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CITIZEN'S CHARTER



The CITIZEN'S CHARTER is an ever evolving process. It will be revised periodically on the basis of experiences, gained feedback and suggestions received from citizens.
Chief Engineer (South),
Department of Water Supply & Sanitation,
Head Office, Nabha  Road
Patiala
Phone no: 0175-2212039
email: ce_south@yahoo.com
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VISION
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Safe drinking water and improved sanitation for all, at all times, in rural areas of Punjab State.
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MISSION STATEMENT
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  To ensure that all rural household have access to and use safe drinking water on sustainable basis and improved sanitation facilities by providing support to village Gram Panchayat & Gram Panchayats Water & Sanitation committees in their endeavor to provide these basic facilities and services.


Objectives
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1.    To enable all Rural households have access to and use safe drinking water;
2.	To enable GP & GPWSC communities to operate, maintain, monitor and keep surveillance on their drinking water sources; 
3.	To enable all Rural households to have access to and use toilets;
4.	To ensure all government schools and anganwadis to have functional toilets, urinals and access to safe drinking water;
5.	To provide enabling support and environment for Panchayati Raj Institutions and local communities to manage their own drinking water sources and systems, and sanitation in their villages; 
6.	To provide access to information through online reporting mechanism with information placed in public domain to bring in transparency and informed decision making;



Stake Holders
		Department of water supply & sanitation is engaged for providing safe drinking water and sanitation facilities to the rural masses including water supply & toilet facility in rural Govt. Schools and Anganwadis. As such Communities are the primary and most important stakeholders in the provision of water supply and sanitation services. The current policy focus on decentralization of these service, the following are critical stakeholders who are supposed to be actively involved in the planning, designing, implementation and management of these services:-
· Panchayati Raj Institutions (PRIs), particularly Gram Panchayats (GPs), Gram Panchayat Water Sanitation committee (GPWSC) 
· Beneficiaries/ consumers
Stake Holder Expectations 
		
· Good quality of water in adequate quantity
DWSS to ensure availability of potable water through existing infrastructure
· Regular  Services
DWSS to ensure regular working of existing structure / machinery  
· Better management and disposal of problems
DWSS to set up a grievance redressal  mechanism for immediate and proper disposal of complaints   
· Hygiene Improvement
DWSS to ensure individual household latrines for sanitation services
· Overall Health Improvement
With the supply of potable water and improved sanitation facilities overall health and hygiene of the rural masses will improve
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Functions:
1. Framing proposals to receive funds from the Centre and State Govt. for state water supply and sanitation sector.
1. Planning, implementation and monitoring of all programmes and schemes for safe drinking water and sanitation in rural areas.
1. Conduct periodic performance reviews of all schemes. 
1. Supporting R&D initiatives, IEC and HRD activities for all stakeholders in drinking water and sanitation sector.
1. Providing support to District Administration& people in the wake of natural calamities to mitigate drinking water and sanitation problems in rural areas.
1. Building partnerships and synergizing efforts with other sector partners such as health, rural development, organizations, NGOs, R&D institutions and civil society in our common endeavour to ensure access to safe drinking water and sanitation for rural communities.
1. Framing proposals on behalf of the state in resource mobilization from external funding agencies.
1. Technical support to GPWSCS through seminars, interactions, documentation of best practices and innovations.
1. Provide inputs to other Departments for formulation of policies impacting water and sanitation issues.
1. Recognizing and awarding Panchayats & organizations for excellent work in rural sanitation.

SERVICE STANDARDS
The service standards relating to citizen centric services of Department of Water Supply & Sanitation are listed as under:
	S.No.
	Citizen Centric Services
	Standards and Timeline
	Officer responsible for the services

	1.
	Making available Drinking water supply  
	Daily @ 70 Litres Per Capita per Day throughout the design period of water supply scheme.

	Executive Engineer 

	2.
	Approval of Private Water Connection*
	To be approved within 7 days 
	Sub-Divisional Engineer.

	3.
	Providing Drinking Water and Toilet facility in Rural Government Schools.
	a)  Separate toilet for boys and girls
b) Drinking Water Supply @ 10 Litres Per Capita per Day (Minimum)
	Education Department Authorities at local level i.e. Head Master / Principal etc. 

	4.
	Provision of Drinking Water and Toilets in Anganwadies located in Government buildings.
	a) One toilet for kids 
b) Drinking Water Supply @ 10 Litres Per Capita per Day (Minimum)
	Women and Child Welfare Department Authorities at local level i.e. Child Development Project Officer/ Supervisor etc. 


* This service is also being carried under RTS Act.







Water Tariff
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Grievances Redressal
1.  In order to achieve the best results with optimum inputs of manpower, machine and material while utilizing the latest e-governance methods and techniques, the Department of Water Supply and Sanitation thought to setup an independent monitoring system by outsourcing the work to independent agency which would register the complaints as well as monitor their timely redressal so that improvement in service delivery with transparency and efficiency can be achieved. Considering this thought, Department of Water Supply and Sanitation has established in house Shikayat Nivaran Kendra in2009 which got Digitally upgraded in December 2020 with well equipped 24X7 call center with IVRS (Interactive Voice Response System) along with PRI Line to facilitate and target every rural citizen to get their water supply and sanitation related complaint registered on the Toll free number 1800-180-2468.
1. The complaint registered on this toll free number are redressed within stipulated time period as shown in table below.	
	Sr No.
	Nature of complaint
	Maximum number of days allowed for redressal of complaints

	1
	Failure of water supply due to Electric/Mechanical Fault in the Machinery
	2

	2
	Failure of water supply due to Absence of operator
	1

	3
	Failure of water supply due to Large Scale leakages in the pipes
	2

	4
	Failure of water supply due to Bad quality of water
	2

	5
	Water Supply Failure in some specific areas 
	3

	6
	Household water Connection not given by GPWSC/DWSS
	7

	7
	Water Meter not installed/not  working properly
	3

	8
	Water tariff  being collected higher than the fixed charges
	3

	9
	Sewerage line is blocked
	1

	10
	Sewerage treatment  plant is not functional
	2

	11
	Sewerage Intercepting Tank is not cleared by Contractor
	3

	12
	Any other Sewerage Related Complaint
	3

	13
	I want  new toilet. Please give incentive for Toilet
	7

	14
	Name wrongly/deliberately left out by GP from the Incentive list
	7

	15
	Erroneous Allotment of the Toilets has been sanctioned to Mr/Ms ___
	4

	16
	Any other IHHL Related Complaint
	7

	17
	Inspite of IHHL, people still indulging in Open Defecation - Their Names are 
	3

	18
	Handed Over To panchayat
	7

	19
	Work in progress
	7

	20
	Peculiar Problems/Reasons
	7

	21
	Problem Related to Water Purification System
	7

	22
	RO Plant is not Working/Closed
	3

	23
	RO Water not provided due to Absence of Operator
	1

	24
	RO Plant/Water Treatment Plant related complaint
	2

	25
	Any other Complaint related to water supply and sanitation
	7



1. Grievances are gathered through a call center after which action taking authorities are assigned to the case.  A desk operator is responsible for the tagging of the grievance to the concerned officer, analyzing and segregating grievances based on their type.
1. PRESENT WORKFLOW: 
The present work flow of sending complaint/grievance via Shikayat Nivaran Kendra is as under:-
1. After registration of complaint/grievance in call centre, an immediate SMS alert is sent to concerned Executive Engineer, Sub Divisional Engineer and Junior Engineer.
1. And if the complaint is not resolved within their defined stipulated time period as mentioned in Table at point No. 2 then the SMS as reminder and SMS as warning are sent to the concerned   Executive Engineer, Sub Divisional Engineer and Junior Engineer.
1. If a grievance is not addressed within the specified time allocated to concerned Divisions, it is automatically escalated to a higher authority for resolution.
1. The platform offers provision for capturing and monitoring feedbacks for inbound and outbound calls, ensuring faster and easier processing of voluminous data in multiple environments.  Also, data-rich reports that give an insight into the nature of grievances, their outcomes, any systemic issues that are identified, any service improvements made resulting from the grievance can be availed.
1. The list of concerned officials for redressal of complaints at Junior Engineer / Sub Divisional Engineer / Executive Engineer level is enclosed as annexure. 
1. ANALYSIS AND PREVENTION: All the complaints registered on Toll Free number are monitored on daily basis by each level officer regarding the status and disposal of the same for the areas under their jurisdiction. The report on specific issues, the suggestion and remedies for same are being reported to government and action is taken accordingly, so that number of grievances of past nature can be reduced.

1. SOCIAL IMPACT:
1. SNK has emerged not only as an effective grievance management mechanism but also as an important social management tool to measure the impact of the DWSS projects interventions such as World Bank (IDA) supported Punjab Rural Water Supply and Sanitation Project, Swachh Bharat Mission (Grameen) and Punjab Rural Water and Sanitation Sector Improvement Project. Verification and monitoring of various parameters such FHTC (Functional and Household Tap Connection) under JJM (Jal Jeevan Mission), SDP (Service Delivery Parameters), service satisfaction etc.  are also taken up by tele calling with Sarpanches and Panches of villages of Punjab. This has enhanced outcomes and is giving people the satisfaction that their complaints and feedbacks are being heard, thus helping to build trust as part of the broader community relations activities.  This has contributed to the overall success of the Department’s social performance.
1. The Grievance Redressal Center provides its services in 12052 villages of Punjab with a population of about 184 (1,84,20,339) lakhs.
1. SNK Digital Call Centre has been working rigorously even during the Covid-19 Pandemic including during curfews/lockdown to resolve every complaint pertaining to DWSS, Punjab.  In doing so, DWSS has established trust and satisfaction among the consumers of Punjab.
1. STATISTICS as on 18.09.21
Total 83798 complaints have been received relating to the DWSS, out of which 83376 complaints stands already attended to the satisfaction of the complainants since the inception of Shikayat Nivaran Kendra/ Grievance Redressal System(01.12.2009) i.e.99.5% redressal.




ORGANIZATION STRUCTURE
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OFFICE HIERARCHY -  DWSS
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OFFICE OF CHIEF ENGINEER
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