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Moderator

Alice Livingstone, Social Protection Adviser at HelpAge
International

Alice Livingstone has more than ten years experience working in
policy, research and advocacy related to income security in older
age in low and middle income countries. This has largely focused
on social protection and related areas including voice and social
accountability, work/livelihoods, labour migration, financial
inclusion, and mobile technology. She has a background in
international development, human rights advocacy and MSc in
Social Policy Research from the London School of Economics and
Political Science.
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Panellist
Tamsin Ayliffe, Social Protection and Social Development Specialist

Tamsin is an independent social protection consultant. After working for
fifteen years for DFID and NGOs, since 2011, Tamsin has carried out
consultancy assignments for the World Bank, UNICEF and DFID across
Africa, including in Rwanda, Tanzania, Zimbabwe, Ethiopia, Kenya,
Burundi, Madagascar, Burkina Faso and Côte d'Ivoire. Her work has
included social protection strategy development, programme design and
review, as well as assessments and research. She is currently the team
leader on a DFID-funded research project carried out by Development
Pathways, 'Social Accountability in the Delivery of Social Protection'.



Panellist

Emily Kemigisha, Country Representative, HelpAge International 
Uganda 

Country Representative, HelpAge International Uganda. Since 2007,
she has been working with age care organisations focusing on issues
related to social protection and general policy Advocacy for Older
Persons. She is coordinating a social accountability project focusing on
the Cash transfer programme in Uganda. She holds a Diploma in
Education, BA in Development Studies and PGC in Project Monitoring
and Evaluation.

emilykemigisha@gmail.com, Emily.Kemigisha@helpage.org
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Panellist
Mr. Jaime Gutiérrez, Director General of Planning and Monitoring. 

PROSPERA, Mexico

Social accountability in the delivery of social protection: Unpacking the concept

Mr. Gutiérrez Casas is currently the General Director of Planning and Monitoring at
PROSPERA Social Inclusion Program, the conditional cash transfer program of the Mexican
government, where he has established planning strategies and relevant monitoring activities
for the program. Previously, he was Deputy General Director of Foreign Real Estate
Management at the Ministry of Foreign Affairs of Mexico.

In his 25 years of service at both the public and private sector, Gutiérrez Casas has had
different assignments in the Federal and Local Government of Mexico. Among his major
responsibilities at strategic positions, he had duties in the Ministry of Communications and
Transportation, the National Electoral Institute of Mexico (formerly Federal Electoral
Institute), the National Bank of Foreign Commerce (BANCOMEXT), Rural Financial and the
Ministry of Finance in the estate of Mexico as well as the Social Security Institute.



A FRAMEWORK FOR SOCIAL 

ACCOUNTABILITY IN SOCIAL 

PROTECTION



STRUCTURE OF PRESENTATION

1) Definitions 

2) What can we learn from other sectors?

3) What is special about the social protection 
sector?

4) Current practice in social accountability in 
social protection

5) A framework



Definitions



WHAT IS SOCIAL ACCOUNTABILITY?

Social accountability is an approach to building accountability
in which citizens are key actors; it refers to ‘the extent and
capacity of citizens to hold the state and service providers
accountable and make them responsive to needs of citizens
and beneficiaries’ (Grandvoinnet et al., 2015).

Sub-set of citizen participation. Citizens reviewing whether
service providers did what they said they were going to do. If
not, ensuring that corrective action is taken.



RESEARCH PROJECT

What effects do social accountability mechanisms have on the
delivery of social protection services and on state-society
relations?

How does this vary by context, social protection programme
design, social accountability intervention design, and for
different groups of citizens?

Today – one step in the research – development of a
framework for looking at social accountability in social
protection.



What can we 

learn from other 

sectors?



Key Lessons from other Sectors

 Context is key – no blueprint for success

 Social accountability is a political process – not a tool or mechanism

 There are costs and risks for citizens as well as potential benefits

 Outcomes vary for different social groups – social accountability
processes struggle to benefit the poorest

 No automatic progression from information → citizen voice →
state response. It is particularly critical to consider state response.

 Social accountability is a long-term, non-linear process



Social Accountability Framework

Source: Grandvoinnet et al, 2015



What is 

special 

about the 

social 

protection 

sector?



The Social Protection Sector

1) Social protection beneficiaries are poorer, more vulnerable and
more politically marginalised than the average citizen: constraint
on citizen action.

2) The individualised nature of social protection → challenges in
terms of mobilising citizens for collective action: constraint on civic
mobilisation.

3) In low-income countries, institutional capacities are often
relatively weak in the social protection sector, and decision-
making centralised: constraint on state response.

4) Some social protection service delivery failures are particularly
salient to poor citizens – eg. failure to deliver a cash transfer:
enabling factor for citizen action.



CURRENT SITUATION OF SOCIAL ACCOUNTABILITY 

IN THE SOCIAL PROTECTION SECTOR

o Always exist informal and cross-sectoral processes of engagement

between the state and citizens. Need to understand these

dynamics.

o Social protection programme-specific: Information campaigns and

GRMs very common. Also beneficiary/community committees.

Collective social accountability mechanisms much rarer.

o But many programmes lack a strategic approach. More likely to

have a single mechanism with ambitious objectives. Little

attention to how to combine approaches for maximum effect.

Insufficient attention to state response element.



SOME KEY QUESTIONS WHEN DESIGNING 

OR REVIEWING SOCIAL ACCOUNTABILITY 

IN SOCIAL PROTECTION

Citizen Action

In the context, which issues are best addressed through social
accountability and which through other accountability mechanisms?
Consider saliency and context-specific constraints on citizen action.
How to combine approaches?

❖ Need a strategy – not a tool.

State response – critical and often overlooked

Is citizens’ voice reaching the decision-makers? Do local officials have
the incentives, capacities and authorities to respond?

If not, how best to link local and higher levels and build incentives and
capacities?

Feedback mechanisms – positive effect on state-society relations?



SUPPORTING ELEMENTS

Interface

Which interfaces do poor and marginalised citizens prefer? Which issues are
best addressed individually (eg through a GRM) and which collectively?

Information

Is information appropriate and accessible to all, including the most
marginalised?

Civic Mobilisation

How to ensure inclusion of most marginalised people? If use intermediaries,
how to ensure these represent the interests of the most marginalised? Are
there any conflicts of interest?



Social accountability in the Senior Citizens Grant, Uganda

Emily Kemigisha
Country Representative
HelpAge International
Uganda



Social accountability in the Senior Citizens Grant, Uganda

Presentation overview

• Social protection in Uganda
• Role of civil society and citizens
• Approach and principles
• Key mechanisms
• Challenges/threats to social accountability



Social accountability in the Senior Citizens Grant, Uganda

Social protection in Uganda

Uganda Senior Citizens Grant (under the SAGE programme - Social Assistance 
Grants for Empowerment)

Phase I pilot period (2010-2015): 15 districts (all Ugandans 65 years + except in 
Karamoja 60 years +)

Phase II (2016-2020): Roll out to 40 more districts (100 oldest persons per sub-
county, excludes older persons with government-funded pensions)

Governance: Directorate of Social Protection (Ministry of Gender, Labour and 
Social Protection)-Project Implementation Unit.

Third party: Postbank (mobile banking, e-payments), Maxwell Stamp (managing 
agent)

Value: UGX 25,000 per month (approx. US$7.35)

Funding: Government of Uganda, DFID, Irish Aid



SCG pay point in Karamoja



An example of a pay point



Social accountability in the Senior Citizens Grant, Uganda

Role of civil society and citizens

• Empower communities to demand social security rights
• Raise awareness of social issues and advocate for change
• Support good governance. Civil society works hand-in-

hand with the government, striving to develop/review 
policy and implement new strategies



Social accountability in the Senior Citizens Grant, Uganda

Approach and principles
Multi-level. Engagement at different administrative tiers: Village, Sub-
county, District, National

Multi-stakeholder. Engaging citizens, collaborating with broader civil 
society, close-working with government, implementing agency, bilateral 
donors

Political – Engaging the political leaders to enact relevant laws and 
policies, budget allocations

Technical – Engagement on effective implementation: dialogue and 
feedback, project monitoring



Social accountability in the Senior Citizens Grant, Uganda

Key mechanisms
1. Standard setting and budgets

• Policy Framework: Advocacy and technical support in drafting 
the Uganda National Social Protection Policy, 2016 and other 
related policies including the National Policy for Older Persons, 
2009. 

• Budget allocation: Parliamentary Forum for Social Protection. 



Social accountability in the Senior Citizens Grant, Uganda

Key mechanisms
2. Information and consultation

• Public Awareness raising through media: Given low literacy 
levels and visual impairments, information is is primarily given 
through radio and public meetings

• Information and updates also channelled through Older People’s 
Associations (OPA) – outreach to less mobile

• Older Person’s Councils  and Beneficiaries provide feedback in 
District SAGE coordination meetings.

• Mobilising grassroots demand for National roll-out of SAGE.-by 
Uganda Social Protection Platform.

• Petition by Older Persons thorough Equal Opportunities 
Commission



Public awareness through the media



Social accountability in the Senior Citizens Grant, Uganda

Key mechanisms
3. Performance monitoring and feedback

• Progress reports available at different administrative tiers 
including feedback at Parish (village) level

• Citizen gathered data by Older People Associations/Older Citizen 
Monitors



Older Citizen Monitoring Group



Social accountability in the Senior Citizens Grant, Uganda

Key mechanisms
4. Redress and recourse

• Grievance redress mechanism 
• Enhanced access to GRM through multiple entry points 

(paypoint, OPA, Parish Chief, District CDO, OPC)
• Independent channels for redress

• Para-legal organisations
• National Council for Older Persons



Social Accountability in Social Protection

Challenges to social accountability:

1. General low awareness of rights and entitlements leads to beneficiaries 
viewing cash transfers as a ‘gift’ and placing very few demands on programme 
implementers to improve delivery-

2. Limited capacity for citizens to hold the government or provider to account-
especially in areas where HelpAge is not operating. 

3. Lack of clear separation between policy making and service provision. Postbank 
is partially Government owned.

4. Unclear accountability relations due to third party providers-e.g change and 
transition of service provider from MTN-post bank was blamed for payment 
delays 

5. Social accountability cannot compensate for a poorly designed or implemented  
programme-The programme does not cover all eligible older persons in the 
country. Untimely and insufficient release from Government.



Thank you!
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Jaime Gutiérrez Casas

▪ Jaime Gutiérrez was born in Mexico City on January 28th, 1967. He received a bachelor’s
degree in Business Administration at the Technological Autonomous Institute of Mexico
(ITAM). Additionally, he holds a bachelor’s degree in Political Science and Public
Administration at National Autonomous University of Mexico (UNAM) and he recently
received his master’s degree in Public Administration at the University of Guanajuato.

▪ Mr. Gutiérrez Casas is currently the General Director of Planning and Monitoring at PROSPERA Social Inclusion Program,
the conditional cash transfer program of the Mexican government, where he has established planning strategies and
relevant monitoring activities for the program. Previously, he was Deputy General Director of Foreign Real Estate
Management at the Ministry of Foreign Affairs of Mexico.

▪ In his 25 years of service at both the public and private sector, Gutiérrez Casas has had different assignments in the
Federal and Local Government of Mexico. Among his major responsibilities at strategic positions, he had duties in the
Ministry of Communications and Transportation, the National Electoral Institute of Mexico (formerly Federal Electoral
Institute), the National Bank of Foreign Commerce (BANCOMEXT), Rural Financial and the Ministry of Finance in the
estate of Mexico as well as the Social Security Institute.

▪ He has been columnist for different Mexican newspapers and magazines including El Financiero, El Independiente, the
opinion pages in the newspaper Reforma, Newsweek Spanish edition, Reporte Índigo, International Business, among
others. Jaime Gutiérrez Casas is co-writer of the book: Two Visions for Succeed, related to the presidential campaign of
2000 in Mexico.



PROSPERA 
Social Inclusion Program

Is the Conditional Cash Transfer (CCT) program of the Ministry of Social Development of the
Mexican Government. PROSPERA gives cash transfers to almost 6.7 million Mexican families in
order to strenght their capabilities on nutrition, health and education; additionaly, the program
promotes the inter institutional linkage of the beneficiaries with productive projects, labor
oportunities and financial inclusion.

¿What is?

Contribute to strength the effective fulfilment of social rights in order to strengthen the
capabilities of people in poverty situation, through actions that expand their capacities in
nutrition, health and education, and improve their access to other dimensions of well-being.

General Objective

• PROSPERA has more than 28 million of beneficiaries, in 111,048 communities of 2,456
municipalities in Mexico.

• Scholarships: 6.1 millions

Coverage



Components

N
u

tr
it

io
n •Delivery of 

cash transfers 
directly to the 
beneficiary 
families in 
order to 
improve the 
quantity, 
quality and 
diversity of 
their food 
consumption.

H
ea

lt
h •Actions for the 
health 
promotion 
aimed to 
prevent 
diseases, as 
well as the 
encourage of 
access to 
health 
services.

Ed
u

ca
ti

o
n • Initiatives to 

encourage a 
major 
education 
coverage and 
full 
enrolment, 
through the 
delivery of 
scholarships 
as an incentive 
to stay up and 
progress 
through 
different 
academic 
levels.

Li
ai

so
n • Through advising, 

providing 
information and 
promoting the 
access of 
beneficiary families 
to programs or 
actions of 
productive 
development, 
income generation, 
training and 
employment, 
financial education, 
access to savings 
schemes, life 
insurance, credits, 
all the above 
through an 
interinstitutional 
coordination.



PROSPERA 
Social Inclusion Program



Vinculation Component

Productive Inclusion: interinstitutional articulation of more than 15 productive programs for the
empowerment of beneficiaries with more job options or entrepreneurship projects.

Financial Inclusion: in coordination with the Ministry of Finance, it was designed a scheme of
financial support for beneficiaries with products and services of savings, credits, insurance and
financial literacy and education.

Labour Inclusion: schemes to allow beneficiaries to have training and better capabilities to enter
into the formal workforce.

Social Inclusion: seeking a universal access to the human and social rights of all the beneficiaries.

Hearing right: right of the beneficiaries to discuss a complaint with the Legal Staff of PROSPERA, in
case of the suspension of their cash transfers and services.



Social Protection System

• PROSPERA’s design is aligned to the National Development Plan (NDP)
which contains the principles of the Social Protection System.

• The goal no. 2 of the NDP, called “México Incluyente” (Inclusive Mexico)
establishes the following aim:

• “Strength the development capabilities of the families in order to
contribute an improvement of the life quality and productive
capacities.”

• According to the National Council for the Evaluation of Social
Development Policy (CONEVAL), some of the achievements in Social
Protection are the following ones:

• 54 million Mexicans affiliated to the Popular Health Insurance.

• Extensive coverage of the social programs, within a strategy of
focalization of the most vulnerable inhabitants.

• The health expenditure, as GDP percentage, has shown a constant
growth.





Accountability

• Accountability within the Mexican Government refers to
the process in which citizens follow up and evaluate the
responsible interventions of public servants through
mechanisms such as transparency and social
accountability.

• Accountability is one of the cross strategies within the
National Development Plan, specifically in the goal
called: Close and Modern Government.

• The legal framework on this issue is the article 134 of
the Political Constitution.

• Accountability is already a fundamental
element of any democracy, as it is
currently manifested in the
international context.

• The new information technologies
enables the access and communication
of an effective as well an efficient and
transparent work of the Federal
Government.





Accountability in PROSPERA

Community Promotion Committees

PROSPERA promotes social protection actions to ensure that the Program activities
are carried out under the concepts of transparency and accountability, promoting
the social rights of beneficiaries and society aiming to participate actively and
coordinated in planning, execution, evaluation and supervision of social policy.

In PROSPERA, the beneficiaries participate in the social accountability through their
participation, as members of the Community Promotion Committees.

The Community Promotion Committees and the beneficiaries participation are
regulated similarly to the guidelines for the promotion and operation of the Social
Controller's Office in the federal social development programs, issued by the
Ministry of Public Administration, which follows up the transparent activities of the
public service.



The beneficiaries leaders (known as “Vocales”) of that committees, promote the
active participation of the community within the transparent framework of
PROSPERA, taking into consideration the right to a directly dialogue among the
beneficiaries, their families and the Operations’ and Legal Staff of PROSPERA.

The goal of the Community Promotion Committees is to determine the promotion
activities of social accountability for those activities of the public servants of the
National Coordination of PROSPERA and its offices around the country. In addition,
the committees follow up those activities where the Local Governments support
the operations of PROSPERA assuring transparency and accountability.

In summary, this social accountability mechanism of PROSPERA imply many actions,
within a legal framework, with Operations Rules and guidelines following four
principal features:

1. Citizen participation mechanisms
2. Accountability oriented
3. Transparency promotion
4. Fight against corruption

Community Promotion 
Committees





Sentinel Points

• Is an institutional mechanism of social accountability aimed to know the perception of the
beneficiaries and PROSPERA’s staff, through a statistically representative survey
Nationwide.

• A Sentinel Point, by definition, is a geographic area formed by a locality or localities where
the survey follows up the services (health, education, nutrition and liaison incentives)
received by the beneficiaries and their families.

¿What is?

• Obtain relevant information about the key processes of PROSPERA, through the measure
of the operation attributes of the program and the satisfaction of the services from the
perspective of the beneficiaries, the partners of PROSPERA (Ministry of Health, Ministry
of Education, Ministry of Finance, among others), and PROSPERA’s staff.

General Objective

• The survey takes part once a year Nationwide with a representative sample in 5 different
levels: country, 32 states, urban areas, rural areas and indigenous areas.

Scope





Office for Citizen Attention

• PROSPERA has a special administrative unit called the Office for Citizen Attention
that is in charge of the actions carried out by the operational staff in the offices of
PROSPERA Nationwide, as the first contact between PROSPERA and their
beneficiaries, the families or any citizen.

¿What is?

Ensure that beneficiaries of PROSPERA and citizens can be informed about the operation
and characteristics of the program. The Office for Citizen Attention is in charge of an
efficient and quality attention to the following issues:

1. Requests of services
2. Disagreements on the attention and services received
3. Complaints about the Service personnel

All the above are received through different means, to guarantee respect for their hearing
rights.

General Objective 
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