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Note
The Institute of Economic Affairs - Kenya and Action Aid Kenya, developed this toolkit in the joint implementation of a
project. The toolkit was developed as a supplement to PowerPoint presentations and handouts on Social Accountability,
Community Score Card and Citizen Report Card. The toolkit provides an overview on how to implement the Community
Score Card and the Citizen Report Card. The toolkit has been adapted from a number of manuals and learning toolkits
on social accountability tools and methods. A list of the reference materials has been provided in the reference section.
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INTRODUCTION

Citizen participation in governance is a key component of the public reforms that were instituted by
Kenya’s 2010 Constitution. Article 1 (1) of the Constitution states that all sovereign power belongs to the
people of Kenya. This power can be expressed through direct participation by the people or indirectly
through their democratically elected representatives, Article 1 (2).
Public participation in governance seeks the involvement of those potentially affected by or interested
in a decision made by government. The Constitution has given prominence to public participation in
governance by including it among the national values and principles of governance. The Constitution also
guarantees citizen participation in governance and the decision making process, and in public financial
matters at the county (Article 196 (b)). One of the objects of Kenya’s devolution is ‘to give powers of selfgovernance to the people and enhance the participation of the people in the exercise of the powers of the State and in
making decisions affecting them’ (Article 174 (c)).
The Constitution and the legislative framework on devolution envision a situation where citizens are
actively engaging in governance at the various levels right from the village through established structures.
This includes though not limited to participation in planning for development, budgeting for development
and monitoring the delivery of public services and the implementation of development activities by those
mandated to do so.
Enhancing public service delivery and the management of resources by the national and county
governments requires a strong relationship of accountability between the different actors in the service
delivery chain. This involves relationships in which citizens and Civil Society Organizations (CSOs) have
a strong voice in decision making with both the politicians and the bureaucrats. Social accountability is the
engagement of civil society or other Non State Actors (NSAs) to exact accountability from government and
public service providers with the aim of improving quality and transparency in public processes. Social
accountability is important in enhancing democratic governance and improving service delivery at both
levels of government. Social accountability initiatives enable citizens to hold their leaders accountable
between election periods. It is therefore important to strengthen the voice of citizens to hold their leaders
accountable.
Citizens and civil society organizations may participate in governance in different ways including:
participation in policy formulation; participation in development planning; participation in budgeting;
and participation in monitoring the implementation of development projects, programmes and activities.
This can be done through the application of appropriate social accountability tools and mechanisms.
Social accountability initiatives can make an important contribution to more informed policy design and
better public service delivery by enhancing the voice of citizens, introducing incentives for downward
accountability and creating mechanisms for dialogue between citizens and their governments.
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OBJECTIVE OF THIS TOOLKIT

This tool kit focuses on the practical aspects of conducting social accountability monitoring of public service
delivery using the community scorecard and the citizen report card. The toolkit targets those working
in government institutions and those in the civil society including Community Based Organizations
(CBOs) operating in different sectors at the local level. The objective of this tool kit is to enable participants
participate budgeting processes and also generate community scorecards and citizen report cards.
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MODEL 1

INTRODUCING SOCIAL ACCOUNTABILITY

Module purpose
Proposed
duration
Objectives
module

To introduce participants to the concept, tools and
mechanisms of social accountability monitoring

module 1 hour 30 minutes
of

Training materials

the By the end of this module participants should be able to:
•
Define accountability and understand the various
forms of accountability
•
Define social accountability
•
Understand and appreciate the benefits of social
accountability in public service delivery
•
Understand the different tools and mechanisms in
social accountability
Handout and exercise instructions
Reference materials
Source of key legislations via http://www.kenyalaw.org/
klr/index.php?id=641

Activity 1.1:
The facilitator begins by introducing the session and asking participants to share
whether they have interacted with social accountability tools.
Facilitators’ input:
To introduce the session, ask participants to discuss at plenary and share what they
understand with the terms accountability and social accountability. This is then
followed by a power point presentation on the same. Participants in groups can
then identify some of the benefits of social accountability.

1.1 Introducing social accountability
1.1.1 What is accountability?
Accountability is defined as the obligation of those entrusted with leadership
and decision making to account for or take responsibility for their actions. It is
a proactive process by which public officials inform and justify their plans of
action, their behavior, and results. Being accountable is a continuous process.

9

Participatory Budgeting, Community Score Card
and Citizen Report Card Toolkit

INTRODUCING SOCIAL ACCOUNTABILITY

MODEL 1

1.1.2 Forms of accountability
a) Horizontal accountability
Horizontal accountability consists of formal relations within government
whereby an actor in government has the official authority to command
explanations or impose penalties on another. It is the capacity of government
institutions to check abuses by other public agencies and branches of
government.
b) Vertical accountability
Vertical accountability involves the holding of public institutions and
government into account by among others, the general public including
citizens and the civil society. Vertical accountability is concerned with power
relations between government and actors outside government. It is the means
whereby the general public seeks to enforce standards of good behaviour and
performance by public officers.
c) Diagonal accountability
Diagonal accountability refers to direct citizen engagement with horizontal
accountability institutions such as Parliament, County Assemblies, the police,
the Office of the Controller of Budget (OCoB), the Auditor General or the Ethics
and Anti-Corruption Commission (EACC), among others, when provoking
better oversight of government actions.
1.1.3 What is social accountability?
Social accountability is an approach towards building accountability that relies
on civic engagement. It is an approach where the general public participates
directly or indirectly in exacting accountability from public officers. The World
Bank defines social accountability as a broad range of actions and mechanism
beyond voting that citizens can use to hold government into account as well as
actions on the part of government, civil society, media and other social actors
to promote or facilitate these efforts.
Social accountability complements formal accountability mechanisms by
reinforcing or improving vertical accountability. Evaluating the effectiveness
of public officials or public bodies ensures that they are performing their best,
they are providing value for money in the provision of public services and
Participatory Budgeting, Community Score Card
and Citizen Report Card Toolkit
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MODEL 1

INTRODUCING SOCIAL ACCOUNTABILITY

that they are responsive to the needs of citizens and the communities they are
meant to serve.
1.1.4 Social accountability tools and mechanisms
Mechanisms of social accountability can be initiated and supported by the
government (State actors) and the general public (non-state actors). The tools
are very often demand-driven and operate from the bottom-up. Community
Score Cards (CSCs) and Citizen Report Cards (CRCs) are some of the social
accountability tools and mechanisms used by the general public to exact
accountability from public officers.
Other mechanisms and tools of social accountability commonly used include
participatory policy formulation, participatory policy analysis, participatory
budgeting, independent budget analysis, participatory output monitoring,
participatory public expenditure tracking, public revenue monitoring, social
audit, participatory performance monitoring, citizen juries, public hearings,
community radio, citizen charters and public forums.

1.1.5 Social accountability tools and what they entail
Tool/Mechanism
Participatory
formulation

policy •

Participatory planning

Participatory
formulation

Direct participation by citizens or civil society
organizations in the formulation of public policy

•

Direct involvement by beneficiaries of government
programmes in the planning and design of
programme components

budget •

Direct participation by the general public in the
different phases of budget formulation, decisionmaking, and the monitoring of budget execution.

Participatory/
Independent Budget
Analysis

•

Review of budgets in order to assess whether
allocations match the government’s announced
social commitments. It may also involve analysing
the impact and implication of budget allocations

policy •

Review, critique and building public awareness
about government policies in key areas such as poverty reduction

Participatory
Public •
Expenditure or Input
Tracking

Quantitative surveys that track the flow of funds to
determine how governments use public funds, and
whether resources actually reach the target beneficiaries.

Participatory
analysis
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•

Involves tracking actual government spending with
the aim of identifying leakages and/or bottlenecks
in the flow of financial resources or inputs from the
centre to the frontline service providers

Citizen report card

•

A survey that aims to obtain feedback from
consumers of public services. It involves rating by
citizens of public service providers

Community score card

•

A combination of participatory quantitative surveys
and focus group discussions at the community/local
level bringing together consumers of public services
and providers to jointly analyse and resolve service
delivery problems.

Participatory
monitoring

output •

Local actors monitoring of the achievement of
stated project or policy outputs against identified
indicators

Social audits

•

Process whereby a government programme is
audited with the active participation of the intended
beneficiaries. It involves open and participatory
review of official reports, expenditure and works

Public revenue
monitoring

•

Tracking and analysis of the type and amount of
revenue received by the government

Citizen charter

•

Public notice displayed by the government
institutions, which provide information to the
consumers of service. The charter may mention
among other things, the types of services available,
service fee, and duration for providing the service,
the terms and procedures of service delivery

MODEL 1

Note: Social accountability methods and tools are simply instruments. They should be
selected according to the capacity of users, as they are only as good as the facilitator’s
ability to handle them skillfully.
1.1.6 Factors to consider when selecting a social accountability tool
An effective social accountability initiative undertaking requires:
•

Understanding of the socio-political context of governance and the
structure of public finance at a decentralized level

•

Technical competence of an intermediary group to facilitate the process

•

Strong publicity campaign to ensure maximum participation from the
community and other local stakeholders, and

•

Steps aimed at institutionalizing the practice for iterative civic actions

Participatory Budgeting, Community Score Card
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1.1.7 Choosing the appropriate social accountability tool
The choice of an appropriate social accountability tool may be informed by:
•

The nature of the problem that the government, community (or service
user) intends to address

•

The factors contributing to the problem that is to be addressed

•

The social, political and cultural setting in which the accountability tool
needs to be applied

•

The enabling environment in which the initiative is to be taken up

•

The functional relationship between stakeholders (issues of power and
control)

•

The appropriate entry point as informed by the analysis of the problem
and the overall context, and

•

Whether the problem is local or national

1.1.8 Benefits of social accountability
Some of the benefits of social accountability include:
•

Ensures sustainable governance as social accountability tools and methods
have the potential of increasing the cost-effectiveness of investments by
government in public service delivery

•

Involving the public in governance processes contributes to better planning,
better prioritization through projects that better target citizen needs, more
objective and better monitoring of government activities, better access and
quality of public services, better governance, and increased development
effectiveness

•

Citizen monitoring of the utilization of public funds and the delivery of
public services can ensure the rational use of public resources and provide a
safeguard against leakage of resources and corruption

•

Evaluations undertaken by independent actors outside government can
provide vital feedback to the government and its departments on the challenges
or inadequacy in public service delivery

•

Has the potential to empower social groups that are under-represented e.g.
women, youth and the poor in formal political institutions

•

Can contribute towards addressing the limitations of formal accountability
mechanisms with the objective of promoting better delivery of public services
and better management of public finances

•

Introduces incentives for downward accountability and also creates
mechanisms for participatory monitoring and citizen-government dialogue

13
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Can result in the formulation of more informed policies and enhanced service
delivery by government

•

Initiatives can contribute to community empowerment by providing important
information on rights and entitlements and introducing mechanisms
that enhance the voice of citizens and citizen influence in relation to the
government, and

•

Can lead to increased government resources. By understanding the budgets
of a county government for instance, the public may begin appreciating
the financial challenges or limitations facing the government therefore
appreciating the importance of paying up on taxes, fees, charges and levies.
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MODEL 2

THE PARTICIPATORY BUDGETING AND BUDGET ANALYSIS

Module purpose
Proposed
duration

To introduce participants to the budget and participatory
budgeting

module 3 hours

Objectives of the
Module

By the end of this module participants should be able to:
•
•
•
•
•

Training materials

•
•
•

Understand what a government budget is
Understand key budget concepts
Understand characteristics and economic functions of
the a government budget
Understand the components of a budget
Appreciate participatory budgeting
Handout and exercise instructions
Reference materials
Source of key legislations via http://www.kenyalaw.
org/klr/index.php?id=641

2.0 Background
The enactment of the Constitution of Kenya 2010 did not only alter the public
finance landscape in the Kenya but also enhanced the role of citizen engagement
in decision-making, governance and public affairs in general. One of the
changes that came as a result of the new dispensation is the political, fiscal
and administrative decentralization of power from the national government to
47 county governments, 290 sub-counties and 1,450 wards. In addition to the
decentralization of power and resources, the Constitution of Kenya 2010, the
County Government Act, 2012 (CGA) and the Public Finance Management Act,
2012 (PFMA) provides for public participation in all issues of governance and
public decision-making.
The government uses the budget as a tool for implementing its policies and
manifesto in an effort to provide goods and services to its citizen. The budget,
which is a government’s financial plan, remains one of the most important
policy and political instrument through which the state mobilizes resources
and allocates public funds for the benefit of its populace. Therefore, in order to
guard against misuse of public resources, the citizens have a duty to monitor
how their government spends their resources.
Budget monitoring can only be said to be effective if all the stakeholders,
including among others the legislature, media, civil societies, community and
religious based organizations develop interest on budget matters. Such interest
can only translate in more awareness besides enhancing advocacy work.
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MODEL 2

It is expected that the information provided in this tool kit will enhance
the ability of the civil society and citizens to influence the budget process
throughout the budget cycle.
Exercises 1
Ask participants to:
•

Share their understanding of what is a budget?

•

Point out why they think the government makes budgets every year

•

Describe the budget making process

Note: Power point presentation to follow

2.1.1 What is a Budget?
A budget is a financial statement outlining the expected revenues and
expenditures. Government budgets (with specific reference to Kenya) are
annual in nature; they are usually prepared several months in advance of
the target fiscal year. In the budget, the government describes and lays out
intentions and policies it would like to pursue in the coming fiscal year and
draws up a financial plan corresponding to those priorities. The budget
remains the most powerful socio-economic policy instrument. It is important
for all stakeholders to participate in the budget process as a way of influencing
expenditure priority setting and resource allocation.
2.1.2 Characteristics of a government budget
•

It is a political instrument i.e. it reflects the policies of the government of
the day

•

It is technical, complex and dynamic

•

It spells out the sources of revenue and what the revenue will be spent on
(expenditure)

•

It is influenced by many actors e.g. government, legislature, the auditor
general, civil society, citizen etc.

Participatory Budgeting, Community Score Card
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2.1.3 Economic functions of a budget
Allocation of financial resources to various government functions: In allocating
resources, the government must decide both the relative side of the public
sector provisions, as well as how available resources are to be allocated among
the various government policies, programmes and functions such as health
and security among others.
Macroeconomic Stabilization: The budget responds to the need for the
government to promote certain level of employment, public spending, economic
growth, external balance and environmental sustainability. Stabilization
policy require the use of economic, political and social judgment to determine
which objectives are to be given priority and what are the acceptable rates of
unemployment, interest, levels of debt among others.
Redistribution of income and wealth: This involves using fiscal policy and the
budget to try to redress inequalities in income and wealth distribution within
the society.

2.1.4 Components of a government budget
A government budget just like any other budget is made up of two components.
The demand side of the budget includes items on which the public resources
(money) are spent (expenditure) while the supply side is made up of revenue,
whose sources vary from one jurisdiction to the other.
A desired budget is one that has a budget surplus (a situation where revenues
exceed total expenditure in any given fiscal year). Since it is almost impossible
to have a surplus budget in most developing nations, countries are encouraged
to have a balanced budget (where total ordinary revenues are equal to total
expenditures), implying that the government is able to finance its expenditure
through its own generated revenue. The government is said to be having a
budget deficit (where total expenditures exceeds total revenue) implying that the
government is unable to generate sufficient resources to finance its operations.
In this case the government has to look for various ways of plugging the deficit.
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a) Public Revenue
Public revenue includes the income, money or receipts that the government
raises in a fiscal period for the purposes of financing government operations.
In Kenya, the following are some of the sources of public revenue:
1.

Taxes – direct and indirect taxes

2.

Non- taxes e.g;

•

Appropriations-in-Aid (AiA): user fees, court fines, licenses

•

Privatization proceeds: revenue that accrues as a result of transfer of
ownership of an enterprise from government to private sector.

•

Investment income: includes dividends paid by the government and
other Parastatals where the state is a shareholder.

•

Grants: financial support that does not need to be repaid or
compensated.

•

Borrowing/loan: financial support that must be repaid with interest upon
maturity. It can either be domestic (borrowing through sale of government
securities in the form of treasury bills and treasury bonds in the local
money market) or external (borrowing from multilateral institutions e.g.
International Monetary Fund or from foreign government)

b) Public Expenditure
This refers to the amount of money that the government plans to spend for
purposes of provision of goods and services to its citizen, meeting its external
obligations in a fiscal period. The main components of public expenditure
are:
•

Recurrent/Current Expenditure – expenses incurred in management
and execution of state operations e.g. purchase of goods and services for
current consumption, wages and salaries, acquisition of furniture and
equipment among others.

•

Development/Capital Expenditures - resources required for acquisition
of fixed assets such as land, buildings, construction of roads, equipment/
machinery etc. that is usually meant to generate income in future

•

Transfer Payments – refers to public funds that are directly transferred
to individuals or Ministries, Departments and Agencies (MDAs) and
lower levels of government and are not payments for productive work
e.g. Orphans and Vulnerable Children (OVCs) support fund, transfer to
charity organizations etc
Participatory Budgeting, Community Score Card
and Citizen Report Card Toolkit
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2.1.5 Principles of good budgeting
•

Transparency: budget decisions should be open to public debate and scrutiny.
All relevant budgetary information should be made available in an accessible
format, and in a timely and systematic manner. Budget information needs to
be accurate, reliable and comprehensive.

•

Contestability: Budget allocations should not have automatic claim to funding.
All policies should be allowed to compete for funding and in addition needs
to be open to regular review, evaluation and improvement in order to ensure
prioritization and optimal performance of spending agencies.

•

Accountability: A good budget is one in which government is accountable to
the people for its spending. (It has the function of forcing compliance)

•

Periodicity: The budget should cover a fixed period of time, usually one year,
and the budget process should follow a clear and reliable schedule that has
been agreed upon and published in advance.

•

Comprehensiveness: The budget must contain all the fiscal operations of the
government, including all public expenditure and revenues in order to enable
full and informed debate of the trade-offs between different policy options.

•

Predictability: Spending units should have certainty about their allocations in
the medium- term to enable them plan ahead. Budget predictability is required
for effective and efficient implementation of policy and service delivery.

•

Flexibility: A good budget should be flexible enough to respond to changing
needs and priorities.

•

A good budget is participatory – It takes into account the basic needs of most
of the people and in some cases incorporates views and submissions from the
citizen.

•

A good budget needs to stimulate economic growth, job creation and
investment in the economy.

Source: Save the Children Sweden (2002). Child Budget Analysis Training Manual;
Institute of Economic Affairs Kenya (2011). Applied Budget Work Training of Trainers’
Manual

2.1.6 What is budgeting?
Budgeting is the process through which the government defines its future
operations, identifies the resources required for funding those operations,
mobilizes and allocates the resources. In coming up with the budget, the
government has to prioritize spending. This is done through allocating limited
and inadequate resources to the unlimited needs of its citizenry.
There is need for the public to hold its government accountable for spending
and overspending. The government should plan for unforeseen expenditure,
which could be occasioned by disasters, natural among others.

19

Participatory Budgeting, Community Score Card
and Citizen Report Card Toolkit

THE PARTICIPATORY BUDGETING AND BUDGET ANALYSIS

MODEL 2

2.1.7 Why participate in budgeting
Some of the reasons why the public should participate in the budgeting process
include:
•

It gives the public a sense of ownership and responsibility for projects that
are being developed by both the government and the citizens

•

Enhances trust between government and citizens. Lack of public
expenditure information leads to public discontent and inaccurate citizen
perceptions of corruption

•

Provides an opportunity for government and citizens to discuss tradeoffs on the use of scarce public resources vis-à-vis urgent and strategic
priorities

•

It is instrumental in increasing public expenditure transparency and in
improving budget targeting

•

Citizen participation in budget decision-making may increase the
allocation of resources towards basic services

•

It promotes public engagement and social accountability, and

•

It improves efficiency in budget allocation by bringing both the duty
bearers and right holders closer in budget planning

2.1.8 The budget cycle in Kenya
Budgeting follows a cycle that usually takes place over a defined period, which
varies from one jurisdiction to the other. In Kenya, this is usually one year. The
budgeting process is always cyclic in nature, that is, the end of one stage marks
the beginning of another stage, and all these stages take place concurrently.
The four major steps in a budget cycle include:

1.

Budget Formulation

The national treasury headed by the Cabinet Secretary in charge of finance
drafts the national budget. It is based on national projections for economic
growth, inflation, and demographic changes, and will reflect goals such as
raising or lowering taxes, or increasing expenditure for agreed priorities.
County budgets are drafted by the County Treasury under the leadership of
the County Executive Committee (CEC), member for finance.

Participatory Budgeting, Community Score Card
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2.

Budget Approval/Enactment

During this stage, the draft national budget is discussed and reviewed in the
National Assembly while the county budget too is debated and reviewed by the
members of the County Assembly (MCAs). After the deliberations, the budget
is approved (sometimes with amendments) and enacted into law. This stage
includes public hearings, and is generally when budget information becomes
publicly available.

3.

Budget Execution

In this stage, both the county and national government implements the budget
by collecting revenue and disbursing funds to various spending units and
at the same time monitoring expenditure to ensure that it is in line with the
budget (funding allocations are not always adhered to though).

4.

Budget Oversight/Auditing

The National Assembly together with the Auditor General checks whether the
budget was implemented efficiently, and in line with the approved budget
and plans. Similarly, the County Assemblies interrogate the audit reports and
make recommendations regarding the implementation of the budget.

Figure 1: The Budget Cycle

Source: International Budget Partnerships
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Key Budget Documents
Stage

Formulation

Budget Document Produced

Objective of the Document

National

County

Budget Policy Statement
(BPS)

County Fiscal Strategy
Paper (CFSP)

•

This is a pre-budget
statement
produced
during the first phase
of
the
executive’s
formulation of the
budget and it explains
the
key
economic
data and economic
assumptions
used
in the formulation
of the budget for the
upcoming year

Executive Budget proposalThis includes:

County Budget Estimate

•

This is the budget
proposal
through
which the government
translates its key policy
goals into action.
It includes revenues
(how much citizens pay
in taxes), expenditures
(how government funds
are distributed among
citizens), and public
debt (how much of the
government loans will
be carried by current or
future generations)

Budget Statement and
Budget Estimates (of
Recurrent Expenditure,
Development Expenditure,
and Estimates of Revenue

Approval

•
•

Appropriation Act
Finance Act

•

•
•

County Appropriation
Act
County Finance Act

•

These
are
the
enacted budget. The
Appropriations
Act
allows the spending
units to spend the
approved
amounts.
On the other hand, the
Finance Act allows the
government to levy fees
and impose and collect
taxes
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Quarterly
Economic •
and Budgetary Review
(QEBR)- Produced by the
Treasury
Quarterly
Budget
Implementation
& •
Review
ReportsProduced by the Controller
of Budget
Budget Review Outlook
Paper (BROP) –Produced
by the National treasury

Quarterly
Budget •
Implementation
& Review Reports
-Produced
by
the
Controller of Budget
County Budget Review
and Outlook Paper
(CBROP)- Produced by
the County Treasury
•

•

Audit/Evaluation
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Report of the Auditor General
on
the
Appropriation
Accounts,
Other
Public
Accounts and the Accounts
of Funds of the Republic of
Kenya
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Report of the Auditor
General on the
Appropriation Accounts,
Other Public Accounts and
the Accounts of Funds of
County X

•

These
are
budget
implementation
reports that provide
periodic measure of
the trends in revenues
and expenditure. It
also provides some
explanation of any
significant deviations
from expectations
They include the InYear Reports, the MidYear Reports and the
Year-End Report.
A Year-End Report
presents how the budget
was
implemented
throughout the entire
budget year, compared
to the Enacted Budget
and any supplementary
budget that may have
been issued during the
budget year
Assess
the
impact
of
county
budget
implementation
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2.1.9 County Budget Timelines
The tables below show the budget timelines with various activities undertaken throughout the budget
cycle. For purposes of explaining the mechanisms available for the citizen to participate in the entire
process, we have used the Health sector as an example;

1.

Budget Formulation

Time

Activity

Person(s) responsible

Mechanism of citizen Skills/knowledge/
engagement
tools

Aug-Feb

The process starts with the
issuance of budget process
circular/guidelines to be
followed by all county
government entities in
their preparation of the
budget. Consequently each
county prepares a Budget
Review and Outlook Paper
(BROP) that are submitted
to the County Executive
Committee (CEC). Further
in February the County
Treasury in consultation
with the various
stakeholders prepares and
submits County Fiscal
Strategy Paper (FSP) to the
CEC with details of broad
strategic priorities and
policy goals to guide budget
preparation and finally for
approval by the County
Assembly)

CEC member for
Finance; County
Treasury and County
Assembly

Advocate for the
circular to be availed
to the public for
awareness on the
county budget
calendar.
Engage with the
respective County
Budget and Economic
Forum by presenting
a memorandum on
the following:
•

•

•

Knowledge of
health policy
framework and
budget literacy

Assess whether
county health
objectives in FSP
are aligned to the
national health
objectives in the
Budget Policy
Paper
Key health
policy issues and
priorities to be
considered at the
county level.
Hold pre-budget
workshop with
relevant County
Assembly
committees
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Activity

Person(s) responsible

Mechanism of citizen Skills/knowledge/
engagement
tools

Mar -Apr Preparation of County
government budget
estimates that include
estimates of revenue and
estimates of recurrent and
development expenditure
with supporting documents.
This is followed by drafting
of County level Bills to
implement the county
government budget

CEC; County
Executive Committee
member for Finance

Produce alternative
Budget analysis
county health budgets
Disseminate health
sector budget analysis

30th Apr

CEC member for
Finance

Conduct health sector Budget
budget analysis
skills

Approved county budget
estimates, supporting
documents, the
Appropriation Bill and any
other Bill to be submitted
to the County Assembly
to be later published and
publicized as soon as is
practicable

Produce simple
guides on county
budget and
disseminate widely

analysis

Dissemination
strategy

2. Budget Approval
Time

Activity

Person(s) responsible

Mechanism of citizen Skills/knowledge/
engagement
tools

Jun

Discussion and review of
the county government
estimates of expenditure and
make recommendations in
conjunction with views of
the CEC member for Finance
but in reference to what
is adopted in the County
Fiscal Strategy Paper.
Subsequently, approved
budget is prepared and
published in a public user
friendly way

Relevant committee in
each respective county
assembly; County
Treasury and CEC
member for finance

Participate and
Budget analysis
present memorandum and dissemination
or views on budget
strategy
proposals to County
Assembly
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Time

Activity

Person(s) responsible

Mechanism of citizen Skills/knowledge/
engagement
tools

Jul -Aug

Submission of County
Finance Bill with revenue
raising measures to the
County Assembly for debate
and approval not later than
90 days after passing the
County Appropriation Bill.

CEC member for
finance

Create awareness on
revenue measures
by disseminating
repackaged briefs on
county revenue

Understanding
of revenue and
tax policy at
the county and
Revenue analysis
skills

Review and analyze
revenue measures
This bill will be
accompanied by a
policy statement
explaining the
measures

3. Budget Implementation/Execution
Time

Activity

Person(s) responsible

Jul

Authorization of withdrawal County Assembly
of money from the
County Revenue Fund to
various county entities on
agriculture, health, etc. If the
Appropriation Bill is delayed
and not assented to by end
of June in order for it to
authorize withdrawals from
County Revenue Fund, then
an amount not exceeding
50% of the total county
estimate of expenditure is
withdrawn

Monitor budget
implementation
by reviewing
county budget
implementation
reports

Submit supplementary/
revised budget to the
County Assembly to seek
funds due to an emergency
or under funding (not more
than 10% of the County
Budget). Spending approved
through introduction
of a supplementary
Appropriation Bill

Review
supplementary
budget and
disseminate results to
civil society.

County government

Mechanism of citizen Skills/knowledge/
engagement
tools

Public
Expenditure
Tracking Survey
(PETS)

Track flow of specific
health funds to
beneficiary

Access to county
supplementary
budget
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Activity

Person(s) responsible

Mechanism of citizen Skills/knowledge/
engagement
tools

Can engage relevant
members of county
assembly to empower
them on their
ability to scrutinize
supplementary
budget
Jun

Any amount not spent by
end of the year lapses and is
supposed to be repaid to the
County Exchequer Account
and submit a refund
statement to the Controller
of Budget

County Government
entity

4. Budget Audit/Oversight
Time

Activity

Person(s) responsible

Mechanism of citizen Skills/knowledge/
engagement
tools

Jul-Dec

Audit and evaluation of
budgeted county revenue
and expenditure against
actual revenue collection
and actual spending.

Auditor General and
County Assembly

Review and analyze
respective county
audit report

2.1.10

Assess impact of
county budget
implementation

Social audits,
Public
Expenditure
Tracking Survey
(PETS)

Participatory budgeting

Participatory budgeting is a democratic process in which members of the public
are directly involved in making both policy and budgetary decision. Through
participatory budgeting, citizens have the opportunity to allocate resources,
prioritize broad social policies, and monitor public spending.
In Kenya, the Public Finance Management Act, 2012 and the County
Government Act, 2012 provides for citizen participation in public financial
management and in particular: the formulation of the National Budget Policy
Statement, County Fiscal Strategy Paper, the Budget Estimates; the preparation
of Division of Revenue Bill and County Allocation of Revenue Bill. The County
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Budget and Economic Forum provides a platform for public participation in
county planning and budgeting.
The County Government Act, 2012 requires the county government to
facilitate establishment of modalities and structures for public participation.
The county government shall facilitate the establishment of structures for
citizen participation including budget preparation and validation (Section 91,
County Government Act, 2012). Some of the formal mechanisms for public
participation include Pre-budget public sector consultative forums, County
Budget and Economic Forum (CBEF), the Sector Working Groups (SWGs), and
Budget and Appropriations Committee hearings among others.
Exercise
•

Ask participants to share out their experience on participatory budgeting

•

What are the challenges that they (participants) encounter while undertaking
participatory budgeting?

2.1.11 Budget Analysis
Purpose: This section introduces participants to important terms and skills for
undertaking budget analysis. The skills acquired will enable participants to
analyze budgets from various perspectives throughout the entire cycle.

Exercise
Ask participants to;
1.

Share their understanding of budget analysis

2.

Discuss the aims/objectives of undertaking budget analysis

3.

Discuss various approaches to budget analysis

Participatory Budgeting, Community Score Card
and Citizen Report Card Toolkit

28

MODEL 2

THE PARTICIPATORY BUDGETING AND BUDGET ANALYSIS

2.1.11.1 Defining Budget Analysis
Budget analysis refers to an analytical and advocacy work aimed at making
public budgets more transparent and at influencing the allocation of public
funds through the budget. It involves collection, study and interpretation
of budget data, comparison of budget data to other information such as
government policies and programmes and the establishment of findings and
results.
Budget analysis is critical in providing answers to the following key
questions:
a) Is the current budget adequate to meet the government’s stated policy
i.e. are sufficient resources allocated towards implementation of a particular
programme aimed at addressing the identified policy?
b) How much priority is given to a given sector in comparison to another
sector?
c) Is progress being made in real terms i.e. has the government expenditure on
the sector increased in real time over the period?
d) Are budget allocations equitable i.e. the analysis will help in revealing any
inequalities in resource allocation
e) Are resources being spent efficiently i.e. exploring the discrepancies between
the planned expenditure and the actual expenditure helps in revealing the
inefficiencies.
f) Are resources being spent effectively i.e. funds should be applied on the
right items to meet the overall policy objectives.
g) What other resource flow does the sector receive (e.g. external aid and the
private sector) and how these influence the allocation of public resources?
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2.1.11.2 Objectives of budget analysis
1.

Helps to inform citizens on the impact of budget allocations on their daily
lives and to mobilize public opinion to pressure for greater equity in
budget allocations

2.

Improve information sharing and public understanding of the budget

3.

Initiate debates on sector specific implications of budget allocations:
Budget Analysis can help improve effectiveness and efficiency of public
spending by making trade-offs thus helping to optimize the use of scarce
public resources

4.

Helps in the analysis of budget allocations and declared policy priorities:
Often budget allocations do not match declared government priorities.

5.

Help inform debates over the budget by shedding light on such disparities
and providing parliamentary committees with detailed budget analysis
that they would normally not be able to carry out

6.

Serves to demystify the highly technical language of official budgets and
increase transparency in the budgetary process

7.

Analyze the extent to which government is using budgets to deliver socioeconomic rights for its citizen

8.

Analyzing trends in the budget allocations over time helps in gauging
the government’s commitment to solving problems in a given sector or to
alleviate the poverty.

2.1.11.3 Approaches to Budget Analysis
Budget analysis takes different forms with each form having its merits over the
other. The following are some of the main approaches to budget analysis.
1.

Sector based analysis e.g. Health sector budget analysis

2.

Programme based analysis e.g. Budget analysis on Free Primary Education
programme

3.

The analysis can focus on a specific population group e.g. the budget
analysis on the allocation towards people living with disability

4.

Policy based analysis

5.

Rights based approach

6.

Expenditure trend analysi

7.

General economic analysis; revenue analysis; gender responsive
budgeting
Participatory Budgeting, Community Score Card
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In undertaking the budget analysis, for instance sector budget analysis, the
focus must be on the identification of the gaps at the following levels:
a) The promises and commitments towards the sector made through the
various policy papers.
b) Between needs of the sector and the commitments made by the state, both
national and international;
c) Between the commitments made by the state and the actual programmes/
schemes under the various ministries and departments;
d)

Between the objectives of the programmes/schemes and the financial

allocations towards them;
e)

Between the allocations and actual expenditures; and

f) Between the outlays and the outcomes.

2.1.11.4 Applying budget analysis in advocacy work
Budget analysis remains one of the critical instruments for advocacy. The
findings of budget analysis can be used to influence and change government
policy actions. It can only be used to assess the extent to which government’s
budgets reflect its policy promises and international commitments. In addition,
the analysis can be used to assess the performance of specific government
programmes such as poverty reduction, reduced mortality among others.
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2.1.11.5 Case Study on how applied budget work is used for
advocacy
Zimbabwe: Helping children to advocate for more spending on health and
education
In Zimbabwe, Save the Children worked with the National Association of NonGovernmental Organizations (NANGO) to set up and support 34 children’s groups
to work on a Child-Friendly National Budget Initiative.
The aim is to build a relationship and develop dialogue with decision makers
in the Ministry of Finance and with parliamentarians, to raise awareness of the
importance of increasing budget allocations for children’s services.
Children from these groups now understand key budgetary concepts, and
produce annual shadow budgets for their schools and local authorities. Two
authorities increased their 2011 budget allocations for health and education as a
direct response to submissions and shadow budgets presented by the child-led
groups. The children’s groups also produced a Ten-Point Plan for the 2011 and 2012
national budget. Among a range of measures, they called for subsidized medical
care for all children under six, and allocation of funds to provide reproductive
health information to girls.
Source: Save the Children, Child Rights Governance Initiative, ‘Zimbabwean
children hold government accountable to fulfil their rights: A case study on Save
the Children’s support to child-led groups in Zimbabwe’, April 2011.
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Module purpose
Proposed
duration

Introduce participants
monitoring tool

to

the

community

scorecard

module 4 hours

Objectives of the
Module

By the end of this module participants should be able to:
•
•
•
•

•

Understand what a community scorecard is
Understand the components of the scorecard process
Identify the different phases of the scorecard process
Identify and understand the details of each phase and
step of the score card process
Conduct social accountability by applying community
scorecard method
Understand the benefits community scorecards

•
•

Handout and exercise instructions
Reference materials

•

Training materials

3.1 Understanding the community score card
Activity:
The facilitator introduces the session before asking the participants to share
whether they have been involved in the community scorecard process.
Facilitator input:
Using power point presentation, the facilitator takes the participants through the
community scorecard process.

3.1.2 What is a community score card?
A community score card (CSC) is a tool that enables users of a public facility
and/or public services to assess the facility and/or the service provider and
to rate the services and performance of the service provider using a grading
system in the form of scores. The community scorecard approach seeks user
(demand side) perceptions on among other things: the quality of service,
satisfaction levels, transparency and the general performance of the service
provider (supply side).
The objective of the score card is to identify failures and lapses in service delivery
so as to improve among other things the quality, efficiency, accessibility,
relevance and accountability in the delivery of public service. The scorecard
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approach brings together the consumers/users of public services and the
providers of public services to jointly analyse and jointly generate solutions
aimed at resolving service delivery problems.

3.1.3 Why community score cards?
Assessing the providers of public services enables the providers evaluate their
own services. The assessment is best done by the service users since they share
from observation and experience and are best placed to give actual information
about their own satisfaction with services delivered.
The community score card process allows for: monitoring of quality of services,
tracking of inputs or expenditures, generation of direct feedback mechanism
between service providers and users and strengthening citizens’ voice in
public service delivery.
The scores generated in the scorecard assessment are used to generate
conversation between the service provider and the service consumers in
order to seek improvement in service delivery where required. The much
more important purpose of the community score card exercise is not just to
produce a scorecard, but to use service user perceptions and the feedback of
a community regarding some service or facility, to actually enhance service
delivery.
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3.1.4 Characteristics of a community score card
Some of the characteristics of a community score card include:
•

Uses the community as the unit of analysis

•

Conducted at the local level therefore more useful in rural settings

•

Data collection is through focus group discussions (FGDs)

•

Does not involve explicit sampling as it aims at maximum participation of the
local community in the gathering

•

Emphasis is on immediate feedback and accountability and, less on actual
data

•

Emphasis is on joint decision-making between the service provider and
service users as opposed to scores generated

•

Relies more heavily on grass-roots mobilization to create awareness and
invoke participation

•

Has a short implementation period of about three (3) to six (6) weeks

•

Feedback to providers is almost immediate and changes are arrived at through
mutual dialogue during the interface meeting.

3.1.5 Benefits of community score cards
Citizens are eager to participate in governance processes that aim at improving
public service delivery for their lot. Hidden concerns come out when
communities are given such an opportunity in a scorecard process. The Service
providers benefit from the scorecard process, as they are able to evaluate their
efforts in service delivery based on the consumers’ feedback on their services,
Some of the benefits of the community score card process to both the service
providers and consumers include:
•

Presents opportunity for users of public services or facilities to assess the
provider or facility

•

Contributes to better service delivery by promoting accountability,
transparency and responsibility of service providers to service users

•

Provides institutions and individuals providing services with perspectives,
suggestions and complaints from citizens about the quality of these
services on a regular basis

•

Leads to common understanding of existing problems and solutions in
relation to service delivery

35

•

Improves relations between service providers and service users

•

Results in community ownership and culture of constructive dialogue
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Help service providers monitor service quality together with the
community

•

Can reveal knowledge gaps of the community members helping in the
identification of strategies to address those gaps

•

Facilitates good governance through informed decision-making

•

Feedback helps the service providers make informed decisions and
consider policy choices that aim at improving services and responding to
citizens needs

•

Contributes to better service delivery through improvements in the
management, access and quality of services

•

Presents an opportunity for the service provider to review the strategy in
planning for other projects

•

Enhances the confidence in the service provider especially when the scores
are high, and

•

Enhances confidence in service users to have a voice in project design and
implementation

3.1.6 Stages of a community score card process
Diagram 1: Summary of the community scorecard process
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STAGE ONE: Planning, community mobilization and sensitization
The first step in the ‘community scorecard process’ is to hold a community
meeting to explain your intentions and the ‘community scorecard’ methodology
of exacting accountability. Identify the sectoral scope and intended geographic
coverage of the evaluation, define the sample of village cluster to be used for
the exercise, identifying the service input entitlements for the chosen sector,
identify and train the lead facilitators, make introductory visits to local leaders
to inform them of the plans. The community should be divided into interest
groups for participatory focus group discussions. Ensure that all households
are represented.

STAGE TWO: Generation of community performance score- card and
self-evaluation scorecard by service provider
1. Generation of community performance score- card
The five steps in the development of the community performance score card
include: (a) generation of issues, (b) prioritization of issues, (c) developing of
indicators and (d) developing input tracking matrix.

Diagram 2: Summary of steps in the development of a community
scorecard

Step 1: Generate issues
After inputs have been identified and tracked, groups need to share ideas
about service related issues to be reviewed e.g. what service or program works
well? What does not work well? The group begins by sharing some general
issues about certain aspects of their program or service. This may include: the
types of services offered, how the services are offered, the main challenges, the
role of the community in service delivery.
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Step 2: Prioritize issues
Not all issues generated by the groups will be relevant to the service or project.
It is therefore important that group members agree on the most important and
urgent issues that should be dealt with first. The groups should give reasons
for their choice.
General issues generated by all the groups are then used to develop indicators
for the high priority issues. A follow-up visit is done during which the issues
(to be presented as indicators) will be scored.
Table 1: Identification of issues
Issue

Priority

Reasons

Step 3: Develop indicators
The facilitators in a sitting share the various issues generated by their respective
groups with the objective of coming up with common issues representing the
area. The facilitators identify the major issues, develop indicators and list the
issues related to each indicator under it as shown in table 2 below.
Table 2: Issues and Indicators
Issues
•
•

Indicator

“The community leaves litter on the •

Cleanliness of the health facility

grounds of the health centers.”

and surroundings.

“There isn’t always water to wash
the floors in the center and clean
the bed linens.”

Group exercise
Generation of issues, prioritizing issues and developing indicators
Divide participants into two or three groups. Participants should in their groups
generate issues, prioritise the issues and develop indicators for a Community Score
Card for an identified service in a name locality. This is presented at plenary. Allow
discussions on each of the presentations
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Step 4: Develop the Input-Tracking Matrix
Inputs are the resources allocated to a service delivery point in order to
ensure the efficient delivery of a particular service. These in the case of a
health center may include the number of staff who should be employed at the
center. Provide information on input entitlements of a particular service before
discussion and reaching agreements on input indicators. After generating the
indicators, develop a matrix (“the Community Score Card matrix”) for scoring
the indicators. The discussions results should be captured in a matrix below.
Table 3: Sample of input tracking matrix
Input Indicator

Entitlement

Actual

Remarks

Number of service
providers staff
present

4 providers with
certification or
qualification for
this level of care

2 qualified
service providers
available

Children per class

45

72

Diagram 3: Summary of steps in the development of the input-tracking
matrix

5
4
3
2
1
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•

•

•

•

6

•

•

Ask for and record the data on actuals for each input from all of the
groups
Put this in an input tracking matrix as shown in table 1 above

•

In the case of physical inputs or assets one can inspect the input
(e.g. number of drugs present in the dispensary)

Finalize measurable input indicators to be tracked using the supply-side information and the discussions in the sub-groups

Divide participants into focus groups based on their involvement in the service

Share information with the community and the service provider

Obtain supply side data that will enable tracking inputs, budgets or entitlements
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Group exercise
Developing the input tracking matrix
Divide participants in groups in which they are to identify a sector for which
they are to develop input indicators. Participants will throughout the training
use the sector identified for subsequent exercises. Each group should identify a
secretary who will present the developed matrix to the rest of the participants for
comments

Step 5: Create the scorecard with the community
Creating the community scorecard involves going back to the community with
the developed indicators and matrices to start the proceedings again with a
community meeting, prior to doing the scoring. The community is informed
on the transformation of the issues generated by the different group) into
common indicators for all the groups and that the indicators need to be scored
to identify the extent of the prioritized issues.
The indicators developed are presented to the community in the same focus
groups they were in on the first day of the community scorecard process. This
helps in checking whether they represent the issues generated on the first
meeting.
Participants after being explained to how the scoring works are required to
give it a score. Their reason for the score should be written on the matrix.
Participants should suggest on how to improve on low scores, how to maintain
high scores and how to maintain those aspects of the project or services.
A matrix is developed to will record scores from all the focus groups in order
to have a combined score for each indicator. This consolidated matrix will
present a general consensus for the indicators from one catchment area.
The process begins by a representative of each group sharing his/her group’s
scores. The scores are inserted in the matrix. The facilitators guide the discussions
by asking questions such as;“Which score can represent all scores and the real
situation?” to come up with representative scores. The consolidated score for
the indicator agreed upon by the wider group is then filled into the matrix. The
groups should write the reasons for their scores down on the matrix.
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Points to note
•

The community should situate their understanding within the context of
international/local conventions and laws when scoring. This helps them to
place their demands within the realm of constitutional context i.e. the issues
of entitlement will help in gauging whether the demands made are realistic
and legitimate.

•

Scoring may be determined by among other factors: affordability, accessibility,
and quality.

•

Provide clarity on how the community undertakes the scoring. This must
be based on the perception of the society with regard to the thematic issues
under consideration e.g. water

•

The definition of indicators should be based on ideal situations as this helps
in building consensus as a way of helping in prioritizing the issues to be
considered. Let the participants define the indicators then together, mirror
the set indicators on the reality as a starting point. This will help in assuaging
feeling of witch hunt besides informing the development.

Table 4: Sample community generated performance scorecards
Indicator

Score

Reason

Indicator 1
Indicator 2
Indicator 3

For scoring purposes, it is usually easier to give higher numbers for better
performance as shown in table 6. Table 7 next page is a sample of consolidation
of scores.
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Table 6: Sample of a community scorecard within a focus group
Lengenet Dispensary - Community Scorecard
The development of the scorecard below was the result of a community
score card process that was facilitated by the Center for Transformational
Leadership (CTL) in Nakuru County.
Issue

1.0

2.0

3.0

4.0

1
Very
Poor

2
Poor

3
Fair

4
Good

5
Very
Good

Remarks

Equipment
Access to immunization
services

A fridge is now available. This
facilitates storage of vaccines so that
immunization services are offered each
day unlike before where immunization
services were offered once a week.

Preservation of lab
supplies

The fridge space in place is small to
accommodate large quantities of lab
supplies.

Availability of water
Access to clean water at
the health facility

Tankers deliver water to the health
facility and there is high dependence
on rainwater. The facility only has
one storage tank that has a capacity of
8,000 liters

Availability of running
water

The piping system is not working
due to broken pipes and so facilities
like the maternity ward do not have
running water.

Staff Quarters
Access to services
during weekends/
emergency situations

There are no medical personnel
available to attend to emergencies
since they all live far away from the
health facility.

Accessibility to
alternative nearest
health center in
emergency situations

The nearest health facility after
Lengenet Health Center is about 8
km and the mode of transportation to
access them is challenging

Access to Drugs
Quantity of drugs
available at the health
center

The drugs that are available at the
health center are inadequate so some
patients end up not getting drugs.
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Patients are asked to
buy drugs from chemist

5.0

6.0

7.0
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There are some drug types that are
available in the health center but others
are not available and so patients are
often asked to purchase those from the
chemist.

Ambulance Services
Access to health service
during emergency cases

Citizens have to find alternative modes
of transport to cover more than 8KM in
order to access health services in case
of emergencies because there are no
ambulances that serve the area.

Transfer of patients to
other health facilities

Citizens have to use personal vehicles
or motorbikes to transfer their patients
to the nearest Level III hospital, which
is 8KM away.

Laboratory Facilities
Availability of lab
services

The laboratory facility in Lengenet does
conduct basic tests such as malaria and
typhoid. Citizens have to use other lab
facilities to access lab services for any
other tests.

Availability of lab
supplies

Though there is a laboratory in place
in Lengenet, the facility lacks some of
the basic equipments like a fridge and
testing kits to enable it conduct a wide
range of tests.

Maternity Services
Availability of
maternity supplies

The maternity ward has recently
been equipped with 6 beds, a modern
labor bed, and an infant nose sucker.
However, there are no incubators or
kitchen facilities to take care of mothers
who are admitted at the facility.

Accessibility of
maternity services

There is a maternity ward that has
become operational now after receiving
basic equipments. However, there is no
running water in the facility and access
to emergency maternity services at
night or during weekends remains a
challenge.
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2. Generation of self-evaluation scorecard by service provider
Step 1: Generate issues
After inputs have been identified and tracked, groups need to share ideas
about service related issues to be reviewed e.g. what service or program works
well? What does not work well?” The group begins by sharing some general
issues about certain aspects of their program or service. This may include: the
types of services offered, how the services are offered, the main challenges, the
role of the community in service delivery etc. Issues raised could be positive
or negative. Remind yourselves as service providers about the possible issues
you thought might be good to review or discuss when you originally planned
the scorecard process.
Step 2: Prioritize issues
Not all issues generated by the groups will be relevant to the service or project.
It is therefore important that group members agree on the most important and
urgent issues that should be dealt with first. The groups should give reasons
for their choice.
The facilitator should, after informing the groups, explain that he/she would
use the general issues generated by all the groups to develop indicators for the
high priority issues. A follow-up visit is done during which the issues (to be
presented as indicators) will be scored. The facilitator should impress upon the
group members to be available for the scoring exercise.
Step 3: Develop indicators
The facilitator’s share the various issues generated by their respective
groups. The issues from the different groups are mixed in order to come up
with common issues representing that location or area. The major issues are
identified, indicators developed and list the issues related to each indicator are
listed under it. Similar issues might generate related indicators which can be
clustered under one “theme” e.g. indicators concerning delivery of the service,
staff attitudes toward clients, availability of equipment to deliver the service.
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Diagram 4: Summary of steps in the generation of self-evaluation
scorecard by service provider

4

2
1

•

•

Service provider/facility staff to reflect on why they gave the scores they did,
and to also come up with a set of suggestions for improving the state of service
delivery

3

•

Service provider/facility staffs fill their relative scores for each of the indicators developed. Average this to obtain the self-evaluation score card

•

Brainstorming by service provider to come up with performance indicators

Identify facilities that will undertake self-evaluation

The facilitators develop the indicators that are to be scored by the service provider. The score should only
be inserted in the matrix once the group has agreed it. The matrix should also include reasons for the
scores.
STAGE THREE: Interface between community and service providers
An interface meeting between the service providers (supply side), service users (demand side) and
other interested/relevant parties allows for the sharing and discussions on the matrices, the scores and
the reasons for the scores as developed by both sides. It is important to invite key decision makers in
the locality including among others chiefs, village headmen, politicians and ministry officials as this will
ensure immediate feedback on the issues and responsibility to take issues and the plan of action forward.
It is also in this meeting that a joint action plan will be developed.
Diagram 5: Summary of steps in the interface meeting

3
•

2
1

45

•

•

•

Facilitate dialogue between the users of service and the service providers in order to
come up with a list of changes that can implement immediately

Ensure adequate participation by the service provider and user of services by mobilizing at
the community level
Involve other stakeholders e.g. local political leaders, and senior government officials to act
as mediators

Prepare the service users and service providers for the interface meeting.
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3.1.7 Development of the joint service improvement plan
After the discussions let the members jointly decide the order in which the
indicators/issues should be dealt with, and list them in order of priority with
their suggestions for improvement. Similar priorities are grouped together
with both sides agreeing on an overall theme or name for the group. Each
priority theme is discussed and recorded in the planning matrix (see example
below).
Table 8: Example of a Joint Service Improvement Plans for a Health Sector
Priority
theme

Action

Who/
Responsible

With
whom

(name and
institution)

(name and
institution)

(List of
issues)

(activities
needed to
address the
issue)

Cleanliness
of the
health
center

Provide
additional
cleaning
staff

Health official

Health
center
clinician

Provide
waste bins

Health
center
Committee

Health
center
Grounds
cleaner

When

Resources

(Deadline

(what is
needed to do
the action)

January
2016
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STAGE FOUR: Follow-up and institutionalization
The community scorecard initiatives will serve little long-term purpose
unless implementation is followed through on a sustained basis. Service
providers and service users can put in place measures that will ensure this is
institutionalized.
Governments can make the results of the scorecards the basis for allocation
of resources or performance based incentives across sectors, and/or facilities.
Non state actors including community based organizations can train their
staff on how to conduct a community score card process, so that they become
the institutions responsible for undertaking the exercise on a sustained basis.
Links can also be made with existing community organizations such as
parents Associations so that they get involved in facilitating and implementing
community scorecard processes thus reinforcing its sustainability. Direct uses
of the findings of community scorecards can be disseminated in the public
domain through grassroots media such as local community radio.

Exercise
Challenges and effectiveness of community scorecards
The participant at plenary requests participants who have been involved in the
development of community score cards to share on the challenges of using the
community scorecard and how they overcame the challenges. Participants also
share on the effectiveness of the scorecard.
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Module purpose

Introduce participants to citizen report cards

Proposed module
duration

4 hours

Objectives of the
Module

By the end of this module participants should be able to:
•
•
•
•
•

MODEL 4

Define citizen report cards
Identify the different phases of the citizen report cards
process
Identify the steps involved in each phase
Understand the details of each phase and step of the
citizen report cards
Conducting social accountability by applying citizen
report cards method

4.1 Understanding citizen report cards
Activity: The facilitator asks participants to share whether they have interacted
with a citizen report card or whether they have been involved in the citizen report
card process.
Facilitator input: Using power point presentation, the facilitator can take the
participants through the community scorecard process.

4.1.1 What are citizen report cards
A citizen report card (CRC) is a participatory survey that seeks to solicit service
or facility users feedback on the facility or the performance of public services.
The surveys aim at obtaining feedback from consumers of public services. The
citizen report card involves the rating by citizens of public service providers
or the facilities.
Citizen report cards come in handy in situations where service user information,
such as perceptions on quality and satisfaction with public services is lacking.
Citizen report cards are useful tools through which citizens can signal service
providers about their performance and advocate for change. The tool provides
public agencies with systematic feedback from users of public services. This
enables public officers to identify strengths and weaknesses in their work.
Citizen report cards are compiled from data collected during a randomized
sample survey of the users of public services.
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4.1.2 Characteristics of a citizen report card

Some characteristics of citizen report card include:
•

Data collected through questionnaires

•

Conducted at a more macro level (city, state or national)

•

Emphasis on monitoring demand side data on performance and actual scores/
report

•

Feedback later, through media

•

Requires strong technical skills

•

Unit of analysis is the household/individual

•

Information collected via a survey questionnaire

•

Relies on formal stratified random sampling to ensure that the data is
representative of the underlying population

•

The major output is the actual perceptions assessment of services in the form
of the report card

•

The media plays the major role in generating awareness and disseminating
information

•

More useful in urban settings

•

Longer implementation period (about three (3) – six (6) months)

•

Intermediary plays a large role in conducting the survey and data analysis

•

Feedback to providers and the government is at a later stage after media
advocacy

4.1.3 Benefits of citizen report cards
Some of the benefits of citizen report card include:
•

Enhances accountability of the public sector by supplying systematic feedback
from users of services to the service providers.

•

Enables assessment of the impact of public policies and programmes

•

Provide a platform for communities and civil society to engage in dialogue
with public service providers to improve the quality of services.

•

Provides feedback from service users to service providers, resulting in services
being citizen-oriented.

•

May result in prompt and practical improvements in service delivery.

•

Helps in the generation of recommendations on sector policies, program
strategy and management of service delivery

•

Information can be used as a basis for policy makers, service providers and
consumers to engage in dialogue; an important step towards improved public
services.
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Helps in pointing out the inequalities in services thus facilitating prioritization
of reforms to improve quality of services

•

Provides positive feedback to service providers by identifying good practices

•

Can facilitate cross-fertilization of ideas and approaches

•

Can be used to address aspects of services e.g. availability, access, usage,
quality, efficiency and reliability of services

•

Can help improve on responsiveness of service providers in addressing
challenges identified e.g. Hidden costs such as a bribe

The citizen report card approach is based on the premise that feedback on
service quality collected from communities with the help of a sample survey
provides a reliable basis for communities and local governments to engage in
dialogue and partnership action to improve the delivery of public services.

4.1.4 Key Phases in the implementation of the citizen report card
A citizen report card initiative is a process that goes beyond the execution
of a survey. It is part ‘science’ – the technical aspect of running an efficient
and credible survey – and part ‘art’ – the challenge of mobilizing an advocacy
strategy that can foster debate and generate results (see Fig. 1). Participation of
different stakeholders occurs at various stages including: (a) in the design of
questionnaires where the performance indicators and key issues are developed
through focus group discussions with citizens, (b) during the survey execution,
where qualitative interviews are used to support questionnaire data, and (c)
during dissemination where a variety of non-governmental organizations
(NGOs) are brought in to use the data for advocacy and reform.
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Diagram 6: Phases of a citizen report card

Phase 1: Identification of scope, actors and purpose
Defining the extent of the citizen report card requires the identification of the
services and aspects of service delivery, which will be evaluated. A statement
of purpose describes the reason and scope of a report card. The statement of
purpose may include information on areas such as: the service(s) or sectors
to be covered, whether the focus is on a single facility or service provider,
government or policy programmes to be assessed and how the information
is to be used. The statement of purpose should also list the more specific
objectives of the report card.
First, among a cluster of actors, or stakeholders to be identified, the most
important is to be clear on the scope of the evaluation e.g. a unit of service
provision. Second, administration of a report card initiative is a technical
exercise. Therefore one needs to identify credible policy institutes or nongovernmental organizations that can undertake the exercise.
Following the identification of stakeholders, focus group interactions to
provide inputs to design questionnaires are necessary with at least the two
constituencies – the providers of service and its users. Providers of service
can indicate not only what they have been mandated to provide, but also
areas where feedback from clients can improve their services. Similarly, users
can sound out initial impressions of the service, so that areas that deserve
extensive probing can be catered to. After the questionnaire is designed, it will
be necessary to pre-test it with similar focus groups before implementation.
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Group exercise
Identifying actors and purpose of the citizen report card process
This exercise is informed by the service or aspect of service delivery to be evaluated
as identified by the groups. The participants in their original groups identify the
actors and the purpose of the citizen report card process. This is presented to the
rest of the participants for comments and discussion

Phase 2: Design of questionnaire
The process of writing a survey questionnaire involves translating the statement
of purpose into questions. This should be guided by the research at hand.
The questionnaire has five key parts namely: the investigator information;
introduction; filters/qualifiers; demographics; and the main body.
Structure of questionnaire
The structure and size of the questionnaire need to be defined, keeping in
mind that there is a trade-off between detail and time. Mechanisms to make
the sessions mutually convenient to the enumerator and the respondent have
to be worked out. A useful practice is to break the questionnaire into different
modules that are answered by different members of the household.
Pre-testing the questionnaire
Pre-testing the questionnaire in the form of a pilot survey is important as it helps
in the identification of problems related to among others respondents’ ability
to understand the questions, the flow, length of questionnaire; weaknesses in
the instructions.
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Phase 3: Sampling
Diagram 7: Key areas in sampling

It is useful to ensure that at least one sample precinct is assigned to all
geographical regions covered. Sample households (the ultimate unit of
analysis) are then chosen from each precinct.
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Phase 4: Execution of survey
The survey process requires good coordination of the field processes. A good
quality field survey can be attained through: (a) training of investigators, and
(b) undertaking quality checks during interviews as depicted below.
Diagram 8: Steps in the execution of survey

Phase 5: Data analysis
Data analysis stage includes the inputting, consolidation and analysis of data.
The process transforms the raw primary information collected from users into
official findings. Starting the data entry process soon after the survey begins
creates an opportunity to identify irregularities and to correct them while
the fieldwork remains in progress. All information entered into the database
should be checked for accuracy. The phase concludes with the interpretation
of the findings.
Phase 6: Dissemination
The worth of the citizen report card is limited if findings are not shared and
used to enhance service delivery. The target audience should be informed of the
findings within a timeframe meaningful for follow-up action. It is important at
this stage to identify target audience(s) for the report card findings and decide
the best method to reach them. Target audience may include: the service
providers and concerned government departments and ministries, civil society
organizations, the media, donors and the general public. Dissemination may be
done in various formats including pre-launch and post-launch presentations
and media conferences.
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4.1.5 Institutionalization of citizen report card
The citizen report cards initiatives, like other initiatives of social accountability,
citizen report card initiatives will benefit the service users and providers more if
implementation is followed by efforts at institutionalization. Government(s) can
use citizen report cards for programme based budgeting (PBB). The report cards
can also be adapted to create governance-rating systems in devolved governance.
Service providers and government departments and ministries can also link
findings in the report card with their internal management and incentive systems.
Institutionalization efforts however depend heavily on political commitment.
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