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Preface 

Asia is urbanising at a pace faster than ever. The ever increasing  in the Asian  and the 
consequent increase in demands for supply of basic services like housing, water,  health, 
educa on etc. pose enormous challenges to the urban local governance in  The exis g 

 and resources of most urban local governance t ons are over stretched. The  is 
exacerbated due to lack of governance reforms leading to enormous deficits in the transparency, 
accountability and zen ation – the hallmarks of any democr  governance t   

The engagement of civil society orga  (CSOs) is pivotal in making the urban local governance 
 transparent, accountable, responsive and p cipatory. However, the capaci es of CSOs to 

engage and hold the urban local governance in ons are also limited. 

The project “Deepening Local Democr  Governance through Social Accountability in Asia” aimed to 
improve democr c prac ces in urban local governance ons through social accountability for 
improving the provision of basic services to the most marginalised families in two Asian  - Rajshahi 
in Bangladesh and Takhmao in Cambodia. The project was supported by the UN Democracy Fund 
(UNDEF) and was implemented by the Society for  Research in Asia (PRIA) in partnership with 
PRIP Trust, Bangladesh and SILAKA, Cambodia. It addressed the deficits of democra c 

y the lack of ci en a on, transparency and accountability mechanisms in 
muni es, due to which these ins t  en fail to deliver services effe  and equitably and 
lack responsiveness towards the most marginalised. It made efforts to enhance organised en ac
and par cip  through n, capacity building, campaigns and par cipatory monitoring (using 

zen report card and ci zen monitoring methods) to ensure accountability. Its endeavours included 
enhancing ens’ access to informa on and basic services by developing partnership with the elected 
muni es to establish ‘models’ of social accountability mechanisms, cularly using zen 
charters, pr  info  disclosures and public grievance redressal mechanisms. Having 
harvested the lessons from these interve  at the municipality level coupled with specific policy 
analysis at the sub- nal and nal levels, policy dialogues and policy oriented capacity building 
learning events were organised towards policy changes. It contributed to enhance capa  of local 
intermediary CSOs through training, exposure visits, on-site coaching and mentoring for implem g 
various social accountability approaches and tools and also influencing na  and l 
policies on urban governance issues. 

One of the  outcomes of the in was to systema se the experience of implemen ng 
specific social accountability approaches, tools and methods so that the prac oners from CSOs as well 
as municipal officials could scale up, mainstream and in u onalise these ces elsewhere. Three 

 manuals produced through this a ve are significant step towards these purposes. We 
sincerely hope that the  from CSOs and officials from the municipali  will find these 
manuals handy and useful. 

 

Kaustuv Kan  Bandyopadhyay 
Director, PRIA 
March 2013 
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Research in Asia (India) in partnership with PRIP Trust (Bangladesh) and SILAKA (Cambodia) with the support 

March 2013. 

One of the components of the project was to synthesise experiences, learnings and knowledge gained through
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the ground
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-

ing world.

Sincere efforts at public service provision may also suffer from gaps if they are implemented without taking into account 

in need for improvement and ensuring transparency and accountability in service provision.

and quality. Civil society groups across the world have used social accountability tools successfully in making services 

transparent, accountable and responsive to public needs.

therefore important that enhancement of accountability be approached from both the demand and the supply sides.

aspiring towards minimising barriers to service provision. Though the 

provision of public goods and services is the responsibility of government 

-

planning and service provision, is fundamental to ensure responsive 

public service provision that is requisite to people's needs and to their 

Social accountability is an approach that 

demanding accountability from service 
providers and public officials. Examples of 
social accountability tools and mecha-

public expenditure tracking, social audits, 

(World Bank)

INTRODUCTION



merely consist in examining costs and Įnance – the central concern of 

-

CSC process is a community based monitoring tool that is a hybrid of the techniques of social audit and CRC. Like 
the CRC, it is an instrument to exact social and public accountability and responsiveness from service providers. 

providers. The CSC process uses 'community' as its unit of analysis, and is focused on monitoring at the 
local/facility levels. CRC and CSC processes can be carried out simultaneously for more in-depth results on user 
feedback (ibid).

-

aim of improving service delivery and demanding accountability from the municipality on basic services like 

-
ate with the service providers and demand standardised levels of services (PRIA, 2010).

A World Bank-sponsored audit of local 
governance and service delivery in Bosnia 

mun
s group discus-

sions and in-depth interviews with a range 

included a household survey and a series 

discuss the results (World Bank)



-

improve the quality of services by publishing standards, which users can expect for each service they receive from the 

-

exercise.

CRC is used for both assessing the performance of individual providers and for comparing performance across service 

providers. 

obtain feedback from actual users of a service, as opposed to general 

public opinion. CRC originated in 1994 in Bengaluru, India, through the 

work of an NGO that used the concept of customer feedback surveys and 

Since then CRCs have been widely used in a number of countries. CRC is a 

simple but powerful tool to provide public agencies with feedback from 

their actual users on the quality and adequacy of public services, thereby 

or local governments to engage in a dialogue with service providers to 

-

feedback on the performance of public 
services. This feedback is then employed 
for enhancing public accountability 
through extensive media coverage and 
civil society advocacy. CRCs is specifically 

absent.



 -

It is an accountability tool.

It can be used for benchmarking changes. If conducted periodically, CRC 

to track performance improvements.

It reveals hidden costs. -

 CRC helps raising public awareness and mobilising public opinion towards 
public service provision and moves them towards demand improvement. It strengthens the demand for good govern-
ance. Reform is the overall outcome of the process. 

It generates new and reliable data on service coverage and quality. 

-

I

G

E
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about what users think about service delivery performance, they do not explain the reasons for people's opinions (World 

CRC scores are not comparable as respondent scoring varies with local cultural contexts. This is because people's expecta-

-

local partners were engaged in each city, who mobilised other CSOs. The second and extremely important approach 

1.4 A unique approach towards CRC



governance.      

a similar purpose.  

social accountability mechanism. It also highlights the features of CRC as compared to other social accountability tools. 

developing country contexts.  

for the municipality and inŇƵĞŶcĞĚ�staff�oĨ�ƚŚĞ��D��to work in partnership with CSO’s (Jaya

I

ratne, 2004).

1.5 About the manual



In Bangladesh, the Local Governance Development Fund Project uses annual scorecards to assess the performance of the 

-

Source: World Bank



The designing of CRC requires that the implementers formulate 

they want (or what services they want to target) and from whom, 

how can they get it and use it. The first requirement is to have 

-

-

ing the survey instruments and deciding on the sample size and 

sampling methodology.

Government policy or programme to be targeted - these are all the policies and programmes that govern the provision 

2.1 Designing the CRC

IMPLEMENTING CITIZEN’S FEEDBACK PROCESS



Expected outputs and outcomes – this implies a clear 

from the CRC exercise

such as low income households, women, elderly, etc.

Current status of targeted services in the area of 
analysis – what is their coverage, level of access and 
availability, whether there is any disparity in provision 

etc.

CRC exercise – whether the focus of the CRC should 
be on economic or social disparity in access; gaps in 
availability; constraints in quality of service provision; 
lack of transparency, accountability or grievance 
redressal mechanisms. 

Local CSOs could be partnered for CRC imple-
-

agencies and other implementers.

Kfficials from the government and service agen-
cies need to be engaged with throughout the 

-

-
ents in the community survey, subjects and 

CRC exercise. 

Building partnerships at the local level is crucial to

successful CRC



-

standing of the local area, who can guide and facilitate 

be

also need to be trained or oriented towards the CRC 

also be required to be trained and oriented towards 

CRC becomes more meaningful, useful and beneĮcial if

-

covered in the pilot; findings led to increased UNDP support to enhancing water supply (World Bank).

In the DLDGSAA project, CRCs were conducted in Rajshahi (Bangladesh) and Takhmao (Cambodia) to assess the 

ToT on Social Accountability and Urban Governance



and the key issues around the services covered under the CRC needs to be 

conducted. This is an important step to assess the strengths and weak-

nesses within the system, gain a complete understanding of the policy and 

-

face and grievance redressal, and service gaps that need to be addressed. 

includes focus group discussions with users and service providers that help 

conducted, which in turn helps�ĚesiŐŶ�ciƚǇ�specific�strategies to address the issues highlighted through the CRC exercise. 

-

highlight



the services being examined. Findings of the commu-

nity survey highlight the service delivery performance 

and issues to be shared with key stakeholders to insist 

for improvement in service delivery.

The survey for the CRC could be a structured or semi-

structured one, depending on the nature of informa-

-

sis fiŶĚiŶŐs help design the instruments for the com-

munity survey and indicate towards the type of ques-

stage (of designing) to defiŶe the scope of the exercise; 

ensure that the issues being covered are relevant to 

the level at which the CRC is being conducted. For 

example, instruments developed for cityͲspecific CRCs 

should focus on issues that can be addressed by the 

local government, as opposed to those issues that are 

addressed to higher levels of government. 

Access:

service? This analysis can be further disaggregated to 
-

economic and ethnic groups. 

Usage: Where access exists, to what extent is the service 
infrastructure being used? What are the reasons for non-
use where it exists? 

Quality:
to the client? What is the technical quality of services? 

Reliability: Is the service being delivered in accordance 

discrepancies? 

Frequency of problems and responsiveness:
respondents experience service problems? Do they com-
plain about it? If so, to whom? Does the problem get 
resolved? If so, how quickly? 

Service and opportunity costs: What costs, if any, are 
respondents bearing due to poor service, including 

-
thorised payments, frequent travel over large distances 
and inconvenient delivery schedules or mechanisms? 

Transparency in service provision: To what extent do 
-

ards as it relates to service delivery? What is the extent of 

Common areas of focus of CRCs



-

prehended by the respondents.

responses.

--

-

cant results for each service being surveyed. 

“Based on research conducted for several CRCs, Public Affairs Centre (PAC) has determined that a sample size of  350-

A CRC was conducted in Romania recently to elicit user feedback on three programmes. The survey was 

avoid overlapping responses for the three programmes (as response about a programme is aīected by 

-



CRCs were conducted in the city of Rajshahi in Bangla-

-

-

include all vulnerable and marginalised groups to 

to those who are likely to be excluded or marginalised 

in public service provision. Field visit prior to the 

In the city-wide CRCs conducted by PRIA and its partners 

in Raipur, Ranchi, Patna, Jaipur and Varanasi (in India) to 

assess the level, accessibility, quality, adequacy and 

efficiĞŶcǇ of service delivery around water supply, sanita-

management, community surveys were conducted cover-

categories. As these were city-wide surveys the sample 

size increased because all the wards were covered under 

the survey. However, when PRIA conducted the W3 in the 

selected from 30 wards through random sampling based on three income (low, medium and high) and three 

-

of middle and rich households was carried out based on asset ownership. Before the survey, visit to the municipal-

-

the aspects being examined under the exercise. Once the sampling methodology and sample size have been determined, 

the survey is administered among the target respondents. The siŐŶiĮcance of this process lies in

but also performs the twin task

 the fact that it not only 

challenge.

-

another major challenge. During the W3 Survey 

most of the respondents could not reply to ques-

were completely unaware of these.

to fear of power or sheer ignorance of the subject.

Some respondents were apprehensive, reluctant 

earlier such ward level discussion and surveys with 

no outcomes.

Challenges associated with community survey:



-

also become more aware of the various aspects of service provision; they also get the opportunity to voice their views and 

-

-
ably selected locally to ensure familiarity with the local language and culture of the area so that they can administer 

-

consent should be obtained.

The quality of a CRC depends heavily 

rather than facts, there is an element 

by it. 

to be analysed and interpreted. This involves coding the responses and 
entering the coded data onto master-sheets in electronic formats. Data 
entry should be accompanied with data cleaning. This implies checking the 
correctness of the data entered by comparing the codes entered with the 

need to be corrected.  

-



�ŶĂůǇsis�ĂŶĚ�iŶƚeƌpƌeƚĂƟŽŶ�iŶǀŽůǀes�cŽŶsƚƌƵcƟŽŶ�ŽĨ�ƚĂďůes�ĂŶĚ�ŐƌĂpŚs�ƚŽ�sƵŵŵĂƌise�ƚŚe�ĚĂƚĂ�ĂŶĚ�ƚŽ�ŚiŐŚůiŐŚƚ�ŬeǇ�ƚƌeŶĚs�

ĂŶĚ�pĂƩeƌŶs͘�dǇpicĂůůǇ͕ �ƌespŽŶĚeŶƚs�ƌĂƚe�Žƌ�Őiǀe�ĨeeĚďĂcŬ�ŽŶ�Ăspecƚs�ŽĨ�pƵďůic�seƌǀices�ŽŶ�Ă�ƌĂƟŶŐ�scĂůe�;ĨŽƌ�eǆĂŵpůe͕�

ƌĂƟŶŐ�ŽĨ� seƌǀices� ĨƌŽŵ�ϭͲϰͿ͘�dŚe�ƌĂƟŶŐs�cŽƵůĚ�ďe�ĂŐŐƌeŐĂƚeĚ�ĂŶĚ�ƚƌĂŶsůĂƚeĚ� iŶƚŽ�Ă�sĂƟsĨĂcƟŽŶ�scŽƌe� iŶ� ƚŚe� ĨŽƌŵ�ŽĨ�Ă�

peƌceŶƚĂŐe͕�Žƌ�cŽŵďiŶeĚ�iŶƚŽ�ĂŶ�iŶĚeǆ�ƵsiŶŐ�ĂppƌŽpƌiĂƚe�sƚĂƟsƟcĂů�ŵeƚŚŽĚŽůŽŐǇ͘�

dŚe��Z��is�cŽŶsƚƌƵcƚeĚ�ďĂseĚ�ŽŶ�ƚŚese�fiŶĚiŶŐs͘�/ƚ�sŚŽƵůĚ�esseŶƟĂůůǇ�ďe�pƌecise͕�pŽssiďůǇ�picƚŽƌiĂů�ĂŶĚ�ƵseƌͲĨƌieŶĚůǇ�ƚŽ�

ĂůůŽǁ�eĂsǇ�cŽŵpƌeŚeŶsiŽŶ�ďǇ�Ă�ƌĂŶŐe�ŽĨ�ciƟǌeŶs͘�KƚŚeƌ�ĂssŽciĂƚeĚ�pƌŽĚƵcƚs�sƵcŚ�Ăs�ďƌieĨ�ƌepŽƌƚs͕�pĂŵpŚůeƚs͕�pŽsƚeƌs�Žƌ�

ďƌŽcŚƵƌes�cŽƵůĚ�ĂůsŽ�ďe�pƌepĂƌeĚ�ĨŽƌ�ĂĚǀŽcĂcǇ�ǁiƚŚ�ĚiīeƌeŶƚ�ƚĂƌŐeƚ�ŐƌŽƵps�ĂŶĚ�ĨŽƌ�ǁiĚeƌ�ĚisseŵiŶĂƟŽŶ͘��sseŶƟĂůůǇ�ƚŚe�

�Z��ĂŶĚ�ŽƚŚeƌ�ƌepŽƌƚs�Žƌ�pĂŵpŚůeƚs�ŶeeĚ�ƚŽ�ďe�ĚesiŐŶeĚ�ŬeepiŶŐ�ƚŚe�ŬeǇ�ƚĂƌŐeƚ�ĂƵĚieŶce�iŶ�ŵiŶĚ͕�ǁŚŽ�ǁŽƵůĚ�ďe�ƚŚe�

ƚĂƌŐeƚs�ĨŽƌ�ĚisseŵiŶĂƟŽŶ�ŽĨ�ƚŚe�fiŶĚiŶŐs�ĂŶĚ�ĂĚǀŽcĂcǇ�ĂƌŽƵŶĚ�ƚŚeŵ�ĨŽƌ�iŵpƌŽǀeĚ�seƌǀice�ƋƵĂůiƚǇ�ĂŶĚ�cŽǀeƌĂŐe͘�

���Z��ŵĂǇ�ŚiŐŚůiŐŚƚ�Ă�siŶŐůe�seƌǀice�Žƌ�Ă�ƌĂŶŐe�ŽĨ�seƌǀices�cŽǀeƌeĚ�ďǇ�ƚŚe��Z��sƵƌǀeǇ͘��Z�s�ŽŶ�siŵiůĂƌ�seƌǀices�ĂcƌŽss�

ƌeŐiŽŶs� cŽƵůĚ�ďe�ƵseĚ� ĨŽƌ� cŽŵpĂƌĂƟǀe�ĂŶĂůǇsis͕� ƚŚŽƵŐŚ�ŵeƚŚŽĚŽůŽŐicĂůůǇ� ƚŚeƌe� is� Ă� ůiŵiƚĂƟŽŶ� ƚŽ� cŽŵpĂƌiŶŐ�ĚiīeƌeŶƚ�

seƌǀices�Žƌ�ƌeŐiŽŶs�ďĂseĚ�ŽŶ�Ƶseƌ�peƌcepƟŽŶs�ŽŶ�ĂccŽƵŶƚ�ŽĨ�ǀĂƌǇiŶŐ�eǆpecƚĂƟŽŶs͘



at city level involving municipal Žĸcers, elected coun-

hand-outs and CRC pamphlet (Annexure 2) among the 

-

ce

under public schemes like JnNURM and Community 

-

nance were also held, where fiŶĚiŶŐs of the CRCs and 

-

ing the CRC fiŶĚiŶŐs with the community to validate and 

verify them and (b) discussing the fiŶĚiŶŐs with key stake-

CRC with municipality, service agencies as well as dissemi-

keeping in mind the target audience. 

The fiŶĚiŶŐs of the CRC could also be presented in a          

providers, such as agency heads in an 'open house' 

discussion on the issues thrown up by the CRC 

internal quality monitoring of services.

-

COMMUNICATING RESULTS AND 
FACILITATING CHANGES



-

-

main report, brochures and pamphlets of the major CRC findings were also developed which were distributed 

during the city-wide campaigns held in both the countries. These were made available in local languages with 

and Bangla so wider audience could be reached and the report could be used as future reference.

desire to engage in reform of public services, making them more responsive and transparent. In this manner CRC exercise 

-

-

Sharing of CRCs in Cambodia and Bangladesh



-

ity of services and response to actual felt needs of the people, as opposed to unilateral decision making in service provi-

-

Three successive CRC exercises in 1994, 1999 and 2004, spearheaded by Public Aīairs Centre (PAC) in Bengaluru, 

India, showed an appreciable change in major public service provision across the three surveys. What were the 

drivers of change? Issue-based advocacy was certainly one of the drivers. The 'glare eīect' of the report cards 

dialogue on report cards and wider civic issues. The media was a driver of change by publicising the findings of 

the report cards and steps taken by service providers to address them. They also highlighted ward-level prob-

-

key to the successful impact of CRC surveys in Bengaluru city (PAC).

Newspaper clippings from Cambodia and Bangladesh



To enable the system to respond to the issues raised through the CRC, the implementers have to play an enabling role, 

roles as pressure groups to enable responsive governance and service provision. In India, the City Level Technical Advisory 

-

elected councillors�aŶĚ�ŵƵŶiciƉal�officials.��

100 Eucalyptus trees have been planted around the dumping site and eīorts have been made to clean up the 

dumping sites (regular sprays for keeping Ňies and insects away etc.)   

Garbage trucks have been covered because of which the waste debris falling oī on the roads is reduced signifi-

cantly. 

A no-garbage dumping sign has been planted in front of Prek Hou market.

2 pathways have been enlarged and are paved with cement. More importantly, a rubber-sealed road to the 

dumping site is scheduled for this early 2014.

community monitoring along with other important areas like good governance, 

chose were informed by the findings of the CRC as well as the FGDs that were 

monitoring was conducted by the NCs and the results were shared with the 

Bangladesh, the problem of garbage being dumped outside a school and its 

consequent health hazards was raised with the ward councillor in one such 

Pictorial Monitoring Chart 
developed by NC in Bangladesh



dŚe� ĚisseŵiŶĂƟŽŶ� pƌŽcess�ŵƵsƚ� ďe� ĂccŽŵpĂŶieĚ� ǁiƚŚ� cĂpĂciƚǇ� ďƵiůĚiŶŐ� ĨŽƌ� iŵpƌŽǀeĚ� pĂƌƟcipĂƚŽƌǇ� ŐŽǀeƌŶĂŶce� ĂŶĚ�

seƌǀice�pƌŽǀisiŽŶ͘�sĂƌiŽƵs�ŵeĚiĂ�ǁĂs�ƵseĚ�ƚŽ�ƌĂise�ƚŚe�iŶƚeƌesƚ�ŽĨ�ŵƵŶicipĂů�Žĸceƌs�ƚŽǁĂƌĚs�iŵpƌŽǀiŶŐ�ƚŚe�ĂccŽƵŶƚĂďiůiƚǇ�

ŽĨ�ƚŚeiƌ�ƌespecƟǀe�ŵƵŶicipĂůiƟes͘�:ŽiŶƚ�ŵeeƟŶŐs�ŽĨ�ƚŚe�ciƟǌeŶsΖ�ŐƌŽƵps�;�d�'�iŶ�/ŶĚiĂ�ĂŶĚ�E�s�iŶ��ĂŶŐůĂĚesŚ�ĂŶĚ��ĂŵďŽ-

ĚiĂͿ͕�eůecƚeĚ�ƌepƌeseŶƚĂƟǀes͕�cŽŵŵƵŶiƟes�ĂŶĚ�ƚŚe�ŵƵŶicipĂů�ŽĸciĂůs�ǁeƌe�ŽƌŐĂŶiseĚ�sŽ�ƚŚĂƚ�seƌǀice�ƌeůĂƚeĚ�issƵes�cŽƵůĚ�

ďe�ĚiscƵsseĚ�ŽŶ�Ă�siŶŐůe�půĂƞŽƌŵ͘�WƌeseŶƚĂƟŽŶs�ŽŶ�ĂǀeŶƵes�ŽĨ�ciƟǌeŶ�pĂƌƟcipĂƟŽŶ�ĂŶĚ�ŐƌieǀĂŶce�ƌeĚƌessĂů�ŚeůpeĚ�ŐeŶeƌ-

Ăƚe�ĂǁĂƌeŶess�ĂŵŽŶŐ�ďŽƚŚ�ƚŚe�ĚeŵĂŶĚ�ĂŶĚ�sƵppůǇ�siĚes͘�^peciĂů�eīŽƌƚs�ǁeƌe�ŵĂĚe�ƚŽ�iŶcůƵĚe�ǁŽŵeŶ�iŶ�ƚŚese�ŽƌieŶƚĂ-

ƟŽŶs�Ăs�ƚŚeǇ�Ăƌe�ƚŚe�ŽŶes�ǁŚŽ�ǁeƌe�ǁŽƌsƚ�ĂīecƚeĚ�ďǇ�pŽŽƌ�ǁĂƚeƌ�ĂŶĚ�sĂŶiƚĂƟŽŶ�seƌǀices͘�

�ŶŽƚŚeƌ�ĨŽƌŵ�ŽĨ�cĂpĂciƚǇ�ďƵiůĚiŶŐ�ŚĂs�ďeeŶ�ƚŚƌŽƵŐŚ�sŚĂƌiŶŐ�ĚŽcƵŵeŶƚs�ƌespŽŶĚiŶŐ�ƚŽ�specific�ŶeeĚs�eǆpƌesseĚ�ďǇ�ƚŚe�

ŽĸciĂůs�ƚŚeŵseůǀes͘�&Žƌ�iŶsƚĂŶce͕�iŶ�/ŶĚiĂ͕�ƚŚe�ŵƵŶicipĂůiƟes�ǁeƌe�iŶƚeƌesƚeĚ�iŶ�ŬŶŽǁiŶŐ�ĂďŽƵƚ�ƚŚe�ϭϳ�pŽiŶƚs�ŽĨ�pƌŽĂcƟǀe�

ĚiscůŽsƵƌe�ƵŶĚeƌ�ZiŐŚƚ�ƚŽ�/ŶĨŽƌŵĂƟŽŶ��cƚ͕�ϮϬϬϱ�ǁŚicŚ�ǁĂs�sŚĂƌeĚ�ǁiƚŚ�ƚŚeŵ͘�dŚe�ŵŽĚeů��ŽŵŵƵŶiƚǇ�WĂƌƟcipĂƟŽŶ�>Ăǁ�

ǁĂs�ƚƌĂŶsůĂƚeĚ�iŶ�,iŶĚi�ĂŶĚ�sŚĂƌeĚ�ǁiƚŚ�Ăůů�ƚŚƌee�ŵƵŶicipĂůiƟes�Ăs�ǁeůů�Ăs�eůecƚeĚ�ƌepƌeseŶƚĂƟǀes�ĂŶĚ��d�'�ŵeŵďeƌs͘�/Ŷ�

�ĂŶŐůĂĚesŚ�ĂŶĚ��ĂŵďŽĚiĂ͕�iŶĨŽƌŵĂƟŽŶ�ĂŶĚ�ĚŽcƵŵeŶƚs�ǁeƌe�sŚĂƌeĚ�ǁiƚŚ�ƚŚe�ŵƵŶicipĂů�ŽĸciĂůs�ĂŶĚ�eůecƚeĚ�ƌepƌeseŶƚĂ-

Ɵǀes�ŽŶ�ŐƌieǀĂŶce�ƌeĚƌessĂů�ŵecŚĂŶisŵs͕�ciƟǌeŶ�cŚĂƌƚeƌs�ĂŶĚ�pƌŽͲĂcƟǀe�iŶĨŽƌŵĂƟŽŶ�ĚiscůŽsƵƌe�eƚc͘��pĂƌƚ�ĨƌŽŵ�sŚĂƌiŶŐ�

ŵĂƚeƌiĂů�ĂŶĚ�iŶĨŽƌŵĂƟŽŶ͕�ƚŚe�cĂpĂciƟes�ŽĨ�ŵƵŶicipĂů�ŽĸciĂůs� iŶ�/ŶĚiĂ͕��ĂŶŐůĂĚesŚ�ĂŶĚ��ĂŵďŽĚiĂ�ǁeƌe�ĂůsŽ�eŶŚĂŶceĚ�

ƚŚƌŽƵŐŚ�sƚƌƵcƚƵƌeĚ�ƚƌĂiŶiŶŐs�ŽŶ�issƵes�ůiŬe�ƌŽůes�ĂŶĚ�ƌespŽŶsiďiůiƟes�ŽĨ�ŵƵŶicipĂůiƟes͕�fiŶĂŶciĂů�ŵĂŶĂŐeŵeŶƚ�ĂŶĚ�sŽciĂů�

ĂccŽƵŶƚĂďiůiƚǇ�eƚc͘����

^ŚŽǁcĂsiŶŐ�ďesƚ�pƌĂcƟces�ƚŚƌŽƵŐŚ�eǆpŽsƵƌe�ǀisiƚs�ƚŽ�ŵƵŶicipĂůiƟes�ǁiƚŚ�sƵccessĨƵů�pĂƌƟcipĂƚŽƌǇ�iŶiƟĂƟǀes�ǁĂs�ĂŶŽƚŚeƌ�

sƚƌĂƚeŐǇ� ĂĚŽpƚeĚ� iŶ� ƚŚese� iŶƚeƌǀeŶƟŽŶs� ƚŽ� ďƵiůĚ� ƚŚe� cĂpĂciƟes� ŽĨ� ƚŚe� ĚeůeŐĂƚes͘� �ǆpŽsƵƌe� ǀisiƚs�ǁeƌe� cŽŶĚƵcƚeĚ� ĨŽƌ�

ŵƵŶicipĂů�ŽĸciĂůs͕�eůecƚeĚ�ƌepƌeseŶƚĂƟǀes͕�ŵeŵďeƌs�ŽĨ�ciƟǌeŶsΖ�ŐƌŽƵps�;�d�'�ĂŶĚ�E�Ϳ͕�iĚeŶƟfieĚ�ŵeĚiĂ�peƌsŽŶs�ĂŶĚ�ciǀiů�

sŽcieƚǇ� ƌepƌeseŶƚĂƟǀes� ƚŽ� Őiǀe� ƚŚeŵ�pƌĂcƟcĂů� iŶsiŐŚƚs� ŽŶ� ŚŽǁ�ŵƵŶicipĂů� seƌǀices� cŽƵůĚ� ďe�ŵĂĚe�ŵŽƌe� eīecƟǀe� ĂŶĚ�

ciƟǌeŶs� cŽƵůĚ�ďe�eŶŐĂŐeĚ� iŶ�pĂƌƟcipĂƚŽƌǇ�pƌŽcesses͘�dŚese�ǀisiƚs�ǁeƌe�cŽŶĚƵcƚeĚ� iŶ�,ǇĚeƌĂďĂĚ� ;ϮϬϬϵͿ͕�sĂƌĂŶĂsi� ĂŶĚ�

:ĂipƵƌ�;ϮϬϭϭͿ͘�dŚe�eǆpŽsƵƌe�ǀisiƚs�ǁeƌe�ƋƵiƚe�sƵccessĨƵů�Ăs�pĂƌƟcipĂŶƚs�cŽƵůĚ�iĚeŶƟĨǇ�ƚŚe�ŐĂps�iŶ�ƚŚe�ƌƵŶŶiŶŐ�ŽĨ�ƚŚese�

ŵecŚĂŶisŵs�iŶ�ƚŚeiƌ�ƌespecƟǀe�cŽƵŶƚƌies͘�dŚeǇ�ǁeƌe�ĂůsŽ�Ăďůe�ƚŽ�seůecƚ�sŽŵe�ŽĨ�ƚŚe�ďesƚ�pƌĂcƟces�ƚŽ�ĂĚŽpƚ͕�sƵŐŐesƟŶŐ�Ăƚ�

ƚŚe�sĂŵe�Ɵŵe�Ă�Ĩeǁ�cŚĂŶŐes�iŶ�ƚŚeŵ�sŽ�ƚŚĂƚ�ƚŚeǇ�pƌŽǀe�ƚŽ�ďe�ĨĂǀŽƵƌĂďůe�ĂŶĚ�ƌƵŶ�eīecƟǀeůǇ�iŶ�ƚŚeiƌ�sƚĂƚesͬcŽƵŶƚƌies�ƚŽ�

sƵiƚ�ƚŚeiƌ�ůŽcĂů�cŽŶƚeǆƚ͘�dŚe�ǀisiƚ�ƌesƵůƚeĚ�iŶ�sŵĂůůeƌ�ůeĂƌŶiŶŐ�cƵƌǀes�Ăs�peŽpůe�ůeĂƌŶƚ�ŵŽƌe�iŶ�ůiŵiƚeĚ�Ɵŵe�ďǇ�ŽďseƌǀiŶŐ�

ŽƚŚeƌs͘�dŚe�pĂƌƟcipĂŶƚs�ƚŚeŶ�sŚĂƌeĚ�ƚŚeiƌ�eǆpeƌieŶces�iŶ�ƚŚeiƌ�ƌespecƟǀe�ciƟes�iŶ�Ă�seƌies�ŽĨ�ŵeeƟŶŐs͘�

dŚe�fiŶĂů�sƚep�ŽĨ�ƚŚe��Z��pƌŽcess�is�ƚŽ�Ěeǀise�ǁĂǇs�ƚŽ�iŶsƟƚƵƟŽŶĂůise�ƚŚe�cŚĂŶŐes�pƌŽŵŽƚeĚ�ďǇ�iƚ͘����Z��ŶeeĚ�ŶŽƚ�ďe�Ă�

ŽŶeͲƟŵe�eǀeŶƚ͖� ƌĂƚŚeƌ� iƚ� cŽƵůĚ�ďe�ǀisƵĂůiseĚ�Ăs�ĂŶ�ŽppŽƌƚƵŶiƚǇ� ƚŽ�ďƌiŶŐ� ciƟǌeŶs�ĂŶĚ�ŐŽǀeƌŶŵeŶƚ�ŽŶ�ŽŶe�půĂƞŽƌŵ͘� /ƚ�

sŚŽƵůĚ�ďe�ǀieǁeĚ�Ăs�Ă�ŵeĂŶs�ĨŽƌ�seƫŶŐ�iŶ�ŵŽƟŽŶ�pĂƌƟcipĂƚŽƌǇ�ŐŽǀeƌŶĂŶce�ĂŶĚ�ĨƵƌƚŚeƌ�iŶiƟĂƟǀes�sŚŽƵůĚ�ďe�ƵŶĚeƌƚĂŬeŶ�

ŽŶ�Ă�ƌeŐƵůĂƌ�ďĂsis�ƚŽ�pƌŽŵŽƚe�sƵsƚĂiŶĂďůe�iŵpƌŽǀeŵeŶƚs�iŶ�seƌǀice�ĚeůiǀeƌǇ�Ăƚ�Ă�ďƌŽĂĚeƌ�ůeǀeů͘

3.3.3 Institutionalising the changes



�iĸcƵůƚ�ĨŽƌ�ciƟǌeŶs�ƚŽ�eǆpƌess�ƚŚeiƌ�ŽpiŶiŽŶ�ŽŶ�ŵƵŶicipĂů�seƌǀices�Žƌ�ĂƵƚŚŽƌiƟes�iŶ�ƚŚe�ďeŐiŶŶiŶŐ

>iŵiƚĂƟŽŶs�iŶ�cŽŵpĂƌĂďiůiƚǇ�ĂcƌŽss�seƌǀice

^eeŬiŶŐ�ƚŚe�sƵppŽƌƚ�ŽĨ�ŵƵŶicipĂů�ĂƵƚŚŽƌiƟes�ĂŶĚ�eŶŐĂŐiŶŐ�ƚŚeŵ�iŶ�ĚiĂůŽŐƵe�

ZiŐŽƌŽƵs�ĂŶĚ�sƵsƚĂiŶeĚ�eīŽƌƚs�ƌeƋƵiƌeĚ�ƚŽ�sƟŵƵůĂƚe�ĂppƌŽpƌiĂƚe�ĨŽůůŽǁ�Ƶp�ĂcƟŽŶ

>ĂcŬ�ŽĨ�ĂǁĂƌeŶess�ĂŵŽŶŐ�ciƟǌeŶs�ǁiƚŚ�ƌeŐĂƌĚ�ƚŽ�ƚŚeiƌ�ƌiŐŚƚs�ĂŶĚ�ƚŚe�pŽƚeŶƟĂů�ƌŽůe�ƚŚĂƚ�ƚŚeǇ�cĂŶ�půĂǇ�iŶ�ƚŚe�

pƌŽcess�ŽĨ�ƌĂisiŶŐ�ĂccŽƵŶƚĂďiůiƚǇ

�Z�� is� Ă� ƵŶiƋƵe� ƚŽŽů� ĨŽƌ� eŶŚĂŶciŶŐ� ciƟǌeŶ� eŶŐĂŐeŵeŶƚ� iŶ� ŐŽǀeƌŶĂŶce͕� ƚŚeƌeďǇ� iŵpƌŽǀiŶŐ� ƋƵĂůiƚǇ� ĂŶĚ�
ĂccŽƵŶƚĂďiůiƚǇ� iŶ�seƌǀice�pƌŽǀisiŽŶ͘� /ƚ�Śeůps�ďƌiŶŐ�ƚŽ� ůiŐŚƚ�Ă�ǁiĚe�ƌĂŶŐe�ŽĨ�ŐƌŽƵŶĚͲůeǀeů� issƵes�ƚŚĂƚ�cĂŶ�ďe�
pƵƌsƵeĚ�ǁiƚŚ�ĚiīeƌeŶƚ�sƚĂŬeŚŽůĚeƌs�Ăƚ�iŶƚeƌŵeĚiĂƚe�ĂŶĚ�ůŽcĂů�ůeǀeůs�ŽĨ�ŐŽǀeƌŶŵeŶƚ͘

/ƚ�pƌŽǀiĚes�iŶĚicĂƚŽƌs�ƚŚĂƚ�cĂŶ�ďe�ƵseĚ�ĨŽƌ�ŵŽŶiƚŽƌiŶŐ�seƌǀices͕�ĂŶĚ�cĂŶ�ĂůsŽ�ƚƌiŐŐeƌ�ĨƵƌƚŚeƌ�sƚƵĚies�ĂŶĚ�sƚƌĂƚͲ
eŐise�iŶƚeƌŶĂů�ƌeĨŽƌŵ͘

dŚe��Z��eǆeƌcise�Śeůps�cƌeĂƚe�ĂŶ�ĂƚŵŽspŚeƌe�ŽĨ�ciǀic�eŶŐĂŐeŵeŶƚ�ƚŚƌŽƵŐŚ�pĂƌƟcipĂƟŽŶ�ŽĨ�ďŽƚŚ�sƵppůǇ�ĂŶĚ�
ĚeŵĂŶĚ�siĚes�ŽĨ�seƌǀice�pƌŽǀisiŽŶ͘

�ŽŵŵƵŶiƟes�ŶeeĚ�ƚŽ�ďe�ŵŽďiůiseĚ�ĂŶĚ�ŽƌŐĂŶiseĚ�ƚŽ�pĂƌƟcipĂƚe�ĂŶĚ�ƌĂise�ƚŚeiƌ�ǀŽice��ĂŐĂiŶsƚ�pŽŽƌ�seƌǀice�
pƌŽǀisiŽŶ

�ƵƚŚŽƌiƟes�ŶeeĚ�ƚŽ�ďe�seŶsiƟseĚ�ĂŶĚ�cĂpĂciƚĂƚeĚ�ƚŽ�ĂĚĚƌess�ƚŚe�ĚeŵĂŶĚs�ŽĨ�ƚŚe�ciƟǌeŶs�ĂŶĚ�pƌŽǀiĚe�ƋƵĂůiƚǇ�
seƌǀices��
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Annexures

STATUS OF WATER, SANITATION AND SOLID WASTE MANAGEMENT SERVICE



Sl.
No.

Name Age Sex �ĚƵcĂƟŽŶĂů
Status

KccƵpĂƟŽŶĂůͬ
�cŽŶŽŵic��cƟǀiƚǇ

DŽŶƚŚůǇ�/ŶcŽŵe

dŽƚĂů�,ŽƵseŚŽůĚ�/ŶcŽŵe









41. How do you rate the water supply services?

III. STATUS OF SANITATION (Includes Public Latrine, Sewrage, Drainage & Solid Waste Management)



Rs. Don’t pay







Annex 2: Example of a CRC, Biharsharif
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