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Appendix EB 2019/128/R.13

Glossary of feedback mechanisms®

Citizen report card is an assessment of public services by users (citizens) through
client feedback surveys. It goes beyond data collection to become an instrument for
exacting public accountability through extensive media coverage and civil society
advocacy that accompanies the process.

Community monitoring is a system of measuring, recording, collecting and analysing
information, and communicating and acting on that information to improve performance.
It holds government institutions accountable, provides ongoing feedback, shares control
over M&E, engages in identifying and/or taking corrective actions, and seeks to facilitate
dialogue between communities and project authorities.

Community oversight is the monitoring of publicly-funded construction projects by
citizens, community-based and/or CSOs participating directly or indirectly in exacting
accountability. It applies across all stages of the project cycle, although the focus is on
the construction phase.

Community scorecard is a community-based monitoring tool that assesses services,
projects and government performance by analysing qualitative data obtained through
focus group discussions with the community. It usually includes interface meetings
between service providers and users to formulate an action plan to address any
identified problems and shortcomings.

Grievance redress mechanism is a system whereby queries or clarifications about the
project are responded to, problems with implementation are resolved, and complaints
and grievances are addressed efficiently and effectively.

Participatory budgeting is a process through which citizens participate directly in
budget formulation, decision-making, and monitoring of budget execution. It creates a
channel for citizens to give voice to their budget priorities.

Participatory planning convenes a broad base of key stakeholders, on an iterative
basis, in order to generate a diagnosis of the existing situation and develop appropriate
strategies to solve jointly identified problems. Project components, objectives and
strategies are designed in collaboration with stakeholders.

Procurement monitoring, refers to independent, third-party monitoring of
procurement activities by citizens, communities or CSOs to ensure there are no leakages
or violation of procurement rules. Participatory procurement monitoring is recommended
for high-value procurement and should not be implemented across the entire spectrum a
project’s procurement activities.

Public displays of information refers to the posting of government information,
usually about projects or services, in public areas, such as on billboards or in
government offices, schools, health centres, community centres, project sites and other
places where communities receive services or discuss government affairs.

Public hearings are formal community-level meetings where local officials and citizens
have the opportunity to exchange information and opinions on community affairs. Public
hearings are often one element in a social audit initiative.

Third-party monitoring provides an independent perspective on project or government
performance. Conducted by parties that are external to the project target groups and
management structure, it assesses: whether intended outputs, outcomes and impacts
have been achieved; and whether stakeholder feedback processes are functioning as
intended. It can be conducted by CSOs, think tanks, academic institutions, media
organizations or private firms. Third-party monitoring may also be used for on-site
supervision, reporting and implementation support for projects in fragile and security-
challenged situations that prevent IFAD staff from directly supervising them.

2 World Bank (2010), How-to Notes: How, When, and Why to Use Demand-Side Governance Approaches in Projects.



