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CHAPTER 1
INTRODUCTION



INTRODUCTION

Guidelines for Designing and Implementing
Sevottam Compliant Citizen's / Client's Charters and
Public Grievance Redress Mechanism

1.1 Background and Purpose

The Prime Minister approved the outline of a “Performance Monitoring and Evaluation System
(PMES) for Government Departments” vide PMO I.D. No. 1331721/PMO/2009-Pol dated
11.9.2009. Under PMES, each department is required to prepare a Results-Framework Document
(RFD). A RFD provides a summary of the most important results that a department/ministry
expects to achieve during the financial year.

The High Power Committee (HPC) on Government Performance chaired by the Cabinet Secretary
decided thatall RFDs for 2010-2011 will include the following mandatory success indicators:

Target / Criteria Value

Mandatory Success Weight Excellent Very Good Fair Poor
Indicators Good

100% 90% 80% 70% 60%
Create a Sevottam Date 1% Dec.30 | Jan. 10 | Jan. 15 | Jan. 20 | Jan.25
compliant system to 2010 2011 2011 2011 2011

implement, monitor and
review Citizen's Charter

Create a Sevottamt Date 1% Dec.30 | Jan. 10| Jan. 15 | Jan. 20 | Jan.25
Complian system to 2010 2011 2011 2011 2011
redressand monitor
public Grievances

Independent Audit of % 1% 100 95 90 85 80
Implementation of
Citizen's Charter

Independent Audit of % 1% 100 95 90 85 80
implementation of Public
Grievance Redress System

The purpose of these Guidelines is to provide guidance to Ministries/Departments to design and
implement Citizen's / Client's Charter and Grievance Redress Mechanism for Sevottam
compliance.
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1.2 Concept of Citizen's / Client's Charter

The Citizen's / Client's Charter is a written declaration by a Government department that
highlights the standards of service delivery that it subscribes to, availability of choice for
consumers, avenues for grievance redress and other related information. In other words, it is a set
of commitments made by a department regarding the standards of service which it delivers.

Though not enforceable in a court of law, the Citizen's / Client Charter is intended to empower
citizens and clients so that they can demand committed standards of service and avail remedies in
case of non-compliance by service provider organizations. The basic thrust of the Citizen's /
Client's Charter is to render public services citizen centric by making them demand driven rather
than supply driven.

Central Ministries/ Departments are expected to design a Client's Charter instead of a Citizen's
Charter in case they are not dealing with the public directly. The difference between the two
service recipientsis as follows:

Citizens

Citizens are individuals, groups of individuals (companies, trusts, associations, unions etc.) and the
common public at large. They are outside the government and are generally referred to as external
clients. Being outside the government machinery, the general presumption is that they do not
have sufficient knowledge of the government's internal processes. Therefore the onus is on the
service provider to ensure that citizens are well aware of the service standards and the
expectations from service recipients. It cannot be presumed that all citizens are literate or
understand the official language, and it may be necessary to communicate with them in the local
language also.

Clients

Clients could be government agencies and government employees availing services from another
government agency. Services here will exclude administrative control activities, references and
opinions to be provided on policy-related matters which cannot be disposed-off within pre-
defined time norms. Clients are part of the government and are generally referred to as internal
clients. Being part of the government machinery, the general presumption is that clients have
sufficient knowledge of the government's internal processes. Therefore the onus of ensuring that
clients who are also part of the government are well aware of the service standards and the
expectations from service recipients is equally divided between the service provider and the
service recipient. It is presumed that all clients are literate and communicating with them in the
official language of the service provider agency is sufficient.

+ Tdicial +



Citizen's Charter / Client's Charter or Citizen's / Client's Charter

The Charter prepared by the department may be either called a Citizen's Charter or a Client's
Charter depending on whether the organization is serving internal or external clients. It can be
called 'Citizen's / Client's Charter' in case the service recipients are a combination of the two. For
simplicity, it is referred to as Citizen's Charter or Charter in the remainder of this document.

1.3 Concept of Grievance Redress Mechanism

Grievances are expressions of resentment against specific acts of omission or commission that are
wrong or perceived as wrong, and requiring corrective action to be taken. In other words, if a
grievance is received, it needs to be redressed. For the present purpose, grievances include
complaints by service recipients against non-delivery of services as expected by service recipients,
but do notinclude requests for service delivery in the normal course.

Grievance Redress Mechanisms (GRMs) are process systems set up by organizations to receive
record, investigate, redress, analyze, prevent, or take any other appropriate action in respect of
grievances lodged against them. GRMs in Central Ministries / Departments include grievances
received by them from the public and clients / service recipients as well as from their own
employees. As such, these include issues related both to service delivery as well as to employment
related matters (e.g. transfers, promotions, pensions, pay fixation).

For the purpose of Sevottam compliance, GRMs include systems to manage grievances received in
respect of service delivery issues mainly. Such grievances are generally received from the public,
but in some cases these could also be received from client departments / employees or retired
employees. For example, Directorate of Estates is responsible for allocation of residential
accommodation to central government officers. This is a service delivery issue and not a service
matter and therefore will be covered under Sevottam compliance by Directorate of Estates.
Similarly, Department of Pensions and Pensioner's Welfare is responsible for issuing clarifications
regarding interpretation of pension rules. This is also a service delivery issue and will be covered
under Sevottam compliance by DoPPW. A single window disposal system used by many
Ministries/departments having a very large public interface is the system of organizing Lok Adalats
andJan Sunwai.

In practice, GRMs in Government of India Ministries / Departments have been partly functional.
The practice has been to maintain registers for complaints where all written complaints received
are entered. Thereafter photocopies are made and a copy of the complaint is forwarded to the
Head of Department or division to which it pertains. There it is marked down the hierarchy till it
reaches the dealing hand who needs to investigate it to take corrective action for redress. The
maintenance of such registers is decentralized, and practices of issuing acknowledgements to
complainants, classification of complaints, setting time norms for their disposal, and tracking
them through to final resolution are not uniform. With the availability of computerized systems, it
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has become possible to maintain such systems centrally so that grievances can be managed with
some uniformity even across large, decentralized organizations. More importantly, it has become
possible for the citizens / clients to lodge grievances from the comfort of their homes or offices
without having to visit any office specially for lodging a grievance. One such system extensively
being used in the Central Government Ministries / Departments is the Centralized Public
Grievance Redress and Monitoring System (CPGRAMS). Its 2007 version is an internet based tool
for lodging, forwarding for redress, and monitoring grievances relating to Ministries /
Departments / Organizations of Government of India. The citizens can lodge their grievances from
any internet facility on www.pgportal.nic.in Postal grievances received from citizens can also be
scanned and uploaded on the System for ease of processing. The System can be accessed by the
Director of Grievances in each Ministry / Department. It provides facility to the Director of
Grievances to classify the grievances, forward them to subordinate offices, monitor the process of
redress, and to communicate with citizens. It also facilitates analysis of grievances for identifying
grievance prone areas. The System is already functional in 89 Ministries / Departments /
Organizations and their subordinate offices. An improved version of CCGRAMS is likely to be made
functional shortlyin 2010.

1.4 GuidelinesIssued till Date

All Guidelines on Citizen's / Client's Charter including duties of 'Nodal Officer for Citizen's / Client's
Charter are available on DARPG website www.darpg.nic.in in the 'Compilation of Guidelines for
Redress of Public Grievances 2010'. A hard copy can also be obtained from DARPG. The
compilation of Guidelines for Redress of Public Grievances 2010 contains all the major guidelines
issued since 1985 for the creation of grievance redress mechanism in all
Ministries/Departments/Organization of Government of India. The compilation also includes
separate sections containing all the original orders issued since 1997 on Citizen's/Client Charter
and Information Facilitation counters in Government of India as well as State Governments/ Union
Territories Administrations.

The Sevottam framework developed in 2005, assimilated the essentials of the then existing GRM
frameworkandis re created through these guidelines.

1.5 Help Desk Facilitation and Support

All queries relating to guidelines on Sevottam Implementation and Compliance should be sent to
sevottam@nic.in. Queries relating to CPGRAMS can be sent to cpgrams-darpg@nic.in. Queries on
how a Ministry/Department will be assessed and evaluated on Sevottam Compliance for the
purposes of achieving the RFD mandatory indicators can be sent to sevottam@nic.in and
performance-cabsec@nic.in
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CHAPTER 2
CITIZEN'S / CLIENT'S CHARTER



CITIZEN'S / CLIENT'S CHARTER

2.1 Format of Citizen's Charter
The Citizen's Charter for a Ministry / Department should contain the following nine sections:

i. CoverPage

ii. Vision

iii. Mission

iv. Service Standards

v. Grievance Redress Mechanism

vi. Stakeholders/Clients

vii. Responsibility Centers

viii. Indicative expectations from service recipients

ix. Monthand Year for next review of the charter
In what follows, each sectionis described briefly.

i. CoverPage

To ensure instant recognition and user-friendliness, it is important that all Citizen's / Client's
Charters have a uniform cover page as given on the next page:

National Emblem

Logo (if any)
CITIZEN'S / CLIENT'S CHARTER

NAME OF THE MINISTRY /DEPARTMENT
(Name of the Ministry to which the department belongs)
Address with website ID
Month and Year of issue
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ii. Vision

This should be consistent with the Vision in the Results-Framework Document

iii. Mission

This should be consistent with the Mission in the Results-Framework Document as well as
Departmental Strategy.

iv. Service Standards

Theinformation in this section should be presented in the following format

SERVICE STANDARDS

S NO. MAIN SERVICES* STANDARD

* Main Services include services that are being provided on a regular basis to the Ministry /
Department's service recipients. Departmental Services rendered occasionally under exceptional
or extraordinary circumstances should not be a part of Main Services. These services should also
have supporting grievance redress processes.
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v. Grievance Redress Mechanism
This section should contain information relating to the following items:

a. Name and contact details of Public Grievance Officer:
b. Helpline number/Website urlto lodge grievance
C. Response to be expected by person lodging the grievance

d. Timelines for redress
vi. Stakeholders/ Clients

This section should contain the list of stakeholders / clients who have been consulted for setting
service standards. The stakeholder consultations done for the Strategy development process may
be used for the purpose of setting standards as well.

vii. Responsibility centers and Subordinate organizations

This section should contain a list of the Responsibility Centers and Subordinate Organizations
under the administrative control of the Ministry/Department. Information in this section should
include references to the service standards of the Responsibility Centers and Subordinate
Organizations, how to lodge a grievance against them, and the role of the Ministry/Department in
ensuring thatthey have set standards for service and are delivering services accordingly.

viii. Indicative expectations from service recipients

This section should contain responsibilities of the Citizens / Clients if they are to avail efficient
service delivery at the standards stated in the Charter. Examples of this would include submitting
completed application forms along with all the required enclosures, duly attested where required;
cross-checking for information or the latest position on a matter on the Department's website
before raising a query or a grievance etc.

ix. Monthand Year for the next review of the Charter
This section should indicate the month and year for the next review of the Charter. This allows the

citizens to be patient till the next major revision. The next date of review should not be too distant.
Upper time limit of once in a year or once in two years may be prescribed.

2.2 Concluding Remarks on Charter Format

The above formats show the standard format for the Citizen's Charter. Ministries/Departments
may need to include additional information pertinent to their specific domain in the Citizen's
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Charter. In such cases, the information can be included, but without changing the overall look and
feel of the Charter. Care must be taken not to make the Charter too long. If the additional
information that the Ministry/Department needs to include is very lengthy, it can be provided
separately on the website in another document, and in the Charter a reference can be given as to
how and where the information is available. It is imperative that the Citizen's Charter be kept user
friendly as well as concise by including all the necessary information, but without clutter, rhetoric,
and very lengthy information which may be daunting for the average service recipient.

2.3 Requirements on Publication of Charter
Mandatory Requirements for Charters of Central Ministries/Departments are as follows:

- The Charter is to be made in bilingual version as per requirements of the Official
Languages Actand approved by Minister-in-charge before publication.

- After publication twenty20 copies are required to be sent to the Librarian, Parliament
Library, Parliament House Annexe, Sansad Marg, New Delhi 110001. In addition, 15
printed copies are to be delivered to Performance Management Division, Chanakya
Bhavan (1st Floor), Chanakyapuri, New Delhi 110021, along with a soft copy on mail to
<performance-cabsec@nic.in>, <Prajapati.trivedi@nic.in>, <g.narendra@nic.in>

- TheCharter needs to be placed on the Ministry / Department's website. It may also be
publicized in select newspapers / media to ensure wide publicity if required by the
nature of work allocated to a ministry / department

- In offices located in Region 'C' it should also be published in the local language in
addition to English and Hindi for circulationin the region

- Asingle page containing extracts of main services and standards from the charter can
be displayed at the Reception and other prominent places in the Ministry /
Department

1
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CHAPTER 3
CHARTER DESIGN AND
IMPLEMENTATION PROCESS



CHARTER DESIGN AND IMPLEMENTATION PROCESS

3. Citizen's Charter Design and Implementation Process

This section describes the step by step process for formulation of Service standards by
Ministry/Departments and their Responsibility Centers including stakeholders' consultation
process and stakeholders' expectation for the preparation of Citizen's Charter (CC).

Step 1: Collect information on service standards achieved / can be achieved by Ministry /
Department

This step explains the information regarding the services provided by the Ministry/Department
thatis required for inclusion in the Charter, and how it is identified and collected. This step consists
of four tasks described below.

Task 1: Identify services delivered

Prepare a complete and exhaustive list of the services offered by the Ministry/ Department. This
will help the service recipients to know the services they can receive. Out of this exhaustive list, the
main services are filtered out for inclusion in the Citizen's Charter. Main services include services
that are being availed in routine by a large majority of service recipients. Services rendered
occasionally under exceptional or extraordinary situations are not part of main services. However,
if the Ministry/ Department provide a very large number of services, then the main services are
prioritized according to frequency of use. The most frequently availed services are included in the
Charter and a reference is made in the Charter to the document or website where a more
exhaustive list is available.

Refer Appendix | for an example of how services are listed and classified in Kendriya Vidyalaya
Sangathan.

Task 2: Identify indicators to measure service standards

Identify the indicators on which standards for each service are laid down. This will help the
Ministry/Department measure its current service standards. If the Ministry/Department does not
have service standards currently in use, then the indicators are to be defined first so that service
standards can be laid down on basis of such indicators.

Refer Appendix Il for an example of indicators on which service standards are laid down in Central
Board of Excise and Customs.
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Task 3: Estimate current service standards

Estimate the service standards being achieved at present using the indicators identified in Task 2.
This will help the Ministry/Department to set realistic service standards. The estimate is prepared
on the basis of internally available data. In case there is no mechanism to collect this data at
present, a rough estimate is created through consensus among senior officers who have first hand
experience of the service standards being achieved.

Refer Appendix Il for an example from Central Board of Excise and Customs, where very little
internal data was available to estimate current service standards.

Task 4: Documentthe current service standards

Create a formal document with exhaustive list of services offered along with the service standards
that the Ministry/Department believes that it are achieving. This will help the
Ministry/Department to set realistic service standards for inclusion in the Citizen's Charter. This
document forms the baseline of the current service standards and is used to make improvements
going forward. Improvements are in the form of addition of new / deletion of outdated services,
addition of new / deletion of outdated indicators, more stringent standards for same services /
indicators.

Refer Appendix IV for format of a formal document created by Central Board of Direct Taxes.
Step 2: Collectinformation on service standards achieved by Responsibility Centres

This step explains the information regarding the services provided by its Responsibility Centres
that the Ministry/Department requires for inclusion in the Charter, and how it is identified and
collected. Some Ministries/Departments may not have any Responsibility Centres under their
administrative control. In such cases Step 2 is not applicable to them.

Task 1: Prepare list of Responsibility Centres

Prepare a list of the responsibility centres under the administrative control of the Ministry/
Department. This will help the Ministry/Department to include the relevant information in its
Citizen's Charter and to ensure that the entire chain of vertical service delivery is covered.

Refer Appendix V for a real life example of list of Responsibility Centres as given in the Citizen's
Charter of the Ministry of Labour & Employment.

Task 2: Prepare list of services offered by Responsibility Centres

Prepare a list of the services offered by Responsibility Centres under the administrative control of
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the Ministry/Department. This will help provide complete information to all service recipients and
to the public at large about the complete gamut of services under the Ministry/Department. This
listis prepared in consultation with the Responsibility Centres.

Task 3: Estimate current service standards achieved by the Responsibility Centres

Prepare a document on the service standards being achieved by the Responsibility Centres. This
will help the Ministry/Department to decide whether or not the service standards are adequate
and the improvements needed in them. This document is prepared in consultation with the
Responsibility Centres.

Task 4: Document role of Ministry/Department in service delivery by Responsibility Centres

Decide and document the role of the Ministry/Department in ensuring service delivery by each of
its Responsibility Centres. This will help the Ministry/Department to fulfil its own responsibility vis-
a-vis service standards at the Responsibility Centres. This is documented in consultation with the
Responsibility Centres. It includes, among others, identification of services, setting of service
standards, establishing public grievance redress mechanism at the Responsibility Centres.

Step 3: Plan for stakeholder consultations on service standards of Ministry/Department and its
Responsibility Centres

This step explains how a plan for receiving stakeholder inputs for setting service standards is to be
drawn up as it isimportant that service standards are determined in consultation with the service
recipients, employees who deliver the services, and external experts / practitioners in relevant
domains.

Task 1: Identify stakeholder groups to be consulted

Prepare an exhaustive list of all stakeholder groups that should be consulted before setting
standards for services delivered by the Ministry/Department and the Responsibility Centres under
its administrative control. This will help in prioritizing the stakeholders and develop a plan for
receiving critical inputs within a specified time frame.

Refer Appendix VI for a real life list of various stakeholders for some Central and State Government
Departments.

Task 2: Prepare plan to receive stakeholder inputs

Prepare a detailed survey plan including information on whether it will be a survey on mail, or data
will be collected through open house discussions, or through open advertisement, the timelines
for the survey, number of beneficiaries to be surveyed, location (number of places) etc. This will
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help in scheduling stakeholder consultation meets or receiving stakeholder inputs through any
other means. The sample includes service recipients of all services rendered by the
Ministry/Department and its Responsibility Centres.

Refer Appendix VIl for a real life survey plan used by Department of Posts.

Task 3: Design tool to collect data on service recipient expectations

Develop a tool to capture service recipient expectations vis-a-vis Ministry/Department services.
This tool will help capture the specifications of how, where and when the services are preferred to
be received by the service recipients, and from whom. Service recipient expectations can be
gathered through multiple methods, e.g. survey to capture beneficiary expectations on the
standards, open house discussions, soliciting public views through advertisements, analysis of
complaints/grievances.

Refer Appendix VIII for a real life tool used by Department of Woman & Child Development,
Government of Karnataka to capture citizen/client expectations

Task 4: Design tool forinternal stakeholder consultations on services and service standards

Develop a tool to capture views of internal stakeholders on services and service standards. This
tool will help consultations with officials and staff involved in service delivery while determining
the service delivery standards. Internal stakeholder consultations are primarily through focus
group discussions of distinct levels of officials and field level functionaries. Separate discussions
with different levels will enable a better understanding of the key issues from different
perspectives and also prevent dominance of higher level groups to overshadow concerns of lower
level functionaries.

Refer Appendix IX for a real life tool used to capture employees' inputs on service standards in
Department of Posts

Task 5: Design tool for external expert consultations on services and service standards

Develop a tool to capture views of external stakeholders other than service recipients, e.g. experts
/ academicians/ practitionersin relevant sectors / officials from related departments. This tool will
help consultations with all remaining stakeholders. External expert consultation is primarily
through focus group discussions and workshops where representatives of the identified
stakeholder groups are invited. The key objective is to obtain inputs from sector experts in setting
service delivery standards. Written inputs are sought from the experts using the tool prepared for
the purpose sothatappropriate records are available for reference as needed.

Refer Appendix X for a real life tool used by Department of Woman & Child Development,
Government of Karnataka to capture external stakeholderinputs on service standards.
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Step 4: Receive inputs through stakeholder consultations

This step explains how inputs from various stakeholder groups are collected for setting service
standards.

Task 1: Administer survey tools as per survey plan

Collect data as per requirements identified in the survey tools from service recipients, internal
staff, and external experts / practitioners. The task of actually conducting the survey is done with
the involvement of concerned staff, Responsibility Centres and field level implementation teams
atthe locations specified in survey plan.

Task 2: Analyse data collected through survey tools

Compile results of the survey and identify the key expectations of stakeholders' vis-a-vis service
standards of the Ministry and its Responsibility Centres.

Task 3: Prioritize stakeholder expectations

Decide which of the key expectations of stakeholders are to be incorporated into the service
standards to be laid down now.

Step 5: Consolidate internal information and stakeholder consultation results

This step explains the process of finalisation of the sector standards after taking into account the
current standards and the standards expected by stakeholders.

Task 1: Compare existing service standards with stakeholder expectations

Identify the key variations between existing service standards documented through Steps 1 and 2
and stakeholder expectations summarized through Step 5.

Task 2: Finalise standards of service delivered by Ministry/Department

Finalise service standards after taking into account the variations between existing service
standards and stakeholder expectations, and the decisions relating to how these variations are
managed.

Step 6: Prepare Charter and get approval

This step explains tasks involved in the actual preparation and launch of the Citizen's Charter.
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Task 1: Prepare draft Citizen's Charter

Prepare Citizen's Charter for Ministry / Department consisting of nine sections described
previously. The vision and mission statementincluded in the Charter should be consistent with the
same given in the Results Framework Document. This should also include the Grievance Redress
Mechanism which has been described in detail in the Chapter 4.

Task 2: Circulate draft Citizen's Charter for comments

Circulate the draft Charteramonginternal and external stakeholders for a final round of feedback.

Task 3: Finalize Charter

Consider the feedback received through circulation of draft Charter before finalizing the Charter
and getting itapproved from the competent authority.

Task 4: Make Hindi version of final charter

A public document is required to be published in bilingual version as per the mandatory
requirement of Official Languages Act.

Task 5: Getthe Charter approved by Minister-in-charge

Approval of the Charter in bilingual version by the Minister-in-charge is mandatory.

Step 7: Publish Charter in publicdomain

Task 1: Uploadthe Charter on website.

After approval of the Minister-in-charge the Charter must be placed on the Ministry /
Department's website immediately. Thereafterit may be got printed for dissemination.

Task 2: Provide Printed copies of Charter

20 copies of the printed Charter are required to be sent to the Librarian, Parliament Library,
Parliament House Annexe, Sansad Marg, New Delhi. Copies of the Charter can also be sent for
information of members of the Department Related Parliamentary Standing Committee or be
given to them during the next meeting. Another 15 printed copies are to be delivered to
Performance Management Division, Chanakya Bhavan (' Floor), Chanakyapuri, New Delhi
110021, along with a soft copy on mail to <performance-cabsec@nic.in>,
<Prajapati.trivedi@nic.in>, <g.narendra@nic.in>
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Task 3: Disseminate Charter contents

The Charter should be circulated to stakeholders in printed or soft copy form as appropriate.
Copies of the Charter should be available for free distribution to the Citizen's / Client's through the
Ministry's / Department's Reception and /or the Information Facilitation Counters, where ever
functional. The main aspects of the Charter may be displayed in the Reception / waiting area of
the Ministry / Department or display the contact details of the person from whom a copy of the
Charter can be obtained.

Step 8: Ensure implementation of Charter by staff

This step explains the tasks required for ensuring that staff of the Ministry/Department delivers
services inaccordance with the service standards laid down in the Charter.

Task 1:Send communication to all staff

Send a communication to all staff members enclosing the Charter and advising them on how they
will be delivering services in accordance with standards laid downin the Charter.

Task 2: Conduct training/orientation sessions for staff on Citizen's Charter

Ensure that all the functionaries within the department throughout the vertical chain must be
aware of the contents and use of the charter through training. A presentation on the contents of
the charter can be prepared centrally, and then presented to the functionaries at various levels
through the hierarchy. E.g. the head office makes a presentation to the state level, state level
makes a presentation to district level and district level officials present to block level, block level
officials present to lower level functionaries etc.

Step 9: Initiate process for Sevottam compliance by Responsibility Centres

This step explains the responsibility of the Ministry/Department in ensuring that the
Responsibility Centres under its administrative control also achieve Sevottam compliance.

Task 1: Provide inputs to Responsibility Centres

Provide inputs to Responsibility Centres to design and implement Sevottam compliant Citizen's
Charters.

Task 2: Agree roadmap with Responsibility Centres

Discuss and agree on a roadmap with Responsibility Centres on achieving Sevottam compliance by
the Responsibility Centres.
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Citizen's Charter Design and Implementation Process — At a Glance

Step 1: Step 2: Step 3: Step 4: Step 5: Step 6: Step 7: Step 8: Step 9:
Collect Collect Plan for Receive Consolidate | Prepare Publish Ensure Initiate
information | information |stakeholder |inputs internal Charter and |Charterin implementa | process for
on service on service |[consultation |through information | get approval | public tion of Sevottam
standards standards s on service |stakeholder |and domain Charter by |compliance
achieved / | achieved by |standards of | consulta- stakeholder staff by
can be Responsibili | Ministry/ tions consultation Responsibilit
achieved by |ty Centres |Department results y Centres
Ministry / (RC) and its RC
Department
Task 1: Task 1: Task 1: Task 1: Task 1: Task 1: Task 1: Task 1: Task 1:
Identify Prepare list |Identify Administer |[Compare Prepare Upload the |Send Provide
services of RC stakeholder |survey tools |existing draft Charter on | communicat |inputs to
delivered Task 2: groups to be | as per service Citizen's website ion to all Responsibilit
Task 2: Prepare list consulted survey plan stgr;]dards Charter Task 2: staff y Centres
Identify of services | Task 2: Task 2: W'tk hold Task 2: Provide Task 2: Task 2:
indicators to | offered by | Prepare plan | Analyse data stakeho J€T | Circulate printed Conduct Agree
measure RC to receive collected expectations | y-aft ¢ for copies of training/orie | roadmap
service Task 3: stakeholder |through Task 2: comments | Charter ntation with
standards Estimate inputs survey tools Flnalt;sed ) Task 3: Task 3: sesfsflons for Recspon5|b|I|t
Task 3: current Task 3: Task 3: stan_ ards ot | rinalize Disseminate ‘Zt_a, or’1 y Centres
Estimate service Design tool | Prioritize (sjerlylce db Charter Charter CE'Zen S
current standards to collect stakeholder |9€'!V€rea by Task 4: contents. arter
service achieved by |data on expectations Ministry/De Make Hindi
tandards the RC service partment axe nindi
s - Task 4: version of
Task 4: Task 4: reC|p|entv Design tool final Charter
Document Document expectations for internal Task 5:
the current | role of Task 4: stakeholder Get th;a
service Ministry/ Design tool |consultation Charter
standards Department |for internal |s on services
h . . approved by
in service stakeholder |and service Minister-in-
delivery by |consultation | standards charge
RC son serv.lces Task 5:
and service Design tool
standards for external
Task 5: expert
Design tool |consultation
for external |s on services
expert and service
consultation | standard
s on services
and service
standard
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CHAPTER 4
GRIEVANCE REDRESS MECHANISM



GRIEVANCE REDRESS MECHANISM

4.1 Formats for Grievance Redress Mechanism

The Grievance Redress Mechanism for a Ministry/Department/ Responsibility Centers should
cover the three processes of receipt, redress, and prevention and should contain information in
the following sections:

i Information on receipt

ii. Communications to complainant

iii. Criteria for classification

iv. Time norms for redress
V. Level of responsibility for Redress
vi. Analysis and prevention

Inwhat follows, each process sectionis described briefly.
i. Informationonreceipt

Every Central Ministry/Department/Responsibility center shall identify the place, time, and
personnel for receiving grievances brought personally by the complainant or received by post.
Such a person should ideally be a part of the information facilitation counter or the reception or an
asan arrangement in the form of an internal desk/unit/section/division in an office. He/she would
be responsible for receiving the grievances, issuing the acknowledgment receipt simultaneously
and maintain the record in the format given below. In case of online system the acknowledgement
should be sent automatically.

To ensure that all relevant particulars are available for further actions to be taken, full details must
be recorded at the time of receiving a grievance or complaint as shown below and an additional
columnshould be provided for tracking date of redress:

Particulars of Citizen / Client Particulars of the Grievance

# | Date of | Name | Address | Landline/ | Whether Subject Office | Brief Date of
Receipt Mobile / | Acknowled- | of the Description | Acknowledgement
Email gement given| grievance Date of Redress
at the time
of receipt
1] 2 3 4 5 6(Yes /No) | 7 8 9 10
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Information under Chapter 4, Section (ii) ¢, of these guidelines must also be furnished.
ii. Communicationtocomplainant

At the time of acknowledgement, the complainant should be provided with the following
information:

a. Grievance number to facilitate monitoring and reminders by complainants

b. Expected time of redress (Prescribed maximum time limit for completion of redress is
three months)

c. Ifnotaddressed within expected time, action to be taken by complainant

If the grievance is not redressed within the expected time, the complainant should be provided
with the following information by the person responsible for receiving the manual/postal
grievances:

a. Informationonreasonsfordelay
b. Updated expectedtime of redress

c. Ifnotaddressed within expectedtime, action to be taken by complainant

At the time of final redress, the complainant should be provided with the following information by
the office responsible for redress of the grievances:

a. Actiontakenforredress

b. If notsatisfied with the redress action, avenues for pursuing the matter further

The information should be given in the same letter/order through which the final decision on
redress is conveyed to the complainant.

iii. Criteriafor classification

Different types of grievances or complaints need different responses or ways to respond to them.
Therefore the grievance must be categorized to facilitate action appropriate to the type of
grievance. The Department of Administrative Reforms and Public Grievances has provided five
broad suggestive criteria under which the Ministry/Department can categorize their grievances.
These five criteria can be listed in the following format:
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# Criteria Grievance Category

1. Charter related

2. Policy related

3. Personnel related

4. | Pensioners' related

5. Vigilance related

iv. Timenormsforredress

Based on the criteria listed as above time norms for redress must be laid down as shown below:

# Grievance Category Time Norm for Redress

v. Level of Responsibility for Redress

In order to ensure that grievances are addressed within the prescribed time norms, the GRM
should define the levels of responsibility for redress of each category of grievances and their time
norms. In case the grievance is not redressed at a particular defined level then an avenue should be
available to the complainant to approach the next higher authority. The responsible officials at
each level should alert their next superior official well in time if a grievance is likely to exceed the
prescribed time norm. The next higher authority should call for a report to redress escalated
grievances.

They can then take appropriate action without the complainant having to repeatedly remind or
pursue the issue. The table for level of responsibility for Redress must contain the following
information asapplicable:

Type of Time line Time line Time line Time line

Grievance for redress for Level 2 for Level 3 for Level 4
at Level 1
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vi. Analysisand Prevention

Grievances can be viewed as free inputs to the organizations, to understand the expectations of
service recipients better and initiate systemic reforms to meet those expectations.
Ministries/Departments must analyze why they are receiving particular types of grievances more
frequently than others. Such grievance prone areas need to be identified and analyzed for bringing
about necessary changes proactively.

A format for root cause analysis of grievance prone areas is as follows:

Action Planned date
Root cause  required and Authority Action

Date and Grievance
# description prone areas

of Grievance identified identified  toimprove responsible for ~taken date

system taking action

4.2 Periodic Review

The Ministry/Department should have a system in place to call for monthly reports on grievance
redress from Responsibility centers. The report should also contain information regarding the
status of unaddressed/ unresolved grievances. In case of an automated system the monthly report
should be able to automatically generate this information. All Ministries/ Departments should
also consolidate the grievances redressed and pending at their own level on a monthly basis. The
Director of Public Grievances of the Ministry/Department should review the grievances pending at
their own level and with the Responsibility centers periodically.

4.3 Concluding Remarks

The above formats show the minimum format requirements for GRMs. Ministries/Departments
can improvise and add on to the above formats to make their GRMs more efficient and effective.
Although it is theoretically possible to maintain these formats manually, in order to implement
them practically in situations where the volume of grievances is very large, it will be necessary to
install an electronic system for recording receipt of grievances, issuing alerts when prescribed time
norms are exceeded, and retrieving data at periodic intervals for conducting root cause analysis. A
web based system (CPGRAMS) is being used in the Central Government to manage grievances
received by the Department of Administrative Reforms and Public Grievances (DAR&PG),
President's Secretariat, Directorate of Public Grievances (DPG) under Cabinet Secretariat and
Ministries/Department. This system is designed and managed by the DARPG. A large percentage
of such grievances received at the highest level are redressed at local/subordinate level. This
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system facilitates the higher organizations to send such grievances at a nodal point in each
Ministry/Department from where they are further sent to the concerned office where it
eventually gets redressed.

The Director of Public Grievances (a JS level officer) in each Ministry/Department is using the
system by accessing it through a user name and password given by DARPG. All grievances received
by the President's Secretariat, Directorate of Public Grievances (DPG) under Cabinet Secretariat
and DARPG are forwarded electronically to the concerned Director of Public Grievances. The Prime
Minister's office will also be shortly connected to this system. The CPGRAMS has a facility for the
Director of Public Grievances to create similar accounts for their subordinate offices and
Responsibility centers that can further create their account till the last level. A facility is also
provided for categorization and classification of grievances. The grievances are normally
redressed at a decentralized level and higher formations that receive them can monitor the
progress of redress received by them on a specially designed monitoring desk. A new upgraded
version of CPGRAMS will be launched shortly and a multimedia CD on “How to use the CPGRAMS”
is provided as part of the workshop kit. A copy will also be made available on the website
www.pgportal.gov.in through the helpdesk link. Any query about the CPGRAMS can be sent by
email to cpgrams-darpg@nic.in. Many organizations having a large public interface may require
special arrangement at local level to deal with grievances within their domain. In such cases
CPGRAMS may not be useful for their purpose and may require installation of special software for
theirown use.
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AND IMPLEMENTATION PROCESS



GRIEVANCE REDRESS MECHANISM DESIGN AND
IMPLEMENTATION PROCESS

5. Grievance Redress Mechanism
This section describes the step by step process for managing the GRM.
Step 1: Design of GRM

This step explains the information required for setting up new GRM/reviewing existing GRM, and
how itisidentified and collected. This step consists of four tasks described below.

Task 1: Prepare list of data items to be captured in the GRM

Prepare a complete list of data items required in the system for both static and dynamic data
elements. Static (or master) data includes information on the offices, responsibility centers, and all
subordinate offices for which grievances are received in the Ministry/Department either through
post or online or manually. A list of all possible types of grievances that are expected to be received
in the Ministry/Department, categorization of grievances as per criteria defined above, level of
responsibility for redress and timelines for redress for each level is also part of the static data. For
dynamic (or transaction) data, prepare a list of the data elements that need to be captured for each
complainant the time of receipt including complainant details, complaint description, and any
otherinformation to be provided by the complainant.

Appendix XI shows information to be collected on receipt of grievance - Example from Central
Board of Excise and Customs

Task 2: Prepare the internal process flow chart for GRM

Prepare a process flow for grievances to enter and flow through the organizational hierarchy of the
Ministry/Department up till the final point where it will be redressed. It must be ensured that the
process does not make it cumbersome for the complainant to lodge a grievance and track it while it
is pending for redress. It must also be ensured that the process is optimized to ensure fastest
possible redress. At a very high level, the process flow will be the same for all grievances that flow
through the GRM. However, the actual process for redress after it reaches the dealing hand may be
different depending upon the type of service to which the grievance is related. For the purposes of
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GRM process flow, only the high level process flow chart needs to be prepared. It is assumed that
the process flow for redress at the level of the dealing hand is known to the dealing hand and that
process is specific to each dealing hand.

Step 2: Implementation of GRM

This step explains how the GRM is to be implemented across all offices, divisions, Responsibility
Centers, and Subordinate offices of the Ministry/Department.

Task 1: Implement the process flow through existing systems

The existing system requires that each Ministry/Department should designate a JS level officer as
Director of Grievances. The Director of Grievances should ensure that nodal officers of grievances
are nominated at each of the Responsibility Centers. The Director of Grievances has also been
assigned under the CPGRAMS, and grievances received on the CPGRMS by DARPG, DPG Cabinet
Secretariat, President's Secretariat and directly by Ministry/Department through the web should
be directed to his account. Furthermore, the system is implemented through manual, semi-
automated, fully automated system whatever is available at present.

Task 2: Training/Workshops on GRM

Identify the officials at the apex level who will be implementing the process documented as above
and ensure that they are aware and trained in respect of their role in implementation of the
process flow.

Task 3: Initiate process for automation related decisions

Take a view on the feasibility of implementing the process in its entirety through a manual, semi-
automated, or fully automated system and initiate actions required for automation as
appropriate. The process for the ongoing GRM activities will vary with the degree of automation.
Furthermore, actual implementation of the complete process flow documented as above is
aligned with the automation plans of the Ministry/Department.

Task 4: Launch the GRM

Ensure that the GRM is working as laid down in the process flow charts and approved for
implementation so that when the GRM is publicized and service recipients actually try to use it, it
actually works. If the task involved inimplementing the entire process flow is too huge to take up in
one go, the same may be taken up in phases within the outer limit of 1 year.
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Task 5: Publicize the GRM

Conduct a publicity campaign to make service recipients aware of the GRM in alignment with the
process flows in the GRM that are actually working as in above task. The basic information
regarding GRMis also made available through the Citizen's Charter.

Step 3: Grievance Prevention

This step explains how grievances are analyzed in order to make the GRM efficient as well as
effective.

Task 1: Conduct systemic analysis

Retrieve data on all grievances received during the last month or quarter as appropriate for your
Ministry/Department. Using the information on grievance description and subsequent redress
provided to the complainant, identify the root cause behind each grievance.

Task 2: Identify grievances prone areas and remedial actions

Identify the most frequent types of grievances and the most frequent causes behind the
grievances. Also identify remedial measures on how the Citizen's Charter, the service delivery
system and/or the GRM need/s to be modified in order to prevent the root causes from recurring.

Appendix Xll shows an example of how grievance prone areas and remedial actions were
identified for Employees Provident Fund Organization.

Task 3: Take follow up action to address grievance prone areas

Assign the remedial actions identified to appropriate personnel depending on the nature of action
which could range from localized process improvements to apex level policy changes. Appropriate
decisions are required for policy level decisions and these are referred to the competent authority
for further action. Localized process improvements are to be identified and implemented quickly
in a time-bound manner with clear responsibilities assigned to appropriate functionaries. Every
quarter, results of the previous quarter's analysis should be reviewed to ensure that there is no
backloginthelocalized processimprovements.
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GRM Design and Implementation Process - At a Glance

Step 1:
Design of GRM

Step 2:
Implementation of GRM

Task 1:
Prepare list of data items
to be captured in the GRM

Task 2:

Prepare the internal
process flow chart for
GRM

Task 1:

Implement the process
flow through existing
systems

Task 2:
Training/Workshops on
GRM

Task 3:

Initiate process for
automation related
decisions

Task 4:
Launch the GRM

Task 5:
Publicize the GRM
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INSTITUTIONAL ARRANGEMENTS FOR DESIGN AND
IMPLEMENTATION

6.1 Institutional Arrangements at Ministry/Department Level

Institutional Arrangements refer to organizational structures including delegation,
distribution, or sharing of roles and responsibilities related to designing and implementing any
organizational initiative. In the context of Sevottam compliance, institutional arrangements
are the organizational structures needed to ensure that the compliance requirements are

properly designed, deployed and monitored to suit the specific context of the Ministry/
Department. Ministries/Departments need to create new arrangements for the activities and
tasks that are not being done at present, in alignment with the arrangements that exist for the
tasksthatare already underway.

The following sections explain the institutional arrangements at the Ministry/Department
level required for the present purpose.

1.

Steering Group at the Apexlevel

Steering Group is responsible for ensuring that appropriate policies and processes have been

laid down in respect of design and implementation of Citizen's / Client's Charter and Grievance
Redress Mechanism (GRM). This includes setting time frames for review and revision of the
Charterand GRM so thatthe same s periodically updated in line with emerging requirements.

Chairperson: Secretary heading the Ministry/Department

Members: Senior most functionaries responsible for policy and design of service delivery
processes for all services delivered by the Ministry/Department, its Responsibility Centers, and
its Subordinate Offices.

Member Secretary: A Joint Secretary level officer should be made the Nodal Officer,
responsible for Citizen's / Client's Charter and Grievance Redress Mechanism. The Member
Secretary may also be designated as Sevottam Champion at the apex level.

Member Secretary is responsible for preparing the agenda and convening meetings of the
Steering Group in order to get the required policy decisions taken for setting and achieving
service standards by the Ministry/Department, it's Responsibility Centers, and it's Subordinate
Offices.
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2. Working Group/Task Force at the Apex level
Chairperson: Member Secretary of the Steering Group

Members: Divisional heads responsible for ensuring that service standards as laid down in the
Charter are actually being implemented in the Ministry/Department, its Responsibility
Centers, and its Subordinate Offices.

Member Secretary: Senior functionary to be appointed by the Chairperson for coordinating
and communicating with various functionaries and/or committees responsible for delivery of
services as per standards laid down in the Charter.

Member Secretary is responsible for preparing the agenda and convening meetings of the
Working Group in order to disseminate the decisions taken by the Steering Group and to
deliberate onimplementation modalities.

3. Implementation Committees at the Ministry/Department level

There will be multiple implementation committees in each Ministry/Department depending
upon the number of separate Divisions, Responsibility Centers, and Subordinate Offices under
the Ministry/Department.

Chairperson: Departmental/Divisional, Responsibility Centre, or Subordinate Office, Head
responsible for each service/group of services.

Members: Departmental/Divisional Head direct reportees responsible for ensuring
implementation of service delivery processes for all services delivered by the
Department/Division

Special Invitee: Member Secretary of the apex level Working Group/Task Force will be a special
invitee to allthe Implementation Committees.

Special Invitee will be responsible for ensuring that the decisions taken by the Steering Group
and the Working Group/Task Force at the apex level are communicated to the Implementation
Committee for taking appropriate action at their level.

Member Secretary: Nodal Officer responsible for Citizen's / Client's Charter and Grievance
Redress Mechanism at the Departmental/ Divisional, Responsibility Centre, or Subordinate
Office level. The Member Secretary may also be designated as Sevottam Champion at the
Departmental/ Divisional, Responsibility Centre, or Subordinate Office level as applicable.
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Member Secretary is responsible for preparing the agenda and convening meetings of the
Implementation Committee in order to disseminate the decisions taken by the Working Group
and to deliberate on implementation modalities at the next level.

6.2 Implementation Committees at next level

Next level Implementation Committees may be formed at Responsibility Centres / Field offices
depending onthe need and the structure of the organization.

Appendix Xl shows a real life example of institutional arrangements at CBDT which has
implemented Sevottam through the Aaykar Seva Kendras.
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ENSURING SEVOTTAM COMPLIANCE

7.1 Ensuring Sevottam Compliance

The Sevottam framework has been developed with the overarching objective of improving the
quality of public service delivery in the country. The framework has three components: Citizen's
Charter, Grievance Redress Mechanism and Service Delivery Capability.

The first component of the framework requires effective charterimplementation thereby opening
up a channel for receiving citizen's inputs into the way in which organizations determine service
delivery requirements. Citizen's Charters publicly declare the information on citizens'
entitlements; making citizens better informed and hence empowering them to demand better
services.

The second component of the framework, 'Public Grievance Redress' requires a good grievance
redress system operating in a manner that leaves the citizen more satisfied with how the
organization responds to complaints/grievances, irrespective of the final decision.

The third component 'Service Delivery Capability', postulates that an organization can have an
excellent performance in service delivery only if it is managing the key ingredients for good service
delivery well, and building its own capacity to continuously improve delivery.

The current focus of the RFD policy is on the first two components. For them to be Sevottam
Compliant they have to meet two levels of assessment criteria:

7.2 Compliance Assessment

This part of the assessment acts as a screening mechanism to filter out organizations that do not
meet the basic requirements to even enter the assessment process. Currently it consists of 5
criteria that ascertain whether the organization has started applying some tools that can improve
service delivery and is therefore likely to benefit from the assessment process. The criteria are
articulated in the form of questions that offer binary choices (“Yes/No”). We go to the next level of
assessment only after all questionsin the first level have been answered in the affirmative:

Table 1: First level of Sevottam Compliance

YES | NO

1. Hasthedepartment published an approved Citizen's Charter?

ii. Hasthedepartmentcirculated the Charter among service delivery units?

iii. Has the department appointed a senior officer as Director of Public
Grievances / Nodal officer for Citizens' Charter for the Department?

iv. Has the department set up a task force for formulation, implementation
and review of Citizen's Charter as per standards & for conducting self-
assessment with involvement of representative citizen groups?

v. Has the department published grievance lodging and redress procedure,
andtimelines for redress?

40
+ Zidicrd +



7.3 Process Quality Assessment

This part of the assessment acts as a rating mechanism to assess the quality of tool application and
its utilization for improved service delivery. It consists of 11 criteria for each of the modules, viz.
Citizen's Charter and Public Grievance Redress Mechanism, thereby comprising 22 criteria in all.
These criteria ascertain the extent to which the organization is applying service delivery
improvement tools in a systematic manner and is able to learn from experience. The criteria are
articulated in the form of questions that can invite rating on a five-point scale ranging from “ad
hoc” to “systematic” action. The rating given in response to each question needs to be backed up
by evidence attached with the application. Each Ministry/ Department that is participating in the
RFD for the year 2010-11 should carry out a self assessment on the 22 criteria under the Sevottam
Framework. The Ministry/ Department should then send an application along with the Self
assessment format to the Performance Management Division by 30 Dec, 2010. An organization
that scores well on these criteria deserves commendation for having understood the utility of
service improvement tools and for putting this understanding to good use.

The following 22 questions listed in Table 2 on the next page need to be cleared adequately in the
second level of Sevottam compliance. For Sevottam compliance a Citizen's, the Charter forof a
departmentMinistry/ Department would need to get an average score of 4 and a minimum of 3 in
allindicators.

7.4 Submission of Charter and GRM for Assessment

The Ministry/Department's Charterand GRM can be submitted in the following manner:

a Electronic copy to the following emails: performance-cabsec@nic.in,
Prajapati.trivedi@nic.in; and g.narendra@nic.in

b. Printed Version (15 copies) hand delivered to Performance Management Division,
Cabinet Secretariat, at:

Chanakya Bhawan (1st Floor)
Chanakyapuri
New Delhi - 110021

7.5 Sevottam Compliance Assessments

Assessment of Charters and GRM of Ministries/Departments to ensure that they are Sevottam
compliantaccording to criteria mentioned in Tables 1 and 2 will be done by a third party authorized
by the Performance Management Division, Cabinet Secretariat.

All queries relating to guidelines on Sevottam Compliance and Sevottam Implementation can be
sent to sevottam@nic.in. Any query about the CPGRAMS can be sent by email to cpgrams-
darpg@nic.in.
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Table 2: Second Level of Sevottam Compliance

No. Module/Criteria/Element Systematic

5

1 Citizens' Charter
1.1 Charter Implementation

1.1.1 | How do you determine and/or distinguish
the citizen groups as also your stakeholders
and what services do you offer to them?

1.1.2 | How do you meet the service expectations
of your citizen groups?

1.1.3 | How do you ensure that services and their
standards as described in the charter are in
accordance with expectations of citizen groups
identified above?

1.1.4 | How do you ensure that preparation and/or
review of the charter is participatory and
inclusive of all your citizen groups?

1.1.5 | How do you ensure that frontline staff and
citizen groups are aware of the charter and
can understand its contents easily for
compliance?

1.2 Charter Monitoring

1.2.1 | How do you measure and track service
delivery performance of different outlets
against charter contents?

1.2.2 | How do you communicate the gaps in
service delivery to officer/team responsible
for charter monitoring and to the outlets
concerned?

1.2.3 | How do you fill the observed and/or
reported gaps?

1.3 Charter Review

1.3.1 | How do you find out whether your charter
is serving its purpose and take measures to
enhance its effectiveness?

1.3.2 | How do you incorporate legislative changes
(e.g. introduction of Right to Information Act,
etc.) and other relevant provisions/
developments in your charter revision process?

1.3.3 | How do you ensure that frontline staff and the
citizens are aware of the basis for making
changes as above?
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2.1
2.11

2.1.2

2.1.3

2.2
221

2.2.2

2.2.3

2.3
2.3.1

2.3.2

2.3.3

23.4

2.3.5

Module/Criteria/Element

Grievance Redress Mechanism
Grievance Receipt

How do you prepare and implement
guidelines for spreading awareness on
public grievance process and ensure that
citizens get the information they need?

How do you prepare and implement
guidelines for recording and classifying
grievances?

How do you prepare and implement
guidelines for multiple channels of grievance
redress such as toll-free telephone lines, web
site, etc.”?

Grievance Redress

How do you determine time norms for
acknowledgement, and redress of
grievances/ complaints received?

How do you ensure that the time norms
as above are adhered to?

How do you continuously improve the
system and use forums like Jan Sunwai,

Lok Adalats and other single window disposal
systems to expedite grievance redress?

Grievance Prevention

How do you use grievance analysis while
preparing annual action plans and strategy
of the organization?

How do you find out grievance prone areas
and communicate them to the officer/team
responsible for service delivery improvement
and to the Public Grievance Redress Officer?

How do you link grievance analysis to charter
review and to other guidelines so that complaint
prone areas are improved upon?

How do you measure and track the progress on
improvements required to reduce complaint
prone areas?

How do you ensure that frontline staff and the
citizens are aware of improvements made in
grievance redress mechanism?

Systematic
5
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EVALUATION OF CITIZEN'S / CLIENT'S CHARTER AND
GRIEVANCE REDRESS MECHANISM

8. Evaluation of Charter / GRM Implementation

Even if the Charters and GRM are well drafted and the process of developing them is Sevottam
compliant, there is no guarantee that they will be implemented effectively. To ensure that they are
implemented effectively, each Ministry/Department will determine beforehand the criteria and
methodology by which they will be evaluated. For this they need to do the following:

1. Assign a weight to each service standard including timelines for redress of grievances
2. Define criteria on which a range for evaluation of service delivery can be laid down

3. Define the range on a scale ranging from Excellent to Poor with Excellent being the
highest achievability of each service standard

4.  Specify the sources of data or evidence on which they will be evaluated

Submit the evaluation methodology as above to Performance Management Division,
Cabinet Secretariat by email inthe prescribed format.

Examples of criteria for defining a range are explained below:

1. Frequency - Percentage times service standard has been met (If the service is provided
100timesduring the evaluation period and 80 timesiitis delivered as per standards (or
better), thenthe service standard has been met 80% times)

2. Deviation - Percentage deviation from standard (If the service has to be provided
between 10.00 am to 11.00 am daily, but there is an average delay of 15 minutes
during the evaluation period, then percentage deviation is 25% - calculated as 15
minutes delay being 25% of the service window of one hour)

Examples of sources of data or evidence for evaluation are explained below:

1. Clients - Data can be sought from clients who have availed services during the
evaluation period to check extent of achievement of service standards

2. Records - Records of the Ministry/Department showing the extent of conformance or
deviation with the standard.

The actual evaluation will be conducted by specially designated teams appointed by the
Performance Management Division, Cabinet Secretariat. The team will examine the evidence
provided by the Ministry/Department in support of actual implementation of the Charter and
GRM and give scores in accordance with the methodology. In addition, the team will take up test
cases where they would place 'test' service requests and lodge 'test' grievances to validate the
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evidence provided by the Ministry/Department. If the test case data contradicts the evidence
provided by the Ministry/Department under evaluation, the team will refer it to the
Ministry/Department for reconciliation. Based on the findings from validated evidence, the
Ministry/Department will be given a single score on the following scale:

Excellent Very Good Good Fair Poor

100 % 90% 80% 70 % 60 %

Appendix XIV shows the format in which the evaluation methodology is to be submitted. The
formatis followed by a hypothetical example of how scoring will be done.

47

+ Zidicrd +






APPENDICES



Appendix I: Listing and classification of services - Example of Kendriya Vidyalaya Sangathan

List of Services

Type of Service | Service

Scrutiny of registration forms received for admission by the Admission
Committee

Admissions Issue notification for admissions for the next academic year

Issue of prospectus with registration forms to the parents desirous of
admission of their wards.

Examination Conduct Half yearly Examination based on the coverage of syllabus up to
31st October of the academic year

Conduct Annual Examination based on the whole syllabus

Conduct the 1% Pre Board Tests for classes X and XII
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Appendix lI: Indicators for service standards — Example of Central Board of Excise and Customs

RC

Customs
(Imports
and General

DGICCE
Office

Central
Excise

Service
Tax

Service Name
Issue of acknowledgment receipt
Clearance of Bill of Entry
Grant CHA licences
Issue G & H cards
Registration of Bill of Entry

Issue of acknowledgements for all
correspondence received from a
retired employee

Provide final decision on pension
claim for all retired employees

Issue of acknowledgement receipt
for every public grievance

Resolution of a public grievance

Issue of Acknowledgements in all
written communication including
declarations, intimations, applications
and returns like ER-I,ER-II, ER-III

Issue of Acknowledgements fo
Registration, Refunds/Rebates,
CT-1 applications, Undertakings/
Bonds/ SSI declarations

Disposal of Rebates claims
Disposal of Refunds claims

Issue of deficiency memo in case
any deficiency is noticed in the refund
/rebate claim to the party

Issue of Acknowledgements for
Centralized Registration

Issue of deficiency memo in case any
deficiency is noticed in the Registration
form, to the party

Provide Centralized Registration

Indicator

Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Timer

Turn Around Time
Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Time

Turn Around Time
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Appendix lll: Estimation of current standards - Example of Central Board of Excise and Customs

{

Customs
(Imports
and General

DGICCE
Office

Central
Excise

Service
Tax

Service Name

Issue of acknowledgement receipt

Clearance of Bill of Entry
Grant CHA licences

Issue G& H cards
Registration of Bill of Entry

Issue of acknowledgements for all
correspondence received from a
retired employee

Provide final decision on pension
claim for all retired employees

Issue of acknowledgement receipt
for every public grievance

Resolution of a public grievance

Issue of Acknowledgements in all
written communication including
declarations, intimations, applications
and returns like ER-I,ER-II, ER-III

ssue of Acknowledgements for
Registration, Refunds/Rebates
CT-1 applications, Undertakings
/Bonds/ SSI declarations

Disposal of Rebates claims
Disposal of Refunds claims

Issue of deficiency memo in case
any deficiency is noticed in the
refund/rebate claim to the party

Issue of Acknowledgements for
Centralized Registration

Issue of deficiency memo in case
any deficiency is noticed in the
Registration form, to the party

Provide Centralized Registration

Standard
7 days

48 Hours/2 days
1 month/ 30 days
1 month/ 30 days
1 hour

7 days

90 days

48 hours

30 days

24 hours

7 days

3 months
3 months

15 days/ 30 days

7 Working days

7 Working days

15 Working days
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Appendix IV: Formal documentation of service standards - Example of Central Board of Direct Taxes

Service Name Standard

Allotment of PAN

Disposal of application for approval to a fund
under Section 10(23AAA) of the IT Act

Disposal of application for approval to Hospitals
in respect of medical treatment of prescribed
diseases

Disposal of application for grant of approval to
Institution under Section 80G 5(Vi) of the IT Act

Disposal of Application for grant of exemption or
continuance thereof to institutions (Hospitals,
School, University etc.) under Section 10 (23C) of
IT Act

Disposal of Application for no deduction of tax or
deduction of tax at lower rate

Disposal of application for recognition/approval
to Provident fund/Superannuation /gratuity fund

Disposal of application for registration of
Charitable or religious trust on institutions

Disposal of Application for transfer of case

Disposal of Application seeking extension of
time for payment of tax or grant of instalments

Disposal of rectification application

Issue of refund including interest, if any arising
from proceedings other than Section 143(1)

Issue of tax clearance certificate under Section
230 of IT Act

Issue of Tax refund along with interest, if any

Redress/disposal of complaints/grievance

Within 15 days of receipt of
PAN application

Within 3 months from the end of
the month of its receipt

Within 90 days of its receipt

Within 6 months from date on
which application was made

Within one Year

As early as possible but not later
than 30 days of its receipt

Within 3 months from the end
of month of its receipt

Within 4 months from the end
of month of its receipt

within 60 days of the receipt
of application

Within 1 month from end of the
month in which the application is
received

Within 2 months from end of the month
in which the application is received

Within 30 days of its determination

On the date of receipt of application
or latest by the following working day

within 9 months from the end of the
months in which the return complete
in all respect is received

Within 2 months from the end of the
month of its receipt
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Appendix V: List of Responsibility Centers — Example of Ministry of Labour & Employment

ATTACHED / SUBORDINATE OFFICES AND AUTONOMOUS BODIES

Directorate General of Employment & Training (DGE&T): (http://dget.gov.in)

e Laying down the policies, standards, norms and guidelines in the area of vocational training
throughout the country.

e Co-ordinatingemployment services.

Office of the Chief Labour Commissioner (Central): (http://labour.gov.in/clc)

e Prevention, investigation and settlement ofindustrial disputesinthe Central sphere.
e Enforcement of awards and settlements.

e Implementation of labour laws in industries and establishments in respect of which, Central
Governmentis the appropriate Government.

e Verification of membership of Unions affiliated to the Central Organizations of Workers for
giving them representation on national and international conferences and committees.

e Enforcement of the provisions of the Minimum Wages Act in the Central Sphere
establishments.

e Authorized to adjust Variable Dearness Allowance (VDA) every six months effective from 1*
April and 1" October every year on the basis of 6 monthly averages Consumer Price Index for
the preceding six months ending 31% December and 30" June respectively.

Directorate General of Factory Advice Service and Labour Institutes (DGFASLI):
(http://dgfasli.nic.in)

e Safety, health and welfarein factories and docks.

e Coordinating implementation of the Factories Act, 1948 by the State Governments and
formulation of model rules.

e Administration of the Dock Workers (Safety, Health and Welfare) Act, 1986

e Undertaking research in industrial safety, occupational health, industrial hygiene, industrial
psychology andindustrial physiology.

e Providing training, mainly in the field of industrial safety and health, including a diploma
course of one year duration in industrial safety which is an essential qualification for
appointment of safety officers in factories, 3 months certificate course in industrial health
(AFIH) for Doctors for their appointment as factory medical officers.
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e Regularin-service training of factory inspectors.

e Implementing the Vishwakarma Rashtriya Puraskar (VRP) and National Safety Awards (NSA)
Schemes.

Directorate General, Labour Bureau :( http://labourbureau.nic.in)

e Collection, compilation, analysis and publication of statistical data on labour related subjects
like employment, wages, earnings, industrial relations, working conditions etc.

e Compilation and dissemination of the Consumer Price Index Numbers for Industrial and
Agricultural/Rural Workers.

e Rendering necessary assistance to the State Governments in conducting training programmes
in Labour Statistics at State/District/Unit levels.

e Updatingthe base of Consumer Price Index Numbers for:-

i. Industrial Workers from base 2001=100t0 2010=100
ii. Agricultural/Rural Labourersfrom 1986-87=100 to 2004-05=100

e Updatingthe base of Wage Rate Index Numbers from 1963-65=100 to 2006-07=100.

e Improvement of Labour Statistics, Human Resource Development and Creation of
Management Information System.

Directorate General of Mines Safety (http://www.dgms.in)

e Enforcement of the provisions of the Mines Act, 1952 and Regulations framed there under
{Coal Mines Regulations, 1957, Metalliferous Mines Regulations, 1961, Oil Mines Regulations,
1984, Mines Rules, 1955, Mines Vocational Training Rules, 1966, Mines Rescue Rules, 1985.,
Mines Creche Rules, 1966, Coal Mines Pit Head Bath Rules, 1959}

e Enforcement of the provisions of the Electricity Act, 2003 and Indian Electricity Rules, 1956
and Allied Legislations {Factories Act, 1948 : Chapter Il & IV, Manufacture, Storage & Import of
Hazardous Chemicals Rules, 1989 — under Environmental Protection Act, 1986, Land
Acquisition (Mines) Act, 1985, The Coal Mines (Conservation & Development) Act, 1974} as
applicable to Mines and Oils fields.

Welfare Commissioners (9 offices):

Providing welfare facilities to the workers employed in the mica, limestone, dolomite, iron ore,
manganese and chrome ore mines and in the beedi and cinema industries.
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Appendix VI: Service Recipients/Citizens/Clients

Department of Posts: Service Recipients/Citizens/Clients

1. Walk-in Customers in Post Offices

2. Households receiving letters

CBDT: Service Recipients/Citizens/Clients

Tax Payers

Example from the Department of Women and Child Development, Karnaraka

The draft citizen charter was circulated to the following stakeholders for review:

e Working Group members
e State ATI, Mysore

o Selected NGOs

e Academicians

e Health Department

e UNICEF
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Appendix VII: Survey Plan - Example of Department of Post

Forenoon (8am — 1pm) Afternoon (2pm — 8pm)

1% Period 4 Teams (2 member each) 4 Teams

2 days Day 1 Day 1

(Dates-) | eam 182:PO 1 Team 182: PO 1
Team 3&4: PO 2 Team 3&4: PO 2
Day 2 Day 2
Team 1&2: PO 2 Team 1&2: PO 2
Team 3&4: PO 1 Team 3&4: PO 1
Frequency of Observations: Every 15 min

2" period | 2Teams (2 member each) 2 Teams

5 days Day 1 Day 1

(Dates.) | team 1: PO 1 Team 1: PO 1
Team 2: PO 2 Team 2: PO 2
Day 2 Day 2
Team 1: PO 2 Team 1: PO 2
Team 2: PO 1 Team 2: PO 1
Day 3 Day 3
Team 1: PO 1 Team 1: PO 1
Team 2: PO 2 Team 2: PO 2
Day 4 Day 4
Team 1: PO 2 Team 1: PO 2
Team 2: PO 1 Team 2: PO 1
Day 5 Day 5
Team 1: PO 1/PO 2 as per need Team 1: PO 1/PO 2 as per need
Team 2: PO 1/PO 2 as per need Team 2: PO 1/PO 2 as per need
Frequency of Observations: Every 15 min
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Appendix VIII - Tool to capture citizen/client expectations - Example from Department of Woman &

Child Development, Government of Karnataka.
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Appendix IX: Tool to capture employees' inputs on service standards - Example of Department
of Posts

Dear staff member...................

This questionnaire has been designed to understand your perception of your job. Please tell us
about the strengths and weaknesses of your work place and working environment. Your
suggestions will be kept strictly confidential and will be used for service improvement only.

There are 2 parts to this questionnaire. Please answer all the questions relevant to you.

Thankyou for your co-operation

-sd-
Sub post maSter/POStmaSter
..................... SO/HO

Name (Optional):-

(1) Howdoyouratetheservices provided to the customers by your post office?

[1 Verygood

[1 Good

[1 Satisfactory

[1 Notsatisfactory

(2) How canwe better satisfy our customers?

[0 Byproviding quick services

U

By courteous behavior

U

By efficient mail delivery]

[0 Anyother (please specify)

(3) Areyou aware of the specialized value added services being offered by the post office? (List
may be modified to suit the needs of the PO)

Sale / processing of passport applications [] Yes [ 1 No
International money transfer [] Yes [ ] No
Postal ID card [] Yes [ ] No
SB cash delivery at doorstep through postmen [] Yes [ 1 No
Sale of packaging materials [] Yes [ 1 No
E-payment of bills [] Yes [] No
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(4) Which branch of this office needs immediate improvement?

Ans

(5) What should be done to improve above referred branch?

Ans

(6) What are your suggestions to improve quality of services towards the customers?

Ans

Questions for delivery staff
Has the public approached you for purchase of stamps?
L] Yes ] No (] I'am not aware of the scheme
(1) Hasthe public approached you for posting their mail?
L] Yes ] No [J I'am not aware of the scheme
(2) Hasthe public approached you for receiving SB cash at their door step?
L] Yes ] No [] am not aware of the scheme.
(3) What are the problems you face while delivering mail?

] Incorrect addresses/missent letters.

[] Non availability of forms and stationery.
[] Dealing with the public.

[] Others (specify).

(4)  Any other suggestions to improve delivery services:-

THANK YOU
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Appendix X: Tool to capture external inputs on service standards - - Example from Department
of Woman & Child Development, Government of Karnataka.

Component Ecctoral Standards! Targets | Perfarmance Manitoring Indicators
Supalzrmzriznys Mubmhan
Pragramme

=hiorl Shakli Yojana

Pewi-formal Fre-sickosl
Educaticn

P ———
1 Zalion

Heahih retatod sevices — Heann
Chark Ups

Heahh ralaied saones —
Feicrml-Serices

Heallh nekried serices —
Mirnhan Heaik Fdiaation

Supshort e ies — Finanes

Suppost sEnaccs - Human
Fengurce Manajenanl

Supeicet sareeas —
InfrasTuesturs
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Appendix XI: Information to be collected on receipt of grievance - Example from Central Board
of Excise and Customs

Criteria for Classification

Criteria Categories

Clearance of Bill of Entry
1. Charter related Grant of CHA License

Decision on Pension Claims

Time norms for redress

Grievance Category Time Norm for Redress
1 Clearance of Bill of Entry 1 working day
2 Grant of CHA License 15 working days
3 Decision on Pension Claims 30 working days

Type of Time line Time line for Time line for Time line for
Complaint for redress Level 2 Level 3 Level 4
at Level 1
1 | Clearance of 1 working On 2™ On 3 On 4%
Bill of Entry day working day Working day working day
2 | Grantof 15 working On 15* On 20" On 30™
CHA License days working day working day working day
3 | Decision on 30 working At the end of At the end of At the end of
Pension Claims days 1 months 1 month +1 week 2 months
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Appendix XllI: Identification of grievance-prone areas and remedial action - Example of Employees
Provident Fund Organization.

Example: Employees Provident Fund Organization:

Date and Date of Action Planned date .
. ] Most . . Action
description analysis and requiredto  and Authority
frequent . . taken
of Root cause improve responsible for
. ) " root cause ) . date
Complaint identified system taking action
15/03/10 31/03/10 15/04/10
. Complainant Sample of
Claim not P P
1 not aware of complete
settled . .
time norms claim form . Actual
Regional
. Incomplete to be . date when
Claim not Incomplete . . Provident Fund o
2 . claim form | displayed at . action is
settled claim form . Commissioner
service taken
Claim not Incomplete delivery
3 . .
settled claim form offices
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Appendix Xlll: Example of institutional arrangements Central Board of Direct Taxes

Visban $0M Committes
Chirian =B s ber Beaenoe
Heeldl afficar =0 leval adficer

fgenda: Avvong other issues (tizan s Chartr
inclued

Citiven's Charter Comrmittee
Charpersan—DG 1 Viglane )

Apenda: Stakehclder Consultations

Warking Group - levolam
[Countarpart of Stoarng Commitbes|
= Chalrman - Wenher Revenys
Modal afficsr - Cirector (CEM5)

ey favoban mplementation wrough
Laweh of 853 acrass the counsy)

Task Faree = Sevattam Implementation
Clairm a=Director (GER 5

Agenda; Laach of A%z acrazs the caunfry]

Implamantasion Committeas
Seyottam

Chaisman - Lecai Thisf Ineome Ta

Commusdanar {Charcdgarh
Agsrita: caunch of A% In Chand garh

Implamertation Committae=
Saunttam

Chaimnan—tacad Chisf Incsme Ta
CamraissioneriKochiy

dganda: Laanch of &5 in Kocd

Imglamantation Commistas
Sevatiam

Crzmran—Loca ChisfIncomeTae
Comimisa crer (Fung;

fpemla: Laach of A3 In Pune
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Appendix XIV: Format for Independent Evaluation of Charter and GRM Implementation

Excellent Very Good Good Fair Poor

Data
Unit Weight gource

No. Service Indicator Service Standard LA 90% 80% 70% 60%

Evaluation Criteria

1b %

2 2a %

3a
3b

%
%

%

%
%

%

Response %

Time %

The following example illustrates how the calculations for arriving at a final evaluation of a final
score on Charterand GRM will be done.

Department A is delivering three main services identified as x, y, and z. Service standards and
evaluation methodology forimplementation of these standards are as follows:

Name of Department: A

Service

Criteria to

service] I daniaedl | vdliate Excellent Very Good Good
100% 90% 80%
implementation
Sent within | Percentage times |[100% 90% or 80% or 70% or 60% or
5 working | delivered within above but |above but | above but | above but
days of standard below below below below
month-end | (Frequency) 100% 90% 80% 70%
Between Percentage times |100% 90% or 80% or 70% or 60% or
10.00 am to | delivered within above but |above but | above but | above but
11.00 am on| standard below below below below
all working | (Frequency) 100% 90% 80% 70%
days
Within 15 Percentage Negative Zero Less than | 10% or 20% or
working Deviation from (Delivered | (Delivered |10% above but | above but
days of standard (Average | in less than | in 15 days below below
receipt delay time of all |15 days every time) 20% 30%
late deliveries) every time)
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During the evaluation period, service x has been delivered 5 times, service y 8 times, and service

z 7 times as per following standards:

No.

Service

Weight

Service standard

Actual delivery

1 X On 3rd working day Within standards 4
out of 5 times, i.e.
2 X On 8th working day | 80% of the time,
0.25 Sent within 5 working i therefore raw
3 X days of month-end On 4th working day score is 80% and
on 5th Kine d weighted score is
4 X n 5th working day 80%*0.25
5 X On 5th working day =20%
1 y At 10.15 am
2 y At 10.15 am
Within standards 6
3 y At10.30am out of 8 times, i.e.
75% of the time,
4 y 0.5 Between 10.00 At11.15am therefore raw
5 y ’ am to 11.00 am on At 11.15 am score is 70% and
all working days weighted score is
6 y At 11.15 am 70%*0.25
=17.5%
7 y At 11.15am
8 Yy At 10.45 am
1 z On 3rd day
on Sth d Delivered in less
2 z n ay than 15 days on
3 7 On 15th day two ogcasmns and
. _ there is no late
4 7 0.50 Within 15 w?rklng On 15th day delivery, therefore
days of receipt raw score is 100%
5 z On 15th day and weighted
score is
6 z On 15th day 100%*0.50
=17.5%
7 z On 15th day
Final Score 87.5%
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