
Citizens, Politicians,
and Providers:
The Latin American
Experience with Service
Delivery Reform

Ariel Fiszbein, Editor

 
 

  
© 2008 AGI-Information Management Consultants   

May be used for personal purporses only or by  
libraries associated to dandelon.com network. 



Contents

Preface vii
Acknowledgments viii
Abbreviations ix

1 Introduction 1
Service Delivery Progress 1

Latin American Political and Institutional Context 4

Notes 6

2 Service Delivery and Social Outcomes: A Story of Successes
and Failures 7
Progress in Basic Service Coverage 7

Service Quality 11

Social Outcomes 12

Notes 14

3 LAC Service Delivery: Assessing Two Decades of Change 15
Reforming the Compact 15

Enhancing Client Power 29

Enhancing State Accountability to Citizens 36

Notes 45

4 Conclusions 49
Routes to Better Service Delivery 51

The Centrality of the "Fitting Process" 5 7

References 63


