Challenges of Improving Performance and
Responsiveness in the Public Service:

A Perspective fiream Civili Society.
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Key Messages

¢ Building a public service that Is accountable,
responsive, service-oriented and free of
corruption Is a foeundation for geod governance,
Impreved social well being, reduced poeverty.
and/oer Increased Inceme

¢ [he public service alene cannet refermi itself;

¢ We need to involve citizens more In the reform
PFECESSES

9 PartRership withrcivilf SecIety/ 1S crucial
LetrsimeVve ifem FELeHE 1o ACHIeRS
o s canrbe aene; play, youlR pard
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The Essence of Public Service
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MKUKUTA and Public Service

¢ The National Strategy for Growth and Reduction ofi Poverty

(MKUKUTA) recognizes Governance and Accountability as being the
most significant of the three main clusters identified Iin achieving growth
and reduction of poverty.

The seven goals to be achieved in this cluster are:

¢

¢
¢

¢ o

Structures and systems of governance as well as the rule of law: to be democratic,
participatory, representative, accountable and inclusive

Equitable allocation of public resources with| corruption efifectively addressed

Efifective Public Service firamework in place to provide foundation for service
delivery improvements and poeverty reduction

RIghts eff the poor and vulnerakle groups are protected and prometed In the
Justice system

Reductioneff political and secial exclusion and intelerance

Impreve persenal and material secuiry, reduce: crine, and elimimaie sexuzl
allise anedidemestc Vvielence

Neenalfculttraldeniities e berenhanced andipremoted

Allfthese gealsigenerally/seem te anm at creating a public
SerVvice that IS effective; efflicient; respomnsible and accountable
Lo the general public:
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Public Sector Reforms

The Government has initiated various reforms

Overall objectives of these reforms have been to put In place
a lean, effiicient, cost effective, corruption free public sector
that empowers and responds to the needs of the people

TThe Public Service Reformi Proegramme, fior instance, aims
to proevide the public service with the capacity, systems and
culturefor client orientation and continuous IMmprevement
Off SEFVICES,

e LocallGevemment Referm Programime aims at
creating decentralizediiocaligevernment IRstituitieRs WhaIch
WillFempeWER ClitiZENS Lo NaVEIMBKe Control GRIMALIERS
related to; then: oywWin develepment:

Simnarhs all et reiorms ain at I proVING SERVICE
delivery/ and KesPeRSIVERESS IRthe PartICUI 21 SECIONS SUCH
asiplkiichiinanciaiNmanaeEmeEnD IEgal Sector, edlication
SECLEK, NEAILRISECLON:, ELC:



The Big Question

How are these reforms Contributinge
IMPROVEMENRL I SERVICE AENVERY and
POVEKLY rEALICLION?




Views of the People SURVEY 2007

¢ According to a survey conducted in March / April 2007
throughout Mainland Tanzania, more people appear to
e worse off now than three years ago.

¢ Inall income groups, Including the least poor, more
people perceive falling rather tham rising living
standards

& Most Tlanzanian adults consider the cost of living te e a
major proklem (parkticularly the cost of ieod).

¢ [he majerity ofi farmers; pasteralists, and ISHEXS FEpolt
thiat they keceive virtually nesuppertfirem the state,
and would likermuchimere suppertirem the
GOVERNMERTIRNIMPEGVING 2CCESSILONRPULSHON
pPreductionranesereans/ecredit:

9 e Sstate oiFtHE ARSI ReA6S 2lSe eiergediasia crtical
CONSrAING GRIECORGMIC AcCHVIR/ anRd PeVEr/ reduction
ehiorisREural areas;



The State of Economic and Social Services In
Tanzania

Roads

» 70% of the respondents in rural areas, 57% In other towns and 41% of
Dar es Salaam residents considered the condition of reads a major
problem.

& Only 28% perceived imprevement in read guality: over the last three
years while 47% reported deterioration.

Education — Availability off Textihooks

» 60% of primary schoel puplls aged 7-14'ears said that there Were not
enough textihooks, The textheeks are In sherter supply in rural areas bui
even i Dar esiSalaanm 61%) el pupilsiwere dissatisiied wWith the supply/ of;
textioeeks.

Health

o IWorthirds Off theradultswihe had used health aciities; cItedi the CoSt of
medical treatment andidries ieNe 2| err prokliEmi 4496 complained
anpplistie avanapnin/eierues: 42%rual resicentsicomplained about

access to health facilities .



The State of Economic and Social Services In
Tanzania

Participation in Public Affairs

& Only 22% of ruraliand 18% ef urhan adults
reported participation in lecal level planning
exercises. In Dar es Salaam, the situation Is even
\WOKSe With only: 7% ol the adulits repokting
pParticIpation.

9 5570 Ol e KEspeRUEntSWEre ol tihie opIRIen thal
clizensipuplichy/expressing eI \VIEWS maderany/
diifereRcevhnersOYsthole ittt eVEmmEnRt
eificialSidernelisten teNWNat PECPIEISAN/



The State of Economic and Social Services In

Tanzania

Popular Knowledge and Opinions on Politics and
Policies

& Abouit one third of the sample said they Were not Very.
Interested In politics or economics. Of the 86%: ofi the
respondents whoe offered an epinien, 81%; helieve that
foreign aid mostly benefits gevernment efficials, and 64%
off respendenis strengly agree With this View.

» A majority eoff respendents offered favouranie eplniens en
te PERIGrMIANGCE Off LIE MESt SENIOK GOVERIMENT GiflCIZlS
and Viemeers ot Parliament. Over40%) o IreSpencenis
alsE saWAmpreVEmERtS IR e PErGImaRcE Gl local
geVERMENR GhHIcIalS, ceuncliorsiandiviliage gevernment
2NEIE PGIICE:
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The State of Economic and Social Services In
Tanzania

Corruption and Accountability

¢ 40% of respondents offered no opinion about the extent of
corruption. Of those who did, 70%; perceive petty, grand
and political corruption to e VERY or quite commoniin
flanzania.

& About 43% ofi the: respondents theught cerruption affected
therlives, Business and pPelitics.

¢ [ihe policerandithe legal system stand out asithe most
CONRUPL SERVICESHA PUBIICIPERCEPLIGN:

¢ |irgeneral; Urean PERCEPLIGRIGH COrRUPLIGRNRNIPUBIIGC SECLONK
ISHMerE REGAtIVE then KUl ERCEPLIBNS, aENIELLE-=Gii]
ClliZERs PEKRCEIVE sIgnIicantl/ IGRER IRCICENCES| 6f
CORRUPWER tHERNPEREIFIESPBNEENLS)
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Emerging challenges and Issues

¢ Vertical versus horizontal
accountability

¢ Changing the Culture and Attitude
ofi Public Servanis

¢ Lack off Competition
¢ 160 mMuchiemphasision Unding
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Improving Performance and Responsiveness

The Case for emhanced citizen participation
¢ Client Service Charters

¢ lihe Use ofi Service Delivery and Perception
SURVEYS

¢ Public expenditure tracking SysStenis

9 ComplaimtsiFanalineland EecalackiVIeChenisimn
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The Role of Civil Society in Improving Public
Service Performance and Responsiveness

& \What Is needed Is partnership and not partisanship

¢ Governments need te woerk with citizens in ensuring
perfermance Improvements and the establishment

of more respensive systems.

¢ lIhereIs aworldwide censensus that a streng civil
SOCIEtY and strong gevernments are mutuailly,
FeInfiercing prerequisites ok a more respensive and

effective public serVvice.

9 i collaheratinegwitn CIvil SeCEIER/ GreanIZa GRS,
geVErNMERS are enanled iorcreatielenelgn pPressuke
GRItIE PUBIC SERVICENG Change attittides; cultures
e ECEmENNBREIacCoURtaBIEfaENESpenSsIVe o

the neonle &



The Role of Civil Society in Improving Public
Service Performance and Responsiveness

¢ In Tanzania, If the responsibility of disseminating the
contents of the client service charters for the various MDA
was given to civil seciety organizations, majority of the
citizens would have known, thelr rights and responsibilities
In relation to services delivered by the varieus public
Institutions. That would have greatly changed the quality of
service and thelr levell of respoensiVeness.

& [hesame applies to conducting|service delivery and
PErception surveys. Civil SoCIety erganizations ake nore
INGERENCERt IR CARR/ING UL thESURVEYS and can
commuRIcaterthe resulits to) CltiZEns 1 2l 2ngUaee thai c2n
easily/ EINCERSIO0U Y/ PECPIEIANE tHEREIONE CREALE GENALE
fOF IMPreVEMENT Gff LHE SERVIGES!

9 AGped RumkeEr eIV SeCIELY eCreanizaticRsIRNIaRZzanRIE
HEVECEVEIGREM ENGUGNICARACIR/AIG URCEriaE PUIIIC
EXPERGIURE tRaCKING SUIRVEYS ane sonieiave actuelly
CAFHEE OUira RIUMBER G SURVEYSH e CoURt/Aline
chialiengeaceaiy eis the ety terebtaln relevanis

informatinn



Conclusion

¢ Ihe best and probably only way: of
Impreving performance and responsiVEness
of the public service IS to ensure It IS truly,
accountanle te lts people

¢ Efferts 1n puklic service reforms should aim
at creating systens and stiructUres for
practical acceunteaniGy
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Conclusion

¢ \When we can selve the Issue of practical
accountability to citizens, we will not enly
have selved the heart of the public service
reforms - but we will have laid the twin
foundations fer demeckacy, and econemic
develepmenit thelt are necessany/ fior eur
VikUkUta geals el growih and FedUuction of
INCOME POVENR/ GRIGHE SIFE;, anad
Imprevement el therquality oiliierand social
WEIINEING Gl OUIFPEOPIEI GRIIEIGLIEFSICEIGR
aiieundaneRieRaWWellF geVerned ane
aeccolRitalelepUkIICSERVICE:
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Conclusion

[ CanI e GBNE; P12y You pPalt
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