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Annex VI:  Engaging with External Stakeholders 

 
91. The Strategic Framework is informed by the long-standing experience on citizen engagement (CE) by 
civil society, governments, and the private sector. The World Bank (WB) has actively sought inputs from them, 
as well as individual citizens, to learn from their experience in the context of developing and implementing the 
Strategic Framework. Three main avenues have been used to seek external inputs: online consultations, external 
advisory council, and face-to-face meetings with representatives from civil society groups and other 
stakeholders.  
 
92. Online feedback was sought through the Engaging with Citizens for Improved Results website created in 
the World Bank consultations hub. This hub is a one-stop shop for all ongoing and planned World Bank 
consultations. An online survey was included to seek inputs on examples of successful and unsuccessful CE 
activities, specific contextual factors affecting their outcome, and areas for future research. The CE consultation 
website was open for inputs from February 19 until June 13, 2014. 
 
93. An Advisory Council was established to offer expert external guidance and insights throughout the 
development and implementation of the Strategic Framework. The diverse membership of the Advisory Council 
captures a comprehensive range of global and specific stakeholder perspectives and specialized expertise. The 
Council comprises representatives from civil society (2), academia (2), private sector (2), governments (2), 
foundations (2) and donor organizations, including the WBG (2). The 12 members of the Advisory Council 
were selected through a transparent process1 based on the following criteria: (a) experience with undertaking 
CE initiatives, combined with a track record of achieving improved development results through such activities; 
(b) level of representation of their respective constituencies; (c) geographic diversity; and (e) knowledge of 
WBG operations. The Advisory Council provides guidance and expertise on the development and 
implementation of the Strategic Framework on existing evidence and experience from CE in development 
interventions; how, where, and why CE has contributed to improved development outcomes; analyses of 
context factors for success; and other issues critical to CE mainstreaming in WBG operations for improved 
results. The Advisory Council meets every six months, or more often as needed, in person or virtually.  
 
94. A series of face-to-face and videoconference meetings were organized with relevant representatives 
from civil society and the private sector to learn from their experiences. These dialogues took place in Accra, 
Beirut, Brussels, Cairo, Freetown, Lima, London, Monrovia, Tunis, and Washington D.C. (Table A6.1). 
Summaries of these dialogues are also available on the CE web site. 

 

Table A6.1.Summary of Consultations 

  
Society for International Development Civil Society Working Group February 11, 2014 

Dialogue with Europe-based CSOs February 17, 2014 

Multilateral Development Bank Aid Effectiveness Working Group February 24, 2014 

Dialogue with DC-based CSOs Hosted by Interaction March 27, 2014 

WB/IMF Spring Meeting The Parliamentary Network April 9, 2014 

WB/IMF Spring Meeting Civil Society Policy Forum April 10, 2014 

                                                 
1 TORs were published and nominations sought through web CE consultation site. Council members are also listed on site at 

http://consultations.worldbank.org/consultation/engaging-citizens-improved-results. 

http://consultations.worldbank.org/consultation/engaging-citizens-improved-results
http://consultations.worldbank.org/consultation/engaging-citizens-improved-results
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Dialogue with Ghana, Liberia & Sierra Leone April 24, 2014 

Dialogue with Lebanon, Jordan and Tunisia  May 12, 2014 

Dialogue with Egypt May 14, 2014 

Dialogue with Peru June 5, 2014 

 

Overview of the Consultation Process  

95. As an integral part of the process to develop the Strategic Framework, the WB held global consultations 
from February to June 2014. More than 200 organizations—representing stakeholders from government, civil 
society, the private sector, and academia—commented on the development of this Strategic Framework in 9 
face-to-face meetings around the world while another 22 submitted written comments through the on-line 
survey. The majority of organizations were from Part II countries (Figure A6.1). 
 

Figure A6.1. Organizations Taking Part in Consultations 

 
 

96. As part of the consultations hub, the CE website provided background for the consultation process, 
including a concept note, Power-point presentation, and issue brief providing an overview of the Strategic 
Framework’s objectives and approach and the schedule of consultation meetings. Stakeholders were encouraged 
to share their input through the online survey and a dedicated email account. Key materials were made available 
in Arabic, English, Portuguese, and Spanish.  
 

97. Participants in the face-to-face meetings were led (via videoconferencing for regional consultations) by 
either Mariam Sherman (Director, Results, Openness and Effectiveness) or Astrid Manroth (Operations 
Adviser, Openness and Aid Effectiveness) and moderated by WB Communications Officers. Through the 
consultations, Bank Management sought views from stakeholders in a range of areas: 

• Where have you seen CE contribute to development outcomes? In which sectors has it worked best? 
What types of engagement mechanisms were used? 

• Can you share examples of CE with impact in the following areas: service delivery; public financial 
management; governance and anti-corruption; social inclusion and empowerment; and natural resource 
management? 

• In what ways have you seen the private sector effectively engage citizens to improve product and service 
delivery and benefit the wider society?  

Part I
Part II
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• In your experience, what contextual factors—such as civil society, political society and global 
dimensions—are critical to make CE efforts work effectively to enhance results?  

• Where have you seen CE efforts fail? What happened? What lessons would you draw from these 
experiences? 

• What mechanisms and context can best contribute to sustainable mechanisms for engaging citizens in 
service delivery, policy-making, and other development activities? 

• Where do you see gaps in what is known about the contribution of CE in achieving development 
outcomes that could inform the future research agenda?  

 

98. Table A6.2 provides a summary of feedback, including online inputs and face-to-face meetings, received 
during these consultations. A more detailed summary of each meeting as well a summary of written online 
submissions are available on the Engaging with Citizens for Improved Results website. Points raised by a wide 
range of participants, some less frequently heard reflect the concerns of specific constituencies. The summary is 
intended as a reflection of what has been presented, without predetermining the content of the Strategic 
Framework itself. It was emphasized throughout the consultations that their purpose was not an attempt to 
develop a Strategic Framework that would meet with approval from all parties, but rather to ensure that the 
World Bank could learn from the extensive diverse experiences of those participating in the consultations. 
 
99. Throughout the consultations, it was evident that there were a range of views on the challenges and 
priorities in CE mainstreaming in WBG operations. It was clear throughout the feedback however, that CE 
should be included throughout the project cycle— from design to implementation to monitoring and evaluation.  

http://consultations.worldbank.org/consultation/engaging-citizens-improved-results
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Table A6.2. Summary of Feedback from Stakeholders 
This is a summary of key inputs from the consultation dialogues held between February and June 2014, including the online feedback survey. It includes the World Bank’s 
response to how the inputs are considered in the Strategic Framework. To view the extended summary of all feedback received, click here. Summaries from each consultation 
dialogue as well as a summary of the online feedback are also available on the website. We appreciate the inputs provided. The quality of the inputs attests to the wealth of 
experience in CE.  

Area Key Inputs  Response in Strategic Framework 

Where have you 
seen citizen 
engagement 
contribute to 
development 
outcomes? 
In which sectors has 
it worked best? 
What types of 
engagement 
mechanisms were 
used? 

 

• Local context is analyzed and taken into account, including 
information, capacity, and context-adapted tools.  

• Citizens are part of the project design. Involving them is important 
to make sure the project caters to their needs.  

• Citizens receive the relevant information in a timely manner and in 
local languages. 

• Closing the feedback loop is critical; citizens need to feel their 
inputs are valued and translate into real outcomes.  

• Strategies focusing on specific sectors can contribute to effective 
citizen participation.  

• Good understanding of what methods work in different contexts is 
important. Different methods require different levels of buy-in from 
government. 

 

The elements of successful citizen engagement identified are consistent 
with the findings of the literature review of the impact of citizen 
engagement and stocktaking of experience with citizen engagement in 
World Bank operations undertaken as part of the Strategic Framework (see 
Chapter II: Summary of Evidence and Lessons Learned; Annex II: 
Background Literature Review; and Annex III: Summary of Stock Take).  
 
An overview of CE mechanisms is included in Annex I of the Strategic 
Framework. 
 

Can you share 
examples of citizen 
engagement with 
impact in the 
following areas: 
service delivery, 
public financial 
management, 
governance and 
anti-corruption, 
social inclusion and 
empowerment, and 
natural resource 
management? 
 

Service delivery 
• Increased citizen engagement has been used to improve the quality 

of education and health care services in many countries. 
• Community development projects were highlighted as good 

examples of working with local NGOs to deliver services.  
• In the water sector, citizen engagement can help build and maintain 

infrastructure in small communities.  
 
Governance  

• Increased citizen engagement has resulted in decreased 
mismanagement and corruption often associated with the delivery 
of health services. 

 
Social Inclusion and empowerment 

• Several participants noted successful examples where children 
participated in citizen engagement processes in the areas of child 
labor, health, and education.  

• Examples included citizen engagement in formulating pro-poor 
policies, and engaging marginalized and vulnerable groups. 

Prepared as part of the development of the Strategic Framework, the 
background literature review on the impact of citizen engagement  on 
development outcomes includes evidence reflecting the inputs provided by 
participants.  
 
Chapter II: Summary of Evidence and Lessons Learned and Annex II: 
Background Literature Review provides further details.  

 
 

http://consultations.worldbank.org/Data/hub/files/consultation-template/engaging-citizens-improved-resultsopenconsultationtemplate/materials/ce_feedback_summary_june2014.pdf
http://consultations.worldbank.org/Data/hub/files/consultation-template/engaging-citizens-improved-resultsopenconsultationtemplate/materials/ce_consultations_online_feedback_summary.pdf
http://consultations.worldbank.org/consultation/engaging-citizens-improved-results
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Area Key Inputs  Response in Strategic Framework 

• Other examples succeeded in promoting poor and marginalized 
women’s meaningful participation in decision-making processes as 
well as stronger gender focus in advocacy, and proposals for 
legislation.  
 

Public financial management 
• Citizen engagement in budget formulation, monitoring, and 

oversight can improve resource allocation, public expenditure, and 
direct resources to the most pressing needs.  
 

Natural resource management 
• There were examples where citizen engagement has worked well in 

the protection of forests and watersheds through the creation of 
management committees including the local communities. 

• Participants mentioned the Ghana EITI mechanism as successful 
citizen engagement in natural resource management.  

 
In what ways have 
you seen the private 
sector effectively 
engage citizens to 
improve product 
and service delivery 
and benefit the 
wider society?  
 

• Create incentives to make the private sector more socially 
accountable.  

• Citizen engagement for private sector operations could be linked 
with the concept of ‘shared value.’ Some corporations are 
integrating sustainability into their value chains and this concept is 
strongly related to citizen engagement. 

• Citizen voice should be included in public-private dialogues.  
• Limited oversight of service delivery mechanisms in the private 

sector and hardly any independence verification of the impact of 
citizen complaints/concerns about their products and services. 

• The WBG should focus more on how projects affect communities 
and social justice, rather than focusing on private sector 
development.  
 

The Strategic Framework refers to the WBG efforts to engage with citizens 
in the context of its work with the private sector (see Section III.I), 
including public-private dialogues (see Section VII: Conclusions and Next 
Steps). 
 
The Strategic Framework acknowledges the private sector’s wealth of 
experience in feedback and measurement approaches that are increasingly 
utilizing mechanisms where consumers and suppliers have a central role 
(see Section I, Context and Objectives). It also mentions how the concept 
of shared value is useful to enrich the understanding of company 
performance. A broader review of private sector experience in citizen 
engagement is however beyond the scope of the Strategic Framework.  
 
 

In your experience, 
what contextual 
factors—such as 
civil society, 
political society and 
global dimensions—
are critical to make 
Citizen Engagement 
efforts work 
effectively to 
enhance results?  

• Trust between the state and citizens is a key factor for citizen 
engagement and is important to establish buy-in for national citizen 
engagement programs.  

• Citizen and CSO capacity to engage. 
• Good governance and institutionalized mechanisms. 
• A functioning justice systems and access to justice are important, as 

well as ability of the justice system to tackle corruption.  
• Access to Information and technology. 
• A certain level of stability is necessary.  
• Gender-related aspects.  

 
These inputs have been incorporated in the Strategic Framework. A 
comprehensive list of contextual factors is included in Table 2.1 of the 
Strategic Framework: Contextual Factors that Impact Outcomes of Citizen 
Engagement Initiatives, and Table 2.2. Additional Contextual Factors 
Impacting Outcomes of Citizen Engagement in Various Areas. 
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Area Key Inputs  Response in Strategic Framework 

 
• Effective knowledge hubs are necessary for citizens to share global, 

regional experiences and best practices.  
 

Where have you 
seen citizen 
engagement efforts 
fail? What 
happened? What 
lessons would you 
draw from these 
experiences? 

 

• Poor Design. 
• Lack of response to feedback. 
• Lack of strategic leadership. 
• Lack of civic space and low CSO capacity. 
• Shifting resources and counterparts. 
• Political inference and elite capture. 
• Lack of field management mechanisms, lack of research of power 

and context analysis, and lack of local knowledge of local cultures, 
norms and sensitivities. 

These lessons are consistent with findings from the literature and 
experiences of World Bank practitioners (see Chapter II: Summary of 
Evidence and Lessons Learned; Annex II: Background Literature Review, 
Annex III: Summary of Stock Take; and Annex IV:  Summary of Regional 
Approaches). 

What mechanisms 
and context can best 
contribute to 
sustainable 
mechanisms 
for engaging citizens 
in service delivery, 
policy-making, and 
other 
development 
activities? 

 

Long-term sustainability 
• Citizen engagement is a long-term process and cannot be seen 

within a shorter-term project cycle.  
• Resources for citizen engagement must be sustained over time as 

some types of citizen engagement require training in oversight 
activities or personnel dedicated to these duties.  

• The WBG should be cognizant of how citizen engagement in the 
context of a project impacts government-citizen relations at the 
country level, which is necessary for opportunities to scale and 
sustainability. 

• Ensure regular citizen engagement, flexibility in methods, and 
constant attraction of new members.  

• WBG should work through established structures and institutions 
such as multi-stakeholder forums, and national and local structures 
to avoid duplication of efforts, ensure sustainability and enhance 
ownership.  

 
National systems  

• Broader enabling environment – a policy (supporting transparency 
and participation), legal, and regulatory environment such as 
Freedom of Information and non-restrictive CSO legislations. 

• A technology and communications infrastructure is necessary. 
• Mechanisms should engage not only citizens, but also the private 

sector and the government. 

One of the objectives of the Strategic Framework is to contribute to 
sustainable processes for citizen engagement with governments and the 
private sector within the context of WBG operations.  It thereby 
acknowledges the need to build the capacity of WBG clients to design and 
implement sustainable systems for citizen engagement to contribute to  
improved development outcomes (Section VI. B.2). 
 

Where do you see 
gaps in what we 
know about the 
contribution of 

• Monitoring and evaluation 
• Citizen motivation – what motivates citizens to get involved and on 

models of successful citizen engagement.  

The Strategic Framework emphasizes the need for more systematic 
monitoring and reporting on citizen engagement activities in WBG-
supported operations, and therefore proposes the use of results chains and  
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Area Key Inputs  Response in Strategic Framework 

citizen engagement 
in achieving 
development 
outcomes that could 
inform the future 
research agenda?  
 

• Barriers hindering citizen mobilization  
• Political will 
• ICT and data management systems 
• Fragile contexts 
• Engaging poor and marginalized 
 

citizen engagement indicators in five development outcome areas--(i) 
improved service delivery, (ii) public financial management, (iii) 
governance, (iv) natural resource management and (v) social 
inclusion/empowerment--to enhance measuring and reporting on citizen 
engagement activities going forward (see Section V: Improved Monitoring 
and Results Reporting). 

It also proposes areas for further research including taking stock of  
adaptive learning pilots and lessons learned; longitudinal analysis of the 
impact of citizen engagement and the role of contextual factors, (see 
Section VIII: Conclusions and Next Steps).  
 

Additional feedback Definitions 
• Some participants expressed reservations with the term 

“beneficiary”. The UNDP’s concept of development “partners” 
should be considered, which implies greater ownership than the 
word “beneficiary”. 

• Citizens should be defined as the primary owners and actors of 
development. 

• There should be agreement on the definition of citizen engagement 
between international financial institutions. 

• Participants requested clarity on the term “national systems”. 
• It should be explained how civil society, academia, researchers, 

community activists, student and labor unions, and women 
associations fit within the definition of civil society. Cooperatives 
and labor unions should also be included. 

 
Approach/methodology 

• Citizen engagement should be mainstreamed in all WBG 
operations.  

• The WBG should consider a rights-based approach to citizen 
engagement.  

• The Strategic Framework should look at how citizen engagement 
can be developed over the long term to help client governments 
improve citizen engagement within national systems.  

• WBG citizen engagement should be broader, deeper, and more 
systematic than ad hoc consultations. Citizen engagement needs a 
clear process and real commitment. 

• The Strategic Framework should include a discussion of how the 
concept of citizen engagement has evolved since the 1990s. 

• The Strategic Framework should include measurable targets for 
citizen engagement, in particular in the context of the post-2015 

On the definitions, the limitations of terminology are acknowledged (see 
section I.B). However, these are commonly used terms in the context of 
WBG-supported operations that required consistent definitions for the 
benefit of clients and task-teams.  
 
The Strategic Framework defines “beneficiaries” as a subset of citizens 
directly targeted by and expected to benefit from a development project.  
 
The definitions proposed in the Strategic Framework are consistent with 
the idea of citizens as the primary owners of development. The WBG 
Strategy, published in October 2013, emphasizes inclusion as part of the 
multidimensional agenda to reduce poverty and promote shared prosperity. 
Inclusion entails empowering citizens to participate in the development 
process, removing barriers against those who are often excluded, and 
ensuring that the voice of all citizens can be heard.  
 
The suggestion to clarify the term “national systems” was incorporated. 
The objective of the Strategic Framework was revised from the Concept 
Note to “strengthen existing engagement processes between governments, 
the private sector, and citizens at the national, regional, local, or sectoral 
level, as applicable” within the context of WBG operations. 
 
Finally, in the context of the Strategic Framework, the term “citizens” 
should be understood broadly and inclusively to refer to both individuals 
and organized groups, including NGOs, charitable organizations, faith-
based organizations, foundations, academia, associations, policy 
development and research institutes, trade unions and social movements. 
The definition of citizen, as applied in the Strategic Framework, is not 
about a person’s legal status. 
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Area Key Inputs  Response in Strategic Framework 

agenda. 
• Specify the relationship between the Strategic Framework and the 

WB safeguards. 
• Documents related to the Strategic Framework should be translated 

into other languages.  
• Citizen engagement by the WBG at the national level should 

receive more attention. Citizen engagement should also be included 
in country strategies and development policy lending, where 
beneficiaries are more difficult to identify. 

• Participants asked how the WBG is going to develop staff capacity 
and incentives. 

• The WBG should learn from experiences, such as the Global 
Partnership for Social Accountability. 

• Participants recommended the WBG to learn from academic studies 
and experience from civil society.  
 

Feedback on existing WBG beneficiary feedback mechanisms 
• The Bank could provide more information of the registered 

participants in a particular event or consultation, as well as the staff 
or specialists directly responsible for the particular operation or 
policy.  

• Citizen engagement is included in WBG projects in rural areas, but 
not as systematically in urban projects.  

• There is a consultation fatigue among CSOs especially when the 
organizations consulted are not informed of the next steps after 
consultations happen. The Bank could help close the feedback loop 
and report back to parties consulted on the decisions taken. 

• The WBG could provide more information on activities from start 
to implementation, and sustain engagement throughout.  

• Consultations could be more inclusive, advertised in a timely 
manner, and conducted at times when citizens are able to 
participate. 

• Some participants felt that vulnerable groups are able to engage in 
the context of WBG operations, but not in independently-led 
government processes. 

 
 
Results indicators 

• Important to define baselines for citizen engagement and conditions 
at country, regional and global level.  

One way to measure success is how much original plans change as a 

On the approach/methodology, the Strategic Framework takes a 
comprehensive approach to mainstreaming citizen engagement in WBG 
operations for improved results and identifies entry points for citizen 
engagement across the WBG-supported strategies, policies, programs, 
projects, advisory services and analytics. The approach goes beyond 
consultations in the preparation of WBG operations, to include citizen 
engagement during program and project implementation.  
 
The proposed approach is based on the evidence of impact and experience 
to date, within and outside the WBG. Building on lessons of experience, 
the approach to mainstreaming citizen engagement in WBG operations is 
guided by the principles of being results focused, engaging throughout the 
operational cycle, and being context specific and gradual. Since citizen 
engagement is not without cost, opportunities for engaging citizens in 
WBG-supported operations will be sought where it can contribute to 
improved development results.  
 
The principle of strengthening existing engagement processes among 
governments, the private sector and citizens, within the context of WBG 
operations is reflected in the objective of the Strategic Framework and its 
guiding principles (see Section I.A: Objectives).  
 
The Concept Note, issue brief, and summary presentation of the approach 
to develop the Strategic Framework have been translated into Arabic, 
Portuguese, and Spanish, and are available on the online citizen 
engagement consultations website:  
 (http://consultations.worldbank.org/consultation/engaging-citizens-
improved-results.)  
 
The Strategic Framework summarizes the evolution of citizen engagement 
in development thought (see Box A2.1) as well as the evolution of the 
approach in the WBG (see Box 1.1).  
 
Regarding inputs on existing feedback mechanisms, one of the sub-
objectives of the Strategic Framework is to improve the quality and 
outcome of existing mandatory engagement mechanisms (see Section I.A: 
Objectives), including those triggered by environmental and social 
safeguards. The Framework acknowledges that good practice approaches in 
consultations, including closing the feedback loop, need to be applied more 
systematically. Going forward, greater use of results indicators will allow 
for tracking and documenting outcomes of consultations during the 
implementation of programs and projects (see Section IV.A: 
Consultations).  
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Area Key Inputs  Response in Strategic Framework 

result of the agreement. 
The focus on results entails strengthening monitoring and reporting, 
including greater use of results indicators. Staff guidance will be made 
available on sample results chains, intermediate outcome and outcome 
indicators that can be used in results frameworks and for reporting progress 
in implementing citizen engagement. The indicators will include tracking 
changes in laws, regulations, processes, and plans as a result of the 
engagement (see Section V: Improved Monitoring and Results Reporting). 

 
 

 


