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Abstract
Learning from work in the Balkans is reported. Based on the framework of Kolb’s Experiential Learning Cycle respondents were asked to identify learning applicable to future project work in the Balkans region. Common themes and “key ingredients” for success are highlighted. The paper concludes with an indication of how learning is being implemented in current project work. Questions are raised about whether factors affecting progress of institutional development are in any way unique to cross-cultural and post-conflict environments. This limited study suggests that this is not so. 
Section 1:
The role of the UK’s Centre for Management and Policy Studies (CMPS) in Institutional Development in the Balkans Region 

1.1 The Centre for Management and Policy Studies (CMPS) and the Centre for International Development and Consulting (CIDC)

CMPS, part of the UK Government’s Cabinet Office, is acknowledged as one of the world’s leading suppliers of training and development for public sectors managers. Through its Centre for International Development and Consulting (CIDC), CMPS works with public administrations and officials around the world to build capacity in governance and administrative reform. Equity and diversity are key organisational values and underpin the operation of the whole organisation and its work to improve the efficiency and effectiveness of public services in the UK and overseas.

1.2
CIDC and the Balkans Region

CIDC has led and contributed to a wide range of institutional development projects in the multi-ethnic environment of the Balkans, including Republika Srpska (in Bosnia and Herzegovina) and Kosovo to develop legislation and procedures, designed to promote equity and fairness in the civil service in post-conflict environments. Projects have been designed to promulgate those principles though delivery of institutional development support, training programmes and capacity building initiatives to ensure sustainability.

1.3
CIDC Projects and the Department for International Development’s (DFID’s) Good Governance Agenda

Projects in Kosovo and Republika Srpska were carried out under contract to the UK Government’s Department for International Development (DFID), in support of in-country strategies for development of institutions and capacity building. These strategies “help with the development of policy, strategy and operational systems in key areas such as public administration, social policy and health care reform”
. Priority is given to the establishment of “proper respect”
 for minority communities. Acknowledgement is made of the “major changes of behaviour and attitudes” needed and that this challenge is “great”.
 
1.4
Aim of the Project – Republika Srpska
The project aimed to assist the Government of Republika Srpska to establish a fully functioning, professional, entity-level administration, supporting the ultimate goal of effective accountable and responsive government in Bosnia and Herzegovina. It could be described as more of a “process” project, working with a new administration over five years.

1.5 
Aim of the Project - Kosovo

The project aimed to establish a sound regulatory and institutional framework for the management of the public service and to develop Kosovar capacity to organise and manage in accordance with this framework. The ultimate aim is for self-government institutions to be served by a professional, impartial, accountable and ethical public service, representative of and serving the interests of all citizens. In contrast to the Republika Srpska intervention, this was more of a “production” project, requiring specific outputs to be realised in a shorter time-scale within an environment of continuing transition from international to local administration.
Section 2:
Aim, scope and research methodology

2.1
The Experiential Learning Cycle as a Framework for Reflection and Learning

According to Kolb
 truly effective learning takes place only when individuals and organisations complete all stages of the experiential learning cycle. Whilst most development practitioners subscribe wholeheartedly to this theory, donor contract demands and other pressures often mean that the cycle is not formally completed within project lifetimes. Valuable opportunities to identify key experiences and learning for future work risk being lost. Medium to long term evaluation and impact assessment of development interventions are relatively rare.  Strategic priorities and policies influence the length of projects and reduce the opportunities and likelihood of meaningful investment in evaluation (for example, DFID has recently announced a shift in allocation of funding from “middle income countries” - including many parts of the Balkans region- primarily in order to reallocate resources to reconstruction and post-conflict programmes in Iraq). The completion of two major and challenging institutional development projects in Kosovo and the Republika Srpska presented CMPS with a rare chance to capture experiences and conclusions of project team members and to disseminate these to donor, practitioner, research and academic communities.

2.2
Aim and Scope of the Research Project

Our research investigated the experience of working in the sensitive cross-cultural environments of Kosovo and the Republika Srpska with the intention of considering how learning experiences identified might be applied to current and future projects in the region. 

As trends emerged questions arose in the authors’ minds as to whether what was being seen were unique differences between seeking to bring about institutional development in a post-conflict multi-ethnic environment and other similarly intentioned interventions in less sensitive environments. The study therefore concludes with limited consideration of this question. 

2.3
Research Methodology 

A popular method for enabling learning and development promoted by CMPS amongst its customers is action learning. In advocating the benefits of “learning through doing”, the so called “father” of action learning, Reg Revans
 embraces the principles of the experiential learning cycle. It is important to CMPS that it practices what it preaches. It therefore seemed appropriate to investigate the challenges presented by these projects using the principles of action learning, through application of the learning cycle. 

All international consultants working on the two projects were invited to contribute their views. From a total of 15, 11 consultants replied to the research questions. Contributions made by Dr. R. Jarvis, Project Leader, Kosovo and Mr. G. Wilson, in-country Technical Adviser to Republika Srpska, proved particularly valuable. Consultants themselves are representative of a range of ethnicities and cultures. Some work for CMPS as full-time staff, as such are serving civil servants, others are self-employed associates, contracted to CMPS or one of its partners for some or all of the project’s life. 

The nature of respondents’ employment meant that the only practical way to collect data was via electronic-mail. Since we were interested in gathering information on the widest possible range of experiences, questions were very open in their nature. The four stages of the experiential learning cycle offered a sound framework for personal reflection.  

Experience

What did we set out to do?

What happened?

Planning Ahead






Reflection

How can we apply the learning?




What was successful?

What would we do the same or differently again?


What was less successful?


Coming to Conclusions

So what do we conclude that we learned?

Figure 1 – Research questions and the stages of the Experiential Learning Cycle






Collation and analysis of the data realised from the research focused on identification of common themes related to the questions under consideration. 

Section 3:
Reflections on the experience

3.1
Introduction 

One of the risks of using an unstructured approach to data gathering is that respondents contribute experiences in different ways and in varying levels of detail. All consultants were recruited to the project for their experience in other multi-ethnic and sensitive environments, however for all but one respondent, these were the first opportunities to experience at first hand a post-conflict environment. This paper’s word limit prohibits exploration of all of their comments - instead the following two sections highlight the common themes that emerged.    

3.2
The Impact of the wider environment

As all development practitioners would acknowledge, taking a wider view of the environment surrounding immediate project boundaries is of paramount importance – but no degree of control can be maintained over what is happening within it. The majority of respondents identified that progress towards meeting project goals was hampered to a greater or lesser extent by events such as elections, changes in government policy and most significantly in Kosovo, rises in levels of tensions between ethnic communities caused by sporadic incidents that at times had the result of threatening project progress. Thus despite best efforts and intentions, projects were often forced to modify what they were seeking to do in response to such happenings. 
Occasionally roll-out of training workshops preceded finalisation of details of accompanying processes and procedures, thereby increasing frustration, inactivity and an enhanced risk of training impact being minimized and potentially project credibility being undermined.

Pressure to achieve project outputs within agreed timescales at times clashed with local resistance to what was being proposed, even when the “green light” seemed to have been received from other stakeholders. Planned timescales sometimes proved difficult to meet. Appointments to and training of members of the Independent Oversight Board (IOB) for the Civil Service of Kosovo were significantly delayed. The body is critical to the successful monitoring of human resource management procedures introduced to the Civil Service, and its development is the only key target of the project that remains to be achieved. Without a fully functioning IOB (representative of all communities within the country) little effective policing of fair and transparent systems can be carried out, and the risk of misuse of recruitment and management systems remains high. Many respondents felt that the delay to the operation of the IOB had the additional effect of limiting the impact of new personnel procedures and accompanying training programmes.
In contrast, progress towards meeting goals was helped by some events beyond the direct control of the two projects. In the view of one respondent the passing of government legislation and constitutional changes to promote equal ethnic representation in Republika Srpska significantly supported the implementation of project outcomes.
3.3
The challenge of change within different cultural environments

The research project did not specifically ask consultants to compare and contrast cultural models of “home” civil service experiences with those encountered in Kosovo and Republika Srpska.  Analysis of classic cultural models (Handy, Hofstede et al
) is likely to reveal some similarities but many more differences in these post-conflict and complex environments. Respondents consistently referred to cultural differences which added to the difficulties of bringing about change. A number of these are cited below.
Both projects sought to meet challenging outputs identified through regular reporting against logical frameworks that specified measures of success. By their nature logical frameworks discipline us to make tangible that which is sometimes intangible. Whilst some project outputs were easily made “SMART”
, it quickly became apparent that what underpinned both projects was a need to bring about change not just of systems and processes but of behaviour within the government administrations as a whole. Writers on change (Kanter, Kotter et al
) acknowledge that at organisational level this is the most difficult kind of change to realise. Such change takes the longest period of time to realise. These projects were seeking to achieve significant change in relatively short periods of time (18-24 months in the case of Kosovo) across country-wide administrations with an added challenge of achieving success through partnership with all communities.

Whilst it proved to be relatively easy to adapt to and work within local administrative and legal structures, it seemed more difficult for some consultants to understand local motivational and attitudinal aspects. Even where differences were clear there “were sub-sets and sub-groups and all sorts of alliances and allegiances that …(were).. hard to get the measure of”.  Respondents to the survey cited “change fatigue” and even “apathy” as barriers faced. One female consultant commented that paradoxically this problem “was made both easier and more difficult as a woman – easier because challenging and confronting is often less adversarial and more acceptable from a female, but more difficult because of the need to overcome the gender barriers that exist in the systems and heads of men (and women) in the systems”.

Political allegiances impacted much more at day-to-day practical levels than had been experienced elsewhere by consultants. Development of high levels of personal and professional trust and respect for and from local partners and project participants from the outset of the project was critical. This was not simply “to allow things to start moving but to enable challenges to be made to former ways of doing things without destroying the key relationships”.  

Cultural diversity in Kosovo was especially rich. The CMPS-led consortium (representing different pan-European traditions of administration and training) needed to work closely with the Provisional Institutions of Self Government (PISG), administered by the United Nations. Municipal Administrators (MAs) literally came from all over the world. MAs were at very different stages of handing back power to local institutions across their municipalities. Some project consultants noted with disappointment that - despite best efforts - creating and sustaining effective working relationships with MAs met with some resistance. 
3.4
 Developing and delivering training for change

CMPS’s experience of reform programmes in a wide range of transitional countries has demonstrated that although enactment of a Civil Service Law is an important first step towards reform and a fundamental foundation on which other reform measures can be built, the creation and implementation of resulting new systems, processes and administrative capacity requires training and development to support both the implementation of the law and the necessary change in culture. Training inputs also have the advantage of being easy to specify and measure as outputs, but offer greater challenges if outcomes need to be identified.  Training formed a significant component in both projects. 

The design and delivery of major programmes of training within Republika Srpska and Kosovo needed to be context-specific and sensitive to the history, traditions and culture of these two territories, whilst at the same time wanting to ensure use of best practice methodologies whilst clearly communicating important messages about equality and diversity. 

It became quickly apparent that a pedagogical tradition of learning existed in both countries. Although appropriate for transferring knowledge, this was perhaps less appropriate to the kind of outcomes required. Training was viewed by some participants as a low-status activity - a punishment or at best a “cure-all” - rather than being accepted as a natural part of a culture of learning. By the end of each project positive evaluation assessments indicated a move towards acceptance of the benefits of more participative approaches to training. Experience showed that initial reluctance could be overcome by “word of mouth” when high quality, context specific and relevant inputs were offered. This was demonstrated by increasing and sustained attendance at a senior management development programme in Republika Srpska, achieving a significant level of coverage of the country’s top 120 civil servants. In Kosovo consultants noted greater difficulty in encouraging Permanent Secretaries and Chief Executive Officers to regularly attend workshops. However achieving regular attendance over 12 workshops for UK senior civil servants would prove equally as challenging!  
In Kosovo training covered everyone involved in the HR management function – from heads and senior officers of ministries/local administrations to newly created personnel specialists in all ministries and municipalities. Although mainly delivered by international trainers, a parallel project work-stream developed a team of local trainers from both main communities. Once local trainers had demonstrated competence to international standards they joined the delivery teams and eventually ran programmes without international support. Despite some initial reluctance from audiences to be trained by a trainer from “the other” community, the process demonstrated that such divides can be crossed - at least temporarily. On one notable occasion, an audience mainly from one Kosovar community, told their translator that she didn’t need to translate what the trainer was saying since they could understand the “other” language and valuable time for more learning would be gained. Whilst generally there was success in encouraging members from different ethnic communities to work together, it would be naïve to believe that this extended beyond the classroom.   

Continued post-project roll-out of training to support the new personnel management procedures will be critical to their dissemination and take-up. To date only the two most senior line managers in each ministry and municipality have been trained to use new systems such as those for recruitment and selection and performance assessment. If these systems are to become widely used there is a need to train all line managers. Therefore support to the Kosovar trainer team from the newly formed Kosovo Institute of Public Administration is vital and offers the best chance of sustainability.

Delivery of planned programmes of training was made difficult by practical logistical problems. Finding secure venues and restaurant facilities acceptable to both main Kosovar communities and ensuring access to safe transport for Kosovar Serbian participants provided a regular challenge. In periods of heightened tensions trainers were faced with making decisions to cancel events in what were considered to be risky situations and “taking training” to individual communities – necessitating contravention of an important project principle of multi-ethnic delivery. Pressure to meet project outcomes and ensuring the best use of consultant time “in country” usually meant that separate delivery of events went ahead. This action was appreciated, even though it was not ideal. In such circumstances consultants communicated the reasons for this and emphasised its temporary nature.

Section 4:
Forming conclusions

4.1
Introduction

Six “key ingredients” emerge from the research findings about the experience of institutional development in Kosovo and Republika Srpska. These ingredients stress the importance of:-
· Effective project design

· Investing resources in project start-up

· Creating a co-ordinated project management team

· Putting project principles into practice

· Communicating and networking
· Persistence, patience and honesty

4.2
Effective project design

 In common with others working in the development field, CMPS is usually contracted to deliver a project designed at the scoping stage by others. Critical to the success of both projects (perhaps especially so in the Republika Srpska) was thought to be the process of project “shaping” following initial award of contract. Participation of local beneficiaries in this process was vital to help to build commitment from the beginning. This enabled open and frank discussions and agreement about the real aims of the intervention, giving an opportunity to convey the important message that the new procedures to be developed were mechanisms for improvement and not simply politically driven edicts.   

In common with other international consultancy assignments, it was important to convey from the outset a determination not to be seen as selling a UK (or other international) model of public administration. This is especially critical when (as in the case of CMPS) the implementing organisation is part of another national government. Whilst both host governments showed interest in how the UK managed its reforms, naturally of greater interest were the problems and solutions of other transition countries.  Even more important was participation from local partners who sought to ensure that bespoke (as opposed to “off the shelf”) solutions were developed. Indeed in Republika Srpska a conscious decision was taken not to implement strategies that other public administration reform programmes (e.g. the policy of subsidising posts in government at non-standard pay-rates) suggested might be good practice. 
4.3 
Investing resources in project start-up

All textbooks on principles and practice of project management stress the importance of investing adequate resources into planning and start-up phases. This is manifestly important for any institutional development project, but never more so when working in politically and ethnically sensitive areas. In both projects DFID allowed CMPS to front-load technical assistance to provide momentum over the first year, although as both projects end, the need has been strongly expressed to sustain, work with and support local champions over the coming years.

One important benefit of investing heavily in the early phases of these projects was an opportunity to establish with team members, stakeholders and project participants the principles and concepts on which subsequent interventions would be based. These became the bedrock upon which all work proceeded and as such provided important anchors to which all could return in challenging times. As one survey respondent commented, having these in place meant that “we avoided many of the usual debates and arguments”, thereby providing a good basis from which to address issues of ethnic diversity in the civil and wider public service. The resulting challenge was the translation of those principles into actual behaviours by all actors involved.

4.4 
A co-ordinated project management team

The co-ordination and management of large and diverse teams of local and international staff presented surprisingly few challenges, especially given the difficulties of geographical location and limitations of local technologies. Both projects enjoyed a largely stable team of staff, especially of consultants. This continuity was invaluable as trust with local counterparts could grow with each in-country experience.  Kosovo consultants emphasised the value of being attached to particular geographical regions or ministries over the lifetime of the project. 
All respondents to the survey spoke of the benefits of having clarity of roles, accountabilities and responsibilities. Everyone was “respected as a professional and encouraged to generate ideas, develop resources, design activities and take part in tasks and share with everyone else”. Significant efforts were made to ensure that all local staff (of whatever community) worked well together. In turn they provided an effective link with project partners and participants. Comments from respondents included “rarely have I worked together with a group that worked together so well” and “I can honestly say …the team of internationals was the best …I have ever worked with, everyone was 100% committed to the project”.

In-country resident experts were another key to success. An in-country project manager and a training manager in Kosovo and a resident technical adviser in Republika Srpska ensured day to day continuity. This proved successful despite initial anxiety in Republika Srpska about creating “donor dependency” but a style of working was adopted that ensured the reform programme made good use of the adviser, while still being locally led and managed . Briefings to arriving consultants ensured an up to date picture was maintained of what had occurred since their previous visit and enabled the maintenance of an overview of all project outputs, not just the ones for which an individual consultant was responsible. The work of the resident team and of international consultants in both countries was effectively supplemented by access to short-term specialists, e.g. in communications and information technology.  

Even when not “in-country”, consultants were able to access latest project news and publications via the intranet. A dedicated site for the project was created and maintained as part of CMPS’s own electronic learning support system (ELSS).

4.5 
Putting principles into practice

Important for any co-ordinated project team, and vital within such sensitive environments, was to ensure that everyone modelled appropriate behaviours at all times within and outside of the office. In any relatively peaceful and harmonious environment most of us would claim to be able to do this with relative ease. In Kosovo only one member of the local staff team came from a family untouched directly by inter-ethnic violence yet at all times they and the internationals were asked to behave in ways that did not discriminate or show prejudice on grounds of ethnicity (or indeed any other dimension of diversity). Respondents talked of the need to put aside personal feelings of anger and disgust at war-stories told (sometimes in graphic detail) in order to maintain a balanced view of both communities. 

In-office and in-country people management needed to be open, fair and ethical. Without clear expectations and realised behaviours, both projects would have been doomed to failure. Equally being seen externally to be open, fair and ethical in managing project resources was equally vital. Therefore equal access to training and study visits was given, despite occasional political pressure to do otherwise. Being transparent about boundaries that would not be crossed was essential as well as not being seen to collude with unacceptable behaviour. Any instances of inappropriate behaviour were dealt with in a constructive and timely fashion.

4.6 
Communication and networking
For any project to be successful it must establish and maintain good networks. This was certainly true in Republika Srpska and Kosovo. Important tasks in project start-up phases were the establishment of the names and roles of key players, the extent of their influence and identification of others who might be called upon to offer support. Networking at all levels - across all sectors, in the centres and the regions - especially with politicians of all communities was vital to ensure progress. 

Provision of active support to political, administrative and practitioner “champions” was important. As one respondent commented, such champions are “a precious commodity and worthy of significant investment”. In Republika Srpska the champions took the form of a “Task Force”, established at the start of the project comprising a range of stakeholders from the Prime Minister’s Office. Task Force members came from key line ministries and other government bodies, including the National Assembly. Sustaining relationships with appropriate local counterparts was sometimes difficult, especially where these were political appointees who left their positions after the year 2000 elections or when they were “poached” by other projects seeking local expertise!
From the outset both projects established Steering Groups, comprising key stakeholders (each with individual and defined roles), operating within jointly agreed terms of reference to provide policy direction and oversight. Finding and keeping the right chair of the Steering Group (someone with the wider view and the authority to promote and lead reform) proved to be especially central in the Republika Srpska where the Chair was the Prime Minister himself. 

Networking also extended to other project teams working within the region, although a view was expressed that there appeared to be “little continuity of support being given with seemingly hundreds of projects working away with apparently little co-ordination”.  The development of a civil service wide database of personnel records was made possible in Kosovo through co-operation with colleagues from the project in the Republika Srpska already some months ahead with this work, thus saving time and financial resources and adding value to both projects. 

Networks were built and supported within host-communities. Newly created personnel teams in Kosovo risked isolation in ministries and municipalities, especially when trying to implement new procedures perhaps seen to threaten the traditional power bases of permanent secretaries/chief executive officers and directors of administration. The establishment of a Personnel Managers’ Forum appears to have helped to raise the status of what is in effect a new profession within the Kosovar public administration. The network continues to operate and enable the exchange of local and international practice.  

Communicating beyond immediate project beneficiaries represented a challenge throughout both projects. Creating and implementing government-wide communication strategies proved helpful.  As a result a wide range of media (especially bi-lingual posters) was used effectively to communicate messages about new Civil Service laws and procedures, seeking to reinforce not just  “what” was being done, but also to explain the “why”. A strategy to more widely inform and advise all civil servants in Kosovo of what was being done through the project should (according to the views of one respondent) have been more formally planned and executed, helping to create greater pressure for change and interest to become involved in some way. 

Research findings confirm the challenge of managing effective communication in three working languages (Albanian, Serbian and English). Terminology mattered. Describing Kosovo as a “country” upset the Kosovar Serbs. Calling it a “territory” caused offence to the Kosovar Albanian community. Instead a politically neutral word had to be found - “area” seemed to be the most suitable.  

Finding qualified and competent translators and interpreters was difficult. In neither country did there appear to be a recognised profession and associated qualifications.  Even when equipped with skilled translators and dictionaries, problems of simple words were found on a daily basis. In Albanian it is possible to distinguish between an “aim” and an “objective” (an important distinction, especially when training trainers), but there is no such distinction in the Serbian language. One piece of learning already transferred to work in the Balkans region has been the development of a standard glossary of training and other technical terms to which all who translate have agreed to adhere. 

Delivering all training materials in both local languages challenged the trainers’ skills in operating dual overhead projectors (when the electricity supply allowed their use at all). When only one projector was available and the Serbian version of a slide was placed first on the screen a virtual walk-out of participants occurred, despite the international trainer’s plea that they simply wanted to show fairness in alternating the slides shown on the screen whereas political correctness dictated that the Albanian version should always be shown first.  

4.7 
Persistence, patience and honesty 

The final conclusion is perhaps an obvious one when working in an environment of this nature, but all colleagues consulted noted that persistence and patience helped to pay dividends. “Process projects”  in any environment often do not move as quickly as we or the client would like, but respondents said how important it was to proceed at the pace of the host-institution, whilst remaining mindful of contractual agreements.  

In all cases use of “carrots” rather than “sticks” was preferred. Time invested in building trust paid dividends. Deciding which battles to fight was also important. Patience to correctly identify problems, followed by a strategy of devising solutions to those problems in partnership and learning together from mistakes made ensured better results.  

There are no “magic wands” to ensure success, especially in the immediate post-conflict environment of the Balkans this has proved to be especially so. Our experience in Kosovo and Republika Srpska has reinforced a need to be honest and realistic about what can and cannot be achieved.   

Section 5:
Completing the cycle - applying learning

5.1
Introduction
The learning cycle is not complete until concrete action to apply learning to practice is taken. CIDC continues to work in the multi-ethnic environment of the Balkans and we are currently delivering a European Union (EU) funded project to enable access by under-represented communities to the civil service of Macedonia. Of the six major conclusions summarised in Section 4, three with particular significance in this geographical and political environment are already being implemented. 
5.2
Ownership

Whilst it is self-evident that obtaining early engagement of stakeholders is vital to ensure the ultimate success of any technical assistance project, it is fair to say that in multi-ethnic environments, time spent during the design and early implementation phases to gain the commitment of all parties at all levels representing all communities proved to be the key ingredient.  Respondents suggested that this can be a difficult, time-consuming process requiring much patience but without the development of trust and respect early on, foundations for progress cannot be laid. 
Efforts made in Kosovo to consult and involve the Serbian community (who had been given little previous opportunity to contribute to such projects) were rewarded by increased participation in Regional activities, although there remained room for improvement at the end of the project. High numbers attending the Senior Management Training Programme in Republika Srpska (scheduled towards the end of the project) was thought to result at least in part from the establishment of good relationships with key stakeholders from the outset.

Likewise the need to establish local technical capacity as a priority, and to encourage inclusivity via the adoption of a ‘task-force approach’, proved critical.  The development of a cadre of Kosovar trainers to help manage and deliver future Training and Development needs for public administration offers a major step towards future sustainability as does the inclusion of the Republika Srpska Civil Service Agency in a consortium that has recently won EU TEMPUS programme funding to develop local capacity.
Although because of political imperatives no real time was allowed for project start-up in Macedonia, significant investment has been made in creating equal and sustainable relationships with local civil service partners and other stakeholders that is already paying dividends. Active project steering and working groups will help to ensure from the outset of the project strategic direction and input of local technical expertise. 
5.3
Communication and publicity 

This research showed that educating and informing all those who are intended to benefit from project activity is of paramount importance. Timing is also critical.  Much effort in both Kosovo and Republika Srpska went into publicising changes and developments using a variety of media over a sustained period of time.  The establishment of a media centre in the Republika Srpska Government building has played an increasingly important role in disseminating information both within and beyond the Civil Service. Therefore in Macedonia every opportunity is taken to communicate with key stakeholders and publicise the project externally, whilst encouraging our civil service partners to do likewise.
5.4
Project management and team behaviour
Both projects benefited greatly from having strong local management and dedicated local staff who worked well together and who formed excellent relationships with local officials.  Use of rigorous project management tools and techniques by all local and international staff enabled careful tracking of progress and use of resources. Careful selection of international consultants who demonstrated lawful and ethical behaviours throughout their involvement with the projects set an important example. The impact of such behaviours in countries with EU membership ambitions should not be under-estimated.  In Macedonia, therefore, local and international staff members have been carefully recruited to fulfil exacting roles. Feedback is regularly sought and offered on performance of individuals and on progress towards agreed project outcomes. Use of Microsoft Project and Excel programs ensure access to accurate information about budgets and resources. 
Section 6:
Conclusions
Many of the development issues facing those who carry out project work in Kosovo and Republika Srpska are common to those found in other countries in transition possessing limited resources.  Problems faced cannot be exclusively attributable to earlier conflicts, some resulting from the economic structure of the Former Republic of Yugoslavia. Lessons learned during these projects appear to be consistent with those derived from the experience of any development intervention and as such are not especially unique to multi-ethnic environments. The most that could perhaps be claimed is that such environments have heightened consultants’ awareness of the importance of some important principles of successful international development.  Comparison with outcomes of similar research in the field would be interesting but such work has not been possible within this limited study.   
Such a conclusion does not however invalidate research findings. Evaluation should play a key part in the planning and implementation of all development initiatives. It should not just be a matter of pronouncing whether a project is successful or not. Whatever the target of the evaluation process, we should enable learning to be identified. Processes of administrative reform and behaviour change in environments as sensitive as those in the Republika Srpska and Kosovo are long term. Although CMPS’ contributions to those processes have been relatively short-term they have, as this paper suggests, offered invaluable opportunities for its own learning – learning that is already being applied to continuing work in the Balkans. 
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