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Model Answer

Que. Examine the role of a Citizen's Charter in promoting transparency and
accountability in governance. Discuss the major challenges faced in its implementation.
A Citizen Charter is a formal document issued by a government or public service organization that outlines the
rights, responsibilities, and services provided to citizens. It sets expectations for the quality, standards, and
timelines of services, ensuring transparency, accountability, and responsiveness in public administration.

Role of Citizen's Charter in Ensuring Accountability and Transparency

1. Defining Service Standards
o A Citizen's Charter sets clear expectations on service delivery timelines, quality, and
procedures. For instance, the Indian Railways' Customer Charter ensures timely
train arrivals, clean stations, and accessible complaint systems, ensuring citizens hold
the system accountable.
2. Empowering Citizens
o The charter empowers citizens about the redressal mechanisms, enabling them to seek
corrective actions if services fall short. For example, the Citizen's Charter in public
healthcare systems ensures timely medical services and complaint resolution.
3. Encouraging Government Accountability
o By publishing specific service delivery standards, the government is held accountable
for adhering to these benchmarks. The Public Grievance Redressal Bill (2011)
mandates that government bodies resolve grievances within a set time, strengthening
accountability through the Citizen's Charter.
4. Promoting Transparency
o The charter enhances transparency by making government procedures,
responsibilities, and standards clear to citizens. For example, the RTI (Right to
Information) Act complements the Citizen's Charter by promoting transparency and
empowering citizens to seek information on service delivery.

Key Issues in Implementation

1. Lack of Awareness
o Many citizens remain unaware of their rights under the Citizen's Charter, limiting its
effectiveness. A 2021 survey showed that only 40% of citizens in rural areas were
familiar with their respective Charters.
2. Inconsistent Implementation Across States
o Thereis a lack of uniformity in the adoption and enforcement of Citizen's Charters
across states and departments. For instance, some states have well-implemented
charters in public service sectors like education and healthcare, while others lag in
key areas like electricity or water supply.
3. Ineffective Grievance Redressal Mechanisms
o While many Citizen's Charters provide grievance redressal processes, these systems
often face delays, inefficiency, or lack of action. For example, in the case of
municipal services, complaints related to sanitation or road maintenance sometimes
go unresolved for months.
4. Bureaucratic Resistance
o Government employees or agencies often resist changes introduced by Citizen's
Charters, fearing an increase in workload or accountability.
5. Limited Enforcement and Monitoring
o  While Citizen's Charters are designed to be binding, there is limited enforcement of
these promises due to insufficient monitoring systems.
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To maximize the impact of Citizen's Charters, integrating the Sevottam model—focused on service
standards, citizen feedback, and grievance redressal—can ensure more effective, transparent, and

accountable governance for all citizens.
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