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EXECUTIVE SUMMARY

The Identification of Poor Households (IDPoor) programme has been running since 2006, implemented
by the Royal Government of Cambodia (RGC), through the Ministry of Planning (MoP). This programme
is now the RGC's mandatory approach for targeting pro-poor outcomes in the country and is critical for
disseminating up-to-date information on poor households to Government and non-governmental
agencies to help them better target services and assistance to the poorest and most vulnerable
households'. The identification process of the poor households through the IDPoor programme used
to be conducted exclusively through campaigns organized every year in 8 or 9 capital/provinces,
leading to a full update of the national list of poor households every 3 years. In May 2020, as the RGC
was preparing the launch of a national cash transfer programme to respond to the economic impact of
COVID-19 in Cambodia? an ad hoc nationwide campaign to update the list of households recognised
as poor families was conducted outside of the normal identification campaigns. Following this
campaign, ‘On-Demand’ (OD) services were also made available to all citizens in the country. Through
these new services, any citizen can ask the commune administration to be registered as IDPoor,
triggering a process to assess the eligibility of the household.

From November 2020 to March 2021, World Vision International Cambodia (WVI-C) conducted a pilot
project® aiming to improve the quality of the OD IDPoor service delivery by the administrations of 208
communes through social accountability as part of the Implementation of the Social Accountability
Framework (ISAF) project. The preparation and implementation of this pilot project (from capacity
building to the development of the Information for Citizens (I14C) materials, citizens engagement and
data collection) was seriously affected by the restrictions that were introduced to prevent and control
several episodes of community transmission of COVID-19 in the country. Despite the challenges related
to COVID-19, almost 44,000 citizens, officials and service providers took part in the pilot project:

- Almost 16,000 citizens took part in the Information for Citizens activities and several hundred of

officials;
- More than 24,000 citizens took part in the Scorecard Monitoring;
- Almost 3,600 officials and service providers took part in the Self-Assessment.

An assessment of the pilot project was conducted during the second half of 2021 to understand:

- To what extent, and under what conditions, social accountability can contribute to improve the
delivery of the OD IDPoor services.

- How the approach of the ISAF project on the OD IDPoor services could be improved.

This report presents the key findings and recommendations identified in the assessment and is

intended for three main stakeholder groups:

- The MoP, National Committee for Sub-National Democratic Development Secretariat (NCDDS) and
development partners that are directly involved in the implementation of the IDPoor programme

! For more information on the IDPoor programme, please, see https://www.idpoor.gov.kh/

2 For more information on this programme, please see here.

3 The project was co-funded by German Corporation for International Cooperation (G1Z), by the Social Accountability and Service
Delivery Trust Fund managed by the World Bank with the support of the German Ministry for Economic Cooperation and Development
(BMZ), the Swiss Agency for Development and Cooperation (SDC) and by World Vision Australia. The project also received the
technical support of the Department of Foreign Affairs and Trade (DFAT) from Australia and of the United Nations Children's Fund
(UNICEF).

4


https://www.idpoor.gov.kh/
https://www.unicef.org/cambodia/stories/covid-19-cash-transfer-programme-helping-families-most-basic-needs

with the ambition that this report will help them to address some issues affecting the quality
implementation of the OD IDPoor services at the commune level.

The ISAF implementers with the ambition that this report will help them to address some of the
challenges that may affect the implementation of ISAF in relation to the IDPoor services.

All Civil Society Organizations (CSOs) working at the local level in the sectors of social assistance,
social protection, livelihood or nutrition with the ambition that they will contribute to improve the
support that CSOs are providing to citizens regarding their registration as IDPoor.

FINDINGS

1. Citizens have poor understanding of their rights and the standards that OD IDPoor

Services are expected to meet.

2. In the target area of the project, ISAF contributed to improve this understanding.

All data reviewed for this study shows that the citizen understanding of the OD IDPoor services was very
poor before the ISAF process started in year 1. This finding is highlighted in the pre-14C activity test
results (see Figure 1). Furthermore, Local Authority members (LAMs), Community Accountability
Facilitators (CAFs) and staff members indicated that the information shared on the OD IDPoor during
the 14C activities was new information for citizens (see Table 1).

The information shared during the 14C activities was very new to the citizens (most of them had
never heard about it prior to these activities).

Table 1. Extract from the perception surveys*

% of the respondents

Statements / Questions agreeing
LAM> CAF

68% 85%

Staff

96%

Because of the 14C activities, the citizens have a better understanding of the OD IDPoor services and
processes.

61% 89%

83%

The understanding of the citizens of their rights and entitlements is important at 2 levels:

First, this understanding is a critical condition for them to access the OD IDPoor services (they
cannot access something they do not know they are entitled to receive).

Secondly, the social accountability process, to lead to action, requires a dialogue between informed
citizens (aware of their rights) and responsive service providers.

The data reviewed for this study (perception surveys and data from the pre- and post-14C activity tests)
shows that the 14C activities succeeded to boost the understanding of the citizens about their rights
and the national standards related to the OD IDPoor services (see Figure 1).

4 See the full perception surveys, methodology and sample sizes in Annex 5.
5 Local Authority members
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Figure 1. % of citizens able to answer correctly at least 2 questions (out of 5) on the national
quality standards that local public service providers are expected to meet
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3. ISAF contributed to boost the understanding of local authority members about their
roles and responsibilities in relation to the delivery of the OD IDPoor services

The understanding of the local authorities on their roles and responsibilities in relation to the delivery
of the OD IDPoor services (and their capacities in this area) was not measured at the beginning of the
pilot. However, several of the answers of local authority members to the perception survey suggest at
least a lack of confidence on their capacities to implement these new services (for example 77% of them
mentioned that additional training on the OD IDPoor services was needed).

As for the understanding of the citizens of their rights and entitlements, the questions of the
understanding of their roles and responsibilities by local authority members in relation to the delivery
of the OD IDPoor services, and their capacities to do so, are important on 2 levels:

- First, this understanding is a critical condition for the good delivery of the OD IDPoor services (they
cannot deliver something they do not know they are supposed to deliver).

- Secondly, as mentioned in question 1, the social accountability process, to lead to action, requires
a dialogue between informed citizens (see question 1) and responsive service providers fully aware
of their roles and responsibilities in meeting these standards.

The perception surveys suggest that their understanding of these roles and responsibilities increased

as a result of the pilot project.

Table 2. Extract from the perception surveys®

% of the respondents

Statements / Questions agreeing
LAM CAF Staff

Local Authority Members have a better understanding of their role and responsibilities following
the ISAF process

As a result of ISAF, LAMs are able to better perform on their role and responsibilities regarding the
OD IDPoor registration process

79% 87% 65%

93% 85% 83%

6 See the full perception surveys and sample sizes in Annex 5.



4, Citizens and local authorities believe that some households meeting the criteria to be
recognized as IDPoor are still not registered in the target communes.

This finding is reflected in the fact that both citizens and local authorities have focused the discussion
in the scorecard and the self-assessment, and the actions in the Joint Accountability Action Plans
(JAAPs), exclusively on the registration services. The formulation of their feedback and of the actions
from the JAAPs suggest that they are expecting that a proper implementation of the IDPoor services
would lead to the registration of more households.

5. Citizens and local authorities believe that the IDPoor registration process is still led
by local authorities (and is not an on-demand process that can be initiated by the
citizens).

This finding is reflected in the formulation of the assessment criteria prioritized for discussion in the
scorecard and self-assessment as well as the actions ultimately included in the JAAPs. This perception
(that local authorities are leading on the registration of poor families) is likely to be a significant barrier
to the access of citizens to the OD IDPoor services.

6. Citizens value the opportunity to discuss the OD IDPoor services with members of the
commune administrations.

Interviews with the CAFs suggest that the OD IDPoor services were the focus of discussions in a large

majority of the I4C activities. Beyond this:

- The OD IDPoor services were prioritized for discussion’ in the scorecard meetings in almost 1 in 5
communes (19%) and in the commune administration self-assessment meetings in 1 in 6
communes (16%).

- 15% of the JAAPs adopted as a result of the ISAF process in the target area included actions related
to the OD IDPoor services. However, further analysis of the data shows that, without the challenges
related to COVID-19 (that prevented to finalize JAAPs in many communes in the target area of the
pilot project), this proportion could have reached 25%.

These proportions put the OD IDPoor services in the top 10 of the aspects of the services of the
commune administration most discussed during the scorecard and self-assessment and most often
selected in the JAAPs. Considering that these services are immediately important to only a small
minority of the citizens (poor citizens no yet registered as IDPoor), this is a surprisingly high proportion.

7 As a first step of the scorecard and self-assessment processes, citizens and services providers prioritize in each commune 5 aspects
of the services that are supposed to be delivered by the commune administration that they consider are the most important and that
they would like to see improved. See more details about the ISAF process in annex 4 and information about the scorecard and self-
assessment data reviewed in this report p.9.



7. ISAF can contribute toimprove the delivery of the OD IDPoor services at the commune
level.

As mentioned above, the data reviewed shows that:

- ISAF contributed to boost the understanding of the citizens about their rights and the national
standards related to the OD IDPoor services.

- The project improved the understanding of the LAMs about their roles and responsibilities in the
delivery of the OD IDPoor services.

- Citizens and local authorities seized the opportunity to discuss about the delivery of these services
during the 14C activities and through the scorecard and self-assessment processes.

Ultimately, as shows in Table 3, these discussions triggered a series of actions from local authorities to
improve the delivery of the OD IDPoor services, especially through the provision of more information

to some citizens or additional support so these citizens could request to be registered.

Table 3. Extract from the perception surveys®

% of the respondents

Statements / Questions agreeing
LAM CAF

Staff

The local authorities already took action to address some of the feedback and/or concerns of the 97% 82% 70%
citizens expressed during the ISAF Process on the OD-IDPoor implementation process
If yes, which action do you believe has already been implemented by the LAMs?
1 Thelocal agthorltles organized activities to provide more information to some citizens or 72% 61% 38%
groups of citizens.
1 Thelocal authorities reached out to some families to support them to file request for interview 38% 90% 56%
or with other challenges related to the OD-ID Poor process/Equity Card uses
9 The local authorities replied to request for interviews filed before ISAF. 53% 63% 38%
1 Thelocal authorities reviewed some decisions made previously on requests for interview filed 70% 51% 31%
by some families.
ISAF for OD IDPoor has already had a positive impact in my commune. 86% 75% 91%
If yes, which form has this positive impact taken?
9 Thecitizens understand better the process and/or their rights, the eligibility criteria and/or the
benefits attached to the equity car(;). ° ° ’ 79% 1% 76%
9 Thecitizens understand better the role and responsibilities of local authorities. 69% 81% 38%
9 The citizens have more trust in the correct implementation of the OD-IDPoor services. 67% 51% 19%
9 The citizens have more trust in the work of the commune council. 66% 53% 19%
ISAF for OD-IDPoor has already had a negative impact in my commune. 42% 35% 26%
If yes, which form has this negative impact taken?
9 The citizens are confused about the process or their rights. 65% 59% N/A
9 Local authorities are more confused about the process or their responsibilities than before the N/A 18% 8%
ISAF process.
9 More citizens that do not meet the criteria are demanding to be requested for interview. 60% 35% 8%
I Thereis less trust / more tension between citizens and the commune council. 48% 29% 15%

8 See the full perception surveys and sample sizes in Annex 5.



8. The pilot project contributed to increase the number of households registered in the

target area.

Ultimately, the number of new IDPoor registration has increased after the 14C activities in the communes in the
target area (see Table 4). A similar increase was not registered in communes not covered by the pilot project.

Table 4. Average number of new IDPoor cases a month before and after the 14C activities in the
target area of the pilot project

November 2020 4 0.0 0.3
December 2020 35 1.8 5.0
January 2021 15 1.7 24
February 2021 10 0.2 0.8
Total 64 1.4 3.4

For the Royal Government of Cambodia:

)l

Nationwide, serious investment in an information campaign would be needed to ensure that the
citizens have a minimum level of understanding on the OD IDPoor services, especially on the steps
of the registration process and on the eligibility criteria.

This campaign would also be needed to ensure that citizens understand they can request to be
registered and change their perception that the registration process is led by local authorities. More
analysis on this perception (that local authorities are leading on the registration of poor families)
should be conducted as it is likely to be a significant barrier to the access of the citizens to the OD
IDPoor services.

Similarly, it is important to ensure that local authorities have full confidence in their capacities to
implement their role and responsibilities regarding the OD IDPoor process. The data collected for
this report suggest there is a need for additional capacity building.

Beyond this, the pilot project has shown that CAFs can play an important role in informing citizens
at local level and in ensuring their participation in the delivery of the OD IDPoor process. Their
involvement in the implementation of the OD IDPoor process in the future could help to address
some of the issues faced by local authorities and ensure a higher level of satisfaction and trust from
the citizens.



For ISAF implementers:

1 To ensure that citizens reach the right level of understanding of their rights and of the national
standards related to the OD IDPoor services, ISAF implementers will need to pay a specific attention
to the following points:

(0]

(0]

The OD IDPoor services should be allocated a significant amount of time during the I4C activities
(likely more than other services better known by the citizens).

The pilot showed that there is a risk that the citizens may be overwhelmed by the amount of
new information, leading to poor retention and confusion, especially in communes and
sangkats (C/S) new to ISAF. Mitigating this risk may require to identify strategies to limit the
amount of information shared during the 14C activities (rotation over time of the information
shared, organization of specific sessions on OD IDPoor services, distribution of handouts to
share additional information that cannot be presented during the 14C activities, etc.).

The 14C materials related to the OD IDPoor services should be simplified and made more visual.
Project staff and CAFs needs to have a very clear understanding of the 14C information and this
will require additional capacity development (in comparison with other services that are better
known). The pilot project showed that it is especially important for them to be able to answer
questions on who is entitled to an interview, the subsequent steps of the identification process
and the eligibility criteria for poor households.

There is a need for ISAF implementers to inform service providers that the roles and responsibilities

of the commune administration regarding the delivery of the OD IDPoor services will be covered in
the 14C activities and to check that the members of the commune administration have an adequate
level of understanding of their responsibilities to take part in a constructive discussion about them.
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INTRODUCTION

The IDPoor Programme

The Identification of Poor Households (IDPoor) programme has been running since 2006, implemented
by the Royal Government of Cambodia (RGC), through the Ministry of Planning (MoP). This programme
is now the RGC's mandatory approach for targeting pro-poor outcomes in the country and is critical for
disseminating up-to-date information on poor households to Government and non-governmental
agencies to help them better target services and assistance to the poorest and most vulnerable
households®. The identification process of the poor households through the IDPoor programme used
to be conducted through campaigns conducted every year in 8 or 9 capital/provinces, leading to a full
update of the national list of poor households every 3 years. In June 2020, the RGC launched a national
cash transfer programme to respond to the economic impact of COVID-19 in Cambodia'. Under this
programme, all IDPoor households were entitled to receive financial support. In May 2020, in
preparation of this programme, an ad hoc nationwide campaign to update the list of households
recognised as poor families was conducted outside of the normal identification campaigns. Following
this campaign, ‘On-Demand’ (OD) services were also made available to all citizens in the country.
Through these new services, any citizen can ask the commune administration to be registered as IDPoor,
triggering a process to assess the eligibility of the household.

The Implementation of the Social Accountability Framework (ISAF)

The Implementation of the Social Accountability Framework (ISAF) in Cambodia aims to empower

citizens, strengthen partnerships between sub-national administrations (SNAs) and citizens, and

leverage enhanced accountability of SNAs to improve local service delivery. The ISAF process' includes

four steps implemented during an annual cycle:

- First, citizens receive information on their rights and on the national quality standards that local
services are expected to meet and on the budgets of local service providers.

- Citizens and service providers then monitor (using a scorecard methodology) the quality of services
available locally to identify potential issues.

- (Citizens, service providers and local authorities agree then on a Joint Accountability Action Plan
(JAAP), prioritizing a short list of actions to address the issues identified.

- The implementation of the JAAP is monitored by a committee including citizen, service provider
and local authority representatives.

During Phase | (2015-2018), ISAF activities were successfully rolled out to 56% (786 out of 1409) of the
communes across the country. ISAF Phase Il (launched in 2019) aims to improve the performance of
public service providers through improved transparency, strengthened citizen engagement and
responsive action. To support the implementation of ISAF Phase II, a Social Accountability and Service
Delivery Trust Fund has been established by the World Bank with the support of multiple institutional
donors. World Vision International Cambodia (WVI-C) was selected as the Demand Side Coordination
Agency and was awarded a grant to support the mobilization and participation of citizens in ISAF. The
initial target area covers 470 communes in 10 provinces (Banteay Meanchey, Kampong Chhnang,

° For more information on the IDPoor programme, please, see
10 For more information on this, please see .
11 See annex 4 for more details on the ISAF process at the commune and sangkat level.
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Kampong Thom, Kandal, Kep, Preah Sihanouk, Preah Vihear, Prey Veng, Siem Reap and Svay Rieng) and
Phnom Penh where 4,100,000 people live. The project runs from March 2020 to March 2024. The target
area will be extended as additional funds are made available by new donors. Other CSOs (CARE, FHI360,
etc.) implements ISAF in other target areas with the support of other donors (European Union, USAID).

This pilot project aimed:

- Toinform citizens about their rights related to the new OD IDPoor services;

- To support local dialogues to improve the accountability of commune officials on the
implementation of their new responsibilities regarding the implementation of the new OD IDPoor
services.

The pilot introduced 2 main types of changes to the ISAF process'%:

1 Information of citizens:

New information related to the IDPoor services was shared during the 14C activities (see annex 1 and 2)
and just before the monitoring of the quality of the services provided by the commune administration
during the scorecard meeting. This information focused on 2 things:

- Therights of citizens in relation to the OD IDPoor (for example their right to be treated respectfully).
- The quality standards that service providers are expected to meet regarding the delivery of these
services (how the interviews should be conducted, which information should be collected, etc.)
Citizens had then the opportunity to prioritize the OD IDPoor services during scorecard monitoring
process if they wish to score their satisfaction on this aspect of the service provided by the commune
administration and suggest actions to improve it. Similarly, service providers (members of the
commune administration) had the opportunity to prioritize the OD IDPoor services during the self-
assessment process and to suggest actions to improve their performance on this aspect. Ultimately,
both citizens and service providers had the opportunity during the interface meetings to prioritize

actions to be included in the final JAAPs to improve the delivery of these services.

1 Adaption to ensure the inclusion of marginalised and most vulnerable groups:

Several major changes focusing on inclusiveness' were made to the ISAF process during the pilot for 2

main reasons:

- The OD IDPoor services are critical for the poorest families as well as for the most marginalized and
vulnerable households (households including people with disabilities, people living with HIV, etc.).
Therefore, it was critical to ensure the participation of these groups.

- It had been observed during ISAF Phase | that members of marginalized groups were often
underrepresented in the ISAF activities.

To ensure that the process would be more inclusive, the following activities were introduced:

- A social mapping exercise was conducted at the beginning of the ISAF process in each commune
to identify the poorest households as well as households including members from
marginalized/vulnerable groups.

2 See annex 4 for more information on the ISAF process and methodology.
13 These changes are aligned with the draft ISAF Operational Guidelines for NGO implementers that was developed in 2020 by the
demand-side implementers and is currently under discussion with the supply-side.
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- l4Chome visits: In each commune, at least 10 households identified during the social mapping were
visited by CAFs, sometimes also accompanied by local authorities, to be directly presented the 14C
information. In some districts where restrictions related to COVID-19 were especially strong for
extended periods of time (especially in Kandal), these home visits were the only 14C activities that
were possible.

- In each commune, one small 14C meeting targeting maximum 15 participants from households
identified during the social mapping were organized. As for the home visits, this activity aims to
ensure the participation of members of marginalized group in the ISAF process. The
implementation of this activity was not possible in some districts were restrictions related to COVID-
19 were especially severe.

- In each commune, one small scorecard meeting targeting maximum 15 participants from
households identified during the social mapping were organized.

The abovementioned activities were shown to be highly effective at increasing inclusion across the

project and these have now been included in the standard ISAF process implemented by WVI-C in all

target areas.

The pilot was implemented from November 2021 to March 2021 in 208 communes across 8 provinces,
all of which were new locations under ISAF. The project was designed with the National Committee for
Sub-National Democratic Development Secretariat (NCDDS), the MoP and the German Corporation for
International Cooperation (GlZ). It was co-funded by GIZ and the Social Accountability and Service
Delivery Trust Fund managed by the World Bank with the support of the German Ministry for Economic
Cooperation and Development (BMZ), the Swiss Agency for Development and Cooperation (SDC) and
World Vision Australia. The project also received the technical support of the Department of Foreign
Affairs and Trade (DFAT) from Australia and the United Nations Children's Fund (UNICEF).

Table 5. Target area of the pilot project and progress of implementation

Target area of the pilot # communes that manage to finalize the following
Provi project activities
RONIES District Commune 14C Scorecard \ JAAP
Sangkat % # \ \ %
Prey Veng 2 15 15 100% 15 100% 15 100%
Svay Rieng 4 46 46 100% 46 100% 46 100%
Kampong 3 23 23 100% 23 100% 23 | 100%
Chhnang
Kampong 1 5 5 100% 5 100% 5 | 100%
Thom
Siem Reap 1 14 0 0% 0 0% 0 0%
Kandal 7 77 73 95% 26 34% 0 0%
Kaeb 2 5 5 100% 5 100% 0 0%
Preah 3 23 23 100% 8 35% 0 0%
Sihanouk
Total 23 208 190 91% 128 62% 89 43%

As showed in Table 5, the pilot project faced some significant challenges related to COVID-19
community transmission and related restrictions adopted by the RGC and local authorities. These
challenges affected the implementation of several activities from the capacity building of the CAFs to
the organization of activities involving face-to-face meeting among citizens and local authorities at the
local level. Several times during the implementation and in several provinces, all activities organized by

13



CSOs were banned. Ultimately, it was only possible to finalize the ISAF cycle in 43% of the communes
involved in the pilot and most of the communes in Kandal, Kaeb, Siem Reap and Preah Sihannouk
provinces had to stop implementation without adopting a Joint Accountability Action Plan (JAAP).

The restrictions related to COVID-19 also had an impact on the number of participants that were able
to take part in the project. Several activities had to be cancelled or the number of participants had to be
reduced. In the end, 40,000 citizens and more than 3,500 officials and service providers took part in the
pilot project:

- almost 16,000 people took part in the Information for Citizens activities

- more than 24,000 people took part in the Scorecard monitoring

- Almost 3,600 officials and service providers took part in the self-assessment:

This report assesses the pilot projects’ potential impact on the quality of the OD IDPoor service delivery

at commune level in the target areas, and in particular:

9 The impact of the 14C activities on the understanding of citizens on their rights and of the quality
standards guiding the action of Commune Councils on the implementation of the OD IDPoor
services,

9 The overall impact of ISAF on the issues affecting citizen satisfaction with the OD IDPoor service
delivery, and

9 The overall impact of ISAF on the use of the OD IDPoor services by the citizens.

This report also identifies key learnings from the adaptation and extension of ISAF to the OD IDPoor

services, including:

9 The perception of local authorities and citizens on the extension of ISAF to the OD IDPoor services
and the potential issues affecting their appreciation of the extension,

1 The adequacy of the 14C material (poster/leaflets) used,

9 The adequacy of the training, coaching and support received by the CAFs, and

1 Anyimplementation or operational issues that may have affected the quality implementation of the
project.

This report is intended for three main stakeholder groups:

- The MoP, National Committee for Sub-National Democratic Development Secretariat (NCDDS) and
development partners that are directly involved in the implementation of the IDPoor programme
with the ambition that this report will help them to address some issues affecting the quality
implementation of the OD IDPoor services at the commune level.

- The ISAF implementers with the ambition that this report will help them to address some of the
challenges that may affect the implementation of ISAF in relation to the IDPoor services.

- All Civil Society Organizations (CSOs) working at the local level in the sectors of social assistance,
social protection, livelihood or nutrition with the ambition that they will contribute to improve the
support that CSOs are providing to citizens regarding their registration as IDPoor.

14



Pre- and Post- 14C activity tests (M&E data)

As part of the routine M&E of the ISAF project, 30% of all citizens participating in the 14C activities are
randomly selected to take a test before and after the activities to measure their understanding and
knowledge of their rights and of the national standards that the service providers are supposed to meet
when delivering the local public services. Respondents are asked to mention national standards related
to each service (health centres, primary schools and commune administration) and the CAFs record the
number of respondents able to mention at least 2 of them. For the pilot project, the respondents were
asked to mention national standards related to the OD IDPoor services as well as to mention the steps
of the registration process and some of the eligibility criteria to be recognize as IDPoor (see
questionnaire and methodology in annex 3).

The report reviewed the answers from 3,382 citizens to the pre-activity test and from 5369 citizens to
the post-activity test. Some of this data was collected in 2020 when the pilot project was conducted
with additional data was collected in 2021 (second ISAF cycle in the target are).

Citizen Scorecard (M&E data)

The Community Score Card (CSC) process is a community monitoring tool that enables citizens to voice
their assessment of a quality of the public services they receive against the national quality standards
that these services are expected to meet (as defined in the relevant legal and policy framework). During
the scorecard process, for each facility (health centre, primary school or commune administration),
citizens prioritize 5 assessment criteria (for examples “respect of opening hours” or “adequate number
of staffs”). They will then score their satisfaction with the quality of the service provided (in comparison
with the national quality standards these services are expected to meet) using emoticons (5 rating
possible, from very unsatisfied to very satisfied) for each of the assessment criteria. These criteria are
selected freely by the participants to the scorecard meetings after they have been reminded of the
information shared with them during the 14C activities. They can be national quality standard (number
of books provided to each student for example) or any aspect or characteristic of the service provided
by the Health Centre, Commune Administration and Primary School. Citizens tend to select assessment
criteria related to the most important aspects of the services they are receiving. They also tend to select
assessment criteria related to the aspect of the service they would like to see improved independently
of their satisfaction. These scorecard meetings (assessment criteria prioritized and scores) were
conducted in 363 communes (251 commune in the control area and 112 in the target area).

Supply Side Self-Assessment (M&E data)

The self-assessment process is similar to the scorecard process. Service providers (staff from the facilities
providing services) identify 5 assessment criteria to assess their own performance (against the national
standards). This report reviewed the data from the self-assessment conducted in 341 communes (251
communes in the control area and 90 communes in the target area).

Joint Accountability Action Plans (M&E data)

During the scorecard and self-assessment meetings, actions were suggested to improve the quality of
the services provided by the facilities assessed. These actions are then prioritized by representatives of
the citizens and of the service providers during the interface meetings. Some of them are dropped while
some others are included in the final Joint Accountability Action Plans (JAAPs). This report reviewed the
content of the JAAPs from 349 communes (277 in the control area and 72 in the target area).
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Unfortunately, not enough data on the implementation of the JAAPs was available at the time of the
development of this report to conduct an analysis on this aspect and further monitoring and analysis
will be needed.

Perception Surveys (CAFs, LAMs and staff members)

To complement the previous sources of information, WVI-C conducted 3 perception surveys among 97
(46 female) CAFs, 96 (19 female) Local Authority Members and 23 field staff from the 7 provinces of the
target area of the pilot project. See annex 5 for the full perception surveys and details on the samples.

The COVID-19 restrictions prevented the collection of perception data from the citizens (beyond the
pre- and post 14C activity test) who had been involved in the activities of the project.

IDPoor Database

The report also reviewed the number of new household (HHs) registered as IDPoor in selected
communes from the IDPoor database (https://www.idpoor.gov.kh/). Due to an upgrade of the IDPoor
database, it was impossible, for most of the communes covered by the target area, to retroactively check
how many HHs had been registered for specific periods of time in the past. The data for only 16
communes in the target area was available. It was compared with the data from 127 communes in a
control area.

FINDINGS

1. Citizens have poor understanding of their rights and the
standards that OD IDPoor Services are expected to meet

The understanding of the citizens of their rights and entitlements is important at 2 levels:

- First, this understanding is a critical condition for them to access the OD IDPoor services (they
cannot access something they do not know they are entitled to receive).

- Secondly, the social accountability process, to lead to action, requires a dialogue between informed
citizens (able to demand the national quality standards to be met) and responsive service providers
(see question 2).

All data reviewed for this study shows that the citizen understanding of the OD IDPoor services

was very poor before the ISAF process started in year 1:

- The perception surveys show a strong consensus among CAFs (85% of the respondents), staff
members (78%) and local authorities (68%) that the information shared during the 14C activities on
the OD IDPoor services had never been received by the citizens before.

- The pre-test conducted before the 14C activities (Figure 1) shows a very low level of understanding
of the service by citizens, much lower than their understanding of their rights and standards for the
3 traditional ISAF services.
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Figure 2. % of citizens able to answer correctly at least 2 questions (out of 5) on the national
standards that local public service providers are supposed to meet
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Note: 2020 Pre-Test n=2396, Post-Test n=1473; 2021 Pre-Test n= 986, Post-Test n=3896*
(¥2021, IDPoor, n=3405, no post test conducted in Kampong Chhnang and Kampong Thom)

The level of understanding of the citizens was higher in year 2 (compared with the pre-test) but only
marginally and still below the level of understanding and knowledge citizens have about the other
services.

2. ISAF contributed to boost the understanding of the citizens

about their rights and the national standards related to the OD
IDPoor services

At the heart of the social accountability process is a productive dialogue between citizens and service
providers. To ensure this dialogue is productive, citizens need to be informed about their rights and the
national quality standards so they can demand them to be met. For this reason, the ISAF process starts
with activities aiming at providing Information for Citizens (l4C). Considering the low level of
understanding that citizens had on the OD IDPoor services, it was critical, for the success of the pilot
project, that these activities contributed to significantly increase this understanding.

Based on the data reviewed for this study (perception surveys and data from the pre- and post-
14C activity tests), the 14C activities seem to have succeeded toward this goal within some limits.

In the perception surveys, all parties agreed that:

- The extension of ISAF to the OD IDPoor services had already had a positive impact in the community
by the time of the surveys according to the LAs (86% of the respondents), CAFs (75%) and staff (91%).

- The main manifestation of this positive impact was that citizens understand better the process
and/or their rights, the eligibility criteria and/or the benefits attached to the equity card (LAMs at
79%, CAFs at 71% and staff at 76%).

When comparing the pre-and post-14C activity tests, in the first year, 14C activities only slightly increased
citizen understanding on the IDPoor registration process (see Figure 1). The increase is much smaller
than the increase registered for the other 3 services. The understanding of the citizens following the 14C
activities increases significantly the second year.
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This result is likely due to the fact that 2020 was the first year that the ISAF process was implemented in
the target area. The 14C information was totally new to the citizens and the additional information on
the OD IDPoor services, on top of the normal information about health centers, primary schools and the
other services provided by the commune administration, may have been too much to absorb. Other
issues affecting the implementation of the pilot project in 2020 may also explained this result (see
finding 10).

Following the I14C activities, the knowledge of the citizens was highest on the assessment criteria for
IDPoor families and the fact that citizens are entitled to review and endorse the list of poor households
(around 45% of respondent). The lowest level of knowledge was on the step of IDPoor registration
process.

3. ISAF contributed to boost the understanding of local authority

members about their their roles and responsibilities in relation
to the delivery of the OD IDPoor services

As for the understanding of the citizens of their rights and entitlements, the questions of the
understanding of their roles and responsibilities by local authority members in relation to the delivery
of the OD IDPoor services, and their capacities to do so, are important on 2 levels:

- First, this understanding is a critical condition for the good delivery of the OD IDPoor services (they
cannot deliver something they do not know they are supposed to deliver).

- Secondly, as mentioned in question 1, the social accountability process, to lead to action, requires
a dialogue between informed citizens (see question 1) and responsive service providers fully aware
of their roles and responsibilities in meeting these standards (and with the capacities and resources
to meet them).

The understanding of the local authorities on their roles and responsibilities in relation to the delivery
of the OD IDPoor services (and their capacities in this area) was not measured at the beginning of the
project. However, in the perception survey conducted among LAMs:

- 77% of the LAMs consulted mentioned that additional training on the OD IDPoor services was
needed, suggesting at least a lack of confidence on their capacities to deliver on their
responsibilities.

- A recommendation was also made by several LAMs consulted that the goals of the outreach
activities (who to target and visit) should be clarified, suggesting a certain lack of clarity on their
roles and responsibilities in this regard.

The data reviewed suggests that their understanding of these roles and responsibilities increased as a

result of the pilot project:

- There was a consensus among LAMs (79% of the respondents), CAFs (87%) and staff (65%) that local
authorities had a better understanding of their roles and responsibilities in relation to the delivery
of the OD IDPoor process following the pilot project.

- The responses of the LAMs to the perception survey similarly suggest an increased level of
understanding and improved capacities (see Table 6) as a result of the pilot project.
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Table 6. Selected questions from the LAM Perception Survey

How ISAF helped you to be better able to perform your responsibilities'

| have a better understanding of the OD IDPoor implementation process 67%
| have a better understanding of the challenges faced by the citizens when trying to
request for interview as Poor households

| have a better understanding on how to support citizens requesting for interview 55%
Through the ISAF process | learned of the cases of vulnerable families who want to be

. i 52%
identified as poor households

The discussions during ISAF motivated me to do more for the most vulnerable citizens in
my commune

70%

35%

4, Feedback from the citizens on the OD IDPoor services as

expressed in the scorecard process

During the scorecard meeting, for each facility (health centre, primary school or commune
administration), citizens prioritize five assessment criteria (for examples “respect of opening hours” or
“adequate number of staff”). They then score their satisfaction with the quality of the service provided
(in comparison with the national standards they have been informed about) using emoticons (5 ratings
possible, from very unsatisfied to very satisfied) for each of the assessment criteria. These criteria are
selected freely by the participants to the scorecard meetings after they have been reminded of the
information shared with them during the 14C activities. They can be national quality standards or they
can related to any aspect or characteristic of the service provided by the health centre, commune
administration and primary school.

During the scorecard process, the CAFs encourage citizens to select assessment criteria related to:

- The most important aspects of the services they are receiving.

- The aspects of the services they would like to see improved (independently of their level of
satisfaction).

Therefore, how often an assessment criterion is selected gives a good indication on which aspect of the

services citizens value most and/or wants most to see improved. As a benchmark, during ISAF Phase |,

the 5 assessment criteria that were most often selected were selected in between 69% and 35% of the

communes covered by the project.

During the scorecard meetings, assessment criteria related to the OD IDPoor services were
selected in 19% of the communes (21) that conducted a scorecard in the target area of the pilot
project (versus 2% of the communes in a control area). This proportion puts OD IDPoor services
within the top 10 of the most discussed aspects of the services of the commune administration but far
behind the top five'™.

14 Respondents were not read the responses below.

15 This top five was Respect of working hours, punctuality and internal rules, Public posting and dissemination of information, Staff
behaviour, friendliness and politeness, Openness to the views of citizens and responsiveness to their concerns and Condition of the
commune hall (building). See the full report on the analysis of the data generated during ISAF Phase | here.
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The average satisfaction score for the assessment criteria related to the OD IDPoor services was 3.5 (out
of 6), in line with the average score for the other services covered by ISAF.

The assessment criteria suggested by the citizens on the OD IDPoor services (as recorded by the CAFs)
are all related to the registration of poor households. None of them is related to other OD IDPoor
services such as, for example, removing families that would not meet anymore the selection criteria or
responding to individual complains.

These assessment criteria are mainly formulated as “the commune administration register poor families”
or “the commune administration issues IDPoor Card to poor families”. The vague formulation of the
assessment criteria does not allow to identify the issues (if any) that citizens may have identified in the
target communes. It is likely that their low level of understanding about the OD IDPoor services affected
their capacity to identify precise and specific issues with the delivery of the services.

However, this formulation seems to suggest that:

- Citizens and local authorities believe that some households meeting the criteria to be recognized
as IDPoor are not registered in the target communes.

- Citizens believe that the local authorities are the key protagonist in the registration of poor families
with responsibilities to conduct outreach activities and to initiate the registration process on their
behalf.

This perception (that local authorities are leading on the registration of poor families) is likely to be a
significant barrier to the access of citizens to the OD IDPoor services and additional consultation of the
citizens would be needed here to understand better the perception of the citizens on their rights and
on the responsibilities of the local officials, especially regarding the initiation of the registration process.

5. Feedback from the members of the commune administration

on the OD IDPoor services as expressed in the assessment
process

Like in the scorecard process, the service providers start the self-assessment process by identifying 5
assessment criteria they will use to score their own performance. They are similarly free to select either
national standards or other aspects of the services as assessment criteria.

During the self-assessment meetings, assessment criteria related to the OD IDPoor services were
selected in 16% of the communes (14) covered by the pilot (versus 1% in a control area). As for the
scorecard, it shows that this service is not a top concern of the service providers but is still selected in a
significant number of communes (one in 6).

As for the scorecard process, the assessment criteria are mainly formulated as “the commune

administration register poor families” or “the commune administration issues IDPoor Card to poor

families”. This also seems to suggest that the members of the commune council believe that:

- Some households meeting the criteria to be recognized as IDPoor are not registered in the target
communes.

- They are the key protagonist in the registration of poor families with responsibilities to conduct
outreach activities and to initiate the registration process on their behalf.
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Additional research would be needed here to understand better the perception of the members of the
commune councils on their responsibilities, especially regarding the initiation of the registration
process.

6. Actions identified to improve the OD IDPoor services

Actions related to the OD IDPoor services were included in 15% of the target communes (11) where a
JAAP was finalized (vs. 0% in a control area).

Unfortunately, 18 communes in Kandal and Preah Sihanouk provinces that had identified assessment
criteria related to the OD IDPoor services in the scorecard and/or self-assessment did not finalize a JAAP
due to the challenges and restrictions related to COVID-19. If the JAAPs had been finalized in these
communes, the proportion of JAAPs including at least one action related to the OD IDPoor services
could have reached up to 25%'.

As observed above for the assessment criteria, the actions suggested by the citizens and recorded by
the CAFs on the OD IDPoor services are all related to the registration of poor families. None of them are
related to other OD IDPoor services such as, for example, removing families that would not meet
anymore the selection criteria or reviewing individual complaints.

Similarly, the actions are mainly formulated as “the commune administration register poor families” or

“the commune administration issues IDPoor Card to poor families”. As for the assessment criteria, this

vague formulation does not allow to identify the issues (if any) that citizens and / or local authorities

may have identified with the delivery of the services in the target communes. However, it seems to

suggest that citizens and local authorities believe that:

- Some households meeting the criteria to be recognized as IDPoor are still not registered in the
target communes.

- Local authorities are the key protagonists in the registration of poor families with responsibilities to
conduct outreach activities and to initiate the registration process on their behalf.

7. The ISAF process triggered a series of actions from local

authorities to improve the delivery of the OD IDPoor services

Not enough data on the implementation of the JAAPs was available at the time of the development of
this report to conduct an analysis on this aspect and further monitoring and analysis will be needed.
However, in the perception surveys, LAMs, CAFs and staff members agree that the ISAF process led to
actions implemented by LAMs to address some of the feedback and/or concerns of the citizens
expressed during the ISAF Process on the OD-IDPoor services.

16 Even if the OD IDPoor services were selected for discussion in the scorecard and/or in the self-assessment, there was no guarantee
that the final JAAP would have included an action related to this subject as citizen representatives and supply side representatives
could have decided not to prioritize any action during the interface meeting. Therefore, 25% should be seen as a maximum percentage
possible.
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Table 7. Extract from the perception surveys related to the actions taken by LAMs to address
some of the feedback and/or concerns of the citizens expressed during the ISAF Process on the
OD-IDPoor services

% of respondents

Statements / Questions agreeing
LAM CAF  Staff

The local authorities already took action to address some of the feedback
and/or concerns of the citizens expressed during the ISAF Process on the OD- 97% 82% 70%
IDPoor services

If yes, which actions have been taken by LAs?"’

The local authorities organized activities to provide more information to some
citizens or groups of citizens.

The local authorities reached out to some families to support them to file
requests for interview or to address other challenges related to the OD IDPoor 88% 90% 56%
process/Equity Card uses.

The local authorities replied to requests for interviews filed before the ISAF
process was implemented.

The local authorities reviewed some decisions made before the ISAF process
on requests for interviews filed by some families.

72% 61% 38%

53% 63% 38%

70% 51% 31%

8. The pilot project contributed to increase the number of

households registered in the target area

The average number of new IDPoor cases' the month before the 14C activities was compared with the
average number of new cases the month after the 14C activities in 64 communes' in the target area.
This comparison shows a clear increase (see Table 8) on the monthly average of new IDPoor cases after
the 14C activities.

Table 8. Average number of new IDPoor cases a month before and after the 14C activities

Dates of the 14C # of Average number of new cases a month per commune

activities Communes Before the 14C activities After the 14C activities
November 2020 4 0.0 0.3
December 2020 35 1.8 5.0
January 2021 15 1.7 24
February 2021 10 0.2 0.8
Total 64 1.4 3.4

The average number of new IDPoor cases in the communes of the target area was then compared to
the average number of new IDPoor cases in 158 communes where the project was not implemented
(Figure 3). The data reviewed shows a sharp increase of the average number of new cases in January as
most of the communes in the target area had just finished implementing 14C activities®. This increase

17 The respondents were not suggested the following responses.

18 New IDPoor cases cover new requests received or processes started to register households.

19 Due to an upgrade of the IDPoor database, it was only possible to retroactively check how many HHs had been registered for
specific periods of time in the past for 64 communes from the target area.

20 See Table 8 for the timeline of the implementation of the 14C activities.
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was not registered in the control area. No other external factor that could have led to an increased of
the number of new registrations in the target area was identified during discussions with the relevant
CAFs.

Figure 3. Average number of new IDPoor cases per commune per month

October November December January February March

Control area

Target area of the project

Note: Target area: 64 communes. Control area: 158 communes

9. Local authorities reported to have a very positive opinion on

the extension of ISAF to the OD IDPoor services

Overall, local authorities reported to have a very positive opinion on the extension of ISAF to the OD
IDPoor services as shown in the table below.

Table 9. Selected questions from the LAM Perception Survey

% of
Do you agree with the following sentences? respondents
agreeing

ISAF can contribute to improve the implementation of the OD IDPoor process 98%
ISAF can contribute to increase the satisfaction of the citizens with the OD IDPoor process

. - 97%
and their trust in the process
ISAF is going to lead to an increase of demand from citizens who meet the criteria to be 90%
recognized as IDPoor
As a result of ISAF, you will be able to better perform your role and responsibilities 93%

regarding the OD IDPoor registration process

How has ISAF helped you to be better able to perform your responsibilities

| have a better understanding of my role and responsibilities 79%
| have a better understanding of the OD-IDPoor implementation process 67%
The citizens understand better the process and the eligibility criteria which will make my 61%
job easier

| have a better understanding of the challenges faced by the citizens when trying to to be
registered as IDPoor households
| have a better understanding on to to be

70%
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