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Introduction 
This professional basic training course on ‘Citizen Participation in Jordan’ has been developed for civil 
servants and elected officials working in Jordan (central, governorate and local level) on issues 
related to citizen participation.  

The materials have been developed through a collaboration betweenThe Hague Academy for Local 
Governance with the Government of Jordan and Jordanian experts. Use has been made of 
the‘Guidelines on Decentralisation, Accountability and Citizens Participation in Jordan’, developed by 
Paul Munters for VNG International. The training has been developed within the framework of the 
‘Local Governance Resilience Programme for the Middle East and North Africa’ (LOGOReP), 
implemented by VNG International, financed by The Ministry of Foreign Affairs of the Netherlands. 

These training guidelines provide all the information necessary for the preparation, delivery and 
evaluation of this training course, including comprehensive session outlines providing detailed notes 
on how to deliver the different modules that are part of this training. 

 
The Goal of the Training 
To provide participants with the knowledge and skills to design effective citizen participation 
processes at the local level in Jordan. 
 
Learning Objectives 
At the end of this training the participants should be able to: 

 List  the reasons for citizen participation; 
 Conduct a stakeholder analysis; 
 Develop a stakeholder engagement strategy; 
 Identify key communication skills, required for citizen participation processes 
 Engage with stakeholders in a more effective manner; 
 Distinguish between different dimensions of citizen participation, using the participation 

ladder; 
 Compare different citizen participation tools; 
 Assess the preconditions for citizen participation; 
 Design citizen participation mechanisms, appropriate to the Jordanian context; 

 
Training Methodology 

The training should be implemented in line with modern training methodologies, meaning that the 
training should: 

 Be interactive– This training is built on the belief that learning is most effective when 
participants actively engage with the presented materials, and therefore includes numerous 
interactive exercises. 

 Build on participants’ experience – The course is designed for practitioners and assumes that 
the participants have considerable practical experience. The training aims to utilise this 
wealth of knowledge and create an environment where they participants can learn from 
each other, and the trainer plays the role of a facilitator rather than ‘expert’. 
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 Establish a safe learning environment – Participants learn best when they feel safe. The 
trainers should therefore establish a learning environment where participants feel safe to 
exchange views, to ask questions, think outside the box and make mistakes.  

 Be relevant– learning is most effective when participants recognise the relevance of the 
training to their work. It is therefore important for the trainer(s) to ensure that the training is 
tailored to the specific needs of the participants and that the relevance of the training and 
specific modules is clearly explained and reflected upon. 

 
Preparations 
In order to prepare for the delivery of this training coursein an optimal way, the following actions 
have to be taken prior to the training: 
 

1. Logistics 
The training is ideally delivered to a group of between 10 and 25 participants. Groups sizes smaller or 
larger than this will adversely affect the interactive elements of the training.  

The training room should be set up in a way to encourage participation (i.e. not in the classic 
auditorium style set-up).  Also, the training room should provide sufficient space for the participants 
to engage in group work (break-out space). The preferred room set-up is cabaret. 
 
The following equipment is required for the implementation of the training: 

 Laptop 

 Tape 

 Beamer 

 Flipchart + extra paper 

 Meta cards/Post-its 

 Markers in different colours 

 Remote control for PowerPoint 

 
2. Training Needs Analysis 

Before the commencement of the training, the trainer(s) should be provided with a training needs 
analysis (TNA), which should contain: 

 A description of the participants’ educational & professional background; 

 Experience related to this theme; 

 Motivation for participating in the training; 

 Training expectations. 

This information can be collected through (online) questionnaires1and/or interviews. 
 

3. Tailoring the training 
The attached training materials and session outlines are meant to provide guidance for the training 
delivery. However, each trainer should adjust the materials and methodologies to their own 
                                                           
1Formdesk.com is a useful and easy-to-use tool for designing online questionnaires. 
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preferences and to the needs of the specific target group (as analysed through the TNA).Moreover, 
the training has been designed in a flexible manner and you can choose the sessions that fit the 
learning needs of your specific target group. For example, you could decide to do just one day on 
women’s’ participation or you could go for a 2-day basic introduction on citizen participation and a 
0,5 day focused on women’s participation specifically. It is however highly recommended to keep the 
balance between lectures and exercises, in order to maintain the participatory nature of the course. 
 

4. Homework Assignment 
This training requires the participants (and the trainers) to read a number of documents to prepare 
them for the interactive exercises:  

 GOJ. 2015. Municipalities Law (Law 41). Jordan. 
 ‘Guidelines on Decentralisation, Accountability and Citizens Participation in Jordan’, 

developed by Paul Munters for VNG International 
 
Evaluation Methodology 

During the training, evaluation should take place in two ways: 

 Daily evaluation through the wrap-up and recap sessions: Use the wrap-up session at the 
end of the day and the recap session at the beginning of the day (1) to assess whether the 
participants are satisfied with the training (i.e. does it meet their expectations), and (2) to 
evaluate if the participants understood the content. 

 End of training participants’ satisfaction: At the end of the training, the participants should 
be asked about their assessment of the training, for example through an evaluation form. 
The following matters should be looked at: 

o Were the participants satisfied? 

o How much did the participants learn? 

o What is the likelihood of applying the content? 

o How effective were the specific learning methodologies used? 

It is important to note that this is a self-assessment, and as such only provides information of 
the participants’ perceptions. For a more comprehensive evaluation of the effectiveness of 
the training, you could consider a pre and post-training test of the participants’ knowledge or 
a pre and post-training assessment of the participants’ professional performance. 

 
Further Reading: 

 C.L.E.A.R. Tool (2008), Council of Europe,  
https://wcd.coe.int/com.instranet.InstraServlet?command=com.instranet.CmdBlobGet&Instr
anetImage=1160788&SecMode=1&DocId=1343278&Usage=2 
 

 Principled Negotiation – The Harvard Approach (summary) 
https://www.eiseverywhere.com/file_uploads/fd90f7b5575b6d9229dfb17bf132b299_ER201
7_CollaboratingwithSchools_SandyMislow_Handout-PrincipledNegotiation.pdf 
 

 What to do When Stakeholders Matter: Stakholder Identification and Analysis Techniques 
(2004), John M. Bryson 
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http://guidofrohlichs.nl/wp-content/uploads/2013/02/Bryson-2004-What-to-do-when-
stakeholders-matter.pdf 
 

 Understanding participation:A literature review (2009), Ellie Brodie, Eddie Cowling & Nina 
Nissen  
http://pathwaysthroughparticipation.org.uk/wp-content/uploads/2009/09/Pathways-
literature-review-final-version.pdf  
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Draft Course structure of a 2-day basic course on Citizen 
Participation2 
 
 
 

Session Outlines 
 

 

 

  

                                                           
2The programme can be adjusted as required, depending on the needs of the participants 

 
 

Day 1 
 

 
Day 2 

 
 

Morning 1 
09:00-09:30 

 

 
Registration and coffee 

 
Recap Day 1 

Morning 2 
09:30-11:00 

 Introduction to the 
Programme 

 Introduction to 
Citizen Participation 
(1)- Brainstorm 

 

 Communicating with 
Stakeholders 

Coffee/Tea Break 
11:00-11:15 

 

Morning 3 
11:15-13:45 

 Introduction to 
Citizen Participation 
(2)– Mini-Lecture 

 Stakeholder Analysis 
and Engagement (1) 

 

 Citizen Participation 
Tools (1) 

Coffee/Tea Break 
12:45-13:00 

 

Afternoon  
13:00-15:00 

 Stakeholder Analysis 
and Engagement (2) 

 Conditions for Success  
 Wrap Up 

 Citizen Participation 
Tools (2) – Group 
Exercise: Design a 
citizen participation 
process 

Evaluation &Certificates 
Ceremony 

Lunch 
15:00-16:00 
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Session: Introduction to the Programme  
 

Objectives 
By the end of this session participants: 

 Are familiar with the training programme; 
 Have gotten to know each other; 
 Have clarified and discussed each other’s personal learning objectives. 

 
Total duration 
60 min  
 
Logistics 

 Laptop 
 Projector 
 Flipchart 
 Markers 

 
Supporting material 

 PowerPoint: Introduction to Citizen Participation 
 Citizen Participation Handbook 

 
Session outline 

Duration  Activity Logistics / material 
15 min. Introductions 

 Introduce yourself and let the participants introduce themselves (if 
there are more than 25 participants, it is use another quicker 
introduction exercise) 

 PPT Introduction 
to the 
Programme 

5 min. Presentation: Facilities 
 Shortly present the available facilities and answer any questions 

regarding logistics 

 PPT Introduction 
to the 
Programme 

5 min. Presentation: Programme 
 Shortly present the agenda and logic of the programme, and answer 

any questions 

 PPT Introduction 
to the 
Programme 

10 min. Presentation: Creating a Positive Learning Environment 
 Ask the participants what they think is important for creating a 

positive learning environment. With each suggestion, check if the 
group agrees and then write it down on a flip-chart; 

 Add your own comments if necessary; 
 Put the flip-chart paper on the wall for the rest of the training. This 

will serve as the ground rules for working together in the training. 
Throughout the training new points can be added. 

 PPT Introduction 
to the 
Programme 

 Flipchart 
 Markers 
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25 min. Exercise: Learning Needs Analysis 
 Each participant individually writes down: 

- Brings: the most important insight/experience that you are 
bringing (on blue post-its) 

- Takes: What you hope to learn in this course (on yellow post-its) 
 In groups, the participants briefly explain their interest in and 

experience with the course topic; 
 Everyone individually posts their brings and takes on the wall 
 The trainer summarises and links the brings and takes to what will be 

discussed in the training 

 PPT Introduction 
to the 
Programme 

 Yellow and Blue 
Post-Its and wall 
space 
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Session: Introduction to Citizen Participation  
 

Objectives 
By the end of this session participants should be able to: 

 Describe the different aspects of citizen participation; 
 Identify the reasons for citizen participation; 

 
Total duration 
60 min  
 
Logistics 

 Laptop 
 Projector 
 Flipchart 
 Markers 

 
Supporting material 

 PowerPoint:Introduction to Citizen Participation 
 Citizen Participation Handbook 

 
Session outline 

Duration  Activity Logistics / material 
5 min. Introduction to the session: learning objectives 

 Introduce the objectives of the session. 
 Ask the participants what they hope to learn in this session. 

 PPT Introduction 
to Citizen 
Participation 

25 min. Exercise: Brainstorm Citizen Participation 
 All participants individually write down as many associations they 

have with Citizen Participation (3 min) 
 In groups (4-6 people), the participants delete duplicates and order all 

remaining associations (10 min) 
- Easiest is if the participants use flip charts for this 
- There is no correct way of structuring the associations 

 The groups will be asked to report back. Each group is only expected 
to present findings that have not yet been reported by earlier groups. 

This session has two objectives: (1) To get the participants to start thinking 
and exchanging on citizen participation, and (2) for the trainer to get a 
feeling for the level of the participants. 

 PPT Introduction 
to Citizen 
Participation 

 Flip-chart 
 Markers 

15 min. Mini-Lecture: What is citizen participation 
 Present and discuss the definition of citizen participation, its 

dimensions and the participation ladder 

 PPT Introduction 
to Citizen 
Participation 
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10 Plenary Discussion: Why Citizen Participation? 
 In a plenary session ask the participants why they believe citizen 

participation is important; 
 Present the arguments based on the handbook 

 PPT Introduction 
to Citizen 
Participation 

5 Wrap-up: Plenary discussion  
 Ask the participants after the presentation if they have learned 

anything new. 
Sum up the main ideas discussed and briefly explain what the schedule for 
after the coffee break looks like. 

 PPT Introduction 
to Citizen 
Participation 
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Session: Stakeholder Analysis and Engagement 
 

Objectives 
By the end of the session, participants should be able to: 

 Express acommon understanding of the concept of stakeholder; 
 Conduct a stakeholder analysis; 
 Develop a stakeholder engagement strategy; 

 
Total duration 
130 min  
 
Logistics 

 Laptop 
 Projector 
 Flipchart 
 Markers 

 
Supporting material 

 PowerPoint: Stakeholder Analysis and Engagement 
 Citizen Participation Handbook 

 
Session outline 

Duration  Activity Logistics / material 
5 min. Introduction to the session: learning objectives 

 Introduce the objectives of the session. 
 Ask the participants what they hope to learn in this session. 

 PPT Stakeholder 
Analysis and 
Engagement 

20 min. Mini-Lecture: What, Why & Who 
 In plenary, ask participants how to define a ‘stakeholder’, then 

provide the definition 
 In plenary, ask why stakeholder analysis and stakeholder engagement 

planning is important, then provide the reasons 
 In plenary, ask what different types of groups could be stakeholders, 

then provide the non-exhaustive list 
 Following a brief look at the picture of the old/young lady present the 

information on managing perspectives – stress the importance of 
interests and that stakeholder analysis is important tool that can help 
with this 

 PPT Stakeholder 
Analysis and 
Engagement 

10 min. Plenary Discussion: Participants’ Experience 
 Discuss the questions on participants’ experience in plenary 

 PPT Stakeholder 
Analysis and 
Engagement 
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90 min. Exercise: Stakeholder Analysis and Engagement Planning 
 Ask each group (4-6 people) to select a topic/theme/project on which 

they would like to conduct a stakeholder analysis for the purpose of 
this exercise (5 min) 

- This case should preferably be something all group members have 
an affinity with and could be a real life case of one or more of the 
participants 

 In groups, based on the selected topic, the participants create a list of 
all relevant stakeholders (10 min) 

 Each group fills in the stakeholder analysis table (10 min) 
 Each group fills in the stakeholder analysis graph (interest and power) 

(15 min) 
 The stakeholder analysis graphs are briefly discussed in plenary (10 

min)  
 Each Group, group develops (25 min) and presents (15 min) a 

stakeholder engagement strategy 

 PPT Introduction 
to Citizen 
Participation 

 Flip-chart 
 Markers 

5 Wrap-up: Plenary discussion  
 Ask the participants after the presentation if they have learned 

anything new. 
Sum up the main ideas discussed and briefly explain what the schedule for 
after the coffee break looks like. 

 PPT Introduction 
to Citizen 
Participation 
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Session: Conditions for Success   
 

Objectives 
By the end of this session participants should be able to: 

 Identify the different dimensions of the Council of Europe’s CLEAR Model 
 Conduct a self-evaluation into the preconditions for successful citizen participation. 

 
Total duration 
70 min  
 
Logistics 

 Laptop 
 Projector 
 Flipchart 
 Markers 

 
Supporting material 

 PowerPoint: Conditions for Success 
 C.L.E.A.R. Tool (2008), Council of Europe,  

https://wcd.coe.int/com.instranet.InstraServlet?command=com.instranet.CmdBlobGet&Instr
anetImage=1160788&SecMode=1&DocId=1343278&Usage=2 

 
Session outline 

Duration  Activity Logistics / material 
5 min. Introduction to the session: learning objectives 

 Introduce the objectives of the session. 
 Ask the participants what they hope to learn in this session. 

 PPT Conditions 
for Success 

30 min. Mini-Lecture: CLEAR Model 
 Present and discuss the CLEAR model, provide examples. 

 PPT Conditions 
for Success 

30 min. Group Work: Conditions for Success 
 In groups discuss the conditions for success (20 min) 
 In plenary, collect the feedback from the groups (10 min) 

 PPT Conditions 
for Success 

5 Wrap-up: Plenary discussion  
 Ask the participants after the presentation if they have learned 

anything new. 
Sum up the main ideas discussed and briefly explain what the schedule for 
after the coffee break looks like. 

 PPT Conditions 
for Success 
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Session : Communication with Stakeholders 
 

Objectives 
By the end of this session participants should be able to: 

 Identify key communication skills, required for citizen participation processes 
 Engage with stakeholders in a more effective manner 

 
Total duration 
95 min  
 
Logistics 

 Laptop 
 Projector 
 Flipchart 
 Markers 

 
Supporting material 

 PowerPoint: Communicating with Stakeholders 
 Handout: Communicating with Stakeholders 

 
Session outline 

Duration  Activity Logistics / material 
5 min. Introduction to the session: learning objectives 

 Introduce the objectives of the session. 
 Ask the participants what they hope to learn in this session. 

 PPT 
Communicating 
with 
Stakeholders 

30 min. Mini-Lecture: Effective Communication Skills 
 Have a short plenary discussion on the skills needed for effective 

communication in a local governance context (5 min) 
 Discuss key communication skills as well as a method to reach an 

accommodation of interests (based on the Harvard Negotiation 
Approach) (25 min) 

 PPT 
Communicating 
with 
Stakeholders 

 Audio and video 

60 min. Role Play: Negotiation Game 
 Explain the negotiation game and the scenario (10 min): Make sure to 

give everyone the handout and the different interest groups the 
information specific to them. 

 Play the negotiation game: 
– 15 minutes for preparation 
– Introduction by the local government of the proposal (5 min) 
– Contribution by Industrial Park (5 min) 
– Room for Q&A with citizens (15 min) 
– Announcement of decision by local government (5 min) 

 Conduct the evaluation (20 min) 

 PPT Citizen 
Participation 
Tools 

 Handout: 
Communicating 
with 
Stakeholders 
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Session : Citizen Participation Tools   
 

Objectives 
By the end of this session participants should be able to: 

 Link different citizen participation tools to the different levels of the participation ladder  
 Evaluate citizen participation initiatives and distill lessons learnt 
 Design a citizen participation process 

 
Total duration 
150 min  
 
Logistics 

 Laptop 
 Projector 
 Flipchart 
 Markers 

 
Supporting material 

 PowerPoint: Citizen Participation Tools 
 Citizen Participation Handbook 

 
Session outline 

Duration  Activity Logistics / material 
5 min. Introduction to the session: learning objectives& the participation ladder 

 Introduce the objectives of the session. 
 Revisit the participation ladder 

 PPT Citizen 
Participation 
Tools 

15 min. Discussion in pairs: Citizen Participation Tools 
 In pairs, get participants to provide examples of citizen participation 

tools already in use in Jordan (5 min) 
 In plenary, collect the feedback from the groups (10 min) 

 PPT Citizen 
Participation 
Tools 

15 min. Mini-Lecture: The participation ladder 
 Revisit the participation ladder 

 PPT Citizen 
Participation 
Tools 

20 min. Group Discussion: Information &Transparency 
 In groups have the participants discuss the questions (10 min) 
 In plenary, collect the feedback from the groups (10 min) 

 PPT Citizen 
Participation 
Tools 

35 min. Mini-Lecture: Citizen Participation tools 
 Present and discuss different citizen participation tools and how they 

link to the participation ladder 

 PPT Citizen 
Participation 
Tools 

 

 

 



16 

 

Designing a citizen participation initiative using the 5Ws 
Objectives 
By the end of this session, participants should be able to: 

 Agree on a common understanding on  the importance of planning for potentialul  local 
development activity  or for a particular community activity 

  Agree on a common understanding on the basic elements of the action plan for local 
development action 

  Apply the seven golden  questions in developing an action plan for a particular community 
activity 

 
Total duration 
120 min. 
Logistics 

 Laptop 
 Projector 
 Flipchart 
 Markers 

Supporting material 
 PowerPoint on the seven golden questions and how to use them idevelopinggg a plan for 

local development action 
 PowerPoint: on a practical case study  (Municipality of Bel'ma) 
  The Guidelines for the citizen participation  

 
Session outline 

Duration  Activity Logistics / material 
5 min. Introduction to the session: learning objectives 

 Introduce the objectives of the session. 
 Ask the participants what they hope to learn in this session. 

 PPT seven 
Golden 
Questions  

40 min. Mini- Lecture:  
 Explain the importance of planning for local development work or 

community activity. Identify key elements of the action plan for local 
development work. 

 Identify the steps of using the seven gold questions to determine a  
development activity, its objectives, the justification, the community 
particular need, the entities that will carry out the activity, its 
financial and moral  contribution, the target beneficiaries  of the 
project or activity, The place or places where the activities will take 
place in the clear phase of the plan 

 Explain the table of procedural steps that must be implemented to 
achieve the objectives and implementation of the phases of the 
project illustrated  

 PPT seven 
Golden 
Questions 
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25 min. Mini- Lecture:  
• Presenting a realistic case study  of  (Municipality of Bela'ma) 

 PPT of case study  

40 min Working groups: Applying  an activity in the action plan for local 
development work 

 Ask each group (4-5 people) to choose the theme of the local 
development activity they are planning to conduct  (5 minutes). 
The group is advised to agree on the subject and it can be 
realistic case that occurred to one or more participants. 

 In groups, based on the specific topic, ask the groups to fill in the 
procedural steps table (10 minutes) 

 In the plenary session: Ask each group to select a representative 
to explain the procedural steps in the plenary session (15 
minutes) 

 Tables are discussed briefly in the plenary session (10 minutes)  
 10 minutes  

•  

 Flip paper 
 Marker pens 

10 min.  Wrap-up: Discussion in plenary session 
 Ask participants after the presentation if the session has given 

them any additional information 
 Collect  key ideas discussed 

 Flip paper 
 Marker pens 
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Session: Public participation of women  
 

Objectives 
By the end of this session, participants should be able to: 

 Agree on a common understanding on  agree on a common understanding of the political 
representation of women in Jordan 

  Agree on a common understanding of the a common understanding of the developmental 
role of women, including their role in the preparation of development, executive and 
investment plans, and through their participation in the development of the needs and 
priorities guide 

  Design Community needs assessment  in a  participatory method  
 

Total duration 
 120 min. 

 
Logistics 

 Laptop 
 Projector 
 Flipchart 
 Markers 
 Paper Cards /colour cards  
 Post it papers 
 Sound system  

 
Supporting material 

 PowerPoint  presentation on  the decentralization in Jordan 
 PowerPoint  presentation on  the Municipalities law 2015 
 PowerPoint  presentation on  the Political Participation of Women in Jordan 
 PowerPoint  presentation on the Community need assessment Guide  and the governorate 

annual development plan according to the decentralisation  law  
 PowerPoint  presentation on the role of the elected  governate councils and the executive 

council  
 
Session outline 

Duration  Activity Logistics / material 
10  min. Introduction to the session: learning objectives 

 Introduce the objectives of the session. 
 Ask the participants what they hope to learn in this session. 

 Post-it cards  

45 min. Mini- Lecture and brainstorming session   
 • Political representation of women in Jordan 
• Political representation of women, according to the laws of 
decentralization and municipalities  

 PPT on  political 
representation of 
women in Jordan 

• PPT on  on the 
political 
representation of 
women, according 
to  of 
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decentralization 
and municipalities 
laws  

60 min. Mini- Lecture and interactive exercise session   
• Functions of the Executive Council and the Governorate   Elected 
Council based on the Decentralization Law 
• Interactive exercise of the functions of the two above councils: 

o The trainer distributes the paper cards to participants that 
include information on the functions of the Executive 
Council and the governorate councils 
o The participant  are expected to place the cards  in the 
right place on the flip chart, either under the title of the 
“”Executive Council”” or the “”Governorate  Council””  " .  

 … 

PPT on  the 
functions of the 
Executive Council 
and the 
Governorate 
Council  
Paper cards  

٨0 min. Mini lecture and brainstorming 
• Decentralization law  
• Participation of women under the law of municipalities and the 
relationship between governorate  councils and local councils and 
municipal councils  
• Mechanism for needs assessment  and definitions relevant to 
needs  assessment   

PPT on  the  
Decentralization 
law 
• PPT on  Guide to 
preparing 
community needs 
assessment and the 
annual 
development plan 
for the governorate 
within the 
decentralization 
law  

45 min. Working groups: Identify needs  assessment in a participatory method  
• Participants are divided into groups 
• Each group identifies a developmental need and set examples of 
projects that meet this need 20 min  
A representative of each group is selected to explain the group work 
in the plenary  

 

  

٢٠ min. Wrap-up: Discussion in plenary session 
 Ask participants after the presentation if the session has given 

them any additional information 
 Collect  key ideas discussed 

 Flip paper 
 Marker pens 
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Session: Public participation of youth  
 

Objectives 
By the end of this session, participants should be able to: 

 Define the concept of youth and their characteristics from the perspective of Jordanian youth 
and be comprehensive to their characteristics and current reality, and their issues and needs 

 Define the relevant concepts including empowerment, participation, decision making 
 Identifying the characteristics of youth empowerment, participation in decision-making, 

good governance, obstacles encountered and basic standards of empowerment, principles, 
values, and instruments on empowerment and its stages 

 o Develop a youth map to enable participation in decision-making 
 
 
Total duration 
250  min  
 
Logistics 

 Laptop 
 Projector 
 Flipchart 
 Markers 
 Paper Cards  
 Post it cards  
 Sound system 

 
Supporting material 

 PowerPoint:… Empowering youth  to participate in the decision-making process 
 
Session outline 

Duration  Activity Logistics / material 
45 min. Introduction to the session: learning objectives 

• Introduce the objectives of the session. 
• Implement an  ice break exercise and divide the participants  

into working groups 
• Ask the participants what they hope to learn in this session. 

 PPT on the 
objectives of the 
Session… 

120. min. Mini lecture, individual exercise and exercise in working groups 
 Individual exercise for young people (concept of youth) 

o Each participant is asked to write his or her opinion on 
the concept of the youth on a post-it paper and it is 
placed  on a flip-flop on the wall. 

o The trainer  reviews the various concepts 
 The trainer presents the definition of youth their characteristics from 

the perspective of Jordanian youth, their  characteristics and their 
current status, their issues and needs 
 

 PPT enabling 
young people to 
participate in the 
decision-making 
process  

 Post it papers,  
 Flip chart, 
  marker pen  
 PPt on  
 … 
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 Workgroup exercises 
o Divide participants into working groups 
o The trainer asks a number of questions ( themes) to the 

participants after dividing them into working groups and 
these groups äre divided in accordance to thee themes   
(Youth’s most important  issues, Youth most important 
needs, obstacles and difficulties facing Youth, the extent 
of youth is public participation, most important 
recommendations to empower youth in decision making 
and reach design murals, what youth can offer to their 
communities) 

o The trainer gathers the information to develop  a policy 
paper that includes all the above themes   

90 min. Mini lecture and workgroup session  
• Introducing participants to the concepts of empowerment 

and participation 
• Presenting and distributing information to participants on 

the concepts of empowerment and its charctarestics  
• Working groups on Implementing a mapping activity for youth 
empowerment 

o Distribute specific questions identified in advance to 
working groups 
o Introducing concepts for discussion  and develop the map  

 

 PPT enabling 
young people to 
participate in the 
decision-making 
process  

20 min. Wrap-up: Discussion in plenary session 
 Ask participants after the presentation if the session has given 

them any additional information 
 Collect  key ideas discussed 

 Flip paper 
 Marker pens 

 
   

Annex: Recap methods3 

 Doodle & Draw: Have participants draw a picture or diagram that illustrates the subject(s) 
covered. 

 Create a Quiz: Divide the group into smaller groups of 4-5 participants. Have each group create a 
number of quiz question that they know the answer to, based on the topics discussed yesterday. 
Have the different groups quiz each other. The group that gets most questions right wins. 

 Graffiti Wall: Use flip charts or a white board to create a space for participants to write “graffiti” 
about the topic discussed, including their opinions and feelings. Encourage creative expression, as 
well as thoughtful discussion. 

                                                           
3 Adapted from: Techniques from the presentation "101 Interactive Training Techniques to Increase Learning" 
by Crystal Schimpf, Kieran Hixon & Nancy Trimm at the Colorado Association of Libraries 2011 Conference. 
http://www.slideshare.net/coloradostatelibrary/101-interactive-training-techniques 
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 Group Swap: Have participants discuss yesterday’s topics in small groups, and then have half of 
the group members move to a different group and share what was discussed. 

 Question & Answer: Ask participants to come up with questions about the topic. Have other 
students try and answer the questions. 

 Share it Forward: Have participants think of what they found most interesting of the day before 
and pick three people they could share this information with, once the training is over. 

 Summarize & Share: Work in small groups to create a one sentence summary of what has been 
covered, and then share it with the entire group. 

 Top Five: Have participants list the top ten five things they have learned so far. 

 

Icebreakers and Energisers  
 
 Remember names (icebreaker): The group stands and forms a circle for a round of introductions. 

One person starts by giving her or his name. Everyone else has to give their own name and all the 
names of the people who have introduced themselves before them. The exercise ends when the 
last person lists the names of all those present. 

 TV channels (energiser): All participants stand or sit in a line. Each participant is one ‘TV channel’. 
One participant is selected and given the power of the ‘remote control’. This participant points to 
one of the TV channels who then has to act out what is happening on their channel, for example a 
news report, a sports commentator or a soap opera. The remote control power is handed over to 
different participants a few times.     

 I love Toni (energiser): All participants stand. The facilitator explains that we have a friend named 
Toni (which is both a man’s and woman’s name). The facilitator explains to the group that we 
want to let Toni know that we love him/her, but Toni is deaf. The facilitator asks the group how 
we can communicate this message to Toni without words. All groups will provide signs for ‘I’ and 
‘love’, but not all can figure out Toni. The key is to break the word into two words ‘Toe’ and 
‘Knee’. The group acts out the I love Toe Knee a few times.   

 True or false (icebreaker or energiser): The participants form two lines facing each other. 
Everyone should have one person they are facing. The facilitator picks someone to start the 
exercise. This person should say something about themselves, which can be true or a lie. The 
person facing them should guess if it is true or false. The exercise goes from one end of the line to 
the other, with each pair doing the exercise after the one before them is finished.    

 Answering questions (icebreaker or energiser):The participants form two lines facing each other. 
One line is asked to think of a question to ask the person they are facing. The other line is asked 
to guess what the question they will be asked by the person facing them and think of an answer. 
Once everyone has thought of a question or answer, you go down the line with everyone asking 
the question they thought of and their partner giving the answer they thought of (usually to a 
different question than the one actually asked). 

 Balloon fun (icebreaker or energiser): Prepare questions about the topic of your training and 
write them down on separatepieces of paper (you need at least one question per participant).Put 
each piece of paper in a balloon, blow air into the balloon and tie it. Put the balloons in the front 
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of the training room. Ask the participants to gather round and break one balloon by stepping on 
it. The participants are then requested to pick-up the piece of paper that was in their balloon, 
read the question out loud and answer it. 

 Circle (icebreaker): Ask the participants to form a circle and think about what they wanted to 
become as a child and one achievement they are proud of. Throw a ball to one person and ask 
them to share their childhood dream and achievement. This person throws the ball to the next, 
and so on. 

 



Welcome to the Citizen
Participation Training





• Name
• Professional position

• Main responsibility/task

• Nicest things about your job

Getting to know each other

• Nicest things about your job

• Anything else you want to share?



• No smoking in the room
• Don’t leave any valuable items unattended in

the room!
• Internet: Wi-Fi available (password)

Facilities

• Internet: Wi-Fi available (password)
• Coffee, tea, water and lunch provided every

day
• No smoking in the building
• Please add any further relevant items



Day 1:
Day 2:

Programme



• Time management, mobile phones, laptops

• Contribute in plenary and groups

• Don’t hesitate to ask questions, comment, etc.

• Please add any further relevant items

Creating a positive learning 
environment

• Please add any further relevant items



• Please identify and write down:

– Brings: the most important insight/experience that you
are bringing (on blue post-its)

– Takes: What you hope to learn in this course (on yellow
post-its)

Learning needs analysis

post-its)

• In groups, briefly explain your interest in and
experience with the course topic

• Post your brings and takes on the wall



Introduction to Citizen
Participation

Dates and Names TrainersDates and Names Trainers



Learning Objectives

By the end of this session you will be able to:
• Describe the different aspects of citizen

participation;
• Identify the reasons for citizen participation.



Citizen Participation Brainstorm

• Individually write down as many associations you
have with Citizen Participation (3 min)

• In groups, delete duplicates and order all
remaining associations (10 min)

• Plenary discussion• Plenary discussion



What is Citizen Participation?

• The redistribution of power that enables the have-not
citizens, presently excluded from the political and
economic processes, to be deliberately included in the
future.

• It is the strategy by which the have-nots join in
determining how information is shared, goals anddetermining how information is shared, goals and
policies are set, tax resources are allocated, programs
are operated, and benefits like contracts and
patronage are parcelled out.

• In short, it is the means by which they can induce
significant social reform which enables them to share
in the benefits of the affluent society.

Arnstein, Sherry R. "A Ladder of Citizen Participation," 
JAIP, Vol. 35, No. 4, July 1969, pp. 216-224.



Different forms of citizen 
participation

• Public participation

• Social participation

• Individual participation



Different dimensions of citizen 
participation

• Informal – Formal
• Individual – Collective
• One-off – Ongoing
• Unpaid – Paid• Unpaid – Paid
• Reactive – Proactive
• Resisting social change – Driving change



Participation Ladder



The Participation ladder

• Delegation

• Co-decision

• Co-production

• Recommendation

• Consulting

• Informing



Why Citizen Participation?

• Increase legitimacy of public decisions;
• Increase local ownership;
• Managing citizens’ expectations;
• Empower citizens;• Empower citizens;
• Increase social cohesion;
• Increase public accountability;
• Efficient and effective service delivery;
• More sustainability in public decision making.



Why Citizen Participation?

But also:
• It is a long process;
• Raises difficult questions about, who, how and

when to involve? (safe environment);
• how to best communicate, is knowledge present?• how to best communicate, is knowledge present?
• how to deal with opposition?
• Do you have resources available to organise the

process?

It is political, ethical and involves judgement!



Wrap Up



Stakeholder Analysis and
Engagement



Learning Objectives

By the end of the session, you will be able to:
• Express a common understanding of the concept

of stakeholder;
• Conduct a stakeholder analysis;
• Develop a stakeholder engagement strategy.



A Definition

• A stakeholder is an individual, group, community
or institution with:

• an interest in a particular resource, process,
service or intervention who is (in)directly
affecting or affected by someone else’s decisionaffecting or affected by someone else’s decision
making.



Why is stakeholder support 
important?

• Stakeholder support is needed to create and
sustain winning coalitions, and

• to ensure long-term viability of organisations,
as well as policies, plans and programsas well as policies, plans and programs

• In our interconnected and decentralised world
no one is fully in charge – especially in the
public domain

John M. Bryson, 2004



Main Stakeholders in 
Public Policy Making



Who?

• National Authorities, including line ministries, coordinating ministries
and/or inter-ministerial committee(s), National Leadership;

• Regional Authorities, including Provincial Governorate (Executive)
Councils and committees, Provincial and Regional leadership ;

• Local Authorities, District, Municipal and Local Councils, District
officials, Commune leaders, Village leaders;

• Citizens;• Citizens;
• Community Based Organisation;
• Women Committee, Youth Associations;
• Political actors and lobbyists at all relevant levels;
• Professional associations (planners, health workers etc.);
• Unions (e.g., teachers’ union);
• NGOs, media, academics ;
• Traditional institutions and religious leaders;
• External advisors (e.g., those provided by development partners)
• Private Sector organisations and Chamber of Commerce;
• Local collectives.



Managing Perspectives



Managing Perspectives

Stakeholders will hold their own model (or perception) of
the change process and can have differing views on:
1. the perceived problems to be addressed: what the

currently existing situation is that will be changed.
2. the perceived solutions to be attained: what the2. the perceived solutions to be attained: what the

desired situation is to be attained by the change
process.

3. the perceived process from the problems to the
solutions: the pathway or change mechanisms
underlying the chance process.



Managing Perspectives

From consensus to accommodation:
• Consensus is an idea or opinion that is shared by

all (or most) of the people in a group.
• Accommodation is a change in behaviour or

attitude that helps people work together or end aattitude that helps people work together or end a
disagreement, and takes into account the
prevailing interests.



Participants’ Experience

• Who has conducted (in)formal stakeholder analyses?

• How did you go about it?

• What were your experiences (useful/effective)?What were your experiences (useful/effective)?



Stakeholders Dimensions

• In groups, select a topic you would like to conduct a
stakeholder analysis on

• Identify all stakeholders relevant to your case
• On the selected topic fill out the table below

Exercise: Stakeholder Analysis

Interest Influence Attitude Capacity Other

(+, 0, -) (+,0,-) (+, 0, -) (+,0,-) (+, 0, -)



• Based on the completed table fill place your key
stakeholders in the graph below (on a flip-chart)

Exercise: Stakeholder Analysis



Now assign roles to the different stakeholders

Exercise: Stakeholder Analysis

Type of participation

Stage in cycle Inform Consult Involve Collaborate Empower
Initial agreement
Problem formulation for issue 
creation (including problem creation (including problem 
formulation & search for 
solution)
Policy or plan development, 
review & adoption

Implementation
Monitoring and evaluation



Wrap Up



Conditions for Succes



Learning Objectives

By the end of this session you will be able to:
• Identify the different dimensions of the Council of

Europe’s CLEAR Model
• Conduct a self-evaluation into the preconditions

for successful citizen participation.for successful citizen participation.



CLEAR MODEL – Council of Europe

Participation is most effective when citizens:
• Can do (both citizens and government)
• Like to (both citizens and government)
• Enabled to• Enabled to
• Asked to
• Responded to



CLEAR MODEL: CAN DO

• Citizens and Government need to have the
resources and knowledge to participate:
– Appropriate awareness (e.g of their rights and duties),

knowledge and skills (e.g. speaking in public or write
letters)letters)

– Resources (e.g. access to internet or photocopying
facilities)



CLEAR MODEL: LIKE TO

• There needs to be trust between the government
and citizens

• Citizens need to have a sense of attachment that
reinforces participation:
– When you feel part of something you feel more likely to– When you feel part of something you feel more likely to

engage
– Sense of community is a strong motivator for

participation

• This can be difficult to establish in culturally
diverse contexts:
– Emphasise and promote a common identity



CLEAR MODEL: ENABLED TO

• Citizens need to be provided with the opportunity
for participation
– The existence of networks and groups which can

support participation and provide a route to decision
makersmakers

– Umbrella organisations can play a vital role in providing
and sustaining the context for appropriate types of
groups and participation platforms to emerge



CLEAR MODEL: ASKED TO

• Citizens need to be mobilised through public
agencies and civic channels
– People tend to become more engaged when they are

specifically asked to

• The most powerful form is when decision makers• The most powerful form is when decision makers
ask others personally to engage with them in
making the decision

• A variety of options for engaging seems to be
important, some people prefer public meetings,
while others prefer online discussions



CLEAR MODEL: RESPONDED TO

• Citizens need to see evidence that their views
have been considered

• Responsiveness is about ensuring feedback, even
if the message may not be positive (‘authority to
say no’)say no’)



Conditions for success

• Can do (awareness, knowledge, skills, resources)
• Like to (trust, ownership, social cohesion)
• Enabled to (group organisations)
• Asked to (active citizen participation mechanisms)• Asked to (active citizen participation mechanisms)
• Responded to (regular and honest feedback)



Self-assessment – discuss in 
groups

• Discuss the conditions for success in participation
in your context?
– What goes well and why?
– What needs to be improved?

• Look at the criteria for authorities and
citizens/CSOs



Communicating with
Stakeholders





Learning Objectives

At the end of the session, participants are able to:
• Identify key communication skills, required for

citizen participation processes
• Engage with stakeholders in a more effective

mannermanner



Communicating with Citizens

Dave Meslin: The antidote to apathy (TED Talks)

https://www.ted.com/talks/dave_meslin_the_anti
dote_to_apathy



Discussion Question

• What skills are necessary from the
government’s side to enable
effective communication with
stakeholders?



Communication Skills

• Active Listening

• Empathy

• Respect

• Clarity• Clarity

• Positive body language

• Ensure equitable representation
of different voices

• Recognise the other’s
experience/emotions



Communication Skills What to Avoid

• Avoid judgement

• Avoid the game of who’s
wrong and right

• Don’t make it personal• Don’t make it personal



How to Reach an Accommodation of 
Interests 

William Ury: The walk from "no" to "yes“ (TED Talks)

https://www.ted.com/talks/william_ury#t-5470



How to Reach an Accommodation of 
Interests 

Focus on principles instead of positions:
• Take account of the Legitimate interests
• Reconcile the conflicting interests
• Maintain the relationship for the future• Maintain the relationship for the future
• Work on the problem together





Focus on interests, not positions

• Dig behind the demands to find out why
they are asking for whatever they ask
for

• Ask for reasons and find common
interestsinterests

53



Invent options for mutual gain

• Make the pie bigger, then each piece will be
bigger too

• Be willing to diverge on the possibilities
before you converge on the solution

54



Negotiation Game



Roles

• Independent facilitator
• Citizen Representatives
• Industrial Park representative
• Local Government• Local Government



The Scenario

Problem:
• The road that currently connects the local industrial park

to the highway goes around a lake and is of poor quality.
As a consequence it takes trucks 45 minutes to get to the
highwayhighway

Proposed solution by Industrial Park to the Local Government
• Connect a local road to the highway. This would reduce

traveling time to 10 min.
Objections Raised by local citizens
The local road under discussion connects the main school to
the town and is used by the school children to walk to school
everyday. Upgrading it would decrease safety.



The Scenario

Highway

School

Lake

Local
Road 2

Industrial 
Park

Town

Lake

Local Road 1
connecting the
highway

Mountains



Format

• 15 minutes for preparation
• Public meeting

– Introduction by the local government of the proposal (5 min)
– Contribution by Industrial Park (5 min)
– Room for Q&A with citizens (15 min)– Room for Q&A with citizens (15 min)
– Announcement of decision by local government (5 min)



Public Meeting



Evaluation

• How did you experience the discussion?
• Were the communication good practices respected?

• Active Listening

• Empathy

• Recognise the other’s
experience/emotions• Empathy

• Respect

• Clarity

• Positive body language

• Ensure equitable
representation of different
voices

• Avoid judgement

• Avoid the game of who’s
wrong and right

• Don’t make it personal



Citizen Participation Tools





Learning Objectives

At the end of this session you will be able to:
• Link different citizen participation tools to the

different levels of the participation ladder
• Evaluate citizen participation initiatives and distill

lessons learntlessons learnt
• Design a citizen participation process



Participation ladder revisited

• Delegation

• Co-decision

• Co-production

• Recommendation

• Consulting

• Informing



Participation ladder - Roles

Role organisation

Facilitator

Partner

Role participants

Initiator

Partner

Ladder

Delegation

Co-decision
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Partner

Listener

Interviewer

Sender

Partner

Partner

Advisor
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Receiver
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Informing
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Legal Framework Jordan

The role of the Local Councils, according to the
Municipal Law:
• delegated and in which the Local Council has a

monitoring, executing or contributing function, and
reports to the Municipal Council;reports to the Municipal Council;

• devolved and in which the Local Council has a
identifying, planning, programming or budgeting
function and in which the Local Council will have to
interact with its citizens.

How the actual engagement with citizens should
materialise is not further explained



Discussion Question

• What citizen participation tools have
been used by (local) governments in
Jordan?

• What is obligatory and what
happens in realityhappens in reality



Citizen Participation tools & 
the Participation ladder



Informing

In groups, discuss the following questions:
• What local government information should be

accessible by the public?
– Published pro-actively
– At request

• How should this access to information be
ensured?



Informing

• Media (newspaper, radio, tv)
• Information leaflets, publication boards,

call centre
• Website, social media
• Public information meetings
• Entertainment / drama / roadshows
• Intermediaries



Consulting 

• Questionnaire (oral, written, online)
– e.g. Citizen Report Cards, ‘Annual City Survey’

• Citizen panel
• Public hearingPublic hearing

– Give room for emotions
– Independent facilitator: helps guiding the discussion
– Treat people as your guests

• Citizen participation in council meetings
• Radio and tv call in



Case Study: Jordan’s Citizens 
Engagement Processes

• In 2015, Jordan undertook a National Dialogue on
the Election Law

• Aim: to include citizens in the reformation of the
Election Law

• Method: roundtables, open discussion sessions,
and direct meetings

• Target groups: wide cross-sectors of Jordanian
society

• This was a very successful initiative



Recommendation

• Public campaigns to generate ideas/proposals
• Expert or neighbourhood meetings
• Petition
• Citizen committees

– temporary or permanent– temporary or permanent
– general or related to specific topic

• Community scorecard
– Joint analysis of outcomes and recommendations

for improvement



Co-production

• Joint workshops: co-design of
neigbourhood development, social
policies etc.

• Participatory budgeting• Participatory budgeting
• Citizen volunteers: co-implementation



Co-decision

• Citizen representatives in joint committees

• Neighbourhood committees with veto power

• Citizens votes (e.g. referendum)

• Citizens demands / protests



Delegation

• Implementation by citizens, LA sets framework,
facilitates, provides financial support
– Neighbourhood budgets
– Grants



Lessons learned - I

1. Define clear purpose of the participatory
process/project

– Project objective, target groups (based on stakeholder
analysis), strategy (level of involvement, tools)

2. Set up clear organisational structure and planning
– make sure you have support of the leadership of your– make sure you have support of the leadership of your

organisation!
– consider time issue: not too long/ keep citizens

motivated
3. Make available sufficient resources

– (Small) budget should be available to realise things
4. Be transparant on the selection of your stakeholders



Lessons learned - II

5. Manage expectations
– Explain to what extent stakeholders will have

influence (part. ladder!) and which limitations
there are (budget, time, laws etc)

6. Organise communication during the process
– Keep stakeholders informed, involve media,– Keep stakeholders informed, involve media,

appoint a contact person(s)
7. Pay attention to involvement of elected
representatives

– They are the ones who take the final decisions
8. Make sure to have some quick and concrete results,
keep momentum!



Activities  (What) Actions 
(How)

Calendar  
(When)

Responsibilities
(Who)

Resources 
(Cost/Benefits)

1. Problem analysis, incl. 
stakeholder mapping

2. Define project
objectives, key 
stakeholders and level
of involvement

3. Choose participatory
activities

4 a. Set up organisation/ 4 a. Set up organisation/ 
project team

4 b. Make planning and 
budget

5. Implementation of 
activities

6. Evaluation 



Exercise
In groups, (1 hour):
• Design a citizen participation mechanism action plan, including:

• Problem analysis, incl. stakeholder mapping

• Define project objectives, key stakeholders and level of involvement
• Choose participatory activities

• Set up organisation/ project team

• Make planning
Nominate one colleague to present the finding from the group discussion to
the plenary



Wrap Up



Discussion guidelines for the trainer use only: Case Study 1 – Solusimu 

Country: Indonesia  

In October 2013, SOLUSIMU (your solution) was initiated by the Indonesian government to introduce novel 
and direct ways to engage public in policy making process.SOLUSIMU tried to target as many people as 
possible in Indonesia to answer the needs to a more responsive government. However, recognizing the wide 
geographical span of the country, the government realized that the best way to reach out is to tap on areas 
where population is heavily concentrated. Java Island, the area they tap, is where 60% of the entire country’s 
population lives. To reach out to areas outside Java, the working team went on a road show and made stops 
to a few major cities in each region in the country. 

SOLUSIMU was an initiative aimed to improve public participation in the government policy making process 
and ultimately regain public trust to the government. It was conducted in a format of a national-wide 
competition. The competition asked citizens to give solutions towards national/sub-national development 
problems they see and/or encounter within their respective population as reflected above and the needs to 
reach out beyond Jakarta where the central government is located, two approaches (online and offline) were 
used to promote the competition. Information on how to take part was disseminated through website, 
Twitter, and Facebook. Public who wishes to participate can submit their ideas through these channels. Albeit 
the vast usage of internet in the country, 70% of the populations remained unconnected. Thus government 
set up offline approach by visiting 34 universities, 40 public services, and 35 public areas in 12 major cities 
across Indonesia. Posters and submission forms were distributed throughout the road show. In collaboration 
with different municipalities’ representatives, civil society groups, campuses and media, government held 
interactive talks to encouraged people to participate in the program. This allowed them to have physical 
engagement directly with the citizens. 

To incentivize the public to participate, government made it clear from the beginning that relevant solutions 
from the public would be incorporated to the Indonesia Action Plan for Open Government for 2014-2015. 
The action plan is the principal guide for related ministries and agencies as well as the civil society groups in 
the implementation and monitoring of Indonesia open government commitments. Winners of the 
competition would get free holiday trip to famous tourist destinations in Indonesia. The competition had two 
categories of submission: infographics and written applications. Written application allowed public to be 
descriptive in conveying their ideas. While the infographics application was to recognize that visuals helped 
people understand better how data sets work rather than verbal description. 

SOLUSIMU aims to increase public participation and ultimately public ownership to government programs. 
Maximizing public involvement in every cycle of policy making process will bring mutual benefits for 
government and the public also enhance the former’s accountability. The program allowed government to 
receive inputs from the citizens on any development gaps, while the public got to utilize their rights to 
observe the progress and result of government’s commitment. At the end government received 3,314 
submissions from the initial target of 3,000 entries. These were collected both from online and offline 
approaches. Around 20 ideas were incorporated to the Action Plan. For the government, the biggest lesson 
learnt is that public service delivery works better when there is collaboration with its people.



Discussion guidelines for the trainer use only: Case Study 1 – Solusimu 

Country: Indonesia  

Discussionguidelines for the trainer use only 

 

level of participation: 

Participation for material incentives 
 

The potential flaws 

1. People may participate for the wrong reasons (incentives). 
2. No sustained participation. 
3. Set up only in major urban areas. 
4. Set up only on one island. 

 

The potential successes 

1. People who would not normally participate were incentivized to do so. 
2. Collaboration between government, municipalities, CSOs, campus and media enhanced the 

reach of the project. 
3. Made use of public space, ensuring citizens not connected to the internet could participate 
4. Incorporation of recommendations in the OGP, allowing citizens to feel heard. 
5. Use of offline and online techniques. 

 

Break-Out Activity 1: Case Study 2 – Government 1111 Center 

Country: Mongolia 

Mongolia is a vast country and a population of 2.9 million, with 55% of the total population dispersed widely 
in 364 administrative units (soums) of 21 provinces (aimags). The traditional focus of government 
communication with citizens has typically been through paper-based systems, which have limited citizens’ 
ability to express their concerns about public services, desire to initiate ideas, and access to government 
information. Citizens were required to write or visit in person in order to be heard by the government. 

It was a complicated process for citizens to deliver their thoughts and concerns to the government with the 
expectation of a quick response. In many cases, citizens have had to wait at least 10 to 30 days to receive 
replies from officials as regulated by law. Additionally, there was no avenue to provide feedback to policy 
makers for them to better understand the challenges faced in reforming public services. 

Therefore, The Cabinet Secretariat of the Government of Mongolia has implemented the “Government 1111 
center” as of September 2012, which is a call and service center for comprehensive inquiries and citizen 
complaints accessible over telephone and online service as well as in person. 

A large portion of the Mongolian population lives in rural areas isolated from Ulaanbaatar, the capital city of 
Mongolia. One and a half million people are living in rural areas. And, Aimag (provinces) centers require 
more affordable public service access for those from beyond Aimags (soums). 



Herders as nomads, and other citizens in Aimags or soums, all must travel to reach to government to voice 
their inquiries and requests. Although postal services are available in rural areas, distances may necessitate 
more than a week of travel for a citizen to reach the location of desired Public services. The government has 
longfaced this grand challenge to reach this portion of the population and find a solution for more 
geographically isolated citizens to engage with government. Given costly and limited transportation options, 
rural citizens required a lowcost communication channel to interact with government. 

‘‘Government 1111 center’’ receives data through 10 different channels: 

- 1111 Call line 
- 141111 SMS 
- Social networking 1111 accounts (Facebook, Skype, Twitter, www.11-11.mn, E-mail: 1111@gov.mn/ 
- 1111 smart applications 
- Public service e-machines (automatic kiosks that provide 20 different public) these machines can be 

used to send information to Government 1111 center)  
- In-person visit 

The program is designed to a) receive requests, complaints, concerns, feedback, inquiries, compliments and 
citizens’ voice data b) forward data to public officials c) provide a rapid response to citizens via an operator 
monitoring system. 

This system operates twenty-four hours a day, seven days a week from 9:00 to 18:00. The system provides an 
automated response after hours. The system is connected to all ministries and government agencies in 
Ulaanbaatar. The system monitors responses from ministries automatically as an element of performance 
measurement of public organizations. Critical external parties, such as Prime Minister, Cabinet Secretariat, 
Parliament Members and ministers, can access and monitor activity. Citizens can also access the Government 
1111 system to check progress on their call or inquiry. 

Coded system entries (inquires, complaints, requests, concerns, critiques, and compliments) are presented to 
Prime Minister in person twice a week, and to discuss any key issues or feedback. The Cabinet Secretariat 
team ensures all calls and requests are responded to within the delineated time limits and appropriately 
answered. Ministries or the “Government 1111 Center” will respond directly to citizens. 

The Cabinet Secretariat of Government organizes a weekly online meeting at the ‘’Government 1111 center’’, 
hosted by a minister to discuss the key issues of the week. The meeting pre-schedules announced through 
websites and live broadcasted on national TV channels weekly, followed by videos are uploaded online in the 
website (www.11-11.mn) 

This initiative has transformed mind-sets about communicating with public institutions, governors and 
policymakers as an easy, simple process. It has also been valuable to accelerate thinking in government 
concerning citizen’s thoughts on public support, as it has officially replaced paper approach to inter-
communication approach. 

It was a significant and successful step that government enabled populations such as herders who lead a 
nomadic lifestyle to reach government. As of today, over 95,000 requests have been registered to 
‘’Government 1111 center ’’ since it was established, as compared 80% less registration (paper based) in the 
two years previous to its establishment. 

Importantly, it has built a strong relationship between government and citizens, enabling easy access to 
central government regardless of time and distance. Also, the government has been able to address ideas, 



which came through it and implement transformational initiatives on the ground within the considerably 
short amount of time. 

For instance, government: 

- Introduced an automatic-billing system for traffic fines. 
- Supplied hi-tech diagnosis equipment to provincial health centers 
- Developed a domestically grown fresh vegetable sales system 
- Improved household coal supply chain management in Ulaanbaatar 
- Extended classroom hours of Kindergarten 

Also, the Prime Minister began reporting about general concerns of the public monthly to the Cabinet and 
quarterly to Parliament. Based on citizens’ feedback for major development projects (railway, road, airport 
projects, etc.) government commenced public hearings with official parties participating in the 
implementation process every Monday in order to provide better information for citizens and business 
developers.



Break-Out Activity 1: Case Study 2 – Government 1111 Center 

Country: Mongolia 

Discussion guidelines for the trainer use only 

 

level of participation: 

Participation by consultation 
 

The potential flaws 

1. The system monitoring the ministry responses does so quantitatively instead of qualitatively. 
2. There is no direct response or discussion, it is for complaints/suggestions and then responses need 

to be waited for. 
3. Broadcast online or on TV is not accessible to all people. 

The potential successes?  

1. By creating 10 channels – electronic, telephone, and in-person – it addresses a broad scope of people. 
Moreover, the use of old and new technology to reach wider cross-sections of society. 

2. Connecting the system to all ministries. 
3. Allowing citizens to check progress of their call or inquiry. 
4. Time limit for responses and incorporating it into weekly meetings to the PM makes it trustworthy. 
5. Broadcast of weekly meetings is good for public accountability. 

Break-Out Activity 1: Case Study 3 – Mijnwoz 

Country: Netherlands 

The Netherlands partnered with a local CSO in developing its project.Every year, after the property is 
appreciated (valued), a lot of discussion on individual level starts among the home owners. The appreciation 
of property is important because it forms the basis of the property tax: the higher the value of your property, 
the more tax you pay.  

Problem is, it is unclear how the appreciation has been realized. This raises two problems. Firstly, 
municipalities have to answer the numerous questions following out of the appreciation. Secondly, many 
citizens present objections to the appreciation. Up until the MIJNWOZproject, municipalities handled these 
issues through establishing special desks, and revising the objection procedure. Nevertheless, the concerns of 
the citizens mostly focus on the grounds on which the appreciation is based. It’s a pity that especially these 
concerns are treated at the end of the process, when they could be tackled at the beginning of the process. 
With the project called MijnWOZ (My Law on Appreciating Local Property), the citizen has the opportunity 
to be part at the beginning of the procedure by thinking along and influencing the parameters that determine 
the appreciation. The idea that lies behind this method, is that the parameters are recognizable and proper. 
And if that is not the case, the parameters are to be influenced and corrected by the citizen – so that the 
parameters are proper and the citizen gets the correct appreciation for his WOZ. 

Firstly, the project is targeted on the citizens who annually receive the appreciation of their property. They 
have been invited to help redesigning the process, starting from the beginning. Trust is key: the citizen has a 
right to look into their own data and adjust them if necessary. Now all they have to do is check the data, and 



correct and adjust them if necessary. Secondly the project partners: they have helped to keep the results save 
for other municipalities, who are also a target group. 

The municipality of Tilburg has chosen to start a pilot ‘by the book’. Small scale, setting goals and conducting 
many measurements were the key issues of the project. The main question of the project was: In which way can 
we engage citizens at their best in determining the WOZ-value, and how do these citizens cope with that?Getting the public 
support of the target group, homeowners, was a central point within finding the solution. Because of that, the 
homeowners had a vote in the solution to be chosen. For example, homeowners have chosen the design of 
the website and the parameters of influencing. This process was organized in collaboration with Vereniging 
Eigen Huis (VEH). VEH invited their members to think along with the municipality on the design and the 
parameters. 

In a second stage, the service MijnWOZ had to be established so that citizens could use it. Many aspects have 
been taken into account; e.g. the tone of voice and channel for invitations, the monitoring points and the 
feedback to the citizens. Preliminary, four key criteria have been selected: 

1. Improvement of service provision. 
2. Decrease of objections 
3. Improvement of data quality 
4. Optimization of work processes 

During the pilot phase, the citizens were at the core of our attention. Via a letter, citizens were invited 
personally to come and visit the website. A reminder was sent to the citizens several days before the deadline 
of participation.If citizens want to correct their appreciation, a motivation has to be given on the website. 
These corrections are carefully examined, and the applicants are informed via a letter whether the 
municipality agreed on these correction. In this letter (and in the third year of the pilot, via an email) the 
municipality has thanked the applicants for their participation. Finally, the citizens were given a questionnaire 
on the ease of use and the intelligibility of the website. Note: both citizens who participated in the projects as 
well as citizens who did not participate. The questionnaire was available both digitally as well as on paper. 

Based on the four criteria, the following results have been achieved: 

1. Improvement of service provision 

In the first year, an extended questionnaire has been spread around. Both participating citizens as well as not-
participating citizens were involved in the questionnaire. By choosing such a broad population, the 
municipality was able to find out what reason lie behind the choice of participating in the project. After three 
years of the project MijnWOZ, several results are: 

- Over 90% of the participants appreciates the service 
- Over 80% of the participants has a better insight and understanding 
- Over 60% says they would recommend the service to their friends 
- Over 60% says that the service should be available for the entire city. 
- Over 60% of the participants has participated in the questionnaire. 

2. Decrease of objections 

From the second year, a serious decrease of 40% in objections has been signalized. 

3. Improvement of data quality 

Over 40% of the suggested correction by citizens was assigned by the municipality. These changes have 
contributed to the quality and enrichment of the database. 



4. Optimization of work processes 

In the third year of the project, the processing time decreased with 66%. In real numbers, that means that the 
average time to process changes in an appreciation dropped from 30 minutes in the first year to 10 minutes 
per change in the final year! 

 

 

 



Break-Out Activity 1: Case Study 3 – Mijnwoz 

Country: Netherlands 

Discussion guidelines for the trainer use only 

 

level of participation: 

Interactive Participation 
 

The potential flaws 

1. The format used for interaction was online, through websites and questionnaires, not giving an 
in-person voice to citizens  

2. Only the first stage was truly interactive. After that, it was a little more consultative (with citizens 
submitting corrections and then being informed by letter on if the municipality agreed)  
 

The potential successes?  

1. Wide cross-section of population involved, including both those involved in the process and 
those not involved  

2. The small, municipality-scale level of the project encourages more participation and 
accountability and the impact is felt directly on the local level 

3. The project aims to address issues at the beginning of the process and as they arise 
4. Inclusion of citizens in defining parameters that determine appreciation for the Law  

 

Additional comments: 

The existence of a strong decentralization influencing the municipal-level decision-making has helped the 
success of the initiative. 

 

City initiative Rotterdam/ the Netherlands. 

 From 2011 to 2015 the municipality of Rotterdam made available around three to four million euro for a city 
initiative. It worked as follows: 

All citizens of Rotterdam were able to propose initiatives to improve the quality of life in the city. 20 City 
ambassadors  were  hired to promote the city initiative and encourage citizens to apply a board of experts was 
created to evaluate the proposals. This board was independent of the municipal government. The board 
selected 10 proposals to be presented in person and following this final selection procedure five finalists were 
selected. These five finalists represented online and all citizens of Rotterdam were able to vote for their 
favourite initiative. The winner was founded by the municipality an example of an initiative that one was a 400-
meter ice skating ring in winter. 

  

 
 
 
 Renovation of the cinema municipality of Kratovo  Macedonia. 



 
 In 2009, a  citizen petition we submitted to the municipality of of Kratovo. In which 200 citizens ask for the 
renovation of the cinema venue of the municipality. Based on this citizens initiative, the municipality in cooperation 
with a local NGO and a a consultancy company developed a project proposal. In April 2011 the municipality 
applied for funding to the Swiss Development Corporation SDC. The project proposal was discussed at five 
consecutive citizens Forum sessions in the period of  September - December 2011. Each citizen that 
participated in at least three forms sessions had the right to vote in the final procedure of adoption of the 
decision to submit this project proposal for financing. At the beginning of 2012 the tender procedure for the 
approved project proposal was finalized and by the end of 2012 all the construction work was also brought to 
an end. The financing of the project was jointly shared by the municipality, the national government and the 
Swiss Development Corporation. 
 
 Source: Implementing Citizens Participation in Decision Making at Local Level, Organisation of Security and Cooperation of 
Europe, 201 
 
 
 
Capital investment planning in Zowlen Poland.  
 
 
In 1998 Zowlen was sponsored by USA to implement a multi-year capital investment plan. The mayor decided 
that citizen participation should be unlimited and citizens should be actively involved in all stages of the 
process. In order to involve citizens in this process the municipality took a number of important steps capital 
investment cards were distributed to Citizens local businesses schools community organisations and ngos. 
Through these cards each citizen was able to express his her development project priorities.  The municipality 
informs the public about the CIP process through the media, public meetings, brochures and articles, as well as 
worked with various Municipal departments to prioritize projects. Cards were collected from the public and City 
departments. The municipality prioritized projects based on information from capital investment cards in public 
meetings. This process took over 1 month. The municipality focused on projects, which would enhance the 
city's economy, create workplaces and bring new Revenue to the city projects that were already under 
construction or had a chance for outside Investments   were also prioritized. The municipality carried all the first 
recommendation of the requested projects and created the first version of the CIP based on consultations, 
changes were made in the first draft of the CIP. Then the second version was presented to the city council. 
Finally the city council approves the final CIP draft. Source citizen participation handbook international Center 
for policy studies 2002 
 

Breakout Session 1: Analysing a Case Study 

 

Main goal of the exercise: 

To put into practice the tools and concepts learned during the theory section and 
analyse a case study on citizen participation in a particular country using modern 
qualitative analysis tools to understand failures and successes of citizen 
participation for future programming success.  

 

Exercise objectives: 

1. Utilize learned analytical tools.  



2. Enhance critical thinking and analysis skills. 
3. Understand the structure and fit of citizen participation programs. 
4. Further expand the approach to assessing citizen participation programs.  
5. Promote the idea that monitoring and assessment of citizen participation 

programs is as important as the process itself. 

 

Exercise Steps: 

1. Trainer starts with a brief about the training’s objectives and the 
importance of assessing citizen participation programs in understanding 
successes and lessons learned. 

2. Trainer distributes a one-page case study to each group, asking them to 
keep their countries a secret to enhance the excitement about sharing 
after.  

3. Use the following tools as detailed in the table below to implement the 
exercise 

 

 

The Exercise: 

Title Analysing a Case 
Study 

Timing  After the 
introduction 

Duration ٤٠ 
Minutes  

Number of 
participants 

Minimum 4, maximum 6 

Necessary Tools 
1. Case study sheet 
2. Pen and paper 
3. Flip chart  
4. Permanent markers 

Steps and Procedures: 



1. The participants will be divided into groups, 4-6 participants in 
each group. 

2. Each group will be asked to analyse a case study based on a real 
citizen participation plan in different countries. 

3. Participants will be asked to build a case about the program, 
focusing on level of participation, conditions for participation, 
successes and failures, and stakeholder identification. 

4. Participants will be asked to list evidence for the statements they 
make and present it on a flip chart. 

5. Participants will be motivated to think of communication 
channels and the relationships between different societal 
elements (vertical, horizontal, participatory, competitive... etc.) 

6. Participants will be asked to use the knowledge gained during the 
training session to assess areas for improvement in their case 
study’s program. 

7. Each group will be asked to assign a representative to speak 
about the group's experience. 

After the Training! 
Each group will be requested to stand next to their flip-chart and 
answer the trainer's following questions: 
 

1. What is the level of participation in your country?  
2. What are the potential flaws in this program?  
3. What are the potential successes in this program?  
4. How can participation be enhanced to move up to the next level 

in citizen participation?  
5. What are the conditions your country allows for citizen 

participation?  
6. Who were the stakeholders? Did the plans identify them?  
7. How did the government and citizens work together? What were 

their roles?  
 
 

Breakout Session 2: Participation House 

 



Main goal of the exercise: 

To promote the concept of teamwork towards enhancing accountability and good 
citizenship, and to reinforce public accountability through the use of modern 
qualitative tools capable of developing decision-making processes to serve the 
public good. 

 

Exercise objectives: 

6. Enhance citizen participation in the decision-making process. 
7. Promote transparency in theapproaches of decision-makers. 
8. Further expanding the spectrum of decision making, holding citizens 

accountable of the ratified decisions. 
9. Promote the idea that each citizen can be a key component in society, and 

capable in managing himself and his community  

 

Exercise Steps: 

4. Trainer starts with a brief about the training’s objectives and the definition 
of public accountability and enhancing citizen participation in planning and 
development. 

5. Telling a short story of no more than 5 minutes that carries connotations on 
the training’s objectives without mentioning any details in order motivate 
and get the participants attention.  

6. Use the following tools as detailed in the table below to implement the 
exercise 

 

 

The Exercise: 

Title Participation House Timing After the 
short 
story 



Duration ٤٠ 
Minutes  

Number of 
participants 

Minimum4, maximum 6 

Necessary Tools 
5. Colored cards  
6. Two water bottles  
7. Two boxes (could be a tissue box) 
8. Two marker pens 
9. Four blank papers 
10. Clip art tape 
11. Flip chart 
12. Rope (2 meters) 
13. Five pictures and colored cards with phrases related to the 

training printed prior the session(printed on cards: Citizen, 
Governor, Member of Parliament, Minister) 

Steps and Procedures: 

8. The participants will be divided into groups, 4-6 participants in 
each group. 

9. Each group will be asked to plan the “Participation House” by 
breaking down tasks within each group. 

10. Participants will be asked to build the “Participation House” by 
sorting the available pieces into their suitable location. 

11. Participants will be asked to list examples of elements that make 
up society, such as Citizens, Minister, CSO, Parliament member, 
Private sector…etc. 

12. Participants will be motivated to think of communication 
channels and the relationships between different societal 
elements (vertical, horizontal, participatory, competitive...etc.) 

13. Participants will be asked to use the rope to link between societal 
elements aforementioned in a way that describes the type of the 
relationship predetermined in the previous step. 

14. Participants will be asked to act a scene in which they simulate 
the decision making process by impersonating a certain character 
from the elements chosen. 

15. Each group will be asked to assign a representative to speak 
about the group's experience. 

After the Training! 



Each group will be requested to stand next to their design and answer 
the trainer's following questions:
 

8. Justify why the pieces are sorted in this order?
9. Would you like to make

design? 
10. If you were given a chance toredesign, would you have the same 

result, or have you developed new ideas?
11. What is the main idea yo

 
 
 
 

SCENARIO – COMMUNICATING WITH CITIZENS

 

Division on roles 

The group is divided into 3 groups: 

- Local government  

- Citizen Representatives 

- Business community representative

Each group will be requested to stand next to their design and answer 
questions: 

Justify why the pieces are sorted in this order? 
make any amendments after completing

If you were given a chance toredesign, would you have the same 
result, or have you developed new ideas? 
What is the main idea you wanted to convey through this design?

COMMUNICATING WITH CITIZENS 

3 groups:  

Business community representative 

Each group will be requested to stand next to their design and answer 

completing the 

If you were given a chance toredesign, would you have the same 

u wanted to convey through this design? 

 



And appoint one facilitator/chairperson 

While the local government and Industrial Park should appoint one or two people who will speak on 
behalf of the whole organisation. The citizens do not have to this, as they are a diverse group with 
different interests. 

Scenario 

Local road 1 that currently connects the local Industrial Park to the highway goes around a lake and is of 
poor quality. As a consequence it takes trucks 45 minutes to get to the highway. This has considerable 
costs for the Industrial Park in terms of delivery time, fuel costs and vehicle maintenance costs. 

The business community has requested that the local government connect local road 2 (see above) to 
the highway, reducing travelling time to 15 minutes. The Local Government is considering this solution, 
as it seems cost-effective. It is a relatively small track of road and as such the financial cost would be 
limited and the impact significant. 

However, road 2 also connects the school to the town and is used by the school children to walk on. 
Already now accidents regularly take place. Only 2 weeks ago a school girl was killed by a car on her way 
home. Upgrading Road 2 would lead to more, heavier and quicker traffic, likely resulting in more and 
heavier accidents. 

The local government has organized a public meeting to discuss the proposal put forward by the 
Industrial Park to the community. The meeting will be facilitated by an independent facilitator hired by 
the Local Government. It will have the following format: 

 15 minutes for preparation 
 Introduction by the local government of the proposal (5 min) 
 Contribution by Industrial Park (5 min) 
 Room for Q&A with citizens (15 min) 
 Announcement of decision by local government (5 min) 

  



Information only for Local Government Representatives 

 Funds for infrastructure are limited 
 The Industrial Park is an important source of jobs and the most important source of local 

government revenues (through taxation) 

Interests: 

 Maintaining or expanding local revenue 
 Maintaining voter support 
 Finding a cost-effective solution 

Information only for Industrial Park 

 The current poor road conditions are having a major impact on the Park’s revenues (delivery 
time, fuel costs, maintenance of vehicles) 

 Some companies are considering leaving for other Industrial Parks with better connections to 
the highway. 

 An improved connection to the highway could attract more companies to locate at this 
industrial park, increasing jobs and local government revenue 

 Interests 

 Increasing revenue 

Information only for Citizens 

 Are dependent on the Industrial Park for jobs 
 Are concerned with their children’s welfare 
 You want an alternative solution to the current problem 
 Some of your group are family of the girl that was killed 2 weeks ago and are still very upset, 

these do not have to follow the rules for effective communication 

Interests 

 Want to retain their jobs 
 Want to ensure their children’s safety 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 


