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Government of India o

Ministry of Rural Development
Department of Drinking Water & Sanit

'No.A—

ation

an Bhawan
Lodi Road
1 10003

| 12“‘ Floor, paryavar

CcGO Complex,
' New Delhi-

Dated the '50'wﬁuly 2010

To
in — charge of Rural Development & Sanitation.

eport entitled ‘Citizens
ce - regarding.

The State Secretaries -

trative Reforms Co
f Governan

subject: 27 Adminis
_The Heart 0 .f

Centric Administration

ith a chy of communication No.F

Sir,

] am directed to forward herew

15012/1 /2010—PG dated ~goth Jun€ 2010 from the Department of

Adm'mistrative Reforms and Public Gr1evahceé, on the above mentioned
.

|
] B

subject.
' ‘ d Publicb Grievances has
eed to do in order t©

The Departmenit
in what usel organizations 1
«gevottam’ framework

prepared guidelines 10 explain

. ansrgreimmarerm =¥

‘ achieve high performance on €
{ developed by the department. ‘ I
It is requested that reqUisite‘action.be, taken 10} this regard.
Encl: Copy of the letter and Guidel'mes |

: _Yours faithfully

, (_Spjo %daﬂ

' - Director
pPhone No.- 04364518
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SECRETARY B frecii—110001
| GOVERNMENT OF INDIA,
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES
g & PENSIONS, :
DEPARTMENT OF ADMINISTRATIVE REFORMS
| apuBLiC GRIEVANCES,

| |
SARDAR PATEL BHAVAN, SANSAD MARG,
i NEW DELH\-110001 .

i

DO No. F-15012/12010-PG 7 June 30,2010
&beaw i Misvar s o R X
) We had earlier communicated the recdmmendations of the i Administrative Reforms

Commission (ARC) as contdined in 1ts 12 Report entitled “Citizens Centric Administration = The
Heart of Governance” “ide this Department’s d-0- Jetter No. V'G-11012/2/2009-PG dated 9 June
\\ _2009. In para 4.9.9 the ARC has recommended that the Union and State Government should make
/qx\the Seven Step Model outlined in pard 4.9, mandatory, for all ‘Organizations having public

0 interface. This recommendation is based on the Sevottam framework developed by the Department
of Administrative Reforms and Public Grievances (DARPG). .

Sevottam is an assessment irhprovement framework targeted to improve the quality of

services to the citizens. During the last two - three 'years ten Ministries / Departments of the

1 Central Government have peen using the framework for improving their quality of service
A\ delivery. Based on the i'mplementation experience with these organizations and other pilots at State
} Y4 level, simplified guidelines have been finalized t0 explain what user organizations need to do in
ML order to achieve high performance on each of the 33 elements of the Sevottam frameworK.
Ts fuw . :
_ - A copy of the guidelines is enclosed for your ready reference. These guidelines will
Wy’ gnable Mini:s,try / Dfapartment in creating an integrated Sevottam com liant system for (a)
: implementaljon, monitoring and review O TThizens charter (b) receipt, redress an prevention of
| hoe public grievance and (c) customers, employees and infrastructure based service delivery capability-
! These - guidelines have also been uploaded on the DARPG website at www.darpg.nic.in- Any

; nko¥uo  additional queries on these guidelines May be sent at sevotiam picin.

‘2 § 7 Wit W’“","L Y2 30‘{4'} : ‘ } Youss sincerely,
» I

R A s - i

%41/ A e | - : (Ramesh C. Misra)
! S Sh. Arun Kumar Misra i ’

] qd Secretary, |

% £' ' Department'df Drinking Water Supply, - B

e Nirman Bhavan, ”

' New Delhi.

e TR

'\Yg\\ﬁﬁ’ | |

please Visit Our Websites :http:lldarpg.nié.in; hitp: Idarbg-grievance.r'\ic.iﬁ'; h{ip:/lgoichaners.nic.in

S / Telefax : T+ 01 112374 21 33; ++91 1 2374 2546
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Government Oﬁ'\ndia-
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‘ Guideiines»for achieving Sevottam Compliance by Ministries/Departments having Citizen interface

|

PURPOSE OF THiS DOCUMENT
| | | ] |
These guidelines are intended t0 assist desirous organizations in making their Citizen's

Charter, Public Grievance Redress Mechanism and systems 'to enhance gervice Delivery

Capability Sevottam compliant. D
| i

s Charter Public Grievance Redress

This document is divided into three sections, vizv Citizen’
s document as

Mechanism and Service Dehvery Capabihty The organization shali usé “thi

gUidence on how to useé the oritena and eiements to enhance the “quahty of their comphance

with Sevottam.
Note ‘For the purpose of these guidelines, 'organizations' means government organizations

having a direct interface with the public for delivery ‘of services, Of having responsibility centers

under them which are engaged in public service delivery. Examples aré shown in table below.

- Tax Payer Centers .

Ministry of '
' ROC offices

Corporate Affairs

Registrar oi Companies

Ministry of y .
’ Railway Stations

Railways

Railway Board -

Ministry of Homan

of School Schoois(Kendriya

Education &

Literacy

Kendriya Vidyeiaya
. |

Resource T
Sangathan - HQ
L

Vidyalaya) .

Development

EPFO field offices

Air India Offices
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Thé Sevottam:FrameWbrk, |

The Sevottam framework has three modyles, nine criteria and 33 elements as shown below:

- Modules (3) | . Criteria (9}  Elements {11'3=33)

o ’ 1.1.1 Identification of Senices offered and their Standards
. 11.1.2 lUndersianding Citizen Expentations '

» | 17 impleméntation [1.1.3 Aligning Sewices offered with Citizen Exvecations
Modulp 1.0 | .7 [134 Preparation of Ciizens Charter

| f‘mzens 145 | Undersianding of Charter Contents
Charter & S _ ‘90‘h';6ff5£étijél':w1thz"' 'é‘st‘:"ﬁbéd“-étéﬁﬂ ards’

> Serwce 2 ation: :
@ Standards 122 'ﬁfrllmlnatmn of dffferences beh/veen Actual and Prescribed,_ andards
| ] - 1.3.1 CharterEffectiveness assessment o
Q 1.3 Review 1.3.2 Alignment.of Charter with changes in environment :
L : 1.3.3 chrenosq about changes In Setvice Standards and C nannr L
E ; ‘ 241 F'ubllc awaleness of Gnevance lodying process - e
o 41 Pecelpt : 2.4.2 Convenience inlodging Grisvance

- E’ _ e -Qléésiﬁcétidn of Grievances at the poini of Receipt
» [Module 2:
av

W Grnevance

f' R‘edress | : 231 vl"d tification:of Gt '

2. Mcchﬂmsm v 31 “e.n,ncva mz?.c_u re«aﬂnce prote-areas . -

B : . 2,3.2 ‘Action-on Grigvance prone areas - Annwal Action Flan

‘g 3 Prevention 12.3:3 Action on Grievance prone areas - ChatlerReview -

_5 2.3.4 Action.on Gilevance prone areas - Inter-divisional co-ordination”
g- 235" Awarennsq about ngress on Contralling bne/ance plone areas’
bt e
i
o
@

it

£

o
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) CITIZENS CHARTER |

PREFACE o
The Second Adm\nlstratwe Comm\ssmn has described Cit‘\zeh’s Charter_as follows:

e Citizen is ng" and govemment organizations

re that both the service providers as well as
ch orgamzatron should spell out

citizen's Charter is pased on the premise that th

exist not to rule put to serve the Citizens. In order to ensu
public agencies are meant to provrde service, ead
rform and -then specify the standards/nonns
nization regardmg the standards of service

ht, accountable and cili

Citizens realize that
the services it has to pe for these services. Thus,
citizen's Charter jsaseto

- which it delivers, seekmg to mak

f commitments made by an orga@
zen friendly.

e an organization transpare

Citizens' Charters should be made effective by adopting the following principles:

o One size does not fit all
» Citizens ' Charter should be prepared for each indepeﬁdent unit under the overall umbrella

of the ongamsatlons charter

- Wwide consultation which include Civil Society in the procees

. Fim commitments t0 he made ‘ _ ; |
d ,
. nternal processes and structure should be reformed to meet the commitments given in the
Charter ‘ ‘ ‘

}
Redressal mechanisim in case of default 5
!

. Periodic evaluation of Citizens'’ Charters

. Benchmam usmg end-user feedback

. Hold officers accountable for resulls :
' . 1 ‘
orporating the above are descrlbed in the following sections.

S‘evottam guidelines inc

1. ldentlflcatlon of services offered and thelr S anda'rd.s*
i
eC|p|ents of the mal

| clearly spemfy the r n serviq_es'_it offers.

o The orgamza’uon shal

ab\e and shall be in \me with- the needs of the

service recipients. ‘

. The services shall be c\early identif

o The main services offered by the organ'\zatiojn sha\‘\ be clearly sta{ed or referred t0 in

the Citizens' Charter.




the Citizens Charter displayed ét that outlet/s,

* The organiZ“éiion s_ijaii déi/iSé a method to ensyre that its understanding about service

recipient Eexpectations js correct.

-* The orgéniz_gtién _shall .,dév_isé indicators “on which to cdmpare service recipient
 eXpectations with the actual services being offereg, |

* The 6rgénizat_ion shall périddicéiiy validate jts understanding of citizen expectations by
- Comparing it with feedback received:from citizans.

. : i i .
* This CoOmparison as apoye shaHi be done periodically and jts results shajl pe used for

improving the service standards.

Which the standards have been met
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The standards shall be prescr'\bed for over-the-counter as well as for other services.

~The organization shall continually improve the standards achieved and assign a time

frame to reach the benchmark.

. Preparation of Citizens' Charter

. The orgamzatlon shat\ constitute a Task Force for formu\at\on monltonng and reV\ew of

the Citizen's Charter and servuce standards laid thereln r

‘ \
| \

The main contents of the Charter shall focus onﬁmeasurab\e and verifiable service

standards. v

The Task Force shall decide whether the orgamzatlon needs a single document as its
Charter or multiple variations of the Charter con5|der|ng differences in standards t0 be

achteved by different outlets. If ‘multiple varlatlons are needed, they shall be prepared

after taking inputs from the concerned stakeho\ders !
|
|

. The Task Force shall receive inputs from. ser\nce recrptents; service defivery outlets,

and any other stakeho\ders it may identify in order to discharge it -'r,e-sponsibi\itteg, for

formu\atlon momtor\ng and re\new of Citizen's Charter

The Task Force sha\\ meet regu\ar\y and the dectstons / recommehdat\ons from these

meetmgs shall be part of the organ\zatlon s main tream ser\nce delivery |mprovement

initiatlves.

Understanding of Charter Contents

~The organlzation shall ensuré that format and content of the Cit'lzen’s Charter are .

. simple and easy to understand by all emp\oyees and service recipients.

The orgamzatlon shall ensuré that mformat\on about the Charter and service standards

is made known to the service recipients and they understand what they need to do 10

avail services efficiently.

The orgamzat'\on ghall ensuré that frontline staff is made aware of the service

standards contained in the Charter and they ‘und‘ersta nd how their day-to-day actwltles

help to ach'\eve the same.




* The organizafion shall periodfcally verify that Service standards laid ‘down n the

. Charter are béing complied w:'th}.
. ! |

This verification shay| also be a part of the Organization's internal inspection ang audit /
activities, | | _' o |

Elin‘:i_naﬁonvofr-d-ifference;s béi‘weeh Acfua! and Prescribeg Standards !

- Prescribed servige ‘stan»dardsl,v At the time of Such analysis CoOmmunicationg from the

Public: shall also be taken into account.
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Charter

have been made and how

i) puUBLIC GR&EVANCES

PREFACE |
o™ ARC in its 1

effective internal grievan

by Government and Ministries

Sther information available in the Charter, t0 fronthne staff

The organ'rzation shall educaté the sta

ot Report has recommended that

n interface

Effectiveness Aseeesment ‘

e The organrzatlon shall pertodicat\y revise its prescnbed ser\nce standards and re-align
them with changes - citizen needs and other deve\opments tnhat affect the
organ'rzatton‘s working. The resu\ts ‘of penodlcal venfrcatron of compuance with
prescr'\bed standards sha\l_a\so be taken into account dunng the revision. '

o The organ'\zatron shall per\od\cally review its. Charter to reﬂect updated standards and

. | :
any other information that service recrprents may need o

e The organization sha\t ensure that it does not contmue to soend tim'e‘. and effort on
activities that have become outdated while new requn’ements are suffering.

e The organization shall pertodrca\ly check if the Charter is achleving its purpose and
ensure its effectiveness.as a tool for lmprovmg servnce qua\\ty

10. Alignment of Charter with changes in envtronment

¢ The orgamzat\on sha\\ review its Citizen's Charter penodlca\\y to keep it aligned with
new reforms N government functioning (Example — Introduction of the Right to
Information Act). : o ‘ :

44. Awareness about revision in Service Standardv and Charter

The organ'\zat'\on shall proactive\y commun\cate changes in service standards and

and service recrplents

ff and servrce recipients on why the changes
the changes Wil lead to.better service delivery.
C

ce redress mechanism in each organ\zat\on This has been accepted

BN

| Departments of Government of india, @8 we\\ as, State.




Ensure that the staff dealing with comp!aints/grievances are well informeq and Capable
of addressing the initial queries of citizens '

13. Convenience to Pubilic in lodging Grievance
The organization shall

* Provide help-lineg and other Means to lodge 3 grievance without the complainant
having to come Physically to the Organization’s office,

* Establish g mechanism to fing out whé‘t means of lodging grievances are preferreq by
Citizens and strengthen those means. |

14. Classification of Grievances at the point of receipt -

0.
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)

e The organization shall estabiish mechanisms to dea\ w1th communications received

~ from the public. CL ‘ . S i
o Grievances shall be separated irom the other communications 'and entered into. an

electronic register or manual system. Grievances sha\i be assrgned a unigque

identification number for traceabihty

o Grievances shall be sorted and categorized on the pasis of nature of complaint, priority

and seriousness. Each category' sh_ai\ pe dealt with in @ way appropriate to its

category.

15. Determination of Time Norms for Grievance handiing

e The organization shall prescribe time norms for prov1d|ng complainants with

'acknow\edgement mtermediate progress if re_qui ed, and final closure of each

complaint. | i
: : ' o

o The norms shall be prescribed for, each category :of grievance.

16. Adherence to Time Norms for Grievance handiing ‘

o The organization " ghall ensuré that time norms for deaimg with different kinds of

grievances are complied with, and in case of exceptions non comphance is escalated
|
to the appropnate authority. S o

e The organization shall establish 2 m‘echanism for such escaiation when action is not

taken within the prescribed period, to next higher ieveis W|thout citizens ha\nng to lodge

the grievance again.

17 Communication of Disposai of Grievances EEE:

o The organization shall ensuré that mvestigat\on \s done on each grievance and a fact

| based decision is taken for its resoiution ‘ :

. The'organization shall ensuré that decision regarding each gnevance is s communicated

tothe complainant immediately after the deciS\on is taken and coi\ect the complainant’s
feedback on the decision requested or solicited.. |

-
|
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« The organization shall establish mechanism for instant redress of grievances on

matters at the first point of recelpt to take remedial action. Only complex grievances

requiring action at multiple levels of authority should be
PREVENTION = '« . = .

18. Identification of Grievance prone areas

¢ The organization shall perlodlcally conduct reviews based on analysis of the data from

its grievance .receipt system to rdentlfy grievance prone areas and take appropriate.

remedial action.

excluded from instant redress

19. Action on Grievance prone areas through Annual Action Pian

¢« The organization shall take into account the results of grlevance analysis while

fOrmulatlng its Annual Action Plan Actlon taken and planned to be taken shall be

clearly recorded in the Plan document

~ » The'causes’ behlnd frequently occurrlng grlevances shall be identified and resources :

shall be allocated to address the syste

mic problemsin a time bound manner

20. Action on'Grievance prone area

S through Charter Review

] The results of gnevance analyS|s shall be communicated to the Charter Task Force for

taking a decrsron on whether the Charter contents need modification.

e The organlzatlon shall examlne if additional information-in the Charter can reduce

current freq_uently occurring gnevances and make changes to the Charter accordlngly
21. Action on G'rievanc‘e prone areas through internal co»ordrnatlon

o Thé organlzatlon shall establlsh a ‘mechanism for co- ordmatlon ‘across its dlfferent

lelSlonS to ensure that actlon is taken to remove systemic causes of grievances.
e The organization‘shall perlodlcally verify that action taken as above is effective.

22. Awareness about Progress of Controliing Grievance prone areas

-12-
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ensure that action taken to deal with grievance prone areas is

The orgamzatlon shall:
nts.

staff and service recipie

' commumcated to the
ganization shall support and motivate its staff in reduc\ng grievances'.

e Theor
ive and fulfill

rvice rec;|p|ents SO that they aré cooperativ

ization shall educate s€
rvices from the orgamzahon

" The organi
iling efficient s

the requ1rements for aval

RY CAPABILITY

) SERVICE DELIVE

en Sat;sfact\on Levela

}

ipient

g and improving Citiz
essing service recip!

23. De’terminin

tors o be used for ass

shall specify the indica

e The organization
{
|

satisfaction levels.
on service recipient

| L
The organization shall periodical\y collect anc% analyze data
dicators. The orgamzat\on may choose

satisfaction using these in
like Surveys, stakeholder workshops, Stakeho\der Consultatlon
- 1
\
ses that influence

[ ent|fy and i’m"provevthe1 key mterna\ proces

The organization shall .id
art of its routine functlonmg ‘

any col\ectlon method

[ ]
s etc.

R
these indicators asap
facti»on’ levels across orqamvaﬂon & deuvary outlets

24. Measuring Citizen Satisf
e The organ\zation shall set differential target va\ues of md\cators for dxffereht" outlets
pased on their specmc cnrcumstances hke \ocat\on \oca\ condmons resource
aval\ab\hty etc. : o
n \eve\s at different outlets

y measuré satisfactior

ation shall penodlcall
ons

« The organiz
suita

ese mdmators and take ble correctwe acti

agalnst th
25. Using Citizen Sat’lsfaction Measurement for Charter Review
] of service recipient satisfaction levels an

hall ‘make the result

. ! |
Citizens' Charter review exercise.
: |

The organization $
integral part of the
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| i

"o The orgamzatlon shall analyze the results of service recipient satlsfactlon leveis to find

out how their Servnce Dehvery can be improved further.

!
t !

26. Creating a Citiéen Focu'eedi Enfvironment across Outlets
; | ; ’ .
e The organization shall estabhsh mechanism for penodlc consultation with service
recipient representatlves peer orgamzatlons and experts in the field to ldentlfy new

measures for i |mprovmg serwce quallty

s . The organization Shall- progﬁeSstvely reduce fire-fighting actions and make Systemic

~ changes to bring about improjventents in service delivery.

. o
27. Differences in Service Dellvery Performance across Outlets

e The organization shall dlfferentlate performance - of d|fferent outlets and establish

schemes to reward and recognlze better—performmg outlets.

o The organization shall take actlon to identify the problems at under-performmg outlets

and institute remedial action. |

28. Employee Eehavior for Courtesy, Punctuality, Delivery Promptness

e The organization shall ensure that cntlzen-facmg staff is glven baS|c tralmng on

courteous behaVIon o o

N CEET ‘

e The organlzatlon shall pamcularly ensure that staff members handlmg counter services
are punctual and efﬁcuent ) t :

. t
|
\
t

* The organization shall conduct pertddic checks to ensure that time limits for counter

services are maintained irrespective of who is on the counter.

29. Willingness of Employees to%Ac&:ept Resbonsibi!ity
) | : :

* The organization shall specify duties and responsibilities of citizen-facing staff.
k ‘ |

. e The orgamzatnon shall estabhsh mechanisms to recognize and reward staff members

who contrlbute towards lmprovmg the quality of service delivery.

-14 -
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30. Employee

at the points where

The organization shall encoura

action for improving serVice quality.

31. Basic Infrastructure and Eac;lities t0 S

The organization shall. prescnbe minim
waiting space, drinking water parking,
outlets and access to services throug

wherever possible.

The requirements shall be prescribed

outlets in different geographical locations.

The organization shall ensure that it has

The organization shall periodically revie

ensure that they are

The organization shall verif

action for rectifying the gaps found during such verlficatlon

The organization shall provide inf

procedures, frequently used forms, service costs de

easily available to the service recipients
32. Resource requirement 1o meet pre

The organization shall calculate its

prescrlbed service standards.

organization shall find options to close the gap.

-1

The organization shall progressively improve facnlities an
interaction with service recnpient takes plaoe

ge its staff to prowde suggestions and take proactive

in line with changing envnronmental conditions

y fulfillment of requirements at different outlets and take

ormation boards dlsplaying key services available,

The organlzation shall ensure that all form

If the available

e e e

having Citizen Interface

Motivation for Service Delivery imp‘rovjement

d equipment (computers etc)

[
: l

|

|
ervice Re‘mpients

l |- .
um mfrastructure reqwrements for providing

queue management system, 5|gnage at.its .
h remote channels like internet telephone

Y, suted to the needs of different

separatel

adequate resources to meet the requirements.

w the mmimum mfrastructure., requirements 10

|very timelines involved

1s to be used for availing servnces should be

|
]
|
i
|

at the outlet. :

scnbed Ser\uce atandards

total resource requurements based on the
resources are inadequate, the

5-
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* The organrzatron shall accord pnorrty to allocating resources to the fronthne where

mteractron with servrce recrprents takes place.

33. Efficient useo'_f' AVailebIe R:ééo‘urces for Continuous Improvement

- The. organrzatlon shall devrse rnechanrsms to encourage optrmum use of scarce
resources to provrde best possrble service standards.

¢ The oréanization shall devis_e}me chanisms to discourage wastage of resources.
P ‘

"o The orgamzatron shall utmze technology optrons to maximize efﬂcrency of clerical

actlvrtres and to rprogressrvely reduce paper work.
\
\

- -16-
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ANNEXURE~1 GlOSSARY

Acknowledgement An Acknowledgement is provided toa servrce recipient as & proof of

- submission - of a request, gnevance or any other communlcatlon By providing an

acknowledgement (ina wntten form, or a letter ora stamp on photocopy “of the requestl
communication), the department acknowledges the. recerpt of the request | grievancé /

‘communication. The acknowledgement should bear a umque ldentlﬂcatlon number

(Acknowledgement number), which would be assrgned o the ‘recipient's request [

grievance / communlcatlon so that he | she can’ enqulre about it in future refemng to the

number.

. Annual Plans: A documenti-wlthln the organizatlon th‘at descrlbesthe plan of activities for

all its functions.
Benchmark standards: A World class standard for the serwces whrch is an aspiration for

the organization, and against which the organlzatlon can measure its pertormance with

respect to0 pest in class organlzatlons providing slmrlar services. An orgamzatlon

envisages meeting the benchmark standards by contlnuous rmprovement of its services
and process. ’

Causss: A person, thing, event, state or actlon that produces an effect or leads to a result.
Changes in citizen heeds and other developments An avent by which citizen’s need of
‘the or'ganlzational priority shifts. For example, crtlzens would need electricity in @ location
where it is yet - to- reach. After electnctty reaches the jocation, they would require

continuous electric supply.. Other developments may. entall new mandates and regulatory

~ requirements to comply with; for example the RTI act requrres every organization to

respond in @ time-bound manner. l

l ! ‘
Charter revrew An exercise to update the conténtslof a charter taking inputs from all
defined stakeholders. : l '

Citizens’ Charter: Citizen s/Cllent Charter is @ document declanng the intentions and the

J
commitment of an organlzatlon for providing services leffectlvely and efficiently, taking into

|

account user groups ‘and service rec1plents ,expectatlons and minimum acceptable levels
of service. | ' : ‘ ‘ ‘ |
The service recnplents can thus be of two kinds: v
© Citizens - lndtvrduals groups of lnlelduals '(compan\es trusts assocratlons unions
etc.) and the common public at large They are outslde the. government and are
generally referred to as external cllents Bemg outsrde the government machinery, the

" general presumptlon i that they do not have suffrcrent knowledge of the governments

-7 -
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13
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activities, references and opinions to be provided on - policy-related matters which

cannot bé'di'sposed—off within pré-deﬁned time norms. Clients are part of the
government and are generally referred to ag internal clients. Being part’ of the

‘government machinery, the general presumption is that clients have suffiéient.

-knowledge of the government's internal processes. Therefore the onus of ensuring that

and imparted by a sender to a receiver via some medium. All forms of communication
require a sender, a message and an intended recipient and a common language.
|

be of manpower, infra'structuref reéouroes or any other factors due to which the
activity/task cannot be performed. | ]

Continuélly: -An 'Iractivity or event happéning without interruption; continuous in. time.
Continual improvement refers to gradual, uninterrupted effort towards improving an

undesirable situation.

Courteous behavior- The citizen interface of service delivery units need to ensure that al
staff (especially frontline staff) should behave politely and act helpfully towards the ser\/ipe

recipients. , “ ‘
Current period: The Current financial year or any other period of time (e.q. Quarter, half-

- Year) as defined by the organization
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15 Differential: Service Standards for various outlets can be made different, based on the
‘needs of the outlet. For example, a crowded, urban outlet for a post office may emphasize
on prompt over the counter delivery and thus specify ‘counter dealing time to be 10
minutes, but for a village post office the same may not be necessary. Thus, depending on
the need and capacity, an organization may choose: {0 assrgn different target values for

. service standards for different delivery outlets. '

16 Document. A paper or electronic artifact of wntten form which is valuable for the
organization for its content For example, Service Quallty Manual, grievance monltorlng
records, Minutes of core group (task force meeting) etc l ’

47 Effective: The actions taken by the organlzatlon results lnto desired outcomes such that,
occurrences of grievances reduces in the grievance prone areas.

18 Effectiveness: Extent to which planned actlvmes are realized and planned results

achieved. J
19 Expectation: What a service recipient wants from the service delivery organization. lt~

contains the explicit and implicit needs of the recipient. ,‘ | 3
20 Feedback: Is the reaction or response received from the recrplents as an output of a

process (e g. service delivery process, grievance redress process) it is the opmron of the

recipient, which may either be posrtlve or negative.

21 Flre—frghtung Many organizations hop from one crlslls to another and tackle problems as

they come in an unstructured manner, known as ﬂre-flghtmg For example - Non _

avallablllty of prescrlbed forms at counter may be o‘ne of the reasons for delay in service.

For example: grlevances effectlng peoples life (e. g blockage. ‘of road, flre in a building

etc) shall be given. highest lmportance and redressed |mmed|ately

22 Format: Layout of the. document.
23 Frontline staff Government agency staff that are |n drrect contact with the citizens. ‘They

are the first point of contact When a citizen seeks servrces and or raises issues to the

organlzatlon ' - l r
24 Grievance Analysis: The reglstered grievances are studled
: based on various factors, &.g. reason for lodging gnevance priority an

complalnt where and how the complaint is lodged (at which outlet, using what channel)
dial actions that would reduce the

periodically, and analyzed :

d seriousness of the

¢ etc. Grievance analysis is carried out to determine, reme
present dissatisfaction of the service recrprents and the occurrence Of grlevances of

similar nature in future. : ]
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34

35

Grievance prone, areas Grie\‘/anc],e prone .areas are localities / outlets, functions or

services susceptlble to large number of grievances. An organization may have certain

service dellvery outlets or partlcular services which receive more complaints. For

- example, an outlet in a village may eceive more complaints than outlets i in other villages.

l

- Grievance: A complaint about a (real or imaginary) wrong that causes resentment and is

ground for actlon In. the present context it is emphasized that organizations need to
clearly communlcate about gnevance lodging process to citizens who cannot read and
write. The ‘organization may establlsh help desk counter or run a vrdeo / audio to help /

educate such citizens.
|
Indlcators lndrcators are quantrfrable measurements, agreed to beforehand, that reflect

“ the success of services dellvered They will differ depending on the organlzatron and the

services being offered. A Servnce} Department may have as one of its measurable

indicators, percentage of citlzen:requests responded to in a day. Whatever Indicators are

selected, they must reflect the servrce objectives, be quantifiable (measurable) and_»

realistic. ‘ _
Internal inspection: An organlzed examlnatlon or formal evaluatlon exercise done

internally, applied to certam charactenstlcs in regard to an object or activity. The resuits
are usually compared to specified requrrements and standards for determining whether

the item or activity is in line with these targets.

Internal periodic reports: Reports created for internal use of a partrcular function or'

department within an organlzatlon for example report to supervisor or departmental head.
These reports need to be created per iodically based on day-to-day monitoring of data.
therate a person able to' understand written communication / insfructions provided by the

organlzatlon ‘
Local language One of the reglonal languages where the services are being provided.’

Main services: These are senes of actlvrtles done by an organrzatlon which affect the

majority (over 90%) of its stakeholders (service recipients). These have to be identified as
the main activities the organlzatlon dellvers to enhance the level of customer satisfaction.

| Mainstream: - Activities core to the organlzatlon and concerned with its primary business.

Means: The way to achleve or obtam .something. Citizens may lodge grievances through

various channels i.e. web mail, telephone in person etc.
Method: A procedure, technlque, ‘or way of doing something, especially in accordance
with a definite plan. The procedure or technique should be sensible and logical to achieve
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the desired results from the envrronment and resourceit is applied on. Examples in this’ !
particular context could be survey, stakeholder consultatrons efc. ' 1 V '
36 Muttrple variations: The task force shall decide whether the organization needs a single
document as its charter or multlp\e variations of the. charter considering differences in
_standards to be achreved by different outlets. The vanatrons may be considered, keepind

in mind the service’ delivery capability of the outlet and the expectations | of the citizens

from the outlet. - - | ; |

37 Nature of complaint: Complaints categorized on the basis of its characteristics and

handling process. T T

38 Non- -compliance: An opportunlty or occurrence of an event that shows non- -adherence to
one or more, standards For example, if & service standard is estabhshed saying a letter

should be acknowledged within 3 working days, and‘S cases ‘are found where letters are -

acknow\edged beyond 3 days, then these 5 cases ¢ are evrdences of non-comp\_rance
39 Opportunrtres The advantages and. prospects for orgamzat\ons as opposed“to constraints.
40 Organrzatron Government or Publ\c Sector entltres in t Government of india. having a

direct interface with the pubhc for delivery of serw'ces or havmg responsrbrllty centers

uhder them which are engaged in public service dehvery

41 Other factors: Examples ‘of other factors: Dlgltrzatlon plan, outsourcrng p\an plan for

getting into Public Private Partnership, plans for merger or split of the orgamzatron etc.

42 Other servrces Services such as issuing acknow\edgement providing information
(through an enqulry counter) etc. - r |

43 Outdated: No jonger current or apphcab\e in the sltuatron

44 Outlets: Organlzattons are classrfled on two aspects the macro part creating an

environment that enables better service delivery, and the micro part making best use of

the available environment and delivering better servrces Therefore two levels aré

envisaged: PARENT and OUTLET. o 1 | | )

45 Over-the- counter Over—the-counter (OTC) serwces are those services that can be -
dehvered almost immediately t0 the service recrplent where the service e recipient can avail
the end to end service with a single vrsrt to a servrce dehvery outlet. For example, vehicle:
regrstratlons making a demand draft in a bank, mall a reglstered post etc. OTC services
vcou\d range from payment recerpt to mformatron sharing. '

46 Priority: Highest or higher in importance, rank, prilvrlege etc.

47 ‘Remedial action: A change made t0 2 nonconformlng product of service to address the

deficiency permanently. : o S
‘ |
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48

49

- 50

Requrrements The set of activities need to be done by an organrzatron for complying with
the QMS and its service standards

Resource wastage Avordable consumptron / utrlrzatron of resources

Resources: Any tool, rnfrastructure item or equipment that helps an employee to perform
his jOb can be termed as a resource For example, basic amenities like water, electricity,

- sanrtatlon which "is requrred for staff (and also for service recipients at service delivery

51

52

53

54
55

56

' electrlcrty, prlnter papers etc. .

outlets), a company car srttrng area, computer systems and network — all such items can
be termed as resource In corporate lexicon, staff is also "human resource”.

Responsrbllrty Duty or. oblrgatron to satisfactorily perform or complete a task (assrgned by
someone) that one must fulfill and whlch has a consequent penalty for failure :
Results: Results mean the output of analysis of monitoring records, which are routinely
collected. This output may be qualrtatrve (interpretation of data) or quantrtatrve (in terms of
charts and metrrcs) For example from a grievance register, a monthly report can be
generated, showing category-wrse occurrence of grievances, ang % grievances redressed

I ) .

Reward: The reward may depend'?on the value addition / contribution of the individual
employee, and can be associated with small monetary / gift packages. Employee of the
week /'month / year can be one such method. _For example, a transport service agency
may declare its driver of the year and marntenanoe mechanic of the year, by snmply

within stipulated time frame. co

puttlng their names and photos on an advertlsement inside / outside their buses.
Routine functioning: Regularly followed, typically pre-planned.

Satisfaction: A positive feeling or delight of a citizen or service recipient, as a result of ,
providing a service / information that meets his / her requirement. Assessing service
recipients’ satisfaction / drssatlsfactlon level an organization can critically assess its own
performance. ' ) »

Scarce: Resources which are not easily available can be termed as scarce resource. For
example, a specially designed cleaning vehicle may be a scarce resource for a
municipality; a _accounting software with only 10 concurrent licenses may be a scarce
resource for a tax collection agency. and these organizations need to pian ahead an
effective way of utrlrzrng these resources. But in today's world where - consciousness

about envrronment is a necessrty, the deﬂnrtron of scarcity may go well beyond, and cover-

resources ‘which are apparently too readily avarlable in an office envrronment egd.
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57 Schemes. Orgamzatlons can desrgn schem

utlets which help motivating employees an

enwronment of enthUSlasm and excttement.

put for more than 72 hours.

being delivered.
_ organrzatlon commits t0 meet.
g1 Special Category: Any categonzat'\on of se
63 stakeholders: A person citizen group, organ

g4 Task Force: A task force is a unit of fo

tasks or act|V|t|es T

process has been improved.

comparisons may be carr\ed out by analyzit

feedback and perceptlons

e SR

xS
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where everybody thrives for petter: performance. )

serve better for winning the recogn\t\on of best serwce de

58 Senousness Seriousness of a gn evance stgniﬂes
conformity on the service rec1p\ent is. For example,.

- about unava\\ab\hty of e\ectrlc suppty for an entire \ocahty,

59 Service ‘Recipient: Citizens or users availing the

g0 Service standards: A performance yardstick d

groups aré dtfferenttated from majority of the citizens.

he organ\zatron shall constltute a task force for formulatio

and review of the Citizens' Charter and service standards laid t

receive inputs from serwce recipients, service dehvery ou

65 Updated standards The revised value tor a serwce

66 Veriﬁcatnon Venﬂcattons reﬂe ct the extent to whlc

been “achieved. Some key means of Ver\f\catron are ). Track\ng measurabte indicators

~ assigned to services and (2) companng actua\ pe

| .
ing Citizen Interface

es to reward or recognlze better pen‘orm'\ng .

d brmg an envu'onment of healthy" competition,

The management may. lnsp\re staffs to
\\very outlet, to. create .an

how severe the impact of non-
a ser\nce provider may complain
or only for his / her househo\d

ser\llces or to whom the services are

etermtned for the ser\/\ces which the

|
rvice rectptents, by which service recipient

62 Specmed Clearly and explicitly stated as @ cond\tlon g .
\zat\on or system that affects or can be

affected by an orgamzat\on S actlons and the sennce dehvered A
rmatnon estabhshed to work on'a set of defined

n, monitoring

herein. The task force shall

tiets, and any other stakeholders

i standard atter the eeryice_detivery

\ H

h the defmed ser\nce standards have

ol orgaruzat\on data’ and records, cmzen

© it may identify. There shall be @ meeting protoco\ for the task fprce and it shall be involved

in key decisions related to service delivery |mprovements

rformance vis-a 3-vis the “standards. Such




