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Citizen's Charter
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* The Citizen’s Charter is an instrument
which seeks to make an organization
transparent, accountable and citizen
friendly. A Citizen’s Charter is basically
a set of commitments made by an
organization regarding the standards of
service which it delivers.

Introduction




* It has been recognised world over that
good governance is essential for
sustainable development, both
economic and social. The three
essential aspects emphasised in good
governance are transparency,
accountability and responsiveness of

H |STO RY E. the administration. Citizens' Charters

.- initiative is a response to the quest for
solving the problems which a citizen
encounters, day in and day out, while
dealing with the organisations
providing public services.




* The concept of Citizens' Charter enshrines
the trust between the service provider and
its users. The concept was first articulated

and implemented in the United Kingdom
by the Conservative Government of John
Major in 1991 as a national Programme
with a simple aim: to continuously
| improve the quality of public services for

H ISTO RY the people of the country so that these

ok services respond to the needs and wishes
of the users.

* The Programme was re-launched in 1998
by the Labour Government of Tony Blair
which rechristened it Services First.




* 1. Services to be provided.
o * 2. Standards of services.
Components L. *3.GRMm.

* 4. Duties of customers towards the
organisation.
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+ 1. One size does not fitall —7 € ¢ ema dshouu

% « 2. Citizen’s Charter should be prepared for each  be Al
independent unit under the overall umbrella of the

organization’s charter
* AWide consultation which include n the

“brocess ! Mamﬁg’a\ Char ko
* 4. Firm commitmeéents to be made

A RC A * 5. Internal process and structure should be reformed to
- . “ meet the commitments given in the Charter
Recommendations —

! * 6. Redress mechanism is case of default

_.' *Q 7f Citizen’s Charters
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* Citizen’s Charter cannot be an end in itself. It is
A NeW rather a means to an end — a tool to ensure that

the citizen is always at the heart of any service

Ap p rod Ch fO r delivery mechanism.
\Y d kl ng The IS 15700:2005 of the Bureau of Indian

. - Standards is an Indian Standard for Quality
O rga n |Zat|0n5 Management Systems. The Standard itself

" . stipulates that a Quality Management System

Cltlze n Ce ntrl C helps an organization to build systems which
enable it to provide quality service consistently
and is not a substitute for ‘service standard’. In
fact they are complementary to each other.




* 1. Define all services which you provide
2 and identify your clients

e 2. Set standards and norms for each
service

o
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The ARC Seven * 3. Develop capability to meet the set

standards

Ste p M Odel fO I 4 * 4. Perform to achieve the standards

C|t| Zen * 5. Monitor performance against the set
standards.

Cent r|C|ty . * 6. Evaluate the impact through an
... - independent mechanism

* 7. Continuous improvement based on
monitoring and evaluation of results




* Quality

* Transparency

* Accountability

Principles k., ° Choice
 Standards

* Value




