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3. gusssnaainsdiunlqanmsnuiniseasniags:
The Citizen's Charter*

o =, i -J ' e
m‘n.i-mﬂ';qn'w'lﬁmnmaamaé’ﬁ?&nmuﬂwnﬁmm‘lﬁun Citizen's Charter

. 'ﬁ'aymﬁ'mn"u Citizen's Charter $9u39N4N (1) Taudusuusninaiuaiaonmiuniabivinsssoaulneiy
dovinlag AENIINBNINITUTMITURSNISYASTIN AN 2539 uAx (2) The Citizen's Charter: Raising
the Standard, paper presented to Parliamentary by the Prime Minister by command of Her Majesty, July
1997
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Fefinnfinfansnsendnslull 1IN UAZNIFATNTEULANTUR AT

W.A. 2534° dAnUseaananaes Citizen's seaniTiduFnasunlsee19u Citizen's

i
Charter ﬁtﬁﬂﬂnﬂ‘:ﬁ'ummpumﬂﬁ Charter ATALARNNAMUIEINUAIUNANY
] -
Lﬁn"ni*'nmmﬁi’ﬁmumuummzm?ﬂﬂi’u UAZAIUNRNDU MARAV privatized utility
Uganalnlunisa¥rantaidanlunasiy companies

Uims madfudpanininuazansiues

* faeeneansdaniuenluugn Citizen's Charter 1891/5s mﬂeu'ﬂé’un (1) uil1993 Ussimalusauinaldaine
72U INFOCID wﬂﬁﬂgmﬁ’mﬁummgunﬂrvmm dayasana19793i4 Directory v8aiaen iy uax foya
ﬂwmaﬁj-.t"nﬂunﬂqfﬁ‘r Foyadunaroamrsadnaldsing ATM Tnsatainigasan biflgaanaa 1200 901
Tuil 2002 uﬁm'mui'ngnﬁimmqﬂbﬂ1mmu1m:qﬂ:m-: CD-ROM, Diskette uaza7n Internet; (2) Uszina
Greece Navaglunszuaumsiuganishivinsunvszarm TnenissFundani Citizen's Charter, Code
of Administrative Procedure and Regulatory Checklists, misuiudgngssiioulifoudte  n1sm1 one-stop
shops (1un11 passport, birth certificate uas nifisuansa) uaz Citizen Information Centers; (3) Usx
madaTUfIAa$ Citizen Centre Taeiuma internet Bt one stop shop 1m?mnw1mfu nasuAInIg
dreiing, Adiraainlunisidum vesnuentlszoe, nvr!nﬁ’syﬂunmvﬁwu!uwﬁqmnmmﬁmmmumnm
dealuiinsainiogarudaemuias, uns frequently asked questions luiFoarna; (4) deensdn Wil performance
pledges faldudnnizadrary Citizen's Charter YONANTITRUUINNT, (5)Service Charter Working Group
vearlszinARLUALS [AUNANE Service Charters wri Minister for Administrative Affairs; (6) il 1993 1lsx
snnBuAnRuLlsanA s nmneaY 12862 ﬂﬂinqnmzmumrgmﬂﬁuwfmﬂmmnngui‘n "
§nA1 (Setting Customer Service Standard); (7) Uszna spainnas1adnliil Service Charter Tuluil 1997
Imer Department of Finance and Administration ﬂuﬁf’umrnmunw1nu'§‘m;r1.i'r~'ﬂ¢nmsfmnm service
standard 1L 320U accrual budgeting (TaynaBest Practice Turlsemannayldain Focus 1998(a), 1998(b),
1999, Sankey 1998 White House 1993; PSMPC Website 1999)
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L ] 5
[FINUANNITIUATU Citizen's Charter

1#azynalnsineuiviotsusesigitedsy
Ugenslfianasurilszangu Tnanalnivan
P lur

(1) nsseulfenguiuaniy
(privatization);

(2) madaasuliiinsuasdulunng
Winignns;

(3) Mavmdtynyrdndns(contract-out);

(4) MafPITULARELUNURANWUS
ALNAINL;

(5) N9dARNAEINMRN AT
suUTRNAETTaaTiu:

(6) Mapiiuridiayatinnanfieniy
NIRTFIULINNS;

(7) nednliinszuaunsFeedensd
Tlsrdvdua;

(8) MedaliRinnamsaananifudas:
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UAZA3I44 (tougher and more independent
inspectors):

(9) mﬂwmﬁmmaﬂmmlﬁuﬁ
tszpnaui ldFuitnsldmmnzan (Ao
NITNNTNIMILTNIUATNSEFBITH 2530 45)

Tuilaqiiuiinanndn 40 charters
ﬂmﬂuﬁfgumﬂﬁu‘ém&ﬁwuﬁnq Al
charter Taavistnuiaafiusnnndn 8000
charters  wiaeusneresigEiineda

- o - -IJ '
MIATNUAAIHANITIANHUIU ML AL RS

Ussgnan Teefilusnsiisneamulssnnil
ddmninlugileas CD-ROM sae

uaziitefiazairaussqalalunisLliu
Ugansluinag  Citizen's Charter lagn
\@3NA2Y The Charter Mark Awards
Scheme @adlululsunsuiilfisrs¥ananis
ST @dm eyl nefitaanu
Anadeassda Taelusl wa2s41 S
$199@ Charter Mark L{ua1u1U 508 Wit
141U (Cabinet Office 1999)

4. NMSWRIWNURACitizen's Charter: The Service First®

Tudanet] w.A.2540 ausnTe1tunans
l@dn1snuUNIU  Citizen's Charter
Programme TAEHATBINITNLNILAINATD
7217 dsernrunalasenanisaiineny

= o .
9849 Citizen's Charter 849970 Citizen's
Charter M WinsviLFnspesigiinnnn
e o [y o
AU LA T mUETINNIN LB A
Frlaswllludnwasinuun oy
arAtyAunisAtiaianlNABINITI8Y

X
sz gunnau
aeinal3nm LATBINITNUNIUAINGT"

I#iszyfaedn Citizen's Charter Programme

as J s i
faildanarnliun et wanetlsznng

Usznisusn  wmsgaunsliLEnag
289U charter flarapNTALAY viTe s
iaaRgF A nsseanisathauias:

\sznsiiges wisewinasiaenis
BniugFuLisnng

WAXUsEn1sNaTIN  NITNIUUA

NIRTgIUNIT LTI e NAzIAn s U
[ 2 i "I: Lo e ]
et G I T R

ANINUNIY Citizen's Charter Tumsq
g L] - i ]
TRninldgnasdFudgediusinalunasi
uinasuseanaw e luszauvannislad
nsiinuannIINs liisn1sreIn Ay

o - a4 a X owy |
9 MANNIT UANNITNLNHTU l‘l.f?ll.l.ﬂ

* rwazdsaingany Service First daulngfldunan hitpwww.servicefirst.gov.uk/
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(1) wannisUfudgauazudnnssy
(Innovate and Improve) L&Y (2) UANNNT

o i ] [ -J =
N9UFNTUTLUINaunean 14111ﬁ1.l Mg

(Work with other providers) Wanaan

)

ficitizen's Charter Programme daldign
waewdelu The Service First 1ag
Charter Programma'lﬂ:iﬁﬁu'iﬂmﬂﬁﬁt
whilu 4 Auvantaun

? People's Panel mmmmm Service First UnitliLfsi3stitas MORI uazBirmingham University’s School
of Public Policy 4m3 panel fuesney/ludaent 5000 mu Mﬁmmﬁud’wdmmtﬁﬂnﬂﬁmmwnr
nmummﬂum:mumﬂrwwwnnqu&ﬂ Panefaz I uuiusen s iinssesisanyuxesesgiinsms
sndaenvesTgy s deyaitan1sbinryeeiganansa iieyaaanoanel

" Better Government For Older People ithmlengmeuinalusisesisuiaavsmetondns Inuildngulszar
atduiesinuinilessniamios e iy uazszM e NI AB Ve s

® UiulgenshivFnasuniggeene
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i
v . s
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" J
Citizen's Charter azFiasgnwmun Wilaew
WU2AANITILTNN9UsEg T Us N Top-
Down 17111 Bottom-Up Faifuinnaitiunis
sl i ::-
Hdausnreslssaimu/stakeholders (¥ia
nAfguazianTy) lun199aRINIATEIL
] s am
WAZATNT WLEN3
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- i
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.!J a L7 -J s s = .
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. - ’ ] -de as
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o
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- : g )
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5. ﬂﬂiﬂlﬂﬂlnﬂqn'|.|ELHQT'NNﬂlﬂﬁlﬁ"’ﬂ'ﬂﬂ'ﬁq“u?ﬂfﬁ'm'ﬂﬂﬂqﬁ"i'ﬁLLﬂ: Citizen's

Charter 1949 511218 1ANS

FatlEnann 154edu nsinu Best
B 5 ol o 1IJ = o= ' a
Practice HUATHANOLMITILFALAT Y
atutlunszuuNIsHINNA a9
sugandeyadn udndszmainarls
e 4 e} 1 IJ ir d
vadataayelunnariddadannluizes
199n15UFuLlgans LN IR AT e
dszgrrulngianizet1989909a1U91%
o i L 0 1
A10UN4NT TadunmsInanlsynaunae
® INHATBINITNUNIU Citizen's
Charter ) w.A. 2540 azwiuladn Usslami-
984 Citizen's Charter 1y wanaanuilu
nisdfudanisiuinasundsssauuda

e 3 TN e
wlsunenlessunnisadhussasianme ina

@ Citizen's Charter 9189484914
21UNANS IHuNTZUaunsWaIuN lusn
YDITNBIAUAT) W.A. 2534 NAIAR ANY
WN"E984 Citizen's Charter luilaqiiuillsh

i = i ar | T
wueuAnsUFULsAn MM s L ng
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[ [ 1 L i _s J

TRIMUIEN BTN usluurAniTey

dldgnWmunlinuaniaaudnnisaas

participatory democracy H?‘ﬂ bottom-up

o .
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i
Al

o N151/fnlgans i Annesningy

a1 - -d= a=f i
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-H‘ o ar i G
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i 4 o = 1
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nafguu lvai(New Public Management)
‘J =y - - ar
NuNAKARLAZHAANTIBINATTUATNNS

AOLAUAIFADAITNABINITUDILITE T

LU 19U Kiosk 199UssnARAWNAT, WTe
one-stop-shop NMdaunsuae lunATTTe
1 [] o (-4 CJ
dszmasine®  etglainnaunlsziiuises
ar ] = J Loy a
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o ] = 1 1 "
Ame naitlawedeyalnetussuy internet

1 ] =i

i
yuszne winanuldwndeyaesleania

i
el el

I v-:-i-l = w J =i [
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“ 19y Centrelink vealszmAgaamnaeiinIssaeFnismesudaasaeganudadaeiis (Zanetti 1998,

Paul and Rowlands 1998)
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I.Lﬂﬁ‘]J"nf‘I‘l.l'l"r’l'ilﬂﬂi"ﬁlﬁiﬂg‘ﬂdﬁﬁﬂﬁ:lﬂuﬂﬂ%
l3(CAPAM 1998(a) 12-17)

o Bialindnts nngg¥re paperess
government psfinaszitluiesusimsdn
wlawengns msznisuasuulas
\ana171ug1184 electronic records 819MN
I¥irendranansfiayluglaes paper
records. (CAPAM 1998 (a) 15)
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6. nisUsinlganisliuEnis AunisusmsaamsnATglaasan

(Service Delivery Reform vs. Public Sector Reform)
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