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Introduction 

What is Citizen’s Charter? 
● 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.  
 

 
 

Components of Citizen Charter 
a) The Vision and Mission Statement of the organization. This gives the outcomes desired 

and the broad strategy to achieve these goals and outcomes. This also makes the user aware 
of the intent of their service provider and helps in holding the organization accountable.  

b) The organization must clearly state in its Citizen’s Charter what subject it deals with and 
the service areas it broadly covers. This helps the user to understand the type of services 
they can expect from a particular service provider 

 

 
 

History 
● 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 
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aim: to continuously improve the quality of public services for the people of the country so 
that these 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.  

 

Objectives of the Citizen Charter 
● The basic objective of the Citizens Charter is to empower the citizen in relation to public 

service delivery.  
● Six principles of the Citizens Charter movement as originally framed, were:  
(i) Quality: Improving the quality of services;  
(ii) Choice: Wherever possible;  
(iii) Standards: Specify what to expect and how to act if standards are not met;  
(iv) Value: For the taxpayers money;  
(v) Accountability: Individuals and Organisations; and  
(vi) Transparency: Rules/ Procedures schemes/Grievances.  

 
 

Evolution of Citizen Charter : The International Scene 
The UK's Citizens' Charter initiative aroused considerable interest around the world and several 
countries implemented similar Programmes. 
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● Some of these initiatives are very similar to the UK model, while others chart new ground by 

leaning on the service quality paradigm of the Total Quality Management (TQM) 
movement.  

● Other initiatives are pitched somewhere in between.  
 
United Kingdom-  
● In the UK, in the context of the Next Steps/Modernising Government Initiatives, Citizen's 

Charters have acquired a service quality face for delivery of public services.  
● The quality tools adopted for improving public services include the Business Excellence 

Model, Investors in People, Charter Mark, ISO 9000 and Best Value (Government of 
UK, 1999). 

 
Malaysia 
● The Government of Malaysia issued Guidelines on the Client's Charter in 1993 to assist 

government agencies to prepare and implement Client's Charter, which is "a written 
commitment by an agency to deliver outputs or services according to specified standards of 
quality". 

● A Best Client's Charter Award was instituted in 1993. The Malaysian system of Client's 
Charter closely follows the UK Model.  

 
Australia 
● The Commonwealth Government of Australia launched its Service Charter initiative in 

1997 as part of its ongoing commitment to improve the quality of service provided by 
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agencies to the Australian community by moving the government organisation away from 
bureaucratic processes to customer-focused outcomes. .  

● Centrelink is a one-stop shop that provides access to Australian government services for 
over six million customers 

 
Canadá 
● The Treasury Board of Canada Secretariat started a Service Standard Initiative in 1995 

which took its cue from the Citizen's Charters of the United Kingdom, but enlarged the scope 
considerably.  

● This Service Standard Initiative in Canada was started against the backdrop of citizen 
expectations relating to friendly, respectful and courteous service; faster response times; 
extended hours at government offices; and "one-stop-shopping".  

 
Comparison 
● A comparison of these four major Citizen's Charter initiatives shows that the service quality 

approach is embedded in them in different degrees.  
● Once a decision is taken to make public services citizen-centric, the customer focus of the 

Total  Quality Management (TQM) variety cannot be far behind.  
● In fact, the Citizen's Charter approach has several things in common with TQM. Both begin 

by focusing on meeting customer/citizen requirements. Other key common elements are 
conformance to standards, stakeholder involvement and continuous improvement.  

● Over the years, in India, significant progress has been made in the field of economic 
development.  

● Citizens have become more articulate and expect the administration not merely to respond to 
their demands but also to anticipate them.  

● It was in this climate that since 1996 a consensus had evolved in the Government on effective 
and responsive administration.  

● In a Conference of Chief Ministers of various States and Union Territories held on 24 
May, 1997 in New Delhi, presided over by the Prime Minister of India, an 'Action Plan for 
Effective and Responsive Government' at the Centre and State levels was adopted.  

● One of the major decisions at that Conference was that the Central and State Governments 
would formulate Citizens' Charters, starting with those sectors that have a large public 
interface.  

● These Charters were required to include standards of service and time limits that the public 
can reasonably expect, avenues of grievance redress and a provision for independent scrutiny 
with the involvement of citizen and consumer groups.  

● Department of Administrative Reforms and Public Grievances in Government of India 
(DARPG) initiated the task of coordinating, formulating and operationalising Citizens' 
Charters.  
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● Guidelines for formulating the Charters as well as a list of the do's and don'ts were 
communicated to various government departments/organisations to enable them to bring out 
focused and effective charters.  

● For the formulation of the Charters, the government agencies at the Centre and State levels 
were advised to constitute a task force with representation from users, senior management 
and the cutting edge staff.  

 
● The Charters are expected to incorporate the following elements :- 
(i) Vision and Mission Statement;  
(ii) Details of business transacted by the organisation;  
(iii) Details of clients;  
(iv) Details of services provided to each client group;  
(v) Details of grievance redress mechanism and how to access it; and  
(vi) Expectations from the clients.  
● Primarily an adaptation of the UK model, the Indian Citizens' Charter has an additional 

component of expectations from the clients' or in other words obligations of the users'.  
● Involvement of consumer organisations, citizen groups, and other stakeholders in the 

formulation of the Citizens' Charter is emphasised to ensure that the Citizens' Charter meets 
the needs of the users.  

● Regular monitoring, review and evaluation of the Charters, both  internally and through 
external agencies, are enjoined.  

 

Evaluation of Citizens' Charters 
● During the Year 2002-03, DARPG engaged a professional agency to develop a standardised 

model for internal and external evaluation of Citizens' Charters in a more effective, 
quantifiable and objective manner.  

● This agency also carried out an evaluation of implementation of Charters in 5 Central 
Government Organisations and 15 Departments/ Organisations of States of Andhra 
Pradesh, Maharashtra and Uttar Pradesh.  

● This Agency was also required to suggest methods for increasing awareness, both within the 
organisation and among the users, and to suggest possible methods for orientation of 
management and the staff in the task of formulating and deploying Charters.  

 
Key findings 
● As per the report of evaluation carried out by the Agency, major findings were:-  
(i) In majority of cases Charters were not formulated through a consultative process;  
(ii) By and large service providers are not familiar with the philosophy, goals and main features 
of the Charter;  
(iii) Adequate publicity to the Charters had not been given in any of the Departments evaluated. 
In most Departments, the Charters are only in the initial or middle stage of implementation;  
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(iv) No funds have been specifically earmarked for awareness generation of Citizens' Charter or 
for orientation of staff on various components of the Charter;  
 

Recommendations 
Key recommendations, inter alia, include: -  
(i) need for citizens and staff to be consulted at every stage of formulation of the Charter,  
(ii) orientation of staff about the salient features and goals/ objectives of the Charter; vision and 
mission statement of the department; and skills such as team building, problem solving, handling 
of grievances and communication skills,  
(iii) need for creation of database on consumer grievances and redress,  
(iv) need for wider publicity of the Charter through print media, posters, banners, leaflets, 
handbills, brochures, local newspapers etc. and also through electronic media,  
(v) earmarking of specific budgets for awareness generation and orientation of staff, and  
(vi) replication of best practices in this field.  
 

ARC 2 Recommendations 
a. Citizen’s Charters should be made effective by adopting the following principles: 
i. One size does not fit all 
ii. Citizen’s Charter should be prepared for each independent unit under the overall umbrella of 
the organization’s charter 
iii. Wide consultation which include civil society in the process 
iv. Firm commitments to be made  
v. Internal process and structure should be reformed to meet the commitments given in the 
Charter. 
vi. Redress mechanism is case of default 
vii. Periodic evaluation of Citizen’s Charters 
viii. Benchmark using end-user feedback 
ix. Hold officers accountable for results 
 

The ARC Seven Step Model for Citizen Centricity 
1. Define all services which you provide and identify your clients 
2. Set standards and norms for each service 
3. Develop capability to meet the set standards 
4. Perform to achieve the standards 
5. Monitor performance against the set standards. 
6. Evaluate the impact through an independent mechanism 
7. Continuous improvement based on monitoring and evaluation of results 
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CITIZEN’S CHARTERS - SOME BEST PRACTICES 
● The States of Andhra Pradesh and Gujarat became the most active participants to this 

concept by incorporating the charter in many departments and local bodies.  
● The two case studies given below provide a cue to the increasing adherence to citizen-

friendly governance in both these states.  
● The case study of Regional Transport Department, Hyderabad, has been documented in 

a study done on Citizen’s Charters by the Indian Express. 
● The case study on Jan Sewa Kendras in Vadodara and Ahmedabad has been documented 

by the General Administration Department, Government of Gujarat.  
 

Jan Sewa Kendra, Ahmedabad 
● The District Collectorate of Ahmedabad is a fine example of an administrative entity that has 

made a successful attempt to reengineer processes for better service delivery by using 
Citizen’s Charters and Jan Sewa Kendras. 

● In February 2004, the district administration of Ahmedabad standardized the entire 
Citizen’s Charter of the district which consisted of 75 issues ranging from land matters, 
issue of licenses and certificates, public distribution system, widow pension etc.  

● A parallel initiative was launched to reengineer the processes and standardize the application 
and query formats which facilitated the opening of a civic center, called Jan Sewa Kendra, 
for e-Governance with Citizen’s Charter as the main focus of service delivery.  

● The concept of Jan Sewa Kendras was initiated by the Vadodara Collectorate in May 2003 
as part of ‘one-day governance programme’ aimed at fast track issuance  of certificates and 
affidavits, in the district and Taluk headquarters.  

 

Citizen's Charter in all Municipalities/Corporations in Tamil Nadu 
● The Government of Tamil Nadu and Commissionerate of Municipal Administration have 

formulated Citizen's Charter for urban local bodies.  
● The Charter of each local body provides that if grievances are not redressed in time as 

stipulated in the Charter, citizens are entitled to bring it to the notice of the officers 
concerned and also to the Commissionerate whose telephone numbers have been indicated in 
the Charter.  

● Instructions are also issued to all the Executive Authorities of Corporations for collecting a 
fine of Rs.50/- per day per job from the staff concerned of the Corporation and given to 
the affected public concerned.  

 

WAY FORWARD 

Prerequisites for making the Citizen’s Charters a success:- 
● A Sense of urgency. 
● Owning of the Charter by the Head of the Department and the entire staff. 
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● A committee headed by the Chief Minister to oversee the implementation and progress of the 
Citizen’s Charters. 

● Constant interaction with the stakeholders. 
● Motivating the staff and performance review of the staff based on the criteria outlined in the 

charter. 
● Taking corrective measures 
● Simplification of procedures and systems. 
● Reducing hierarchy, decentralization. 
 

Citizen’s Charters should be seen as:- 
● A partnership between people and the Government. 
● Citizen’s Charter is not a concept, it is a programme of action. 
● They are a part of democratic reforms. 
● Citizen’s Charters give people orientation and customer focus 
● Citizen’s Charters are a pro-active approach to good governance 
● Political parties, administrators, and even judiciary must encourage Citizen’s Charters. 
 

The Key to Success 
● Creating guarantees and redress policies 
● Building service standards into your performance management system 
● Publicizing and comparing performance against the standards 
● Creating awards for meeting tough customer service standards  

 
CONCLUSION 
While the charter is welcome, it is insufficient to ensure speedy delivery of public goods and 
the elimination of graft from the process of delivery. 
 


