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fI21 s7=e™ (Executive Summary)
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5.0 §f3<t (Introduction)

55 MBI GLTS! @ FKOINS 551, BT Fe (g A6 AW w4t @2 TR
AT AT BT ey [ISH 4709 G 2% SRS 567 0E9) S g w1
TR e sifadt sjaeea oy e=gd@ (pro-people) FTHFT g9 F0F AF| © =orAg
b0’ TIF New Public Management (NPM) FTN SR @36 97 71 @ *&F %7 27
Tt 78T AT New Public Service (NPS) #Itw Tawes ¢ ¥ S $9e @ &foq o
1 @b YBfeTS T (quality) G TSt 0! TIERIT (weg AT LT @
WA GRS (effectiveness and responsibility) A= GR@e w$% JsiFEs
AOINSLF (voices of citizens) SATH (TSNS S A7 ATTGAT ToATIF 0T 995 |
RS YT oG @3 YA
A 92 e SAfeEtere
Fifbtep1 BibE aq TS89 T
555 AT 2% AR JUBAR
RN AYNE G (A
ey Fibreept 55T bie
TEAI 9T Y Sy T
GNP LEEED
(accountable), Hif§F-Iw
(citizen friendly) ¢ %% : HE

(transparent) FHF AT GAGNIA (public services) SF¥< Y| G757 @?ﬁﬁ‘iﬂw (La
Charte des utilisateurs des Services publics, 1992), 57 (Charte des services publics,
1992), e (Client Charter, 1993), Y&Ig (Customers First, 1994), SisIast
(Citizen’s Charter, 1994), <191%T (Service Standards Initiative, 1995), ST (Service
Charter, 1997), ©1995% (Citizens Charter, 1997) g RfSs ot sifdema o)t ewimg

Sy Fifbteept 51610 =1 arifse @32 GRMISIE w4 99 5 (agreement) R
CRIATIS CFeq Aol 8 T T8 Ramet @qg o A1) a3 Frdeq Bl
BIBTR IS RG @ T Orury fil¥s; qemrin ¢ AReraey whrnT ¥+, 9o
AE Sfecrt ofowm w8, 932 TPIEE TEeTS %7 G GG FIEET G
G (public relations strategy) 25t Pt 271 Sibapt 510 FAHIER wIHEl,
RO ¢ CRIZMIE Tl Afve w031 @b oRl 2ifdg REw TeifEeos Ao ¢ sy
ST B T AL FTA|

“The charter programme will find beiter ways
to convert money into better services. I want
the people of the country to have services in
which they can be confident, and in which the
public servants can take pride. ”

- G e (2T 3 ediaaa)

5.9 000 I GAZHPH ALFF 349 (Public Administration Reform Commission-
PARC) 39T 9T ‘94 “Ioa Gzt M i sfosy s@aifa woa/sesm
Bifftapt oI ooms o T AR soo¢ WITE AT AN Poverty
Reduction Strategy Papers (PRSP)-@¢ @3 situiemimes F2T S T4 2CafRe| a35iq

© wfaeifaaw et



1 it T S e

AT S00q FAE FAEE G ARG g3 I TEE O NCARHC SO
Sifrerel bi5Ta oS = G o ARFAE FEe! ¢ E WINE, O TREE O
NWWWW,WWmWWW@,WW-
SRR TR 9%, 2ot B Sbept it awe weHRe SR st fure
e TaEd Fried Bttt BIER 24967 S 2rEs ARIE! AN FARIOE S P 9
ST 2o Sy T GO e Biibrerpt BB «r=es Repr 906 | Sepist AT
aﬁﬁ%ﬂﬁﬂmﬁwﬁmﬁwmmmﬁ@?ﬁwﬁmﬂmm
SITE <R T Sufb @ @92 doft FEelEer AefireR weHaRe a3 e
Sifa @RS oot o T W @92 4T A5 Bifbrerpt BT AT w1 2| GEIBEIES
EECHOEN ﬁwwﬁwﬁwwwmwmmﬂm
A TR NHeleT/ R &) SR I AN g PR

5.8 2004 FF (ATF BGEPT SHTEE I Ag e @ b5 FopF Aifee ORI
ST F40 (IECE 432 A « Sibrep! 51618 2te Fo0F Goige 2w o1 R
mwwsmﬁlww-mﬁqmmmﬁmw
a4 @ BiEE ST S A T SR 2eeE ¢ Rafe e v et i
@ e et Biftreret pivte e AR @XT of e T <@ 7w Al g
IR AfeTETe! B W9 IS Bibreept bib AT PO T F LT
sTEel 2 < STAGH 208 A 7 AHTE Gl ot ged weifierd =uw B o1
SIS SR SHPIR 7HrE B e bI51a IR AL (situation) P O G T
s AT 3 AR

2.0 AREAE BT (Objectives)
TS ot Sray fTa @ e ~Afpifers =oac=) 7t
(ﬁ?)Wﬁ%@ﬁ@t@ﬂﬂﬁWWW@wW@aﬁG@m;
(2) Bifrept 51517 IR biltede BEFsead; a2
(o) i BifbTep! BB T SO TG FAT 2or|

©.0 A SR (Scope) 932 NAWS! (Limitations)
G SR (I @RI S, WA I Snl-ATeHTe ARECP CECTedCE(
=7 @ EEeTs Bibee bibiEe SISt (effectiveness) SR FF (impact) oy

st w4 TR @ @3B G (linear) AN I TS (@A GEHATF TG A
Grorad T TRl @3 @R EEAR  Wgererw/Retimes 2efiR T
(performance) e w1 23|

8.0 AT *af® (Methodology)

gS & oA oFIGE (qualitative) @R SAFAIAIAEE (quantitative) To¥ AT O
a9 Sy REs o9 TRl @ HEaics 5 %S (mixed method) IR T AR ®
S2eed Y YT AMAfFF T (primary source) UIRIL FAN RCACRI A&F LERREICE]
sperse (questionnaire) WHTT FABTEPT BITE-99 & 13 weMe (stakeholders) =2

© wfg=faaw et




L
8
g
i
i
A
N
§
i
"
L
"
"
"

GTqmiel (service providers) €3 (RIGZSF (service receipients) OO A2 Fdl AR
SATSfb 2Ty aifde FAue Sog 13T 2% (close-ended) @32 TS 214 (open-ended)
f2eT| (<BAEE (random sampling) fofet® (MG 205 &4 TSMISIF (SooGH FTAMTS @
So5T CaigRel) it a1 Trarz) 27 MaRFae MRFE wyEm Tofre e o7 w6t
FAAE A & 7Y S ERISSIAN@ N @QAF b fefers ¢-q9 g Togurei®
e S| CRIMSITE (a8 IF2SIE 20T TIF 20O ¢-9 G Soqurol s Ko w4l
R GFL S FE S (@ g7 [GTEPIEE (focus group discussion) TN
S0 U aTees TOIw® ¢ S a7el Tl AR O AR & aff (& @92 afb Seicee
=154 =t 2rarz) aff et bR w3y afb [RoieR AfSRRY (representation) o A=
o=y FEBIE TARL (cluster sampling) #%f® IRRF 91 2@ a6 (@@t FEwEg s
T TG I AP 8 AT ARG (Wl et wu qrwnem) g a6 Fifvo
Toirerene e +i13es 9fRgw| vsTeig, 8 wadey/Rett ¢ b gy afivgg <o T4
TUACR| O AR AN 925 APl TSAMel, TIDTRA S-SR
sfefafe @32 sIf ATFTeiE *~E (observe) TR

8.3 O oA @Iz e gomee Ao o [{few wwifie e
(secondary source) ARG T WACRI AlY 2y AAED @ ReEer w @ Fea™
fSFERE (frequency distribution) €32 STAA 5eP9fe (variables) S{<d i3
$-AGS (regression analysis) II2H FA TR OFC], TYF AT Gorae [Rosrweiw
($(a synthesis “%1® JITA FIT TE(RI ©W MATFIACE TG ®He AT
[BICEICESERER T IETCC]

8o NIEAD Mg ooy Wfasfiaw [Reiey setg A (wew ¢ 9eFwR)-
G F@ 9F0 SR P Far T AwsifTaw Ab7 FEGT TAWE 5w wikie oew
FEEI RN & @A /f

TEEE ST Ao a
FE @ e ouge Tfgeifaan [Rereig sIFend vey geat R 281

QISERIEICES - T Tegwrelld ey 3 Gt g5t
AfSeer ™™g  FATSIIE S IS TENRA IO 9L ALARFIRAS A
I e OB St FEH| GGy o feifsqe sgid 2w o gr qAHAL

ANGIeT bR I IhfeFSt  (objectivity) R PR
T SRRATPIRG eI GFLOIE, SR Reawer some @3 e
4 W OISR @3 G A AT 92 @ Aferamg AL\
AT O MRART T
AAT (PN O AATHIR
(enumerator) f<Ci? a1 TR T
4 Rt Fe FAPOH $9 A AT FAT AR O FCA &W (T ©2F LT
A (quality) @ SIATST (credibility) SR 3@ (e S o2 ALagra
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¢.o F<ifow w2y ot AiTeTo= (Selected readings)
¢.5> Citizen’s Charter: a Manual
GRS TR (SSPIE TeBio wgelters) Hifeet sifes (o8 e s e

s/87E (Civil Service Change Management Programme-CSCMP) 145e @b Hbrerpt
S5 e cofd 1 qAiRel| O Wi (ofF FAF St e e e 91
SIS ST, T, G Sfo® 201 G 212 AR (T 92 R St
5151 @ A fofee 41 271 (@(=:

v g JeifEe Bttt 5B T (Ge TIHre Al Ol AT (T (F1F
SR TR @61 (e A, g @B @ F I @ @ I @19 =74 o
el |

v ifbreer 5151 (@ o1 ORI 499 ST (improvement of service delivery)
9F TS Ty o7 RA ERmST I GRS (FIF 752 o e )

v @8y S orR séNeel g Sibte 5T 2o wrfRe I A
ATACH STTF (BIH > {Igelt e A1 A g I @92 PITeald @
b et 56T At srefce e

v Biforeei b1t SR ERl Sifeets et o3 iR S i el

SraBiasfa 2w QO g Fibrea 51678 299 &+ Citizen’s Charter Initiative
F 9o Srare e TR 2wl O BE @ Abwd WR AT AeifH FAFON 9L
Jeifgeee fremma Ae=IfEE  AEe (needs), BIfEWT (demands) @3 TURER
(challenges) T SETEA!, FSRfTTE, TP TS AN 9R @SR Af{Fa-r 90
T THeeY CRE AviH-gwie [fve Fre &) @t el serwe afdw e s
I 932 [F A G SAf3FEo7 Tamw 9brd F0af o1 e e

5q od: Bifbrsp1 vibTe 2fHEhe
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fafeiRs  erifersyzd afgsiem
f*re 0o 7@:

S, (|9 W9 (standard  of
services) f<tae 341,

3. APIfREE 2 (needs of the
citizens) <42 CRIVISY SEFYed
(capacity of the provider) #f®
ERARIEIR

o, FIbEpl bibld Ao STy
A AR 9R CRMSImE
e ol

8. HArIf-slaoral  ARcIfret
W"f;

¢. O ¢ ATIIFHEE TGN FRe!
FERERF

b, ey SferE 8 CFie

9. el 8 FEPITS! e A Bl odq 7w 432 FiFve w4, a2
. 043 (patience), Afo%fS (commitment) 8 &% (dedication) A<
e Fbrerpt pioie weaem @32 FHEe fon 3q suifH @l st Siibee
BIGTCE fafeifde wie*isfe (components) S*12 AFTS TR:
(F) GRS §21Fd (vision) 992 WISe=T (mission);
(¥) CRMTSIT$S 28 GRS Reifze fege;
(*) e (citizens), &= (people) €I SRATEHA (stakeholders) ReifEe
IEEELH
() T FXFSHA (key officers) AT @2,
(®) SLMENT AoFHT (expectations);
(5) Sferel Aoz o (grievance redress mechanisms) @32 ©f IHI2TF (how to
access) REIf® 7&fe;
(®) dfex® ¢ oo EEr gt Lo F 9 HlosRe 9w F4 7@ O
afogfe;
(W) NIRRT (continuously) G SHSFIEF FABIICH (mechanisms) @
2Af% 19 (interaction) R, @32
() ST &619 (information dissemination) @ TFEANF G811
Q@ AR PG et SioTEe @ TET = (sample format) PN IR @@ Q94
9T 2l sieris RS [t 2uie $4 AR 3R 2F9! T Sl Hiibrapt sibia
AT (formulation) 8 “fFIF (monitoring) ¥ I O ACABAT T EE| FHATHAT
TN (performance evaluation) @92 SFI (improvement) Feid Bibram st
R T W o1 feacwe Reifas s = o)

© wfgeifzaw Ko



{3 Ao O M T ([0S ATH

@.3 Citizen Charters: Enhancing Service Delivery through Accountability
fRaies F9e o9ite 9 Afem @G Bibtept bibleE R (service
P“‘Cirizen Charters (CCs) are public\ delivery) 5 -ﬁ SRl A Fames S
agreements between citizens and cA R L '
IEEH wNE [ET (conditions) RmysH
clearly codify expectations and YT O FIHFH 6 7T 0 ANH:

standards in the realm of service § > ¥ fice (start-up phase) &I

service delivery providers that

delivery.” [T ARTOT AT
" # 3, SRS AfFEE WU S (internal

and external) SigMe"g Tore 0H (ofF;
o, BilbTeP 56T IS CRT AV C(Flg CRMISTE AT (incentives) A=,
8. RISl 8 ERETe Terad AEo- wgHaRe; 4R
¢. fNafirs A4 ¢ e

BB rePT IGTH 24T 8 JBIHEI (g A ofb st Seprael Fa1
(¥) =gfo9e ST (preparatory work): @ (F@ THE FYATHR depsE T @
SRrIfEret 2THITH @ ABF ¢ PSR BiBrept 5I5TH 2T A0S 7 AR AL
A Gl AT R[S, ARG @ FNEeH-REeEs e (9 (@) G3h
B o157 T YOI FIAFT @ CRIF Siferieaet; ERI AGfe et R sr=iore

Develop i Train staff, onitor,

Draft the

" Preparatory Conduct . grievance t launch and evaluate,
i . Citizens i 0 B
work consultations i redress | publicize | and
Charter ; 1 .
1 mechanism the CC i improve |
1 B i

(%) SIS/ T[T SIeAe (conduct consultations): T8 28! FHbE=H EERASIEE]
Wiz fafon o Sefomomg S ok 8 S F@ O Toie, bifEl, o=,
ST TOfI 229 FHTe |

(1) 27! Bifbreept 56T tofaead (draft the Citizens Charter): el @LAIGHT FOHS,
CHTIET ATACS T (T LTOIB SIF RE IR S 2| CRIF AT 8 T T ¢
e 2® |

(@) SfeTam sifesta =9 29 (develop grievance redress mechanism): SRR € @1
ST SHEA s TR G BIBeEp bIbTe NN AEe Sfecat afswa A Afow
TACS TR (T AAES! ERMISITE S (performance) 710 GHITS @32 ASfIfHS
T Al (o ©fF Afowid (TS Ate|

(&) BrEmE 2, BBt 55 plE@as @ Sbed (train staff, launch and publicize
the CC): BIBTerpT 5I5T HUI8 F4d o9 AATH MY IHPG-FHGIAIE Bifbrerpi 51519

© wigelfaam et




G O AT AG[S TP AR 2 FH09 (T 92 AEGHF A © bl FI09 TH@|
et b16T b1 T Racy RafiesiE 9 26R-261E6 BIeTs 3 |

(5) AR, T 8 SFFH (monitor, evaluate and improve): HBTeF 55 7T o
I FAo T FAfireeitd a7 St ARIwY ¢ IR IO W @& 96
AT @ I BF 1971 T @A) SAGAHe @ o 2 2 o2y Bfars are
ARSH G EIRIAVIH TS FACS

& © Citizen’s Charters — A Handbook

©I9094 Ministry of Personnel, Public Grievances and Pensions $9%¢ 2314@ ¢
33fbre orRred @WEAT Sepl bl T EF qPielie SiEean, IeaEs Ao,
P oS e [y qeerl Filbuept biGTE FPAeld 2md FHN G 9 Mgeeen
@92 Fifbrer pIGTas @ ol wiv S I3fbTe Sorarea T 2|

436 Frfea Fifb et b5 AeE SAMeTR 29

%) e pifRai &S o6y q140 (focus on customer requirements);

) & A,

) CTH1 &fS® T (service standards);

q) PRI AL (effective remedies);

&) AR

B) el 94 (delegation);

) fFeare FHFOC (feedback mechanism);

&) e s, g=e

) e AT (periodic review) |

ATOre  FEeerR/Rerl Jaifee sy aFea FHPSE “Nodal Officer for
Citizen’s Charter” T3t ¥ @32 7S 2MF F3@1 @2 (s Hibrept sig o
8 A TS *Meweet ey Sfiel e FIE=1 13 FAFS TGy ¢ wiffreialm
wifer®l (list of responsibilities) e T fire 2@ Sfbwrpr 56 soammm o9
ACIAMAPIE  q9 PRSI (effectiveness) @ SHAEPIS (utility) I8 900 70
frafiresita ug T (performance) #fFFF @ JATIT FACS 21 QLG TSR
(internal) @< ALHA (external) P FECE e AfAHd @ Jee FEFT SAfsHrea1
IACS | HITAST IFege-« AN ¢ ForaEs R SEwesf[o GHfers/2pTemg swfs
& PR RSIReSIt St w41 20

© =wfgsifsam et



b0 ARFAEE Feee (Findings) 932 RIS (Analysis)
AR ALY o6 (qualitative) @32 ARG (quantitative) ST @
SOz RTewet S419 A7 AfETES wefree sreqm T
b5 CRIVISITE 6 RTF 2R o2 ¢ ey et
©.5.) TSI 20% REF TIH 992 vo% R g

g1
L.Y.3 CHITOIME So% IERA (¥ S driey B piblR otz @32 «[@#E 4%

WWWWW%?

T 0%

b.5.0 2T T (53%) SO N FEA (7 S BHioret 5517 2oRid Sty ST
T | SICEbT T ST A (3, T God et Siibeep si6TEe Yo Swsly i

CUBTG 18 {199 9GIR|
e 51619 2T Sy St <672

b.5.8. A ST (59%) TSI iR HBE1 BB #ITQ (A1) T ETS (FI oFHl
0T+ Tegnrs! BifraT 557 ffe S Y T a1 SREHE wo% TEIMS! T
30 Bibre 5161 Y ©27 321

i e 515 Ttaw fefs w2y #=fe W 2rare 62
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LS.¢ @ N GRS A FE- @, HBrept b6 MY ©27 <13 Sitrg Mo @1
frafaie syl see 2@ AE:

o N 0 Reifaweicy el Iy S o4,

o X MLITH Toigrsl T,

o AT WYEL 0y U<

o  CRIASIIH TSNS o AT,

o fRmrie wAfAffon seel sirxge) @ (@ e Mre A=z W1 ©f Sty 4 F41;

o ¥ XK ONIF 7y Sy o4

e TS GTAT SIS A8 ST S <A

o IS fSfEF GRT G2 TRATER FATT ST AT 2A1=T; @32

o (TR AR &y TG AT CHraeH fww Sray A

b.5.b HBTepT 55T 2o e Ao md Tojerol REw @99 0% Tasuie! W (1,
AR ST G2 3¢ % GSINO! (e AU 21 AIFDd MY @ A S w4t
Rl O @ AHITR @ Gibeept vibiE 23foe qricr ot tofaw sww Jfiems
ftg TSl foel 11 @2F BbraepT 5I61F FEFT 26T @Fh oy 6 26 ©f 2T @
SRS 051 ST AR e Fsjersl AT

S Terpt 5157R AT AR b cerT BIGTR Siores = AifEem
ACS! SATAGAT T 2CWE (2

T ¢ %

L.3.9 (FIE % TSI N I (@, FHBTep1 b5 IAFASE A61H I AR SIS
e fbte 56T e R, @i @6 «3g Wrefes-a7 e 2519 <4 g 9t
e el o2lp SIed @ (cu%) TommieR T 2&1 Sibte-1 5I61ER 2619 aeféie ag
I AT e A1 @32 ST 3% Tequre! A I (F, @F 25F 7Y & 1| (@11, SR
Weo Pifbtept pibTa =iF wif¥wiesd Ifaes St 11 (@39 bie FAR T 9 2461
T I MY TYER AN RS GAEE 12 791 @ [ i soedm w1
A6 TR I SCEABAT PR ATIGH |

b e BIGTR ALsi A6t w4l gz 57

© wfetfaw Fort



J0

Loy Wor E R,
ol oeRTE  a0% [

TH IR @ O 2] AT A S (@ Gl
St ST TP | bt 15T SRpES SRR <0 ST e ©fd
FEAI OQEE A% mﬁ@%ﬂawﬁ?@ﬁ%ﬁwcﬁmmﬁﬂw
Togrre! W I A mﬁmmﬂmﬁmﬁ?m,ﬁWQWzi@rﬁ@
o efFwetE SRl
GrqEs B BB
SIS PR Al

s et sl o e 7
CINEE

L%

bS5 TME @b % SeIWol AT FEA Aieirpelel Bifb et BIGTR SRpTa FTH GAIR ~MT=,
WWWWW@WMW@(&%)WWN,W%WW
mawqwﬁmmm,arw%@mmm@wmm@mw
ﬁﬁﬂT@W@W@?IWﬁZ@@W?ﬁGWWWM% Samret e (3, f5f
ﬁﬁmﬂmmqwﬁmcm,mmqq%mmmﬁw%m
1 TES e%mmﬁﬁmﬁamwmmﬁ&

i et SIoTR SRPTR BT 1A focer Bifbreep BI6TR S
Treifarmele @ SR Hiree 62 @ TR (oIt 67

Eul

w%

b.5.50 mewwmﬁﬁmMWﬁme@mwm
37 ARt ST BAFS TR

v SEsce! G 21
v 5 5 PG AIeE 12 TS A6 A ©f |l AT

© wiaeifaram ot



b))

TN A G At e,
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Standard Citizen's Charter: Sample

?‘éam@ of the Enstitu%ian/{ﬁfﬁﬂe

Our Vision:

* OurMission:
Our Commitment:

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

Lk Integrity

U+~ Transparency
Accountability =
Prorﬁptness :

Efficiency and effectiveness.

Our Standards

+ We shall respond to all written communications promptly, within ......days (specify
timeline) of their receipt.

+ We shall deliver the services within the appointed time provided necessary information,
documentation and fees are furnished along with the request.
- [n case D.f.]:l : e!y or in_évitab':le delay in makihg a final deci

7 nor when an issue is disputed,
we shall promptly communicate with you. -
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detalls of the reievant
officerin casea citizen

e

Our Expectation

We appreciate your confidence placed upon us.

+ We ask you to:be reasonable fairand prompt when makmg your requests for our services.




Complaint Redressal System
Courteous and helpful service will be expected from all the staff.If 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-

DesignatiOnze «oom s s s s s
L@ (o=l Yo [0 [{<TL¥4 Mo Tar=) (Lo ] 1 HP OO

Telephone/Fax/e-mail ...........cocviininee .

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

Building the future together

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----
4+ Please also enter your details at our website www......... indicating your willingness to be

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

Ve  you and us to improve the quality of service
e best of your satisfaction. While we are ready tc
5 us in the following way (give details relevant to the
rve you better.

Citizen's' Charter s a joint eff
provided by us and to
serve you, we invite y
departments concerne
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A Model Format for Citizen’s Charter

1.  The Aim/purpose of this charter is to work for better quality in public service
7 (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)

¢)
4, Availability of Information: Information on the following subjects can be obtained from our
officers listed below

1. Information 2. Name of the 3. Designation 4. Located at 5. Telephone/
relating to officer Fax/e-mail

a.

b.

c.
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 www ........... (where applicable) and can

be downloaded at ...,

6. Complaint redressal systems

Courteous and helpful service 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/Fax/e-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 complaint.



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

9. Consultation with our users/stakeholders

. We welcome suggestions from our users.

. We conduct polls

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

. Please also enter your details at our website WWW........ indicating your willingness 10 be

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

10. We seek your co-operation on the following

Citizen’s Charter is a joint effort between us and you 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 departments
concerned)

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

Qur customer information centre 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 HANDS IN MAKING THIS CHARTER A SUCCESS!
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