Citizen Charter

1L

C should not be an end in itself,
itis rather a means to an end.| "\
\
Draw from best practice modsli /\'5' Wway Fnrward\
such as the Sevottam Model to}”
make CCs citizen centric,

ne size does not fit all approach
should be followed., \

Mlide consultation process in formulation of CCsI
N\
\

CC must be precise and make firm \\.\
ommitments of service delivery standards, N\

clear redressal mechanism in case of default)» -,

[Periodic evaluation of CC.|—

Hold officers accountable where there is al
default in adhering to the CC|

‘Educate citizens about the importance of CCs;

evoid of participative mechanisms in
formulation stag

Poor design and content.j~
ack of public awareness.~.

harters are rarely updated: making it a one- \\
~\

time exercise, frozenin time.

easurable standards of delivery are\ _
rarely defined.|

ittle interest shown by the organizations in
adhering to their CC.

’Tendency to have a uniform CC for all offices
overlooks local issues.

/
/

Cs have still not been adopted by all
Ministries/Departments.

CC to make them Effective— __—
7/

Set of commitments made by an
/{zrganisation regarding the standards|
f service it delivers.

/ / First introduced in early 1990s..

/, ~Emphasised on citizens as customers)

Ensured that public services are responsive to|
he citizens they serve.

‘1 What are Citizen Charters (cc]?éj

Eomprises of the Vision and Mission
tatement of the organisation.

\\ fThe Right of Citizens for Time Bound Delivery|
\ lof Goods and Services and Redressal of their
Grievances Bill, 2011 (Citizens Charter) was
introduced in Lok Sabha.

CITIZEN

CHARTER
A\mproving the quality of services
/

\ /| ——
/ Ve Choice for the users|

«btandards to expect within a time frame\

| \
\
‘2. Principles of Service Dellvery</ Value for the taxpayers' money|
\ TR

of the service provlder‘

[[ransparen:y in rules, proc:edures,\I
schemes and grievance redressal

\
“{Participative

. Shortcomings of CCin India |
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