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t
role in implementation, was conducted
to gauge if such an approach would
increase rural toilet coverage and
usage. The Community Score Card (CSC)
is a two-way and ongoing social
accountability tool for assessment,
planning, monitoring and evaluation of
services. It brings together the demand
side (“service user”) and the supply side
(“service provider”) of a particular
service or program to jointly analyze
issues underlying service delivery
problems and find a common and
shared way of addressing those issues.
It increases participation, accountability
and transparency between service
users, providers and decision makers.
(CARE Malawi)

Introduction
Public Affairs Centre implemented
(PAC) the Community Score Card (CSC)
tool for the Bill and Melinda Gates
Foundation (BMGF) project “Improving
Consumer Voices and Accountability in
the Swachh Bharat Mission” to create
local
advocacy
platforms
for
Government
of
India’s
flagship
programme “Swachh Bharat MissionGramin” (formerly known as Nirmal
Bharat Abhiyan (NBA) for sanitation, in
six districts of Odisha. PAC is a not-forprofit think-tank working towards good
governance in India. The Centre is
globally known for its pioneering Citizen
Report Cards, benchmarking studies
used to improve public services, as well
as, work on electoral transparency and
public works quality monitoring tools.
The CSC exercise with its bottom up
model (where citizens, villages and
Gram Panchayats (GPs) have a larger
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An SBM-G toilet

Stages in the Community Score Card

EEEXEER(CSC) Exercise

1. Preparatory Ground Work
This
step
consists
of
identifying the geographical
scope of the exercise,
indicators to be tracked,
groups in the communities
that use the facility and NGO
partners who can implement
the exercise on ground at the
local level and initiating
contact with the relevant
service providers and securing
their co-operation.
2a. Conducting Score Card
Exercise with the Community
The community generated
score card is a report card on
the
quality
of
service
delivered by the service
provider. Users assess the
performance
against
indicators developed in the
preparatory phase. Reasons
for giving the scores are
documented as feedback
from the community.

2b. Conducting Score Card Exercise with the Service Providers
The service providers carry out an evaluation of their own performance. It brings out their own perspective
of their performance. The evaluation is based on the indicators that were followed in the community/ user
scoring process. This step gives an understanding of issues faced by the service provider in delivering
services.
3. Interface Meeting
Post the scoring exercise, an interface meeting between service users and providers is held to share and
discuss the scores and the reasons for the scores. The meeting allows for an open and participatory
dialogue where both sides engage in constructive discussions to resolve issues. Here, a committee titled
‘Joint Action Committee (JAC)’ composed of community members, block level officers, Gram Panchayat
(GP) officials, village level motivators and NGO representatives is formed. The function of the JAC is to
develop a Joint Action Plan which prioritizes issues that must be addressed, decide steps to be undertaken
to resolve the issues and the persons responsible for it.
4. Institutionalization
The score card exercise is repeated after 3 months to institutionalize the practice.
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Adapting the Score Cards in Swachh Bharat MissionGramin, Odisha
PAC, in consultation with WaterAid, chose six districts in Odisha namely Angul, Balasore, Cuttack,
Dhenkanal, Ganjam and Sambalpur. Broadly, the districts represent a mix of high performers, medium and
low performers in the NBA program of the state. Three blocks were chosen for the study with the help of
the District Coordinator and/or the Block Development Officers. Further, three Gram Panchayats (GP)
within each block were selected for the study. Public Affairs Centre acted as the knowledge partner and
collaborated with community based organizations in each of the six districts in Odisha. The communitybased organizations were recommended by the District Water and Sanitation Mission (DWSM) and had
experience in implementing programmes at the grassroots level and mobilizing communities. The Centre
conducted two-day trainings for the NGO partners to enable them to implement the CSC effectively.
Based on the guidelines of SBM-G, the Centre developed the following indicators on which the community
and service providers scored the programme:
Table 1: Indicators Scored by the Community and Service Providers

Information,
Education,
Communication
Activities
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• Simplicity of Messages
• Comprehensiveness of Messages

Selection Process

• Mode of Selection of Beneficiaries
• Intimation to the Head of Household

Application
Procedure

• Experience of filling the application
form
• Attaching of supporting documents
• Submission of completed application
form

Construction of
Individual Household
Toilet

• Process of getting approval and starting
work
• Initiationof Construction Work
• Process of Toilet Construction
• Completion of Toilet Construction

Incentive and
Upkeep of Toilet

• Receipt of Incentive
• Usage of Toilet
• Grievance Redressal Mechanism

Fund Flow and
Programme
Implementation

•
•
•
•

Request to allocate funds
Receipt of allocated funds
Disbursement of Incentives
Maintenance of Records
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Steps in the Community Score Card (CSC) Exercise
1. Entitlement Sharing
PAC in collaboration with the NGO partners conducted an intensive information-sharing workshop with
households who were in the process of constructing a toilet and those who had constructed toilets through
the SBM-G. District officials such as the Junior Engineer, Block Coordinator and Cluster Coordinator
participated in the workshop. Detailed chart highlighting the entitlements of the community members were
prepared and shared. Detailed information on the scheme e.g eligibility criteria, subsidy amount given by
the government, selection procedure and a building module was given to the beneficiaries to enable them
to further educate other community members about the programme.
2. Scoring with the Community
Post the entitlement sharing workshop, the participants/beneficiaries scored the performance of the
service providers/district officials on a scale of zero to five, with zero being the lowest and five being the
highest against indicators mentioned above. Care was taken to ensure that the minority communities and
women were adequately represented. The exercise was implemented in the selected three blocks in each
district. Approximately, 30 beneficiaries participated in the exercise.
3. Scoring with the Service Providers
A separate scoring exercise was undertaken with the Junior Engineer, Block Coordinator, Cluster
Coordinator and a member of the Panchayat. The exercise brought out the limitations the officials face
while implementing the programme as well as their perspective of their performance.
4. Interface Meeting
Post the completion of the scoring exercise with the community members and service providers, facilitators
from the NGO conducted a meeting with the Junior Engineer, Block Coordinator, Cluster Coordinator and
beneficiaries. The discussion resulted in identification of pressing concerns and discrepancies and formation
of a Joint Action Committee.
• Joint Action Committee (JAC)
The Joint Action Committee is composed of local NGO facilitators, Gram Panchayat members, beneficiaries,
Block Coordinators, Cluster Coordinators and consultants from the District Water and Sanitation Mission
(DWSM) is formed. The strength of the JAC ranges from 10-12 members. JAC prepared a Joint Action Plan to
resolve the issues raised during the interface meeting and follows up on the action taken by meeting
regularly. Following is an example of a Joint Action Plan:
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Joint Action Agenda
Increase awareness among
the communities regarding
usage,
benefits
and
maintenance of toilets
Movement of sanitation
chariot (Parimala Rath)
throughout the GP

Current Status
Delayed due to
agricultural
season
Partly covered

Making
provision
for Partly covered
redressal of complaints at
GP level

Work Plan
Awareness meetings
will be organized in
all 4 villages - within
one week
Uncovered areas will
be covered next time
after
November,
2016.
Uncovered areas will
be covered next time
after
November,
2016.

Persons Responsible
Motivators,
Committee
Members, GP/Block/ NGO/
PAC
Motivators,
Committee
Members, GP/Block/DWSM

Motivators,
Committee
Members, GP/Block/DWSM

Joint Action Committee and Joint Action Plan of Phulta Gram Panchayat, Ganjam District
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Main Findings of the Scoring Exercise
Information Education Communication Activities
•
•
•

In majority of the districts, beneficiaries displayed lack of awareness on benefits of toilet usage,
disadvantages of open defecation, entitlements of beneficiaries as provided for in the scheme, technical
aspects of toilet construction and maintenance and usage of toilet.
Village level meetings, door-to-door visits, depicting information at key sites such as schools, Gram
Panchayat offices in the form of hoardings, wall paintings and pamphlets were lacking.
Service providers also gave the indicator a low score.

Selection Process
•
•

Beneficiaries and service providers in majority of the districts expressed satisfaction with the selection
process.
Eligible households were selected through public consensus, without any discrimination .

Application Process
•
•

•

The application process in Balasore, Angul and Cuttack was conducted smoothly; the SBM-G
functionaries extended necessary handholding to the beneficiaries.
Beneficiaries in Dhenkanal, Ganjam and Sambalpur were dissatisfied with the application process in
their districts. Beneficiaries in Sambalpur evinced that they did not fill any form, nor did they attach any
documents or submit the application. The beneficiaries were unaware of the clauses and conditions
written in the application form.
Conflicting feedback garnered from the service providers and the beneficiaries points towards the lack
of awareness about the application form, the clauses and conditions, work order and the processes
associated with community monitoring of toilet construction.

Construction of Individual Household Toilets
•
•
•
•

Beneficiaries as well as service providers reported that the lack of funds with the beneficiaries delayed
the process of construction.
Inadequate water facilities were widely reported by both parties as a hindrance to toilet usage.
Beneficiaries in the districts of Dhenkanal, Ganjam and Sambalpur were dissatisfied with the process of
construction because contractors built toilets without taking into account the voice of the households.
A few districts also informed that SBM-G functionaries did not supervise the process of construction.

Incentive, usage and upkeep of toilet
•
•
•
•
•
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There was a general dissatisfaction among beneficiaries as well as the service providers regarding the
receipt of the incentive amount, upkeep of the toilets constructed and the grievance redressal
mechanism under the scheme.
Beneficiaries ascribed the low score to inaccessible water facilities, which hinder usage of toilet by all
members.
Beneficiaries informed that SBM-G functionaries did not provide training for beneficiaries in faecal
sludge management and other aspects of maintenance and upkeep of toilets.
The absence of a grievance redressal mechanism was felt widely in all the districts.
In the districts of Ganjam and Sambalpur, it was observed that beneficiaries were not aware of the
incentive amount, it was given directly to the Contractor/SHG.

Disparity in Scores
An analysis of the findings of the score card exercise revealed a large discrepancy between scores of the
community and that of the service providers (Government). This discrepancy is especially prominent under
the indicators Information Education Communication, Application Process and Incentive and Upkeep of
Toilets. The disparity in the scores of communities and service providers reveals the inconsistencies in
service delivery and difference in perceptions of both parties regarding performance of the SBM-G
functionaries.
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PAC’s Innovation: Community Needs Assessment
(CNA) drive to develop contextualized IEC material.
Rationale of the Extended Media Mix
The two indicators, Information Education Communication and Incentive and Upkeep of Toilets received
the lowest scores from the community, at 2.4 and 2.2 respectively. Clearly, the scores indicate that
communities lack access to adequate and complete information regarding entitlements as per the Swachh
Bharat Mission-Gramin, the application process, usage and maintenance of toilets. To fill this information
gap and to comprehensively address the concerns of the users, PAC initiated a demand driven Information,
Communication and Education programme ‘Media Mix’. Facilitators from PAC undertook a community
needs assessment (CNA) drive to understand the kind of information the community needs, in which form
(pamphlet, wall painting, pictures, audio), the place where the information ought to be displayed, and
whether IEC material should be distributed from house to house. The CNA exercise drew out the real
demand of communities, unlike ordinary welfare programs where the flow of information is controlled and
decided by experts, without taking into account the actual requirements of the community. The CNA
exercise was undertaken in all 18 Gram Panchayats, where the score card exercises were conducted. It
revealed that the community needs information regarding application forms, faecal sludge management
and technical aspects of toilet construction in the form of wall paintings, pictures and pamphlets that
maybe displayed at key junctions in the village.
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Wall Painting describing the Application Process in the Local Language (Oriya)

Wall Painting Depicting Usage and Maintenance
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Pamphlet describing Technical Aspects of Toilet Construction

PAC’s Innovation: Demonstrations Explaining the IEC
Material
Facilitators from local NGOs and PAC undertook multiple public demonstrations arranged at the Gram
Panchayat level. The aim of these demonstrations was to ensure that all members of the community have
comprehended the information depicted in the wall paintings and leaflets. In this session, the IEC material
was explained in detail. The facilitators also addressed the doubts and questions of the community
members present there.

The facilitator explains the wall painting to the community members.

13

Closing the Loop: Consumption Evaluation
To understand whether this advocacy strategy was effective in communicating information at the grassroot
level and whether a mid-course correction is required, Public Affairs Centre undertook a survey. This survey
aimed at evaluating the extent to which communities were able to be use the information disseminated as
a part of the intervention to change their sanitation behaviors and practices. As a part of this survey,
individuals across all age groups were interviewed to assess the universality of the reach of the
intervention.
On going survey with a Community Member, Dhenkanal
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