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Slide 1:  Introduction 

In this presentation, we will review the concept of performance monitoring as a social accountability 
tool.  We’ll learn about some of the methodologies, tools and practices that serve as practical guides to 
local projects, public services and government programs.  

Slide 2:  What is Performance Monitoring? 

Performance monitoring refers to the involvement of citizens, users of services, civil society 
organizations and government agencies in the monitoring and evaluation of service delivery and public 
works. It requires setting standards and creating indicators against which project performance is 
measured. It could also take the form of actions intended to enhance civic participation and to ensure 
inclusiveness, responsiveness and transparency of public institutions. 

Slide 3:  What does it Do? 

Performance monitoring observes the implementation and performance of public services and 
expenditures to ensure that user expectations and requirements are satisfied. It tracks inputs and 
outcomes of project services and the resulting information is used to identify gaps and put pressure to 
improve services or facilities. This technique also encourages healthy competition among service 
providers by evaluating their respective performance across sectors, regions, or facilities.  Performance 
monitoring can take the form of surveys, community forums, media advocacy, or meetings between 
service users and service providers. 

Slide 4:  Issues Examined 

Performance monitoring tracks the various factors that affect the transformation of public funds into 
services and projects.  These factors could include: adequacy of funds, access, quality and choice in 
services, or effective targeting of beneficiaries.  Other times, performance monitoring exercises focus on 
the capacity of service providers, their incentive systems, or the flow of funds and information regarding 
service delivery.  

Slide 5:  Who it Serves 

Performance monitoring is designed for and used by citizens, who are the primary beneficiaries of the 
public services being monitored.  It aims to give them a means to influence the efficiency, quality and 
accountability of public services. By creating ways for citizens and civil society to monitor performance, 
increased pressure is placed on the public sector to be responsive to citizens’ needs and to use public 
funds more conscientiously.  

Slide 6:  Expected Results & Outcomes 
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Performance monitoring aims to produce both operational results and process outcomes.   Operational 
results refer to changes such as the introduction of corrective measures and other operational 
enhancements to improve performance.  By contrast, process outcomes are broader in nature and 
include the empowerment of citizens and the introduction of long-term institutional, behavioral and 
relational changes. For example, a performance monitoring exercise done in Bangalore, India in 1999 
used a tool called a Citizen Report Card to pressure the government to make much-needed changes.  In 
response to the citizen-led performance monitoring exercise, the state government set up a Task Force 
to closely monitor citizen feedback and also initiated training programs on customer responsiveness for 
staff members of the Bangalore Development Authority and the Water Board.  Seeing the value in using 
ordinary citizens to monitor the provision of services, the Karnataka Electricity Board introduced regular 
consumer satisfaction surveys.  

Slide 7:  Tools and Mechanisms 

There is a broad range of performance monitoring tools being applied around the world.  For example, 
one of the most widely-used performance monitoring tools is a citizen report card, which is a survey-
based qualitative assessments of services.  Another tool is the community scorecard, which combines 
quantitative surveys with qualitative meetings.  Social audits combine the techniques of these two tools, 
using both quantitative and qualitative methods.  Finally, in procurement monitoring, citizens track the 
process and procedures of public procurement to ensure transparency in public procurement.  

It is important to recognize that these tools are only some of the mechanisms being practiced and that 
they are not mutually exclusive.  For example, hybrid approaches can combine several different types of 
performance monitoring techniques to better respond to local requirements by using two or more of 
the techniques we’ve just mentioned.  

Slide 8:  Factors for Success 

There are several key factors that lead to success in performance monitoring initiatives.  Firstly, citizens 
must have access to relevant information and possess the necessary skills to effectively monitor 
performance.  An additional requirement for a successful performance monitoring exercise is a well-
designed interface meeting between the citizens leading the initiative and the service providers.  
Meaningful results are most likely to be achieved when citizens, service providers, and public officials all 
have strong incentives to act on the results of the initiative and the capacity to implement suggested 
improvements.  

Slide 9:  Citizen Participation 

Achieving full and meaningful citizen participation in performance monitoring can be challenging.  
Successful performance monitoring depends upon the participation of a representative group of citizens 
in terms of gender, ethnicity, educational status, income level and a host of other locally-relevant 
factors.  Social exclusion and marginalization can make this type of representation difficult.  Government 
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or service providers may also attempt to limit participation to certain segments of society to achieve 
more positive results.  

Slide 10:  Applications 

Performance monitoring empowers citizens to rate the performance of service providers, which in turn 
improves service delivery outcomes.  It also plays an important role in monitoring poverty reduction 
programs by diagnosing situations at the local level and providing insight on the impact of policies and 
programs.  Performance monitoring can also be used to monitor budgets or the allocation of public 
resources, and the effectiveness of public expenditures. It is also increasingly being used by citizens to 
monitor public procurement.  

Slide 11:  Review 

In this presentation, we covered the basics of performance monitoring.  This social accountability 
technique uses citizen feedback to exert pressure on power holders to improve the provision of public 
services.  While there are a range of monitoring tools being practiced today, these tools are linked by 
the common goals of empowering citizens to participate more effectively in demanding accountability 
from the providers of the services that have direct impacts on their daily lives.  

 


