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AFRICA REGION CLIENT SURVEY
1998-1999

EXECUTIVE SUMMARY AND KEY FINDINGS

Since 1995, the Africa Region's three sets of client surveys (1995, 1997-98, 1998-99) have been arich
source of information on client attitudes towards the Bank’ s people, products, and services. These surveys
have been an important component of the Region’s agenda for change, and results have been the basis for
internal discussons and for didogue with clients in developing, reviewing, and revisng country assstance
Srategies.

Overview of Survey Results

Improving: Still a Way to Go
Poverty Reduction
Partnerships
Client Focus
Decentralization

Getting it Right Priority Action
- Laying the foundation for growth - Adaptation
ESW, program and policy advice - Capacity building
Staff skills and behavior - Knowledge sharing
Project design and implementation - Participation
Sustainability

Relatively Low Importance and Effectiveness
Governance
Environment

a Poverty reduction
Client views indicate a steady improvement since 1995 in the Bank’s contribution to reducing poverty.
However, performance is gtill below average and the Bank needs to do better in explaining its misson
and in showing that programs it finances help reduce poverty.

Q Laying the foundation for growth
Clients give high marks to our work in bringing about economic growth, strengthening and maintaining
sound macroeconomic and trade policies, and establishing the physica infrastructure essentid for future
development. Our dients commend the effectiveness of our policy andyss—induding rationde for
reform, ingghts and options, and sound conclusions. However, they could do a better job of establishing
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the conditions for long-term sustainability, restructuring projects that are not working wel, and heping
governments manage negative project consequences.

a Client focus
The interviews suggest that the Bank is listening more to clients, and that our dlient focus is improving.
But they adso suggest we need to be more redigtic about an individud country's Stuation and
condraints, and demongtrate more flexibility, both in adjusting to changing country circumstances and in
applying procurement rules. Country team and clients' views on these subjects vary widely.

Q Outreach and local capacity building
While clients appreciate the Bank's efforts to reach out beyond government circles, we could do more
to srengthen civic participation in development efforts—whether in building cgpacity a the community
level (where the Bank's activities are viewed by dl client groups as being least effective of al),
srengthening locd training and research organizations, disseminating the results of our studies and
andyses, or by interacting with a broader group of stakeholders and reflecting the diversity of views.

Q Safeguarding the environment and improving governance
Clients point to some improvement in safeguarding the environment since 1995; yet both clients and
country teams ill rae the Bank's activities in this area among its leest effective.  The Bank's
performance on improving governance is aso rated as less effective than average. Clients rate atention
to safeguarding the environment and improving governance in the lowest 15% in terms of importance.

Q Staff skills and behavior

In dl three surveys, saff professond skills consstently received the highest rating of dl the questions.
Clients recognize the gaff’ s technical competence, knowledge of internationa best practices, rdidbility,
honesty, and clarity of communications. However, clients think we should demonstrate more respect for
their country's culture and for local knowledge and expertise (there are strong differences of opinion
between clients and country team members in these two areas. Clients dso percelve a persstent gap
between the Bank staff's familiarity with internationd best practices and their ability to adapt this
knowledge to country needs.

Q Decentralization
Clients bieve that our fidd offices are very effective in explaining the Bank and its programs of
assigtance and promoting an improved client focus. Still, the Bank could have gregter effectiveness if it
were to decentralize more decison-making to fidd offices.

Additiona details can be found in the attached report and annexes.
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SCOPE OF THE SURVEY

1. In 1998-99 client surveys were conducted in eight countries in Sub-Saharan Africa—Cameroon, Djibouti,
Eritrea, Ghana, Madagascar, Mozambique, Uganda, and Zimbabwe. Five of these countries (Ghana,
Madagascar, Mozambique, Uganda and Zimbabwe) were also surveyed in 1995 (see Box 1 and Annex 11).
During the 1998-99 survey, atotal of 1,728 survey forms were distributed and 699 returned, representing a

response rate of approximately 40 per cent.

2. This paper reports the results for dl countries
surveyed in 1998-99, covering severd topics of
central importance—the Bank's overd| contribution,
daff skills and behavior, the role of the Resident
Missions, Bank products and services, partnerships,
and the corporate agendafor change. It adso
reports on some emerging trends from al three sets
of surveys conducted so far by the World Bank in
the Africa Region (see Figure 1 on page 5, and
Annexes 7 and 8). Annexes 1 and 3 of the report
shows clients views of the most and least important
aress of World Bank activities; Annexes 2 and 4
show clients views of where the Bank is most and
leat effective. Annex 5 shows the main differences
of opinion on importance and effectiveness between
clients and Bank gtaff. Annex 6 showsthe
correlation between the clients perceptions of the
importance of certain activities of the Bank and the
Bank's effectiveness in addressing them. Annex 7
shows clients mean reponses to 15 comparable
questions in each of the three sats of surveys
conducted in 1995, 1997-98 and 1998-99. Annex
8 shows clients responses to the same 15 questions

BOX 1. CLIENT SURVEYS IN AFRICA

Beginning in 1995 and again in 1997-98, the Africa Region
pioneered the introduction of client feedback surveys in the World
Bank and among international donors. These surveys were
conducted using mail-in questionnaires supplemented by face-to-
face interviews. A decision was made in 1998 to introduce
Bank-wide surveys based on pilots designed and tested by Arthur
Andersen Associates and later modified by Bank staff. While the
Africa Region's initial two sets of surveys focused on client
satisfaction with the Bank's people, products and services, the
Bank-wide surveys conducted in 1998-99 assessed the importance
and effectiveness of various aspects of the Bank's people and their
work, including project design and implementation, non-lending
services, and partnerships. The questionnaire design allowed
country teams to add questions or other modules covering issues of
particular concern in their client country. Although not a design
feature of the Bank-wide surveys, face to face interviews were
again conducted in the Africa Region to provide qualitative input to
the 1998-99 surveys.

The survey results continue to be an important input into the overall
strategy of reducing poverty in Africa, into improving Country
Assistance Strategies, as well as the Region's partnerships.

in five countries which were surveyed in both 1995 and 1999. Clients responsesto dl questionsin 1998-99
are shown in Annex 9. Clients interview comments are summarized in Annex 10. The technica aspects of
the survey are described in Annex 11. The generd tendencies of client responses are fairly consistent across
the Region, and the aggregate findings described in this report present smilar rankings of priority for most of
the countries. However, they do not necessaxily apply to al of them.* The applicability of the findings to each
country should be further probed in consultation with clients?

IVariance and correlation analysis showed that the data for six out of the eight countries (representing 90% of all client responses)

correlated fairly strongly.

2 For individual country results, consult the Country Director concerned.
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SURVEY RESULTS

ASSESSING THE BANK'SOVERALL CONTRIBUTION

3. Fifteen questions in the survey addressed different aspects of the Bank’s overdl contribution to
development—for example, in reducing poverty, bringing about economic growth, strengthening the priveate
and public sectors, atracting investment, and improving governance. Within this group of questions, clients
rated only one—helping to bring about economic growth—in the top ten areas of both importance and
effectiveness of the Bank's adtivities.

4. Two other objectives assessed in this section of the survey—the Bank's effectiveness in srengthening and
maintaining sound macroeconomic and trade policies, and establishing the physical infrastructure essentiad for
future development—were a0 very highly rated by clients. Asin previous surveys, clients are far less
satisfied with the Bank's effectiveness in safeguarding the environment, in helping to reduce poverty, and in
improving governance. Country team respondents a o rated the Bank's activities in relation to the environment
and on governance among the least effective. However, looking at trends on comparable questions in the five
countries surveyed in both 1995 and 1999, we see an improvement in client attitudes in dl five countries on
the Bank's work in poverty reduction, economic growth, and protecting the environment. The results are less
clear cut with respect to improvements in the Bank's work on strengthening either the public or private sectors
in these five countries. See datafor the five countriesin Annex 8.

5. The 1998-99 survey dso sought clients views of overdl Bank support to a country's development. Clients
generdly think the Bank is concentrating on their countries key development priorities, however, in the five
countries surveyed in both 1995 and 1999, client ratings on this question dropped noticeably in dl cases. The
reasons for this are not clear from the survey results, and should be explored in discussions between country
teams and clients. Clients ranked as fairly important realism of World Bank programs with respect to agiven
country's Stuation and congtraints, however, the Bank is congdered relatively ineffective in this respect. While
client satisfaction with the Bank's ahility to be flexible and adjust to changing country circumstances has
improved, this question gtill ranks among the ten least effective areas of World Bank activitiesin both the
1997-98 and 1998-99 surveys. For the first time in the 1998-99 survey, we tried to assess to what extent the
Bank's program reflects different viewpoints across the population, and responses from both clients and
country teams indicate that the Bank is rdaively ineffective in this area. Civil society respondents give the
Bank the lowest score on this question. This weakness a'so surfacesin the area of policy advice, which clients
do not see asreflecting the diverse views in agiven country. The Bank Hill tendsto tak primarily with
government officias in the capitals and does not yet do enough to obtain input from other stakeholders. See
Annex 4(c) for highest and lowest effectiveness ratings, by different client groups, and Annex 6 for the

® Correlation analysis shows a positive association between the clients' perceptions of this question group and project
performanceindicators. For example, thereis ahigh positive correlation between clients’ perception about the Bank's overall
contribution and "project outcome" [r = .76 (0.05]. Source of project performanceindicators data: OED data base, 1998-1999.
See caveat in Technical Annex, under Data Analysis, page 28.
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relationship between dl clients perceptions of the importance of different areas of World Bank activity and the
Bank's effectiveness in addressing them.

6. Almogt al our dients say that Bank officias should dso give higher priority to poverty reduction in Bank
programs. Clients views on this issue deserve greater eaboration, since poverty reduction has been the
cornerstone of the Bank’s mission. Since the first survey in 1995, there has been a steady improvement in
clients views on the Bank's contribution to helping reduce poverty in their countries and to the Bank's giving
appropriate programmatic priority to poverty reduction. Thisis aso true in the aggregate for the five countries
surveyed in both 1999 and 1995.* Asin previous surveys, the Bank's effectiveness in poverty reduction is
viewed more favorably by government officids and less favorably by the private sector and civil society (see
Annex 4(c)). Clients who have been involved with the Bank for more than three years view its effectivenessin
poverty reduction less favorably than those with a shorter association with the Bank. Women, who
represented |ess than 25 percent of respondents to this question in the 1998-99 surveys, viewed the Bank's
effectivenessin poverty reduction and in building capacity at the community level more favorably than men.”
Country teams view the Bank's effectiveness in poverty reduction more favorably than clients.

7. To understand better the continued low marks the Bank recelves from clients regarding its role in poverty
reduction, a question was asked in interviews conducted during the 1998-99 surveys about how well the Bank
communicates its misson of poverty reduction. These interviews revealed a consensus that the Bank can do
more, despite recent efforts made in certain Resident Missions by activist Resident Representatives. Our
clients think that the Bank must reach out more—beyond government circles to other client groups and
stakeholders—in order to gain a broader understanding of its misson. As one respondent noted, the Bank
tends to be judged by actions following from structurd adjustment programs—actions which are often seen as
worsening rather than lessening poverty—rather than by other accompanying measures it takes that have a
positive effect on poverty reduction.

“ Client perceptions about the Bank's effectiveness in giving poverty reduction a high priority correlates strongly with
clients' attitudes on other aspects of the Bank's activities, such asrealism about a given country's situation, flexibility in
adjusting to changing country conditions, and establishing the conditions for |ong-term sustainability.

*Because of the small number and percentage of women respondents in the surveys, it is difficult to make valid distinctions
on the basis of gender; however, it isinteresting to note that the largest gender differencesin responses are on these two
questions (poverty reduction and building capacity at the community level).
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THE BANK'SPEOPLE

8. The professond skills of Bank staff have been highly rated in dl three surveys. Of the fifteen questions
asked in dl three surveys, dients gave the highest rating to a question on the technical competence of Bank
gaff. Annex 2 shows the top ten areas of the Bank's effectiveness for the countries surveyed in 1998-99.
Seven of them are responses to questions about the skills and qudities of World Bank gtaff: thelr technica
competence, knowledge of internationa best practices, rdigbility in ddivering on commitments, honesty in their
dedlings with clients, and clarity of communications. In al five countries which were surveyed in both 1999 and
1995, thereis a negative trend in clients views on the consstency of messages from World Bank officids, and
in their accessibility (see Annex 8).° Interviews conducted in 1999, however, reveaed fewer negative
comments than in previous surveys on mixed signds clients were receiving from gaff in the fidd and a
headquarters. They aso included more positive views on the initid effects of decentraization (see next
section). But concerns were raised again about the short amount of time Bank staff spend in client countries
and about frequent changes in personnd responsible for projects.

9. Our clients rate some other Bank staff qudities less favorably. The lowest effectivenessratingsin this
section were for questions on staff respect for aclient country's culture and for local knowledge and expertise.
Clients with longer experience working with the Bank (three or more years) rate Bank staff lower on respect
for their country's culture than do dlients with less experience of working with the Bank. And while senior
government officials responses to survey questions are often more favorable than those of other client groups,
only representatives of civil society rate Bank staff lower than senior government officials on respect for their
country's culture (see Annex 4(c)). Ininterviews, respondents urged Bank staff to become more familiar with
the cultures in which they work by spending more time in their countries and particularly outside the capitas.
These responses mirror those in interviews carried out for the 1997-98 surveys. A common themein
interviews was that Bank staff could be more effective by listening to and usng more loca experts, dthough
some respondents noted that the Bank isimproving in terms of ligening to its clients. In the 1997-98 surveys,
our clients were largely dissatisfied with the ability of Bank staff to adapt their knowledge to individua country
needs, and the newest surveys show a persgstent gap between the available Bank knowledge and the effective
adaptation of international best practices to country needs. Bank staff have a considerably more favorable
view of ther ability to adapt their knowledge to country needs.

® Accessibility of World Bank personnel isthe only question comparable for the three surveys where the trend of responses
is consistently more negative from 1995 to 1999.
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DECENTRALIZATION AND THE RESIDENT MISS ON

10. Inthe 1997-98 surveys, the Africa Region began to collect feedback on the role of our Resident Missions
through interviews with clients, in addition, the 1998-99 survey questionnaire included a set of questions
designed to assess the role of the Resident Mission.” Of the eight questions asked, clients rated of greatest
importance the ability of the Resident Misson to help make project implementation more efficient, and thought
our Resdent Missons are mogt effective a improving understanding of the Bank’ s role and program of

gtance in their countries. "Proximity has demystified the World Bank," according to one of our clients.
However, dients and country teams are giving Smilarly low scores on the effectiveness of the Missonsin
showing flexihility in adgpting the Bank's procedures to a country's Situation, and in helping to build expertise
among locad development specidids.

11. Interview comments on the Resident Misson pardle those in the 1997-98 surveys. Clients want our
Missions to have more autonomy, decision-making authority, respongbility to gpprove project disbursements,
and more loca technica gtaff to improve project supervison. As noted, clients want the Bank to practice what
it preaches to its clients—decentrdization. Clients commend Missons for improving their outreach to
gsakeholders. Where aMisson's effectiveness has improved, clients often attribute this to the Resident
Representative himsdf—that is, his greater bility, outreach to a more diverse group of stakeholders,
and better communication.®

BANK PRODUCTSAND SERVICES

12. Client views on Bank products and services revea major discrepancies between importance and
effectiveness, aswell as sharp differences with the views of country teams (see Annex 5). Our dients give the
highest importance ratings to the Bank’ s establishing the conditions for long-term sustainability through project
design, but give the Bank only average marks for effectivenessin this area® So do country team members.
They aso agree on the importance of taking account of country redlitiesin project design. In fact, thisis
ranked as the most important of al fifty-eight questions for country team members and ranks among the
highest in importance for our clients. Clientsin four of the five countries surveyed in both 1995 and 1999 see
beneficiary participation in project design as having improved. Of the thirteen questions designed to assess the
Bank's effectiveness in the area of project design and implementation, questions on flexibility in goplying

"These questions were asked in all countries except Djibouti (where there is no World Bank office). In the case of Ghana,
where the Country Director islocated in the field, only four out of the eight questions asked about the role of the Resident
Mission were comparable to those asked in other countries.

8 Because no interviews were conducted in Ghana - the only country surveyed where the Country Director islocated in the
field - it was not possible to assess whether the long-term presence of a Country Director in the client country makes a
differenceto clients' views on the effectiveness of the Resident Mission.

® For Uganda and Ghana, questions on project design were adapted to assess program design, and for Ghana a separate set
of questions was a so included on program implementation. Given the small number of countriesinvolved, it isdifficult to
draw any conclusions on client attitudes towards programmatic versus project lending.
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procurement rules and support for government efforts to manage negative project consequences received the
lowest marks from our clients, particularly senior government officias. Country team members do not share
these views. There isaso avery large gap between client and country team views on the effectiveness of the
Bank in helping restructure projects that are not working well. Country team members ranked the question on
flexibility in applying procurement rules among the least important of the entire questionnaire. Thereisaclear
disconnect here between country team members and clients. Using the data sets for the eight individua
countries, the question on flexibility in applying procurement rules shows up in a"high importance-low
effectiveness’ correation plot with greatest frequency of dl fifty-eight questions asked of our dlients, and is
closdly followed by the question discussed above on establishing the conditions for long-term sustaingbility. In
interviews conducted both in the 1997-98 surveys and again in this set of surveys, some clients noted that the
Bank's procurement rules wererigid, resulting in desdlection of loca firms, and working against local capacity
building. Some argued that there should be greater trangparency in the bidding process and in the hiring of
consultants.

13. Thisyear's surveystook a harder look at the Bank's non-lending services—poalicy advice, studies and
andyses, aswdl as other contributions. Clients give the Bank dightly above average ratings for its
effectivenessin these areas. They are more complimentary on studies and andyses—the qudity of the Bank's
rationae for reform, ingghts, options, and sound conclusions. In the area of rationde for reform, clients with
three or more years of association with the Bank give us dightly higher grades than those with shorter
experience. Although the differences are not large, thisis one of the few areas in the questionnaire where client
views are more postive with longer association. Clients were less satisfied with the Bank's effectiveness
through non-lending services a building capacity at the community level and reflecting the diversty of viewsin
agiven country inits policy advice. Clients rank both questionsin the bottom ten of dl fifty-eight questionson
effectiveness (see Annex 2). Again, using the data sets for the eight individua countries, questions on capacity
building, on providing practica recommendations, and disseminating the results of studies and andysesto the
people who need them most, also show up with high frequency on a high importance/low effectiveness plot of
client responses. The issue of capacity building was aso broached in interviews, with mixed results™® Some
clients gave specific suggestions as to how the Bank might be more effective in capacity building, eg., focusing
on improving the civil service, rurd and loca human resource development, anti- corruption and good
governance, and capacity retention rather than capacity building. In the survey itsdf, the Bank got barely
average grades from clients on the effectiveness of its efforts to strengthen local training and research
organizations, while country teams gave the Bank its second lowest effectiveness rating on thisissue. Clients
think it is very important for the Bank to disseminate the results of its studies and andyses to the people who
need them most, but they do not think the Bank doesthis very well.

14. Ininterviewsthisyear, the Africa Region sought to ascertain clientS views on a service that the Bank asa
whole is providing—knowledge management. Many clients had not heard about the Bank's knowledge
management system. When explained to them, they saw great potentid benefit to their countries and
welcomed participation in the system. Suggestions included developing the system in conjunction with client
countries and internationa agencies such as the United Nations, involving regiond networks of information as

19t isclear from interview responses that the term “capacity building” may have quite different meanings to different clients,
depending on the country and the context. It needsto be better explained in future surveys.
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well aslocd universities and research ingtitutions, and ensuring that dientswill be able to access the system
through support for training and equipment.

BUILDING PARTNERSHIPS

15. In previous surveys, the Africa Region was sendtive to issues of partnership both with dients and with
other donors.** This year's Bank-wide surveys contained a separate section—"working with others'- designed
to assessissues of partnership and donor coordination. Clients agree that the Bank and other donors work
harmonioudy to further their countries development, athough there is more ambiguity in their responsesto a
guestion on possible duplication of donors work. Who is leading donor coordination? Neither clients nor
country teams think the Bank takes too much control of the donor coordination process, but they aso do not
think that the government leads donor coordination. While these responses could be interpreted as
representing a balance of sorts, it should be noted that the Bank and other donors have long espoused the goal
of country leadership of the aid coordination process. *2

16. Interviews reveded agreement among clients across countries that the Bank is making progressin building
partnerships with clients. One client noted the Bank's "dow but steedy shift towards a more participatory
gpproach and willingness to listen and congder local input.” Others point to seminars and workshops,
consultative group meetings, and those organized around the Country Assstance Strategy (CAS) that
demondrate a widening partnership with organized groups, including donors. While clientsin the survey give
high marks to the Bank's partnership with their governments, they give lower marks to the Bank's involvement
with civil society, including the private sector and non-governmenta organizations (NGOs). In interviews,
clientstdl ustha while the Bank is no longer "only talking to the Ministry of Finance,” more needs to be done
to reach out to the private sector and civil society to degpen these relationships and make consultations more
systemdtic.

THE BANK'S CHANGE AGENDA

17. When the Africa Region began client surveysin 1995, it was looking for ways to improve client focus and

™1n 1998 the Africa Region prepared a special report on donor attitudes towards the Bank, which was based on the 1997-98
client surveys and additional data collected from donors at their headquarters and in Africa. See Africa Region Client
Feedback Survey 1997-1998: Report on Feedback from Donors and Partners, Knowledge and Learning Center, September
1998.

2 A question on to what extent they agreed with the statement "the government |eads donor coordination” received the
lowest scoresin this section from both clients and country teams. Two separate evaluations on aid coordination conducted
in 1999 by the Bank and UNDP reveal ed that there has been little movement on country-led coordination. The Bank report
found that over one-half of Bank staff and local donor respondents were either neutral or negative about the need for
recipient governmentsto take the lead in country aid coordination. Moreover, the Bank’s record on support for country-led
coordinationismixed. The report recommended strategies to enhance country-led coordination of aid, including, inter alia,
strengthened authority of Resident Missions, greater donor harmonization, and promotion of active country participation in
the planning and preparation of aid coordination efforts. See Drive to Partnership Aid Coordination of the World Bank,
OED, November 1999 (Draft).
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to achieve better results on the ground. The surveys themsaves have been designed to provide the feedback
necessary to help achieve these objectives. In this year'sinterviews, clients in seven countries were asked
whether they had noticed changes in the past three yearsin the Bank's effectiveness, client focus, and the
quality of its products and services. While there was by no means unanimous agreement, many clients see an
improvement in the Bank's client focus, particularly through outreach to stakeholders by the Resident Mission.
As one respondent put it, “the policy of openness should not rely on an individual Resident Representative, but
should be the Bank's policy approach.” Another respondent suggested that improved client focus may be the
first step towards improved effectiveness in a number of areas, including project design and supervision.
Clients till want better qudity products and services, e.g., grester client input into project design, participation
of loca expertsin Bank missons, greater country specificity in arange of services, including technica
assgtance, and stronger project supervison and follow-up. Respondents complained of procurement rigidity
aswdl as excessve sandardization of products, though innovation loans and Ingtitutional Development Funds
were mentioned as examples of product improvements. Because of the difficulty of generdizing from interview
results, it might be useful to consder including a question in future survey questionnaires that attempts to assess
clients views of the impact of the Bank's change agenda.

USE OF SURVEY RESULTS

18. When the Bank-wide surveys were firgt introduced in 1998, it was expected that their results and action
plans would be integrated into Country Assistance Strategies for presentation to the Board. Reports™ on the
country surveys conducted in 1998-99 contained hel pful suggestions as to how each country team might wish
to follow up on the results of the survey with dlients. One country team prepared a summary of its client survey
report together with a proposed course of action for its CAS retreat and workshop, but it istoo early to
assess how this cycle's survey results will be used by other country teams. We do, however, have some
indication of use of 1997-98 survey results by country teamsin the Africa Region. Country team meetings
were held both in headquarters (with survey staff in atendance) and in Resident Missions to discuss results of
the surveys. Some country teamsindicated an interest in methodic follow-up; others took the results less
serioudy. Severd countries surveyed in 1997-98 had CASs which went to the Board in the intervening
period. One country's systematic follow-up agenda was presented both in the previous regiond client survey
report** and in its CAS document to the Board. In the case of another, survey results were discussed within
the country team and at meetings with the client government and other stakeholders; weaknesses which
emerged from the survey were addressed in the CAS, and Bank staff behavior issues were discussed within
the country team. In some other cases, results of the survey were summarized in the CAS document, but no
follow-up actions were indicated.

19. Country Directors and Resident Representatives have indicated that discussons based on client surveys
have led, among other things, to increased resources in country work programs alocated to poverty dleviation
and environmental protection; increased communication with and outreach to civil society; more regular
consultations and exchanges with donors, broader participation by stakeholders in the Bank's work; review of
project portfoliosto alow greater flexibility and build loca capacity; and greater public access to the Bank's

3 Prepared for country teams by the Bank's Strategy and Resource Management/I nstitutional Change group (SRMIG).
4 Africa Region Client Feedback Survey 1997-1998, K nowledge and L earning Center, February 1998.
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information. It should be noted, however, that other factors—e.g., decentrdization, increased activity of
NGOs, Operations Evaluation Department reports and other internal Bank surveys—may dso have
contributed directly to these results. In addition, the role of individua Country Directors and Resdent
Representatives has been criticd to the extent to which follow-up activities took place and agendas for action
were developed and implemented.
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ANNEX 1
CLIENTS VIEWSOF MOST AND LEAST IMPORTANT WORLD BANK ACTIVITIES

(question numbers are in brackets)
Scale: 1=very unimportant; 2=fairly unimportant; 3=average; 4=fairly important; 5=very important

MOST IMPORTANT

WB officials’ reliability in delivering on commitments (19) 4.55

Project Implementation: Disbursing funds in a timely manner 4.53

(39)

Project Design: Establishing the conditions for long-term
sustainability (38)

WB officials’ accuracy in concentrating on your country's
key development priorities (27)

451

450

WB officials’ technical competence (17) 450

WB officials” honesty in their dealings with you (18) 4.47

Helping to bring about economic growth (2) 4.47

Project Design: Taking account of country realities (32) 4.44

Studies and Analyses: Providing recommendations that
. 4.43
are practical (52)

Project Design: Involving the participation of beneficiaries 441
(34) * T T T 1

1.00 2.00 3.00 4.00 5.00

LEAST IMPORTANT

Helping to attract investment for development (7)

Helping to ensure that the benefits of development justify the costs (12) 4.01

Helping to safeguard the environment (9) 3.98

Helping to improve governance (4) 3.94

Policy Advice: Reflecting the diversity of views in your country (47) 3.93

WB officials’ reflection of different viewpoints across the population 3.92
(V)
WB officials’ respect for your country's culture (16) 3.88

Helping to strengthen the public sector (5) 3.86

Helping to bring relevant knowledge of development practices from 3.80

the experience of other countries (15)

3.78

1.00 2.00 3.00 4.00 5.00

Helping to strengthen civic participation in national development (10)
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ANNEX 2
CLIENTS VIEWSOF AREASWHERE THE WORLD BANK IS MOST AND LEAST EFFECTIVE

(question numbers are in brackets)
Scale: 1=very ineffective; 2=fairly ineffective; 3=average; 4=fairly effective; 5=very effective

MOST EFFECTIVE
WB officials’ technical competence (17) 3.94
WB officials’ knowledge about international best practices 3.89
in their field (24) '
WB officials’ reliability in delivering on commitments (19) 3.85
WB officials’ honesty in their dealings with you (18) 3.83
WB officials’ clarity of communication (20) 3.76
Helping to establish the physical infrastructure for 3.70
development (11)

WB officials’ provision of explanations and assistance with 367
World Bank procedures (26) '

Helping to strengthen and maintain sound 3.65
macroeconomics and trade policies (3)

Helping to bring about economic growth (2) 3.60

WB officials’ consistency of messages (21) 3.59

1.00 2.00 3.00 4.00 5.00

LEAST EFFECTIVE

Project Implementation: Supporting the government in its 306
efforts to manage any neaative project consequences (42) '
Helping to safeguard the environment (9) 3.05
WB officials’ flexibility in adjusting to changing country 3.02
circumstances (31) :
Helping to improve governance (4) 3.02
Dissemination of study & analyses results to people who 3.02
need them most (53)
Helping to reduce poverty (1) 2.97
Policy Advice: Reflecting the diversity of views in your 294
country (47) )
Helping to strengthen civic participation in national 2.82
development efforts (10)
WB officials’ reflection of different viewpoints across the 281

population (29)
Building capacity at the community level (57) 2.72

1.00 2.00 3.00 4.00 5.00
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ANNEX 3 (a)
TEN MOST IMPORTANT AREAS OF BANK ACTIVITY 1998-99
RANKINGS BY DIFFERENT CLIENT GROUPS
(Numbersin cells are rankings by the various client groups benchmarked against the top ten rankings for all AFR clients)

All Senior Govt. Min./Impl. Donors& Fin.
Survey Questions AFR Officials Agency Partners Private Civil
(Question numbers appear between brackets). Clients Employees Sector Society

WB officials reliability in delivering on commitments (19) 1 5 3 1 2 2
Project Implementation: Disbursing funds in atimely manner (39) 2 2 1 18 14 1
Project Design: Establishing the conditions for long-term sustainability 3 3 2 17 12 6
(38)
Accuracy in concentrating on client country's key devel opment 4 1 8 2 3 13
priorities (27)
WB officials' technical competence (17) 5 4 5 5 7 19
WB officials’ honesty in their dealings with you (18) 6 8 6 21 4 22
Helping to bring about economic growth (2) 7 6 4 13 1 26
Project Design: Taking account of country realities (32) 8 11 12 33 23 3
Studies and Analyses. Providing recommendations that are practical 9 14 9 8 10 10
(52)
Project Design: Involving the participation of beneficiaries (34) 10 12 7 4?2 15 16
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ANNEX 3(b)
TEN LEAST IMPORTANT AREAS OF BANK ACTIVITY
RANKINGSBY DIFFERENT CLIENT GROUPS 1998-99
(Numbers in cells are rankings by the various client groups benchmarked against the bottom ten rankings for all AFR clients)

All Senior Govt. Min./Impl. Donors &
Survey Questions AFR Officials Agency Fin. Partners Private Civil
(Question numbers appear between brackets). Clients Employees Sector Society
Helping to attract investment for development (7) 49 51 49 38 37 53
Helping to ensure that the benefits of development justify the 50 49 52 54 47 56
costs (12)
Helping to safeguard the environment (9) 51 50 50 51 52 55
Helping to improve governance (4) 52 54 53 50 50 54
Policy Advice: Reflecting the diversity of views in your 53 53 57 52 53 50
country (47)
WB officials' reflection of different viewpoints across the 54 52 55 55 57 49
population (29)
WB officials respect for your country's culture (16) 55 57 54 58 54 51
Helping to strengthen the public sector (5) 56 56 51 53 58 58
Helping to bring the relevant knowledge of development 57 55 56 56 56 57
practices from experience of other countries (15)
Helping to strengthen civic participation in national 58 58 58 57 55 52
development (10)
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ANNEX 4(a)

Africa Region Client Survey 1998-1999

TEN MOST EFFECTIVE AREAS OF BANK ACTIVITY:
RANKINGSBY DIFFERENT CLIENT GROUPS 1998-99
(Numbers in cells are rankings by the various client groups benchmarked against the top ten rankings for all AFR clients)

Survey Questions
(Question numbers appear between brackets).

All
AFR

Senior Govt.
Officials

Clients

Donors &
Fin. Partners

Min./Impl.
Agency
Employees

Private Civil
Sector Society

WB officials’ technical competence (17) 1 1 1 2 4 1
WB officials’ knowledge about international best practices in 2 2 2 3 3 2
their field (24)

WB officials’ reliability in delivering on commitments (19) 3 3 3 5 2 4
WB officials’ honesty in their dealings with you (18) 4 6 6 1 1 5
WB officials’ clarity of communication (20) 5 9 5 7 6 3
Helping to establish the physical infrastructure essential for 6 7 4 9 10 6
future development (11)

WB officials’ provision of explanations and assistance with 7 8 8 11 14 7
World Bank procedures (26)

Helping to strengthen and maintain sound macroeconomics 8 4 10 4 7 10
and trade policies (3)

Helping to bring about economic growth (2) 9 5 11 8 8 13
WB officials’ consistency of messages (21) 10 14 9 10 9 8
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ANNEX 4(b)

RANKINGSBY DIFFERENT CLIENT GROUPS 1998-99
(Numbers in cells are rankings by the various client groups benchmarked against the bottom ten rankings for all AFR clients)

Survey Questions
(Question numbers appear between brackets)

All
AFR
Clients

Senior Govt.

Officials

Min./Impl.
Agency
Employees

Africa Region Client Survey 1998-1999

Donors &
Fin. Partners

Private
Sector

Civil
Society

Showing fI§X|b|I.|ty in applying procurement rules to the 48/49 54 51 23 a1 38
country’s situation and needs (40)

Supp(_)rtlng the government in its efforts to manage any 48/49 55/56 45746 40 41 42
negative project consequences (42)

Helping to safeguard the environment (9) 50 34 49 55 42 41
Helping to improve governance (4) 51 50 45746 53 50 45
WB officials’ flexibility in adjusting to changing country 52 52 55 51 29 47
circumstances (31)

Dissemination of study & analyses results to people who need 53 41 50 37 57 53
them most (53)

Helping to reduce poverty (1) 54 45 52 54 54 54
Reflecting diversity of country views in policy advice (47) 55 55/56 53 49 48 56
Strengthening civic participation in development efforts (10) 56 57 56 57 56 51
Reflection of different viewpoints across the population (29) 57 53 57 56 55 57
Building capacity at the community level (57) 58 58 58 58 58 58
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ANNEX 4 (c)
BANK'SHIGHEST AND LOWEST AREAS OF EFFECTIVENESS IN 1998-99;

RATINGSBY DIFFERENT CLIENT GROUPS
(Figures are means on a 5-point scale, where 1=very ineffective; 2=fairly ineffective; 3=average; 4=fairly effective; 5=very effective)

All Senior Min./Impl.  Donors

Survey Questions AFR Gowvt Agency & Fin. Private Civil
(Question numbers appear between brackets). Clients  Officials = Employees Partners Sector @ Society

HIGHEST RATINGS OF EFFECTIVENESS:

WB officials’ technical competence (17) 3.94 4.08 3.98 3.98 3.82 3.70
WB officials’ knowledge about international best practices in their field (24) 3.89 3.92 3.95 3.85 3.82 3.66
WB officials’ reliability in delivering on commitments (19) 3.85 3.90 3.91 3.81 3.91 3.56
WB officials’ honesty in their dealings with you (18) 3.83 3.87 3.78 4.07 3.96 3.51
WB officials’ clarity of communication (20) 3.76 3.80 3.84 3.72 3.55 3.59
Helping to establish the physical infrastructure essential for future development (11) 3.70 3.83 3.86 3.70 3.45 3.49
WB officials’ provision of explanations and assistance with World Bank procedures 3.67 3.81 3.76 3.66 3.43 3.43
(26)

Helping to strengthen and maintain sound macroeconomics and trade policies (3) 3.65 3.88 3.66 3.82 3.54 3.31
Helping to bring about economic growth (2) 3.60 3.88 3.63 3.71 3.54 3.29
WB officials’ consistency of messages (21) 3.59 3.65 3.67 3.67 3.48 3.41
LOWEST RATINGS OF EFFECTIVENESS:

Showing flexibility in applying procurement rules to the country’s situation and needs 3.06 3.03 3.06 3.38 3.09 2.90
(40)

Supporting the government in its efforts to manage any negative project consequences 3.06 3.01 3.18 3.16 3.12 2.82
(42)

Helping to safeguard the environment (9) 3.05 3.39 3.11 2.86 3.09 2.83
Helping to improve governance (4) 3.02 3.13 3.18 3.00 2.96 2.81
WB officials’ flexibility in adjusting to changing country circumstances (31) 3.02 3.07 2.98 3.02 3.21 2.79
Dissemination of study & analyses results to people who need them most (53) 3.02 3.31 3.07 3.19 2.78 2.69
Helping to reduce poverty (1) 2.97 3.25 3.05 2.96 2.82 2.68
Reflecting diversity of country views in policy advice (47) 2.94 3.01 2.99 3.05 2.97 2.65
Strengthening civic participation in development efforts (10) 2.82 2.96 2.95 2.68 2.78 2.73
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Reflection of different viewpoints across the population (29) 2.81 3.06 2.87 2.70 2.81 2.49

Building capacity at the community level (57) 2.72 2.89 2.84 2.48 2.69 2.42
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ANNEX 5

LARGEST DIFFERENCESBETWEEN CLIENT AND BANK STAFF VIEWS:

TOPTEN GAPSIN IMPORTANCE AND EFFECTIVENESSRATINGS
(in descending order)

Im por tance respect for your country’s culture (16)

showing flexibility in applying procurement
rules to the country’s situation and needs (40)

helping to improve governance (4)

helping to strengthen the public sector (5)

its realism, given your country’s needs and
situation (45)
taking account of country realities (32)

helping to bring relevant knowledge of
development practices from other countries(15)

providing a convincing rationale for reform (48)

disbursing funds in a timely manner (39)
helping to reduce poverty (1)

providing recommendations that are practical (52)

05
. flexibility in adjusting to changing
Effectiveness country circumstances (31)

helping restructure projects that are not

working well(44)

supporting the government in its efforts to manage any
negative project consequences (42)

providing recommendations that are practical (52)
respect for your country’s culture (16)

respecting your country’s social priorities (46)

helping to bring relevant knowledge of development
practices from other countries (15)

ability to adapt knowledge to country’s needs(25)

showing flexibility in applying procurement rules to
the country’s situation and needs (40)

responding to submissions and requests (43)
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ANNEX 6
CLIENTS PERCEPTIONS OF THE IMPORTANCE OF DIFFERENT AREASOF WORLD BANK ACTIVITY
AND THE BANK'SEFFECTIVENESS IN ADDRESSING THEM

The responses were analyzed to compare the Bank's effectiveness with the importance of the same Bank activity in the clients' perceptions. A product-moment
correlation of the means for 58 core questions of client importance and World Bank effectiveness shows a modest to strong relationship (r=0.5)."> The observed
positive correlation suggests that the World Bank tends to be perceived as effective in areas which are considered important by the clients; however, on a number of
questions higher importance of an issue was NOT associated with correspondingly higher World Bank’s effectiveness, as shown in the lower right quadrant of the
scatterplot in Figure 2. There are sixteen areas which the clients regard as highly important and where the Bank's activities exhibit lower than average effectiveness.
These areas are listed in Table 1 below. Seealso Annex 9 for the wording of all core questions.

uestions of high importance for Clients and with lower than average Bank's effectiven sorted by size of gap
Questi f high i for Cli d with | h Bank's effectiveness™ (sorted by size of gap)

Question Importance M ean Effectiveness Mean Gap
Studies/Analyses: Dissemination of the results to the people who need them most (53) 4.36 3.02 -1.44
Project Design: Establishing the conditions for long-term sustainability (38) 451 3.17 -1.34
Helping to reduce poverty (1) 4.28 297 -1.31
WB officials' realism given the country's situation and constraints (30) 4.33 3.08 -1.25
Strengthening local training and research organizations (56) 4.35 311 -1.24
Project Implementation: Helping restructure projects that are not working well (44) 4.35 3.12 -1.23
WB officials' giving appropriate priority to poverty reduction (28) 4.40 3.18 -1.22
Studies/Analyses: Incorporating knowledge and expertise available in your country (49) 438 3.20 -1.18
Project Design: Involving local project experts (36) 4.39 3.22 -1.17
WB officials’ ability to adapt their knowledge to the country's needs (25) 4.33 3.17 -1.16
Promoting private involvement in effective delivery of public services (58) 4.33 3.18 -1.15
Providing recommendations that are practical (52) 4.43 3.30 -1.13
Helping to ensure that the investments in devel opment bring results that last (13) 4.29 3.18 -1.11
Helping assure that project benefits justify the costs to the country (35) 441 3.30 -1.11
Involving the participation of beneficiaries (34) 441 3.32 -1.09
Strengthening knowledge and skills of individuals (55) 4.34 3.31 -1.03

1> Correlation can range between -1 and +1. The correlation of +1 (-1) reflects the strongest possible positive (negative) relationship between two variables. The
value of O reflectsatotal lack of arelationship.
18 |_ower than 3.31. See Figure 2 on the next page.
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FIGURE 2. CORRELATION SCATTERPLOT (MEANS) BETWEEN IMPORTANCE AND EFFECTIVENESS OF THE BANK

ACTIVITIES(ALL CLIENTYS)

Note: Numbers on the graph are numbers of the 58 core questions. See Annex 9 for the wording of the core questions.

Importance Scale;
Effectiveness Scale:

1=very ineffective;

1= very unimportant; 2 = fairly unimportant; 3 = average; 4 = fairly important; 5= very important

2 = fairly ineffective; 3 = average; 4 = fairly effective; 5= very effective
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ANNEX 7

COMPARISON OF CLIENTS' RATINGS ON FIFTEEN QUESTIONS,
BY SURVEY YEAR—1999, 1997, 1995

(Figures are means on a 5-point scale, where 1=very ineffective; 2=fairly ineffective; 3=average; 4=fairly effective; 5=very effective)

Survey Questions All AFR All AFR All AFR
(Question numbers from the 1999 survey questionnaire appear between brackets). Clients Clients Clients
1999 1997 1995
World Bank's contribution to the client country in helping to:
* reduce poverty (1) 2.97 2.65 2.42
* bring about economic growth (2) 3.6 3.27 3.38
= strengthen the public sector (5) 3.27 3.06 3.02
= strengthen the private sector (6) 3.26 3.07 3.26
» safeguard the environment (9) 3.05 2.63 2.66
WB officials":
» technical competence (17) 3.94 4.16 4.06
» honesty in their dealings with you (18) 3.83 3.53 3.89
= consistency of messages (21) 3.59 3.33 3.94
= accessibility (23) 3.58 3.77 4.03
= knowledge about international best practices in their field (24) 3.89 3.85 3.92
= ability to adapt knowledge to country needs (25) 3.17 3.12 3.21
World Bank's support in terms of:
= accuracy in concentrating on client country's key development priorities (27) 3.56 3.38 3.87
= giving appropriate priority to poverty reduction (28) 3.18 2.63 2.38
= flexibility in adjusting to changing country circumstances (31) 3.02 2.54 2.54
During project design: involving the participation of beneficiaries (34) 3.32 3.53 2.7
Mean of Means: 3.42 3.23 3.29




21

Africa Region Client Survey 1998-1999



Africa Region Client Survey 1998-1999

ANNEX 8
CLIENTS' RATINGS ON FIFTEEN COMPARABLE QUESTIONS
IN FIVE COUNTRIES SURVEYED IN BOTH 1995 AND 1999~

2 2 2 @ S : s |e
2 5 = = = 8 £ o< = S o
3 3 3 3 B S |s g |2 s o g2 |5
s |8 | |8 |2 |g |2 5& (L. g = |£E |2 "
SURVEY s |8 |&8 |8 |2 E |2 |5 |2 |88 |83, |cg S |82 |Bz |2 S
COUNTRY |2 S 3 O I S ) = oS ®>T |T o222 |£58 |56 2
YEAR o 25 |25 [eg |2 |=m |5 S 7 20 288 |gcgEe |88 |z3¢e |2<8
= oo |28 |28 |=g |2 |2 Fo |2 28 oS |SRE2 |og |E°5 [58= |
2 2 [£g |€6 |EE = 25 |28 |8 =_2 |£3% 352§ |cs€ |g223 |g@&8 |2
= SE |29 |22 |25 |6 £o |2% |g SE2 |522 |8525 |22 |E5E |288 |°
2 |25 |25 |28 |85 |® |25 (8% 2S5 |35 |©25%2 |25 =53 |S€¢ |§
- ) = .S . € ~ e [92 | <82 |BEQ |~Ngo® |=E JcE (¥ 30 |2
— N © 0 o © o o © — - = ~N E ~ N Cs N X O N O OT N o o, oo e =M= =
1999 |[All 5 Countries 2.97 3.6 3.27 3.26 3.05( 3.94 3.83 3.59 3.58 3.89 3.17 3.56 3.18 3.02 3.32( 3.42
1995 |All 5 Countries 2.42) 338 3.02 3.26 2.66| 4.06) 3.89 3.94 4.03 3.92 3.21 3.87 2.38 2.54] 2.70] 3.29
1999 |[Country 1 3.1 385 352 345 3.07| 402 399 37| 367 4.03 3.28 3.73 3.19 2.99 3.65 355
1995 |Country 1 258 3.08] 3.36] 3.07 236 431 393 421 436 4.08 3.54 4.07 2.40 2.83 250 3.38
1999 ([Country 2 2.94 3.46 2.94 3.2 32| 3.86 3.68 3.6 3.43 3.75 3.17 3.4 3.21 2.98 3.26( 3.34f
1995 ([Country 2 2.80 3.05( 3.00 3.10 311 4.05 3.95 3.90 3.57 4.05 3.00 3.95 2.47 2.24 2.64( 3.26
1999 ([Country 3 2.63 3.36 2.96 3.18 285 3.72 3.77 3.26 3.44 3.77 2.87 3.16 2.77 2.75 2.85 3.16
1995 ([Country 3 2.20 291 318 3.30 257 3.80] 390 4.44] 3.90 3.70 3.11 3.55 3.00 2.82 340 3.32
1999 [Country 4 3 3.92| 344 346 293 395 364 351 353 3.73 2.98 3.65 3.24 3.13 3.06] 341
1995 [Country 4 2.41] 3.82] 335 3.76 256 388 359 394 412 3.93 3.29 3.88 2.53 2.71 2.56| 3.36
1999 ([Country 5 2.95 3.41 3.43 3.14 2.89 4.19 3.94 3.47 3.89 4.18 3.35 3.67 3.27 3.12 3.38[ 3.49
1995 |Country 5 1.75 3.32] 216 3.58 211 426 353 384 4.16 3.94 3.11 4.06 2.00 2.47 2,15 3.10

' Thefigures used in this comparison for 1999 are the means for "effectiveness".
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ANNEX 9
WORLD BANK CLIENT SURVEY 1999
Combined Resultsfor Africa Region (8 Countries)

Africa Region Client Survey 1998-1999

Total Response Number = 699

Scale: Importance

1 = Very Unimportant
2 = Fairly Unimportant
3 =Aveage

4 = Fairly Important

5 = Very Important

A. World Bank’s Overall Contribution

Effectiveness

1= Very Ineffective
2 = Fairly Ineffective
3 = Average

4 = Fairly Effective
5 = Very Effective

, _— - Importance Effectiveness
TheWorld Bank’s Contribution to Your Country in: NMean D N Mean D N
hel ping to reduce poverty 428 1.00 669 297 094 652
helping to bring about economic growth 447 0.79 676 3.60 0.89 658
3. helpingto strgngthen and mal r_1ta1 n sound 433 077 634 365 096 610
macroeconomic and trade policies
4. helping to improve governance 394 102 639 302 103 611
5. helping to strengthen the public sector 3.86 105 664 327 04 636
6. helping to strengthen the private sector 4.19 0.93 664 326 102 626
7. helping to attract investment for devel opment 4.08 103 664 322 1.00 619
8. supporting programs that include all social groups
in development (such as education, health care, specific 424 0.90 644 346 101 621
assistance for women and men, and social protection)
9. helping to safeguard the environment 398 0.97 664 305 101 615
10. helping to strengthen civic participation in national 378 110 661 280 100 603
development efforts
11. helpi ng to establish the physical infrastructure 435 089 668 370 103 640
essential for future development
12. hel ping to ensure that the benefits of development 401 093 656 320 104 581
justify the costs
13. helping to ensure that the investmentsin
development bring results that last 429 085 318 101 615
14. helping to strengthen the framework for a market
economy (including the financial system, judicial 4.28 0.85 639 347 0.96 605
system, and regulatory framework)
15. helpi ng to bring rel e'van_t knowledge of devel_opment 380 0.99 663 322 103 508
practices from the experience of other countries
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B. Interaction with World Bank Officials

S Importance Effectiveness
TheWorld Bank Officials': e ) N Mean ) N
16. respect for your country’s culture 3.88 111 659 314 102 597
17. technical competence 450 0.69 664 3A 0.86 636
18. honesty in their dealings with you 447 0.79 664 383 1.00 605
19. reliability in delivering on commitments 455 0.67 655 385 0.95 605
20. clarity of communication 439 0.76 665 3.76 0.95 638
21. consistency of messages 434 0.79 632 359 1.00 602
22. respect for local knowledge and expertise 4.26 095 664 3.09 108 630
23. accessihility 421 0.83 661 358 102 630
24. kngw!edge about international best practicesin 404 078 653 389 090 564
their field
25. ability to adapt their knowledge to your country’s 433 091 664 317 097 621
needs
26. provision of explanations and assistance with 496 084 658 367 107 620
World Bank procedures
C. Overall Bank Support
. ) Importance Effectiveness
TheWorld Bank Program in Terms of: Mean SD N Mean 3D N
27. accuracy in cor?ce'nFratlng on your country’s key 450 077 677 356 095 645
development priorities
28. giving appropriate priority to poverty reduction 440 0.86 677 318 099 633
29. reflecthn of different viewpoints across the 390 101 665 281 095 509
population
30. reallsm_g|ven your country’s situation and 433 0.89 677 208 097 63
constraints
31 fI'eX|b|I|ty in adjusting to changing country 405 0 665 302 098 614
circumstances
D. Project Design and Implementation
During Project Design, thework of the World Bank in: L 2107 e St ceress
Mean | SD N Mean | SD N
32. taking account of country realities 444 0.89 660 333 0.93 610
33. considering arange of alternative, feasible options 424 084 653 327 0.90 589
34. involving the participation of beneficiaries 441 0.86 661 332 107 621
35. helping assure that project benefits justify the costs 41 085 657 330 103 584
to the country
36. involving local project experts 439 0.86 663 322 107 634
37. laying out theinstitutional and managerial
structures needed for implementation 437 0.79 658 352 100 608
38. estab_llshl_n_g the conditions for long-term 451 079 662 317 104 612
sustainability
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D. Project Design and Implementation (continued)

During Project | mplementation, thework of the World Importance Effectiveness

Bank in: Mean SD N Mean SD N

39. disbursing fundsin atimely manner 453 0.80 654 342 111 591

40. showing f|8?(lbl_|lty in applying procurement rulesto 492 0 646 306 106 569
the country’ s situation and needs

4. §upport| ng (;ountry project managersin resolving 435 081 619 346 097 580
implementation problems

42. supporti ng the gqvernment inits effortsto manage 404 091 615 306 100 513
any negative project conseguences

43. responding to submissions and requests 4.29 0.85 647 337 1.06 578

44, \P/]V(ZI ||0| ng restructure projects that are not working 435 089 610 312 105 547

E. Non-Lending Services

The World Bank’sPolicy Advice in terms of: )2 e Sl e

Mean | SD N Mean | SD N

45, |t.s regl ism, given your country’s needs and 433 088 652 335 091 508
situation

46. respecting your country’s social priorities 4.26 094 652 317 0.98 594

47. reflecting the diversity of viewsin your country 393 1.02 648 294 0.93 569

48. providing aconvincing rationale for reform 4.29 0.87 644 344 1.07 534

The World Bank’sStudies and Analysesin terms of: Importance Effectiveness

Mean | SD N Mean | SD N
49. incorporating the knowledge and expertise available 438 085 654 320 100 605

in your country

50. providing new insights or options 419 0.82 645 340 091 572

51. producing conclusions that are sound and 437 081 645 343 090 597
trustworthy

52. providing recommendations that are practical 443 0.80 649 3.30 094 609

53. disseminating of the results to the peoplein the 436 089 650 302 115 607
country who need them most

Other contributions of the World Bank to: Ui QEAFETIES SifeEduErEss

Mean [ SD N Mean | SD N

54. developing effective management systems and 433 084 652 334 09 580
procedures

55. strengthening knowledge and skills of individuals 434 0.82 651 331 0.98 582

56. strengthening local training and research 435 091 651 311 104 581

organizations

57. building capacity at the community level 422 1.00 647 272 101 574
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58. promot_l ng pn_vatemvolvement in effective delivery 433 085 648 318 107 581
of public services
Role of the Resident Mission
TheWork of the World Bank's Resident Mission in I mportance Effectiveness
termsof: Mean Mean
1. being ableto deal with matterslocally, without having 334
to refer to headquarters. 433 )
2. improving understanding of the Bank's role and 353
program of assistance to (the client country). 4.30 )
3. explaining Bank policies and procedures. 48 350
4. communicating with diverse groupsin (the client 329
country) affected by the Bank's program. 423 '
5. helping to build expertise among local development 300
specialists. 433 )
6. responding quickly to requests. 437 343
7. helping to make project implementation efficient. 445 348
8. providing flexibility when standard Bank procedures
do not fit the country situation. 433 2.74
Working with Others
Levd of

Working with othersin your country: Agreement

Mean
1. TheWorld Bank and other donors are working harmoniously to further 362
(the client country's) development.
2. The World Bank and other donors do not duplicate each other's work. 312
3. The Government leads donor coordination. 278
4. The Government receives the support it wants from the World Bank in 325
donor coordination.
5. The World Bank systematically involves civil society (including private 319
sector and NGOSs).
6. The World Bank worksin partnership with the Government. 39
7. The World Bank isready to learn from its partners (e.g. Government, 329
other donors, NGOs).
8. The World Bank takes too much control of the donor coordination 310
process.
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ANNEX 10

AFRICA REGION CLIENT SURVEY 1998-99:
SUMMARY OF CLIENT INTERVIEWS"

Effectiveness of Staff and Managers

Bank Staff are highly committed, effective, with excellent technical expertise, but there needs to be less
gaff turnover and more uniform quaity of managers.

There has been some improvement in gaff listening to clients, but they can ill do better.

They need to be more knowledgesble about the countries in which they are working, their languages
and culture, and better attuned to local sengtivities and the local environment.

Thereis gtill atendency of Bank staff to impose their ideas. they need to be more open to suggestions
and advice.

Bank missions think they can gpply the same solutions to every African country; they need to design
projectsto fit the environment.

Use of more locd experts with better gppreciation of local dynamics would improve the Bank’s
effectiveness.

Effectiveness of the Resident Mission and Coordination with Bank Headquarters

Respondents generdly noted improved effectiveness of Resdent Missons— e.g., in project
upervison.

Divided opinions on whether the Country Director should be in the fidd.

Resdent Missons are helpful in fadilitating communication with HQ and with local populace.

But Resident Missions need additiona professiona staff and more decision-making authority.

“No objection” authority should rest with Resident Missions.

Effectiveness of Resident Mission and its communi cation/outreach often attributed to the person of the
Resdent Representative.

Agreement on Development Objectived Priorities and the Role of the CAS

Generdly, most respondents felt there is agreement on objectives and priorities between governments
and the World Bank, dthough some questioned whether that agreement extended to methods and
drategies.

Some respondents felt that setting of those objectives and priorities was the business of their
governments, not the Bank.

'8 | nterviews were conducted in Cameroon, Djibouti, Eritrea, Madagascar, M ozambique, Uganda and Zimbabwe. While
no interviews were conducted in Ghana, participants comments on some questions in the Ghana survey itself were
useful for this summary.
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Others resented imposition of objectives and priorities by the Bank or inadequate consultation, and
noted that often governments lack the expertise to dialog or negotiate as equas.

A smadl number of respondents argued for bringing in more stakeholders (civil society, private sector)
into consultations on objectives and priorities.

Only asmdl number of respondents commented on the CAS; most of those who did acknowledged it
as auseful, effective process.

How the Bank Communicatesits Mission of Poverty Reduction

The vast mgjority of respondents did not think the Bank communicates well its misson.

A smal number of respondents noted that the Bank is sometimes associated with increasing rather than
reducing poverty.

Many respondents urged the Bank to reach out to grassroots stakeholders so that its mission is better
known and understood.

The Bank should improve its communication strategies and include its success stories.

Respondents in one country argued that poverty reduction is their government’ s job, not the Bank’s.

The Bank’sRole in Capacity Building

Although many respondents knew of the Bank’srolein capacity building, it got mixed reviews.
Criticismsincluded alack of focus and too much emphasis on technica assstance.

Capacity building efforts need to be integrated better into ingtitution building and adminigrative reform.
An assessment of what has been done dready in capacity building would be useful.

Capacity building efforts must include local and didtrict-leve cadres, particularly those in adminigtration.
Capacity building must utilize loca experts and be adapted to each country.

K nowledge M anagement

Details of the knowledge management system are not well known to respondents.

However, many respondents expressed an interest in the Bank’ s knowledge management system, saw
it as an important initiative, and wanted to be part of it viainternet.

Respondents saw such a system as providing them with access to worldwide data and best practices,
to which they could cortribute their own data and experiences.

Some worried that this might be too ambitious an undertaking that was not drawing upon aready
existing data bases or systems.

Concerns were expressed about the ability of African countries to access the system and the need for
financid assstance and training.

Respondents in severd countries worried that this might be a one-way system of more interest to
Washington users, or that loca communities would not be engaged.
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Thelmpact of Adjustment Lending and Investment Lending

Two countriesin the survey had no experience with adjustment lending, and respondentsin one said
they did not need it.

Many respondents noted the positive effects of adjustment lending on macroeconomic restructuring,
public finances and trangparency in government.

Some did not understand what adjustment lending is or the difference between adjustment and
invesment lending.

Others emphasized the negative effects of adjustment lending — on socid gains, in privatization, on locd
industries and on the civil service — and criticized strategies employed by the Bank.

The postive effects of invesment lending were noted most frequently in infrastructure (particularly
transportation/roads ) and agriculture; mixed views in education, capacity building and health sectors.

Effectiveness of Conditionality

Most respondents believe conditiondities, if respected, can help produce results on the ground.
Many believe that they must be negotiated in good faith to be effective, but that thisis not aways the
case.

Conditiondities are helpful if they are redistic and designed with loca conditionsin mind.

There are very mixed views on whether the Bank is flexible with respect to conditiondlity.
Criticsthink the Bank is rigid and imposes too many unredligtic conditions.

World Bank Procedures

Mixed reactions by Bank respondents as to whether Bank procedures are clear or flexible.

Bank procedures are seen to be more cumbersome than they need to be.

Some respondents indicated that training was available while others wanted training in Bank
procedures (variations within and among countries surveyed).

Bank criticized for lack of trangparency in hiring of consultants and for not hiring sufficient number of
loca consultants.

Suggested improvements included better dissemination/publication of procedures, coordination with
other donorsto standardize procedures, acceleration of “no objection” responses from headquarters.
A number of respondents lacked sufficient familiarity with Bank procedures to answer the question.

Developing M or e Effective Partner ships

There is widespread agreement that the Bank has made progress in building partnerships.

The Bank has also reached out to awider group of stakeholders, though some grassroots groups (e.g.,
farmers, trade unions, NGOS ) are il ether not sufficiently brought in or absent from discussons.
The CAS process has contributed to a widened dialog.

Partnerships depend on people, and Bank staff need to be better attuned to partnership objectives.
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To become fully effective, partnerships must rest upon common understandings, an equd footing for
both partners, and inclusiveness.

Recent Changesin Bank’s Client Focus, Effectiveness, and Products and Services

The Bank’ s client focus has improved by reaching out to stakeholders, giving the Resident Missions
more autonomy and listening to clients needs and interests.

Respondents from one country without a Resident Mission and another with anew Resident Misson
were unable to answer this question.

Improved client focus has impacted postively on the Bank’s effectiveness.

Some respondents noticed an improvement in the Bank’ s products and services.

Suggestions included more decison-making in the Resident Missons, continued improvement in
project supervision, more and better adapted products and services, more timely disbursement of
project funds.
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ANNEX 11

AFRICA REGION CLIENT SURVEY 1998-99:
TECHNICAL ANNEX

Coverage. The 1998-99 surveys were conducted in eight countries—Cameroon, Djibouti, Eritrea,
Ghana, Madagascar, M ozambique, Uganda and Zimbabwe. Five of these countries (Ghana, Madagascar,
Mozambique, Uganda and Zimbabwe) were dso surveyed in 1995. A totd of 1,728 survey forms were
distributed and 699 returned, representing a response rate of approx. 40 percent, over 10 percent lower
than the rate of return achieved in the 1997-98 surveys. The response rate varied widely—from over 64
percent in Djibouti*® to 23 percent in Zimbabwe.

Response Rates, Percentages of Total Client Responses,
by Country by Country
Countr Number | Number | Return
y Sent Out| Returned| Rate Zimbabwe Cameroon
Cameroon 170 91 54% Uganda Fh 13% Dibout
. . 13% 6%
Dijibouti 70 45 64% .
Eritrea 77 | 31 | a0 Morabie L
Ghana 600 200 33% 4%
Madagascar 300 145 48%
Mozambigue 134 59 44% ]
Uganda 210 | 90 | 43w edagisar Ghana
0

Zimbabwe 167 38 23%
TOTAL 1728 699 40%

Questionnaire and scale. The 1998-99 survey contained atota of 58 core questions in severd sections
covering the Bank's overal contribution and support to each client country's devel opment objectives,
interactions with Bank staff, project desgn and implementation, and non-lending services. The section of
the questionnaire covering the Bank's overdl contribution was modified after initid surveys were

conducted: the questionnaire used in Eritrea, the first of the 1998-99 surveys, was therefore dightly
different from that used in other countries. Response data was collected on atwo dimensiona scde—
importance and effectiveness. A five point gradua scae was used to measure respondents perceptions,
consstent with previous survey instruments gpplied in 1995 and 1997. In addition to the core questions,
optiona modules were included on the role of the Resident Mission and how the Bank works with other
development partners. The first module was used in dl countries surveyed (except for Djibouti, where there
isno Resident Misson). A modified verson was used in Ghana, where the Country Director islocated in
thefield: some additiona custom+-tailoring was done on the Ghana questionnaire to reflect this. The

second module was used in al countries except Eritrea since this module was developed after that survey
had been conducted. A series of questions on programmeatic lending was included for the surveysin Ghana
and Uganda. In Uganda an optional module on donor coordination was aso used.

Since there is no Resident Mission in Djibouti, the survey was carried out in cooperation with UNDP. A decision was
made by the Bank in 1999 to move responsibility for the Bank's activitiesin Djibouti from the Africa Region to MENA.
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The 1999 survey dso gathered quditative data through one-on-one interviews using open ended questions.
Interviews were conducted in each country surveyed except Ghana. Members of each country team (at
Headquarters and in the World Bank field offices) were surveyed using the same questionnaire sent to their
clients as well as an additiona set of questions focusing on the effectiveness of the country teamitself, on
country team members views of their clients government and its relationship with the Bank, and on the
effectiveness of the Bank in their client's country.

Sample, data collection and reliability. A nonrandom sratified sample was drawn from a population
with current or past professona involvement with Bank activities. Clients were identified by Country
Directors, Resident Representatives, and country teams. There was awide range in the number of
questionnaires sent to clients—from 70 in Djibouti to 600 in Ghana. The survey forms were scanned and
the data entered dectronicaly. The sample congruction sets certain limits on how the data might be used
for analysis and reporting, for example it does not account for random or system errors.

Data analysis. Summary and advanced statistical anayses on the aggregated data were conducted. The
sgnificance of the tests results of analysis of variance (ANOVA) dlow reporting of the survey results by
ub-sections of the questionnaire. Weighting the mean results againgt data on the Bank's lending program
and portfolio for each country did not produce any significant effect. Therefore the weighting results were
not covered in detall in the report. Comparisons of the 1995, 1997-98, and 1999 surveys were made
possible onthe basis of 15 asmilar questionsin al three surveys. The 1998-99 Bank-wide surveys identified
clients by their positions (fifteen were identified), gender, primary work specidization, and length of
association with the Bank. Because of the large number of dlient categories and the inggnificant number of
responses in some of them, the initid 15 client categories were collgpsed, for analyss and reporting
purposes, into five categories. senior government officias, employees of government agencies, donors, the
private sector, and civil society. These are consstent with the categories used by the AfricaRegioninits
prior surveys. The breakdown of responses by client group (using the collgpsed categories) is as follows:

Number of Percentage of Total
Client Category (Collapsed) Responses Responses

Senior Government Officials 135 19
Employees of government agencies 194 28

Donors 48 7

Private sector 97 14

Civil society 123 18

Other (categories not listed in the questionnaire, or non- 102 14
answers)

Total 699 100

The advanced gatistical andydis, despite its Sgnificant parameters, does not alow reporting of test results
separately, because of insufficient robustness of the sample and the data collection. No conclusions or
generdizations were made based on this andys's, however, some of them were mentioned in footnotes as
illugtrations and for possible additiona research.
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Caveat on use of survey results. Biases (from sampling and non-sampling errors, aswell as externd
factors) may affect the reliability of the data and conclusons which may be drawn fromiit. . The generd
tendencies of client responses are fairly consstent across the Region, and the aggregate findings described
in this report present smilar rankings of priority for most of the countries. However, they do not
necessarily apply to al of them® The gpplicability of the findings to each country should be further probed
in conaultation with clients® The findings about the various issues as described in the report should
therefore be considered as indicative rather than conclusive. The authors nevertheless believe that the
survey results provide messages and emerging trends which are vauable both to individua country teams
and to the Africa Region in our continued efforts to improve the qudity of our products and services and
relationships with clients and partners.

“ v ariance and correlation analysis showed that the data for six out of the eight countries (representing 90% of all client
responses) correlated fairly strongly.
2 For individual country results, consult the Country Director concerned.



