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Editor’s Note 

CRSGPP is happy to present its fourth online 

version (Volume 1 Issue 4) of NUJS Journal 

of Regulatory Studies. The present Issue is 

on Right to Public Services (RTPS) and 

comprises articles on the nuances of the 

RTPS Act, Citizens Charter and public 

services, local governance and public 

services, right to information vis-a-vis public 

administration and enforcement of the right 

to public services. There are also articles that 

focus on the delivery of public services, the 

best practices and implementation, and the 

lacunas inherent in the right to public 

services legislation. 

In this Issue, we are able to provide to the 

readers as many as eight articles that were 

carefully reviewed and checked as per the 

requirements for publication.  

I thank the Hon’ble Vice-chancellor, Prof. 

(Dr.) P. Ishwara Bhat, the WBNUJS staff 

members and the researchers of CRSGPP for 

helping us bring out the Issue. I also thank all 

the authors, who have put in their best 

possible efforts to make this Issue a success.  

I hope this Issue will help the readers 

understand the tones and undertones of the 

right to public services in the desired 

perspective.  

Prof. (Dr.) T. R. Subramanya 
Coordinator and Research Fellow 
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RIGHT TO TIMELY DELIVERY OF PUBLIC SERVICES – A NECESSITY FOR 
PROMOTING CITIZEN-CENTRIC ADMINISTRATION IN 21ST CENTURY 

INDIA1 
 

-  Yashomati Ghosh & Shailendra Kumar 

 
ABSTRACT 

State provides numerous government services to the citizens in their respective jurisdiction through the 

various government departments. Prior to 2010 no government department were accountable to the citizens 

for providing services within a time bound period. There were no law which could compel department 

officials to provide services within a specified time, which led to corruption, inordinate delay in providing 

services, discrimination among the powerful and weak citizens, thereby making government departments 

ineffective and inefficient. To curb these problems government initiated several programme to provide timely 

services to the citizens but these initiatives were not successful completely. In 2011 the Central Government 

had introduced the Right of Citizens for Time Bound Delivery of Goods and Services and Redressal of 

their Grievances Bill in Parliament. The bill conferred every individual citizen the right to time bound 

delivery of goods and services, and redressal of grievances if there is any. Subsequently several State 

Governments have enacted similar legislations to provide to fulfil the citizenship rights of the common 

people. A study of the Right to Public Services legislation in India indicates a legislative initiative to 

promote administrative efficiency and citizen centric administration. A set of common features have been 

identified in the various statutes which aims to guarantee time bound delivery of services for various public 

services rendered by the Government to citizen and provides a mechanism for punishing the errant public 

servant who is deficient in providing the service stipulated under the statute. Right to Service legislation are 

meant to reduce corruption among the government officials and to increase transparency and public 

accountability. The aim of the paper has been to trace the growth of Citizens Charters in India and to 

compare and identify the common features of the various Service Delivery legislations in India.  
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INTRODUCTION 
India is a democratic republic governed by the Constitution of India. The Constitution under 

Article 246 has given power to Union Government and State governments to make laws on the 

respective subject as per the Union list and the State list, and the Concurrent list empowers both 

Union Government and State Governments to make legislations on the subjects. 

State provides numerous government services to the citizens in their respective jurisdiction 

through the various government departments. Prior to 2010 no government department were 

accountable to the citizens for providing services within the time bound period. There were no 

law which could compel department officials to provide services within a specified time, which 

led to corruption, inordinate delay in providing services, discrimination among the powerful and 

weak citizens, thereby making government departments ineffective and inefficient. To curb these 

problems government initiated several programme to provide timely services to the citizens but 

these initiatives were not successful completely.  

In this working paper the researchers have discussed the fundamental problems faced by the 

citizens in availing government services and consequently how the right based approach through 

the right to delivery of service legislations may provide an effective instrument to fight 

government inertia and corruption, and pave the way for a citizen centric administration.   

 
PUBLIC SERVICES AND THE CONCERNS OF THE CITIZENS 
Indian republic is a federation of States governed by the Constitution of India. The Constitution 

fulfils the federal objective by classifying the governance of the country between the Union 

Government and the State Governments, and accordingly divides the various subject matters of 

legislative and executive governance2. But regardless of the clear cut division of the subject 

matter among Centre and State government, citizens are given most importance and they can 

claim their right to receive public services both from State Government as well as Central 

Government. In a welfare state, the citizen is at the centre of governance and both governments 

are committed to work for welfare of common people. 

In a welfare state the government provides numerous services and facilities to citizens. On one 

hand it secures safety and security of life and property to the citizens and on the other hand it 

facilities the citizens by ensuring smooth conduct of various activities such as travel, business, 

transport, amusement and entertainment etc. The State is under the obligation to undertake 

welfare programme scheme to uplift the weaker section of the people. The government manages 

and administers all these services and schemes through its various departments and organisation. 
                                                           
2 Article 246, Schedule VII of the Constitution of India 
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In order to lead a life as a first class citizen, irrespective of their economic status, people require 

access to government services, approvals, licences, certificates from appropriate government 

departments and agencies. However, it is not always easy to get these services, approvals, 

licences or certificates from the departments because traditionally access to these services were 

not considered as right based entitlements of the citizens and were dependent on the whims and 

fancies of government officials. In case of denial, the citizen had only two alternatives to choose 

from either accept the denial and suffer or approach the higher judiciary for writ remedies. The 

writ remedies were not often deemed satisfactory because there was no statutory obligation to 

provide in the majority of government services.  

Another important limitation was the discretionary nature of the government services. Under the 

Seventh Schedule of the Constitution subject matterswere classified between the Centre and 

States wherein State Governments were entrusted to provide a horde of services, including 

implementation of Central sponsored schemes such as Public Distribution System (PDS), 

registration of marriage, death, birth, caste certificate, local police verification etc. In most 

circumstances in the absence of legal entitlements, the grant of these services were dependent on 

State will and availability of resources such as financial capacity, management, distribution 

capacity, technical and administrative skill etc.  

Some of the important services provided by the State are safety and security of people through 

the police department. The police department is managed and maintained by the State 

Government, which not only maintains law and order, but also provides numerous other 

services like clearance to hold a public event, character certificate, arms licence, permission for 

public gathering, NOC for passport verification, NOC for the hotel restaurant, police 

verification etc. An individual citizen, while applying for any of these services does not have a 

legal right to demand the fulfilment of the services, but depends upon the will of the concerned 

police officers. Lack of legal entitlement often resulted in corruption and delay in grant of 

service.  

A very prominent example of abuse of power is witnessed in the case of issuance of Ration Card 

for a person living below the poverty line. In case at the time of inquiry the department finds 

that the applicant is not living below poverty line and accordingly denies services to him, it will 

not be abuse of power but on the other hand it is found that the person is extremely poor and 

officials deny him BPL Ration Card and demands bribe would be an instance of gross abuse of 

power. The vulnerability of the poor citizen increases manifold because Ration Card is provided 

by the State Government Departments alone and no private entities are authorised to issue 

Ration Card. Thus a poor and ignorant citizen is totally dependent on the will of the local 
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officers for accessing essential services and there are no effective remedies available to him, in 

case of denial.  

Similarly in case acitizen requires an income certificate for his agricultural income, then he 

should apply to Tehsildar office in his jurisdiction. However, Tehsildar usually does not accept 

application directly from the applicant but through the subordinate of the Tehsildar deputed for 

this purpose who accepts the application for the income certificate and caste certificate. The 

subordinate of the Tehsildar is known as Patwari, or Lekhpal3. The Lekhpal or patwari is the 

person who keeps the record of the land of his jurisdiction and Tehsildar furnish any income 

certificate or caste certificate only upon the consultation from the Lekhpal. Thus legally, 

Tehsildar is dependent on the Lekhpal. This unique situation provides the advantageous position 

to the Lekhpaal gives him the chance to treat the applicant as per his personal choice and 

preference.  Usually, if a person needs an income certificate he must please Lekhpal for getting 

income certificate. If Lekhpal is not pleased he can withhold application on the various ground, 

such is person is not eligible, or if income certificate is furnished it will show such high income 

making it of no use for the applicant. Sometimes he may also make excuse that Tehsildar is not 

in office or the certificate is not yet ready.The question is how Lekhpal does all such things? 

Answer is very simple, most of the people who need income certificate belong to the rural area. 

They are mostly poor and illiterate, and they need income certificate for an official purpose. 

Thus the applicant‟s vulnerable situation provides undue advantage to the Lekhpal to exploit 

them. It should be noted that if the applicant is denied income certificate, the Tehsildar or 

Lekhpal is under no legal obligation to provide a written reason for denial.  

Further consider a situation wherein the applicant has not been granted income certificate by the 

Tehsildar office. What would be the legal procedure if income certificate is not provided? The 

applicant will have to approach Assistant Commissioner‟soffice, but bearing in mind that 

Assistant Commissioner has no judicial power but quasi-judicial power to call the defaulting 

officer (Lekhpal or Tehsildar) for the purpose of granting income certificate on the application of 

the applicant. This whole procedure is repetitive and time consuming, and like in the case of 

most government offices, the applicant needs to visit 3 to 4 times for pursuing his application 

without any surety that he will get income certificate. This procedure will be again repeated with 

Deputy Commissioner‟s office if the applicant does not get his income certificate from Assistant 

Commissioner‟s office. The Deputy Commissioner in most cases works as District Magistrate 

                                                           
3 These officials are known differentlyin different areas. Like in Karnataka they are known as Revenue Inspector and 
Village Accountant for detail See Karnataka Revenue Act 1964. 
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who is responsible for managing the entire department of the district and is often burdenedwith 

administrative work.            

Now the relevant question is why the government officials or departments deny or delay services 

to the common people. Prior to 2010 there were no law which could compel department 

officials to provide services within a specified time.4 Absence of statutory obligations gave rise to 

corruption, inordinate delay in providing services, discrimination between the powerful and weak 

citizens etc. 

 

PUBLIC SERVICES AND AVAILABILITY OF LEGAL REMEDIES 
Under the Indian legal system there are multiple alternative remedies available to the citizens to 

fulfil their legal demands and entitlements. But a brief analysis of these remedial mechanisms 

would indicate their inadequacies in providing the citizens with a quick, effective and inexpensive 

alternative. 

   

Lok Adalat  

Lok Adalat was created under the Legal Services Authorities Act, 1987.It is a system of 

alternative dispute resolution. The Lok Adalat is commonly referred to as "People's court". 

Under Sec.19 of the statute every State Legal Services Authority, District Legal Services 

Authority, Supreme Court Legal Services Committee or High Court Legal Services Committee or 

the Taluka Legal Service Committee may organise Lok Adalats for arriving at a compromise or 

settlement of disputes between the parties which are either pending before the courts or which 

are yet to brought before the courts. The Lok Adalats are presided over by a Chairperson, who is 

either a sitting or retired judge, along with two other members. In Lok Adalats there is no court 

fee which is required to be paid by either of the parties. On transfer of a case from the regular 

court the fee paid will be refunded to the parties. In Lok Adalat the procedural laws are not 

followed but fairness is established by following the principles of natural justice. The Lok 

Adalats have been established for deciding various disputes such as traffic dispute, electricity 

dispute, land dispute etc. One of the major limits of Lok Adalats is the non-permanent status of 

institution and its dependence on the priorities of the authorities to dispose of matters. 

  

Consumer Court  

The Consumer Protection Act, 1986, has been enacted to deal with consumer interests and 

protect consumer rights. The consumer fora deals with deficiency in services and defects in 
                                                           
4In 2010 the Central Government as well State Governments made initiative to bring Public Service Guaranties Act 
in force and  more than 50% of States passed and implemented these Public services Grantees Act       
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goods and products. The consumer or the beneficiary can approach the consumer courts for 

cheap and expeditious remedies. The major limitation of the consumer legislation is the issue of 

payment of money or consideration to be recognized as „consumer‟. With relation to delivery of 

public services, except few services like electricity and postal services, citizens are generally 

beneficiaries of those services as free services, hence in majority cases non-delivery or delay in 

government services do not the citizens to enjoy the advantages of the consumer courts. 

  

Tribunal  

Tribunals are quasi-judicial authorities. They have trappings of the court but unlike courts they 

have specific jurisdictions conferred by statutes. The tribunals are not bound to follow the 

procedural rules but needs to determine dispute based on principle of natural justice. The 

primary objective of tribunalization is to promote for expert-based speedy and inexpensive 

redressal system. Tribunals have been established to deal with matters relating to Sales Tax, The 

Central Excise and Service Tax, administrative services, Intellectual Property matters etc.Hence it 

might be prudent to enact a law establishing a Public Services Tribunal for providing citizens 

with alternative remedy. 

  

Lokayukta  

Lokayukta has been created as an anti-corruption instruction. It has been appointed to bring in 

accountability in the public administration by preventing maladministration. The Lokayukta has 

been empowered to initiate actions in cases of corruption, favouritism and other forms of 

administrative indiscipline.  The Lokayukta has the power to investigate and report to the 

government on the misconducts and corruption amongst public servants. A citizen can approach 

the Lokayukta in case he suffers from any injustice or undue hardship as a consequence of mal-

administration under the Lokayukta Act 1984. The institution of Lokayukta has tremendous 

potential but the mandate has to be widened to include issues relating to non-delivery of public 

services. 

 
Judicial Approach 

If citizen is seeking any services from the government and government department has denied 

services, then aggrieved person can go to the court. Now the question is which court the citizen 

can go to? It depends on what the law is on the issue, such as, supposedly if electricity is 

distributed and supplied by the state department, if there is problem of excessive billing, the 

aggrieved person will first approach to the department to resolve the issue, however, if it fails, 
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he/she can sue the department in Consumer Forum, District Court or Tribunal if available. The 

same can be applied to the telephone connection or for the water supply or other services. There 

are some instances where a person seeking services from the government who has been denied 

the services, has approached all concern officials for redressal of his grievance, however, if it was 

not resolved. Then his next option will be to approach court. However, there are some services 

which are provided by the government department but their jurisdiction does not fall with 

jurisdiction of civil court or district court. In that case the citizen has the only option to 

approach High Court. Civil court has no jurisdiction in services like passport service, arms 

licence. Thus if these services are denied or department are reluctant in providing these services 

then the citizen has to go to the High Court under  Article 226 and 227 of the Indian 

Constitution.  If the citizen is not satisfied with the decision he can appeal to the Supreme Court.  

Theoretically, any person whose fundamental right has been violated by the State machinery can 

go directly to the Supreme Court; however, there are some fundamental restrictions like time, 

cost, accessibility etc.  

 
RISE OF CITIZENS CHARTERS AND PUBLIC SERVICE GUARANTEE  
As we have seen above that States provides numerous government services to the citizens in 

their respective jurisdiction through the various government departments. Prior to 2010 no 

government department were accountable to the citizens for providing services within the time 

bound period. There were no law which could compel department officials to provide services 

within a specified time, which led to corruption, inordinate delay in providing services, 

discrimination among the powerful and weak citizens, thereby making government departments 

ineffective and inefficient. To curb these problems government initiated several programme to 

provide timely services to the citizens but these initiatives were not successful completely.  

Before enacting the Public Services Guarantee Act, the Government of India proposed the 

creation of Citizens Charter5applicable to every department. The object of Citizen Charter was to 

make public services accountable, creating an agreement of contract of service between the 

citizens and the public servants, providing for competent and time bound delivery of services, 

seeking personal redress if the services they received were inadequate. The public services law in 

India owes its origin from the Citizens Charter of UK, promulgated in 1991.  

                                                           
5 The article publish by the Government of India, “THE CITIZENS‟ CHARTER: INDIAN EXPERIENCE” 
available on http://goicharters.nic.in/ccinitiative.htm The Article discussed the history of citizen charter 
around the world and India. In a Conference of Chief Ministers of various States and Union Territories 
held on 24 May, 1997 in New Delhi, presided over by the Prime Minister of India, an “Action Plan for 
Effective and Responsive Government” at the Centre and State levels was adopted. For more detail visit 
http://goicharters.nic.in/ccinitiative.htm, last visited on 20/07/2016 

http://goicharters.nic.in/ccinitiative.htm
http://goicharters.nic.in/ccinitiative.htm
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The Citizens Charter is not a legal enforceable document. Its implementation was not mandatory 

for the departments, but was based on voluntary compliance. It was expected that the 

implementation of the Charter would inspire the various government sectors to adopt citizen 

centric approach. Initially the Charter was implemented in the banking sector in order to usher in 

economic reforms post-liberalization and to create a model of excellence.  

In 2002, a website was set up by the Department of Administrative Reforms and Public 

Grievances (DARPG) to deal with the issues of citizens charters. Some of the departments 

which adopted the charters during the period of 1997-2004 are the Regional Transport Office, 

Hyderabad, the Jan SevaKendras in Ahmedabad and Chennai Metro Water Supply and Sewage 

Board.In 2005a service excellence model of “Sevottam” was introduced at the Central and State 

levels to promote citizen centric administration. Subsequentlyin 2007 a web based portal of the 

Centralised Public Grievance Redress and Monitoring System (CPGRAMS) was established for 

helping the public lodge complaints.  

In an Administrative Reforms Commission sponsored study (2008) it was observed that “Almost 

41% of the Charters under consideration did not indicate any timeframe for redress of public 

grievances. 61% of them did not indicate any timeframe for acknowledging the receipt of public 

grievances and nearly 43% of them did not have the timeframe for responding to the petitioners. 

None of the Charters reviewed specified whether a petitioner would be conveyed the reasons for 

rejection of his grievance.”6It was further highlighted that the charters did not provide for any 

imposition of penalties against the state or government officials.  

In 2009 the Department of Administrative Reform and Public Grievance, come up with the 

Second Administrative Reforms report on Citizen Centric Administration.7The Report 

recommended for making citizens charters effective by creating effective administrative 

grievance redressal mechanisms and ensuring periodic evaluation of charters. It also 

recommended for holding officers accountable for results. It was further suggested for suitable 

mechanism assuring citizens participation in administration. Based on the government initiative 

for good governance and the Report of the Department of Administrative Reform and Public 

Grievance, prepared the ground for the Public Services Guarantee Acts. 

 

                                                           
6Indian Institute of Public Administration, Citizen‟s Charters in India: Formulation, Implementation, and Evaluation 
(GOI, 2008) 12 
7Government of India Ministry of Personnel, Public Grievances & Pensions Department of Administrative Reforms 
and Public Grievances, Second Administrative Reforms Commission report on “CITIZEN CENTRIC 
ADMINISTRATION: The Heart of Governance”, available on 
http://arc.gov.in/arc_12th_report/arc_12th_Report.pdf, last visited on 28/07/2016 

http://arc.gov.in/arc_12th_report/arc_12th_Report.pdf
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THE RIGHT OF CITIZENS FOR TIME BOUND DELIVERY OF GOODS AND 
SERVICES AND REDRESSAL OF THEIR GRIEVANCES BILL, 2011 
The Central Government introduced bill in Lokshbha, that bill is known as “The Right of 

Citizens for Time Bound Delivery of Goods and Services and Redressal of their Grievances Bill 

2011”. The bill empowers every individual citizen a right to time bound delivery of goods and 

services, and provides for a grievance redressal mechanism. The Bill mandates every public 

authority to publish citizens charter within six months, by specifying the various category of 

goods supplied and the type of services provided by it. Further the charter must include, the time 

within which such goods are required to be supplied or services rendered, the names and 

addresses of officer responsible for the delivery of goods and services. The Bill further directed 

that every public authority should establish an information and facilitation centre, including 

facilities like customer care centre, call centre, help desk and people‟s support centre. 

 The proposed bill provided for appointment of officers as Grievance Redressal Officers (GRO) 

in every administrative units such as central level, state level, district level and sub district levels, 

municipalities, and panchayats. The designated officer would have the responsibilities to receive, 

enquire into and redress any complaints submitted by the citizens. All grievances are required to 

be redressed within a specified time frame not exceeding thirty days from the date of complaint. 

Further if aggrieved individual is not satisfied with such decision, he has a right to prefer an 

appeal to the designated authority who shall dispose of such appeal within a period of another 

thirty days from the date of appeal. 

This bill also mandate for the creation of State Public Grievance Redressal Commissions and the 

Central Public Grievance Redressal Commission consisting of Chief Commissioner and other 

commissioners. The person aggrieved by the decision of the designated authority relating to 

services provided by the State Government may file an appeal to the State Public Grievance 

Redressal Commission and in case the service is to be delivered by the Central Government then 

the appeal is to be made to the Central Public Grievance Redressal Commission. The authorities 

have been provided the power to impose a penalty and award compensation to the complainant. 

The Compensation may be extended upto fifty thousand rupees and the same shall be recovered 

from the salary of the official against whom the penalty was imposed. In addition, if found guilty 

disciplinary action can be initiated against the officer by imposing punishment or penalty as 

determined by the disciplinary authority. 

In the case of non-redressal of complaint, the burden of proof shall be upon the GRO who had 

denied the application request. If the appellate authorities find that the grievance complained of 

is part of corrupt practice, the matter shall be referred to the appropriate competent authority to 
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take action on such corrupt practice, under the Prevention of Corruption Act, 1988. The third 

stage of appeal under the bill lies before the Lokpal from the decision of the Central Public 

Grievance Redressal Commission. If person is aggrieved with the decision of the State Public 

Grievance Redressal Commission an appeal may be made to the Lokayukta. 

The jurisdiction of other courts is barred by the bill. In the dispute provisions for redress 

mechanisms, the central bill hasn‟t made clear provisions for imposition of penalty, and 

compensation. It only entrusts the appellate authorities to impose penalty including 

compensation, and it further provides that the appellate authority may order for payment of 

compensation of an amount which should not exceed the amount imposed for penalty. The 

norms for appointing Designated Authority remain vague under the statute. The scheme of 

appeal is also found to be complex at the third level, linking the aspects of anti-corruption and 

delivery of public services within a limited time frame.  

 

STATE INITIATIVES TOWARDS PUBLIC SERVICES GUARANTEE  
The objective behind the Right to Public Service legislationsis to reduce corruption in 

government departments and to promote increase in transparency and accountability.  Madhya 

Pradesh was the first state in India to enact and implement Right to Service Act on 18 August 

2010. Bihar was the second state to pass this legislation on 25 July 2011. Other states like Delhi, 

Himachal Pradesh, Kerala,Punjab, Rajasthan, Karnataka, Uttarakhand, Haryana, Odisha,Uttar 

Pradeshand Jharkhand have enacted similar legislations conferring right to timely delivery of 

services to the citizens. 

The general framework of the service delivery legislations is common across the states. The 

services are to be provided to the public by the designated officers within a stipulated time. The 

public services which are to be provided within a time frame under the legislations are to be 

notified through a Gazette notification. Some of the common public services under the various 

statutes are issuing caste, birth, marriage and domicile certificates, electric connections, voter‟s 

card, ration cards, copies of land records, etc. 

If officials fail to provide the service within the given time or if the application is rejected, the 

aggrieved person can approach the First Appellate Authority. The First Appellate Authority, 

after hearing the matter, may accept or reject the appeal by specifying the reasons in writing. An 

appeal can be made from the order of the First Appellate Authority. The Second Appellate 

Authority may accept appeal or reject the same by stating the reasons through a written order 

and intimate the same to the applicant. 
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 The appellate authority may order the public servant to provide the service to the applicant and 

may impose penalty on the designated officer for deficiency of service.  The penalty amount 

varies from state to state ranging from Rs. 50 to Rs. 5000.  The Appellate Authority may even 

recommend for conduct of disciplinary proceedings against the errant official. Some of the 

statutes also provide for payment of compensation from the penalty imposed on the officer. The 

appellate authorities have generally been granted the powers of a Civil Court.  

The scope of the legislations is to cover all notified government departments, local authority and 

specified services under its preview.  The Act mandates that all notified departments and 

authorities shall designate an officer responsible for providing the specific services and also 

notify the Appellate Authority and a Reviewing Officer. 

If the citizen is not provided the specific service within the prescribed time period, the 

designated officer may be penalised for non-delivery or delay in services by the appellate 

authority. Some statutes also provide for cash incentives and certificates of appreciation for the 

Government employees who have efficiently performed their duty and no default have been 

reported in the financial year. 

 

SOME OF THE COMMON FEATURE OF PUBLIC SERVICES GUARANTEE 
LEGISLATIONS 
 

Departments and Services Covered 

The statute specifies the departments and the various services which are to be provided to the 

citizens. The statutory notifications are revised from time to time, and the number of services 

and the concerned departments are updated regularly. The list of services often includes some of 

the basic citizen-centric services such as issuing of ration cards, water connections, death 

certificates, driving licences, electricity connections, mark sheets, attestations etc. The delivery of 

services is often dependent on a number of factors including the demand from the citizens, 

willingness of the departments or their level of efficiency. 

 

Time Period 

The statutes provide specific time period within which each of the services are required to be 

provided. The stipulated time frame differs from State to State. Some of the concerned factors 

are the nature of the service provided, the number of applications etc. The time period of service 

delivery is measured from the time when an application is submitted to designated officer and 

the issuance of an acknowledgment receipt. For example the time taken to register the name of a 
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new born child in Jammu and Kashmir is a maximum of 7 days after the submission of the 

application of a birth certificate. Similarly in Punjab the Housing and Urban Development 

Department must sanction Building Plans/Revised Building Plans of a residential place within 30 

days of receipt of the application.  

 

Nodal Department 
The nodal department is a department who has been assigned by the State government to be in-

charge of implementation of the legislation. The nodal department differs from state to state. 

Some of the nodal departments are Department of Personnel and Administrative Reforms, 

Department of Home, Department of E-Governance, Department of Revenue etc. 

 

Appeals 
The appellate mechanism under the statute has been differently provided in the different states. 

Every State has prescribed different procedures for appeal, number of appeals, implementing 

procedures etc. For example in Madhya Pradesh if the application is rejected by the designated 

officer then the applicant can file an appeal within 30 days from the date of rejection. Similarly if 

the same is again rejected by the First Appellate Officer then the applicant can make a further 

appeal to the Second Appellant Authority within a period of 60 days. Similar procedures have 

been followed in Bihar, UP and Rajasthan. On the other hand in Punjab and Uttarakhand the 

statutes have provided for three rounds of appeal, with the final appeal being made to the special 

commission constituted under the statute.  

 

Penalty 
The various statutes have also provided for payment of compensation and imposition of penalty 

on the government officials for default in delivery of services in accordance with the statute. The 

penalty amount in a large number states like Madhya Pradesh, Uttarakhand, Delhi, Jammu 

&Kashmir, Bihar, Rajasthan, Punjab, Jharkhand, Kerala and Orissa is Rs. 250 per day, with the 

total amount not exceeding Rs. 5000, whereas in Delhi and Karnataka the penalty is a paltry sum 

of Rs. 10 and Rs. 20 per day respectively. However in most of the statutes the upper limit of the 

penalty has been prescribed.  

 

Bar of Jurisdiction 

The most public services guarantee Act bar the jurisdiction of the civil court and other tribunals. 

For example in Himachal Pradesh Public Services Guarantee Act Sec 10, Karnataka SAKALA 
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Act Sec 18, Maharashtra Public Services Guarantee Act Sec 26, The Goa (Right of Citizens to 

time-Bound Delivery of Public Services) Sec 29, Punjab Public Services Guarantee Act Sec 20, 

Gujarat Public Services Guarantee Act, Sec 25 etc.  It should be noted that the bar of jurisdiction 

prohibits multiplicity of litigation, but absence of adequate appellate commissions often compels 

the citizens to approach the High Court of Judicature.  

 

IMPLEMENTATIONS AND WORKING OF THE PUBLIC SERVICES 
GUARANTEE  
The implementation of the Public Services Guarantee Acts is done by the State government 

through the nodal departments. If we see the actual implementation of the public services 

guarantee Act we find that the services provided under the stipulated time are to be provided by 

the same departments which were providing them before the enactment of the Public Services 

Guarantee Act. The primary change brought by the legislation is notification of services, and 

appointment of designated officer and appellate officer.  

There are some states that have also constituted Right to Services Commission, such as Punjab 

and Bihar but most of the state has not constituted the Services Commission. The Commission 

includes one judicial member and other member. When one person applies under the public 

services guarantee for any notified services and in case of denial has to make an appeal in the 

nature of an administrative grievance. However if both appeals fail, then the person has the only 

remedy to approach the High Court, but approaching the High Court is prohibitive for many. 

The advantage of the Commission is that the aggrieved person may appeal by making simple 

application to an independent quasi-judicial authority having implementation power.  

A study of the various state legislations clearly indicates the growing importance of the right to 

timely delivery of public services in the lives of citizens, but it is equally important that conscious 

efforts should be made to identify the best practices and evolve a set of common practices so 

that citizens across the country enjoy their constitutionally guaranteed rights of citizenships 

equally without any discrimination.  

 

CONCLUSION 
The right to timely delivery of public services is the need of the day but the success of achieving 

citizen centric administration can only be achieved through better implementation and creating 

in built mechanisms of accountability. In various governments the presence of middlemen 

extracting money from hapless citizens, government clerks demanding money for processing the 

application, non-issuance of receipts of acknowledgment are indicative of the administrative 
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abuse of power. It is necessary that the Central Government should enact the right to public 

services guarantee act at the central level under the jurisdiction of the Lokpal and the various 

State Governments should make conscious efforts in improving delivery mechanisms under the 

statute by making government officials more accountable and mutually learning from the 

working experiences of other states.  
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MICRO-PRIVATISATION: DISTILLING EFFICIENCY AND WELFARE 

IN DELIVERY OF PUBLIC SERVICES 
 

- Rudresh Mandal and Hardik Subedi* 

 
ABSTRACT 

This paper argues for the implementation of a model of micro-privatisation, as an extension of mere 

privatisation, involving community participation in the delivery of public services. Part I of this paper traces the 

nature of the right to public services, locating its roots in the concept of a citizens charter and glances at the 

existent legal regime vis-à-vis public services in India. Part II goes on to highlight the crisis in the contemporary 

system of delivery of public services in India, especially in the rural areas. With this contextualisation, Part III 

analyses the feasibility of privatisation of delivery of public services, observing the flaws inherent in the process 

and noting that privatisation may not be the panacea it is often assumed to be. Finally, Part IV advocates for 

the delivery of public services through a paradigm of micro-privatisation, combining ideals of welfare and 

efficiency, thus emerging as a best practice for the enforcement of the right to public services. This essay concludes 

on a note of optimism, hoping for the implementation of a model of micro-privatisation to realise the true value 

of the human right to public services. 

 
INTRODUCTION 
The advent of the modern welfare state seems to have triggered widespread debate on the role of 

the state in ushering in social and economic development policies.1 The study of political economy 

hinges on the modalities involved in the shaping of such development centric policy.2 While past 

inquiries into state behaviour have ostensibly limited themselves to industrial policy, contemporary 

studies recognize that the establishment of a model of governance focused on the production and 

provision of public services only fosters the process of holistic development. The role of the State 

begins, at the very least, in the provision of those services such as national defence and education 
                                                 
* Both the Authors are 3rd year students pursuing their B.A. LL.B (Hons) at NALSAR University of Law, Hyderabad. 
Corresponding author may be reached at rudreshm97@gmail.com.  
** The views and opinions expressed in this article are those of the authors and do not necessarily reflect the official 
policy or position of the Centre for Regulatory Studies, Governance and Public Policy, WBNUJS, Kolkata. 
1 Edwin Jones, 'Role of the State in Public Enterprise' [1981] 30 Social and Economic Studies 17, 18. 
2 Merilee Grindle, ‘In Quest of the Political: The Political Economy of Development Policy Making’, Centre For 
International Development at Harvard University (June 1999), 
<https://www.hks.harvard.edu/content/download/69242/1249778/version/1/file/017.pdf> accessed on 10 June 
2017. 

mailto:rudreshm97@gmail.com
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and extends beyond mere public goods. It is this very provision which embodies the interaction 

between the citizenry and the bureaucracy. The State is today expected to supervise a host of public 

activity revolving around maximisation of welfare; confirming individual legal identity, medical care, 

administration of trade and commerce and so on.3 However, the question of what is expected of the 

state is necessarily a function of the interaction between the State and its subjects.4 Consequently, 

the answer to the said question naturally varies from one country to another. Thus, the efficacy of 

the public service delivery mechanism of a particular State has to be examined on a contextual basis. 
Notwithstanding  these pervasive expectations, welfare regimes the world over (especially in 

less developed and developing states) have continually struggled to ensure the delivery of public 

services to their subjects in accordance with principles of fairness and efficiency in public 

administration.  The inequitable supply of public services in India has brought us to a point in time 

wherein a departure from prevalent standards of service delivery is required.5 While the swimming 

pools of the wealthy in south Mumbai benefit from the municipal system’s water, the poverty-

stricken in the slums of Dharavi are bereft of water to consume or wash their clothes.   

Parallel to the evolution of the industrial growth-centric state, this failure of extant 

governance models ushered in three cycles of reform in the past few decades, contributing to the 

alteration of the nature of governance in India. Transformations in social dynamics in the late 19th 

and early 20th century required the paternalistic State to establish an extensive bureaucracy to 

supervise the provision of public services. The latter half of the 20th century, accompanied by 

decolonisation and late industrialisation was witness to identical programmes being pursued in post-

colonial India. However, with gradual awareness of community and individual rights, ‘public 

administration and service delivery demanded a new strategy, which emerged under the monikers of the new public 

management and neo-liberalism.’6 Thus emerged the introduction of the private sector into the public 

realm – to facilitate the production and delivery of public services in what was hoped would foster 

greater efficiency and financial performance. Privatisation of the delivery of public services is 

however not a guarantee of positive outcome7, and thus micro-privatisation – a process which 

                                                 
3Jennifer Bussell, Corruption And Reform In India: Public Services In The Digital Age (CUP 2012) 7 (hereinafter BUSSELL). 
4See generally Michael Lipsky, Street-Level Bureaucracy: The Dilemmas of The Individual In Public Service (Russell Sage Foundation 
1983). 
5Karthik Muralidharan, ‘Public Service Delivery in India: Challenges and Opportunities’ Centre for the Advanced Study 
of India (Sept. 2007) <casi.sas.upenn.edu/iit/muralidharan> accessed on 14 June 2017.  
6Bussell (n 3) at 8. 
7 Teresa Curristine et al, ‘Improving Public Sector Efficiency: Challenges and Opportunities’ [2007] 7 OECD Journal on 
Budgeting 1, 10; Nicholas Henry, Public Administration and Public Affairs (PHI Learning Pvt. Ltd. 2016) 376. 
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ensures the improvement of the quality, scope and reach of service with no additional cost to the 

exchequer ought to be thoroughly considered and implemented.8 

 
THE RIGHT TO PUBLIC SERVICES: MANIFESTATIONS OF THE CITIZENS 
CHARTER 
The idea of a document defining the scope and quality of services to be delivered to the public by 

the State, and their rights to such services, ostensibly manifested itself in the form of a citizens 

charter.9  The citizens charter, conceptualised by the British administration in 1991 to limit the 

State10, formed an integral part of the ongoing Indian democratic revolution wherein the populace of 

the contemporary, modern Indian democracy renegotiate their relationships with the Government. 

Reimagining the citizen as a consumer11 (an economic entity), in 1997, a chief minister's conference 

culminated in a clarion call to both the Central and State administration to devise a citizens charter 

to streamline and effectuate delivery of public services.  Following the President's address to the 

House in 2009 to strengthen the public services delivery mechanism, in 2011, the Parliament, in its 

Sense of the House Resolution voiced its approval to the implementation of the concept of a 

citizens charter.12 The very notion of a citizens charter is predicated upon the understanding that the 

Government will not only acknowledge the citizen’s demands, but also anticipate them.13 

In recognising the concept of a citizens charter, and endeavouring to recapture the dwindling 

faith of the Indian middle class in the administrative setup, the Madhya Pradesh Government 

became the first of a series of a state to enact Right to Public Services legislations.14 Not to be left 

behind, the Central Government too tabled the Citizen's Charter and Grievance Redressal Bill 2011, 

or the The Right of Citizens for Time Bound Delivery of Goods and Services and Redressal of their 

                                                 
8Malcolm Harper, Public Service Through Private Enterprise: Micro-Privatisation for Improved Delivery, (Vistar Publications 2000) 
13 (hereinafter HARPER) 
9 Samuel Paul, ‘India's Citizen's Charters: In Search of a Champion’ [Feb 2008], 43 Economic & Political Weekly 67, 67-
68. 
10 Anthony Banrett, ‘Commentary: Citizen's Charters’ [Oct 1994] 142 RSA Journal 7,7. 
11 Anne Barron & Colin Scott, ‘The Citizen's Charter Programme’  [July 1992] 4 The Modern Law Review 526, 527. 
12Harsimran Kalra & Pallavi Bedi, ‘Legislative Brief: The Right of Citizens for Time Bound Delivery of Goods and 
Services and Redressal of their Grievances Bill’, 2011 (Sept 2012), PRS Legislative Research 
<http://www.prsindia.org/uploads/media/Citizen%20charter/Legislative%20Brief%20Citizens%20Charter%2027%20
Sep.pdf> accessed 14 June 2017. 
13 ‘Citizen's Charters- A Handbook’, Centre For Good Governance (2008) 
<https://www.cgg.gov.in/publicationdownloads2a/Citizen%20Charter%20Handbook.pdf> accessed 22 June 2017. 
14 Ashok Kumar Sircar, ‘The Right-to-Public-Services Laws’ [May 2012] 47 Economic & Political Weekly 23, 23. 
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Grievances Bill, 2011 in Parliament.15 However, with the Opposition alleging that the Bill was in 

contravention of the Constitution's federal spirit16, and that it only leads to duplication of work 

(since a handful of States had already enacted their respective public service legislations), the 

Citizens Charter Bill ultimately lapsed.17These rights-based legislations enacted by a number of States 

possess a number of similarities - the Indian citizen is provided with a legally justiciable 

environment, for which he/she may hold the State accountable.  This accountability manifests itself 

at two levels- first, within the internal machineries of the administrative system, and second to the 

citizenry. With the States guaranteeing the delivery of a spectrum of public services in a time-bound 

manner18, and punishing those guilty of erring in their duty to deliver services, the Indian political 

set-up has renewed its pledge to achieving welfare-centric goals.19 

However, with deficiencies inherent in the legislations, such as the need for an overarching 

legislation to define the services on offer and the need to preserve local democracy by empowering 

local government to assist in the delivery of public services, the degree to which the statutes deliver 

on their resonant promises is still to be seen. 

 
THE CRISIS IN INDIAN PUBLIC SERVICES: ENDEMIC TO THE 
ADMINISTRATIVE SYSTEM 

 ‘Mudhol in Karnataka has one primary school with three class- rooms. But the contractor has locked up two 

rooms for which his payments have not been made. All children from classes 1 to 4 sit in the same room or in the 

narrow corridor outside. Inhabitants of remote villages find that their schools have an inadequate number of teachers to 

handle the classes, as in Sankal in Vadodara, Gujarat or very irregular teachers as in Elumyuo, Nagaland’.20 

Sound principles of good governance underlying management of the public sector and the 

delivery of public services accelerate the path towards socio-economic development and foster social 

equity. Of all the sections of the population, the disadvantaged- the poor, elderly and women stand 

to gain the most from a sound public services system. A host of developing countries, including 

India, however have emerged as victims of dysfunctional and deficient systems of governance. 

                                                 
15 Headlines Today Bureau, ‘Centre introduces Citizens' Charter Bill in Lok Sabha’ India Today (New Delhi 20 Dec 2011) 
<indiatoday.intoday.in/story/citizens-charter-bill-parliament/1/165022.html> accessed 24 June 2017. 
16Smita Gupta, ‘Nod for Bill to make services time-bound’ The Hindu (New Delhi 7 Mar 2013). 
17 PTI, ‘20 states/UTs have enacted public services Act: Centre to High Court 20 states/UTs have enacted public 
services Act: Centre to High Court’ Financial Express (New Delhi 20 Sept 2016). 
18 K. Venkataramanan, 'Guaranteeing time-bound services' The Hindu (16 June 2017). 
19Id. 
20 Samuel Paul et al, ‘State of India's Public Services: Benchmarks for the States’ [Mar 2004] 39 Economic & Political 
Weekly 920, 929 (hereinafter PAUL). 
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Marred by inefficient allocation of scarce resources, disorganized mechanisms of revenue collection, 

rent seeking and malfeasance21, India’s public service delivery system continues to hamper the 

statutory rights of the citizenry, especially those residing in rural areas. The small, poor citizen in the 

Indian village is plagued by problems of access to basic public services- potable water, electricity, 

quality education and sanitation. Characterised by a dearth of public schools (moreover, those which 

have been established are mismanaged and lack adequate quality staff), widespread power outages, 

polluted water sources, if any and underdeveloped transport and communication facilities, the 

Indian public services system is at a point of grave crisis, especially in rural areas.22 

With rising expectations of the citizenry of a life marked by adequate public services, the 

burden on the shoulders of the State feels heavier every passing day. However, ‘structural adjustment 

and liberalization are rolling back the frontiers of Government’, and while resources continue to decrease, 

expectations only increase. The crisis in public services exacts a toll on the ‘smaller, poorer user’ in the 

villages and slums of India to the greatest extent.23For instance, 68% of households in Indian cities 

benefit from smooth access to water sources, as compared to 50% in the villages.24However, while 

the percentages of households enjoying access to water sources have definitely increased, the quality 

of water continues to pose a major problem to consumers. The United Nations in its World Water 

Development Report- Water for People, Water for Life revealed that the quality of water in India 

ranked a shocking 120thout of 122 countries surveyed.25With regard to health care services too, only 

40-41% of citizens reported enjoying access to public medical facilities. However, as one ventures 

deeper into the rural hinterland, the incidence of such services only declines; pregnant women in 

Sankal, a remote village in Gujarat require to travel 13 kilometres to avail of public health services.26 

Their plight is only a microscopic representation of the general plight of villagers in India who suffer 

from the gross under-development of healthcare facilities. While the wealthy neighbourhoods may 

suffer from power cuts from an hour every day, the slums and villages on the other hand may only 

enjoy an hour of electricity every day. Further, notwithstanding the fact that the poor require 

                                                 
21Anwar Shah, Public Services Delivery (World Bank 2005) ix. 
22Harper (n 8) at 14. 
23Id. at 15. 
24Paul (n 20). 
25The United Nations, World Water Development Report (2003), 
<www.un.org/esa/sustdev/publications/WWDR_english_129556e.pdf> accessed on 24 June 2017. 
26Paul (n 20). 
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pension and social security the most, they find themselves beyond the boundaries of the distribution 

system, with resources being allocated to those who in fact do not really need them.27 

The foremost reason for the deplorable nature of the public service mechanism, especially in 

the rural areas is the additional cost of reaching the small, poor user. The cost of delivering such 

services to those living in the villages exceeds the urban residents since the entire combination of 

promotion, distribution and marketing is far more expensive in the former case.28 With the service 

distribution mechanism preventing the poor consumer from paying more than the rich, the poor 

thus bears the brunt and is left bereft of any service whatsoever.  

The distress in the public delivery system of the rural areas is only exacerbated by the vast 

cultural and economic distance between the rural Indian and the Government officer tasked with 

ensuring effective delivery of the mandated services. With communication between both parties 

being underscored by confrontational tones, the villager and the slum dweller identifies the State 

official only as an instrument of despotism and autocracy, with the latter perceiving the villager as an 

object of charity.29 Thus the very basis of delivery of public service delivery is flawed, and requires a 

re-imagination of the local relationship between the aforesaid parties.  

 
PRIVATISATION AS A PANACEA: A MYTH DILUTING THE ‘WELFARE’ STATE 

An oft propounded solution to the dismal state of public services is that of privatisation of 

the production and delivery mechanisms. Privatisation facilitates advancement of the project of 

increasing access to public services if it culminates in the decrease of expenses, improved pricing 

structures and greater efficiency.30 However, in order to ensure the citizenry reap the benefits of 

privatization, it is imperative that there be a policy framework in place dealing with design and 

regulation of the market.31 Notwithstanding popular beliefs regarding privatisation as a panacea to 

resolving the crisis in public services, the available data portrays a different picture with regard to 

systemic improvements arising out of traditional privatisation. 

Contrary to notions of improved efficiency of the private sector with regard to delivery of 

public services, David Parker in his study titled ‘The Performance of British Airports Authority 
                                                 
27See generally Samuel Paul et al, Who Benefits From India's Public Services: A People’s Audit of Five Basic Services (Academic 
Foundation 2006). 
28Harper (n 8) at 17. 
29Id at 16. 
30 Jens Blom-Hansen, 'Is Private Delivery of Public Services Really Cheaper? Evidence from Public Road Maintenance in 
Denmark’, [June 2003] 114 Public Choice 419, 419-420. 
31Penelope Brook & Timothy Irwin, Infrastructure For Poor People: Public Policy For Private Provision (The World Bank 2003) 
v. 
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Before and After Privatisation’ concluded that privatisation of the BAA had no discernible effect on 

technical efficiency of the same.32 Similarly, attempted privatisation of the water supply services in 

Latur, for example proved to be largely unsuccessful as prices were increased with no corresponding 

increase in quality, forcing the Maharashtra Government to reclaim the supply of water.33 In the 

healthcare sector, private medical facilities in rural areas are limited to ante-natal care and family 

planning programmes, while crucial facilities for labour and delivery are conspicuous by their 

absence. Coupled with the attendant fear of private entities assuming characteristics of a monopolist 

vis-à-vis delivery of public services, and with no guarantees of improved financial performance, 

privatization of the public service system is not necessarily the panacea to the prevalent ills in the 

system.34 In less developed and developing countries like India, the dangers of privatization are only 

magnified by the influence the private sector exercises on the State- manifesting itself in gross 

violation of regulations and laws.  

The Living Standard Measurement Survey (LSMS) of the World Bank which focuses on 

socio-economic data of households speaks volumes about the access of basic infrastructural services 

and its direct correlation with the income level and location: urban or rural. The survey discovered 

that the penetration of basic amenities like electricity had surprising disparity in terms of the rural- 

urban divide with the urban access being in 89% of the household as compared to 49% in the rural 

areas.35  Similarly, in-house water taps had 59% urban penetration as compared to 12% rural 

penetration. The data portraying disproportionate access to infrastructural services reveals another 

layer of variables determining the access to these services: even among the rural region, the relatively 

well-off households are the ones accounting for a larger percentage of the population having access 

to these services.36 Therefore, it is adequately clear that there are inevitably certain areas and 

communities to whom the catering of services has been largely ineffective by the government and 

large privatised entities.  

However, given the failure of the State system in delivering public services to the populace 

through both official and unofficial networks, some degree of intervention of the private sector to 
                                                 
32 David Parker, 'The Performance of BAA Before and After Privatisation' [1988] 33 Journal of Transport Economics 
and Policy 133,133. 
33Shalini Nair, ‘Privatisation of urban water supply: The muddy picture’ (The Indian Express, December 25, 
2015)<http://indianexpress.com/article/explained/privatisation-of-urban-water-supply-the-muddy-picture/> accessed 
on 24 June 2017.  
34Douglas Henley, Public Sector Accounting And Financial Control(3rd Edition, Van Nostrand Reinhold International 
1993)472; Harper (n 8) at 19. 
35 Kristin Komives et al, ‘Infrastructure Coverage and the Poor: A Global Perspective’ in Penelope J. Brook and 
Timothy C. Irwin (eds), Infrastructure for Poor People: Public Policy for Private Provision (World Bank 2003).   
36Id.  
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fill the void is essential. There is no disputing that macro-level factors such as political stability and 

vision, transparency in service delivery, sustaining reforms through political consensus are pivotal in 

ensuring effective delivery of public services.37 This conducive framework, however, is more often 

than not relegated to the status of a mere ideal. Hence, in the partial or complete non-fulfilment of 

these pre-requisites, the tax-payers are compelled to see their money go to no effective use. Needless 

to say, those who are in dire need of the State’s resources are the ones who live on the margins and 

who find it difficult to afford these services. However, paradoxically, the pervasive ineffectiveness in 

delivery of public service results in a grossly inequitable supply of essential services with the 

provision of services in urban areas inhabited by the affluent and with no presence of the welfare- 

State in the rural, remote and inaccessible areas.38 Therefore, a paradigm shift vis-à-vis the method of 

delivery of public services is required so as to ensure that the services are delivered in fact to the 

‘public’ justifying its character and need.  

As said earlier, the ineffectiveness of the public sector in producing and distributing public 

services had lead to privatization emerging as a plausible solution. The involvement of private sector 

however, is considered to be a panacea to resolve all the difficulties that a State-run enterprise is 

fraught with. The manner in which a public sector enterprise is managed by a private entity is often 

in contradistinction to the conventional way of running the same by the Government. However, 

merely de-nationalising the industry and involving a large private entity, underpinned with hopes of 

a radical improvement in efficiency and outreach might also mire the enterprise and effectiveness of 

delivery of public service in a similar problem wherein the smaller, poorer user in the village is 

victimised.39 The erstwhile monopoly that was (mis)managed by the public sector now becomes a 

private monopoly devoid of benign welfarist intentions. Instead, it operates as a profit-maximising 

monopolist jeopardising its welfarist relevance and need. Therefore, as welfare economics would 

postulate, de-nationalisation of an industry by involving a singular private entity merely results in a 

loss of welfare and is in no way a solution to the loss of welfare when the nature of the enterprise 

was public.40 

                                                 
37World Bank Report ‘Reforming Public Services in India: Drawing Lessons from Success’, (Report no. 35041 2006), 
http://documents.worldbank.org/curated/en/963631468268192259/India-Reforming-public-services-in-India-drawing-
lessons-from-success> accessed on 26 June 2017. 
38 Harper, (n 8) at 13 . 
39 J. A. Kay and D. J. Thompson, ‘Privatisation: A Policy in Search of a Rationale’, (Mar., 1986), 96 The Economic 
Journal, 18. 
40 N. Gregory Mankiw, Principles of Economics, (6th Ed., Cengage Learning 2012) 313.  
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However, the conundrum posed by a monopoly may be solved if the process of 

privatization is broadened to encompass not only mere de-nationalisation but also liberalisation. 

Including the process of deregulation in the entry of private sector in the field of enterprises 

dominated by the public sector, liberalisation undoubtedly fosters competition, encourages and even 

compels development of productive efficiency in the operating business.41 Nonetheless, the question 

still persists– can production in lower cost and increasing profit an undertaking be accepted as a 

marker of success in the arena of delivery of public service? Increasing the number of profit 

maximizing public service providers again will not resolve this quandary, as they would be unwilling 

to extend the services in the areas where the demand42 would be relatively lower and costs of supply 

higher. Therefore, the paradox that arises within the model of privatization with its attendant 

consequences is how the areas where the need of a product is felt and required the most is the one 

that is the least catered to. 

 The widespread appreciation towards privatization also stems from the unsuitable yardstick 

that is utilised in measuring the success of the enterprises engaged in public service delivery. The 

discourse around privatisation and the consequent appraisal of a privatised entity customarily 

revolves around the impact it has in a single bottom line– profit.43 This utilitarian approach shifts the 

focus to a chase for larger numbers rather than on the realisation of the right to public services 

through actual delivery of goods and services. Thus the enterprises are rendered futile and will 

inevitably (and undesirably) fail in safeguarding the needs of the intended beneficiaries of the system. 

For instance, a privatised entity engaged in supply of water might see an increment in its revenue 

and profit through an increase in subscribers in the urban areas due to effective delivery of water in 

the cities. The profits of this organisation are further augmented when no attempt is made to invest 

in the areas characterized by difficult terrain and inhabited by people less in number or the ones that 

cannot afford the services at the offer price. Therefore, a false measure of success bolsters the 

argument for privatization through denationalization or liberalization.  

 
 
 
                                                 
41  Paul Starr, "The Meaning of Privatization,"(1988) 6 Yale Law and Policy Review, 7.  
42Demand is defined as the willingness to buy a product or service coupled with the ability to pay for it. Hence, 
willingness to buy/get a product or service would not be a demand in economic terms. Therefore, technically, a business 
would not see the ‘need’ of people residing in impoverished communities as demand. 
43 John B. Goodman and Gary W. Loveman, ‘Does Privatization Serve the Public Interest?’ (November- December 
1991) HBR <https://hbr.org/1991/11/does-privatization-serve-the-public-interest> accessed on 26 June 2017.  



24 
 

MICRO-PRIVATISATION: TAKING SUFFERING SERIOUSLY 
As Upendra Baxi has remarked, “..human rights have a future only when human suffering is taken 

seriously”44. The statutorily guaranteed right to public services loses relevance when the hardships of 

the beneficiaries, exacerbated by the absence of the basic provisions that are ideally to be ensured by 

the Government are not attended to with the requisite seriousness. Hence, this calls for a radical 

transformation in the way the success of these enterprises is perceived and the extant models of 

privatization: from a utilitarian view to a qualitative human(e) view. An ends-based approach should 

be adopted to measure the efficacy of privatization on the basis of benefits and freedoms that the 

people are actually able to enjoy on account of privatisation. The idea of micro-privatisation can be a 

model worth exploring as a possible ends based approach in the discourse of delivery of public 

services. 

Micro-privatisation is a process distinct from the traditional method of privatization where 

the ownership and control of large public enterprise is transferred to a large private enterprise. 

Instead, it involves a multitude of processes in which a part of the public enterprise is operated by a 

small firm, usually with the participation of the local groups consisting of beneficiaries of the 

service.45 The partial contracting out of the cleaning services of selected roads of Hyderabad by the 

Municipal Corporation is an example of the government initiated micro-privatisation. Similar 

initiatives may also very well be taken by local groups independent of the state or government 

authority. It is not necessary for the State to take the initiative of inviting private parties for 

denationalizing or liberalizing the industry. For instance, the efforts of Sreema Mahila Samiti in 

improving the quality of education and infrastructure of primary school in the Nadir district of West 

Bengal has set a precedent of an independent private group creating a positive impact on the 

delivery of public services.46 The innovative idea led to radical improvement in a local school named 

Baranbaria Krishak Samaj Vidyalaya contributing to the elevation of overall quality of education 

along with infrastructural development.  

While the demand for a particular service has increased, the surfacing of management and 

workforce difficulties lead to a situation wherein the public administrators on the ground are reluctant to 

enforce a corresponding extension in the services. Further, as stated earlier, due to budget 

                                                 
44Upendra Baxi, ‘Constitutionalism as a Site of State Formative Practices’ (2000) 21 Cardozo Law Review 1183.   
45 Cuts Institute for Regulation and Competition, ‘Introducing Competition in the Indian Electricity: Is Micro-
privatisation a possible way?’ 
<http://www.circ.in/pdf/Introducing%20Competition%20in%20the%20Indian%20Electricity%20Is%20Micro.pdf> 
accessed on 26 June 2017. 
46See Sreema Mahila Samiti <http://sreema.org/about.php> accessed on 26 June 2017.  
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constraints, it becomes difficult for public enterprises to provide services in remote areas thus 

limiting the social and physical reach of a service. That the public entity has been incurring losses for 

several years, thereby negatively impacting the budget of the government, a lack of finance has not 

helped the cause of delivery of public services. These are among the common reasons why the 

delivery of a public service is privatized.47 As discussed earlier, privatizing an entity might not ensure 

that the problem is solved. On the other hand, the same problem may be perpetuated even in the 

privatized form of the service providing entity. Therefore, this calls for an entity that combines the 

social-welfarist ideal with the efficiency of a private sector. Distilling these qualities with the 

perspective of the ‘grass root’ in mind, micro-privatisation has appeared in the horizon of discourse 

of effective public service delivery.  

The idea of micro-privatisation, however, is not a new one. It has not been appreciated 

enough as a possible solution in tailoring services to a vast majority of people spread across remote 

areas to which mega projects might not usually cater. To substantiate, the case study on the 

historical evolution and decline of water harvesting systems through the pre-modern and modern 

India is an apt example. If historical evidences are to be considered, the indigenous systems of water 

harvesting were adopted as early as in the days of Indus Valley Civilization. There is evidence that 

the residents of Dholavira, one of the sites of the Indus Valley Civilization, had adopted the systems 

of rain water harvesting to survive near the water source offering saline and brackish water.48 Put 

succinctly, rain water harvesting was entrenched into the then lifestyle of Indus Valley. However, the 

communal practice of rain water harvesting suffered discontinuity in the later stages specifically 

when the decentralised nature of fending water was scrapped for a bureaucratic mega irrigation and 

water distribution project after the advent of British Rule.49 The point nonetheless to be noted is 

that the past way of life can also show the way forward in tackling the contemporary problems of 

water scarcity (or mismanagement). UNDP’s Human Development Report of 2006 speaks of the 

enormity of potential that rainwater harvesting can have by providing 100 litres of water a day per 

person just by capturing the rain from 1-2 percent of Indian land.50 The mega-projects in water 

service delivery have been ineffective in providing service to the ones in remote areas. Hence, 

                                                 
47Harper (n 8) at 325.  
48Catherine Gautier, Oil, Water, and Climate: An Introduction (CUP 2008), 274.  
49Human Development Report, Community-led Alternatives to Water Management: India Case Study (UNDP 2006), 
<http://hdr.undp.org/sites/default/files/narain_sunita.pdf> accessed on 27 June 2017. 
50Id.  
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decentralization of resource governance to the community-led projects can be a better option to 

ensure timely and effective delivery of public service. 

A model of micro-privatisation, if implemented sincerely, would facilitate realization of the 

right to public services enumerated under the various state legislations and more importantly, 

expedite realization of the same with greater efficiency than envisaged by the statute. By utilizing 

local community at the grass-root level, micro-privatisation projects could bypass the need to apply 

to the Designated Officer and later appeal to the Appellate Authority and finally the Revisional 

Authority designated under the statutes, since the delivery of public services would assume a near 

perfect status. 

 
CONCLUSION 
Enforcing the right to public services at the grass-root level is an activity shrouded by layers of 

obstacles- from difficulties in physically providing the service to the remotest of localities, to red 

tape, increased costs of supply in rural areas and other associated factors. While privatization does 

encapsulate notions of efficiency in delivery of public services, it often excludes ideals of equitable 

distribution underlying the concept of a welfare state. Malcolm Harper’s model of micro-

privatisation, accompanied by an ends-based approach to viewing the success of the concerned 

service providing entities could go a long way in meeting the needs of India’s neediest. Distilling the 

best practices from models of efficiency and models of welfare, thus combining welfare with 

efficiency, micro-privatisation offers a sustainable and cost-effective solution to resolving the extant 

crisis in India’s public services. 
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RTPS LEGISLATION AS UBIQUITOUS REGULATION: AN EXAMINATION OF 
REGULATORY TECHNIQUE AND OUTCOMES 

 
- Jinal Dadiya* 

 
ABSTRACT 

I examine Right to Public Services (RTPS) legislation as a regulatory technique to achieve certain policy 

outcomes in the provision of public services. Noting that the state enjoys a monopoly over the provision of 

most public services notified under RTPS laws in India, I contrast the Indian regulatory trend with the 

European practice of subjecting public services to market competition. The RTPS approach appears to 

closely resemble that of ubiquitous regulation, as espoused by Shleifer, as a substitute to judicial or market 

based enforcement. In the interest of evidence-based policy reform, I suggest criteria for the accurate 

evaluation of the impact of RTPS laws in India. I also recommend the simultaneous conduct of a feasibility 

study to evaluate whether the regulatory method of market competition can easily be transplanted within the 

Indian context, to supplement and complement the existing approach of ubiquitous regulation.  

 
 
INTRODUCTION  
 

While public authorities have historically been involved in the performance of essential services 

for citizens, the concept of Public Services1 has only found recent legal articulation. The passage of 

Right to Public Services (RTPS) laws by various state governments has led to the formulation of 

a concept of Public Services which public authorities have a duty to efficiently perform, and to 

which citizens have a right to timely access.  

The performance of essential services has traditionally been considered a fundamental duty of 

the state; and has been intrinsically linked to theories of its origin and legitimacy. Contractarian 

theory describes the origins of state to lie in peoples’ agreement to establish political institutions 

that would remove the difficulties (ranging from those of coordination to those of survival) 

faced by them while living in a state of nature. The resolution of such problems, therefore, is an 

essential duty of the state. The modern state performs these duties by discharging essential 

public functions, and providing essential Public Services to its citizens. A failure to perform such 

functions is, then, a breach of a state’s fundamental obligations to its citizens. For a variety of 

                                                           
* Associate, Public Policy and Regulatory Affairs, Shardul Amarchand Mangaldas and Co., India.  
** The views and opinions expressed in this article are those of the authors and do not necessarily reflect the official 
policy or position of the Centre for Regulatory Studies, Governance and Public Policy, WBNUJS, Kolkata. 
1This paper uses the term Public Services as a composite category of all services that are performed by the 
government for its citizens, in its ordinary course of business. Welfare services, such as those of free housing, 
education and healthcare are not considered part of concept of Public Services.  
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reasons, the performance of such essential functions is treated as an obligation of the state alone; 

even though the state may outsource such functions to private persons. As such, Public Services 

may either be provided directly, or through the private sector, to citizens. Ultimate accountability 

for any shortcomings in the provision of Public Services, therefore, lies with the state.2 

Recent regulatory trends suggest that the introduction of market-based principles of competition 

may lead to greater efficiency in the provision of public services.3Accordingly, some 

governments have privatized these services, resulting in some success. Nevertheless, there are 

some desirable outcomes for which the state’s retention of a monopoly over the provision of 

essential have sought to be justified.4 For instance, the state’s monopoly over the provision of 

services such as the railways is considered necessary in the interest of justificatory outcomes such 

as universal accessibility and affordability. The state’s decision to retain a monopoly over a 

certain service or to outsource its provision also depends on the nature of the service to the 

provided.  

Despite the emergence of an efficiency case for privatisation in the provision of public services, 

the Indian state has retained a monopoly over the provision over most services. In this paper, I 

consider RTPS legislation5 as a regulatory substitute for market competition in the provision of 

Public Services in India. For this, I examine the choice of ubiquitous regulationas the regulatory 

techniqueadopted by RTPS laws, in order to ensure that all citizens have efficient and timely 

access to Public Services. I then suggest criteria for the evaluation of RTPS laws, to evaluate their 

prudence as regulatory techniques tosubstitute market competition.  

 

REGULATING PUBLIC SERVICES 
 
Articulation of Public Services as a legal concept  

It was only towards the end of the first decade of the 21st century that regular services performed 

by the government received legislative articulation as Public Services to which citizens had claim 

rights to timely access.Prior to that, citizens’ access to specific government services was regulated 

by enabling statutory frameworks under which public authorities were entrusted with the 

provision of such services. For instance, the Drugs and Cosmetics Act, 1940 (DCA)lays down 

procedural guidelines relating to the issue and refusal of licenses for the import and manufacture 

                                                           
2See generally Joseph E. Stiglitz, ‘Foreward’, in Karl Polanyi, The Great Transformation: The Political and Economic Origins of 
Our Time (Beacon Press 2001). 
3Anthony Ogus, Regulation: Legal Reform and Economic Theory (OUP 2004). 
4Ibid. 
5This paper generally refers to all Right to Public Services laws enacted by state legislatures, and the rules made 
thereunder as RTPS legislation or RTPS laws, interchangeably.  
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of certain drugs and cosmetics by State Licensing Authorities; and individual applicants who fulfil 

the required criteria can enforce their right to obtain such licenses under the framework of the 

DCA.6 Similarly, the Registration of Births and Deaths Act, 1969 provides for the appointment of 

registrars to register all births and deaths within a limited duration of their occurrence; and a 

registrar’s failure to register a birth or death may be subject to a nominal fine under the 

provisions of the statute.7However, with the advent of RTPS legislation, several public functions 

such as those of licensing drugs and registering births and deaths are now classified into the 

newly created category of Public Services.  

Despite this legal articulation, the concept of Public Services has not substantively been defined 

in law. RTPS Acts enable state governments to include specific services to be regulated within 

their framework by notification.8One of the early drafts of the Model Right to Public Services 

Bill published by the Ministry of Law and Justice defined a deficiency in service to include 

shortcomings in the manner of performance of duties and functions by public authorities that 

were ‘required to be performed under any law for the time being in force’ or which were ‘undertaken during 

appointment contract of employment or otherwise’.9 Nevertheless, the RTPS laws of most states have only 

led to the notification of the first category, and usually do not include services that the 

government performs on a contractual basis. Nevertheless, it must be noted that the Gujarat 

(Rights of Citizens to Public Services) Act, 2013 defines services to include ‘all goods and services, 

including functions, obligations, responsibility, or duty, to be provided or rendered by a public authority’, while 

permitting the state government to notify services to come within the ambit of the legislation.10 

Despite the inclusive definition of services, only statutory obligations of public authorities have 

been brought within its ambit, by way of notification. The right to the performance of services 

under RTPS legislation, therefore, is derived from another primary obligation owed by the state 

to its citizens. Therefore, RTPS may be viewed as a secondary right of enforcement, existing in 

the presence of a primary right to service; and while the primary right-conferring statute does not 

resemble a modern contract, it plays the role of a contract for services between the citizens and 

public authorities, for such provision.11In this regard, it may be noted that social services 

provided by the state (such as government hospitals or schools) are not covered by RTPS laws in 

India.  
                                                           
6See generally, Chapter III, Drugs and Cosmetics Act, 1940.  
7See specifically, Sections 7 and 23, Registration of Births and Deaths Act, 1969.  
8By way example, see Section 2 of the Karnataka Sakala Services Act, 2011, Section 2 of the Bihar Right to Public 
Services Act, 2011, and Section 2 of the West Bengal Right to Public Services Act, 2013.  
9 Section 2, Model Right to Public Services Bill published by the Ministry of Law and Justice.  
10Section 2, Gujarat (Rights of Citizens to Public Services) Act, 2013. This definition is similar to the definition of 
Public Services in the now lapsed The Right of Citizens for Time Bound Delivery of Goods and Services and 
Redressal of their Grievances Bill, 2011.  
11Jean Hampton, Hobbes and the Social Contract Tradition (CUP 1986).  
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Retention of Government Monopoly in the Provision of Public Services in India 
Most services notified as Public Services under RTPS laws are performed by the government 

alone. Even in sectors where the provision of services has been privatised, the private players 

providing them have not been subject to the rigours of market competition.12At the same time, 

when the State does outsource the provision of Public Services, it rarely continues to compete 

with private players while providing such Public Services.  

According to traditional economic approaches, the state’s retention of any monopoly must be 

accompanied by some justificatory outcomes such as economies of scale, prevention of 

duplication of services, the prevention of cream skimming, and the need to ensure a constant 

supply of essential public goods.13In addition, the state’s monopolistic provision of Public 

Services must be harmony with its political obligation of providing its citizens with substantive 

access to essential services. For instance, the Indian state’s monopoly over the national railways 

has been justified on account of the high costs of maintaining a railway system, the need to 

ensure an adequately wide spread of the railway network, and the national priority of providing 

affordable railway services to all persons in the country.14These grounds justify the state’s 

monopoly over the creation of such services, while also ensuring that the state meets its political 

and constitutional objectives towards all citizens. According to Levin and Tadelis, the State’s 

ultimate objection should lie in the provision of quality services to all citizens. They broadly 

interpret quality to indicate a situation of higher gross surplus of services. According to an 

example used by them, the quality of street repairs in a given city is higher if all potholes are 

fixed in a timely manner. They link the efficient provision of services to the timely provision of 

service – an approach which appears to have been adopted by the RTPS framework in India.15 

 

REGULATORY TECHNIQUES FOR THE PROVISION OF PUBLIC SERVICES 
 

Market Competition in the Provision of Services of General Interest in the EU 

In the EU, services provided by the government to its citizens, either directly, or through the 

intervening actions of non-state actors, are classified as services of general interest (SGI). They 
                                                           
12V. Ranganathan, Electricity Privatisation Revisited: A commentary on the case for new initiatives in India, 24(9)(1996) Energy 
Politics 821.  
13Ibid 3.  
14Russsel Pitman, Competition issues in restructuring ports and railways including brief consideration of these sectors in India(2009) 
9(2) International Journal of Regulation and Governance 121. 
15 Jonathan Levin and Steven Tadelis, Contaracting for Government Services: Theory and Evidence from US Cities, (2010) 
XVIII (3),THEJOURNAL OF INDUSTRIAL ECONOMICS, 507. 
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include ‘market and non-market services which the public authorities class as being of general interest and subject 

to specific public service obligations,’16 therefore including those services which may be obtained upon 

the payment of a fee. Based on whether the nature of the relationship between the service-

provider and the citizens is of an economic nature, i.e. whether a fee is collected for the 

provision of the service, SGIs are classified into the two categories of Services of General 

Economic Interest (SGEI) and non-economic services. SGEIs include water, energy supply, 

communication, transport, and postal services, and non-economic services include security, 

justice, compulsory education, health care and social services.17Therefore, it appears that the 

European concept of SGEI is largely similar to the Indian concept of Public Services. The 

Protocol on Services of General Interest (Protocol 26) of the Lisbon Treaty, places significance 

on the ensuring of quality, safety and affordability, equal treatment, universal access, and user 

rights in the provision of SGEIs. 

While non-economic services are exempt from European economic law, SGEIs are generally 

subject to principles of competition law and the common European market, unless there is a 

reason to exempt their applicability. While there is an obligation upon member states of the EU 

to open the market for the provision of SGEIs to non-state and private players, exemptions are 

carved out in cases where the creation of monopolies is necessary for the proportionate pursuit 

of public interest goals, such as the stated goals identified by Protocol 26. However, there is a 

general hypothesis in favour of the liberalisation of most services, which suggests that the more 

exposed and deregulated an SGEI is to international competition, the greater are the chances of 

its achievement of stated goals. This hypothesis has found some empirical validity in the EU, 

with greater service efficiency being explained by the transfer of public utilities to private 

ownership, and the consequent elimination of inefficient players.18This does not, however, mean 

that all instances of privatisation of SGEIs have led to greater efficiency, or the achievement of 

stated goals. Nevertheless, in general, there is an observed trend of the opening-up of markets 

leading to an increase in the allocative and investment efficiency of utility providers, greater 

customer-friendliness in utility providers, easier accessibility, and lower prices in most sectors.19 

The European trend, therefore, seems to be that of opening-up its markets for SGEIs to market 

competition and private players, unless sectoral requirements justify restrictions upon such 

competition. Even then, the restrictions on market competition must be proportionate to the 

public interest goals sought to be achieved by them. While the details of how such 

                                                           
16Adrienne Heritier, Public Interest Services Revisited, (2002) 9(6) Journal of European Public Policy 995.  
17European Commission, Services of General Economic Interest, 
http://ec.europa.eu/competition/state_aid/overview/public_services_en.html accessed 30th June, 2017.  
18Ibid 17. 
19Ibid 17. 
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proportionality is evaluated lie beyond the scope of this paper, it is important to note that the 

European approach is that, in the absence of exceptional factors, there should be least restriction 

upon market competition, in order to achieve the goals of quality, safety and affordability, equal 

treatment, universal access, and user rights.  

Here, it may be noted that the European concept of SGEIs is broadly similar to the Indian 

concept of Public Services; both include essential services which are performed by the 

government for its people, often upon the payment of a fee. However, while market competition 

forms the general rule, and monopolies are an exception in the European provision of SGEIs, 

India appears to be following the reserve policy, where state monopoly is the general rule in the 

provision of Public Services, and market competition is an exception.    

 

RTPS and the Ubiquitous Regulation of Public Services in India  

As an alternative to market competition, RTPS legislation attempts to achieve stated goals 

through the retention of the state’s monopoly over provision of Public Services. Shleifer explains 

that market mechanisms often fail to achieve desired outcomes regulatory due to uncertainties in 

the enforcement of market agreements. While his analysis is based on the example of market 

contracts, he makes the wider argument that judicial enforcement does not always, by itself, lead 

to the efficient realisation of specific regulatory outcomes. He identifies courts’ inability to 

resolve disputes cheaply, predictably, and impartially as the reason for such inefficiency. He 

recommends that aspects of judicial enforcement should be complemented and supplemented by 

ubiquitous regulation, governing all aspects of the conduct of an activity. His technique of 

ubiquitous regulation refers to the homogenisation of requirements of appropriate conduct 

through the formation of detailed rules. Ubiquitous regulation can take a variety of forms 

including those of prescribed precautions, licensing requirements, inspection requirements, 

penalties, disclosure rules, procedures of dealing with conflicts of interest etc. Through such 

standardisation of conduct, ubiquitous regulation offers a more efficient alternative to judicial 

enforcement, insofar as specific regulatory outcomes are sought to be achieved.20 

Indian RTPS laws and rules include detailed provisions in order to meet the given objectives of 

(a) assurance of service, (b) service delivery within stipulated time, (c) holding designated officers 

accountable, (c) establishment of a system of grievance redressal, (e) a system of penalty/fine for 

delays and denials in service.21For this, they provide detailed rules relating to how applications 

                                                           
20Andrei Shleifer, ‘Efficient Regulation’, National Bureau of Economic Research, WORKING PAPER 15651 
http://www.nber.org/papers/w15651 
21Ashok Kumar Sircar, Right to Public Services Laws, (2012)31(18) ECONOMIC AND POLITICAL WEEKLY 23. 
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for Public Services must be submitted, processed, and accepted/rejected.22 For instance, the 

West Bengal Right to Public Services Act, 2013 specifies that notified Public Services must be 

provided within a stipulated period of time, which shall commence on the date when the 

required application is submitted to a Designated Officer or authorised subordinate. It also 

provides that the Designated Officer must either accept or reject the application within the 

stipulated period of time, and in case of rejections, record the reasons for not providing the 

service, and intimate them to the applicant.23Bihar’s RTPS rules provide for the online 

submission, and automatic processing of applications.24 The RTPS laws of most states include 

detailed provisions relating to the accounting of public holidays within stipulated time periods, 

issue of acknowledgements to applicants, and display of information on notice boards among 

other things.25These provisions supplement the primary, right-conferring statutes under which 

specific Public Services are were created. For instance, the Registration of Births and Deaths Act 

includes provisions relating to the processing of applications for providing birth and death 

certificates. Registration officers must now act in accordance with both the Registration of Births 

and Deaths Act, and the applicable RTPS laws while discharging their obligations. By specifying 

the manner and duration in which applications for the provision of specific Public Services must 

be processed, RTPS laws establish standards of acceptable conduct for Designated Officers in 

the provision of Public Services. Further, by introducing a culture of fines and penalties for non-

compliance, RTPS laws attempt to strictly enforce their mandated behaviour among designated 

officials. A primary focus of the Karnataka Guarantee of Services to Citizens Act, 2011 is that of 

bringing about an attitudinal change in enforcement officials.26 Accordingly, RTPS laws in India 

may be considered as ubiquitous regulation, as described by Shleifer.  

The essential nature of Public Services highlights that access to them should not be limited by 

judicial uncertainties in enforcement. Further, the government’s political obligations to ensure 

assured access to Public Services indicates that their enforcement should not, as a trend, be left 

to abstract, long-winding, and expensive judicial processes. According to Shleifer, ubiquitous 

regulation results in an overall reduction of enforcement costs because the facts that need to be 

verified at the time of judicial evaluation, are already standardised, by regulatory homogenisation. 

His approach suggests that the questions brought to the judiciary at the time of enforcing 

                                                           
22See generally, West Bengal Right to Public Services Act, 2013. 
23See Report on National Consultation on Strengthening Delivery and Accountability Frameworks for Public Services, 8-9 
December, 2012.  
24Ibid 22. 
25See for instance West Bengal Right to Public Services Act, 2013.  
26Karnataka Guarantee of Services to Citizens Act, 2011 (Sakala Services Act) available at 
http://www.bjp.org/images/pdf_2012_h/sakala_introduction_shri%20suresh%20kumar.pdf accessed 30th June, 
2017. 
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individual claims are merely factual, and involve little interpretation. For instance, in cases where 

workplace accident compensation is to be determined, the court need not to interpret whether 

the accident was caused by negligence on part of the employer, and can merely ascertain, from a 

checklist, if the factory floor had the required number of fire exits, if there was proper spacing 

between machines, if the workers were wearing helmets. Similarly, ubiquitous regulation in the 

provision of Public Services saves judicial time in the determination of questions such as: what 

period may be considered as reasonable for the provision of such services, whether it is essential 

for the relevant public authority to provide reasons for rejection of applications, and whether the 

rejection of application led to damage to the applicant. This narrows the list of issues to be 

considered at the time of judicial enforcement of breaches, thereby reducing the costs and 

uncertainties of the judicial process followed. RTPS laws further reduce the uncertainties of 

judicial enforcement by establishing their own elaborate, and ubiquitously regulated structures of 

adjudication and enforcement.  Further, the establishment of a trained grievance redressal system 

may help reduce some of the interpretive uncertainties and delays that would occur in a 

traditional court process.  

RTPS laws of several states, such as the ones described above, aspire to achieved the policy 

outcomes of assured access to public services. For instance, by the digitising applications for 

Public Services, RTPS laws in Bihar attempt to enhance universal accessibility to Public Services. 

Similarly, legislating the details of the manner and timelines in which such applications are to be 

processed, RTPS laws seek to serve the objectives of universality, and efficiency in such 

provision. Finally, be reducing the uncertainties and costs involved with judicial enforcement, 

and by providing alternate means of adjudication, RTPS laws attempt to provide assured, 

enforceable, affordable, and universal access to Public Services.  

 
EVALUATING THE TECHNIQUES USED TO REGULATE PUBLIC SERVICES  
 

Evaluating ubiquitous RTPS laws  

In this paper, I have asserted that RTPS legislation in India uses ubiquitous regulation as a 

regulatory technique for the provision of Public Services a substitute to the technique of market 

competition followed in Europe. As all regulatory techniques, the success of ubiquitous 

regulation in the provision of Public Services needs to be evaluated by through empirical study. 

Therefore, it is essential that the impact of RTPS laws in India be tested from time to time, to 

ensure that the state’s policy is backed by relevant evidence. However, it may still be a little 

premature to conduct such a study of the impact of RTPS legislation. The technique of 
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ubiquitous regulation attempts to achieve specific outcomes by the homogenisation and 

standardisation of standards of acceptable behaviour. A transformation in the behaviour of 

persons (including officials) is a time-consuming process, and an evaluation immediately after the 

enactment of such regulation, is unlikely to produce helpful results. Therefore, RTPS laws must 

be allowed to operate for a few years, before they exhibit signs of achieving their stated 

outcomes.  

When a comprehensive study of RTPS laws is undertaken, the research questions asked should 

match with the goals sought to be achieved by such legislation. In other words, the right 

questions to be asked in such a study of the working of RTPS laws, are those which seek 

information relating to whether the regulatory technique has worked.  

Any such study would need to be primarily sociological in nature, to assess whether the passage 

of RTPS laws has, in practice, led to the internalisation of their rules. Since RTPS laws aspire to 

regulate the provision of Public Services by setting details of acceptable conduct and behaviour, 

any evaluation of their success must be behavioural in nature. Nascent studies conducted in 

Bihar and Madhya Pradesh indicate that while RTPS laws are yet to make an impact, there is 

evidence of the state bureaucracy being enthusiastic for its implementation. More than 98% of all 

RTPS applications in each of these states have been processed in a timely manner.27 At the same 

time, emerging trends suggest that the enactment of RTPS laws in northern Indian states has led 

to an increase in a regeneration of faith in public authorities.28 In Karnataka as well, there is some 

early evidence of RTPS legislation leading to attitudinal changes. These studies are significant 

indicators of RTPS laws’ potential to bring about attitudinal and behavioural changes 

surrounding the provision of public services.  

Another approach to the assessment of the regulatory technique adopted by RTPS laws in India 

may be evaluated is by studying the impact of digitisation on standardisation in the provision of 

services. States such as Bihar and Karnataka have attempted to transfer the process for applying 

for services online, thereby allowing for the processing of applications to be tracked and, in some 

cases, automated. The success of this strategy would require the efficient digitisation of 

application processes, and ensuring public accessibility in the use of digitised RTPS portals. 

Accordingly, the success of the RTPS technique must be evaluated in consideration of these 

factors.  

Finally, it would be unwise to consider judicial trends in the enforcement of citizens’ RTPS in 

such a survey, even though ubiquitous regulation under the RTPS act provides an alternative to 

judicial enforcement. The numbers of RTPS cases being brought to courts for adjudication are 
                                                           
27Ibid 21. 
28Ibid 21. 
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influenced by a variety of factors such as public awareness, costs of litigation, early redressal by 

adjudicating authorities set up under RTPS laws, etc.   

Assessing the Potential of Market Competition in Public Services in India  

It is essential for any regulatory technique to be evaluated periodically to ensure its effectiveness 

and impact. If it is found that a given regulatory technique is unable to achieve the regulatory 

outcomes sought by it, the government must re-evaluate its choice of regulatory outcome, and 

consider other outcomes. In this paper, I have suggested some criteria for the evaluation of the 

regulatory technique adopted by RTPS laws. If at a later event, it is found that RTPS laws are 

unable to meet their sought outcomes, the government must consider an alternative method.  

At that stage, the government would need to consider whether market competition would be an 

effective regulatory substitute to ubiquitous regulation. The European example has demonstrated 

that a competitive approach can lead to the realisation of most stated goals of Indian RTPS 

legislation. While market based approaches have led to the efficient provision of public services 

in the European context, caution must be exercised while imitating European techniques in 

India. Since laws are, by nature, contextual, it is necessary for any legal transplant to be adjusted 

to match the realities of the context into which they are transplanted.29 Therefore, it is essential 

for the government to conduct macro and micro levels to study the way the European policy of 

competition can be adopted while privatising the provision of Public Services in India. 

Privatisation of electricity and water supply in various parts of the country can provide case 

studies, based on which, such contextualisation can be planned.  

Any study to plan the contextualised implementation of the European regulatory technique of 

privatisation in the provision of Public Services in India will be a time and resource consuming 

project.  However, the provision of Public Services is an urgent and immediate need and is tied 

to the most fundamental obligations of the state. Therefore, it would be politically unwise for the 

State to wait for an evaluation of the success of RTPS legislation to be completed, to find our 

whether such a feasibility is study is warranted. As a result, it is advisable that such a feasibility 

study be conducted alongside the implementation of the RTPS model in India.   This would 

enable legislators to determine the regulatory technique for the future governance of Public 

Services, on the basis of extensive evidence.  

 
CONCLUSION  
In this paper, I have examined two contrasting approaches to the regulation of Public Services in 

India and Europe. While the European approach is that of adopting market competition in the 
                                                           
29Nuno Garoupa and Anthony Ogus, A Strategic Interpretation of Legal Transplants, (2006) 35 Journal of Legal Studies 
339.  
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provision of SGEIs, in the absence of exceptional circumstances, the Indian approach is that of 

retaining a state monopoly over the provision of Public Services, to which, very few exceptions 

are carved out. The adoption of these two contrasting approaches in the European and Indian 

contexts may be justified in light of different regulatory goals sought to be achieved in each 

context. European law strives to achieve the objectives of quality, safety and affordability, equal 

treatment, universal access, and user rights in the provision of SGEIs. On the other hand, the 

Indian regulatory objectives in the regulation of Public Services are less coherently stated. In this 

paper, I have demonstrated that Indian law aspires to ensure universal access, timely provision, 

efficiency, and affordability in the provision of Public Services. Despite an overlap, there are 

some distinctions in the goals pursued in each jurisdiction. Ensuring quality, safety, and equality 

in the provision of public services are not substantive goals of Indian law. On the other hand, 

Indian law remains preoccupied with ensuring the timely processing of applications for Public 

Services, and the efficient adjudication of disputes. In light of these distinctions, European and 

Indian regulators have adopted different regulatory techniques to achieve their respective roles. 

While a deregulatory approach has been adopted in the EU, Indian regulators have chosen to 

subject the provision of Public Services to a network of detailed regulation, to govern every 

aspect of the processing of an application for a Public Service. By creating extant legal 

regulations to govern such provision, Indian law attempts to homogenise and standardise the 

conduct of public authorities, in the provision of Public Services. Since the RTPS model 

attempts to standardise conduct, it may take a considerable number of years before the impact of 

the model may accurately be evaluated. In this paper, I have suggested parameters based on 

which the RTPS may be evaluated. At the same time, I recommend the conduct of a 

comprehensive study of the feasibility of adopting the European method of market competition 

in the Indian context, to study whether and in which ways such a model can lead to the 

achievement of Indian regulatory goals. Such an assessment would help Indian legislators make 

an evidence-based policy choice between ubiquitous regulation and market competition. 

Alternatively, Indian regulators can consider employing a judicious mixture of both techniques of 

regulation to achieve their sought outcomes.  
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RTI IN RURAL DEVELOPMENT: A CASE STUDY FOR WEST  

MEDINIPUR DISTRICT 

 

- Ankita Roy* 

 

ABSTRACT 

To strengthen economic development of West Bengal, rural quality of life requires to be addressed with 

due importance. Inspite of acting as a pioneering state in establishing three tier system of rural 

administration, West Bengal lagged behind many other Indian states in bringing improved condition of 

living especially in its rural counterpart. There has been lack of transparency and accountability in 

panchayat led delivery of services in West Bengal. The broad objective of the present study is to 

establish the usefulness of the RTI act in economic development of rural West Bengal. The study selects 

the West Medinipur district of West Bengal as the focus area. The living condition of rural people has 

been used as a measure of rural development. This measure consists of four service facilities as the 

parameter of development. These facilities are availability of safe drinking water and electricity as also 

availability of primary health facilities and primary school facilities. Quality of life has been measured 

through delivery status of these four selected service facilities. Dark areas in rural W. Bengal hence got 

identified. Probability of RTI application towards improvement in quality of life of households remains 

high for these areas. 

 

INTRODUCTION 

In simple words, development is defined as a change which is desirable. There are three 

basic elements which act as the constituents of development1: The first and foremost is the 

element of ‘basic necessities of life’ which include food, shelter, basic education, clothes, 

primary health facilities etc. Second is ‘self respect’ which every person seeks to achieve as a 

consequence of development. ‘Freedom’ is the third essential factor which refers to the 

political, cultural and socio-economic freedom of people. The term rural development 
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basically means improvement in the quality of life of rural people. It is a multidimensional 

concept comprising of the development of socio-economic infrastructure and community 

services2. However, as far as the development of rural poor is concerned, it may be restricted 

by formal or informal institutions and, or local peculiarities. Hence, in developing a rural 

economy, it is important to engage the state who may ensure an entirely new institutional 

base without any exclusionary practices. The rural community indeed needs their own 

institutions which would help them to create space in state institutions and voice for social 

equity and inclusion. They need to play a key role in formulation and implementation of 

those projects that protect their right of living a quality life. A right based approach may lead 

to a more responsive and sustainable development process in which poor get the space for 

their action and may change the states development initiative in the intended direction.  

 

BACKGROUND OF THE STUDY 

Development of rural economy is an all-time challenge before the nation of India. Along 

with vast unemployment and severe malnutrition among children, miserable rural 

infrastructure has intensified the problem of rural economic development. It doesn’t mean 

that the nation has not formulated appropriate policies to address the thrust areas. Failure 

rather lies in the aspect of implementation. West Bengal is no exception and holds the 

pioneering position in this respect. From past experiences the impressions of many 

deficiencies have come out in the implementation of development schemes and programs in 

rural West Bengal. The delivery of services did not accrue to the rural poor as was widely 

expected. Rural administration perceived a relatively low perception of its developmental 

task as well as had been much influenced by the narrow local level politics. The state failed 

to ensure an effective delivery system due to its biased development depending on socio-

political considerations of local settings3. The public delivery mechanism of the state had 

been severely criticized over the years due to its target oriented focus rather than result 

oriented target. There had been lack of transparency and accountability in implementation of 

development projects. In addition to this, the strong caste and class division had intensified 

the problem of concentration of power across villages of West Bengal. In many cases, the 

allocation of resources across villages had been mostly guided by the political priorities of 
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3 Niraja, Prakash, Sharma, Government as Practice: Politics and Policies of the Indian Left, (Cambridge University Press, 
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the localities along with political bargaining strength of the local representatives4. In West 

Bengal, the areas where the opposition threat was more, to acquire electoral support, service 

delivery had been effectively made. It has been observed that a near monopolistic control 

had been held by left government over the panchayats in the state of West Bengal which 

directly influenced the development of villages in the state5.  

The true and meaningful rural development necessitates a bottom up approach with 

more importance on grassroot level decisions and preferences. It boosts up the spirit of rural 

poor and is able to bring a positive attitude of them towards the current situation. However, 

their knowledge and awareness have to be geared up for their meaningful participation in the 

said activity. Here comes the role of Right to Information (RTI). It makes rural poor 

conscious about value of information in their daily life. Bringing transparency in public 

administration is the major objective of the RTI act. RTI has made possible the regular 

disposal of information to villagers via panchayats. As most of the schemes and programmes 

meant for rural masses are mainly operated at the block level, this was not possible before 

enactment of RTI. However, the successful utilization of the RTI act demands a good level 

of awareness. It also demands consciousness and concern of rural people.  

 

OBJECTIVE & METHODOLOGY 

The broad objective of the present study is to give direction to the usefulness of RTI act in 

improving the quality of life of rural West Bengal. The study selects West Medinipur district 

of West Bengal as the focus area. West Medinipur has been selected as the focus area since 

with almost 90% of rural population the district has been relatively backward in 

development of rural infrastructural facilities with respect to other districts of West Bengal. 

The district was formed on January 1, 2002 after the partition of Medinipur district into 

West Medinipur and East Medinipur. The W. Medinipur district comprises of 29 blocks. 

There are four sub-divisions in W. Medinipur district: Medinipur Sadar, Kharagpur, 

Jhargram and Ghatal.  

In the present analysis the living condition of rural people has been used as a 

measure of rural development. Since poors in rural economy mainly depend on Government 

sponsored schemes and programmes, the present exercise has used four basic service 
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facilities as the attributes of rural development. They are: availability of safe drinking water 

and electricity as also primary school and primary health facilities. As apart from supply of 

services, rural quality of life is also governed by demand sides purchasing ability, the study 

examines the living condition of the people of W. Medinipur district in the backdrop of 

demand and supply side influences.  

The investigation goes through five steps of analysis: 

1. A district level study has been conducted in terms of supply of selected public services 

which identifies the poor performing districts of rural West Bengal. It also justifies the 

selection of the West Medinipur district as the focus of the present study. 

2. The district of West Medinipur has been scrutinized in terms of supply of four selected 

services and blocks major deprived (poor in supply of two or more of the selected service 

facilities) have been identified. 

3. Blocks of the concerned district suffering from poor living condition have been identified 

thereafter. 

4. An investigation has been made to enquire about the blocks economically well off across 

the concerned district. 

5. Lastly, the study focuses on the extent of social involvement of people across the blocks 

of W. Medinipur district by the number of rural cooperatives formed by the people of the 

concerned areas. 

Summing all, the study finds out those areas of West Medinipur district (at the sub-district 

level) where people have reasonable purchasing ability but fail to live a reasonable quality of 

life due to poor supply of public facilities. The study intends to establish the usefulness of 

the RTI Act for these areas. It also identifies those areas of the concerned district where 

probability of RTI application remains high towards improvement in quality of life of rural 

households. 

 

WEST BENGAL ACROSS DISTRICTS: THE SUPPLY SCENARIO 

The present section intends to assess the supply performance of the districts of rural West 

Bengal in the selected four service facilities. This will enable us to find out the poor 

performing districts which are responsible to worsen the relative position of W. Bengal vis-à-

vis the other major states of India. This will also focus on the relative position of W. 

Medinipur district in delivering the selected facilities vis-à-vis the other districts of West 
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Bengal. The exercise has been carried out for two groups of variables: (a) Physical facilities 

and (b) Social facilities. Under the group of physical facilities the drinking water facility and 

electricity have been included. Whereas the selected social facilities are primary health sub-

centre and primary school facility. As far as the two selected physical facilities are concerned, 

the exercise concentrates on identifying the relative position of the districts in terms of 

percentage of mouzas enjoying the selected facilities across the districts. However, in case of 

the two selected social facilities, districts have been scrutinized based on the number of 

facilities available in each 100 mouzas of the concerned districts. The performance of a 

district has been evaluated by making a comparative assessment of the performance of the 

concerned district in relation to the performance of the state across the selected facility 

services. For any selected facility, a district has been identified as a developed one, when it 

occupies a position, equal to or better than the position of the state in supply of the 

concerned facility. In the opposite case, the district is identified as a backward one. However, 

a district has been evaluated as major backward when the performance of the concerned 

district falls short of the achievement of the state in supplying two or more of the selected 

facilities. The present exercise has been carried out using district level statistical database for 

the year 2007. 

 

TABLE 1: PERCENTAGE DISTRIBUTION OF SELECTED SERVICES BY 

DISTRICTS OF WEST BENGAL (RURAL); 2007 

 

Districts Electricity Primary 

Health Sub-

Centres 

Primary 

Schools 

Drinking Water 

(1) (2) (3) (4) (5) 

Bankura 86 11 87 96 

Burdwan 100 24 131 99 

Birbhum 93 14 92 97 

Dinajpur (S) 96 7 69 96 

Howrah 100 34 225 100 

Hooghly 100 19 134 99 
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Jalpaiguri 98 30 249 81 

Koch Bihar 96 15 144 96 

Maldah 99 12 100 91 

Murshidabad  86 19 132 89 

Nadia 92 22 168 93 

24 Parganas (N) 100 20 149 99 

Medinipur (W) 59 6 50 88 

Medinipur (E) 76 10 102 98 

Puruliya 74 12 107 94 

24 Parganas (S) 93 18 159 96 

Dinajpur (N) 100 8 90 99 

West Bengal 91 17 129 95 

Source: District Statistical Handbook, 2007 

Note: (1) Figures of PHSCs are not available in the public domain. These figures (col.3) are 

derived from the available figures of PHCs by use of state policy characteristics- there is one 

PHC against six PHSCs. 

(3) For any facility, state value= average of the district values 

 

Findings 

Altogether there are nine districts whose performances have fallen short of the achievement 

of the state in supply of two or more of the selected facilities. They are Bankura, Birbhum, S. 

Dinajpur, Maldah, W. Medinipur, Murshidabad, Puruliya, N. Dinajpur and E. Medinipur. 

These districts have been identified as major backward districts of West Bengal. Among 

these districts Puruliya and W. Medinipur have been found to be poor performing across all 

the selected facilities with respect to states performance. Moreover, in three of the selected 

four facilities the performance of W. Medinipur has been found to be poorest of the poor. 

Hence, we find enough justification behind the selection of W. Medinipur district as the 

major focus area for the present analysis. 

It is of no doubt that the delivery status of any macro unit of observation (e.g. 

districts of West Bengal) is dependent on the performance of the micro units (i.e. the blocks 

of the districts) in the said activity. More specifically, the more is the number of blocks with 
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poor facilities, the more will be the incidence of deprivation for the concerned district. 

Hence, to have minute observation on the backwardness of W. Meinipur district we need to 

investigate carefully the dark areas at the micro level of the district.   

 

TABLE 2: DISTRIBUTION (%) OF MOUZAS BY SELECTED SERVICES  BY 

BLOCKS  

OF W. MEDINIPUR ; 2010 

District/Blocks Electricity Primary 

Health Sub-

Centres 

Primary 

Schools 

Drinking 

Water 

(1) (2) (3) (4) (5) 

Jhargram      73 (P)     5 (P)      33 (P)      80 (P) 

Binpur-I      73 (P)     6 (P)      25 (P)      77 (P) 

Binpur-II      58 (P)     8 (P)      40 (P)      83 (P) 

Jamboni      72 (P)     6 (P)      29 (P)      84 (P) 

Nayagram      40 (P)     8 (P)      49 (P) 95 

Sankrail      47 (P)     8 (P) 53      86 (P) 

Gopiballavpur-I      44 (P) 10 61 92 

Gopiballavpur-II      71 (P) 11 70 92 

Shalboni 87      7 (P)       32 (P)       80 (P) 

Keshpur 77      8 (P)       39 (P) 89 

Garbeta-I 100 10       48 (P)       82 (P) 

Garbeta-II      72 (P)      8 (P) 50       81 (P) 

Garbetta-III 96 10 53       84 (P) 

Medinipur Sadar 100      9 (P)       43 (P)       83 (P) 

Debra 99      9 (P)      43 (P) 99 

Pingla 99 16 80 96 

Keshiari      72 (P) 12 55 91 

Dantan-I      73 (P) 14 54 95 

Dantan-II 99 18 72 93 

Narayangarh       68 (P)      9 (P)       45 (P) 90 
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Mohanpur 89 17 79 100 

Sabang 86 16 99 100 

Kharagpur-I      55 (P)      9 (P)       36 (P)       86 (P) 

Kharagpur-II      64 (P)      7 (P)       40 (P) 98 

Chandrakona-II 98 17 88 98 

Chandrakona-I 99 18 84 92 

Ghatal 100 22 116 99 

Daspur-I 100 19 80 100 

Daspur-II 100 39 186 100 

 W. Medinipur 77 10 50 88 

                     Source: Human Development Report Paschim Medinipur, 2011 

                    Note: (i) ‘P’ within the parenthesis implies poor performance. 

                    (ii) In column 4, for a district more than 100% performance implies more than 

100 primary schools are available in every contiguous group of 100 mouzas.   

 

Findings  

In W. Medinipur district 52 percent of blocks have been found to be backward in two or 

more selected services. They have been identified as major backward blocks. These blocks 

are Jhargram, Binpur-I, Binpur-II, Jamboni, Nayagram, Sankrail, Shalboni, Keshpur, 

Garbeta-I, Garbeta-II, Medinipur Sadar, Debra, Narayangarh, Kharagpur-I and Kharagpur-

II. Amongst these blocks Jhargram, Binpur-I, Binpur-II, Jamboni, Kharagpur-I are the 

blocks found with backwardness across all selected amenities. 

 

MEASURING QUALITY OF LIFE 

The standard of living of resident households, especially in rural areas is largely governed by 

the performance of the region in supplying supporting facilities. However, to what extent 

households are capable of making the requisite expenses to avail the (selected) facility 

services is also a matter of concern. Hence, it may be stated that improvement in quality of 

life of rural households depend on improved supply condition of selected service facilities 

and requisite purchasing power of resident households to avail the services. In the present 

study to examine the quality of living of rural households in W. Medinipur district, the 

composite measure of Living Condition Index (LCI) has been developed. The LCI will be 
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responsible to find out the impact of the selected four rural facility services in association 

with the purchasing capability of households on the quality of living of people in W. 

Medinipur district. There are five components in LCI out of which four components 

accommodate the four (selected) service facilities and the fifth component considers the 

purchasing ability of the households of respective areas. Each of five components has been 

accommodated in LCI in the form of the respective sub-indices. They are Poverty sub-Index 

(PI), Drinking Water sub-Index (DWI), Primary School sub-Index (PSI), Health Centre sub-

Index (HCI) and Domestic Electricity sub-Index (DEI). For every sub-index values vary 

between 0 and 1. The value of LCI also moves between 0 and 1. As the value of LCI moves 

towards unity, standard of living improves, opposite otherwise. In the same way, it may be 

stated that if the value of the sub-index moves towards unity, the performance of the 

concerned area in the respective variable improves; opposite otherwise. For construction of 

the respective sub-indices the following formula has been used:  

The concerned sub-index   =                                                         

                                         (actual X i – min X i) 
                                                                     

                                           (max X i – min X i)  

 

whereas for the selected two physical facilities (such as Electricity and Drinking water) X i 

implies the percentage of mouzas enjoying the respective facility in the ith block of the 

concerned district. However, in case of the two selected social facilities (i.e. Primary schools 

and Primary health sub-centres) X i implies the percentage of mouzas enjoying the respective 

facility in the ith block of the respective district. Further, in case of Povery sub-index, X i 

denotes the percentage of households lying above the poverty line in the ith block of the W. 

Medinipur district.  

The performance of the blocks across the district of W. Medinipur according to the 

value of the Living Condition Index and its sub-indices are reported in Table 3. As the value 

of the sub-index moves toward unity, influence of the concerned facility on quality of life 

goes up; opposite otherwise. 
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TABLE 3: DISTRIBUTION OF BLOCKS OF W. MEDINIPUR BY 

PARAMETERS OF QUALITY OF LIFE; RURAL, 2010 

 

District/ 

Blocks Poverty 

index 

(-) 

Drinking 

water 

index 

Electricity 

index 

Primary 

School 

index 

Health 

Sub-

centre 

index 

Living 

condition 

index 

(1) (2) (3) (4) (5) (6) (7) 

Jhargram 0.41 0.14 0.55 0.05 0.01 0.23 

Binpur-I 0.44 0.01 0.55 0.00 0.03 0.21 

Binpur-II 0.01 0.25 0.30 0.10 0.08 0.15 

Jamboni 0.04 0.31 0.53 0.03 0.04 0.19 

Nayagram -0.01 0.78 0.00 0.15 0.10 0.20 

Sankrail 0.36 0.38 0.11 0.17 0.08 0.22 

Gopiballavpur-

I 0.54 0.66 0.06 0.22 0.14 0.32 

Gopiballavpur-

II 0.43 0.64 0.52 0.28 0.19 0.41 

Shalboni 0.67 0.11 0.78 0.04 0.05 0.33 

Keshpur 0.59 0.52 0.61 0.09 0.08 0.38 

Garbeta-I 0.66 0.21 1.00 0.14 0.15 0.43 

Garbeta-II 0.37 0.19 0.53 0.15 0.10 0.27 

Garbetta-III 0.76 0.29 0.93 0.17 0.16 0.46 

Medinipur 

Sadar 0.41 0.28 1.00 0.11 0.12 0.39 

Debra 0.72 0.96 0.98 0.11 0.12 0.58 

Pingla 0.38 0.83 0.99 0.34 0.32 0.57 

Keshiari 0.45 0.62 0.54 0.19 0.20 0.40 

Dantan-I 0.41 0.80 0.55 0.18 0.25 0.44 

Dantan-II 0.45 0.69 0.99 0.29 0.38 0.56 

Narayangarh 0.56 0.57 0.47 0.12 0.11 0.37 
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Mohanpur 0.38 1.00 0.82 0.33 0.37 0.58 

Sabang 0.65 1.00 0.76 0.46 0.31 0.64 

Kharagpur-I 0.21 0.39 0.26 0.07 0.13 0.21 

Kharagpur-II 0.31 0.91 0.40 0.09 0.06 0.36 

Chandrakona-

II 0.55 0.90 0.97 0.39 0.37 0.64 

Chandrakona-I 0.51 0.67 0.99 0.37 0.37 0.58 

Ghatal 0.62 0.97 1.00 0.56 0.50 0.73 

Daspur-I 0.94 1.00 1.00 0.34 0.42 0.74 

Daspur-II 0.99 1.00 1.00 1.00 1.00 1.00 

 

W. Medinipur 

0.48 0.59 0.66 0.23 

 

 

0.21 0.43 

Source: Computation by author. The results have been computed from the data 

obtained from Human Development Report Paschim Medinipur, 2011 

 

Findings 

Notably, in W. Medinipur district almost all the major backward blocks, hence identified, 

have been found to live poor quality life. The relevant blocks are Jhargram, Binpur-I, 

Binpur-II, Jamboni, Nayagram, Sankrail, Shalboni, Keshpur, Garbeta-II, Medinipur Sadar, 

Narayangarh, Kharagpur-I and Kharagpur-II. Hence, it may be stated that the poor supply 

condition is mainly responsible for the substandard living of people of the concerned areas. 

However, Gopiballavpur-I, Gopiballavpur-II and Keshiari are the blocks where residents 

live a poor quality life inspite of improved supply condition.  

Availability of good infrastructure is of no use until and unless it could be availed of 

by the targeted beneficiaries. If beneficiaries fail to incur minimum expenses needed to 

personalize the public facilities, then adequacy in service delivery may not result in quality life 

of rural people. Nevertheless, inspite of being economically well off, people may fail to enjoy 

the essential services, if these services are not made locally available by the local 

administration. As far as the index of affluence [refer to col. 2 of Table 3] across the district 

of W. Medinipur is concerned 45 percent of the blocks hold better position than district 

average. The relevant blocks are Gopiballavpur-I, Shalboni, Keshpur, Garbeta-I, Garbeta-
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III, Debra, Narayangarh, Sabang, Chandrakona-II, Chandrakona-I, Ghatal, Daspur-I and 

Daspur-II. Hence, poor quality of life across these blocks may be attributed to poor state-led 

delivery of services. 

 

THE RTI ACT: A CLOSE LOOK 

The RTI act 2005 empowers citizens to question or seek any information of government. 

RTI enables a citizen to inspect government work or documents and if needed collect copies 

of government documents. Except Jammu and Kashmir, the RTI could be used across all 

over India. All Government bodies including NGOs- owned, financed or controlled by 

government are included under the purview of the law. Private bodies- owned, financed or 

controlled by government, directly or indirectly, also comes under the laws purview. 

However, for eleven areas enlisted in section 8 of the RTI act, information could be refused 

to public. They may be confidential information accepted from foreign government, issues 

related with security, strategic, scientific or economic interest of the country, against privilege 

of legislatures etc. Along with this, there are eighteen agencies for which RTI could not be 

applied. However, in case of allegation of corruption, and violation of human rights, these 

agencies will also come under the law’s purview. As per the law, the information seeker 

needs to pay a minimum fee which varies depending on the type of information on demand. 

In case of delay or refusal of information the responsible authority could have been fined 

upto Rs. 25000. The time limit for furnishing any information addressed to Public 

Information Officer (PIO) is 30 days. In case the application has been filed addressing 

Assistant Public Information Officer (APIO), the time limit is 35 days. However, within 48 

hours information will be furnished if the information affects personal liberty. One can 

make more than one appeals to retrieve required information within 30 days from receiving 

information or within 60 days from filing of RTI application. The first appeal should be 

made in case of delay or refusal of information. Within 90 days from the first appeal the 

second appeal should be made to get the required information which is the last option to the 

information seeker to retrieve needful information. 

    

RTI IN RURAL DEVELOPMENT: ROLE OF COOPERATIVES 

RTI may be utilized as a powerful instrument to challenge the secrecy of public 

administration system. However, such a utilization of RTI by a poor villager is not an easy 
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task. Usefulness of RTI mainly in rural areas gets facilitated when people get organized 

through an institutional framework which enables them to become familiar with the national, 

social and economic consequences. Any cooperative in rural areas is a socio-economic 

organization aimed at fulfilling the socio-economic interest of its members. Cooperatives are 

one of the perfect democratic institutions much essential in rural development. They are 

formed on the idea that a group of people can have those achievements which is difficult for 

an individual to achieve. The major advantage of a cooperative lies in securing its members 

dignity and self respect as a human being. Cooperatives encourage universal respect for 

human rights and people’s fundamental freedoms. These are the institutions which promote 

social integration and cohesion by empowering and giving voice to the poor and 

marginalized. Hence, cooperatives in rural areas could act as an effective institution to make 

an instrument like RTI popular within rural poor. Therefore, to identify the qualifying blocks 

for the proposed application of RTI in W. Medinipur district, areas suffering from poor 

living condition but equipped with good number of rural cooperatives get identified. 

  

APPROACH DEVELOPED: AREAS SUITABLE 

In the present sub-section an inter-block level analysis across W. Medinipur district has been 

conducted based on four basic criterions. They are (a) Good capability criteria (b) Poor 

supply criteria (c) Poor living condition criteria and (d) Good social network criteria (refer to 

col. 5 of Table 4). Under the first criteria of ‘good capability’ blocks have been scrutinized 

based on their index value of poverty. A block has been qualified under the good capability 

criteria if in terms of the index value of poverty it occupies equivalent or better position with 

respect to district level poverty index value. Under ‘poor supply’ criteria blocks poor 

performing in supplying two or more of the selected service facilities with respect to district 

performance have been qualified. Notably, these are the blocks that could be identified as 

major backward of the concerned district. Further, a block gets qualified for the third criteria 

of ‘poor living condition’ if the LCI (Living Condition Index) value of the respective block is 

less than the district equivalent position. Under the fourth criteria of ‘good social network’ 

blocks have been scrutinized based on the degree of social involvement of people which gets 

measured by the degree of formation of rural cooperatives by the people of the respective 

blocks.     
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TABLE 4: DISTRIBUTION OF BLOCKS OF W. MEDINIPUR BY SELECTED 

CRITERIA, 2010 

 

District/ 

Blocks Good 

Capabilit

y 

Poor 

Supply 

Poor 

Living 

Conditio

n 

Rich in 

Cooperativ

e Societies 

Suitable 

of 

Proposed 

Applicati

on 

 

(1) (2) (3) (4) (5) (6) 

Jhargram √ √   √   

Binpur-I √ √   √   

Binpur-II √ √   √   

Jamboni √ √       

Nayagram √ √       

Sankrail √ √       

Gopiballavpur-I   √ √     

Gopiballavpur-II           

Shalboni √ √ √ √ √ 

Keshpur √ √ √ √ √ 

Garbeta-I √ √ √ √ √ 

Garbeta-II √ √   √   

Garbetta-III √ √ √     

Medinipur Sadar √ √       

Debra √   √ √   

Pingla       √   

Keshiari           

Dantan-I           

Dantan-II   √       

Narayangarh √ √ √ √ √ 

Mohanpur           
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Sabang     √ √   

Kharagpur-I √ √       

Kharagpur-II √ √       

Chandrakona-II     √     

Chandrakona-I     √     

Ghatal     √ √   

Daspur-I     √     

Daspur-II     √     

 

Source: Computation by author. The results have been computed from the data obtained 

from District Statistical Handbook, 2007 and District Human Development Report, 2011                  

 

A block qualifies to enter into col. 6 only when it belongs to the intersection of 

columns 2, 3, 4 and 5 together. Blocks covered under col. 6 thus satisfy the following 

characteristics:  

(a) The households of the selected blocks are economically well off. [col. 2] 

(b) These blocks are poor performing in two or more selected facilities. [col. 3] 

(c) Quality of life of the concerned blocks is below the district average. [col. 4] 

(d) The total number of rural cooperatives across the blocks is above the district 

average. [col. 5] 

Hence, it may be stated that altogether four blocks have been identified in W. Medinipur 

district which are suitable for application of RTI towards improvement in rural quality of 

life. They are Shalboni, Keshpur, Garbeta-I and Narayangarh. 

 

RTI IN RURAL WEST BENGAL 

As per the RTI Act 2005, state governments should opt for the rule within 120 days of the 

enactment of the law. In West Bengal with a clear delay of 47 days the RTI act has been 

enacted. Hence, a slow pace is visible from the course of action taken by Government of 

West Bengal as far as the implementation of the law is concerned. In rural West Bengal, the 

instrument of RTI got its value when poor villagers started utilizing it against several 

government sponsored economic schemes and programmes like NREGS, IAY, SGSY etc. 
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However, while analyzing the nature of RTI usage within people of rural West Bengal, it has 

been noticed that utility of RTI has been mainly generated against those projects which 

provide instant socio-economic advantage to the beneficiaries. Although, such gains have 

good implication on livelihood of rural households, application of RTI could have been 

much more beneficial, if they contribute to sustained economic development of rural 

community. As far as the sustained economic development is concerned, it is more about 

judging whether a generation is leaving behind the resources adequate for the successor. It is 

a natural phenomenon that people in rural West Bengal have been more interested to use 

RTI for personal gains rather than for community interests where the benefit has to be 

shared.   

As far as the supply of information against the requests is concerned, Non-response and 

limited action are much evident in rural West Bengal. Delay in information supply being a 

common limitation, sometimes non disposal of requested information is also visible. It 

shows an unfair motive of public officials to restrict a common man to be involved in the 

process of decision making. As per the law, in case of intentional delay or any of the 

malpractice in supply of information, the responsible officials should be show-caused. 

Hence, Show-cause cases are much evident in rural West Bengal 

 

CONCLUSION & WAY FORWARD 

Although more than ten years have been passed after the enactment of the RTI law, 

a meager percentage of people know about RTI act in the villages of West Bengal. As far as 

the rural economy of West Bengal is concerned, the major problem in successful 

implementation of the law has been persistent lack of action and intentional delay in 

provision of information by responsible officials. The unfair motive of pubic information 

officers and the appellate authorities led to harassment of common people seeking 

information. It could have a dangerous impact as far as the success of RTI act in rural West 

Bengal is concerned. 

The intended success of the RTI act may be achieved if the following implementational 

weaknesses could have been solved6:  

                                                           
6 Jena, Das, ‘Right to Information Act and Obligation of Public Authorities’ (New Century Publication, 2009) 
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x The spirit of the law gets determined by public awareness of it. Lack of institutional and 

financial provision to raise awareness of people made the utilization of the law a mess. 

x The institutions for providing information are not sufficiently equipped by adequate 

manpower. 

x Quick and effective information supply is difficult due to inadequate and inefficient 

supportive staff. 

x Lack of adequate training and orientation of public officials has reduced the productivity 

of the law. 

x Employment of Information Commission in future course of time is not directed in the 

law which disturbed the functioning of the act. 

x Ample number of excuses could be generated by unscrupulous functionaries against the 

inset exemptions reported under section 8 of the act. 
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SIMPLIFYING THE ENFORCING OF RIGHT TO PUBLIC SERVICES: REDUCING 
CONTROL AND UPGRADING STANDARDS 

 
- Aishani Das* 

 
ABSTRACT 

This paper, titled ‘Simplifying the Enforcing of Right to Public Services: Reducing Control and Upgrading 

Standards’ is themed on improvising the entire channel of public service delivery – from the point of receiving of 

demand for service to its conclusion, when the customer is satiated with the service so rendered.  

The paper, streamlining this entire process into three simple stages of pre-delivery, midst of delivery and post 

delivery and overall general principles of observance, suggests a mix of international good practices borrowed 

from nations like the UK, Canada, New Zealand and Scotland that can assist in this intended improvisation. 

Automation to the maximum extent thereby reducing probable bureaucratic manhandling and resorting to less-

fault and quicker processing techniques remains the core strategy of attaining the objective of better public service 

delivery. 

Integrating empirical research that involves the interviewing of a senior official of the Government of India who 

offers insight into governmental action that makes public services more accessible and systematically lining up the 

practices through each stage to ease-out the entire delivery process, the paper equates this intention to a social 

investment which is characteristic of a duty-bound State and its ability to cater to the demands of its citizenry.  

 
INTRODUCTION 

 
„[A] Government has to fit to the rhythm of life of the people.‟ 

- Jean-François Copé, former French Minister 

 

Sustained service in-flows are a necessity for public upkeep and satisfaction. Utility conduits and 

reception systems, headed by designated in-charges is the means to ensure proper channelization of 

public services, based on the meeting of an identifiable social need. Amongst several responsibilities 

of a State, one of them is to ensure that its citizens receive time-bound, change-sensitive, query-

based information or data from government records, issuance of licenses, certifications, 

governmental permissions and sanctioning of service connections.  
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One of the parameters for testing a Government‟s worthiness is reviewing its policy impact on social 

up-liftment and its outreach in this regard. The approach adopted by New Zealand is an ideal one 

when the question that surrounds is regarding the nature and manner of public service delivery. This 

is the Social Investment approach.1 Understanding the social sphere in its entirety and thereafter 

assessing targets and assigning funding is the core strategy of this approach. Its rationale is grounded 

in the firm understanding that current-day well-planned investments in the social sector will generate 

long-term returns, will eliminate social retardation and create an independent citizenry.  

The „dominium‟ of the State, as against its „imperium‟2 allows it, by utilizing its revenue and wealth, 

to make suitable channels and arrangements for service delivery to its citizens. This beneficial service 

reaching „customer‟ citizens is rooted in the idea of the State being a welfarist one; providing for 

such services and making them available in the market offers no direct incentive to the State.3 In 

general, the provisions made available through such a system may be viewed as „public goods‟.4 By 

their nature, these goods are non-rival and non-excludable. This is to indicate that one, these goods 

do not economically compete with other available goods in the market and two, the enjoyment of 

these goods by a person or class of persons would not have the effect of disadvantaging or 

excluding another person or class of persons. Hence, the providing for public services has full social 

coverage and is beneficial to every strata of society.  

Earlier it was thought that, especially for organizations or bodies which have a high public interface 

and function to maintain absolutely essential public services, such as railways, posts, public 

distribution systems, etc., such entities are required to have reporting systems to the public. 

However, with mechanized globalization of service inflows and outflows, digitalization and doorstep 

delivery of almost all human requirements, more services can be rightfully demanded through such 

delivery channels.5  

                                                           
* Hidayatullah National Law University, Raipur, India (5th year student). She may be reached at 
aishanidas76@gmail.com.  
** The views and opinions expressed in this article are those of the authors and do not necessarily reflect the official 
policy or position of the Centre for Regulatory Studies, Governance and Public Policy, WBNUJS, Kolkata. 
1 Deloitte, „The Challenges to Successful Social Investment‟ 
<https://www2.deloitte.com/content/dam/Deloitte/nz/Documents/public-sector/Challenges-to-adoptsocial-
invnz.pdf> accessed 24 June 2017 
2 A Government may pursue its objectives either by using the law which would be the command of the sovereign 
(„imperium‟) or by using its wealth to disburse benefits („dominium‟). 
3 Jonathan Anomaly, „Public Goods and Government Action‟ (2015) 14 (2) Philosophy, Politics and Economy 
(Forthcoming) <https://philpapers.org/archive/ANOPGA.pdf> accessed 28 June 2017 
4 Victor A. Pestoff, A Democratic Architecture for the Welfare State (1st edn, Routledge, 2009) 
5 Accenture, „Digital Government: Pathways to Delivering Public Services for the Future‟ (Accenture, 1 January 2014) 

mailto:aishanidas76@gmail.com
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The study undertaken is to derive the best practices that may so be adopted in the process of service 

delivery. This paper adopts a phased lineup strategy in addressing the issue of delivery of services, 

from the initial stage of creating channels for service delivery, to entertaining and processing of 

requests for demands for service, followed by the checks that must be installed in the course of 

delivery of service and finally regarding feedback, compensatory and grievance redressal systems, 

which is the last leg in the process, with the overall aim of reducing effective governmental control 

in the middle stage and installing automated processing of service delivery to the best extent 

possible. 

Compartmentalized into four sections, this paper attempts at providing an ideal mechanism 

ideologically grounded in the best practices which must in general, as well as during specific stages of 

public service delivery, be followed.  

 

GENERAL PRINCIPLES 
 

In-Principle Compliance 

The concept of Batho Pele (meaning People First), as initiated by Nelson Mandela in  1997, as a part 

of the South African constitutional framework relates to principles of service delivery involving 

governmental officials and agencies.6 Its foundational principles comprise consultation, access, 

service standards, courtesy, information, openness and transparency, redressal mechanism and 

economic satisfaction from the service so rendered.7 Access to decent public services is now part of 

the doctrine of legitimate citizens‟ expectations, hence no more seen as a privilege for only certain 

social classes or persons.  

 

Sectoral Prioritizing  

Certain sectors where public service delivery must be effective must be targeted to build operational 

efficiencies on a priority-basis8, such as social sectors, like healthcare and education, if their general 

status is underdeveloped. Focus may also lie on areas which are less understood by the general 

                                                                                                                                                                                           
<https://www.accenture.com/in-en/~/media/Accenture/Conversion-
Assets/DotCom/Documents/Global/PDF/Industries_7/Accenture-Digital-Government-Pathways-to-Delivering-
Public-Services-for-the-Future.pdf> accessed 3 June 2017 
6 Public Service Coordinating Bargaining Council Resolution 1 Service Charter of Republic of South Africa (2013)  
7 The White Paper on Transforming Public Service Delivery (published by Department of Public Service and Administration in 
1997) 
8 H.K Wong and Hon S. Chan, Handbook of Comparative Public Administration in the Asia- Pacific Basin, (2nd edn, Marcel 
Dekker, 1999)  
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citizenry, such as tax laws and filing of tax returns. Prioritizing sectors on the basis of „worst-off‟ and 

„most-needed‟ must be synchronized to keep the process of developing and up-keeping in line.  
 

Creating Partnerships 

Partnerships have always been viewed as an ideal means of combining best assets, improving 

capabilities, allocating risks and sharing costs, to ensure a strengthened shared output.9 It is no news 

that the expenditure on capital works such as water supply and sewerage, public health and 

sanitation, waste disposal, roads and street lights is exponentially high.10 The objective is not for the 

government to shed-off responsibility when it faces budgetary pressure; it is to rope in private allies 

who may be better equipped –financially and infrastructure-wise – to help provide public services in 

a better manner.  

The advent of privatization and marketization in this process of service delivery will make it more 

competitive and effective.11 Several kinds of arrangements, such as service contracts, management 

contracts, lease contracts, concession BOT (Build Operate Transfer) contracts, etc. may be used in 

forging such partnerships.  

As can be learnt from the practice in UK, voluntary charities can also participate in service delivery, 

within the framework of their objects and powers.12 For instance, the Canal and River Trust is a 

registered charity in England which works to protect inland waterways, they maintain these water 

systems by constructing networks of bridges, embankments, towpaths and docks.  

 

Citizen Primacy and Awareness 

The goal of every service delivery system is to ensure that the end-user or the consumer of the 

service stands satisfied and is not exposed to unfair practices or wrongdoings in the market, if such a 

consumer is a market participant. Organizations which may deal with issues of pricing and retailer-

ship possess time-sensitive data which must be necessarily made available to citizens.  Data collation 

and dissemination is therefore the thrust of public service delivery operations of such agencies.  

                                                           
9 Erick F. Oechler Solana, „Public Private Not-for-Profit Partnerships: Delivering Public Services to Developing 
Countries‟ (2014) 78 Procedia Engineering <http://ac.els-cdn.com/S1877705814010522/1-s2.0-S1877705814010522-
main.pdf?_tid=c1efd80e-5d08-11e7-a44d-00000aacb35e&acdnat=1498767965_df0f860f7d012f450dde56cc5ce00adc> 
accessed 31 May 2017 
10 Ramakrishna Nallathiga, „Public Private Partnerships in the Delivery of Urban Services: Need, Potential, Process and 
Principles‟ (International Conference on Public Private Partnerships in the Water Sector, Nagpur, November 2006) 
<http://unpan1.un.org/intradoc/groups/public/documents/cgg/unpan043990.pdf> accessed 29 June 2017 
11 Karen Johnston Miller and Duncan McTavish, Making and Managing Public Policy ( 1st edn, Routledge, 2013) 
12 Kerry O‟ Halloran, The Profits of Charity: International Perspectives on the Law Governing the Involvement of Charities in Commerce 
(1st edn, Oxford University Press, 2012) 
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A citizen is entitled to information and accountability to the public is a part of governance.13 Apart 

from sensitive information which is not subject to disclosure as per statutory exceptions14, all other 

information is subject to disclosure on demand15, by the relevant authority in a time-bound manner. 

Disclosure of such information, as elucidated above, shields the consumer from corrupt market 

practices such as inflated pricing, by keeping the customer abreast with current price information.  

One such technical arm of the Indian Government‟s Petroleum and Natural Gas Ministry is an 

organization known as the „Petroleum Planning and Analysis Cell‟, headed by the Director General 

Ms. Atreyee Das.16 With the advent of daily pricing17 of certain petroleum products from the 16th of 

June, 2017, Ms. Das is of the opinion that her organization has been striving to ensure that 

consumers are kept aware of daily fluctuation in product prices and retailers sell only at such costs.18 

Her organization is assisting the Ministry with information dissemination through various channels, 

such as mobile applications, digitally-controlled price-bearing masts at each petrol pump station and 

the website of the organization which constantly is reporting price changes.  

The organization‟s current Citizen Charter19, about which Ms. Das commented that her organization 

has geared up to provide timely information on the computation of prices and their daily 

notification, as per the new daily pricing policy by publishing data for across thirty three locations in 

India since 16th June, 2017 and showing the corresponding price build-up alongside, is an instance of 

latent public service in the form of information. 

Ushering-in such techniques of service delivery to citizens is a must to ensuring widest reach of 

information and keeping the consumer knowledgeable and hence, relevant in the market scenario.  

 

 
 
                                                           
13 Y.K. Sabharwal, „Keynote Address‟ (Judicial Colloquium on Right to Information, Bhopal, 2005) 
<www.supremecourtofindia.nic.in/speeches/speeches_2005/rti.doc> accessed 10 May 2017 
14 Exemption from information disclosure is prescribed under § 8 of the Right to Information Act, 2005 
15 Request for relevant information may be made under § 6 of the Right to Information Act, 2005 
16 Ms. Atreyee Das is an Indian Audit and Accounts Service officer of the 1989 batch of Civil Servants and is currently 
on deputation in the Ministry of Petroleum and Natural Gas, since 2014. She heads the Petroleum Planning and Analysis 
Cell and the information provided above is from intercepts of her interview with the author, on 19th June, 2017 
17 Daily pricing, as against the system of fortnightly pricing of petroleum products, is a pricing mechanism followed in 
most advanced markets of the world and reflects everyday change in the price of petroleum products based on 
fluctuations in the international crude oil market 
18 Interview with Atreyee Das, Director General, PPAC, Ministry of Petroleum and Natural Gas, Government of India 
(New Delhi, India, 19th June 2017) 
19 Petroleum Planning and Analysis Cell, „Citizen‟s/Client‟s Charter: Main Services/Transactions‟ 
<http://ppac.org.in/WriteReadData/userfiles/file/Citizens%27-Clients%27%20Charter%2004%2008%202016.pdf> 
accessed 23rd June 2017  
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PRE-DELIVERY ARRANGEMENTS  
 
Contracts or framework agreements 

Making suitable arrangements for the flow of public services may require engaging of third parties, 

such as independent contractors, intermediaries, contract labourers and hiring of other kinds of 

`workforce. Their engagement must be done through legally enforceable contracts and agreements, 

stating and setting out the scope of work required to be carried out, the consideration payable based 

on fair pricing which must not disregard norms of public expenditure and necessarily stating that 

time is of essence in such contractual arrangements.20  

 

New Public Management (NPM) Model 

Under the NPM Model, the Government by itself is no longer the primary provider of services. 

Similar to how the arrangement works on a hire basis, the Government allocates contracts for 

service delivery to appropriate bodies and private corporations; in the process its role becomes 

limited to that of a primary supervisor – a visible shift from the traditional „command and control‟ 

approach. The thrust of the NPM model lies in competition and private sector management.21 This 

model restricts the role of the bureaucracy to need articulation and aggregation.22 

In UK, the Public Services (Social Value) Act, 201223 was enacted to provide for public services. As 

per the scheme of the legislation, it is imperative that relevant due diligence in terms of assessment 

of third party competency and socio-environmental feasibility be carried out. In this backdrop, the 

following practices are encouraged, 

� advertisement for inviting expression of interests 

Public announcement by the relevant agency or department for engaging of personnel to 

provide necessary channels for flow of public services and formal expression of keenness by an 

interested party, to be engaged for the same, is vital. Such is usually done by publication of 

notification in the gazette and in local newspapers in a language that may be widely understood.  

 

 

                                                           
20 M/s Construction and Design Services v. Delhi Development Authority 2015 (14) SCC 263 
21 Mark Robinson, „From Old Public Administration to New Public Service: Implications for Public Sector Reform in 
Developing Countries‟ (2015) UNDP Global Centre for Public Service Excellence < 
file:///C:/Users/croma/Downloads/PS-Reform_Paper%20.pdf> accessed 2nd June 2017 
22  Text to n 41 
23 Public Services (Social Value) Act 2012  
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� tendering or bidding process 

Parties which are shortlisted for engagement are required to participate in the bidding process by 

submitting their tenders – which outline manner of delivery of work, underlying costs and 

relevant timelines. Procurement through such contracts based on public expenditure 

benchmarks must be done after requisite assessment and competitive price comparison.24 Based 

on such commitments, the agency or department so hiring, after making all relevant 

considerations, may offer the project to such party who is deemed as most suitable.  

� assessment of economic, social and environmental well-being in the course of project implementation 

The project being undertaken must be evaluated in terms of its social impact, probable 

hindrances that may accrue from the environment and economic viability. Negative externalities 

must be at a minimum, which would lead to the project scoring positively on the impact 

assessment scale.25 For instance, in a study conducted to review construction projects in the 

Delta region of Nigeria, which had essentially government clientele, it was seen that the 

environment poses certain extraordinary challenges which may already presuppose extensive 

costs and time overrun.26 Technological availability, political stability and infrastructure are 

components of the larger „environment‟ factor. Further, as an example, the safety of commuters 

using a bus transit system may be an assessment required along the lines of social concern. 

Equipping of public buses with GPS and Automatic Vehicle Tracking System would be a means 

to achieve the goal of commitment to safety by an organization having a wide public interface.27 

 

Efficient Distribution Channels 

Conduits and flow mechanisms created to facilitate flow of public services must be designed, 

developed and maintained to serve maximum public utility, with minimum cost and easy 

accessibility. Proportionate circumstantial evaluation and recognition of special needs28 are important 

indices to be considered in planning distribution channels. Maintenance of online portals and e-

                                                           
24 G. Ashok Kumar, „Ethics in Public Procurement‟ (Workshop on Enforcement of Contract Clauses and Timely 
Recovery, Jaipur, February 2012) 
25 Richard Batley and Claire Mcloughlin, „The Politics of Public Services: A Service Characteristics Approach‟ (2015) 74 
World Development < http://www.sciencedirect.com/science/article/pii/S0305750X15001278> accessed 13 May 2017 
26 P.O. Akanni, „Impact of Environmental Factors on Building Project Performance in Delta State, Nigeria‟ (2015) 11 (1) 
HBRC Journal < http://www.sciencedirect.com/science/article/pii/S1687404814000200> accessed 4 June 2017 
27 Delhi Transport Corporation, „Citizen‟s Charter‟ <http://dtc.nic.in/ccharter.htm> accessed 2 May 2017 
28 Special facilities for people with disabilities, for indigent persons, improvement in telephone enquiry service and 
comprehensive customer-care training are recognized for efficient service distribution 
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management of requests for service, tracking of flow, disbursement of information, procurement 

and forwarding systems may assist in proving to be an efficient distribution channel.29 

 

Smart Path: Digitalization 

The system of „digital governments‟ allows governmental service delivery operations to be run via 

electronic channels.30 Such online operation, apart from being speedier, may reap several other 

benefits. All support systems, including front-office operations and back-office infrastructural nodes 

are run digitally. A citizen-centric approach, based on adequate investments in information and 

technology up-gradation and requisite personnel training, adopted may make services more 

accessible through such a medium. Computerization of government records and use of e-

information handling systems such as cloud computing reduce operation costs and render higher 

efficiencies in service delivery.  

India‟s performance in this regard has been much like Brazil‟s, with both having similar structural 

type of developing economy.31 For instance, health services are an important public good. The 

electronization of health records (EHR) requires provision for vital preconditions, such as electronic 

medicine prescriptions, paperless information processing and interoperability-cum-exchange of 

patient information.  Though the long-term vision is of perfect and wholesome digitalization, poor 

core infrastructure and issues of corruption and red-tapism hinder this process. 

 

Charter-based Enunciation32  

Enlisting satisfies consumer knowledge and time-bound responsiveness. Further, „chartering‟ of the 

same symbolizes the existence of a pseudo-contract between a citizen (as a taxpayer and a consumer 

of goods and services) and the provider and facilitator of such services.33 The obligation for 

providing, maintaining, expanding, strengthening and improvising such channels of service rests 

upon the latter. 

                                                           
29 For instance, the India Post service (under the Ministry of Communications) has specific assistance tabs for 
consignment tracking, locating nearby post offices, feedback submission and complaint registration  
30 Information Technology (Electronic Service Rules) 2011, s 2(i) 
31 Meenakshi Sharma and Himanshu Aggarwal, „EHR Adoption in India: Potential and the Challenges‟ (2016) 9 (34) 
Indian Journal of Science and Technology < www.indjst.org/index.php/indjst/article/view/100211> accessed 14 May 
2017 
32 Department of Administrative Reforms and Public Grievances, „Citizen‟s Charter – A Handbook‟ < 
http://goicharters.nic.in/cchandbook.htm> accessed 3 June 2017 
33 David Clarke, „Public Service Charter‟, Encyclopedic Dictionary of Public Administration (J.F. Savard edn, 2012) 
<http://www.dictionnaire.enap.ca/dictionnaire/docs/definitions/definitions_anglais/public_charter.pdf> accessed 22 
May 2017 
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Essentially adopted by borrowing from the UK model, a public document referred to as the 

„Citizen‟s Charter‟ enlists the various goods and services, being offered as public services by the 

relevant corporation/organization, is created by senior experts and persons who have the 

experiences of end-user interactions and placing services in motion. It has a preambular introduction 

in the form of a „Vision and Mission Statement‟34 – this is the stating of what services are intended 

on being provided for, standards of service and the outreach the program intends on achieving, 

created after due public interest assessment35. Further it details out the various businesses transacted 

by the organization, its existing clientele, details of nature of services provided to each client group 

and details of grievance redress mechanism and how it may be accessed. Further, the Indian model 

also intends on making an assessment of what clients expect from the service, which may include 

features such as timeliness, feedback systems and scope for improvement.  

Charters are essential in ensuring that flow of services is demand-based, as against being dependant 

on supply.36 

 

‘IN THE COURSE OF DELIVERY’ OPERATIONS 
 
Inter-Agency Coordination and Delivery Flexibility 

Cross-agency work and developing a collaborative work structure can go a long way in ensuring 

good public service delivery. Focus on independent organizational culture is often a detriment in 

securing joined-up services.37 Common larger purpose and sharing of resources and information 

could form the basis for such a collaborative arrangement which may be cemented through a formal 

relationship to share risks and responsibilities. For example, both a fire service authority and an 

organization for environment protection may choose to have a common pool for fire dousing and 

emergency response teams for tackling issues such as fire gutting residences as well as forest fires 

alike.  

Such an arrangement not only builds operational efficiency but can also allow for flexibility in 

delivery of services, based on the degree of preoccupation of each of the collaborating units.  

                                                           
34 Report of Administrative Reforms Commission II, 4, 34 
35 Guido Bertucci, „Promoting Ethics in Public Service‟ (2000) United Nations Division for Public Economics and 
Public Administration Series E/8 <https://publicadministration.un.org/publications/content/PDFs/E-
Library%20Archives/2000%20Promoting%20Ethics%20in%20the%20Public%20Service.pdf> accessed 6 June 2017 
36 Public Sector Research Centre, „The Road Ahead for Public Service Delivery: Delivering on the Customer Promise‟ 
(PricewaterhouseCoopers, April 2015) 
<https://www.pwc.com/gx/en/psrc/pdf/the_road_ahead_for_public_service_delivery.pdf> accessed 27 June 2017 
37 Public Services: Inter-Agency Risk p. 5 (November 2013)  
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Public Service Professionalism38 and Governance Reforms 

Poto Williams, a member of the New Zealand Parliament, had reflected her concerns once, about 

the lack of „right skills‟ for those engaged in public service delivery. One of the reasons she cited was 

that of low wages acting as an impediment to attract staff with up-to-date capabilities.39 However, 

she did not dismiss the possibility of the motivation for staff to join the social sector to be altruistic, 

but this can hardly be stated as a generalization. As a blanket understanding, traditional financial 

incentives alone might not be successful. 
A „public servant‟40, includes such person who by virtue of holding such public office has a duty to 

expend any property, or make a survey, execute any process or investigate or report any matter of 

law or fact, produce any information or perform any such obligation which pertains to the 

ascertainment of rights and obligations. Under the modern approach to public administration, the 

role of such officials is limited to interest aggregation and articulation of shared goals.41 

It is obligatory on the part of the Government to ensure appropriate channels and conduits are 

created and maintained for flow of public services. Acting through its agents, the Government 

whilst being the principal has the power to regulate the conduct of the various officers appointed 

under its pleasure. In doing so, it must ensure that its officers act in a manner that is consistent with 

the speedy and efficient rendering of the demanded public service.  

Managerial reforms are the core concern in building professionalism in public service delivery, one 

of which is the need for depoliticizing of bureaucracies.42 Measures to ensure that political pressure 

does not latently force officials to act in a partisan manner or with poor judgment must be put in 

place. Agency behaviour, it must be ensured is guided by rational discretion and not by blind 

commitment to institutional diktats.43  

 Avoidance of such public duty or deficiency in service so rendered, this responsibility is viewed as a 

statutory duty under certain legislations44, failure of which may expose the person-in-default to 

penalties and sometimes, even litigation. For instance, a residential health care provider which 

                                                           
38 Public service professionalism in general is the overall value that encompasses all other values that guide public service 
such as neutrality, loyalty, diligence, punctuality, impartiality and effectiveness 
39 Deloitte (n 1) 
40 Indian Penal Code 1890, s. 21(9) 
41 Janet V. Denhardt and Robert B. Denhardt, The New Public Service: Serving, Not Steering (3rd edn, M.E. Sharpe, 2007) 
42 Guido Bertucci, „Professionalism and Ethics in Public Service: Issues and Practices in Selected Regions‟ (2000) United 
Nations Department of Economic and Social Affairs Series E/5 
<http://www.pogar.org/publications/finances/anticor/publicserviceethics.pdf> accessed 14 May 2017 
43 Walter L. Balk, Managerial Reform and Professional Empowerment in Public Service (1st edn, Quorum Books, 1996) 
44 Michael Mandelstam, Equipment for Older or Disabled People and the Law (1st edn, Jessica Kingsley Publishers, 1997) 
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provides healthcare facilities for old and disabled person may face civil litigation if a patient, under 

their care, dies due to negligence or failure to take adequate care.  

 

Value-Infusion and Shared Ethics Infrastructure 

The 1996 Canadian Tait Report45 embodied the idea of integrating ethics and morals in the process 

of carrying out public duty by officials, by formulation of a binding Code of Conduct. It envisaged 

the space for creating a „moral contract‟46, wherein service providers and receivers would be bound 

to one another and moral obligations would subsist between the two. Embracing a notional 

“nationality integrity system”47 based on a common ethos foundation and shared ethics can be 

helpful in binding everyone to a common belief system, thereby avoiding discrepancies in moral 

standings. 

Exemplary standards of oversight and accountability have been set by the office of the 

Commissioner of Public Sector Integrity48, in Canada. This body investigates and acts upon claims of 

misconduct and mismanagement by public servants in the course of official duty. Such wrongdoings 

driven by the motive for self-gratification, once affirmed, may attract penalties such as suspension 

from duty. 

 

Disclosure Protection Legislations 

In the course of ensuring the smooth and efficient flow of services to its intended beneficiaries, the 

process of doing so and the passage of the requirement must be agent-to-agent under supervision49, 

and free from hindrances. Any lag involved and acting as an impediment must be tapped and 

removed at the first instance, and the process of service delivery immediately resumed. In this 

regard, public officers who deliberately evade duty50, fabricate records51, create barriers in service 

                                                           
45 John C.Tait, Report of the Deputy Ministers Task Force on Charter of Public Service Values and Ethics 1996-2000 (C99-980348-
4E) 
46 Kenneth Kernagan, „Encouraging “Rightdoing” and Discouraging Wrongdoing: A Public Service Charter and 
Disclosure Legislation‟ (2006) 2 (3) The Public Service and Transparency 
<http://publications.gc.ca/collections/Collection/GomeryII/ResearchStudies2/CISPAA_Vol2_3.pdf> accessed 28 
June 2017 
47 Petter Langseth and Rick Jeremy, „The Role of a National Integrity System in Fighting Corruption‟ (1997) Economic 
Development Institute of the World Bank Working Paper 18868 
<http://documents.worldbank.org/curated/en/165851468762295346/pdf/multi-page.pdf> accessed 10 June 2017 
48 Office of  the Public Sector Integrity Commissioner of Canada <http://www.psic-ispc.gc.ca/eng> accessed 17 May 
2017 
49 Dr. C.S. Rangachari, „Organization Design for Service Delivery in Public Sector‟ (2003) Centre for Good Governance 
Collected Working Papers 2/2003 <https://www.cgg.gov.in/workingpapers/WP-38-61.pdf> accessed 26 May 2017 
50 Police and Ors. v. Battenapatka Vemkata Ratnam and Ors 2015 (5) SCALE 253 
51 Shambhoo Nath Misra v. State of Uttar Pradesh and Ors (1997) 5 SCC 326 
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transmissions, indulge in corrupt practices and otherwise act in impropriety must be identified and 

removed from the course of service delivery.  
More importantly, protection must be offered to such individuals who report the wrongdoings of 

such officers and act as whistleblowers of sorts. They must be made immune from any wrongful 

action that may be taken against them, such as frivolous proceedings and reprisals; to the best extent 

possible, such persons‟ identity must be protected by anonymity, failing which the person making 

such disclosure and suffering a loss may take appropriate action, such as in Irish law.52  
 

Procedural Propriety and Abidance 

Many a times, targeted beneficiaries of public services complain of hardship due to failure to receive 

the requested service(s). In this regard, officials have often escaped with the defense of abidance 

when they have successfully demonstrated that they acted with procedural propriety and with due 

regard to the demands of the customer.53 Lack of resources or absence of channels for service are 

no excuse but it has been widely held that if such situations of constraint persist and 

unreasonableness in public duty cannot be asserted against an official or service provider, they are 

required to implement the reduced service for those in extreme or radical need, on priority basis.  

As a minimum threshold, commitment to the express policy and procedure for procurement and 

delivery of public services would ensure less chaos by reducing the scope for bureaucratic 

manhandling and indiscretion.  

 

Accountability and Candour in Service Flow Process 

Unlike an understanding of a dichotomous sense of accountability where „user-choice‟ is seen as 

conflicting with „social justice‟, a perfect sense of accountability can juxtapose 

competitive/consumer-driven performance management (user-choice) as a sub-set of 

collaborative/citizen-centric inclusive management (social justice)54 – the latter reflecting a general 

attitude of governance.  

Transparency is the means to ensure a responsive and participatory citizen-consumer and is the 

essential tool for accountability. Advocates of extreme transparency espouse even unprocessed data 

                                                           
52 Protected Disclosures Act, 2014, s. 16 
53 R v. Gloucestershire CC ex parte Mahfood (1997) 1 CCLR 7, R (Savva) v. Royal Borough of Kensington and Chelsea [2010] EWCA 
Civ 1209 
54  Accountability in Public Service Delivery: A Multidisciplinary Review of the Concept (July 2011)  
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to be made available on demand55, to fully rope in the citizen in the governance process. In the light 

of public services, transparency would be equivalent to a consumer being able to monitor the status 

of an application which request for a service. Organizations must also ensure that acknowledgment 

of receipt of request is instantly delivered back, stating rectifications in request if any are needed and 

that once cognizance of the service demand is made, the processing cogwheels are immediately set 

in motion and service delivery is ensured in a time-bound manner.  

 

Oversight of a Quasi-Judicial Body 

An important practice that must be incorporated in ensuring good and just public service delivery is 

by the constant onlook and supervision of the same by a public advocate or as more commonly 

known as an ombudsman. The Scottish Public Service Ombudsman (SPSO) provides an important 

lesson demonstrating the necessity of having such a public body.56 Its objective remains not to only 

resolve individual complaints and grievances of specific persons, but to carry the change forward 

which can be seen from their decisions carrying follow-up recommendations.57 In the wake of the 

2013 Robert Francis Inquiry Report58, the SPSO more vehemently pursued its recognition of valuing 

complaints to ensure active improvement of services, such as evolution of the statutory duty of 

candour. On earlier occasions as well, such as the in the Scottish Government Learning Directorate 

case59, on a private complaint made alleging poor investigation into a sexual assault attempt in a 

public school, the SPSO concluded that the investigation had been carried out in an loose manner, 

leading to inconclusive findings and factually incorrect information; further the non-consultation 

with other concerned and interested bodies, such as the Scottish Work Department was 

inappropriate.  

The review of executive action by a quasi-judicial body, like an ombudsman, can ensure that 

arbitrariness and non-responsiveness in delivery of public services is avoided by instituting a mode 

for checks and balances.  

 

                                                           
55 Organization for Economic Cooperation and Development, Towards Recovery and Partnership with Citizens: The Call for 
Innovative and Open Government, Conclusions of a Meeting of the Public Governance Committee at Ministerial Level 2010  
56 The Scottish Parliament, „Scottish Public Services Ombudsman‟ 
<http://www.parliament.scot/parliamentarybusiness/CurrentCommittees/69751.aspx> accessed 17 June 2017 
57 Scottish Public Services Ombudsman, Annual Report 2012-13 (July 2013) 
58 The 2013 Francis Report brought to light the failings in providing care of the Mid-Staffordshire NHS Foundation 
Trust by its nurses and midwives along with poor conduct in several tiers of its management, causing a poor healthcare 
delivery system  
59 Scottish Public Services Ombudsman, Scottish Learning Government Directorate, Report No. 201103092 (2012) 
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POST-SERVICE OPERATIONS 
 

Feedback and Grievance Addressability 

To have a mechanism of feedback on service received and reporting of grievances when there is 

delay or failure in receiving of a service is positive means to strengthen public service delivery. For 

instance, the Municipal Administration of the state of Tamil Nadu in India controls the various 

urban local bodies and corporations that work under its aegis to perform service delivery 

operations.60 Citizens are provided with appropriate routes, such as contact numbers, to directly 

engage with officials and executives, record their grievance and expect time-bound redressal, failing 

which they make issue notice of action against concerned authorities.  

Standard data structuring and centrally-controlled database management, with features such as 

automatic communication to and from officials, auto-escalation of grievance in accordance with line 

of seniority in a time-bound manner and Management Information System (MIS) reporting are good 

practices61 to ensure efficient processing of complaints and making them a basis for learning, 

training purpose and carving improvisation.  

 

Compensation/Refund in the event of failure to provide services or charging in excess 

Keeping open the avenue of acknowledging failure to render service is also a means of showing 

commitment to efficient service delivery for citizens. Compensatory relief may be awarded to 

affected individuals in the event of such failure. An agency which follows this ideal practice is the 

Hyderabad Metropolitan Water Supply and Sewerage Board, in India.62 Its Charter states that if new 

demands for water supply and sewerage channels are not sanctioned or rejected within thirty 

working days, a token amount of twenty rupees, along with a fresh date for demand not exceeding 

fifteen days hence shall be provided to the aggrieved customer on a no-question asked basis. 

Correspondence with the customer by the technical official is also encouraged to explain reasons for 

delay and denial.  

                                                           
60 The relevant Citizen‟s Charter provides for a fine of Rs. 50 per day to be collected from the concerned staff of the 
corporation which fails to redress grievances in a time-bound manner 
61 Planning Commission of India and UNDP India, Social Sector Service Delivery: Good Practices Resource Book (2009)  
62 Hyderabad Metropolitan Water Supply and Sewerage Board, „Services‟ <https://www.hyderabadwater.gov.in/en/> 
accessed 29 June 2017 
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Having a system of refunds is equally important, in case an already-paid for service fails to be 

delivered or where excess may have been charged, such as in the case of payment of tax returns.63  

 

CONCLUSION 
Empowering human resource and institutional capacity-building is the essence of developing a good 

and efficient means of public service delivery.64 Public service delivery projects require monitoring 

and supervision under a loop-evaluation system to remain streamlined with the extent of demand.  

Pre-delivery planning and affixing demand targets, installing check-points in the interim while 

service delivery is pending and ex post facto review and assessment of target-fulfillment – this 

implementing mechanism backed with home-styled reforms can form the ideal basis for linking 

services to the citizens. Simultaneously, international practices such as manner of contract-assigning 

and capacity-allocation to private bodies, incorporating Information and Communication 

Technology (ICT) and e-governance features in service media, rewarding the performance of 

efficient and honest officials albeit keeping their direct involvement in the process to a minimum, 

and innovating means to „self-help‟ in the enforcing of the right to public services must be 

architected and incorporated to suit the national framework.  

                                                           
63 Central Board of Excise and Customs, „Citizen‟s Charter and Vision Document < http://www.cbec.gov.in/htdocs-
cbec/whoweare/citz-charter> accessed 28 June 2017 
64 „Public Sector Reform: Improving Public Service Delivery, Enhancing Citizen‟s Voice and Good Governance‟ (2013) 
The World Bank <http://www.worldbank.org/en/results/2013/02/08/public-sector-reform--improving-public-
service-delivery-enhancing-citizens-voice-and-good-governance> accessed 25 June 2017 
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ENFORCING RIGHT TO PUBLIC SERVICE IN WEST BENGAL 
 

- Soumya Dwivedi* 

 

ABSTRACT 
The West Bengal Right to Public Service (WBRPS) Act is an important step in strengthening and improving 

the public service delivery mechanism. The Act professes to address the growing demand of the citizens for 

improving public service, reducing corruption through imposing penalty on service providers for defaulting and 

imposing time frame for delivery of service and aim at universalisation of public service. This paper analyzes the 

West Bengal Act and its implementation policies by the Government. 

 

INTRODUCTION 
Directive Principles of State Policy1 as laid down in Part IV of the Constitution of India, though 

non-justiciable, are important guidelines to the State2. The Conceptual framework of DPSP asserts 

that India is a ‘welfare state’.  A welfare state means a concept of government where the state plays a 

central role in the protection and promotion of the economic and social welfare of its citizens. In 

other words, the Constitutional goals as envisaged in the Directive Principles of State Policy state 

that everyone should receive the benefits provided by the Government. There should not be any 

delay in reaching this. However, since the first 50 years of the Constitution, the thinkers and 

members of the civil society felt that all is not well in delivery of government services to the citizens. 

Hence, several governments devised certain strategies to see that the programmes, benefits etc. of 

the Government reach to the poorest of the poor.  

 
IMPROVING SERVICE DELIVERY 

A new governance model which originally started in OECD countries particularly in Great Britain 

dealing with John Major Government in 1991, put ‘citizens’ at the heart of governance i.e. ‘citizen 

centric’ rather than the earlier bureaucratic centric model of governance.  The new model aimed  to 

remove the inadequacies of the public service delivery as was prevalent at that time and laid 

                                                           
* Student, National Law University, Jodhpur. She may be reached at soumyad97@gmail.com.  
** The views and opinions expressed in this article are those of the authors and do not necessarily reflect the official 
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1 Directive Principles of State Policy has been borrowed from the Irish Constitution. 
2 Article 12, The Constitution of India, 1949. ‘State includes the Government and Parliament of India and the Government and the 
Legislature of each of the States and all local or other authorities within the territory of India or under the control of the Government of India’. 
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emphasis on quality and time bound delivery of services, transparency, accountability, timely 

redressal of grievances and involving citizens in participative governance with the enhancing of 

citizens satisfaction.   

The public service delivery system in India became synonymous with inefficiency and slothfulness.  

In many official reports including the 2nd Administrative Reforms Commission 2008, a large number 

of states highlighted the inadequacy in the public service delivery in other countries. The 

Commission, in its 12th report, entitled ‘citizen centric administration: the heart of governance’, in 

chapter 7, paragraph 7.2.2 has stated as follows:  

‘The basic principle of grievance redressal system is that if the promised level of service 

delivered is not achieved or if a right of a citizen is not honoured then the citizen should be 

able to take recourse to a mechanism to have the grievance redressed.  This mechanism should 

be well popularized, easy to use, prompt and above all, citizens must have faith that they will 

get justice from it.’  The paragraph which follows goes on to further observe, ‘....our country 

needs a public service, which is capable, innovative and forward looking’. 

The Right to Public Service Act is one such of the many initiatives in the recent times .The 

enactment of such legislation by Indian states was an acknowledgement of the unsatisfactory nature 

of public service delivery system in the country.  The Act by specifying entitlement of the citizens 

and creating a system of punishment and reward marked a significant departure of the government 

to impose penalties on its officials for non-delivery or untimely delivery of services to the citizens.   

The West Bengal Government came forward by way of enacting the Right to Public Services Act, 

2013. While it is too early to evaluate the efficacy of the West Bengal Right to Public Service Act and 

its long term impact on improving service delivery, a preliminary appraisal of its implementation 

may throw light on its efficacy in the long run. 

 

SALIENT FEATURES OF THE WEST BENGAL GOVERNMENT ENACTED RIGHT 

TO PUBLIC SERVICES ACT, 2013 
The West Bengal Right to Public Service (WBRPS) Act is an important step in strengthening and 

improving the public service delivery mechanism. The Act professes to address the growing demand 

of the citizens for improving public service, reducing corruption through imposing penalty on 

service providers for defaulting and imposing time frame for delivery of service and aim at 

universalisation of public service. 
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The Act covers all departments, directorates and the subordinate offices, local bodies, authorities, 

corporations and State public sector undertakings.  All such public authorities are mandated to 

designate an officer responsible for providing the specific service.  They shall also designate an 

Appeal Officer and a Review Officer. A citizen can approach the designated officer for obtaining 

the service and can file an appeal before the Appeal Officer in case of default or delay in providing 

the public service.  The Act also provides for constitution of a State Public Service Delivery 

Commission. 

If the citizen is not provided the specific service within the prescribed time period, the provision of 

penalty against the designated officer has been provided in the Act.  Similarly, the Act also provides 

for cash incentive and certificate of appreciation to the government employees for providing service 

within due time. 

Section 3 of the Act provides that every eligible person shall have the right to obtain Public Services 

in accordance with the provision of this Act. 

The term ‘eligible person’ is defined in section 2(e) as ‘a person who is eligible for services notified 

by the State Government.’  Similarly, ‘right to service’ as defined in section 2(j) means ‘right to 

obtain the service within the stipulated time limit as specified in section 4 of this Act.’  Also, the 

term ‘service’ is defined in section 2(k) as ‘any service notified by the State Government under 

section 3 of this Act.’   

The Act provides for the appointment of Designated Officer, Appellate Officer and Reviewing 

Officer.  The ‘Designated Officer’ has been defined in section 2(d).  Section 4 of the Act provides 

that the Designated Officer shall provide all the services notified under section 3 of the Act to the 

eligible person within the stipulated time limit.  Section 5(2) casts upon the responsibility to the 

Designated Officer that on receipt of an application to either provide service or reject the 

application.  In the event of rejection of an application by the Designated Officer, he shall have to 

record the reasons for not providing the services in writing and intimate to the applicant. 

Section 6 of the Act provides for appeal to the Appellate Officer against the orders of the 

Designated Officer within 30 days from the date of rejection of application or the expiry of the 

stipulated time limit.  Section 6(3) provides for a second appeal to the Reviewing Officer against 

decision of the Appellate Officer within 60 days from the date on which the Appellate Officer takes 

the decision.  Under section 6(6), the Appellate Officer and the Reviewing Officer while deciding an 

appeal, are vested in power of a civil court while trying a suit under the Code of Civil Procedure, 

1908, in respect of  
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(a) requiring the production and inspection of document 

(b) issuing summons for hearing to the Designated Officer and appellant, and  

(c) any other matter which may be prescribed. 

The penal provisions are provided under section 7 of the Act.  Section 7(1)(a) provides that if the 

Reviewing Officer is of the opinion that the Designated Officer has failed to provide services 

without sufficient and reasonable cause, then a penalty of not less than Rs. 250 and not more than 

Rs. 1000 can be imposed.  Section 7(b) provides that the Reviewing Officer may impose a penalty of 

Rs. 250 per day on the Designated Officer which shall not exceeds Rs. 1000, if he is of the opinion 

that the Designated Officer has caused delay in providing services.  Similarly, section 7(b)(2) 

provides that the Reviewing Officer can impose a penalty on the Appellate Officer of not less than 

Rs. 250 and not more than Rs. 1000 if the Appellate Officer has failed to decide the appeal within 

the stipulated time limit without any sufficient and reasonable cause.  The Act also provides the 

Reviewing Officer to recommend disciplinary action against the Designated Officer or the Appellate 

Officer under the Service Rules if he is satisfied that they have failed to discharge the duties assigned 

to them under the Act.   

Section 11 of the Act provides for displaying the services and the time limit locally on the website 

for information of the public.  Section 12 of the Act empowers the State Government to constitute 

a commission to be called the West Bengal Right to Public Service Commission. 

 

OPERATIONALISATION OF THE WBRPS ACT 
The Act was notified in 2013.  After the notification, 23 out of 63 departments have issued 

notifications specifying list of services which are to be provided to the citizens in a time bound 

manner. 

The services which have been notified by the 23 departments of the State Government pertain to 

birth and death certificates, marriage registration certificate, issuance of construction and other 

licenses with regard to construction of cold storage/warehouses, issuance of caste certificate, 

registration of cooperative societies, issuance of manufacturer/dealership licenses by the Controller, 

Directorate of Legal Metrology, environmental clearance for establishment of industries in the 

red/orange/green zones, other environmental clearance under different environmental laws.  

Issuance of fire licenses under the West Bengal Fire Services Act, 1950; issuance of fire safety 

certificates, distribution of biometric card/fishermen ID card to fishermen, accreditation certificate 

for fish seed/hatchery, registration and transfer of fishing vessels, issue of new/duplicate ration 
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card, issuance of disability certificate, issuance of PCPNDT licenses, inspection for new degree 

colleges.  Issuance of licenses by the Home Department under Private Security Agencies Act, 2005: 

issuance of copy of FIR to the informant, renewal of police license for shops, eating houses under 

the Calcutta Police Act, 1886, renewal of cinema licenses.  Registration and grant of licenses under 

the Factories Act, 1948 by the Labour Department: issuance of provisional order of boiler, issuance 

of certified copy of Record-of-Right by the Land Department, approval of the building plan by the 

urban and rural local bodies, registration of vehicles and issue of registration certificate by the 

Transport Department, grant of driving license and many other such certificates. 

The respective notification issued by the different departments of the State Government have clearly 

specified the services and the time lines within which the services could be provided to the applicant 

citizen. In order to give further emphasis on the importance of delivery of time bound services and 

to the public services act, the State of West Bengal constituted the West Bengal Right to Public 

Service Commission in December 2015 with one Chief Commissioner and one Commissioner. 

 

EVALUATION OF THE WBRTPS ACT 
Notwithstanding the initial apathy and resistance by a section of bureaucracy to frustrate the 

objective of the Act, a fair degree of seriousness is being attached to the implementation of the Act 

due to considerable political backing that the initiative has received from the political leadership. The 

Chief Minister of the State has in order to create awareness among the general public about their 

entitlement under the Act has given a local name ‘Somayer Sathi’, which means ‘a companion of 

time’ to the entire range of services to be provided to the citizens in a time bound manner. A fair 

amount of standardization of the process of providing different public services to the citizens has 

been achieved by different departments so that there is a standard operating procedure for delivery 

of different services.  Coupled with it, it has through business process reengineering for different 

services, streamlined the processes which has gone a long way in checking inefficiencies and 

preventing delays in the delivery of services.  Further the most important positive outcome of the 

new legislation has been the comprehensive e-governance in various areas of public services viz. 

land (Bhuchitra), property registration (Nathikaran), tax (e-Sahaj) , fire and environmental clearances, 

building plan, etc.  through application of modern ICT tools including a web-enabled citizen friendly 

service.  Business process reengineering has been done to cut down unnecessary procedures and 

hence avoidable delays in the delivery the public services. The reduction of manual interface 
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between the citizens and the public officials has greatly reduced corruption and harassment 

associated with delivery of public services. 

While the WBRTPS Act has greatly enhanced the level of public services and show signs of positive 

outcomes, the implementation of the Act has not gathered the required momentum despite a strong 

political will. One of the major reasons is the lack of awareness among the citizens about the 

entitlements under the Act.  This is more acute in rural areas.  The lack of proper infrastructure and 

poor connectivity which is essential for delivery of online services also remains one of the major 

bottlenecks.  In addition the general apathy among the government officials about the Act and 

overall need to provide time bound services remains one of the major challenges.  A change in 

attitude and mind-set of the officialdom is prerequisite for the success of the Act. 

Since the introduction of this Act and the constitution of the Commission no study has been done 

to assess the impact of the Act on the delivery of services.  As per the available records, no appeal 

has been filed by any applicant under the Act alleging non-delivery of services within the stipulated 

time by the Designated Officer.  It may wrongly lead us to presume that the notified services are 

being delivered by different Designated Officers of the departments within the notified time.  The 

actual situation may be quite different.  There may be an absolute lack of awareness among the 

public and hence their ignorance to assert the right for time bound delivery of services as enacted 

under the Act.  This impression draws strength from the fact that out of 50 departments only 23 

departments have till now issued notification despite Commission’s request to all the departments to 

notify the services under the Act.  Moreover, all the notifications issued by the departments are in 

English despite persuasion from the Commission to issue such notification in vernacular Bengali 

and other languages such as Hindi and Nepali.  The use of IT for better dissemination and citizen 

friendly access to different department of the Government through development of mobile friendly 

App or through Tathya Mitra Kendras has to extend to all departments.  

The Commission has also in its early review of the functioning of the WBRPS Act pointed out 

certain infirmities and drawbacks.  It was pointed out that only 23 out of 50 departments have issued 

notification notifying the list of services and timelines for delivery of the services.  Those 

departments which have issued notifications have done so in English and not in vernacular Bengali 

which is severely limited the dissemination of the rights of citizens to the common people.  The use 

of IT is crucial for informing the citizens about their rights to access public service.  The State 

Government is yet to fully utilise the modern IT tools like mobile apps, Tathya Mitra (common 

service centre), directly increase the feasibility of the Government to the citizens.  There is a lack of 
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acceptability of the Act in the state bureaucracy as they make them accountable to the citizens and 

expose them to penalties in case of delay or default. 

 

A COMPARATIVE STUDY WITH KARNATAKA 

Since its inception, many states have so far enacted the RTPS Act which primarily mandates to 

provide public services within a stipulated time frame and imposing penalty on officials who failed 

to do so.  A close reading of the state Acts reflects that the basic legal provisions adopted 

individually by each state have a fair amount of commonness covering services which are covered 

under the Act, time frame for each service, penalty for non-compliance, a governing structure and 

appellate authority and penal and provisions.3 The timelines and hierarchal structure in the state 

Acts are more or less the same.  Provisions for appeal, revision, penalty and compensation, bar of 

jurisdiction of courts etc. are also uniform across the state Acts.  There are significant differences in 

the provision of amount of penalty fixed and compensation, use of ICT, number of services 

covered etc.4 For the purpose of this study, the Karnataka Right to Public Services Act has been 

adjudged as the best practice and has been taken for as reference for comparison with the West 

Bengal Act and its implementation  

 

The Karnataka Act 

The Karnataka model is called the Sakala model.  ‘Sakala’ in Kannada means ‘in time’.  This was 

launched on 2nd April 2012 to implement The Karnataka Guarantee of Services to Citizens Act 

2011. It covers almost 334 public services. Within this short span of time, this ISO 9001 certified 

initiative has already received recognition in the form of a Google Innovator Award, a National e-

Governance Award, and the D L Shah Award from the Quality Council of India5 It claims of 

delivering 96 per cent of services ahead of time, thus reducing average time taken to deliver services, 

and 98 percent reliability standards with full transparency about working and relevant information. 

The provisions of this model besides guaranteeing time bound services and compensating at INR 20 

per day upto INR 500 per application, a mandatory display of whom to contact and procedure to 

follow on display boards, a computerized acknowledgement number, availability of online 

                                                           
3 Dr. Sindhu Thulaseedharan, ‘Right to Public Services in India- a new legal scenario’, (2013) 55:1, Journal of Indian 
Law Institute 62,63.  
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5 Shalini Rajneesh, ‘Guarantee of Services of Citizens: A case study of Karnataka’, (2013) IX, The Indian Journal of 
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application status and SMS alerts for the same.  The initiative has also come up with an Android 

App, the link to download which is easily available on the website’s homepage, thus making good 

governance more accessible. All information is available bilingually and reports are made available 

on public portals, the default/delay rate of this model is a mere 2 percent which also they attribute 

to ‘technical hiccups’ due to connectivity problems.  There are online debate forums in place, as are 

help desks and feedback mechanisms. With an objective of making procedures less cumbersome, the 

state has done away with affidavits in general and domicile certificates for housing, and accepts self-

declarations. It has made provisions to obtain suo moto birth certificates at government hospitals 

and reduced passport verification time from 90 to 20 days, thus making efforts in the best interest 

and convenience of the citizens.  The Sakala software, designed by expert IT professionals, auto-

generates a GSC (Guarantee of Service Citizen) acknowledgement number.  This is a unique 15 digit 

number which is used to prioritise requests as Appeal 1 and Appeal 2, and is also used by the citizen 

to track status of his request.  Presence of a mobile interface and SMS facility along with a call centre 

number enables the model to be functional in each corner of the state quite efficiently. 

 

THE WAY FORWARD 

The success of Karnataka RTPS to empower the citizens in accessing public service in a time-bound 

manner has proved the skeptics wrong that it is yet another futile piece of legislation.  Many 

important lessons emerge from the model for states like West Bengal where WBRTPS is yet in the 

stage of infancy. The most important of them is that merely having legislation is not enough.  It may 

be a good beginning but a well thought out strategy has to be put in place to effectively use it as a 

tool to deliver the desired outcomes.  The other crucial learning emanating from it is that extensive 

use of IT in providing service through back-end computerization and web-enabled IT interface for 

the citizens is sine quo non for better service delivery. The IT model is not mere computerization of 

the existing systems but involves an elaborate and complex business process re-engineering. On one 

hand while it ensures efficiency in delivery of service by doing away with manual interface, on the 

other hand it reduces rent-seeking by officials and hence avoidable harassment of the citizens at the 

hands of public officials. Secondly, the citizens have to be made aware of the rights.  An enlightened 

and empowered citizen is the key to success of the objectives of the act.  It is the educated citizen 

who will demand for better and timely public service. The West Bengal Government has to focus on 

a two pronged strategy – firstly focus on back-end computerization of all the important services and 

make them available to citizens in the nook and corner of the state through Tathya Mitra Kendra 
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and innovative tools like mobile based Apps and secondly to educate and empower them about their 

rights to demand time-bound services so that there is pressure of the public on the public systems to 

deliver services.  All the notifications and other procedures should be in vernacular Bengali, Nepali 

and Hindi to make it easier for the citizens to access those services.  All the departments should be 

encouraged to notify the services and the implementation of the Act should be reviewed at regular 

intervals.  A quarterly status report should be published in the public domain.  This will not only 

galvanize the public officials to act but also educates public to question the public authority. 

 

CONCLUSION 
The legislation of right to public services in the state of West Bengal for timely delivery of public 

services by different government departments and consequent empowering of the citizens demand 

access to services in a time bound manner is undoubtedly an important piece of legislation. 

However, a study of its implementation drives home the point that merely having legislation is not 

an end in itself. While most of the acts have similar provisions, but the difference in implementation 

is due to the strategy adopted by states to ensure the implementation of the provisions of the act. 

The Karnataka model provides an insight into the two main critical elements for success. Firstly, an 

extensive use of modern IT tools and unhindered access to the citizens to the web-enabled 

applications which are hosted in the public domain with the objective of removing manual interface 

between the citizens and the government and secondly, to empower and educate the citizens 

through awareness about their rights to demand time bound services. A well-informed and 

empowered citizen having hassle-free access to online services coupled with systems of punishment 

and reward as provided in the right to public service acts will go a long way in ensuring time-bound 

delivery of services. Another important lesson emanating from Karnataka is that while the provision 

for penalty and reward will make frontline employees accord higher priority to time- bound service, 

t h e  actual delivery on time will happen when legislation is accompanied by complementary 

governance reforms that build systems and capability for timely delivery as a matter of routine.   

In West Bengal , the remaining departments should be encouraged to come under the ambit of the 

act through suitable notifications, focus more on extensive use of IT-enabled applications for 

reducing manual interface between the citizens and public officials, thus ensuring higher efficiency, 

more comprehensive use of tatha mitra kendra, mobile-friendly apps, print and electronic media for 

creating awareness among the citizens about their rights to demand time-bound services and 

remedial action in case of default by the public officials in delivering those services.  



79 
 

AN ANALYSIS OF CITIZEN CHARTER AND PUBLIC SERVICES 

- Sakshi Mehra*  

 ABSTRACT 
The government of John Mayor launched the political initiative ‘Citizen’s Charter Policy’ in United Kingdom 

for the first time, in 1991, with the aim to continuously improving the quality of public services. Indian 

administrative system along with other South Asian administrative systems has been viewed as a traditional 

system of administration wherein ‘Public Service’ is considered as an exclusive task of the local government, 

unlike the public system management wherein public service is considered as a collaborative exercise involving 

government, non-government organizations, private firms etc.  However, the government has failed time to time 

in providing adequate services to the public, thereby creating a need for the citizen charter. The researchers have 

analyzed whether the existing citizen charter has been reduced to a mere formality? In the above back drop the 

research paper is trying to analyze the need for the citizen charter. The paper is based on the hypothesis i.e. 

Citizen Charter has been a catalyst in the formulation of an ideal citizen friendly administration in India 

.The data also presents the loop holes in citizen charter and public services. The researchers will also deal with 

Right to Public service and applicability of Citizen Charter in the Indian Public Service Sector. Finally the 

paper concludes with certain sets of recommendation and conclusion.  
 
INTRODUCTION 
Indian administrative system along with other South Asian administrative systems has been 

viewed as a traditional system of administration wherein „Public Service‟ is considered as an 

exclusive task of the local government, unlike the public system management wherein public 

service is considered as a collaborative exercise involving government, non-government 

organizations, private firms etc.  One of the main attribute of the traditional system of 

administration is delivery of goods and services in an efficient and effective manner. However, 

traditional system of administration is known for its ineffective, insensitive and hostile manner of 

public service.  The government is no longer in consonance with the phrase, “For the people, by 

the people”. The government has completely drifted itself from its citizens; it has completely 

isolated itself from the people. Government fails to address the concern of „common man‟. The 

government has to be in close proximity with the people in order to satisfy their needs by 

providing quality and timely services. „By reducing the gap between the government and the 

people, public officials are expected to have a greater ability to identify, understand and assure the 

quality of service and delivery more precisely‟1.  

                                                           
* Student, Symbiosis Law School, Hyderabad. She may be reached at sakshi.mehra@slsh.edu.in.  
** The views and opinions expressed in this article are those of the authors and do not necessarily reflect the official policy 
or position of the Centre for Regulatory Studies, Governance and Public Policy, WBNUJS, Kolkata. 
1  Montalvo, D. 2009. "Citizen Satisfaction with Municipal Services” 2009 
<http://www.vanderbilt.edu/lapop/insights/I0818en.pdf> accessed on 2nd June, 2017. 
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Decentralization can viewed as a measure to decrease the gap as at the local level it till an extent 

helps in understanding the concern of local residents, eliminates confusions of jurisdiction and 

makes decision-making responsive to people for whom services are intended. The expectation of 

the citizens is not limited to effective public services; they look forward to „Accountable 

Bureaucracy‟ over „Anonymous Bureaucracy‟.  The Indian public administration has been widely 

condemned for its irresponsible and inefficient services. The negative image of public services in 

the minds of its citizen could be considered as the genesis of the Doctrine of New Public 

Management. „New Public Management is the practical result of the 1980s normative idea of 

„private is better than public‟.‟2 The basic aim of the doctrine is introducing competition in 

delivery of services, emphasis on performance evaluation of agencies, proactive government, 

mission driven organizations, decentralization of authority and adoption of participatory 

management, redefining relations of government catalyst and entrepreneurial governance and 

citizen and transfer of control from bureaucracy to community with focus on empowering the 

citizens. New Public Management laid the foundation of principles of business management for 

public services, which would assist in changing the environment of globalization, privatization 

and liberalization. The amalgamation of „New Public Management doctrine‟ and „The Action 

Plan for Effective and Responsive Government‟ i.e. the resolution a conference in New Delhi 

came out with, led to the initiation of the Citizen‟s Charter. „The key objectives of Citizen‟s 

Charter were to improve the quality of public services and to provide better value for money.‟3 

 
CITIZEN’S CHARTER AND PUBLIC SERVICE 
The government of John Mayor launched the political initiative „Citizen‟s Charter Policy‟ in 

United Kingdom for the first time, in 1991, with the aim to continuously improving the quality of 

public services. The U.K. based model has been adopted by various developed countries like 

France, Spain, Canada, Australia and Belgium. Developing nations like Malaysia and India have 

also integrated this policy in their public administration. Citizen‟s Charter was adopted in order 

empower the citizens with the principles of standards, choice, value, transparency, accountability 

and an efficient grievance redressal system. The key elements of Citizen Charter are: 

� Specifying delivery and service timeframes. 

� Opportunity to choose alternative services. 

� Setting of measurable standards for service delivery. 

� Value for money. 

� Provisions for complains and corrective measures. 

                                                           
2  Ali Farazmand, „Handbook of Globalization, Governance, and Public Administration‟ „Chapter VIII New Public 
Management: Theory, Ideology and Practice‟ Pg 887, 2006. 
3 Rhodes, R.A.W. „Understanding Governance, Philadelphia‟ Open University Press, 1997. 
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� Equal treatment of all citizens irrespective of caste, creed, financial position etc. 

„The public services law in India owes its origin from the Citizens Charter of UK, promulgated in 

1991. Though it is not a legal document in the strict sense of law, being an agreement of contract 

entered into between the citizens and the public servants, providing for competent and time 

bound delivery of services. It sought to add consumer rights to those citizens‟ rights, equipping 

users with the means of seeking personal redress if the services they received were inadequate.‟4  

The main objective of the charter was to make the public services accountable and citizen 

friendly.  

„The Citizen‟s Charter is a document, which articulates the commitment of government 

organizations towards citizens through clearly specified yardsticks.‟5 Thereby the inception of 

New Public Management system creates pressure upon the local government to deliver quality 

services in a responsible, transparent, accountable and efficient manner. Thus, making „Citizen‟s 

Charter‟ a significant tool for good governance and uprooting corruption.  

 
SCOPE AND OBJECTIVE OF THE STUDY 
The object of the study is to analyses the impact of Citizen Charter on the Public Service. The 

study shall analyze the effectiveness of the „Citizen Charter‟. The study is limited to the 

disadvantages of the „Citizen‟s Charter‟ and the current scenario of public services in India. 

Further, researcher shall also discuss about the importance of citizen charter in public 

administration. The researcher shall also discuss how Citizen‟s Charter has been reduced to a 

mere formality and Right to public services.  

 
CITIZEN CHARTER HAS BEEN A CATALYST IN THE FORMULATION OF AN 
IDEAL CITIZEN FRIENDLY ADMINISTRATION IN INDIA 
The concept of citizen‟s charter was first adopted in Great Britain from where it spread to 

different parts of the world including India. In cases of third world countries we have always 

been grasping knowledge from borrowed ideas from the west but in reality it is not a new 

concept for the Indian System. It has been present in the system in small traces or in indirect 

forms like decentralization, community living, power to people etc. 

Citizen‟s Charter envisages different governing functions for the state, such as: 

- delivery of public services in a manner similar to the private market 

- An accompanying change in orientation towards customer satisfaction. 

                                                           
4 Sindhu Thulaseedharan, „RIGHT TO PUBLIC SERVICES IN INDIA- A NEW LEGAL SCENARIO‟, 2013. 
<http://14.139.60.114:8080/jspui/bitstream/123456789/12193/1/004_Right%20to%20Public%20Services.pdf> accessed 
on 2nd June, 2017. 
5 Ghuman B.S. and Mehta A.. “Policy Transfer and Citizen‟s Charter: The Indian Experience”. Indian Journal of Public 
Administration, LIII(4), 2007, pp.774-787. 
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- A concept of citizenship based on rights and duties. It provides the opportunity to put in 

place a market system within the public services sector in the guise of empowering citizens. 

- The Citizen Charter emphasis on building a better relationship between the public and 

government while reducing the gap between them. The main idea behind the citizen charter 

is to gather the responses of the citizens on the day to day functioning of government 

organizations. The charter generally aims at covering all public services under the ambit of 

the government and aims at demanding from the government and services organizations 

(like post-office, railways etc. for instance), accountability, transparency, quality and choice 

of services provided by them to the people. 

 

Citizen charter has been a catalyst and a bright initiative in the sense that it has taken the citizen 

centric governance to an entirely different level which has created a sense of quality and efficient 

governance. A charter should provide the services with a stipulated time frame as any service 

does not have a long duration or is unlimited. A charter should also indicate certain specific 

quality measures to which the organization if bound and committed to fulfill. This provides a 

voice for the citizens and the right to exercise their choice to ensure the applicability of quality 

services where it is needed to be. A Charter must provide coherent commitment on service 

delivery standards such as access, affordability, accuracy, reliability, timelines, responsiveness, 

fairness, 

„Sensitivity and courtesy in the delivery of service can also be viewed as an essential tool for an 

efficient Citizen Charter. It is imperative that time frame for service delivery must be provided 

for each step at which explicit services are to be delivered, thus the involvement of staff also 

plays a major role in make Citizen‟s Charter a success, so there is significant need to train and 

sensitize all officials so that they can get familiar with the spirit of a Citizen‟s Charter.‟6 

The crucial and pivotal role of a citizen charter is to ensure effective communication and the 

active participation of citizens at all levels. Awareness should be created via proper publicity to 

ensure the citizens are aware of the charter. However in India the public officials are themselves 

ignorant about the existence of the charter. The charter has been reduced to a mere formality and 

has very little implication in the day to day life. The citizen charter was introduced with an agenda 

to decrease disparities and improve the redundant behavior of the government. The citizen 

charter has till date not been able to bring about drastic changes in the system rather it has lost its 

essence in the tyranny of the government.  

 

                                                           
6 Sharma, D. (2012). An Evaluation of a Citizen‟s Charterin Local Government: A Case Study of Chandigarh, 
India. JOAAG, Vol. 7. No. 1  
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The mode of language should also be taken into consideration. In a country like India the charter 

should be provided in the regional languages or in primary languages i.e. English and Hindi to 

make sure it is understood by the masses. It was found that the Citizen‟s Charter was solely in 

English, which could not be understood by public. India is a developing nation with a literacy 

rate of 64.83 %. This clearly indicated that the citizen charter merely in English cannot serve the 

purpose. The agenda of the charter was benefit of the public. However the public must first 

understand the charter. Thus, it is clear that the charter has drastically failed at its first step. 

„Further, the design of a Citizen‟s Charter should be such that it must be focused, simple and 

clear. Timely regulation, updating and evaluation of a Citizen‟s Charter hold the key to making it 

a fruitful endeavor.‟7 

The idea of the citizen charter often referred as „Chartism‟ intended to bring about cultural 

changes in public service mechanisms. It emphasizes the use market mechanism as an 

administrative technique which would be more flexible, cost conscious and decentralized style of 

public service management. The citizen charter focuses on consumer populist variant which 

individual service users exert pressure upon public service managers and professionals to raise 

their standards through the exercise of informed choice. The charter was specifically designed not 

to establish spider‟s web of new justiciable rights which can be concluded by the following board 

policies: 

- General shift in welfare policy away from court centric approach to reliance on statutory 

rules and formalized procedures. 

- Emergence of new regulatory regimes such as the ones now applied to privatized utilities. 

- Expansion of internal or bureaucratic regulations which encompasses the range of the 

process by which standards are set, monitored and enforced by bureaucratic regulators, 

who are distant from units or bodies with direct operational r service delivery 

responsibilities. However citizen charter is not the only catalyst in the formulation of an 

ideal citizen friendly administration in India, the Right to Information bill passed by the 

parliament in May, 2005 and received assent of the President on June 15, 2005.  

 

NEED FOR CITIZEN CHARTER 
Citizen‟s Charter plays a diversified role, it foreshadows different governing functions for the 

respective state; (a) Delivery of public service in a manner similar to the private markets (b) a 

concept of citizenship which is based on rights and duties. (c) An accompanying change in the 

orientation towards customer. „It provides the opportunity to put in place a market system within 

                                                           
7 Ibid 
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the public services sector in the guise of empowering citizens.‟8 A citizenship in order to be 

constructive in nature must possess universality, equality, integration and freedom. Freedom has 

been viewed as an enduring element since classical time. „Aristotle expressed the view that life in 

the city would become intolerable without the idea of sharing the life in common. The notion of 

the citizen captures the necessary duality as individual and as member of the community. At 

different moments in history, „becoming a citizen‟ has involved either an extension of the status 

to more persons, or a liberator dismantling of hitherto existing structures of oppression.‟9 

In simple words, Public administration is government in action with the motto of public welfare. 

„With increase in the aspirations of the citizens, the administration specially in developing 

societies are responsible for regulatory activities like infrastructure development and welfare 

activates ranging from building of roads, railways, management of resources, (land, water, forests) 

provision of food, housing , traffic, control prices of drugs, environment, social welfare 

legislations.‟ 10  Administration cannot afford to stay static in such a dynamic environment, 

especially in India where the citizen‟s in several occasions have demanded transparency in all 

administrative transactions. Corruption in the administration in the recent years has completely 

paralyzed the national morality and has significantly impacted the efficiency of the nation. 

Citizens are aggressively demanding ethical behavior from the public administration. Thus Citizen 

Charter is a means to ascertain accountability and transparency in the public administration. 

 Citizen charter can be used as a tool to chisel out a healthy relationship between the public 

service provider and the consumer or customer. Citizen charter to ac extend can also be viewed 

as a system which would help the citizens and the government in understanding their rights and 

duties and vis-à-vis each other. The establishment of citizen would help in the following ways: 

- It would considerably aid in revamping the faith and confidence of the citizens in the 

administration and local governance by establishing an effective channel for redressal of 

consumer grievances. Faith and confidence of the citizens in their public administration 

and local governance forms the pillars for a successful democracy. 

- The Citizen‟s Charter would act as a deterrent to acts of maladministration and would 

also establish appropriate and efficient administrative tiers.  

- It would subsequently help in establishing quality services in a timely manner, while 

giving the consumer a freedom of choice, wherever it can be made available. 

                                                           
8 Tritter, Jonathan. „The Citizens Charter, Opportunities for Users Perspectives, the Political Quarterly‟, Vol. 65, No.4, 
October-December 1994, p. 397. 
9 Roy, Anupama. Citizenship in Rajeev Bhargava and Ashok Acharya. (eds), Political Theory : An Introduction. Pearson 
Longman, New Delhi, 2008, p.131. 
10 Ibid 
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- Citizen Charter also acts as an important tool to ensure direct accountability of 

bureaucracy. Further it enhances efficiency of public administration and lays down 

effective mechanisms to deal with red-tapism. 

- The mechanism of the Citizen Charter empowers the citizen with the right to 

information, right to quality service and an inbuilt grievance redressal system. It will 

ensure speedy and cheap remedy to the aggrieved. In today‟s world justice through 

judicial instruments is very expensive, dilatory, and inconvenient. 

 
WHETHER CITIZEN CHARTER HAS BEEN REDUCED TO A MERE 
FORMALITY? 

„With the mounting pressure of deadlines set by the Government of India, Citizen‟s Charters 

have been prepared and it‟s not more than act of compiling earlier programmers relating to 

public services.‟11On the basis of observation, it was found that the citizen charter is viewed as a 

less important document by various municipal corporations across India, as the charter is not 

displayed anywhere on the service window or the service area. The employees of Municipal 

Corporation are not even well versed with the Charter or for that matter the existence of it. 

However the charter is available online on the website of all Municipal Corporation bodies. 

The formulation of the citizen charter must be in consonance with the consumers, stakeholders 

and the staff that is eventually going to provide the service as they are the ends and means of the 

charter to an extent. Further, standardization of services and delivery of quality services have not 

been given enough weightage and promises contained in the charter are ambiguous and 

meaningless. The charter is poorly designed as it does not have any clause which would penalize 

the officials and employees if they fail to redress the complaints which makes it totally ineffective. 

There is no deterrent factor in the charter which would force the officials to maintain ethical 

behavior, defeating the basic aim of the charter. Also, the charter has in most public services 

been limited to paper or their website, the implementation of the charter is still a faraway dream 

for such public service a provider, Municipal Corporation of Chandigarh is a great example of 

this.  

The charter was supposed to be an alternative for the Right to Information Act, 2005; however it 

has been observed that the charter is not helping the citizens in getting a proper and accurate 

reply. Obtaining information under the charter is time consuming and troublesome for the public 

at large. „The information supplied is often incomplete and misleading‟12 „This is against the spirit 

                                                           
11 Ghuman B.S. and Mehta A... „Policy Transfer and Citizen‟s Charter: The Indian Experience‟. Indian Journal of Public 
Administration, 2007, LIII (4), pp.774-787. 
12 Sharma, M, „MC Gets it Wrong on Right to Info,‟ 2010. Hindustan Times, 20 June. 
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of a Citizen‟s Charter as Access to accurate and comprehensive information is one of the crucial 

components of a Citizen‟s Charter.‟13 

Mere formulation of the charter would not miraculously change the negative perspective of the 

citizen‟s towards the administrative mechanism. Mere formulation is not the only requirement for 

turning the citizen‟s charter into true instruments of empowerment; there are few other measures 

that are required. Mass communication is a powerful mechanism and it should be used in order 

to increase awareness among people regarding the citizen charter. „From the very beginning the 

authorities stated that the rights of the citizens and the telephone numbers of their complaint 

redressal centers would be made public by installing notice boards carrying information in public 

places. However, this now seems to be a distant dream as the authorities decided against 

installing such boards.‟14 

Public service has become a nightmare for the citizens of India, the inefficiency and poor quality 

of service has caused a nationwide uproar. Corruption and red-tapism has the public completely 

helpless and anguished.  

 
RIGHT TO PUBLIC SERVICES LEGISLATION IN INDIA 
Right to Public Services legislation in India encompasses statutory laws which guarantee time 

bound delivery of services for various public services furnished by the Government to the 

citizens and also comprises of a structured mechanism to punish a public servant who is liable for 

providing deficiency in services as provided under the statute. The main objective of RPS 

legislation is meant to reduce corruption or decrease in corrupt activities among government 

officials to enlighten the concept of public accountability and to increase transparency. Madhya 

Pradesh was the first state in India to enact this legislation, while Bihar was the second state to 

follow. Several other states like Delhi, Punjab, Rajasthan, Himachal Pradesh, Kerala, 

Uttarakhand, Haryana, Uttar Pradesh, Odisha and Jharkhand have introduced similar legislation 

for effectuating the right to service to the citizen. 

Ever nation requires good governance for sustainable development, both economic and social. 

The three major aspects highlighted in good governance are transparency, accountability and 

responsiveness of the administration. Citizens' Charters initiative is a response to the mission for 

solving the problems which a citizen meets, day in and day out, while dealing with the 

organizations providing public services. The charter is the declaration of commitment to 

superiority in service to customers of the department. The citizen charter declares the standards 

for various services offered. It includes expectations of the Organization from the Citizens for 

fulfilling its commitment. Citizen charter is available in India post website. Right to Public Service 
                                                           
13 Ibid  
14 Ibid 
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Legislation is a state initiative whereas the Center Governments Bill i.e. Citizen's Charter and 

Grievance Redressal Bill 2011 is more of a national initiative taken by the center government. 

The Citizen's Charter and Grievance Redressal Bill 2011, officially known as The Right of 

Citizens for Time Bound Delivery of Goods and Services and Redressal of their Grievances Bill, 

2011orCitizens Charter Bill was proposed by Indian central legislation. It was tabled by V. 

Narayanasamy, Minister of State for Personnel, Public Grievances and Pensions, in Lok Sabha in 

December 2011. The bill lapsed due to dissolution of the15th Lok Sabha. However various states 

have enacted their own legislation for the benefit of the public at large.  

The common framework of the legislations in various states includes, granting of “Right to 

public services”, which are to be provided to the public by the designated official within the 

stipulated time frame. The public services which are to be granted as a right under the legislations 

are generally notified separately through Gazette notification within the territories. Some of the 

common services which are to be provided within the fixed time frame as a right under the 

respective Act, includes issuing caste, birth, marriage and domicile certificates, electric 

connections, voter‟s card, ration cards, copies of land records, etc. 

The legislation also includes penal provisions to ensure compliance by the public service 

provider. On failure to provide the service by the designate officer within the given time fails to 

provide the service, the aggrieved person can approach the First Appellate Authority. The First 

Appellate Authority, after making a hearing, can accept or reject the appeal by making a written 

order stating the reasons for the order and intimate the same to the applicant, and can order the 

public servant to provide the service to the applicant. An appeal can be made from the order of 

the First Appellate Authority to the Second Appellate Authority, who can either accept or reject 

the application, by making a written order stating the reasons for the order and intimate the same 

to the applicant, and can order the public servant to provide the service to the applicant or can 

impose penalty on the designated officer for deficiency of services without any reasonable cause, 

which can range from Rs. 500 up to Rs. 5000 or may recommend disciplinary proceedings as per 

his/her discretion. The applicant may be compensated out of the penalty imposed on the officer 

who failed to provide the service. The Appellate Authorities has been granted certain powers of a 

civil court while trying a suit under Code of Civil Procedure, 1908, like production of documents 

and issuance of summon to the designated officers and appellants. 

However the citizens of India are not well versed with their rights whether fundamental or 

constitutional. Thus, the citizens are not well versed with the concerned legislation. Further, 

many states have yet not passed the Right to Public Service Act in their respective states. 

Thereby, creating confusion. Even though Right to Public services is one step ahead of Right to 

Information Act, 2005 & Prevention of Corruption Act to make hassle free, corruption free and 

fast working in the govt. offices, still the states that have introduced the act have received 
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negligible complaints by people, which clearly shows that people are not interested in such kind 

of redressal mechanism.  

 

SUGESSTIONS  
There has been limited awareness about the Charter and the existence of the charter to the 

public. The charter's very purpose is for the benefit of the public. However it is impossible to 

attain public welfare without the public being aware of their rights. In a country taken aghast by 

corruption and red-tapism, Citizen Charter would have worked wonders if the general public 

would be well versed with their rights and basic laws. However lack of awareness among citizen 

fails the citizen charter. 

Good Governance is the technology and Citizen Charter is the tool which opens the door for 

good governance. the reasons for the limited awareness is the Absence of a planned approach to 

publicity, lack of training ,not involving the major stakeholder in the scenario and treating the 

charter as one of the many initiatives brought about by the government. The solution to this 

issue is a fully fledged approach to publicize the charter via press, media platforms and public 

involvement.  Meeting the major stakeholders that is the citizens for whom the charter has been 

drafted for is important. Conducting seminars and events by departments for the citizens is a 

healthy and concrete step towards development. 

Poor and inadequate consultations with stakeholders and the lack of involvement throughout the 

charter cycle is another hurdle. This has been an old style of bureaucratic functioning since ages. 

There is no proper and systematized identification of stakeholders and the lack of a citizen 

friendly approach where interaction does not take place and feedbacks are not provided, also 

poor redressal system happens to be one of the causes. In such cases a customer friendly 

environment has to be adopted, improving the accessibility of the staff and the officers and 

amending their behavior through training, incentivizing and group discussions hold to be of true 

importance to bring about change. There have been poor delivery services and under 

performance and the reason behind it are the outdated processes, poor system, centralization and 

improper training of the staff. the prominent solutions in this case is the upgrading of 

technology, restructuring and reviewing process, initiating training of staff at all possible 

levels  and finally decentralization of the system and delegating authority. Citizen charter has 

completely lost its essence and has entangles itself in the Indian Government. The government 

must take all necessary steps in order to revive the citizen charter. India currently is the only 

nation that is in the demographic phase wherein we have the youngest work population. Now is 

the time to strike the hot iron and make major changes in order to develop and grow like other 

developed nations. Citizen charter would not only improve the standards of the Public Services 
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but would also efficiently reduce the gap between the citizens and the public which is extremely 

important for good governance.  

Inadequate feedbacks from citizens about the quality of service hinders the impact of the Charter, 

this is due to lack of transparency, communication failure, the absence of a structured system to 

provide feedbacks and the lack of confidence and credibility by the public in the system. This 

hurdle can be overcome by building confidence in the public and by deciphering measures of 

sharing information and reports with the users of the service. Setting up of consultation 

committees that are open to criticisms and positive feedbacks which remove the fear from the 

people and also assuring them that the information derived from the feedback will be used to 

improve the services. This is a crucial step to match with the mission and vision of a Citizen 

Charter that is to provide efficient and quality services. Only when the public believes there is 

scope for improvement and they have hope for change will there is good governance. The 

Citizen charter would not only provide a medium of feedback but also a medium of free 

communication. Such a model of communication would truly bring out the essence of the terms 

„For the people, by the people....‟ and „Public Servant‟. The government needs to be in close 

proximity with its citizen in order to insure good governance and such a communication model 

can definitely serve this purpose. 
 
CONCLUSIONS 
 „A customer is the most important visitor on our premises. He is not dependent on us; we are 

dependent on him. He is not an interruption on our work; he is the purpose of it.  He is not an 

outsider on our business; he is a part of it. We are not doing him a favor by serving him; he is 

doing a favor by giving us an opportunity to do so‟ 

 

The words laid down by Mahatma Gandhi speaks the very concept and essence of the citizen 

charter that it offers a guarantee to the consumers in order to make the service providers more 

responsive to consumers by consulting them and providing a transparent and accountable 

government by monitoring performance. Although the citizen charter has been adopted by 

various states in India it seems to be a procedural formality rather than an open window of 

opportunity to bring in an organized and structured framework that facilitates quality of service 

delivery and to bring about accountability. Various researchers have found lapses in the execution 

of the charter which ranges from its structure and the methods to induce awareness. The citizen 

charter was seen as a catalyst in the formulation of an ideal citizen friendly administration in 

India. However its failure in meeting the expectations has reduced it to a mere responsibility. The 

citizen charter was introduced with the motto of citizen friendly administration wherein there 

would be no gap between the government and its citizen, the only aim of such governance would 
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be to serve its people.  The benefit would not be limited to the public but also the government if 

the mechanism of Citizen Charter is carefully observed the Citizen charter would help the 

government in competing with the private markets. Thereby creating revenue or profits for the 

government, the government has better resources than the private sector. However the 

government has been using its resource recklessly. Thus, if the government uses its resources to 

provide better services to the public it will restore the faith of its citizen in public services.  

The citizen charter is a concept based on the rights of the citizens and provides the opportunity 

to put in place a market system within the public services sector in the guise of empowering 

citizens. However a rather drastic difference can be seen in the first phase. It has widened its 

reach to various unchartered areas where it was initially unconsidered since its inception. It is 

now become a path of belief of the government as well as its means. The citizen charter aimed at 

a citizen friendly administration even though it has not fully accomplished its goal it has partially 

achieved its goals and is heading towards improvement.  
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CITIZENS CHARTER AND PUBLIC SERVICES: GLOBAL OVERVIEW AND 

ANALYSIS 

 

- Mahak Paliwal* 

 

ABSTRACT 

Good governance which is based on the pillars of accountability, transparency and responsiveness of 

administration is often labelled as an effective tool to ensure sustainable development. Citizens Charter is 

one such initiative taken by the government promoting pillars of good governance. Basically it involves a 

written declaration by the public agencies pertaining to the public services rendered by them, the time limit 

within which it will be rendered, the quality standards that will be ensured by the agency and mention of 

the redress mechanism in case the agency fails to comply by the standards expressed. The researcher seeks to 

provide an overview of the concept of Citizens Charter by the means of its introduction and origin. Further, 

the researcher aims to furnish an analysis of the process of development of the Citizens Charter along with 

shedding light on the loopholes embodied in the Citizens Charter’s of various countries by analyzing them 

on the basis of its introduction and background, aim and principle. Lastly, the researcher seeks to mention 

certain recommendations for both effective development as well as implementation of the Citizens Charter.  

 

INTRODUCTION  

Citizens Charter are the public agreements between the citizens and service delivery providers 

that clearly codify expectations and standards in the realm of service delivery1. In other words, it 

can be defined as an understanding between the service providers and citizens pertaining to the 

quality and quantity of the services essentially dealing with the rights of the public and the 

obligations of the agencies in the direction of rendering adequate quality of public services. This 

serves as a strategy of New Public Management (NPM) leading to a voluntary expressed 

declaration by the public sector agencies indulged in rendering the public services regarding; the 

standards of service delivery that they subscribe to, availability of choice of citizens, mechanism 

available for effective redress and other related information.  

The genesis of the Citizens Charter can be traced back to an initiative taken by the United 

Kingdoms government in 1991 on the recommendation made by the then Prime Minister John 

                                                      
* Student, Symbiosis Law School, Pune. She may be reached at mahakpaliwal7@gmail.com.  
** The views and opinions expressed in this article are those of the authors and do not necessarily reflect the official 
policy or position of the Centre for Regulatory Studies, Governance and Public Policy, WBNUJS, Kolkata. 
1David Post and Sanjay Agarwal, „Dealing with governance and corruption risks in project lending‟ 
<http://siteresources.worldbank.org/EXTSOCIALDEVELOPMENT/Resources/244362-
1265299949041/6766328-1298477370227/7751772-1346353066230/Citizens-Charters.pdf> 

mailto:mahakpaliwal7@gmail.com
http://siteresources.worldbank.org/EXTSOCIALDEVELOPMENT/Resources/244362-1265299949041/6766328-1298477370227/7751772-1346353066230/Citizens-Charters.pdf
http://siteresources.worldbank.org/EXTSOCIALDEVELOPMENT/Resources/244362-1265299949041/6766328-1298477370227/7751772-1346353066230/Citizens-Charters.pdf
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Mayor, which not only aimed at raising the standards of public services within government 

organizations by making them more responsive to users but also establishment of measurable 

and accountable public services2. Primarily the principles governing the Citizens Charter program 

were; (i) Quality: Improving the quality of services; (ii) Choice: Wherever possible; (iii) Standards: 

Specify what to expect and how to act if standards are not met; (iv) Value: For the taxpayers 

money; (v) Accountability: Individuals and Organization‟s; and (vi) Transparency: Rules/ 

Procedures/ Schemes/Grievances. In 1999 the Citizens Charter of 1991 was replaced by the 

“Service first” elaborating the number of principles governing the same to be nine;  

i. Set standards of service 

ii. Be open and provide full information 

iii. Consult and involve 

iv. Encourage access and the promotion of choice 

v. Treat all fairly 

vi. Put things right when they go wrong 

vii. Use resources effectively 

viii. Innovate and improve 

ix. Work with other providers. 

 

Although, it has served as an encouragement around the globe leading nations at an international 

level to undertake similar programs such as; France (Service Charter, 1992), Malaysia (Clients 

Charter), Canada (Services Standard Initiative 1995), Australia (Service Charter 1993) etc., the 

Charter of United Kingdom has failed to confer any legally enforceable rights.  

 

DEVELOPMENT OF CITIZENS CHARTER  

The flowchart below gives a comprehensive map for developing the Charter, from planning and 

drafting to consultation, launching and monitoring. The process of developing a Charter can be 

categorized broadly into Consultation Period, Drafting Period, Publication and Review. However, the 

process of the formation of Citizen Charter is not confined merely to the above mentioned four 

categorize but has a wider scope inculcating various sub categorized steps essential for its 

effective formation. Further, it can be sub categorized into several steps. Say for instance, 

Consultation period involves planning how to develop a Charter with the help of Ministers and 

                                                      
2Basic Concept, Origin and Principles 
<http://www.minorityaffairs.gov.in/about-us/citizen-charter/citizens-charter-historical-background> 
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senior managers, building a partnership with users and staff by producing a plan before them for 

consultation so that the roles and responsibilities can be determined accordingly and collecting 

relevant information from the users by examining the service areas that matter the most. 

 Similarly, drafting period involves Circulating the draft Charter to potential users who will be 

affected by it and making them aware of the changes after which further consultation can be 

done as and when found necessary. Once, the Charter is drafted finalization of Charter is done 

by launching it internally in order to analyze the training needs of the staff and making them 

aware of the benchmark or what is expected out of them. Subsequently, steps are taken so as to 

ensure the launch, publication and distribution of Charter. Finalizing the Charter and its Launch, 

publication and distribution form the subcategorize of Publication.  

Eventually a step which is often related to the function of controlling or the controlling aspect of 

management governs the closure of this process wherein the performance is regularly monitored 

against the set standards and Charters are reviewed.  

 

 

Fig 1.1 Process of developing a Charter
3
 

 

                                                      
3‘A Guide to Developing and Implementing a Citizen's 
Charter’https://www.cgg.gov.in/publicationdownloads2a/Citizens'%20Charter.pdf 
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Fig 1.1 Process of developing a Charter 

 

The process of the formation of Citizens Charter (as shown in Fig 1.2) although, is quiet 

collaborating with the one mentioned in Fig 1.1 however, it would be wrong to label them as 

Xerox. According to the process defined under Fig 1.2 the process of the formation does not 

come into being merely by skipping onto consultation period. In fact, initially the information 

pertaining to the service standards that are achieved or can be achieved by the department is 

collected by the authorized authorities. Further, an in depth analysis is to be carried out of the 

standards that have already been achieved or the ones that can be potentially achieved by the 

responsible centers of the department (agencies under the department). Once the relevant 

information pertaining to the already achieved service standards or the ones which are yet to be 

achieved is collected the next step, is to consult the stakeholders or the persons of interest in the 

concerned Charter. Consultation usually involves receiving the feedback or the inputs of the 

person concerned. Further, taking into account all the recommendations and inputs received the 

Charters are eventually prepared by the concerned authorities and approved. Thereafter 

publication of the prepared Citizens Charter is done in public domain and its effective 
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implementation is looked into so as to ensure its end users the quality standard mentioned 

therein.  

 

 

 

 

Fig 1.2 Process of developing a Charter 

 

ANALYSIS OF CITIZEN CHARTERS INTERNATIONALLY  

 

United Kingdom 

The Citizens Charter of United Kingdom primarily initiated, following the recommendation of 

the then Prime Minister John Mayor not only aimed at bringing in transparency but also 

promoted good governance. With the acceptance of the newly developed concept of Citizens 

Charter by the government of United Kingdom‟s, the term or the concept gained global 

importance and recognition leading to its introduction in several other parts of the world by 

both developed and developing nations.  
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Primarily, the Citizens Charter formed by the United Kingdom‟s government aimed at 

continuously improving the quality of services provided to the public or improve the quality of 

public services so as to respond to the needs and wishes of the users.   

 

The principles governing the Citizens Charter of U.K can be laid down as4; 

i. The setting, monitoring and publication of explicit standards, 

ii. Providing Information to the users by the means of ensuring the availability of that 

information, 

iii. Choice wherever practicable, plus regular and systematic consultation with users, 

iv. Courtesy and helpfulness towards the users, 

v. Well-publicized and easy-to-use complaints procedures and 

vi. Value for money. 

 

Although established first and served as a role model for quiet a number of Citizens Charters 

formed by different countries especially during the initial era of the introduction of the concept 

of Citizens Charter it would be wrong to label it as an appropriate Charter. The Charter as 

analyzed is not absolutely independent of the loopholes. To mention few;  

i. The Citizens Charter of U.K was confined to only those agencies or the enterprises 

which were indulged directly in the direction of providing services to the customers. It 

did not cover within its ambit those agencies or enterprises which were indulge in 

providing services indirectly to the public or for that matter functioned as the regulatory 

or the policy making bodies.  

ii. A review conducted by Bernard Herdan in 2006 brought to light how the Charter Mark 

holders claimedthe scheme to be very positive and effective in raising the service 

standards. Nevertheless, by the end of review the contentions were proved to be 

otherwise. The Charters impact in raising standards across the board had been blunted 

by low take-up and low public recognition of the scheme. In fact, review concluded that 

the Charter Mark rendered were not only out of date but also obsolete. Thus, innovation 

was needed5.  

iii. The standards set up in the Charters are often labelled as vague as they are formed 

independent of stakeholders‟ participation.  

                                                      
4FekaduNigussa, ‘ Cross Country Experiences of Citizens‟ Charter Implementation‟ (2013) TGJ  
<http://www.theglobaljournal.net/article/view/1140/> 
5Fekadu Nigussa, „A Critical Analysis of the Conceptualization and Implementation of Citizens‟ Charters: Case 
Studies from UK, India, South Africa and Ethiopia‟ (2014) 4(1) IISTE  
<http://www.iiste.org/Journals/index.php/PPAR/article/viewFile/10495/10686> 

http://www.theglobaljournal.net/article/view/1140/
http://www.iiste.org/Journals/index.php/PPAR/article/viewFile/10495/10686
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iv. In spite of the contention raised by the authorities indulged in its development regarding 

its „non-discrimination‟ nature in reality the contention barely holds any ground by the 

rendering it unavailable for the ethnic minorities.  

 

SOUTH AFRICA  

Prior to 1994, the government of South Africa emphasized on suppressing the information from 

public. This was the period during which republic government was in power. With the advent of 

democratic government, the emphasis was shifted largely towards promoting transparency and 

openness in the public sector organizations. This lead the government to introduce the Citizens 

Charter of the country named the Batho Pele “People‟s first which provided public with the 

accurate and accessible information6. This Charter was primarily brought into being based on the 

spirit of constitution which fostered transparency.  

The very purpose behind the establishment of Citizens Charter was to transform the agencies 

indulged in providing public service into the people centered institution. The intention of 

authorities indulged in the development of Charter was inclined more towards the improvement 

of service delivery and accountability at the end of government7. 

The principles governing the Citizens Charter of South Africa although not very wide involve 

almost all the basic essentials of an efficient Charter which encourage the involvement of citizens 

and the much needed transparency. To mention the principles laid down;  

i. Consultation is one the prime facie principle which all the organizations involved in 

facilitating the public services are expected to follow.  

ii. Adequate service standards must be established by the concerned organizations in order 

to enable comparison of the actually provided quality standards with those laid down.  

iii. It is only when the services and the redress system meant for providing services to the 

public and dealing with their dissatisfaction is made accessible to them that they can avail 

it. Thus, Citizens Charter of South Africa aptly focuses on increasing access and ensuring 

courtesy of the public service agencies.  

iv. The Citizens Charter principles around the very concept of providing information to the 

customers in order to ensure transparency and effective availing of the public services. 

v. Further, the agencies or the establishments which are indulged in rendering the public 

services are under the mandate to ensure redress and the value for money to the 

dissatisfied public or the citizens.  

                                                      
6 Supra Note no.2 
7 Supra Note no. 2 
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Loopholes of the South African citizen charter: 

i. An audit of initiative conducted by the government designated that effective monitoring 

and evaluation of the standards initially set up had been a problem.  

ii. Instead of being an effective innovative service mechanism most of the Citizens Charter 

formed by agencies indulged in providing public services are exceptionally traditional in 

approach. Further, the services aren‟t easily accessible which becomes major stigma for 

the citizens.  

iii. Principles pertaining to the social sector are barely found to be user friendly. Citizens 

Charters are often labelled as government oriented neglecting the aspect of welfare of 

public.  

iv. The language of the Charters formed and the procedure embodied in the same is 

complex for any laymen to understand as a result of which availing the benefits of 

redress system become highly questionable.   

v. Periodical review not being a part of the Citizens Charter often leads to rendering the 

Citizens Charter as obsolete or outdated considering the global era of rapidly changing 

environment.  

vi. An assessment made by the PSC revealed that although 90 percent of national 

department and 84 percent of the provincial departments has some or other form of 

redress mechanism, they remain highly informal, lacks guidelines and records. Hence, 

they have poor monitoring and evaluation system8.  

 

FRANCE 

The French Charte des services intended at adding new principles of transparency and 

participation to the already prevailing principles of neutrality and equity was embraced in 1922. 

Adoption of this Charter laid to improvement ofthe public services rendered by the public sector 

organization or the agencies. The French Charte des services, 1922 can easily be labelled as 

customer oriented considering the effective redress system and accessibility it has furnished or 

facilitated to the customers.   

As compared to the Citizens Charters of other countries the objective of the Citizens Charter of 

French has a wider ambit. It covers within its ambit not only active participation of the public 

service providers but also the citizens themselves. Thus, to elaborate French Charter seeks to 

take account of services needed by the users, explain and help them with procedures; encourage 

participation by citizens; cut delays and simplify procedures; increase accountability, particularly 

                                                      
8 Supra Note no.2 
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through quality indicators, and facilitate recourse to conciliation and arbitration with regard to 

disputes9. 

The French Citizens Charter des Services Publics, 1992 announces following principles which 

governs the same;  

i. Principles of equality, 

ii. Principles of neutrality and continuity to ensure unbiased remedy and effective 

implementation through continuous follow up and  

iii. Principles pertaining to the transparency, participation and simplification in order to 

ensure the participation of public and make them believe to be an integral part of the 

agency rendering public services. 

 

Although one cannot deny the very fact that the French Citizens Charter has a wider ambit it will 

not be wrong to contend that the wider ambit governing the Charter hardly serves any purpose 

for the public or the citizens because of the very reason that it consists numerous loopholes. To 

mention few;  

i. A web-search for French Citizens Charter des Services Publics produces dozens of 

entries, which turns out on closer examination to be, almost exclusively, local or 

sectorial in scope.  

ii. The Citizens Charter initially framed by the authoritative people have almost 

perished rendering several offspring of its, being followed by the agencies indulged in 

rendering various public services.  

iii. A report by King‟s fund in 1998 further lays down the unawareness amongst the 

patent holders regarding the contents of the Citizens Charter framed by themselves 

as another loophole contributing to its inefficient implementation.  

 

INDIA  

A conference held on “Effective and Responsive Administration” in 1996 involving Chief 

Secretaries from all around the country lead to the beginning of the development of Citizens 

Charter. In the year 1997 in the same conference an “Action Plan for Effective and Responsive 

Government” was formulated prioritizing the building of an effective Charter for the country. 

Also, the same conference not only aimed at effective building of Citizens Charter but also its 

introduction into the larger departments. The task of coordinating and formulating the Charters 

                                                      
9Gavin Drewry, „Whatever Happened to the Citizen‟s Charter?‟ 
(2003)<http://unpan1.un.org/intradoc/groups/public/documents/undpadm/unpan044548.pdf> 

 

http://unpan1.un.org/intradoc/groups/public/documents/un-dpadm/unpan044548.pdf
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was initially initiated by the Department of Administrative Reforms and Public Grievances (AR 

& PG).  

With the concept and principles primarily modelled on the United Kingdoms model, it 

emphasizes or promotes the need of bringing in transparency and openness towards the 

customers, treating all equally, putting things right when they go otherwise, using resources 

effectively, innovating and improving the same according to the changing needs and work with 

other service providers. Public sector agencies such as; CPGRAMS (Centralized Public 

Grievance Redress & Monitoring System, SAIL, Air India, Ministry of Minority affairs, Oriental 

Insurance, RBI, Hindustan Petroleum Limited, R.C.F Ltd., etc. have developed quiet detailed 

Charters in compliance with the guidelines laid down.   

Further, a distinguishing step taken by the government in the direction of promoting 

transparency and openness is the introduction of Right to Information Act, 2005 in order to 

ensure access of information by the citizens along with increased accountability and delivery at 

the end of agencies10.  

The Citizens Charter was developed with an explicit and plain objective of improving the 

standard, quality and time frame of service delivery along with promoting the grievance redress 

mechanism, transparency and accountability.  

The Citizens Charter developed by the agencies or the government enterprises indulged in 

rendering public services in India are expected to incorporate or abide by the following six 

principles11 so as to ensure better delivery of quality services and make effective redress system 

available for the public; 

i. The public sector agencies developing the Citizens Charter must make sure that they are 

adequately published so a to endure its effective implementation.  

ii. The agencies must promote openness and shall furnish all the relevant information 

concerning the public.  

iii. One of the most distinguishing principle of India‟s Citizens Charter is it emphasises to 

promote choice and consultation thereby ensuring involvement of all; the ones involved 

in rendering service, the staff members and citizens themselves. 

iv. The staff engaged in dealing with the customers directly shall be helpful and courteous 

enough to contribute to the improvement of customer‟s satisfaction by rendering them 

effective and speedy redress system.  

                                                      
10 Rojina Tamrakar, “Impact of Citizen Charter in Service Delivery: A Case od District Administration Office, 
Kathmandu (2010)<http://www.mppgnsu.org/attachments/119_Thesis%20_Rojina%20Tamrakar_.pdf> 
11Citizens Charters- A Handbook 
<http://unpan1.un.org/intradoc/groups/public/documents/undpadm/unpan044497.pdf> 

http://www.mppg-nsu.org/attachments/119_Thesis%20_Rojina%20Tamrakar_.pdf
http://unpan1.un.org/intradoc/groups/public/documents/un-dpadm/unpan044497.pdf
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v. The grievances of the customers shall be redressed carefully and effectively when the 

things go wrong.  

vi. Value for the money paid must be given utmost important.  

 

Loopholes are as follows: 

i. Most of the Citizens Charters developed by the agencies are found to be obsolete 

and outdated leaving no scope for any kind of amendment which is almost adversely 

required. They are not only outdated but also of poor quality.  

ii.  An assessment further reveals that although mentioned efforts are hardly put in to 

abide by the principles.  

 

Further, as per the report of evaluation of the Citizens charters formulated or developed by the 

various public sector organizations   carried out by an agency following major findings were put 

forward:12 

i. In majority of cases Charters were not formulated through a consultative process; 

ii. By and large service providers are not familiar with the philosophy, goals and main 

features of the Charter; 

iii. Adequate implementation of the Charters had not been given in any of the Departments 

evaluated.  In most Departments, the Charters are only in the initial or middle stage of 

implementation; 

iv. No funds have been specifically earmarked for awareness generation of Citizens‟ Charter 

or for orientation of staff on various components of the Charter. 

 

JAMAICA 

The concept of Citizens Charter which found its origin in the United Kingdom under the 

leadership of the then Prime Minister John Mayor, considering the lack of responsiveness of the 

state agencies indulged in rendering the public services was imported into the territory of Jamaica 

in the year 1994 by the then Prime Minister of France. The development of Citizen Charter was 

done by elaborately defining their mission and the standard they seek to achieve distinctly. 

“According to the Charter, organizations providing services should13:  

Set and display standards for key areas of performance in a form which the customer 

understands, publish information regularly on performance against those standards, and show 

                                                      
12 Supra Note no.6 
13 Jimmy Kazaara Tindigarukayo, „Benchmarking the Citizen‟s Charter in Jamaica: an Empirical 
Evaluation‟<https://sta.uwi.edu/conferences/salises/documents/Tindigarukayo%20J.pdf> 

https://sta.uwi.edu/conferences/salises/documents/Tindigarukayo%20J.pdf
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how they are meeting their standards (Government of Jamaica, 1995: 1).” The introduction of 

the Citizens Charter leads the public sector agencies to perceive their obligation towards the 

service users.  

The Citizens Character of Jamaica was bought into being with the sole objective of improving 

the quality of services being rendered by the entities to the public and its members in order to 

fulfill the obligation of the public entities.  

The principles laid down by the government of Jamaica in order to achieve the targets 

mentioned in the Charter include: 

i. Genuine standards to be set up leaving no scope for vague or unachievable standards 

rendering attainment of the objectives laid down in the Citizens Charters almost 

impossible,  

ii. Mere setting up certain exceptionally high standards is not sufficient. While forming the 

same what is to be taken into account is how well they are attainable considering the 

availability of human resources available and financial stability of agency indulged in 

rendering public services. Thus, Jamaica‟s Citizens Charter is principled on the very 

concept of establishing standard which although are demanding but at the same time are 

realistic as well, 

iii. Continuously upgrading the existing standards set up by the agencies providing public 

services,  

iv. Involvement of the customers in setting up the service standards by the means of 

effective consultation with customers, reflecting the customer‟s priority in the Charter 

framed and testing the effectiveness of same through customer‟s surveys, 

v. Accountability towards customers by providing them with a valid explanation and details 

of corrective measures taken on the part of agency in order to deal with the adverse 

performance.  

vi. Information of performance obtained must be used to improve the service delivery.  

vii. Using various external or independent sources claims obtained pertaining to the 

performance must be checked or validated.  

 

Loopholes are as follows: 

i. Authorities are often inclined towards setting up high standards while building up the 

Citizens Charter within the government organization. With the intention of 

facilitating improved performance and missions at times, the high standards are set 

up by the agencies without considering the relevant factors such as; availability of 
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financial and human resources etc., which creates a lot of problem for the agency and 

dissatisfaction amongst its users.  

ii. Majority of surveys reveal that the introduction of Citizens Charter had a very 

significant impact on the organizations. However, it is relevant enough to mention 

that the significant changes due to the outdated Citizens Charter has lead to a major 

downfall of the organizations14.  

 

BANGLADESH 

A commission was formed in the year 2000 with the responsibility of laying down 

recommendations in the direction of reforms which are to be undertaken in the field of public 

administration. In spite of a well built monitoring system consisting of two levels, the Charter 

has barely managed to perceive success in any field. Various Citizens Charters formed by the 

public sector agencies on the basis of the principle Citizens Charter formed by the government 

in 2000 are scarcely monitored and complied with by any organization due to ineffective check15.  

The Citizens Charter framed by the government of Bangladesh in 2007 broadly stated its goal as 

providing the citizens obtaining benefit of concerned Charter with  the quality services along 

with ensuring the transparency, responsiveness and accountability of the agency concerned16.  

For the success of any Citizens Charter formed by the agencies indulged in rendering the public 

services formation of principles with which the agency has to abide by to a great extent 

contributes to the achievement of objective aptly. Determinants or the principles put forth by 

the authorities while forming the model of Citizens Charter for Bangladesh involves:  

i. Rendering quality services at low service, 

ii. Facilitating delivery of services on time as per the requirement of the citizens 

iii. Ensuring Effective complaint mechanism  

iv. Building close toes with the service producers and the customers or the citizens.  

 

Loopholes are as follows: 

i. None of the policies or the initiatives taken by the government relating to or dealing 

with the welfare of people can succeed to serve the actual purpose behind its 

formation if it is not introduced to its end users or the public in this case. Charter of 

Bangladesh often faces the dilemma of being categorized as one of the few charters 

                                                      
14 Supra Note no.8 
15 Md. Saidur Rahman, „Citizens Charter Improve Service Delivery, Bangladesh Experience‟ (2012) 
<http://www.gaportal.org/sites/default/files/Citizens%27%20Charter%20-%20Bangladesh.pdf> 
16Farhana Razzaque, „Making Citizen‟s Charter effective‟ (2012) <http://www.thedailystar.net/news-detail-
218089>accessed 12:00 AM, 13January, 2012 

http://www.gaportal.org/sites/default/files/Citizens%27%20Charter%20-%20Bangladesh.pdf
http://www.thedailystar.net/news-detail-218089
http://www.thedailystar.net/news-detail-218089


104 
 

which have failed to serve the very purpose due to its unawareness by the customers 

who are eventually to obtain its benefit.  

ii. Mere availability of policies such as formation of effective Citizens Charter to ensure 

rendering of quality services by the agencies to the public is not sufficient. The 

Citizens Charter of Bangladesh fails to provide effective mechanism through which 

citizens can avail the services mentioned in the Citizens Charter thereby rendering it 

ineffective.  

iii. Researchers claim that the analysis conducted by them through various interviews 

and survey brings forward the loophole which vitiates the entire purpose of the 

formation of citizens Charter. Feedback given by the Citizens of Bangladesh sharply 

shows the dissatisfaction with the service delivery17.  

iv. It is only when the officials indulged in implementation of the Citizens Charter are 

committed or dedicated enough that the agencies involved in rendering the public 

services can obtain desired result and improved satisfaction level of public. The 

performance or the role of officials accountable for the same is often seen as not up 

to the standards laid down when it comes to providing effective redress to public.  

 

UNITED STATES 

Based on the same fundamentals as that of as that of United Kingdom‟s Citizens Charter and in 

accordance with executive order passed by Bill Clinton in 1993 the “Putting Customers First” 

initiative was started. Primarily, the Charter aimed at improvement of the public services 

rendered by the public sector agencies. Further, the goals were widened by making it more of a 

customer oriented charter with the introduction of consultation with customers while 

development of charter was in progress, encouraging their feedback and adequately measuring 

the quality standards which are being achieved. An innovative step taken by the government to 

ensure the effective implementation of the Citizens Charter is that it compelled the agencies 

rendering public services to submit timely reports pertaining to quality standards that are being 

framed and meet. Few of the studies conducted, to quiet an extent support the improvement 

interrogated by the introduction of Citizens Charter.  

The Citizens Charter of United States named Customers First certainly brought into being with a 

unique or distinguishing objective placing emphasis on consultation with the customers thereby 

                                                      
17Ahmed Shafiqul Huque, „Citizen's Charter and Implementation Failure: Performance of Local Councils in 
Bangladesh‟(2016)<https://www.researchgate.net/publication/304150345_Citizen's_Charter_and_Implementation
_Failure_Performance_of_Local_Councils_in_Bangladesh> 

https://www.researchgate.net/publication/304150345_Citizen's_Charter_and_Implementation_Failure_Performance_of_Local_Councils_in_Bangladesh
https://www.researchgate.net/publication/304150345_Citizen's_Charter_and_Implementation_Failure_Performance_of_Local_Councils_in_Bangladesh
https://www.researchgate.net/publication/304150345_Citizen's_Charter_and_Implementation_Failure_Performance_of_Local_Councils_in_Bangladesh
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initiating customer‟s participation and effectively measuring the success of the public services 

rendered by the agencies with the standards aimed at18.  

The principles governing the Citizens Charter of Unites States though not very wide in ambit are 

certainly concrete and well developed ensuring strong satisfaction of customers to wards staff;  

i. Citizens Charter must be personalized or flexible enough to adequately amend the 

Charter as per the needs of the customers.  

ii. While there is exchange of public services in return for handsome monetary amount 

leading to carrying out of business the agencies must be easy to do business with.  

iii. The quality standards laid down by the agencies involved in rendering public services 

must be meet.  

iv. Promoting transparency and valuing the customers must be given priority.  

 

Loopholes are as follows: 

Various studies conducted by the organizations on Putting Customers First reveals that although 

there have been a significant improvement or enhancement in various fields including customer‟s 

satisfaction in regard to the staff, easy access to services and reduced waiting time however, the 

increased satisfaction of customers pertaining to the public services rendered by the agencies still 

remains questionable. The quality standards elaborated in the Charters are often not met leading 

to high dissatisfaction level.  

 

RECOMMENDATIONS  

 

Effective Formation 

While the formation of Citizens Charter is in progress, in other words the process is yet to be 

finished, the committee or the management indulged in the process shall make sure to come up 

with a customer oriented and mission driven charter which focuses on enhancement of the 

quality of its services leading to higher customer satisfaction.  

Citizens‟ role shall not only be limited as the end consumers of their services or the targets. In 

fact, they shall be seen as an agent of organization. In other words, their role shall be realized, 

organizations shall put in efforts to engage citizens in the process of formation of  the Citizens 

Charter to make them feel as an asset to the organization rather then merely a chunk of external 

environment affecting organizations profit motive.  

                                                      
18 Jimmy Kazaara Tindigarukayo, „Benchmarking the Citizen‟s Charter in Jamaica:  an Empirical Evaluation‟ 
<https://sta.uwi.edu/conferences/salises/documents/Tindigarukayo%20J.pdf> 

https://sta.uwi.edu/conferences/salises/documents/Tindigarukayo%20J.pdf
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Organizations take resources from the society. They owe society. Also, the decisions of the 

organizations relating to the investments done, risks taken, policy changes made, pay etc., have a 

major impact on the society leading to immense uncertainty and destruction. Thus, attempts 

shall be made to link the charters with the Social rights to minimize or mitigate its impact and 

promote ethical market practice.  

While forming the initial standard Citizens Charter for any country meant for promoting the 

welfare of citizens by providing them adequate services and meeting the quality standards, 

people indulged in formulating the same shall identify and analyze all the adequate parameters of 

the existing Citizens Charters of various countries who have proved to be successful and try 

embody the same into their own if found suitable. Similarly, on the other hand identifying and 

analyzing the factors that have lead   to failure of the existing Citizens Charters of various other 

countries can certainly lead to building of an efficient Citizens Charter.  

In today‟s global era where competition is increasing by many folds on an international level, 

may it be in the field of providing goods to the consumers or rendering services to its end users 

innovation seems the only key to success and ensuring customers faith in an organization. Based 

on several factors affecting the organization innovation must be enhanced. Outdated or obsolete 

Citizens Charter might lead to downfall of customer‟s expectation and increased dissatisfaction 

leading to shift by customers.  

While forming the Citizens Charter, awareness regarding the external and internal environment 

including customer‟s expectations, government policies governing the charter, human resources 

available with the organization, financial stability of the organization, its functioning, efficiency 

of the human resource available etc., must be taken into account. Based on the desirability of 

these factors a well manageable Citizens Charter shall be framed so that it becomes convenient 

for the organization to abide by the standards mentioned.  

Manual redress system is not only time consuming but also involves a huge cost leading to 

increase in the capital requirement by an organizations rendering public services. Further, it 

requires a lot of labor and dedication at the end of staff members, the unavailability of which can 

lead to not only dissatisfaction of customers and huge loss but also a lot of duress and stress. 

Thus, an online system of redress shall be setup and mentioned in the Citizens Charter of the 

concerned organization rendering public service so as to ensure effective remedy to the affected 

person.  

Development of the Citizens Charter is not merely confined to laying down certain quality 

standards. In fact, the ambit of development of Citizens Charter focuses largely on the efficiency 

of the Charter which is put forward eventually. Often it is found that the standards embodied in 
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the Citizens Charter formed are aggressively vague. While the process of development of 

Citizens Charter meant for rendering the public service is in progress the ministers and the other 

authorities present must ensure that the standards set up are not vague. In fact it shall be plain 

enough to facilitate comparison with the actual standards so that the gap can be identified and 

building the same becomes easy.  

 

Effective Implementation  

Obtaining regular feedback from the customers on regular say, weekly or fortnight basis shall be 

positioned on the top of the priority list of an organization so as to ensure effective 

implementation of the Citizen Charter leading to rendering of efficient public service.  

Insufficient resources further contribute to failure on the part of a public service organization to 

comply with the established Citizen Charter. Thus, organizations which are willing to establish 

Citizen‟s charter and abide by it shall be provided with the resources essential for its effective 

implementation unless declared sick unit.  

Organizations indulged in providing public service shall make it a mandate to include effective 

redress system in its Citizen Charter and ensure that staff effectively responds to the customer‟s 

complaints where the standards mentioned in the Charter are not abide by or fall short of the 

standards mentioned.   

Increasing awareness of the existing Citizen Charter amongst its end users is the most suitable 

and effective mode of successful implementation of any policy or the legislation. In order to 

spread awareness about the existing Citizen Charter of the organization attempts shall be made 

to spread awareness by the means of various awareness campaigns, advertising in newspapers, 

radio programs, seminars and lectures.  

Innovation not only serves as an effective tool in formation of both organization and citizen 

oriented Citizens Charter but also, it serves as an effective tool in its implementation. In todays 

era where social media is gaining importance at such an extent social networking sites and social 

media tools like wikis and blogs can serve as an apt tool for contributing to the effective 

implementation of Citizens Charter by increasing awareness. Thus, innovative means such as 

these shall be promoted for effective implementation of Citizens Charter.  

While occupied in carrying out successful awareness campaign the department indulged in its 

effective implementation shall make sure that the customers are not only well aware about the 

existence of such Citizens Charter established for rendering quality public service but also are 

equally aware of the services which are rendered by the organization and how to avail them.  



108 
 

Role of non interested parties such as Non Governmental Organizations (NGOs) should be 

promoted by the way of making them an effective link between the government and the citizens 

so as to ensure effective elimination of obstacles indulged in rendering of quality services by the 

organization to its customers or meeting the quality standards.  

 

CONCLUSION 

Using the secondary sources of research, the researcher has not only managed to provide an 

overview and history of the Citizens Charter but also, has conducted an analysis of the process 

of development of Citizens Charter. Further, the researcher has carried out the analysis of the 

Citizens Charter of various countries on the basis of the Introduction, aim and principles 

governing the Citizens Charter of respective countries in order to find out the loopholes and 

accordingly put forth several recommendations pertaining to both its appropriate formation and 

implementation.  

Thus, it shall not be considered wrong when one says, that there is no well defined process 

followed internationally pertaining to the development of Citizens Charter. In fact, countries are 

independent to follow any procedure of development which they find appropriate or are best 

suited for their respective countries. Further, after analyzing the Charters internationally it would 

not be wrong to contend that the Citizens Charter of the respective countries meant for 

rendering the public service are not free from loopholes, if not in terms of development then in 

terms of effective implementation. Hence, to curtail the same researcher has also put forward 

several recommendations.  
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