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Executive Summary

Government of Bangladesh, with support from United Nations Development Programme
(UNDP) and other Development Partners, had initiated Access to Information (a2i) project to
improve transparency, enhance public sector effectiveness and to reduce inefficiencies in
accessing basic public services, especially by citizens from underserved communities. The
a2i project leverages benefits of information and communication technologies, local
knowledge and global best practices; and works as an innovation intermediary with whole-of-
government approach to facilitate realisation of the goal of Digital Bangladesh, Vision 2021 —
Perspective Plan of Bangladesh, the 7th Five Year Plan and the attainment of SDGs. The
a2i project is also an important enabler of the three-pronged strategy identified in the United
Nations Development Assistance Framework (UNDAF) to address the deficits of public
administration and public service delivery in Bangladesh.

During the first phase of the Access to Information (a2i) Project, fundamental progress was
made in improving access to public services through electronic means. At the same
instance, it also demonstrated the criticality of expanding the breadth and depth of such
simplified services and improving the service delivery model to counter the impact of
outdated manual processes, staff resistance to change, and a lack of transparency that still
impedes citizens’ access to public information and government services. The 2nd phase of
aZ2i project aims to address these challenges; and to reduce the time, difficulty and costs of
obtaining government services by 20 million citizens from under-served communities of
Bangladesh. These are to be achieved through effective implementation of five inter-related
components of programmatic interventions: (i) improving e-Service delivery processes with
second generation of integrated, inter-operable e-government applications; (ii) capacitating
and sensitizing government officials; (iii) forging strong policy and strategy links to ensure an
effective enabling environment; (iv) promoting innovation; and (v) establishing linkage with
public and private sectors and creating awareness among the citizens. Gender equality
remains at the core of all a2i initiatives.

The End-line Evaluation of a2i phase Il project was commissioned to assess the
performance of the project with regard to relevance, effectiveness, efficiency, sustainability
and results during Phase-ll of project implementation; and the evaluation findings are
expected to contribute to the design of the new Aspire to Innovate (a2i) project. Mixed-
Methods Evaluation approach, involving qualitative conversational interviews, focused group
discussions, direct observation of programmatic outputs and interventions, Outcome
Harvesting interactions, and iterative review of programmatic reports and related literature
were used to weigh up the outcomes against the programme objectives and to develop
insights on enhancing the impact of future interventions and initiatives. These findings,
insights and recommendations are encapsulated in this Final Evaluation Report.

The findings of End-line Evaluation point to noteworthy achievements of a2i phase-II; and
the whole-of-government approach adopted by a2i has reinforced governance performance
at national as well as local level. The project has enabled easier access of public services to
an estimated 150 million citizens, many of whom are from underserved communities; and as



on December 2018 a total of 39.21 million beneficiaries have availed 150+ e-Services: 69
government services, 80 private services and more than 10 banking and financial
services15. The average distance of service accessing points, the Union Digital Centres —
the one-stop service outlets located at Union Parishad, has also come down to 4 km as
against 5.5 km in 2015. The 5300+ UDCs continue to be one of the flagship initiatives of a2i
project; various studies report that UDCs have helped reduce Time, Cost and Visit (TCV) for
obtaining services by 57% - an impressive accomplishment in improving service delivery
practices.

In broader perspective a2i has been able to develop an innovation culture within the public
administration system and among the civil servants; and has emerged as an influential entity
for policy advocacy and reform. As a consequence of these favourable policy and legislative
efforts, instruments, rules and regulatory frameworks, Bangladesh has significantly moved
forward in the ranking of UN E-Government Development Index and secured 51st place in
the E-Participation Index.

While a2i project has managed to achieve remarkable results over past years across many
domains and strategic areas, even beyond their core mandate, there are certain areas of
weakness which needs to be attended to. There is a need for organisational and regulatory
strengthening of the functioning of UDCs for these centres to become the unified channel for
delivering digital service (and products) of government as well as private sector at the
grassroots. Even though Gender equality remains at the core of all a2i initiatives, the
Evaluation did not manage to gather sufficient evidence with regard to programme level
emphasis of a2i on gender-specific targets; and there is an urgent need of taking corrective
and affirmative measures for achieving different goals of a2i’'s gender strategy.

The programmatic organisation of a2i has so far been rather flat; and this agile ways of
working has allowed flexibility of entrepreneurial functioning, necessary during initial years of
a2i operation. At the same time the Evaluation team has noted limitations of such ways-of-
working, which in some ways has restrained its performance, especially on occasions when
there is a need for cross-functional and inter-disciplinary approaches. This also seems to
have impacted the programme level operational data-system of a2i operation; and would
perhaps call for certain level of corrective measures.

Further, it would be helpful for the a2i project team to focus on consolidating the gains
towards institutionalisation and mainstreaming of successful high-impact initiatives (such as
UDCs, e-Nothi, e-Mutation and P2G payment system). This should be complemented with
nuanced efforts of capacitating a2i partners at all levels: Ministries / Divisions, Districts and
sub-District levels, through planned effusion of organisational competences and good
practices of a2i to its partners — so that the initiatives ideated and spearheaded by the
project could eventually be transferred for mainstreaming by respective Ministries and
Divisions.



1. Introduction

The Access to Information (a2i) Project was initiated in 2007 at the Prime Minister’s Office
with support from UNDP and USAID. The main objective was to increase transparency,
improve governance and efficiency in public service delivery. The a2i Project is part of a
three-pronged strategy identified in the United Nations Development Assistance Framework
(UNDAF) to address the deficits of public administration and public service delivery in
Bangladesh. a2i focuses primarily on bringing information and services to citizens’ doorsteps
to reduce inefficiencies in terms of ‘TCV’ —time (T), cost (C) and number of visits (V),
associated with obtaining government services in Bangladesh.

During the first phase of a2i (2007-2011), fundamental progress was made in improving
access to public services through introduction of various tools of Information and
Communication Technology (ICT). A critical need was revealed to expand the horizon and
intensity of various simplified services to address the backwardness of widespread outdated
ambiguous manual processes in government service delivery together with resistance of civil
service staffs to change their attitude towards general citizens. Such lessons from the first
phase of the project led to the initiation of the second phase of a2i in 2012. Considering the
volume and scope of the project, the government shifted the institutional set-up of a2i from
the Prime Minister’s Office to the ICT Division of the Ministry of Information, Communication
and Technology since July 1, 2018. Accordingly a2i is considered as a full-fledged program
of the ICT Ministry.

The current report documents the findings of an independent external end-line evaluation of
the performance of Access to Information (a2i)-1l project. This end-line evaluation was
conducted during May-June 2019 by a team of three independent consultants, one
international and two national. Detail methodology of this evaluation mandate is described in
section 5.

This evaluation mainly focuses on the relevance, effectiveness, efficiency, and sustainability
of a2i-ii project implementation, so that the findings of the review could be used for designing
the next phase of the project. The analysis and recommendations made in this report is
based on the consultation with various stakeholders, field visits, discussion with project
staffs, studying various project documents and a number of evaluation reports of different
programmes including TCV studies, the mid-term evaluation report and assessment studies
of specific a2i initiatives. A list of the Project documents and reports that were reviewed by
the current evaluation is available in Annex - Il1.

2. Situational Context — Citizens’ Access to Public Services

Context of a2i and its relevance and synchronization with other Policies

Access to Information (a2i) as a project intervention is significantly linked with other policies,
programs and plans of Bangladesh. Following Section provides with a brief narrative of the
strategic and functional links between the a2i and other policy and program interventions.



i. Perspective Plan of Bangladesh 2010-2021- Vision 2021

Vision 2021 along with other propositions strongly emphasized the need for improving the
guality of service as well as the service delivery system. The vision statement therefore
emphasized that adequate measures should be taken “to reform the existing regulations in
the service delivery system of ministries and departments, and the agencies they
manage”(p.18). Considering the importance of rural institutions, the vision statement strongly
emphasized the need for creating a “viable platforms for service delivery, including rural
financing”(p.33). The vision statement further underscored that all Union Parishad
complexes should be so developed that they become “the focus of rural service delivery”
(p.70) system as well.

The government of Bangladesh’s underlying policy packages are linked to long term
development goals defined under The Vision 2021 (otherwise known as the a perspective
plan 2010-2021). To implement the perspective plan the government decided to formulate
two 5- year plans, the Sixth Five Year Plan (FY2010-FY2015) and the Seventh Plan
(FY2016- FY2020).

ii. 7" Five Year Plan:

The Plan emphasizes on polices, institutions and programs that support lowering income
inequalities and empowering citizens. The plan recognizes the need for strengthening of
inclusive institutions, ensuring pluralistic democracy, gender equality, social protection,
citizen’s empowerment. The 7FYP recognizes the concept of “Digital Bangladesh” as an
inclusive vision “that is organic in nature and is driven from within”. The Plan, therefore,
observed that the plan and development initiatives need to be bottom-up in nature, more
should be done to involve grassroots, not just in the implementation but also in planning and
prioritization” (p.2).

The Plan sets 23 targets under two interrelated components of the digital governance: (a) e-
Administration, i.e., business process re-engineering of government agencies; and, (b) e-
Citizen services, i.e., converting traditional service delivery into e-service delivery system to
take “service at citizens’ doorsteps.” The Plan, therefore, focused on improving governance
by increasing transparency, accountability and efficiency of service delivery and ensuring
better value for money. The 7th Five Year plan recognized the need and importance of ICT
as a tool to address the challenges of “service delivery, capacity, and accountability (p.507).

The FYP further endorsed the Annual Performance Agreement (APA) and noted that “this
initiative alone could significantly and rapidly change the service delivery paradigm” and
promote a “culture of transparency, accountability and responsiveness”.

iii. Bangladesh Awami League Election Manifesto 2018

The 2018 election manifesto of the Awami League (AL), titled “Bangladesh on the March
towards Prosperity” promises the nation an efficient, service-oriented and accountable
administration system. The manifesto reiterated the need for women empowerment and their
engagement in mainstream development activities, especially, in rural areas. Most
importantly the manifesto reiterates the commitments of the ruling party to translate the



“‘Dreams for Digital Bangladesh though Information and Communications Technology” to
achieve the development goals including the SDG-1.

Keeping in view the state of the political economy and pace of development, the manifesto
of ruling Party Awami League asserts the Party’s commitment to “alleviate poverty, create
employment and, ensure service-oriented and accountable administration” among others.

iv. National ICT Policy 2009

The importance of science and technology in general, and of ICT in particular, has led the
Government to formulate the National Science and Technology Policy and National ICT
Policy 2009. The National ICT Policy 2009 has expressed its vision to move Bangladesh
towards a poverty free middle-income prosperous country by 2021. Its vision includes plans
to expand the information and communication technology, and then take advantage of this
“to establish a transparent, committed and accountable government, develop skilled
manpower, improve social justice and manage public services”. The ICT Policy has
introduced a Service Innovation Fund to incubate innovation in promoting the quality of
service delivery by re-engineering the system of delivery.

v. Digital Bangladesh

Digital Bangladesh vision aims at raising the quality of institutional efficacy, greater
mobilization and better utilization of resources. In addition, the modern society that the
Digital Bangladesh vision aspires, also requires fundamental reforms in governance
structure which would significantly upgrade public service delivery systems and make it
responsive to citizens’ needs. The vision is unique as it proposes to mainstream ICTs as a
pro-poor tool. The vision demands a fundamental shift of mindset of the implementers.

vii. SDG tracker:

SDG and its 17 goals are now considered as the core planning principles and also a
monitoring tool for member countries of the UN. General Economic Division (GED) of the
Planning Commission has developed set guidelines to implement and monitor SDGs.

viii. Innovation scheme of Cabinet Division

The Cabinet Division has introduced an Innovation Work Plan and Evaluation Rules 2015.
These rules have been formulated to regulate and evaluate the innovation schemes and
different change models.

Implications on aZ2i

Policies and Program Bearings and implications on a2i

Perspective Plan of Public services should be inclusive, gender sensitive, maintain
Bangladesh - Vision 2021 social protection, and citizen’s empowerment to be recognized.
7" Five Year Plan e-Administration, i.e., business process re-engineering of

government agencies; and, e-Citizen services.

Election Manifesto 2018 Mainstreaming of gender perspectives, achieving SDGs, poverty
alleviation, service-oriented and accountable administration.




Policies and Program Bearings and implications on a2i

ICT Policy Transparency and accountable government, improve social
justice, and manage public service efficiently.

Digital Bangladesh Upgrade public service delivery system, make it responsive to
citizen’s needs, pro-poor service delivery

Annual Performance New service delivery paradigm — culture of transparency,
Agreement (APA) accountability, responsiveness.

Election Manifesto of Awami | Poverty alleviation, new employment, service oriented and
League accountable administration

SDG tracker Design electronic tools for SDGs with specific indicators
Innovation Scheme of Innovation Work plan and installation of system to regulate and
Cabinet Division evaluate the innovation schemes and change models

All such policies and commitments are aligned with the project interventions of a2i. The
policy frameworks for that matter have significantly accelerated the performance of a2i to
empower civil servants with new innovative packages to address citizen- centric solutions.
The collective implications of the supportive policies have helped A2i to scale up innovative
interventions to provide door stop services. In the process a wide spectrum of stakeholders:
like, entrepreneurs, teachers, youth, private sector, CSOs/NGOs have been inducted as
partners and or beneficiaries of a2i innovations.

With such policy framework A2i has got a relative advantage to pursue its program and
project interventions and also mainstream the culture of innovation. To enhance its
institutional capacity, and with the technical assistance from a2i, the GoB has formed over a
thousand innovation teams! steered and headed by a Chief Innovation Officers. A system of
service delivery mechanism has been developed with the Service Innovation Fund (SIF) of
BDT 800 million. A2l is also engaged with General Economic Division (GED) of the Planning
Commission and Bangladesh Bureau of Statistics to design the SDG Tracker in order to
create a data repository for monitoring the implementation of the SDGs.

3. Abridged Narrative on Access to Information - Il Project

The second phase of a2i project, in short, A2I-ll started in 2012. The second phase was
initially planned for 3 years (from April 2012 to March 2016) which was later extended up to
June 2019 (started from April 2016). The objective of this extended period of the project is to
“‘increase transparency, improve governance, and reduce the time, difficulty and costs of
obtaining government services for under-served communities of Bangladesh.” The a2i
Programme contributes to the following Outcome and Output areas of United Nations
Development Assistance Framework (UNDAF):

1 Over 6,000 Innovation Team members at different tiers



Table 1: a2i Contribution to the United Nations Development Assistance Framework
Outcome- 1 Inclusive and sustainable growth and development.

Outcome- 2 Develop and implement improved social policies and programmes that focus on
good governance, reduction of structural inequalities and advancement of
vulnerable individuals and groups.

CPD The Government has knowledge and skills to better target remaining pockets of

Output 1.1 poverty and expands opportunities for women to contribute to and benefit from
economic progress.

CPD The Government can develop policies and carry out sectoral and geographical

Output 2.3 interventions in districts where inequality of progress is evident.

a2i’'s Theory of Change in the extended period is to be actualised in the course of five inter-
related components of programmatic interventions:

o Component 1: Strengthening existing e-services and launching a second generation of
integrated, inter-operable e-government applications; (e-Service)

e Component 2: Sensitizing government officials, training for service providers and
expanding digital literacy among the general public; (Capacity and Awareness)

e Component 3: Forging strong policy and strategy links to ensure implementation of
needed legal and regulatory changes in support of the project; (Enabling Environment)

e Component 4: Promoting innovation in the delivery of e-services; (Innovation), and

o Component 5: Establishing linkage with public and private sectors and creating
awareness among the citizens.

Through proper implementation of these strategies a2i wants to contribute to the
achievement of promised “Digital Bangladesh” and take government services to the
doorsteps of the citizens. At present, the Innovation Lab+ of a2i drives the creation of a
public service innovation ecosystem and delivery infrastructure. Now a2i Programme has
unique, simple and powerful Innovation Lab+ model which turns around to:

e Cultivate ‘Empathy’

¢ Reduce ‘Time, Cost and Visit’

o Simplify through ‘Service Process Simplification’

e Support innovation through ‘Service Innovation Fund’

e Celebrate innovators with ‘Innovation Summit’

o Establish delivery platforms, enabling ‘Service for All’

Gender equality remains at the core of all a2i initiatives. Design of a2i phase-Il covers the
United Nations Development Assistance Framework (UNDAF) Pillar 7 (“Gender Equality and
Women’s Advancement”), Millennium Development Goal (MDG)- 3 (“‘Promote Gender

Equality and Empower Women”), Gender concerns elaborated in the 7th Five-Year Plan of
Bangladesh and Sustainable Development Goal (SDG)-5(Gender Equality).



Three key results that a2i wants to achieve are:
¢ Underserved communities have better and simplified access to the public services.
o Civil servants are more capable in providing transparent and effective services.

e Greater financial inclusion for the traditionally excluded citizen achieved through digital
social safety net (SSN) and banking services

a2i collaborates with various stakeholders to achieve its goals. a2i has several national and
international partners such as, MoU with CTO Forum Bangladesh for promoting technology
awareness in Banks and corporate sectors, linking Financial Technology Experts and
policies. Other partners of a2i include Edison Group/Symphony, Walton, GrameenPhone,
Robi Axiata BD Ltd, Banglalink Digital Communication Ltd, UC browser, Ali Baba Group,
ICT, LDG and KOICA, Bangladesh Betar, Institution of Diploma Engineers, Samsung India
Electronics Pvt. Ltd, The International Labour Organization. Moreover, Partnership and
collaboration with various countries like Peru, Singapore, Paraguay, Somalia, Philippines,
Fiji, Bhutan and Maldives on various collaborated activities through UNDP and the South-
South Network has functioned well towards enabling inclusive and sustainable development.

Activities of a2i have received a number of national and international recognitions, such as
International Invention, Innovation & Technology Exhibition” (ITEX) Award 2018; WSIS
Award 2018 (for Muktopath); WSIS Award 2018 (for Online Police Clearance Certificate
Management System); UN South-South Cooperation Award 2018; President Award 2018 of
Open Group and “Award of Merit” at 18th APICTA Award 2018; 3rd Commonwealth Digital
Health Awards-2018 (Winner); ICT4D Award, WSIS Prize 2017 Winner, WSIS Prize 2017
Champion, President’'s Award & Award of Distinction 2017, COMMWARD 2016, Public
Administration Award 2016, WSIS Champion 2016, WSIS Prize 2015; WSIS Prize 2014,
Manthan Award 2010; Manthan Award 2009 etc.

4. Objective and Scope of the End-line Evaluation Mandate

The End-line Evaluation of Access to Information — Il programme is aimed at developing a
clear and independent view on the programme performance and accomplishments; and to
explore the ways of taking forward its accomplishments to make public services more
inclusive, affordable, reliable and easier to access for underserved communities:

o Objective appraisal of the key results of a2i with special attention to the relevance and
effectiveness of programmatic outcomes; efficiency of programme operation and value-
for-money of the results obtained. The evaluation would also examine the sustainability
and institutionalization of successful programmatic interventions and attempt
documenting the innovations and key lessons learnt from the project. The review team
would assess the program accomplishments at outcome level and to the extent possible
at the impact level; and the number of direct and indirect beneficiaries affected by the
accomplishment of intended results. Moreover the team will assess overall planned
outcomes vis-a-vis actual results with reference to the program’s gender-specific goals.



e Examine the viable way forward in terms of future thematic orientations of a2i,
specifically on institutionalizing innovation culture and digital service in government;
leveraging Data revolution for strengthening good governance; and capacitating the
youth with skills and abilities to mitigate the employment risk by the advent of the Fourth
Industrial Revolution (4IR)

The Terms of Reference has specified a set of key questions to guide the End-line
Evaluation as well on issues related to engendering the programme, which the External
Review team tried exploring in detail and depth; and wherever required delved into additional
issues related to these questions. These findings are narrated in the Section 6 of this
document below.

5. Methodological Approach for the End-line Evaluation Mandate

5.1 The Framework and Methodologies Employed

The evaluation design has drawn upon the outcomes and indicators of most recent version
of Monitoring and Evaluation Framework of a2i project; and also from the theory of change
articulated in the Terms of Reference. The methodology was framed keeping in mind the
need to pursue an objective appraisal that weighs-up the outcomes against programmatic
inputs and interventions. In addition the evaluation framework tries looking into the
contributions of a2i programme towards advancing ICT mediated governance reform and
improving public sector performance in Bangladesh.

Mixed-Methods Evaluation approach, which provides a deeper understanding of why change
is (or is not) happening, was applied for carrying out this mandate of appraising the
performance and outcome of a2i programme. Additionally the mixed-methods evaluation
approach has been instrumental in (i) capturing the unintended results of project
implementation; (ii) exploring sustainability of project outcomes; and (ii) generating learning
for the next trajectory of reform and innovation initiatives. In the context of end-line
evaluation of a2i project, the mixed-methods approach involved:

= Conversational qualitative interviews with the representative of all key stakeholders of
the programme: national level officials of the government, project implementation
functionaries of a2i and UNDP, district and sub-district level officials, Union Parishad
Chairpersons, UDC entrepreneurs, academic and research institutions, civil society and
private sector partners of the project, and citizen beneficiaries. These conversational
interviews were structured around a set of defined themes or topics directly related to the
stakeholders’ engagement with the programme;

= Focus Group Discussions to assess the benefits of the project interventions and to
explore the areas where further programmatic investments might be required,;



= Direct observation and assessment of project outputs in terms of programmatic
interventions as well as digital products and e-services;

= Qutcome Harvesting workshops/interactions with all key members of project team to
frame and interpret outcome descriptions, understand the cause and effect of change
interventions, and provide evidence-based answers on their significance in achieving
and sustaining certain results. This was a two stage engagement process: (1) drafting,
refining, and validating output and outcome descriptions as well as non-achievement of
results of various project interventions; and (2) reflective brainstorming in respective
project teams to analyse and interpret the validated outcome description to understand
why they were able to achieve certain outcomes and how to sustain and build on these
accomplishments, as well as what lessons could be derived from the efforts and
interventions where they have not been able to achieve desired results.

= |terative review of literature to concurrently study a2i Programme Documents, the Mid-
Term Report, the Innovation Briefs, Results Framework, 7th Five Year Plan of GoB,
UNDAF for Bangladesh, Annual plan and budgets, annual progress and expenditure
reports, M&E Status updates, studies and publications related to a2i programme and all
other relevant documentations.

The engagements within the remit of this evaluation mandate adhered to UNDP evaluation
principles, norms and standards. The evaluation team ensured that UNDP guidelines for
reviews and the UNEG “Ethical Guidelines for Evaluation” are complied with. The team had
also made sure that the confidentiality of information provided during the course of
evaluation interaction is respected and maintained.

5.2. Information Acquisition, Triangulation and Analysis

The conversational interviews and FGDs were conducted through a flexible set of
exploratory questions within a defined framework for the respondents to express their views
and understanding in their own terms. Adequate care was taken to look at issues holistically,
so that rounded perspective from the responses could be developed around specific
evaluation question.

Triangulation of gathered information to ensure that the results are linked up into a coherent
and credible evidence base is a core principle in mixed-method evaluation approach; and as
a principle, the evaluation team ensured that information, opinions and perspectives offered
by respondents were validated against information gleaned from other sources and
documents. Depending upon the context and validation needs, the evaluation team relied on
source triangulation (comparing and collating information from different sources) and method
triangulation (comparing information collected by different methods), as well as triangulated
validation of evaluators’ perception on specific aspects and issues.

Findings and insights derived from the engagements and interactions as well as review of
project literature and related documents were shared with UNDP in a debrief session as well
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as in an interactive sharing session with Development Partners; and their comments and
perspectives have been assimilated as input for the draft evaluation report.

5.3 Key Evaluation Questions Investigated

The Terms of Reference has specified the following set of key questions to guide the course
of End-line Evaluation mandated and to closely look at issues related to engendering the
programme:

e Access of underserved communities to public administrative services enhanced and
simplified through electronic means

o Was the project able to expand the range of accessible services for the
underserved communities through e-services and simplification and digitization?

o Was the project successful at on reducing time-cost-visits (TCV) for citizens
through its e-service and simplification-digitization initiatives?

o How successful was the project in ensuring affordable and easy access to online
services for citizens through Union Digital Centres (UDC)?

e Awareness of citizens on availability of public e-services enhanced and capacity of civil
servants and service providers strengthened to facilitate transparent and responsive
services

o Was the project successful at creating awareness and demand for e-services
amongst the citizens especially from poor and underserved communities?

o To what extent the project was able to enhance capacity and awareness among
government officials at national and sub-national levels to facilitate effective
services?

¢ Enabling legal and policy framework designed and partnerships established to facilitate
responsive and transparent service delivery

o How successful was the project at contributing to the full implementation of the
National ICT Policy?

o Was the project successful at influencing formation and reformation of policies to
ensure the implementation of needed legal and regulatory changes in support of
the project?

o Was the project successful in developing partnerships with different public and
private organizations to launch and operate e/m-Service delivery initiatives and
develop ICT infrastructure?

¢ Institutional and incentive frameworks developed to promote innovative service delivery
mechanisms

o How successful was the project at capacity building initiatives to help with public
service innovations within government?
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To what extent the project was able to contribute to advocating for relevant
policies required for the institutionalization of public service innovations?

Did the project’s recognition and incentive mechanism successfully recognize and
encourage innovation in public service delivery?

e Linkages established with public and private sectors and awareness created among the
citizens

O

How successful was the project at overall awareness raising process of the
project’s interventions for the stakeholders?

What lessons were learned from the various partnerships, and what are the
possibilities of broadening, deepening and sustaining partnerships for expansion
of e-services?

e Objective assessment of program’s gender strategy and the overall planned outcomes
vis-a-vis actual results in reference to the program’s gender-specific goals

@)

Was the project able to accelerate the program towards human development and
MDGs through the advancement of gender equality and women’s empowerment
through its programmatic approaches and operationalization?

Was the project successful at empowering women entrepreneurs through its
Union Digital Centres?

How successful was the program’s Women Innovation camp initiative in
achieving its goals?

How successful was the project’s skills development initiative in terms of
empowering women through their training efforts?

Was the program successfully able to reach its gender-specific target through its
various initiatives?

To what extent have strategic gender needs of women and men been addressed
through the project, and has this resulted in sustainable improvement of women’s
rights and gender equality?

These key evaluation questions have been encapsulated in the Evaluation Matrix developed
for this purpose; the Matrix also provided an overview of the planned methodological
approach and their implementation to seek answers of the evaluation questions:

Table 2: Evaluation Matrix: End-line Evaluation of Access to Information-II

. Required Methods for data | Benchmark /
Evaluation Key research ; : . -
o : information and collection and indicators of
criteria guestion(s) .
Data sources analysis success
Relevance Are the project GoB and UNDP Iterative review of | Evidence of a2i
outcomes consistent priorities as literature and Key | project output and
with the UNDAF and enunciated in Informant outcomes
national priorities, and | SFYP, UNDAF,a2i | Interviews contributing to
did they remain project docum