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In many low and middle income countries, dismal failures in the quality of public service delivery such as
absenteeism among teachers and doctors and leakages of public funds have driven the agenda for better
governance and accountability. This has raised interest in the idea that citizens can contribute to improved
quality of service delivery by holding policy-makers and providers of services accountable. This proposition
is particularly resonant when it comes to the human development sectors – health, education and social
protection – which involve close interactions between providers and citizens/users of services.Governments,
NGOs, and donors alike have been experimenting with various “social accountability” tools that aim to
inform citizens and communities about their rights, the standards of service delivery they should expect, and
actual performance; and facilitate access to formal redress mechanisms to address service failures. The report
reviews how citizens – individually and collectively – can influence service delivery through access to
information and opportunities to use it to hold providers – both frontline service providers and program
managers – accountable. It focuses on social accountability measures that support the use of information to
increase transparency and service delivery and grievance redress mechanisms to help citizens use
information to improve accountability. The report takes stock of what is known from international evidence
and from within projects supported by the World Bank to identify knowledge gaps, key questions and areas
for further work. It synthesizes experience to date; identifies what resources are needed to support more
effective use of social accountability tools and approaches; and formulates considerations for their use in
human development.The report concludes that the relationships between citizens, policy-makers, program
managers, and service providers are complicated, not always direct or easily altered through a single
intervention, such as an information campaign or scorecard exercise. The evidence base on social
accountability mechanisms in the HD sectors is under development. There is a small but growing set of
evaluations which test the impact of information interventions on service delivery and HD outcomes. There
is ample space for future experiments to test how to make social accountability work at the country level.
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From reader reviews:

Deborah Wilkerson:

Book is actually written, printed, or created for everything. You can know everything you want by a
publication. Book has a different type. As it is known to us that book is important factor to bring us around
the world. Alongside that you can your reading expertise was fluently. A publication Citizens and Service
Delivery (Directions in Development) will make you to always be smarter. You can feel a lot more
confidence if you can know about almost everything. But some of you think that will open or reading the
book make you bored. It is far from make you fun. Why they may be thought like that? Have you in search
of best book or appropriate book with you?

Michael Kautz:

Spent a free time to be fun activity to try and do! A lot of people spent their leisure time with their family, or
their own friends. Usually they doing activity like watching television, about to beach, or picnic from the
park. They actually doing same every week. Do you feel it? Would you like to something different to fill
your personal free time/ holiday? Might be reading a book might be option to fill your totally free time/
holiday. The first thing that you ask may be what kinds of e-book that you should read. If you want to
consider look for book, may be the publication untitled Citizens and Service Delivery (Directions in
Development) can be good book to read. May be it may be best activity to you.

Faye Michaels:

Do you have something that you prefer such as book? The publication lovers usually prefer to select book
like comic, brief story and the biggest one is novel. Now, why not striving Citizens and Service Delivery
(Directions in Development) that give your satisfaction preference will be satisfied through reading this
book. Reading practice all over the world can be said as the method for people to know world a great deal
better then how they react when it comes to the world. It can't be stated constantly that reading behavior only
for the geeky man or woman but for all of you who wants to become success person. So , for every you who
want to start reading through as your good habit, you are able to pick Citizens and Service Delivery
(Directions in Development) become your own starter.

Mark Authement:

This Citizens and Service Delivery (Directions in Development) is new way for you who has fascination to
look for some information as it relief your hunger of knowledge. Getting deeper you into it getting
knowledge more you know or you who still having tiny amount of digest in reading this Citizens and Service
Delivery (Directions in Development) can be the light food in your case because the information inside this
specific book is easy to get by anyone. These books create itself in the form and that is reachable by anyone,
sure I mean in the e-book web form. People who think that in guide form make them feel sleepy even dizzy
this guide is the answer. So there is absolutely no in reading a e-book especially this one. You can find what



you are looking for. It should be here for anyone. So , don't miss this! Just read this e-book kind for your
better life and also knowledge.
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