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1. INTRODUCTION

1.1. The Project

The European Union funded project “Co-creating
social development and good governance: fostering
CSOs
authorities for better social services” aims to

cooperation between and government
strengthen and enhance the capacity of Civil
Society Organisations (CSOs) to collaborate with
government authorities to promote better access
and improved quality of public services, while
ensuring the accountability of service providers.
ACTED and CEPA are collaborating to achieve the
following project results. While this study provided
baseline data on the delivery of the surveyed public
services, a second study is planned for the latter
part of the year to monitor progress, and findings

will be published in December 2018.

ACTED has been tasked with delivering the
following Results (R1 & R2):

¢ R1 — The capacity of CSOs to implement their
mandates and the ability to actively engage in
local social development processes is enhanced,

e R2 — Local needs and gaps in terms of social
services are identified through a participatory
multi-stakeholder approach and addressed by
CSOs and government authorities.

CEPA has been tasked with delivering the following
Result- (R3):

e R3 — Enhanced monitoring of social service
delivery/quality for better accountability of
service providers is promoted, and best practices
are disseminated for mainstreaming.

This entailed CEPA to undertake a number
ofactivities which included:

e Identification of public service providers at
different levels,

e Selection of enumerators from target CSOs,

e Training enumerators on the Citizen Report Card
(CRC) process,

e Facilitation of questionnaire development and
data collection,

e Channelling results to government authorities
and supporting them in developing plans to
address gaps.

1.2. Scope of the Report

This report covers the eCRC findings on the Delivery
of Secondary Education Services in the Monaragala
District based on the eCRC survey carried out in
the DS Divisions of Badalkumbura, Medagama and
Madulla.

1.3. Objectives of the Study

The specific objectives of the study are:

() To use the CRC as a tool for assessing access,
quality and satisfaction of actual users of public
services as well as a tool for social accountability
and transparency,

(i) To proactively disseminate the findings from
this study and use them to advocate operational
policy and practice reform measures,

(iii) To present this experience from the actual users
for similar initiatives in other public agencies in
the other Districts.

1.4. Sampling

There are two approaches to assessing the
performance of service delivery in a given study area
by extracting information such as the percentage
of people using a service, percentage of people
satisfied with a service and so on. One method is
to examine each and every individual of that group
and collect the necessary information and then
consolidate the findings. This method is called
Complete Enumeration or Census. Another way
of extracting this information is to select a subset
from the larger population and collect relevant
information from that subset. This method is called
Sampling and the selected subset is known as the
Sample. A sampling survey was preferred for this
study as it was more cost effective and less labour
intensive.

Reliable and accurate data depends on the manner
in which the sample is selected. The best case of a
sample is when it represents all the variations and
characteristics of the total population living within
the study area.



The eCRC was carried out for two types of services.
One was secondary free education and the other
was Pradeshiya Sabha services. The eCRC covered
60 GN Divisions selected by ACTED in the Mullaitivu,
Batticaloa and Monaragala Districts. The sample size
for the survey was determined as 1200 households
for selected 60 GNs or 400 households for 20
GN Divisions in each district. The 400 households
per 20 GN Division, was then divided according to
the number of actual service receivers of each GN
Division.

In all three Districts of Batticaloa, Mullaitivu and
Monaragala the sampling process was completed in
a number of stages. In the first stage, households
with school aged children (attending grades 5 to 13)
were identified and listed by CSO members for each
GN Division, based on data on households within the
GN Division. Out of this, the sample of households

for the survey was randomly selected according to
the calculated sample size for each GN. Meanwhile
the sample for the Pradeshiya Sabha services survey
was also drawn from the previously mentioned
households identified by CSO members for each GN
Division, based on the criteria that these households
are using at least one public service provided by the
Pradeshiya Sabhas. The sampling exercise in each
GN Division was undertaken keeping in perspective
the ethnic ratios and the spread to achieve wider
coverage that is representative of all villages in
the GN area. In total, 1240 households (414 in
Batticaloa District, 418 in Monaragala District, and
408 in Mullaitivu District) were contacted for the
eCRC; out of this, the valid sample that was finalised
for analysis, following all quality checks, was 1200
households for the 60 GNDs in all three districts.

Sampling was undertaken based on the sampling matrix below:

Population (Households) Sample size to be selected | Sample size to be selected
based on the households based on the households
(95 % Confidence level) (90 % Confidence level)

100 80 66
500 217 141
1000 278 164
5,000 357 189
10,000 370 192
30,000 379 195
50,000 381 195
100,000 383 196
200,000 383 196




Satellite images, such as the image shown below, were used for the sampling process.
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1.5. Methodology

1.5.1. What is a Citizen Report Card?

The Citizen Report Card (CRC) is a simple, yet a
powerful tool that can solicit systematic and actual
user feedback on the performance of public services.
It is a participatory survey that collects feedback on
the quality and adequacy of public services from
actual users. The CRC provides a sound basis and a
proactive approach for communities, CSOs or local
governments to engage in a dialogue with service
providers and hold them accountable for improving
the delivery of public services. Although the CRC
was initially being conducted in urban contexts, it is
now being applied in a wider range of geographic
settings and sectoral contexts to understand the
status of public service delivery.

The CRC presents a number of benefits. It offers
service providers a cost-effective means of finding
out if public services that they provide reach the
public, especially the more underserved members of
the community. In turn, it provides users of public
services an opportunity to convey feedback to
local government regarding the quality, efficiency,
and adequacy of the services that they receive as
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well as the problems they face in their interactions
with service providers. In cases where there are
different service providers, it is possible to compare
their ratings across various services. The resultant
assessment (based on user satisfaction) is then
converted into a ‘report card’ on the performance of
public services for a certain locality. The CRC should
not be confused with an opinion poll on public
services as the CRC reflects the actual experiences
of public services users. For example, the surveys
that generate the CRCs only target individuals who
have used specific services, and/or interacted with
the relevant public agencies.

CRCs have been used by various entities ranging
from local and national governments, civil society
organisations to development partners in over
20 countries as a tool for citizen engagement and
service improvements. As this instrument typically
generates data at the intersection of citizen-
government engagement, its usefulness can branch
out into many areas of influence. For example it
can become the basis for informing public policies
and programmes, re-engineering of governance
processes and service delivery mechanisms, and
restructuring community
institutions.

of government and



One of the salient features of the CRC is its ability
to give a voice to the marginalised communities,
as was the case with this particular study, which
focused on engaging communities from very remote
and underserved areas in the Batticaloa, Monaragala
and Mullaitivu districts. The aim was to empower
communities to make their own choices, meet their
needs and lead a self-reliant and sustainable life.
For the purpose of this study CEPA focused on
assessing prioritised services identified through
community based research. The objective was to
influence existing practices as well as policies from
a pro-poor and rights based perspective.

1.5.2. What is an Electronic Citizen
Report Card (eCRC)?

The Electronic Citizen Report Card or the eCRC
is a revolutionary approach to conducting CRCs
harnessing the power and convenience of sate of
the art technology. The eCRC enables the reliable
collection of citizen feedback through an Android-
based mobile application while analysing and
reporting the information collected in real time.
There are several components to the eCRC process:

(a) Conducting the survey

A scientific sample survey of public feedback
and experiences is conducted via a tablet using a
mobile application. A GIS tracking system in the
cell phones/ tablets indicates the location from
where data is collected, thereby enhancing the
reliability of data collection.

(b) Remote monitoring for quality control

A web-based
enables survey managers to track the progress

survey management module

of the survey on a real-time basis. This module
enables remote monitoring and management
of survey activities and hence ensures greater
quality control.

(c) Data analysis

Online Dashboard and Data Analysis Tools
developed as a part of the eCRC addresses
the information needs of various stakeholder
groups (e.g. policy makers, administrators,
political representatives, and citizens etc.). The
results of the survey are presented through
easy to understand graphs, tables and maps.

Simple colour codes are used to facilitate easy
inferences on performance levels.

As the eCRC uses mobile tablets and state of
the art technology for survey reporting it has a
number of advantages:

* |t generates highly accurate data;
e provides immediate results;

* enables data / results to be displayed on a map
of the geographic location where the survey is
being undertaken;

e it is more cost efficient as it allows the exercise
to be repeated with a one-time investment cost.

1.5.3. The Designing of the eCRC

For the purpose of this study the eCRC survey was
designed for 20 selected Grama Niladhari divisions
in each of the districts of Batticaloa, Monaragala
and Mullaitivu. The survey was designed to cover
the service delivery of Pradeshiya Sabhas and the
status of secondary education services in the areas
identified for the study. The timing of the survey and
other logistical details were finalised in consultation
with  District  Secretaries,
Directors and the Pradeshiya Sabhas Secretaries

Zonal Education
in the Districts concerned. The survey was carried
out by a team of Civil Society Organisations (CSO)
that represent each GN divisions. The team of CSO
members had been trained as a pool of resource
persons by CEPA for implementing eCRC surveys
in the three districts with the direct supervision of
CEPA researchers as well ACTED field officers.

1.5.4. lIdentifying Services to be

Surveyed through the eCRC

During focus group discussions (FGDs) with the
community and members of the CSOs, the twoissues
that emerged as priority areas forimprovement were
the delivery of (i) Pradeshiya Sabha services, and (i)
secondary education (year 5 - year 13) services.
These priorities also aligned with priorities outlined
in the ACTED village development plans (VDPs).

Among these, the priority areas for improvement
were identified by the rankings provided by the
community and CSO representatives.



In the case of education services, secondary
education was identified as a priority through FGDs
undertaken with the community.

1.5.5. Development of Performance
Indicators

A set of specific indicators were identified for
secondary education services following a series
of consultations with community groups, officials
from Zonal Education Offices and Local Government

Authorities in the three districts. The following
performance indicators were selected to assess
the performance of secondary education service
delivery:

Aspects of Secondary
Education Services Delivery

Indicators

Access

School attendance within / outside GN Division
Regularity of attendance

Reasons for not attending

Attending tuition classes

Quiality Satisfaction with quality
Facilities Availability

Satisfaction
Teachers Availability

Quality of teaching
Teacher’s behaviour
Teaching approach

Inconveniences

Punishments
Abuse
Discrimination
Hidden costs




1.6. The Study Area

Within the Monaragala District, this study covers a Medagama and Madulla DS Divisions as shown in
number of areas under the Pradeshiya Sabhas and the table below.

Educational Zonal Offices in the Badalkumbura,

DS Division / Pradeshiya GN Name Total villages Number of
Sabha (PS)/Educational Households
Zone
Namal Oya Colony 5 318
Thalkotayaya 2 229
Ritigahawatta 3 278
Madulla DS
Division/Madulla PS/Bibila | Panguwa 3 286
Educational Zone
veatl Pangura 4 213
Kolladeniya 12 412
Maganthaoya Colony 4 248
Raththanadenitya 6 372
Mellagama 4 432
Medagama DS Pitadeniya 4 296
DiViSion/Medagama Bendiyawa 4 408
PS/Bibila Educational Zone Kotabowa 6 383
Bibilamulla 3 328
Elhena 2 280
Badalkumbura DS Division / | Maligathenna 3 394
Badalkumbura Ella 4 305
PS/Monaragala Educational Kotamudhuna 5 410
Zone
Lunugala Colony 5 532
Dewathura 4 699
Miyanakandhura 2 484




2. KEY FINDINGS

2.1. Access to Secondary
Education

The data from the eCRC survey on school attendance
revealed that a majority of secondary school children
in the Medagama and Madulla DS Divisions attended

schools outside of their GN Divisions as shown in
Figure 1 below.

Figure 1: School Attendance Within and Outside One’s GN Division

100%
w0 R
60%
40% 79%
20% 44%

0%

W Goes to a school within the
Division

61% Goes to a school outside the

Division

BADALKUMBURA MEDAGAMA

On probing into the reasons for attending schools
outside of one’s GN Division there were a number
of access related issues cited as indicated in Figure
2. Students in all three DS Divisions indicated that
classes being offered only up to grade 5 are one
key reason for attending schools outside of their GN
Division. Likewise, in all three DS Divisions, students

MADULLA

were also compelled to attend schools outside due
to there being no school within their GN Divisions.
The third most commonly cited reason for attending
schools outside the GN Division was the lack of
facilities. A preference to attend gender segregated
schools was a reason cited in Maritimepattu DS
Division.

Figure 2: Reasons for Attending School Outside One’s GN Division
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2.2. Quality and Satisfaction
with Secondary
Education Services

Figure 3 indicates the satisfaction levels expressed
by both parents and secondary school students. The
majority are either highly satisfied or moderately

satisfied with the quality of education that they
receive.

Figure 3: Overall Satisfaction Regarding Quality of Education
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Figures 4, 5, 6 and 7 provide satisfaction levels
by GN Division. In most GN Divisions, the
majority of students have indicated they are either
highly satisfied or moderately satisfied with the
education they receive. However, there appears
to be noticeable pockets of low satisfaction in the
GN Divisions of Maligathenna, Miyenakandura,
Rattanadeniya,  Kotabowa, Bibilamulla and
Ritigahawaththa, Panguwa, and
Magandaoya Settlement. The reasons given for low
satisfaction include:

Bendiyawa,

- A lack of relevant teachers to teach certain

subject matter.

- Teachers do not arrive on time.

- There are no opportunities for additional classes.
- Practical classes are not conducted.

- Classes are held only up to Grade 9.

- Thereis alack of necessary infrastructure.

Figure 4: Satisfaction Regarding Quality of Education in Badalkumbura Division
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Figure 5: Satisfaction Regarding Quality of Education in Medagama Division
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Figure 6: Satisfaction Regarding Quality of Education in Madulla Division
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The percentage of students attending tuition
classes was considerably high (more than 75%) in
Madulla and Medagama DS Divisions as shown in
Figure 7, which could be indicative of shortcomings
in the quality of education they receive in schools
compelling them to attend supplementary classes.
The proportion of children attending tuition is
provided by GN Division in Figures 8, 9 and 10.
Whenever, a large proportion of students attend

50% 60% 70% 80% 90% 100%

tuition classes, it could signal problems with the
quality of education that they receive within their
schools. Reasons cited for attending tuition were
that they wanted to gain additional knowledge;
syllabuses were not covered in schools; difficulties
in understanding what was taught in school;
teachers not paying enough attention and being
compelled to attend because friends are attending
tuition.

Figure 7: Students Attending Tuition Classes

0% 20%

40% 60% 80% 100%



Figure 8: Students Attending Tuition Classes in Badalkumbura Division
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Figure 10: Students Attending Tuition Classes in Madulla Division
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2.3. Facilities

Figure 11 provides an overview of the facilities
available to secondary children in the Badalkumbura,
Medagama and Madulla DS Divisions. Facilities such
as mid-day meals, adequate teachers, “Suraksha”
insurance, kitchen facilities, canteens, and drinking
water facilities are available to a lesser extent
in these three divisions. With regards to the
“Suraksha” student insurance scheme, which is
available to all students in Sri Lanka, it is likely that
some respondents have indicated that insurance

H No

H Yes

60% 80% 100%

is not available to them simply because they lack
awareness about this facility. Therefore, this
indicates that there is a need to build awareness
among all students regarding the availability of this
facility so students can gain the benefits that they
are entitled to, especially students in underserved
areas, who would benefit the most. In the case
of mid-day meals, the requirement is that primary
school children or schools with less than 100
students are to be given mid-day meals. It is not



mandated for secondary school children which is the
reason why the survey reflects that this facility is
lacking in the areas surveyed. However, it appears
that there is an expectation among secondary school
children that they should also receive mid-day meals
because their younger siblings in primary school
receive a mid-day meal.

It was also noted that close to 100% of the school
children received uniform vouchers, and that there
was a preference for receiving the vouchers as

opposed to receiving uniform material as was the
case previously. Some children used the vouchers
to purchase other requirements such as shoes or
other clothing items. The disadvantage of uniform
vouchers is that they can be inconvenient for
students in very remote areas who must travel a
considerable distance to a commercial centre to
be able to purchase uniforms / material using the
vouchers.

Figure 11: Availability and Usage of Facilities
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2.4. Additional Payments

The eCRC survey also reveals that some students
have incurred additional costs as they have been
required to make various payments to their schools.
As shown in Figure 12, the payments requested are
mostly in cash although a very small number have
indicated that they have been asked to pay in kind. In

most cases the students were issued with receipts
for these payments, but a noticeable number of
students have also indicated that they have not been
issued with receipts as indicated in Figure 13. Such
transactions may need investigation to ascertain
their legitimacy.

Figure 12: Additional Payments Requested by Schools
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Figure 13: Receipts Provided for Additional Payments Made to Schools

25

20

= =
o w o w
]
|
|
]

|

|

\BQY Q}'\y 0$?* $\?’ e$?* S{y S 0\}?‘ Q,e QQ\V $V $\*Y‘ §V e\*?‘ v:\?‘ é?’ Sz}“ QQ\?’ '\QR* N\@V’
?:Qe‘ 00 Qvo ,\‘2& }éo 0\* 3 S «vg \?’6 Q<</ VQQ/ o‘(x Q?’Q Q?.Q ve(') e(:) \;& &
& ST FIFFTE Y T FTPETFTEF TSN
© O ® N SER SR PN
PNy © ¥ IR S
o N S
N F N
> S
\% ®v(° N
No M Yes
2.5. Other Inconveniences
Some of the school children surveyed indicated that seem to be quite prevalent in the GN Division of
they have encountered punishment related issues Rattanadeniya, closely followed by the Pitadeniya
at their schools (see Figure 14). These issues and Kotabowa GN Divisions.

Figure 14: Punishment Related Issues in Schools
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Although corporal punishment in schools has been students are canings in all three DS Divisions of
banned in Sri Lanka, it is quite concerning that Badalkumbura, Medagama and Madulla as shown in
the most frequent form of punishments given to Figures 15, 16 and 17.

Figure 15: Punishments Given to Students in Badalkumbura Division
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Figure 16: Punishments Given to Students in Medagama Division
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As indicated in Figure 18 and Figure 19, students authorities may need to pay attention to these
also reported cases of discrimination and abuse cases as abuse and discrimination can have serious
(physical, emotional, verbal) in schools. Although implications of human rights violations.

the reported cases are very few in number,

Figure 18: Incidences of Discrimination in Schools

180
160
140

157
138
120 111
100
80
60
40
20 2 1 4
0

BADALKUMBURA MADAGAMA MADULLA

Eno Myes

Figure 19: Incidences of Abuse in Schools
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Students also reported some cases of issues adequate facilities for teachers, which makes it
relating to teachers (See Figure 20). The most difficult for schools to retain teachers.

prevalent issue concerning teachers is the lack of

Figure 20: Issues Relating to Teachers
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3. OVERALL SCORING FOR SECONDARY
EDUCATION SERVICES

Figure 21 indicates the scoring given to the each of the GN Divisions in the study area. Scoring
performance of secondary education delivery in is provided based on the percentages of highly
the study area in Monaragala District. The scoring satisfied users of secondary education services.

is provided for secondary education services within

Colour % of highly satisfied users Action required
- highly satisfied users below 40% Needs urgent attention

highly satisfied users between 40%-60% Needs improvement

highly satisfied users above 60% Needs to maintain performance or better
still if improvements can continue.

There are a number of areas in the delivery of secondary education that needs urgent attention within each GN
Division in the study area. These are shown in Figure 21.
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4.1. Service—-wise Areas for
Improvement

4.1.1. Areas for Immediate Attention

The eCRC survey results revealed a number of
areas that the respondents identified as requiring
immediate attention. This is summarised for each DS
Division in Figure 22, 23 and 24.

In Badalkumbura Division, the key priorities for
immediate action include playgrounds, computer lab
facilities and sanitation facilities. In the Medagama

4. RECOMMENDATIONS

Division, key priorities for immediate action include
playgrounds,
buildings. In Madulla Division, the key priorities
for immediate action include playgrounds, school
buildings and science lab facilities. Itis recommended
that these priority areas are taken into consideration
for immediate action.

sanitation facilities and school

Figure 22: Areas for Immediate Action in Badalkumbura Division

200
180 m Water facilities
160
m Teaching approach

140
120 B Science lab
100 I m School building

80

Sanitation facilities
60
M Relevant teachers
40 ]
20 . i Playground
0 ! ! ! ! ! ' ®Library
e \e \g \s g \g
Q\\)% & 0\3% Q\;\ <§ 0\)%
$§\ @) ?g‘? é% \g?% B Computer lab
& & S S
\)(y\' = K\ Canteen
D
N




Figure 23: Areas for Immediate Action in Medagama Division
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Figure 24: Areas for Immediate Action in Madulla Division
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In instances where respondents were dissatisfied
with the delivery of secondary education services
in general, they identified a number of reasons for
dissatisfaction such as a lack of maintenance of
facilities; poor response from government officials
in addressing complaints; and political inertia in
taking necessary action. Suggestions made by
respondents for improving the delivery of secondary
education services emphasized the need for more
active engagement from political leadership and
government officials in addressing issues regarding
secondary education services.

4.1.2.0ther Considerations

The data from this study can provide a good
benchmark (especially the scoring provided in Figure
21) to plan reforms and improvements within the
secondary education sector.

Immediate priorities and areas identified for
should be
account for future planning and budgeting activities

improvement/attention taken into

within the sector.

The wide variation in service delivery among the
GN Divisions deserves to be examined more closely
to understand how and why there is inequitable
delivery of secondary education services across
the GN Divisions and how they can be addressed
effectively.

Colour

highly satisfied users between 40%-60%

highly satisfied users above 60%

The service providers will need to implement the
actions identified in the action plans to improve
service delivery while the community will closely
follow up with the service providers on the progress
of the activities and track progress against the
ratings provided in Figure 21.

The information provided by this eCRC can be used

% of highly satisfied users

highly satisfied users below 40%

4.2. Way Forward

Action plans have been prepared based on the
preliminary findings of the eCRC survey. Findings
were presented to senior officials of Local
Government, PS Secretaries, zonal education
directors, deputy directors and community
representatives.  Discussions between service
providers and service receivers were facilitated to
produce actions plans identifying short term and
long term objectives for improving services before
the 2nd round of the eCRC. The action plans for
the delivery of Monaragala's secondary education
services are provided in Annex 1.

The 2nd eCRC survey is planned for October 2018,
which will enable tracking of progress against the
ratings provided for service delivery in Figure 21.
It is expected that progress will be made on the
short term actions indentified in the action plan.
If satisfaction of service delivery has improved,
colour changes in the ratings chart (Figure 21) can
be expected to reflect the following satisfaction
ratings. Even if a colour changes are not evident,
an increase in the satisfaction percentage can be
considered as progress being made in terms of
service delivery.

Action required
Needs urgent attention
Needs improvement

Needs to maintain performance or better
still if improvements can continue.

for launching further investigation into problem areas
keeping in mind that the findings from the eCRC are
signposts based on community feedback, indicating
where more complex underlying issues of secondary
education delivery may reside. To understand the
causes that underpin these issues, it may require
deeper probing and study.



To undertake focused action, the following can be
recommended:

Based on the eCRC ratings, identify delivery
performance areas that are particularly weak,

Investigate underlying causes and factors that
impede effective education service delivery,
diagnosing gaps that need to be filled in order
that the services may be improved,

A combination of interventions may be

required to address education service delivery
gaps,

Once delivery gaps are addressed, following
up on the satisfaction levels of the service
users will be useful to determine if delivery
performance has improved from the
benchmarked levels.



uo11BID0SSY
(' sway syods Joy) 1swdojanag
‘yuow 92140 |euolnleanpy |euoz |00YydS
Asans yo yeam € 2140 8102 aunf 8102 ‘jes 3uiyoesy
-Aeplig |euolleanpy |euoz JeaA sy Uy Sd | |ooyds pue |edidulid wJua] Suol punou3Ae|d S
(spoyrsw
Suiyoeay pue g
"yauow ‘9210 |euonednp3 siayaeal Jo yoe|)
AJaA3 JO oM € 201440 [BUOZ ‘92140 UOIEINPT swajqo.d
-Aepli4 |euoeonpy [euoz | Jaquiaidas 8T0Z aunr gToe |euoisiaiq ‘ledidutid |ledpulid w9 1oys pale|aJ siayoea| 14
Ajunwwod
“yuow |eduld ‘UoIBIDOSSY
A1ans jo sam ¢ ‘2010 1uawdojanaq |ooyds Ex]iiTe) ||lem Azepunog
-Aepri4 |euollednpy [euoz 020z JeaA 8T0TZ dun( ‘ledipulid |euoileanpy |euoz wJa] Suol - (90uay) ¢
8T0¢ 42qwadaQ aunfg10¢
"yauow CRlliTe) A1@10s 1ypinwes $33103 3y}
A1ans jo seam ¢ |euoilednpy jeuoz 8107 ABIN |edpulld uoleossy Aya100s JO dueuUIRN
-Aepliy ‘ledidulid 8T0C ¥snany 40 3@3M 3seq 'sjuaied [1A1D [2A3] 93E||IA w3l 1oys - S9IM|1984 19]10 1 [4
uo11BID0SSY
9010 1uswdojanag
“Yuow uoljeanp3 |euoz |00YdS
AJBA3 JO o8M € ‘IHd ‘|edpulid Jagquiaw 0S) ‘suonesiuedio
-Aepui4 ‘lieype|iN ewelo 8T0C 4900120 8T0Z Isn3ny pue S13214}0 JUSWUIIA0D Ao1008 |IAD wua] Suol Jaiem Supjung L
ssa2o0ud 3y} sjuawanoadwi }40Mm dy3
Suneaw Sunoyiuow 104 3d|qisuodsau 10} 3d|qisuodsa. wJd] Suoq
Alyauony S1 oym aleq pu3j aleq Meis siapjoyajels 13Yyi0 S1 Oym / wia] uoys 921A3s Ajaolad ON

‘eAluapeild ‘euay)3 ‘ennwejiqig ‘ewebejely ‘'emoqelo) ‘emelipueg ‘eAluspeueiyey
AaAins ayj ul paisnod sgqNO 40 ssweN

ewebepaly ‘@313 1eUOIIEONPT JBUOISIAIQ - SUOZ B]iqig — UB]d UOIIDY — S9JIAISS uol3eanpa 104 AsAing pie) 31oday usziy) - ueld uondy

SNUTd NOLLIV - | NANNY



ejebeleuoly - (931140 HIDVY) IUSWUISAOL 18207 JO D140 JOUOISSIWIWOD) JUBISISSY — dNUSBA ‘TOZ'SO'OT - 21ed

eAluspelld - exiysadn ipoweyd

eAluspeueniey - luemas(ues yauesepp

eAluspelld - Iyjuemnype| iueAeo

emeAipueg - 1yuemaa[ ewipueyd

eAluspueyiyiey - ejeluess uiwped

ewebepa}y ‘92140 1eUOIIEINPT JeuoISIAI] ‘(@) UoedNp 40 10333417 1BUOISIAI] -esepeweyq a1

:uoiInqiiauod

UOoI1e10SSY
‘yauow 1uswdojanag
AJans Jo spam ¢ IO |ooyos ‘Jyeis
-Aepli4 |euolleanpy |euoz Jaquia2aq 8T0¢C aunr gT0C sjuaJed pue |edpulld ‘sioyoeay ‘jedpulld wJia] 3uoq 8ulp|ing jooyas 8
‘yuow
AJans Jo spam ¢ 921}JO |euoneanpy sjuapnis pue aoueunsu|
-Aepli4 |BUOISIAIQ | 8TOC aunr jo pu3j Ae|N 8T0C sjuaJed 'jeis ‘sisyoes] |edidulig wJa] 1oys eysyelns A
Ajunwwod
‘UoI1e1d0SSY
(422140 j1uswdo|aAaq |ooyds
‘yuow Y3jeaH 21jqnd) |Hd ‘ledpulid 991JlWwo)
AIaA3 Jo 3oam € ‘ledidulid ‘@210 (Anjenb poo3 uonINN |ooyds
-Aepii4 |euolyeanpy |euoz aunr 810 AeIN 8T0C UMM ulejulew usaue)) ‘ledipuiid wJa] uoys usajue) 9
ss9204d a3 sjuswanoaduwi }40m 3yl
Suneaw Suionuow 104 3d|qisuodsa. 104 3|qisuodsal wid] Suo
Ayauopy s oym 1eq pu3j 91eQ 1eis siapjoyayjels JaYyio s oyMm /w3l uoys | 3d1aa9s Ajliond OoN




(40309dsu|
U3eaH 211gnd) IHd
IHd ‘@aniwwo) (sam1oey yo Ayjenb
syiuow '@9111WW0) uonIINN uonInN |ooyas pue spooy Alljenb)
934yl ul UQ |edidulid 01-8-810¢C 01-S0-810¢ jooyos ‘|edidulid ‘lediuld wJs| 1oys uaajue) VA
sjuawnJIsul
40122417 10123410 Alessaodau
1010911 0T-80-810¢ |euoileanpy jeuoz uolleonp3 |euoz wJs] uoys jJoioe] e
syuow |euolzeanp3 uolzeanp3 ‘uoneanpy SJ9ydoeal JOJe e
934y3 Ul UQ |euoz ‘|edpulid 0202 0T-S0-810¢ 4010192417 |eIdUINOId J0 10123417 |eIDUINOId wJa| 1oys S31}1|108) el 92UBIIS 9
UOI1B|D0SSY
|edidulid ‘92140 1uawdojanaq |ooyds uo|11e120SSY
syuow |euoneanpy ‘0 1uswdolaAa( |ooyds sal|oey
934y} Ul 0UQ |euolsialig 0T-80-810¢ 0T-S0-8T0¢ |euoileanp3 |euolsialig ‘ledidulid ‘syualed wis| 1oys pue punoJsAe|d S
uenesqn
syjuow ‘10303414
934y} Ul DUQ | |euolEINPT |BUOZ 0T-20-810C 0T-S0-810¢ jedidulid uelleaqn ‘ledpund w3} Suon Aseaqn 1%
DIHO
syjuow |eUOI1BINPT |BIDUINOI]
934y} Ul UQ jedidpuld 0202 0T-S0-810¢ jedidulid ‘921340 A1e12429S Sd w3} Suon Sal}|10ey) 19101 €
Aoy
SuiAjund uszepy e
syjuow suoljesiuedio uoneossy | SOON ‘Sd wuawiedaq wJal Jla1em apinodd e
934y3 Ul UQ Aa10s |IAD) 0202 0T-S0-810¢ 1uswdojanaq |ooyds |euol1eanpy |elduinold | Suo 13 WISl 1oys Jaem Supjuug 4
siayoea] ‘|edpulid
syiuow suoljesiuedio ‘uolyeanpy 1032341Q wJal
92443 Ul UQ Ae10s |In) 0T-80-810C 0T-S0-810¢ 40 1012241Q [eUOISIAIQ |euolleonpy |euoz | SuoT g WUl 1oYS Sal|10e) SJ9ydea| L
ssad04d ay3 sjuawanoaduwi
Sunssw Sui0yluow 10} 9|qisuodsal J0M 3y} 104 waa] Suon
Alyauop S oym aleq pu3l aleq yels sJapjoyajels 1a3yio 9|qisuodsau si oymm / wJa] 1oys 901n49s Ayionud ON

Auojon eAoepuebely ‘eAedAerodjey] ‘emnbuey ‘e;zemeyebinry ‘eAluspe)ioy] ‘einbued ‘eAepedeuer eAojewep
AaAins ay3 ul pasanod sgNo 40 sawep

UOISIAI(] 1eUOIIEONPT B]INPEJN SUOZ B)iqig —UB]d UOIIDY — SIJIAISS uo13ednpa 104 Asaing pie) pioday uaznid - ueld uondy



ejebeseuo)y - (931440 HTDY) JUSWUISAOS) 18207 JO 931440 JSUOISSIWIWOD) JULISISSY — SNUSA ‘GT0Z'SO'0OT -93ed

exenyieder “|y)

eAepedeuer eAoepuebely - LIsueWeS “|n"Y
eAiuapenoy - einpueg 1eAid '9'9
ejzemeyebiry - esewny| edysng |n
eliemeyebnry - eredespueyd |y
uonesiuebip abenip ‘eAepedeuer eAojewep - IyueAeweq exidwey) N

uonesiuebi abenip ‘eAepedeuer eAojewep - yielaH exupueyd |N'H

ETNPe| ‘22140 1eUoieINPT 1eUOISIAI] ‘eXeliyIeuNIe)| exNeN "d"al
eliqig ‘UoNEINPT JO 1013311 JEUCHIPPY - Newes *y'd’|

uoiINqii3uod

uonesnp3 IO
40 J1012341Q |euolleanpy |euoz 921440 |euoneonpy
syuow |euolsialig ‘quawedaq |euoz ‘quswiliedaqg
994y3 U1 3d0UQ ‘ledidulid 0z0z 0T-G0-8T0C | uonEdl|gnd uoliedanp3 | uonedljgnd uoneanpy w31 Buo $300q X3 6
syjuow EEIITe) EEIITe)
934yl Ul dUQ jedpulid 0T-80-810¢ 0T-S0-810¢ |euolleanpl |euoz |euolleanpd |euoz wJa] duol wJojlun jooyds 8
ssado.4d ay3 sjuswanoidwi
Sunssw Sunoyiuow 10j d|qisuodsau )40M 3y} 10} wid] Suoq
Alyauoin S1 oYM ?leq pu3j 21eQ 1els siap|oyajeis JdY10 9|qisuodsau s| oym / wJa] 1oys 921n9s Ajond ON




‘2214J0O uoneanpl sjuswAed
921JJ0 uoneanp3 [BUOZ -UOl1eId0SSY Joy sydiaoau
|euoz ‘221440 |euolieanpy juawdo|anaq |ooyds ejeSeseuo|p -1030341Q SuInss| 3 1502
0€-60-810C |eUOISIAIQ ‘Siaquiawi OSD | TE-CT-8T0C 02-S0-810¢ ‘ledipunid |euolyeanpy |euoz w1 Joys uspply acnpay 0
sanlnejuasaldal [eanijod
‘92130 uo1eINP] [BUOZ | 55110 |eUOIEINPT [EUOZ
921340 uoneanp3 'sjuated ‘Uoneossy ‘sjusued ‘UOI1RID0OSSY sanfoey
|euoz ‘a21440 |euoleanpy 1usawdo|anaq |ooyds juawdojanaqg punougAe|d
0€-60-8T0C [BUOISIAIQ "SI3qQUIBW OS] | T€-7T-8T0T 0T-50-810¢ ‘ledidulid |ooyos ‘|edidulid wua3 8uo | ay3 Suidojanag €0
321j40 uoiednp3 [euoz | 3140 |euollednpy |euoz
921440 [eUOIIBINPT ‘syuaJed ‘uolledossy ‘syuased ‘UoIleIDOSSY
[BUOISIAIQ ‘921440 UOI1eINP3 juswdo|anaq |ooyds juawdojanag wa|qo.d
0€-60-8T0C |BUOZ 'SI3qWdW OS) | T€-ZT-8T0C 0T-50-8T0C ‘ledulid |ooyds ‘jedidulig w9y 8uoT | Jaem Supjulq <0
921440 UOIIBINPT [BUOZ SJ03oNJISU| ‘ SI9Ydeal e|eSeJeuo|n -40123417 ASojopoyraw
02-90-810¢C 'sjuaJed 'slaquaw 0S) | 0g-50-8T0T 0T-S0-8T0¢C Arewid 'siayoea) |euolleanpy |euoz Wil Hoys Suiyoea] L0
sjuawanoadwi
Sunssw ss9204d a3 104 9|qisuodsau 40Mm 3y) 10} wid] Suoq 9JINIDS
Alyuo Supiojyuow s| oy ajeq pu3l aleq Mels siapjoyayjeis 124ylo 9|qisuodsaua s oym / w31 uoys Aiond ON

Auojo> ejebnun ‘euueyiebiel ‘e)13 ‘ednpuedjeudlily ‘Binyiemag ‘Bunpnwelod|
ASAing uj patanod sgNoD JO saweN

auoz ejebeueuoly —ue)d UOIIDY - SIIIAIBS UOIIRINP3 104 ASAINg pie) pioday usznid



ejebessuoly - (931440 HTDY) JUSWUISAOS) 18207 JO 931440 JBUOISSIWIWOD JURISISSY — dNUIA ‘ST0Z'SO'OT -23ed

Auo10) eebnunT - eyejyiewWwd N Y ‘AuooD) elebnunT -eyielewos |Nr

euueyiebneln - edexueliig undng Ny ‘B3 - aybuisalipn BYOUSY AA'Y ‘Bunpnweloy| -exiwweydq A

921440 1eUOIEINPS JeuoZ ‘(3°@’Y) UOIIEINPS JO 103D3JIp JURISISSY ‘eyluIser "'
- sJo3nqiijuod

210 |eUOIIEINPT [EUOZ 01440 |eUOIRINPT |EUOZ
'AISIUlAl @Y Jo Auelaudas ‘uoineanpi jo Aie1audss eAeednuns| wa1sAs JBYdNOA
0€-60-8T0C “JBISIUIN uoieanpy | TE-ZT-8T0C T0-90-8T0C ‘uonesnp3 o JRISIUIN ‘uonieanpy jo Ansiulin w3 8uon wJaojiun 10
sawuweJ3oid
SSaualeme
921440 |euolledNp3 |eUOZ 921440 |euolledNp3 | 321440 |euolledNpl [eUOZ -soueJnsul
ST-90-8T07 ‘ledidulid 'SJaqWBW OS] | 0€-90-8T0C | T0-90-8T0T |euoz ‘jedipulid ‘ledidulid wJa) Joys eysyeuns 90
22140 s|jooyos
|euolleadnpl [euoz ‘92140 1032341Q ul syuswysiund
|euolleanp3 [euolsialqg |euolleanpi |euoz sJayoeal sse|d Suip.esal
0£-60-8T0T ‘sisquisw 05D ‘jleddulid | 0g-90-8T0Z | 8T0Z-S0O-8T0T ‘syuaued ‘|edulld | ‘siayoeal yels ‘ledpulid w93 Moys uonesisanu| S0
2JnseaJl|
sjudwanoadwi
Sunasw ssado0ud ayy 10} d|qisuodsau )Jom 3y} 104 wJid] Suol INIDS
Alyauon Sunojyuow sioym | eq pu3l ajeq yeis siapjoyayeis Jay10 9|qisuodsau s1 oym / wial uoys Muond ON




Under the European Union funded project
“Co-creating social development and good
governance: fostering cooperation between CSOs
and government authorities for better social
services” CEPA undertook electronic Citizen Report
Card (eCRC) Surveys in selected Grama Niladhari
Divisions within three districts, namely Batticaloa,
Monaragala and Mullaitivu Districts. The eCRC
surveys aimed to determine the quality of services,
accountability of service providers and areas for
improvement in two sectors:

(i) Delivery of secondary education services and
(i) Delivery of public services by Pradeshiya Sabhas,
within the study area.

This report presents the findings of the first eCRC
survey with the objective of attempting to use the
eCRC as a tool for assessing access, quality and
satisfaction of actual users of public services as well
as a tool for social accountability and transparency.
The eCRC survey results revealed a number of areas
that the respondents identified as needing
immediate attention and action to improve service
delivery within the three districts. Based on the
preliminary findings of the eCRC survey, action
plans were prepared and discussions between
service providers and service receivers were
facilitated. This report has been prepared to
proactively disseminate the findings from this study
and use this information to advocate operational
policy and practice reform measures, where needed.
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