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Session Objectives

1

By the end of this session, you will:

• Understand the accountability framework for 
sustainability of WASH services 

• Understand climate resilient WASH framework of 
UNICEF and its applicability 
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Definition
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Accountability in the WASH sector is the democratic principle 
whereby elected officials and those in charge of providing access to 
water supply and sanitation services account for their actions and 
answer to those they serve.

Regulations are rules or governmental orders designed to control or 
govern behaviour, and often have the force of law. 

UNICEF, 2016. STRENGTHENING ENABLING ENVIRONMENT FOR WATER, SANITATION 
AND HYGIENE (WASH) Guidance Note.
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Accountability
Mechanisms for interaction and information exchange 
between government, service providers and citizens.
Regulation
Independent institutions exert oversight and control, and 
provide performance-based incentives and penalties that 
drive improvements in WASH services.
UNICEF, 2016. STRENGTHENING ENABLING ENVIRONMENT FOR WATER, SANITATION 
AND HYGIENE (WASH) Guidance Note.

Outcomes
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Accountability is a fundamental principle 

of human rights
Accountability is about Joint-decision making

1. The elected officials, administration and 
those in charge of providing services 
account for their actions and answer to 
those they serve

2. Stakeholders engage and participate in an 
inclusive, transparent and accountable 
manner

Duty 
bearers

Right 
holders



Three conditions to achieve 
accountable relations

To achieve effective and 

sustainable service provision, it is 

important that the links between 

actors and institutions are clear 

and accountable

• clear
• coherent 
• cooperative

Responsible

• informed 
• inclusive
• responsive

Answerable

• independently monitored
• penalized when necessary

Enforceable



Accountability – a triangular relationship

REGULATO
R
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Service Delivery Typology*
Community-based

management

Informal 
community 

organizations

Formal 
community 

service providers

Community 
delegation to 

private provider

Federated 
community 

service providers

Multi sector 
cooperatives

Direct local 
government provision

Provision by the 
municipality 
Department

Public utility 
provision

Municipal utility

Delegated private 
sector

Community 
enterprises

Kiosk or public 
stand post 
operators

Mixed utilities

Lease contract

Concession

BO(O)T (Build 
Operate (Own) 

Transfer) contract

Supported self supply

Unsupported self-
supply

Supported self-supply

* World Bank. 2017. “Sustainability 
Assessment of Rural Water Service Delivery 
Models: Findings of a Multi-Country Review.”
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Accountability relations in WASH services
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Examples
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Accountability in emergencies and fragile contexts

Communities 
/users

service 
providers

policy 
maker

Adapted from ”Delivery Resilient WASH service in Fragile Sates, the transition from emergency to development” (World Bank, WSP, 
Review copy 2016)

com-
munities 

/users

policy 
maker

service 
provider
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Accountability in emergencies - direct service provision  

Communitie
s /users

service 
providers

policy 
maker

Adapted from ”Delivery Resilient WASH service in Fragile Sates, the transition from emergency to development” (World Bank, WSP, 
Review copy 2016)
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com-munities 
/users

policy 
maker

service 
provider

Accountability in emergencies –
unregulated market model 

Adapted from ”Delivery Resilient WASH service in Fragile Sates, the transition from emergency to development” (World Bank, WSP, 
Review copy 2016)
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Making the links work

• Experience shows that it is possible to 
improve accountability links.

• External support can aim to enhance 

• 1) the capacity of actors to play their 
roles 

• 2) their mutual relationships

• External support can strengthen 
horizontal, vertical and transversal 
accountability links

13
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Government monitoring and verification systems for urban water are 
in place at multiple levels

Lead institutions have a clear role and responsibilities and have 
performance appraisal system 

There are clear and effective mechanisms for consumer feedback and 
complaints 

There are functional internal control mechanisms, such as State 
Audits, Transparency Commissions, or others that check for 
compliance of institutions 

WASHBAT criteria: Accountability
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WASHBAT criteria: Regulation
There exists an institution with clear regulatory functions 

Sufficient resources and capacity exist to implement the regulations

The regulatory body is sufficiently independent from service 
providers and government to act as a valid referee and provide 
performance based incentives and/or sanctions 

Incentives exist for investment in environmentally sustainable and 
efficient technologies



Theory vs Reality
16



Urban/rural 

water/San service 

delivery 

in EAPR 

Who does what? 
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GROUP WORK

• Each table will be assigned a sector:

• Urban Water

• Rural Water

• Urban Sanitation

• Rural Sanitation

• The group choose one city to discuss in case urban…



What can we  

change to 

improve service 

delivery?

19

Accountability: How to strengthen
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• 19 Action sheets with practical information and 

guidance

• Structured to help you match the diagnosis of 

accountability weaknesses to different solutions and 

options for action  

The Reference Guide for Programming:

putting accountability in action



Three levels of intervention for external support agencies

PRIMARY ACCOUNTABILITY OBJECTIVES LEVEL OF INTERVENTION

RESPONSIBILITY
Setting the scene - defining the roles and 
enabling cooperation in service delivery.

ANSWERABILITY
A new quality of relationships - informing, 
consulting and including stakeholders in all 
stages of service delivery

ENFORCEABILITY
Exercising oversight - monitoring performance, 
supporting compliance and enforcement

22



Making the links work
Public Expenditure 

Tracking 

Water Watch Groups

Mobile to web monitoringCitizen Charter

Establishment of 
functioning regulatory 

framework

Instruments to clarify the 
delegation from 

governments to service 
providers 



Objectives

Responsibility

Objective 1:
Enhance policy coherence

Objective 2:
Clearly define allocation of responsibilities between  stakeholders

Objective 3:
Put coordination mechanisms in place

Answerability

Objective 4:
Enhance the use of consumer feedback

Objective 5:
Improve consumers’ access to Information

Objective 6:
Create spaces for stakeholder participation and influence

Enforceability

Objective 7:
Support the establishment or functioning of a regulatory function

Objective 8:
Strengthen external and internal control mechanisms

Accountability / ToT on EE, Accountability and the WASH Bottleneck Analysis Tool for Countries in the EAPR Region – UNICEF for every child
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Objectives Action Sheets

Objective 1:
Enhance policy coherence

1 A) Definition/revision of sectoral policies

Objective 2:
Clearly define allocation of
responsibilities between  stakeholders

2 A) Instruments to clarify roles and responsibilities of users and service providers

2 B) Instruments to clarify the delegation from governments to service providers

Objective 3:
Put coordination mechanisms in place

3 A) Supporting sector coordination and sector reviews

Objective 4:
Enhance the flow of information and use of consumer 
feedback

4 A) Real time monitoring of water and sanitation services

4 B) Citizen report cards

4 C) Community scorecards

Objective 5:
Improve consumers’ access to
information

5 A) Informal mechanisms for information dissemination

5 B) Disclosure of information by State agencies and service providers

Objective 6:
Create spaces for stakeholder
participation and influence

6 A) Public expenditure tracking surveys

6 B) Participatory budgeting

6 C) Community based monitoring

6 D) Spaces of dialogue and interaction on water and sanitation services

Objective 7:
Support the establishment or
functioning of a regulatory function

7 A) The regulatory body, a central policy and oversight body for water services

7 B) Water Watch Groups

Objective 8:
Strengthen external and internal
control mechanisms

8 A) The role of consumer associations in holding state and providers to account

8 B) Institutional mechanisms for oversight and checks and balances

8 C) Utilities´ complaint and grievance mechanisms

8 D) Integrity Pact for Procurement



Structure of the Action Sheets
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Thank You


