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A digression into service delivery

« Services are failing poor people.
» But they can work. How?

* By empowering poor people to
— Monitor and discipline service providers
— Raise their voice in policymaking

By strengthening incentives for service
providers to serve the poor
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What iIs the right question to ask?

» What institutional conditions support the
emergence of capable, motivated, frontline
providers with clear objectives & adequate
resources?

» Successful services for poor people emerge
from institutional relationships in which key
plaﬁers in service delivery are accountable to
each other
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Accountability is key...

» Where accountability is strong, services can
be improved with more teaching materials,
more drugs, more trained teachers and
health workers, more PTAs...

 But where accountability is weak,
addressing the proximate determinants of
success will not work
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A framework of
relationships of accountability

Poor people Providers
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The relationship of accountability
has five features

Delegating

Actors Accountable
(principals) actors
including (agents)
clients, Performing including
citizens, policy-
policy- makers,
makers providers

Enforcing
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A framework of
relationships of accountability

Policymakers

Compact

Poor people Providers
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A framework of
relationships of accountability

Policymakers

Poor people Providers

Client Power
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Services work for poor people
when accountability is strong

Policymakers

f acc,
oute O oy,
\ ’”66/.

§
-

Short route
Poor people Providers

N 44 % ‘”. "ﬂq. Making Aid Work for Poor People

Aid works for poor people when
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Accountability and the delivery
of aid

Donor Recipient

Pullllmans and Prugrammam: aid Fallllcmns and
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Self-halp projects Investment projects
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Donors & service delivery:
solutions & problems

Policymakers
Project
= implementation
units

Global
funds

Poor people Providers

1

Community driven
development
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Reforms at the World Bank
o SALs to DPLs, late 1990s

» Action Plan on Aid Effectiveness —March
2009, post Accra

 Voice Reform & G20 support — changing
authorizing environment

* Investment Lending Reform, 2010
— Operational Risk Assessment Framework

» Open Data Initiative, April 2010; Access to
Information, disclosure to access, July 2010
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Operational Risk Assessment Framework (ORAF)

PROJECT DEVELOPMENT OBJECTIVES -KEY RESULTS/OUTCOMES

—_ ™ Risks to Project

2.1 Country Risk | (2.2 Institutional Risk
(Sector / Multi-Sector Level)
Politics & ility &

i Fraud
Governance Ownership

Oversight Capacity & Corruption

Decision Making Policy

1.1 Stakeholder Risk
socity (8 IMPLEMENTING AGENCIES RISKS (Including FM & PR risks)

Donor Relations 3.2 Governance Risk 3.1 Capacity Risk

i Decision Makin
Environment 9 Resources Processes & Systems

Accountability & Oversight

Borrower Relations
Security PROJEC |‘
Behavior & Norms
4.1 Design Risk 4.2 Safeguards Risk 4.3 Program & 4.4 Delivery
Donor Risk Quality Risk
i Civil Society Ownership Technlca!
Other Key Relations " Program
Y Capacity Complexity Environmental Dependencies Sustainability
. 3.3 Fraud & Corruption Dispersion Social Donor Measurability
Systemic Fraud i Collaboration
" 2% Risk Arrangement
General Public i .
Perception Risk & Corruption Complexity
P Prevalence of F&C Other Donor Delivery Contract
Design Flexibility Management
Economic

Transp: & Controls

4.5 Other Risks (Top 2)
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Project Processing

Project Preparation Project
Document Process Clearances Assessments
Track 1: Simplified —— implifi
Express Lane Project Paper S',',';p.gzﬁ‘iigeﬁg' Less and S('v'vgrl&f'iﬁd
Preparation (e.g. only 4 Meeting) Lower Level progress)
Projects annexes)

Concept
Review
Package

Standard, with
some
simplifications Standard Standard
(work in

Track 2: Project Paper,
Regular with additions
Preparation (work in

Projects progress) progress)
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Why move from supervision to
Implementation support?

 Philosophy of supervision out of synch with
what clients are demanding

 Supervision ends up too rigid with
excessive focus on compliance

 Leads to fragmented teams

» Resources a constraint (people & budget)

 Lending must adapt to demand for
accountability focused on results
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Key elements of
Implementation Support

Responding to
need for client Institutional framework for assessing IS needs

capacity Risk-based hto IS with i d
= o ISK-pased approach to WIth INnCrease
building to flexibility

focus on
results: Resources, staff skills, and systems

Country systems, efficiency gains in fiduciary
and safeguards
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Open Access to Bank Information
Inspired by Indian Right to Information Act
Maximize access to Bank information

Disclosure is default, with explicit list of
exceptions

Safeguarding the deliberative process

o Clear staff procedures for storing &
disclosing information

* The right to appeal

11



