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v
?‘ Panchayats, the third tier of the local seli-government are the main pitiars of equitable &

(g o : . .
4 sustainable development in Rural India, being responsible for development at Gram Panchayat level

M‘[‘ - through- democratic decentralisation; participative local governance and citizen centred service
elivery. ' :

2. In this endeavour, Citizens’ Charter initiative is a next step, which would represent the

commitment of the Organisation {Panchayat) towsrds standard, quality and time frame of service

9/ delivery, grievance redressal mechanism, ransparency and accountability.
A

3. A model Citizen Charter for the Panchayals was released by the Hon'ble Union Minister,
Pancha-;;li Raj, Rural Development & Agriculture and Farmers Welfare on 04" June, 2021. English &

hindi versions of 1he moda! Citizen Charter for the Panchayale am enclosed.

4. Il is expected that the States/ Panchayats would adopt, lranslate, and customise the Citizen
Charter towards delivery of the services acrass the 29 sectors under lhe Eleventh Schedule of the
Constitution of india, aligning actions with localised Sustainable Development Goals (SDGs).Ht is
anticipated that by 15¥August, 2021, each Panchayat would have a citizen charler approved by the
Gram Sabha, providing a declaratlon—c;ils commitment 1o provide services to its residents. The
ities/ actions in a campaign mode, to ensure timely completion. in

States are required to take up activ
case the state aiready has a citizen charter thai may suitably be customised.

5. To facilitate this, a Citizen Charter Dashboard is being developed for the States/ Panchayats
10 report & monitor their progress. The relavant Key Performance Indications retaling to this may be

seen in Annexure.

6. It is pertinent to mention here that the Ministry as part of its mandated responsibility towards
transforming the Panchayats into symbols of modernity, transparency and efficiency, and in order o
encourage integrated electronic service delivery at Panchayal lavel, has made available ServicePlus
(httpurServiceOnline.gov.in) under e-Panchayat Mission Mode Programme. ServicePlus is a
configurable, ready-to-use, end-to-end delivery framework through which any service can ba defined,




accessed, delivered and monitored by Panchayats or any government department for a rapid roliout
. of electronic services.
« Regulatory Services: Services like trade licences. permit for construction of a building etc.
« Statutory Services: Services like issuance of birth/death certificate
« Developmental Services: Jo render the government welfare sc

old age pension, etc.

Consumer Utllities Service: Servicas like bilt payment, rail tickel booking, mobile recharge
elc. '

The States are encouraged 1O adopt ServicePlus application for delivery of Services by the
Panchayals.

7. | jook forward to your support towards ensuring continuous improvements in the quality of

public services for the people, responding to the needs of the users.

Qe gand—

Encl: As ahove

N
{Dr. Cha&irﬁh_)o;@gjj(umqr}

To
Additional Chief Secretary/ Principal Secretaryl Secretary, PR depariment {All States/ UTs)
Copy to:

Ms. Manie Khaneja, Deputy Direclor General, NIC- Panchayat Informatics

hemes such as NREGS, IAY,




Key Performance Indicators for Citizen Charter Dashboard

Annexure

Appointment of State/ District/ Block Nodal Officer {Detalls to be caplured: Nams, Dasignation,
department, mobile number, emall address)

ured: Name, Designation, department, mobile

2. Appointment of Facilitator (Details to be capl
pumber, email address)
3. Advisory issues to Panchayats on preparing Citizen Charter (Yes/ No) (State to specify)
4 Citizan Charter prepared {Yes/ No)
6. Gram Sabha Maeling Scheduled (Yes/ No) (If Yes, date of scheduled Gram Sabha meeling)
6. Gram Sabha meeting held (Yes/ Na) (If Yes, date of Gram Sabha maeeting)
a. Citizen Charter approved(Yes/ No). (If Yes, Gram Sabha resolution to be uploaded)
b. Participation of Line Departmeni {Refer Annexure-i for list of Line Departmenls)
7. Services offered by Panchayat (State users fo create the master list of Services being offered by
tha Panchayals)
P Panchayat | Panchayat .
. Sarvices
asa as a Service .
Service Sector Ministry/ Line Service | Stakeholder delivered
depariment online (Yes/
Owner only No)
' (Yes/ Noj {(Yes/ No)
Certificate/ Licensel Permissions
i Bulh Certificate | Health 1 Ministry of Health
; & Familv Welfare | I
i. Death Health Ministry of Health |
Certificate & Family Welfare
iii. Marmiage Family Welfare | <State to
Certificate specify>
wv. Residence Land <Siate to
Cerificate improverment specify>
v, Trade License | Small scale <State to
industries specify>
v, Construction Rurel Housing | <State to
permit specify>
vi._NOC for setting | Small scale <State to
up small | industries specify>
industry in
village
viii.  Issue of | Markets & <Slale o
i Advertisement | Feirs specify>
' License
f ix. Any Other (if | <Slateto <State to
; yes, please | specify> Specify>
specily)
"A. Development Related :
(i lssue of | Poverty [ Ministry of Rural | |




8

SR -l Pt i
Sarvice Sector department s&:vice Stakeholder onfine (Yes!
ner only No)
(Yes! No) (Yes/ No}
T T MGNREGA Job | alleviation Development
- card programme .
ii. Reques! for work Poverly Ministry of Rural
under alleviation Development
MGNREGA programme
ii. Any Other (if yes, Poverly <State 10
please specily) sileviation Specify>
. programme
8. COVID/ Public Health Related ]
i. Sanitisation of | Health Department of
L Public Places viz. Drinking Waler
Roads, drains, and Sanitation
marketplaces, elc. . ]
ii. Request for { Health Ministry of Health
COVID Kit & Family Welfare
ii. Any Other {if yes, <State to <State to
please specily) specify> Specify>
C. Taxation
i. Assessment of [ Rurat Housing | <Stale to
Property Tax specify>
ii. Transfer Land <3laiv G
ownership of | Improvement | specify>
| Property/ Mutation
fil. Any Other (if yes, | <Stale to <State to -
| _ please specify) specify> Specify>
D. Drinking Water
i, Sanclion of water | Drinking Water Depariment of
supply connection Drinking Water
and Sanitation
W Maintenance  of | Drinking Waler Depariment of
drinking ~ water Drinking Water
(Minor Repairs) and Sanitation
iii. Repair of | Drinking Water Department of
Handpump Drinking Yvater
and Sanitation
iv. Individual Drinking Waler | Depariment of
Household waslte Drinking Waler
collection & and Sanltation
{ransportation
v. Provision for | Drinking Water Department of
Drinking water for Drinking Water
animals and Sanitation
w. Any Other (if yes, | Drinking Water Department of -
please specify) Drinking Water
and Sanialion
€. Sanitation a8
i. Repair/ Sanitation Department of
maintenance  of Drinking Water
comminity toilets and Sanitation
ii. Cleanliness “of | Sanitation Department of
Rainwaler Drinking Water
harvesting and Sanitation
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Panchayat

Panchayat

p Services
Service Sector N‘I;:'s:g;’tms Searsv;:e ;:aif:m‘: de_llvared
p Owner only online (Yes/
' (Yes/ No) | (Yes! No} No}
struclures in
community areas
iii. Request for supply | Sanitation Department of
of Bin for waste Drinking Water
disposal and Sanitation
iv. Any Other (if yes, | Sanitation Department of
please specify)- Drinking Water
and Sanitation
F. Street Lighting
i Maintenance  of [ Rural Ministry of Power

Street Light (Minor
Regpairs)

electrification

i ii. Request to install | Rural Ministry of Power
streetlight at new | electrification
location

iii. Request for | Rural Ministry of Power
installation of High | electrification '
mast

iv. Any Other (if yes, | Rural Ministry of Power
please specify) electrification . '

G. Community Assets '

i. Maintenance/ Maintenanca of | Ministry of Rural
improvement  in | community Development
burial grounds assels

ii. Mainlenance/ Maintanancs of | Minisiry of Rural
improvemeit ¥ | community Developmant
Playground/ Public | assets

Parks
jii. Maintenance/ Maintenance of | Ministry of Rurat
improvement in community Development
| Yoga Centres assets
iv. Any Other (if yes, | Maintenance of <5Slate to
please specify) communily Specify>
assels
H. Welfare related
i. Application for | Social welfare | Ministry of Soclal
Pension for old Justice and
age Empowerment
ii. Application for | Soclal welfare | Ministry of Social
Pension for Widow Justice and
Empowerment
ii. Application for | Social weifare | Ministry of Social
Pension for Justice and
disabled _ Empowerment
iv. Application for | Sanitation Department of
sanction of 1HHL . Drinking Water
and Sanilation
v. Preparalion of new | Public Department of
Ration Card distribution Food and Public
system Distribution
I"vi_ Addition/ _deletion | Public Department of




. S

Ministry/ Line Pan:sh:yat a';":‘s:';:},‘;; 35::2:; |
Service Sector dep ar?ment Sgrvice Stakeholder online {Yes/
~ Qwner only No)
(Yas/ No) {Yes/ No}
of name in Ration | distribution Food and Public ‘
Card system Distribution !
vii. Request to include | Public Departmeant of !
under the | distribution Food and Public :
veneficiary list for | system Distribution )
allocation of food i
grains under
Targeted  Public '
Distribution syslem
| _ (TPDS)
viii.Issues relaled 1o | Education Department of
admission in Education
Government
Primary school
ix. lssues related 1o | Education Department of |
provision of Mid- Education
day meal for
students in
Government
SGNOoIS
x. Request lo | Education Department of -
arange Health Education
check-up for
students in
Government
schools
xi. issues related to [ Women and Depariment of 7
feeding child ' Women & Child
programmes  of | development Development
AWC
xii. lssues reiated to | Women and Department of
immunization  of | child Women & Child
children and | development | Development
mothers by Asha & '
Anganwadi
centres
xil.Request for | Technical Ministry of Skl 1
enroling in  Skill | training and Development &
training _ vocational Entrepreneurship
programmes education
xiv.  Request to | Welfare of the | Ministry of Social
setup communily | weaker Justice and
kitchen for feeding | sections Empowerment ;
destitute |
xv. Any Other (if yes, | <State to <State 1o ]
please specify) specify> Specify>
1. Public Libraries
i, Provision of Public | Libraries <Slate {o -
libraries with Specify>
adequate number
of books and
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Panchayat

Panchayat Services
» as a as
Service Sector Martnont. | service Stakeholder | _dollvered
Owner only oniine (Yes/
: : (Yes/Ne) | (Yes/No) No)
__periodicals
it. Any Other (if yes, | Libraries <Stals to
pleasea speciiy) Specify>
J. Connactlvity
i. Maintenance of | Roads, Ministry of Rural
Vilage roads culverts, Development
bridges, .
ferries,
E waterways and
other means of
communication
ii. Any Other (il yes, | <State to <Slate lo
" please specify) specify> Specify>
K. Digital Services
i, Availabilily of Wi-fi | Maintenance of
Service in | communily Depariment of
Panchayal assets Telecom
. Issues related to | Maintenance of
internet Service in | community Department of
Panchayal assels Telecom
ii. Any Other {if yes, | <Stateto <State to
please specify) specify> Specify>




Annaxure-

A. 29 Sectors/ Functions assigned to the Panchayats

. Agriculture, including agriculturai extension.
. Land improvement, implementation of land reforms, iand consolidation and soil consetvation.

1

2

3. Minor irrigation, waler managemeni and walershed development.
4. Animal husbandry, dairying and pouliry.

5. Fisheries.

6. Social forastry and fanm forestiry.

7. Minor forest produce.

8. Small scale industries, including food processing industries.

9. Khadi, village and cottage industries.

10. Rural housing.

14. Drinking waler,

12. Fuel and fodder.
13. Roads, culverts, bridges, ferries, waterways and other means of communication,

14. Rural electrification, including distribution of electricity.

15. Non-convenlional energy sources.

16. Poverty alievialion programme.

17. Educatian, including primary and secondary schoals.

+8. Technical training and vocational education.

19. Adult and non-formal education.

207 Lipraries.

21. Cultural activities.

22 Markets and fairs.

213. Health and sanilation, including hospitals, primary health centers and dispensaries.

23. Health and sanitation, including hospitals, primary heatth centers and dispensaries.

24, Family welfare.

25. Women and child development,

26, Social welfare, including welfare of the handicapped and mentaity retarded.

%7. Welfare of the weaker sections, and in particular, of the Scheduled Casles and the Scheduled
ribes. .

28. Public distribution system.

29. Malntenance of community assets.

L el



B. List of Ministry/ Line Department

PN OL OGN~

Department

Depariment of Agriculture

Depariment of Animal Husbandry and Dairying
Department of Art and Culture

Depariment of Chemicals & Petrochemicals
Depariment of Drinking Water

Depariment of Education

Depariment of Finance

Department of Fisheries

Department of Food and Supply

Department of Forest

. Départment of Handioom and Textile
. Department of Health & Family Welfare

Depariment of Higher and Technical Education
Department of Horliculture

- Department of Information Technology

Department of Irrigation

- Department of Khadi

Department of New and Renewable Energy
Depariment of Panchayali Raj
Dapartment of Power

- Department of Revenue

. Department of Rural Development

. Department of Skill Development

. Dapartment of Smail-Scale Industries

Department of Social Justice
Depariment of Sports

. Department of Water Resource

Department of Women & Child Development
Electricity Board
Registrar of Cooperative Societies

. Rural Road Development Corporation/ PWD

TR o A - -,
Rkl sy T
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D.0. No: N-18011(16)/1/2021-e-Panchayat Dated 16" Jt;ne. 2021

\é/ . ’ @fﬂ’;
Ao Maodom / Ak %
This is in continuation to the D.O. of even no. dated 14" June, 2021 from
Additional Secretary, Ministry of Panchayali Réj regarding release of Citizen Charter

by Hon'bie Minister, Panchayati Raj, Rural Development, &Agriculture and Farmers
Welfare. The States may transiate the Citizen Charter in focal language and

customse it per local needs and requirements.

2. £ach Panchayat is now expected to formulate a Citizens Charter. The Charter

EE ol TR TV R T IR,

with the approval of Gram Sabha should include:

i Vision and mission of the Panchayat
Service slandards or the procedure of procurement of services including the

‘(V\b/ name of the services. details of the services, time frame for delivery of services.
nate and coniact detal's ¢f ihe persens in the Panchavat responsible for

¢k/ providing the services

ifi.  Grievance redressat mechanism including the defails of higher authority

While preparing the Charter. the Panchayats would be required to deliberate on
various services and seek the views of the Panchayat Secretary and other

concerned officials in corresponding depaitments.

3 it becomes critical that a concerted effort towards formutation of the Citizen
Charter is made c©n a mission mode. This would enable and strengthen
deceniralization ot tocal governance, establishing accountability and ensuring
rransparency in the system. The Ministry wouid be initiating the Meri Panchayat,
wesa Adhikaar- Jan Sevaayein Hamaare Dwaar Campaign from 01%uly-

15%August, 2021, wherein the ‘Panchayalts are expetted to hold structured Gram
Sabha meeting to finatise the respeclive Citizen Charter. Secretary. Ministry of




Panchayati Raj would be formatly inauguraiing the campaign on 30" June, 2021, In
this regard, various actlivities and timelines for the campaign may be referred in the
table below. It is now required that the States may issue the necessary directions to
the Panchayats, mobilizing the requisite resources in this effect. '

- No. Activities Timeline
1 Roll out of facilitators Training Mcdule by NIRDPR 28" June, 2021

7| Appointment of Nodai Officers (State, District & [ 25™ June, 2021
Block levels) and Registration on web portal by all |
the nodal officers

3 [ Additicnal Chief Secretaryl/Principal Secretary/ [ 1% week of July
Secretary PR department to hold a meeting of the
stakeholders to provide an impetus lo the
| campaign .

a | Uploading of Gram Sabha meetings schedule 01 July, 2024

§ [ Appointment of faciitalors for every Gram |01 July, 2071
Panchayats

& | Completion of training of facilitators by NIRDPR/ [ 09" July, 2021
SIRD/PRIT

7 | Appointment _of frontine workers  of line | 017 July, 2021
departments for Gram Sabha meelings

8~ |'Pablishing of approved citizen charter By 15 Angust 2021

4 Asa ﬂrsf step, ihe name of the Staie Nodal Gificers for this campaign roay be
finalised and shared with the Ministry for generating the State nodal officer
credentials. For any technical issues, Mayank Kharbanda, Consultant, MoPR
(Mg.a= anobee - o) and Ms. P. Laxmi. Sr. Technical Director. NIC

(ii_ie.miinc :n) may be contacted.

5. Further, an Orientation meeting on the campaign has been scheduled on 21
June. 2021 at 11:30AM. It is requested that theState Nodal officers may atlend the
said meeting. The details of the VC may be seen in the Annexure. '

With Regards,

Yours: sincerely

i
Encl: As above \l ;
. (A.E p.fa'gagr; '




To

sdditional Chief Secr
States/ UTs)

Copy TO

1 Dr. G. Narendra Kumar. DG, ﬁlRDPR
2. Ms. Manié Knaneja, Deputy Director General,

etary/ Principol Secretary/ Secretarik PR depaitment (Al

NIC- Panchayat Informatics

st ——————
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Annexure

Dstails of the Video Conference to ba held on 21* June, 2021 at 11:30 am
Webroom details:
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D.0. No: N-19011(16)/1/2021 -e-Panchayat Dated: 22™June, 2021

Ve Eﬂ",‘\p_g',C,\\».-.- / S\» \
This is in continualion o my D.O. of even no. dated 14™June, 2021 regarding release of

Citizen Charter by Hon'ble Minister, panchayati Raj, Rural Development, &Agricuiture and Fammers
Welfare.

v il chekbar Kumar, IAS
G tiear SEORETARY

IR RA Y F AR
1 ,.i!_l'f!!di'{tj!filat_iu

panchayats, the third lier of the local self-government.are the main pitlars of equitable &
sustainabie development in Rural India, being responsible for delivery of development at Gram

parichayat level through democralic decentralisation; participative jocal governance and citizen
cenired service delivery.

3 Service delivery forms the bulwark of any efficient administration. Different States/UTts have
adopted different models for providing services to citizens al Panchayat level. In order o transform
{he Panchayals into symbots of modernily, lransparency and efficiency, and o encourage integrated
(Pjectmnic} service delivery al Panchayat level, the Mode! Citizen Charter for the Panchayals was
released by Hon'bie Minister, Panchiayati Raj, Rural Qeveoicpment & Agriculture and Farmer Weifare

on 04% June, 2021,

4. In his reference, the Ministry would now bé initiating the Men Panchayat, MeraAdhikaar-
Jan Sevaayein Hamaare Dwaar Campaign from 015 July- 15MAugust, 2021, wherein the Panchayats
are expected 10 hold struclured Gram Sabha meetings to finalise lhe e ive Citizen Charter. The

campaigh would be formatly launched by Secrelary, Ministry of P8 0% June, 2021 at
11:00 am. You are requesied o atténd the said meeting. 1he details ol the Video Conference (VC)

may be seen in the Annexwe. L
Do g e e =y
Yours Sincerely,

Enci: As above

oiivl. A - 2=~

(Or. Chendra shekhar Kumar)

To . .
Additional Chief secretary! Principal Secretaryl Secretary, PR department (Al Slates/ UTs)

Copy To:
1 Dr. G. Narendra Kumar, DG. NIRDPR
2 Ms. Manie Khaneja, Deputy Director Generat, NIC- panchayat Informatics

- N
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Annexure

Video Conference (VC) details for the jaunch of Meri Panchayat, MeraAdhikaar- Jan
SevaayeinHamaareDwaarCampaign on 30™June, 2021

URL: https:lfbharalvc.nlc.inljolnﬂad7881734
Conferenca ID: 7847881734
Password : 620948
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sectt, 20 . ML Shitlong MIC. 21 - MR.Imphat KiC, 12 . MP.8hopal HIC. 23 - MZ-Auwai HiC, 24 - HL . NIC Siote Cernthe, 25 - OR.
Bhobneshwat MC. 26 . PE-Chandigarh NiCt. 27 . PY.NIC Puduchenty, 28 - SK.Ganptok NIC1, 28 . TH-Chenrnm HIiC, 38 - 09
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.o Time ,
%200, 11,05 am | Welcome & Introductory Remarks Dr C.S. Kumar, Additional Secretary.

: MoPR
L?oTﬁzo am | Gitizen . Charter  Campaign, s | Preseniation by Sh. Alok P. Nagar,
intendad scope Joint  Secretary {Govemance),

MoPR

[/\

Minute by Minute Progranine

Agenda item

11:20- 11:25am

Launch of the Meri Panchayal,
MeraAdhikaar- Jan

Secretary, MoPR

SavaayeinHamaareDwaar .
Campaign
"37725. 1140 am | Keynole address Secratary, MOPR
1740 11:45am | Concluding Remarks Sh. Alok P. Nagar, Joint Secretary
i_ (Governance), MoFR o
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