
 

 

Social accountability in the delivery of social protection: 

exploration of approaches and principles 

- Questions and responses - 

 

Question #1 - Question on Zanzibar experience: did it need a law to get passed or just a 

ministry executive action? (from Cezanne Panay) 

There is no law, only the Zanzibar Social Protection Policy, 2014. 

Question #2 - During the first presentation emphasis was laid on appeal mechanisms to 

enforce accountability. I wish to know if there are preventive mechanisms to avoid 

complaints. (from Paul Ngomba) 

Approaches to minimise complaints usually comes back to the design of a social protection 

scheme, and choosing a design which is simple and easily understood by recipients, the wider 

community, and also by Government officials and staff responsible for delivery. One example 

is having clear and transparent targeting and eligibility criteria - for example schemes with an 

age cut off are usually easier to understand than poverty targeted schemes using a 

complicated means-test. Other examples include having fixed and regular payment schedule, 

and flat rate payments, minimising too many complicated payment bands, so that recipients 

can easily understand the process.  

Question #3 - How are complaints fed into the whole administrative process to improve the 

overall functioning of the system? (from Paul Ngomba) 

Zanzibar experience: The system has a flow. It starts from older people themselves, or their 

representatives, who take their complaint to the Sheha (Head of the Shehia). If the complaint 

cannot be resolved at that level it will be referred to a higher level of Government. Complaints 

which reach the national level tend to feed into improvements in overall functioning of the 

system. A management information system is currently being developed which will eventually 

allow complaints to be recorded electronically and provide better data for improving 

administrative processes, including analysis by location, gender, age or disability for example.  

Question #4 - Who organises the meetings to get complaints? (from Stella Esedunme) 

Zanzibar experience: There are not special meetings just for complaints. As the payments are 

made in cash, complaints can be made at the paypoint. Social Welfare Officers attend the 

paypoint (in addition to the cashier) and can collect complaints from older people. In some 

parts of Zanzibar, community-based older person’s groups hold monthly meetings which are 

used for a wide range of issues and activities for older persons. These meetings can also be 

used as an opportunity for older people to raise a complaint. This meeting serves more as 

information session and here “complaints” which stem from misinformation rather than real 

complaints, can be resolved. Older people leaders will also advise older people on the process 

for registering a complaint in the officla system. The older people’s groups are an unofficial but 

important part of the system, and helps to reduce the burden on the official complaint and 

appeals process. 



 

 

Question #5 - ZUPS is very centralized, how long does it take for the government to respond 

to older people? What frequency of payment of ZUPS? The complaints are they solved 

before the next payment? (from Paul Bashirahishize) 

Zanzibar experience: It depends on the nature of the complaint. Payments are made monthly 

and most complaints are resolved within a month. Those who go directly to the district or 

national office with their complaint can often get it resolved on the same day.  

Question #6 - Is there a reference/model from another country that you considered when 

implementing the accountability facet of the project? (from Giuseppe Calamita) 

Zanzibar experience: There was no particular model. We looked at what already exists in the 

local environment and what would work well in the Zanzibar context.  

Question #7 - Good afternoon. I didn't notice how many older people are covered by the 

programme? I want also know if this mechanism could be possible in bigger country? (from 

Sophie Demay) 

Zanzibar experience: The programme covers almost 28,000 older people. It’s difficult to 

comment on whether this would be possible in a bigger country as its very context specific. In 

the case of Zanzibar, the geography is very favourable as Zanzibar is small. Everything is nearby 

and everyone knows each other. The older people’s groups are also working as volunteers and 

supported by umbrella CSOs. If this voluntary spirit exists, then perhaps it is possible.    

Indonesia experience: In some ways it is both push and pull approach. SLRT secretariat is 

expanding the system from national level (including providing budget support). At the same 

time there are districts and cities that developed SLRT using pure local budget, with technical 

assistance from the national secretariat. There is quite a strong interest from local government 

to develop SLRT, as it helps them to deliver on their local objectives in the context of highly 

decentralised governance. 

Question #9 – To first speaker: Since older person’s groups (OPF) are essential but does not 

exist in all areas. Any plan for expanding them? (from Usa Khiewrord) 

Zanzibar experience: District social workers have received training in how to establish older 

persons groups in the locations where it does not exist. For now this goes someway to address 

the question of expanding the coverage of OPF. However, in order for OPF to be sustainable 

they need to have a solid foundation which requires quite a lot of on-going support from 

umbrella CSOs. Currently it is a challenge to maintain this level of support across Zanzibar.  

Question #10 - For SLRT, is it sole government funding or receiving development support 

from foreign donors? (from Cezanne Panay) 

It is sole government funding.  

 

Comment #1 - thank you so much for the sharing of the two speakers. (from Rico Baloro) 

Comment #2 - Alice, thanks. clear and excellent facilitation. 

Comment #3 - I'd like to let you know the United Nations online volunteer website as a 
resource to look for practitioners (me included in computer science) 
http://onlinevolunteering.org can contribute to your projects; feel free to contact me to: 
g.calamita.lpz@gmail.com if you need support in the process to look for those resources. 


