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List out the parameters for Evaluation of the citizen's charter.

¢ Introduction Options

Definition-based: “A Citizen's Charter is a document of commitment by a public
service organization concerning the services it provides, their quality, timelines,
and grievance redressal mechanisms. Its evaluation is the process of measuring
the extent to which these commitments are being fulfilled.”

Quote-based: The ancient Tamil poet-philosopher Thiruvalluvar, in his classic text
the Thirukkural, states, "(LP6OMCIFIIG STLUUTHMILD LOEITEUTEU6NT DSBS
QevCletim) emeusHSL U@L  (Murai seidhu kaappaatrum mannavan
makkatku iraiyendru vaikka padum). This means, "The ruler who delivers impartial
justice and protects his people will be revered as a deity." This couplet defines the
essence of good governance. As a modern tool to ensure a state's duty of fair
service, the Citizen's Charter is a direct reflection of this principle; evaluating its
effectiveness is therefore a critical step towards achieving such ideal governance
Contemporary-based: “In an era where initiatives like the 'Right to Service Acts'
and Good Governance Indices are gaining prominence in India, it is crucial to
evaluate whether the Citizen's Charter is acting as a dynamic tool for
accountability or has remained a mere symbolic document.”

¢ Body Structure
The effectiveness of a Citizen's Charter can be evaluated based on the following key
parameters:

1.

Charter Formulation and Content:

o Clarity and Simplicity: Is the Charter written in simple, jargon-free
language that is easily understandable to the general public?

o Stakeholder Consultation: Were citizens, consumer groups, and other
stakeholders consulted during the formulation of the Charter to ensure it
reflects public needs?

o Comprehensive Information: Does the Charter clearly list all services,
eligibility criteria, required documents, and contact details of the
concerned officials?

2. Service Delivery Standards:

o Timelines: Are specific, realistic timelines defined for the delivery of each
service?

o Quality Standards: Are the quality benchmarks for services clearly
articulated? (e.g., "potable water will be supplied," "certificates will be
error-free").

o Performance: Are the promised timelines and quality standards actually
being met in practice? This is the ultimate test of the Charter's
effectiveness.

3. Accountability and Grievance Redressal:

o Accountability: Is a specific officer or designation named as responsible for
the delivery of each service?



o Grievance Redressal Mechanism: [s there a clear, simple, and accessible
mechanism for citizens to lodge complaints if a service is not delivered as
promised? What is the timeframe for resolving the grievance?

o Appeals: Is there a provision for an appeal to a higher authority if the citizen
is not satisfied with the resolution at the first level?

o Compensation: Does the Charter specify any form of compensation or
remedy for delays or deficiencies in service?

4. Accessibility and Awareness:

5.

o Availability: Is the Charter easily accessible to the public? Is it prominently
displayed on the organization's notice board, website, and available as a
handout?

o Public Awareness: What steps has the organization taken to create
awareness among the public about the existence of the Charter and its key
provisions? (e.g., through media, local campaigns).

Implementation and Monitoring:

o Internal Capacity: Does the organization have the necessary trained staff,
technology, and financial resources to meet the commitments made in the
Charter?

o Continuous Monitoring: Is there an internal system to continuously
monitor performance against the Charter's standards and identify areas for
improvement?

o Performance Audits: Is the Charter's implementation periodically audited,
preferably by an external agency, to get an objective assessment?

¢ Conclusion Options

Balanced: “The success of a Citizen's Charter lies not merely in its publication but
in its effective implementation and the tangible improvement it brings to public
services. Therefore, its true value can only be realised through a process of
continuous evaluation, feedback, and refinement, transforming it into a living
document.”

Vision-based: “To achieve the goal of a truly citizen-centric government, we must
move beyond treating Citizen's Charters as a formality. By rigorously evaluating
them against these parameters, they can be transformed into powerful
instruments of good governance that strengthen the trust between the state and
its citizens.”

+ Value Addition

Diagram: The Continuous Improvement Cycle of a Citizen's Charter

o Formulation — Implementation — Monitoring — Public Feedback —

Evaluation — Revision — (Arrow pointing back to Implementation)
Reports:

o 2nd Administrative Reforms Commission (ARC): The 4th Report, "Ethics in
Governance," strongly recommends making Citizen's Charters more
effective. It suggests involving stakeholders in their formulation, providing
for compensation for service delivery failures, and strengthening the
grievance redressal mechanism.

Model:



o "Sevottam" Model: This is a service delivery excellence framework
developed by the Department of Administrative Reforms and Public
Grievances (DARPG), Government of India. It provides a comprehensive
model for public service delivery assessment, integrating three key
components:

1. An effective Citizen's Charter.

2. Arobust Grievance Redressal Mechanism.

3. Service Delivery Capability (ensuring the organization has the
capacity to deliver).
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o  QBMTmOBHTEG (PLg.QY6ON: “DéE m6r eowwN&d s meveor” Hemw (Citizen-Centric
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