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Ne QTEAITS FABRS T | dobd 8 @ 371 Qe “ifSe 27 ©7 Ty
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) Social benefits - Valuation Office
) Ordinance Survey - Environment
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) Royal Mint - Child Support
) Customs & Excise - RAF Training
Property Holdings

Medicines Control
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SfTE WIS W92 oo et @{eIe Wed  (Business
Excellence Model)ﬂﬂﬂ?‘f@@liﬂ?ﬂﬂ%ﬂ%ﬂ%ﬂﬁmﬁ
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q | A4 TF e GEE deey &S Arers e vivE
(The Citizen’s Charter) =TI gFB cyood@ THAFIAN IEF | WA
BaeTa 0w A4S TE (S edd ARIES JTE I s

"The Citizen’s Charter i$ about giving more power to the
Citizen. ..ooccevvveeveeinn The citizen’s charter is not a recipe for
more state action; it is a testament of our belief in people’s right to
be informed and choose for themselves. The white paper sets out
the mechanics for improving choice, quality, value and
accountability. Not all apply to every service. But all have a
common objective; to raise standard of public service, up to and
beyond the best at present available. ... For this white
paper is only beginning. Over the coming months, Ministers will be
bringing forward more detailed plans for each service. But today
we provide some early examples of how the Principles of the
Charter will be applied. How we will, for example, be introduce
guaranted maximum waiting times for hospital operations. How we
will require all schools to provide parents with reports. How British
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Rail will introduce new compensation schemes for poor service.
How those who regulate electricity, water, gas and
telecommunications will be given the same strong powers to insist
on good service standards for the customer. How we will toughen
up inspection and audit, relate pay more closely to perfomance, and
provide the citizen with more and better information.”

CYSAT@ BIGTA NS T& /el (main theme) F=oTF I RCACRS

D @ - AfSH @t fea w5 w=@IEe Toq ceam |
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2R3

“For the public they serve, it will bring commitment to quality,
and a power to secure it, that will put Britain ahead of any country
in the world”.
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(F) Twrzde - @& PWD: How to chain this Wild - Elephant ?
Public Works Department (PWD) plans, designs, estimates,
constructs and maintains public offices and residential
establishments, except a few which have been specifically
entrusted to other departments. It is rated a grade-lI service
department of the government, by the government and for the
government. Providers themselves being the stakeholders, service
delivery must be expected to be the highest. But unfortunately,
actual position transpires a reverse scenario. In a nutshell, -
1) the quality is lowest but the cost is highest;
i) procrastination and non-responsiveness has become
hallmark;
ii1) users are not informed about the work done and cost
incurred which indicates total absence of transperancy;
iv) never pay any heed to users requirements even in case of
repair works. So it is most autocratic and non-accountable;
v) officials of the department are described as “lords of the
people” and neither servants nor friends to customers.

All the participants, somehow or the other, have long
experience and attachemnt with the activities of PWD. Most of
them are living in the organizastion’s quarter and paying 5% of pay
for maintenance in addition to surrendering house rent allowance,
otherwise entitled to get. But how much value they are getting for
their money, they know better. In the advanced country like UK
most of such departments previously run by the government has
been transformed into private agencies. Even the most basic
department like Revenue, passport and Customs services have
become agencies. In some cases big departemnts has unbundled
and most of its segregated organs have been privatized or made
agencies, this has raised their efficiency many times. The
participants of a workshop held at Planning Academy on 28-29
September’99 under the auspices of Privatization Board
unanimously suggested that PWD and DESA be privatized at an
early date. The State Minister for Planning and the Secretary,
Planning Ministry among other were present on that very occasion.
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The PARC however designed customers charter to address low
profile problems of PWD.

There is every possibility that privatization will invite unrest
among the employees and on the contrary customer charter will be
frustrated by them like other attempted reforms. Now, the question
remains what the government will do ?

Objectives of the Study -

All the participants being fully accustomed with the PWD
activities have much practical experience about and complains
against the directorate. They are also important and active
machinery of the government to suggest policies and implement
decisions. In this circumstances they are the most appropriate
persons to conduct a SWOT (Strengths, Weaknesses, Opportunites
and Threats) analysis of the issue to formulate a rightful decision to
be taken by the government.

Suggested Questions
01. Imagine that you are the persons responsible to look into the
problem. How would you address the problem?

02. Would you agree to privatize PWD (as a whole or in part) ? If
yes, how ? If not, why ?

03. Do you think that introduction of customer’s charter in PWD is
possible at the present context ? How it could be implemented
perfectly ?

BETE @I FIE TeEIfed T e 2Aroibes (HAP) a3
fafoaf5hi. B Y BTN ©d-do-ds IR Wfds  GNAIR
TPANfeTe T | $F (A ALHaRe I AT 39 T AT 8
©q T BT Q9 AR AAS-CaAae el | e A
Teifge ferew 3@ Mr. Lionel Charty ¢ Mr. Philip Malgras 1%
ffafShm afecm ofss | foaf e eoe I aza@EEd avg
farera farera Fonfa et famaeis

O ARTSHIRCEHAR Z(A POTE FACI |
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“TQM is a management approach for an organisation
which is:
) centered on quality;

) based on participation of all of its employees
(empowerment);

) aimed at long term effectiveness through customer
satisfaction and -

) commitment to the developemnt of its employees and
to society
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