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Types of Public Services 
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 Government of India has proposed 

Services Guarantee Act in 2013 

 To ensure delivery of Services by 

all government departments within

specific time frames

 Failing which the concerned officers 

are to be penalized

 Consequently, some State Governments have formulated Citizen’s 
Charters binding them to prompt and efficient delivery of services.

 Most Departments of the Central and State Governments like 
Municipalities, Water Works,

 Electricity Boards, Police, Passport, Postal Services, and many others 
have framed Citizens

 Charters to list all the services provided by them and the Time Frames 
for providing these Services 

Citizens’ Charters
Services- Time Frames -Modes for Complaints
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GHMC, Water Works and Electricity Department have also adopted 
Citizens’ Charters

 However, most citizens are not aware of these Citizens’ Charters 
 And so are generally deprived of the required services and amenities 

offered by these departments.
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 COVA in collaboration with over 200 civil society organisations and 
Religious Groups of Hindus, Muslims, Christians, Sikhs, Jains, Buddhists 
and Parsis launched a Public Campaign to spread awareness amongst 
people about the Citizens Charters and the 56 services offered by GHMC, 
Water Works and Electricity Departments

 Awareness was spread through sessions

in schools, colleges, community meetings and 

weekly congregations of different religions

 Over 2 lakh Pamphlets are distributed

 People were motivated and helped to

download the GHMC APP

 People were helped to register complaints

through the Call Centers

Results

Over 10 lakh GHMC Apps are downloaded by people

 The number of complaints through Call Centers increased

Awareness Campaigns
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Subjects for Interviews: community members in slums, colonies and 
neighborhoods, resident welfare associations, businessmen, shop 
keepers and students, Officers, Elected Representatives

Issue: Citizens Charters and Services Offered
Subjects for Interviews: Citizens, Students, 
Teachers
Possible Questions: 
Have they heard about Citizens Charters
Number of services they can list that are offered 
By the Municipal Corporation / Municipality 
Are they satisfied by the services being provided by Municipality, Water 

works and electricity departments

Issue: Knowledge of Modes for Accessing Services
Have you heard about Call Centers and App of Municipal Services
Have they used the App or called the Helpline Number
Was their complaint solved

Project Works
Possible Issues- Subjects for interviews - Questions
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Project Works
Possible Issues- Subjects for interviews – Questions

Issue: Garbage Lifting
Subjects for Interviews: Citizens, Garbage Lifters, Officials
Possible Questions: Is the garbage in their locality lifted regularly
Do they make complaints. How
Is the problem solved
Do they approach Ward Member or Corporator with complaints
What is the result
Issue: Responsibility of Officers and Elected Representatives
Subjects for Interviews: Municipal Officers at different levels and Corporators
and Ward Committee Members
Possible Questions: Why is so much garbage lying on streets
How do you follow up the complaints received
Is any action against workers / officers who do not work properly
Start thinking of Issue you will select, Subjects you will interview, Questions you
will ask and one action you will take to address the Problem.

Experts will help you with your Project Work.
Time to Act 
Think of one thing you can and will do to spread awareness among people about 
accessing Public Services successfully

Public Services



Thank You


