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GOVERNMENT OF ANDHRA PRADESH
ABSTRACT

Introduction and Implementation of Citizen's Charters in Departments
having large public interface - Certain Instructions - Orders Issued.

GENERAL ADMINISTRATION (GPM&AR) DEPARTMENT

G.0.Ms.N0:325 Dt:- 30-04-2013

Read the following:-

1. GO.MsNo. 230 (GA(GPM.&A.R.)Department) dt: 22-05-2002

2. Second Administrative Reforms Commission Report:

a) 12 th report: ‘Citizen Centric Administration: The Heart of
Governance': (Para 4.6.10)

3. Guidelines for Designing and Implementing Sevottam Compliant
Citizen’s/Client’s Charter & Grievance Redress M echanism By Central
Ministries/Departments, Performance Management Division, Cabinet
Secretariat and Department of Administrative Reforms and Public
Grievances, August, 2010.

ORDER :-

R )

(4) During the workshop on Citizen’s Charter held on 04-04-2013 by the

Hon'ble Chief Minister, it was decided that in anticipation of a
legislation to guarantee the Right to Services Delivery, the Citizen's
Chartersin all departments having public interface haveto be properly
implemented. The service standards and time frame for delivery have
to be clearly spelt out. Failure to deliver services will result in penal
action against the officer responsible for the delivery of the service.
Therefore, the Citizen’s Charters have to be properly fine tuned and
put in place immediately. The Citizen’s Charters of selected
departments having large public interface shall be introduced on pilot
basis.

(5) In pursuance of the above decision and in consultation with the

departments concerned, it was decided that the Citizen's Charters of
following Heads of Departments shall beimplemented as per the details
given in the following table:
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Sy PEDSD
SLNo | DepartmentHoD Geographical Mo, of services

. | scope

1. |Chiedf Commissoner of | Acrossthe State BQ services. deimvened
Lard Administration through Mee Sava

2 | Commissioner, Cal I Aoross e Stale All services bsled in
Supplies the: Charier

i |Member Secretary, A.P.| Acrossthe Shate All serdices Isied in
Polhstion Control Board | | the Charter

4 Commissianer, Transport | Medak, Chittaor, | All services bsied in

| Wisakhapataam e Charer

B Commissioner, Sodal | Hizamabad, I Al mery ces lsled n

Vimifare Chitinor, the Charier
| Visakhapatram |

& | Commissioner, Backsard | Kumoaol, Nalgonda, | All services bsied in
Classes Wl Heliore e Charter

T. Commissianer, Tribal | ‘Warangal, Chitlear, | Al &ervices lEled n
Wilalfare | Emst Godavar | e Chater

-] Commissioner, Disabled | Ranga Reddy, Al services lmled n
Vielfare | Chittoor, Krishna | e Charter

a Commissioner & Direclor | 124 municips ities All services beled in
Muricipal Admin. | the Charier

10. | Greater Hyderaoad | Wishin GHME | Al services bsted i
Muricipal Corporation jurisdictian the Charier

11. |Hyderabad Metropolftan | Wihin HMWSSE il services Isted n
Viiater Supply & | jurisdiction the Charier
Sewerage Baard

(6) The above departments shall also undertake the following:

They shall notify and givewide publicity to their Citizen's Charters
through their official website, media and prominent displays in
the concerned offices.

i. The Heads of Departments shall review on a weekly basis, the

delivery of services within the time limit and as per the standards
stipulated in the Citizen's Charter. Based on the inputs and
experiences from the field, the time for delivery of the various
services may be reviewed with aview to achieving greater speed
and efficiency.

Citizen’s Charters prepared as above, shall bereviewed on aregular
basis by an Adhoc Task Force (ATF), chaired by the Chief
Secretary and other eminent members including civil society
representatives as may be decided by the Government.

The implementation of Citizen's Charter commitments by
Departments/HoDs/Other Public Authorities shall be evaluated
by athird party at the end of every financial year and the findings
shall be placed before the ATF for ranking on the basis of
performance.

The Departments identified above shall implement the Citizen's
Charter with effect from 15-05-2013.

(BY ORDER AND IN THE NAME OF GOVERNOR OF ANDHRA
PRADESH)

MINNIE MATHEW
CHIEF SECRETARY TO GOVERNMENT
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