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FOREWORD 
 

The Government of Punjab, in view of growing realization that there should be a separate agency for 

supporting municipal development in the province, established the Punjab Municipal Development 

Fund Company (PMDFC) in 1998. 

 

Since 2006, PMDFC has been executing the Punjab Municipal Services Improvement Project 

(PMSIP), an initiative of the Punjab government and the World Bank. PMSIP is designed to improve 

the viability and effectiveness of urban services provided by the participating Tehsil Municipal 

Administrations (TMAs). 

 

PMSIP has two components; Institutional Development (ID) and Infrastructure Development. 

Institutional Development is undertaken through planning and execution of capacity building activities at 

the TMAs. Since 2006, PMDFC has undertaken a number of ID interventions including the establishment 

of Performance Management System (PMS) and Complaint Tracking System (CTS), TMA Website 

Development, introduction of IT culture at TMA offices through provision of basic & advance computer 

trainings, establishment of Computerized Financial Management System (CFMS), Urban Planning and 

Development of GIS-based service delivery maps. This report helps in measuring the level of impact 

from Institutional Development component and also informs as to how TMAs are actually benefiting 

from the PMSIP ID component. 

 

After the successful implementation of institutional development interventions in 37 partner TMAs over 

a period of four years and getting results from the First Round of ID assessment (conducted in 2010), 

the interventions were scaled up to a further 68 partner TMAs across Punjab – taking the total to 105 

TMAs, excluding those in City District Governments. 

 

The current report compiles the results of the Second Round of ID assessment done in 2012. This report 

highlights the achievements at the TMA level, and also informs about the gaps in their adoption by 

TMAs. Then it, identifies the reasons for slow adoption, and provides recommendations for improvement 

in adoption of these interventions at TMA level. 

 

In essence, this report provides an excellent source of information on the results achieved by PMSIP 

capacity building component, and gives a voice to TMAs - the beneficiaries of these interventions. The 

results reported come directly from a survey of TMA management. 

 

It is hoped that this report will provide useful insights into the capacity building process of TMAs. 

 

 

 

Muhammad Aamer Nazeer 

Managing Director 
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1. Introduction 
 

1.1. Introduction to PMDFC 
 

The Punjab Municipal Development Fund Company (PMDFC) was established in 1998 by the 

Government of Punjab under a World Bank initiative as an independent, government-sponsored, not-for-

profit Company limited by guarantee. Its autonomous, public-private Board of Directors is composed of 

members of the Provincial Government (P&D Department, LG&CD Department, Finance Department), 

civil society and the private sector. 

 

PMDFC has worked in very close collaboration with the Punjab Local Government and Community 

Development (LG&CD) Department, Tehsil Municipal Administrations (TMAs) in Punjab and the World 

Bank on day to day basis. PMDFC is managed by a Managing Director and three General Managers: 

Institutional Development, Finance and Infrastructure.  The company recruits in the market and has been 

able to attract capable and qualified staff. 

 

1.2. Introduction to PMSIP 
 

Funded by the World Bank and implemented by PMDFC, the Punjab Municipal Services 

Improvement Project (PMSIP) is designed to improve the viability and effectiveness of urban services 

provided by the participating TMAs, and to make these improvements sustainable and replicable in other 

municipalities through grants. 

 

These grants financed activities in two components: 

i. strengthening the capacity of TMAs for improved urban management, governance, and service 

provision (Institutional Development component); 

ii. infrastructure investment component for TMAs 

 

1.3. Background to ID Impact Assessment  
 

Under the Institutional Development (ID) component, PMSIP and PMDFC have introduced a set of 

interventions at TMAs in Punjab to improve their viability and effectiveness, allowing them to be able to 

provide better municipal service delivery. 

 

These interventions were introduced in partner TMAs in Punjab in a phased manner. In the first year, 19 

TMAs were chosen (Year I TMAs), while in the second year an additional 18 TMAs were selected for 

these interventions (Year II TMAs). Collectively, these 37 TMAs were the primary beneficiaries of 

PMSIP ID component till 2010. 

 

Since 2010, these capacity building interventions have been scaled up to an additional 68 TMAs – taking 

the total project scope to 105 TMAs – which are all urban TMAs in Punjab except those in the five City 

Districts. 
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1.3.1. First Round of Impact Assessment – 2010 
 

As a part of the Mid-Term Review (MTR) of PMSIP, the World Bank and PMDFC launched a detailed 

assessment of ID interventions. The purpose of this exercise was: 

 to determine achievements and impacts of this component since project start; 

 to formulate indicators for success; 

 and to identify areas where improvements can happen in future. 

 

In the first round of this Assessment, survey was conducted in 2010 to make this component more 

responsive to the TMAs’ ID needs while scaling up. The scope was 19 Year I TMAs. 

 

1.3.2. Second Round of Impact Assessment – 2012 
 

The second round of this Assessment survey (present document) was conducted in 2012. The purpose 

was to gain a complete picture of achievements and impacts of PMSIP’s ID component by enhancing the 

scope of the earlier assessment. 

 

The scope was 37 Phase I (Year I and II) TMAs. These 37 TMAs were chosen for this Assessment 

because they have been beneficiaries of PMSIP’s ID interventions for many years now, and thus the 

benefits of these interventions will be more entrenched in these TMAs. 

 

1.4. List of PMSIP partner TMAs included in ID Assessment 
 

All 37 Phase I (Year I and II) PMSIP-partner TMAs in Punjab were included in this second round of ID 

Impact Assessment. These TMAs have been beneficiaries of PMSIP institutional development (ID) and 

capacity building activities since project inception. First round of this survey included only 19 year I 

TMAs. 
 

Year – I TMAs Year – II TMAs 

1. Ahmed Pur Sial 

2. Attock 

3. Bhalwal  

4. Chakwal  

5. Chiniot  

6. Daska 

7. Dunyapur 

8. Fateh Jang  

9. Hazro 

10. Jhelum 

11. Kasur  

12. Kot Momin 

13. Liaquatpur 

14. Lodhran 

15. Mailsi 

16. Pind Dadan Khan 

17. Sambrial 

18. Shorkot 

19. Toba Tek Singh 

1. Bahawalnagar 

2. Bhakkar 

3. Burewala 

4. Chichawatni 

5. Ferozewala  

6. Gojra 

7. Hassanabdal 

8. Khanpur 

9. Layyah 

10. Mandi Bahauddin 

11. Malakwal 

12. Noorpur Thal 

13. Okara 

14. Renala Khurd 

15. Sarai Alamgir 

16. Sargodha  

17. Sillanwali 

18. Vehari 
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2. Methodology of ID Impact Assessment 
 

2.1. Analysis Plan and Questionnaire development: 
  

World Bank and PMDFC teams jointly developed a comprehensive close-ended survey questionnaire that 

was administered by PMDFC teams in the field in 37 Phase I TMAs. The survey targeted officials at the 

TMA level as respondents. Separate questionnaires were developed for various TMA staff i.e. TMO, 

TO (I&S), TO (F), TO (P&C), Complaint cell in-charge and other TMA officials. 

 

This survey instrument was based on an analysis plan that identifies impacts created by the ID 

component and gauges the extent to which the true potential of the component is currently being utilized. 

 

Another aspect of the survey questionnaire design involved using multiple response reinforcement layers 

where recurring questions were asked to approach the same issue from different angles. The responses to 

such interlinked question were later superimposed to bring out the true effect of ID interventions. 

 

To accurately measure the level of impact from an ID component, respondents were also asked to rank 

the expected benefits of each ID intervention, in order to provide a broader view of how TMAs are 

actually benefiting from these interventions. Each potential benefit was then qualitatively gauged using 

one or more of the following techniques a) direct qualitative questions, b) before-and-after analysis c) 

with-and-without analysis. 

 

2.2. Data Collection, Tabulation and Presentation: 
 

Responses were recorded during field visits from staff of 37 partner TMAs by PMDFC staff in 

September-October 2012. Results are presented in this document. To the extent possible, results from 

the previous survey are presented alongside for comparison. The comparison is based on: 

 

 Overall comparison of 37 total TMAs (survey round 2012) with 19 Year I TMAs (survey round 

2010). 

 Comparison over time of 19 Year I TMAs covered in both survey rounds, 2010 & 2012. 

 

2.3. Differences with first round of Assessment (2010): 
 

 This second round was conducted in a larger set of partner TMAs (37 instead of 19) 

 This second round has more levels of analysis, as disaggregated results are available based on 

category of respondents (designation of TMA staff respondent), as well as  TMA staff’s duration 

of service in their respective TMAs 

 This second round presents more findings when compared to the first round. 
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2.4. Respondent profile on basis of Duration in TMAs 
 

The following is the brief description of type of respondents for this survey, done in 37 partner TMAs in 

Punjab. These 37 were the phase-1 and phase-2 beneficiary TMAs of PMSIP. 

Sr.# Category of Respondents 
# of 

Respondents 

# of respondents 

working in same TMAs 

for one year or longer 

1 TMO 37 23 62% 

2 TO (Infrastructure & Services) 37 22 59% 

3 TO (F) 32 23 62% 

4 TO (P&C) 35 16 43% 

5 Complaint Cell in-charge 37 33 89% 

6 
TMA officials (Water supply in charge / Street 

light Inspector / Sanitary inspector) 
37 36 97% 

Total 215 153 71% 

 

Out of total 215 respondents, 71% have been working in their respective TMAs for one year or 

longer. For each type of staff, the corresponding figures are mentioned in the table above. Lower staff is 

more likely to be working in the TMA for a long time – 97% of lower TMA officials and 89% of 

complaint cell in-charges have been there one year or longer. This shows that lower TMA staff is not 

mostly transferred from the TMA and serve in their respective TMAs for a longer period than that in case 

of TMOs and TOs. 

 

Duration of working in same TMA # of Staff 

Three Months 22 10% 

Six Months 36 18% 

One Year 14 6% 

More than one Year 139 65% 

 

Since most of the respondents have been working in their TMAs for one or more years, they understand 

the nature of ID interventions and have experienced benefits generating from them. 

 

2.5. Organization of content in Assessment report 
 

This report summarizes the achievements and shortcomings of all ID interventions, based on the survey. 

Each ID activity is assessed separately and a list at the beginning of each chapter summarizes the major 

impact of each ID intervention. The report also presents a broad assessment of ID interventions focusing 

on the factors that influence their success. The assessment looks into the legal mandates and incentives 

and deterrent for TMA officials for carrying out the activity. 
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3. Summary Description of ID Interventions 
 

PMSIP has introduced a set of institutional development / capacity building interventions at TMAs to 

improve their viability and effectiveness, allowing them to be able to provide better municipal service 

delivery. All these interventions were designed with the purpose of enhancing the following aspects in the 

functioning of TMAs: 

 governance 

 accountability 

 transparency 

 

3.1. Complaint Tracking System (CTS): 
 

The primary objective of introducing CTS is to enhance TMAs’ efficiency and responsiveness in 

addressing citizens’ complaints regarding municipal services, by streamlining the registration, 

response, and tracking of all complaints that are required to be recorded centrally. 

 

Its implementation starts from a manual system which, with the passage of time, is strengthened by 

introducing a Computerized Complaints Tracking Software (CCTS). 

 

CTS was first implemented in 19 TMAs in 2006 and then in a further 18 TMAs in 2008. Since 2010, it 

has been scaled up to 105 TMAs in Punjab. 

 

3.2. Performance Management System (PMS): 
 

The primary objective of PMS is to establish and maintain a municipal service database that allows 

systematic monitoring of services provided by TMAs. The long term objective is to improve resource 

allocation and provide a basis for informed decision making at the TMA level. 

 

PMS was first implemented in 19 TMAs in 2006 and then in a further 18 TMAs in 2008. Since 2010, it 

has been scaled up to 105 TMAs in Punjab. 

 

The project has helped create an integrated, real-time updated, Province-wide performance 

management database at TMA level that is centrally tracked. This is the first time that TMA 

performance can be systematically monitored & analyzed in Punjab, and can be used for policy decision 

making. This software has been developed by PMDFC and will be eventually housed and used at the 

LG&CD Department. 

 

3.3. Municipal / Action Planning: 
 

The primary objective of the Action Planning exercise is to enhance a municipal planning culture at the 

TMA level. The planning activities under the project include: 

 developing GIS maps of the town where existing municipal services are marked; and 

 conducting participatory planning exercises for the prioritization of infrastructure investments 

including formulation of a strategy identifies priority sectors and a priority list of projects for 

the TMAs. 
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Since 2010, detailed mapping has now been done for 105 TMAs in Punjab. 

 

3.4. Computerized Financial Management System (CFMS): 
 

The objective of introducing CFMS is to automate the accounting and financial management system 

in partner TMAs. The CFMS transforms the TMAs’ manual accounting to a computer-based automated 

system, without changing the accounting or financial management practices. Its implementation has 

resulted in a transition from a time-consuming manual process to a modern but simple and efficient 

computer-based book keeping system for TMAs. 

 

Since 2010, CFMS has been scaled up to 105 TMAs in Punjab. 

 

3.5. Trainings for TMA staff: 
 

Through this component, PMDFC has provided hands-on training to TMA staff in the following aspects, 

across 105 TMAs in Punjab: 

 

 Hands-on trainings on data collection, compilation, and reporting for multiple municipal services 

under Performance Management System 

 Hands-on trainings on use of software for implementation of  CFMS 

 Hands on training to run Complaint Tracking System efficiently as per SOPs developed by 

PMDFC 

 Hands on training on the usage of PMS & CTS integrated web based softwares 

 Basic & advanced training on computer use, website launching and updation, internet use etc. 

 Use of engineering and other equipments provided by PMDFC, such as foggers, sewer safety 

equipments, sullage pumps etc. 

 Municipal planning (including the use of GIS for land-use planning) 

 Operation and maintenance of infrastructure assets 

 Training on standardized procurement methods 

 

3.6. Websites for TMAs 
 

The primary objective of introducing TMA websites is to develop an efficient communication medium 

for public disclosure of information. Prior to this initiative, no partner TMA had a website. 

 

PMDFC developed a modern interface of TMA with citizens of its area and other stakeholders. It 

prepared a standard template for TMA websites and also trained TMA officials in maintaining and 

updating the websites. TMA websites were launched by trained TMA officials under the guidance of 

PMDFC Staff. There has been a strong focus on provision of trainings to relevant TMA staff on website 

management. 

Since 2010, detailed websites with a wide array of information now exist for 105 TMAs in Punjab. 
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4. Complaint Tracking System (CTS) 
 

4.1. Description of Respondents Data: 
 

A questionnaire has been developed to assess the impact of CTS in TMAs. Respondents include TMA 

staff in various positions across 37 TMAs. The total number of respondents is 148. 

 

All questions were asked from TMO. Other TMA staff including TO (I&S), Complaint Cell in-charge and 

other officials were required to answer questions of their relevant fields. Additionally, a General 

questionnaire has also been developed which includes a variety of questions on aspects of ID 

interventions. Results from these questions that are related to CTS are presented in this section. 

 

4.2. Major Impacts of CTS in Ranked Order: 
 

Respondents were asked to rank a list of benefits that the CTS have provided. The ranked order is as 

follows after taking the average of all the responses: 

 

1. Efficient redressal of complaints 

2. Increased public satisfaction level with complaint redressal 

3. Organized availability of complaints information 

4. Standardization of complaint resolution time 

5. Cross validation of status and situation of municipal services 

 

These rankings are the same for TMA officials who have been working in their respective TMA for one 

year or longer. 

 

4.3. Results of Assessment Survey for CTS: 
 

4.3.1. Impact of CTS on Complaint Resolution Process: 
 

Organized availability of complaint information: 

 

A significant impact of CTS has been the systematic organization of citizen complaints data. Overall 94% 

of respondents from 37 TMAs stated that CTS has helped in the organized availability, in a structured 

manner, of complaint information. 

 93% for 19 Year I TMAs in 2012, compared to also 93% for these TMAs in 2010. 

 

More efficient complaint resolution: 

 

Additionally, 86% of respondents from all 37 TMAs stated that CTS has made the resolution of 

complaints more efficient, and that its impact is significant in doing so. 

 87% for 19 Year I TMAs in 2012 



Assessment Report on Institutional Development Interventions of the Punjab Municipal Services 
Improvement Project (PMSIP) – 2012. Volume 2 

 

Punjab Municipal Development Fund Company  8 
 

Time of 
redressal, 

37% 

Record & 
registration 

of 
complaints, 

48% 

Complaint 
Follow-up 

mechanism
, 11% 

All these 
have 

improved, 
4% 

Respondents saying which aspect of 
complaint resolution improved most 

37% 

28% 
23% 

37 TMAs - 2012 Year I TMAs - 
2012  

Year 1 TMAs - 
2010 

Respondents saying biggest 
impact of CTS on time taken to 

resolve complaints 

 Overall 85% of respondents stated that the time taken to resolve complaints has decreased due to 

CTS. 

 This figure is 83% for 19 year I TMAs. 

 

 

CTS has increased the performance of a number 

of areas of the complaint resolution process. 

 

Overall 48% of respondents stated that CTS has improved the system of record and registration of 

complaints. 

 54

% for 19 Year I TMAs in 2012, compared to 42% for 

these TMAs in 2010 

 

Moreover, 37% of respondents from all 37 TMAs & 

Year I TMAs reported that the most significant impact 

of CTS has been on the time taken to resolve 

complaints. 

 28% for 19 Year I TMAs in 2012, compared 

to 23% for these TMAs in 2010.  

 

Additionally 11% of respondents from all 37 TMAs reported that CTS has improved the complaint 

follow-up mechanism. 

 9% for 19 Year I TMAs in 2012, compared to 35% for these TMAs in 2010. 

 

The perception of TMAs behind this changing figure is that in 2010, TMAs had to do more follow up of 

complaints among different sections of TMAs, whereas now the adoption level of CTS has increased in 

TMAs, which requires less effort for follow up. In contrast, complaints redressal time has been improved 

significantly, which shows strengthening of the system. 

 

 

 

 

 

48% 
54% 

42% 

37 TMAs - 2012 Year I TMAs - 
2012  

Year 1 TMAs - 
2010 

Respondents saying CTS has 
Improved system of complaint 

registration 
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CTS a major factor for improving time of complaint resolution: 

 

Respondents of the general questionnaire were also asked a different question to validate the results of the 

above. Overall 50% of respondents from all 37 TMAs said that CTS is the major factor responsible for 

improving and standardizing complaint resolution time. 

 Active interest of the Administrator and/or the TMO identified as the major factor by 21% of 

respondents. 

 efficiency of the TMA staff identified as the major factor by 20%. 

 

CTS a major factor for improving complaints redressal: 

 

In a different question, overall 61% of respondents from all 37 TMAs stated that CTS is the major factor 

responsible for improving redressal of citizen complaints on municipal services. 

 Active interest of the Administrator and/or the TMO, and the efficiency of the TMA staff, were 

identified as the major factor by 15% and 16% of respondents respectively. 

 

4.3.2. Impact of CTS on Public Perception: 
 

Confidence of citizens in complaints system: 

 

Structured information collection and storage has 

helped TMAs to effectively track and follow up all 

complaints. This has led to increased citizens’ 

confidence in the complaint resolution system. 

Overall 84% of respondents believe that CTS is a 

major factor in improving the confidence of citizens 

towards the TMA complaint system. 

 85% for 19 Year I TMAs in 2012, which is 

big increase compared to 67% for these 

TMAs in 2010.  

 

Respondents of the general questionnaire were also asked another question to validate the results of the 

above. When asked why public satisfaction in complaint redressal has improved, overall 60% of 

respondents identified CTS as the major factor (56% for 19 year I TMAs currently). 

 Another 25% said public satisfaction in complaint redressal has improved due to active interest of 

the Administrator and/or TMO. 

 

Increasing citizen use of complaint system: 

 

One indicator of enhanced public confidence is the increasing number of complaints in the TMA, simply 

due to the availability of a standardized system of filing a complaint regarding municipal services. Overall 

58% while from year I TMAs % of respondents reported that number of complaints has increased after 

the establishment of CTS, and that this increase is due to CTS. 

 62% for 19 Year I TMAs in 2012, which is big increase compared to 46% for these TMAs in 

2010. This result indicates increase of public confidence in TMAs. 

58% 
62% 

46% 

37 TMAs - 2012 Year I TMAs - 
2012  

Year 1 TMAs - 
2010 

% respondents reporting increase in 
complaints registration after CTS 
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 An additional 13% of respondents in 

2012 said that the increase in number of 

complaints is not only due to CTS. This 

was 33% in the 2010 survey of Year I 

TMAs. 

 

4.3.3. Impact of CTS on municipal 

service delivery, R&M and monitoring 

of TMA staff: 
 

CTS have also greatly helped TMAs in 

improving municipal service delivery. Before 

launching the CTS, TMA management had no 

quantitative measure to identify deterioration in 

standards of municipal services by category or geographical area. 

 

CTS helps in identification of problem areas: 

 

55% of respondents from all 37 TMAs stated that besides complaint tracking, the most common use of 

organized complaint information via CTS is the identification of problem areas in the TMA for municipal 

services. 

 51% for 19 Year I TMAs in 2012, compared to 67% for these TMAs in 2010. 

 

This has been the major use of CTS data besides its direct use as a complaint registration system. Overall 

18% of the respondents stated that the most common use of CTS data besides complaint tracking is 

accountability of TMA staff.  

 

CTS improves municipal services as compared to areas without CTS: 

 

Overall 90% of respondents stated that in their opinion the level of municipal services in this TMA was 

better, and due to CTS, when compared to non-PMSIP municipal bodies. This figure is 85% for the Year 

I TMAs. 

 

CTS has as much role as PMS in service delivery 

improvements: 

 

TMAs consider CTS to be a good tool as compared to 

PMS for monitoring and improving service delivery. 42% 

of overall respondents have attributed improvements in 

service delivery to CTS. 

 36% for 19 Year I TMAs in 2012, compared to 

56% for these TMAs in 2010.  
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In comparison, 37% of overall respondents attribute improvements in service delivery to PMS. 

 36% for 19 Year I TMAs in 2012, compared to 25% for these TMAs in 2010. 

 

An additional 16% of overall respondents (and 27% respondents for 19 Year I TMAs in this round) have 

attributed improvements in service delivery to both CTS as well as PMS. 

 

These results are also showing increasing trend in use of CTS and PMS since 2010 for monitoring and 

improving municipal service delivery. This may be due to the increasing utilization of various PMS 

features and data streams at the TMA level after consistent support and training being provided to them 

by PMDFC. 

 

CTS helps in identifying R&M needs: 

 

We are also beginning to see CTS data being used to 

identify repair and maintenance (R&M) requirements 

of infrastructure in TMAs. TMA staff is now able to 

track geographical and category-wise complaint data 

to assess repair needs quickly. 

 

When asked what the most important factor was in 

identifying R&M requirements, 30% of overall 

respondents said CTS. 

 29% said PMS 

 A small group of 9% also said that both CTS and PMS are used for this. 

 21% said other factors 

 11% mentioned Administrator and/or TMO 

 

4.3.4. Utilization of CTS output by TMAs: 
 

Increasing utilization of CTS output by TMA management: 

 

According to the survey, TMA management has shown strong interest in utilizing CTS data. Overall 42% 

of respondents reported that CTS data is most frequently requested by TMA leadership, showing their 

increasing confidence in its usefulness.   

 31% for 19 Year I TMAs in 2012, compared to 51% for these TMAs in 2010. 

 

However, an additional 40% & 31% of respondents from all TMAs and Year I TMAs stated that it is in 

fact PMDFC that requests these data most frequently 

 31% for 19 Year I TMAs in 2012, compared to 39% for these TMAs in 2010. 

 

18% of overall respondents stated that these data are requested relatively equally by PMDFC and 

senior TMA management (TMO).  

 

PMS, 
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CTS, 
30% 

Administr
ator / 
TMO, 
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Others, 
21% 

Both 
CTS and 
PMS, 9% 

Respondents saying most 
important factor in identifying 

R&M needs 



Assessment Report on Institutional Development Interventions of the Punjab Municipal Services 
Improvement Project (PMSIP) – 2012. Volume 2 

 

Punjab Municipal Development Fund Company  12 
 

 This trend signals that TMA management has shown great interest in CTS and TMAs have already found 

useful applications of CTS data. However, the declining trend for 19 Year I TMAs shows that we need to 

sensitize LG&CD Dept to ensure that TMAs will adopt this intervention as per delineated SOPs. This 

will optimize the effectiveness of this intervention. 

 

4.3.5. Impact Assessment Results Disaggregated by Categories: 
 

An additional layer of analysis comes from disaggregating data by respondent category (type of TMA 

official) as well as period of service (continuity) in the same TMA. 

 

All the results and trends identified in this section hold for these disaggregated categories as well. More 

specifically, we focused on officials with a period of service of one year or longer in their respective 

TMA (114 respondents). The results are the same as those reported above. Similarly, the results are the 

same for a grouped category of TMO and TO (I&S) (74 respondents) as well as the category of 

Complaint Cell in charge (37 respondents). 
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5. Performance Management System (PMS) 
 

5.1. Description of Respondents Data: 
 

A questionnaire has been developed to assess the impact of PMS in TMAs. Respondents include TMA 

staff in various positions across the 37 partner TMAs. The total number of respondents is 112. 

 

All questions were asked from TMO. Other TMA staff including TO (I&S) and other officials (Water 

supply in-charge, Sanitary Inspector and Streetlight Inspector) were required to answer the questions of 

their relevant fields. Additionally, a General questionnaire has also been developed which includes a 

variety of questions on all aspects of the various ID interventions. Results from these questions that are 

related to PMS is presented in this section.   

 

5.2. Major Impact of PMS in Ranked Order: 
 

Respondents were asked to rank a list of benefits that the PMS have provided. The ranked order is as 

follows after taking the average of all the responses.  

 

1. Improved Monitoring of service delivery 

2. Availability of data on municipal services quality 

3. Improved Monitoring of TMA staff 

4. Coverage data on municipal services made available 

5. Informed decision making 

6. Identification of repair and maintenance requirements 

 

These rankings are the same for TMA officials who have been working in their respective TMA for one 

year or longer. 

 

5.3. Results of Assessment Survey for PMS: 
 

Five years after PMS launching, TMAs recognize it as a valuable database on quality and coverage of 

municipal services and utilize it widely to monitor the quality of service delivery. TMAs are now slowly 

beginning to perceive the benefits of PMS data beyond day-to-day monitoring of service delivery, but 

there is still some way to go. 

 

Higher level benefits of PMS may slowly be materializing.  These include, for example, utilization of 

PMS as a monitoring tool for holding TMA staff accountable; and as a management tool for the 

identification of R&M requirements. 

 

The end objective is that PMS data should optimally be used to aid planning, decision making and 

budgetary allocation exercises at TMA level. 
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5.3.1. Impact on service delivery data: 
 

PMS has improved data collection on municipal service delivery: 

 

Overall 93% of respondents consider service delivery data maintained by PMSIP partner TMAs better 

than at other non-PMSIP partner municipal bodies. 

 91% for 19 Year I TMAs in 2012, compared to 92% in 2010. 

 

PMS has been instrumental in affecting this improvement, with overall 94% of respondents reporting the 

role of PMS as a significant factor in improving service delivery data. 

 93% for 19 Year I TMAs in 2012, compared to 100% in 2010. 

 

5.3.2. Impact on monitoring the performance of service delivery: 
 

PMS has improved monitoring of service 

delivery quality and coverage: 

 

In addition to its contribution in establishing a 

service delivery data repository, TMAs consider 

PMS an effective tool for monitoring service 

delivery performance. 

 

Overall, 68% of respondents from all TMAs 

reported PMS as a useful tool to effectively 

monitor both the coverage as well as the quality of 

municipal services. 

 70% for 19 Year I TMAs in 2012, compared to 62% in 2010. 

 

The remaining respondents stated that PMS has helped in the monitoring of data either for coverage or 

quality of municipal services. 

 

PMS is crucial for knowing status of services: 

 

66% of respondents from all TMAs (in the general 

questionnaire, n=216) reported that PMS is the most 

important means for identifying the current status of 

municipal services. This increases to 75% when 

responses only from TMA management (TMOs and 

TOs) are considered.  

 

5.3.3. Impact on monitoring of TMA staff: 
 

Overall 98% of respondents reported that PMSIP-
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partner TMAs have better capacity to monitor its staff performance as compared to non-PMSIP municipal 

bodies. 

 97% for 19 Year I TMAs in 2012, compared to 95% in 2010. 

 

PMS helps better monitor TMA staff: 

 

Furthermore 70% of respondents for all TMAs 

identified PMS as the most significant factor for 

improving the capacity to better monitor the 

performance of TMA staff.  

 66% for 19 Year I TMAs in 2012, which is a 

big increase compared to 35% in 2010. 

 

This signals that PMS is gradually becoming effective 

in improving the ability of TMA managements to monitor their staff performance and hold them 

accountable. 

 

5.3.4. Utilization of PMS output by TMAs: 
 

Majority of respondents stated that the PMS data maintained by TMA staff are most frequently requested 

by PMDFC. Only 23 said that this data is requested most often by their respective TMO. 

 31% for 19 Year I TMAs in 2012, which is reduction compared to 37% in 2010. 

 

The remainder said these service delivery data are most frequently requested by PMDFC, or by TMO and 

PMDFC both. 

 

TMA management serving longer use PMS more: 

 

Senior TMA officials (TMOs and TOs) that have been serving in their TMAs for a longer duration are 

slightly more likely to utilize PMS data being maintained at their TMAs. 36% of respondents (TMOs and 

TOs serving longer than a year at the TMA) stated 

that PMS data is requested most often by the 

respective TMO, which is higher than 23% for all 

respondents.  

 

TMAs need more handholding to utilize PMS 

data more: 

 

Overall 36% of respondents stated that identification 

of gaps in service delivery is the most important use 

of PMS data. However an equally large number 

stated that submitting monthly reports to PMDFC is 

the most important use of PMS. 22% also stated that 
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at present they are only learning to maintain data and its optimal use comes as the next stage. 

 

5.3.5. Impact on municipal service delivery and R&M of infrastructure: 
 

The survey results revealed that TMAs are slowly beginning to utilize PMS but more work needs to be 

done. The questions on more sophisticated uses of PMS show a drop in positive responses. 

 

PMS helps identify problem localities: 

 

Over all 72% of respondents consider PMS data to have 

made a significant impact on the identification of problem 

areas, such as in the shortfall of municipal services. 

 Similar for 19 Year 1 TMAs in 2010. 

 For TMOs and TOs with service of more than one 

year, increases to 80% for all 37 TMAs. 

 

PMS helps decision making by TMA management on 

municipal services: 

 

62% of all respondents consider PMS as having a significant 

impact on service delivery-related decision making by the 

respective TMOs and TOs. 

 60% for 19 Year I TMAs in 2012, which is a big 

increase compared to 44% in 2010. 

 

PMS helps identify R&M requirements: 

 

Over all 45% of respondents considered the impact of PMS to be significant in identifying R&M 

requirements for municipal infrastructure. 

 47% for 19 Year I TMAs in 2012, compared to 51% in 2010. 

 

This figure is higher when responses from lower TMA officials only (Water supply in charge / Street light 

Inspector / Sanitary inspector) are considered. For these officials, overall 71% of respondents consider the 

impact of PMS to be significant in this aspect. 

 

On a relative scale, these results on more sophisticated uses of PMS show a drop compared to high 

positive response percentages for questions about more direct uses of PMS data. 

 

5.3.6. Summary of Results and Options for Future Training of TMAs: 
 

The survey results indicate that PMS is slowly beginning to be effectively utilized for more 

sophisticated uses such as identification of R&M requirements and service delivery decision making. 

However more work needs to be done to ensure this is carried forward to areas such as budget allocations, 

identification of capital investments, O&M allocation etc. 
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TMAs consider PMDFC as a major client for the data and their focus needs to expand from collecting and 

updating data. The first step towards the establishment of a regularly updated data repository was taken a 

while back by PMDFC. More engagement is continuing with these TMAs to focus on more sophisticated 

utilization of data that goes beyond day-to-day monitoring of service delivery. This might also require 

adapting PMS to generate data that may be more readily utilized by TMAs in decision making. 

 

Areas to focus on for future PMS training to TMAs: 

 

For future training on PMS, TMAs have identified these areas of focus in order of priority. The average of 

all rankings is as follows, with 1 being the most prioritized option: 

 

1. Using the centralized PMS software for better monitoring of services and decision making  

2. Monitoring pilferage and leakages in service delivery 

3. Establishing reporting links to LG&CD Dept and increasing receptivity at LG&CD Dept (through 

capacity building support) 

4. More systematic service delivery standards and target setting 

5. Improved O&M planning (such as optimal machinery utilization) 
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6. TMA Websites and Computer Trainings for TMA Staff 
 

6.1. Description of Respondents Data: 
 

A questionnaire has been developed to assess the impact of TMA Website and computer trainings for 

TMA staff. Respondents include TMA staff in various positions across the 37 partner TMAs. The total 

number of respondents is 213. They include TMO, TO (I&S), TO (F), TO (P&C), Complaint Cell in-

charge and other officials. Results from these questions that are related to TMA websites and computer 

trainings are presented in this section. 

 

6.2. Major Impact of Websites and Computer Trainings in Ranked Order: 
 

Respondents were asked to rank a list of benefits that TMA websites and computer trainings have 

provided. The ranked order is as follows after taking the average of all the responses  

 

1. Dissemination of useful information to the public 

2. Development of IT skills in TMA staff 

3. Introduction of IT culture in the TMA 

 

6.3. Results of Assessment Survey for Websites and Computer Trainings: 
 

6.3.1. Impact on Computer Trainings for TMA Staff: 
 

As part of its institutional development and capacity building activities, PMSIP focused on improving 

computer skills of the TMA staff. 

 

Development of an IT culture in TMAs: 

 

IT trainings conducted in TMAs have been found 

very useful by TMA staff. Overall 94% of 

respondents believe that basic computer trainings 

have made a major contribution towards developing 

an IT culture in TMA offices. 

 95% for 19 Year I TMAs in 2012, which is 

a big increase compared to 62% in 2010. 

 

The culture of using computers has been supplemented by the introduction of other capacity building 

interventions including CFMS, CTS and PMS. 

 

Development of IT skills of TMA staff: 

 

Overall 97% of respondents consider IT skills of staff belonging to PMSIP TMAs to be better than other 

municipal bodies. 
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 99% for 19 Year I TMAs in 2012, which is 

a big increase compared to 68% in 2010. 

 

To isolate the effect of PMDFC trainings on 

improving the comfort level of TMA staff with 

computers, it was asked in the survey whether the 

number of TMA staff comfortable in using 

computers in their day to day work has increased 

after PMDFC trainings. 75% of respondents from 

all TMAs stated that this is the case. 

 83% for 19 Year I TMAs in 2012, which is 

a big increase compared to 20% in 2010. 

 

PMSIP trainings helping increase TMA staff’s comfort 

level with computers: 

 

Overall 58% of respondents said that computer trainings 

provided by PMDFC are the most important factor in 

increasing the comfort level of TMA staff in using 

computers. 

 

The remaining respondents said that the availability of 

computers as well as both of these factors (trainings and 

availability of computers) are jointly responsible for 

increasing comfort level with computers.  

 

6.3.2. Impact on TMA Website Development: 
 

Launching TMA website has been one of the key ID interventions undertaken in PMSIP. Most TMAs are 

currently maintaining their websites on their own. However, the survey reveals that while TMAs have 

made strong strides since this aspect was lastly assessed, they are not deriving maximum utility from 

these websites currently. 

 

TMA websites useful for information dissemination to 

the public: 

 

Overall 88% of respondents considered that TMA websites 

are having a significant impact in disseminating useful 

information to public. 

 83% for 19 Year I TMAs in 2012, which is a huge 

increase compared to 10% in 2010. 

 

The reversal of this trend from the 2010 survey shows that 

TMA websites are now perceived as being very useful. 
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TMA websites not updates as frequently: 

 

However, TMA websites are not updated as frequently as needed. Overall 43% of respondents said that 

TMA websites are updated every month, 23% reported they are updated every week while 34% did not 

know about the status. This shows that TMAs still have some way to go in the full and efficient utilization 

of their websites as a tool of information dissemination.  

 

Gradual TMA ownership of using websites: 

 

Websites are updated most frequently at the request of PMDFC instead of TMA’s own initiative, 

although the senior TMA management (TMO and Administrator) are also beginning to ensure this 

happens. 

 40% of respondents from all TMAs said that request of updating website comes most frequently 

from PMDFC 

 32% said TMO 

 18% said it comes most frequently from PMDFC and TMO. 

 8% said Administrator. 

 In general this is a strong improvement from the 2010 survey of 19 Year I TMAs, when 78% 

of respondents stated that request of updating website comes most frequently from PMDFC. 

 

TMA websites provide a variety of 

information to public: 

 

In a positive sign, a variety of information 

is being updated on the TMA websites. A 

majority of the respondents said that 

multiple items are provided on the website, 

when asked to pick from a list – news and 

events, staff profile, tenders, and municipal 

service data. 

 

Some or all of these are updated regularly. 

In addition, tenders are also updated 

regularly – which is a positive sign for 

transparency in procurement. 
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7. Computerized Financial Management System (CFMS) 
 

7.1. Description of Respondents Data: 
 

A questionnaire has been developed to assess the impact of CFMS intervention in TMAs. Respondents 

include TMOs and TO (Finance). The total number of respondents is 74. 

 

7.2. Major Impact of CFMS in Ranked Order: 
 

Respondents were asked to rank a list of benefits that the CFMS have provided. The ranked order is as 

follows after taking the average of all the responses. 

 

1. Facilitation in generating financial reports 

2. Improved reconciliation of expenditures & revenues 

3. Improved IT skills of Finance staff 

4. Help in managing arrears recovery 

5. Establishment of water consumer database 

 

7.3. Results of Assessment Survey for CFMS: 
 

7.3.1. Improvements in financial reports used by TMAs: 
 

A major contribution of CFMS has been towards facilitation in generating financial reports for the TMA 

management. Overall 94% of respondents reported that CFMS has facilitated in generating financial 

reports for TMA management. 

 92% for 19 Year I TMAs in 2012, compared to 94% in 2010. 

 

CFMS reduces time and improves presentation of financial reports: 

 

 63% of respondents overall said that CFMS reduces the time to generate financial reports. 

o 46% for 19 Year I TMAs in 2012, compared to 64% in 2010. 

 An additional 23% of overall respondents said that CFMS improved the presentation of financial 

data. 

o 31% for 19 Year I TMAs in 2012, compared to 30% in 2010. 

 The remainder said that CFMS has improved both these aspects. 

 

7.3.2. Most frequently generated financial reports using CFMS: 
 

TMA staff is using CFMS regularly to generate financial reports for the higher management. Most 

frequently generated reports through CFMS are (in decreasing order of frequency of responses): 

 

1. Updates on revenues and expenditures 

2. Amount of arrears 

3. Defaulters list 
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4. Both, Defaulters List and Arrears 

5. Others 

 

These trends were similar in the 2010 survey of 19 TMAs, with the exception that in 2010 the 

respondents stated that reports on defaulters’ list are more frequently prepared than reports on amount of 

arrears. 

 

7.3.3. Financial reports via CFMS are reliable: 
 

TMA staff is increasingly becoming confident regarding 

the reliability of reports generated through CFMS. 

Overall 67% of respondents reported that reports 

generated through CFMS are fully reliable. 

 62% for 19 Year I TMAs in 2012, which is a big 

increase compared to 43% in 2010. 

 

For 19 Year I TMAs, 31% of respondents had doubts on the reliability of reports generated through 

CFMS, which is a big decrease compared to 56% in 2010. 

 

While the TMA staff is accustomed to manual 

system of accounting and financial record keeping, 

it is beginning to trust the automated system.  

 

7.3.4. Increasing comfort level of TMA 

staff with CFMS: 
 

TMA staff is increasingly comfortable in working 

with CFMS. Overall 72% of respondents were fully 

comfortable in using CFMS. 

 63% for 19 Year I TMAs in 2012, which is a huge increase compared to 29% in 2010. 

 

Increasing use of CFMS by accountants at TMA: 

 

Earlier, finance staff had delegated CFMS related work to computer operators, now finance staff is 

beginning to use CFMS itself. 47% of respondents from all TMAs reported that Accountants work on 

CFMS. 

 45% for 19 Year I TMAs in 2012, which is a big increase compared to 26% in 2010. 

 The majority of the remainder of users are still computer operators. 

 

7.3.5. Potential to replace / improve existing financial management systems: 
 

CFMS can replace existing manual financial management system: 
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Overall 54% of respondents reported that CFMS 

has the potential to replace manual system subject 

to government acceptance 

 56% for 19 Year I TMAs in 2012, which is 

a big increase compared to 29% in 2010. 

 

The remainder, however, stated that CFMS needs 

significant improvement before it can replace 

manual system. PMDFC needs to interact with 

TMA staff to identify improvements they require 

in the system. This will also improve staff 

confidence level in the system and promote its 

utilization to full potential.  

 

TMAs comfortable with CFMS-based cashbooks: 

 

Overall 57% stated that they feel very comfortable in 

using printouts of CFMS-generated cashbook instead of 

register-based cashbook, while 28% said that CFMS-

generated cashbook needs some improvements before it 

may serve as a replacement. 

 

7.3.6. Impact on Bank Reconciliation 

process: 
 

Reliability of bank reconciliation via CFMS: 

 

Despite its shortcomings, TMAs have also benefited 

significantly from CFMS. Overall 82% of respondents 

reported that bank reconciliation of finance data has 

been facilitated by CFMS, and made better. 

 81% for 19 Year I TMAs in 2012, compared to 

90% in 2010. 

Overall 42% of respondents from all TMAs find bank 

reconciliation via CFMS to be completely reliable. 

 An additional 40% find it reliable but also 

perform manual checking. 

 15% find it not reliable. 

 

CFMS an important factor in improving bank 

reconciliations: 

 

Overall 39% of respondents chose CFMS as the most important factor in facilitating bank reconciliations. 

However, an equal share of respondents said that frequent updation and reconciliation with banks has 
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improved this process the most, while another 19% said that bank reconciliation has been facilitated most 

by dedicating additional staff for this work.   

 

Bank reconciliation better than other areas due to CFMS: 

 

The survey asked respondents to compare the process of bank reconciliation via CFMS in PMSIP-partner 

TMAs with non-PMSIP municipal bodies. 67% of all respondents stated that this process is better in their 

TMAs, and that this is due to CFMS. 

 50% for 19 Year I TMAs in 2012, compared to 70% in 2010. 

 

CFMS has reduced time required for bank reconciliation: 

 

With the addition of CFMS, there has been a reduction of time for bank reconciliation process. Before 

CFMS, the process of bank reconciliation took more than a day, according to 62% of all respondents. 

Now after CFMS, 83% of all respondents reported that this 

process takes one day or less. 

 

7.3.7. Impact of CFMS on Arrears recovery and 

building a database of water consumers: 
 

CFMS has also been utilized for maintaining databases of arrears 

as well as consumers with water supply connections. 

 

CFMS helping in recovery of arrears: 

 

69% of overall respondents reported that CFMS has played a 

significant role in improving arrears recovery. 

 69% for 19 Year I TMAs in 2012, which is a big 

increase compared to 48% in 2010. 

 

While CFMS has played a big role in facilitating recovery of 

arrears, it is not the only factor. 34% of overall respondents 

said CFMS is the most important factor in facilitating the 

process of recovery of arrears, and an equal amount said that 

interest taken by TMA Administrator and/or TMO was the 

most important factor.  

 

CFMS helping create a computerized database of water 

supply consumers: 

 

32% of overall respondents stated that they have added a database of municipal water consumers to 

CFMS, and that this database is comprehensive and updated. An additional 63% stated that while they 

have added such a database, it is not completed yet or updated. 
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7.3.8. Utilization of CFMS reports by TMAs: 
 

TMA management has shown interest in utilizing CFMS reports.  

 30% of respondents saying TO (Finance) most frequently requests CFMS reports  

 15% saying TMO or Administrator most frequently requests CFMS reports 

 Combined, this means 45% respondents saying that senior TMA management most frequently 

requests CFMS reports. 

 An additional 36% said PMDFC most frequently requests CFMS reports. 

 17% stated that CFMS reports are requested with as much frequency by PMDFC and the senior 

TMA management. 

 

7.3.9. More capacity building needed on CFMS for optimal utilization 
 

Only 21% of overall respondents believe that CFMS is being utilized to its full potential. 

 A further 46% feel that CFMS is being utilized but there is room for improvement 

 A high proportion (31%) feels that TMAs need more capacity building, support and training for 

this to happen. 

 56% of respondents from 19 Year I TMAs say TMAs need more capacity building before CFMS 

is fully utilized, which is a decrease compared to 67% in 2010. 

 

Complete transition to CFMS will only be achieved if the Government of Punjab accepts the CFMS 

generated reports. Currently TMA staff has to maintain both CFMS as well as manual registers. Dialogue 

should be initiated with the GoPb to work out a mechanism under which CFMS generated reports 

submitted by TMAs would be accepted by the GoPb for reporting purposes. 
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8. Municipal / Action Planning 
 

8.1. Description of Respondents Data 
 

A questionnaire has been developed to assess the impact of Planning interventions in TMAs. Respondents 

include TMA staff in management positions across the 37 partner TMAs. The total number of 

respondents is 106. They include TMO, TO (I&S) and TO (P&C). Out of these, 58 respondents have been 

working in their respective TMAs for one year or longer. 

 

8.2. Major Impact of Municipal / Action Planning in Ranked Order 
 

Respondents were asked to rank a list of benefits that the CTS have provided. The ranked order is as 

follows after taking the average of all the responses  

 

1. Availability and uses of GIS based infrastructure services maps 

2. Introduction of demand based planning 

3. Systematic prioritization of infrastructure investments 

 

These rankings are the same for TMA officials who have been working in their respective TMA for one 

year or longer. 

 

8.3. Results of Assessment Survey for Planning 
 

8.3.1. Impact of GIS-based Maps (municipal services) 
 

An important benefit of the planning exercise conducted in partner TMAs has been the subsequent 

availability of GIS-based maps for infrastructure services and the growing awareness amongst the 

planning staff and TMA management regarding the utility of these maps. 

 

High-quality GIS-based maps are availability now: 

 

50% of respondents reported that they had no service maps available with them before PMSIP 

interventions, while an additional 18% said that some maps were available for selected municipal 

services before PMSIP. After PMSIP, all these TMAs have infrastructure services maps available for 

all municipal services.  

 

88% of overall respondents said that services maps available at PMSIP-partner TMAs are significantly 

better than those maps available in other municipal bodies. This has been the major achievement of the 

planning exercise. 

 88% for 19 Year I TMAs in 2012, which was the same in 2010. 

 

GIS maps are helping planning of new infrastructure investment: 
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TMA management is finding these municipal services maps to 

be useful in planning of new project and activities in the TMAs. 

65% of overall respondents said that GIS maps have been the 

most significant factor in assisting TMA to plan new projects. 

 65% for 19 Year I TMAs in 2012, which is an increase 

compared to 55% in 2010. 

 

An additional 29% of respondents said that although GIS maps 

have been helpful, yet other factors have played a more 

important role in assisting TMAs in planning new projects. 

 25% for 19 Year I TMAs in 2012, which is a big 

decrease compared to 45% in 2010. 

 This shows decreasing reliance on other factors and 

increasing reliance on GIS maps provided by PMSIP. 

 

These results are more positive for those staff serving in their TMAs for more than one year. 74% of 

these say that GIS maps have been most significant in assisting TMA to plan new projects. 

 

GIS maps have strong information, but more can be 

added: 

 

TMA staff is also looking for improvements in these 

GIS maps. 47% of overall respondents reported that 

these municipal service maps have all the information 

required by TMAs for planning. 

 53% for 19 Year I TMAs in 2012, which is a 

substantial increase compared to 7% in 2010. 

 

An additional 52% of respondents stated that there is some need for improvements and more information. 

 45% for 19 Year I TMAs in 2012, which is a substantial decrease compared to 93% in 2010. 

 

PMDFC should continuously engage with TMA staff to improve the quality and detail of maps. At the 

moment, TMAs are going through a natural process of 

advancement where availability of basic maps is followed by 

an appetite for more sophisticated information. 

 

TMA ownership of GIS-based maps is increasing: 

 

TMA management has also shown strong interest at keeping 

GIS maps up to date. 58% of overall respondents said that 

TMA management asks for regular updating of GIS service 

maps, implying increasing ownership of TMAs of this 

activity. 

 61% for 19 Year I TMAs in 2012, which is a big 

increase compared to 45% in 2010. 
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This compares favourably to those respondents who view this process of updating maps as being 

externally driven (by PMDFC). This is a positive sign of increasing TMA ownership of these service 

maps. 

 31% of respondents said that the process for updating maps was external driven, via PMDFC 

(48% in 2010 survey of Year I TMAs). 

 20% for 19 Year I TMAs in 2012, which is a big decrease compared to 48% in 2010. 

 

8.3.2. Impact of Demand-based Planning and Prioritized List of Infrastructure 

Projects 
 

As part of the planning intervention, PMDFC in consultation with TMAs has developed a prioritized list 

of projects for partner TMAs following the principles of demand-based planning. 

 

Demand-based planning can reduce discretionary development: 

 

In a positive development, these prioritized lists of projects are, in many cases, reflective of demand-

based planning. However, there is still an element of discretionary planning and development in other 

cases. 

 38% of overall respondents stated that the prioritized list in their TMA is fully reflective of 

demand-based planning exercise conducted under PMSIP. (44% for 19 Year I TMAs in this 

round). 

 An additional 56% on the whole, however, reported that this prioritized list is partially demand-

based and partially discretionary in nature. 

 

Prioritized List of Investments is slowly leading to development decision making: 

 

21% of overall respondents reported that their TMA picked up the projects from the Prioritized List of 

Investments. 

 24% for 19 Year I TMAs in 2012, which is almost identical to 25% in 2010. 

 A bit more positive results for those staff serving for more than one year in their TMAs. 33% of 

them said their TMA picked up the projects from the priority list. 

 

While an additional 43% said that this exercise didn’t have a 

significant impact on infrastructure investment decision 

making, this figure had a significant drop from 72% in 2010 

to 36% in 2012 when only comparing the 19 Year I TMAs. 

 This sharp decrease is a positive sign, as it shows that 

more TMA staff is finding value in the demand-based 

planning exercise now. 

 

GIS maps and Prioritized List of Investments are helping 

identify new development needs: 
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 43% of overall respondents reported that GIS maps of municipal services are the most 

significant factor in helping identify new infrastructure projects in the TMA. 

 An additional 23% said that the Prioritized List of Investments as the most important factor. 

 However, a large number (28%) also said that it is the vision of the TMA Administrator that is 

most important factor in identifying new infrastructure projects. 

 

8.3.3. Recommendation for future 
 

On the basis of survey data, PMDFC should consider revisiting the process followed for the preparation 

of the Prioritized List of Investments and use numerous tools which include communication and 

training realizing its importance as well as proper use by the management of TMA. One of the reasons for 

low use of this list might be that the projects identified require finances beyond the range of relevant 

TMAs. In such a scenario this exercise can follow a capital investment planning exercise where both the 

source of finances and projects are identified simultaneously. 
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9. General Questions 
 

9.1. Strengthening and institutionalizing ID activities at TMAs: 
 

The survey asked two broader level questions that affect all ID interventions under PMSIP. The first 

of these asked how PMSIP ID interventions can be strengthened and institutionalized as regular 

activities in the TMAs that may continue without any externally funded project. 

 

59% of overall respondents stated that this requires continuous capacity building support and 

sensitization of stakeholders from higher level institution like PMDFC. 

 48% for Year I TMAs, which is a significant increase from 30% in 2010. 

 

An additional 22% said that this would require written instruction from the LG&CD Department, thus a 

top down approach 

 30% for 19 Year I TMAs in 2012, which is a significant decrease from 59% in 2010. 

 

This shows a positive shift. For strengthening these interventions, the opinion of these 37 TMAs is slowly 

shifting from requiring written instructions to continuous capacity support and sensitization of 

stakeholders. Having said that, these interventions will not be institutionalized until they are formally 

required by the parent department. But these results also show that TMAs believe that actual 

implementation of these activities will require a dedicated support unit like PMDFC. 

 

9.2. Constraints for TMAs in getting full benefits of ID interventions: 
 

The second question asked TMA staff to rank the major constraints in getting optimal benefit from 

PMSIP-supported ID interventions. The major constraints identified are ranked as follows: 

 

Rank by 

Average 
Constraint 

% of respondents 

rating this as the 

Biggest constraint 

Rank by 

Average in 

2010 survey of 

19 TMAs 

1 Inadequate staff strength 46% 3 

2 Inadequate trainings 8% 1 

3 Inadequate capacity / skill of TMA staff 16% 4 

4 Frequent transfer and posting of TMA staff 15% 2 

5 Lack of interest from TMA leadership 19% 5 

Number of respondents: 197 

 

Majority of respondents consider inadequate staff strength at TMAs to be the biggest constraint in 

gaining full benefits of ID interventions. However, this is also an area that possibly cannot be impacted 

from PMSIP, as it requires hiring new staff.  

 

While only 8% of respondents consider inadequate training of TMA staff to be the biggest constraint in 

this area, this constraint was ranked by many respondents as second or third biggest constraint. This is 
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why, on an average ranking, it is considered as the second biggest constraint in gaining full benefits of ID 

interventions. Similarly, many respondents also considered inadequate capacity / skills of TMA staff to 

be a large constraint. These should be areas of focus for PMSIP going ahead. 
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10. Broad Assessment of ID Interventions: Factors Affecting Their Success 
 

Activity Incentive Mandate Deterrent Comments 

CTS For TMA leadership 

- Systematic access to 

citizens’ complaints 

and their status 

- Performance 

evaluation of 

municipal services 

aided through CTS 

 

For TMA officials 

- Enhanced public 

credibility of TMA 

management 

Strong: 

Required by 

previous Local 

Government 

legislation 

For TMA officials 

- Collective 

accountability 

- Additional work 

load 

While required by the previous Local Government 

Ordinance, this has been the flagship ID activity for 

all partner TMAs primarily due to strong incentives 

and weak deterrents involved. 

PMS For TMA leadership 

- Systematic monitoring 

of municipal services 

- Data collection, 

analysis and 

consolidation at TMA 

level as well as central 

(Province) level 

 

For TMA officials 

- Identification of 

performance gaps 

- Self accountability 

Weak:  

No legal 

requirement 

For TMA leadership 

- Possibility of 

having lesser 

leverage in funds 

allocation  

 

For TMA officials 
- Likelihood of 

external 

accountability 

- Additional work 

load 

TMAs are not utilizing PMS to its full potential, with 

their focus mostly on maintaining the data base and 

not regular or institutionalize use for planning and 

decision making. This undermines the incentives for 

maintaining PMS. The activity may not be 

sustainable unless the TMAs find practical utility of 

the data maintained. PMSIP can focus further on 

training TMAs on utilizing PMS data for resource 

allocation and O&M planning. Phase I TMAs can be 

engaged to identify practical opportunities for 

utilizing PMS data to ensure that they sustain without 

PMDFC’s continuous monitoring.  

 

CFMS For TMA leadership 
- Easy access to 

financial data 

- Enhanced 

transparency 

- Availability of arrears 

Weak: 

No legal 

requirement 

For TMA officials 

- Duplication of 

work due to 

parallel manual 

record keeping 

- Familiarity with 

Although CFMS facilitates day to day work of 

financial management staff, however audit 

requirements dictate that the TMAs maintain 

financial record in the government-issued record 

books. This results as a big disincentive for the 

TMAs to permanently adopt CFMS as the primary 
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recovery database 

 

For TMA officials 

- Reduce work load in 

generating financial 

reports 

- Facilitate 

reconciliation of bank 

accounts data 

- Facilitates arrears 

recovery process 

existing financial 

management tools 

- Staff training 

required 

- Concerns 

regarding system 

security 

FM tool. PMSIP should initiate a dialogue with the 

Punjab govt to work out a mechanism under which 

CFMS generated reports submitted by TMAs would 

be accepted by the GoPb for the audit purposes. 

Website For TMA leadership 
- Avenue for promoting 

achievements 

 

For TMA officials 

- Easier disclosure of 

public information 

Weak:  

No legal 

requirement 

For TMA officials 

- Increased 

workload 

- Staff training 

requirement 

Most TMAs are maintaining their websites but not 

deriving maximum and optimal utility from them 

currently. Websites seem to be having an impact in 

disseminating useful information to public, and a 

variety of information is being made available by 

TMAs on them. 

Computer 

Trainings 

For TMA officials 

- Enhanced skill set 

- Facilitation in daily 

operations 

Weak: 

 No legal 

requirement 

 

 

- 

This activity has strong incentives and no visible 

deterrents.  It has a strong potential to significantly 

improve TMA staff IT skills. The trainings should 

continue but be designed on a demand driven model.  

Planning For TMA leadership 
- Systematic realization 

of development vision 

 

For TMA officials 

- Facilitates preparation 

of new development 

projects 

- Availability of GIS 

maps 

- Systematic 

identification of future 

projects 

Neutral: 

Required by the 

Local Government 

legislation but 

process is not 

defined 

For TMA leadership 

- Possibility of 

having lesser 

control over 

planning new 

projects  

 

Although incentives for identifying a priority list of 

development projects are strong, yet a limited 

number of projects from these lists have been 

initiated till date.  PMDFC may revise the process 

followed for the preparation of the priority list of 

projects in order to further strengthen the incentives 

for this exercise.  

 

GIS-based service maps are another strong incentive 

to this exercise which has regularly been used by 

TMAs in planning and for other purpose. There is a 

constant demand to improve these maps which may 

further strengthen the incentives for the planning 

exercise. 
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