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Note:
Ref: The Andhra Pradesh re-organisation Act 2014
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Dear Prticipant,

The Government of Andhra Pradesh has launched a major Training
and Human Resource Development initiative. For effective and efficient
implementation of various programmes taken up by the Government, well-
trained and well-informed official machinery is a must. The Govenment has
been introducing a large number of training programmes and launched a
series of measures aiming at bringing the Government closer to the citizen
who is the intimate stakeholder.

No initiative of any organization can be successfully implemented, if
the functicnaries are not fuily involved in the programme. The best way to
involve them would be to make each functionary aware of his/her role
functions and responsibilities and making him/her fully conscious that he/
she is accountable to its stakeholder., the Citizen. With this in view the
Government of Andhra Pradesh has adopted SMART model of Governance,
which is SIMPLE, an acronym that stands for, Moral, Accountable,
Responsive and Transparent.

The accountability of staff of each department in the state government
is rendered possible through a commitment given to the people, the primary
stake holders, in the form of Citizens Charter. It is a promisory note assuring
the citizens the best quality of services, hospitable treatment, attending to
their complaints, right to information, redressal to their grievance etc. Before
implementing the Charter it becomes necessary on the part of the employees
to understand fuily the philosophy behind this and become fully aware of
their commitment, their role and responsibility in its implementation in letter
and spirit, so that the charter really becomes a meaningful and worthwhile
document that reflects the government's aspirations in the service of the
people. This booklet gives details of the inputs that go into the preparation
of the Citizens' Charter, its parameters, ways and means of its
mplementation, machinery and systems to handle/redress the complaints,
methods and necessity to obtain the feedback from the stakeholders etc.
The purpose of this booklet is to make every employee of the state govt.



undersand the commitment given to the citizen who is the primary
stakeholder. This institute is endeavouring to sensitize and train the
employees in making the Govt. Citizen friendly and enable in delivering the
quality services, rising up to the expectations of the citizens.

The Institute acknowledges the cotribution of Sri. Vasanth Kumar
Parigi, consultant, Center for Good Governance who compiled this booklet
in a capsular for comprising various aspects of the Citizens Charter.

After going through the material if you have any suggestion, please
send them directly to this institute.

PVRK PRASAD ias

Director General
Dr. MCR Human Resource Development
Institute of Andhra Pradesh
&
Ex-officio Spl. Chief Secretary to Government
(HRD)
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The spirit behind the Citizen's Charter ——-

A customer is the most important visitor on our premises. He is not dependent
on us; we are dependent on him. He is not an interruption on our work: he
is the purpose of it. He is not an outsider on our business; he is part of it.
We are not doing him a favour by serving him; he is doing a favour by giving
us an opportunity to do so.

- Mahatma Gandhi



GOOD GOVERNANCE

v v

Transparency + Accountability + Citizen

Friendliness

Citizen's Charter

Good Governance is the Technology, Citizert's Charter is the tool.
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CHAPTER - |
CITIZEN’S CHARTER

What is its History?

In 1991 John Maijor, the then British Prime Minister established the
concept of citizen's charter to shift the balance of change into the hands of
ordinary people. He set the citizen's charter as a ten year Programme.

In January 1994 at a meeting of the Central Consumer Protection
Council held in Delhi, its representatives raised the issue of preparing
citizen’s charters for Govt. departments to improve the standard of Public
Utilities. The then Minister of Civil Supplies, Public Distribuion System and
Consumer Affairs, Mr. A.K. Antony suggested that Health Services may be
taken up first . Accordingly, a committee was formed to bring out a draft
Charter for Health Services.

in August 1996 in his Independence Day speech, the then Prime Minister
of India Sri. H.Deve Gowda announced the Govt's decision to introduce the
concept of citizen’s charters in all Government departments.

In November 1996, at the Conference of Chief Secretaries and Union
Territories on “Effective & Responsive Administrations it was agreed by all
that the subject of citizen’s charters should be given top priority to improve
the services to the people of India.

In May 1997, the Conference of Chief Ministers which considered
measures to tone up administration and services decided to adopt citizen’s

charters.

Several countries such as Australia, New Zealand, Maiaysia, Singapore,
have citizen's charters.

1 Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CITIZEN'S CHARTER

The various departments of the Govt. of India, the Nationalized banks,
the Reserve Bank of India, the Life Insurance Corporation of India have
published citizen’s charters. In all, nearly 60 Charters have been released
by these organizations and Departments up to Dec. 2001.

Several State Govt. and Union Territories have also published citizen's
charters.

A compendium of citizen’s charters brought out by the Central Govt.
has been published by the Ministry of Consumers Affairs, Food and Public
Distribution (Dept. of Consumer Affairs) , Krishi Bhavan, New Delhi-110
001. { Ref. UPABHOKTA JAGARAN, VOL. 11, NOS.2 & 3, JUNE — SEPT
2001). Those who need more details may visit the web site (http://
persmin.nic.infarpg) of the Dept of Administrative Reforms and Public
Grievances. (Sardar Patel Bhavan, 5" Floor, Parliament Street, New Delhi.
Telefax-3362325, 3742133, 3742548)

The Govt. of Andhra Pradesh has taken up the preparation of citizen’s
charters in a systematic manner through consultation with stakeholders,
training of staff, involved in the implementation of charters and awareness
generation.

A 3- hour interactive DVD has been produced by the Dr. MCR- HRD
Institute  Govt. of Andhra Pradesh on citizen’s charters for training and
publicity purposes.

The foltowing Depts. of the Govt. of Andhra Pradesh are implementing
citizen's charter:

Road Transport Authority

Dept. of Registration and Stamps

Commercial Taxes

Municipal Administration

Employment and Training

A.PTRANSCO (APSEB)

Hyderabad Metropolitan Water Supply, Sewerage and Sanitation
Board

9OV e =
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CITIZEN'S CHARTER

Draft Charters have been prepared for the following Depts.

Revenue

Police

Drug Control Administration
Animal Husbandry

By =

The A.P. Govt. proposes to extend the concept of citizen's charters
to all Govt. Depts. having public interface.

In the Vision 2020 document, citizen’s charters have been
conceived as effective means towards achieving the goal of Good
Governance.

The strategy paper on Good Governance published by the Govt. of
A.P. and the report of the Task Force on Good Governance (January
2000} headed by Shri. Madhav Godbole have recommended the effective
implementation of citizen's charters in all Govt. Depts.

All limits are self imposed. There are no limits to excellence -

Tom Peters

br. M.C.R, H.R.D. Institute of Andhra Pradesh



CHAPTER - Ii
WHAT IS A CITIZEN’S CHARTER?

The citizen's charter is a document prepared by the service provider
in a clear and precise manner about the quality and method of delivery
of services to the users of the service.

The purpose of the citizen’s charter is to:

a. Improve the quality of service to the public,
b. Give people more choice,
c. Tell people what kind of service to expect from the Govt.

departments,
d. Make sure people know what to do if something goes wrong in the

process of service delivery.
Six Important Areas to be covered in every Citizen's Charter

The Six Principles of citizen’s charters:

v+ Published Standards,

ex Openness and Information,

t2 Choice and Consultation,

ro Courtesy and Helpfulness,

vr Redress when things go wrong,
v Value for money.

Standards

Explicit standards, or quality parameters are to be published and
monitored, which individual users can reasonably expect for each
service. Actual performance against these slandards need fo be
published. Standards also refer to specific time frames within which
the work relating to the citizens related works will be compieted.

information and Openness

Full, accurate information should be readily available in plain
language about how public services are run, what do they cost, how
well they perform and whois in charge. i.e. The name, designation and

4 Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CITIZEN'S CHARTER

telephone numbers ( Office and Residential ) of the Officers concerned
and timings of their availability etc.

Choice and Consultation

The provision of choice is to be made wherever practicable. There
should be regular and systematic consultation with those who use a
service. User’s views about services, and their priorities for improving
them, to be taken into account in final decisions on standards or quality
or time frames.

Courtesy and Helpfulness

Courteous and helpful service to be rendered by public servants who
should normally wear name badges. Services are to be made available
equally to all who are entitled and not to suit their convenience

Putting Things Right / Redressal

If things go wrong, an apology, a full explanation and a swift and
effective remedy, has to be offered. Well published and easy-to-use
complaints procedures with independent review wherever possible
have to be followed.

Value for Money

Efficient and economic delivery of public services has to be handed
within the resources that the nation can afford. Independent validation
of performance is to be made against the published standards. Best
quality service should be delivered incurring lowest cost.

Expenditure control and review of costs including manpower costs
and administrative overheads should be undertaken periodically and
published for public review.

“In good and successful organizations, people provide solutions. In
poor and unsuccessful organizations people are the problem”

oh

Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CHAPTER - Il
PREPARATION OF CITIZEN’S CHARTER

Before preparing a citizen’s charter the following process must be
completed.
1. Consultation — with service users, staff, voluntary organisations.

2. Survey to know what is the present perception of the citizens and
what their expectations are. The survey may be through informal
discussions with a small group or a structured survey through a
questionnaire. (A sampie questionnaire for Municipal service is
enclosed at Annexure 1. Similar ones may be prepared for other

depts.)
3. Draft Charter has to be jointly prepared by a small committee of 3

or 4 persons. The charter should be written in a clear, simple and
concise language and easily understood by citizens who read them.

What citizens expect from Govt Departments / service
providers

1. Reliability i.e. consistency in performance.

2. Responsiveness i.e. timely service.

3. Credibility i.e. having customer interest at heart.

4. Empathy i.e. attention to customer’s needs.

5. Courtesy and care i.e. physical evidence of willingness to serve.

g Or M.C R H.R.D. Institute of Andhra Pradesh



CHAPTER - IV

LAUNCHING CITIZEN'S CHARTER

various phases in launching citizen’s charter that follow
one another

ik
2.

> Bl e

8.
2]
10.
1k

12.

The Policy Phase — the decision to go for a citizen's charter

Motivation and Awareness — Marketing the idea to the staff and
other stakeholders.

Identification of a core group.
Consultation with the stake holders
Preparation of the citizen’s charter.
Publicity and launching of the Charter

Continuous measures to create awareness about the citizen's
charter among the public.

Implementation plan with details.
Feedback from staff and the public
Review of the feedback

Using the feedback data for review of the Charter with the stake
holders to improve/bring changes in the charter.

Further improvements in the charter — Preparation of Revised
Charter.

Steps needed for an effective and efficient implementation
of citizen charter.

1

o~ wbd

Formation of a citizen's charter advisory committee.

Staff training/motivation at all levels upto District/Taluk/Village.
Review of procedures.

Exhibit charter at all important places.

Clearly specify who will do (a) what (b) when and (c) How?

Or. M.C.R. H.R.D. Institute of Andhra Pradesh



CHAPTER -V

HOW TO MAKE CITIZEN'S CHARTER A
SUCCESS?

To make the Citizen's Charter a success the following are
needed

1. A sense of urgency
2. Owning the Charter by the Head of the Dept and the entire
staff.

3. A committee headed by the Chief Minister to oversee the
implementation and progress of the Citizen's charter.

4. Constant interaction with the stakeholders.

5. Motivating the staff and performance review of the staff based
on the criteria outlined in the Charter.

6. Taking corrective measures

7. Simplification of procedures and systems.

8. Reducing hierarchy, and going for decentralization.

Citizen’s Charters Should be seen as

A partnership between the people and the Govt.

Citizen's charter is not a concept, it is a programme of action.
It is a part of democratic reforms.

Citizen’s charter gives "people orientation” and * customer focus”
Citizen’s charter is a pro-active approach to a good governance
Political Parties, Administrators and even Judiciary must
encourage citizen's charter.

S8

What are the dimensions of Quality service?

1. appropriate and relevant (to meet individual and community
preferences, needs and wishes)

2. available and accessible {to everyone or those groups/individuals
given explicit priority)

3. equitable (fair in the treatment of individual or groups of peopie in
similar circumstances). '

4, Acceptable (in terms of quality and manner of provision) — including

whether services are approachable, convenient, pleasant to use,
reliable, timely, prompt, responsive and humane)

8 Dr. M.C.R. H.R.D. institute of Andhra Pradesh



CITIZEN'S CHARTER

5. Economic and efficient (from the viewpoint of service users, tax-
payers and community at large)

6. Effective (in terms of the benefits they bring to users and the
community).

Everyone has two jobs.

1. doing the job.

2. improving the job.

9 Dr. M.C.R. H.R.D. Institute of Andhra Pradesh
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CHAPTER - VI

BASIC STEPS FOR EFFECTIVE
COMPLAINT MANAGEMENT

. Acknowledge Complaints

a. Personalize the response

b. Talk to customer if possible

c. Use letters.
Designate a location to receive complaints

- Accessible, Visible to Customers

Develop a System for Record Keeping.
Process and Record complaints.
Investigate & Analyze the Complaints.

Keep the customer informed of the progress.

Periodically analyze the complaints and improve the process.

How to get Feedback?

10

1.

2.

Over the counter at the service outlets.
By toll - free telephone number.

Through Post/ e-mail

By Fax

Via Community/Consumer Organisations

Consuitative Committees.

. Internet

Telephone

Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CHAPTER - VI

CITIZEN’S CHARTER & EFFICIENT

"COMPLAINTS
REDRESSAL SYSTEM"

Without a good complaint redressal system, citizen’s charter has no
effect. Departments should establish highly credible & responsive
complaints procedures and redressal systems.

Basic Principles of effective complaints system

Complaint system should be

easily accessible and well publicized

simple to understand and use

speedy, with established time limits for action and keeping
people informed of progress

fair , with a full and impartial investigation.

Confidential, to maintain the confidentiality of both staff
and the compiainant.

Informative, providing information to top management so
that services can be improved. ’
Set out clearly the volume of complaints, broken down
into different categories.

Include an analysis of response time.

Proposed action to be informed to the complainant.

Publishing Complaints Information

1. Publishing complaints information is in line with the principle of
general public service accountability and transparency.

2. demonstrates to the public that complaints are taken seriously
and it is worthwhile to complain.

What is the definition of a complaint?

Any expression of dissatisfaction which needs a response.

11
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CITIZEN'S CHARTER

Complaint systems should be easily accessible and well-publicised.
A truly successful complaints system will ensure that people know
how to complain and feel, it is worthwhile to do so.

Before anyone makes a complaint, they need to have certain
information. This includes rights and responsibilities. People should
be told not only what their rights are as receivers of public service, but
their responsibilities too. This can be done best through a clear
statement given in the citizen’s charter.

The department must publish information on complaints received (at
least on yearly basis) and should include.
1 numbers and types/categories of complaints.

2. speed of response to the complaints received.
3. action taken as a result of complaints being reported to improve

services.
How to complain?

* Display the names, addresses and phone numbers of the members
of staff or secretariesof the top officers to contact to register any
complaint.

* Give time targets for responding, i.e. target times should be stated
for

1. acknowledging complaints

2. responding to complaints

3 keeping people informed if the response target will not be met
and explaining why it is so.

4. The possible outcome- the information should state what redress
people can expect when they have a complaint.

The role of I.T. - Computerization of Data

1. to record & track complaints

2. to respond quickly.

3. to produce reports

4, to measure satisfaction through analysis of questionnaire given
to users.

12 Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CITIZEN'S CHARTER

Review of the redressals :

Complainants should be given the opportunity to have the redressal
reviewed, if they are dissatisfied with the response. Each department
should determine the best arrangement to suit to their position.

Govt. departments should maka it easy for the public to lodge
complaints. They could do this by:

a. Phamplets and posters

b. Booklets

c. The media - radio, T.V. local press

d. Telephone directory
e. Contact — Helplines i.e. Telephone nunibers..

People will complain only when they feel that the organization .is
responsie to their complaints and acts on them. They will not do so if
they think that the department does not show any response to the
complaints. The Departments therefore must make it clear to the public
that complaints are welcomed and they will be attended to, promptly
and besides, the information carried in the complaint will be used to
improve services further.

Removing fear

Peopie may not complain if they fear that they will be subjected to
vindictive treatment by the service provider for the complaint. This is
particularly true, in case of service providers in Departmens like
lodging electricity, water, telephones eic.,

Handling complaints within the organization:

Each department should have procedure for deaiing the complaints
which are clearly understood and followed by the staff. The procedures
should be simple and enabie speedy solutions to the complaints
received.

13 Dr. M.C.R. H.R.D. Institute of Andhra Pradesh.



CITIZEN'S CHARTER

Redressal on a complaint can be in the following manner

- an apology

- an explanation

- an assurance that the lapse pointed out will not
happen again

- action taken and things are put right,

- financial compensation.

Attitude

If a complaint system ought to be effective, just having procedures
may not be enough. 1t is important that staff have the “right attitude”
towards complaints. This involves

1. listening sympathetically to the people who have felta cause to
complain.

2. recognize that complaints handling is an integral part both of
good service and customer care and not a nuisance.

53 Understanding the benefits of good handling and consequences

of poor handling of complaints,
4, Welcome complaints as an opportunity offered to put things

right for the citizen and to learn the lesson to improve services.
Complaints systems are unlikely to be fully effective if they are not
supported and supervised at higher levels. Senior officials should
regularly review complaints information and ensure that complaints
handling is considered is one of the criteria in all performance reports
of the department.

Each dept may consider displaying their Pledge to welcome
complaints on a Board prominently.

Recording Information

Organisations must decide for themselves the level of detail to be
recorded about complaints received, but minimum data shouid
include:-

14 Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CITIZEN'S CHARTER

name, address and telephone number of the complainant
date of receipt

details of the complaint, subject or issue

what redressal the complainant wants

immediate action to be taken on the complaint

ot e A

Analysing Information

Information about complaints should be submitted to the senior officers
and policy makers on a regular basis.

RULE NO.1

THE CUSTOMER IS ALWAYS RIGHT!

RULE NO.2
IF YOU FIND THE CUSTOMER 1S WRONG

THEN RETURN IMMEDIATELY TO RULE NO.1

- Stew Leonard

15 Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CHAPTER - VIII

HOW TO ASSESS/MEASURE/
EVALUATE THE IMPLEMENTATION
OF CITIZEN’S CHARTERS

A survey may be done with the help of voluntary organizations or by
directly distributing a questionnaire to a randomly selected smaple of
the public/users of the service. About 500 samples in a District and
100 at taluk level may be sufficient for survey at initial stages. Once
such surveys become regular, the sample size can be increased.

Surveys may also be conducted as below:

By personal interviews,

Through telephone contacts,

By placing survey forms at the service delivery counters,
Through Bills served on consumers,

Through volunteers.

e A S

A model Survey form which has the assessment parameters is
enclosed at Annexure.

The charter mark system is another way to evaluate the citizen’s
charters.

Evaluation, Monitoring and review of Charter

1. Evaluation must be both internal and external
2. Evaluation and monitoring are necessary for improving standards of
services

16 Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CITIZEN'S CHARTER

Regular evaluation and monitoring of the performance standards
builds confidence among the users of the service and standards may
be made more acceptable.

Evaluation can be quarterly, half-yearly or yearly. Atleast once in a
year evaluation must be done.

Evaluation report must be widely publicized within and outside the
organization.

Evaluation enables process review and re-engineering of services
provided by Govt. Depts.

Evaluation and monitoring is better done through computerization.
It helps the top management in decision making online.

Evaluation must provide a reward system for services of staff who
provide excellent service.

External Evaluation has the following advantages

el BB

Improves transperancy.

Validates Internal Evaluation.

Helps comparision with International Standards.

Know customer expectations.

Helps in fixing correct user charges and to measure willingness to
pay.

Can be undertaken by NGOs, professional bodies, Consumer
activists, academic bodies, research institutions etc.,

. Voluntary channel including newspaper columns as sources.
. Report Card system.

Evaluation - Review

17

. Sound Evaluation should lead to retraining of staff.

Annual revision of standards through internal and external evaluation
is desirable.
For owning citizens charter, a reward system must be in place.

Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CITIZEN'S CHARTER

4. Annual reports of organization must contain implementation of citizens
charter.

5. Implementation of citizens charter to be a part of staff appraisal
systems.

6. Commitment of Government to citizens to better the standards must
be ‘visible’.

7. Government reviews of public utility must be on the basis of
implementation of citizens charter.

8. External agency for rating of public utilities is ‘Good Governance”.

“Accountability is a call from your conscience , ultimately
accountability is generated from within your heart”.

18
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CHAPTER - IX
THE CHECK- LIST

Are you responsible for drawing up a citizen’s charter or reviewing an
existing one? This is a check list for you.

1.1

24l

Charters in general

Charter documents should be written for consumers and their
needs are tobe taken into account. They should describe
initiatives to provide a quality service.

Is it really for the consumers?

Does the title of the charter document indicate that public
services are there to serve the individual citizen or consumer
and that the charter is for the consumer?

For example, the Municipal charter or the PDS Charter.

Does the charter say that the consumers were consulted about
its form or contents?

. If not, does it describe how the department consults the
consumers about its charter initiatives?

. Does it cover the issues which matter most to the
consumers?

° Does it reflect their priorities?

Does the charter invite readers to comment on its form or
contents? If so, how?

° Does it give an address or telephone number for making
comments?
° Does it name someone to whom to send the comments ?

3. Does it name names?

31

Does the charter promote the principle that providing public
services should involve individual accountability? For example

) Does it say that staff who are in contact with the public
will identify themselves (by wearing name-tags or
giving their names on the phone or through letters)?

° Is it clear about who authorizes the charter and takes
responsibility for it? For e.g. many charters are

Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



CITIZEN'S CHARTER

introduced by the Minister concerned or The Chief
Executive.

° Does the charter give the name, address or telephone
numbers of relevant officials (for e.g. someone to
whom consumers can comment about the charter, or
a designated complaints officer?

3.2 Does the charter contain any other initiatives to make the
services more personalized?

° Ex. May | help you counters, e-mail.

3.3 For whose convenience?

Some charters promise that services will be organized for the
convenience of the consumer (rather than the organization)
Does the charter contain any other specific initiatives to make
the service more user-friendly? For e.g.:

® Does it extend or adapt office opening hours to suit
the convenience of the public, or does it promise to
do so?

° Often the services provided by one government

agency involve other agencies. Does the charter say
that this service provider has negotiated with other
public services on consumer’s behalf to ensure they
get an agreed standard of service?

3.4 Does it take account of special needs?

Does the charter contain a commitment to the principle that
public service should be designed to meet the needs of all
current or potential consumers- including individuals with speciali
needs or concerns such as the old, disabled, children, women?

3.5 The obligation to consult

Consulting consumers is essential to develop a quality service.
A comprehensive charter document will indicate a commitment
to consultation. Does the charter promote the principle that the
public service should consult their consumers and use that
information to help them better.

a0 Dr. M.C.R. H.R.D. Institute of Andhra Pradesh



3.6
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CITIZEN'S CHARTER

Does it make any practical commitments to consult consumers
and to change the service for good in the light of the views and
demands of consumers?

Does the charter promise'to publish the results of surveys and
other forms of consultation?

Does the charter promise to consult consumers in any of the
following ways:

In carrying out independent opinion surveys? (If so, how,
when and on what)?

In consulting relevant consumer or voluntary groups on,
or involving them in, the design or interpretation of opinion
surveys? _

In setting up, support resourcing or convening consumer
meetings, consultation bodies or other advisory groups?
In appointing or seconding consumers to management
bodies?

In monitoring complaints?

In consulting MPs, MLAs about the concerns of
consumers?

In consulting staff, especially those in regular contact with
consumers, about consumers concerns?

In consulting local councilors about the concerns of
consumers?

In consulting other relevant government agencies or
organizations which may have information about the
concerns of consumers?

The obligation to inform and be accountable

Does the charter promote the principle that public service should
provide information for, and make themselves accountable to,
their consumers? If so, what do they do about it?
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3.7

3.8

3.9

PractiSing what it preaches

How readable and user-friendly is the charter document? For
example

Is it easy to handle?

Is it well laid out? :

Does it have enough headings and are they relevant?

If it is more than a few pages long, does it have a table of
contents?

Does it have an index, if not would one have been helpful?
. Does it have a readable type size?

° Is it written in plain language?

Does the charter tell consumers how to have a say in the way
the service is provided or how to participate in formal consultation
process?

Does the charter explain how to complain?
How the service is working

All charters say something about how the public service is going
about its business. Charters may provide information ranging
from ideals which are not necessarily achievable- at least in the
short term, to practical information about the standard of service
consumers have a right to expect. This section of the checklist
covers the various ways in which Charters can and do account
for how the services are working.

Does the charter describe the services the organization
provides?

In general, to what extent does the charter provide information
about how the service is usefull to the Citizen. In particular, to
what extent does it provide information in the areas set out
below?

Long-term plans, aspirations and service philosophy

Does the charter describe the department's or agency’s long-
term plans and aspirations ?
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Does the Charter describe the department’s or agency’s service
philosophy? For example ‘We are committed to achieving these
high standards of service through a professional, efficient and
quality service, which provides prompt and accurate help and
information which is clear and accessible.

Monitoring and reporting performance

Charter documents often tell readers how well the department
or agency has been working. They can only do this if the
organization has been monitoring its own performance for some
time. Consequently, some charters are only able to promise
that they are about to start monitoring and reporting their
performance.

Does the charter promise that the department or agency will
monitor how well it is performing and report this to its users?

Which particular aspects of the service's performance were
chosen for monitoring and why? How will they be monitored
and how will the results be published?

Does the charter say how performance is to be monitored (if at
all)? For example- (a) in-house, (b) by statutory inspectors or
auditors or (c) by some other independent organization (like a
market research company)

Does it say how regularly performance is to be monitored (e.g.
half yearly, yearly)

Does it say which aspects of the service’s performance are
monitored and the result reported? (for instance, how long it
takes to process a claim, the quality of drinking water supplied)

Does it say why those aspects of the service's performance
were chosen? For example(a) We have always collected this
information, (b) they are the only readily measurable aspects
of the service;

Does it say how and where the service will report its performance
to the pubiic (e.g. in posters ,at the office or the Press, Radio,
TV etc.,
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Does the charter say whether performance is getting better or
worse (for example, by comparing this year's performance with
last year’s)

Does the charter set or promise to set specific standards for the
level of service the consumers can expect?

If so, how and why were these set? For example: (a) are they
new standards, based on the level of service the consumers
expect; (b) are they the same as last year's; or (c) are they based
on last year’s standard but raised?

Does each standard or target apply to the individual user or
consumer? For example, a standard that is meaningful to an
individual consumer might say that the service processes each
person’s claim within 21 days. Ageneralized or corporate standard
might say that the service will process 80 percent of all claims
within 14 days only. It is often desirable to set both sorts of

standards.

3.11 Rights and guarantees

Having set a performance standard or target for, say, how long
consumers have to wait for a claim to be processed. Consumers
want to know if they have a right to that level of service and
what happens if the standard is not met.

A standard should be enforceable. Amere target may be a level
of service the organization hopes to achieve but cannot

guarantee.
To what extent does the charter guarantee that consumers will

receive specific standards of service, or states that they have a
right to that level of service? '

3.12 The obligation to provide redressal

24

Virtually all charters involve a commitment to put things right if
they go wrong. The main way they do so is by promising a
proper procedure for dealing with complaints in the first place.
Some, but not all, charters also promise to provide a specific
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remedy, such as cash compensation, when things go wrong.

3.13 Complaint Procedures

25

Does the charter say that it has established, or soon will establish
a procedure for dealing with complaints?

If so, does the complaints procedure contain the following
features?

Does it say that consumers can complain informally to any
member of staff with whom they have contact, and that they
will try to resolve the problem on the spot.

Does it say that consumers can make a formal complaint?

Does it say that there is a complaints officer, give his or her
name and explain how to make contact?

Does it guarantee that they will carry out a full investigation
of a complaint and provide a full reply?

Does it specify target times within which they will: (a)
acknowledge the complaint, (b) provide a full response; or
(c) give an interim reply, explaining when they will provide a
full response?

Does it set out a procedure by which, if consumers are
dissatisfied with the initial response, can take the matter
further?

To what extent is the complaints procedure, or any stage in
that procedure, ‘independent'? (for example, some
organizations set up an independent complaints officer or
‘Ombudsman’?)

If there are separate procedures for dealing with different
types of complaints (such as complaints about medical
negligence as distinct from complaints about hospital food)
does it explain this clearly? Does it explain how to make
such complaints?

Does it insist or imply that all formal complaints must be in
writing? Or does it aliow complaints to be made in person or
over the telephone?
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Does it invite consumers to make constructive comments
and suggestions in addition to complaints and does it suggest

how to do so?

Does it say that if consumers are dissatisfied with the
organization’s complaints procedure, they can take up
external and fully independent avenues the issue further with
agencies such as Lok Adalat, Ombudsman, Regulatory
Commission and so on.

Does the charter tell consumers how to get independent

advice on, or assistance with, their complaint (for instance,
from a consumer group or fecilitation counter etc., )?

3.14 Compensation and other remedies

Does the charter specify any circumstances in which they will
provide redress or compensation or other remedies if things go
wrong ?

Most dissatisfied customers do not complain. The average
business does not hear from 96% of its unhappy customers.

For every complaint received there will be another 26 customers
with problems, at least 6 of these will be serious.

Complaints are not lodged because people think it's not worth the
time and effort; they don't know how or where to complain, or they
believe the department would be indifferent to them.

26
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CHAPTER - X

A MGDEL FORMAT FOR CITIZEN’S
CHARTER

1. The Aim/purpose of this charter is to work for better quality in public
service

2. (Enumeration of services delivered by the department) We deliver
the following services :-

a) b) c) d)

3. Our aim is to achieve the following service delivery/quality parameters

Nature of Service  Service Delivery Standard Remarks
Time limit (days/hours/minutes)

a)
b)
c)

4. Availability of Information: information on the following subjects can
be obtained from our officers listed below

1_Information | 2. Name of | 3. Designation | 4. Located at | 5. Telephone
relating to the officer /Fax / e-mail
a.
b.
C.
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5. For information outside Office hours, please contact

Availability of prescribed forms
Title of the Form Fee to be paid Whom to contact
a)
b)
c)
Forms are also available inthe web atwww .......... (where applicable)

and can be downloaded
| 6. Complaint redressal systems |

Courteous and helpful service will be extended by all the staff. If you
have any complaints to make in the delivery of the above standards you are
welcome to register your complaints with the following officers

Name Designation Located at Telephone /
Fax/ e-mail

a)
b)
c)

° We have also created a web site for registering complaints at
WWW ... And you are welcome to use this facility

7 A centralized customer care center/grievance redressal center is also
available at where you can iodge your complaint.

8. All complaints will be acknowledged by us within days and final
reply on the action taken will be communicated within days.

- Compensation in case of failure of service delivery, will be paid as shown
below

Nature of Service Compensation per day
1 RS -emmmmmmmm oo

2 — Rs

1 S Rs.
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9, Consultation with our users/stakeholders

e We welcome suggestions from our users.

e We conduct polls

e We hold periodical meetings with users/user representatives
and if you wish to be associated with this please contact -at

e Please also enter your details at our web site www........ indicating your

willingness to be available for consultation, survey on the points enfisted
in the Charter.

10. We seek your co-operation on the following

Citizens Charter is a joint effort between you and the dept. to improve
the quality of service provided by us and we request you to help us in the
following way (Give details relevant to the concerned Departments)

a)

b)

11. Guide Book/Hand book/Consumer Helpline

We have published a Handbook for the guidance of our customers.
Please contact Officer for more details.

Our helpline number is

Our customer information center is located at Phone
No.

Other information
a)
b)

We are committed to constantly revise and improve the services being
offered under the Charter.

Let us Join in making this Charter a success
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CHAPTER - XI
CHARTER MARK

The Charter Mark System is adopted in U K. to evaluate and reward
Depts. offering best service through the Citizen's Charters. The following
criteria are taken into account and marks are awarded to each aspect to
decide the best performance.

The nine criteria are:

Standards

Information and Openness

Choice and Helpfulness

Putting Things Right

Value for Money

Customer Satisfaction

Measurable Improvements in Quality of Services
innovative Enhancement to Services at no Additional Cost.

Commit yourself to performing one 'ten-minute' act of exceptional citizen
courtesy per day and induce your colleagues to do the same. If there are
100 persons in your office you would have 24000 new courteous acts per
year.

Plan for small wins.
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CHAPTER - XIl
CHARTER ASSESSMENT PARAMETERS

CHARTER IN GENERAL

* Title 2
* Context (Preamble/Background) 5
* Covers core and critical areas 6
* Initiatives 4
* Takes account of special needs 3
SUB TOTAL 20
OBLIGATION TO CONSULT

* Mechanism of feedback on forms and contents

* Consult in future 4
* Methods of Consuitation 5
SUB TOTAL 16
OBLIGATION TO INFORM

* Specifies names of relevant officials 4
* Seeking further information 5
* Monitoring and Reporting performance 6
SUB TOTAL 15
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SETTING OF STANDARDS

* Fixing time limits 6
* Targets and standards of service 6
* Rights and guarantees 8
SUB TOTAL 20

OBLIGATION TO PROVIDE REDRESS & BE ACCOUNTABLE

* Complaints procedure 10
* Compensation or Remedies 10
SUB TOTAL 20
COHESIVENESS 10
OVERALL ASSESSMENT

Charter in General 20
Obligation to Consult 15
Obligation to Inform 15
Setting of Standards 20
Obligation to Provide redress & be accountable 20
Cohesiveness 10
TOTAL MARKS 100

Comments:
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CHAPTER - Xl
EXTRACT FROM

"SERVICE FIRST — THE NEW CHARTER
PROGRAMME"
GOVT. OF UNITED KINGDOM
CABINET OFFICE
JUNE 1998

Executive Summary

The Charter idea was pioneered in local government by Labour-run
local authorities. We believe in it. We think it right that all public services,
nationally and locally — should set out clear standards of service, and report
on their performance, should consult and involve their users in carrying out
these tasks, and should provide effective remedies when things go wrong.
We want a programme that is driven by the needs of users, and whose
aims are shared by all staff, particularly those on the frontline. A programme
based on true partnership, both between users and providers, and between
different parts of government. In short, a programme that works.

‘SERVICE FIRST- THE NEW CHARTER PROGRAMME’ aims at
improved service delivery across the public sector. It is an integral part of
the Better Government initiative. It builds on what has already been achieved
throughout the country, but gives a new emphasis to promoting
responsiveness, quality, effectiveness and cross-sectoral working.

We are:

i. Developing nine new principles of public service delivery, highlighting
the importance of accessibility, co-operation and innovation;

Responsiveness

il. Launching the People's Panel of 5000 — a world ' first' - to research
the public's views on improving services;
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ii.

Creating a new legal basis to underpin people’s right to know about
public services;

Improving access to information on the performance of key public
services by making such information available on the Internet in a

clear and user-friendly way.

Encouraging greater participation and involvement of front-line staff
in improving services through better consuitation schemes and a
nationwide programme of ministerial workshops;

Quality

vi.

vii.

viii.

Publishing for the first time comprehensive new guides on drawing
up national and local charters to improve their quality and consistency.

Instituting a review of all main charters, so that they better meet the
needs and wishes of users, beginning with new charters for the NHS
and court users.

Developing new charters where they can help to improve services,
such as a new Long-Term Care Charter, and one covering the work
of the immigration and nationality services;

Creating new best practice guides and using new technology to help
services improve performance in key areas, such as handling
complaints and consulting users;

Developing best practice quality networks around the UK, so as to
encourage services to work together to improve performance;

Effectiveness

Xi.

Expanding and developing the successful Charter Mark programme
to encourage and reward excelient customer services. We will

° Introduce updated criteria to develop the scheme and reflect
our new priorities.

® Improve links between Charter Mark and other quality
schemes.
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° Develop a new self-assessment framework to enable further
services improvement and

° Improve the way we organize the scheme to prepare for
continuing expansion;

Working across sectors

xit.  Launching, in a broad-ranging partnership, a major new programme-
Better Government for Older People- to improve services for older
people and give them more say,

xiii.  Publishing a booklet, in partnership with the Citizenship Foundation
and others, setting out new information on older people’s legal rights
and charter entitlements;

xiv.  Working with local government and the veluntary sector to promote
effective partnership and tackle the obstacles to closer working so
as to make public services easier to use,

XV. Developing the Charter Mark scheme to encourage partnership
between service providers.

This represents a major refocusing of the programme. In the coming
years in consultation with users and staff, we will continue to evaluate its
effectiveness. Our interest is not in new initiatives for their own sake, norin
bits of paper, but in helping public services deliver a better society for our
citizens. We believe the new programme will do this.

CHAPTER | — Introduction

This Government believes that high quality and effective public services
are a vital part of a modern state. People are entitied to expect that services
which are often central to their lives should be responsive to their needs,
easy-to use, flexible and efficient.

The Consultation Exercise

In June 1997, therefore, we decided that we should find out from people
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with an interest in the programme how it might be refocused. so as to deliver
the better, simpler services to which this Government is committed. We
issued a consultation paper to a wide range of organizations and individuals.
We also made it available on the internet,

The new name

We have decided to rename the programme, Service First — the new
charter programme. We believe, this better reflects the programme’s
emphasis on providing responsive public services that meet people's real
needs. It will be broader than its predecessor (Citizen’s charter), and will
encompass not only charters and the Charter Mark award scheme, but also
some innovative new projects, such as the People's Panel and the Better
Government for Older People, Programme.

CHAPTER 2- The Old and the new -
The new Programme

Our aim in putting together the new programme has been to build on
the strengths of the old, while tackling the weakness that we and others
have identified. Key themes of the new programmes are:

° Putting users first, consulting and invoiving them not only in the way
that services are delivered, but also in what is delivered;

° Involving front-line staff in finding ways to improve the standard of
service delivered to users;

® Improving the quality and consistency of charters and ensuring that
standards focus on quality of output, and not simply on process;

® Finding new ways to encourage the spread of best practice, and to
bring services that are not performing up to the level best,

) Laying greater emphasis on innovation, as a way of improving service
delivery; and
) Encouraging public services to work together, to provide the seamless

services that people want and need.
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