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Citizens satisfaction surveys based on a

, t governancei and social inclusion policies

' , ;, i l  This methodology noW serves as an;l l This methodology now serves as ar

accountabil ity mechanism both for
, cit izens and decision makers, providing

them with the nbcesiir,y ihformation on
how to improve the overall goverhance

,'jl , system and contribute to:the refoim
processes irnitiated in the country.

A nat ional l l '  owned Governance
Assessment MethodologY was
developed, pioviding tools for assessing

1 please state under which of the following nine outcome areas your project falls into, (in addition to BDP Outcome 69 "Capacities

of stakeholders to assess and measure democratic governance reform strengthened") :

1 .  Civ i l  soc iety,  ( inc luding c iv i l  soc iety organizat ions and voluntary associat ions) ,  and the pr ivate sector  contr ibute to the MDGs in

support  of  nat ional  p lanning st rategies and pol ic ies

2. Electoral laws, processes and institutions strengthened to ensure inclusive participation and professional electoral administration

3.  Access to in format ion pol ic ies support  accountabi l i ty  and t ransparency 
. )



CU MU TATIVE RESOURCES UTILIZED

GAP resources: 200,000 USD

Other resources (as appl icable; please state sources of funding and amount):  UNDP TRAC: 32'920 USD

PROJECT PERFORMANCE_MAIN CHALLENGES

lnternal factors:
o Select ing potent ial  researchers for developing the pi lot  study was a chal lenge, due to the lack of in-country

experts with a thorough knowledge of ihe subject. This is why a research institution was engaged' This

inst i tut ion had both the necessary hurrn resources and means to carry out an in-depth research in both the

hea| thandeducat ionsec tor ,basedontheagreedmethodo|ogy f ramework .

External factors:
o conducting a governance assessment was a new initiative. lt was a challenge to foresee the flow of all activities

beforehand. E-xperiences from other countries would have been helpful throughout the process'

o lnvolving representatives from the readers group, especially members from the institutions in the education and

health sectors, was very important for the quality of the governance assessments. However, only a few officials

from the vtiniitry of Education and the Ministry of Health provided comments and suggestions'

PROJECT PERFORMANCE-MAIN OPPORTUNITIES .. ;",

o The project provided policy makers and the broader community with insights into people's perceptions on

pol i t ical ,  social  and economic issues, inter-ethnic relat ions and trust in inst i tut ions. Gett ing people's views on

their  needs and concerns, especial ly of  those whose voice could be hardly heard in the publ ic pol icy processes'  is

even more important as the country devolves powers to local authori t ies and prepares for EU membership'

o The project has provided an oportunity for all project board members to become very much involved in the

development phase of the report  f rom the very beginning. Their  support ,  dedicat ion and commitment

throughout the entire process was crucial for the smooth implementation of the project'

o The team that was selected by the nat ional partner -  the South East European Universi ty team, had a previous

vast experience with project management and working with internat ional consultants '  This was very important

as they carried out the Governance Assessment methodology, which was a new and innovative approach for

them. The prepared report now serves as a critical accountability mechanism for a variety of stakeholders'

including ci t izens and decision makers. l t  provide al l  the necessary information on how to improve the

governance system and contribute to the governance reform processes initiated in the country' lt was widely

disseminated to all relevant partners and promoted on different events'

o Experience shows that governance is crucial  for the health and educat ion systems to ful f i l l  their  essent ial  publ ic

4. National, regional and local levels of governance expand their capacities to reduce conflict and manage the equitable delivery of

public services
5. Legislatures, regional elected bodies, and local assemblies have strengthened institutional capacity, enabling them to represent

their constituents more effectively

G. Effective, responsive, accessible and fair justice systems promote the rule of law, including both formal and informal processes'

with due consideration on the rights of the poor, women and vulnerable groups'

7. Strengthened capacities of national human rights institutions
g. Strengthened national, regional and local level capacity to mainstream gender equality and women's empowerment in

government policies and institutions

6. Strengthened national, regional and local level capacity to implement anti-corruption init iatives 
?



functions, as it encompasses institutions and linkages among citizens, government officials and health/education

service providers. some of the target groups, for example, the Ministry of Education and the Ministry of Health

were quite cooperative in providing information to the research institutions and they were very enthusiastic

about the research results.  This mechanism proved indispensible in obtaining a complete picture of

vulnerabi l i t ies and r isks in the context of  educat ional and health pol ic ies'

r  In the second phase, the creat ion of community based planning groups in the four pi lot  municipal i t ies al lowed a

more productive involvement of local stakeholders in the execution of the de-facto governance assessment in

the ten areas of the transferred competencies. The complexity of the assessment required participation of the

local stakeholders in the preparatory phase including the preparation of the citizen's satisfaction survey

questionnaire. since, the survey was cairied out by selected local cSos, the preparatory/instructive meetings

helped increase the csos capacity for more effective involvement in the monitoring and evaluation of the

delivery of local services. The preparation of the survey was also used as an opportunity for joint overview (with

local officials) of the scope of local services, more precise definition of the local responsibilities (those that are

authentic and those that are shared with other municipalities and /or state institutions), the actual coverage of

the populat ion of the municipal i ty with part icular services, the exist ing modal i t ies of the service del ivery and the

assumed expectations of the citizens on the quality of services in all ten areas of the transferred competencies'

stakeholders and t ick the boxes as appropriate:

Strengthened

L. Government
2. Donors
3.Civil societY:
o)Acodemia
b)Unions
c) Rel i gious o rg a ni zati ons

d) NGO/CB2s

4. Private sector
5. UN system
5. Other Int .organizat ions
( l ike lMF, ADB, etc)
7. Other (please sPecifY)

Comments:
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ToWHATDEGREEWAsTHECoUNTRY.IEDAPPRoACHEFFECT|VE?
please indicate how GAp funded activities totto*eo trr" tt*e princ-'rphs of the country-led approach: strengthening

: - -  T

country-ownership, developing capacit ies of local stakeholders, and al igning with country 's pol ic ies and pr ior i t ies'  To

what extent were these principles conducive to achieving the project results? Do these principles make a difference in

terms of sustainabi l i ty? Did these pr inciples assist  in strengthening both the supply and demand side of democrat ic

governance?

The south East European Universi ty was engaged as the Responsible Party for the project implementat ion'  The nat ional

partner institution was identified after its capacities were dully assessed for the envisaged project components' Once

the cooperation agreement was signed. A research was conducted in collaboration with the national team of experts

and as a result a final draft of the report was provided to the readers group for the final comments'



The report systematically addresses issues related to social cohesion, quality of governance and ethnic cohesion, while

deepening its focus on a specific theme of particular importance - reflective of the country's actual development and

policy priorities.

The governance assessment in the area of social exclusion was expected to support national efforts to monitor and

evaluate the governance, thus br idging the gap between the government and ci t izens in understanding the pr inciples of

democratic governance. The developed methodology can serve as a critical accountability mechanism for a variety of

stakeholders, especially the citizens of the country, the non-state actors and the decision makers - so that they all have

the necessary information to improve the governance reform processes initiated in the country'

Broadening of the ini t ia l ly tested methodological  approach in two areas (educat ion and health) to al l  ten areas of the

transferred competencies ( local economic development,  urban planning, communal infrastructure, protect ion of

environment, social and child protection, culture, sport and recreation, rescue and protection of citizens and goods)

contr ibuted to sett ing basel ine indicators on the percept ions of the ci t izens on the qual i ty of the local services in the

four pi lot  municipal i t ies. The sett ing of the basel ine indicators wi l l  further enable translat ion of the ident i f ied needs and

problems into concrete community based local pol icy act ion and a consequent pr ior i t izat ion and budget ing consistent

with the needs and the expectat ions of the communit ies. The governance assessment of the four pi lot  municiplai t ies

precisely indicated the areas that require attention for achieving the overall objectives of social inclusion. The registered

impact of decentral ized f iscal  management on service del ivery outputs and documented areas of pol icy weaknesses in

di f ferent sectors strengthened the ongoing work of the Ministry of Finance on improving the f iscal  equal izat ion

framework.

WAYS IN WHICH GAP FUNDED ACTIVITIES WERE CATATYTIC AND INNOVATIVE

please indicate how GAp funds helped the CO advanced i ts agenda in Democrat ic Governance. How did GAP funds al low

the CO to explore innovat ive approaches? Did other donors or the government provide addit ional funding as a result?

Did the GAp funds al low UNDP to advance the dialogue or garner a leadership posit ion?

The project was designed to provide policy analysts, decision makers and the public at large with an effective analytical

pol icy tool  that would cont inue analyzing people's percept ions on key var iables that af fect their  l ives, based on explor ing

and suggest ing possible pol icy opt ions that are responsive to ci t izens'aspirat ions and concerns, support  the country 's

general  development and i ts advancement towards EU membership. The report  systematical ly addresses issues related

to social  cohesion, qual i ty of governance and ethnic cohesion, whi le deepening i ts focus on a specif ic theme of part icular

importance - reflective of the country's actual development and policy priorities. The third issue supported with this

project provided further analyses and tools for policy makers and other involved stakeholders in regard to the regional

development processes and eual i ty of l i fe in the 8 regions in the country,  in l ine with the EU accession process

requirements. The "people-Centred Analyses" report series monitors people's perceptions through regular surveys,

provides stat ist ical  indictors, pol icy-or iented analysis of the important issues on social  inclusion and governance and also

recommends effective policy actions.

Also as part of the Global programme on Capacity Development for Democratic Governance Assessments and

Measurement, in March 2009, a new initiative began, aiming to reflect activities for supporting the governance

assessment component.  The methodology was developed to support  the nat ional ef forts to monitor and evaluate

governance. The process consisted in developing a nat ional ly owned methodology for governance assessment and

related capacity building activities of local pool of trainers and researches to conduct the assessment' Such Assessment

can contr ibute to further examine the governance in the area of poverty reduct ion and social  inclusion pol ic ies and can

also mobi l ize a wide range of stakeholders.

As a complementary tool ,  a scient i f ic research on representat ive sample from total  number of populat ion was

conducted in four pilot municipalities: Krushevo, Jegunovce, Konce and Cair as an effort to determine the satisfaction of

the citizens with services provided at local level. This type of a citizens satisfaction survey based on a statistical model of

disproport ional strat i f ied sample (due to the di f ferences between the selected municipal i t ies) is unique for the country

and has provided for the first time an opportunity for the citizens of these municipalities to give feedback both to the



local and the central government institutions on issues related to the quality of services and governance at local level' In

addit ion, this instrument provides an innovat ive mechanism for the inhabitants of these municipal i t ies to communicate

their  pr ior i t ies to decision makers at the local level.  conclusively,  this instrument has proved to be quite instrumental  in

assessing the quality of the services and identifying the community priorities from the perspective of the inhabitants of

the pi lot  municipal i t ies.

The citizen,s satisfaction survey results reflected the demographic profile of all residents in the pilot municipalities. A

valuable database was produced highl ight ing the specif ic percept ions of youth, women and di f ferent ethnic

communit ies on the qual i ty of the local services. In order to bui ld the capacit ies of the local CSo's,  SEEU-UNDP

outsourced the operat ive real izat ion of the survey to a local cSo's.  An addit ional structured quest ionnaire was sent to

the administrat ion of the pi lot  municipal i t ies with the aim to col lect stat ist ical ly val id data from the municipal  of f ic ials on

the preparation and delivery of the local services. The questionnaire itself and the collected responses represent useful

tools and a knowledge base for improved planning, allocation of resources and improved process of creation of local

publ ic pol ic ies for the four pi lot  municipal i t ies and other municipal i t ies country wide.

LESSONS LEARNED
please elaborate on the three most important lessons learned during the project implementat ion'

There is need to strenghten the capacities of experts and civil society members to analyze data through quantitative

research methods and to better understand the general  technical  aspects of stat ist ical  methods'  This would lead to a

better interpretat ion of stat ist ical  f indings and would provide sound analysis for rais ing di f ferent chal lenges relevant to

the subject.

When implementing pivotal  programmes such as the governance assessment,  i t  is very important to share the

knowledge and experience from other countr ies on potent ial  r isks and opportunit ies.

lnvolvement of al l  relevant stakeholders in such processes is crucial ,  both for providing expert ise in analyzing specif ic

parts of the report/assessments and also, for using the data/methodology later on for the purposes of their own

institutions.

SUPPORT FROM HQ/REGIONAI BUREAUS/REGIONAL SERVICE CENTRES

please indicate the nature of support  requested and received from the GAP team, HQ, Regional Bureaus, Regional

service centers, DG-net during the course of project implementation.

Regular report ing was provided to the Oslo Governance Centre and discussions were held on several  occasions'

Al l  the suggest ions and recommendations that were given to the nat ional team have been very useful  and have led to

improvements of several  points of implementat ion, especial ly when i t  came to developing and implementing the

governa nce assessment methodology.

The BRC Regional programme Special ist  on Governance Assessments part ic ipated in the consultat ions on ut i l izat ion of

the already developed assessment methodologies on governance issues in addit ional four municipal i t ies.

GENDER MAINSTREAMING
Has your project contr ibuted to gender mainstreaming? l f  so, please elaborate.

The pCA report  provides some gender disaggregated data. One aspect refers to the gender part ic ipat ion on the labour

market.  The report  contains some explanat ion on the low level of  female representat ion in the publ ic sector

administrat ion, especial ly when i t  comes to Albanian women. Brief  analysis of the reasons are incorporated mainly

related to the life style, level of education and the female participation in the mainstream development of the society

which includes the access to information ( internet usage, emancipat ion, etc.) .  The gender dimension was also analyzed

from the perspective of job security. One of the report's conclusions is that women feel less secure in their job positions.



The GA methodology incorporates gender perspective, indirectly, through defining the excluded segments of society in

the area of educat ion and health.  Another gender perspect ive is analysed in the report  f rom the research conducted in

the educat ion sector within 6 municipal i t ies.

Gender related variables were taken into account when developing the statistical sample for the client satisfaction

survey questionnaire for the pilot municipalities. The used model of disproportionate stratified statistical sample

(O,Sul l ivan, Rassel,  Berner,2002) al lows more indepth analyses of the percept ions of women and man on the qual i ty of

the local service delivery, while also taking into account the urban/rural specifics of the pilot municiplaities. Complete

gender disaggregated data was produced for all the four pilot municipalities. Specific comparative analyses and findings

on the gender perception of the quality of the most relevant local services are presented in the respective municipal

Reports.
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