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Abstract

The citizen's charter informs the public about the availability of public services. It
includes information on the commitment of the agency towards the public with regard
to standard and time frame for providing services, scope for choice and consultation
of service delivery, non-discrimination, grievance redress, and demonstrated value
for money. The Charter also seeks to assure accessibility and courteous services.
Generally, a citizen's charter includes the vision and mission of the agency and its
operations, details on standards, quality, time frame for delivery, and redress
mechanisms.

The citizen"'s charter, as one of the quality assurance strategies in the public sector
put forward by New Public Management theorists, has been introduced in Nepal with
the view of improving the quality of governmental service delivery, increasing the
level of citizens" satisfaction and enhancing efficiency of bureaucratic apparatus at
thelocal level.

The objective of this study was to map whether this so called tool of good governance
is successful in its intention. This thesis defines the Charter programme and tries to
evaluate its impact in terms of service delivery. The research uses both qualitative
and quantitative method for finding out this objective. Both primary and secondary
sources of data were used to get comprehensive picture of the reality. The researcher
contacted with different participants DAO officials and Citizens to gather
information. Besides, officials’ records, documents and other secondary sources were
utilized.

The concluding remark is that citizen"s charter is not a myth for improving the
service quality at the local level rather it is a realistic approach to improve the

quality, efficiency, and productivity of municipal service provisions.
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ACDO
ARC
CC
DAO
DDC
CDO
CDPA
GON
GRP
ICT
ILO
INGO
IRD
LD
MOHA
NODPA
NPM
NORAD
SEE
SPSS
TI
TU
UK
UNDP

Abbreviations/ Acronyms

Assistant Chief District Officer
Administrative Reform Committee
Citizen Charter
District Administration Office
District Development Committee
Chief District Officer
Central Department of Public Administration
Government of Nepal
Governance Reform Program
Information Communication and Technology
International labor Organization
International Non —Governmental Organizations
Inland revenue Department
Local Development
Ministry of Home Affairs
Norway and the Department of Public Administration
New Public Management
Norwegian Agency for Devel opment
Secondary Education Examination.
Statistical Package for Social Science
Transparency International
Tribhuvan University
United Kingdom
United Nations Human Devel opment Report

Vii



Tables of Conents
Titles

Title
Declaration

Recommendation Letter
Approval Letter
Acknowledgements
Abstract
Abbreviation

Table of contents

List Of Tables

List Of Figures

CHAPTER |
INTRODUCTION

1.1 Background of the Study
1.1.2 International Perspectives of Citizen Charter

1.2 Statement of the Problem
1.3 Objectives of the Study
1.4 Significance of the Study
1.5 Limitation of the Study
1.6 Organization of the Study

CHAPTERII
LITERTURE REVIEW

2.1 Theory of Good Governance
2.2 New Public Management
2.2.1 Publice Service
2.2.2 Public Administration

2.2.3 New Public Administration

viii

Page No._

vi
vii
Viii-X
Xi

Xii

0 N N o o

10-23

10
13
14
14

15



2.2.4 Governance and Service Delivery
2.2.5 Administrative Culture

2.3 Empirical Review

2.4 Studies on Citizen's Charter

2.5 Citizen Chater In Nepal

CHAPTER 111
RESEARCH METHODOLOGY

3.1 Rationale of the Study Area
3.2 Research Design
3.4 Nature and Sources of Data

3.4.1 Data Collection Tools and Techniques

3.4.2 Questionnaire Survey
3.5 Data Prsentation and Analysis

CHPATER IV
DATA ANALYSISAND INTERPRETATION
4.1 Introduction of [lam District
4.1.1 Introduction of District Administration Office, Ilam

4.2 Age of the Respondents
4.3 Educational Status of the Respondents
4.4 Ethnicity of the Respondents
4.5 Occupation of the Service Seekers
4.6 Source of Knowledge about Charter
4.7 Knowledge about Content of CC
4.8 Awareness of Citizen’s Charter
4.9 Satisfaction with Time Taken
4.10 Services Improved with Saftisfied
4.11 Satisfied with Timely Services after CC
4.12 Needed Information Regarding the Procedure to

get citizenship issued by DAO

16
16
17
23
24

25-28

25
25
26
26
27
27

28-37

28
28
28
30
30
31
31
32
33

35
35

36



4.13 Usefulness of Information Displayed on Citizen’s Charters 37

4.14 Accessto Concerned Official 37

CHAPTER YV 38-42
SUMMARY, CONCLUSIONSAND RECOMMENDATIONS
5.1 Summary 37
5.2 Magjor Findings on Citizen Charter 38
5.3 Conclusion 38
5.4 Recommendation 41
References

Annex A Questionairre

Annex B Photo Of DAO, Ilam And Photo's Of Citizen Charter's
Annex C Citizen Charter Of DAO llam.

Annex D Photo

Annex E List of DAO Organazational Chart and CDO's Name List



List of Tables

Table No. Title Page No.
Tableno. 4.1 Age of the Respondents 29
Table no. 4.2 Educationa Status of the Respondents 29
Tableno. 4.3 Ethnicity of Respondents 30
Tableno. 4.4 Occupation of the service seekeers 31
Tableno. 4.5 Source of Knowledge about Charter 31
Tableno. 4.6 Knowledge about content of CC 32
Tableno. 4.7 Awareness of Citizen’s Charter 33
Tableno. 4.8 Satisfaction with time taken 34
Tableno. 4.9 Services Improved eith saftisfied 35
Table n0.4.10 Services Provide Pounchual and Timly 36

Tableno. 4.11 Needed information regarding the procedure to

get citizenship issued by DAO 37
Tableno. 4.12 Usefulness of information displayed on

Citizen’s Charters 37
Tableno.4.13  Accessto Concerned Officials 38

Xi



Fig No.
Figno. 4.1
Figno. 4.2
Figno. 4.3
Figno. 4.4
Figno. 4.5

List of Fiqures

Title
Ethnicity of Respondents
Source of Knowledge about Charter
Knowledge about Content of CC
Satisfaction with Time Taken

Services Provide Pounchual and Timly

Xii

Page
30
32
33

36



