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Right to Public Services: o Step Tow
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Dr. Gordh
an La
PANACEA Research | Sh

» and in many cases

me
Nts have Seen both the demand side

pull and the supply side push. Recent t
civil society movements and civi| societ
role in converting some of the rights j
laws. SMART Governance (Spontaneo
and ‘l"rans'pare.nt) is always have 3 dream for gl
especially in third world where political
growing stage.

Th‘e Governmgnt of qula has also, in recent years, placed a noticeable
emphaSlS on ensuring basic entitlements for people as evidenced in the
passing of various landmark legislations. These initiatives constitute a set of
mutually reinforcing measures that are designed to empower and enhance
the entitlements of the citizens, especially the poor and the socially excluded.
Significant among them are the Right to Information Act (2005), The Right to
Education Act (2009), The Right to Employment enshrined in the Nationa!
Rural Employment Guarantee Act (2005) and the Forests Right Act 2006. A
parallel development has been that of a vigorous civil society movement that
has contributed, in part, not only to the enactment of several rights based
legislations in the country but also kept up the momentum to enhance
accountability mechanisms. These, in turn, have helped address, to some
extent, the fixing of responsibilities of the duty bearers. With this emph§51§ o
) o tic ethos that requires
rights has also come the realization of a democra. blic services
accountability, transparency and eqUitabi“tyinthedehvery I "

th
In keeping with this ethos several Sta

Madhya Pradesh (and now Bihar, J&K, Delhi, f
Others), have enacted laws- hence forth to be re o fected

. d delivery 0
ervices Acts (RTPS Act) - that guaran-tee‘ t'nme bc;utnhey place the onus of
*®vices to the citizen. The Acts are significant d

' lays in service pr
delivery onthe service provider with penaltles;c;r"ic.e-av
iff‘érent Laws in India -ataglance Chronilolg?radan Ki
» The Madhya Pradesh Lok Sewaon f€

August 18, 2010.

e democratic societies
and administrative institutions are in

te governments, beginning wi
Rajasthan, uttar Pradesh ana
erred as Right 10 Public

ovision.

Guarantee Adhiniyam.

jssN 2277-5587 e

it

0dh Shree / Jan. - March 2013



he Uttar Pradesh lanhit Guarantee Adhyadesh, lanuary |3, 201
'I lw m‘lm (Right of Citizen to Time Bound Delivery of Seryic..
e e .

2011, April 28,2011 | |
wnd Kashmir Public Services Guarantee Act, 2011 Ao
[} 3

X

Y

"Vices) At

[he lamimu

2011 7
Bihar Right to Public Services Act, 2011 August 15,2011,

he Rajasthan Guaranteed Delivery of Public Services Act
September 21, 2011 (wel 14" November. 2011).

Ihe Uttarakhand Right to Service Act, 20111, October04, 2011
Himachal Pradesh Public Services Guarantee Act, 2011, Octobg, 1
2011,

The Punjab Right to Service Act, 2011, October 20, 2011.

The Jharkhand Right to Service Act, 2011, November 15, 2011,

» The Lok Seva Guarantee Act, December 12, 2011.

» Kerala Government Service Assurance Bill, 2011 (Proposed)

» The Karnataka (Right Of Citizens to Time Bound Delivery of Services) gj|

2011, (Proposed)

» The Right to Services Act Orissa (Proposed)

> The Citizens Right to Grievance Redress Bill, 2011, Central Government

(Proposed).

v

Yy Y

2011

Y Y

Y Y

Several RTPS Acts are in the pipeline in the country and thereis a need to
learn from the experiences of those States that are into the implementation
phase. While the provisions of the Right to Public Services Acts remain similar
across different States, they vary significantly in terms of mechanisms
adopted for implementation and the features on penalties and appeals. Not
much work has been done so far to study these Acts and provide lessons that
could feed into national policy and act as guides to the States that are on the
verge of implementation. It must be kept in mind; however, that
implementation s in fairly early stages in most of the states.

All States have followed different approaches to RTPS. MP was the first
State to pass the RTPS Act in 2010, Rajasthan has the maximum number of
services under its RTPS Act, Delhi has been significantly differentin its focus on
Information Technology (IT) based mechanisms in the implementation while
UP has the least number of services under the Act. Bihar has followed the
mass awareness mode and a phased IT-backbone to aid in the
implementation of the Act.

.The common framework of the legislations in various states includes.
granting of "right to public services", which are to be provided to the publicbY
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' official within the stj i

; \iv*'-"“"t‘:‘t;s‘ ;:and Gaa tigt undpeurliti:leedl tlme frame. The Public seryice
whieh ‘:"‘“ through Gazette notification Some of the comm
epard :(‘ to be provided within the fixed time fram
¢hich “‘\ Lssuing caste, birth, Marriage and gq
”“w\t«ho”ﬁ- voter's card, ration cards, copies of
mt’::iw,d(’ the service by the designated officer Within the given time o
,t:,:cted to provic'ie the s€rvice, the aggrieveq PErson can approach the Firs;
sppellate Agthonty. The First Appel.late Aut.hority, after making a hearing, can
Lceptor reject tt.we appeal by making a written order stating the reasons for
the order and intimate thg Same to the applicant, ang can order the public
cervant to provide the service to the applicant,

~ Anappeal can be made from the order

on publijc Serviceg
€asaright under the Acts,
Micile certificates, electric
land récords, etc. On failure

_ Can order the public servant to
provide the service to the applicant or can |

documents and issuance of summon to the Designated officers and
appellants.

Sakala: Karnataka Guarantee of Services to Citizens Act, 2011:- The

nistrative Reform (DPAR), Government of

t Citizens Act. The Chief Minist

er of Karnataka D.V. Sadananda Gowda
N3ugurated Sakala at the podium

block in Visvesvaraya Tower, Bangalore on
;”d April, 2012. A total of 151 services in 11 major government departments

ncluding Commercial Taxes, Education, Food and Civil Supplies, Health and
Family Welfare, Home, Labour, Revenue, Transport and Rural Development
°"d Panchayat Raj, are covered by Sakala. In case of any delay or default in
t?e#ive,rmg the requested service, the applicant can seek compensation at.the
e of 7 Per day of delay subject to a maximum of 500 from the ofﬂ;er
:::’Fem@d- The system updates the citizen on the progress of the SERVICE
*Quest through sms to the mobile number specified in the application.
Public Service Guarantee Act, 2010:- The Madhya Pradesh

C0

M
3dhya Pradesh

;«»_}‘ SL,GP
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e Act or Lok Seva Adhiniyam, 2010 (w50
) }
|nd|.‘g N ()”H" State 'l.l‘i COifties “h ()('ﬁhu'

t corruption and facilitaye p

Public Services Guarant(r
2010j is first of ity kind In

roundbreaking legislation to uproo ais lad 1P
hivraj Singh Chauharn fec BOVEnment |
common man. S »

. s extolment. The Act ensures delivery of time boung 0rVicas by
g , cible for the service fails te 85 1y 1}

ublic. If the officer respons! e 4 O Provide the g, .
P o fine. The following are the e "MVice |,
time he will have to pay a 1in€. 71 v IV In

" | ' Blarg
t ! - L] P, " ’ ( L] ¢ " . ﬁ'@
under the Act: girth Certificate, Ca te Certificate, Domicile (“”m(m »
water supply, Electricconne

“‘( \
Ublig g hy

V‘ e
t_o i Mp i Le 1

ctions, Khasra copies, Birth and Death ¢ e + Tag

q;ﬁﬁ,!’
etc. L
The Procedure under the MP Public Service Guarantee Acy qy,, ppl
’ o “ppl
shall receive a receipt when he or she submits an application to the (im(:‘;m
T & tor

desired service, The time b“L’l%'”"* f”".” the date of f»!ll)rvu;'.'.ur;r; wi
s afixed time for every officer to koo

mentioned the receipt. Theres:
him. If the officer incharge fails to provide the service in time the Ipplcante
second appellate officers. They would -

Weh
pa fl'i’ With,

approach the first and . HIUCE the
officer concerned to provide the service. In case of delay, the officer i, charge

will have to pay a fine to the tune of Rs. 250 per day, maximum of g 5,000
The Appellate officer can also be penalized if he fails to ensure the delivery of
service. He shall be fined to the tune of Rs. 500 per day, maximum of s, 5,000
if he is unable to give any valid reason for non delivery of services. The Act
be instrumental in curbing corruption on the lower levels bureaucracy,
implemented in good order the Public Service Guarantee Act, 2010 shall make
Madhya Pradesh a model state interms of rendition of public services,
Right to service- next step after RTl:- The first step towards opening "secret*
files maintained by civil servants and public authorities was taken by
parliament through Freedom of Information Act, 2002. It was replaced by
Right to Information Act in 2005. The objective was to give meaning to the
word "civil servant”. For, the babus had been groomed by the system to hide
almost everything from those for whose service they were employed
Attitude is an important aspect of service, which has been sorely lacking in3
majority of civil servants. Those who cleared tough competitive examinations
to become civil servants behaved like masters. Most of them felt that
whatever they did, be it at block, district or state level, people should st
obliged, even though much more was expected of them. They moved around
with an air and paraphernalia that people generally referred to them &
uncivil” servants,

'n»,-:,;j,ltyhftheﬁ‘ Aft' c?tizens were empowered to find out whgre their "
fruck. The law made it mandatory for civil servants and public autho"" |

file was
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e il’lf-“'“'d"i“n‘”““'"”V ONE COO
il '“hdb“?e”“,',m'ﬁ“_mm#” Wit | nmlu,,/",_v"u”“mw/ Vab s absiitnim thym
|)(Jtllﬁlltﬁ"~|‘b “" "‘f'.""""""" OF @ particular work il "“n WM V1 raas abitatit thie
helP" He "d',' elther Wite 1o higher autlion e aw (v Wi btieraitmthgn
.Ed'-eg,bdlUfl'llbgllﬁ\/dllln W, 1i& Couits ar e a‘mﬂt \:u Wi i saubing
me.-eib““'ﬁ chance of m getbing early jelef i ally deliiged with 1 ases ani
dtuhﬁ”w“'" Il\é\/llldgem CONSITUCHING a 80 hon| ”n:Hm.»,m:mm,,,,“,,',,w“‘“
ighe! authorities, generally sympathet luw,,',,;.hlw”mmmm‘m”'“"”“:
anything pmr"““v"”mm’“”'U BIleval e lnllmlw alr pasry, wovid do
Act brings fresh hope of development catcliyg & i kit oop, Wight Ve Service
pinterlands g pace In hitherto naglacted
without the right to service, the HEACE will be renide

ledge of whal the babu has noted in the tllt;.:ph:'f't' i b
he supplemented by giving people the right 1o tleta:nl:ol’ :u*"\'/'i"mu'h o
servants: This alone can make files get dusted oul aml‘mh: ":"‘ "
translaté decisions to actual work on the ground Jight 10 service is ::: rlt;l":::
as a key element in the Constitution's Directive Principles of '.:,,“;";,‘:‘ v ',’h,
preamble of the Constitution also promised to secure justice "social,
economic and political" for the citizens Directive principles provided
guidelines for creation of conditions in which citizens could, i the true sense
enjoy their fundamental rights, [he importance of directive ,m...;,,;.»,j
embodying the essence of right to service, is explained by the Supreme Court
inits judgment Mohini Jain v/s State of Karnataka (1992 5CC (1) (00)

Historical Background:- he Right to Service legislation can be tra ed its roots
from British parliamentary system. (he UK hegan a reform process called
upublic Services: Putting people First” and had wide consultation® Having
received both oral and written Views, the House of Commons in 2008
suggested that the country had to move heyond Citizent ( hartersand Ch

Mark. To quote the House: "One of the mosl important features of the
Citizen's Charter was It stated aim of qetting out people’s entitlements O

public services. Charters for i..(jivldual pulﬂlc services were intended to
outline the standards of service that pmnplu could exped! tof
crucial area, however, the Citizen's Charte! programme
confused-—promises contained in the charters were often VaK' |'."t“t
aspirational, confounding the alm of de \ “"‘ entitlements
public services that people could readily unt

While there have been |)lmwntml gllorts

';"Vh e delivery, for instance the adoption of the
e L W, A%
practces in the lJnII’ml |(|||g1lum, the R , At

mere know

artetr

arelve In this
WEE rathet

fining (angible s

erstand anduse

o focusing on [mproving
o Charters REC
eIpe various
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ynder 2 single umbrella at the Stat.e. level. The |00k

wiing the already growing demand 9’ citizens for imprq tQ""ards
ad'jf“":’”g educing corruption through imposing Penaltie, Y8 Pupy;,
p:'}f"{;{;’ for a,ffa,,jg,;ng and im p.o.','ing 3 tu;n? fra me'ff)r delivery of S::Wcserwc@
sirn 3t universalization oj pubh(. services. In addition, whgy Was | . ESang
Citizens' Charters an administrative guarantee has been trans]ated der g

guarantees

. A ) Intg )
right, justiceable, under the various RTPS Acts. While the focus o, 2 h? legy
7l T , . ., s .
cetitlerments in public services is unique, actual 'mp'emeﬂtation osand
A R ] n th

ground has thrown up many challenges. Some of these are exploreq j, th:
following sections.

In 2 national consultation on Strengthening Delivery ang ACCOUntabn'
Frameworks for Public Service organized by the Government of Madhltv
vradesh and UNDP India, the Honorable Chief Minister of Madhya Pradezz
erplained why and how they decided to go in for legislation on public Services
At the time of elections people are the most important, After that thé
government ignores them. The CM, Ministers, and bureaucrats, a|| think that
they are perfect and wisdom cannot reside outside this group. In the case of
MF, we had introduced “One day Governance” - Samadhan Ek Din Mein ang
we had Citizens Charters. But when we listened to the people, we found that
no body looked at the Citizens Charters and no body bothered about the
details. We wanted, then, to introduce a Citizens Charter Act. There ere 3
nurmber of doubting Thomases. But the question we asked was if we are giving
rgnts through the Charters why are we scared of fixing responsibility? Thus
was bornthe MP Lok Sewaon Ke Prdhan Ki Guarantee Adhiniyam.

Majasthan was also counted as one among the poorest states in India, but
nas in recent times seen many noteworthy development initiatives. It is also
the state where the Right to Information movement had its origin and has
ween ot of success, In keeping with these developments in rights based
prcrnance, the Rajasthan Guaranteed Delivery of Public Services Act was
pasedinLeptember 2011,

Hajasthan Guaranteed Delivery of Public Services Act, 2011:- Rajasthan
Government enacted and implemented the Rajasthan Guaranteed Delivery of
“ublie teruices (RGDPS) Act, 2011, For establishment of SMART governance -
spontaneous, Moral, Accountable, Responsible and Transparent,
Gavernment guaranteed their services to public in fifteen departments under
Hon SOt RGOPS Act. The Act came into force from 14" November, 201.1:
there are 108 services of 15 various departments under the pur\./ieww of tf:l;
KOS Bt highes coverage in India. Rajasthan also became tlhe fursf stgt;

Irnpternert the Rajasthan Right to Hearing Act, 2012 (RTH) from 1" August, 2012.

1GSN 2277-5587
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Methodology and Statistics:- Data on apn:

hat nearly 87 lakh applications have beppllcations in Magh

1akh dispOSefi (up to 10th.|anuary 2012)en'ref:e- Ya Pradesh shows
eceivedin Blhar.(from 15thAugust 2()ll-tSm
spplications received and 66 lakhs disposez 31sty
2011) and 17, 52,560 applications Were In .tt

(from 14thNovember 2011 to 15thJanUary2rSCe|Yed and 16
shows that by January 2012, pe|h; governm 12)in Bajastha
from citizens, out of which 6,92 974 p ﬁnt réceived7,0
10,409 applications were pending, taki P leations were
simplification Process- Some of t

rec.eipt of a service by the citizen. Considering that
delivered at the Block level and above, efficiency i
achieved if the number of trips that a citizen myst myall<2 tre i

. . . o the service delj
centre is reduced. This requires process simplification well informed ci ivery
and minimum step delivery of services. Process sim,plification aTsoC;tr:Zt:?;
measures for transparency, citizen centricity and fixing of accountability for
service delivery. Under RTPS, in most of the states, process simplification and
reduction in time for delivery of services has been attempted through the use
of Information Technology (IT).

The RTPSs envisage the development of ICT systems in three phases:
Phase 1: Computerized acceptance of application at the front office and
generation of acknowledgement cards; monitoring of service delivery
leveraging ICT. Phase 2: Online request/ application for services; physical
delivery from front office. Phase 3: Online request/ application and online
delivery. The existing call centre “Jigyasa” in Bihar has been equipped LOCOVER
enquires under RTPS. “pdhikaar” is the frontend interface and monlton‘ng
application for RTPS in Bihar. It enables issue of acknowledgements alongwith
system generated 18 digit ur\i.que ide.entificatlo.n num:;rédress sil 2011 i il
Conclusion: - The Central Citizens Right t0 G”eva;;P 5. MP was the first State
vending. Al States have different approaches 8 vu5 14 pajasthan s
to pass and implement the RTPS Act (18" August, RTPS Act, Delhi has been
the maximum number of services (108) under 1ts '

; (IT) based
significantly different in its focus on |nf|0rf;iha g
Mechanisms in the imp|ementati0n whte

) to aid i
*Wareness mode and a phased IT—baCkbofn::ehe legis
e Act. But the common framework ©

‘ludes, granting of right to public sef |
125
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al terms would be

tion Technology
r has followed the_m
n the implementation of
lations in various statés
to be provided to the
vices,



public by the designated official within the stipulated time frame_ The
services which are to be granted as a right under the legislations are gq
notified separately through Gazette notifications. The RTPS Acts sh

Public
g Nerally
Ould he

implemented seriously and attentively. Our constitutional Directive Principles
of State Policy (DPSP) imposed responsibilities on state to provide appfopriaté
services to citizens. So this will really prove as a tool in the direction of SMART
Governancein India undoubtedly.
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