Improving Local Governance in the West Bank

Citizen Service Centers
One of the many challenges facing both citizens and local
government staff in the West Bank has been dealing with inefficient
and bureaucratic government services. Citizens often find
themselves shuttling between municipal departments and offices
in various locations, waiting for extended periods of time, returning
several times to check on the status of requests, and receiving mixed
messages from civil servants on what to do.
To address this, Global Communities (formerly CHF International)
introduced the concept of Citizen Service Centers (CSCs) based
on previously successful experience in the local governance sector
in Bosnia and Herzegovina. Since 2005, Global Communities, with
funding from the United States Agency for International Development (USAID), has established CSCs in 20 communities in the West
Bank, first under the Local Democratic Reform (LDR) program and
now continuing under the Local Government and Infrastructure (LGI)
program. With an average investment of around $250,000, Global
Communities is planning to implement an additional seven CSCs by
2015, for a total of 27.

What is a Citizen Service Center?

A Citizen Service Center (CSC) is a centralized location at which
citizens can access a variety of vital services and engage with
their local municipality. More than just a building, the CSC is also
equipped with modern equipment and software enabling fully
automated records management and service delivery. In addition,
Global Communities supports municipalities in streamlining their
procedures before the CSC is open to the public to ensure the greatest possible efficiency and reduced time spent by
citizens and staff processing requests for services. Highly trained and professional staff will be available to offer a variety
of services at each CSC, such as:
• Construction: Permit requests and land ownership inquiries;
• Utilities: Subscription to water and electricity services, billing inquiries;
• Public Health: General waste disposal;
• Financial: Make payments and apply and receive payment exemptions pertaining to other services; and
• Administrative: Licensing for public services, proof of marital status, proof of residency, and general complaints or suggestions
to the municipality.

Accessing services, Adh Dhahiriya CSC

Improved handicap access, ‘Illar CSC

How are Citizen Service Centers Established?

Citizen
engagement
helps inform
CSC design
and operations
and helps
municipalities
alert citizens to
new services.

A visit from former Mayor (Lexington,
Kentucky), Teresa Isaac, Tulkarm CSC

“A process that used to take 2 or 3 days
or even a full week will now be done in
mere hours.”
Design is based
on population
size and service
requirements at
each municipality,
and includes
green building
elements while
possible.

Dr. Yousef Naser, Former Mayor of Bir Zeit
Reviewing and
revising all
processes to
make them more
efficient for staff
and citizens.

Automation
of records and
services via
the Electronic
Document
Records
Management
System, new IT
equipment.

Staff trained in
new processes,
automated
software, and
customer service.

The pilot period
allows the
municipality
to test and fix
any bugs in the
system before
launching.

“The Citizen Service Center embodies
the philosophy of responsive and
effective services and its impact is
likely to spread to other areas of local
government unit operations…”
Independent Evaluation of Citizen Service
Center commissioned by USAID

How can Citizen Service Centers Improve Local Governance?
Citizen Service Centers, from the way they are designed to the way staff are trained in operating them, help municipalities
adhere to international good governance principles, including:
Equity: Every citizen is treated the same when entering a CSC; each person must take a ticket and wait for their number to
be called to speak with a service specialist. As a result, existing relationships with municipal staff or local council members
do not translate into preferential treatment.
Transparency: Each CSC is designed in a way to eliminate closed, hard-to-see spaces in favor of centralized, open areas,
making citizens more comfortable in dealing with staff. All offices have transparent windows, so that even if a citizen has a
private matter to deal with, the interaction is as transparent as possible.
Accountability: By utilizing an Electronic Document and Records Management System (EDRMS), staff and citizens can
always refer back to past records, track requests, and ensure timely responses.
Responsiveness: CSC staff are trained in customer service to ensure professional service delivery. In addition, citizens
can submit complaints or suggestions to the CSC to improve service over time.
“I have been abroad for 30 years, and I’ve experienced many local councils during my lifetime. The CSC
could metaphorically be described as the prescription that facilitated the treatment of so many patients. The
efficiency, respect, and positive behavior among all CSC staff are amazing. The applications are timely.
The city witnessed major improvements...and greater transparency...Most importantly, the citizen’s dignity is
respected and appreciated.”
Mohammad Abu Allan, citizen, Adh Dhahriyah Municipality
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