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1. Background

A Citizens' Charter represents the commitment of the Organisation towards
standard, quality and time frame of service delivery, grievance redress
mechanism, transparency and accountability. Urban Local Bodies being the
last level of governance structure which are directly involve in managing
the towns and cities, needs to improve their efforts to provide more
responsive and citizen-friendly governance through formulating and
operationalizing Citizens' Charters.

In addition to this, Service Level Benchmarking is now well recognized as
an important mechanism for introducing accountability in service delivery.
Sustained benchmarking can help Urban Local Bodies (ULBs) and utilities
in identifying performance gaps and effecting improvements through the
sharing of information and best practices, ultimately resulting in better
services to people.Having a set of service level benchmarks defined for
services at the state level will envisage the following benefits -

*  Provide uniform platform for defining, data collection, measuring and
reporting the service levels

*  Implementation can now be linked with the outcome to be achieved

*  Help the municipal corporations/ councils / panchayats to define 'where
they are' as against the benchmarks defined and to perform a
comparative analysis

* Provide a common vision and framework for 'what needs to be
achieved'

*  ‘Performance Report Cards’ will help to collect data in a uniform
manner across ULBs

*  Analysis can be performed at the State level to

= To analyze relative position of ULBs against one another and
against the benchmark level

=  Perform e-Governance readiness assessment
= Different and common themes across ULBs
* Based onthe above performed analysis,

= Accurate and realistic plans for achieving the next level of targets
based can be determined in advance

= Any strategic or policy level interventions can be made as and
when required

=  Fundallocation can be linked with performance and tracked
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e Achievements and failures of ULBs for Service Level Benchmarks can
be made available online for transparency and accountability.

The thirteenth finance commission recommended that the urban local
bodies (ULBs) in India accord priority to service delivery and shall put in
place benchmarks for essential civic services. As part of this condition, the
ULBs should notify every year the standards to be achieved by the end of
the next fiscal year and publish the same in the State Gazette.

2. Introduction

Like any Government institutions, services delivered by ULBs may be
categorized under four broad categories —

* Government-to Government (G2G) ¢ Government-to-Business (G2B)
* Government-to-Citizen (G2C) * Government-to-Employee (G2E)

The list of services identified for defining Service Level Benchmarks are as
under -

Sr.| Services Category
1 | Registration and Issue of Births/ Deaths Certificate G2C

2 | Property Tax G2C,G2B
3 | Water Supply G2C,G2B
4 | Sewerage G2C,G2B
5 | Drainage G2C,G2B
6 | Grievances and Suggestions G2C,G2B
7 | Building Approvals G2C,G2B
8 | Licenses G2C,G2B
9 | Solid Waste Management G2C,G2B
10 | Accounting System G2G

11 | Personnel Information System G2E

3. Service Level Benchmark
for ULB

The Service Level Benchmark for services provided by the ULBs is
discussed below —



a) Registration and Issue of Births / Deaths Certificate
Sr.| Key Performance Indicator SLB
1 | Number of Birth/Death Registered
as against applied for Registration 100 %
2 |Number of Birth/Death Registered
as against actual number of Birth/ Death | 100 %
3 | Timeframe for issuing a birth/ Case 1: Timeframe for issuing a
death certificate (New/ Modified) birth/ death certificate
(New/Modified) on registering
online and on receiving the filled in
application form and required
proofs for applications within 21
days of birth - 1 day, for other cases
— 5 working days from the receipt
ofall documents from the block.
Case 2:Timeframe for obtaining
birth/ death certificate
(New/Modified) after filled in
application form and required
proofs are submitted in physical
format within 21 days of birth - 1
day, for other cases — 5 working
days from the receipt of all
documents from the block.
4 |Digitization of legacy data 100 % records digitized in six
months
b) Property Tax
Sr. | Key Performance Indicator SLB
1 |Levelofcoverage interms of Total number of properties
property registered in the assessed area
should be 100% and this should
be updated every year.
2 |Number of properties recorded on
GIS map, wherever applicable 100 %
3 |Reassessment of Properties Every five year
4 | Updating of self-assessment 100% Updation of guidelines

guidelines on ULBs website before

the commencement of the

financial year

before start of assessment year

03



04

Sr.

Key Performance Indicator SLB

Accessibility/ Availability of
facilities for payment of property tax

Availability/ Accessibility of

Facilities:

* Internet - 24*7

* Kiosk/ Citizen Facility
Center- 9.00am to 8.00pm

* Municipal Corporations/
Councils - Office hours

¢) Water Supply
Sr.| Key Performance Indicator SLB
1 | Coverage of Water Supply Connections 100 % over 10 years
2 | Extent of metering of water connections 100 % over 10 years
3 | Continuity of water supply 24 x7 over 10 years
4 | Costrecovery in water supply services 100 %
5 | Efficiency in collection of water supply 90 %
related charges
d) Sewerage
Sr.| Key Performance Indicator SLB
1 | Coverage of Toilets 90 % over 10 years
2 | Coverage of sewage network services 100% over 10 years
on the basis of GIS
maps and contour
3 | Collection efficiency of sewage network 24x 7 over 10 years
4 | Adequacy of sewage treatment capacity 100 %
5 | Quality of sewage treatment 90 %
6 | Extentofreuse and recycling of sewage 20 % of'total treated
sewage
7 | Extentof costrecovery in sewage management| 100 %
8 | Efficiency in collection of sewage charges 90%
e) Drainage
Sr.| Key Performance Indicator SLB
1 | Coverage of storm water drainage network 100 % over 10 years




Sr.| Key Performance Indicator SLB
2 | Incidence of water logging/flooding 0% with special
provisions of 40% for
ULBs alongrivers
f) Grievances and Suggestions
Sr.| Key Performance Indicator | SLB
1 | Resolution of complaints 100 % resolution within the
timeframe mentioned in resolution
matrix
2 | Level ofawareness amongst | 100% awareness about the grievance
citizens cell and the various guidelines,
regulations etc. of municipality
g¢) Building Approvals
Sr. | Key Performance Indicator SLB
1 | Coverage on GIS/MIS platform Total number of building
constructions that are approved
and digitized / maintained in
database form as percentage of
total number of buildings in the
service area (100%)
h) Licenses
Sr.| Key Performance Indicator SLB
1 | Generation of Receipt Number Number of receipt /
acknowledgement generated
automatically by the application
software as percentage of total
number of license applications
applied for.
2 | Timeframe for communicating
deficiencyfound inreceived
applications to Applicants Within 3 working days
3 | Timeframe for approval of New/
Renewal of licenses 10 working days
4 | Coverage of Trades for Licensing | 90 %
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I) Solid Waste Management
Sr. Key Performance Indicator SLB
1 |Household level coverage of solid waste management services| 100 %
2 |Efficiency of collection of municipal solid waste 100 %
3 |Extent of segregation of municipal solid waste 100 %
4 |Extent of scientific disposal of municipal solid waste 100 %
5 |Extent of costrecovery in SWM services 100 %
6 |Efficiency in collection on SWM charges 90 %
j) Accounting System
Sr.|Key Performance Indicator | SLB
1 |Accounts are updated in Updation of Receipts of Taxes and
Ledgers with the Receipt of Charges on software application
Taxes and Charges system on the same day as against all
receipts (100%) from various
services
2 | Payments to Vendors/ Payments updated on system as
Employees are posted into against all payments to Vendors/
respective accounts Employees in the corresponding
ledgers on the same day of payment
3 |Receivables are updated online | Receivables updated in the
on the same day on which application system as against all
demand israised receivables (100%)updated online
4 |Payables are updated onreceipt | Payables updated on system as
of'goods or services against all Payables (100%) updated
online on the same day on receipt of
goods or services
5 |Reconciliation of Subsidiary | Subsidiary accounts updated in the
Accounts (Monthly) system as against all subsidiary
accounts (100%)
6 |Closure of book/ chart of The closure of books or chart of
accounts accounts should be done with 30
days of the end of the financial year
k) Personnel Information System
Sr. Key Performance Indicator | SLB
1 |Coverageinterms of




Sr. Key Performance Indicator | SLB

availability of online login

facility 100 % Coverage
2 |Allthe employeerelated Time taken for updation of information
important informationshould | in the ULBs database, as against
be made available online maximum timeframe defined as
benchmark.

Some the important information
mentioned below should be made
available within the time frame set as
benchmark

e Salary and Increments/Additional
pay — Within 5 working days

e Time, Attendance and Leave
Management—Within 2 working
days

* Loans & Advances—Within 5
working days

o LTC details Within 5 working days

» Service Register—Within 5 working
days

» Resignation, Retirement, Pension—
Within 2 working days

* Performance Appraisal-Within 5
working days

e Seniority/Transfers—Within 2
working days

4. Citizen's Charter for ULBs

The citizen charter for some of the basic services provided by the ULBs is
discussed below —

a) Solid Waste Management and Public Health
Based on an assessment of current practices, the service levels defined are:
» Daily street sweeping and garbage collection including cleaning of
drains to be undertaken from 6 am to 2 pm;

07



08

»  All garbage collected to be disposed in a sanitary manner;

*  Responsibility for clearing construction debris;

*  Special measures to keep the city clean during festivals;

e Placing or replacing bins for garbage collection at strategic

locations in the towns;

*  Regular maintenance of public urinals and toilets including annual

repairs and white washing.

Nature of Request Defined Response Time
Lifting of garbage Within 24 hours
Road sweepingRoster Principal Road - Daily

Main Road — Every2 days
Other Road— Every 7 Days

Complaint to be redressed in
case roster is not being followed

Within 24 hours

Removal of debris

Within 3 days of complaint receipt
and on payment of debris removal
charges

Unauthorised disposal of debris | Once amonth
Provision/Replacement of
garbage bins Within 3 days

Removing blockages in
public toilets

Within 24 hours of detection/receipt
of complaint

Removal of Dead animals
on the streets

Within 6-8 hours

Stray animals on the streets

Impounding within 12 hours

In addition to the more regular types of requests that are to be handled,
ULBs and service providers have defined the following response times for
emergency operations.

Nature of Request Defined Response Time
Water logging Within 48 hours,

Rainy season— 7 Days
Complaint of
building/wall collapse Within 24 hours




b) Potable Water Supply and Sewerage

This service is a shared responsibility between the ULB and the PHED.
Responsibility for this service vests in totality with the PHED in the Nagar
Parishads whereas; Nagar Nigams have responsibility for operation and
maintenance. Responsibility for household connections also varies. In the
majority of cases, ULBs only have an 'administrative responsibility' for this
service.

Based on the current practices, the service levels defined are:

»  Tosupply potable water for domestic, commercial and industrial uses;
*  Operation and maintenance of water treatment facilities;

*  Tosupply water through public stand posts;

* Tocollect water tax and charges;

* Tofacilitate connections to consumers.

The response times for various complaints that can come in for non-
performance of tasks in a timely manner are as follows.

Nature of Request Defined response time

New connections 30 days from submission of application
Leakages in pipe lines 2 to3 days

Replacement of defective Within 15 days

water meter

Repair of main pipe line Within 24 hours

Repair of pumps Within 48 hours

Low pressure water supply Within 24 hours, except in the case of
mechanical disorder or tail-end areas

Removing blockage from Within 24 hours for open drains
main drain

Replacement of broken Within 7 days

main hole cover

Repairing defective stand post | Within 24 hours

Repair of hand pumps Within 24 hours for minor repairs

Water supply through tankers | Within 6 hours under normal conditions
in case of failure of regular supplies

Tankers for special occasions | Requests to be addressed on First-cum-
First—Serve basis

Application for temporary Within 7 days
connection for religious
ceremonies




¢) Maintenance of Drains

The service levels defined for the maintenance of drains are:

e Preventive maintenance of storm water drains;

* Regularde-silting of drains;

*  Deployment of staff on call for 24 hours in the monsoon months.

The response times for various requests that can come in for non-
performance of tasks in a timely manner are as follows.

Nature of Request Defined response time
Blockage of drains Within 1 day except for main drains and
underground drains

Removal of stagnating water | Within 1 day in normal conditions

De-silting of drains From March to June every year
Repair of drains Within two days in the case of minor
repairs

Cleaning of Private Septic
Tanks after receipt of fees 3 working days

d) Maintenance of Roads

ULBs have responsibility for construction and maintenance of roads. The
ULB is also responsible for beautification of roads with citizen's
participation wherever possible.

The response times for various requests that can come in for non-
performance of tasks in a timely manner are as follows.

Nature of Request Defined response time
Removal of obstruction on the road 3 days
Road cutting permission 7 days

Removal of rubbish from public place | Within 48 hours after issuance
by the person/s responsible for dumping | ofnotice in this regard

Ifabove notadhered — ULB to do the
needful with payment from offender Within 3days

Complaints regarding
Non-functional Street Lights 3 days




e) Birth and Death Certificates

ULBs are required to register all births and deaths within 21 days of
occurrence irrespective of the event taking place in at home or in the
hospital. In case of these events happening in an institution, the Medical
Officer attending the patient would need to report to the ULB within three
days. In case the event happens at home, the head of household is required to
inform the ULB within three days.The public is expected to abide by the
defined norms.

The response times for these functions are as follows.

Nature of Request Defined response time

Birth and Death Certificates for events
in the last five years Within 5 working days

Entering in the register name of
children born in the last 12 months Same day without any fee

*  The first copy of Birth/Death Certificates will be given by the ULB on
the payment of Rs. 10; additional copies will be made available on the
payment of Rs. 10.

*  Errors, if any, regarding the particulars of birth as registered in the Birth
Register of the ULBs can be rectified subject to producing declarations
by two respected citizens of the locality and supplementary document
such as Passport, School Leaving Certificate.

» Birth/Death Certificates requiring collection of information from old
records will be given within 30 days.

f) Holding Tax

The response times for these functions are as follows.

Nature of Request Action time

Valuation of Property Within 45 days
Settlement of Tax Disputes Within 15 days
Mutation Within 45 days

g) Advertisement Tax

The response times for these functions are as follows.
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Nature of Request Action time

Advertisement Permission/Renewal | Within 30 days
Assessment of Advertisement Tax Within 30 days
Settlement of disputes Within 15 days

h) Trade License

The response times for these functions are as follows.

Nature of Request

Action time

Issue of license after due process

Within 10 working days from the
date of receipt of application

Renewal of Trade License

Within 10 working days

Settling disputes

Within 3 working days

I) Use of Municipal Parks for functions

The response times for these functions are as follows.

Nature of Request Action time
Approval for use after payment of
requisite fees 7 working days

5. Escalation Matrix for not
adhering to Citizen's Charter

In case any citizen feels that he/she is not receiving the service as per the
charter published by their ULBs, he / she may register complaints and the
escalation of complaints for ULBs shall be as per the following —

Sr. Type of ULB | 1" Level 2" Level 3" Level 4" Level
1 |Corporations | Addl. Municipal | Municipal DMA (15
Commissioner | Commissioner |days
/EO (7 days (7 days response
responsetime) | responsetime) |time)
2 |Councils/ City Manager | Section Head |Executive DMA (15
Panchayats | (7 daysresponse | (7 days Officer (7 days
time) response time) | days response
response time) time)




6. Rolling out Citizen's

Charterin ULBs

Following roll-out plan may be followed for implementation of citizen's
charter and Service Level Benchmarks in the ULBs in Bihar.

1.

UD&HD to agree in principal on the charter and service level
benchmarks

A directive to be issued to all ULBs to pass a board resolution for
adopting the citizen's charter and setting a timeline for achieving the
service level benchmarks for their ULB

ULBEs to publicize the citizen's charter through various means e.g. by
displaying through bill boards at their office building, putting-up
relevant documents on their websites etc.

ULB to set up a single window system or a 'Facilitation Centre' where
citizens can request for service or register complaints between working
hours on all working days. This may be done through online also by
using appropriate software. CGRC cell which has been set-up as a
centralized call center for receiving complaints may also be used for the
purpose of receiving requests which can be taken through phones.

Citizens shall be given an acknowledgement.

ULB need to deliver the service within the stipulated timeline in the
citizen's charter.

7. Way Forward

This document provides an overall guideline for operationalizing Citizen's
Charter and Service Level Benchmarks for ULBs. Following can be taken
up by the ULBs after assessing the results of operationalizing the citizen's
charter:

Regular updating of Charters: Regular updation of charts would be
required to include more services and optimizing the timeline.

Due consideration of the needs of senior citizens and the disabled:
In the due course of revising the Charters, ULBs would need to clearly
state some special consideration for the senior citizens and physically
challenged.
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Service Level Benchmark:ULBs would need to set annual targets for
achieving the service level benchmarks within the set timeline.

Grievance Redress: ULBs would need to institutionalize proper
grievance redress mechanism in their system so as to improve citizen's
satisfaction.
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