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John Major ( )-
services answer better to the wishes of their users and
quality overall’

» Doern, B.G. ( )- , ‘It is one of the main public sector
watch in the 1990s’

» Schiavo, L.L. (  )- , ‘The basic idea was to set quality s
measure performance against them, and raise the standards thr
pressure that users can exert on the service providers, as
openness, information on the standards and on actual quality leve
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(La Charte des utilisateurs des Services

1992), (Charte des services publics, 1992),
(Client Charter, 1993), (Customers First,
(Citizen's Charter, 1994),
Standards Initiative, 1995), (Service
1997), (Chitizen's Charter, 1997)
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SDG

Goal 16: Promote peaceful and inclusive societi
access to justice for all & build effectiv
accountable & inclusive institutions

16.5: Substantially reduce corruption and bribery
16.6: Develop effective, accountable and transpare
Institutions at all levels
16.7: Ensure responsive, inclusive, participatory,
representative decision-making at all |






Y FIVEYEAR PLAN
@ )JULY 2020 — JUNE 2025

™ Promoting Pros erlty and Fosterlng Inclusiveness

Strengthening Public Institutions and Governance

\

o Strengthen service delivery through implementiung online transactions for all public services with

stmplfied application forms, pre-announced service response timelines and service charges, and an
online grievance redressal system.




(Vision and Mission)
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Research findings/study repo

a JICA, 2008 & Razzaque, 2012

* Positive impact on demand side
*» Hardly any effect on supply side

d Ahsan and Huque, 2016

 Minimal impact due to poor publicity
lack of interest among stakeholders

* During formulation of charter, a to
approach is the cause of ineffective




Research findings/study rep

U Razzaque, 2012

« Existence of CC

« Service providers are not following it
« Lack of awareness

« Lack of involvement of the public
 Inadequate number of employees

« Corruption

« Bureaucratic & political resistance were the hindranc

d Rahman,2017

* 56% service recipients do not know GRS

« 449% citizens are aware about GRS but did not |
complaint .




Research findings/study report

1 Rab and Raman, 2017

1 A person-centered approach to service delivery

O Lack of interest among stakeholders

O Rab and Rahman, 2017
[ 20% service recipients don’t know about CC

[ 80% service recipients who know about CC, 5
and 50% just heard the term CC....,
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Evolution of the format of Citizens
Charter in Bangladesh
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