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)r+.rtR nSc{ frEm-.dq Elffi-{<fs-{tffi {RRB
s.o gftot llntroduction)

5.s ftA{ q{ssr e qfffiTq <fi, <rc*< x+e mrc artxRum sfrt1 q{t e<( nt"fR-qcrd
nFfi{ arllq{ cqbtcEr qil RfuE {-{6K cs:il $qt;t q-{fird{ T{ viliivr wlR-o <aE >r<-+r<

wqul.R ftG{ Effu T<R qcxi eqTft (pro-people) pFflTT g-?-"t qr{ altc{l 'lE "ffi(
to'l {'{r<' New Public Management (NPM) {11{ q{ffi<l-T eFE aXq nft s "tnB {1<l
+ "fr<ff cTC{ New Public Service (NPS) ql({' B{\3Ed e qR-{ $ffq{ {IT.fi \e 'mB q{
fi-s r eE $FGE qEr-dd (quality) or+firm< Tc€Ff qe't w{ccrflR mra +utfi-cqd sFio{ e
nFr\?ln-q Yft-fi-{ (effectiveness and responsibility) {rfi"ftFt C|<Tq]\5t qy'-r {t'tkcf,{
:feTile-(T (voices of citizens) SI{I{I fi\3{Lr I'{1;I T{Vt i grmqaa B'iffi{ TC{ rtqj-<rf{l

{t6tfr.qd c-qB s6-{i qr TT
safir .st ffiqT{ 'tRcefr-rs
fiEm-q{ utEts er Ee-{ Err
5bb5 ffrffi re EEtt T(tsr{{
-eqpffi ${Flfr qa cqqr
q-faqT fiErq-.d{ DlEk DtT

TcFlq<1cBrn"it-Rq
q4${pf{m n_T{6

(accountable), {t lR-f-rfffi
(citizen friendly) e *
(transparent) q<I{ qHrT q{c]<fl 5t (public services; $-ar< *<-+ r €(eld C{{&T|T (La

Charte des utilisateurs des Services publics, 1992), S1q (Char1e des services publics,
tgSZ), {ffilTt (Client Charter, 1993), {€-flA (Cusromers Firct, 1994), qffijiTl
(Citizen's Charter, 1994), sFltsl (Service Standards Initiative, 1995), wcgfrn1 1g".u1..
Charter, 1997), sBs-qq (Citizens Charter, 1997) fr-c{{ fr&F 6qr.t il{k<tr[{ mfl aIfffir
gBqe ftrl fiErtTdq urf,t< erc6a qsr qsr

5.t frE&Td{ aff-< qq {t'tkr q<( fi<ilqtgtcr< l<ror< es6 !B. (agreemenr) cq:fffi
fl<t$qlfi{ (ryCo efslF.tt e xfc+< {-"tE Rc<q e<< ffifal qfcor eF6 TFfqd frErsn{
HtrR q1{]-<qs aqu s ryvt? sl.IT:r frF,ts; <f€rppq e "tfrq"t"fffill ofu-afiT{ TF; epB
Tfrffi qEl{f'l gfuTl{ <]Tqt; s<< q{'ler< {(Fsrst fi-< wu qsE rlrfq{ ww(({frf
cd-lq (public relations strategy) ipllfr fl:t 'ta Rxr frEtw.aq uff,f< qil+Irdd fl-{<q-st,
{qsT s ffi{t$fir+{ cl-{fi-flsT frFos omr eE crfi eift{ Rxca +ER-+zq< {oq{ s rg-|fi<

efsfilm <ts<q't T3tce flqft1 q6s 
1

5.e looo fir{ s,.-{grtlrH qisl_{ TFffi ipu6lic Administration Reform commission-
PARC) T-Er Sfls 'qTl.t xN-cfiT w{$'fFr{, fidT Afu-<Tr{ etro"ta >rrffi {Sd/{<{I{
fiEtqn"{ Hrl{ er{6GK T'lTRt q{t RmRqr tooc {rrq <t<qk[cR seFr poverty

Reduction Strategy Papers (PRSP)-es q< g6a1qfrrsl-d Talt 6rs{ qg <64&{ I q<,ld

"The charter programme will find better ways
to convert money into better services. I wqnt
the people of the country to have services in
which they can be confident, and in which the
public servants can take pride. "
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<I(ElmCt tool qlF ir'rRs tr{t {c-eq{q '!<( T{+]R qd',C< PFII=I fic{ET'ff qrsT

fiFrq1q ElEt{ er{Es {nl fl:II arl{ ftI.{ 'YqEI \3 xJs?w qnr<' m<I {(E;l.s sal'j

nt{fi-<'fi{ FtrE {qwfl5, <r<t, fl<t TI.IfuI{ nT{R-om< q<lTrfiAs 1G, {fl<:tR r{-s-61

efutftcm q-<l<frR 1k, aqe Rq frFrq-aq dtr{ ?r{',i-fi qsffio srallr dllftro
€(g{ qd-cf,< ffi{ frE&Tfl E]fr{ ?f<6{ $<l R-ms af<-<6' qrcn 4l{RflqT flg' q(< q

EIffd A$rfl{ Bffi.$ fi({ ft-qT aqrq< fiErsT.fl ffi< <r*< R-O"l qcBt q{${1T{ {96flq{

qr6 fitrq ffdc oe qtc-+qcqd (gI${ zf{ffi{ {I{ICT frqT eqr{{ FmG:-fi EtfR "fffi
qlf,fcn <ls<fan ec<r s\bF ffi{]] s<( r,16 Td"ll{C{ {I"rk(T{ q('t$qr6l tem ft6rsr'{q

ffi< extft< {'l '${ q{T Rx e<( '4TE 4W fi6m1c ffi< <rs{rr{ +iil <rl sitflfr{
{.l{l{LT{ ']gdtq ilrs.|{ q+EfiE ET€'fiiq GTqrT fiErq1{ fifRilw ql:FrG <ruz{IT{

o{re €<( {ft"rRq[ Rel't T{slR a-{{.'lT[{ <FrqPm'm& <s<Hr{< mc s EIfi-{

<f€<El{Cf q:EE {d6ll6].tl/ft-sm-"r qr rr<tn+ strfuq Rclr< qsi@ qtdet

5.8 eool qlq calrc fifrM{:i Etff-C{< <Is<]T{ T{ <r{s e Hi1{ TEUT {t'fiAF cr{l{

Trc;rlTr;r q{F ('j1<(q,e<( {'tR-fii"l e fifrrsl'T dff-{ EF esflg $"r1o qcile{ m Rrc{

(<']n 5fafi6i]?|{ sqlr 6{?r Tfl$1fr T'fa-6T-<S:ffir{6l fiErf,.dr ffi< s-flflq <'\9-fi qffia

e<( € ffi<l<-<']fr*1 q-'xq{{<'\9-Ff {qI-rcq-wa mffi'g lfiffivrB rrnrwf{baxt

6q TlT("t <I(Etrrct fitrrq:.dq EIfm <s<-T{ 'fRftF mT{ st fiFEs o(l rqt {x atr qfr

<rs<ffir{;T gfr<{{st {i q<< sFfq{e-kA fiGrq.{{ Etrrd $s<I-:t{ T{F {[4 fr {<r{<

e|[(s'l gR6t qfi efc{rqi qF ,l]-C( o C-Bf eTE utr{{qI qs$ qEkcl1i <a u.(bt o?

Sc{lq{ EalI xrffi qSC{ fimrql Aff< <ts<t-T{ otfrftG (situation) cq{;I st qT{R qni s

Etr<q6[E 'iffi fit <-CTRI

t.o tfFFFll{ Uffi{I (Objectives)

1os ffi Bca'r ftcl,e "kr{ffi qffi qc<rqt <qtf:

(o raotR qS(3 fiF(w.fl urff< <l.s{Irr{{ ffiq q€ q-'r66 q{fu q'e$;

($ fifirsr-fl EIff< <fg<lltc{d EfirEq GRsq<"f ; e<(

f 
ql o-fo< Ftrrsr.{c uffi< <-s<mr+< oml arsMfl{ {otffr{ a"l{qt

e.o rfr{{qIlt {RR (Scope) qzR ftfl?Ffsf (Limitations)

,e 'lr{{6iH mtl <rmrR {<{I, {lE{lFs <t sl{t-al-T'e-ffis xqRe qqs- qfi

s{fi ,9 ,rc1-{"flT fiErw.{c ffi-T{ +r'ffit (effectiveness) E{ai<f F{]Td (impact) ?sfift

ffi <i{f snfi r str,gTE,4<'Sls (linear) 'fK{.tt {Ft €Is ca'I{ EfllT{<' 'Fi(Effi <l

frclIq {{f S{fir ei 'f.{{{H 'fcfi"fifi-{ Td.[TVfu"Vrs{ ffi< ofr-'ttrq

(performance) Tqfl3rn 
q$ aTfi t

a.o "trir{ott 
ffi (Methodology)

8.) s rrr{rt6tEl rJ."Rtm (qualitative) s<( {ffifiIFf (quantitative) us{ {{fl{ saB

.9<< R'sr ffi {jrl {(T(q | ,s tlcT{{f65 frS "ts& (mixed method) <l<qfi q<t q({F I onT

c($RT >l5iT Tqs Sl{fr-+ Esr lprimary souce) <l<EE {{t Q({(qI 'rw+ fi <-<'o<

SCTIEET (questionnaire) :Itfi{ fiEffi.{c ffi<-e< T{ 53 q(fr-w{ (stakeholders) saII

oTG,ik{hfu,I

f



q<ItF5t (service providers) s<< fl{Sag1n (service receipients) TslIs gR"f q{t E(TRI
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Rqt tno-qr+< (random sampling) frBF fltE to5 q{ Esfflslcr (5oow4 54141s1 s
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ffiG'o <rraq r ffi<tqlEk[< 6qlqs qTterr{ $r\9TF qd< qas a-1 q{ Bs{q]ELf fi-,ftGo q<t

{(TR I €Tt T(vol qtqf qftqdl.T (TrcH {'l fGt+]Irq< (focus group discussion) TT{IF
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a.o fr{Gs EiqI G"tfrtH 'Htr{lE-{t (Selected readings)

C.\ Citizen's Charter: a Manaul
q{s{l5F[ lElqFlcfl3l (sqolq-{ {(ql'F {dqrqo fiGq {fG{ cEq {Il-{qc{S cdldl{

$q({{ (Civil Service Change Management Programme-CSCMP) {tlll{ .qFE ftF(W-{{

EIft{ {Jl{rl{ ?e=R q<] qr-Tfr{r Eg {tl-{cr{ ?e-R r<f{ qm I:PFI q<Stqc< 
'rc€'t 

s$f{r
qffiIF$ cst, $-frfiql, flFri1-< w$Bs qxr fl?ffF Sa]s $qn< 1lI q?Fs frqlaFl) fifirq]dc

dEt< q< qrff GRs q$ qnl c<:rq:

/ <q +{fro fifrrq1{ fifl{ ryir6 cql.Ee ql;lre{ {tl sEil RTFI cfl{ c+t-r

+roR qsc{ sEt firrl qpE6ar, ftq eEI c{ fr <t cr{ q R{c{ cfi{ {I:tqt slffil

Rfirl
z ft€rs1q fifrd ({ T{ fl<t ArF{ En.\'f'fl'6EI (improvement of service delivery)

sTFE"t|T fiRTCT fi"ilrtEt<I fl{ISQEl 6q14 ffi T(F\5{Rcan +t
/ @-€{ laikT< mr< e'fc6t a-< fiErqc DlEk afts c(-{Qq ltqr qlfrr

zmlq{ T.'rf C{I{ -"1? {-:I.tf fu +r *b qstcr< T:rf,6l s<< e{u-oEq ei
fi'Etsrc ffir fira qqfucs frcq{ t

z fiErer-aq Drfrc{ $RFIE fl<T slFtrl( {rq eFs ErRfi{ qflr <l<$4 R{l

ftecfie{Pl aqcs ftqT aqrrd fimrqu fifR ef<-sl-;t{ q-{, Citizen's Charter Initiative

*I{ er6 ffi{ a-s"l $3IT q{t eE R{ erF a$u( srd $111{ {f,{IR sfr6 s<<

{fuift-rut"f FrsT(r3 qTr"*fR-{ er{fsi{ (needs), FffrTf (demands) €<( {.{{IHTq

(challenges) frm qlrqffi; :r'c-Rfiql, T{I{Iftsl qi[(\3 {lr{ s<( dalslF "tfi-qr+ r-sr<

{t<itT U{EE{ cr{EI w41{-er1;r fiFrs q+p qlr<r e6 er6 Efll{ sftlT Rfi< <qt{

ctFFF s<( Tc< ?n< q{({<t "fftRG( Sdr{ sBr{ Tc( w'fi q<f e(Ifr{t

6a or: fiGm.+q ufr< efrFmEo

o{f iR'{kf?.q'I

.-chaiter:
Cit:tanl=



U
c

fiErw-dr DIEtd sffq{ {F qrq

Cmffits XareqT.<< gfultqa

frFusq+pgc<:
5. ffiT llq (standard of
services) fr{f<q q+;

l. {utf+cq< $rnlq;t (needs of the

citizens) s<< CrKl-Tlsl3l IsTsl-d
(capacity of the provider) dfu
qqT <t{t;

o. frErw1l utft< $.|trfl{ ry{
tfrT ilulRr s<( fl{qlErm.r
xaeqfi;
s. {Hrdr-'16ffiffi Tc1llftsT

tfr-q<q;
c. Eql s {RAIlff{ rTgn qqsl

1k-fl{"i;
\b. {rtfr-rq{ qGntut e mts

O {fr"iR'{r fr-"-l'i

lV&rola orf,n ?1714r,;Ev zrq,r.n €& F;"<.airE

;q1,q s;tq ag7a7ft7en< m4lfl ltld flnn
if;l:e nfrE '

b. q(ql{ <sT14 Tiq--i1r1nR s<$ &d{ e

eTdS:l;'.1 QfR-" txsscs lnd bcnchmark):

A. ercTif{s s q?iryr!= (required antl

agreed) fl<T gqTrd{ fiila }fI5:rsIT -31-s]a

fi.fu rg Zrr<1;I (itlentily and rernetly

g:lps);
g. rt; !.<^1Cl:f< "l:";l 4l :1X ?'IIS,;

srrglip: }??r5" ?r"'/n< 2,., a+Alr zI.)rr;r<

4tfa. rl1di.f 11 +f : tn:
S. Tii< .nt'il<.'. n 4 r, ^'; d, ? ?.r5'.r g Dii? trr

:<fiV. 1n -l +.1,.+ ?t,." * <-:1 '.4,t-5. .

:
:

i

e-lTr{d qir B{s <FIqt sBtt o<I;
q. li-sgl s sFisffr-st Ift-r {tfi{ <lnE qd{ qr{6 <F-d< Ffus q$; e<<

u. bf{ (patiencel, effi 1661ryritment) s gfu<6 (dedication; rl]_q1l

sfts Ffirer.fi ffi< qdfl(grr s<( $nsrq Gq q.{ setfPt ,s$E qq{ fi'Frsn{
utf,rcA ffiFlE q<.tela (components) w{xlli qrflF {r{:

(a) m<Iq]s]-il B"ff,{ (vision) €{( qE?IT, (mission);

(qD (q<FtlEIsEs ars ffi<TqTCq3 ffi ft <"t;
('D 4l'tkr (citizens), w{rt6f (people) ,4<( q(ftqfl{ (stakeholders) Frc1fis

kE<q;

(s) T{v16f ofu\6ftE{ (key offi cers) rql{R{T'R sq]r;

(s) q<fiq.ci{ $slFfi (expectations) ;

(D qfuE $&T1T {-{ (grievance redress mechanisms) q<i sT <r.rqlcfi (how to

access) ffi "iqft;
€ ee$ e AqtFls fi:il SqI6{ <rchiln fr ff6;K rF&T{"1 fi1-1 4'<I *-61 E1-<

ll\9ql\9i

1w.; {l3T{ffir< (continuously) m<I 6{sqfl(q" sfsf5fffi (mechanisms) e

frqlffig (interaction) frfi{; q<(

({) EeB-< SFE{ (information dissemination) s fuu<1q gaq1a61,

€ ]lt{(T,fi frBcq.dr utitcr< sT6 nT{I {f (sample flormar) Eqqpn s+ {(Tret ,qTt<

s{[.{ dGE q(r{;r fr€tfis <flirt $qH q<t'sC{Cq.{<< 'rf,{q rr(T $fq-c< frErw.dr ETfi{

S6l{{ (formulation) s "tRfrF6t (monitoring) q<t Er< ot ql-C{IE;tI T{t TFA I OfTE ffiq

T{l1T{ (peformance evaluation) q<< GT{r+ (improvement) ft-slc{ frEm-dc fiff<ro
<tT{R q{f ${ m ftvcl'g ffi qfcqr+ qfl qrTcer



"Citizen Charters (CCs) ore public

agreements belween citizens and

service delivery providers that

clearly codify expectations and

standords in the realm of sen,ice

delivery. "

tt Q Citizen Charters: Enhancing Service Delivery through Accoantability

frq'{l<s {qT eTTFls € $Gr<nl ffi fiGrcr.dr Eltrl{m fl<ldqll (service

delivery) {lclEtlc+< srB U'tH Rff(< 01"1

T{t R-C{(q| fiErsF.{{ utEt-< <c<tTq$rr{
qcrct qR'f-r Rla lconditions) RqI{F{
qncre st o:fo< s q-qq q6o 'llcd:

). {1{ ftrs (stafi-up phase) *tfu{lfiI

<j:|qtaF1 IRlTq ctffi;

l. EI("tCl-ecFI{-f ffi{I{ {T{,({ {f,{ (intemal

and extemal) q(frwrffi'5fs-l{s Frcq ?o-ft;

,e. fifirqll'fiff(1 qfft 6a gTlcfi ffiG fl<tq]Elfi:{ s(6JtFI1 (incentives) cllTl;

8. O<tnq e cT<Idfu us(T{ TCEs;l q(rt0-q6t; sr(
a. fi{fiE {RAr{ s TryIT{r

frBm.aqdfl< gq:n s <r€?f irflf, mm FffiFto ruF tt"tq{ry<q q+slg,

(T) gEeT{o slriFr (preparatory work): ,9 ffi'cI E(84 +-g'fc+< AE-]m fu'ffi e

{cT$n-q aGrw{ cf,flf {tr{ s srrfarsk{ fr6&nc aEt< aqr+ qrp RIE qftrr("f qrri
r6qn m{IeTE afr{]x 'iRt{6r, qffi{ s {i(slq{-R6lqfld elc$q;l m?[ fir<l q{E

Gs 'lf{ FLn ?rg&Tqe rFfuT R5r4: fl<]=t qfr'slor6l; cr<TT ffi fr{<q; frqrq]q rqm{
fi-+<q ergr,q<q i9ttft rE IIn< q{l mN 'lIcdl

(rD qne1}-<ffasRFqT qlc{lq;l (conduct consultations): EVfs 
q{gt fiErqld{ fitr{ ?e-R{

qkq? fre{ E{rCI qiftw{c[{ qkqJ t\,-ftfr{ s qIFfE;I] qr{ q-r[l TsI{s, D]fu, "HT'I,
eFrl-fi iFfift A-?"1 q{Cs t-r<t

('i) 1l,1-91 Ftrrq;l)r fiffi ?\,-R-{<q (draft the Citizens Charter): qim q(flqr+< +qrrq
Frfu, qTrT,{, esiTtl ffi wql fiErsr.{c EtElr{ qog@ q{F {c{l q{gl ?e-k< csirs

cl$ET <l?ks cc< fl{ ql{glF{ slttl T<q ,s<( ril4 qrl fi"lr{ qqfu s q{frT'IR T-t? 'e

Ifrffi<-oqr<t
19 qfu"i &<'fEf gGtt ldevelop grievance redress mechanism): q<FIftR s fl<I

ark{ G-dr{ frF6e qrl( qrT fitrrq--fi urr< eqsrr< qr& qGI{l"t s&TT< 'r$ sfttr
T:Iro qr< c:t{ {Iriks't"t fi"fTlElckS T-:fu"flI-{ (performance) {-'rtr6 q];Iks q<( $srfas

ffi<t { (erffi sET $fusEr ('lN 'llrd I

(s) tlqc[l dFi5'61, fiErslar utff< utle<"t e dEEFF3l6i (train staff, launch and publicize

the CC): fiErw.{c Hfl{ E91s q{R 
'Et $arfl qdr{{ o{e6t-s{ffi't"r(T F€rqnl EIEt<

Monitor,
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grievance

redress

mechanism

Tmin staff,

launch and

publicize
the CC

Draft the

Citizens

Charter

Conduct

consultations
Preparatory

rvork

o TGaG{h FEr'l

g

I

I
{

Co:aai.rourlyn



q

€<( €< <l-€?rlT{ '15& q-'r(:6 atrlq'ct dq];t T{(s q.{,e<< {R{rw{o rTr{ EI DIT 4:r(s c-F I

ftG]F{q fift{ DfEq<t< Rs({ FNF]EEt< <r'ir dHT-gDlT"ll EIEII@ Er{t
(D {kfiq;6l, TEIIT{ \3 E{'r4 1-oni or, evaluate and improve): frSrqaq Uffrro x+q e
+'niq< qrco Sro finfrEs16 s< EffilEt {RA5'"t s TflH{ T3trc {Fl ,s*.o, ,{Tfr

"rR?sct s Tqlhr;{ Eq rrtr{ qfi csrg Etr<t qkasq s ToTra {F sld EraB-d G&p ets

"tffi era 6q1gqa Sas qgp q-611

C.g Citizen's Charters - A Handbook
slTCE{ Ministry of Personnel, Public Grievances and Pensions sVA efafiE q

<itrcs s1-<Fd csq'tekE fiErqaq Hfl{ {-'i1-+'qrrsfra qrq]EdT, <ts<t-{{ fiIffi,
Tql1!4'ffi ipffi R{s <rrcqr frfrrsr.fl arr< cr{st{ AqlH q{1:{ q+ es6 llw{
e<( frB@iq FIEtcfi .sFE qfd obmt <itro E t-qt"l{ q<T {me 1

qr6 sffq{ fr86wfi DTEIr{{ a1.{qar E,ttnt+ay <e:

s) nTttRmT Efcn-< $B qT, <TriT (focus on customer requirements);

r) IIqsItIt;
rD m1Bt SFE {14 (serwice standards);
t1 effe< {{Hf+ (effective remedies);

e) $Fm"t;

D rFTsI qft (delegation);

q fu-s-<lla T'fTtlf(fl (feedback mechanism);

s) Ffiv{iaT{; q<(

e1 FKfis q{lcqTu{t (periodic review) I

ef{vlf ftIqfqvksl{ 15!{G< EF{triT< eqq{ s:fio6fm "Nodal Officer for
Citizen's Charter" Fqt< {c]-qq s<( qtfry efqrq q{Kt ei s-ff,61 fiErsFs'EIEI< SqT{
s <rs{-ira*r Affi 'rqr.F('f cfrT gF={I 'tFf{ +3ra<;il ei T:f-f,61.< qfl sr6 qtfiNlffi{
slrqal (lls[ o[ responstbt lt[res) I;l{3c oG rqlg cc<t EIElsTc FI6EI sqTlr< rFI

<l€rfllFlslr{ s< TffEtksT (effectiveness) e B"fGf;tu-t (utility) {srEr <lrlco q6q

Fmfi-,c=tr< ,!< T:fu-{tG (perflomance) 'tRilq'6t s T{]Lt{ s3tF Er{t e(FG qstgfrq

(internal) e(< <Ead{ (extemal) crln {(qfc{ fi({ 'rRAI'{ \e T{rlT{ TFfuq 'fREfqil
qirF {r{r slcfiEt <rl5{o-€ 'lRfrTct \e Tqlrrni{ RqC{ qr{f'jfr rroft,fEefiqFR 'fh&
s fitr{-TTT{ ffir{ sI(dIF{l qfi qc{el

o xfrqfr'{rft-,sTfl

n

T

d



\b.o ttF {Etfqq TqFFq (Findings) qit( Rr${ot (Analysis)

slcl-{6ll{ {(tlQE :I6FIIE:F (qualitative) €{( {fi{r6l qlE{ (quantitative) salttft \e

TstrErTc R-ffiq qnET l3r fiEfrFlv rqTTq 'lls{T 
qn'

\e.5 ctr{tqlsEc.:r fi-{b c{r{ std s{t € $5r,rMd GB(g
\e.s.5 Es{qtslcq3r ao% Frfl ffii s<( Eo% Erdt{ ?ATl

o

[e$

wfr

\e.5.a ffi([{ be% {(atFt c{ qrk3l TT{1{IT fifirw.dr utff< qtrq s<i s<FE c%

U€-filEr<r TF srfi-l rl{-{(r fi€rw{q utff < ct t

qleFIE{Tlf{cn fitrcqaqEItrkqteft?

Qll lo {I oq%

\e.).e $1T q?[{ (bc%) E-(3<ltslt {r{ qrd{ cs EI$ Ffirq1{ ETtrl< $qTr{{ Em'll l.ar6
qf(;H t qIFilE;{t qrd ql{t {l-T G,'Rfi ' Es{ ffi 'l( lil fi6rsr.{T fiffcdd Tq Em'fi l-"ft
ffiEuE'-13 {Er6fi rcrRl

fifrro1q fif1< sclTcffi Effi$ qlcfl ftt?

b1% oeo/o

s.5.8. sH ciFel (bc%) us<ntslT Tl(q fiGrq1{ 61Et{ ei(v c{{tqT T({ q-rEs m<at -lorml

loqn Us{ng]. fifiGlfl uttrr< <f{o saBcp qdlg {F qr<al w{Ft? 'ro% Es<qts]. Tr{

erfl fi6csr.{q'fiffC{ a{e vqr ctr

fiEcqlq ulftT( <fts saB' "Fitd 
qtr crrR ft ?

R'T AI

o{Effi-fifut

V



s.).c. c{ q<'{ fl{qlEl {G $r{{ fl, fiErsr.d{ DTff-Cd ,iIilg -salr cn? src(:t {F src
Fwffils oqlrlfi q6ye qrs 

"n-c<,

. <]tllf T-((fr€]R.\9-m ffi 1fom Brm< o<t;
o qfr< qt$-rc G"fqt"F{ Tiil;
. $Frc k$r{{ scB affOl'

o o<teft\cTca arr-511s3 lmtel rlFof;

. Rqr{l+ "tRR&< {re't Ttqqrry.f crclt s xttrc fr-F "fifla { Et ucfl{ aI qfl;
o w {;t(r3t fi.rl3t R{.n Bmq n{t;
o sFte fizrt d[lc3rfrffi rq{B6q c[rt;
. fretulAt{t Gfuo ffi<l q<( qal6qj qsfta n-a6:f frrqaFil affipl; q<(

o c+<t eftff< qq.scnTqfu I<flE rf({6{ frqx Er*q qtorr

\e.r.\b fifirgI-fi EIEI{ S6filfl{ {(€0t {t'tkqmr rylesB RTr{ C<p-{{ e)% E-s{ql\5l <rq4 Cs,

aqTfi{ SrC{ S<< QC'% E-q<r]sl <m{ solTfl{ q< qHkf,m{ l]rq e R-{C{ qlFrlE{l q{f

{mrqr qdte, cq {t'tkqcr< sri, frtr(w{I Hfr< er<16s <-qcq mBt ?oR< as-{ +qkqcqr
qdts {<EE-'r-r Rq +r sctr fiCrq1{ utfF TF{o< qs!l-<,qr6 wlsc 16 qq sl sqrn s
ef<61T< rqq ai<tcl {f{kqm-< Tfr{ {-'jg'\r-I qllfi|

FFm.lq aft< gql;mtre at'tfrrmr fiErsi.rr Elfrr a"Hr+{ fi nI'tR-$rK

xrcrl El6qlEi'1 S-{t affiCq ftf lCcot qfcqlEnl Trl qa{.q ftr

. ,..,,, ..., qt 6i A5%

an \ 
^n7

erx
ffi::'.

qf e5%

\9.).1 Cf?tE t.E"Z, EsgqlET Tr{ q(];t Cq, frtrCq{C dfr< {cnSerslF sH:t qdl {(Trql smi
rre fiErs:.aa D]fks( ffi ffi, 6{16r mrri e<( $tfr<-.q< {t$-fl SF1R q{l q(ilq {t
q-fto Eqr qelE qdmr c<Ft (c,r"z") &q<ntsl:r qE R-E frErqi{ Elffcdd eM-d qt<Fro qcre
+ qcq? frq + e<( q<FtE l>z E-qsqrsl T({ <tcq ({, q< dERr {an{al Rq +r c<p-flt, Ek[{
qcic= frfioml DtEt( q-'rm ffiql1{ {t'fffi qlcfi {It cq<q D]1 qdl{ rrBr sq{Er sEl{
q<T <l t{ [Sr{{ ctTr{ ffi ffi {(a,fB qrr e m ffi {ir+flI{ c.fu

SDB{ qdl <T qTCfir{I T;II SC{Iq;t I

frEffi.al utEt< vflTarq.< au]< e<t <xrq lhr

{I t5%

oTfr,tk'fifi-q't

il
il
ilt

il
il
m

n
il
il
n
r
il
il
T

T

n

n

I
T

I
il
it

nI sts%



\9.s.b, {qtt Rfl sE,

m{t Afi{s].ftfi3 1s%

{tr ul.3-{ 6a, si{l
ffirs1{ utfr-< w{ry<q

TK;il q<trt? a1%

g6{qlq rF {r+{ ca

wfi qf(Frfl\,tF qal-{l

srf{r<e fiFro-q uff<
q{ffiol{cfi{tl

q1{tc?

ig

\9%

Tffi fiCzqldr dfr< q{r<"t +-rd{ ftz

s.5.b {fts cb% g:6{qlq {r{ om{ F, {t'ikflt"i fi'Gffi'fl E#I1 q{T{"t {c< B"rK qlRa'

ft-Erfi-gqqffi'lTRIT<Etsg-fits1rq<dTqr{T(8t%)T6{+r{{({,nl'tR{'l.jFF(qIq
EIft{ q{ffiq o({ s"r{l< ',flcEq{ 4t' <t ql(FFF E rSI{ eil-pq Vam qtrn ffi4 E ffi{ 'ifF{

6 4 
"1 

sn6 VI T 6?l qls13 frffi s'i-al-T 'lts{Br ffiGi m<EI s1% sqfilET <cql cq' ffi

fi€rq1q Eltrl< q{tm"l {c< E'Rts 6algrR{' c{qrn sl{ 11% Usfilsl{ ctre ffi ercsMJ'

a q,au *7" <mq (s fiErq'-T{ fiffi{ q$k< s]'il m{ qlqfit

nl
s%

trfrcw{{EltrHqfl<"l{c<
illfi-r'fct c$I{ U'f+l< 9lt(q{ ftt?

orflfr frrq ffiffi.4, u]t< s1xr<

crr{ E rr1< c"trfiE{ ft?

al
51o/o

s.5.)o ({ rTq Es{qre-f {F f,GFl n Ffrg$
xrs qIsfRF t6i filcfi@\5ft< Sercs q(q{:

/ nrmpf m<t ffi;

{t
s%

fitrrr{< Tr<r"l i].{kq{{ B"Fo qrqi dlcq3

\e=ar {(${TIa'I["f< qd(<scJ q3tTr 61 agq Eq{qlsl

fiGrsq Elrrd qfl<6t qLT{ {6 lslnE ftcn(Qa sl-<I

aTo'trc, scr c(s{Tfil{ s{RE{ TfT("t <I AE+n+

U6{ ftF mrl rT'qlT sr< f} {, 'se 
qH({H ?fsrRo

QIT(q{ I

!/ f+ ft {Ffq EI'lc{ a<( Ts q<F {c< 6l qffi {kq;

o fiaqfr-{qi?q't

)o

qt<ft+

q(Frs

ql

{il
. avolo NE



))

/ s"fr d Rfra fuT, Rcm qc< qlTqtfr T{q R-crce;

/ pq rqc{ fl{I "tI\s$ {lIE;
/ {trfRo IR{i q-'fcif q]{rs q1( T(F\r{ RF ,ll{€{;
/ q<fi?c[<ql{{trst\e fl{<{l;I1& 'tkq;/ C{fI CSfl ffi<T {rtf}qrlcl C'lF oUr<;t g;I qlTF 'fEIR{; €<(
/ fi{rGs wrc{ ffi{t ,tl\etr {I c'ltE q&{l'l $;tl3t q4 f,ft$-{ cT(g {F st qFtF

irdR{l

s.5.5) lEi[{t C\eq{ usrTlEt {FFr ({, fi',Erqnc HrR q$lr< fl<] it (,iFr RBe {-dlT{

$fuslrd{ <r+$ qlrq, c{:Fr: €(-sr rfur{ fr-rB {ffiR q&Tf i flfiq <,-<t, dGrc+tcq
qGrqtat nfl]q q<T <t qBGt f <trq' frPrE qfu"t q]fcl{ o<t egftr fuq w<BB lax
6s<q1Et {r{ qad{ $Bfird< c{]T <Ftqt otr <t{q, skl {rq;r c{, ,9 RTCT frGrsT{q EtElI<

cstl ftB E?€{ o?r {rsfi-{ r:fm*l.t nF$er dro t.l-fr csf{ crta fifirv--dc DTttcr o-<j

+ c'irq sfrTtmd q-{I €T <t sstflffi Trffi]< 6F-cela nrdrR {1T, 'rTfr-{ Effil qTs|{

6q6 affiu- Er<s 1rffi c{t{ c{14 fifirw.d{ DTff(1 $treFrd 'l.t.s{t{ frTC{ rc]n m
Emqql$st<ffis ffissrral

fiBGrdT Drtr< q{{kr c+<t + r"rcq aBotrr< c<'Fr <l<ql qlrq
ftr

qt+ ol

nI
ao/o

\b.5.)a {fts 8ts% Es{rtlsf:!-fl T-tr{ 6q qGrql i rm].I q<T <E gBrt< efirT qdt s{, R--q

Tf,{Tfr sffit {C{e qoTo F6<Elgt {a{ or<4 cl, co< afrefr {kl4 Ti{t c-{ il s<( q{f1?
co% R{rE $c{lw {'{ {n {cl o(<r (aT{t, strr< T],rq frErwrq DiEt{ qfllfr cs<I {I ('m
Tqlc{t c{1-{ qGl{t't qtqR I ({ {q{qG1{t{ E1(q-< flrs qtfi si fiErsra{ dffr{( TKel Tn

r<< qlctRo gfuat< q<t Rft-<i qcB qfr+r

qGntii ktFH <t<r {F mH eftTl{ artrq q<t ccrcq ftr

avo/o coYo

{rr {t $(q19, {,{I

@ {fr{R'{q R-sr"f

q.U7o

sr



)t

\e.5.)s slr I?p.1 (b1%) Eq{q].ott :IF Frfl ({, fifrrsT.{q ffi{ qflrc< fld sqr({

fifrsaq fiff{ wj31-i1 fl<T grT{ 6fl{ ffiTrsET El(s ft ?

;il orr%

g11[{{(E fitraPlg TlFrtfiFrsT.fidff-dW{{IS fl<I $fi{q{r!]{ ql:

I "61gq4qFKSsFt;
. {{lIlal oFlaltl({Et qoFt;

. ilflk{m< {Cbt qlrqlEil qC{ fiEGI{ utf,t< g+rc + q{t;

o {iTelzF {fir{{ {IClrq W qCnWrc-t IE { {fl;
. T:f{6.5tcl mFt <rc ellr{{, rsl 6fi, +t-rw< utq mR, qr{ ftrs "tlK{ al;

o {I {r{ m:il e[\e:rF $<q-\51;

. crr<t q(Ets {q'clT'Ifr'{ de s{E{ Tv"lI' TvT {cflTcl T{s 1t msrl;

o fl<ldQsT src{fbFl' sall, Tttq"la fi-flo frp {rmc {l;
o m<t< xrot qGs w{w ns{rc({Rt q{qrt{sT;

r fld SIFI ffi{cr€ti<ls{EFffi{; €<(

. o;fs6m< qEk{s1 s frtl<qsl-:tl

s.b.)8 6q{€p- T13t("1 sf,{ql({ (\eo%) Bu{slst fiErq1l dfft<R T]ffi {Rr<6'c( ?rGTw{

<(T(Q q(E {F nrme erF El?1m6t' 9(-l (8o7o) ffi '!d s({rq4 ci <n qr{ qcfit

,eT TBrq R{R< s131 TF TGFI ({, Rql-fl'{ fimG-.lq urffir+ E+ crcrte $mfqalr I-s \3

etrtfto wqcq, ra,t.l:ret qfftblccl.1E lRiT 1k e<< qoR+ e 691-4-a <xfffi ltoo?

TFfu.{gIr{ fl<I EKr{ q<T 
'I€K;

ffi{ cdc't"ld fiErwir qfficr<elITM1<Is(qfbt

qtt \9o%

\b.s.)c F6rw.{n Hffr {-'frc qflffi(1 (csx) T:ffi EBE-{ lMGl c'[-{q qc{{r frq

o&<tro e<< cl-qITlfr <I fi-fl'l$ (indifferent) @w-"ia e<msl rcT€{ {r{e {cl16I{

e% s<< Q5% E€KqlEilst6t T({ qrd{ |

fimg{q fiil< q-qrf +:fusrcr< lffii mq{t

q\b% 15% ogo/o

O{frqklrl?st i

affi{cTAr

{ 80%

ti*

atl bl%
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'C{fuTD-Tst' s< ctc{ ft? q( q<I(< srfi {FFr c{, q {f,6{< cffiiTlsl-<I Tc{ qad{ fiErw
utEt< eFE wsFis< rg q$cstqiN Ffi-lr ,!E m<e SaE cqrfi ffil"i zfRfq]r ql{R,
'{1sTctfu'-sB {]-fi {{, ,s {arF THIE|< I&'li{ fl{ktEBrf Tr{ qcl-{ cs, fiEIgIn{ fifk
all-{rEs sl-<t ffi{I $fl4 qitr<;r sFrR {I alFFFs s}-<t fi.il aT];I {{c<;r I pI<T gTf{ <.1. fi:{t
efts ffiaffirs I{HfiLTd c{]4E?*cmergfr+r air
\e.r.ss Ffirq1l fiffd R(T c t{ qRE <I {6rJi-T{ s-<i Rr {I T[{ effi {s,Ft (ba%) rststs
<iB qG;rl qeE fiErq.c Adr< +s<]-{(T{ ssE T{e1.{ tsqlqt4 E{ Fmfis 'tk?+"t e

TqIl':Hq{Ir

F'EiF{r 81fi< fiI{ crl{ qfr"i, Tq]l.H s-fi er f+?

wt ql' wtqtffi
ogo/oo5o/o \Go/o

\9.).)1. 6s{qlsl't6t:IC{ Tra{ cT, fi'trffiffi Elrf<rp cTq-sl({ <ls{]-Fl T;tr\3- <e fiTfr.F,E

"flarsElF dE"t qaF Rr{:
z ftErw.lq utffr< ftsTR.r- frq{ c,rsT (T:Fr: F$cdir s&E fl<]< a],c, m+ grr+oft

sffit-{ TtT, tr{t SfB( "ffi s {:ErstE TFffisKq €<( fi<rl {l ('fc{ ftsIF
'r{{q fim,t fr-F E(1 st-< fu.l{I clFFt;

/ \e-eli S'fls q<< CIt'iIr{k'F Be[T S<i qltrfi B(fiq;
/ llrfR-r fl<lT{qgd qfl;
/ cr{r frF ft(T q'{, reLTf, Vfu fr qc< st Ersq aflTt;
/ sl{t T{q, firq {N c-F cv{ ql{t<ot s qsFtfts +'tk-r'i"i vt gls {rG;i;
/ Nfrfiqrr< TrqH aJFFI;

/ 951-sp5funffi3qk-q3q.
/ q+cT{ {Grf slFr frfrE1 elqrsa d-cot, m-:rq: cEs s<( q.irfi s(qlT {T{s ql{:r

S<< tafi{rclslr{ E+ql"l{;
/ cqtq{Fs m{ arr+ RFES q<t-d qlr $cltq{ q1ffi qd aalq gq|q s q(E?cm

u krct1rii."rrvftsFtmqfill;
/ qfn-+is< <rr+-g-<r< e G&iffiq q<t;
/ FRtrseoniqssr'r<ftqfi;
r' frtrcsr{q ffic< qefcl]uft< fi s <tor <Kct( {t qc( lsk.< xs< qlfug qfi.

€<R

/ cfilT fi{ EEtr;rs-cg {ail{cl q*flE \3 q&ffi+ caI_TsT emr+s ppflaq fwffiff,f,fl|

u.a cfiuRsEEn ffi c{rf d1s stI e cqH(g{ EBrg
\b.t.s Bq{qlEk[{ 51% Rrq{ ffi e<( Es% Erffi T{{t q:{ftq-:{ RGE ("Hr{ Aeffi,tq
qlfttr E<xt0e6t qad{ I

O qfttfifift-q"r



)8

t\9%

51%

irft ffi{

5%

c,s*l%
B,IRfr

I <ifl]il

! Er$i?6Fil

rTfi'rfiilTR-q',?

r Ft$T

r q{e&fifq

B TRiTq

t q{iT{l

t5
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c{''{q4 Us{TlsI FErsr{q Elf,r< "fcqcqq sffi-{ TCql eo% B6{qfslR $re sE 'te qE:rn
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rr.l.,, fiErq{q fiE1T q-ar6 qFil ffirr{ Tr{I {lo 5c% fifrrq-{q fifr<'ftEcql e{(
q<FtE us% ffi "k-s_tfrr e R'{c{ ffi'frTRsI-T m?fi c'fcs cq, Eqsqfsl'f"t frGx ner-<
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Ersqqmr{{r

F5*;.lq utff.-r "tVrqa fi +r

nRreftq



il
il
U

ilI

il:

il
I
I
T

)C

s.a.8 ft86sfi u6r< cq+ sfi;T T-dt qLTR <I .{Elu .1q fr cq frrcl qr{rqs r<ft (cqz)
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marqa otti TqE \r-E{I <"Ks c,lrdR{t fuq afl eq!;r T-<I q({Eq e R{(T c$t csl4 ql?
{|{$ ('fiT"i T-C<;t {lt

fitrcqlq utit< aq+er< Rcqr8 q.TI qrq ftr?

s.r.c. qtalT lt[f, eQ ftTC{ {FqT qtQ (8e%), stfir rc{1. 85% q{ HEI({ q{d
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FrxRFts srqtr< Bcect allsl rf,rl{.
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ffi<ISREl(,.d et {',-lTa',-{ Te't m-{qrsffir eri ft{I{ s[s rEFre= 1ru.r.,u) mol4.fr
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q$yq Gr({A-q.t,g q-"lg_Ei E{ r qT {{ T]T6i Eq, qool qffi sffi +tT Fftq.ac. HfI{ EfT
<r-sr< cq frarg G$ qrxEq cqfi{ +'rft-fir{ {-,1@ q{lT m1-{ 1nt{ ,tIeal tffi r
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fiEcq1l fifr< a+rc;r{ ar< +qR'ocr<
{(qqtr{tFfioflc(Teft?

-rt \\o7

&-r::,, El:-
. wl.{ ca! gqo7. ont cai tv"

ru.l.r ffirw.la uff,f< q*r<q qK {f'tkftl6l S"f{],{ {fQ fr al q RTC{ rb:ro/o ffi
iG<]DT Tsl{s dff{ T:lrals 8% Ecdqrq {ca qcfi cq qf'tRo't"l G'|?PT{ 'lkq{ {I €<(

q<Frtfi< (rq%) s 6'{rx ffi{ ftBqt{T c?t

1iftq-.{c dtrt{ q{T{"iTr{ {f6tfr-{'t"t 6fE E4sf{ ffiRn ft?

wmrq?

d
8o/o

AITCf{

. RGE m<l ml{: {l+qlR,
0r{, GRqIt, q1Qnq ie]tfr
ftsrF 'ffsrt ${ q qFIt $-{;

. 6slr qft-fr ft Pfq q{ or
qFrt{{;

o q{'t6i fiFcq-.fl Eltrl({{ rffi{
?rqF6kT s"rrlF qFlF
4l-rn; €<(

. frffirrmgqc:B'ftBalqsE,
<-< TlsT T(F <{ nt, qn<fi o'q qlt

q3r 6Tq?r cr<fdQ-s1-{ qro ctuiko'l't fi€rw.dr fifl{ w$t.-< fl<r "tkq1 { skr< TF

GafrFts qrcq sr<t fl{t'lr(E{ {l:
. Fcll s OttsT{ fr."q C{i;

. q{is q<m qfi <t q+ut"t orqsrr< wRs +s;

. o:ffitrf< qlgR+s|< qsF{;

sql q<${fiiilulr.t< +fr-{sol w{fl.-Al €

qri[Cq ,9({ Es{qI\e=H{ oqtf c<Aq<ttR

eqq{ 4gfiR r:ffiT s R'q[{ eMR\5

c-(T dl{ r?F{ aIli{ ffiIEi ne<l,Ea

rfsf.lls dfia qC{R{ |

O {frflfi{k R-sl't

fiEm-.+l utit< aqxlokq ql{R€fia
qw{ q.a'o' q<f {.oalhr

..sI,,
lrbi

cq<oQ-wqr rF {'tR{'t6l Fmrql{ fit.lE w$-rIct Fmffils E"lqm cor({cqq <T c'rR
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. Tfrf\r, C{fr<tE.o rnfi+st, otcq qfu ffi;

. "lrftd sT{rq-g ssl=t; q<<

o p:ffiLq1q1-6sI{ <l€sI1

\e.t.b frfr Fcsr <rfs,ffi(< B"Es <tcq+ ftr;rt Cq R"{c{ Ar-{ wdf (cry") C('iq]EI

t&<lu{5rslrg sqlqqK{t

qt,tfi fiErqnr EtEt{ qflk< crf{ cc<I ('knR{ f}?

s.Q.b rrsT:il \eaq{ Es<qlgl {r{ qca{ fiErstc firrc{ <ffi5l{{ w{{T-fr fl<T efi{ qfi qrr

fr-qq<Ft? 'rusr 
EssqlEl{ {sEs qE <1fi5 qsn qflT-ft s<t glf{ qfl q{ {Il

frtrcqnq fifrc1 <fft T5cr q{It< c{<I dql{ qii ETft'?

{T nT

\b.l.5o rlE?[<t lAqi Eg-{qlsl
qftq cs BErqaq ETE16 <fis
fl<t c'fF +tfc+ q&fi-g qd

sT];t qf,F Q{ itt sr{ Qc%

Sq<qle-t Tra s-cFr F, frftq-.{q
DTEI-C{ <fie- ca-{ c"rre sfuR@
qdgllqq{Fer1

fifrffi.{T fi663 <trs m+ c,fp orrr+ qfrR-gl qql Sq1n firc qCTA ft ilzt
t
I
I
{

q ma€\e €s<nsl{q \e-ef q<a-qO-?t< E"fRfus
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\b.a.)) frErw.nq Dlff{ qfllcr m:{I {1 ('ffi gGTiI{< <rrqt {(Te {(6r E5% UqfitEl qlnl{
q<( $fuf,B 'llsxl I'l{ {F bo% Ere<q]E;] {r{ Tr{{l

fifitwar utEt< q*rur ffi<T erfi
gfusr(rd .rr{ <I{s ql(q i+r

NI

ae{Cqflr<cmr'il\3{t{q&r$l
{tFr{ F{t cr{ mr{ a&oR "tte$ fi{

Ih?
{t

5oo/o

{t
5oa/o

,u.q.rc fiFcq-{T EIfH c-'R-r qft-sl(xt (toolo) EsfTIsl ifuFs {61l3;lit C'111t6t Tr<;t I

fifrrqq{ fifiK q-i-c6 q1eFi-< T{rls{ ft,

$efird{ <r+{t ftck< Sr<qtq{q T{s Cfur +-:(q€T-{ Gff<E/mI-{ ar-< frErur'.lc uttrr<

Erf,{ a,tFot €<( srl Tt(q qEm{ <rcr a&nm '[s$T Ta[ Ersq qcrcT{r 1fts ql.Tqfi{

r:fo<Tr6f c$t{ c{I-{ fiBwnc 5lElrl ffi{ "|Is{tT m];I <I{$-< Erf,{ il arm €<( c{14

c+ta fi'Erw.lq Hr]L cql{tiq + (+1-{ ry{ ql alFal-{ ffi "tffis <"srqr

\9.t.5a cT<I 'tt\3TIRt ffiG \9A% 6sfi1sl ffilqr5k[{ alq CcR-f G{M{ry{-{ qlFrq ('r(T€{
{rq qFrr(6is ec% 6s{ql-'9-t qtfr(lIq{ c{ sBt o"IlTlElrq{ 1.tr s<l srfrqrlTl-f qlD-aff{

Frqr< qmrqrr

(T<t 6lirs rrm +r(si5k 64rea qyaqTffiqa gffi 6664 ft-fir

rr<i ai
tc%

tF <1t-s

Eoo/o

{ISlTIft
o9o/o

ofr<tu+
5C%

\b.t.58 RB(W{T flEk Ff-f+-j arrc c-rq ffi<tdtsTr13 te FrsfrFl.s- qTCF f{A O-c.t T'{p

n <IT*F\,lr< $El3t-dEl{ql T3Ks c-r<;
qf. ftFls il&':rfqt <l-€?fiFr s:r(E qF;
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@ xft'tR'fi R-sr,t
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{. Errdfir {MIE qr<, "tRfimq qrre

{(<; €<<

{. q<T<fiRfrFDsqf,Nq({r

.l.o rftrl-+n ECs Fffi{ (Lessons

learned)

1.s fifrrq.{c Effi r-irf m+gfutrq3
{K.ff '{<< 

q{rr6gnq qggq | \q qefi6\e-

sEF{-sERIlt s(nlqr;l{ Effit:I Wflf r-{t
ffimm Hrr< a-ir6 <rt"rr s fr{fig
Afl .{-SERfl allsl AT{|W{ I

Lt qfir$i qrrul RGa )I{ffi qdR eEl

cTRfCs{, fuC eEr ({ ffiGr.fl uffi< q<(

El-fi-< G:{1 'fis{tT TR$(d dcIfl +-fi

ccfiecqFsl-<.q1r{{ {tl
zl.e frErsrdc Eft< sqTcr qrm

{I'lk{r[d r(ft?sT Ee + <"{t {l{r
{'tkrfi.< qa, frfirwqq fift{ {rtksm{
rirel slcdfl-F{ll "fR(dfh(g ?eR s

<r€?rlT{ q$ erc{rq{ I

.1.8 qqrt6t fi?tt ('lB alltrF;t <I fl{l-[lElrIct

fl{t dq.l;I qrd ajrcq{ ,{Ttr -sr\9lkf

afrrr< q<.t ftatr< r cfi{ "lst TCEE;rEI(<

fiErq-dr uttr{ q-1lTfr' fl<t "rtq{ <t

ftrqa f+ qr EI RriE{ T-G;r {tr frErq*r
utfR s-N-ft tril dql+ <t fl<t $R-(6ET

ffi ql{fmr +:(-a<5G< (work

culture) 9(d diqv sro ofr<fr r vo
qftf,t(-t rsc{i qE msfir{ <I ffi
ffisftBcl$st-qq6ffi+lr
q.c fiFrwrc uf,r< <rc-<ts+ fimfrssl(<

'fi?Tct, Err{fr ,9<( {aITIq r-:rt
$C{lq4r

b.o {ttlR.mrqt (Recommendations)

b'.5 SE[i[ (publicify) € E;FI[Es;t9l

(public awareness;: fifrrw.la ulfl<

{-116 <lT'rc SET-SDlifir q$ 6a1'{ 6a4

qi>t(EEqst s<( q{rT-'lg\e=l 1ft "nA r

T

:

:

T

:

ffrflq {q frq-sTfi

5. qlqI qf?qgcK rcrn fiE(qil{
Fl6R cQl €< T. o3ct td. q.'q]

s'fqqg{ TE{ >rffik ffit{
{Fifdf,ffi asla ffircl{ fi$ srl{
s-fls{{It

Q. loob 4Ei {(g e .qflrcrfl_<

qfta g'rffiql. rqqf s ffir,l {-fi
el}IEtsr{ e qs(3 

'e 
qfirrc3 s-$f

gfr'o ffi rr<"i< fr6-g+a mff<

tnrrn rcfiE I

e. 7rcrd? 1fift6T} E-6l1{d !-fkl,t

Tqrf qrfln qli nlrifr-f, pr-{'

gi?r-i €< 1ff,9 er{{<n I 18rot-"l

q(tri 
1

s. &!'Ixll DTfK$ qr.r"I'frrr ?ml

i-{slnr qr.r+- !Y{ crr<t eqE f,fl
QrP EIi l<rtf{l{ E-EI<TF ae 3(sq

6El

c.. -rf6(6:{:{ 6'srnTrE 5*dSc*S Trc

EC< I .e(Fm ffia uo-, c"- cur

<KqIiI qir GT(g 'irG I

u. fr[TErn' fitrrqq rlDt{ S"FI({a

TX-I {l'I-{<tr{h3 CfTn }rEr$sl

ftqqf r QFFt*,'tl{ffl61{ 1:IS

a-tf?€pin qfug q({aR6t frFEs

A-{CE q-f< I

.1. elaitd srr<q, q-Cfitkxt e
SDrS< WslG frflErqfi E]-trl<

IiFFIetr< dl5<l{i f,<' q.l1En- l

t
I
I
I
I

J
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lo

sEET-sFEr6tl{ ffi Cmfrssn< e<( ql{ Trrm3r qrl r{F c-Fr €qnT R'€]fi 'tR{f,{T
?'c-R s<( rcamfu sd <flq airrc qr<r $Flsr-sut:rqm qai GwfrFts s"tl{Ifr qcffi{ q<t

FN'I]-Cd:

T) Eal, qft{s.<:T $$({ saB6-,{/gl5fiqiGa aq{q;
?D Q-s sri trt{TEfip frreat,F fiErw.dc uttr.K< S'rnTfdst {,.'Ic<f arl-{;

t qIAr q:frG grsr elE-<lqrr{ {tfrs;
<; B,lffiqI <l iBfi+a 'rq'rcr crET{ GErsrr ulfl< cr6TD qlc{lq4 qc( fiEp-+r uFr<

a-a1-6f qa4o6E q1-a6a1';

e; frcalt <rq fi'carl en{ik .Ifls fiErw1fl ETEt{ R'irr q{rru\D-{st1ro

sqli6-qdffiqiGa enf+;

D R&x wml'E"qra frrr<n'ntia'md tfi ;

q) EIls kE s]+rc frfr:
q R&a yo-er+e, triTI aftttrq Tsr-wlr{xt s<( w<fuT3q-flEl qIcnlq{;

$ efcslr dkT{ "IIE-T{EIT !q&fi3 ic]'r <f qff{r {ffT sirT{IE'ff{ {fir
fl\c-m{nt$I{sFFr;

,+y +rr++ EG frG*ru Aur<;

D qflsl< {Ttre a:Farcr qlfiFt;

b RGq rffiT'crl'Itcll't TI{T crrFr: cr-c-{o, Eifi'r c-srtft e<< EfiG-.{q EIETK{

w+ FdtRs laeaicared) srr{fl?6{ {{rc{ SFI=[; q<(

g) catlfto eaere{-sr rlil-c{ RGE EalT dElsr r-<ir

b.t cfitqtEffi:t uKql.iFi[.t (motivation) e qsEEfr (skill enhancement): cr.fnst'i.frc
fitrcr.{c fifr< qfll-fr m<t sfffi Ek.n qfi r<?FEI ,sq-{i ;1qq q:ircrn sf{6l-pfFlRrr
frrl Ekrq{.l >rst-frfr-{r qlmlw{ q{t mF eltcdr qrQ{Fr cr<kfstri6J mc ffi {ft{
68:il sql{ TsrF 'ltcfi mS-{r sFlT-(6ld <r{$ ffiCs qr<r Afr< ffieq sfuTir6jT 1fuTft
gfixrr eE ffi q@ q<t cqrs "nrsr

u.r, TffTd qGr{Ft dG-{fd t{t (Grievances Redress Mechanism): qBcsl'l s&Fl3

'l-qt erE qlT,{ fi1ftq.c fficf,{ qRRrj q€dr m sBtrt, c?pq qS({{ sit erB rFio<
qGraT'l s&"T-<,r$ sGtt.e<i ur{srco emr

b.8 {{q (simple) e {FRRrsIrf (functional) fififfi-$ util-*: fiGrsr.{q fiff(3-{ sTrt

q<.ri rqq"n5l, >Rq.<t$ e q<fud {F {r{r Rr"rs Frd {rb +firr frEa Rdr< cq rqq
ftftw.{c fiEt< R{r{m6 + qtffi <I cnsrtr{ aqfis << crBr{ q{.Bt Foro:fu <s
qr{r €qri R&a G-ofcqlffi <lrqln q<T flN 'llrdl 'fiFrsT{q fif,r<'-qR qR-<r5 qrE {s
<l(qE"t $T{R qdl ({(\9 '[|r{ I

b.c rRq (simplified) qq( dfrs (standardised) c{d$n-{ otqG: ftfcwfl uIEt{ TT.fT{
qsr<,erF qflsr Tf-16 Rq (s I:r ffi<t Snl{ qdl cC< sEr dfi-s{t (standard) Rqirlq alrcr

q<( fl<l$QrsR $(Ttqn s afot< qReftrs fr TrE ffi<Lr qjl{{R-S"l(fifr (deliverable)

q<It <t<qtmr.t RGr:raffi nt-r< cq ak-xm (l{ $qF{ q<l s{, {1q1R{ Tlfiqt o sfrTr1fr
uF4 q1i rsBpll-("fq' I slt p{r{I 0{c{ c{<t{te-t qrcko q-c{\3 qe- €<( $slTFls fl<t ar14

o TGEft-fi R-s1"t
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T3rl {lrr {tt qrrc ffirEt tr<TaII{ sfu{tF srsE-f ftGE {l,t (steps) e $({tq;r
(requirements) fi{I Itn, ({'jft {fuGE g-.iHfr-{ FrElLsd rtffi svtc{ qTr qw{I m];I
srifi "rffi s-.flT $c{tq{ Rn {tt Cq:Fr: ${Ififr( TT:flEH-{ ss-cca E ET+rrqfi (qFqtc-)

TffuT {lt arftr< vE rf,rtR qdLT{ saaB fi?rl3r rFfrT sft-ll fi{6€- (process map)

?'r-R TCd(q s<i eoE fl<l{ dfu-{ $t'l \e g($q;t ofi-ct qqq +-<t-< lfkt Fctcqt Tq{l(
?fcfl\flC{ m:f Afi{ i;5&Cg 'tffiry{Rrtfa (business process reengineering) €C{ €Fr{
TflflE-S"tfiIft qf,co Er<r

b.\b EffiFltrfs (updated) e dr{tq+qtfu{ (customized) fi0zq-fl ulEts: xq'{ {T{
fiEm.d{ afrsc+ +'Ik.ffi{ erc{'M-{rifu-r slq-{trm +:rp R-r<r qq;il'€TE otrfo< e :rqq

{q& a"F{ qf,F q54; q sfcql q-{I $rerp qgr{ *r5fr or{ B{ 'r5{ T-{r crN etlc{t

b.c {qlff{ (auxiliary) +ffo"q: fiFrw-dr fifrcdd IRl{s rFts{ <r fl R{k< SCE qfu{
aq css EIT s{I mF 'tlrd r TEH qr+o sl"t dElit-sFl3t tl3t "fF\e 

qlqr.l w"qr ft+t-<fts
€<( qEFtfts {FtRflt.] {cI-{ct fl<t Sq];I q{N q6q 6{tAT|{s|Tr<F "ss8$(6fifis {c{
.sft({ (TF c-C{l €E (!;t Tfu Tlrfs,( afm flq;ti a({MaT q++q 

'g w*rr+ T'lcqT FNfiE
{<<TRfiF'Es.{Gq(<I

u.u "lRfrmt (monitoring) s T{'EFI (evaluation): ftft-vdf$ ofq6tat"fc+ firrl fi]rffi
Rrra qs IE il?frc << 'g 

fiKfts rr-q;gft raitp R-6ql qq{, grqT:{-d6ll-ffi/kstT'l sT'frs
,eowa ymF< fiIrflrdT Ttr-s6l1- Citizen's Charter Focal Person Tlt (qF ,tlrd I skt
q]fr-s e r6<j fr{|rq qC{ ftF c-(1 ,s<( q sFri ?rc{Mfr{ qfl{ s sd {fiq T3r(g qr{t

b.b Eltfr (legal) ,sit(

dltrlfi-{ (administrative)

iFtttr{t: fifirw-dq DTE1tr

Tqdrsrr{ <la<l!4 s:IIo {r{
.{TE q.lifr TTbrrIt
q{&RE-rt lE p<t cqre
allrd I sl{(g e f+{c{ erE

'lcl?P fuEtftTt <Grql
v-l=I(E3t rE pr< Ffrrwc
Dfffi-{m qB(TI{ ${:F{
sfolrlmr{ (Grievance

Redress Mechanism) +c*
efrgo oc< sI <lqEt'Ftl{

q{, {E"Ifrfi ftorci erE 'Jq-{ 
q{R'-sT{ UTT q<t cqre "66s I 

q q{kst"f {(g Tq[Frc{ s
c(sls ffi{ ftffi, anWl ?ig=R q<t cvcs 'ttrdt

b.so Citizen's Charter Initiative-{{ ffiUtftA-q*et (institutionalization): W{ei.tFrq

mqfq{ qgf "if{4ETs Citizen's Charter Initiative il-i+ futlftcO fir.R qifu €<( qi6{
Ts"fiqr/kst'lfqft[$d/Tsflq(${ DrTq{F qr<.s<( €Em e(-a<Tft< q<r,l {RqE qa(g

R-c{ r €E FFf<r< q<I ('fcq fiErsr.{s'aEt< c<Fts <qR{ Rlx G:E' af'tRcqd {cEglsf s

sl{(g 1v1inistr1, of Personnel. Public

Orievances and Pensions ,{n qQ-{ I)epartnrent

of Acltr-tinistlatii e Relirrms anc{ Puhlic

Crievances ;lk{ .4FF "J{o Beffffi {r-al(ql

damtr ,!iF-sad T5{c&.T< cym ,{a-8 or{fur{
rGIq (!E frfrrs-r+q flff< qqfts T+q ft{(na
<14q1'1lr qfn {lZ?F I FrFCs;rr urf= ftrr+L+

Cirizcns ('hult,.'r' - A llantlhtxrli g<< orGm'l

, ffi q<sE Cuidelines tbr Redress olpublic
Cricvancc 2o l(.) <GTCqi

o {ft1fr'{r fr-sT,f
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b.o 6rtGR qt0t (Conclusion)

ft{ dm u. <q< qffi qs$-n 'R\s qrkr{ Ffitsr-{q Ef,t<-e{ <]$-<tT{ ,tR&G
ql-"]TT{'i iril s 'tF{6ll-{ ffi C{"i -tEr tretrc,il w{$.tpt{ Td"fiqT {g+. fr-qT eMm{
frErsF{ DtEr{ frR ql.l]=llqr rM s-fl c-rqs sBr ftql q(fd? eqg r{tB{ ,Er qlr
affis qr +r fuCTflstrr{ q<t{frR, qq-Et, srqim ffiE1-s, qa1-6q-1qd{ qrdter <r{{r,
oI{lq\e-k[< qlT{6st €<( ffiR-a{-{ )rqB frFb-s $]rI;I q{i fimrw-dr AE1-< Tf,fqrsrr<
<rg<lT{ q<I rr?Fl3 t

O {G,tRir fi'e-r't

lassT; FITGI5 sqkf+, "lR?T"t is flrEn; grmq+qttr-r R]qilefq:mC; m{I[jEIlT{
qht<T€l q<< qBcslqffiffiTflI{lr c-.{ffr<l

v.SS dr{IqfrT Cqm (resources) vfA<*R: fiErs -!q fiEfcr< $.Irfie< <ls<i-T{ qTF QHrT$ft
s qF{ gft"atr sqir {"EE aa6s q};g 'rRcT, qER-sq, fr$t e<( Tpq<qfl gmle;1r..

{qE frq{ frFos qro ne-<GBo armqnx wfl{, qd i}Crrqt is ffi-ft$cfi s${al
Tf,fifR frFug s;Ks q6a1 ,{ ffim ef+eGG-+ TFfuT A{k{ {I firrf T{s1fr sfstrr<
sMkr q("E(oi fi{re q61 fr{-s qro ms-y <l(T< qsy'"* qgy ffifi*a q6q,
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't Our Commitment:

We assure through this Citizen's Charter our commitment to deliver our
services with:

Promptness

Our Standards
ifv

timeli
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Standard Citizen's Charter: Sample

Xax* *f ti:e tnstituitir:nl{}ffice

Our Vision:

' Our Mission:

lntegrity

Judiciousness

pagel



We appreciate your confidence placed upon us

+ We ask to: lle reasonab

Our Expectation

t when making your requests for our services.

Service description

Services to be delivered

Our Pledge

Service de:ivery standard
( hoursl daysl weeks)

Relevant laws, codes,

regulations, etc-

1.

2.

3.

lnformation, documents or
forms to be submitted,
includ ing;

i. precise description of

informd tion and d ocu m.nr
needed

ii. the names of the

necessary forms,

iii. the location where the

form can be purchased

iv.fees to be paid

v. tlre locat;on of the
payment counter

The name, designation,
Iocation, and contact
details ofthe relevant
officer in case a citizen
needs help

page-2



Name

Designation;

Office Address/Location: ... .

Telephone/Fax/e-mail

We welcome suggestions from Citizens

* We hold periodical---**--(specify numbers) meetings with end users/their
representatives and if you wish to be associated with this please contact----------------at.---

il

Complaint Redressal System

Courteous and helpful service will be expected from all the staff. lf you have any complaints

to make with respect to the delivery of the above standards, we request you to to register

your complaints with the following officer-

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

Suilding the future together

* Please also enter your details at our website www......... ind icating your willingness to be

available for consultation, survey on the points enlisted in the Charter.

Citizen's'Charter is ajoint effort between you and us to improve the quality ofservices
provided by us and to serve you to the best of yoLr sdrisfacrion.While we are reaoy to
serve you,we lnvite you to help us in the following way (give details relevant to the
departmenls conceroed )to serve you b"rrer.

n

t
:

n

I
I
I
I
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A Model Format for Citizen's Charter

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

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

a) b) c) d)

l. Our aim is to achieve the following service delivery/quality pammeters

Nature of Service Service Delivery Standard Remarks

(Tirne Iimit (days/hours/minutes)

a)

b)

c)

4. Availability of hrformation: Information on the following subjects can be obtained from our

officers listed below
1. Information 2. Name ofthe 3. Designation 4. Located at 5. Telephone/

relating to officer Fax,/e-mail

a.

b.

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 on the worldwide web at wvvw ........... (where applicable) and can
be downloaded at ... . . . ... ... ...

6. Complaint redressal systems

Courteous and helpful seruice will be extended by all the staff. If you have any complaints to make

with respect to the delivery of the above standards you are welcome to register your complaints with
the following officers

Name Designation Located at Telephone/Fa-Ve-mail

a)

b)

c)

We have also created a website for registering complaints at www......... You are welcome to use

this facility.

7. A centralised customer care centre/grievance redressal centre has also been established at

where you can lodge your cornplaint.

*



8. All complaints will be acknor'rledged by us within 

-
" *iiii" Jo.,nunicatcd within -- days'

9. Consultation with our users/stakeholders

' We welcome suggestions from out' users'

' We conduct -=-- Polls

. We hold periodical -- meetings wilh users/r'rser representatives and if you wish to be

"*""i"tJa 
*itn this pl""te 

"ontact =-- at

. Please also enter your details at our website *** .. indicating your willingness to be

available for cons-1titi"f t'^"V on the points enlisted in the Charter'

10. We seek your co-operation on the following

Cirizen.s clraner is a joinr elrbrl betr.reen us and you to improre rhe oualitv of service provided by us

and we request you to help "" 
il"il ?"ri"*rl'* *'ay (give details relevant to the depaftments

concerned)

days and final leply on the action taken

Guide Book/Hand BooUConsumer llelpline

We have published a Handbook for the guidance of our customers Please contact

Officer for more details'

Our helPline number is

Our customer information centre is located at -.. --.' -- Phone No 

-Other information

a)

a)

b)

11.

b)

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

i]Ji'riiiiiil ii"Nos n'{ MaKrNc THISCHARTER A succESS!
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