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The Dilemma!

ÅHow many of you would like your government 

to be more transparent and accountable? 

ÅHow many of you would like to be more 

transparent and accountable?



Weak governance contributes to the trust deficit and hinders effective 
service delivery

Weak 
accountability: 

corruption

Lack of 
channels to 

express 
grievances:  

non-
responsiveness

Service 
delivery 
failures: 

inefficiency

Common Governance Challenges



How? Not What.
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What is Social Accountability?

Actions and mechanisms that enable civil society to hold 
governments and service providers accountable and make 

them responsive to their needs

Social Accountability focuses on 4 areas: 

Å Improve enabling environment for citizen engagement in governance and 

public decision-making

Å Increase capacity of state to respondto public needs and effective 

oversight and redress

Å Improve capability of the businesses and citizens to engage

Å Enhance capacity of social intermediariesto provide effective 

participation and oversight



Drivers of Social Accountabilityé
×Increasing number of peopleõs movements since 2011 (e.g. Arab 

Spring, Occupy Movement, Brazil) to demand dignity, 

entitlements and that their voices be heard

×Spread of ICTs that amplify voice of citizens, promote 

collective action and increase transparency

× Increased number of formal oversight and  redress institutions

×Rising number and expanded mandate of CSOs

×Multi-country initiatives such as the Open Government 

Partnershipthat òmake governments more transparent, effective and 

accountableéwith institutions that empower citizens and are responsive to 

their aspirationsó



Why Social Accountability?

ÅImproves service delivery

ÅEnhances responsiveness

ÅBuilds state-society relationships

ÅImproves governance

ÅIncreases empowerment

ÅEnsures inclusion



Building Trust ðThe Feedback Loop



How Can This Be Done? 

ÅConsult citizens private sector in design

ÅInvolve them in implementation

ÅShare information and explain entitlements

ÅGet  feedback routinely

ÅAddress their complaints

ÅProvide incentives to respond to their needs

ÅCreate a culture of ôserving clientsõ

But, all this is costly!


