Social Capital, Trust and Participative Public Service Delivery

Questionnaire
ToR (A) WAYS OF INVESTING AND PROMOTING SOCIAL CAPITAL AT ALL LEVELS OF GOVERNMENT AS AN INSTRUMENT OF ENHANCING GOVERNMENTAL EFFECTIVENESS. 
Judging effectiveness of any organisation is difficult, more so when the organisation concerned is the government or a part of the governmental system. The difficulty arises on a number of counts. First, there are multiple stakeholders with different, sometimes even divergent, expectations. Second, governmental action is bound by the canons of public law; laws and rules framed under them often are not sufficiently versatile to enable customised responsiveness. Third, democratic governance works through multitudes of checks and balances, thus a democratic government’s ability to be effective is limited by the design and operations of such processes.   
However, it is widely accepted that ‘one recognises effectiveness when one sees it’. Scholarship in the field of public management has established that most effective organisations tend to share common characteristics. Some of these are as follows;

· Anyone in the place can tell you the organisation’s mission and values.

· It is always looking into something new.

· Its customers’ satisfaction level is high.

· Its employees frequently work in teams.

· The leader is a partner to the staff members.

· A ‘failure’ is considered a learning experience. 

· It can give relevant information on its program results.

In short, effectiveness stems from certain ways of functioning wherein, there is emphasis on teamwork, hierarchy is used more as a coordinating mechanism and not as a tool for exercising control, leadership positions carry the basic burden of enabling team and individual efficacy, external stakeholders are considered as ‘customers’ and not simply ‘recipients of goods and services (or largesse)’, and the entire organisation is aware of the fundamental reason of its existence, remains ‘goal focussed’ and continually seeks to re-invent and renew itself.  

All the above collapse into the notion of ‘organisational culture’ wherein the organisational members function in an interdependent and cooperative manner, exhibiting reciprocity and trust among themselves, and are continually seeking to serve the overall and specific goals of the organisation. This notion of culture fits in with some of the definitions of ‘social capital’; thus such organisations/ agencies are said to possess high degrees of social capital. 

If social capital was to be invested and promoted at all levels of government the following questions become relevant; 

1. What would enable the government as a whole, and every part of it as separate entities, to function such that the foundational and operating goals inform its internal processes, decisions and actions?

2. What is required to be done such that the government, especially those parts that directly interface with the citizens, function in a manner as if they are dealing with the ‘customers’. There is a realisation that customer satisfaction is the key to the governmental entity’s survival. 

3. What would enable the government functionaries to function as if they are a part of a ‘professional bureaucracy’ wherein primacy is attached to situation-specific knowledge and competence and not to positions in the hierarchy?

4.  What would enable governmental organisations to rely more on trust and reciprocity for internal coordination than on positional authority?

5. What forms of education and/ or training would enable individual functionaries to acquire ‘professional-like’ characteristics?

6. What would be the appropriate institutional infrastructure within which such training/ education should occur?

ToR (B) IMPROVE AND STRENGTHEN THE CAPABILITY OF THE ADMINISTRATION TO PROACTIVELY PARTNER WITH LOCAL COMMUNITY, PARTICULARLY IN REMOTE AREAS. 
An individual seeks out partnership when s/he recognises that tasks at hand are such that working alone it would either be impossible or, at the least, difficult to accomplish them. With the assumption that the individual in question has the motivation to accomplish such tasks, such recognition leads her/ him to search for mutuality and complementarities with others. Upon identification of such ‘others’ efforts are made to forge partnerships. With the further assumption that sought out ‘others’ also have the requisite motivation and need, partnerships get forged. The foregoing is also true for organisations. 

Thus for improving the capability of the administration to proactively partner with local community, the first requirement would be the recognition of such a need on the part of the administration. If conditions set out earlier under the first ToR were to get created, it would become apparent for the administration to recognise such needs. Then the primary task would be how to enhance the capability of the administration to forge partnerships. 

1. What additional norms and values are necessary for the ‘administration’ to recognise the need for forging partnership with local communities? How could these be inculcated?

2. Assuming such norms are internalised, what capabilities must exist to enable ‘administration’ to succeed in forging synergistic relationships with local communities? How could these capabilities be created?

3. Suitable re-orientation in the training of administrative personnel at the induction stage would be one mechanism to achieve the above. What other orientation/ training could be thought of for mid-career  and senior administrative personnel?

ToR (C) BETTER SYNERGY BETWEEN THE GOVERNMENT AND CIVIL SOCIETY INSTITUTIONS 
(c1) Relating to Trusts/ Societies and Self Help Groups:

Trusts, Societies and SHGs are forms organising through which a group a people create an organisation (or association) for furthering their purpose. Yet, they are excessively dependent upon external sources of funding which have the potential to cause reduced autonomy for them. It is felt desirable that they be enabled such that they retain their autonomous functioning and there is synergy with the government in furthering the cause of social development and civil society building. 

1. What would be the general conditions that would enable trusts, societies and SHGs to function in an independent and self reliant manner?

2. What would be an appropriate regulatory framework for trusts, societies and SHGs, such that their autonomy is maintained while also meeting minimal requirements of external accountability?

3. What enabling conditions could lead to greater self reliance of trusts, societies and SHGs insofar as financial resources are concerned?

4. Are there provisions in the tax laws that, if suitably amended, could lead to greater financial security? What are they?

5. What changes/ modifications in the approach and/ or manner of functioning of government/ administration are likely to enhance the synergy between government/ administration and trusts, societies and SHGs?

(c2) Relating to Cooperatives:

Cooperatives are meant to be the ‘enterprises of the citizens’. Yet, the role of government in the formation and functioning of cooperatives is so pervasive that a large majority of them fail to further the enterprising energies of members. A vast majority of SHGs and other community based organisations that have come up in recent decades should ideally be formed under the cooperative framework. Yet, due to the apprehensions of ‘governmental control/ interference’ they have taken recourse to other legal forms which are not most conducive to furthering their members’ interests. 

1. What is the current scenario with respect to independent functioning of cooperatives as ‘citizens’ enterprises’?

2. What are the factors that constrain autonomous functioning of coopertives? Are these different for cooperatives registered under the three different legislations pertaining to the cooperatives, i.e., state cooperative Acts, multi-state cooperative Act, and the mutually aided cooperative Acts (of different states)? If so, what are they?

3. What changes in the general framework of registration of cooperatives, and regulation/ administration of the sector would enhance the autonomy of cooperatives?

4. What would be the conditions that would meet the external accountability requirements of cooperatives while enabling their autonomous functioning?

(c3) Relating to Industry Associations:

Industry associations are vehicles through which common concerns and interests of members are furthered. They represent the cause of the members and mediate with the government and other bodies in obtaining enabling conditions for the furtherance of industry. It has been argued by some that such associations have and could rightfully play a self-regulatory role such that the members emerge as true ‘corporate citizens’. 

1. What is the current image in terms of the role they play and efficacy, of industry associations?
2. What is the nature of relationship of associations with the government/ regulatory institutions on one hand and the members on the other?

3. How efficacious has been the role of industry associations in enforcing certain agreed upon standards of functioning? What enabling conditions can the government create for such associations to play a more efficacious role in ensuring the emergence of good ‘corporate citizenry’ among their members?

(c4)  RELATING TO PROFESSIONAL BODIES: 
Professions are said to have at least four key elements
; (a) an accepted body of knowledge, (b) a system of certifying that individuals have mastered that body of knowledge before they are allowed to practice, (c) a commitment to the public good, and (d) an enforceable code of ethics. Professional bodies not only play the role of furthering the knowledge and practice of the profession, they also have the enormously valuable role of ‘regulating’ the professionals. This regulation of the professional practice and hence professionals is essential because the users of such professions/ practices usually do not possess the knowledge or wherewithal to determine the quality/ quantity of service they are receiving. 

1. What is the current image in terms of the role they play and efficacy, of professional bodies, such as the Medical Council of India, Institution of Engineers, Institute of Chartered Accountants, Institute of Cost and Works Accountants, Council of Architecture, Institute of Town Planners of India, Bar Council/ Bar Associations (etc.)? 

2. What is the nature of relationship of professional bodies with the government on one hand and the individual professionals on the other?

3. How efficacious has been the role of professional bodies in furthering the knowledge and practice of profession?

4. How efficacious has been the role of professional bodies in enforcing the code of ethics among professionals?

5. What conditions would enable the professional bodies to move into a self regulatory platform such that (i) the cause of furthering the knowledge and practice of the profession is served, and (ii) the role of the body in ensuring ethical conduct of individual professionals is made more efficacious?

6. What could the government do, to enable such a role-playing or change in the role of professional bodies?
Professional Bodies as Self Regulatory Authorities (SRAs):

I. Legitimacy (Confidence and Trust)

Citizen confidence and trust in the professional body and professionals depend upon the service provision in terms of access, quality, reliability and cost. 

· Does the citizen have a trust in the professionals in terms of competence and commitment? Do the professionals trust their own professional bodies?

· Which of the professionals are more trustworthy according to the public?

· Are Self Regulatory Authorities (SRAs) more trustworthy in comparison to the government and independent regulatory authorities? 
· How trust worthy and effective are SRAs in India when compared to similar institutions in other countries? 

· If the professionals and SRAs fall short of the citizen’s expectations, what are the factors responsible?

II. Autonomy (Interface between Government and SRAs)

The SRAs exercise independent powers in the public interest and to enjoy their confidence. The public must be assured that the SRAs will speak and act without being constrained by any sectional interest in setting standards for professional education (colleges/courses/teaching and evaluation methods) and practice (granting and withholding of registration) to provide quality services of international standards. At the same time the government has responsibility to provide easy access of these services to all sections of society without exploitation and human rights violation.

· Do SRAs enjoy sufficient autonomy and independence in developing skills and inculcating values among the professionals to serve the society competently and honestly? 
· Do the SRAs have adequate powers to regulate and maintain standards in education (permission for starting new institutions), training (curricula, methods, and faculty), and testing (evaluation) to develop professional skills?
· Do the existing government laws/regulations/acts/policies/institutions facilitate independent functioning of SRAs?            

· Whether any changes are to be brought in these policies and laws to enhance/reduce the government control to make SRAs inclusive and efficient? 
· Do we need super-regulatory authorities with eminent persons from different professions and interest groups in regulating all SRAs?

III.
Governing Structures (Constitution, Composition, Powers and Functions) and Efficiency
The present governance structures were originally created in an era in which self regulation really meant regulation by professionals like doctors alone, when patients were passive recipients of doctor’s services and technological developments were very low. Now doctors and patients are partners with an agreed frame work of expectations and standards to protect the interests of the patients, professional and public in the context of the global era and technological revolution.  In order to strengthen the voice of the clients, representation has been given to the laymen in UK Medical Council. Forty percent out of 104 members in UK Medical Council are non-professionals and it is chaired by the lay person.  Similarly, the number of government nominees in the Indian Medical Council has been increased in recent years to represent public voice.

· Are the existing governance structures (number, composition and size of the general, executive and other bodies/committees) of SRAs relevant in the present era of globalisation (competition, privatisation, quality) and technological revolution (information and communication technology)? 


· Whether these governing structures (general body/executive council/chapters/federation) of SAR are inclusive and efficient in terms of representation (professionals, clients, stakeholders, interest groups)?  

· How effective and competent are the committees for ensuring high ethical standards to perform functions like setting and enforcing of standards for education, practice, conduct and performance? 

· Do you think that the SRAs have been able to influence government policies related to professional matters?  What are your suggestions in this regard? 
IV. Inclusiveness and Internal Democracy 

1
Whether competent people are selected to various governing bodies? How fair and transparent are the selection processes in these bodies? Whether the elections in the SRAs are free and fair? 

2
What should be the criteria to select competent professionals to head important committees like education and discipline?

3
What are the mechanisms for strengthening internal democracy in SRAs to facilitate the voice of the competent professionals and clients/citizen? 

V.  Transparency and Accountability

As a statutory body, SRAs have the responsibility to account for what it does. The public, parliament, government, the profession have right to know how SRAs are discharging their functions. Normally the SRAs primary accountability to the parliament which on behalf of the public defines powers and responsibilities (by making rules, nominating members and considering their decisions in regard to standards to regulate professional education and practice for the good of the society)

· How open and transparent are SRAs in formulating and enforcing standards? 
How transparent are the procedures for setting standards for starting colleges, institutions, new courses?
· How effective are the existing redressal grievance and complaint procedures more transparent and accountable? Does the system have sound mechanisms for considering the complaints from the clients against the professional for wrong act and conduct?

· How effective are the mechanisms to ensure the accountability of professionals in relation to granting and withholding of licences/certificate /registration for professional practice in terms of competence/ performance/conduct/physical fitness? How effective are the mechanisms to discipline the professionals, whose performance repeatedly falls below an acceptable standard?
· How to make professionals responsive and accountable to the community?  How effective are the ethical codes for ensuring integrity and high ethical values in SRAs? How to ensure the accountability of SRAS to the clients, public, professionals and the government?
VI.  SRAs, Citizen/Client and Social Responsibilities
It is generally believed that the professionals exploit the clients, since they have monopoly over the knowledge and its application. Clients have very little say in deciding the cost and quality of service provided by the professionals. The illiterate and poor have no voice to obtain compensation for the deficiency in performance and conduct of professionals. In order to rectify these defects, advanced countries have taken initiatives such as representation by non professional in governing bodies and laws protecting the rights of clients

· Whether the professionals act as reliable agents for the well-being of their clients? How effectively the rights of the citizen are protected? (Rights of compensation for administrative wrongs and lower standards) How effective are the mechanisms to prevent exploitation of the more vulnerable consumers from the professionals?

· How effective are the social regulations in SRAs to protect the consumers? How effective are the consumer laws in ensuring the accountability of SRAs?

·  How effective are they in fulfilling the social obligations like protection of environment and disadvantaged groups (children, old, women, SC/ST, poor)?

(c5) Relating to creation of autonomous domains and synergy:

Movements in two directions would be necessary if the associations and organisations in the civil society were to move onto a mode of self-regulation. First, such associations/ organisations must re-invent their respective roles, and second, the government must enable such role-taking by them by way of appropriate legislative support and re-orientation of its own role vis-à-vis these domains of society. 

1. What action could government initiate to help professional bodies and industry/ trade associations play a self-regulatory role?

2. What action could government initiate to help societies, trusts and cooperatives play their respective roles of acting as associations of citizens in a democratic society?

3. What could be the initiatives that would assist government and its functionaries at various levels re-orient themselves and be able to strike synergistic relationships with associations of citizens and groups/ organisations? 

4. Any other general suggestion regarding enhancing the government’s ability to tap into ‘social capital’ such that the task of society building and development is enabled? 

ToR (D) ENSURING GREATER INVOLVEMENT OF PEOPLE’S REPRESENTATIVES AND COMMUNITY AT LARGE IN THE CONCEPTUALISATION AND EXECUTION OF PROGRAMME.
Most public services that touch the daily lives of the citizens and influence their experience of quality of life are created by the governments (and agencies) at the local level. Consequent to the 73rd and 74th Constitutional Amendment Acts, local governments have been vested with constitutional status. This has enabled them to acquire a ‘right to life’. The institutional framework mandates representation of weaker sections of society and women; it also stipulates convening of meetings of the ‘general body’ (as in Gram Sabha and Ward Sabha) in operationalising the basic functions of the local governments. Articles 243 G and 243 W endow the responsibility of planning for economic development and social justice with the local governments. Thus, participatory planning, representation in the local government, and oversight through general body processes are now Constitutionally mandated. The status of actual implementation of the provisions presents a mixed picture. There are some success stories yet, the realisation of the Constitutional scheme in this regard is still an evolving project. 

1. What are the barriers to generating interest/ enthusiasm among communities, both in rural and urban areas, for participating in the local government processes? What steps could help overcome such barriers?

2. What forms of legal and institutional enablement would contribute to transforming the local government bodies into true deliberative forums? 
3. In what further ways could decentralisation be done such that people’s representatives and community at large could meaningfully participate and own the programme planning and implementation processes?

4. What specific steps would galvanise the communities into more proactive involvement in the affairs of the local governments?

� Rakesh Khurana (Harvard University), quoted in Warren G Bennis, James O’Toole, How Business Schools Lost their Way, Harvard Business Review, May 2005, Vol 83, Issue 5. 
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