW has benefited enormously
from maintaining good customer care and relations. By
responding quickly and providing feedback, customers are
more likely to inform the utility of service failures that can
then be rectified quickly. In response, customers are satisfied
and more willing to pay for the services.

Source: Water Sector Governance in Africa volume 1, WPP,
African Development Bank, 2010.
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ENFORCEABILITY

Monitoring performance, supporting
enforcement and compliance

INTEGRITY PACT FOR PROCUREMENT

An integrity pact (IP) for procurement is a transparency
and accountability tool that strengthens the
accountability relationship between the government
(as a contractor) and the service providers (as bidders).
It helps clarify the allocation of responsibility by
setting agreed rules to be applied to procurement in
public contracting of large-scale projects, enabling
monitoring and defining sanctions in case of breaches
of the contract. As it involves extensive and easy public
access to all the relevant information at all stages of
the process, an IP increases the capacity of users to
hold all parties accountable

- Government
TARGET GROUP - Service providers

EXTERNAL INPUT Low (below 100 000 USD)

EXTERNAL

INVOLVEMENT Medium (1 to 2 years)

DESCRIPTION

An integrity pact (IP) is a binding agreement between

a procurement agency (generally the government or a

government department at the national, sub-national or local

level) and all bidders for a public contract. IP can be used by

government officials and agencies, private companies (the

bidders) and civil society.

IPs typically have the following main features:

e A formal no-bribery commitment by the bidder.

e A corresponding commitment of the government or
relevant procurement agency.

EXPECTED OUTCOMES

communities

OBJECTIVE 8:

Strengthen external and internal
control mechanisms

\

users/ service

providers

Disclosure of all payments to agents and other third
parties.

Sanctions against bidders who violate their no-bribery
commitment.

Involvement of civil society in monitoring the bid
evaluation, the award process and the implementation
of the contract.

The involvement of a third-party actor, such as
Transparency International, can help coordinate and
facilitate an agreement.

TRANSPARENCY ACCOUNTABILITY LINKS EFFICIENCY

Enhanced access to information on Increased trust and confidence Reduced cost of contracts,

public procurement in the water between users and service privatisation or licensing;

sector. providers/government, reduced increased competition is
opportunities for corruption. promoted for public contracts;
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IPs also participate to create
a more hospitable investment
climate.



8 D INTEGRITY PACT FOR PROCUREMENT
POTENTIAL ROLE FOR EXTERNAL SUPPORT AGENCIES

SUPPORTTO ENABLING ENVIRONMENT SUPPORTTO AGENTS

Involvement of a third-party actor can help coordinate
and facilitate an agreement.

Partner that leads the management of the IP process
might have to be trained on procurement, checklists
and manuals might need to be developed to carry out
monitoring of the proper implementation of the IPTraining
of journalists can also be an option. Legal expertise to be
secured throughout the process.

PARTNERS AND INTERNAL CAPACITIES NEEDED

Leadership from government and top management of
water-providing companies must be firm and enduring.
Technical expertise within CSOs to carry out monitoring
of the proper implementation of the IP.

CONDITIONS FOR SUCCESS

Clear commitments on the part of the government and
financier.

Access to timely and reliable information on the
contracting process.

¢ |Interest of the mediain reporting on the results of efforts.

e Coordination with other national governance reforms.
e Close follow-up by media and civil society.
e Ethical commitment and motivation of all bidders.

EXAMPLE: THE GREATER KARACHIWATER SUPPLY SCHEME
IN PAKISTAN

In 2001 the Managing Committee of the Karachi Water
& Sewerage Board decided that there was a need for
transparency in its public procurement. Transparency
International-Pakistan was brought in to devise and
implement an Integrity Pact in the Greater Karachi Water
Supply Scheme. The tender process for procurement
contracts was completed in September 2003 and all
major construction contracts were awarded at a total cost

REFERENCES
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Integrity Pact in the water Sector: an implementation

guide for government officials, Transparency
International, 2010

Integrity Pacts Website, Transparency International, 2011

49 | Accountability in WASH | Reference Guide

of US$740 million, an amount below initial department
estimates of US$880 million. The entire process, which
to all intents and purpose was wholly transparent and in
accordance with the spirit of the integrity pact, resulted in
total savings of 16 percent.

Source: Fighting Corruption in the Water Sector: Methods,
Tools and Good Practices, UNDP, 2011.



http://www.undp.org/content/dam/undp/library/Democratic%20Governance/IP/Anticorruption%20Methods%20and%20Tools%20in%20Water%20Lo%20Res.pdf
http://www.undp.org/content/dam/undp/library/Democratic%20Governance/IP/Anticorruption%20Methods%20and%20Tools%20in%20Water%20Lo%20Res.pdf
http://warrington.ufl.edu/centers/purc/docs/resources_MakingUtilitiesAccountableToUsers.pdf
http://warrington.ufl.edu/centers/purc/docs/resources_MakingUtilitiesAccountableToUsers.pdf
https://issuu.com/transparencyinternational/docs/2010_integritypactswatersector_en
https://issuu.com/transparencyinternational/docs/2010_integritypactswatersector_en
https://issuu.com/transparencyinternational/docs/2010_integritypactswatersector_en
http://archive.transparency.org/global_priorities/public_contracting/integrity_pacts

ADDITIONAL REFERENCES

Accountability and Democratic Governance: Orientations and Principles for Development DAC Guidelines and
Reference Series OECD, 2013

Accountability and Voice for Service Delivery at the Local Level, Taylor Brown, Clair Hughes, Tim Midgley, Back-
ground paper for the UNDP regional training event Developing Capacities for Accountability and Voice, 2008

Accountability Briefing Note, DFID 2008

Best Practices in Regulating State-Owned and Municipal Water Utilities, Berg, Sanford, Economic Commission for
Latin America and the Caribbean (ECLAC) Ministry of Foreign Affairs of France, Project Document Collection,
2013

Budget Monitoring and Policy Influence — Lessons from Civil Society Budget Analysis and Advocacy Initiatives,
Briefing Paper 16, Overseas Development Institute, 2007

Case Studies on Development Co-operation and Accountability: Uganda, Peru, Mozambique and Mali — OECD DAC
Meeting, 2012

Citizen Participation and Sustainability: lessons from Cameroon, Ambe J. Njoh, Development, 2011

Deterring corruption and improving governance in the urban water supply and sanitation sector: a sourcebook.
Halpern, Jonathan; Kenny, Charles; Dickson, Eric; Ehrhardt, David; Oliver, Chloe. 2008. Water working notes;
note no. 18. Washington, DC: World Bank.

Devolution, Accountability and Service Delivery: some Insights from Pakistan, Zahid Hasnain, World Bank Policy
Research Working Paper Series, # 4610, 2008

Empowering the Marginalized: Case Studies of Social Accountability Initiatives in Asia, Public Affairs Foundation
(Bangalore, India)/Karen Sirker and Sladjana Cosic, World Bank Institute 2007

Fighting corruption in the Water Sector — Methods, Tools and Good Practices, UNDP, 2011

Improving Public Urban Services through Increased Accountability, S.Cavill and M.Sohail, Journal of Professional
Issues in Engineering Education and Practice, 2005

Improving Support to Domestic Accountability: A Summary of the OECD DAC Governance Network OECD-DAC
Governance Network (GovNet) WorkStream

Improving Transparency, Integrity and Accountability in Water Supply and Sanitation, World Bank Institute/Trans-
parency International,

Performance, Accountability and Combating Corruption — Public Sector Governance and Accountability Series,
World Bank, 2007

Promoting Transparency, integrity and accountability in the water sector, SIWI/WIN/WSP, 2010

Reflections on Social Accountability - Catalyzing democratic governance to accelerate progress towards the Mil-
lennium Development Goals, Oslo Governance Centre — GAP, 2013

Review of Impact and Effectiveness of Transparency and Accountability Initiatives: Annex 1- Service Delivery, Pre-
pared for the Transparency and Accountability Initiative Workshop, October 14 =15, 2010, Anuradha Joshi, Insti-
tute of Development Studies, 2010

Shaping a New Water Governance - Inter-governmental Agencies Contribution to the Realization of the Human
Right to Water, Water Lex, 2012

Stakeholders Engagement for Inclusive Water Governance — OECD Studies on Water, OCDE Publications, Paris,
2015

Strengthening accountability for improved service delivery — SNV's local capacity development approach, Bill Tod,
SNV, 2009

Resolutions of the United Nations on the right to water and sanitation —Website of the Special Rapporteur on the
Right to Water and Sanitation

Understanding the WASH sector — How to carry out an analysis of the capability, accountability and responsive-
ness (CAR) of the water, sanitation and hygiene sector in your country, Tearfund 2010

Ways to Improve Water Services by Making Utilities More Accountable to their Users: a Review, Muller, Mike,
Simpson, Robin and van Ginneken, Meike, Bank-Netherlands Water Partnership (BNWP), Water Working Notes,
No 15, 2008

Voice, Accountability and Civic Engagement — A Conceptual Overview, Bhavna Sharma, UNDP, 2008

World Development Report 2004: Making services work for Poor People World Bank; Oxford University Press USA,
2003



http://www.oecd.org/dac/governance-peace/governance/docs/For%20WEB%20Accountability%20and%20democratic%20governance%20Orientations%20and%20principles%20for%20development.pdf
http://www.oecd.org/dac/governance-peace/governance/docs/For%20WEB%20Accountability%20and%20democratic%20governance%20Orientations%20and%20principles%20for%20development.pdf
http://www.theidlgroup.com/documents/AccountabilityandVoiceforServiceDeliveryattheLocalLevel.pdf
http://www.theidlgroup.com/documents/AccountabilityandVoiceforServiceDeliveryattheLocalLevel.pdf
http://www.gsdrc.org/docs/open/innovations-in-accountability/ia4.pdf
http://www.cepal.org/en/publications/4079-best-practices-regulating-state-owned-and-municipal-water-utilities
http://www.cepal.org/en/publications/4079-best-practices-regulating-state-owned-and-municipal-water-utilities
http://www.cepal.org/en/publications/4079-best-practices-regulating-state-owned-and-municipal-water-utilities
https://www.odi.org/sites/odi.org.uk/files/odi-assets/publications-opinion-files/104.pdf
https://www.odi.org/sites/odi.org.uk/files/odi-assets/publications-opinion-files/104.pdf
http://www.delog.org/cms/upload/pdf-account/CaseStudies_Dev_tCoop_Account-ENG.pdf
http://www.delog.org/cms/upload/pdf-account/CaseStudies_Dev_tCoop_Account-ENG.pdf
http://documents.worldbank.org/curated/en/546751468160176847/Deterring-corruption-and-improving-governance-in-the-urban-water-supply-and-sanitation-sector-a-sourcebook
http://documents.worldbank.org/curated/en/546751468160176847/Deterring-corruption-and-improving-governance-in-the-urban-water-supply-and-sanitation-sector-a-sourcebook
http://documents.worldbank.org/curated/en/546751468160176847/Deterring-corruption-and-improving-governance-in-the-urban-water-supply-and-sanitation-sector-a-sourcebook
http://documents.worldbank.org/curated/en/659921468059088010/pdf/wps4610.pdf
http://documents.worldbank.org/curated/en/659921468059088010/pdf/wps4610.pdf
http://siteresources.worldbank.org/EXTSOCACCDEMSIDEGOV/Resources/EmpoweringTheMarginalizedFinalVersion.pdf
http://siteresources.worldbank.org/EXTSOCACCDEMSIDEGOV/Resources/EmpoweringTheMarginalizedFinalVersion.pdf
http://www.undp.org/content/dam/undp/library/Democratic%20Governance/IP/Anticorruption%20Methods%20and%20Tools%20in%20Water%20Lo%20Res.pdf
https://dspace.lboro.ac.uk/dspace-jspui/bitstream/2134/3850/1/v1%20Improving%20public%20urban%20services%20through%20increased%20accountability%20pi.pdf
https://dspace.lboro.ac.uk/dspace-jspui/bitstream/2134/3850/1/v1%20Improving%20public%20urban%20services%20through%20increased%20accountability%20pi.pdf
https://dspace.lboro.ac.uk/dspace-jspui/bitstream/2134/3850/1/v1%20Improving%20public%20urban%20services%20through%20increased%20accountability%20pi.pdf
https://dspace.lboro.ac.uk/dspace-jspui/bitstream/2134/3850/1/v1%20Improving%20public%20urban%20services%20through%20increased%20accountability%20pi.pdf
http://www.oecd.org/env/outreach/44475062.pdf
http://www.oecd.org/env/outreach/44475062.pdf
http://documents.worldbank.org/curated/en/610501468142779530/pdf/405240Performa101OFFICIAL0USE0ONLY1.pdf
http://documents.worldbank.org/curated/en/610501468142779530/pdf/405240Performa101OFFICIAL0USE0ONLY1.pdf
http://watergovernance.org/resources/promoting-transparency-integrity-and-accountability-in-the-water-and-sanitation-sector-in-uganda/
http://gaportal.org/resources/detail/reflections-on-social-accountability-catalyzing-democratic-governance-to-accelerate-progress-towards
http://gaportal.org/resources/detail/reflections-on-social-accountability-catalyzing-democratic-governance-to-accelerate-progress-towards
http://www.ids.ac.uk/files/dmfile/IETAAnnex1ServicedeliveryJoshiFinal28Oct2010.pdf
http://www.ids.ac.uk/files/dmfile/IETAAnnex1ServicedeliveryJoshiFinal28Oct2010.pdf
http://www.ids.ac.uk/files/dmfile/IETAAnnex1ServicedeliveryJoshiFinal28Oct2010.pdf
http://www.waterlex.org/new/wp-content/uploads/2013/08/ShapingWaterGov_Final.pdf
http://www.waterlex.org/new/wp-content/uploads/2013/08/ShapingWaterGov_Final.pdf
http://www.oecd-ilibrary.org/governance/stakeholder-engagement-for-inclusive-water-governance_9789264231122-en;jsessionid=582e5susj0ffv.x-oecd-live-02
http://www.oecd-ilibrary.org/governance/stakeholder-engagement-for-inclusive-water-governance_9789264231122-en;jsessionid=582e5susj0ffv.x-oecd-live-02
http://www.ircwash.org/sites/default/files/Tod-2009-Strenghtening.pdf
http://www.ircwash.org/sites/default/files/Tod-2009-Strenghtening.pdf
http://daccess-dds-ny.un.org/doc/UNDOC/GEN/N09/479/35/PDF/N0947935.pdf?OpenElement
http://daccess-dds-ny.un.org/doc/UNDOC/GEN/N09/479/35/PDF/N0947935.pdf?OpenElement
http://tilz.tearfund.org/%7E/media/files/tilz/research/understanding_the_wash_sector_web.pdf
http://tilz.tearfund.org/%7E/media/files/tilz/research/understanding_the_wash_sector_web.pdf
http://warrington.ufl.edu/centers/purc/docs/resources_MakingUtilitiesAccountableToUsers.pdf
http://warrington.ufl.edu/centers/purc/docs/resources_MakingUtilitiesAccountableToUsers.pdf
http://warrington.ufl.edu/centers/purc/docs/resources_MakingUtilitiesAccountableToUsers.pdf
http://www.undp.org/content/dam/undp/documents/partners/civil_society/publications/2008_UNDP_Voice-Accountability-and-Civic-Engagement_EN.pdf
https://openknowledge.worldbank.org/bitstream/handle/10986/5986/WDR%202004%20-%20English.pdf?sequence=1
https://openknowledge.worldbank.org/bitstream/handle/10986/5986/WDR%202004%20-%20English.pdf?sequence=1

Sustainability of WASH interventions is far below what is needed to achieve
universal access to water and sanitation services. Improved governance, with
clear roles and responsibilities of all actors involved, is critical for improving
the sustainability of service delivery in the long run. Accountable actors of the
service delivery framework provide and demand better water governance for
better services. Supporting accountability within the service delivery frame-
work is about improving the quality of relationships between stakeholders.
Accountable States, service providers and users assume responsibility and
answer for their actions — all key elements for breaking institutional inertia
and making the institutional arrangements and systems for service delivery
work for all.

The Reference Guide for Programming is a practical document providing
tools and guidance on how to support accountability in programming for
successful and sustainable water and sanitation service delivery.

This paper has been produced under the “Accountability for Sustainability”
programme, a partnership between the UNDP/SIWI Water Governance Facil-
ity and UNICEF which aims to increase the sustainability of WASH interven-
tions by enhancing accountability in the service delivery framework.

For further information, comments and feedback, please contact the UNDP
Water Governance Facility at Stockholm International Water Institute.

Linnégatan 87A, 100 55, Stockholm, Sweden
Phone: +46 8 121 360 00
Email: watergovernance @siwi.org
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