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This module sets out different tools to be used
throughout the PPP project cycle to engage with the
communities affected by and associated with the
project, with a special focus on women and
the poor.
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2.0
Community Engagement
Community engagement provides critical information
for PPP project design, to ensure services are
delivered in the right way, to the right people.
Community engagement can also help create
local community buy-in to the project and facilitate
adaptation to change. Municipal PPP projects should
systematically implement community engagement
programs. Engagement is a two-way process. It is

just as important to listen to and consider community
input, as it is to share information or inform
communities about PPP project activities—for project
proponents to address issues and concerns and
provide feedback to each other. This module outlines
a basic approach to community engagement using
a six-step process, which will need to be adapted to
the specific needs of the municipality.

2.1 Why is Community Engagement Important in PPP Projects?
Municipalities should design and resource
community engagement activities from the earliest
phase as projects are being identified and then
continue to engage the community through
construction and operation of PPP projects. While
this may involve initial costs for the municipality,
a PPP that has good community engagement is
more likely to be profitable, to survive changes

in circumstances over time, and therefore to
attract private sector investment. For example,
an international study indicated that PPP projects
that engage with local communities have rates of
economic returns that were more than twice as
high as projects that did not engage the local
community well.1

Figure 1: Commonly Recognized Benefits of Community Engagement

Community Buy-In

Improved Design

Greater community input from the start improves PPP project design and performance and
ensures that designs accurately reflect community priorities and needs, the quality of decisions
and the quality and sustainibility of public and private-sector services.

Flexible Design

Engagement processes provide a means for the PPP Project to continuously verifying the
relevance and appropriateness of their project and make adjustments to the design as needed.

Manage Risk

Prevent Delays

1

Kottak, Conrad
Phillip. 1991. Cultural
Anthropology. 5th ed.
McGraw-Hill.

Strengthens community commitment to, and ownership of, the PPP Project and leads to
increased uptake and support of project services.

Engagement processes provide an opportunity to foresee and resolve potential obstacles before
making a decision. PPP proponents can mitigate risk by disseminating project information, learn
about potential community issues and establishing a dialogue with the community stakeholders.

Community engagement has the potential to prevents delays and avoid unforeseen costs in
the implementation phase.

Exchange Information
and Experiences

The Community and PPP Proponents learn from each other by exchanging information
and experiences increasing understanding of the objectives of PPP Project and the issues
surrounding them.

Build Capacity

Engagement can help build local capacity of PPP Proponents, including their capacity to
analyze problems and initiate other development activities.

Measure Value
of Project

PPP Projects are supposed to provide value to the Public. The information from community
engagement can confirm or identify the need to reassess whether a project will deliver value
to the Community.
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Figure 2
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2.2 Six-Step Community Engagement Process
Step 1 - Define the purpose of engagement:
Being clear about the purpose of the engagement
and key issues to address will set the context for
community interactions and manage expectations
of those participating in the process. To define the
purpose, project proponents must first agree on
what can be accomplished with the engagement.
Once the purpose of engagement has been
defined, municipalities should agree on what level
of participation is actually being sought, which
depends on the phase of the PPP and the type of
project being proposed.
Step 2 - Decide the parts of the community to
engage: Create a list of ‘with whom to engage’—
with individuals, groups, and organizations that
could have an interest in the PPP or have some
influence over the success of the PPP. The list is a
living document and will evolve over time.
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Step 3 - Community engagement ranking
assessment: Not all parts of the community
will receive the same level of engagement. The
municipality will need to rank the level of interest
and influence that the different individuals, groups,
and organizations have in the PPP project. This
ranking process should be done at the beginning of
the PPP process, and then reviewed and adjusted
as necessary at each phase of the PPP project.

Step 4 - Develop engagement plan:
Different techniques and tools can be used by
the municipalities to engage the community.
Municipalities should develop a project-specific
engagement plan which should describe proposed
engagement strategies, tools, and schedule for
engagement during each phase of a PPP,
including transparency mechanisms (see Module
3: Sample Project Concept Note and Module 4:
Feasibility Study)
Step 5 - Tracking and complaints management
process: Municipalities will need to track issues,
questions, and concerns raised by the community
in an organized and consistent way. An issue
tracking table should be created to document ideas,
concerns, or questions, including a systematic way
of managing complaints and grievances.
Step 6 - Reporting and monitoring: Accurately
recording community feedback, sharing it with
key stakeholders for planning and project design,
is critical to build trust and support among
participants. Monitoring the effectiveness of the
engagement process is essential to ensuring a
successful process (see Module 12:
Contract Management).

Community Engagement
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2.3 Mapping Community Engagement
The municipality should use this six-step process
for all phases of PPP project development. The
PPP identification phase may rely more on the
knowledge of municipal staff to begin to identify key
community members and groups, but as the PPP
moves into the feasibility and procurement phases,
it will require more intensive engagement directly
with the community, using a variety of engagement
tools and techniques.

Steps 2 and 3 identify individuals, groups, and
organizations ranked according to their level of
interest in the project and influence on the project.
Figure 3 shows a sample ranking matrix.

Influence

Medium

High

Figure 3: Sample Ranking Matrix

Low
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2.4 Reporting, Evaluating, and Monitoring
Municipalities should track issues, questions, and
concerns raised by the community in an organized
and consistent way, including a grievance and
complaints management process. This process
must be documented. Poor documentation of
community engagement work is the biggest
weakness of most municipal processes.

A municipality will need to monitor progress to
ensure all sub-groups of the community are
engaged, determine if the methods and tools they
have selected are effective (or not), and identify
where effort and resources will need to be allocated
to keep the project moving forward.
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3.0
Making PPPs More Pro-Poor and Gender
Inclusive

PPPs often fail to recognize the issues relevant to
the poor and to women. Private investors often rely
on the government to consider and address issues
relevant to women and to the poor. The government
often relies on the private sector to address these
issues as fundamental to service delivery of the
project. A PPP project provides an opportunity to
join public and private capacities to focus on issues
relevant to women and the poor.2
This section provides a framework to help make PPP
projects more pro-women and pro-poor.
A project that considers issues relevant to women
and the poor has the following:
• R
 eflectsgoodgovernance: Well-managed
infrastructure considers the interests of the
entire community.

2

International Finance
Corporation, World Bank,
PPIAF, Government
of Canada. 2019.
GenderEquality,
InfrastructureandPPPs:
APrimer. https://library.
pppknowledgelab.
org/documents/5720.

• Contributestothedevelopmentalgoalsofthe
government,developmentpartners(liketheWorld
Bank),andprivateinvestors: Seeking to address
the needs of women and the poor will help meet
the government’s development goals, the UN
Sustainable Development Goals, and other
national and regional priorities. It can also help
the project access support from different sources
of funding and financing, as and when needed—
for example to the extent bilateral or multilateral
investment is sought.

• Isgoodbusiness: Women and the poor are
consumers; they may form a key part of the labor
pool, business owners, or service providers; they
are key community and political stakeholders.
A project that proactively seeks the interests of
women and the poor is more resilient and more
robust in times of change, particularly in times
of political change where new policies might
suggest a change in support for the project. It
is harder to undermine a project when it clearly
serves the needs of the local community. If
the project supports the community, in times
of change the community is far more likely to
support the project. A pro-poor, gender-inclusive
project can also avoid public relations and
stakeholder conflict issues and reinforces its
marketing strategy.
The project prefeasibility/feasibility study or
outline/full business case should address the
questions set out in this section. Equally, bidders
and financiers should ask these questions in their
due diligence processes to make sure they are
adequately addressed. During implementation,
the questions should be revisited periodically to
ensure that the project is still adequately addressing
relevant issues.
For further discussion of these issues, see the propoor and gender pages of the World Bank’s PublicPrivate Partnership Legal Resource Center
http://ppp.worldbank.org/public-private-partnership
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3.1 What is the Context of Women and the Poor?
(1)Isthereapracticalmethodofidentifying
thepoor?Doapplicablelaws,regulations,and
practices,nationallyoratthelevelofthestate/
province/countyprovideadefinitionofthepoor?
Istheremorethanonecategoryofthepoorthatis
relevantforthesepurposes?
A simple, specific definition of ‘poor’, based on
cultural and social context, can be challenging to
achieve. Some projects define the poor based on

housing, for example, anyone whose residence
has a dirt floor. In others, a national database is
available to identify the poor, for example, the
poverty identification system and database (the
Sistema Nacional de Selección de Beneficiarios
or SISBEN) of Colombia. This database is used to
target subsidies and other benefits designed to
support the poor.
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(2)Aretherelocalcultural,social,orreligious
practicesthatcouldimpedeserviceprovision
towomenorthepoor,oraccesstoeconomic
opportunitiesfromtheproject?
The cultural, social, and religious context of women
and the poor will have an important influence on the
issues more relevant to them. Certain members of
the community may be excluded from opportunities
or services or may be segregated from other
aspects of the community. This may result in their
poverty or may be caused by their poverty. For
example, poor communities often include refugee
and immigrant communities (legal or illegal), who
may not benefit from the support of local political
elites, tribal communities, religious groups, or social
groups. They may be excluded from the protections
afforded by political structures to the extent they
are focused on citizens or only people from certain
countries, religions, or cultural groups.
(3)Aretherelegalconstraintsthatcouldimpede
womenorthepoor,forexample,doesoneneed
tohavelandtenancy,aregisteredaddress,or
identitycard,beforeaccessingservices,seeking
employment,startingabusiness,receiving
compensation(forexample,resettlement),or
engaginginotheractivitiesassociatedwith
theproject?
Women and the poor may not have certain legal
standing; in some cases, services cannot be
provided to those without a legal right to property (a
registered address linked to property ownership or
leasehold/rental agreement). Many live in informal
settlements or as squatters and it may be difficult
for the government to allow public services to be
provided to illegal residents. That was the case
in Côte d’Ivoire where the social water tariff and
social connection of water services offered to poor
households were offered only in legal settlements.
As an estimated 70 percent of the unserved
population was non-Ivoirian, and living in illegal
settlements, they could not benefit from the policy.
Some utilities have found ways to provide
services in such circumstances, for example the
condominial model developed for the Manila Water
Concessions, where the utility delivers bulk water to
the boundary of the illegal settlement. Community
organizations purchase the bulk water and manage
the distribution system within the illegal settlement,
collecting fees from residents to pay for the bulk
water and for the distribution network.

7

(4)Aretherepowerstructuresinlocalcommunities
affectingwomenorthepoor,orcertaingroups
amongthepoor,whichwillinfluencethelocationor
designoftheprojectandtheabilityofthepoorto
benefitfromtheproject?
Local power structures may be well placed to
manage services or subsidies for the poor, being
selected by and having key connections with poor
communities. But in some cases, those local power
structures are ill equipped to do so. The project
design needs to understand the context of these
power structures. For example, an NGO in Mexico
provided boreholes for villages with mechanical
pumps to reduce the time needed to draw water
and therefore allow more time for education and
other activities. However, the NGO failed to engage
with the local power structure. As soon as the NGO
had installed the pump, the local mayor removed
the handle and would not allow access unless he
was paid a fee by each user, eliminating the benefit
for the poor.
(5)Aretherefactorswithinthecommunitiessuchas
highviolenceratesthatarespecifictowomenor
the poor?
In some cases, the poor live in informal settlements
and other areas with specific characteristics that
limit the ability of the poor to access services. For
example, some poor communities suffer from high
rates of violence, in particular at night. Toilet and
washing facilities designed to be available at night
may be effectively inaccessible due to the level
of crime and violence that will be attracted by a
well-lit area at night. Women may need access to
special entrances, improved lighting, or heightened
security, to protect them from potential violence.
(6)Dowomenorthepoorreceivesubsidiesthat
mighthelpaccessbenefitsfromtheproject?
The poor may receive support from the government
or other sources. The project will need to
understand the nature of such support and any
relevant terms and conditions to ensure that the
services are designed to work well with such
support. For example, the poor may receive free
access to primary education, but may be required
to meet certain criteria, for example, they are
required to provide books or school uniforms. While
the free access to education is a clear benefit,
the other conditions may be unaffordable for the
poor. Women may be given access to training or
other learning opportunities. The project will need
to understand the context of women to help them
access these opportunities.
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(7)Towhatextentcanwomenandthepoorreceive
andpaybills(forexample,arethererequirementsof
landtenancy,registeredaddress,identificationcard,
orotherwise)?

3
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Fall, Matar, Philipp
Marin, Alian Locussol,
and Richard Verspyck.
2009. ReformingUrban
WaterUtilitiesinWestern
andCentralAfrica:
ExperienceswithPublicPrivatePartnerships,
Vol. 1, Impactand
LessonsLearned. Water
Sector Board Discussion
Paper Series. http://
documents.worldbank.
org/curated/en/35615146
8236368922/pdf/48730
0NWP0v10B1P131
PPPWestAfrica1v1.pdf.
4
Water and Sanitation
Program. 2008.
Performance
ImprovementPlanning:
DevelopingEffective
BillingandCollection
Practices. http://
documents.worldbank.
org/curated/en/71357146
8138288578/pdf/44119
0WSP0IN0P1ive0
billing01PUBLIC1.pdf

Women and the poor may not have access to
the same financial services as the better off,
for example, there may be some initial deposit
limits, identification, registered address, or
other requirements that prevent elements of
the community from having bank accounts or
credit cards. Therefore, they may use barter
arrangements, cash, or mobile money for financial
transactions. Billing may, thus, need to adopt
more flexible arrangements. Some systems allow
cash payments to be made locally, for example,
at post offices or mobile phone outlets. The Côte
d’Ivoire SODECI concession instituted quarterly
billing by the operator. The poor could not meet the
requirements of such infrequent billing, and many
were disconnected. Local billing centers, more
flexible payment methods, and schemes to pay off
arrears have been established, and the situation
has improved.3 In Bangalore, the Bangalore Water
Supply and Sewerage Board allows consumers to
pay bills through a variety of options such as water
kiosks, electronic clearing service systems, and
household e-banking facilities.4
(8)Wherearethepoorlocatedascomparedtothe
existingservicenetwork?Aretheretechnical/cost
complexitiesofservingpoorareas?Arethepoor
locatedinareaslikelytobevulnerabletodisasters?
Howdoesthelocation/alignmentoftheproject
affectpotentialbenefitsto,andparticipationby
womenandthepoor,forexampletravelcommuting
patterns,locationofemployment,educationand
socialfocalpoints?
The location of the poor can have a significant
impact on the ability to provide services or to ensure
that they receive specific benefits. For example, the
poor may be located far from the existing facility,
requiring special connections or facilities. Where
a BRT line is located in a corridor that is difficult
to access for the poor, other transit facilities may
need to be developed to connect the poor with
the BRT, for example, feeder buses, pedestrian
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bridges, or tunnels. Security in such areas can be
more difficult to ensure, requiring close engagement
with community groups and special facilities such
as women-only space on bus platforms, special
entrances, lighting or security support.
The last mile connections—for example, for water,
power, or telecoms—can be a particular challenge
for poor neighborhoods in urban areas that are
crowded, with narrow streets and with only informal
utility facilities, where access may be difficult and
land ownership unclear. PPP operators can be
required to deliver last mile, but funding will need
to be found, either through cross-subsidy from
other users or from government subsidies. In many
cases, last mile infrastructure for the poor is publicly
funded and is a key focus for development
finance institutions.
PPP projects, in particular during construction
stage, often involve an influx of goods and workers
into a vulnerable community (for example, rural,
small, and remote), transport of materials, and other
changes to the rhythm of the community that can
create additional risk. An influx of outside goods and
workers often brings an increased risk of squeezing
out local businesses, increased demand for goods
and services that raises prices and crowds out local
consumers. It may result in increased traffic and
road accidents. Bringing transient workers into a
community can result in expansion of prostitution,
increase in sexually transmitted diseases, sexual
harassment, gender-based violence, sex trafficking
and child abuse, hostile work environments, and
exposure to health risks (such as HIV/AIDS and
water-borne illnesses). To ensure project activities
and guard against potential risks related to sexual
exploitation and abuse and other forms of genderbased violence, the Vanuatu Aviation Investment
Project stipulates contractor responsibility for the
implementation, enforcement, and monitoring of a
code of conduct covering gender-based violence.
Contractors are also responsible for development
and implementation of a complementary action plan
to provide awareness and ensure that any such
violation is addressed efficiently.
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3.2 How to Design the Project for the Benefit of Women and the Poor?
(1)Arecomplementaryarrangements/inputs
neededtoensurethatwomenandthepoorcan
usetheservicesoptimally(forexample,information/
education,lighting,security,andlow-costmethods
toaccessservices)?Canwomenandthepoor
providelabororotherin-kindcontributionsto
implementtheprojectandtherebyreducethecost
ofservices?
The project may need to offer additional support
or services to maximize benefits for women and
the poor. Women may not be able to use new or
upgraded infrastructure services in the same way as
men due to safety and security issues:
• Better lighting (for example, at bus stops) for
access during the night.
• Step-free access to public transport for women
with young children and the elderly.
• Separate male and female facilities (for
example, female-only cars for transit projects,
female-only waiting areas, separate female
public toilets/washing facilities).
• Additional facilities to ensure discretion, for
example, around the entrance to female toilets.
• Selection of locations for water stand posts and
electricity supply where women congregate.
• Pedestrian crossings, with speed bumps, and
so on to ensure the security of pedestrians,
where women with young children or the elderly
may be less mobile.
Such additional support or services should form
part of the project obligations and should be
included in the key performance indicators to
ensure the benefits are hardwired into the project.
For example, services such as electricity and
telecommunications only benefit communities to
the extent that the community understands their
use and potential benefits. The project may include
training for poor communities or for women, and
programs to make available the tools that will ensure
benefits are made accessible.
In some cases, women and the poor can
provide support, for example physical labor to
deliver services at a lower cost. In some cases,
communities are located in informal settlements
where space is constrained, footpaths are not
improved, and installing equipment can be
challenging for outside contractors. The community
can help install pipes, cables, or other equipment in
the settlement, for example excavation services, that
will reduce the cost of construction and therefore
the cost of services.

(2)Dowomenandthepoorreceiveservices
throughalternativeprovidersorsystems(for
example,offgrid)?Whatarethetechnicaland
financialimplicationsofsuchalternativeservices
(forexample,costperunit,healthimplications)?
Can/shouldtheprojectbeincentivizedtofacilitate
suchprovision?Whatwouldbetheimplicationif
theinformalsupplynetworkswereformalized?Or
removedinfavorofaformalsystem?Howcouldany
negativeimpactbeminimized?
Part of the community may currently receive
services from informal providers such as water
vendors, or through localized infrastructure such
as mini-grids for electricity. Providing new services
may squeeze out informal services, which are
themselves often delivered by the poor. This may
result in lost jobs and economic opportunities for
the poor.
The project may intend to replace such service
providers, in which case the transition will need
to be carefully planned to mitigate impact on
consumers and to help the informal service
providers to find other opportunities. In other
cases, the project may absorb such alternative
service providers, possibly by bringing them into
the project to help deliver services and engage
with the community using the experience they have
developed as alternative providers. The latter may
involve the alternative service providers becoming
‘last mile’ providers for the project. In Kisumu,
Kenya, the utility Kisumu Water and Sewerage
Company (KIWASCO) sells bulk water to service
providers contracted to operate and manage parts
of the network in an informal settlement. KIWASCO
selects and recruits these service providers through
a publicly advertised and competitive process.
These service providers can either be private
entrepreneurs or CBOs.
(3)Howshouldtheprojectbedesignedtoenhance
anysubsidiesthatwomenorthepoorreceive,
andtomaximizebenefitsobtainedthroughthose
subsidies?
There may be other externalities that can be
harnessed to support women and the poor
through the project such as subsidies or other
benefits provided by the government, civil society,
or otherwise. The project may be able to help
communities utilize such benefits to greater effect
and leverage greater investment and advantage. For
example, the poor may have access to grants if their
children attend school, or if they visit health clinics
periodically. A PPP project can take such programs
into consideration when providing services, helping

Module 18 :
Community Engagement

Making PPPs More Pro-Poor and Gender Inclusive

the poor to access such grant funds more easily or
use such funds more efficiently.
(4)Canthirdparties(forexample,thecommunity,
NGOs)helpprovideservicestowomenorthepoor
toreducecostofdelivery,forexample,throughbulk
supply?
Providing benefits to women and the poor may
involve the project partnering with third parties,
for example NGOs, who may help deliver services
or may provide an additional conduit for those
services. The project will need to create a protocol
for working with the relevant third parties and
agreements with those third parties to ensure that
the solution is well designed and sustainable.
Under the Bayan Tubig (Water for the Community)
initiative in Manila, the Philippines, CBOs and local
and international NGOs intermediate by providing
financial, logistic, and technical support to the
initiative, even training on hygiene and environment
awareness. They also create links between the
formal network that delivers water to the perimeter
of the informal settlement and community groups
extending connections to public taps and
household connections.5
(5)Howdoesthelocation/alignmentoftheproject
affectpotentialbenefitstoandparticipationby
womenandthepoor,forexample,travelcommuting
patterns,locationofemployment,educationand
socialfocalpoints?
The location of project assets can have a specific
impact on the benefits and advantages that a project
can provide to women and the poor. Assets often
connect locations of importance to the wealthy and
the middle class, and to the often predominately
male decision makers. Transport infrastructure and
the location of water points, electricity connections,
and sanitation facilities needs to reflect economic
opportunities, employment, education, social
purposes, travel patterns, and security concerns of
women and the poor.
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(6)Doestheprojectleadtodisplacement,
resettlement,and/orlivelihoodlossofthepoor
disproportionately?Whatstrategiescanbe
developedtominimizeoravoidtheserisks?Do
anticipatedcompensationmeasures(forexample,
forlossofassets,usagerights,orcrops)leadto
equalresultsforwomenandthepoor?
Infrastructure development often requires land
acquisition, leading to involuntary resettlement
or causing losses of assets or loss of access to
livelihoods or assets and resources. Women and
the poor are often vulnerable to the processes of
allocating compensation and/or resettlement, where

10

they lack input into decision processes or are not
able to raise their concerns. The processes need
to take capacity differences into account regarding
land or assets access, control and use, and the
resulting losses. Compensation may be provided
primarily to landowners, excluding those living on
the land or relying on that land to earn their living.
Failure to consider the interests of these poor,
disenfranchised, and possibly informal communities
can create social and civil friction which has
undermined many a PPP project.
(7)Towhatextentwilltariffsonconsumersbe
affordabletothepoor?Arethepoorwillingtopay
suchtariffs?Howmuchsubsidy/cross-subsidy
willbeneededbythegovernmentorotherusers
tomaketariffsaffordableforthenumberofpoor
consumersthatneedaccess?Wouldsuchcrosssubsidybeaffordabletootherusers?
The government may choose to include subsidy
or cross-subsidy mechanisms to make services
affordable for the poor, and/or to finance connection
or other large periodic payments to allow the poor
to pay over time. The project may seek to leverage
funding from other sources, such as government
grants, donor support, or other third-party funding
sources to provide access to services and to
maintain their affordability over the course of their
supply. The project may also be designed to work
alongside other entities implementing such pro-poor
funding mechanisms. In Côte d’Ivoire, the SODECI
concession provides for a social tariff, coupled
with a social connection fee, financed by a charge
collected from water customers, in addition to the
water tariff.
To preserve incentives for rational economic
behavior, subsidies should only cover a proportion
of the total costs of the service and should ideally
be contingent on beneficiaries paying their share of
the bill. Under this same logic, subsidies should not
be paid for consumption beyond the subsistence
level, and given for a long enough period to avoid
the effects of the ‘poverty trap’. The World Bank
Group supported North Luzon Expressway in the
Philippines. To improve access by the poor to
the highway, the project designed the toll for mini
passenger buses (called jeepneys) at a flat daily
rate, instead of the per-entry toll used for other
vehicles, to allow them to get on and off the highway
and to pick up and drop off passengers at no
additional cost.
(8)Istariffsettingandimpositionappropriatetothe
contextofwomenandthepoor?Whatbillingand
paymenttechnologywouldbemostappropriate
givenlocation,accesstopaymentsystems,access
tocash,andothercontextofwomenandthepoor,
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forexample,mobile-phonebasedmechanisms,
paymentofficeslocatednearpoorneighborhoods,
accessforilliterateandmultilingualfacilities?
In some cases, the tariffs themselves are not as
much of a challenge as is the method of imposition
of tariffs. Those tariffs need to be set and charged
in a way appropriate to women and the poor. For
example, rising block tariffs involve an increase in
per unit tariffs the more total units a user consumes
in a given period. Thus, a consumer using a large
amount of service each month (for example,
industrial and other large-scale [wealthy] users)
should pay a higher per unit tariff. In the energy
sector, this can be an effective way to shift higher
costs on larger users of services. Though, often,
the inverse is true, commercial and industrial users
pay lower prices to encourage industrial growth and
investment in the community. In the water sector,
in some communities the poor group together to
pay for a water connection due to the high cost of
connection; this means that several families may
share a single connection. Also, the poor may use
larger amounts of water for economic purposes, for
instance to provide laundry services; but this means
that a single connection in a poor community may
have a higher total usage per month, therefore a
higher block tariff will be applied with subsequently
a higher tariff paid by poor families.
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In addition to tariff levels and how they are
calculated, the billing and payment system itself
needs to be designed to meet the needs of women
and the poor. Frequently, women and the poor do
not have access to credit cards or bank accounts.
They may receive income only gradually over
time—not in weekly or monthly payments, as those
formally employed. Therefore, the project may need
to adapt the billing and payment mechanisms to
allow consumers to pay as and when they can.
In the Rural Electrification Extension Program
in Thailand, respected local representatives, for
example school teachers, are appointed to act
as collection agents.6 The agent represents the
community and ensures collection. The agent is
paid a fair salary. The project saw collection costs
drop significantly.
The project may need to develop more flexible
billing and payment mechanisms, including:
• Mobile money accounts;
• Pay-as-you-go models; and
• Cash payments at local agents, for example at
post offices, mobile phone outlets, local billing
centers, and water kiosks.

3.3 What Additional Benefits Might the Project Provide to Women and
the Poor?

6
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org/sites/default/files/
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216316/40626-013-smr18.pdf.

A project is likely to provide a number of benefits
and opportunities for the poor in addition to the
services provided through the project, including
jobs, economic opportunities, access to different
economic resources, and attraction of investment,
among others. Sometimes indirect benefits can be
even more important to the poor than direct benefits.
(1)Whatopportunitiesarethereforjobstobefilled
and/orcreatedforwomenandthepoor?Arethere
keyconstraintstoaccessingthesejobs?What
supportcouldbeprovidedtohelpthemaccess
betterjobopportunities?
PPP projects often create jobs, an important
opportunity to cement a project to the interests of
the local community, but sometimes women and
the poor may be at a disadvantage when trying
to access jobs. This may relate to skill levels,
access to information, connections needed to
apply, interviewing skills, or other gaps that can be
addressed through the project.

A gender-responsive project will encourage
employment of women during all stages of the
project, require contractors to pay equal wages to
men and women for equal work, provide training on
sexual harassment, provide separate sanitary and
other facilities, and ensure protective clothing and
safety equipment for both male and female workers.
For example, the Yunnan Integrated Road Network
Development Project in China, integrated genderspecific actions, including:7
• Recruiting women in construction and
maintenance work of the subproject (during
the construction, women were recruited for pit
repairing; cleaning the road, ditches, and culverts;
collecting wasted materials and planting trees
and grass on roadsides to prevent soil erosion);
• Giving priority to people from poor families and
women when employing the local people;
• Paying men and women equally according to
domestic law and international conventions;
• Providing a safe working environment for
all employees;
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• Providing technical training on road maintenance
techniques and use of equipment for female
employees as well as safety training; and
• Providing safety and health training courses for
workers to raise their awareness on safety and
prevention of sexually transmitted diseases.
(2)Whatopportunitiesarethereforlocal,small
businessestoprovideservicestotheproject?Which
ofthoseservicesmightbeprovidedbybusinesses
ownedbywomenorthepoororemployingwomenor
thepoor?Whatsupportcouldbeprovidedtothose
companiestoaccesstheseopportunities?
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In addition to employment by the project, there
may be opportunities for services to be provided
to the project. Businesses of women or the poor
may be unprepared or ill adapted to the needs of
the project. For example, small businesses such
as local convenience stores can serve as payment
collection points. Local suppliers can provide
many needs of the project during construction and
implementation. In mining projects, local suppliers
are often excluded from opportunities to supply
goods and services to the mining operations, as
they cannot guarantee to the mining company that
they can provide the volume and quality of supply
demanded. A large mine requires huge volumes of
food, security services, housing, and so on.
If local suppliers are not able to provide the
required level of services, they will miss out on
opportunities. Some effort could be made by the
project to help poor businesses to deliver the
relevant services and win bids (individually or in
consortia). The project may include support to
poor communities to understand and prepare
for the opportunities that will be created by the
project and where they are best placed to take
advantage of those opportunities. The project may
set performance-based indicators linked to services
provided by businesses owned or operated by
women or the poor.8
(3)Whatarethepotentialindirecteconomicbenefits
oftheprojectforwomenandthepoor(forexample,
moreeconomicactivityleadingtogreatersupplyof
jobs,moreemploymentopportunitiesduetohigher
commutingability,moreskillstransferduetoaccess

12

topowerandtransport)?Willtheprojectprovide,
directlyorindirectly,newaccesstomarkets,
forexample,throughimprovedtransportation,
information,oreducation?Howmightthedesignof
theprojectfurthermagnifytheseindirectbenefits?
The economic benefits may not come from the
project but rather may be made available by the
project. For example, transport projects may
provide the poor with access to new markets, new
services (such as education and health care), or
new opportunities (whether by improved access to
transport, lower costs, higher cargo capacity, and
so on). The design of the project should consider
the nature of these economic benefits and should
focus on maximizing these benefits and ensuring
their sustainability. To improve the affordability of
public transport for the poorest, Bogotá rolled out
in early 2014 a ‘pro-poor’ public transit subsidy,
through a personalized smartcard. The construction
of feeder lines and bike lanes provided improved
accessibility to public transport for populations
living in the low-income periphery of the city.
(4)Aretherefacilitiesbeingdevelopedforthe
projectthatmightalsoprovidebenefitstothepoor,
forexample,watertreatment,electricitygeneration,
solidwastemanagement?Cantheprojectbeused
toprovideotherservicestothepoor?Istherean
opportunityforcross-sellingorotherpublic
servicedelivery?
In some cases, the infrastructure developed by a
project might be extended or expanded to provide
services to the poor. For example, infrastructure
for tourism facilities can be expanded to provide
services to the local community. Tourists will want to
see the local community well supported, may want
to be part of an outreach to local poor communities,
and may be willing to pay extra to provide such
support. As another example, special economic
zone (SEZ) projects also generally include the
development of infrastructure to service tenants
of the SEZ. These facilities may be expanded
to provide services to the local community, in
particular poor communities.
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3.4 How Can the Poor Communicate with the Project?
It is important for the project to benefit from advice
and feedback from the poor.
(1)Howdoesthepoliticalcontextofwomenandthe
poorallowthemtocommunicatewiththeproject?
Doeslocalgovernmentrepresentwomenandthe
poorwell?

9
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Women and the poor may have ‘voice’ (the ability
to makes one’s ideas and concerns heard) through
established political representatives, who may
be well attuned to the interests of women and the
poor, and may be able to act as a conduit for their
views for the project. Local political structures may
even have agencies or task forces designed to
support women or poor communities, which may
be well placed to provide voice where the project
is concerned. However, it may be that while women
and the poor are an important concern for local
political structures, the capacity of such structures
to engage with these communities or provide them
with voice where the project is concerned might be
limited. In these cases, other mechanisms may be
needed to provide voice to women and the poor.
For example, the project may engage with local
community bodies or NGOs; or it may create a
separate community engagement body,
specifically for the project. Such engagement
committees can be critical to project success,
ensuring good communication and avoiding
misunderstandings. The National Transmission
Modernization Project in Pakistan showed that
women are particularly vulnerable in rural areas,
with no recognized role in the authority structure
of the villages despite representing 46 percent
of the population. Only around 2—3 percent of
women participate in business activities or formal
employment, and only 30 percent participate in
local representation or political gatherings. Women
are rarely engaged in community consultations and
compensation matters.9
(2)Howdoestheculturalcontextofwomenandthe
poorallowthemtocommunicatewiththeproject?
Aretherecommunitygroupsthatreflecttheinterests
andconcernsofwomenorthepoor?
Cultural context may create challenges for the
voice of the poor, for example where the poor are
not allowed to express concerns or raise issues
in public forums. Community groups may provide
voice to the poor and may have better connection
to their interests, for example village or township
councils may represent the interests of the poor well
and may provide an opportunity for voice. However,

the poor may not be entitled to be represented
in community organizations (for example. where
membership is linked to land ownership).
(3)Aretherecivilorganizations/NGOsthatreflect
theinterestsandconcernsofwomenandthepoor?
Canthesegroupsbeusedasintermediaries/support
mechanismstoensureprotectionandcommunication
oftheinterestsofwomenandthepoor?
Civil organizations such as NGOs may be able to
provide voice or support to the poor to allow them
to express their views and provide feedback on the
project. Such organizations are often focused on
the interests and context of the poor. In Tangerang,
Indonesia, only 22 percent of the population had
access to clean water provided by the utility. A local
NGO constructed a series of centers to provide
water and sanitation in these areas, maintained
and operated by local families who run them as
concessions. They sell water and provide toilet,
shower, and washing facilities.10
(4)Howdowomenexpressopinionsandprioritiesin
decisionmakinginthefamilyandinthecommunity?
Howaremenandwomenorganizedand
representedinthesedecision-makingstructures?
In many cultures, social norms or laws may
prevent women from standing up, speaking, and
being heard during community discussions and
decisions, for example, at community meetings.
Staff need training to reach out effectively to local
women and to create an environment that enables
women to participate in community meetings, for
example organizing meetings at a time and location
that allows women to participate, the provision
of transport or child care, or the organization of
separate meetings for women and men. Women
may also be more comfortable talking with other
women. Culturally sensitive survey teams and
community liaison staff should therefore also
include female members who can conduct
discussions or lead interviews, if needed.
The project team for the National Transmission
Modernization Project in Pakistan uncovered a
lack of voice and agency of women, and proposed
project staff trained in effectively reaching out to the
communities, and especially women, seeking their
involvement in its consultations, development, and
implementation, and a conducive environment for
all women through gender-sensitive consultations to
assist with consultations, eligibilities, entitlements,
and management of grievances in a genderinformed manner.
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3.5 How Can the Project Communicate with Women and the Poor?
Just as it is important for women and the poor to
communicate with the project, it is also important for
the project to be able to communicate with women
and the poor.
(1)Howdowomenandthepooraccessinformation
(printmedia,radio,television,informalnetworks,
meetings)?Whatareliteracylevels?Arethere
establishedmechanismsforcommunicatingwith
theilliteratepopulation,forexample,familiaraccess
technologies?Whatlanguagesareusedascommon
communicationinthecommunity?
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Communication with women and the poor can
raise specific challenges, especially in the face
of low levels of literacy. The languages spoken
among the poor may be different from those in
other parts of the community. In particular, the poor
community may not be as familiar with the common
language, which may disadvantage the poor when
faced with economic opportunities or commercial
engagements. Some mechanisms can help address
language and literacy challenges. The community
itself may have developed coping mechanisms, for
example civil society groups may provide support
for literacy and translation. In some cases, a service
industry develops around these support functions.
The project may need to provide local offices for
support, for instance to provide written documents
and services in other local languages. Mexico’s
Oportunidades Program (now Prospera Program of
Social Inclusion) found that out of the 110 bilingual
personnel working for them in 2010, 79 percent of
them were not assigned to areas where they could
communicate in their mother tongue. They therefore
renewed efforts to hire bilingual promoters and
relocate existing ones to match linguistic demands.11
Women in low- and middle-income countries are,
on average, 10 percent less likely to own a mobile
phone than men, in South Asia this number climbs
to 26 percent. Women are 26 percent less likely to
use mobile Internet than men, and 70 percent less
likely in South Asia. Among mobile owners, women
are 18 percent less likely to use mobile Internet than
men.12 Closing this gap would create a substantial
commercial opportunity for mobile operators.
(2)Howcantheprojectengagewithwomenand
thepoor,inparticularindesigningtheproject,and
inmonitoringtheproject?Towhatextentarepoor
andfemalebeneficiariesconsultedwhenmonitoring
performanceoftheproject?
As a fundamental part of the project design,13 a
communication mechanism should provide for
engagement with women and the poor.

This process will include formal communication
arrangements to collect qualitative and quantitative
information to address specific performance criteria
and data points required for project operation. It
will also include informal consultations to allow
the poor community and women to raise issues,
ask questions, and help the project identify gaps,
needs, and changes in context.
(3)Howcantheprojectensurethatwomenare
representedthroughouttheconsultationprocess(for
example,timingofmeetings,women-onlymeetings)?
Project information must be understandable and
accessible for those affected by or benefiting from
the project (for example, translations into local
languages, audio recordings) or involving women’s
representatives to provide support. For example,
the Trung Son Hydropower Project in Vietnam made
extra efforts to ensure that community members, in
particular women, would participate in stakeholder
consultations and that potential language barriers
were addressed:14
• At least three weeks before the consultation
meeting, information of appropriate form and
in local languages was provided at district,
commune, village, and household level.
• Audio recordings of the project information,
frequently asked questions, and contact
information, with a machine on which they could
be played, were provided at the village level.
Recordings were in four languages: Vietnamese,
Thai, Muong, and H’Mong.
• Consideration was given to having separate
meetings with any group that was reluctant to
attend the village meetings to encourage women
and other vulnerable groups to participate.
• A short oral summary of the project, its impacts,
and proposed mitigation measures was presented
in the meeting. All questions/feedback, requests,
and responses were properly recorded.
• Group discussions were held if needed. In
addition to Vietnamese, translation of the
discussions into local languages was provided
as necessary.
(4)Howcantheprojectprovideexpediteddispute
resolutionthatisaccessibletowomenandthepoor,
forexample,complaintmechanisms,mechanisms
forcommunications,accesstotheregulator,
representativelocatedonsite,telekiosks?Inthe
eventofrenegotiationormodificationoftheproject,
towhatextentcantheprojectconsultwithwomen
andthepoor?
The project needs to ensure that the poor
community is able to access conflict resolution
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mechanisms where project performance does not
meet expectations. These procedures will allow
resolution of conflicts before they grow into disputes.
Poor communities often do not have access to the
resources needed to manage conflicts well with
sophisticated counterparts such as the investors
in the project. Gender-sensitive conflict resolution
mechanisms may include community meetings,
through women’s representatives to ensure that
women feel comfortable submitting their complaints

15

and concerns. For example, the Transmission
Efficiency Project in Vietnam provides for dedicated
staff to receive and address complaints and
grievances. Local organizations, such as the
Women’s Union, participate actively in the process.15
Expedited conflict resolution will help raise issues
with the project more quickly, and allow the project
to address challenges early, when they are easier
and cheaper to address.

3.6 What Incentives Should Be Placed on the Project Participants to
Protect the Interests of Women and the Poor?
(1)Whatbiddingcriteriashouldbeimposedto
ensurethatthesuccessfulbidderknowshowto
workwithissuesofwomenandthepoor,andcan
demonstrateahistoryofdoingso?
The bidding process should help identify a private
partner that has the expertise and experience in
implementing pro-poor and pro-women solutions
in other projects. The bidding process can also be
used to raise some of the issues identified and ask
bidders for creative solutions to address the issues
raised. This will test the ability of bidders to develop
effective solutions for issues associated with the
constraints in question, and can also evaluate the
extent to which said bidders have implemented
such solutions in other projects.
(2)Whatspecificpro-poorandpro-women
obligationsshouldbeplacedontheproject
(forexample,consultations,capacitybuilding,
infrastructure,andfinancingmechanismsfor
connectioncosts)?
The project needs to place a clear set of obligations
on the government authority, on the private investor
and on other project parties—things that parties
must do and things that they must not do or must
only do at certain times and in certain ways.
(3)Whatkeyperformanceindicators(KPIs)should
thePPPagreementinclude,forexample,numberof
poorconsumers,numberoffemaleemployees?
15
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In addition to obligations placed on project parties,
incentives should be designed to encourage the
project parties to comply with those obligations
and otherwise achieve specific outputs. These
incentives are often implemented through the
establishment of KPIs, which if breached can
result in financial penalties and possibly project
termination. Pro-poor and gender-inclusive KPIs
should be included based on the issues identified
above. Possible KPIs might include the following:

•
•
•
•

Number of poor consumers using the service
Number of new connections to the poor
Volume of service provided to the poor
Number, salary level, and seniority of projectrelated jobs awarded to women as compared
to male staff
• Relative number and value of service
contracts awarded to women owned or
operated businesses
Depending on the risk allocation, there may be
performance penalties, for example, if the financing
mechanisms for poor consumers is not used
enough or a bonus paid if a certain proportion of
employees are female. There may be a financial
penalty if complaints are not resolved within a
certain time frame, or bonus payments for each
poor consumer newly connected to the services.
(4)WhatisthebestwaytomonitorthoseKPIsand
ensurecompliancewithobligations?
Both parties should be encouraged and incentivized
to monitor implementation of the contract, including
compliance with obligations and fulfilment of KPIs.
A robust monitoring and (preferably) third-party
validation mechanism is needed to monitor the
performance indicators. The poor can often be
victims of collusion between private providers
and government monitors. The monitoring should
include project implementation related indicators, as
well as outcome indicators that can help assess the
net welfare gains or losses among women and the
poor from the project, differentiating between direct
and indirect (or second order) impacts. During
implementation, the monitoring system should aim
to provide timely and periodic feedback on (1) the
status of implementation of the pro-poor and gender
inclusive elements in the contract and (2) whether
the incentives to encourage inclusion of women and
the poor as project beneficiaries are working—so
that course corrections can be adopted as needed.
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