DRAFT
Guidelines for citizen-centred local governance and PAR problem solving 
1. Introduction
1.1 Background and Context
The Guidelines are developed and implemented within the Western Balkan Enablers for Reforming Public Administrations – WeBER 3.0 project. WeBER 3.0 is a three-and-a-half-year-long regional project funded by the EU and co-funded by the Austrian Development Agency, implemented from February 2023 to July 2026 by the Think for Europe Network (TEN) members[footnoteRef:1] and Centre for Public Administration Research (KDZ) from Vienna. WeBER 3.0 represents the third consecutive EU grant within the largest regional civil society-led initiative on monitoring public administration reform (PAR) in the Western Balkans (WB), the WeBER initiative[footnoteRef:2] that started in 2015. The project is implemented in all six WB countries and its activities are supported by the ministries or offices in charge of PAR in each country (project associates), SIGMA/OECD[footnoteRef:3] and Regional School of Public Administration (ReSPA).  [1:  European Policy Centre (CEP) Belgrade project coordinator; European Policy Institute (EPI) Skopje; Institute Alternativa (IA) Podgorica; Institute for Democracy and Mediation (IDM) Tirana; Foreign Policy Initiative BH (FPI BH) Sarajevo; Group for Legal and Political Studies (GLPS) Pristina. ]  [2:  WeBER (2015 – 2018) and WeBER 2.0 (2019 – 2023) projects primarily funded by the EU and the WeBER Plus project (2023 – 2024) funded by the SMART Balkans and Norwegian Ministry of Foreign Affairs. More information about WeBER available at: www.par-monitor.org. ]  [3:  SIGMA (Support for Improvement in Governance and Management) is a joint initiative of the OECD and the European Union. Its key objective is to strengthen the foundations for improved public governance, and hence support socio-economic development through building the capacities of the public sector, enhancing horizontal governance and improving the design and implementation of public administration reforms, including proper prioritisation, sequencing and budgeting.] 

The overall goal of the WeBER 3.0 is to further empower civil society organisations (CSOs) to contribute to more transparent, open, accountable, citizen-centric, and thus more EU-compliant administrations in the WB region. It contributes to strengthening of participatory democracy by enabling effective participation of CSOs from the WB and supporting inclusive citizens’ engagement in monitoring the results of PAR processes at all levels, in line with the EU requirements (SIGMA/OECD Principles). WeBER 3.0 features the crucial role of civil society in building healthy democracies through empowering CSOs to become reliable partner to governments in the EU accession process. By ensuring continuity in assessment of the progress of the reforms carried out by local civil society actors, WeBER 3.0 and its cornerstone product, the Western Balkan PAR Monitor, will continue to guide the governments in the region towards successful EU accession and membership. CSOs equipped with evidence and knowledge take up central place in the region’s EU path and ensure that the governments do not exercise reform processes to only qualify for the EU membership, but to improve the citizens’ lives.   
1.2 Purpose of the Guidelines 
The Guidelines are designed and developed to be implemented by the local-level CSOs supported within the framework of the WeBER 3.0 Small Grant Facility. Its implementation will contribute to the achievement of the project’s following specific objective: To strengthen engagement of grassroot and other local CSOs in local-level PAR and citizen engagement in PAR. 
Citizen-centred guidelines for implementation at the local government level aim to create an inclusive approach to solving issues in the areas of decision-making, policy formulation, and service delivery. The application of guidelines fosters a collaborative and participatory approach to problem-solving in the local communities, leading to more informed, inclusive, and sustainable solutions. Its implementation should contribute to reforming administrative processes to enhance efficiency and transparency by encouraging citizen engagement in identifying problems, suggesting reforms, and monitoring their implementation. 
The purpose of citizen-centred guidelines for solving local governance and PAR-related issues is to prioritise the needs, preferences, and aspirations of citizens in the decision-making and implementation processes of reforms. It seeks to empower and involve citizens as active participants in shaping the direction and outcomes of public administration reforms, thereby fostering a more transparent, accountable, and responsive governance system. Implementation of the guidelines should lead to the identification of context-specific challenges and co-creation of tailored solutions that effectively address local needs. By placing citizens at the centre of reform efforts, the guidelines strive to build trust, enhance legitimacy, and ultimately improve the overall quality of public administration and service delivery.
1.3 Scope and Target Audience
The scope of the guidelines includes but is not limited to the initiatives that deal with: 
1. Local Policy Formulation: Initiatives that seek to involve citizens in the development and review of a specific local policy by encouraging and guiding their participation in public consultations. 
2. Participatory Budgeting: Initiatives promoting citizen participation in the allocation of local budgets. They entail engaging citizens in the budget planning process, prioritising community needs, and ensuring transparency in budget decisions.
3. Service Delivery Improvement: Initiatives that aim to enhance the quality and accessibility of public services. They could include gathering citizen feedback on existing services, identifying areas for improvement, and collaborating with citizens to co-design more effective service delivery mechanisms.
4. Local Spatial, Economic, and Social Development: Initiatives that encourage citizens to actively participate in the design and implementation of the local development strategies, regional spatial plans, spatial plans of special purpose areas, spatial plans of local self-government units and urban plans. They could involve setting development goals, identifying projects, and aligning them with the needs and aspirations of the community. 
5. Information provision and overall communication by local government towards the public: Initiatives that aim to improve communication between the local government and citizens. Design and implementation of innovative, accessible and inclusive communication channels to keep citizens informed and engaged in local government’s activities and decisions.
6. Inclusive society: Initiatives that promote the values, relations and institutions that enable diverse groups to participate in social, economic, cultural and political life on the basis of equality of rights, equity and dignity. These initiatives may propose inclusive community centres or other type of accessible facilities to cater to the needs of various groups, including people with disabilities and vulnerable population, as well as redesign of public spaces (installing ramps, tactile pathways, and clear signage) that would make public areas more accessible. 

Successful implementation of citizen-centred guidelines and solution proposals assumes that there is cooperation and communication between the local authorities and civil society. It is essential to create an enabling environment that encourages open dialogue and mutual respect among stakeholders. Implementation of the guidelines should contribute to the improvement of local governance and public administration, but also foster community ownership. 

The target audience includes:

1. Citizens: The guidelines primarily focus on engaging citizens. They are the primary stakeholders whose needs, concerns, and aspirations the guidelines aim to address. Active citizen participation is essential for the success of the initiative.
2. Local government: Local government officials, including civil servants, are a crucial target audience. They play a central role in implementing the citizen-centric solutions and incorporating citizens’ inputs into decision-making processes.
3. Civil society: CSOs, including community-based and informal groups, are valuable partners in implementing the guidelines. They can help mobilise citizens, facilitate participatory processes, and advocate for citizens' interests.
4. Local businesses: In some cases, the local business community may also be part of the target audience, particularly if they are involved in public-private partnerships or have a significant impact on local development.
1.4 Key Concepts Applied in the Guidelines
The guidelines rely on the toolboxes of design thinking approach and sustainable development goals checklist, and thus offer a set of principles that solutions to local problems should be based on.

A. Design thinking is a problem-solving and innovation methodology that emphasizes a human-centred approach to tackle complex challenges. Design thinking, as a problem-solving methodology, encourages a mindset shift from problem-centric to people-centric. At its core, design thinking revolves around understanding the needs and desires of users, generating creative ideas, prototyping solutions, and iteratively refining them based on feedback.
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The process typically involves the following stages: 
· Empathise: The first stage is about understanding the problem from the perspective of the users or stakeholders. Design thinkers engage in empathy-building activities like interviews, focus groups, observations, and surveys to gain deep insights into users' experiences, motivations, and pain points.
· Define: In this stage, the information gathered in the ‘empathise’ phase is synthesised to clearly define the problem or challenge at hand. The team develops a problem statement that focuses on the needs and aspirations of the users.
· Ideate: The ‘ideation’ stage is a creative brainstorming phase. Design thinkers encourage wild ideas and free thinking to generate a wide range of possible solutions without constraints. Quantity and diversity of ideas are emphasized over evaluation at this stage.
· Prototype: In the ‘prototype’ stage, the team develops scaled-down versions or representations of the potential solutions. These prototypes can be physical models, storyboards, mock-ups, or even role-play scenarios. The aim is to quickly and inexpensively test ideas to see how they might work in real-world situations.
· Test: The prototypes are then tested with real users or stakeholders. Feedback is collected, and the team learns from their interactions with the prototypes. This iterative feedback loop helps refine the solutions, discard ineffective ones, and identify the most promising approaches.
· Iterate: The process is cyclical and iterative, with the team going back to the previous stages to refine and improve the solutions based on the feedback received. Iteration allows for continuous improvement and adaptation as new insights emerge.

B. Embracing citizen-centric approaches to support the achievement of the Sustainable Development Goals (SDGs). SDG Municipal Check[footnoteRef:4] was developed by KDZ, IUFE, and the Vienna Eco-Social Forum to offer cities and municipalities a practical and project-related application of the 17 Sustainable Development Goals for municipal development. Available sample checklists developed by the KDZ include (re)design of a public square, procurement of a vehicle for the municipal fleet, planning of a public kindergarten. The checklist is:  [4:  More information available here: https://www.kdz.eu/de/sdg-kommunalcheck ] 

· Based on yes/no questions;
· Easy to use on a project basis;
· Allows for discussion and reflection and specifically addresses all 17 SDGs;
· Ensures sustainable urban and community development.

The methodology of the SDG municipal check offers cities and municipalities the opportunity to invest in a generation-fair, socially fair, ecologically, and economically sustainable way based on the 17 SDGs. Using the municipal check from the start of planning ensures prevention of possible follow-up costs of local projects. 

SDG Check purpose:
· To involve citizens
· To develop checks for upcoming/planned municipal projects.
· To jointly “check” the municipal projects regarding their SDG compatibility.
· Honest communication and easy language is key!
2. The Guidelines  
By following the guidelines, CSOs can effectively implement design thinking principles and integrate the SDGs into their local-level projects. This integrated approach ensures that solutions are human-centred, contextually relevant, and contribute to the broader global agenda of sustainable development.

Step 1: Problem Elaboration and Contextual Understanding

· The specific issue at the local level identified in the project application should be further elaborated considering the challenges and priorities of the community.
· Examine the issue through the lens of the project-specific SDG checklist using the available examples[footnoteRef:5] as an inspiration.    [5:  Examples will be available as Annex to the final version of the Guidelines. ] 

In this initial step, the focus is on further elaborating on a specific local issue or challenge that requires attention and has already been proposed by the project application. It involves research and data gathering to understand the challenges faced by the community and their priorities. By examining the issue through the lens of the SDG checklist created specifically for the project, the broader implications for sustainable development are considered, ensuring that the solution aligns with the global agenda for positive change. In exceptional cases, and on the basis of appropriate justification, the local problem identified in the project application can be changed after the start of the project implementation.

Step 2: Empathy Building and Stakeholder Engagement

· Engage with key stakeholders, including citizens, local government representatives, other CSOs or informal groups, and experts, to understand their perspectives and experiences related to the issue.
· Conduct empathy-building activities such as interviews, focus groups, and community meetings to gain deep insights into the needs, perspectives and aspirations of the community.

These activities provide a face-to-face platform for stakeholders to express their concerns, needs, and aspirations, fostering a deeper understanding of the community's requirements. Engaging directly with stakeholders increases empathy and helps identify motivations and unmet needs, enabling the creation of successful solutions. Depending on the context and the resources of the project, the empathy building activities could include, but are not limited to:

a. Interviews: Conduct one-on-one interviews with key stakeholders to gather in-depth insights into their perspectives, experiences, and needs related to the local issue.
b. Focus Groups: Organise focus group discussions where a small group of stakeholders can openly share their thoughts and engage in a dynamic conversation on the issue.
c. Community Meetings: Host community-wide meetings or town hall sessions to provide a platform for citizens, local government representatives, and other stakeholders to voice their opinions and concerns.
d. Storytelling: Encourage stakeholders to share personal stories and anecdotes that shed light on their experiences and perspectives related to the issue.
e. Experts' Workshops: Organise workshops with experts in the field to gain insights and recommendations based on their knowledge and experience.
f. Visual Storytelling: Use visual methods, such as photography or drawing, to encourage stakeholders to express their perspectives creatively.
g. Key Informant Interviews: Interview individuals who are recognised as influential or knowledgeable within the community to gather their insights.

Step 3: Define the Problem

· Clearly define the problem statement or challenge based on the insights gathered during the empathy building phase.

Building on the insights gained from stakeholder engagement, the problem or challenge is clearly defined and articulated. This step ensures that the problem statement is comprehensive and reflects the collective concerns of the community. Also, the problem statement should be about the people the team is trying to help and whose needs have been uncovered in the previous step. It should also not list technical requirements, as this would unnecessarily restrict the project team from exploring areas that might bring unexpected value and insight to the project.

Step 4: Ideate and Co-Create Solutions

· Facilitate ideation workshops and brainstorming sessions with stakeholders to generate a diverse range of potential solutions.
· Encourage collaboration and co-creation to develop innovative approaches that address the root causes of the problem.

An important principle to bear in mind during the ideation phase is to set aside preconceived judgments. Project teams shouldn’t concern themselves with technical details like budgetary constraints or feasibility. Instead, they should use imaginative and unconventional thinking to develop innovative solutions. During this phase, there exist no incorrect concepts or propositions. Ideation workshops and brainstorming sessions are organised to involve stakeholders in generating potential solutions. Participants are encouraged to think creatively and collaboratively, allowing innovative approaches to address the root causes of the identified problem. Co-creation ensures that stakeholders have ownership of the solutions, leading to more effective and inclusive outcomes.

Step 5: Prototype and Test[footnoteRef:6] [6:  Step 5 should include delivery of one Local PAR Forum event to test the solution prototype and gather feedback from stakeholders for solution refinement. Local PAR Forum delivery is also stipulated by the WeBER 3.0 Small Grant Facility Call for Proposals.  ] 


· Develop prototypes or small-scale versions of the proposed solutions to test their feasibility and effectiveness.
· Test the prototypes with representatives from the target community and stakeholders to gather feedback and refine the solutions.
Promising solutions generated during ideation are translated into prototypes or small-scale versions. Prototype refers to a tangible or visual representation of a proposed solution or approach to address a specific challenge or problem and serves as a preliminary version that allows stakeholders to interact with and provide feedback on the proposed solution, enabling iterative improvements based on real-world insights. Prototypes are used to test and validate the feasibility, functionality, and effectiveness of a solution. These prototypes are tested with representatives from the target community and stakeholders, allowing for real-world feedback. Testing provides valuable insights into the feasibility, acceptability, and effectiveness of the proposed solutions.

Example of a solution prototype 

For example, consider a local PAR issue related to improving citizen feedback mechanisms for government services. The proposed solution might involve developing a user-friendly mobile application that allows citizens to submit feedback, report issues, and track the status of their inquiries. In this case, a prototype could take the form of:
· Digital Mock-Up: Create a digital simulation or mock-up of the mobile application's user interface and functionality. This could include interactive screens that showcase how users would navigate through the app, submit feedback, and receive updates.
· Process Flowchart: Develop a visual flowchart that outlines the step-by-step process of how citizens' feedback is captured, routed to relevant departments, and resolved. This helps stakeholders understand the backend workflow of the proposed solution.
· Paper Prototype: Create a low-fidelity (lo-fi) paper prototype that demonstrates the core features of the mobile app. E.g., this could involve hand-drawn screens and physical elements that users can interact with, providing a tangible experience.
· Storyboard: Develop a series of storyboard panels that illustrate the user's journey using the mobile app. Each panel depicts different stages of interaction, helping stakeholders visualize how the solution would be used in real-life scenarios.

The prototype would then be presented to stakeholders, including citizens, local government representatives, and relevant experts, for testing and feedback. Their input would be used to refine the solution's design, usability, and functionality before moving on to full-scale development and implementation. The iterative nature of prototyping ensures that the final solution is well-aligned with the needs of the community and effectively addresses the local issue. The local projects supported through WeBER 3.0 SGF are not expected to implement the solution, only to show the prototype.

Step 6: Evaluate and Refine

· Analyse the feedback received during the testing phase to identify strengths, weaknesses, and areas for improvement.
· Iterate and refine the solutions based on the insights gained to enhance their impact.

Feedback gathered during the testing phase is carefully analysed to identify the strengths, weaknesses, and areas for improvement in the prototypes. The team iteratively refines the solutions based on the feedback received, enhancing their impact and ensuring that they are well-suited to the community's needs. The final prototype should be a refined version of the prototyped tested in the previous step. 

Step 7: Engage in Advocacy and Communication

· Engage in advocacy to raise awareness about the issue and present the solution based on prototype. 
· Communicate project progress and success stories to stakeholders, donors, and the wider public.
The team engages in advocacy efforts to raise awareness about the issue and to promote the solution. Regular communication with stakeholders, donors, and the wider public shares project progress, success stories, and the impact achieved.

Step 7 is specifically significant for initiatives that have not secured cooperation with local authorities from the very beginning of the process. 

Possible ways of reaching out to citizens:
· Invitation through local governments’ PR and media channels ensure broader visibility.
· Direct mail with invitation letter targeted at specific demographics ensures personalised communication.
· Cooperation with partners such as CSOs, businesses, schools, and associations expand outreach and brings in diverse perspectives.
· Mobile information stands placed close to "project sites" make it convenient for citizens to access information and participate in discussions.
3. Expected Outcomes and Benefits
The implementation of a citizen-centred guidelines for solving local PAR issues has the potential to yield transformative outcomes that not only improve immediate conditions but also contribute to sustainable development and inclusive governance. By putting citizens at the centre of decision-making and problem-solving processes, communities become more resilient, engaged, and capable of shaping their own future in partnership with local authorities and civil society organisations.
Prioritising citizen engagement, inclusivity, and collaboration, will contribute to: 
· Enhanced Citizen Participation: The citizen-centred approach fosters increased citizen engagement and active involvement in decision-making processes. Residents become more informed, empowered, and willing to contribute their perspectives and ideas to address local issues effectively.
· Tailored and Contextually Relevant Solutions: By understanding the needs and aspirations of the community through empathetic interactions, the solutions generated are contextually relevant and tailored to address the specific challenges faced by the local population.
· Improved Service Delivery: Citizen feedback and co-creation ensure that public services are designed to better meet the needs of the users. This leads to improved service delivery, responsiveness, and overall satisfaction with government services.
· Transparent and Accountable Governance: The citizen-centred guidelines promote transparency and accountability in governance. By involving citizens in decision-making, local authorities become more accountable to their constituents, and governance processes become more open and inclusive.
· Inclusive and Equitable Solutions: The guidelines ensure that the voices of marginalised and vulnerable groups are heard and considered. This leads to more inclusive and equitable solutions that address the needs of all segments of the population.
· Increased Trust and Social Cohesion: Engaging citizens in collaborative problem-solving builds trust between the government and the community. As citizens see their inputs valued and incorporated into decision-making, social cohesion and community solidarity are strengthened.
· Efficient and Effective Policy Implementation: Involving citizens in policy formulation and implementation increases the likelihood of successful outcomes. As citizens take ownership of solutions, compliance and cooperation improve.
· Local Innovation and Creativity: The co-creation process fosters local innovation and creativity. Communities may come up with novel approaches that harness local resources and knowledge to tackle challenges effectively.
· Increased Resilience: Citizen-centred initiatives often build community resilience by addressing vulnerabilities and promoting community-led responses to local challenges, such as disaster preparedness and climate change adaptation.
· Sustainable Community Partnerships: By working collaboratively with CSOs and local governments, the citizen-centred guidelines establish sustainable partnerships that can address ongoing and emerging issues.
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4. Procedural Outline 

	Step
	Actions
	Description
	Duration[footnoteRef:7] [7:  Please note that the duration provided for each step is approximate and may vary based on the specific context, scale of the project, and resources available. The rough estimate to implement the framework is 6 – 7 months, however, this is a general estimate, and the actual time required could be longer or shorter based on the specific circumstances and challenges of the project.
] 

	Evidence[footnoteRef:8] [8:  Evidence for each implemented step needs to be submitted by the local organisation to the grant provider. This documentation is essential to transparently showcase the project progress. ] 


	1
	1) Elaborate the issue
2) Create and use the SDG checklist
	· Elaborate the specific local issue by considering the community's challenges and priorities as outlined in the project application.
· Examine the issue through the project-specific SDG checklist, drawing inspiration from available examples in the Guideline annex.
	2 – 3 weeks
	· Document with the problem elaboration submitted via e-mail.
· Project-specific project checklist identifying relevant SDGs and targets. 

	2
	3) Engage Key Stakeholders
4) Conduct Empathy-Building Activities
	· Engage with key stakeholders, including citizens, local government representatives, CSOs, informal groups, and experts, to understand their perspectives and experiences regarding the issue. 
· Conduct empathy-building activities such as interviews, focus groups, and community meetings to gain profound insights into the community's needs and aspirations.
	4 – 6 weeks
	· Reports from empathy-building activities. 
· Participants’ lists.  

	3
	5) Define the problem
	· Clearly articulate the problem statement or challenge based on the insights gathered during the empathy-building phase.
	1 – 2 weeks 
	· Problem statement submitted via e-mail. 

	4
	6) Facilitate Ideation Workshops
7) Encourage Collaboration
	· Organise ideation workshops and brainstorming sessions involving stakeholders to generate a diverse array of potential solutions. 
· Foster collaboration and co-creation to devise innovative approaches addressing the underlying causes of the identified problem.
	2 – 4 weeks
	· Reports from ideation workshops. 
· Participants lists. 

	5
	8) Develop Prototypes
9) Test with Community and Stakeholders at Local PAR Forum
	· Create prototypes or scaled-down versions of the proposed solutions to assess their feasibility and effectiveness. 
· Test these prototypes with community representatives and stakeholders at the Local PAR Forum with aim of gathering feedback to refine the solutions.
	4 – 6 weeks 
	· Solution prototype documented or submitted via e-mail (depending on the form of prototype). 
· Report on testing phase.
· Report on delivery of Local PAR Forum event. 

	6
	10) Analyse
11) Iterate and Refine Solutions
	· Analyse the feedback received during testing to identify strengths, weaknesses, and areas for improvement. 
· Iteratively enhance the solutions based on the insights gained to maximize their impact.
	3 – 4 weeks 
	· Final solution prototype documented or submitted via e-mail (depending on the form of prototype). 

	7
	12) Engage in Advocacy
13) Communicate Progress and Success
	· Engage in advocacy efforts to raise awareness about the issue and present the solution based on the prototype. 
· Communicate project progress and success stories to stakeholders, donors, and the wider public, highlighting the positive outcomes achieved.
	2 – 3 weeks 
	· Reports from advocacy events.
· Participants’ lists. 
· Press clipping. 
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