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Citizen's Charter. The centrally formulated Citizen's Charter often did
needs of the local people nor the capacity of the local service providers to deliver
Many Citizen's Charters, therefore, were neither relevant or realistic and could not
be used as benchmarks for the quality of service delivery. '

A start has been made. Although not perfect, the first generation of Citizen's
Charters has initiated a process that carries the seeds of a continuous improvement
of service delivery. To realise that promise, the Citizen's Charter Initiative needs
some fundamental readjustments.

In summary, these readjustments are:

Focus on the (ever changing) needs of the local citizens and the capacity
(requirements) of the local service provider;

Engage local citizen's and service providers in the formulation, monitoring,
evaluation and reformulation process;

Encourage continuous citizen-civil servant collaboration;

Establish accessible and approachable mechanisms for citizen's complaints
and redress;

Muster patience, dedication and long term commitment.

The Ministry of Establishment, through its project Civil Service Change
Management, has taken the initiative to continue the Citizen Charter's Initiative. As
John Maijor said, when he launched the first Citizen's Charter Initiative in 1991: "The
charter programme will find better ways to convert money info better services. |
want the people of the country to have services in which they can be confident, and
in which public servants can take pride"... "It is a programme for a decade... | don't
pretend that | am offering a quick fix." It is, therefore, time for a 2nd generation
Citizen's Charter, aimed at improving basic service delivery, but based upon both
the reality and needs of the local people and the capacity of the local administration.

To facilitate this process, the Ministry of Establishment has developed the
manual Towards Pro-people Service Delivery: How to Formulate Locally
Relevant Citizen's Charters, which is based upon the experiences and lessons
learned. It hopes to show the way forward to a second generation of Citizen's
Charters that will make a major contribution to improved and people-centred service
delivery. It can be used by service providers as well as stakeholders. It is an easy-
to-use guide, full with practical tips and tricks. The Ministry of Establishment will set
the example and go into the divisions, districts and upazilla to organise local
formulation and monitoring sessions.

The manual consist of 5 Chapters. The 1st Chapter introduces the concept,
aim and principles of the Citizen's Charter Initiative in Bangladesh. The link with
continuous and people-centred service improvement is emphasised. The 2nd
Chapter presents a ready-to-use Citizen's Charter format as well as a checklist and
examples of its essential components. The 3rd Chapter gives practical tools and
examples on how to formulate a local Citizen's Charter in a participatory way. The
4th Chapter focuses on monitor instruments such as citizens report cards and
social audits. The 5th Chapter discusses how the Citizen's Charter Initiative can
contribute, in a very practical way, to the capacity development and performance
improvement of (local) service providers.

The most important point, however, of the 2nd generation Citizen's Charters, s
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Charter Initiative is not about the piece of patQahom the
process of meaningfull, continuous interaction %‘i“‘%“‘%" ‘*"'ﬁi’th'&_ _
citizens and the civil servants to improve the lives of %\m ibute,

together, to the further development of this great nationm<Ehe
Citizen's Charter initiative is about Building the Future Together:

P.A.G. Van de Pol is the Project Manager of the CSCMP Project.
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RELEVANCE OF ICTs

shared documents, and blogs) can have a positive impact on the civil service:

Informed decision making: Decision making can be greatly helped with access
to databases containing information, prior decisions, relevant rules and laws,
research and evaluation reports and findings at the fingertips of the decision
makers. Policy makers can decide with more confidence, less room for error and
save crucial time and effort.

Integrated use of information: ICTs allow integration of information across the
government so that the right hand indeed knows what the left hand is doing. This
can reduce duplication of efforts, wastage of precious scarce national resources,
and tighten collaboration and integration in both the central administration and the
field.

Quick and speedy delivery of information and services to citizens' doorsteps:
The introduction of ICTs enables civil servants to re-design information and service
delivery processes that suit both their requirements and the citizens' needs. At the
same time, by cutting the number of steps and levels involved, e-Services will make
service delivery more transparent and accessible.

Engagement with the citizens: In this day and age, the citizens increasingly
expect to be engaged in the formulation and implementation of services that affect
their lives. ICTs offer appropriate solutions to field officers who need to be in
constant touch and communication with their clients on these issues.

Close monitoring and quality assessment of implementation: ICTs offer various
ways to address the challenges of monitoring in an increasingly decentralized
government by allowing decentralized access to enter data and centralized
processing of the data.
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International Public Service Day is being observed with support from the Civil Service Change Management Programme (CSCMP)
- a project implemented by the Ministry of Establishment (MoE) with technical assistance from the UNDP Bangladesh
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Integrated Decision Making: Most government information is in physical files | heig
or, in limited cases where it does exist electronically, the databases and knowledge |
bases are disjointed. The Access to Information (A2l) programme of the an;ﬁ | objective:
Minister's Office has drafted an e-Governance Interoperability Framework (e-GIF) | servant
to connect all major government databases, to facilitate integrated decision | people of t
making.

Being Pro-Citizen: The colonial administrative organization is no longer valid
or relevant in an independent, democratic and rapidly changing country that
requires collective and collaborative action of the Government, civil service, private
sector, civil society and citizens to solve complex developmental issues. ICT skills
are not sufficient: new ways of 'seeing' things by senior government officials may
be much more important than new ways of 'doing’ things.

Compliant with the Right to Information (RTI) Act 2009: Information disclosure
to the public is mandatory for the civil service under the RTI ACT. The 64 District
Portals launched by the respective DC offices, with facilitation from the Cabinet
Division, is a good example of how the field administration has started
implementing this very important law. Each Ministry/Division and Directorate has
appointed a focal point to implement the RTI Act in its own way.
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STRATEGIC PRIORITIES

Change Management to Inspire Civil Service for Improved Service Delivery:.
The introduction and beneficial use of ICT in reforming the civil service and thus
creating better service delivery is essentially a change management process. It is
important to ensure that the conceptualization, development, implementation and
evaluation of e-Service delivery are inclusive and participatory processes, and that
the relevant stakeholders are actively involved and engaged.

National Project Director, CSCMP and
Additional Secretary, MOE
Government of the People's Republic of Bangladesh

Today, following the example set by the United Nations in 2002, we
celebrate International Public Service Day. We would like to take this
opportunity to thank all public officers for the valuable contribution they have
made to the ongoing development process of Bangladesh. At the same time,
we should use the opportunity to identify and discuss future challenges and
think about positive and constructive responses.

The development of Bangladesh over the last 39 years has been
remarkable, much to the credit of all those public servants working tirelessly
and diligently. These successes, however, are no guarantee for the future. We,
humble public servants, owe it to ourselves, our illustrious predecessors and
the great people of Bangladesh, including its representatives, to constantly
update, adapt and innovate our knowledge, skills and working methods to
improve the quality and delivery of services.

It is our responsibility to remain a flexible and resilient organization,
being able to adjust to the changing needs of the changing times. We need to
uphold our core values, but we have to keep on working assiduously, together
with the people and Government of Bangladesh, to implement reforms and
changes in order to remain a force for the betterment of the country. The
Ministry of Establishment is there to assist the public servants fo realize this
vision.

Creating One-stop Shops: The idea of 'one-stop shop' is to develop service
delivery centres by aggregating many services that originate from different
departments of the government. The establishment of Union Information and
Service Centres (UISC) is a good example of one-stop shop which caters to wide
ranging needs of the citizens, in addition to pure ICT-based services.
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It is my sincere wish that International Public Service Day 2010 will
give rise to joyful celebrations and meaningful discussions nationwide.
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UNDP Resident Representative a.i. in Bangladesh |
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foundation of a competent public service. The ability of a society to maimg;;
| safety and essential public services, protect human rights, maintain an efficient |

framework for market activities and to hold free and fair elections draws on the |
skills and sense of purpose of public servants working as a team. |
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Public Service, including accountability, transparency and efficiency, and who
‘continuously strive to provide quality services. A

personnel in the respectiv

-L_}]S[*\'ir-]"ﬂ-gr Empna{' ..Bl:*dgef : \%%\W'm =S With the continuously changing requirements of the society today, the

of line Ministries/Divisions/Directorates;sincoffaboration~with- ~I@nNINg-— : . T
G : . SNSRI SRS S S s = public service must be responsive to the needs and demands of citizens. It i
Commission and Finance Division, tovdekelopiCl-enabled:projects-for-service | P
clalian ant adn kil e o farmattin | commendable that the Government of Bangladesh considers service delivery
Y | { as key objective of its reform agenda. This is also fggﬁﬁgmng

work on a roadmap for civil service reform and the Civil Service Act
e

opportunities anywhere, anytime. In addition, W

i ini gl 3 is : = e
r&c:anfad training, thrqugh a Digital Human Resuul SREIEERESSR =t Bangladesh and-1 Hmii_-lfﬂ,ﬂfﬂfthqy:_ﬂ@; thelr utmost el b the
effectl*.:g career planning, talent management, sensible transters=and={rafsparen formidable endeavor of serving gj_’.} citizens of the country.

Anir Chowdhury is the Policy Adviser, Access fo Information (A2l) Programme (of UNDP i
Bangladesh) at the Prime Minister's Office, Goverment People’s Republic of Bangladesh.

Disclaimer: Views expressed is these articles are those of authors only and
do not necessarily represent that of the GoB, UN or UNDP Bangladesh.
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