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A tool to improve education service delivery?

Community Score Cards

Policy Innovation Case Studies No. 2



Background

In the MENA region, CARE International 

plays a leading role in promoting SAIs and 

CSCs in particular. In November 2010, 

CARE International in Egypt and the 

World Bank organized the first regional 

workshop on social accountability, which 

led to the establishment of the Affiliated 

Network for Social Accountability in the 

Arab World (ANSA-Arab World). During 

2013–14, ANSA-Arab World allocated 

small grants (of US$25,000 on average) to 

implement community scorecards to 11 civil 

society organizations (CSOs) across health, 

childcare, education, water and sanitation, 

and other services in the region (Aston, 

undated: 5-8, 18–19).  This PICS focuses 

on CSCs in the education sector as a key 

sector suffering from low quality of service 

provision in the region (see Brixi, Lust and 

Woodcock 2015). 

Actors

The main actors involved in setting up CSCs 

are international donors (providing the 

funding, such as the Global Partnership for 

Social Accountability at the World Bank), 

one or more national Non-Governmental 

Organisations (NGOs), local partner NGOs 

or CSOs, service providers (ideally both 

front-line service providers, e.g. headmasters 

and teachers, and higher officials in the 

education ministry), parents of school-going 

International donors and national 

governments have shown significant 

interest in social accountability initiatives 

(SAIs) as possible ways to address 

widespread dissatisfaction with the 

poor quality of, and corruption in, basic 

service delivery, including education. 

Community Score Cards (CSCs) are one 

type of SAIs which give more space to 

service users to express their opinions and 

needs. This can improve service providers’ 

responsiveness to local needs and build 

mutual accountability between service 

users and providers. However, to succeed, 

CSCs depend on some key governance 

institutions and the willingness of 

service providers to also be downwardly 

accountable to their service users. While 

local NGOs implementing CSCs have 

found some pragmatic solutions to 

increase chances of success, there is a risk 

that these solutions inadvertently shift the 

burden of service provision from the state 

to service users. 

Summary

i. These included the following CSOs: The Palestinian Center for Communication & Development Studies, the Student Forum 

Institute (Palestine), the Amman Center for Human Rights, the Social Development Association ( Jordan), the Yemeni Observatory 

for Youth, the Gateway Development Foundation (Yemen), the Auberge Beity Association (Lebanon), the Lebanese Center for Active 

Citizenship (LCAC), Al Choula for Education & Culture Association (Morocco), Youth of Change (Morocco), and Association du 

développement et des études strategiques de Medenine (ADESM – Tunisia). A 12th grantee, Al Ekhlas association in Egypt, was 

separately funded through CARE Egypt due to the inability to get approval from the Ministry of Social Affairs (Aston, undated:8–9).
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children, and pupils themselves. 

Institutions and Norms

Key institutions are a conducive legal 

framework (including the freedom to 

assembly and right to information laws), 

and an active civil society with a good 

understanding of the meaning of social 

accountability. The CSC approach also relies 

on several assumptions (Wild and Wales 

2015: 13): First, that the state is prepared 

to be scrutinised by citizens and can exert 

control over service providers; Second, 

that providing the state with additional 

evidence on citizens’ perceptions of service 

delivery will contribute to evidence-based 

planning or resource allocations and their 

implementation; Third, that citizens want 

to participate in decision-making processes, 

and are able to do so effectively; and fourth, 

that bringing together different stakeholders 

will result in stronger collective action 

and collaboration (rather than increased 

mistrust). 

The Innovation

CSCs are a community-based monitoring 

tool (usually facilitated by a local NGO) 

that assesses government performance 

in providing public services. Based on a 

joint analysis of qualitative data and scores 

obtained through focus group discussions 

with the community and a self-evaluation 

by the service providers, the process usually 

includes interface meetings between service 

providers and users to formulate a (public) 

action plan to address any identified 

problems and shortcomings (Grandvoinnet, 

Aslam and Raha, 2015:295–6).   ii

What worked? 

The evaluation of the small grants program 

found that with regard to education, the 

teachers faced similar issues such as low pay, 

high work pressure and long working hours. 

CSCs can generate a better understanding of 

these constraints on the part of the parents, 

and stimulate creative problem-solving. 

For example, due to the CSC process in one 

school in Jordan, a permanent committee 

was established which regularly unites the 

pupils, parents, teachers and administrators 

and enjoys more direct links with the 

Ministry of Education (Aston, undated:24–5). 

In Yemen, the CSC identified the quality 

of school infrastructure and teacher 

performance as key challenges and created 

an action plan that led to a significant 

increase in community satisfaction with 

services (Aston, undated: 26). Finally, the 

Amman, Jordan

 ii. See also “Community Scorecard” in the Social Accountability E-Guide. Available at: https://saeguide.worldbank.org/sites/

worldbank.org.saeguide/files/documents/1_Community%20Scorecard.pdf (accessed 8 August 2017).



CSC process in a vocational training centre 

in Casablanca, Morocco, helped citizens 

realize the importance of participating in 

school management rather than relying on 

the centre’s administration and procedures 

(Aston, undated:26).

Can lessons be learnt for the context in 

question or other contexts?

While the evidence is not systematic, the 

examples show that CSCs can improve social 

accountability and education provision. 

However, many CSC experiences also reveal 

that service providers are sceptical about 

the benefits CSC, especially given their 

obligation to be upwardly accountable to 

their superiors, rather than  their service 

users (Aston undated:36). Some of the 

local NGOs facilitating CSC processes 

solved this problem by avoiding the word 

“accountability” and instead promoting 

the participation of service users in school 

or facility management. While this is a 

pragmatic approach, such a strategy risks 

“absolving” the state from its responsibilities 

and compelling service users to carry 

the burden of ensuring adequate service 

provision (e.g. parents’ associations raising 

funds for and contracting out school 

maintenance works). 

Methodological notes

This PICS was written on the basis of 

a literature review and drawing on the 

evaluation of the ANSA-Arab World small 

grants program implemented during 2013-

2014 (see also Bergh forthcoming 2019).
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