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1. Public Value Management (PVM)
2. New Public Management (NPM)



Yo S 51 5951 H95 GOk 38 SNY ed ygiin 3l yiiwl

SN ey sl g ezl Y S

]
: ke e gt
]
1
1
H
S Gpda PVM

oS gzl 105l

IR 9T

Sl loslo 1o (guig s jguiin il ol e s bl dllio ol Lol Bon
g Cewl S osls gg5 Jlai 519 g0 0,5 Bun Jhaisl Lols dllde . el g0
29,5 5l s adsl slaoslo 4, 65U o b g o5 039> <SG jlaapllas
31525 7l sy 5345 5les 5 3 me S5 ol gl o
.(Sandelowski and Barroso, 2007) Cew! oauls sslazuw!



/
Y osled e Jlo/ ’/juj_;f; YYs

Slae pocian 5951 F IS

N\ [ N N\ [ N\ [ N\ N\ [ N\
sl sl )| Jys 945 zl el (S 97> (837 oo
Oy PNES] Sleds| ) sl BE™

S5 O Oy o5

< 4 oo (4 « . |4 <

\ /0 AN /0 J\l J L AN J

Source: Sandelowski and Barroso, 2007.

5 o i - 31

3 09=S b Bae oL i S b Tl angy a8l e ol
S (ST A Gl 4 Gl )0 (S g eh Hoiive il adlllas
Ul @Lo) ce>,l> ‘((wj‘\.?)) O 3 A é.u.ab:jo Slors gools 6L°°Li.’.l‘.,’.
LSL“’Q“‘“’%" do2 3l osls 6)91);9«;’;&59 A g 3 @»L&)a 00D (gw
C/iu«d@i’g» O 3 d.;c...ul; o}g})Q(WTsu’;f‘u.é.:S}‘ o) ool ool
o el (3gen sl p Baiod Jliw ond (Lo s)le draz g b W9 oo
S o0 g% Yo ¥ e 5188+ Lo 5l alles as o3l 40 o

Qo S9Rmr 1093 P

oo bS tagh laghliS Ladlie plas | iagh ool ) lel anal>
LYY JLab 1880 Lo jlogmge oz g 1o cslads i gosls slaolSal,
| enloals oS5 51 lalllas 61 WA B VYA Loy 25 olalllas

P00 g g oole GL‘”&L’ Sl 0V Joaz sillas idghs (sloojlaands .

Magiran, SID, Civilica Science Direct, Springer, Scopus, Google Scholar, Emerald.



Yy S 51 5951 H95 GOk 38 SNY ed yghin 3l yiiwl

U 92 glem (sldojlgads’) Jouer

S o <o)
Citizen Charter SN R Hgiiio )
Citizen Charter deployment SN RS Hgiie il v
Citizenship Charter Document SN e A v
Citizen Charter Pattern G4 g (55| ¥
Citizen Charter Model GNg RS Hgiie Joe o

o O gio DRI § gt 1P g P
ol 0y 43313 5y g b cnsliie SUlie T aa s plS (yml 4o
Eolalllan i 5 . W )y g B BUle ) g0l sl o Lo g
g SUlie al> o o 50 5 03 )5 )18 (b o g0 )b aaz pB cnl po 00t L]
aizld pole Ghagh )0 Wl Bl Woes o9 b cenliie &S ol g%
o A el o sl oal ools lss 5 ISl o dolls O jso as 2ol
s s e g s s3ite syl b Jad o SULGs plad (559105
b e d 5651550050 Bl ay S s Bl JolS (e 5 008 (e
g anlllan ) - ¥ canllan 1 YF oo iUl alo o gz 5 pmo - 5 oo

3o QB Slellbl elo g4y 525 (sl Ghgl Y



/
Y osled e Jlo/ ’/juj_;f; YA

oo SleMbl ol b 3l antllan s ygo sLo iy s Comad S ol Jo ! yo . & S

o <l SYlie Slos

N=vy

Olaxe a5 5l oad o) WYlEs slass
N=gv

A 4

H%

sads Ju e ouSx JS
N= 08

00> L 5l oad o) Yl slows
N=vo

A 4

Y

oyl SV IS slows
N-1)

lyises a5 5l oo o) YlEs ol
N=W

A4

SR

Y

t,,“au]]a:)‘ oD Sy Yo slows
N=r.

910 5 Ll oS (pus ) s« e Sl 51Ul (s 5l o 8 0] 50
2L 00 asdllae (B oS ioran Wil gy SULS (glgiome s
LA BA> o9 Jed B ea S glls jlas pllas SULL. g ol 2814
sshe ) lnlplae ! Sl bl sl e asli 5l Lol aag3y 5o
sloslatul b canl ool ool 25" jiogh adsl slaaslllas coaS oLl

)Ja;)olaJ).;b.oﬁf@)bé‘s:b.)‘)o)y&fbw@d&apb)&\~ Lasl oy

1. Critical Appraisal Skills Program (CASP)



rva S 51 5951 H95 GOk 38 SNY ed yghin 3l yiiwl

Hlalo,be pagh ol o Sl b))l sl les 4ol by, slnoas ad 5
el e g e 30 (sl lie LT 4S os) s ¢ cdind Sl )
(ot el i shlate b g oa B osliil (g az 5 Shey e Y
el gy i sde b cn i e
gblanl ol Cosaligsdge g5 am Bizme A (o) Gz ik ¥
aBb 03,5 Uiy x5 | wolie 5 ko (sl Il 5 Lo, < Ladeds 9
09, b a8 Sl (o) pp S dmal 5l (i digeds (610 paigad (g - ¥
S 5853 Sl p (B9, 4z 5l 398 oo DLl Cnloa s (rn i 18S
el g nl sl (B Lael sl bg,y cnl LT g ouds oolic]
2ol 50,0kl sl sl 51 Laosls (6 gl ans sl LT : Wools (g T gz -0
Sl 00l ool
el GBS ES 8 g oo (e all) Joli s (6 220 oS3l P
soli_al 595 52 jo 10 yeine gale wolie jl e LT US| ollinlle .V
ol 0018 ae Ll s w0 dy 500,
Sz g0 525 g0 Soslaiw! cols ) 10l5ILT: osls Judoxi g joxi s . A
el osls plosl oem |y aosls
a5l o ()l slaigSa S amS L asdly (oibg) g oty ol -4
AS Sl Bae sl eaily>
559 e y9—iiio 0397 b Lol yom JLa5 5 50 5odons LT i’ ()1 -+

el 3,8 ale 5,1 sl



/
1Y 0)'.0.:) & JLA/ ’.i/-f/_;/g rr.

O Wlie o e Skl il a8 5L 50 5Ll S Sl 0 oy s
oS laallie Sl 1o 0 iiog 5 it laganaiws 1o oloiy b jao

AN BA> Widgr 00,5 Bl ;0 (e5) (ol yeS 3Ll

Gl 2Ll ()l a0l p bl SY Lo (gusy bl .Y Jgux

b Y- £l YobYe | Yol | .- Lol
S o s e Lo o sbi ey

Qg Dlelb! & Suwl : 0l 6
bz 2lgieyg;s slaaidl 4 pliws jsliie 4 codie UL (gt
23Sy oline sloasls & g0 dy posld () g (55l )5l g 5 4l
aild o, sluls ], asor SKiagh Lb jo . ol gandius jad e

o plosl als e 50 0 oS Slolis ol

3lgogasoslass ;o4 S SlaaS. s dod Ba s aazxg L Jgl o o
B o9 pbme Cnl B wlnlp g aiss i )T Gedod anl B 000 Lo g
ilons 03,91 S yiiie (ylgie g alesl oS 3l Sy s ad) glis

- 2Bl By L aslas: pgs al> yo

A 5| Lol gl os Ll 0508 Cules o o5 al e 90 alil b

ol od ools lis 3 Jeus O ygo a



AN e F1A 995 1 M9 SOl 33 (S el sgdivo f kel
CRIR 8)80 (gt GuiaS . T Jgu
&b o5 @9,
Arora (2008)
Post and Agarwal (2010) oy, S olulls gy b,y b
CARE (2016) O San b 1) 57 ) ladi 637/ (6 i )
Habib and Abera (2016) Ll 4 Caenz sl (plocanlon
NMDC (2010)
Habib and Abera (2016) | s¥igned jpiie S lagidu by oloas plolis | o
Arora (2008) w83 iy ol jeboas wlgs e
Gamage (2018)
Carty (2004) @ by e gangle; Joaz 5 ladlad (19,5 jasin
Post and Agarwal (2010) | Js,° Ls.ng)")‘)l59)'Lu t% oyl ales 5l LT g1,
NMDC (2010) G 5 2 (6,500 1 (OS5 atail ) ¥
Saguin (2012) Loy sluaiplilisly B obz s (ol o, ke
Arora (2008) (g e j5e 42
Nayem (2010)
Acharya (2010) s sl &S (o g Sl sl peh) (ol (b5
Mang’era and Bichanga (85l b o pae) i 05U i 1)z
(2013) (Pl sl QBB ey g (polaislazoy, v
Post and Agarwal (2010) | <leetd Sl ls g s jsiie 035 (sog0e
Arora (2008) Sax sloo laibiol s sl p3U Glojls (1
Anil Kumar and Gyan
Laxmi (2021)
Sharma (2004)
Center for Good
Governance (2008) Lol oS elos Justin] s . 5
Shankar (2007) o SebSslen bl 00,5 et
Habib and Abera (2016)
Gamage (2018)
Carty (2004)
Nigussa (2014)
Habib and Abera (2016) | % *° “‘)GL:W Bty esslie
Post and Agarwal (2010) | 3% 2 T7 S SIS0 oS om
0s alé ga;\(’)vg4( | gt ot o0 Loy ol sl i .
. arty ( ) s3siie 3590 30 |5 (agas BT yladg 0l 8,
Nigussa (2014) ploul Slags s ey g aums i3] s0is e
CARE (2016) (A8 SS Slaas Bauasds!,)l lawgs oo




Y oyl e Jlo/ U_/g Yy
&b o 9,
CARE (2016) a0 ,0) ol 157 oy lais 637 b i b &y g
Post and Agarwal (2010) | > kil eanles (slacrezsl g (paie a3 LSS sl \
Arora (2008) 25 (g
CARE (2016) St PSS 5 olos 5 o 508 8o bl |
Post and Agarwal (2010) GXg R0 Heiie STyl g ik oyl
Arora (2008) 6)9]¢A_? &l W]la.s slalnlslealass! X
Post and Agarwal (2010) Lol Jelows 5 ool
Post and Agarwal (2010)
Shankar (2007) b LT d Lo g oy lais 68 ol Uil gaua ol o]
Razzaque (2012) s, lasti| Ve
Gamage (2018)
Arora (2008)
CARE (2016)
Nayem (2010) Beb 5| s s9iia 0,90 53 (BT RIBL |
Rab and Rahaman oliigd oSl
(2017)
Post and Agarwal (2010) oo (5lely Gz cpgas coml o (5,155 5
Arora (2008) slaoly ol alex 5l Glaiied asn Jol) VY
Beniwal (2005) (OS85 il S
slooly claile, Ko cdaliys, cgual, sloslaul
DARPG (2002) Oil38l gl anal> slacl g dso lacl Soe
Sharma (2012) (ENg e Hgiiie ChogS) (G, Hadie 3l (BT | VY
CARE (2016) RS CUPREP P EXS R L PR IRV
(o 950 )95l (guw s
Post aggi};gz(j\?vg?)ﬂow) Mot slp Sty Sl o stml |
Post and Agarwal (2010) S g Calwog 8550 50 cewlie Slelb| 51| '

Arora (2008)

Y




ey S 51 5951 H95 GOk 38 SNY ed yghin 3l yiiwl

&l o5 7))

Sharma (2004)
Tamrakar (2010)
Razzaque (2012)

Habib and Abera (2016)
Post and Agarwal (2010)
Carty (2004)
CARE (2016)
Arora (2008)
NMDC (2010)
Doern (1993)
Principe (2009)
Nigussa (2014)

20 JB g ez (eBge )0 (g9 e Hpiie A3 \Y

Arora (2008) Sleas a5, sla 5 g ol sl o

CARE (2016)
NMDC (2010)

Post and Agarwal (2010)
Habib and Abera (2016)
Shankar (2007)
DARPG (2002)
Sharma (2004)
Habib and Abera (2016) | &!»S,0 LB zslygesls Sl>Uhnol jlesliul

Post and Agarwal (2010) GV Haie (g 5o (ladisd
Anil Kumar and Gyan
Laxmi (2021)
CARE (2016) s,/ d>lye 0,50 0 Slad Slellbl @l )| Y.
Tamrakar (2010) beodled ay (o yiwd
Carty (2004)
Habib and Abera (2016)

CARE (2016) oss Slc s el | 2
Doern (1993) TR ~

Post and Agarwal (2010) G5 ey g st (5 Lsoo ] vy

g diold g Ban o 40,5 adtine g e \A
SN e

EX9 e Hgauin i Pt (5010 1,8 LS 5o -

Post and Agarwal (2010) Olaiigd ol B il o g

Post and Agarwal (2010) SN Heiie S3lw 2 ls g U] vf

CARE (2016) (sroll o oot joie il 0B ey v
Arora (2008) abgy o




Y oyl e Jlo/ U_/g vy
&b o 9,
Acharya (2010 . TIPS
Arog (2(008) ) bl slo codlad (B350l Cgzr il arass vs
Nayem (2010) OB & (gig s gt
Arora (2008 e, e g
Post and Agérwal 22010) P B sl ez sl Sz Sl vy
Nayem (2010) T
Center for Good e .
Governance (2008) SN RS H5iie dy g e 6“%"-‘”)9*“° Ju)! YA
LS, oles
Arora (2008) DT e
5 6l S e pothe Sledgy (eg
Es 9NTS SR SRIR Y5e PRAS OO (29 Y4
o Shslal> e 5o GLSIS (3550
_ . oo g losS)] anlllas Slodgs cpagdi
s DR S s 5«5“’))&). RO Y.
o 5 (518 )38 (55 e
OB N9 s yguiin (Amallel) i dlao (ylodgy 1y 905 )
o= GV e )yl il plesgy (g5 A
o= G99 ygiiin o)l Glodgy (2998 Al
_ . Sie | el 0d, 1ol Jelse yledgy (pgas
& 2GR )yl 099,10, JRlgE G0 g (9 v
o g e
Habib and Abera (2016)
CARE (2016 - : Do
Post andAga(rwal ()2010) 4 Ol sl 20925 Byl 20,5080,
Doern (1993) @150 09 5 (b i Cols) (a3l jshats Yo
Sleas
Sharma (2012)
Razzaque (2012)
25lgn ol @b 5l oS ol JUS ol |
Post and Agarwal (2010) b Jold) asms L], 2> sleoleitey
Habib and Abera (2016 Ol 5o (6 e 3l (zmims a5 ol gS ploy (g poo Y#
abib and Abera (2016) |/ 1. CLISa 7 laolgiioy oo « oo 41|
Y
Post and Agarwal (2010) | 5 lojle ;0 SLIKS & (Sav ) Codsius (e
Shankar (2007) sloanlpolul) ol ol sloplonlfm, a5 | ¥V
Gamage (2018) (o8 209,505 (et sl 51
Post and Agarwal (2010) LI 5 lasliwl 3 slaas] b b
Shankar (2007) e (6 P gerelS o2 5 S o Wl o0 S A
Gamage (2018) Ny il oo CaeaS oaamsal| &y ] jo AT 098

Habib and Abera (2016)

(S o lolin ], baosls by Lo




o

o 18 91 90 SOkl 30 (SAg yed guin 5l ikl

&b o 9,
Groa) OLISS gl Blad Sbey Jgoz dawgs
>y 2 (gl dlins > jaxl0 90 c oS adl | L
Postand Agarwal (2010) | Lellil 5,555, 512 e 525 5 o033
(Olisisd
Anil Kumar and Gyan
Laxmi (2021)
Arora (2008) " el m .
oo lasts! o3l slo Lo ¢
Doern (1993) Sl SR oty
Sharma (2012)
Sakshi Mehra (2017)
Habib and Abera (2016)
Doern (1993)
Arora (2008)
Post and Agarwal (2010) S lens elos Jusbn] o Easls] £
Gamage (2018) 55 Sl slao Wbl 55
Sakshi Mehra (2017)
Habib and Abera (2016)
Arora (2008) bedld slas labunl g 5loains Al
Beniwal (2005)
Center for Good o3l 4 gxigred sgdin (2855l 5l Gl |l
governance (2008) ol
Post and Agarwal (2010)
Post and Agarwal (2010) oL sl Kanlon olgs S, 4 L g
CARE (2016) G syt 2 oyl g o6 jlosly Al
Arora (2008) T e
Post and Agarwal (2010) | Ju5cwz) J31s 2bs)l s JysS piv ol
CARE (2016) Syiie 0 ,Shas (slas Lo 5l lojle (59 fo
Arora (2008) (559 00
Post and Agarwal (2010) | elolis cuz) OLISS )5l slaesls b)) .
CARE (2016) (Lol glhol g ogilly o Bl St Llis
ES LQO‘ . . . L:S ls .‘ . o
Arora (2008) TSR T;;éif Sl v
Ol i ol b 3 3, il (513531 L
Razzaque (2012) et g RO M SISl | g

sl )05V




Y oslod O Jlu/ T Yvs
&b o 9,
CARE (2016)
Razzaque (2012) i loanl B el ] b e o s £
Arora (2008) S BR8] )yt o)
Gautam (2008)
CARE (2016) 50 08 les romian piucs (g5l Jled 5 g5lslel,
Doern (1993) . o
(‘5.3.|),.>| dbmbﬁ o>
Arora (2008)
CARE (2016) 380 2l gl plaie ;Lass! o)
Arora (2008) oy 42 po 2 35150 b (50,5 385 oy
Post and Agarwal (2010) Sloas a8l,1 (5 pmaly 5o Jle 2y pae o) Lie oy
Nayem (2010) Q)g*o)édete‘\fg,l-‘bﬁlfﬁﬁj)é & oS oS
Shankar (2007) Sleas ol ) ogb aiils 5 oo ylastin! 51 81 =il of
Post and Agarwal (2010) (Blo>)deaalily
Gamage (2018) SNy RS 5o S5 00
Gamage (2018)
Sakshi Mehra (2017) Sleas oLk oF
Carty (2004)

S S BABL 3.AL g a9 185 : ey P
Slw . cwlrazsl 5l oo g4 LSS s bl S 51 s us
9 J 94T o »ye

SO 90 (nlan taiali oo (e 9d90 (o) 1) )90 (I (Ve 4 V) 9yl g
9035 o0yl 0 0 STy ldlas jloais gl sl Jalse alod lal S _iagh
Lo pogo Sy o1 LT oS 51 S 5 pagde (28,5 515 50 Ly s

D90 g0 03l S gy (sl gie ol 5 nlay s WS g0 (gudiud



rry

o 18 91 90 SOkl 30 (SAg yed guin 5l ikl

LS 5 Lol giio . pudlio oo bLi I F Jgaz

se

o

@0,

Jsl
& jlwoslel

o Lo 5 o5Lie
olissdl

A anld s Joe gboolgi b eS,lic 5o 5lin
2 0,LAIL asiles o) (S5 el st g e
ok 5l sis e jeiie solering Sl slo
S Ng b jgin 390 50 1) (agas (BBT (g o
Lasgi oo ploul Slagas ol 4y g s o3l
(S S Sloss (yBasmoas])|

Jalaz,0 ,0) Glaie )57 ledai 637 )b e b & jaiie
o 50 LT oaisles sl pezsil g (padie b LS IS
o

Bk 5l (sdgd j3iie 3550 3 (AT il B
ks &S Lie

5 osls & 5lanx sl 9_79....4)]44 s ,lnl sleslarsl
ol Lol

bl ans i g oyl 63 o asil (g ol
las st

e olros S it g1y o fSa3lo b
sl 4 oo

Sless slulis

N9 Hgiie a5 oo i by g Dleas oLl
a2 gy osilly jsboas ilgs oo

°5)§L5}“-\3‘°‘)

ol

Sl 2Bl g (Lolog S iog SIS 5183 (s5lailel,
S¥g el Hoiie szl (b p o)l

6&:&)‘.\3&»‘
Sleas &3l

@ by gunpbey Jouzr g loadled (0 S asin
95 il sk Sy obmlalez ) Ll sl
el 9 S5y (625 1R (OLS,B gl
Sl plwl e ay )5 0 2 5 (JSIo ) 5ae
(g4 sgiin & b o

ol coas glaslaslsl (0,5 jasin




Y ok e Sl / U_/g YA
T Ngio 55 s,
Jol) Hgiaie (s3lol) S (sogoe (sol o 515 2
alo,« Saw slaoly ol S ales 51 less 63 aan 1)
(Os)bs
c S ol ceaile, S0 delis, gl jloslate!
)'\.‘Scal.ﬁ Olidl gl anal> glacl g oo glacl
, @Lu)&LUa‘ EIRVY] ‘6‘-‘35)9:4“‘/)9'““"’:‘ o Lo gh) (S99 e jgiie \Y
raoget (& LolST A gy (S8 ez &1l glas bl g
M (o gaSed , ;L0
Q5L P A 5O o
> o g e Olig e sl Kl 9 Sl gllb] 5o sl WY
‘_g)L:Jfg‘)LoT u)uﬂ)wsw‘bus Sy90 o WLA ul.cu.'o‘és‘)‘ V¥
Slelblay cwiws 3> 9,50 50 Slusgs &l A
20 BB g daz p (axdge )3 (g 0 jedie Bl
Sleas &l sla S g il
948 $lp S ((Jlo g (SLl ) pel) (omlio L3
azog J8 5l e y20k0) A o350 gl 1,2
glepbnl | o3Seeee sl slr oS B olesc polaizl | VY
autd slp Ao SOlpss Gl >l g Gy s jgiia
(&S oo |y Slons &8l )l agus slaslasls!
i diold g Ban « Jdo 40,5 astiie g pure VA
§¥9 c0
B Mu"j"\-’ ‘5‘).»;5)0J.ch.«o‘j5oohvul>u.]a,o|)‘aow‘ \a
Sy 4 N9 RS Hgiie (g 5o (ylakigd
SN H5iie e Ghe (5 3Luoole] Y
al> 1 SNg e Hyiie 5l 2l g g lhe! m
:No e o . .
b )56&5’;; by (ool grlye banwgh 30 ails; 00 by | VY
. el 4
‘_g)'l.wdl.é.;h
&l,lan),s Slo o, Sloe 5,50 yo Blad olelbl &l vf
ogos Slons . . .. .
Sl X el s Gl g Gy 010 18 LS o Yo

obiigd ol el




rra S 51 5951 H95 GOk 38 SNY ed yghin 3l yiiwl

apab A gio o @9,
b b o slocold (ojgal oz mlio parass | (o
OLS, B 4 (65 54 9t
PO Gl p a5/ 355l Olad (5,155 vy
odte dina)
Sl sNg b g & g o sloJoallygiws Lol |
Ql,:f)lfsol.d
9590 a g gl (g e ygi Sledgs 2995
. Tod | IRT P SR ERI R H IR PR HLOR (29
S sl Sl al e 55 (LS 4550 "
g S | .
ERTTI sgiie slogSllaalllas 5 g lodgy 295 ‘.
0 sle,5iS g0y e
S¥g b H i byl ledgy (g0l Al
al> 5 S5 gt il o I35l Jelse lesgy cngas | YY
P gw . N .. . FERPRT
il ekt s ladi 63 (515 9,95 5b 555 (28,5 )13 o o

Sloas a8l e 5 ol yie L, a3

a5lg ol @b 5l Ol as sle JUS sl
colwog Joli) wias &l I 595 glaslpri, vs
1)) 0l 53 6 o 5] i 33 0bisS pliy gy
(o2l g Juool e LIS 7 olpiion 3gdins «Cwds
B3k il |z pid g lejle o LS 4 é%*’) S ghnne (punns
3,95 3L 351 Slp A sleas] golxl) o J3ls sleplBasl )b Yy
Sl (ol 209,55 (st
g pp
:L@,@ oK) %,u;..,“o)l.;jw Sl slaan s %ﬁl b
)QASQ%MJGJJLSJ‘W[SM9L$L”°M"\J9JGA’ YA

615‘5 QL") ..&35) ».&J‘yu.o Cwods o».\;.@ddfa‘)‘gb)yo U‘
(S plula ], losls

obey Jels) OLs ol Blas Sloj Joao dxuwgs

005 59r 6l Sley ozl g sl Al e 50
(olxiiesd olelll|

Y4




b

1Y oslad ¥ Jlu/ &U'ig re.
b dgio s @9
Sleas slas ailinl g ;050500 sloasls pgas | F-
S5 oleas slas bl g 505l )
beals slas b gjloains fY
<5’L“”‘))| slajls 4 gaig b )9“"““'1;9‘9'%"‘“L‘ Soleebl v
sl it i
Sloas Ll bl Lol cgz) SIS J5y5Le sleosls b)) | o
SN 5 (il glhol 5 o5alls o 81 ISCte
Ol s ol g s giee o ailinl (6,138 b5,
e ¥4
st )0 p5U
alor 1) 0 Shas o pis 3loJled s s3], |
Pl g,y d9ue el ) aie 50 GLS, IS 51 omis i £y
al> ity
Pl | byl el 3 Sbos s, b plaie e FA
5ot Sloas 4l |
;)] X9 R Hgiie (S5, A&
Sleas objL 5
Sgilslpyl | 509003 8h S 2l ke )3 6 et
L 4ol b Slens )] ) dgub anisls oo lasbiwl ) o)
T (2l )ie
"ﬁ.\;;)f Sloas &il,l s paly j0 Jle o poe 5Lk oY
(b sl Sealen ol G a L sl AY
GX9 R Heiie Oyl s (g5lwosly
s S ] s g (5 s S et bl |
a5 Sz | (g e 9in 50 9 Ska sl lome 31 (el (95m;
G2 p ) ) N
ol 4l yo 5 STpe b 3,5 BBl b#




148! S 51 5951 H95 GOk 38 SNY ed yghin 3l yiiwl

(Pl Slus” J fiT s 7
LSl ol ceiS U585 618805 anl b o Ll e alo e (a5
130,55 3,8 LIS Las L anslos sl Cal oas oalit ol 058 LIS
ST 4 S« Biome (53505 5 UL ] (9 095 o0 disly> £ 9290 1l
cool ol e ol 1580 5 sTeslaiwl b o - i p 1081 o lae (gassai_wo g
t o 0125 3,8 Lawg oad a5 )| orlia b S 2 g% Jawss oa s a3 | poalie
B8lg5 oy Lis i ik o 4y S35 Biome 90l slaaS aziliz 05 o
ALl B as L lade . cenl oLl oS Lo 5 808 g0 o o UL

] 428,518 e (3815 xdaw ;0 13 Jeao a4y dxgi L aSould dwle

25 L 381e5 oy 0ylo] gl 5 LIS sl Cardg O Jouo

) L et ls (g0e jlude (295 SLI @Bl o y2) o,lel b
hn ’).‘ - .S «/INFY u:l'a)')\
‘l"""“ﬁ""’ YN --/f Y- L:MJ}QJQ‘.\:J
cwlin ARV 4
gevess IAERVIN
‘SILC /AY-) LYARRS Lg)‘él.l.ua

o9 (Slvasl .Y
5 oot 6385 (s Lol S8 o ol 1 oy L
S s Loz ol 4o nalgie s manlie 5 LaaS s Uian g lgione Juloxs 4
CJ"—“‘@&)°@u“5‘)‘@Eﬁ‘ﬂjk&“d°%ww“€~~‘—‘4:9)§
Agio Loz 90507 B )0 S50 Jolge (J)le ar. unlondio)la] e 35 Lol

HRlp 5 (gaiains 5 Judod g4 5205 s - wad ganaide y o Lwlis Lol



)
TIF osled e Jlo/ ’/‘,://_:g vy

13 03] Cawd s gl L sl s 4 (Wghe g anad) ol 4l g0 p Jeiine

19 9 o 31331 55 31 00liiasl b Gkig yoeids ygiicno  yiao! o1 o (Gkpsaws .5 S

b sjle lad L . LSS 3l 08T g jgal ]

wogac Bloas il CHARN A (9) Saigygab yguisio diaw I .
9 293jU 331 Bl yhatul
oleiisd 9 glaigyed 5l Culas

(Cal

(4) s2igygls jgudiio Mw (9T

G4 n

U\>|)b ‘09> 417).4 (O)Jl p— |:Pyu db)o

(G|
Sloss @il laslailisl gusd ] D ] o

Sloss ail)l sl il zllsl

&ilio Lol S Aigygds yguitin )hiiwl 2yl S e Colas
b N\ cal
lail ulojl o olabiss o T (G <yl lsailiaal olpisy|
I wy T e g
(Cll 55 Colea bl Uslasss O wile)l g sl il dloye S siis Olos

(G| Syl gy eanilEe byl
sbol 0g)S ws3lail ol wogas Sl ol il bl el N
BT (6) saigres 9dtie pogu ) Saigyga yadile shizl y )l g JyiS .
Geins glaandl 15 lo

Sloss (ybwlis

(w9 5 9o poeo - F
29— ot « S9—b oo T ylae ig b g Sdg30,by0 a8 Slegudga 5l S
4 Cd g e femsly 316 750 st g (2l (995 3l pslate . Censl (G039 0
i oloas plag o ol ys e Usass - ol il slagloglous sadly s 518
(Cedlad g e5ly aiile (59)lge (10 SO 1 5] B 59,05 02,01 og0s
s il 5l Fanlss 8 ps e sl s oS Slas Gl gcniSeule,

(o g oy Tol oS 1 o3l i) Lo somsas]| gl L3l g

1. MAXQDA



reY S 51 5951 H95 GOk 38 SNY ed yghin 3l yiiwl

&bl Glesle aS ol gasw (5359 108 jgitin 0S o L2 (V4 2 0) (59,0
G olelbl i Oloas o Il ol U o gl oo dgrio 995 5L i dy o 'QT
cs‘alao)bo)‘aﬁé_‘i)cw)wowlﬁjuwﬁ&.c‘o)jbwodj‘)‘ﬁubr.u‘
Oloylw Ollasl ol cpl asScole, 1) S35 Jom sl (05, 9 ol !
|y sl sl LT aS Lo al s 0,525 0050 Ol yidin/ Gl s 511, 520
Culey 9 Glg b 055 0,50, LaS oo S eage p bl 2l o
©3lgs a5 WIS o 5z O, BT a1y (659 00 e ¢ (SS9 4D 35>
QT@&L‘?Jl_gd‘)é‘si'l_a‘%ugép‘Q&A}@G)dw‘odu—‘«@w
B g Ll io yolo 7y & g0 40 Sl Sloladl 55 g auSas e lons
2 Sl olels pl L > o byl
00 3 rges Slods oualivon 4y s joa i, 900,5 o3L(122--144Y)
GNg i yo—iin glg) jo i Feplas o localons ol Bausesl o
Sleas i, coads s |00 b il 3o a8l gl e as)
(S5 9 ,0 yguiin 35100 )5y a5 g3 CoaST 0,509, L) (G039 o j9—diin
ool g (9955wl Bus Loaioleas slayloslu awgi aS conl (goin
P30 dy Sloss cgaras dgo sl ylojlow plod aSly g cod 3900w
DB OIS 0l LS 50 g aisS ags (saig e Hg—iie 359 o e i oo 31
VO EP V] WSS SLINH IRV S S0 P VPR VIV S ORUUET V- VT-X



)
N ooled s Jlo/ ?U{:‘; JARS

Sl 00l iy pa5 (yoBiies Lo gl (059 0es jg—iiuin o g )3 (§83ake Ly o5

g se aiBls p Ll 4y 5 Jouz 0 a8

S99 ped yguiio Ay )l P Jgu

e & )
A 003 L 48 el oy S S5 (G059 14 yguiin Barron and \
Ll (sog0e Dloas Sgun g1 S wiepllas Scott (1992)
&l o Slas saudS 5bla o oo Jaslin! 51 slac gammo Government
el b e s pels oyl of Jamaica v
(1995)
o sl ldbogls 45,1 ol (slasisgs (gsg s jguiio Shankar v
] e (2007)

5 OM9 e (a2 Syldee 53 Gl (39 e e

Slods CotS g CuaS 0590 50 (og0e Sloas Bumsasl )l fCeCn}terd
#3035 9550 ;0 UgolaS i canl Ol e lo 5y S5l o Gor 00 b
O e Sl iz 5 cages 151 Slagad O(Vzeorgg;ce

lolid (pgas ;5 s 4l Ca sl s (ylWg 4 jeiie | Monem and

g Sloas plasms &Ll blie yo ol ol g 3si> Baniamin 0
s byl Al sl Cenl (s 35e 1 (2011)
5 Ol D et (o908 daliidlge (5 40 500 Post and
oBasSas e g Bl Lawgs bas lailil o oo Uas] garwa
L5 oo Dlaas (2010)

o adsl Gua aS ol S locSuSS 51 S (g3 00 giie

ol (oms 5 s 5 & 0 Sl lows oSy | TAMIAKAT V
J,w)j_lodg Jw‘w)w‘-{-‘ 6"“5}'9(:’)5 o Ghuman
ol Gkl hssed o, Ay slaolsbe sl |50 0 '
LAS o AT g9 A
Co pe sl s 5] il 51 SO oylgieds yl05g s jgiin Sharma q
Sl sl Sy o codSL las &l idan cayux eges (2012)




AL

o 18 91 90 SOkl 30 (SAg yed guin 5l ikl

e &0 @0,
Olosl o 0l Bk 51 a8 sl (s (53395 5o
Py 13955 g9 )ol)l 4 Cand | 095 Dlagas
ﬁx‘o)ﬁmgg&ﬁhék%“abb LgLam)LLSlLJ Razzaque \.
22100515 LIS 4y g jols  GIBIS g s § e (2012)
Ol Ul oaums i Wb (gdiew iz 0,10 o 51l
8L 5 ol e 5 o les b
S Bkl @0 Bogh codgaie (laig o jadite
Ol e 53518 e ]l e s Bl o] K;(I)l;‘;ll "
4l 35l 355 ol e &1, g (2016)
SG iy sl Il SO lgie 0 BlgE e (g9 e Hgiie
SAS5 s 5 _gogas oo oimadl, | e ol alayl _
Jole S ylie ds s s it 5 950 oolisul g yute b | SaKshi Mehra X
Cyaiztad § 1S oo as AlUslel s Jloe! gl s 005550 (2017)
S e g e s i (64l 5l (659 4 j9iie | Anil Kumar
@ o slaglojle Sloas ail)] o odlad 5 5655wl | and and Gyan A
el g e Laxmi (2021)

S loas aill a3 slos Jailil 5555 o ], Slons 4 Basmoas])|

ol g oSl sl e (6 iy w yiwd cSleas Ji 950 sloolasliwl ales

oy 8, Liice (3L (6l 0o iy 15 Sy s sl 00 sl s le U]

S50 Gle suig el je—dce

315 53 - el Slaad S g Cmle i s

o aS ol cl 5l Sy )|

L’u.a‘).’l.u . o] 6&59 ?'Q—“’ )w" o G| 00 4;).7:.)).».’4».9[.’4.:_“:9; &&)9_‘“5"

aS owlgz> dod 5185 las 0 b g e Lo lawgi oa s a5l )1y s 4y a5

w1y 69 5 jgitin (495 oo« Cmlonls a8 5 a5 (0 (g0ig 0y 5 2

0,8 iy ya5 b 7yl



/
Y osled e Jlo/ ’/juj_;f; Yfs

lgb B Conl Glojlw G 6y 651 2 9 095K (o (6359 108 5 gdiion
Lol bl 3 o i 5 (o, Jibial (glice | 555 Cnss b Jyuasen
cams 15 LT L o olakicsd 5 b e ol i

S pT4m § G e -0
S e Hpivn AS W (A us ¢ by dinion (6,1 Sl v az gL
Selea onlosd SleSe a0 Jld (69,50, 5 o el o
sg—iiia - Sl 15150l (6035 s y5diie § sl (5,518 S 93 i paS
9 EBlad g 0955tk CedsS (el S jermecs i ()l (69 0
28y iy o0y ST ol g s 30 5oy Lo Lw oot |
(edge) Dleas [ Buawsds],laSlas cpldy gl popin g (G ol Hguiio
Olgie ) gaig e sgiis caiaailn 095 ol 2o Slee oS g 4 b
Co e 0 ]y SO lgie a4y g il soges Slods oS d9u0 sl )15
53908 oo L)) (g s Sl g codlid c e s (2955l (g (9o
5 3L Slojlu sbml JLio 4 6,1l Ol 4 gig e j5—tin 092l )
3)lge ol az g5 b el laig 0l b ilosas LL3 ) olmy | ol o oS5 ly
soieie Bads cS L g Ll 53 Slosl Us iy sla g aslllae
ounliie calizes slo,5-25 slacds 1o ol sl 2 3o elss 5 gaig s
15 6 st i ol ol o L allie ol Lol o aS 05 o
sy 5] Slaianl b ealt o oyl o oS5 aoly sl ol g sl los s
5 (Sandelowski and Barroso, 2007) (glal> yecin a8 oS5 § S 51,8
390 Wlie S Cales o i WY 5l Sl 2Ll sla ke 92 )l



1424 S 51 5951 H95 GOk 38 SNY ed yghin 3l yiiwl

ook W canilgs g 03 o0 plowil gy i (5 5SL 4528 315 oa il
Ol cnl Aoghy (nl )0 S 518 g, aBly 50 a0 (pbg | ae 5o
oled S gl (Hde dycann (il )3 990 Slodl g (ol Al o oo
(510 e 815 i 558,555 155 5155 1 sl 59,5 3,0

@ Fewly o3l IS plaSosd Last (gaig i jo—iin dmols ailn G 28
«?J.S\ﬁ‘;\ftsd.isfer_ﬁa yguiin 12wl >l e gli>l g policon 29y o
C8 8 ki 50 o5l SOl as ],y (60 s e—iio L S0 Leds . il
Lol 55 (i i o311 5lo3 i (i sloailze s slarl 5T 3 5
‘u;""lﬁ‘) s yloile jo (60 i jguin g1, 45L>u])\ Q;@MLM Gb.om
¢ o yiowd b B Slelbl Dlons (6 5Lws laibin! o STl )l o> g0
&8, 05w golael co B cdla b 5650wl « jaumd pae IS, Ll
Solrl e pgas i (Hes slaplejlw aS 09l sleiin 1398 0 (Suls)U
053 sl g sl ol Glgie s yols ragh j0 odnl Cws s Joe

.xﬁx@oﬁébﬁsﬁi)w‘” ),.a.@'" |u.e" >

1. Construction



/
Y osled e Jlo/ ’/‘,://_:g YA

10.

1

—

12.

Ak g mbeo

. Acharya, S. (2010). Implementation of Citizen’s Charter and Improving Municipal

Services in Nepal: Myth or Reality? (Master’s Thesis, the University of Bergen),
Department of Public Administration and Organization Theory University of
Bergen, Norway.

. Ahsan, A.K. and A.S. Huque (2018). “Citizen’s Charter and Implementation Failure:

Performance of Local Councils in Bangladesh”, University of Rajshahi.

. Anil Kumar, Guptaand and Shrestha Gyan Laxmi (2021). Citizen Charter in Nepali

Public Sector Organizations: Does it Really Work?, Center for Governance and
State Management, Governance and Development Management Learning Group,
Nepal Administrative Staff College, Jawalakhel, Lalitpur, Nepal.

Anwaruddin, A. (2005). Improving Public Service Delivery Through Bureaucracy
Reform, The Role of Public Administration in Alleviating Poverty and Improving
Governance.

. Arora, D. (2008). Citizen’s Charters in India Formulation, Implementation and

Evaluation, Indian Institute of Public Administration, Department of Administrative
Reforms and Public Grievances, Retrieved from https://darpg.gov.in/sites/default/
files/IIPA_Report Citizen Charter.pdf.

Barron, A. and C. Scott (1992). “The Citizen’s Charter Programme”, The Modern
Law Review, 55(4).

Beinecke, R.H. and J. Delman (2008). “Commentary: Client Involvement in Public
Administration Research and Evaluation”, The Public Sector Innovation Journal, 13 (1).

Beise-Zee, R. (2011). “Corporate Social Responsibility or Cause-related Marketing?
The Role of Cause Specificity of CSR”, Journal of Consumer Marketing, Vol. 28, No. 1.

Beniwal, V.S. (2005). Challenges and Prospects of Implementing Citizen's Charter:
A Study of Panchkula (Haryana) Municipal Council in India, M. Phil. Dissertation,
Department of Administration and Organisation Theory, University of Bergen, Norway,
Research on Humanities and Social Sciences, Vol. 7, No. 3.

Bourgon, J. (2007). “Responsive, Responsible and Respected Government: Towards
a New Public Administration Theory”, International Review of Administrative
Sciences, 73(1).

. Boyte, H.C. (2005). “Reframing Democracy: Governance, Civic Agency and
Politics”, Public Administration Review, 65(5).

Bovaird, Tony and Elke Loffler (2009). Public Management and Governance,
Second Edition, Routledge.



rra S 51 5951 H95 GOk 38 SNY ed yghin 3l yiiwl

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

CARE Guidance Note (2016). “Developing a Citizens’ Charter: Guidance Note.
CARE International”, Retrieved from https://insights.careinternational.org.
uk/media/k2/attachments/CARE_Developing-a-Citizens-Charter Guidance-
Note 2016v2.pdf.

Carty, W. (2004). Citizen’s Charters A Comparative Global Surveys, Official
Launch of the Mexican Citizen's Charter Initiative in June 2004.

Center for Good governance (CGG) (2008). Citizen's Charters Hand Book.

Chado, J. and F.B. Johar (2016) “Public Participation Efficiency in Traditional
Cities of Developing Countries: A Perspective of Urban Development in Bida,
Nigeria”, Procedia-Social and Behavioral Sciences, 219.

Charles, O. (2014). Influence of the Service Delivery Standards on Client
Satisfaction: The Case of Public Health Facilities in Uganda.

Christensen, Tom and Per Lagreid (2007). “New Public Management — Puzzles of
Democracy and Influence of Citizens”, Paper Presented at IPSA World Congress,
Quebec.

Clifton, J., F. Comin and D. Diaz Fuentes (2005). “Empowering Europe’s Citizens’?
Towards a Charter for Services of General Interest”, Public Management Review, 7(3).

Cooper, L.T. (2012). Eastern Hemisphere Distribution: Handbook of Administrative
Ethics, USA, John and Wily Publishers.

Denhardt, R.B. (1999). “The Future of Public Administration”, Public Administration and
Management, 4(2).

Denhardt, R.B. and J.V. Denhardt (2000). “The New Public Service: Serving Rather
Than Steering”, Public Administration Review, 60(6).

Department of Administrative Reforms and Public Grievances New Delhi
(DARPG) India (2002). “Citizen’s Charters- A Handbook”, available at: http://
darpg.nic.in/arpgwebsite/reforminitiatives/CitizenCentriclnitiative/Citizens
ChartersIndianExperience.asp.

Dhakal, T.N. and C.K. Ghimire (2009). “Are Citizens Satisfied with Municipal
Services in Nepal? Decentralization and implementation of Citizens’ Charter”, XX
IPSA World Congress in Santiago Held on July, Vol. 12, No. 16.

Doern, G.B. (1993). “The UK Citizen’s Charter: Origins and Implementation in
Three Agencies”, Policy and Politics, 21(1).

Drewry, G. (2005). “Citizens as Customers Charters and the Contractualisation of
Quality in Public Services”, Public Management Review, 7(3).



/
Y osled e Jlo/ ’/‘,://_:g Yo.

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

39.

40.

Farazmand, A. (2009). Public Service Ethics and Professionalism: A Primer for
Public Offi Cials, In Bureaucracy and Administration, CRC Press.

Ferlie (1996). The New Public Management in Action, Oxford: Oxford University
Press.

Filizéz, B. and M. Fisne (2011). Corporate Social Responsibility: A Study
of Striking Corporate Social Responsibility Practices in Sport Management,
Procedia-Social and Behavioral Sciences, 24.

Fortuito, A.M., M. Bhuiyan, F. Haque, L. Shabnam, A. Krishna and C. Withana
(2015). December. Citizen’s Charter Driven Service Area Improvement, 2015
Asia-Pacific Software Engineering Conference (APSEC), IEEE.

Gamage, C.J.K. (2018). Enhancing Public Service Delivery: A Study of Citizen’s
Charter Practice in Galle District SriLanka.

Gautam, B.R. (2008). Factors Affecting Application of New Public Management
Oriented Reforms for Reforming Nepalese Public Administration, At the Third
Annual Himalyan Policy Research Conference Nepal Study Center, Madission
New Mexico, USA.

Ghuman B.S. (2011). Dean Faculty of Arts, Panjab University, Chandigarh, India
“Towards a Citizens Charter”, Available at http://www.tribuneindia.com.

Government of Jamaica (Citizen’s Charter Unit) (1995). Citizen’s Charter:
Principles in to Practice, A Checklist of Public Bodies Participating in the Charter
Programme, Office of the Prime Minister.

35. Habib, M. and A.K. Abera (2016). “Assessment of Citizens’ Charter
Implementation Status in Oromia Region of Ethiopia: The Case of Selected Regional
State Bureaus”, International Journal of African and Asian Studies, Vol. 28.

Haque, M.S. (2005). “Limits of the Citizen’s Charter in India: The Critical Impacts
of Social Exclusion”, Public Management Review, 7(3).

Hidayati, N.D. (2011). “Pattern of Corporate Social Responsibility Programs: A
Case Study”, Social Responsibility Journal. Vol. 7

Hood, C. (1991). “A Public Administration for All Seasons”, Public Administration,
69.

Jreisat, J. (2010). “Comparative Public Administration and Africa”, International
Review of Administrative Sciences, 76(4).

Li, T., Kong, L. and H. Zhang (2009). “September. Performance Evaluation Model
of Public Service-oriented Government Based on BP Neural Network”, 2009
International Conference on Management and Service Science, IEEE.



o) S 51 5951 H95 GOk 38 SNY ed yghin 3l yiiwl

41. Mang’era, J.O. and W. Bichanga (2013). “Challenges Facing the Implementation of
Citizen‘s Charter a Case Study of Kisii Level 5 Hospital Kenya”, Interdisciplinary
Journal of Contemporary Research in Business, 4(12).

42. Marshall, H.T. (2006). Citizenship and Social Class in the Welfare State Christopher
Pierson and Franscis G. Castles (Eds).

43. Ministry of Urban Development Government of India (2015). Strategic Review of
Structure of Urban Local Government and Civic.

44. Monem, M. and H.M. Baniamin (2011). Improving Public Services Through
Citizen’s Charter in Bangladesh: Rhetoric or Reality ? Department of Administration
and Organization Theory University of Bergen.

45. Moore, M. H. (2012). Recognizing Public Value: Developing a Public Value
Account and a Public Value Scorecard, John F. Kennedy School of Government,
Harvard University, Cambridge, MA. USA.

46. Nasr, S.H. (2013). “The Concept and Reality of Freedom in Islam and Islamic
Civilisation”, Islamic Life and Thought, Routledge.

47. Nayem, Z. (2010). Problems of Implementing Citizan Charter: A Study of Upazila
Land Office (AC Land Office), Master in Public Policy and Governance, Department
of General and Continuing Education, North South University of Dhaka.

48. Nigussa, F. (2014). “A Critical Analysis of the Conceptualization and Implementation
of Citizens’ Charters: Case Studies from UK, India, South Africa and Ethiopia”,
Public Policy and Administration Research, 4(1).

49. NMDC (2010). National Mineral Development Corporation’s Citizen’s Charter,
Retrieved  from  https://www.nmdc.co.in/Citizen-Charter/Citizen%20Charter
NMDC.pdf.

50. Norman, W. and C. MacDonald (2009). “Getting to the bottom of Triple bottom
Line”, Business Ethics Quarterly, 14(2).

51. OECD (1996). Directorate for Public Governance and Territorial Development,
“Principal Elements of Good Governance”.

52. Osborne, D. G. and T. T Gaebler (1992). “Reinventing Government, Read-ing,
Mass: Addison-Wesley”, Journal of Political Science, Vol. 2, No. 2.

53. .Parast, M.M. and S.G. Adams (2012). “Corporate Social Responsibility,
Benchmarking and Organizational Performance in the Petroleum Industry: A Quality
Management Perspective”, International Journal of Production Economics, 139(2).

54. Pollitt, C. (1994). “The Citizen’s Charter: A Preliminary Analysis”, Public Money
and Management, 14(2).



/
Y osled e Jlo/ ’/‘,://_:g Yoy

55. Post, D. and S. Agarwal (2010). Citizen Charters: Enhancing Service Delivery
Through Accountability, World Bank, Washington, DC.

56. Principe, A. P. (2009). “Exploring Public Service Improvement Initiative: A Case
Study of Citizen’s Charter Implementation in Naga City”, Master s Programme in
Urban Management and Development, University of Rotterdam.

57.Rab, A. and M.M. Rahaman (2017). “Challenges and Prospects of Implementing
Citizen Charter: A Study of Union Parishad in Bangladesh”, Res Humanit Soc Sci, 7(3).

58. Rahman, M.S. and M.R. Karim (2015). “Proactive Disclosure of Information,
Service Delivery and Citizen Satisfaction: A Study of Dhaka South City
Corporation”, Journal of Public and Private Management, 22(2).

59. Razzaque, F. (2012). Citizen’s Charter and its Effectiveness: A Case Study of
Department of Immigration and Passports of Bangladesh.

60. Saguin, K.I. (2012). “Implementing the Citizen’s Charter in the Philippines: Insight
from Selected Local Government Units”, Retrieved August, 9.

61. Sakshi Mehra. (2017). “An Analysis of Citizen Charter and Public Services”,
vanderbilt.edu/lapop/insights/I0818en.

62. Sandelowski, M. and J. Barroso (2006). Handbook for Synthesizing Qualitative
Research, Springer Publishing Company.

63. Schiavo, L. L. (2000). “Quality standards in the Public Sector: Differences between
Italy and the UK in the Citizen’s Charter Initiative”, Public Administration, 78(3).

64. Shankar, S. (2007). “Citizen’s Charters: An Empirical Study, Published by
Administrative Training Institute”, Mysore, Available at: http://www.atimysore.
gov.in/PDF/citizen_character.pdf, Accessed on 7 November. 20009.

65. Sharma, D. (2004). Citizen’s Charter Initiative in India, New Delhi: Department of
Administrative Reforms and Public Grievances, http://www. Goicharters. nic. In/
ccinitives. Htm# _finrefl, 12, 2008.

66. Sharma, D. (2012). “An Evaluation of a Citizen’s Charter in Local Government: a
Case study of Chandigarh, India”, J Administrat Govern, 7.

67. Tamrakar, R. (2010). Impact of Citizen Charter in Service Delivery: A Case of
District Administration Olffice. Kathmandu, North South University, Bangladesh.

68. Tasioulas, J. (2012). “Towards a Philosophy of Human Rights”, Current Legal
Problems, 65(1).



