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Executive Summary
This research about social accountability aimed to put this theme within the governance re-
gime. This governance regime integrates civil society actors, i.e. active citizens and civil soci-
ety organizations, into the public policies formation mechanisms in general and in the frontline 
bodies decision-making process in particular . These frontline bodies such as municipalities 
and other local governments are in direct touch with ordinary citizens as they are the main 
conduits for public service delivery. It looked into social accountability tools and approaches 
used by citizens and non-governmental institutions in their work/activities with local govern-
ments i.e. municipalities. The research looked at how civil society actors monitor and work 
together with local authorities to increase accountability through cooperation and enhanced 
management. It elaborated about the concept of the social accountability  approach through 
the neoliberal perspective and the alternative historical perspective. 

The first chapter provides a widely accepted liberal definition of social accountability pro-
duced by World Bank scholars. This definition sees social accountability as “an approach 
toward building accountability that relies on civic engagement, i.e. in which it is ordinary 
citizens and/or civil society organizations who participate directly or indirectly in exacting 
accountability”.  It delves into the reforms needed to improve governance. These reforms are; 
first, Weberian reform, i.e reforming state bureaucracy management, second; marketization 
reform, i.e. privatisation and the use of new public management in administering the state 
bureaucracy, third; establishing independent agencies with a clear mandate, i.e. Independent 
Pro-Accountability Agencies (IPA’s) and fourth, social accountability that aims to bring civil so-
ciety actors to the table of governance. These reforms are connected to the neoliberal agenda 
which aims to transfer parts of the public sector into the private sector. They are interconnect-
ed and balance each other according to the neoliberal discourse. 

After introducing the neoliberal approach of social accountability, chapter one sheds lights on 
the historical conjunctions that led to the development of this concept, i.e. social accountabil-
ity, within the emerging neoliberal governance regime. The shifting of capitalism from state-
led development to market-based development known as the neoliberal era created the con-
text that enabled the emergence of a governance regime that counted social accountability 
as one of its approaches and instruments. The historical development and conceptualization 
of social accountability in particular and governance in general in the neoliberal era saw these 
concepts an ideological instruments that serve the neoliberal economic policy agenda. This 
is basically through introducing interventions that articulate two particular social problems 
created or exacerbated by the free market development. These two problems are poverty and 
social exclusion of the subaltern classes from the decision-making process. Social accountabil-
ity came as an approach to enhance the inclusion of subaltern classes in the decision-making 
process through categorizing them as poor, disadvantaged and vulnerable people who need 
empowerment and whose voices need to be heard by the decision-makers. 

Then the research proposed and introduced an alternative articulation of social accountability. 
This approach is through articulating the concept of social accountability as an instrument and 
approach in social movement using the historical perspective. The social movement approach 
deals with governance in general and social accountability in particular as a space for the 
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power struggle between the upper class who dominate state power and the subaltern classes 
who strive to improve their living conditions. The alternative approach that uses the historical 
analysis gives social accountability its political characteristics. It redefines the relationship 
between social actors based on class struggle instead of class cooperation and reconciliation. 
This reconfiguration of the social accountability approach from a neoliberal instrument to a 
social movement instrument impacts how to view human rights. The role of human rights from 
a historical perspective is justified on the basis of human natural needs and not only as a moral 
obligation. This reconfiguration of human rights stresses the importance of social and econom-
ic rights as means to enjoy political and civil rights. 

On the subject of governance, this research provides a theoretical discussion which aims to 
define governance from different perspectives. Thus different definitions of governance were 
given. These definitions see governance as either an instrument to steer public policy, a net-
work of actors managing the public sphere, or a regime of government in the neoliberal era. 
Also a historical perspective of the concept of governance was given in order to show how 
governance evolved over time and affected the political economy of development. This cov-
ers two periods. The first started after the Second World War when the state used top-down 
administration methods for the public sector and economic development and lasted until 
the mid of 1970s. The second period began by the late 1970s and lasted up until now (late 
2022) without any sign of its demise. This second period is the neoliberal era that started with 
massive privatization of the public sector and the withdrawal of the state from many areas of 
service provision in different public sub-sectors. The ongoing neoliberal era reconfigured the 
role of social actors and categorized them as tripartite; the state, business representatives and 
civil society representatives who supposedly will represent the interests of ordinary citizens. 

A critical view was given of the concept of governance by using the political economy lens. 
This lens not only sees governance as a regulatory regime within the public sector and state 
apparatus management but also gives insights into the social composition and historical 
evolvement of the different actors. The actors of governance regulatory regimes are social 
classes defined by the economic structure of capitalism. This political economy lens divides 
social actors into two main parts; the upper and the subaltern classes. Each social class has 
its own interests that contradict those of other class/s. But the neoliberal governance regime 
aims to bring these two social actors to the same leadership table in a process that brings 
social peace and reconciliation. From the neoliberal perspective, this governance regime en-
ables the political system and its economic base to have stability. This stability depends on 
people consenting to be governed under this mode of social reproduction. 

After discussing the broad meaning of governance, the research looks at it as a theme in civic 
engagement. In this regard, the civilly engaged citizen is the one who is interested in public 
concerns and makes efforts to address and articulate these concerns to secure the interests of 
the public. Civic engagement could be divided into two sub-themes, either as political actions 
and thus part of the social movement or as non-political and related to social activities carried 
out through philanthropic and community-based organizations. In both cases, the political 
and social context provide the framework for any civic engagement activity. These activities 
could be divided on the basis of Arnstein’s participation ladder which divides civic partici-
pation into three levels. The first has two rungs; manipulation and therapy and is considered 
non-participatory. The second has three rungs; informing, consulting and placating and is a 
form of token participation. Finally, the third and upper level also has three rungs; partnership, 
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delegated power and citizen control. The latter level enables citizens to exercise and harness 
power to serve their collective interests.  

The last part of the first chapter placed social accountability, governance and civic engage-
ment concepts within the development participatory approach. Public participation in devel-
opment became increasingly demanded by international organizations after the first stage 
of the neoliberal era, in which the state in developing countries where the public sector was 
privatized tended to tighten its grip on development. International organizations such as the 
World Bank, in their efforts to tackle the emerging social problems related to privatization 
and market failure, such as poverty and state corruption, called for public participation in de-
velopment. For these international organizations and liberal scholars it became evident that 
privatization and market failure leads to citizen exclusion from the decision-making process. 
However, at the beginning of this process, international organizations lacked a clear and pur-
poseful framework for the participatory approach in development other than mitigation and 
lessen the increasing rift between the state and the upper class on one side and the subaltern 
classes on the other. 

Chapter two analyzes the data and information gathered from fieldwork conducted by munic-
ipalities in West Bank, including east Jerusalem. The field study covered eight out of ten gov-
ernorates in the West Bank. Three municipalities in each governorate were targeted to obtain 
data about the level of governance in each area. In each locality, i.e. municipality area, three 
community-based organizations (CBOs) were contacted. In total more than forty CBOs were 
part of this research inquiry. The three major Palestinian NGOs that implemented the project 
“ Civil Society for Dignity- Karama” were also part of the field research as the research looked 
into their experience and the degree of their involvement in the governance of local govern-
ments at the Ministry, governorate and individual municipality levels. 

The fieldwork focused on estimating the level of governance of local governments, i.e. mu-
nicipalities, in order to find out what governance tools might be relevant for use within the 
context of the West Bank, including East Jerusalem. The research looked into the roles played 
by each actor (stakeholder) in the decision-making process at the Ministry of Local Govern-
ment (MoLG) and the municipalities. These actors are the MoLG, municipality staff and elected 
council members and civil society organizations including the major non-governmental orga-
nizations. The field research also looked into specific themes of work relevant to the munici-
palities in general and to the decision-making process in particular. These thematic areas are; 
budget, strategic planning, procurements and projects, services and performance evaluation 
and communication and connections with citizens. All of these thematic areas need further 
improvements though some municipalities have put more effort than others into engaging cit-
izens in the decision-making process. However, citizen engagement in general and social ac-
countability activities, in particular, are not institutionalized nor conducted on a regular basis. 

The social accountability tools are presented in Chapter three, which sets the groundwork for 
accountability tools to be implemented effectively by emphasising the right to information 
in Palestine. Palestine needs legislation that allows citizens and civil society organizations, 
among others, to have free access to information. This information would include the Minis-
tries’ administrative records and detailed budgets. The chapter also sheds light on the main 
Palestinian civil society efforts to address the lack of laws regulating and enabling freedom of 
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access to information. 

Then Chapter three presents fourteen social accountability tools, dividing them into three 
categories; the first is budget-related civic engagement and accountability tools, the sec-
ond is tracing, monitoring and auditing (the two sides of budget and services), and the third 
category is the tools through which citizens are able to voice their concerns. Each category 
starts with an introduction then each tool has its own introduction and objectives. Each social 
accountability tool has its own procedure that explains how to use the particular tool either 
as an independent activity or as an instrument that complements other activities in the social 
movement. 

The first category introduces budget-related civic engagement and accountability tools. 
There are four such tools; participatory budget formulation, shadow budget: formulation or 
alternative budget, budget review and analysis, and summarisation, simplification and demys-
tification of the budget. Tools within this category deal with decision-making related to public 
financial issues, whether at the general government and ministries level or at the local govern-
ment and service providers level. 

The second category presents five different social accountability tools under the following 
titles: tracing, monitoring and auditing: the two sides of budget and services . These tools 
are; public expenditure tracking surveys (PETS), social auditing, citizens monitoring of public 
procurement, quantitative service delivery surveys (QSDS), and public revenue monitoring. 
Tools within this category look into how financial and other resources are spent and how much 
citizens benefited from public services. 

The third category demonstrates tools for citizens to voice their concerns. There are five tools; 
community score card (CSC), citizen report card (CRC), public hearing, citizen’s charter, and 
integrity pact. This category differs from the others as most of them request the direct involve-
ment of citizens in the activities at all stages of work. 

Chapter four has two sections; a challenges and lessons section and a recommendations sec-
tion. The first section presents the major challenges that will be encountered when conduct-
ing social accountability activities. These challenges have different aspects relating to; politi-
cal aspects, citizens, method and approach, public servants attitudes, and technical aspects. 
Each challenge provides a lesson about how to be flexible and relevant when using any of the 
social accountability tools. The last section gives recommendations about how to use social 
accountability tools effectively. These mainly focus on the operation and management of so-
cial accountability tools. Therefore, this section stresses the importance of capacity building, 
building networks of governance, and the institutionalization of social accountability mech-
anisms, as this will provide sustainability to governance regime based on civic engagement.
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ملخص تنفيذي

يهــدف هــذا البحــث حــول المســاءلة الاجتماعيــة إلى وضــع هــذا الموضــوع ضمــن منظومــة الحوكمــة.  منظومــة 
الحوكمــة تدمــج الجهــات الفاعلــة في المجتمــع المــدني ، أي المواطنــين النشــطين ومنظــمات المجتمــع المدني 
، في آليــات تشــكيل السياســات العامــة بشــكل عــام، وفي عمليــة صنــع القــرار في مؤسســات الخطــوط الأماميــة 
ــرى  ــة الاخ ــس المحلي ــات و المجال ــل البلدي ــة مث ــوط الأمامي ــات في الخط ــذه المؤسس ــوص. ه ــه الخص ــى وج ع
ــر  ــد نظ ــية. فق ــة الرئيس ــات العام ــم الخدم ــوات تقدي ــا قن ــين لأنه ــين العادي ــع المواطن ــاشر م ــال مب ــى اتص ع
البحــث في أدوات ونهــج المســاءلة الاجتماعيــة الــذي يســتخدمه المواطنــون والمؤسســات غــر الحكوميــة خــال 
ــة  ــات الفاعل ــام الجه ــة قي ــث في كيفي ــر البح ــات. نظ ــة ، أي البلدي ــات المحلي ــع الحكوم ــطتهم م ــم و أنش عمله
في المجتمــع المــدني بمراقبــة عمــل الســلطات المحليــة والعمــل معهــا لزيــادة المســاءلة مــن خــال التعــاون 
ــرالي  ــور نيولي ــن خــال منظ ــة م ــج المســاءلة الاجتماعي ــوم نه ــل مفه ــاول بالتفصي ــم تن والإدارة المحسّــنة. في

ومنظــور تاريخــي بديــل.

ــك  ــي البن ــه باحث ــة قدم ــاءلة الاجتماعي ــع للمس ــاق واس ــى نط ــولًا ع ــا مقب ــا ليراليً ــل الأول تعريفً ــدم الفص يق
ــى  ــد ع ــاءلة يعتم ــاء المس ــو بن ــج نح ــا »نه ــى أنه ــة ع ــاءلة الاجتماعي ــف في المس ــذا التعري ــرى ه ــدولي. ي ال
المشــاركة المدنيــة ، أي يكــون فيــه المواطنــون العاديــون و / أو منظــمات المجتمــع المــدني هــم الذيــن 
ــة  ــات الازم ــث في الإصاح ــوض البح ــما يخ ــاءلة“. ك ــة المس ــاشر في ممارس ــر مب ــاشر أو غ ــكل مب ــاركون بش يش
لتحســين الحوكمــة. هــذه الإصاحــات هــي؛ أولاً ، إصــاح فيــري )اصــاح نظريــة ماكــس فيــر(  ، أي إصــاح الإدارة 
البروقراطيــة للدولــة. ثانيــا؛ إصــاح الســوق ، أي الخصخصــة واســتخدام الإدارة العامــة الجديــدة في ادارة 
بروقراطيــة الدولــة. ثالثــا؛ إنشــاء هيئــات مســتقلة مــع تفويــض واضــح ، مثــل هيئــات دعــم المســاءلة المســتقلة. 
رابعًــا، المســاءلة الاجتماعيــة التــي تهــدف إلى جلــب الجهــات الفاعلــة في المجتمــع المــدني إلى طاولــة 
الحوكمــة. ترتبــط هــذه الإصاحــات بالأجنــدة النيوليراليــة التــي تهــدف إلى نقــل أجــزاء مــن القطــاع العــام إلى 

ــرالي. ــاب النيولي ــا للخط ــض وفقً ــا البع ــوازن بعضه ــة وت ــات مترابط ــذه الإصاح ــاص. ه ــاع الخ القط

بعــد عــرض النهــج النيوليــرالي للمســاءلة الاجتماعيــة ، ألقــى الفصــل الأول الأضــواء عــى الروابــط التاريخية التي 
أدت إلى تطويــر هــذا المفهــوم ، أي المســاءلة الاجتماعيــة ، داخــل منظومــة الحوكمــة النيوليــرالي الناشــئة.  
ــروف  ــوق والمع ــى الس ــة ع ــة القائم ــة إلى التنمي ــا الدول ــي تقوده ــة الت ــن التنمي ــمالية م ــول الرأس أدى تح
باســم العــر النيوليــرالي إلى ايجــاد الســياق الــذي مكّــن مــن ظهــور منظومــة الحوكمــة التــي تعترََ المســاءلة 
الاجتماعيــة أحــد مناهجهــا وأدواتهــا. إن التطــور التاريخــي ووضــع تصــور مفاهيمــي للمســاءلة الاجتماعيــة 
بشــكل خــاص وللحوكمــة بشــكل عــام في العــر النيوليــرالي جعــل هــذه المفاهيــم أدوات أيديولوجيــة تخــدم 
أجنــدة السياســة الاقتصاديــة النيوليراليــة. تــم هــذا بشــكل أســاسي مــن خــال وضــع تدخــات تعالــج مشــكلتين 
اجتماعيتــين أوجدتهــما أو تفاقمتــا بســبب تطــور حريــة الســوق. هاتــان المشــكلتان هــما الفقــر والاســتبعاد 
الاجتماعــي للطبقــات التابعــة مــن عمليــة صنــع القــرار. جــاءت المســاءلة الاجتماعيــة كنهــج لتعزيــز دمــج الطبقــات 
التابعــة في عمليــة صنــع القــرار مــن خــال تصنيفهــم عــى أنهــم فقــراء ومحرومــون ومســتضعفون يحتاجــون 

إلى التمكــين ، ويجــب أن تســمع أصواتهــم مــن قبــل صانعــي القــرار.

ــح  ــال توضي ــن خ ــو م ــل ه ــج البدي ــة. النه ــاءلة الاجتماعي ــة للمس ــة بديل ــدم معالج ــث ويق ــترح البح ــك يق ــد ذل بع
مفهــوم المســاءلة الاجتماعيــة كأداة ومنهــج في الحركــة الاجتماعيــة باســتخدام المنظــور التاريخــي. تتعامــل 
الحركــة الاجتماعيــة مــع الحكــم بشــكل عــام والمســاءلة الاجتماعيــة بشــكل خــاص كمســاحة للــراع عــى الســلطة 
بــين الطبقــة العليــا التــي تهيمــن عــى ســلطة الدولــة والطبقــات التابعــة التــي تســعى جاهــدة لتحســين ظــروف 
ــا  ــة خصائصه ــاءلة الاجتماعي ــاء المس ــو إعط ــي ، ه ــل التاريخ ــتخدم التحلي ــذي اس ــل ال ــج البدي ــتهم. النه معيش
السياســية. إنــه يعيــد تعريــف العاقــة بــين الفاعلــين الاجتماعيــين عــى أســاس الــراع الطبقــي بــدلاً مــن 
ــة إلى  ــه أداة نيوليرالي ــن كون ــة م ــاءلة الاجتماعي ــج المس ــكيل نه ــادة تش ــة. إن إع ــي والمصالح ــاون الطبق التع
ــور  ــن المنظ ــان م ــوق الإنس ــان. ان دور حق ــوق الإنس ــر إلى حق ــة النظ ــى كيفي ــر ع ــة يؤث ــة الاجتماعي أداة للحرك
التاريخــي مســوغ عــى أســاس الاحتياجــات الطبيعيــة للإنســان وليــس فقــط كالتزامــات أخاقيــة. إن إعــادة تشــكيل 
حقــوق الإنســان عــى أســاس منظــور تاريخــي يؤكــد أهميــة الحقــوق الاجتماعيــة والاقتصاديــة كوســيلة للتمتــع 

بالحقــوق السياســية والمدنيــة.
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ــر  ــات نظ ــن وجه ــة م ــف الحوكم ــدف إلى تعري ــة ته ــة نظري ــاك مناقش ــث هن ــة في البح ــوع الحوكم ــول موض ح
ــا أداة  ــة إم ــات الحوكم ــذه التعريف ــض ه ــر بع ــة. تعت ــة للحوكم ــات مختلف ــم تعريف ــم تقدي ــذا ت ــة. فهك مختلف
لتوجيــه السياســة العامــة ، أو شــبكة مــن الفاعلــين الذيــن يديــرون المجــال العــام ، أو نظــام حكــم في العــر 
ــة  ــورت الحوكم ــف تط ــار كي ــل إظه ــن أج ــة م ــوم الحوكم ــي لمفه ــور تاريخ ــاء منظ ــم إعط ــما ت ــرالي. ك النيولي
بمــرور الوقــت وأثــرت عــى الاقتصــاد الســياسي للتنميــة. هــذا يغطــي فترتــين. بــدأت الأولى بعــد الحــرب العالمية 
الثانيــة التــي اســتخدمت فيهــا الدولــة أســاليب الإدارة مــن أعــى إلى أســفل للقطــاع العــام والتنميــة الاقتصاديــة 
، واســتمرت حتــى منتصــف الســبعينيات. الفــترة الثانيــة بــدأت في أواخــر الســبعينيات واســتمرت حتــى الآن )أواخــر 
عــام 2022( دون أي بــوادر عــى زوالهــا. الفــترة الثانيــة هــي الحقبــة النيوليراليــة التــي بــدأت بخصخصــة واســعة 
النطــاق للقطــاع العــام وانســحاب الدولــة مــن العديــد مــن الخدمــات المقدمــة في مختلــف القطاعــات الفرعيــة 
ــى  ــم ع ــين وصنفه ــين الاجتماعي ــكيل دور الفاعل ــم، تش ــا زال قائ ــذي م ــرالي، ال ــر النيولي ــاد الع ــة. أع العام
أنهــم ثالــوث. الدولــة وممثــي الــركات وممثــي المجتمــع المــدني الذيــن يفــترض أنهــم ســيمثلون مصالــح 

المواطنــين العاديــين.

تــم إعطــاء نظــرة نقديــة لمفهــوم الحوكمــة باســتخدام عدســة الاقتصــاد الســياسي. لا تــرى هــذه العدســة في 
الحوكمــة نظامًــا تنظيميـًـا داخــل القطــاع العــام وإدارة أجهــزة الدولــة فحســب ، بــل تــرى أيضًــا التركيبــة الاجتماعيــة 
والتطــور التاريخــي لمختلــف الجهــات الفاعلــة. الجهــات الفاعلــة في نظــام تنظيــم الحوكمــة هــي طبقــات 
اجتماعيــة يحددهــا الهيــكل الاقتصــادي للرأســمالية. تقســم عدســة الاقتصــاد الســياسي الجهــات الفاعلــة 
الاجتماعيــة إلى قســمين رئيســيين ، الطبقــة العليــا والطبقــات التابعــة. كل طبقــة اجتماعيــة لهــا مصالحهــا 
ــب  ــى جل ــل ع ــرالي يعم ــة النيولي ــام الحوكم ــن نظ ــرى. لك ــات الأخ ــة / الطبق ــع الطبق ــارض م ــي تتع ــة الت الخاص
الفاعلــين الاجتماعيــين إلى طاولــة االقيــادة في عمليــة تحقــق الســام الاجتماعــي والمصالحــة بينهــم. نظــام 
الحوكمــة هــذا ، مــن منظــور الليراليــة الجديــدة ، يمكّــن النظــام الســياسي وقاعدتــه الاقتصاديــة مــن الاســتقرار. 

يعتمــد هــذا الاســتقرار عــى موافقــة النــاس عــى أن يحُكمــوا في ظــل نمــط اعــادة الانتــاج الاجتماعــي هــذا.

ــة.  ــاركة المدني ــوع في المش ــا موض ــى أنه ــا ع ــث إليه ــر البح ــة ، ينظ ــع للحوكم ــى الواس ــة المعن ــد مناقش بع
فالمواطــن الملتــزم في الشــأن المــدني هــو الــذي يهتــم بالمواضيــع العامــة ويبــذل الجهــود للتعامــل معهــا 
والتعبــر عنهــا بمــا يحقــق المصلحــة العامــة. يمكــن تقســيم المشــاركة المدنيــة إلى موضوعــين فرعيــين. إمــا أن 
تكــون أعــمالًا سياســية وبالتــالي يمكــن أن تكــون جــزءًا مــن الحركــة الاجتماعيــة أو يمكــن أن تكــون غــر سياســية 
ومرتبطــة بالأنشــطة الاجتماعيــة التــي يتــم تنفيذها من خــال المنظــمات الخريــة والمجتمعية. في كلتــا الحالتين 
، يوفــر الســياق الســياسي والاجتماعــي إطــارًا لأي نشــاط للمشــاركة المدنيــة. يمكــن تقســيم هذه الأنشــطة بناءً 
عــى ســلم مشــاركة ارنســتين Arnstein الــذي يقســم المشــاركة المدنيــة إلى ثاثــة مســتويات. المســتوى الأول 
ــى ثــاث  ــاني ع ــتوى الث ــوي المس ــاركي. يحت ــر تش ــتوى غ ــذا المس ــر ه ــث يعت ــب والعــاج ، حي درجتــين ؛ التاع
درجــات ؛ الاطــاع،  الاستشــارات، والاســترضاء. المســتوى الثــاني هــو نــوع مــن المشــاركة الرمزيــة. فيــم يحتــوي 
المســتوى الثالــث، وهــو الأعــى أيضًــا، عــى ثــاث درجــات ؛ الراكــة، الســلطة المفوضــة، وســيطرة المواطــن. 

المســتوى الأخــر هــو تمكــين المواطنــين مــن ممارســة وتســخر الســلطة لخدمــة مصالحهــم الجماعيــة.

وضــع الجــزء الأخــر مــن الفصــل الأول مفاهيــم المســاءلة الاجتماعيــة والحوكمــة والمشــاركة المدنيــة ضمــن نهــج 
التنميــة التشــاركي. أصبحــت المشــاركة العامــة في التنميــة مطلوبــة بشــكل متزايــد مــن قبــل المنظــمات الدوليــة 
بعــد المرحلــة الأولى مــن عــر الليراليــة الجديــدة ، حيــث تميــل الدولــة بشــكل متزايــد في البلــدان الناميــة عنــد 
خصخصــة القطــاع العــام ، إلى إحــكام قبضتهــا عــى التنمية.فيــم المنظــمات الدوليــة مثــل البنــك الــدولي ، في 
جهودهــا لمعالجــة المشــاكل الاجتماعيــة الناشــئة المتعلقــة بالخصخصــة وفشــل الســوق ؛الفقــر وفســاد الدولة، 
دعــت إلى المشــاركة العامــة في التنميــة. بالنســبة لهــذه المنظــمات الدوليــة والباحثــين الليراليــين ، أصبــح مــن 
الواضــح أن الخصخصــة وفشــل الســوق يؤديــان إلى اســتبعاد المواطنــين مــن عمليــة صنــع القــرار. ومــع ذلــك ، 
في بدايــة هــذه العمليــة ، افتقــرت المنظــمات الدوليــة إلى إطــار واضــح وهــادف للنهــج التشــاركي في التنميــة 
، بخــاف التخفيــف وكــر الصــدع المتزايــد بــين الدولــة والطبقــة العليــا مــن جانــب والطبقــات التابعــة عــى الجانــب 

الآخــر.

ــراؤه ، أي  ــم إج ــذي ت ــداني ال ــل المي ــن العم ــا م ــم جمعه ــي ت ــات الت ــات والمعلوم ــل البيان ــاني يحل ــل الث الفص
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البلديــات في الضفــة الغربيــة بمــا في ذلــك القــدس الرقيــة. حيــث غطــت الدراســة الميدانيــة ثمــاني محافظــات 
مــن اصــل عــرة في الضفــة الغربيــة. فقــد تــم اســتهداف ثــاث بلديــات في كل محافظــة للحصــول عــى بيانــات 
حــول مســتوى الحكــم في كل منطقــة. في كل منطقــة ، أي منطقــة البلديــة ؛ تــم الاتصــال بثــاث منظــمات 
ــزء  ــون ج ــة لتك ــة مجتمعي ــين مؤسس ــن أربع ــر م ــال بأك ــم الاتص ــوع، ت ــة )CBOs(. في المجم ــات مجتمعي مؤسس
ــروع؛  ــذا الم ــذت ه ــي نف ــاث الت ــية الث ــطينية الرئيس ــة الفلس ــر الحكومي ــمات غ ــت المنظ ــث. كان ــذا البح ــن ه م
ــم  ــث في تجربته ــر البح ــث نظ ــداني حي ــث المي ــن البح ــزءًا م ــة« ج ــة - الكرام ــل الكرام ــن أج ــدني م ــع الم »المجتم
ودرجــة مشــاركتهم في حوكمــة الحكومــات المحليــة عــى مســتوى الــوزارة والمحافظــة و مســتوى كل بلديــة 

عــى حــدة .

ركــز العمــل الميــداني عــى تقديــر مســتوى الحوكمــة في الهيئــات الحكــم المحــي ، أي البلديــات ، مــن أجــل 
تحديــد أدوات الحوكمــة التــي قــد تكــون ذات صلــة لاســتخدامها في ســياق الضفــة الغربيــة بمــا في ذلــك القــدس 
الرقيــة. فقــد نظــر البحــث في الأدوار التــي يلعبهــا كل فاعــل )صاحب مصلحــة( في عملية صنع القــرار في وزارة 
الحكــم المحــي والبلديــات. هــذه الجهــات الفاعلــة هــي وزارة الحكــم المحــي ، وموظفــي البلديــات وأعضــاء 
ــما  ــية. ك ــة الرئيس ــر الحكومي ــمات غ ــك المنظ ــا في ذل ــدني بم ــع الم ــمات المجتم ــين ، ومنظ ــس المنتخب المجال
تنــاول البحــث الميــداني مواضيــع عمــل محــددة تتعلــق بالبلديــات بشــكل عــام وعمليــة صنــع القــرار بشــكل خــاص. 
هــذه المجــالات -المواضيــع هــي ؛ الميزانيــة، التخطيــط الاســتراتيجي، المشــتريات والمشــاريع، الخدمــات وتقييــم 
ــينات،  ــن التحس ــد م ــاج إلى مزي ــع تحت ــالات -المواضي ــذه المج ــين. كل ه ــع المواطن ــل م ــال والتواص الأداء، والاتص
رغــم ان بعــض البلديــات قــد بذلــت جهــودًا أكــر مــن غرهــا في إشراك المواطنــين في عمليــة صنــع القــرار. ومــع 
ذلــك ، فــإن مشــاركة المواطنــين بشــكل عــام وأنشــطة المســاءلة الاجتماعيــة عــى وجــه الخصــوص لا يتــم إضفــاء 

الطابــع المؤســي عليهــا ولا يتــم إجراؤهــا عــى أســاس منتظــم.

تــم عــرض أدوات المســاءلة الاجتماعيــة في الفصــل الثالــث. يحدد الفصل الثالث أســس اســتخدام أدوات المســاءلة 
حتــى يتــم تنفيذهــا بشــكل فعــال مــن خــال التأكيــد عــى حــق المعلومــات في فلســطين. تحتــاج فلســطين إلى 
ــة.  ــات بحري ــى المعلوم ــول ع ــن بالحص ــين آخري ــن ب ــدني م ــع الم ــمات المجتم ــين ومنظ ــمح للمواطن ــع يس تري
وتشــمل هــذه المعلومــات الســجات الإداريــة للــوزارات والميزانيــة التفصيليــة. كــما يســلط الفصــل الضــوء عــى 
جهــود المجتمــع المــدني الفلســطيني الرئيســية لمعالجــة نقــص القوانــين التــي تنظــم وتمكّــن مــن حريــة 

الوصــول إلى المعلومــات.

ثــم يقــدم الفصــل الثالــث أربعــة عــر أداة للمســاءلة الاجتماعيــة تقســمها إلى ثــاث فئــات ؛ أولاً ، أدوات 
ــة  ــي الميزاني ــق )لجانب ــة والتدقي ــع والمراقب ــا ؛ التتب ــة.  ثانيً ــة بالميزاني ــة المتعلق ــاركة المدني ــاءلة والمش المس
ــا ، أدوات للمواطنــين للتعبــر عــن اهتماماتهــم. تبــدأ كل فئــة بمقدمــة ثــم لــكل أداة مقدمتهــا  والخدمــات(. ثالثً
ــرح  ــي ت ــة الت ــا الخاص ــا إجراءاته ــة له ــاءلة الاجتماعي ــن أدوات المس ــا. كل أداة م ــة به ــداف خاص ــة وأه الخاص
كيفيــة اســتخدام أداة المســاءلة الاجتماعيــة إمــا كنشــاط مســتقل أو كأداة تكمــل الأنشــطة الأخــرى في الحركــة 

ــة.  الاجتماعي

ــع أدوات؛  ــذه أرب ــث ان ه ــة.  حي ــة بالميزاني ــاءلة المتعلق ــة والمس ــاركة المدني ــة الأولى أدوات المش ــدم الفئ تق
وضــع الموازنــة التشــاركية، موازنــة الظــل، وضــع موازنــة بديلــة، مراجعــة وتحليــل الموازنــة، و تلخيــص، تبســيط 
ــة بالقضايــا  وإزالــة الغمــوض عــن الموازنــة. تتعامــل الأدوات ضمــن هــذه الفئــة مــع اتخــاذ القــرارات المتعلق
الماليــة العامــة ، ســواء عــى مســتوى الحكومــة العامــة والــوزارات أو عــى مســتوى هيئــات الحكــم المحليــة 

ــات.  ــي الخدم ومقدم

تقــدم الفئــة الثانيــة خمــس أدوات مختلفــة للمســاءلة الاجتماعيــة تحــت العنــوان التــالي: التتبــع والمراقبــة 
والتدقيــق: لجانبــي الميزانيــة والخدمــات. هــذه الأدوات هــي؛ اســتطاعات تتبع الإنفــاق العــام )PETS(، والتدقيق 
ــة  ــات )QSDS(، ومراقب ــم الخدم ــي لتقدي ــح الكم ــة، والمس ــتريات العام ــين للمش ــة المواطن ــي، مراقب الاجتماع
الإيــرادات العامــة. تبحــث الأدوات ضمــن الفئــة الثانيــة في كيفيــة إنفــاق المــوارد الماليــة وغرهــا ومقــدار 

ــة. ــات العام ــن الخدم ــن م ــتفادة المواط اس



14

تســتعرض الفئــة الثالثــة أدوات للمواطنــين للتعبــر عــن اهتماماتهــم. حيــث ان هــذه خمــس أدوات: بطاقــة 
التقيــم المجتمعيــة )CSC(، بطاقــة تقريــر المواطــن )CRC(، جلســة الاســتماع العامــة، ميثــاق المواطنــين ، وميثــاق 
النزاهــة. وتختلــف هــذه الفئــة عــن الفئــات الأخــرى ، حيــث أن معظمهــا يتطلــب مشــاركة المواطنــين المبــاشرة 

ــل. ــل العم ــع مراح ــطة في جمي في الأنش

الفصل الأخر هو الفصل الرابع الذي يتكون من قسمين ؛ قسم التحديات والدروس ، وقسم التوصيات.

يعــرض القســم الأول التحديــات الرئيســية التــي ســتواجه عنــد إجــراء أنشــطة المســاءلة الاجتماعيــة. هــذه 
التحديــات لهــا جوانــب مختلفــة تتعلــق بـــ؛ الجوانــب السياســية، المواطنــين، الطريقــة والنهج، مواقــف الموظفين 
ــون الاداة ذات  ــت تك ــة و وان ــي بالمرون ــة التح ــول كيفي ــا ح ــد درسً ــدم كل تح ــة. يق ــب الفني ــين، والجوان العمومي
الصلــة عنــد اســتخدام اي مــن أداوات المســاءلة الاجتماعيــة. القســم الأخــر هــو القســم الــذي يقــدم توصيــات 
ــى  ــب ع ــات في الغال ــذه التوصي ــزت ه ــال. رك ــكل فع ــة بش ــاءلة الاجتماعي ــتخدام أدوات المس ــة اس ــول كيفي ح
الكيفيــة العمانيــة لادارة اســتخدام أدوات المســاءلة الاجتماعيــة. لذلــك يؤكــد هــذا القســم عــى أهميــة بنــاء 
القــدرات، بنــاء شــبكات الحوكمــة، وإضفــاء الطابــع المؤســي عــى آليــات المســاءلة الاجتماعيــة، حيــث ســيوفر 

ذلــك الاســتدامة لنظــام الحوكمــة الــذي يتــم إنشــاؤه والــذي يقــوم عــى المشــاركة المدنيــة.
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Methodology
The literature review conducted for this research about social accountability intended to situ-
ate the topic within its policy theme; governance. The purpose of the overview was to look at 
how the concept of social accountability and its framework evolved historically over the last 
few decades to refer to a specific policy instrument that has been used by international orga-
nizations to serve specific approaches; liberalize the market and redefine the state’s role. The 
literature review looked into the topic from a social movement approach in order to recon-
figure social accountability tools to serve political activism that seeks wider social change on 
the basis of social justice. This review shows how the same tools can be used to serve different 
and contradictory policies. Thus, there is a need for a deeper understanding of the different 
concepts relating to governance including social participation. 

The research inquiry also looked into the available documents developed by the Ministry of 
Local Government (MoLG), municipalities and international and Palestinian non-governmental 
organizations. It looked mostly into the strategic plans, updated laws and regulations, and 
policy papers of the MoLG to figure out how MoLG has adapted the concept of governance, 
and how the participatory approach evolved over time from public participation to social ac-
countability. The research also looked into the “citizens budget’’ documents that were devel-
oped to summarize the MoLG, which represents a sub-sector budget. The researcher looked 
into several “citizens budget’’ documents that were developed as part of NGOs projects to 
give a glimpse into the activities of a selected number of municipalities. These projects have 
been labelled under different concepts, including citizen participation and good governance. 

In preparation for carrying out key informant interviews and surveys, a number of operational 
steps were taken. The researcher updated the contact list of the targeted municipalities, as 
most of the municipal councils were changed because of the municipal elections held a few 
months ago. Also most of the available email addresses of the municipalities had been either 
changed or did not work; an updated list was made. The CSOs contact list also needed up-
dating. It is important to point out that most of the CSOs’ contact persons/representatives 
do not use emails to communicate as most are women-led community-based organizations. 
The researcher had to create a WhatsApp group to bring CSOs representatives together and 
update them about the research issues and their importance. With regard to the MoLG, the 
researcher established new connections with the Ministry at different administrative levels to 
see how it articulates issues relating to municipalities at different bureaucratic levels.

The researcher conducted many interviews. Some of these were formal with semi-structured 
questions to inquire about specific issues, i.e. strategic plans, monitoring systems at the Min-
istry and municipality levels, and the role of the CSOs in the governance system. There were 
also some informal discussions with MoLG employees and municipalities’ staff (from targeted 
and non-targeted municipalities). Most of these interviews and inquiries were conducted via 
phone and online interviews. 

The researcher developed four different questionnaires. Each questionnaire targeted a group 
of stakeholders. These questionnaires inquire about the same themes (angles) relevant to the 
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work of the MoLG and municipalities and the role of CSOs in governance. Also, there was a 
questionnaire directed to the three leading Palestinian NGOs that looked into these NGOs 
expertise in promoting governance in the local government sub-sector (only two out of three 
NGOs completed this questionnaire). The questionnaire directed to the Ministry intended to 
establish a legal and regulatory baseline for governance activities  at the Ministry and the mu-
nicipalities. 

A total of 24 questionnaires (sample) was directed at the CSOs. Out of those 24, only ten com-
pleted it, and this, only after contacting them a number of times by phone and WhatsApp. 
Those who completed it came from six different governates in the West Bank, including Jeru-
salem. The number of questionnaires “filled” by the municipalities was eleven, although one 
was sent back empty. In addition, 32 individuals were contacted at the municipalities and rep-
resent the total sample of participants. Those individuals are either municipalities’ employees 
or municipalities’ council members. The municipalities who “filled” the questionnaire were 
from eight different governates out of the ten targeted by this project. 

The researcher checked the social media pages of many of the targeted municipalities, as 
most of them use social media to announce or publish information about their activities. The 
researcher also visited some municipalities accompanying citizens who wanted to benefit 
from municipal services to see how they were treated and if there were price lists or citizen 
charts available at public service centers in the different municipalities.
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Chapter 1: Discussing the Social 
Accountability Approach 

 I Social Accountability
Definitions of accountability and social accountability: 

Accountability is a legal, social science and ethics concept that is defined on the basis of 
the historical development, political context and culture of the society. In administering 
and governing the public sphere, accountability is technically defined as “the obligation of 
power-holders to account for or take responsibility for their actions” (Malena, Forster and 
Singh, 2004). Olson expands the definition of accountability from “compliance and control” 
to “being answerable to somebody else, to be obligated to explain and justify actions and 
inactions- how mandates, authority, and resources have been applied with what results, 
and whether outcomes meet relevant standards and principles” (2014, p.107). 

Social accountability is a broad form of activities and instruments that can be used by citi-
zens and civil society to address public concerns. It ranges from public interest lawsuits to 
wide-scale mass demonstrations and protests. The concept is used by  international organi-
zations in the neoliberal era to refer to a specific category of governance-related activities. 
It deals with the social consequences of market failure in developing countries1 (Ackerman 
2005). In their efforts to conceptualize the concept of social accountability, World Bank 
scholars integrate it into the concept of governance of neoliberal policies. This is clear in 
Ackerman’s (2005) work entitled ‘Social Accountability in the Public Sector: a conceptual 
discussion’. This will be discussed later. 

The World Bank scholars defined social accountability as “an approach toward building 
accountability that relies on civic engagement, i.e., in which ordinary citizens and/or civil 
society organizations participate directly or indirectly in exacting accountability” (Malena, 
Forster and Singh, 2004). According to the same source social accountability “ is not meant 
to refer to a specific type of accountability, but rather to a particular approach (or set of 
mechanisms) for exacting accountability” (ibid). These mechanisms have the aim of “[e]
nhancing the ability of citizens to engage with public servants and politicians in a more in-
formed, direct and constructive manner” (ibid). 

These scholars argue that the neoliberal approach to social accountability will not only lead 
to improved governance but also to increased development effectiveness which is achieved 
through “improved public service delivery and more informed policy design” (ibid). En-
gaging citizens in social accountability practices will also lead to citizen’s empowerment, 
defined by the World Bank “as the expansion of freedom of choice and action” (ibid). It 
functions better in decentralized contexts as it “strengthens links between citizens and lo-

1  It is actually de-developed countries. 
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cal-level governments and assists local authorities and service providers to become more 
responsive and effective” (ibid). It is different from other participatory approaches because 
it can “expand opportunities for participation at the macro-level”. (ibid), However, using 
it at the micro-level is easier as “change at this level can often appear less threatening to 
national powerbrokers, thereby reducing resistance to citizen participation by the regime 
in power” (Ackerman, 2005). 

Involving citizens and civil society in the governance process in general and social account-
ability, in particular, means bringing different agendas to the same table. Civil society is not 
one group. It includes business representatives and non-business representatives. What will 
determine the overall agenda of civil society is the power struggle (based on class, gender 
and groups with special interests) between the components of civil society actors. But 
opening the door for civil society components to participate does not mean all agendas 
are represented. Indeed, only those with enough power are able to put their demands on 
the table. 

Thus accountability definition aims to hold those in power accountable for upholding and 
protecting the existing political system. It does not require the power-holders to uphold 
social justice as social justice is a socio-historical development. Therefore, the World Bank’s 
definition of accountability is historically connected to a certain political and economic 
structure and is defined by the political economy of the legal system that defines the rights 
and sanctions of social groups one the basis of individual rights in the capitalist social sys-
tem which disguises social classes power relationships.

World Bank scholars argue in support of neoliberal governance2. Neoliberal governance 
aims to bring non-state actors to the governance table to deal with state failures in steering 
development and providing public services. In this type of governance, “state failure can be 
reconstructed through the action of an informed citizenry that knows its rights and requires 
the government to uphold them” (Ackerman, 2005). State failure is one of the major sourc-
es of citizens’ poverty as it fails to deliver services. Even with neo liberalizing the economy, 
the market failed to provide the coveted economic growth, and the state is responsible as 
its institutions enacted the economic policies of the free market. According to Ackerman, 
improved government accountability requires reform in the concept of accountability and 
the practices implemented by state administrations in the era of state-led capitalism (after 
World War II to mid 1970s). He does not call the new era, neoliberalism, and he introduces 
his approach (World Bank  approach) as a reform that has the aim of complementing de-
mocracy  with “good governance and the rule of law” (ibid).  

These reforms target four aspects of governance. Firstly, the management of state bureau-
cracy in which the state shifts from the traditional model of public administration (based 
on Max Weber’s theory) into New Public Management3 (NPM). The traditional public ad-
ministration model requires the public servant to follow specific procedures in a top-down 
control manner, while the NPM allows the manager to be proactive and use results-based 
management. Ackerman calls this; Weberian reform. The second reform is through the mar-
ketization of the state’s work. Marketization emphasizes both the privatization of public 
services and the imitation of private sector management techniques (ibid) by governments 

2  More about governance definition under governance topic 
3  NPM is a corporate management adopted by the state
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using the NPM4. According to Ackerman this reform will improve the accountability of ser-
vice provision by introducing the discipline of the market. 

The third reform aims to create Independent Pro-Accountability Agencies (IPAs) that work 
on monitoring the state apparatus’ performance and be “responsible for holding govern-
ment accountable in a specific issue area” (Ackerman, 2005). He points out that the effec-
tiveness of IPAs depends on these agencies’ connection with society which relies on the 
level of civic engagement activities of a particular society. The fourth reform of social ac-
countability aims to translate the potential power of society into actions (ibid) that work for 
the public interest. In conclusion, the premise of Ackerman’s reform hinges on privatization 
and governance where “marketization seeks to send sections of the state off to society, 
social accountability seeks to invite society into the state” (2005). 

Ackerman makes a connection between marketization and social accountability as a bal-
ance to improve state performance. However, this argument hides the fact that marketiza-
tion is basically privatization and thus moves service provision from public ownership to pri-
vate companies, and not society in general as he argues. Also, if  management is the source 
of service delivery problems, then it is not certain that the private sector will manage the 
provision of services any better than the public agencies5. Furthermore, social accountabili-
ty does not mean inviting society in general into the state; it invites businesses into shaping 
the state’s public policies and lets ordinary citizens bear the price of this public policy when 
the market fails. The policy of too big to fail is a prominent historical example as states have 
used public money to subsidize the big financial institutions in 2007-9 financial crisis. 

Ackerman refers to the potential for increases in inequality when using marketization. How-
ever, he points out that it has a positive effect on marketization as one of its premises is 
the “consumer choice” discourse that deals with citizens as consumers fully understanding 
their own preferences. The positive effect of marketization, combined with NPM participa-
tive elements, has a high potential to overcome the negative effects of marketization which 
increases inequality. Also, Ackerman thinks combining the positive effect of marketization 
with social accountability will avoid the inequality-producing effects of market-based ser-
vice delivery and cater to inclusion and social justice more directly. After these combina-
tions of the positive effects of marketization with NPM and social accountability, Ackerman 
still thinks that privatization of service delivery should take place but on a selective basis, 
as there is high “possible loss of strength in the accountability signal when “citizens’’ are 
replaced with “consumers””. (2005)

As social accountability is related to citizens’ relation to the state, the privatization of public 
services delivery will add another layer of problems to the state-citizen relationships relat-
ed to accountability. When entering the public service delivery sector, private companies, 
do so for profits and not as benevolence. Thus assuming a new accountable relationship will 
be established that brings state-citizens-companies to govern the public sector with the 
assumed positive effect of NPM is complicating how to pursue accountability and hold the 
companies responsible. Accountability in the market is not only through enforcing the law, 
it also depends on the power struggle between the two main actors (citizens from subal-

4  Hughes in his book; public management and administration (2018) chapter 4 explains how NPM concept emerged and how it is 
loosely defined
5  Citizens look for lowering the costs and improving the quality while business are driven by profits
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tern classes and companies). One example is how to determine the “fair” pricing of services 
and how to establish the conditions of employment.

Ackerman did not point out the basis on which these agencies engage citizens, whether 
as subjects or as agents. This is because these institutions, such as human rights bodies, 
corruption control bodies and auditing departments, treat citizens mostly as subjects, col-
laborators, the abused and the victim. Dealing with citizens as subjects strips them of their 
agency and class membership (becoming a class “for itself”) which gives them their his-
torical roles/dimensions in the development of society. It is important to indicate also that 
public interest and concerns are defined by the interests of the dominant class, on the one 
hand and by the power struggle between subaltern classes and the dominant class, on the 
other. 

Historical perspective:

Since the late 1990s, World Bank scholars have made efforts to address the issue of pub-
lic participation as a means of enhancing government accountability. The basic theme 
of the bank’s World Development Report 2004 was to make services work for poor peo-
ple. It sees that “ [i]ndividuals and households have dual roles… [a]s citizens they par-
ticipate [in]… political processes… [a]s direct clients of service providers, [they]… hope 
to get clean water, have their children educated, and protect the health of their fam-
ily” (p49). Individuals in their role as citizens participate in the accountability agen-
da to monitor service delivery.  The report indicated that there is “rapid growth of citi-
zen initiatives [that] have been described as a new accountability agenda”(p85). These 
initiatives are categorized by international organizations under social accountability.  

The social accountability concepts and methods became part of the World Bank and inter-
national organizations toolkit as a result of the Washington Consensus policies that created 
or exacerbated the social problems of the subaltern classes. The post- Washington Consen-
sus era tried to tackle what those policies had made worse i.e. the exacerbation of poverty 
among the popular masses, but this was without dealing with concentration of power and 
capital in the hands of small social groups and the sidelining of lower classes from the de-
cision-making process. 

Social accountability, as formulated by the World Bank, international organizations and for-
eign aid agencies, was seen as a central concept that can be used by civil society actors 
to engage in efforts aiming to reduce poverty through the “good governance” eclectic 
toolkit. This toolkit has technical intervention methods that are focused on enhancing man-
agement. These methods were presented as methods that promote, advocate and regulate 
the inclusiveness of a wider range of people in the decision-making and monitoring process 
under policies that promote free market and wide privatization of public-owned enterpris-
es, aka neoliberalism.
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The social accountability tools were developed after comments from and discontent within 
the rank and filed institutions which developed and implemented the neoliberal policy pre-
scription, especially the World Bank6. These tools were not developed from scratch; they 
are mostly adopted from the long experience and heritage of peoples such as the town hall 
meeting in North America and tribal meetings in Africa. In addition there are techniques de-
veloped by researchers and experts such as auditors and surveyors that depend on citizen 
participation either as subjects or consumers. 

For a public authority, i.e. the state and local authorities, to rule through consent, there 
should be mechanisms and conduits that allow individuals and social groups to participate 
in the decision-making process and hold public entities accountable for their actions. This 
does not necessarily reflect the power dynamic of the whole society, i.e. social classes’ 
conflict of interests, but still reflects the dynamic of the democratic process i.e. its modus 
operandi, in bringing about peaceful conflict management.  

In the historical era of neoliberalism, social accountability is part of the good governance 
prescription developed by international organizations to make the free-market and its 
guarding institutions work better. The neoliberal era opened huge opportunities for the 
capitalist class to invest in new sub-sectors, but this opportunity created conditions for  
social unrest7. Thus it involves civil society actors, whether individuals or organizations, 
making neoliberal policies work efficiently under democratic conditions. Through the social 
accountability approach, civil society actors engage in planning, implementing and moni-
toring the implementation of neoliberal policies. This transfer of responsibility, by holding 
the power-holders legally responsible, aims to put part of the responsibility for the “failure” 
and “success” of these policies on the shoulders, actually pockets, of the subaltern classes. 

The liberal discourse presents civil society actors as either beneficiaries or representatives 
of the local community without highlighting the power relations in the specific society 
based on the classes’ interests and the conflict of the social classes. This strategy starched 
that state politics comes into the realm of civil society without weakening the state’s pow-
er to take the final decisions. This explains how civil society, according to Gramsci, is the 
state extended beyond its formal institutions, enabling it to rule by consent. In this regard, 
economic policies of the neoliberal era are being implemented with lower classes’ consent 
by engaging their “representatives” in developing and carrying out policy implementation 
at the local level. 

Social accountability concept as ideological instrument: 

The liberal discourse in general and the neoliberal discourse in particular is an eclectic 
discourse in the service of the free-market agenda. As a discourse it is an ideological in-

6  For example, Joseph Stiglitz criticized the neoliberal policy approach that is based on Washington Consensus when he was the 
senior vice-president and chief economist of the Wold Bank (1997- 2000) and outlined what he called ‘post-“Washington Consensus”. The fol-

lowing article provide an overview of  Stiglitz proposed strategy : THE POST WASHINGTON CONSENSUS CONSENSUS, acceded on: https://
policydialogue.org/files/events/Stiglitz_Post_Washington_Consensus_Paper.pdf
7  The withdrawal of the state from the service sector or providing services through the private sector increased the size of the market 
which allowed the private sector to invest in areas where it was not able to do before. The free movement of capital across borders make the 
de-developed countries susceptible  to financial shocks. These financial shocks also created opportunities for profits through credit market. 
The free trade agreement reopened the market for the benefit of corporations and increased the size of the market and led to unfair comple-
tion with the local businesses and as a consequence  destroyed  the local industry. 

https://policydialogue.org/files/events/Stiglitz_Post_Washington_Consensus_Paper.pdf
https://policydialogue.org/files/events/Stiglitz_Post_Washington_Consensus_Paper.pdf
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strument that justifies the economic and political policies of the dominant capitalist class. 
It gains its cohesion not from its internal logic but from its unifying political objectives 
termed as development objectives. These objectives relate to maintaining the capitalist 
system’s ability to function and articulating its systematic failures. The social accountability 
concept/approach as it is conceptualized by this neoliberal discourse aims to serve these 
objectives. 

The theoretical way, i.e. ideologizing the concept of social accountability, is through inte-
grating civic engagement into the ““accountability system” as a whole”. This sociopolitical 
ideology justifies enacted free market policies and describes the free market milieu as a 
functioning democracy. This then categorizes the social problems generated by such pol-
icies as market skews and temporary failures that need corrections through readjusting 
the system itself by using its policy instruments. In this regard, the “correction” and “re-
adjusting” is the responsibility of all social classes, i.e. social accountability, which requires 
the empowerment of the powerless subaltern classes to participate in this correction of 
the skewed system i.e. its governance. Through the participation of the subaltern classes, 
they can negotiate how this socio-political system functions and demand improvements in 
their living conditions. According to the liberal ideology, this requires cooperation between 
the “tripartite”; the state, the upper class, ie businesses and workers i.e. subaltern classes 
(termed as the poor by this ideology). 

In discussing the conceptual development of social accountability, the World Bank intellec-
tuals did not look at the subaltern social classes’ roles8. They are categorized as poor, disad-
vantaged, marginalized and vulnerable.  The Bank also, in its eclectic ideological discourse, 
amalgamated the classical liberal perspective that sees the individual as an independent 
active agent with a communitarianism (distorted liberal approach) perspective that sees 
in community interest the primary motivation for action. It also mixed the utilitarian per-
spective with neoliberal discourse. This is because the utilitarian perspective in establishing 
moral standards related to how to provide benefits for all individuals (not classes) of the 
community9 uses the costs/benefits assessment and statistical analysis which is also used in 
private business analysis. The eclectic discourse is basically a pragmatic approach that sees 
collective efforts as essential instruments in achieving the collective interest of people as 
individuals and not as social classes that have a role in the social reproduction of the eco-
nomic and political system. This discourse leads to, first, seeing socially generated prob-
lems, i.e. poverty and corruption, as mismanagement of resources and an abuse of power. 
Thus in handling these problems, it addresses institutional (managerial) inefficiency  and 
weak performance on the one hand and institutional (in)adequacy in terms of carrying out 
their mandate on the other. However, this discourse stops short of viewing the socio-po-
litical structure that created the existing institutional arrangements and sets its agenda.  
Secondly; this discourse produces distortion in how the subaltern classes understand the 
social, economic and political reasons for their problems. This distortion of subaltern class-
es’ consciousness prevents the lower classes from seeing the relationship between specific 
policies, the modus operandi of the political system, and the mode of economic production 
and the source of their suffering. Thus, issues pertaining to the free market, privatization 
and the limited role of the state in economic development ,i.e. neoliberal discourse feasibil-
ity, will not be addressed when criticizing the neoliberal policy agenda. 

8  The meaning here is not forming class “in itself” by sharing same source of oppression and grievances, but  becoming a class “for 
itself” by dismantling the system of oppression
9  Margaret Thatcher- the first neoliberal leader and Prime Minister of the United Kingdom (1979-1990) said:  who is society? There is no 
such thing! There are individual men and women and there are families and no government can do anything except through people and peo-
ple look to themselves first
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Furthermore, when the neoliberal discourse concerning accountability is focused on being 
a viable way towards good government and the rule of law, aka good governance according 
to Ackerman, then, how can the government be held accountable for something beyond its 
mandate and the law? Good government then correlates with how much the government 
has been efficient in carrying out its platform and upholding the rule of law. Additionally, 
this discourse produces a definition that ignores social classes’ historical role and avoids 
questions such as who holds class power and what is the relationship between protecting 
the political system and sustaining the existing socio-economic structure. 

The World Bank admits that the social accountability approach, evoked as part of the neo-
liberal governance framework, is a response to the fact that top-down development ap-
proaches are insufficient and to the need for combined government and citizen efforts to 
advance poverty reduction (Alsop, Ruth, et al. forward vi) not only to mitigate social con-
flict and class antagonism but also to create class harmony and collaboration10. Therefore, 
social accountability governance is an ideological instrument that aims to “enhance the 
ability of citizens to move beyond mere protest toward engaging with bureaucrats and 
politicians in a more informed, organized, constructive and systematic manner”( Malena, 
Forster and Singh, 2004). As such, its core purpose are class conflict mitigation and man-
agement because the source of class conflict is the private ownership of the means of social 
production.  This class struggle takes place between those who own and control wealth 
and accumulate capital and those who do not own capital and thus sink into poverty.

Neoliberal scholars assume that capitalism is rational and disciplined and that good gover-
nance methods aim only to correct the mistakes of the market that generates poverty. Neo-
liberal scholars do not admit that market failures are systematic failures and that poverty 
is an integral part of the market-based production i.e. capitalism. They use the elusive lan-
guage of the promotion and touting of neoliberal polices instead of analyzing and looking 
for systematic causal relationships. It is true that the World Bank’s interest in governance 
and promotion of social accountability “derives from its core goals of promoting poverty 
reduction and effective and sustainable development” (Malena, Forster and Singh, 2004).  
However, this discourse distorts the reality as it fails to explain how neoliberal develop-
ment, here referred to as effective and sustainable development, will solve the problem of 
poverty it systematically generates?! 

In justifying the social accountability concept/approach, World Bank scholars connected 
it to other attractive fashionable concepts also redefined and conceptualized within the 
neoliberal agenda such as gender mainstreaming, democratization and good governance.  
In touting  the neoliberal  social accountability approach the World Bank links it to its pro-
grams related to poverty reduction and gender empowerment, as the first programs are 
described by the World Bank as “ more-pro-poor policy design, improved service delivery, 
and empowerment. ….[which] allow poor people to be “in the driver’s seat””, and the lat-
ter programs are “bottom-up, inclusive and demand- driven nature, enhance the ability of 
women to make their voices heard” (ibid). It correlates social accountability to  enhancing 
transparency which makes it a tool against corruption (Malena, Forster and Singh, 2004). 
These fashionable concepts and the language of advertisement slogans such as “pro-poor” 
and “to be in driver’s seat” do not mean that problems created by a neoliberal policy agen-

10  No empirical data support their arguments that the social accountability in neoliberal governance will mitigate the negative effect 
of the market. However according to Ackerman, (World Bank scholar) there is growing body of evidence from the World Bank projects shows 
that liberal social accountability is fruitful as it complemented state accountability.
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da will be solved using the same methods that created them i.e. free market, as for “mas-
ter’s tools will never dismantle the master’s house” (Lorde, 2018)  

This neoliberal discourse is based on civil and political rights and gives the illusion of equal-
ity between individuals simply by conferring to them the same legal rights. When it comes 
to the state’s role, the discourse focuses on the state’s involvement in service delivery and  
ignores the state’s role in formulating and implementing economic policies which lead to 
poverty and inequality. It ignores the fact that inequality in the capitalist economic sys-
tem is protected by the legal right of private ownership of the means of production which 
generate the unequal distribution of “income”. This private ownership is disguised by the 
principles of the equality of individuals before law and the right of all individuals to own-
ership. When subaltern class individuals lack economic means they do not enjoy the same 
quality of legal rights but can use the same legal procedures as upper class people when 
they have financial means. But in reality, having civil and political rights does not mean that 
individuals in lower classes enjoy the same social and economic status as those in the upper 
class and thus, bringing them to the table of governance will not necessarily have positive 
outcomes for the subaltern classes’ standard of living  .

Alternative discourses to the neoliberal approach see individuals as equal citizens and ad-
vocate for citizens’ entitlement to enjoy health and education basic services, not as cus-
tomers and clients but as part of the collective ownership of public services. The concept 
of customers then privatizes the process of service provision and mediates it through the 
market at some point when public services are outsourced to private enterprises. 

Hence, according to the eclectic neoliberal discourse in the World Development Re-
port-2004, individuals, as political citizens, look for collective actions to demand and pro-
tect their rights (and thus, it views their actions as selfless). But individuals as clients are 
self-focused ( and it views their actions as selfish). This seemingly complex discourse leaves 
out questions relating to who benefits from the dominant system of production and dis-
tribution? And who is exploited directly by the production process or indirectly by the 
externality incurred by the public? These questions do not deal with the conditions related 
to why citizens sometimes behave as “selfless” and sometimes as “selfish” when pursuing 
their individual interests. This contradiction between individuals of the same class is not 
based on whether they are citizens and clients but is created by the system of production 
and its inherent competition. Working class individuals compete with each other over job 
positions which mostly lead to lower wages for laborers. This situation is created by capi-
talism and the competition is referred to as “ labour freedom”. Market advocates tout this 
destructive competition as freedom though it is one of the main sources of workers’ pov-
erty. The alternative discourse sees that the core contradiction is between the person as a 
member of the working class and the capital (class) that seeks to privatize many publicly 
owned items including service delivery. 

Considering the  “involvement” of citizens while using some accountability tools - civic 
engagement,  social accountability  and participatory approach - is problematic.  The in-
volvement of people through the filling out of questionnaires is different from mobilizing 
them in a social movement. In the first instance they are subjects and in the latter they are 
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agents. Also, informing citizens does not necessarily imply real participation11. The active 
participation of citizens will lead to social and class solidarity among subaltern classes’ 
members based on the subaltern classes’ agenda. While participation pursued by interna-
tional organizations and the neoliberal agenda is based on the capital social cohesion which 
serves capital accumulation as it is market driven and continuous competition of the work-
ing class individuals (Angelis, 2005). The social capital term touted by international organi-
zations intends to conserve civil peace and class reconciliation.  If social accountability is 
civic engagement then it also could be the instrument to engage individuals in the political 
process and thus it is not a governance related issue only; it is a power struggle issue i.e. it 
is political actions. 

Social accountability and human rights

Human rights perspectives conceive of the state as  a duty bearer and thus consider state 
actors, as duty bearers who are obliged to and responsible for providing basic rights to 
individuals and their community, and who must refrain from violating human rights. This dis-
course provides a framework within the legal system, nationally and internationally, to pro-
vide for people’s essential needs, as individuals and social groups, and make these needs 
entitlements. It provides  legal support for the non-governmental organizations to justify 
their activities. However, this discourse is used by international organizations as an exten-
sion to the neoliberal discourse which can limit NGO’s activities. Firstly, these activities 
have no political identity because they do not seek to transform the whole political system. 
The political system inflicts injustice on people as part of its regular practices that sustain 
its existence. Secondly, certainly the work carried out by NGOs does not seek broader 
social change based on social justice. This work is part of efforts by global organizations 
to deal with the problems created or exacerbated by neoliberal polices. And thirdly, the 
technical limit, as most of the NGOs work is project-based, means it lacks sustainability and 
individuals who are engaged in this type of work, i.e. NGOs staff are exogenous in terms of 
their generally belonging to the middle class and view their role as catalysts for change.

It is important to split or shift the human rights discourse away from a liberal discourse 
that prioritizes civil and political rights based on capitalism’s legal rights system above 
social and economic rights. This split will focus on human needs as a result of historical 
development that makes economic and social rights as important as civil rights. By making 
this split and integrating the human rights discourse into social justice and freedom from 
class exploitation, the natural human rights discourse becomes a class-based approach. It 
is important to bear in mind that the human rights discourse was developed historically 
as a class-based discourse to defend the rights of the emerging capitalist class. Thus, this 
reconfiguration of the human rights position as class-based  makes the struggle for justice 
a human need. The injustices defined here are political oppression and lack of economic 
resources to live as civilized people in a specific historical period. Struggle aims, when the 
human rights approach becomes a historical approach recognizing the citizens evolving 
needs, to change the existing political economy conditions that keeps reproducing injus-
tice, i.e. private ownership of the means of reproduction of life conditions. This approach 
sees social accountability from the point of view of the working class. It also makes social 
accountability practices a part of the class conflict that aims to change the balance of pow-
er between the subaltern and upper classes in order to create conditions that reduce the 
level of oppression and human rights violations. 

11  More about this when presenting the ladder of participation
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Human needs vs moral accountability:

Dealing with the issue of social justice as moral accountability only, might render it non- ur-
gent and implies the need for the middle and upper classes to have greater understanding 
of the needs of the subaltern classes in order to bring about social changes (Jürgen Haber-
mas along other intellectuals stresses the importance of the middle class in bringing about 
social change). Stressing that social change is motivated by universal and non-class moral 
values makes justice an absolute moral standard and not a specific life condition related to 
a specific historical era. This approach sees moral issues as universal values and not social 
class related ethics. This view hides the source of oppression and the fact that class conflict 
stems from the objective reality of social production. It makes struggle for justice a moral 
practice based on moral values while it is in reality a moral commitment engendered by the 
exploitative and oppressive conditions of the material reality that should be changed. Thus 
viewing social responsibility as a moral value implies that the power-holders (who repre-
sent the upper class that benefits from the system) should have moral motivation to bring 
about change based on humanistic moral values. The moral value approach, which is a lib-
eral approach to human rights discourse, leads to class reconciliation that brings about civil 
peace. This point of view is promoted by the World Bank and other global organizations in 
addition to liberal scholars. 

The issue here is that holding the upper class and power-holders accountable on the ba-
sis of legal and moral standards will not necessarily bring about justice for the subaltern 
classes. For example, the “market efficiency” slogan, promoted by neoliberals, led to the 
withdrawal of the state from the service sector and to the provision of services through 
the private sector, which increased the profits of the capitalists. At the same time, these 
businesses were given incentives through tax cuts. Meanwhile, workers’ real wages, even 
in core capitalist countries such as US and UK, did not increase since the 1970s, and most 
importantly, workers continue to pay the same rate or increased taxes. This has led to the 
dwindling living standards of the working class and other subaltern social groups while the 
one per cent capitalist class increased the amount of its profits12. This situation is legally 
and morally acceptable to the liberal system while it is not acceptable from a human needs 
perspective as these needs are historically given standards related to the degree of social 
development. 

Social accountability beyond neoliberal discourse: 

The neoliberal approach to social accountability tends towards depoliticizing the political 
by focusing on the empowerment of individuals and communities through the assistance of 
non-governmental organizations. It presents individuals’ and peoples’ needs and demands 
as social demands without addressing the root causes of why these demands are not met, 
and the historical limits of the capitalist mode of production. The alternative social account-
ability approach is to politicize subaltern classes’ demands. Its sees the work of NGOs as an 
extension of the political realm outside the formal state structure (Gramsci perspective). It 
holds the state fully responsible, and thus accountable, for its economic policies advancing 
the interests of a certain social class. The state, represented by the senior bureaucrats and 
political decision-makers, represents the political system that protects the collective inter-
est of the upper-class or a group within it, such as financiers or military junta. 

12  The rate of profit decreased but the amount is increased 
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By definition, social accountability is a civic engagement activity and thus can be a means 
of political actions to achieve certain political objectives. However, social accountability 
is also part of governance activities. In 1 class-based society, governance is political as it 
deals with classes’ rights as an expression of class conflict of interests and struggle. Beyond 
neoliberal discourse it represents an alternative approach based on developing individuals’ 
and social groups’ class-based awareness about their rights in the public sphere. This is pos-
sible through class conflict and collective actions, used as ways to improve or fulfill these 
rights. This alternative path hinges on socio-political movements that empowers individuals 
as members of subaltern classes. It vests power in the popular classes (labour class, lower 
segment of the middle class and peasants), and in particular, the working class, accordingly 
transforming people into agents of change. 

Viewing social accountability from an alternative perspective leads to the idea that this 
approach is not power-sharing. It sees in social accountability, social class power struggle 
through which the subaltern classes strive to hold the authority (power) accountable for 
the policies that negatively affect them. This accountability is beyond the legal mandate 
but is based on political struggle that is related to the historic era. The alternative social 
accountability approach  intends to hold authority accountable for what it did to serve the 
special group interest and preserve the structure of power to support the upper class inter-
est . This expands the responsibility beyond the legal definition to politics13.

The aim of developing an alternative social accountability approach is to consolidate the 
power of subaltern classes. This power is generated when  the subaltern classes form their 
organizing instruments, i.e. the political parties and their civil society organizations. Thus, 
subaltern classes organization is the basic element in forming people’s power. The alterna-
tive social accountability approach is part of a wider theory of change. This theory provides 
a deep understanding of the existing reality of individuals as members of social classes. 
This reality has a historical dimension, an economic base and a political framework. The 
organizing instrument and the theory of change enable the subaltern class members to act 
purposefully, but also to have a strategy and to be able to form coalitions. This approach 
should make sure that the diversity of actions will serve towards the achievement of the 
overall goal which is to bring about social justice and freedom from exploitation.

Viewing social accountability from different classes’ lenses (subaltern class interests) will  
see it as a broad range of tools that can be used on the long road of struggle. These tools 
will assist in mobilizing and organizing subaltern classes in their struggle for collective 
rights. The lens of the working class, for example, will not see the existing reality as the end 
of history14 nor will it consider capitalism as the only politically possible reality i.e. capitalist 
realism15. 

The alternative social accountability approach will redefine the actors and their role. In 
social movements, the actor, the person of interest, is to be redefined as all the subaltern 

13  Politics here defined as “the most concentrated expression of economics” according to Vladimir Lenin (On the Question of the Trade 
Unions and their Organization,1 April 1920)
14  According to Fukuyama who is one of the prominent representatives of neoliberal discourse and liberal ideology the humanity 
reached “the end-point of mankind›s ideological evolution and the universalization of Western liberal democracy as the final form of human 
government.” Fukuyama, Francis (1989). «The End of History?»
15  Mark Fisher, the British progressive thinker and critic of neoliberalism, in his essays de-construct this idea and indicate that it is possi-
ble to have a different reality (Capitalist Realism: Is There No Alternative?, 2009)
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classes’ members. This will hinge on class consciousness and class solidarity which gives 
a historical raison d’être to political activities. Thus, class solidarity of the civilly engage 
members of subaltern classes seeks to bring about social transformation. It does not mean 
socialization activities or activism but rather mindful, and purposeful actions. Although em-
barking in social change is a process, it should have a time frame. This is important to avoid 
fatigue and to set limits for evaluation, reflection and strategizing. 

Nevertheless,the understanding, consciousness raising and actions that social movements 
aim for should not focus only on action but also on the analysis of these actions and how 
much they contribute to the overall change. This is what Paulo Freire called praxis: reflec-
tion and action upon the world in order to transform it (P51, 2005). Focusing on actions will 
reduce the process into activism (ibid p87). At the same time focusing on “raising aware-
ness” and intellectual discussions is verbalism (ibid p87). The alternative social accountabil-
ity approach views its role as a method of transforming the whole political system through 
praxis of the social movement members.  When they participate, individuals should know 
what they do, how they are going to do it, but most importantly, participate in the intellec-
tual process of how and what change the social movement aims to make.  

 

Governance16

Governance, like any political concept, has evolved over time. It is based on the historical 
development of the political and economic structures that create the structure, instruments 
and norms of governance, for a relevant historical era17. Governance in the neoliberal era, is an 
evolving concept that refers to the way the neoliberal state and its dominant capitalist class 
i.e. the financial social groups, use state apparatus and global organizations to run political 
and economic policies that promote free market capitalist development. Governance in the 
neoliberal era refers to state and non-state actors --i.e. businesses representatives and civil so-
ciety representative--working together to sustain the political system and economic relation-
ships that reproduce the capitalist mode of production. Thus, it is important to indicate that 
governance is not only referring to technical aspects of political and economic practices, but 
also to an ideological connotation of the neoliberal ideology. This ideological connotations re-
flects the interest of the capitalist class, and justify it as public interest and common sense. As 
such, this ideological connotation is presented as social class neutral, and as being a scientific 
articulation of the objective reality. 

16  The etymology of govern in Latin (gubernare), Greek (kubernan), which means to steer. In English and Arabic implies or directly 
mean of steering and to steer. Governance in English and Arabic means many things including control and exercise of power to put things in 
order based on some reference rules.  In Arabic and Greek governance means steering and control.

17  Massimo De Angelis refer in his paper (2005) that he searched in the British Library catalogue from the beginning of recorded time 
till 1975, and he got  47 titles with the word “governance”, as compared to almost 1000 titles for the period between 1975 to May 2003. 
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Neoliberals, scholars18, statesmen19  and international organizations20 tend to focus on the 
technical side of governance when defining it by looking into governance as process and out-
come (Pierre and Peters, 2021) (Fukuyama, 2013, 2017) . Some scholars argue that governance 
is what was formerly known as public administration (Frederickson 2005, p284) as it intends 
to steer the economy and society (Pierre and Peters, 2001) (Torfing and Sørensen, 2014, p38) 
by using public policies as the “principle instrument” to achieve its ends (Pierre and Peters, 
2021, p2) . Thus, governance constitutes the institutional framework that allows government 
to operate where there are networks of interdependent actors of state and non-state actors 
(Torfing, 2012). Some neoliberal scholars find these concepts useful, especially at a time when-
the world is going through an era of shared power and when the authority of states is to some 
extend being diffused (Hughes 2018, P131) i.e. shared among interdependent policy actors 
who negotiate the policy formation and intended output (Kooiman,1993) 

In their definitions, neoliberal scholars (and even liberal scholars) separated the state from so-
ciety, even placing it above society. This separation paved the way for the designation of the 
state as independent of the classes. According to liberal scholars such as Kennett, the neolib-
eral era is characterized by a shift from government to governance, meaning that the govern-
ment is now only one player amongst many others in the policy arena (2008, p4). According 
to this explanation, the neoliberal era is enabling players who represent different interests to 
engage in administrating public life through public policy, thus assuming for the benefits of all. 

Neoliberal scholars, and amongst them World Bank scholars, see the concept of governance 
as describing the management of the public interest that allows for free market mechanisms, 
new public management and privatization of public goods and services to function within a 
capitalist political system. It describes and justify, how in the neoliberal era, the state appara-
tus and government shed off or abandoned some of its previous roles, i.e. provider of essential 
welfare, and that characterized the state modus operandi between the Great Depression and 
the mid 1970s.  

In the past, Public administration as a concept referred to and described the state apparatus 
management of public policies and services in the era of state led capitalism. Some liberal 
scholars admitted that saying that governance is, in fact, the extension of what was former-
ly known as public administration , is only a slight exaggeration  (Frederickson 2005, p284). 
These liberal scholars explain that the re-emergence of governance as a concept in public 
and private management happened because the concept of government is too narrow and 

18  Hughes (2008) in his book: Public Management and Administration, chapter 6 (p130-153) about governance cited many liberal scholars 

19  See Auditor-General in British Columbia (2008, P17)

20  Mainly the IMF, World Bank and OECD. The following examples attest the idea  

OECD (2005), Modernising Government:The Way Forward,  OECD Publishing, Paris, https://doi.org/10.1787/9789264010505-en

World Bank Group. 2017. World Development Report 2017 : Governance and the Law. Washington, DC: World Bank. © World Bank. https://
openknowledge.worldbank.org/handle/10986/25880 License: CC BY 3.0 IGO.”

The world bank “World Bank. 1997. World Development Report 1997 : The State in a Changing World. New York: Oxford University Press. © 
World Bank. https://openknowledge.worldbank.org/handle/10986/5980 License: CC BY 3.0 IGO.”

Picciotto, Robert 1995, Putting Institutional Economics to Work: From Participation to Governance, World Bank discussion paper 304, The 
World Bank, Washington DC. https://doi.org/10.1596/0-8213-3458-1
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has inadequate explanatory power at a time when societal institutions organize and provide a 
societal benefit without the direct involvement of any governmental authority (Hughes 2018, 
P130). Alternatively, governance, which is regulating public sphere, could take place without 
the direct intervention of government. 

Thus, the neoliberal era opened the door for an evolving concept of governance to overtake 
the concept of public administration. In this era, government significantly cutback on public 
expenditures and focused on regulating and coordinating the provision of the public services  
(Pierre and Peters, 2021, p1). As such, this neoliberal era is typically associated with austerity 
measures and widespread privatizations of the public sector’ services provision and produc-
tive enterprises. This does not mean that the state shrank in size or social class identity during 
the neoliberal era but that its role and institutions transformed to meet the neoliberal policy 
agenda (ibid)

Some liberal scholars stretch the definition of governance to include the management of pri-
vate economic enterprises i.e. corporations and any non-state association such as non-gov-
ernmental organizations (NOGs) without or with the association of governmental bodies (Ke-
ohane and Nye, 2000, p12) (Hughes 2018, P133). They point out that governance does not 
always require government authority. These liberal scholars (Hughes 2018, P133-134) (Koomi-
man, 1999, p70) see social-political governance as a sub-category of governance, and define it 
as the interaction between public and private actors that aims at solving society’s problems 
or creating societal opportunities though institutional arrangement. 

The liberal definition of governance tends to strip governance concepts from their political 
core meaning or disguise their role as shared management between government agencies 
and non-state actors to deal with societal issues. This stripping or disguising works to hide 
class interest conflict on one hand and promote the collaboration between the state and dif-
ferent societal entities as described by Pierre and Peters (2021, p2-3) on the other hand. For 
neoliberals, governance is the mechanism through which to harmonize and resolve conflicts 
among individuals and groups within society (Ibid p4).Instead it is clear that the state in the 
neoliberal era, in particular, is there to protect and sustain the private sector’s interest and 
suppress the working classes. The working classes organize to improve living standards and 
transform modes of production to end their exploitation, which partially explains the increase 
gap in inequality between upper and subaltern classes. 

The political economy of governance 
i.e. the social fabric of governance: 
The Commission on Global Governance (1995) formed by the United Nations defined  gover-
nance as a regime of regulations implemented by formal institutions and informal arrange-
ments. According to the commission, this regime of governance is implemented at the neigh-
bourhoods level as well as on the global level and is defined as “the sum of the many ways 
individuals and institutions, public and private, manage their common affairs. It is a continuing 
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process through which conflicting or diverse interests may be accommodated and co-oper-
ative action may be taken”. This means that governance as a regime is ubiquitous, and most 
importantly, self-regulating. The self-regulating nature of governance regime enables the po-
litical system to function by consent on one hand while on the other hand, making the coer-
cive element of the governance regime an integral part of its system. As such, it is justifiable 
and indigenous to the system to discipline individuals to maintain peace and social stability. 

By looking into governance as regulatory regime, it then becomes a management issue. This 
management structure is de-politicised in terms of the politics of class conflict. However, it 
could be a power struggle, not based on class conflict anymore but situated within groups 
who pursue a leading position in the political system. On the policy level, it is based on con-
tending agendas within the same political and economic spectrum i.e. neoliberal economy 
and neoliberal politics. In both cases, management and policy issues, the contending parties’ 
point of contention is how to reform the system whether locally, nationally and on the global 
levels (De Angelis, 2005). 

Acknowledging that governance is a network of actors who function as a regulatory regime, 
coming together to steer the issues of public concerns i.e. public policy and economic pol-
icies. However there are questions such as who will determine who are those social actors? 
Who is invited to the table of discussion? Who sets the agenda? Who implements the agenda? 
Who monitors the agenda implementation? To answer these questions, it is essential to look 
into  the balance of political and economic power between the social classes that determine 
the composition of the civil society and its dominant agenda.

Government representatives come to the governance table having the means and power to 
influence the economy i.e. fiscal and monetary policies and the state apparatus. Business rep-
resentatives come to the table with their power of private ownership of economic enterprises 
and their ability to lobby the state apparatus functionaries and the elected representatives. 
For the working class, its political weight is more important than its economic size, and de-
pends on its organizing power, the instrument of organizing i.e. political parties and the grass-
roots organizing structures. But in the class conflict, the capitalist class do what is possible to 
prevent the working class from organizing itself politically while claiming that its political par-
ties represent all social classes. However, in the neoliberal era, the balance of power between 
the labour and capital shifted dramatically in the benefit of capital. In rights perspectives this 
means more legal rights for capital which, in turns, enables the capitalist class to shape the 
state policy to support their private interest (Lapavitsas and Harvey,  2021). 

The technical/operational meaning of governance i.e. governance as a regime of regulations, 
is important because it is shows concretely how it works, however, its historical and political 
economy analysis will highlight how it evolved, and why it evolved in the way it functions, or 
in other words, what is the historical conjunction and how did a specific social class interest 
i.e. capitalist, and specifically, how the financial capital, push for evolving and shaping it as an 
instrument and process at the same time.

Governance emerged as a response to the diversity of institutional arrangements of the market 
economy ( Aoki, 2001) that are focused on running the economy with corporations, and with 
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the financial sector dominating. By their dominance, corporations are gaining more and more 
independence and are subject to less regulations and more protection from the state. The 
2008-9 financial crises and the Troubled Asset Relief Program (TARP) in the US is the most rel-
evant example of how the state rescued the financial sector’s dominating corporations using 
public money. This explains the meaning of governance as network and self-regulatory regime 
(self-organizing and self-enforcing) as exemplified by the meeting between then US-Treasury 
Secretary Henry Paulson, New York Federal Reserve Bank President Timothy Geithner, and 
Federal Reserve Chair Ben Bernanke along with the representatives of the nine major financial 
corporations in US to “solve the financial crises of the US market”. While all those represen-
tatives were not elected officials, their decisions were adopted and endorsed by the elected 
politicians. Thus, in this network, the corporations have increased their decisive weight in for-
mulating the governance regime that sites them beside the state that seemingly represents 
the collective interest of the capitalist system by seeking its political stability. 

These organizational arrangements (institutions) around the state apparatus determine how 
the running of the economy has or is intended to have social and political impact (Aoki, 2001)21. 
This social impact is the political economy of governance. In other words, the relationships of 
different social groups i.e. classes to the economy and the state power in term of rights within 
the existing capitalist system. 

The critical political economy of governance, looks into governance beyond its static regula-
tory regime to analyze its historical evolvement and limitations on one hand and the impact 
of this evolved governance regime on the disruption of power between the social classes on 
the other hand. This critical perspective looks into the social impact of governance, as it deals 
with institutional arrangements and the way to steer these institutions altogether (modus 
operandi). Additionally, it also looks at the impacts these institutions have on the economy, 
politics and thus on social groups (classes and sup-classes and groups within classes based on 
gender, ethnicity and age segments). Therefore, the macro perspective of social rights looks 
at the roles- written rights (legalized)- or established norms developed as a consequence of 
the institutional arrangements of the governance regime based on the social relation of pro-
duction during a certain era (historical development) and reflects the political balance of pow-
er between the social groups in this specific era. 

The neo-liberal governance in its evolution since 1980s, and particularly since 2000s, has been 
moving from self-disciplined to self-regulating, i.e. from classic government administration to 
the regime of governance management that sees government  as being one amongst other 
players. self-disciplined behavior, is when making the individual watch and monitor his/her 
behavior to not go beyond what is acceptable by the dominant power. In the case of govern-
ment administration and according to Max Weber’s theory, what is acceptable is defined by 
the government’s books and established roles. Group of individuals, become self-disciplined 
when they watch each other’s behaviors in order to make sure that their members’ behavior 
do not go beyond what is acceptable to the existing system or regime. In self-disciplined 
cases the rules are imposed from above. In the governance regime each individual/actor is 
responsible of his or her action, as it is a system of self-censorship.

21 Aoki gives many examples about the evolvement of institutions however he does not view it through critical political economy analy-
sis of the capitalist system, but as incident and its consequence
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Then if governance is self-regulating, but at the same time is a regime that has many ac-
tors, how does it build the momentum to continue, and how is its internal balance of power 
reached? At the same time; if businesses are able to lobby the government then why bring-in 
the voices of others i.e. labour unions, peasants and different segments of the middle class?

The political system seeks to rule by consent and transfer part of the responsibility on the non- 
capitalist groups such as the labour class. Most importantly, through consultations with sub-
altern (powerless) social classes’ representatives, the system presents itself and its neoliberal 
policies as public policies developed by the different representatives of the social classes and 
representing these classes shared interests. Thus the political system has the countenance of 
legitimacy, as different contending socio actors participate in policy development. As a con-
sequence, the social groups should abide by what they seemingly participated in developing, 
as this gives the regime the momentum of self-regulation.  

Furthermore; self-regulation happens when the actor, by himself or with other actors, seem-
ingly participates in creating the rules and monitors their implementation. In a self-regulating 
regime, the others’ management  mistakes and policy failures are seen as being the collective 
responsibility of the political system ruled by people’s consent. This self-regulating regime 
has two faces; First the seemingly democratic ruling shared between equal partners. This 
lends the regulatory regime cohesion by making all partners share interest, values and norms 
to maintain the existing system serving the dominant actor i.e. class interest of capitalists. 
This participation makes the agents in this regime shareholders and thus holds the regulato-
ry regime together because of the shareholders consent  Second; the regulatory regime has 
the coercive power to punish those who do not meet its roles. As such, this coercive power 
is disciplinary. Thus Wiener (2001) see in governance “a purposive act of providing stability, 
normally entails more or less coercive systems of regulation”. 

Thus the accountability that is related to neoliberal governance has two faces: persuasion and 
coercion. Thereby individuals and groups become accountable within the framework of this 
regime and its sub-regimes. Examples of sub-regimes include the anti-money laundering reg-
ulations that make banks accountable of their customers’ source of money. Another example 
is the anti-terrorism regime that implicated citizens and civil society organizations not only 
in abiding by the anti-terrorism law, but also shaping their political and cultural views, sub-
sequently enabling the state apparatus not only to violate the basic civil and legal rights of 
individuals and groups but also to justify this morally. 

Historically the neoliberal discourse is filled with anti-union views that are wrapped up in the 
parlance of the freedom of labour. This discourse, for example, claims that inflation is partially 
because of wage increases and that a cap on wages is a way to get out of stagflation. It also 
holds that instead of waging struggles to improve their wages and living conditions, the work-
ing class should cooperate with the state and the capitalist class. This led to the emergence 
of the tripartite partnership among the social actors, which became the pith of the neoliberal 
discourse that tries to reconcile the irreconcilable interests of labour and capital. This partner-
ship between contradictory interest groups aims to “draw mutual benefit and their respective 
goals are pursued efficiently. Areas of application range from drawing up codes of conduct, to 
social audit and particular micro projects on the territory “(De Angelis, 2005). 
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The outcome of neoliberal policies has led to socio-political unrest and protests in developed 
liberal economies (the core centre of capitalism) and in de-developed capitalist economies 
(peripheral capitalism) (Walton and Seddon 1994) from the late 1970s onward. The austerity 
measures known as shock therapy that were enacted in the former socialist countries and be-
fore that in South American countries restructured these societies and their capitalist systems 
in which oligarchs benefited from privatization and monopolized  the state apparatus whereas 
the majority of people who form the working classes lived in poverty. 

The implementation of neoliberal policies increased societies’polarization due to the increase 
in inequality. At the same time, in de-developed capitalist economies (peripheral capitalism), 
these policies increased the exclusion of the lower classes from political representation as a 
result of the relative decrease in their political weight while a coalition of oligarchs along with 
the state bureaucracy monopolized the state and steered it towards further support for their 
class interests. 

From the late 1990s onward neoliberal institutions re-articulated increased poverty, especially 
in de-developed countries and the social exclusion of the subaltern classes. However, when ar-
ticulating these problems, the neoliberal discourse saw social problems as a source of political 
instability and a motivation for subaltern classes to create social unrest. The World Bank has 
been an instrument to deal with the problems created by market-based policies. It adopted a 
new discourse that focuses on partnership (Chandhoke, 2002) and introduced a depoliticized 
concept of governance (Jayal: 1997) along with other concepts such as sustainable develop-
ment, preservation of natural resources, equitable development, and democratic develop-
ment  (Chandhoke, 2002). This rhetoric did not change the modus operandi of the neoliberal 
agenda but enabled the repackaging and labelling of neoliberal policies to make them seem 
friendly pro-growth policies that serve the working classes. 

This led from 2000 onwards to the re-emergence of governance regimes within the neoliber-
al agenda. It aimed firstly to decrease the corruption of the state institutions (in the 1990s). 
Indeed, at that time, the neoliberal global institutions figured out that protests and social 
instability were a consequence of non-democratic and corrupt state institutions. Along with 
this development, the so-called “third sector” emerged as an instrument to assist with the 
handling of poverty but within the neoliberal agenda (Chandhoke, 2002). This “third sector” 
refers to the international non-governmental organizations that work with international neo-
liberal organizations and receive funds from the governments of the core centre of capitalism 
to mitigate the effect of poverty and social exclusion. 

 .

After the 2000’s, the “third sector” or global civil society organizations grew rapidly to play a 
political role in governance through so-called social inclusion, civic engagement and poverty 
reduction. This role for non-state actors at the national and international levels is political in 
that it advances the claim that the neoliberal agenda and capitalism is the only viable way to 
solve social problems. This discourse was later coined “capitalist realism”. According to the 
notion of capitalist realism, existing market mechanisms and the configuration of property 
rights are given, and there is no need to justify them to the public. According to this idea, there 
is no civilized social life outside of capitalism and its free market mechanisms. This neoliberal 
discourse does not recognize the universality of human needs but rather the universality of the 
market norm (De Angelis, 2005). 
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Some non-state actors and not-for-profit organizations are directly involved in promoting neo-
liberal policies by emphasizing the role of the capitalist market in promoting growth and even 
solving certain social problems The prominent role played by The Bill and Melinda Gates Foun-
dation in advocating for the privatization of Covid 19 vaccines and its role in articulating the 
health policy agenda in redeveloping countries are just two examples. The well-known NGO 
Oxfam not only implements projects that connect small producers to the market but has also 
promoted the idea that free trade is a viable strategy for tackling poverty22. Since 2010 many 
other prominent NGOs, local and international, have depicted the neoliberal agenda of the free 
market as the viable way towards growth and governance. They do this through promoting 
and implementing projects related to micro-finance and public-private partnership projects.   

 

The pragmatic approach of the dominant civil society actors i.e. NGOs and CSOs, justify their 
participation in the governance regime by referring to the balance of power between the up-
per class and the subaltern classes. This balance of power is tilted severely towards the benefit 
of the upper class thus, the neoliberal policies are enforced whether they accept them or not. 
However, when NGOs and CSOs participate, they make sure that different views are “taken 
on board” through the process of consultation on how to implement neoliberal policies (De 
Angelis, 2005). This implies, from their perspective, that efforts by NGOs and CSOs are con-
ducted to modify the impact of neoliberal policies by implementing poverty reduction and 
social inclusion programs. 

Thus, in the governance framework, civil society organizations perform a number of functions 
including the following;  (1) educating the public about complicated things allowing NGOs, 
for example, to use a broad range of ideas and perspectives but always within the neoliber-
al agenda, (2) civil society actors having the ability to raise the flag/ alarm when rules are 
breached - a watchdog role, giving NGOs a “progressive” and “revolutionary” image in the 
eyes of ordinary citizens and (3) civil society actors promote transparency and accountability 
to make sure the political regime is stable and functioning. These roles within the governance 
framework suit middle class individuals who carry out their work mostly as professionals. At 
the global level of governance, global civil society organizations that work as internation-
al NGOs, occupy (are given) a position in world governance that allows them to act as the 
guardians of liberal values and the market system. Their role is focused on providing a morally 
informed consensus on the minimum [needs] of human beings (Chandhoke, 2002). This role is 
articulated by using  an eclectic discourse made from human rights jargon, the participatory 
approach and the neoliberal discourse of market freedom.  

The Word Bank and the IMF either co-opted many civil society organizations and NGOs by in-
cluding them in consultation and making them “partners” in decision-making activities (ibid) 
or by creating many NGOs to represent local communities in development projects (De An-
gelis, 2005). The project development of CSOs in World Bank financed projects has increased 
from 21% in 1990 to 88% in the fiscal year 2015, for example. This increase is an indicator of 
how important it is to include civil society actors in the governance regime of the neoliberal 
political system. 

22  For more information see Oxfam report in May 2002 titled: Rigged Rules and Double Standards. Trade, Globalisation and the Fight 
against Poverty. This report can be accessed through https://oxfamilibrary.openrepository.com/bitstream/handle/10546/112391/cr-rigged-
rules-double-standards-010502-en.pdf;jsessionid=9F527BDCF021D0200EDA4AC47FAD0540?sequence=18

https://oxfamilibrary.openrepository.com/bitstream/handle/10546/112391/cr-rigged-rules-double-standards-010502-en.pdf%25252525253Bjsessionid=9F527BDCF021D0200EDA4AC47FAD0540?sequence=18
https://oxfamilibrary.openrepository.com/bitstream/handle/10546/112391/cr-rigged-rules-double-standards-010502-en.pdf%25252525253Bjsessionid=9F527BDCF021D0200EDA4AC47FAD0540?sequence=18
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Civic Engagement 
Civic engagement is a broad concept that does not refer to any specific action or actions 
within a certain category. The activities of civic engagement can be political or apolitical. 
Individuals and groups engage in civic activities, voluntarily and/or by being recruited in pro-
grams such as university or government programs to do “good” for the welfare of society. This 
public good or common good is defined by local culture and norms, the political ideology 
of the organizers if it is a political organization or by the hegemonic ideology if the intended 
“good” is an apolitical activity. 

Civic engagement has two characteristics. Firstly, it is participation in public issues and is 
part of the public sphere whether it has a direct political message or not, eg philanthropic 
work. Secondly, it has social impacts on the targeted community in which a social issue is at 
least addressed or the problem articulated through conscious and deliberate efforts by civilly 
engaged individual/s. The concept of civic engagement is applicable on simple (low profile 
activity) and sophisticated issues. Some haphazard activities of individuals that are relevant 
to the public such as helping old people and school children to cross a busy road are part of 
civic engagement activities. The activities of individuals who engage in social movements to 
bring about wider social change are included in civic engagement but could be categorized 
as high profile activity. Both examples address social problems; the former deals with a traffic 
issue whereas the latter is a premeditated action that requires a higher level of consciousness 
and political organizing. The concept encompasses activities that address community sensiti-
zation as well as taking direct action to achieve a certain social goal. As civic engagement is 
part of the public sphere that people share, then it also includes activities that are focused on 
the health of the ecosystem. People who are engaged in environmental activism are part of 
the social accountability framework as they demand decisions from public institutions to im-
prove the quality of the ecosystem to safeguard it and hold accountable any entity that inflicts 
damage on it. Individuals engaged in environmental activism are addressing common social 
issues that affect peoples’ civil life and even their existence. 

The level of an individual’s ability to make independent decisions that serves his/her social 
group interest (agency) and his/her involvement in the governance of civic life gives civic en-
gagement its identity. Individuals who volunteer in food banks, Takyeh or Zakat committees 
have a low level of civic engagement impact though they are articulating a sensitive issue, i.e. 
helping poor individuals. While organizing subaltern classes to demand better public services 
and enjoy their civil rights requires high level of agency and has an impact on governance al-
though the impact of their actions require a longer time with no guarantees of success.

There are two major approaches to the issue of civic engagement and participation. The first 
approach has the aim of dealing directly with certain social issues of concern without dealing 
with the structural and institutional formations of these social concerns. this approach could 
deal with poverty and hunger related issues with a focus on providing relief assistance to peo-
ple who suffer. Thus, the individuals who use this approach work in a way that is mainly com-
munity-based and deals largely with immediate responses to social problems.
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The other approach is to tackle social issues through institutional and structural means with 
the aim of producing change in existing official public policy. Those using this approach could 
organize themselves and put their efforts into intermediate instruments such as a political party 
or social and environmental movements, to achieve the targeted change. The level of change 
could be community-based such as introducing changes to  frontline service delivery systems 
i.e. services facilities. The aimed for change could be at a higher level through organizing po-
litically to pressure the government to change its policy approach. In reality, when individuals 
encounter social issues of concern, a number of factors will determine what approach to use 
to tackle an issue. However, what gives civic engagement a class-based identity is whether it 
aims at direct political targets or if it is a non-political activity that has social impact. 

Civic participation as an abstract concept, whether it is referred to as community participa-
tion or citizen participation, does not give information about who organizes the activities, 
about which individuals are recruited for participation nor does it details the political, eco-
nomic and social agenda. Making participation an end in itself does not empower citizens as 
individuals or citizens as members of social classes that have collective class interests or as 
citizens who belong to a community and a nation and share some collective interest. Mostly, 
when civic participation happens at the community and/or group of citizens level, it is at the 
grassroots of society, i.e. at the final destination of the social policy, and not at the top level 
where planning and decision-making takes place. In addition, grassroots as a concept does 
not tell us what class, gender and power this social group has. Carrying out projects/ civic 
engagement activities could be in affluent upper-class neighborhoods or in working-class or 
peasant communities.

The framework of participation is determined by the political context that includes institutions 
at the political organization level, the social structure of the targeted community and which 
social group is hegemonic, as well as the power dynamics between these social groups and 
the level of economic development locally and nationally. The outcome of participation, at the 
political level, is determined by who organizes the subaltern classes; namely political parties, 
government agencies, non-governmental organizations (local and international). Most import-
ant is the basis on which political, economic and social agenda the subaltern classes are or-
ganized and mobilized. Thus, it is a means to achieve a certain outcome that serves a specific 
social group’s interest rather than other groups. 

A social accountability framework, whether it is carried out on the basis of a neoliberal agen-
da or as an instrument in subaltern class politics, has the aim of reinforcing civic engagement 
values in order to hold those in power accountable for their actions. Without engaging individ-
uals civically, the social accountability framework does not work, as the framework tends to 
change the perspective of individuals towards public services from mere recipients to stake-
holders who can hold public officials and agencies accountable based on the mandate they 
have. 

Will civic participation in governance lead to power distribution? There is no straight forward 
answer that would make the connection between civic engagement and power distribution in 
political terms. It is important to know first what is the source of power. Is it through the con-
trol of the official state authority? Or is it an extension and projection of something else? This 
‘something else’ is the ownership and control of the economic means of production.The state 
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apparatus is thus the structure that represents the power of ownership against the people 
who do not have power. The organizing of and participation of the subaltern classes is a means 
to coalesce and harness the power of the subaltern classes who become able to challenge 
the class interests of the people represented by the state power and thus force them to share 
power and redistribute “benefits” to stabilize the political system. 

Therefore, engaging citizens in the governance process is an essential step to realizing the po-
litical and economic rights of the subaltern classes. Participation reflects the power struggle 
between those who have, i.e. power holders and upper class, and those who have not, i.e. the 
subaltern classes. In this power struggle, those who hold  power try to empty participation of 
its meaning as a means of gaining rights while civil movements have tried historically through 
participation to become empowered to enable them to gain social, political and economic 
rights. This has generated a ladder of participation that contains different categories of par-
ticipation. Sherry Arnstein, in the late 1960s in US, simplified the types of civic engagement in 
governance when she described  the power struggle between authorities which carried out 
many social programs, under the title “war on poverty”, and the people who tried to benefit 
from these programs. Sherry, in her paper, indicated that the “maximum feasible participa-
tion” of the subaltern classes, i.e. have-not people, is a fruitful thing for those social groups 
when their participation is located in the upper rungs of her ladder. Their participation is a 
means to improve their situation that trapped them in structural problems of poverty. Sher-
ry Arnstein’s participation ladder categorizes each type of participation, categories that are 
called “rungs’. Among these categories there are the fruitful participation rungs (upper rungs) 
and the pseudo-participation rungs(lower rungs). Each category of participation was noticed 
in the programs implemented in the US that aimed at alleviating the effect of poverty on peo-
ple of subaltern classes. The following is a summary of Arnstein’s paper as it is relevant to this 
research. 

The first two rungs of the participation ladder refer to the efforts of the power holders to show 
others, including the participants, that they have granted them the opportunity to participate 
in the decision-making process. These two rungs are termed manipulation and therapy. The 
first category is manipulation. This type is pseudo-participation as the power-holders (public 
officials) manipulate and deceive participants into letting them agree and give their support 
for the power-holders decisions. They make participants think that they took the relevant de-
cision regarding poverty alleviation activities simply by being in official meetings and by sign-
ing the decision document. The second rung refers to the power-holders’ way of dealing with 
subaltern classes, i.e. the have-not members. The power-holders treat have-not individuals as 
though they have mental capacity and thus need to go through certain mental/ psychologi-
cal  rehabilitation, in order to be able to participate in the decision-making process relevant 
to anti-poverty programs. 

The second level of the ladder contains three rungs/categories. The first rung is participation 
by informing. In doing so the power holders use their access to information and managerial 
expertise to inform participants of their rights. They control the communication process by 
instructing  citizens about what is best for them with no mechanism for feedback and no abil-
ity to negotiate the power terms. Thus the participation here is superfluous carried out under 
the facade of enabling and empowering the subaltern classes, i.e. the have-nots, by educating 
them about decisions taken on their behalf. The second rung is the consultation of the sub-
altern classes through attitude surveys and other methods. These methods seek to explore 
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individuals’ opinions regarding  socio-political or socio-economic issues in order to formulate 
different options and alternative solutions. This is a widely used method that converts subal-
tern classes into statistics based on whichpower-holders then try to weigh options and make 
decisions. Of course, the power holders determine the indicators to be used and they do not 
tell people about other options they can utilize outside the consultation instrument.

The third rung of the second level is placating. Authorities usually tend to placate people when 
they start to express their discontent and rage. People at this level could participate but still 
have not enough power to make decisions. Participants could put the subaltern classes de-
mands on the table to be included but power holders still have enough power to keep their 
interests superior to other interests. Thus a power struggle takes place as the power-holders 
try to prevent the subaltern classes, i.e. have-nots, from benefiting from the programs and as 
they make decisions ensuring their dominance is maintained. Participation at this second level 
is token; part of liberal democracy tokenism. 

The upper level of the ladder of participation has three rungs that represent citizens’ power 
in managing governance. The first rung is partnership. This occurs when citizens realize their 
class power and organize themselves to negotiate the power terms with the power-holders. 
In this rung, power-holders do not have enough strength to turn down proposals to negotiate 
the terms of their leaderships. The power-holders find out that without power sharing and 
cooperation with subaltern classes their dominance is in jeopardy. The second rung/category 
is delegated power. In this rung, lower class citizens have power through having the majority 
of seats and thus control the decision-making process through democratic means. The dele-
gated power rung could also refer to the ability of the subaltern classes to develop a parallel 
governance structure that counters the power of the dominant class and power-holders. The 
third rung is citizens control. This is when citizens from subaltern classes are able to control 
the whole governance process using democratic means. The subaltern classes members, i.e. 
have-nots, continuously gain a greater degree of power over decision-making which limits the 
effect of the bureaucracy i.e. the power-holders. Here, citizens’ control refers to the situation 
where the balance of power is almost equal between the upper and lower classes without 
change in the political and economic system. At this level of participation, public policy is con-
trolled democratically through citizens’ power. 

Upper classes and power-holders tend to use the lower rungs of the citizens’ participation lad-
der as these rungs tend to depend on non-participation or regards participation as pro-forma 
and tokenism. These lower types of participation give impression that subaltern class interests 
and opinions are considered. A number of methods would be used in the manipulation pro-
cess such as the co-opting of the have-nots, placating them and hiring them to work for the 
power-holders to solve social problems on the basis of the upper class agenda. A meaningful 
level of civic engagement and participation would allow subaltern classes to not only have a 
large stake in governance but also a bigger proportion of economic resources. This level of 
participation is imposed on the power-holders and the upper class through long socio-polit-
ical struggle led by the subaltern classes trying to wrest power out of the hands of the pow-
er-holders. 
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Participatory Approach in Development 

 I Participatory Approach; historical view 
International organizations actively promoted Participatory Approaches after the first stage 
of neoliberalism (1980’s), also known as the Washington consensus policy, i.e. privatization 
of the public enterprises and the withdrawal of the state from providing many essential ser-
vices, widened the gap between capitalists and the subaltern classes (aka rich and poor). 
The World Bank attributed the increase of poverty and the widening gap not to neoliberal 
policies but to the way these policies have been implemented and the weakness of state in-
stitutions. In order to tackle these weaknesses the World Bank promoted the incorporation 
of citizens into the decision-making process, firstly under the title “Participatory Approach-
es”. Over time, this concept developed to become participatory governance in which cit-
izens not only participate in decision-making regarding how to apply neoliberal policies, 
but also to monitor and hold accountable state agencies to become effective, efficient and 
less corrupt when implementing these policies. Governance here refers to the state’s role 
in providing enabling conditions for the market to function freely and to deal with market 
“by-products” that generate social problems. This led to participatory governance that 
generated networks of governance between the state and non-state actors, i.e. state insti-
tutions and civil society actors including business and non-business representatives. 

The neoliberal era set the framework for the participatory approach. Based on this frame-
work, a set of indicators were proposed to gauge the participatory tools’ efficiency and 
effectiveness and pave the way for generating an ideology that promoted the use of the 
participatory approach within the neoliberal agenda to tackle inequality and poverty and 
produce good governance. The ideological discussion about participation that intended to 
strip it from its political identity and deal with the concept apolitically is actually leading 
to keeping the discussion within the liberal agenda under the assumption there is no valid 
discussion outside the liberal framework. The liberal discourse will lead to a superfluous dis-
cussion about participation as an end or as a means, and the discussion will lead to nowhere 
other than generating a “sober” ideology in the form of literature and discussion. While, 
for the non-liberals and socialists, the core issue in development agenda is the question of 
who benefits from economic relations of production and their policies; the capitalists or the 
subaltern classes.

 I Participatory approach: the definition 
The World Bank Groups, the leading neoliberal development institution, defined partic-
ipation as “... a rich concept that means different things to different people in different 
settings. For some, it is a matter of principle; for others, a practice and for still others, an 
end in itself ” (1996). However, it adopted one of its working group’s definitions which de-
fined participation as  “a process through which stakeholders influence and share control 
over development initiatives and the decisions and resources which affect them”. (1994). 
While the Organisation for Economic Co-operation and Development defined participatory 
development “as a process by which people take an active and influential hand in shaping 
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decisions that affect their lives” (1995). 

Some World Bank researchers noticed that participation can be viewed and thus identified 
from two different perspectives; the social movement perspective and the institutional per-
spective (Tufte and Mefalopulos, 2009). The social movement perspective defines partici-
pation as the mobilization of people to eliminate unjust hierarchies of knowledge, power, 
and economic distribution. While the institutional perspective defines it as “the reach and 
inclusion of inputs by relevant groups in the design and implementation of a development 
project” (Ibid). Both perspectives think that participation is “the involvement of ordinary 
people in a development process leading to change” (Ibid).

Both Cohen and Uphoff, two World Bank researchers in the 1980s, and Tufte and Mefalopu-
los, also former World Bank researchers (2009), divided participation into two different sets 
of four operational stages. While for Cohen and Uphoff these stages are, (i) participation 
in decision-making, (ii) participation in implementation, (iii) participation in benefits and 
(iv) participation in evaluation, Tufte and Mefalopulos created four different participation 
stages, namely, (i) research stage, (ii) design stage, (iii) implementation stage and (iv) eval-
uation stage.  

According toTufte and Mefalopulos, social movement deals with the participatory approach 
as an end, as a target that will empower the community. While institutions deal with par-
ticipatory approach as a means, a tool that intends to achieve a pre-established goal. Thus 
the catalyst of a social movement is its internal initiative while for the institutional approach 
the catalyst is external  (international organizations and non-governmental organizations, 
wether at the local and international levels, can be viewed as external catalysts). This cat-
egorization (two perspectives) will raise the question of the ownership of development 
activities and projects, including social governance activities. 

Regarding the line of communication in participation; the social movement is a grassroot 
movement by nature and the line of communication is bottom-up and horizontal. Accord-
ing to Nelson and Wright (1995), this participation style has high level of control over the 
development agenda. While it is not necessary that the institutional perspective uses a 
top-down communication style, as each operational stages have their own characteristics, 
and though it deals with participation as a tool to achieve certain social project objectives, 
development institutions have to adapt their communication methods to the context and 
developmental needs (Tufte and Mefalopulos 2009).     

 I Social Participation: social accountability 
critical approach 
The modern concept of participation that has been used by international organizations and 
the majority of non-governmental organizations (local and international) actually developed 
in ancient societies such as the Athenian democracy (classes based society) and in tribal 
contexts (egalitarian membership society). What these organizations have been doing is 
reconfiguring this approach with its practices to meet its modern, institutional objectives, 
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i.e. to have a functioning capitalism that brings every citizen, from the subaltern classes to 
the operations of the market, as the market in capitalism is the instrument for inclusiveness 
and empowerment of citizens - this is without addressing conflicting class interests and 
how capitalism generates inequality, structural disempowerment and exploitation. 

Participation is an instrument in liberal governance that makes citizens from the subaltern 
classes partially responsible for how the system functions. It is an instrument to improve the 
efficiency of the bureaucratic capitalist system by “empowering” citizens to share in deci-
sion-making regarding the allocation of public resources and the implementation of public 
policies, programs and projects in transparent and less corrupt ways. But this process of 
participation is not totally controlled by the state, and the upper classes as the lower class-
es, also have power that can be mustered through the organizing and awareness of the 
conflict of interests between social classes. 

Citizens’ participation by itself, whether it is a means or the target, will not achieve strate-
gic changes, i.e. provide equality and social justice based on political, economic and social 
rights, if citizens are not organized on the basis of class interests. So subaltern classes’ 
participation in any dialogue or network of governance is based on its political weight, 
i.e. political power, as a result of organizing and class struggle to have more say in public 
policies. There is only effective and efficient dialogue between social groups when citizens 
are aware of their social class interests and of the existence of a conflict of interest be-
tween classes. Thus, dialogue is a participatory way to manage class conflict in democratic 
(peaceful) conditions. 

Participation in decision-making and policy implementation is not synonymous with pow-
er-sharing and the inclusiveness of development because what decides the outcome of 
participation is the power structure, i.e. political and economic structures. These social 
accountability tools will enhance citizens’ social participation in the accountability process 
based on established legal parameters set by the political system. To generate a strategic 
impact, citizens’ participation should have a political identity based on social classes’ con-
flicts of interest.  The participation approach to holding those in power accountable based 
on established parameters and framework is a tactic that can apply pressure to induce re-
form based on the available resources in the existing context. 

The form of participation is associated with the forms of democracy in a class-based so-
ciety, as democracy is the political system that provides a framework for negotiating the 
terms of the dominance of the hegemonic social class and the exercise of power peace-
fully through the consent of the subaltern classes (Gramsci, 2005). The dynamism   of power 
is non-static and the subaltern classes can gain more weight in terms of power when they 
organize and mobilize their social and political resources. Thus, participation could open 
new opportunities for subaltern classes to change the balance of political power for their 
own benefit. However, it would only be conducive to them if conducted on the basis of 
their political-economic-social platform and not only as a method for co-opting the human 
resources of the subaltern classes into the existing political system, a practice used under 
the so-called policy of inclusiveness which has been developed and re-shaped in the neo-
liberal era.    
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The participatory approach in public issues can be used by government agencies and non-
state actors. It can be used by civil society organizations and by international organizations 
such as international non-governmental organizations or World Bank Groups 

What defines how much citizens will be involved in social matters, in general, and devel-
opment projects, in particular, and the way they are involved can be viewed in three ways. 
Firstly, through the lens of the existing political system (local and international), secondly, 
through the dominant economic mode of production with its trends, i.e. neoliberal or state-
led capitalism, and thirdly, through considering the dominant ideology and approaches 
to social development promoted by international organizations and their extensions and 
partners, i.e. international non-governmental organizations. This is the environment that 
determines the type of parameters or indicators that will “serve” citizens in improving their 
well-being. 

Citizens’ engagement through the participatory approach is not enough to say that people 
are shaping the decisions taken on their behalf and bringing about changes that suit their 
way of living. Nor will participation make citizens play the role of real guardians of their own 
interests by holding those responsible accountable when the power holders deviate from 
what people planned and demanded to be implemented (because it is important first to 
figure out how much these plans and demands serve the collective interest of the subaltern 
classes). This is simply a naive approach that disempowers citizens by implicating them to 
take responsibility for their existing situation when they do not have a real say, the resourc-
es, or the instruments to change this reality. This is simply the core meaning of governance 
from a liberal perspective which academics and policy-makers try to hide when they talk 
about the network of governance and citizen participation without highlighting class inter-
ests and the political structures that serve these interests. Also, development is a political 
issue and dealing with it as an apolitical matter means that class interests and benefits are 
hidden to conceal class conflicts of interest. 

Citizen participation without defining citizens’ social class interests ( in addition to gender 
roles as defined within this class system) will let the dominant group dominate the voices 
of those groups. Thus the participation process regarding any public interest issue should 
start with mapping the interest of different social classes. In other words, any participation 
process should begin with mapping the benefits of each social class from the targeted 
change.  

Even when neoliberals politicize the participation concept by placing state institutions as 
opposite to non-state actors, including civil society organizations, and deliberately em-
phasize the power struggle between these two “opposites” without addressing the po-
litical-economy agenda of each part, this represents a pseudo-political conflict. This is 
a pseudo-political conflict because the development agenda (broad economic policies) 
could be the same i.e. liberal economy. The point of contention between them could be 
about who would implement the liberal economic agenda efficiently and effectively with 
fewer “by-products”, i.e. poverty and environmental problems. This is actually the central 
issue of the political struggle between the majority of international non-governmental or-
ganizations funded by international development organizations and the state institutions in 
de-developed countries, and refer to it as promoting democracy.
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Chapter 2: Field Analysis

 I Governance of Local governments in West 
Bank Including East Jerusalem
The following analysis of local government governance looks at the fieldwork from different 
angles, each angle representing a certain theme. It also looks into the role played by dif-
ferent stakeholders and tries to determine how each party sees its role. The analysis looks 
into how municipalities handle their finances, especially focusing on how they manage their 
budget. Additionally, it looks into the role of strategic planning in guiding the municipal-
ities’ work and how municipalities carry out their procurements and implement develop-
ment projects. The analysis’ final angle (theme) is the broad methods used by municipali-
ties in connecting and communicating with citizens. This angle stresses the importance of 
communication and access to information as essential in starting effective participatory 
governance. 

The fieldwork also looked into the different ways used by the municipalities and citizens 
to evaluate local governments services’ delivery and performance. The research inquiry 
looked into broader ways of carrying out the work of municipalities and others rather than 
into specific procedures. This is because it was clear from the beginning that there are no 
structured methods or established practices to implement municipal projects, nor are there 
particular ways to regulate and systematically evaluate municipal work.

There are three stakeholders who potentially play roles in the governance of local govern-
ment, i.e. municipalities. The first stakeholder involved is the Ministry of Local Government 
(MoLG), which is mandated to monitor the performance of municipalities and regulate mu-
nicipal service delivery. The second is the municipalities themselves. They carry out service 
delivery or service delivery coordinated through them, and most of the responsibility lies 
within their mandate. Finally, the third stakeholder comprises civil society organizations 
(CSOs) which, it is assumed, represent citizens’ voices and are instruments through which 
citizens can be organized and mobilized to call for improvements in service delivery. The 
stakeholders’ roles and/or performance in certain areas of work (mentioned above, such 
as budget) and how they evaluate/view their roles were the subject of inquiry through the 
field research. This is because the stakeholders’ way of working and their points of view es-
tablish the governance system of local government that this analysis is interested in. 

 I Budget:
Since 2016, there has been a trend amongst non-governmental organizations (NGOs), Pal-
estinian and international, to produce short descriptions of the public budget and call it the 
citizens’ budget. These citizens’ budgets could be documents concerning the Palestinian 
Authority, i.e. the state of Palestine, the general budget or at the Ministry level. Such bud-
gets are descriptive in general and not analytical. They give a general idea about where 
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the money has been spent without analyzing the effectiveness of the spending and without 
presenting citizens with alternative options for using the available resources. The following 
analysis will focus on the Ministry of Local Government (MoLG). 

The MoLG compiles a budget at the beginning of each financial year. This budget is made 
behind closed doors as no law or regulation obliges the MoLG to invite civil society organi-
zations to compile budgets or revise them.  After the compiling and ratifying of the budget 
by the government, the MoLG publishes it on its website. At the end of each fiscal year, 
the MoLG audits its budget as part of the Palestinian government’s auditing of the general 
budget. 

Since 2016, several Palestinian and international NGOs with funding from foreign agencies 
started to compile what they called the citizens’ budget. Citizens’ budgets are part of 
good governance projects, which are intended to produce a summary of the budget doc-
ument for some of the Palestinian ministries, including the MoLG. Through these coalitions 
of NGOs, the MoLG produced, between 2016 and 2019, a summary budget known as the 
citizens’ budget. However, when NGOs consumed the funding or when the funding period 
reached termination, the Ministry did not produce these summaries anymore thus pending 
new funding.

The citizens’ budget of the MoLG is a leaflet of a maximum of two pages. This document 
contains a section for the budget allocation of the MoLG programs, such as the local author-
ities’ empowerment and the administrative programs. It also includes a section that gives a 
glimpse into the percentage distribution of the MoLG’s budget on development and capital 
expenditures. In addition, the citizens’ budget has a third section that gives a view of the 
MoLG’s main projects, which are usually funded by foreign assistance. 

The citizens’ budget selects one of the MoLG’s programs, such as urban development and 
local land resource management programs and highlights how much money is spent on its 
components. In addition, the citizen’s budget gives a general idea about how the MoLG’s 
budget is distributed to the governorates and the type of locality, i.e. cities, villages and 
refugee camps. Regarding the issue of gender, it gives numbers about the sex distribution 
of the Ministry employees. In some leaflets that present citizens’ budget, a new section 
is added to the yearly citizen budget. This new part is a simple comparison between the 
MoLG budget vs actual expenses. This section is meant to show the difference between the 
planned expenditure (budget) and the actual expenditure (financial statement). 

The citizens’ budgets are also produced through NGO projects at the municipality and local 
government levels. This type of budget is also in leaflet form of one or two pages. It gives 
a general idea, i.e. bulk numbers, about the financial resources of the municipality budget 
and how the municipality uses these resources. The municipality citizen budget highlights 
the major projects the local authority is carrying out with the amount of money spent on 
each project. It also gives an idea about the municipality’s debit and credit by showing the 
municipality expenses in relation to revenues. For example, if the municipality’s revenue 
decreases and/or its expenditure increases more than its revenue, then the municipality’s 
debt will increase. This can be shown by a diagram that compares two years (increase or 
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decrease in debit). This comparison gives a general idea about a municipality’s debt but 
does not provide an understanding of why it has increased or decreased, nor does it give 
options in terms of how to deal with revenue decreases nor how it affects service delivery 
at a relevant municipality.

Each local government, i.e. municipalities, according to the law, has the right to formu-
late its annual budget without direct interference from the MoLG, and the Ministry only 
approves the budget after a general check. In formulating the local government budget, 
the municipality has the right to invite active citizens and civil society organizations for dis-
cussion and deliberation. However, Palestinian municipalities only do this if an NGO has a 
development project concerning a budget-related issue. Municipalities are obliged legally 
to audit their budgets at the end of each financial year using an external auditor but are not 
obliged to publish the results of the audit to the general public and the MoLG does not pro-
duce a general report about the audit results of local government. If the auditor finds some 
potential misconduct, the issue is usually discussed internally at the municipality level and 
only the more serious cases would be looked at by the Palestinian Anti-Corruption Com-
mission (ACC).  The ACC works as an independent institution to investigate and prosecute 
offences related to corruption. 

In surveys conducted to explore what the municipalities and civil society organizations 
know about issues relating to the MoLG and municipalities’ activities, including the budget, 
the following results were related to the budget. Ten municipalities and CSOs answered 
their surveys. One municipality did not know that the municipality/local government should 
audit its budget and was not aware that auditing is carried out by external independent 
auditors. Six municipalities said that they allowed CSOs to participate in the budget formu-
lation. 

Municipalities produce monthly reports about their financial income. These reports are dis-
cussed in municipal council meetings. The municipalities are not obliged to publish income 
reports to the public. In the survey, the municipalities said they publish these reports to 
the public, but they do not appear on the municipalities’ websites nor are they produced 
in print form printed. However, municipalities that are part of the citizen’s budget project 
issued an annual income briefing. Also, some members (staff) of the CSOs are also members 
of the municipalities’ councils, and thus, can discuss and review the income report and the 
budget. This dual membership has caused some confusion in the survey results in that if 
those individuals are not council members, will they be able to review these reports? 

Six  CSOs knew that the municipality budget is audited at the end of each year. Seven said 
they did not know who audits the budget (the MoLG auditors, municipality staff or external 
auditors), and one CSO said they knew external auditors audit the budget. One CSO said 
that the municipality budget is not audited at all. The citizens’ budget (referred to above) 
gave the impression to some CSOs that they participated in the budget formulation as two 
CSOs participated in citizens’ budget projects, and another one knew about this project 
but did not have the opportunity to participate in it.



47

 I Strategic plan
The MoLG started formulating a strategic plan for its work in 2010. The first strategic plan 
(2010-2014) was prepared by the MoLG staff and funded by USAID through an international 
NGO (CHF, which later changed its name to Global Communities). In 2011, the MoLG de-
veloped a policy paper entitled: Promoting and Institutionalizing Public Participation in 
Local Government Units’ Affairs. It was part of a USAID project to promote good local gov-
ernance. This project, which included the strategic plan development and drafted a policy 
paper, triggered a number of separate meetings at three different institutional levels; at 
the Ministry level, municipality level and civil society organizations. As a result, a number 
of recommendations were formulated and several civic committees bringing municipalities 
and CSOs together were established. These bodies carried out some activities based on 
the project’s funds, but as these projects reached their end, the civic committees were dis-
banded and their activities disappeared (as described by many former members and staff 
of municipality councils).

The MoLG is also in charge of formulating the latest strategic plan (2017-2023). As such, the 
strategic planning unit and the five biggest municipalities in the West Bank were invited to 
participate in the pre-launch events. The formulation of a  strategic plan and the midterm 
revision of this plan is usually carried out when there is foreign assistance. The latest revi-
sion of the strategic plan (in 2019) was part of the project implemented by the Palestinian 
Association of Local Authorities (APLA),  an arm of the MoLG working in cooperation with 
the Association of Netherlands Municipalities, funded by the EU and the Dutch Ministry of 
Foreign Affairs. The Ministry described the consultation events as a participatory approach 
although it conducted the preparation activities perfunctorily because the international 
development projects approach requires stakeholders’ participation in the meetings.

According to the results of the survey completed by eleven municipalities (one was sent 
empty), out of the eight municipalities which answered this question, two municipalities 
participated in the MoLG strategic plan events.. Regarding the launch event of the strategic 
plan, three municipalities attended the event out of the seven which answered this ques-
tion, and one thought that the MoLG took their feedback seriously. Additionally, six out of 
ten CSOs said they knew that there is a strategic plan for the MoLG, and two participated 
in the events related to the preparation of this plan. The CSOs which participated in the 
strategic plan development thought that their points of view were seriously taken into ac-
count during the discussions and in compiling the strategic plan (the text). Finally, one CSO 
participated in the Ministry’s launch event for the strategic plan. 

Although no regulation or law obliges municipalities to formulate strategic plans, all of the 
ten municipalities which answered this question said they are required to do this, as mu-
nicipalities should have such plans to qualify for development projects funded by foreign 
assistance resources through the Municipal Development and Lending Fund (MDLF). The 
MoLG approved eight of these strategic plans (as a procedural act). These plans are usually 
funded by local NGOs in cooperation with international NGOs and foreign assistance. Local 
society actors in each municipal area are invited, and usually, more than five CSOs partici-
pate in the formulation of municipalities’ strategic plans. 
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Of the ten CSOs surveyed, 50% believed that a law existed to oblige municipalities to formu-
late strategic plans and that municipalities fund this activity from their own local resources. 
60% knew that municipalities formulate strategic plans in their localities. Furthermore, four 
out of ten CSOs who participated in municipalities’ strategic plan formulation thought that 
their points of view were taken seriously in the discussions and in the final plan formulation.  

When municipalities asked the CSOs if they thought municipalities worked based on the 
developed strategic plan, nine out of ten said they believed municipalities were doing so 
\while only four out of ten thought that the municipalities in their localities did so. After 
developing the strategic plan, CSO’s do not follow up with the municipalities to make sure 
their work is based on the strategic plan, and only two out of ten said they would follow 
up (these two CSOs have members who either work for the municipality or are members of 
the municipality’s councils). 

The municipalities with strategic plans publish them on their websites and social media ac-
counts. They also have launch events at the municipality after developing their plans. Seven 
out of nine municipalities said they issued annual reports on the implementation of their 
strategic plan. However, five out of ten CSOs saw or heard about an annual report related to 
the strategic plan implementation related to their local municipality. Two reported they did 
not know if this kind of report tracing the progress of the strategic plan’s implementation 
actually existed. Furthermore, three said they were sure municipalities in their localities do 
not issue this kind of report. 

 I Procurements and projects:
The MoLG said it follows up and monitors procurements and projects related to the munic-
ipalities by issuing of guidelines for each type of procurement and making almost all bids 
for development projects through the MDLF, which is the Ministry development’s arm. Pro-
curements and project bids are opened by the Ministry with the attendance of the relevant 
municipality. The Ministry does not invite civil society representatives, such as CSOs, to 
attend bid openings. Of the municipalities which answered the question about MoLG fol-
low-ups and the monitoring of projects and procurements, seven said that the Ministry does 
follow-up projects bids and five said it monitors the opening of procurement bids. Three 
said (contrary to the fact) that CSOs attended openings: the reason for this confusion is 
the number of municipality council members or employees who also represent CSOs (dual 
identity). 

All the surveyed municipalities said they consult with the local community during the devel-
opment of their projects, and four out of ten CSOs said they participated in these consul-
tations to formulate development projects. Also, five CSOs said they were never invited to 
consultations concerning project development, and one said the invitation for consultations 
with the civil society actors depends on the type of projects as consultations for projects 
developed by the municipality are typically not open. But these CSOs said that municipali-
ties consult with citizens when they develop a project that affects the citizens directly, such 
as infrastructure projects (some active citizens said these are not consultations but rather 
described these activities as “announcements” to citizens in a relevant neighborhood but 
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labeled as consultations). These announcements or consultations are part of a procedure 
that obliges the municipalities to consult with citizens before submitting a proposal to the 
ministry or donors to carry out certain projects. Also, these consultations/ promulgations 
could be part of a strategy to fulfill promises by an elected list in the municipality to devel-
op a certain neighborhood. After awarding the project, municipalities do not issue reports 
about the progress of project implementation. Seven out of ten CSOs said they did not see 
any reports about projects’ financial issues such as total amounts or payments transferred.

Two-thirds of CSOs said that municipalities do not disclose technical details of the projects 
to the public, and thus, the public does not have the required information to monitor the 
quality of project implementation nor about the bill of quantities (BOQs) related to infra-
structure projects. When municipalities and the MoLG were asked why they did not disclose 
such information, some said there are no legal requirements to disclose it to the public, and 
there is no tradition of doing so. In addition, each project is monitored closely by munici-
pality staff and independent supervisors. This explains why seven out of ten municipalities 
said they do not publish any details about their implemented projects. Also seven out of 
nine CSOs said they have no opportunity to conduct monitoring activities concerning mu-
nicipalitiy projects. Two of the leading NGOs who completed the survey (one NGO did not 
do so) said they did not have an opportunity to see projects’ BOQs, one, however, said it 
was part of a committee to monitor project implementation. 

With regard to issues such as the quality of project materials or quality of work, CSOs’ an-
swers were as follows; 33.3% said the issue is discussed at the municipality level, 44.4% said 
the Ministry and the municipality work together to solve the issue, and 22.2% said they have 
no idea how these issues are resolved. The same question was directed to municipalities 
and produced the following results; seven out of ten municipalities said they discuss the 
matter with the Ministry before making any decisions when they find out about divergences 
from the bill of quantities or the quality of work. The two Palestinian NGOs said that either 
the municipality will investigate the issue of divergence or the Ministry;  usually the issue is 
not investigated by citizens or external and independent bodies. 

 I Services and performance evaluation 
When the municipalities were asked if there are lists that let the public know about prices 
or fees paid by citizens to get each type of municipal service, eight out of ten said they do 
have such lists, while the CSOs said that only 4 out of ten have them. The Ministry said it 
priced municipalities’ services and that information is updated frequently and provided to 
local governments. The MoLG, however, does not share these lists with the public via web-
sites or other means of publication and does not oblige the municipalities to publish price 
lists but demands they abide by the stated prices. When asked if they publish price lists 
for their services and administrative work fees, 50% of municipalities said they did not post 
them on their websites as no law obliges them to do so. Eight out of ten reported that they 
were not asked by members of the public nor CSOs to publish such lists.

With regard to the quality of the services provided by municipalities, the municipalities 
have, according to the MoLG, specific quality standards to meet for each service and cer-
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tain administrative procedures they need to follow to process each bureaucratic service. 
However, only four out of ten municipalities said they published these qualities and proce-
dures. Also, CSOs reported that only four out of ten CSOs knew about them. The CSOs said 
that only three out of ten municipalities provide some kind of information about service 
quality and procedures and this was only after these CSOs demanded to be provided with 
these information. The CSOs (six out of ten) said they expect a certain quality of service de-
livery from the municipality and when they do not meet those expectations, they demand 
certain improvement from it. Only three out of  nine CSOs think that the MoLG  monitors the 
quality and delivery of services: the other six CSOs believe that the Ministry does not do the 
monitoring work expected of them. 

There are two ways the MoLG monitors municipal service delivery and quality. The first is 
when the bureaucratic (administrative) services need approval by Ministry agencies. This 
makes the Ministry’s staff revise and ensure that the processed documents meet the legal 
requirements and regulations. The second way is when a complaint is lodged by a citizen 
complaining about the municipality’s performance, which negatively affected the public 
interest. In this case, the MoLG is legally obliged to check the validity of the complaint and 
give answers to the person or persons who lodged the complaint. Four out of ten CSOs said 
complaints lodged with the Ministry are taken seriously and dealt with; the other CSOs re-
ported that complaints disappear in the administrative system. All municipalities said they 
investigate all complaints, and nine out of ten said the MoLG investigates citizens’ com-
plaints lodged at the Ministry level. 

According to eight out of ten municipalities, complaints are usually submitted to the mu-
nicipalities if the complaint is against an employee. This type of complaint is investigated 
and the complainant receives an answer from the municipality. Over the last few years, an 
increasing number of citizens have expressed their indignation and disapproval of munici-
pality work by posting on the social media pages of the relevant municipality. However, this 
type of complaint attracts little attention from the municipality and no attention at all from 
the MoLG since these complaints are mostly not directed against specific municipality staff 
or  a specific service. 

The “complaints box” system practiced within municipalities across the West Bank did not 
ensure an effective way of monitoring municipal service delivery and performance. In five 
out of eight municipalities surveyed, any ordinary employee can open this box, and eight 
out of nine municipalities reported that the box was opened on a regular and timely ba-
sis. Four out of nine municipalities announce the contents of complaints to the public, and 
these municipalities look after the person who lodged the complaint to solve the issue di-
rectly with him/her (which breaches the purpose of this system which is meant to provide 
anonymity subsequently threatening the safety of persons lodging complaints).

Only some CSOs knew if the municipality had a complaints box; seven out of ten knew, one 
CSO said there was no box at their municipality and two CSOs did not know. Six out of ten 
CSOs said they did not know who opened the box, two thought that a regular municipality 
employee opened it, and two believed that the MoLG did it. Three CSOs said the complaints 
box is opened regularly, and seven said it is not. Also, three CSOs believed complaints were 
disclosed to the public after they had been processed. These CSOs all reported following 
up complaints to ensure the Council took them seriously. 
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 I Communication and connections with 
citizens 
The MoLG does not have a standard and clear mechanism connecting it directly with the 
public, although it has stressed, since 2010, the importance of public engagement and so-
cial participation.  It has a complaints mechanism that allows citizens to lodge complaints, 
but there is no formal and regular mechanism that connects civil society organizations and 
NGOs to the Ministry to be able to create a network of governance that is sustainable and 
based on power-sharing. The relationships formed between the CSOs/NGOs and MoLG are 
based on internationally funded projects. Foreign donors and global organizations oblige 
the two parties (the government and non-state actors) to cooperate and work together 
on foreign-funded projects. This type of project paved the way for temporary relationships 
that last throughout the project period. This actually formed unsustainable relationships in 
which personal connections with ministries staff and decision-makers are more important 
for the implementation of these projects than for establishing continued and institutional-
ized relations.

The municipalities are frontline service providers and, thus, are in direct contact with cit-
izens in their localities. The most used way to get in touch with citizens is through social 
media, i.e. municipality pages, as four out of ten municipalities say they rely on this type 
of communication and six out of ten rely on this according to the CSOs. However, if all mu-
nicipalities have social media pages, they are used for different purposes. Public meetings 
are the least used way of communication and connection between municipalities and their 
citizens. One municipality uses public meetings regularly to keep in touch with the public, 
and eight out of ten held public meetings at least once in the last year. All the municipalities 
said they listened to citizens’ opinions at these meetings. Four out of ten CSOs said they 
participated in organizing public meetings with the municipalities, and thought that the 
municipality adopted and listened to around 50% of public opinion. 

Three out of ten municipalities said they conducted satisfaction surveys to measure the 
range of citizens’ satisfaction regarding service delivery and performance. Only one CSO 
used a satisfaction survey to measure the level of citizens’ satisfaction of municipality work. 
Eight out of ten municipalities said that when citizens do not complain, it is an indication of 
their satisfaction and two CSOs out of nine said this could indeed be used as an indication 
of citizens’ satisfaction. 

Municipalities do not have clear and reliable mechanisms to evaluate their performance and 
service delivery efficiency . Though each employee has a job description, no serious perfor-
mance evaluation is conducted to evaluate every staff member.  Municipal councils and staff 
consider it to be business as usual as long as there are no corruption cases against them. 

Some municipalities, staff and council members think that publishing financial documents 
to the public, such as budgets or monthly financial reports, is not always conducive and 
has positive results. For example, ordinary citizens could misunderstand these reports, by 
focusing on municipality income and underestimate its expenses, leading them to conclude 
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that resources are misused. Some CSO representatives agree that ordinary citizens might 
not have the capacity to grasp financial reports therefore, it is necessary to summarize 
them and raise awareness on how to read and understand such statements. This argument 
by CSOs representatives stresses the importance of civil society actors providing expertise 
to facilitate communication between the municipalities, one of the most important service 
providers, and the public at the grassroots level. However, the argument does not point to 
the way to institutionalizing communication between the municipalities and the local con-
stituency (citizens). For example, municipalities should have the capacity (and be obliged) 
to publish summaries of their budgets and invite citizens to participate in their strategic 
planning. Building this capacity in the municipalities will create sustainable conduits for 
communication between the municipality and its citizens without the need for internation-
ally foreign-funded projects. Also, these activities, i.e. budget summaries, are not expensive 
to provide, and municipalities can use their own resources to do so.  



53

Chapter 3: Social Accountability 
Tools23

 I Rights to Information
Rights to information legislation paves the way for social ac-
countability practices

Political will and free access to information are the two cornerstones for establishing a re-
liable accountability mechanism. The right to access and collect information becomes es-
sential when non-state actors, especially civil society actors, are engaged in accountability 
practices. As there is a growing movement to enable civil society organizations to be in-
volved in activities that hold government and public sector agencies accountable for their 
actions, it becomes essential to ensure that access to information is a legally protected 
right. Access to information will enable civil society components, especially political par-
ties, to engage in political actions to preserve or strengthen citizens’ economic, political, 
social and cultural rights, which are essential human needs. 

 

There is a need for legislation to ensure that the PA allows citizens to access records of 
the ministries, government agencies, and any entity working in the public sector, such as 
non-governmental organizations (local and international), to ensure the accountability of 
public institutions. The right to access information also applies to legislative, judicial and 
constitutionally established bodies. This law should apply to all the offices owned, financed, 
maintained and established by money generated by the Palestinian Authority or collected 
to serve the interests of the public in the occupied Palestinian territories, i.e. international 
foreign assistance for the public budget, international organizations or non-governmental 
organizations (local and international). Additionally, this law should give any national non-
state actor the right to inspect works, documents and records, to obtain information whose 
disclosure is in the public interest, and to take notes, samples, extracts or certified copies 
of information in paper or digital formats.

Citizens have the right to seek, demand and acquire any information of public concern in 
order to improve transparency and accountability in government functioning in particular 
and in the public sector in general. It is essential for civic groups to obtain information from 
the government regarding the budget, development plans, policies and projects. Without 
this information, civic groups cannot assess government policies and priorities from the 
perspective of subaltern classes and put pressure on the government to be responsive to 
the needs and demands of the people. 

To strengthen civil society’s struggle for the enacting and enforcing of the right to informa-
tion, the use of the law is essential in empowering civil society components to hold those in 
power accountable for their activities. When civil society components engage in account-
ability activities, they participate in the governance of power which could have two mutual-

23  These tools were adapted from and informed by many resources cited in the bibliography 
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ly exclusive results; either this will dilute social class conflict, though it could achieve some 
social improvements by taming the power holders, or it could activate the class struggle by 
demanding strategic changes in political and economic structures that would benefit sub-
altern classes. Civil society groups should be aware of why they are engaged in governance 
activities, such as holding power accountable as this will affect their enacted strategy and 
their role as civil society actors.

State of Palestine rights to information status:

The level of transparency and access to information in the State of Palestine (PalestinianAu-
thority- PA) is gloomy. No law that gives access and regulates the right of citizens to access 
information,  despite continuous demands from civil society actors and their involvement 
in discussing the first draft of the law with past Palestinian authority governments. In order 
to establish the Right of Access to Information law, the official Palestinian structure has to 
approve the National Archive Law, which is not yet prepared. 

Many Palestinian civil society organizations, including AMAN-Transparency Palestine, have 
been pushing for adapting and ratifying two important laws, the Right of Access to Infor-
mation and National Archive Law, both in accordance with national legislation and inter-
national agreements (AMAN:2021). In its priority number 5, which refers to effective gov-
ernment, The Palestinian government indicated in policy number 10 that it would pursue 
the “Strengthening Integrity, Accountability, Transparency and Fight against Corruption” 
(National Development Plan 2021-2023). In April 2014, the State of Palestine acceded to the 
United Nations Convention against Corruption (UNCAC). Also, it adopted the 2030 Agenda 
i.e. Sustainable Development Goals, which aim to “ensure public access to information and 
protect fundamental freedoms in accordance with national legislation and international 
agreements” in its target 16.10:

There is no legal mechanism to enact and ratify laws as the Palestinian Legislative Council 
has been unable to function effectively since 2007 due to the internal conflict between 
Fateh (the PA party) and Hamas (the Islamic opposition party). Since 2007, the PA president 
has ruled by presidential decrees without any due legal process according to the Palestin-
ian Basic Law. Moreover, the PA president declared the dissolution of the PLC in December 
2018. The changes in laws and policies, such as the reform plans, come about through nego-
tiation between the PA government and President Abbas’ office on the one hand and with 
international donors on the other. Sometimes these reform plans occur following pressure 
from International donors on the government to meet the terms and conditions of its inter-
national assistance.  

 

Thus, it is left to public agencies or organizations that use public money to publish reports 
and give access to its data. For example, the Ministry of Finance has been removing from 
its website the monthly reports and other reports relevant to the public budget without 
explaining this (Bassoumi, 2022). Another example, The Civil Society Team for Enhancing 
Public Budget Transparency, raised a number of issues in 2022 on the matter of the public 
budget, indicating that the government published only a summary of the budget, did not 
allow civil society representatives to discuss the budget items and determine the priorities 
and did not disclose the expenses related to the offices of power holders. The Team indicat-
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ed that the policy of blocking citizens’ access to public information would contribute to the 
continuing deterioration in the trust between the citizens and the government in general 
and the Ministry of Finance in particular (Quds News Network, 2022).

The Plan to Reform and Modernize the Palestinian Public Financial Management System was 
developed without the engagement of Palestinian civil society. Moreover, this plan, which 
is the second part of the Public Financial Management Project, to improve PA accountability 
and transparency as part of the World Bank’s and international donors’  policy to improve 
PA governances (World Bank:2022 (a)(b)(c)) is being developed and implemented by the 
Palestinian Authority in coordination with the bank behind the backs of the Palestinian peo-
ple in general and civil society in particular. 

The Tools

 I Budget related civic engagement and ac-
countability tools 

Introduction 

The budget for any public entity, whether a state budget or a local government one, has 
two characteristics. Firstly, it is cyclic as it re-initiated every year and goes through the same 
cyclic stages; formulation, approval, execution and oversight. Secondly, it is a process in 
terms of a series of progressive and interdependent activities, tasks and events conducted 
by the public entity to achieve a particular policy and keep the system functioning. There-
fore, the aforementioned cyclic stages are not separate and happen one after the other. 
They are overlapping, interrelated and complementary operations. What makes them dis-
tinct is the timing; i.e. at certain times, most of the work is focused on budget approval; at 
other times, the execution of the policy through allocating budget resources is the pivotal 
activity. Oversight is continuous, but the evaluation of the efficiency of budget allocation 
and policy performance is periodic. 

Civil society components i.e. political parties, non-governmental organizations, media and 
intellectuals, should be able to adjust their activities regarding a budget to be efficient and 
effective in order to meet its objective. The following budget-related tools are time-sen-
sitive as, for example, it is not reasonable to call for budget formulation during the fiscal 
year. Also, sometimes a civil society actor does not intend to influence the budget stages 
directly, as it has no power or ability to do so, and thus it may choose to influence the milieu 
in which the budget process is happening or prepare the conditions for making its interven-
tion desired, acceptable or unavoidable.   
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Initiating budget formulation usually coincides with the last budget oversight stage i.e. pro-
gram and policy evaluation. The official budget formulation is technical and is conducted by 
technocrats who usually carry out their mission behind closed doors. Direct access to those 
technocrats by civil society organizations who represent the subaltern classes is generally 
limited. However, those technocrats could be reached by lobbyists and representatives of 
the private sector as there is a revolving door between top officials and top managerial 
positions in that sector. Even so, actors  from civil society organizations can seek  formal 
and informal meetings with technocrats, depending on the official mechanisms and exist-
ing political conditions, that could open up opportunities for them and ordinary citizens to 
engage in budget formulation, either through using participatory budget formulation or 
through providing an alternative budget (both will be discussed later and separately) 

Not being in direct contact with state technocrats does not mean that civil society actors 
cannot influence budget formulation. The following can be enacted to put the subaltern 
classes at the table: 

(a) release reports, research and studies that focus on the relevant theme prioritized by 
subaltern social classes that is concomitant with the last stage of the formulated first draft 
of the budget. 

(b) waging media campaigns highlighting the subaltern classes’ priorities on the one hand 
and the failure of government policies in tackling certain socio-economic issues on the oth-
er. 

(c) when the government seeks input and conducts a pre-consultation exercise, civil soci-
ety actors should be ready to give their input based on a participatory approach with the 
subaltern classes. 

It is important to articulate subaltern classes’ demands and needs by civil society actors 
by relating them to a political agenda ,not only demands to ameliorate living conditions. 
Therefore these budget demands should be presented during the second stage of the bud-
get cycle/process i.e. the legislative budget approval. 

The approval of the budget is not merely a technical and managerial step. It is a political 
step that determines the political economy agenda of the legislature on the one hand and 
reflects the power struggle in the legislative chapter in particular and the level of the class 
struggle in society in general on the other. 

During the legislative council budget deliberation, the civil society actor should produce a 
summary of the draft budget that is comprehensible to ordinary individuals and civil soci-
ety actors. This summary could analyze the budget under different categories; i.e. sector, 
policy, and theme. This will enable civil society organizations to come together and build 
coalitions around or under a certain category. Most importantly, these categories should 
be relevant to ordinary people in the subaltern classes, which would raise their awareness 
regarding budgetary policies and their implications and in mobilizing these masses. 

During the implementation stage, civil society actors could provide independent oversight 
of the quality and quantity of the services provided to citizens. The aim of oversight of bud-
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get implementation is to assure citizens that resources are used legally and efficiently. How-
ever, this requires those civil society actors involved to know who is responsible for certain 
accounting operations. To oversee implementation, it is important to establish parameters 
to gauge work advancement and work results based on  budget policy. Most commonly, 
the government and civil society develop procedures to track expenditures based on bud-
get provisions to counter corruption and the embezzlement of public funds. Civil society 
organizations could also conduct satisfaction surveys to measure citizens’ satisfaction with 
budget-funded policy. 

The role of civil society actors in articulating budgets at different stages will only work if  
certain conditions are met. The availability of information, its clarity and timely collection 
are essential. This information should be connected to relevant policies and who is  respon-
sible for them. It is crucial to have free access to this data. Also, specific mechanisms and 
procedures of accountability should be formally instituted as budget-related activities have 
two faces; administrative (managerial) and political. 

The following tools are focused on handling the budget:

a. Participatory Budget Formulation

Introducing the tool: 

Budget formulation for any public entity is the process of determining the resources nec-
essary for that entity (ministry/department/agency) to carry out its programs, perform its 
mission, and to achieve strategic objectives and goals. Typically the budget office in the 
finance ministry coordinates the process. It consists of all steps, actions, and documenta-
tion to compile, analyze and summarize probable financial income and expenditures, and 
allocates funds for specific purposes within a given time frame. It looks into program per-
formance to determine its position, expected advancement, and when it achieves its stated 
goals and objectives. It implicitly looks for alternative approach/s to achieve its objectives. 

Civic engagement, i.e. participation in the budget formation, could influence the budget 
formation on many levels. Firstly, it could push for changes in policies that serve the sub-
altern classes. Secondly, it induces the public entity to look into alternative approaches to 
achieving its stated goals and funneling more resources to the lower classes. This can be 
applied to the local government level as well as at the ministerial level. 

It is essential to formulate formal mechanisms that allow citizens and their representative 
groups from civil society components to engage in budgetary consultations and make their 
voices heard before finalising government/local government spending priorities. The par-
ticipation of multiple components of civil society ensures the voices of the lower classes are 
heard. This reflects the democratic and policy inclusiveness of government/local govern-
ment, and the balance of power within the government between the different social class-
es. This balance of power would determine the composition of the budget and the kind of 
macroeconomic policies pursued by the government and local government.  
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Civic engagement empowers people from the lower classes. Those empowered people 
participate in the activities and decision-making processes relevant to their lives. In order 
for empowered citizens and their civil society groups to actively engage in budget formula-
tion, there are many conditions that should apply. Firstly, they need access to reliable data 
about the revenues and expenditures of public entities, which means freedom of informa-
tion is essential. Secondly, there needs to be a clear mechanism for the decision-making 
process regarding the budget items formulation. The connection between public policies 
and programs and resource allocation needs to be transparent in terms of who benefits 
from the policy output and who would receive these resources. Thirdly, the citizens and civ-
il society groups who participate in the budget formulation should be able to understand 
the budget jargon on the one hand and formulate the demands of the lower classes into 
policies that require specific resources within a given timeline on the other. 

Such participation in the budget formulation will make it hard for ruling groups from the 
upper classes to dominate the process and impose their interests. This also limits the effect 
of clientelism, patronage and favoritism by technocrats and statesmen, and contributes to 
checks and balance mechanisms. The participation of citizens and civil society groups p in 
budget formulation does not eliminate or downgrade the role of official representatives 
who officially bear the responsibility of approving the budget after discussing it as part of 
an enactment procedure. Active participation in budget formulation is part of checks and 
balance instruments as it will keep the elected representatives and government officials 
under oversight by active citizens and civil society components. 

Some would claim that participation in the formulation of the budget would lengthen the 
process and obfuscate it. From this point of view, participation could weaken or limit the 
power of the legislator/ representative as it would interfere with his/her work. As such, 
one question arises: how can the representative be held accountable for a policy that was 
“forced” on him/her by people from lower classes?! 

 

Policy and budget formulation reflects the power struggle between the different social 
classes, sometimes criticized in power struggle between the classes representatives. Also, 
serving as a legislator means that this representative is elected to serve those social groups 
and advance their social interests. Thus, accountability relates to how much representa-
tives are able to function within the balance of power between social groups to implement 
their agenda. 

Social participation is intended not only to engage civilians from lower classes, but also 
to empower them politically by representing their demands as a collective social class/s. 
Without politicizing the demands of the subaltern classes, civil engagement would be ei-
ther procedural and pro-forma or a way to defuse the power of those social groups and 
their representative by undermining their political weight in the decision-making process. 
Depoliticizing social participation, i.e. civic engagement, will implicate citizens in a gover-
nance process and make them responsible for their bad situation as they were seemingly 
part of the decision-making and oversight process.
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Objectives:

1. The aim of citizens’ participation in budget formation is to enhance the quality of citizens’ 
lives through funneling financial resources to programs that citizens prioritize. 

2. To monitor the priorities of public entities in order to hold them accountable to citizens.

3. To empower citizens from subaltern classes and their representatives from the civil society 
components by enabling them to participate in the decision-making of relevant public en-
tities. 

Strategies to facilitate citizens’ participation in budget formulation: 

1. Organize active citizen groups. Organizing will consolidate the power of the subaltern 
classes and enable them to use their limited resources efficiently and effectively. Active 
groups are an instrument for educating people and mobilizing them in the struggle to 
achieve better living conditions

2. Support the lower classes’ socio-political and socio- economic demands through data col-
lected through quantitative and qualitative surveys and public opinion surveys. 

3. Mass campaigns to raise the awareness of ordinary people from the lower classes through 
the distribution of information and surveys results

4. Organizing, networking and building of coalitions. This is because small communities and 
separated social groups and their representatives  have little weight to influence deci-
sion-making. Building coalitions between different social groups from the subaltern classes 
will increase their impact. 

How participatory budget formulation is carried out:

1. Approaching elected representatives to adopt a proposal for participatory budget formu-
lation. 

2. Elected representatives submit a proposal to be discussed by the legislative or local go-
vernment council. 

3. If this is a general budget formulation, then the proposal should divide the area into smaller 
administrative areas i.e. governorates and sub-governorates.

4. Developing a parameter for equitable resource distribution. This could be through using 
an objective index i.e. Physical Quality of Life Index (PQLI). This index gives a value of the 
average of three statistics: basic literacy rate, infant mortality, and life expectancy at age 
one. A combination of indices could be used along with macroeconomic indicators (unem-
ployment rate, Consumer Price Index (CPI)) . In the case of Palestine, the degree of threat 
and targeting by the colonial power should be added as Israel targets East Jerusalem and 
Area C more frequently, in addition to the siege of the Gaza Strip.

5. To make sure citizens and their representative groups reflect the wide range of people 
across the nation, a democratic institutional structure should be developed. This does not 
mean that individual citizens or citizens’ representative groups cannot campaign for their 
demands at the local level. However, when coalitions are built, citizens from different parts 
of the nation should elect their representatives to reflect diverse representation in terms 
of class, gender, region and communities on the one hand and subaltern classes’ shared 
and similar experience of bad living conditions on the other. Also, citizens’ representative 
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groups could develop a monitoring mechanism for the budget implementation that could 
focus on general spending priorities i.e. health, education etc. and/or could focus on spe-
cific public projects such as building cancer treatment hospitals. 

6. At the governorate, municipal, and community levels, the budget should take into consid-
eration population distribution in terms of density and the degree of urbanization. An index 
should be developed to trace resource distribution and benefits based on class and gender. 

7. Before any discussion and deliberation, citizens and their representative groups should 
have access to information about policies, programs and projects. They should have  knowl-
edge of the resources that are available or expected to be available to the government or 
local government. Therefore, they should collect data about budgets systematically and in 
a timely manner. 

8. The active citizen and/or the citizens’ representative groups should analyze existing pro-
grams and projects based on their social utility and prepare proposals for alternative poli-
cies, programs and projects deemed necessary by a high percentage of people from sub-
altern classes. 

9. If necessary, engage in consultation with elected representatives and campaigns through 
media outlets and civil-based activities to create pressure on them.

10. The elected representatives expressed their support by voting to adopt the submitted 
proposals. 

11. Participatory budget formulation does not end by ratifying the budget; it is important to 
follow up by examining the efficiency of its implementation and by holding the govern-
ment/local governments accountable for their actions. 

What is expected of civil society actors: 

1. The role of civil society organizations in budget formation is to facilitate communication 
between citizens and the government or local governments to address their needs as bud-
get priorities.

2. Civil society organizations should monitor, along with active citizens, the budget discus-
sion in parliament (if the parliament has a real role) or at the local government level, i.e. 
municipality council .

3. Civil society organizations should be able to provide the media with relevant information 
and create pressure through media campaigns. 

4. During policy and program implementation, citizens’ representative groups should be able 
to track public expenditure and information should be shared at the community level.

5. Civil society organizations should be able to simplify and demystify the budget audit re-
ports to make them more accessible and, thus, open discussion at a wider level. 

Comments on the state of Palestine (PA) budget formulation:

In the state of Palestine (Palestinian Authority-PA), there is no formal policy that can force 
any public entity, whether national or local governments, to invite citizens to participate in 
budget formation. Budget formation is usually carried out by professional bureaucrats in a 
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centralized manner. The government budget is formulated behind closed doors, asare lo-
cal governments’ budgets. As the Palestinian Legislative Council has been non-functioning 
since 2007 due to internal political struggles, the PA President, even though his term of of-
fice ended in 2009, has been the one who approves the State of Palestine budget by issuing 
a decree. Thus, the PA executive branch is the sole decision-maker on resource allocation 
and expenditure. 

The role of civil society organizations in Palestine is limited due to many reasons. Firstly, 
there is no formal mechanism allowing civil society actors to participate in budget formu-
lation. Secondly, civil society organizations usually work on the basis of one-off projects; 
thus, their participation is subject to the project’s funding. Thirdly, these civil society orga-
nizations’ lack or weakness of budgeting skills forces them to resort to external contractors. 
The one-off project and the use of external contractors will affect the experience of civil 
society organizations in handling budget formulation. Civil society participation in budget 
formation requires those participants to be able to examine the budget’s line allocation 
and spending priorities. Thus, it is important to build the capacity of those actors (citizens 
or entities) to participate constantly and systematically and not only based on of free time 
availability. 

Budget formulation is not separate from policies and plans made by public entities, but 
it is an integral part of these policies, though they technically look separated. These pol-
icies and plans become viable when resources are allocated to carry them out. Without 
resources, these policies and plans are merely written text. After formulating the budget, it 
is important to monitor expenditures and ensure that goods and services are delivered effi-
ciently. The government of the PA announced many times projects and funds for supporting 
specific governance activities, however, these announcements were empty as the PA lacks 
sufficient resources to conduct even its most essential functions in education and health. 

At the local government level, in theory, elected representatives should play an active role 
in discussing and deciding priorities based on citizens’ best interests and needs. However, 
in reality, there is no actual participation by elected representatives in budget formation in 
Palestine. Most elected representatives in local governments, i.e. municipalities, are bud-
get-illiterate and need training to be able to understand basic budget formulation.  

b. Shadow budget: Formulation of Alternative Budget

Introducing the tool: 

An alternative budget is an advocacy tool that can be used along with other tools or as a 
strategy to provide parallel proposals on how much to allocate resources for a specific sec-
tor or sectors. This tool can be used for articulating public budgets at the national level and 
can be used with limitations at the local government level. At the local level, the authority 
has limited ability to generate resources. 

As an advocacy tool, the alternative budget is used to highlight the weaknesses or the type 
of policies the government is interested in supporting. Civil society components use it to 
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develop a pro “poor” or pro “marginalized” social group approach. Most importantly, it is 
a policy- resources allocation proposal that works within the same policy framework as the 
government without the intention of making critical changes, such as proposing alterna-
tives to the market mechanisms that keep the subaltern classes disempowered. The alter-
native budget could focus on specific sectors such as health and education. It could also 
address cross-sectoral subjects such as environment and employment. As an advocacy tool, 
the alternative budget focus on equity with inclusiveness and responsiveness themes. This 
tool uses the participatory approach by working with people from lower classes and can 
be developed by professionals who use research and surveys. In both cases, it is important 
to quantify the alternative needs, monetize them and make the computations. This requires 
fine skills to articulate empirical data into national, regional or local account aggregates. It 
should be consistent and comparable with the government’s proposed budget. 

objectives: 

1. To highlight the government’s policy priorities and their inconsistency with the subaltern 
classes’ needs and empowerment. 

2. To raise awareness among the subaltern classes and mobilize and build campaigns to 
change the government’s policy.  

How the alternative participatory budget is carried out:

1. Mission kick-off: 
The first step consists of building a network of civil society components whose activities 
and areas of interest are relevant to the budget priority under focus. 

2. Determine the work scope and its specific objectives:  
The alternative budget is used as a strategy in advocacy campaigns to highlight the pos-
sibility of introducing change in certain sectors or cross-sectors by allocating the same 
country/regional resources within the official budget in a different way. The objectives 
should be determined after consulting with people from the subaltern classes and not be 
imposed on them from above. Therefore, it is important to select specific priorities that 
address specific themes that resonate with the broader population’s interest, such as 
fighting poverty, improving education for subaltern classes, or improving health through 
green economy. These objectives become the focal point of organizing and the slogans 
that rally the grassroots behind them.

3. Scrutinize the government budget:  
This step consists in enabling political critics and theme specialists to conduct a deep 
analysis of the government’s budget with a focus on the sector/theme of concern. This 
requires state agencies to open their data records. The analysis should show how the 
government’s budget supports specific policies that do not reflect the interests of the 
subaltern classes or how budget resources do not meet the government’s declared ob-
jectives. 

4. Compile alternative budget:  
It is essential to quantify and monetize the subaltern classes’ needs. This will require the 
computation in the alternative budget of the costs of these needs. In parallel, a section of 
financial and policy analysis should be added to the alternative budget that shows either 
the shortcomings of the government’s budget or that the outcome of this budget is not 
conducive to people from the lower classes. 
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5. The tools’ usage:  

The alternative budget can be used for;

₋ Critical consciousness method: as the alternative budget analyses the official budget 
based on policy analysis and proposed alternatives, this makes people aware of how 
government policy supports a particular class interest and has an adverse effect on oth-
er social groups. Thus, it builds class, gender and environmental consciousness by chal-
lenging and comparing governmental policies that benefit the upper classes with the 
alternative budget representing the subaltern classes’ interests. However, it is crucial to 
keep in mind that the alternative budget is a reform-based budget and not a budget to 
overthrow the existing socio-political system. 

₋ Lobbying based on evidence: the civil society organizations coalition/ network can 
lobby elected representatives by providing them with an alternative budget ready to 
be submitted for parliamentary deliberation. This alternative budget is evidence-based 
and pro-subaltern classes which makes it inclusive and responsive and which addresses 
the social justice question. 

₋ Advocacy campaign instrument: 
When advocating for alternative policies, media and political mobilization campaigns 
must base their work on facts and critical analyses. A participatory alternative budget 
is an effective tool since it not only criticizes government policy and resource allo-
cation but also provides an alternative path for government policy and budget. This 
alternative document assists in building a wider class-political coalition around a spe-
cific policy theme to bring about concrete change.

c. Budget Review and Analysis

Introducing the tool: 

During the fiscal year, governments can conduct budget reviews either periodically or when 
there is an urgent need. A review is done based on analyzing the revenues and expenses 
budgeted over a timeframe and comparing them to the actual situation on the ground.  
Civil society components can also conduct a budget review and analysis using different 
parameters than the ones used by the government. The following parameters for budget 
review and analyses can be used to gauge the governmental budget’s inclusiveness and 
how much it represents the interest of the subaltern social groups and classes:

1. How much actual resources the government’s budget funnelled to serve each social group 
i.e class, gender. This parameter analyses the actual benefits of the budget and not only 
looks at how much resources were assigned to deal with the policy theme in general. For 
example, the government could provide subsidies and loans with low-interest rates (cheap 
money) to economic enterprises to encourage them to employ and train workers. However, 
the amount of money reaching those workers is little in comparison to private enterprises. 

2. How much does the government’s budget serve social groups based on locality, i.e ur-
ban vs rural, affluent vs poor, etc. This parameter looks at the budget through geograph-
ic lenses. Sometimes regions can receive more financial resources and support from the 
government because they have more political weight than others. As such, urban affluent 
areas usually receive more funds because many people in top managerial positions in the 
government live in cities and developed areas and have advanced education and access to 
power networks.

3. Policy perspectives such as privatization vs public ownership. Some political parties and 
civil society organizations use a political approach in analyzing the efficiency of a specific 
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budget policy. For example, the government could privatize public transportation because 
it sees market-based management as being more efficient than public administration, while 
civil society components see in privatization of public transportation the interest of the 
private sector, which also receives subsidies from public funds. Businesses and the upper 
class usually lobby the government at the policy level to ensure that their class interests 
are preserved. The same should be the case with organizations which claim to represent 
the interests of the subaltern classes. Deregulating the economy and privatizing public 
enterprises and services will affect the government’s ability to meet its duties towards the 
lower classes especially in terms of health, education and infrastructure. 

The budget review and analysis can be conducted at a general budget level, sector level 
and cross-sector (theme) level. It can apply to local government and be used to trace a 
specific program or a project. 

Objectives:

The purposes of conducting budget reviews and analysis are:

1. To show where the government stands regarding its declared commitments. This is by 
comparing the budgetary items and the actual expenses. 

2.  To gauge the efficiency and viability of government spending on specific policies. This is 
by focusing on the actual results and outcome of expenses.  

3. To highlight how government policy empowers certain social groups/classes and margin-
alizes others. This is connected to a wider debate of political approaches. 

How the budget review and analyses usage:

It is usually conducted by auditors and professionals and then articulated by politicians and 
political critics.  Also, to be able to conduct budget reviews and analyses, it is essential to 
have sufficient data in the public domain. This reflects the level of transparency, openness 
and professionality of government institutions which enables them to be held accountable 
for their actions. 

The budget review and analysis generates knowledge making it an instrument to raise 
awareness among people of subaltern classes about policies that affect their lives. Without 
awareness, people will not be motivated nor mobilized to bring about changes that serve 
their interests. Furthermore, it is an instrument to hold the government accountable for its 
broken promises and actions by using evidence based on the government’s platform itself 
i.e. rhetoric vs actual. 

It assists in building networks and coalitions between different political and social groups, 
which can act to bring about change and keep the government under scrutiny and hold it 
accountable for the policies it implements. Thus, the budget review and analyses can be 
used to lobby representatives to change specific policies. It can create media pressure on 
official representatives and top managerial statesmen to change enacted policies to be-
come more inclusive by supporting the empowerment of people from subaltern classes. 
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d. Summarisation, Simplification and Demystification of the Budget: 

Introducing the tool: 

A budget is a plan of spending by the government which is compiled on the basis of income 
and expenses over a specified future period of time. It is long, complicated and filled with 
technical and financial terms. Therefore, it is important to draft a budget summary that is 
accessible and easy to understand for non-finance experts and ordinary people. This sum-
mary should  avoid using heavy jargon and professional terminology and count the gross 
total of each theme or sector in separate slots without going into too much detail. It should 
connect between specific policy and its aggregate number, in addition to comparing and 
contrasting the aggregate numbers to show government priorities. 

Objectives:

1. To make the budget themes understandable and accessible by civil society organizations 
and ordinary people to increase their awareness of government fiscal policies.

2. To enable civil society organizations and ordinary individuals to engage in activities intend-
ed to introduce changes to the existing budget that would be more reflective of subaltern 
classes’ demands and needs. 

How the budget simplification is made:

To simplify, a budget should show more than just the aggregate numbers of government 
expenditures designated to each sector or theme. The simplification should:

1. Divide each aggregate spending into operating expenses and capital expenditures. The 
operating expenses include personnel costs and annual facility operating costs. While cap-
ital expenditure is used to fund major improvements of the country’s relevant facilities and 
infrastructure that need development. Each type of spending is funded and supported 
through multiple funding sources. 

2. The aggregate budget numbers sometimes give an amplified aggregate amount of spend-
ing in specific sectors while the benefits are in reality, limited. To demystify this issue, the 
summary should look into the actual output in terms of services and public goods. In other 
words, how much actually trickles down to benefit ordinary people.

3. It is important to show how much of the budget is available and how much of this budget 
is projected (as deficit). The available budget is the one funded by government revenues. 
If government spending exceeds revenue then many governmental activities risk not being 
implemented. Therefore, it is crucial to ask how each activity will be funded. 
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Tracing, Monitoring and Auditing: 
The Two Sides of Budget and 
Services 

 I Introduction:
The following five tools are technical tools that scrutinize the public fiscal policy of the 
state by looking into budget, expenditures, procurements and/or revenues. These tech-
niques can be used efficiently if the data and information is accessible. They can be used 
at a local government level after providing basic training to active citizens and civil society 
organizations’ staff. However, these tools will not bring positive concrete changes on their 
own. Change needs a civic movement where the masses purposefully engage in political 
actions.

 

A general state budget or a local government one has two sides; income (revenues) and 
expenditures (spending). Civil society actors can use a number of tools to track, monitor 
and/or audit the activities related to both sides of the budget. These tools enhance civic 
engagement by empowering citizens and civil society components to hold the government 
and public agencies accountable for their actions. 

There are many reasons the administrative system does not function well and produces a 
situation where the resources do not reach their intended destination or fail to generate 
the expected impact. Among these reasons are; corruption, mismanagement and/or the 
structure of management. Different tools are used to address these problems by identifying 
them first and second by determining the main reason or combination of reasons that gen-
erate these problems i.e.  weaknesses, irregularities and/or  leakages in the bureaucratic 
system. 

 

To explore the technical reasons behind system mismanagement and corruption, one or 
multiple accountability tools can be used in a way that complements each other. These 
tools use qualitative and quantitative techniques to identify social problems; their depth 
(bureaucratic level) and size (frequency) in the relevant context. Public Expenditure Track-
ing Surveys (PETS) and Quantitative Service Delivery Survey (QSDS), for example, look into 
the links between public sector service providers and the rest of the public sector. These 
two tools (PETS and QSDS) can be used together as PETS has a frontline facility component 
while QSDS looks into the connections between these frontline facilities and the bureau-
cratic hierarchy of chain of command in the public sector and thus who bears the respon-
sibility. 

Some problems cannot be solved by managing the existing resources or funneling more re-
sources. These problems are often policy issues. Policies cannot solve problems they gener-
ate, and intervention without changing the policy tends only to mitigate the effect of these 
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problems. This is clear when leaving the provision of public needs to private market forces. 
The market mechanism prioritizes the generation of profits, while public needs require the 
prioritization of human needs. For example, to solve the problem of unemployment in a cap-
italist society and satisfy the human need for work, it is important to convert human ability 
to work into a commodity which is subject to the forces of demand and supply.  Reconcil-
ing the market mechanism with human needs could work in the short run when converting 
the human need into a commodity (labour-power becomes a commodity). Thus, when the 
unemployment problem is solved, It is solved by subjecting the laborers to market exploita-
tion not only by extracting from them the surplus value but also by paying them low wages 
despite the fact that they are the major contributor to the public budget. This phenomenon 
has been observable since the mid-1980s with the emergence of neoliberalism which has 
seen the longest wage stagnation period in modern history i.e. capitalism era. Therefore, 
political problems need political solutions, and the above-mentioned civic engagement-so-
cial accountability tools assist in identifying problems and mobilizing the masses to bring 
change. 

Using the public revenue monitoring tool along with the monitoring of public procurement 
by civil society actors is another way of gaining a deeper understanding of the budget’s 
two sides with the aim of identifying how public revenue is administered and how the state 
manages public financial issues and expenditure policies to achieve a certain level of effi-
ciency in allocating public funds.

General budget auditing, which requires a high level of expertise, is another accountability 
tool that can connect the state’s macro policies in economics to the social programs at the 
micro level that are related to frontline facilities i.e. service providers. Each level of spend-
ing represents a certain level of command and control and, thus, is a source of information. 
It is important for citizens who fund the budget and in whose names the state’s policies are 
enacted to understand how the budget functions and who benefits most from economic 
policies, bearing in mind that the state is not a neutral entity and enacts laws which rep-
resent the power imbalance between social classes. Budgets and policies are the tangible 
results of the class conflict between the social classes . 

(I) Public Expenditure Tracking Surveys (PETS):

Introducing the tool:

Public Expenditure Tracking Surveys (PETS) are research tools that allow for the tracking of 
the amount of resources received at each administrative level in the bureaucratic chain of 
public service delivery. These tools are financial auditing instruments which gauge the flows 
of financial resources from the top to the actual public facility, i.e. from the origin to the 
destination. Tracking funds could start from the treasury of the government and/ or inter-
national donor to the school or health facility where the funds are intended to be spent. 

PETS are effective instruments that provide indicators to government officials and adminis-
trators at the service facility, i.e. school, health centre, , and to civil society actors, about a 
number of important dimensions, i.e. policy, bureaucracy and auditing. Most importantly, it 
helps to detect and measure the rate of malfunctioning (leakage) and how this impacts the 
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public work output and outcome. 

 

The scope of PETS can vary according to the type of expenditures tracked and the number 
of bureaucratic levels of public administration involved. Each survey should be designed 
and implemented in a way that fits with the context and the type of tracked-fund destina-
tion, as each sector has its own characteristics.  

Government usually does the auditing, however, this tool is important when public ac-
counting systems malfunction or provide inadequate data. In functioning public auditing 
systems expenditure, tracking is systematic and done in a timely manner. What is important 
is the transparency and openness of data to the public but mainly to civil society actors in 
order to measure the efficiency and effectiveness of public spending. Public and civil soci-
ety actors can see if the spending follows established procedures for bidding, awarding and 
the quality of the input and output generated by the fund.  

PETS can be used in two ways; Firstly, to look into how big the problem of leakage in the 
public expenditure system is, the bureaucratic levels that contribute most to this problem 
and the factors that sustain this problem. By conducting the PETS, a baseline is established 
to tackle the problem. However, there is no guarantee that by disclosing the problem, the 
system will readjust itself and start to function efficiently again. This is because bureaucrats 
develop, over time, vested interests in the way the expenditure system runs. Therefore, it 
is important to develop systematic interventions that amend the expenditure system and 
hold the malfunctioners legally accountable.

The second way PETS can be used is through periodic use. When a civil society organiza-
tion carries out PETS it should do so systematically and periodically over many years. This 
is because PETS are carried out in coordination with the relevant public agency or ministry 
which needs to gain their trust, build experience and establish norms. After conducting 
PETS, the results will be submitted to the public agency or the ministry, or international do-
nors in case there are international organizations or non-governmental organizations. Along 
with the results, civil society actor/s give their recommendations and lessons learned from 
the survey.

What makes these tools a part of civic engagement, i.e. social accountability tools, is the 
work carried out after conducting the PETS by civil society actor/s. The results should 
be published along with the recommendations. This should be part of a broader strategy 
of social ownership aimed at empowering subaltern social classes and their communities 
to claim their entitlements. This will also help engage citizens, and civil society components 
in fighting corruption, nepotism and public money embezzlement, as the disposed money 
is public money taken out of people’s pockets. 

Civil society campaigners can use the PETS results to amend or change specific policies 
as they provide evidence to policymakers about the efficiency and effectiveness of public 
spending. These campaigns could recruit citizens on school boards if the policy is related 
to education. It could work with labor unions if the policy is related to job benefits, unem-



69

ployment benefits, and even to health system issues. 

Objectives: 

a. To measure the effectiveness and efficiency of the resources allocated to fund specific pol-
icies, programs or projects.

b. b. To identify and detect malfunctioning managerial levels (bottlenecks) along the chain of 
public service delivery. 

c. c. To enable government and civil society actors to fight corruption and work towards en-
suring transparent, accountable and effective public financial management. 

How to conduct Public Expenditure Tracking Surveys (PETS):

1. Setting the general goal and building the coalition:

Many preliminary steps must be taken to prepare the ground for launching PETS.

Among these are: 

a. The civil society organization which takes the initiative should pick a strategic goal that 
is achievable, urgent, clear and relevant to a wide range of social classes, in addition to 
providing a leadership focal point.  This will pave the way to building civil society coalitions 
which would set a plan and select the instruments/tools that serve the strategy that will 
achieve the goal.

b. By selecting the general goal, the potential framework of the problem in general is deter-
mined. This will assist in identifying the key stakeholders and their interests (parties to the 
conflict) on the one hand and potential partners at the local, regional and national levels.  

c. Selecting the tools will determine how the civil society coalition will handle the problem 
at hand. In this case, the Public Expenditure Tracking Surveys (PETS), along with other in-
struments, aim to provide evidence to raise awareness among the subaltern social classes 
and engage those people in holding the government parties responsible for their actions. 

2. Defining the scope, objectives  of the survey and the purpose behind using the tool i.e. PETS:  

₋ The leading organization, which could be a political party or non-government organization, 
should determine its purpose for using PETS. Determining the purpose will set the survey’s 
scope and objectives, taking into consideration that this tool i.e. PETS, is one of many tools 
used in achieving the overall goal.  

₋ Defining the purpose of using PETS will determine; how the survey will be designed to col-
lect data, and the specialty of the team which will conduct the survey and the amount of 
resources required to conduct it. If the purpose of the tool i.e. PETS is to fight government 
agencies’ corruption, this will determine the type of information/data the survey will look 
for. The information/data will also be different if the survey investigates the malfunctioning 
of state bureaucracy by looking at different issues, such as inefficiency (in terms of fund 
distribution) or ineffectiveness (in terms of managerial performance). 

₋ The scope of the survey will determine, partially, its objectives. Also, the amount of data is 
determined by how wide the scope is. The scope could be based on geography (locality, 
governate, region, national) or on sectors (targeting a whole sector, sub-sectors or across 
sectors). For example, the survey could target the education sector in a certain area with 
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an emphasis on primary education and focusing on a number of schools within it.  

₋ There is a dynamic relationship between the overall goal and the survey’s scope and ob-
jectives. If the goal is to bring about broader sector-wide public expenditure reforms, then 
the scope will be wide. This will require a wide coalition, high organizational capacity and 
expertise. Also, this dynamic relationship is affected by many factors; the socio-political 
context, the structure of public institutions and their financial structure.  

3. Role distribution and stakeholders’ identification: 

It is important to distinguish between the beneficiaries whose lives will change positively 
and those representing the main parties to the problem. Parties, as in any social, political 
and economic conflict, are arranged in two opposing camps with contradictory interests. 
However, what makes the issue “hot” or “cold” is the level of polarity. The major roles are 
played by the stakeholders while the leading civil society coalition carries out the leading 
role. 

There are two main dimensions when carrying out the PETS, i.e. roles : an extensive techni-
cal role and an organizational-managerial role. Looking after the expenditure of a country 
program at the national level would require more expertise and professional teams than 
tracking a project or expenditure in a specific region for example. The leading coalition 
will hire professionals and enter into cooperative relationships with different types of or-
ganizations that have the required expertise, such as finance and accounting firms, policy 
institutes, and non-governmental organizations that are national and foreign. 

The organizational-managerial role will have two sub-levels. Firstly, the coordination of the 
whole technical process of public expenditure tracking surveys  requires coordination with 
various government agencies, from the top bureaucrats to frontline service providers. This 
might require coordination with local communities and grassroots initiatives. The coordina-
tion line  will be along the money spending chain, as each chain is a source of information. 
The second sub-level requires that the management of all the processes contribute to con-
crete change (the goal). 

This is also an essential step which requires consultations with different actors; i.e. the civ-
il society coalition, the relevant state institutions and donors if the program funded is by 
non-government funding (local and international donors). 

Another round of goal setting will be carried out with the coalition partners. Determining 
the goal of the surveys with coalition partners will lead to integrating PETS as an instrument 
into a strategy to tackle specific socio-political and socio-economic problems the partners 
view as needing urgent attention as these problems affect the daily life of social groups 
from subaltern classes.

As PETS is a social accountability integrated instrument and not an academic or research 
exercise, it allows for expanding the civil society coalition to bring about the targeted 
change. 
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4. Designing and pre-testing the survey/s:

The surveys intend to gather all the required data by using qualitative and quantitative 
methods, in addition to examining official administrative records. Therefore, qualitative and 
quantitative testing would be conducted to assist its technical quality and how the infor-
mant understands and answers the survey questions. Piloting will assist in determining the 
basic chains of information on the one hand and providing good estimates of the required 
resources, i.e. fund, on the other. Piloting gives an initial view of the availability of data and 
its quality and how much the data holders are willing to cooperate, whether they are top 
bureaucrats or frontline service providers, the private sector or non-governmental organi-
zations. 

5. Data gathering and analyzing: 

Based on the pre-testing results, which validate and evaluate the reliability of the survey/s 
instruments, i.e. questions and questionnaires, the study work will begin by:

a. Conducting a training program to enable the collection of high-quality information. This 
will only be done once a survey team with members familiar with the targeted sector or 
program and from different locations and communities has been recruited.

b. The tracking of information has two tiers. The first is the collection of data direct-
ly from the fund resources to find how much was in the conduits and how much 
was leaked. This is based on the assumption that the last destination is the front-
line service provider, whether it is in the human development program, i.e. educa-
tion and health, or/ and related to infrastructure and administrative service delivery.  

The second tier involves crosschecking data by combining multiple resources. Thus the 
data from frontline facility records, such as procurement, stock registry and disbursement 
reports, is collected and compared with the actual disbursement. Each involved party i.e. 
government and non-state actors, should be examined, thus facilitating the crosschecking. 

c. When analyzing the data, it is important to;

1. Determine how much the collected data contributes to answering the main survey 
question. 

2. Find out the institutional arrangements and the modus operandi of these institutions. 

3. Find out the financial aspect related to the amount of resources allocated to the pro-
gram or institution and how much is being converted into public goods and services 
(the efficiency aspect) 

4. Examine the quantity and quality of public goods and services. 

5. Draw a concrete conclusion that diagnoses the problem type, source and scale. 

6. Integration of the PETS results in a broader political issue campaign: 

Alongside PETS work, an advocacy and public awareness campaign can be launched. Its 
purpose would be to raise subaltern classes’ awareness of the issues affecting their daily 
lives, and pressure the government to amend existing misconduct and hold those respon-
sible accountable. 

The PETS results could work with other tools that address budget priorities as they provide 
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information about certain policies or programs from top bureaucracy to expenses on the 
frontline (microlevel). 

PETS opens opportunities to engage the subaltern classes’ representatives as civil so-
ciety actors in the government’s  formulated policies which reflect the balance of pow-
er between different social classes and groups in the established political system. 
However, if the government/state decides not to engage those actors in decision-mak-
ing, the PETS implementation will be a mere activity that decorates the state’s face.   

7. Problems encountered: 

In tracking information about expenditure, the following problems need to be solved:

Tracking the distribution of money from source to recipient might encounter different prob-
lems. Some difficulties are created by those who either have vested interests in sustaining 
the way the system runs or those who will be held responsible in case of misconduct. Also, 
some public servants view PETS as something imposed on them from outside and nothing 
in the law obliges them to cooperate. 

As PETS does not carry with it a legal obligation to make public servants take part and  as 
this type of work is usually carried out by the government’s internal auditing agency, there 
are two choices concerning how PETS is presented. Firstly, it needs to be presented as re-
search that looks at finding answers to certain questions and, secondly, as an instrument 
that seeks broader reforms in the public sector without stressing its accountability conse-
quences. In all cases, to conduct PETS, government cooperation is required. 

In addition, some projects are carried out through international funds and local and foreign 
non-state actors  to benefit the public sector, i.e. the government. There is no clear mech-
anism that obliges those actors to open their books, and there is no precise explanation 
about how to carry out the work. This creates other loopholes in the accountability mech-
anism.

There are some technical difficulties related to the timing of data collection and the time 
constraints for conducting the survey. Thus, PETS should be conducted within a reasonable 
timescale that does not disrupt the work of the agency, and in the time the data is available. 
Additionally, the survey should be conducted over a short period of time. Another aspect of 
the technical difficulties relates to lack of clarity in government guidelines over who should 
carry out each task and thus who would bear responsibility for accomplishing it and who 
would be responsible in cases of misconduct or the failure to implement the activity prop-
erly.  

(II) Social Auditing: 

Introducing the tool

There is a difference between public and social auditing. A public audit is carried out by a 
state’s official agency with the authority to conduct investigations and make inquiries about 
public spending on programs and projects. The public auditor has the legal right to access 
all the administrative and financial records of the government agency. He or she has the 
power to assist government agencies in maintaining integrity and hold them accountable 
for their performance, ensuring they operate in accordance with the professional standards 
enshrined in each agency’s mandate. Social auditing is carried out by a non-state actor with 
the approval of the relevant government agency to audit a public program or project. It is 
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social because local communities affected by such programs and projects participate in the 
auditing process. People from subaltern classes review and monitor government expendi-
ture records in projects and programs relevant to them and compare them to the actual 
expenses in a process that allows them to validate these records. 

Social auditing could greatly benefit the public auditor and the government as it provides 
an effective tool for data validation. But as social auditing looks at resource misuse and mis-
management, it is expected to be a challenging process. The government functionaries re-
sponsible for implementing the relevant public program or project do not find themselves 
obliged to cooperate with social auditing as it looks for misuse they are allegedly impli-
cated in. Also, the government at the top level holds power to monitor and govern public 
programs and projects. Thus, the government would not accept social auditing voluntarily 
unless the top officials thought they could benefit from it  and unless knew there were no 
legal implications for them when misuse was discovered and disclosed. 

Whether the government accepts social auditing voluntarily or is pressured to accept, it 
will positively impact the state management process andthe people from subaltern classes. 
This creates conditions to democratize the public sphere by increasing the political weight 
of people from subaltern classes in the decision-making process and converting them from 
mere beneficiaries of government goods and services into active actors in administering 
public life at the local community level.  

Social audit can be carried out in cooperation with the government, which is better because 
the government then opens its records and engages in the process. Thus, the government 
has a mutual interest in the social audit findings. The alternative option is to conduct social 
auditing in parallel with public auditing without government cooperation. This would raise 
questions regarding how to procure the required data and how to make the government 
accept and use positively the social audit findings.

In order to sustain social audit practices, i.e. social participation of people from subaltern 
classes, it is essential to encourage governments to engage in the social auditing experi-
ence voluntarily, otherwise it would come under massive pressure. After first experiencing 
social auditing, the civil society coalition, which took the initiative, should call for the gov-
ernment to integrate the social auditing methodology into public auditing. By doing this, 
the social auditing method would be institutionalized into the state’s official work. 

Objectives: 

1. To allow people from subaltern classes to reach official records and collect their data to 
verify how much the official records reflect the actual situation on the ground with rele-
vance to a specific project or program that affects their lives. 

2.  To gauge project or program efficiency based on established indicators that reflect people 
from subaltern classes’ needs. 

3. To use the auditing results to amend or introduce changes in government policy and its 
programs and/or projects through lobbying, advocating and mass pressure.  
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How to conduct social auditing: 

The scope of social auditing will determine the amount of resources required and the skills 
to be advanced. The auditing could cover a national program and could focus on a certain 
project in a region. When civil society components carry out auditing, it can be for politi-
cal reasons or as an off-project funded by donors of non-governmental organizations. In all 
cases, the following steps are applicable for carrying out social auditing:

 

a. Build a civil society coalition and decide the targeted program/project to audit. 

The civil society initiator usually decides to audit a program or project when there is perva-
sive corruption or mismanagement in public programs and projects and when people in the 
subaltern classes express their indignation. Thus the civil society initiator builds a coalition 
from civil society components and elected representatives. They together determine the 
targeted program or project. By determining the target, they define the scope of the audit-
ing and, thus, the resources needed to carry it out. 

A leadership body should be formed to coordinate and manage the auditing activities. The 
leadership team should devise a plan and define who are the main stakeholders in the rele-
vant program and projects. Those stakeholders, in addition to a government agency, could 
be contractors and active citizens from local communities. 

The main auditing activities are of two types. First; efforts to coordinate with government 
functionaries to request the government to open its reports for auditing. There are also 
coordinating efforts with other stakeholders who are non-governmental actors who have 
information and data about the program or project under investigation. Second; the  audit-
ing team which comprises of auditing experts and their assistants. 

b. Gathering and analyzing data: 

There are a number of requirements that need to be met to conduct an effective audit. First; 
the objective, mission statement and outcome/s of the program or project under investiga-
tion should be available and at the disposal of the auditing team. Based on these objectives, 
the auditing team should establish their indicators of evaluation. Second; The institutional 
structure responsible for implementation, along with the chain of command and control, 
should be determined and clarified . This is because the auditors need to determine who 
takes responsibility for each action. Third; the data in the records and the actual situation 
on the ground should be compared. This is in terms of quantities and qualities of the output 
(public goods and services). 

It is important to access the original records of the relevant program or project. The mod-
ified version of the records could mislead the auditors. Thus, based on the type of the 
program or project, the following records are necessary for auditing. First; accounting re-
cords are of primary interest for auditors as they deal with monetary transactions, ledgers, 
journals, and any supporting documents such as checks and invoices. Second; technical 
records which contain the workbooks, check sheets, issued test reports, and any document 
that provides evidence about observation, work performed, or activities relevant to the 
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project or program under scrutiny. Third; managerial records which contain the utilization 
certificates of the project or program. 

Data should also be gathered from the stakeholders and direct beneficiaries. The extent 
of participation of the targeted community in providing data and verifying it is what gives 
this type of auditing its social face although in the end auditing experts are the ones who 
articulate and analyze data and boil it down to reach a conclusion. 

c. Raising awareness and public outreach campaign 

Collating the data into clear and simple categories and reaching specific conclusions is 
essential for disseminating awareness about government policies, programs or projects. 
These conclusions could be seen as answers to questions from people in subaltern classes 
about how much of government spending benefits ordinary citizens. 

A civil society coalition could organize public meetings to discuss the audit’s conclusions. 
Also, the final report should be sent to government agencies and the public auditor office, 
along with recommendations on how to amend the existing situation in case of mismanage-
ment. The recommendations should contain a policy component explaining how to make 
the relevant program or project efficient and effective for subaltern classes.

d. Integrating the social auditing tool into public auditing and wider political campaigning: 

Civil society components can do one-off auditing schemes for programs or projects. How-
ever, auditing should be systematic and institutionalized with independent financial re-
sources. Most importantly, auditing is empowered by legislative support and the execu-
tive’s enforcement of the law. Auditing public records is a tool that enhances governance at 
national, sub-national and community levels. Thus integrating social auditing methodology 
into public auditing by enabling public representatives, civil society actors and active cit-
izens to participate in the public auditing process and validating the auditing report. Inte-
grating social auditing methods into public auditing will have a positive impact on how to 
divert public resources to serve the majority of the people i.e subaltern classes. 

Social auditing is a tool that can generate information. This information could be useful for 
raising awareness and public consciousness of the subaltern classes members about their 
entitlements. However, the utilization of this tool can only generate a ripple effect if it is 
integrated into a wider social and political movement that calls for democracy and social 
justice. 
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(III) Citizens monitoring of public procurement

Introducing the tool

In order to convert public funds into goods and services in a capitalist market-based soci-
ety, a high percentage of funds is funneled through a procurement process. This procure-
ment can take place between two public entities and, in a neo-liberal era, a great amount 
takes place between the public and the private sector. The procurement process entails 
many sub-processes and activities before, during and after the purchase of goods and ser-
vices takes place. The procurement sub-processes involves as follows; purchase planning, 
standards, specifications determination, supplier research, selection, financing, price nego-
tiation and inventory control. 

The procurement process, like any other managerial process in the public or private sec-
tors, needs to be monitored otherwise, there is the potential for it to be infected by graft, 
corruption, mismanagement and inefficiency, leading to poor quality goods and services 
and the waste of resources. At government and local government levels and in the private 
sector, monitoring is a top-down process 

Monitoring, as a concept, refers to an ongoing activity which could be regular or irregular, 
systematic and structured or random and  unorganized. It acquires a specific, purposeful 
quality when it has clear objectives, a specific scope and when it is integrated into a partic-
ular process, i.e. project, program or policy implementation. Thus monitoring is an activity 
integrated into a concrete process which examines whether the objectives of this process 
are met properly within an established framework. By playing this role, monitoring meet its 
objectives.

The monitoring of public procurement intends to ensure that the procurement process is 
carried out legally and efficiently and in a timely manner by going through an established 
procedure. This type of monitoring is systematic and conducted by a professional team 
which has the mandate and the power to perform their work independently. Monitoring en-
tails collecting data about each tendering process, analyzing the data and publishing it to 
show the public how much the tendering was transparent, open, competitive and efficient.  
Monitoring public procurement is a top-down mechanism whether it is at the government 
agencies level or at the local government level.  

The monitoring of public procurement, to be part of the social accountability tools and part 
of the civic engagement process, civil society components including active citizens should 
be able to be involved in it. Their involvement should not only be procedural by giving the 
system a democratic facade, but enable the citizens bodies to be involved  in any tender-
ing process and make independent decision. The involvement of citizens’ bodies would be 
granted by legislation and have a regulation procedure. Citizens’ monitoring is not limited 
to making assessments of legal compliance of public procurement with the law. It also en-
tails assessing if public funds are spent efficiently and effectively within compliance with 
public procurement principles and the fulfilment of tendering to pre-defined objectives and 
targets. 
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There are a number of conditions which need to be met to have effective monitoring systems 
for the procurement system. First; the consistency of the policy objectives. As procurement 
allocates resources to implement certain policies; this consistency allows for comparing 
results over time and explains gaps. Second; in order to compare between results, data 
should be available, sorted and categorized. Third; the availability of a trained and profes-
sional team which is able to analyze the available data and report to the public. Fourth; the 
monitoring system will not function unless it is independent and has the full backing of the 
authorities. Fifth; have citizens engaged in this monitoring system- civil society actors from 
local communities and nationwide who have the necessary skills to be able to participate in 
the monitoring activities effectively. 

In order to have an effective monitoring system, especially for the public procurement, it 
should be developed to be able to cope with the technical aspects of procurement and the 
extended diversity of public goods. The system is part of the public expenditure tracking 
system and thus it strategically assists in assessing the viability of a certain policy enacted 
either by the state or by local government. 

Monitoring the procurement system requires three types of qualifications and expertise, 
as each purchasing activity should go through three levels to be accomplished. First; pro-
cedural compliance. The monitoring team will check if the tendering meets all the legal 
aspects and went through all the required steps from preparation to awarding. This check 
also includes compliance with certain government policies such as competitiveness and en-
couragement for local industries/vendors. Second; performance evaluation which gauges 
the effectiveness and efficiency of the procurement process against established indicators. 
In order to asse the level of efficiency and effectiveness of each tendering, it is important 
to collect specific data. This data will give an idea about the performance of individual ten-
dering and about the functioning of the monitoring system as a whole. The following infor-
mation should be collected; a) the number of tenders submitted, b) the number of tenders 
rejected, c) the number of complaints d) the duration of the review procedure, e) the time 
span between the publication of the procurement opportunity and the conclusion of a con-
tract and f) the value of the contract and the prices of selected tenders. 

Comparing the tenders within a reported period will not only give idea about the effective-
ness and efficiency of the tendering process, but also about its transparency, stability and 
competitiveness. Comparing the tendering process data over time i.e. time series data with-
in a sector or across sectors, will provide an idea about the evolution of the monitoring sys-
tem on one hand and the efficiency of the public procurement system to allocate resources.  

The role of each participant in the public procurement monitoring system must be deter-
mined on a legal basis. This includes how they are selected, how they carry out their func-
tions and what manuals and guidelines will be used. This will ensure that the civil society 
actors’ participation in monitoring is both formal and systematic rather than intermittent or 
on an ad hoc basis. 

Joining the monitoring of the procurement system by civil society components at 
the national level is a political matter even though it is carried out by profession-
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al non-state actors such as research centers. This is because it evaluates how the 
state apparatus functions and what policies are implemented. Enabling civil soci-
ety components to monitor tendering at the local government level is less political 
and increases the citizens’ sense of ownership of the allocated resources. This will also 
empower ordinary citizens to hold public servants accountable for their actions.  

Part of the monitoring of public procurement is focused on policy compliance. This mon-
itoring type increasingly gains importance since it deals with green public procurement 
where environment-related considerations are included, and leads to socially responsible 
procurement which focuses on procurement that has benefits for the wider society. This 
type of monitoring enables a wide range of civil society actors to engage in monitoring 
because it focuses on changing strategies in procurement and not only on mismanagement 
and misconduct. 

Objectives: 

1. To enable citizens and their civil society bodies to monitor the procurement process by 
making it transparent, open, less susceptible to corruption and decrease resource waste.

2. To inform citizens and their civil society bodies about the extent of availability and distri-
bution of public fund for goods and services, both geographically and on the basis of social 
class.

3. To enhance the efficiency of public funds.  

Methods for using this tool:

1. Civil society actors, in coordination with state agencies, launch the online tool to support 
procurement monitoring by civil society. This Civil Society Procurement Monitoring (CSPM) 
tool can function if the procurement process is transparent and data is available. It becomes 
an effective tool when its reports are taken seriously by the authorities, mismanagement is 
rectified, and those responsible for misconduct are held accountable and face sanctions. 

2. Sample survey. Civil society actors could conduct surveys to verify the regularity of award 
procedures and the efficiency of contract executions. These surveys could be conducted 
regularly or based on need. Such survey could help to address certain failures. 

3. Investigating delivered goods and services. This  monitoring focuses on checking the qual-
ity of the delivered materials and services. It is effective in environments with low levels of 
access to information. However, access to technical specifications and contracts should be 
possible. 

How to conduct citizens monitoring of public procurement

At the national level, it is essential to integrate citizens’ representative groups, i.e. civil so-
ciety actors that include academic institutions and research centers, in the monitoring of 
public procurement processes. This requires legislation that enables them to participate. 
Their participation needs a) clear manuals and guidelines for their roles, b) transparency 
and free access to the data resources, c) funding which is independent of the state so they 
can conduct their work without financial constraints, d) being able to publish their reports 
independently and e) there is a clear mechanism to hold those who are responsible for any 
misconduct accountable.

To conduct citizens’ monitoring of public procurement at the local government level, the 
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following steps are essential: 

a. Initiate the process:

24a civil society organization takes the initiative to build a coalition of civil society actors to 
start a citizens’ procurement group. The labor and technical unions should be part of this 
initiative as they can supply the group with essential technical skills. 

this citizens procurement group determines which sector it can function in and what type 
of projects their procurement can monitor. 

the group establishes its mandate and gains approval from the responsible authority so its 
work becomes legal and part of the public procurement process. 

the group will consult with local communities, especially those in subaltern classes commu-
nities, to set a table of priorities for the projects to be monitored. 

b. Build the capacity and maintain continuity: 

assess the technical skills acquired by the citizens’ procurement group’s members in order 
to build their capacity to be able to conduct this work. 

group members should take essential training that enables them to deal with different kind 
of bidding procedures. 

official registration of the group also obliges the state to provide essential core funds to 
enable the group to function. 

c. Independence of the citizens’ procurement group:

although group members are integrated into the official structure of monitoring, they still 
have the right to express their opinions freely and conduct their research independently. 

the group should be able to publish their reports periodically or when there is a need to 
highlight a specific case of procurement misconduct. 

 group members should enjoy state protection as their work could  endanger them. 

the group should hold public meetings and consultations with local communities to listen 
to their concerns.   

(IV) Quantitative Service Delivery Survey (QSDS)

Introducing the tool:

Quantitative service delivery surveys (QSDS) are a survey-based tool to collect quantitative 
data in order to measure the efficiency and effectiveness of services provided by public 
frontline service delivery bodies. These multi-purpose surveys collect quantitative data re-
lated to human development programs, i.e. health and education services, infrastructure 
services such as water and sanitation and administrative services (civil services), which 
are fundamental for social welfare, especially for the subaltern classes. The QSDS tool’s 
approach focuses on evaluating costs, the quality of basic services and the incentives to 
deliver these services. This tool tracks public spending at the local level and its final desti-
nation, i.e. services to the citizens.  
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The QSDS focuses on efficiency by looking at how much service delivery achieves its stated 
goals. Efficiency, in this context, refers to the economic side of service delivery and thus, 
the survey inquires into the question of how much the allocated resources, i.e. funds and 
expertise, brought about inputs to produce the intended results in the most cost-effec-
tive way possible, as compared to feasible alternatives, in the context of the planned time 
frame. 

The efficiency of service delivery is important to the government and civil society, making 
it not only an operational matter but also a political issue related to the enacted policies. 
The government, which is in charge of money allocation in support of different policies and 
programs, could be held accountable for how these resources were spent. The efficiency of 
service delivery is also an issue of importance to the beneficiaries who come from subaltern 
classes. Most of them are taxpayers, and in a democratic system can ask the government, 
through civil society actions, about how much in money terms the government provided 
for services to people. 

The QSDS looks into service delivery effectiveness. Effectiveness here refers to the policy or 
program as a whole by inquiring if it has achieved its stated objectives based on results. By 
using effectiveness as a lens to evaluate service delivery, the tool investigates whether any 
failure to achieve the intended results is due to service delivery shortcomings by the staff 
and management or the plan’s design and system failure. 

The QSDS tool can be used to measure the extent of community involvement in the man-
agement of the services in certain sectors, with education and health as the most promi-
nent sectors.

Objectives:

1. To examine the efficiency of public spending relevant to service delivery carried out by 
service providers, especially in frontline services. 

2. To determine the amount of services provided to people and the quality of the services 
given to the public.

How to conduct QSDS:

There are a number of stages that the QSDS must follow in order to generate the desired 
results. 

These stages are:

Stage one (preparatory stage) : picking  the target and building the coalition:

a. The organization which decided to use the QSDS in its work to address the people’s needs 
has to select a target within a certain sector. This target should be clear and be a priority 
for people in the subaltern classes.

b. This organization shall start a consultation with other civil society components to build a 
coalition which will determine the following;
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₋ The objective of their work in general and the objective of the QSDS.

₋ The scope of the work; it could target services in urban or rural areas or a certain pro-
gram within a sector. 

₋ Establish a team to conduct the QSDS and recruit a team of experts familiar with the 
context and the targeted service. This team of experts should go through a capaci-
ty-building training. 

₋ The overall policy and political implications of using this tool, i.e. QSDS’  along with 
other tools.

c. Stage two: the coordination work

₋ The QSDS team will start coordinating its work with the stakeholders. By doing this, the 
team figures out the role of each party in the service delivery system. 

₋ Mapping the government bureaucratic structure along with the resources flow. This is 
to determine the role of individuals, the mechanisms and rules for resource allocation, 
and who is responsible at each point from the top to the frontline service delivery point. 

₋ Mapping the service delivery system facilities the QSDS is targeting as in most develop-
ing countries services provided by; government, private for-profit and private not-for-
profit service providers. 

₋ Reach an agreement with stakeholders to conduct this research, and if necessary, sign 
a memorandum of understanding with them. 

₋ Explore the availability of data at different bureaucratic levels of government agencies 
and other private service providers. The availability of records does not automatically 
mean the data is good and of the required standards. Thus, a rapid data assessment is 
necessary to determine the quality of data at different bureaucratic levels with a special 
focus on frontline facilities. This data is the baseline or a reference point for research 
and will be compared later on with the collected data in order to be verified. 

d. Stage three: the tool’s development 

A number of questionnaires will be developed based on the quality of the available data 
from the records and the research’s main questions. In addition to collecting primary data 
from the field, these will cross-check the data available in the records. Each administrative 
level of the service providers (government, private for-profit and non-profit) should have its 
relevant questionnaire, but at the service facility level, it is important to collect the same 
type of data to ensure comparability. This multi-angular data collection strategy, using a 
combination of information from different sources, will assist in overcoming any misreport-
ed data. As the QSDS focuses on the endpoint of service delivery, the questionnaires should 
be able to collect information about:

₋ Facility characteristics which would include the following; ownership type, how big it 
is, size and class/income level of the targeted population, where it operates and when 
it began, and the number of staff working hours per week. These characteristics will al-
low for the categorization of frontline facilities based on size, i.e stature, staff numbers, 
locality, class and many others. 

₋ Resources as inputs: it is important to separate salaries and allow inputs from other ex-
penses. The non-salary input could be categorized, and items should be quantified and 
then valued in money terms and according to importance. 

₋ Services outputs: as the research deals with services, the output is directly connected 
to beneficiaries and service users. 
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₋ Efficiency and effectiveness (quantity and quality) of the service: the efficiency of the 
service provision can be calculated by dividing the resource allocation to a specific fa-
cility (input) by the number of individuals benefiting from the service facility. However, 
the number/s generated does not tell if the program’s objectives have been met and 
if the output (delivered services) will have the program’s stated impact. Thus, it is im-
portant to examine the quality of service by collecting data about the level of quality 
with reference to certain standards, for example, the ability of students to solve certain 
mathematical problems at a certain age. 

₋ Financial information: this is based on the records of the source of the fund. It is import-
ant to find out how the facility received this fund, i.e in kind or monetized. 

₋ Bureaucratic structure and the accountability mechanism: the administrative structure 
will show the supervision structure and the accountability mechanism will show the 
records and any auditing and how to hold functionaries accountable for their actions.  

₋ The questionnaires should be tested in the field before carrying out the full research. 
This testing will give a glimpse into the viability of each questionnaire and determine if 
modifications are needed. Any modified instrument should also be tested before start-
ing the fieldwork. 

e. Stage four: Data collection articulation and analysis

₋ When collecting the data, collectors, i.e. enumerators, should be supervised to make 
sure they are collecting the right data from the targeted source.

₋ The data is recorded and categorized in order to go through a verification process 
which depends on triangulation by comparing each set of data with other similar sets 
from other resources or comparing data based on locality. 

₋ Analyzing process will crunch data based on certain indicators to answer the research 
questions, which try to identify the source of problems in the service delivery under 
investigation. 

f. Stage five: Reporting, raising awareness and mobilization for change 

The analyzed data is usually reported based on of the research question and the targeted 
audience. With regard to the QSDS research report, it should resonate with the concerns of 
the people, the majority of whom are from the subaltern classes. This reporting will answer 
some of their questions about the quality and quantities of services provided to the public 
and the policy and managerial reasons behind service/s not matching people’s needs.

Raising the awareness of the subaltern classes will enable them to act and mobilize to im-
prove their living conditions and shape their lives. The QSDS report should spur discussions 
about the service delivery as part of the government-implemented policies and who ben-
efits from the existing situation. The people from subaltern classes join this discussion as 
active citizens of civil society. As active citizens, they seek to hold the responsible account-
able. This is what makes this tool an instrument of civic engagement to hold mismanagers 
and wrong doers accountable. This tool i.e. QSDS, deals with the existing situation at the 
micro level, which makes it relevant to people and enhances the political mobilization of 
people for demanding better services and living conditions.
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(V) Public Revenue Monitoring 
Introducing the tool:

The term public revenues refers to the government’s financial income of the government, 
which comes from different sources. A government’s major sources of income are taxes, 
goods and services. Taxes are mandatory payments levied by the government on individu-
als and enterprises that can be direct or indirect and come under different categories. Also, 
governments generate income through their administrative services; i.e. fees and special 
assessments. In addition, government-owned enterprises and natural resources generate 
income for the government. These types of revenues are non-repayable to the public, and 
the government collects them to fund its operations and invest in public infrastructure and 
enterprises. 

Public revenues determine the size of the public budget and, thus, the size of government 
operations. States that own public enterprises tend to have relatively big budgets and op-
erations. The neoliberal state usually does not have public enterprises and tends to privat-
ize the public sector and depend on taxation policies and revenue administration to fund 
its general budget. In both cases, what determines the size of the budget and the amount 
of expenditure on public goods and services is the amount of money the government can 
generate each year. 

Public revenues represent government policies and are part of the state’s politics related to 
running the country’s economy and funding essential public services. Thus, monitoring the 
state’s income requires understanding the state’s politics and economics. For example, the 
amount of taxes levied on each social class, directly and indirectly, represents government 
policies in terms of how the government determines the burden of taxation on certain class-
es and how it relieves other classes or social groups. Those who advocate for a neoliberal 
state coined the myth of trickle-down economics, where taxes are cut for the upper capi-
talist class to encourage them to invest and provide jobs, and at the same time, the state 
would cut its basic social services to the subaltern classes as its revenues decreased. 

Local governments, i.e. municipalities, also have the ability to generate income through 
some taxes and administrative fees. However, this ability is limited as local governments 
lack the political and legal means of the general government to collect revenues from the 
citizens and enterprises. Thus, local governments usually receive part of their budget from 
the general budget as a gift, a non-refundable fund, to maintain their operations. 

The general government and local governments sometimes receive funds under the cate-
gory of official development assistance (ODA). ODA can refer to grants the country will not 
pay back or loans with low-interest rates. This source of income can be part of the general 
budget, or it can be transferred to local governments and non-governmental organizations. 
ODA is part of the government’s revenue and needs to be monitored by the state and civil 
society actors. 

The monitoring of public revenues is meant to address the fairness of the taxation system 
on the one hand and the efficiency and effectiveness of tuning and managing public enter-
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prises and natural resources on the other. In many countries, the state favors big businesses 
over the majority of people from subaltern classes, not only in terms of taxation but also by 
awarding licenses to companies to extract natural resources in a way that does not always 
serve the public interest. The privatization of the provision of public services is a prominent 
example of how the state sometimes prefers to collect tax rather than provide the services 
by its own enterprises. This leads to higher costs of services and fewer benefits for the state. 

Objectives: 

1. To have knowledge of the sources of public revenues and their relationships to the eco-
nomic policy implemented by the government. 

2. To hold the government accountable for the management of public income by referring to 
inefficiency, leakages and/or misconduct.

3. To advocate for changes in taxation policies to serve the people in the subaltern classes. 

How to conduct public revenue monitoring:

a. The civil society actor, which takes the initiative to address public revenues issues, should 
form a coalition of civil society components. The coalition should determine the policy lens 
through which they wish to view the issue of public revenue as it is not simply a manage-
ment issue but also a political issue about how the economy is run. 

b. Establish a committee of experts who are going to look into:

₋ What type of revenue reports are publicly available. Without these periodic reports the 
monitoring of public revenues cannot go forward. 

₋ How government agencies (and local government) justify the amount of revenue they 
generate. 

₋ How the general government (and local governments) connect its revenue and the im-
plemented policy. 

₋ In the case of public enterprises and income from natural resources, it is important to 
look into the amount of money spent on administrative work, royalties and bonus pay-
ments to find out if it is justifiable.

₋ The committee should look into public debt; its amount, and how it is managed, includ-
ing how the government will pay it back.

₋ In the case of international aid, the committee should look into how this aid is spent and 
what projects and programs are funded by such funds. 

₋ The committee should be able to produce a summary report about public revenues that 
is simple and understandable by ordinary citizens. 

c. The civil society coalition should then use the committee’s report to address policy prob-
lems by:

₋ Disseminating the report to raise awareness among subaltern classes about how the 
taxes they pay is administered, who benefits from taxation and whether there are bet-
ter ways to channel this money to them. 

₋ Pressure and lobby the government to introduce changes that serve the interests of the 
majority of people. 

₋ Mobilize people through political campaigns in order to transform economic policies to 
ensure they serve the interests of the subaltern classes and improve services. 



85

Tools for Citizens to voice their concerns

 I Introduction:
The use of the following tools enables citizens to voice their concerns regarding the imple-
mented policy, programs and the public services they receive. These tools gauge citizens’ 
satisfaction regarding the public service delivery at frontline facilities. 

These tools provide either direct interactions between citizens and bureaucrats and poli-
cy-makers or between citizens and service delivery staff. These interactions focus on how 
to make services better and attainable. Each tool has its own uniqueness and is used in a 
specific context. The Citizen Score Card (CSC) needs a friendly environment where the two 
sides, i.e. citizens and public service providers, are ready to engage in a conducive dialogue 
and introduce changes. The Citizens Report Card (CRC) enables citizens to express their 
opinions, but their identities will be anonymous as they might fear official and organization-
al negative reactions (retaliation). The Public Hearing tool brings citizens, experts and pol-
icy-makers into one place to highlight an issue of public interest and enable the two sides 
to take further steps towards progress in the near future. None of the results of these tools 
are legally binding on the decision-makers and bureaucrats. 

CRC and CSC both aim to assess the performance of public service schemes and programs 
by enabling citizens to express their opinions as individuals and collectively. The data pro-
vided through these tools is based on citizens’ perceptions, i.e.subjective, and their expe-
riences. The subjective nature of the data will limit the tools’ ability to be a comprehensive 
service delivery indicator for operational efficiency and policy effectiveness.   

These tools require the active participation of citizens, whether their identities are dis-
closed or not. The citizens who are engaged in the use of these activities should be aware 
that public services are entitlements to citizens and that citizens have the right to question 
officials and institutions about the quality of work they do. 

Community Score Card (CSC)

Introducing the tool:

The Community Score Card is a civic engagement tool that empowers citizens from subal-
tern classes at a community level by enabling them to have a voice regarding the services 
provided for them in their locality/s. As a local governance tool, it assists citizens in moni-
toring the quality of services and holds those responsible, i.e. staff and local decision-mak-
ers, accountable, a mechanism through which citizens’ groups can come together to hold 
service providers accountable at the facility and locality level. The SCS approach empowers 
citizens to express their perceptions regarding public services provided by state agencies, 
non-profit organizations and the private sector.   
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The way the Community Score Card is administered determines the tool’s impact. It en-
hances citizens’ participation in monitoring the quality and quantity of services when con-
ducted at a community level. It allows for monitoring the performance of a project or a 
program when conducted in multiple communities, sub-regions and regions. It also can be 
an exercise in civic engagement in social accountability when it is conducted as part of a 
one-off project. It can also provide a governance mechanism when conducted repeatedly 
over a long period. To adopt this tool either as an official government mechanism or as an 
official tool to measure citizens’ satisfaction requires the usage of CSC to be institution-
alized and the creation of democratic norms which would convert the use of CSC from a 
mere procedure to a mechanism that gives people a stake in the official monitoring system. 
These norms oblige the state to enable citizens to voice their opinions and concerns via an 
open-the-door system and for civil society actors to be part of the frontline service moni-
toring system. 

To be able to carry out CSC activities, close collaboration is needed between the state 
agencies, which, according to the human rights discourse, represent those who have a 
duty to provide public services (directly through state agencies, non-governmental organi-
zations or through the private sector) and those who are entitled to receive these services 
as citizens. The CSC approach is also based on mutual interest by establishing a feedback 
mechanism between the beneficiaries and the service providers. In opening a dialogue 
between the two parties, it ensures an informed decision-making process which enhances 
service provision and the sense of collective ownership of public enterprises.  

The CSC is not a “complaints box” system practiced within government agencies nor “a 
customer’s complaints box” in the private sector. The aim here is not to complain as individ-
uals but to build collective power by organizing the community of the subaltern classes. It is 
a collective call by the community to introduce change in terms of the quantity and quality 
of the relevant services. In addition, it maintains the independence of the community within 
the monitoring mechanism by entering into a discussion and dialogue with the service pro-
viders with an agenda that has concrete demands. Thus, the matter of deciding community 
demands is not subject to the service provider alone; the community which benefits from 
these services also has the power to decide if these services are adequate and suit it.

It is also not a satisfaction survey usually conducted by private businesses. The satisfac-
tion survey is an instrument that deals with customers’ “questionnaire responses” through 
which a business seeks the customers’ opinions to ensure goods and services meet the 
average customer’s taste. The CSC positions citizens as agents of change engaged in the 
governance process by empowering them to shape the way they receive services, the ser-
vices themselves and their quality. It treats public services as citizens’ entitlement, not as 
commodities but as basic human needs, and their quality does not depend on how much 
citizens are willing to pay. CSC is not conducted for business purposes, i.e. improve market-
ing or increase demand, but to respond to the needs of individuals and groups for certain 
historical living standards. 

The CSC is an effective tool when the capacity of the civil actors, i.e. active citizens and 
community-based organizations, is built and enhanced in terms of both holding public agen-
cies accountable and allowing for public deliberations in deciding local communities’ ser-



87

vice priorities. An enhanced capacity of social actors and community-based organizations 
makes them capable of establishing, in collaboration with the facilities agents, performance 
criteria for frontline facility operations with clear, measurable benchmarks. 

What makes CSC a tool for social accountability is its viability in terms of organizing indi-
viduals and groups to represent community social demands through raising the conscious-
ness of subaltern class citizens of their rights and entitlements. Moreover, this tool involves 
citizens in changing the process through their representative bodies i.e. civil society com-
ponents. 

The CSC is a civic engagement tool to monitor the quality and quantity of service delivery 
at frontline services facilities. It is a flexible tool that can be managed by a community to 
monitor a specific service, such as immunizations for children and adolescents at local im-
munization clinics, or it can be used in a wider scope to include service delivery at frontline 
facilities in a certain sector or program, i.e. health, education, security, water and sanita-
tion, agriculture etc. The basic steps for conducting the CSC are the same. However, its ef-
fect depends on the strategy through which this tool is used. The political strategy to bring 
change in a political and bureaucratic system that manages service provision differs from 
a one-off development project by a non-governmental organization that wants to improve 
a certain service provision without being implicated in changing the whole sociopolitical 
context. 

Objectives: 

1. To empower citizens to evaluate their experience with the public services they receive and 
hold those responsible for any misconduct or wrongdoing. 

2. To organize the communities of the subaltern classes to participate in the decision-making 
process and the planning of service provision in their communities. 

3. To enhance the trust between citizens and state agencies by enforcing the feeling of col-
lective ownership of public enterprises. 

How to conduct a CSC: 

The following steps are used when conducting a CSC with the intention of achieving the 
stated goal of the activity:

Step 1. Preparatory work

1.1  Determine the aim and scope of conducting a CSC

The civil society component, which took the initiative, should have a clear, achievable goal 
representing a basic human need and a social demand of the relevant community/s. It is 
also essential to determine the scope of the work.

1.2  Organize, plan and build a coalition 

The lead civil society component should build a coalition of civil society actors interested 
in engaging in this civic engagement work. This means establishing a leadership committee 
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and recruiting community organizers, social activists and social leaders to support these 
efforts. This committee will develop a work plan that needs to be accepted by the local 
community/s. 

1.3  Map and research the targeted service/s 

The leadership committee should map the service/s provided by the targeted facility/s 
by focusing on the chain of command and responsibilities and generating a social map 
that ranks the people involved from the individuals and groups most affected by the ser-
vice/s under scrutiny to the least. Also, preliminary research should be carried out into the 
amount, quality, and frequency of service provision in addition to the priorities of service 
provision (based on facility records).  

1.4  Recruit and train community organizers (facilitators) 

The leadership committee will recruit and train community organizers to conduct the CSC 
activities. Their work will also encourage people from subaltern classes to join the CSC 
activities, to facilitate the upcoming discussions and dialogues. The number of community 
organizers (facilitators) will depend on the size and number of the targeted communities.  

1.5  Awareness campaign 

It is important to make the general public in the targeted community/s aware of this civic 
engagement activity in general terms and that a CSC is to be carried out. When people 
become aware of the purpose and benefits of successful CSC activities, they will join and/
or support the organizers’ efforts. The awareness campaign should focus on public services 
as rights and entitlements provided by the state. 

1.6  Public meetings

In each targeted community/s (locality), the organizers shall invite people to come to a 
meeting to discuss the proposed CSC targets and ask people for feedback on the devel-
oped activity work plan. It is important to gain people’s acceptance and support for the 
plan. The CSC scheme budget should be shared with the community in order to maintain 
transparency and gain local people’s trust.  

Step 2. Developing CSC with local community participants.

2.1  Based on the public meeting held during the preparation, community members entitled 
to the services under scrutiny are invited to participate in the CSC development and scor-
ing. The purpose and methodology of the CSC scheme must be explained to the attendees, 
so they become focused and have achievable expectations. 

2.2  Divide the participants into focus groups of 7-8 participants with similar interests, from 
the same gender, and within the same age group (range).  Assign two community organiz-
ers (facilitators) to facilitate the discussions of each focus group. 

2.3  Develop the first part of the CSC: Input Tracking Table  

The Input Tracking Table contains the amount and quality of resources (inputs) allocated 
to the service delivery facility. These inputs include; staff numbers, the amount and type of 
equipment, types of services provided, and the length of time per person to receive and 
process the relevant service etc… These inputs depend on the type of tracked services

2.4  Compare assigned inputs and actual inputs. For example, the number of employees 
attending their work. 
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2.5  Develop the second part of the CSC: performance indicators and scores. 

2.5.1  The discussion group should develop indicators to evaluate the quantity and quality 
of the service under scrutiny. Each indicator deals with a specific issue, such as waiting 
time, availability of service during weekdays, attitude of staff, equal access to the ser-
vices etc...  

2.5.2  Indicators should be ranked on the basis of priorities and specific reasons given for 
the way they are ordered.   

2.5.3  Let the discussion group give a score for each indicator and state the reason/s for 
each score. 

2.5.4  When a score is low, the facilitator should ask the group for suggestions for im-
provement, and when a score is high, the group should propose how to sustain the same 
level of performance. 

2.6  By the end of the discussion, each group should elect a person to present the focus 
group’s results in front of all the group members. This person will also represent the group 
in further activities.

2.7  The focus groups’ representatives meet to consolidate the groups’ CSC results in one 
score card representing the community’s opinions. Simple statistical techniques are used 
to average each indicator and explain the variances. These variances will be explained to 
the representatives of the community. 

2.8  The participants in the focus groups are invited to a meeting, and the consolidated CSC 
is presented to them. If the work is carried out in several communities, focus groups should 
elect representatives to attend a regional CSC, which would compare the results and ex-
plain any variance. Also, they will be invited to face-to-face meetings (Interface Meetings) 
with service providers’ staff.

Step 3. Conducting CSC with Service Providers

3.1  The leadership committee, along with two community organizers (facilitators), should 
contact the targeted service facility/s administration as soon as the community has deter-
mined the priority services they wish to evaluate and introduce changes to the quality and 
quantity of services they receive. For the service providers, it is important to explain that 
the CSC is not conducted to blame or threaten them.

3.2  Invite the facility staff for a focus group/s discussion. The facility staff could select 
representatives to join the discussion. The date for the discussion would be after the focus 
group discussions with the community, so the facilitator would manage the staff discus-
sions to include all or most of the indicators addressed by the community. 

3.3  Begin the staff discussions by identifying the regular services the facility provides and 
the essential operations for the facility to continue functioning. This discussion will relieve 
the staff from stress and let them focus on the policies, methods of work, the administrative 
work and structure of the facility 

3.4  Establish the performance and output indicators. Some of these indicators could be 
already used by the facility’s management to evaluate the performance of the staff. These 
indicators include; services administration and management, staff skills and attitude, equip-
ment quality and quantities etc... 
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3.5  Then, the facilitator will ask the staff to score the indicators and provide the reason/s 
for each score they give. The facilitator should then ask the staff to suggest ways to im-
prove the indicators that received low scores. 

Step 4. The interface meeting 

4.1  This meeting is intended to enhance the communication between the community bene-
ficiaries and the service provider’s representatives and staff. Also, key decision-makers, i.e. 
officials and civil society actors, will be invited to the meeting. 

4.2  The agenda should include the presentation of the two scorecards, i.e. community and 
facility, an action plan and a timeframe. 

4.3  The community representative will present the consolidated scorecard results then the 
service provider representatives will present theirs.

4.4  The meeting facilitator/s will compare the scorecard results and suggestions and then 
will open a discussion between the two parties, taking one issue after another. 

4.5  Developing the action plan: each issue (indicator) discussion should include proposals 
for improvement/s that are clear and measured within a defined timeframe and a mecha-
nism to monitor any advancement. 

Step 5. Action plan implementation and monitoring 

5.1  A full report should be compiled. The report should contain the consolidated CSC’s 
findings, including the community’s proposed service improvements. It will contain the 
facility’s CSC, including the staff suggestions. Most importantly, the report will contain the 
joint CSC, in which both parties accepted the issues and indicators. Along with this joint 
CSC, the report should include a timeframe and mechanism for monitoring and evaluating 
the action plan. The action plan can also be published separately. 

5.2  The report should be published to raise awareness amongst community members that 
public services are entitlements and that they have the right to monitor service provision. 
The report will also be used to lobby and advise the policymakers regarding the service 
delivery system status and any proposals to improve it. 

5.3  It is officially the responsibility of the service providers’ management to implement the 
CSC action plan as it concerns the performance of the facility output and staff. However, 
the result of implementation should be transparent by periodically publishing details of the 
progress of action plan implementation. 

5.4  The two groups should hold a meeting on a date determined during the action plan 
development to evaluate action plan implementation. Before this happens, the community 
will re-score the CSC and facility staff should also evaluate their progress. Then, during the 
meeting, a conversation will be held to gauge the real progress as perceived by the com-
munity.

5.5  The CSC could be institutionalized when frontline service providers adopt basic ele-
ments of its approach, i.e. participatory performance evaluation of managerial and staff 
work conducted periodically, i.e. annually, with the results shared with the public.
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Citizen Report Card (CRC)

Introducing the tool:

The Citizens Report Card is a participatory tool that engages citizens of the subaltern class-
es in assessing the quality of the public services provided to them. These services could be 
in social development sectors and programs i.e. health and education, infrastructure, and 
poverty alleviation programs. 

The CRC, which is a survey, asks citizens as beneficiaries to rate the public service institu-
tions they were in direct contact with. The citizen (respondent) will be asked about specific 
service/s  s/he experienced. It gauges the adequacy of the service provision by looking 
into the quality of these services and, as a consequence, the level of  satisfaction of those 
who benefit from them. The survey will inquire about various elements of the delivered ser-
vice, such as staff attitude and service quantity and quality. 

The CRC could target one particular public service to measure citizen satisfaction or eval-
uate a cluster of services. When evaluating a cluster of services, the survey will rank them 
in terms of overall citizens’ satisfaction using specific aspects, such as quality, access, avail-
ability and reliability, in addition to the level of agency responsiveness, transparency of the 
service provider and corruption etc… 

This tool can be used to compare citizens’ satisfaction across various geographical areas, 
social classes, genders and ages. This is because services should correspond with the citi-
zens’ needs. As such, it is important to know whether the delivery of these needs is affected 
by locality and culture, income, sex and age segment. Also, it is an effective instrument to 
enhance the collective ownership of public services, transparency, government respon-
siveness and accountability, as the survey asks citizens about the changes and/or improve-
ments they would like to see in the services they receive.

In order to ensure the accountability and responsiveness of public agencies, the civil soci-
ety components need to use the results of the CRC to lobby and or put pressure on gov-
ernment agencies and policymakers to introduce changes. The results can also encourage 
people to organize around a specific target to achieve, i.e. improve public services.  

Though this tool generates data with a subjective nature, as it collects data about how 
citizens feel about these services, this does not make it a less-scientific or unreliable tool 
to evaluate service delivery efficiency. This is because the services should satisfy citizens’ 
needs. Conducting a CRS regularly and over a long period will enable the management of 
the service facility and the citizens to gauge any advancement in service provision. 

It is true that the effect of the CRC results depends on the response and level of engage-
ment of frontline facilities and relevant decision-makers to citizens’ demands. However, the 
role of citizens is not passive in CRC as the survey questionnaire inquires about what chang-
es and improvements the ordinary citizen would like to see in a specific service. These indi-
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viduals’ opinions gained through the survey could form mass pressure on the decision-mak-
ers and service delivery employees, encouraging them to initiate changes that correspond 
with citizens’ demands. 

There are a number of elements that determine the government’s responsiveness to citizens’ 
demands associated with the satisfaction surveys. Among these are; the state’s capacity in 
allocating resources and holding bureaucracy accountable, and bureaucratic (administra-
tion) effectiveness. States which depend on international organizations to provide and/or 
fund essential services whether governmental agencies, non-governmental non-profit or 
profit organizations, are primarily accountable to donors. Also, when the bureaucracy is not 
held accountable based on results, they tend to ignore the citizens’ demands. 

In non-democratic countries or in countries were citizens have apprehensions regarding de-
cision- makers’ reactions, the CRS is an instrument that keeps respondents’ identity anon-
ymous and avoids the associated risks. This shifts the risks to the civil society actors who 
take the responsibility to represent citizens’ demands. In such cases, the citizens’ public 
services are introduced as political demands by the subaltern classes and not just as mere 
services. Thus, further organizing work should take place to empower citizens to get their 
entitlements from public agencies.  

In such cases, the citizens’ public services become the political demands of the subaltern 
classes and are not only seen as services. As such, further organizing work should take place 
to empower citizens to receive their entitlements from public agencies. 

Objectives: 

1. To collect credible data about citizens’ level of satisfaction with public service delivery.

2. To encourage public service providers to be citizen-oriented by being receptive to citizens’ 
demands.

3. To allow citizens to comment on service quality and the quantities they receive by sharing 
their suggestions on how to improve services.

How to conduct CRC

Like any other civic engagement- social accountability tool, the CRC’s implementation de-
pends on the context. It can be used as a questionnaire and be supplemented by key infor-
mant interviews and focus group discussions. This depends on the political situation and 
the government’s responsiveness to citizens voicing their concerns. The following are the 
major steps that can be modified to suit a particular context:

Step (1). Determine the overall goal and build up a coalition of civil society actors.

As public services are an issue that concerns ordinary citizens, mostly from the subaltern 
classes, civil society actors should come together to represent the citizens’ demands. The 
coalition will form a leadership committee which will lead and supervise the process. The 
coalition will empower citizens and civil society organizations to achieve positive changes. 
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This coalition will be able to organize large numbers to put the social demands of the citi-
zens on the political agenda. 

Step (2). Identify the CRC objectives, relevant actors and scope. 

The leadership committee will determine the objectives to be met through the CRC. It is 
important to select the service or cluster of services subject to evaluation. The scope of the 
CRS will determine the depth and width of the evaluation scheme as it is related to picking 
the geographic area and the population segment. Also, initial work will be carried out to 
identify the key actors behind delivering public service/s in order to look for conduits to 
communicate with them to seek their cooperation 

Step (3). The technical work.

The leadership committee will hire or recruit a team of researchers to carry out all the tech-
nical work related to the CRC survey. The committee will recruit data collectors who are 
familiar with the context and who will undergo training. The technical team will host focus 
discussion groups and interviews with key informants to develop the questionnaire/s. This 
will determine the appropriate sampling size and the suitable type of questionnaire/s. Each 
questionnaire should be tailored for specific citizen groups, service providers, and state 
officials. Pre-testing should be conducted to validate the developed instruments before 
carrying out open fieldwork.  

Step (4). The fieldwork.

The data collectors (enumerators) will be deployed in the field to fill questionnaires from 
the targeted citizens and hold interviews and focus group discussions with facilities staff 
and decision-makers. The team will supervise the work of the enumerators and receive their 
feedback about the fieldwork.

Step (5). Entering the data, analyzing and reporting it.

It is important to enter and process the data as soon as it is ready. This will allow for deal-
ing with emerging problems and determining the quality of data. Then the data will be 
analyzed based on established indicators that provide specific results about quality, ac-
cess, reliability, problem incidence, problem resolution, favoritism and  bribery etc… 
The data analysis findings should be reported with a brief summary. The report should 
include citizens’ suggestions about how to improve services in addition to the the ex-
perts’ proposals on how to tackle service quality. The summary should be understand-
able, simple and relevant to ordinary citizens, service delivery staff and  decision-makers.   

Step (6). Report dissemination and citizen awareness-raising.

The civil society coalition should distribute the report to media outlets, other civil society 
organizations and decision-makers to shed light on the quality of the services received by 
citizens and the level of citizens’ satisfaction. It is important to disseminate the report’s 
findings among citizens as this will enable the civil society actors to mobilize citizens by 
educating them on the quality of services they receive. 
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Step (7). The forward movement.

In order to generate a sustainable impact, the civil society coalition should fight to do satis-
faction surveys, e.g. CRC, an integral evaluation tool used by frontline service facilities. The 
result of the CRC should be accessible to ordinary individuals and civil society components.  

Public Hearing

Introducing the tool:

The public hearing is a forum or public meeting that is open to everyone. The attendees 
generally present ideas, voice their opinions, and ask questions. Official representatives, 
government agencies, and civil society organizations hold public meetings either to hear 
from the targeted citizens on topics of interest, or to discuss specific upcoming projects or 
programs. Citizens are invited to ask questions and express their opinions about the topic 
under deliberation, i.e. policy, service delivery issues. It is for any citizen a way to let those 
responsible know in-person about the citizen’s issues that matter to him/her. For the po-
litical representatives, the public hearing is an opportunity to connect or reconnect with 
constituents. Thus, during periods of active political debate, public hearings can be a locus 
for active debate. The public hearing could take the form of a public gathering or a virtual 
one via online services and social media. 

The number of people attending a public hearing depends on public interest in the topics 
being discussed.  If the turnout is large, and if the objective of the particular public hearing 
(meeting) is to give as many people as possible an opportunity to speak, then the attend-
ees can be broken down into smaller discussion groups. Each smaller group, in that case, 
appoints someone to summarize the discussion of their group. Prior to the meeting the 
organizers may announce rules concerning attendees’ (citizens) behavior and the scope of 
questions that may be asked. The hearing organizers make some opening remarks and the 
key speakers, e.g. local leaders, address the audience by presenting the topic under discus-
sion. Then the floor is opened up to questions and comments from the audience.

The public hearing is a non-official meeting and its results are not binding on the organizers. 
However, it opens a window for direct exchange between officials and citizens. Some citi-
zens see in public hearings an opportunity to stage a protest against government policies 
or implemented programs, but the main purpose behind holding these meetings is to make 
it possible for citizens to question those who hold power and run the projects from their 
offices.

Objectives:

1. To provide the opportunity for citizens to engage in a conducive discussion with officials 
and public figures. 

2. To put the demands of the local community on the agenda of decision-makers and public 
officials. 



95

How to hold a public hearing:

Stage (1) leadership and planning

Step (1). establishing a leadership committee

The civil society organization takes the initiative to form a coalition and partnership with 
civil society allies and active citizens. The type of organizations which form this alliance 
will influence how much credibility and weight the local communities, key figures and de-
cision-makers give to the organizations which organize the activities, i.e. public hearings. 

The coalition organization should form a leadership committee. This committee will plan, 
manage and promote the activity. The leadership committee might form other sub-com-
mittees to carry out specific tasks, such as logistics or media committees. These subcom-
mittees can work independently and report back to the leadership committee.

Step (2). analyze the context 

The leadership committee and the organizers, in general, should be aware of the unique 
characteristics of the targeted social group. This would include the community’s demo-
graphics (class and gender), cultural aspects, political associations and environment, and 
history of problems, with a specific focus on the problem the coalition seeks to discuss. 
This will give the leadership committee an idea about the challenges and opportunities in 
discussing the issues and provide ideas and solutions. 

Step (3). determine your objectives 

The leadership committee should identify the objectives of discussing a specific issue in 
the public hearing session with the relevant officials. Some public hearings aim to gen-
erate discussion about matters affecting the daily life of the targeted group. Others aim 
at pressuring the officials to take concrete actions to solve specific problems or seek to 
form relationships with officials and agencies to collaborate on tackling social problems. 

Stage (2) meeting logistics

 

Step (1). Selecting the place, date, and time

The place of the public hearing could lend it some credibility and importance. Holding 
a meeting at the municipality hall might have good resonance for people compared to 
holding it in a private hall. Also, the date and time should be convenient for the majority 
of the targeted citizens, therefore, it is essential to announce the place, date and time as 
early as possible so citizens can organize their schedules. 

Step (2). identify and invite key speakers
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It is essential to identify the key speakers, i.e. those speakers who will form a panel to 
speak for or against the topic under discussion. They should have high profiles and have 
relevant stakes in the subject under discussion. The speakers will help draw citizens’ and 
media’s attention, and will be able to talk about the issue in depth. The speakers (panel-
ists) should be able to talk about the relevant issue from different angles and, thus, have a 
broad range of experience and/or long relationship with the matter under discussion. The 
speakers should confirm their participation ahead of time in accordance with the selected 
date and time of event. 

Step (3). recruit a moderator or facilitator 

The discussion facilitator should be part of the targeted society with good relationships 
and reputation. They should have in-depth knowledge of the subject and possess facilita-
tion and moderation skills. In addition,  they should be aware of the event’s objectives and 
the attendees’ diverse opinions. Finally, they should be able to field audience questions 
to the panelists.

Step (4). Distribute the tasks among the team members

Each member of the public hearing team should know their role so they do not interfere 
with each other. The most important roles are; 

a) Media spokespeople: these people will give comments to the press. They should be 
aware of the event’s objectives and be able to grasp the diversity of opinions and pres-
ent them. They should have a deep understanding of the subject under discussion and 
the importance of discussion and providing solutions. 

b) The panelist coordinator: They should have an idea of each speaker’s background and 
be able to prepare with each of them their biography. 

c) Event administrator: This person will manage the team’s work before, during and 
after the event as they are in charge of the staff, whether they are volunteers or paid 
workers. They will be in charge of recruiting the team members, preparing them for 
the work and monitoring it. They could have assistants. The key tasks under the event 
administrator’s responsibility are 1) staff who prepare the hall set-up and assist in usher-
ing the attendees, 2) staff who distribute pamphlets and related materials  3) staff who 
manage the equipment, 4) staff who record comments and questions from the audience 

Step (5). Materials to distribute before, during and after the event

Different types of material that will need to be distributed. These are:

1) Media-related materials, such as press releases, invitations and explanations of why it 
is important to cover this event. Some materials should be distributed during the event, 
and others, such as debriefing, highlights and upcoming and following steps,  

 will be drafted and sent out after the event. 

2) Attendee-related materials: The organizers should prepare packs to distribute to at-
tendees when they arrive. These materials inform the attendees about the event, such 
as its objectives, panelists, and other information related to the issues and organizers. 

3) Promotions, invitations and mobilization: the organizer should assign a team to pro-
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mote the event using a variety of methods, such as social media. They should prepare a 
list of people to invite and reach out to people by knocking on doors or by emails. The 
organizers can also post flyers, posters or banners in visible public places. 

Stage (3) Holding the public hearing 

During the event, there are three things to focus on

(1) Meeting arrangements: these include a) sign-in and registration, b) handouts, which 
include the agenda and other documents for the attendees, and press kits for media per-
sonnel c) ushering and guiding citizens and media reporters to their places (chairs) 

(2) the discussion: 

The discussion will start with the organizers introducing the organizations behind the 
event and the moderator. The moderator will then take over by introducing the speakers. 
The panel of speakers could be composed of  3-4 individuals who spend around 50 min-
utes talking about the discussed topic. Then the moderator opens the floor for questions 
and answers. The moderator will direct questions to each speaker if the question is writ-
ten on paper or can pick who to answer it, if it is directed through an open microphone. 
Citizens sometimes do not direct questions, but they tell a personal story and urge the 
panelists to adopt certain measures or recommendations. Finally, the moderator (facilita-
tor) will wrap up the meeting by thanking everyone for coming. The organizers will also 
encourage attendees to continue to air their voices and be active. The organizers will in-
vite citizens who would like to take further steps to join civil society efforts to give their 
contact information to the organizers for follow-up meetings. 

(3) coordinate media work

The organizers should provide the media with their briefings, arrange for some speakers 
to talk to the press, and prepare some attendees to speak to the media outlets and make 
their voice clear. 

Stage (4) evaluate and strategize

After the public hearing event, the following steps can be taken;

1. Evaluation of the event 

The leading committee will conduct an evaluation to gauge whether the event achieved 
its declared objectives. Citizens, speakers, and organizers will participate in this evalua-
tion.

2. Strategize and plan 

The organizers should develop a full report on the event’s discussions. This report will 
include the discussion, suggestions, the citizens, and panelists attitudes and lessons 
learned. Based on this report, a strategy for tackling the issue under discussion would 
be developed, and an action plan to carry out activities to achieve the stated goal. 

3. Community outreach and mobilization 

The report should be summarized and used to raise awareness among the community’s 
members. Therefore, it should be disseminated and discussed with people from the sub-
altern classes to mobilize them for further work to improve their living conditions. 
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Citizen’s Charter 

Introduction

The Citizen’s Charter is a public written text addressed to citizens by the government or 
agency, which uses public funds to provide public services, that commits to providing spe-
cific public services and goods in line with certain standards according to the official reg-
ulations. These public services and goods are provided under the mandate of the agency. 
Such declared commitments are legally binding on the service delivery agency as they 
represent an agreement even though they are not signed directly between the citizens and 
the public agency but are regulated by the law. 

The Citizen’s Charter has two dimensions that empower citizens.  Firstly, one dimension is 
operational in that it informs citizens about the services (standards) and the way to obtain 
them (process). The second relates to governance as it provides an accountability mecha-
nism to hold service delivery managerial staff accountable for their performance. Thus, the 
citizen, on the basis of the charter, can demand to receive public services and goods from 
the relevant agency according to the declared quantities and standards of service.

Some essential administrative and legal elements should be available in order to develop a 
Citizens’ Charter. First; the law needs to clearly define the public agency mandate, i.e. mis-
sion, vision, purposes and operational mechanisms. Second; the public services and goods 
to be delivered should have clear standards. Third; the managerial team and staff perfor-
mance is regulated by a clear code of conduct. 

Objectives: 

1. To inform citizens about their rights and entitlements. 

2. To enable citizens to get their entitled services in a timely way and according to the estab-
lished standards. 

3. To hold public service agencies accountable when they fail to meet the services declared 
in the citizens’ charter. 

How to make the Citizen’s Charter function:

The Citizen’s Charter is an instrument of governance which empowers citizens by creating 
a citizen-responsive environment for service delivery. The services citizens receive should 
be delivered according to a specific timetable, respond to a professional standard and be 
delivered in a citizen-responsive environment.  When a public agency declares a commit-
ment, it should increase its operational performance and effectiveness on the one hand and 
ensure its operations are transparent and free of corruption on the other. 

When a public agency develops its charter, it should do so with the participation of the 
citizens who receive these services, so it not only enforces the agency’s mandate mechan-
ically but also sees the citizen as a right-holder and entitled to receive the services. This 
requires that agency staff be trained to improve their interactions with citizens who request 
the services. The agency staff should be aware of the Charter’s approach and contents. The 
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charter should be subject to a periodic evaluation by the citizens (users) to check its viabil-
ity and how citizens perceive and utilize it. 

It should be written in simple language, using clear standards and avoiding sophisticated 
and vague wording. It should also be subject to regular updates. Staff should be made 
aware of charter updates and go through training if necessary to be familiar with the new 
content and build their capacity and improve their skills. 

Citizens should be informed about the agencies’ Charters, so they become aware of their 
rights and entitlements and the duties of service providers. Agencies should educate cit-
izens about their charter and how citizens can use it. Posters, pamphlets and brochures 
should be available at service facilities. If an agency has a website, it should include training 
materials and be user-friendly to let citizens navigate it and explore its contents.

The charter should explain the public grievances and complaint system in a simple and 
practical way. The citizen should be assured that no retaliation or damage will be inflicted 
on them when lodging a complaint. In addition, the citizen should be aware that they can 
seek remedy and compensation if they received poor service or damaged in any way. This 
could happen, for example, when citizens receive inadequate medical treatment. The griev-
ances and complaints system should be time-bound and lead to concrete actions against 
the wrongdoers as it is an important pillar of the public service providers’ accountability.

Public agencies are usually big organizations with many sub-agencies each with their own 
professional work and with a different group of public services to deliver. In this case, each 
sub-agency should have its own charter. One uniform charter for all the different sub-agen-
cies forming one organization would make it difficult for citizens to understand and navi-
gate. Therefore, each sub-agency should develop its own transparent charter that clarifies 
the relevant sub-agency scheme, its standards and rules,  citizens’ choices and grievances 
procedure. 

Citizen’s Charter format:

a. Agency title and brief introduction 

b. Agency mission, vision and purposes 

c. Table of services which includes;

₋ Type of service 

₋ Time-frame for delivery of this service 

₋ Service quality standards 

₋ Procedure to access services

₋ Places to get this service 

d. Public grievances and complaints system

₋ how to lodge a complaint

₋ the time-frame for addressing a complaint 

₋ how to carry out further steps 

e. e. online source of information
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Integrity pact 

Introduction:

The Integrity Pact is a formal agreement between a government agency and non-state ac-
tors regarding the contracting of public projects. States which have liberalized their econ-
omy by privatizing the public sector or have outsourced public services, or states which 
invite the private sector to tender to supply public services, will enter into contracting 
agreements with non-state actors, whether private and for-profit or not-for-profit organiza-
tions. As this process is market-based, it needs to be competitive. 

The integrity pact is an agreement between the stakeholders related to public contracting 
and sets the rules for all parties to ensure fair play. This approach commits a contracting 
authority and bidders to comply with legal standards and practices and to maintain a high 
level of transparency. This pact induces public agencies and bidders to work in an honest, 
cost-effective, professional and ethical manner in respect of a particular project. The role 
of civil society is critical and decisive as trade unions (syndicates ) are an essential part of 
civil society organizations and are key stakeholders along with the government in terms of 
monitoring the bidding process and project implementation independently which ensures 
increased accountability of public resources. 

The integrity pact not only obliges the parties not to engage in activities related to paying, 
offering, demanding or accepting bribes, colluding with competitors to obtain a contract 
or engaging in such abuses while executing the contract, but also stipulates what sanctions 
should be imposed when the pact terms are violated. Along with clearly described proce-
dures for the bidding process, the standards and criteria of the implementation are parts 
of tendering and execution.   

The integrity pact will not have a meaningful impact without the ability to enforce the legal 
part of the agreement, which stipulates the sanctions relevant to each wrongdoing.  The pe-
nal code regarding bidding corruption starts with public employees who should be subject 
to criminal or disciplinary action. If discovered to have committed any corrupt activities, 
the private entity would lose the contract if it had already won it, or it would be denied the 
contract if it had not yet signed it. It could be excluded from bidding for a period of time or 
even without time limits. Furthermore, the bidder could lose the performance bond and be 
liable for damages inflicted on the parties. Also, the bidder could face criminal charges and 
pay criminal fines for failing to comply with the bidding standards and the integrity pact. 

The monitoring component of the integrity pact, an independent body, should be able to 
report to the public about the achievements or shortcomings of the bidding process in 
order to maintain the transparency and integrity of its work. The monitoring body should 
have to the concerns and/or complaints of bidders or any relevant entity, meaning it has 
the instruments and mechanisms to investigate instances of wrongdoing. Each report has 
a learning section that talks about the enforced bidding experience and informs the public 
what preventative measures could be used in the future to oversee and cut out corruption. 
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The private sector will not engage in corrupt practices if two conditions are met. Firstly, 
competitors will be assured that other bidders will refrain from corrupt activities, whether 
direct bribing, commission or indirect actions such as gifting and lobbying. Secondly, it 
must be clear that officials and decision-makers do not use their power in order to profit 
from public bidding and public project implementation. The integrity act should provide 
guarantees to private sector entities that the bidding stakeholders can trust each other and 
act according to legal standards. 

The integrity pact should be subject to revision for two main reasons. Firstly, the codes and 
standards could be changed, and thus, the revised pact should reflect these changes. Sec-
ondly, based on the experience of monitoring projects in a relevant sector, experts might 
find gaps in the legal code and standards that allow the bidder/contractor to engage in 
practices that are legal but harmful to the public interest. Thus, the changes in the legal 
pact become an advocacy instrument to close any gaps that cause harm to the public in-
terest and close off avenues for illicit gain.

The pact is a collaborative agreement between the stakeholders, which requires all parties 
to oversee its implementation. All the parties should have a mutual interest in a corrup-
tion-free environment, so the parties sign this pact voluntarily. In a corrupt environment, 
a heavy price is paid by citizens, in general, and in particular citizens from the subaltern 
classes (which contribute most of the taxes), as corruption leads to increases in the cost of 
goods and services, delays in service delivery and project implementation and inefficient 
use of taxpayers’ money. In a corrupt environment, the quality of goods and services tends 
to dwindle, affecting the standard of living of most people i.e. subaltern classes. Such an 
environment will increase the cost of work carried out by the private sector and/or make 
private businesses engage in risky illegal activities that could put the business in jeopardy. 
In terms of the government, pervasive corrupt behavior could profit some officials in the 
short run, but it will place the whole system in a situation where it becomes unstable, and 
thus would only threaten its future.  

Objectives: 

1. To enable the government and non-state actors to create a corruption-free environment 
by increasing the level of transparency and integrity in public contracting and implemen-
tation.

2. To enhance the accountability mechanisms based on mutual enforcement of anti- corrup-
tion activities.  

 

How to establish and enforce integrity pact:

1. Preparatory work

The civil society organization which takes the initiative reaches an understanding with the 
relevant government ministry or a public agency. They both sign a memorandum of un-
derstanding (MOU) that determines what type of project the initiative targets. The MOU 
sets out the initiative’s objectives and geographic and operational scope. This will allow 
for determining which stakeholders from the private sector and which trade union should 
be involved. Then, the plan of work will be developed to distribute the roles between the 
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public agency and the civil society organization. 

2. The government agency will take steps to ensure a high level of transparency in the bid-
ding process. This needs to include easy access to different types of information relevant to 
any bidding process, such as assessment, design, bidding procedures, tender and proposal 
requests, pre-selection and selection criteria, bid evaluation reports, contract terms and 
conditions, contract implementation and supervision. 

3. Developing the integrity pact

The government agency and the civil society organization taking the initiative in coordinat-
ing with the relevant trade union will develop the integrity pact applicable  to the targeted 
projects. This pact will become part of the documentation for tenders and the awarding of 
contracts, and thus it becomes legally binding on the contractor and the public agency. It 
will stipulate what activities are considered corrupt and illegal, the sanctions correspond-
ing to each wrongful action and a commitment not to be involved in any of these actions. 

4. Monitoring mechanism  

A supplement to the integrity pact is a document that sets out the monitoring mecha-
nism. Monitoring is given over to an independent monitoring unit with access to all the 
tendering and implementation reports and documents. This unit has the competence and 
the power to investigate any incident and hold those responsible for wrongdoing ac-
countable for their actions.
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Chapter 4: 
Challenges, Lessons and Recommendations 

 I Challenges and Lessons
I- Political aspect: 

1. Political context:

The political context in general, i.e. Palestine being under prolonged colonization and the 
fact that the Palestinian Authority does not have sovereign control over its territories, com-
plicates the sociopolitical governance context in Palestine. Civil society initiative leaders 
should be aware of this complexity rather than implementing the initiative activities ac-
cording to one size fit all standards and perfunctorily. Each Palestinian governate, especially 
Jerusalem, has its own political situation and social characteristics that should be taken into 
consideration at the implementation stage.

Proper training, capacity building and planning are essential before conducting any activ-
ity. Mapping the special characteristics of each community will facilitate the implementa-
tion of the activity and generate the intended result and outcome with effective community 
participation. 

2. Political will and commitments:

By promulgating statements and declarations, the government could pretend that it abides 
by transparency and anti-corruption, when in reality it has not. Thus, the government’s de-
clared commitments should be followed up by mechanisms that allow civil society organi-
zations to monitor government compliance. 

3. Democracy and openness

Many of the social accountability tools need a socio-political context that is relatively dem-
ocratic, and open to civil society initiatives and citizen participation. In such societies, state 
agencies are responsive to civil society’s demands. But this does not mean that the bureau-
crats do not feel pressure when social accountability activities are implemented. The Pal-
estinian Authority gives opportunity for NGOs, both local and international, to implement 
their governance projects as long as the projects’ activities are related to local activities 
and capacity building. However, the PA limits freedom of speech and access to information 
when the activities of these projects have political implications and threaten the rights of 
top officials. 

It is important to maintain a constructive attitude and a solution-oriented approach, even 
in low-level activities. This requires not only that people call for changes but also that em-
ployees seek positive changes in service delivery and their work milieu. 
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4. Paradox of Palestinian civil society work:

The disbanding of the Palestinian parliament, i.e. the Palestinian Legislative Council (PLC), 
has negatively affected the development bills that respond to the people’s demands. Many 
civil society organizations, in their efforts to play their role in trying to fill the gaps created 
by disbanding the PLC, advocated and lobbied for the Palestinian President to pass laws 
by issuing presidential decrees. By doing this, these organizations technically enabled the 
executive power to overcome the disbanding of the PLC. 

Integrity pacts and codes of conduct could play an essential role in regulating the public 
space (public activities) and holding accountable those responsible accountable for their 
actions. The latest presidential decrees regarding new regulations for the judicial system 
led to a wide protest by the Palestinian Bar association.  

II- Citizens 

1. Fear and apprehensions

Citizens look for methods to obtain the services they are entitled to in good time and at 
low expenses. When citizens receive poor treatment, low-quality services or no services at 
all, they hardly ever take the lead in protesting against this situation. They avoid speaking 
out against injustice and oppression or express dissatisfaction and make complaints as per 
the law either because the law is vague or because they do not know what the law states. 
They fear retribution if they speak out against powerful people who may have either family 
connections or simply because officials hold the power of their office. Citizens generally 
want to see their concerns addressed without taking a risk that could put them in jeopardy 
because they have “stuck their necks out”.  

2. Tactics and coping mechanisms:  

When citizens face problems receiving their entitlements, they have developed multiple 
tactics and coping mechanisms to overcome this issue. These tactics and coping mech-
anisms are of two types; formal and informal. Citizens who encounter a problem usually 
resort to informal traditional methods. The most used method is what is called in Arabic 
“Wasta” which means middleman. This middleman has connections, clout and/or influence. 
This person could be a friend or a relative and a local traditional leader in the local commu-
nity. This middleman would mediate between the citizen and the public agency as a favor 
that would be repaid to him or her in the future in the form of political and social support or 
through providing “gifts”. Citizens resort to gifting public servants either directly or mainly 
through the middleman “Wasta”. All of this happens with the citizen’s perseverance and 
tenacity because they need the relevant services, otherwise, they would shun the official 
or the agency. 

Citizens sometimes resort to formal tactics although it is a secondary option for most of 
them. They could complain about the delay in receiving services orally at the frontline ser-
vice provider’s facility. When officials do not take citizens’ complaints seriously or procras-
tinate or stonewall demands (entitlements), some may lodge complaints directly to the top 
management of the facility or at the governate level. Some citizens take their complaints 
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further and submit them to the anti-corruption commission. When a number of citizens 
receive the same maltreatment over time, it builds up pressure and can lead to some of 
them resorting to direct protest. However, citizens generally prefer to maneuver instead of 
directly demanding their rights as this is less socially and politically costly for them. 

3. Hopes and great expectations:

When civil society organizations start an initiative with subaltern social group/s in the local 
communities, it is important to explain the initiative’s objectives clearly and not to make 
promises that are unrealistic or false. Encouraging citizens to participate in an initiative by 
giving them unrealistic hopes will backfire on the organization itself and endanger future 
initiatives as citizens will lose trust in such initiatives. When the activity is related to im-
proving governance, some citizens might take bold steps in disclosing corrupt practices 
thinking that the community and the NGO will back them. This might put them in danger 
and make them feel abandoned. Therefore, it is important to be truthful with people and 
keep their hopes realistic. 

III- Method and approach

1. Catalyst vs civic engagement

NGOs usually see their role as being a catalyst, i.e. to initiate civil activity and accelerate 
change, whilst socio-political movement actors engage directly with the community and 
mainly the subaltern classes by organizing them to work together. NGOs are providers in 
terms of financial resources, mainly from external sources and technical professionals. The 
socio-political movement generates primary resources from within. Sustainability and fol-
low-up activities are integral parts of the socio-political movement as they give it momen-
tum while NGOs work within project limits and depend on the local society (target group) 
to follow up as it assumes the community is empowered to depend on itself. 

2. Conflict management skills:

In conducting many of the social accountability initiatives, the civil society team/s should 
foresee any potential flare-up of the conflict. Some municipality employees and deci-
sion-makers (municipal council) may feel they are under threat by social accountability 
initiatives such as Community Score cards (CSC).  

It is highly possible that some employees or decision-makers that were exposed as a result 
of one of the activities may try to retaliate, which could lead to open conflict. To avoid 
these potential conflicts, the civil society team, in any social accountability activity, should 
focus on the main goal of the intended outcome, avoid any direct personal blame aimed at 
any individual employees and assure facility staff that the main interest is bringing about 
improvements. 

3. Facilitation skills:

Meetings (focus group discussions and informants interviews) must avoid personal attacks 
and interactions. Meeting facilitators should be able to manage discussions in order to 
come up with concrete recommendations. 



106

Some officials hesitate to participate in public hearings sessions, fearing they may receive 
negative comments and face a lack of respect. Therefore, it is important for the facilitator 
to allay any apprehensions by keeping the discussion calm and conducive. 

The facilitator should have good facilitation skills and apply ground rules. These ground 
rules are intended to make the meetings inclusive and foster participation from different 
cultural, gender and social classes. The facilitator should be solution-oriented, stress the 
need to be positive and assume the positive intent of participants with the ability to pre-
vent any negative atmosphere. 

  

4. Stakeholders balancing: 

Civil society organizations, in general, and activity coordinators and facilitators, in particu-
lar, should be aware that some stakeholders can dominate the activity and skew it to serve 
their interests. Elites, tribe leaders and middle-class actors have the skills and the social 
position to be heard and be more persuasive, while subaltern classes can be marginalized 
due to a lack of skills and the lower social status of their members. This can be clear when 
it comes to contracting, revenue and expenses auditing. 

Soliciting community financial support could put the subaltern classes under pressure as it 
increases their economic burden and leads to the marginalization of their role. 

5. The funding dilemma and one-off projects 

Most of the social accountability initiatives are open-ended within a limited timeframe, 
and are one-off projects which limits the type of mobilization and organizing to meet the 
initiative’s limited objectives. Also, most of these initiatives are financed by foreign assis-
tance, which makes them donor-driven initiatives. External funding is a valuable financial 
source  for hiring experts to conduct sophisticated work, but this money comes with polit-
ical conditions and time limits. Time limits and financial constraints make the implementing 
of social accountability initiatives limited while holding power accountable is a process that 
requires long-term activities. 

IV- Public servants attitudes 

1. Enhance public servants’ and public officials’ responsiveness 

It is possible that municipality employees and decision-makers, for a number of reasons, 
are not responsive to the demands and proposals made by citizens. There may be a lack of 
receptiveness or lukewarm responses to the problems identified by citizens; therefore, the 
social accountability team should devise strategies to change the attitudes of those either 
by raising awareness, lobbying, campaigning and media pressure.

Some activities are viewed by senior officials as part of their prerogatives and power, espe-
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cially when it comes to accountability. Even some bureaucrats see some social accountabil-
ity activities, such as procurement monitoring by civil society organizations, as something 
beyond the role of civil society and consider it as an encroachment on the state’s work and 
power. Some senior public officials see some social accountability initiatives as time-wast-
ing. This is when it comes to technical issues where it becomes obvious that civil society 
organizations, in general, lack expertise. 

It is crucial to raise awareness among municipality employees and decision-makers about 
the right of citizens to participate in service delivery assessments. Sensitizing them to 
democratic values and benefits will relieve their stress and counter their feelings of being 
threatened. Even more so, it is important for them to participate in training sessions to 
learn about social accountability initiatives and better understand their purpose, scope and 
benefits. Some conflict management facilitation skills would mitigate confrontational atti-
tudes and stress that the focus is not only on problems but also on solutions and proposals 
and highlight both strengths and weaknesses of any proposal. 

2. Manipulation and whitewashing:

At the ministry level, officials could invite representatives from civil society to join com-
mittees. The mandate of these committees could be plan formulation, implementation of 
projects, endorsing policies, and evaluation of projects and policies performance. But these 
committees could be formulated either to give the impression that the government/minis-
try uses the participatory approach in governance or because it is a condition of receiving 
money from foreign agencies (donors) that obliges government agencies to enter into con-
sultation with civil society actors and local communities. 

Officials may invite citizens and civil society actors to participate but manage their partici-
pation to serve their interests. This could be through manipulation, such as; asking specific 
questions that lead to specific answers or hinting towards specific answers. In both cases, 
this could make the citizens and the CSOs agree with and endorse matters that suit gov-
ernment officials. 

3.   Tripartite corruption risk:

Corrupt government employees, municipality council members and contractors can exploit 
development projects. It is important to take into consideration that when corrupt practic-
es are related to contracting and project implementation, citizens lack the skills or techni-
cal knowledge of corrupt officials and contractors. 

Such people are very knowledgeable and experienced about how public resources, assets 
and budgets can be exploited. Therefore, they may keep people ignorant of the true situ-
ation by creating confusion about various unnecessary work and complications. Citizens’ 
involvement in any kind of project bidding and implementation will be a failure if they do 
not understand the situation. Established transparent bidding procedures, clear standards 
and the involvement of independent experts are important to overcome this issue. 
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V- Technical aspects 

1. Realistic demands

There is a risk when civil society initiatives do not generate the expected results or fall short 
of achieving the stated objectives. This creates disappointment and disillusionment among 
civil society members and local communities as the social accountability initiative does not 
bring about the expected positive change. 

2. Dealing with constraints 

Frontline employees and even municipality decision-makers sometimes lack the legal and 
mandate leverage to make a decision or implement a proposed change. Therefore it is im-
portant to have a strategy to engage higher bureaucratic levels and senior decision-makers 
to lobby and pressure them to take decisions that facilitate change. 

Citizens and civil society initiatives should be aware of the constraints the municipalities 
and the Ministry of Local Government encounter. These constraints are of a legal and man-
date nature, limited financial resources and time constraints. Thus civil society initiates 
leaders should keep their expectations realistic and set achievable targets within a specific 
timeframe. 

3. Information and Data: access, accuracy and comprehensiveness 

It is not easy to get data that is accurate and comprehensible. There is no law that obliges 
the government to provide detailed data to civil society actors to conduct auditing, revi-
sion or monitoring of public sector services and operations. Obtaining data depends on the 
discretionary power of senior public servants and the type of relationship between the civil 
society organizations i.e. NGOs, and the relevant ministry. Thus it could be difficult to con-
duct some initiatives, such as budget and revenue auditing, on the national level. However, 
it is possible to conduct these initiatives at the frontline service and municipality levels. 

Even when civil organizations get data, it is difficult to crunch and articulate  it due to the 
lack of detailed information, as some agencies collect bulk numbers about their activities. 
Or it could be due to the complexity of the data that requires experts to handle it. Budget 
data is bulk numbers from the expenses side and complex sophisticated data from its rev-
enue side. 

4. Standards:

As much of the work of local government is related to services and infrastructure, a clear 
standard for services and projects should be available to the public. Without these stan-
dards, citizens and civil society organizations cannot participate in the monitoring and eval-
uation of projects and municipality performance. In order for citizens to give a fair and 
objective evaluation, these standards should be available. 



109

Service delivery standards are poorly defined, and when they are, the agency does not 
publish these standards for ordinary citizens. Different kinds of methods could be used to 
enable this, e.g. charters, bulletins or billboards. 

This would facilitate the work of CSC and CRC, for example. 

5. Records availability:

Some municipalities do not have systematic and daily citizens (clients) records. Thus, con-
ducting Quantitative Service Delivery Survey (QSDS) or Community Score Card (CSC) and 
even social auditing will depend on user feedback. The frontline employees who provide 
direct services at the municipalities may feel threatened by implementing any tools relat-
ed to service delivery surveys and scoring. It might be better to engage those employees 
constructively from the very outset and to attempt to direct criticism at institutions rather 
than individuals. 

6. Limited technical expertise:

There will be limited technical expertise within civil society organizations on the sector or 
issue of public interest. Most budget-related issues, such as social auditing, or Participato-
ry Budget Formulation, require substantial technical support, particularly in obtaining and 
analyzing the data. 

In this case, partnerships with experts from academic institutions or private firms could pro-
vide great help. Policy institutes, academic institutions, specialist survey and polling firms 
have the technical capacity to undertake/assist with many technical issues related to social 
accountability initiatives.  However, civil society organizations should take the lead in terms 
of management, coordination and mass mobilization. 

7. Role of the media

Media can play multiple roles. Firstly it can provide publicity for social accountability initia-
tives. Secondly, it can disseminate information that raises awareness among people. Third-
ly, it can create pressure on decision-makers to engage in the targeted change. 

It could play an essential role in exposing cases of corruption. However, it requires a specif-
ic type of journalism, i.e. investigative journalism, to cover social accountability activities 
related to revenue monitoring or public service quality. 

It is not easy to get the mass media’s attention when launching a civil society initiative, but 
social media nowadays is a useful instrument that can arouse people’s interest and govern-
ment attention. Savvy social media individuals cansignificantly help promote and publicize 
social accountability activities.   
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Recommendations:
Building and enhancing social accountability requires active public participation and civic en-
gagement. These recommendations intend to directly engage the citizens in decision-making 
and encourage the MoLG and municipalities to give the highest consideration to the citizens’ 
inputs when making decisions. Firstly, civic engagement and public participation in social 
accountability is a continuous process with systematic input in decision-making. Secondly, it 
consists of formal and informal structures and activities that aim to inform the municipalities 
about what citizens want and need. Thirdly, its purpose is to inform citizens of the available 
options and methods to carry out certain projects and service delivery. 

While developing a civic engagement and social accountability project/program with the 
municipalities, it is important to enable citizens to make decisions.

The following ladder of participation should be considered to empower citizens  in the deci-
sion-making process: 

₋ First: Informing citizens by giving them information and data that will assist them in com-
prehending the relevant discussed matter, the spectrum of options and potential solutions. 
The information must include facts, values, and a spectrum of perspectives. 

₋ Second: Consulting and deliberating with citizens to acquire their feedback, which would 
serve to develop a spectrum of alternative options and decisions. While doing this, it is 
important to consider the needs and interests of different social groups based on gender, 
age, income, degree of vulnerability and socio-political status.

₋ Third: Engaging citizens directly and indirectly (by using digital means) to ensure their con-
cerns are considered and processed throughout the decision-making procedure. This in-
cludes engaging them in developing decision-making criteria and development of options 
and in the selection of viable solutions. Engaging citizens by incorporating the opinions 
and expertise of different social groups will lead to implementable and viable decisions.

₋ Fourth: At a higher democratic level of civic engagement and social responsibility, empow-
ering citizens means enabling citizens to take the final decisions (have authority control). 
Reaching this level of participation will lend decisions legitimacy and sustainability. 

At the social fabric and grassroots level, the following are required as prior conditions to en-
able citizens to be civilly engaged in social accountability actions:

₋ Firstly: As civic engagement and social accountability is a process that delivers decisions 
regarding social issues, the most important pillar to establish and maintain this process is 
building the capacity of citizens as communities, social classes and genders.

₋ Secondly: Building the capacity of citizens’ social groups entails improving the relationship 
and level of trust between the institutions (municipalities in this respect) that formally take 
the decisions and the general public. Actions should be taken by the municipalities and the 
MoLG to build trust between the formal institutions and the public. 

₋ Thirdly:  Building the capacity of citizens in terms of civic participation and social account-
ability, in particular, needs to consider the need to build the capacity of different social 
groups to enable them to collaborate with each other. This involves enabling these groups’ 
representatives to manage conflicts and transform them into positive power. They need to 
know how to negotiate with each other and build coalitions.
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₋ Fourth: Building the capacity of different social groups would include building conduits, 
norms and values of active communication between the different social interests (social 
groups) to discuss and manage contentious decisions and resolve disputes. It starts with 
each group being able to formulate its interests and understand other groups’ interests 
regarding the relevant social issue. This communication aims to allow citizens to make 
thoughtful decisions by weighing the pros and cons of each option. 

The instruments and steps that might be taken as a prior condition for building the capacity 
of ordinary citizens to engage them in social accountability are:

1. Explain to citizens, through multimedia or other means, what civic engagement and social 
accountability mean. This is an introductory way to familiarize citizens with the issue.

2. Produce research and public guidance that present the concept, the core values and best 
practices. 

3. Conduct training for grassroots leaders and stakeholder representatives about  communi-
cation skills, social accountability tools and civic engagement methods.

4. Contracting with independent professional facilitators to conduct training for local facili-
tators, local grassroots leaders and community organizers, who will play active roles with 
the municipality/s during the planning and implementation of any social project. Those 
facilitators should provide technical assistance for the local leaders.

5. Recruiting and partnering with grassroots leaders and stakeholder representatives who 
would facilitate the engagement of local citizens in the planning and implementation of 
social projects. 

6. In order to enhance public ownership and the democratic process, it is important to have 
two kinds of deliberative meetings: general and mass meetings, such as public hearings 
and smaller selective meetings. 

7. It will sometimes be necessary to provide citizens with technical assistance from experts. 
These experts should be aware of the social groups’ needs and interests in order to provide 
options that serve these groups’ interests. 

The following recommendations are specific to each institution:  

MoLG

It is recommended that the MoLG develops specific templates that enable the municipali-
ties to summarize information of interest to the public. This could include budget templates 
such as the citizens’ budget. A strategic plan template is another example which could be 
used. 

The MoLG should encourage the municipalities to publish monthly reports about their fi-
nancial status. This could be done by developing a simple format that  all municipalities can 
use. 

It is important that the Ministry builds and fosters a culture of civic engagement in its oper-
ations. This requires continuous training and activities that familiarize Ministry staff with the 
concept of accountability and helps to build values and norms that become integral to the 
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Ministry’s daily work. 

Municipalities 

The municipalities should conduct performance evaluations for their employees based on 
established indicators. This will improve the performance and productivity of municipality 
employees.  

It is recommended that municipalities have an electronic (digital) or manual board (price 
display board) to be used as list prices for  their services. 

Enhancing the culture of transparency is essential in the work of municipalities. This re-
quires the continuous training of staff. 

CSOs

The CSOs can coordinate with the municipalities in their localities in holding public events 
regarding the work of the municipality or the services provided by public institutions. 

The CSOs, in coordination with municipalities and the MOLG, can undertake satisfaction 
surveys to measure the level of citizen satisfaction in relevant local communities. 

The following conditions should be met to provide an environment conducive to civic en-
gagement and social accountability; without them, the process will not be viable and ef-
fective:

1. Provide sufficient resources to initiate and continue the civic participatory decision-making 
process. This entails providing funding and staff to municipalities,  MoLG and CSOs. With-
out these resources these institutions will not be able to systematically reach out to social 
groups and implement civic engagement activities. 

2. Maintain a high level of skills and capacity of those involved, staff, facilitators and grass-
roots leaders, by providing training in communication, outreach, and collaborative prob-
lem-solving skills on a regular basis. Public institutions should be able to engage citizens in 
decision-making through relevant communication that encourages citizens’ input as part of 
a broader governance process. 

3. Establishing and maintaining an atmosphere of trust and integrity between the actors, 
especially public institutions and citizens. Public institutions and NGOs should not make 
unrealistic promises to the public, or they risk creating a high level of expectations. It is es-
sential to set a clear purpose for citizen participation and create the relevant structure and 
regulations to achieve this target. Based on the declared objectives (promises), the citizens 
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will hold the institution i.e. municipality, MoLG or NGOs, accountable. Fake and unrealistic 
promises will breach the trust between the actors and damage the climate of cooperation. 
In order to overcome any misunderstandings, effective communication should be in place 
to show what is delivered and what objective it is based on. 

4. A high level of transparency by disclosing data and information to the public in a timely 
manner. This information should be relevant, understandable and open to any further inves-
tigation and research. By doing this, the public institution i.e. municipality and the MoLG, 
would demonstrate their willingness to engage citizens in decision-making and make them 
accountable for their actions.   
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