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Project Summary

Introduction

The Deutsche Gesellschaft fir Internationale Zusammenarbeit (GIZ) has initiated the
Participatory Local Governance (PLG) project to assist the governments in Punjab and Khyber
Pakhtunkhwa to further strengthen their local governance system towards improved service
delivery to the citizens. PLG builds on the earlier gains of its two completed projects in Punjab
and Khyber Pakhtunkhwa i.e. the Support to Local Governance Project and the FATA
Development Project by creating synergies on the already achieved results and the capacities
built. The PLG will provide support mainly in three areas i.e. local revenue generation,
participatory development planning, and digitalization for improved service delivery.

GIZ has partnered with the Centre for Governance and Public Accountability (CGPA) to assist the
Government of Khyber Pakhtunkhwa (GoKP) in further deepening and expanding key reforms
about local revenue mobilization, improving service delivery, and adopting sophisticated and
improved mechanisms for citizens’ engagement in service delivery. To deliver services in these
areas, the GIZ has awarded a project titled “Strengthening Capacities for Improved
Management of Local Revenues and Local Services” under the overall umbrella of the PLG
Project.

The overall goal of the project is to “strengthen the capacities of the local governments for
provision of improved local services and realization of local revenues”. Specific objectives are”

a) Strengthening capacities of the local governments for the provision of improved local
services through training and capacity-building activities focusing especially on inclusive
and gender-responsive management of local services; and

b) Strengthening capacities of the local governments for improved collections of local
revenues through training and capacity building on the use and operations of the Financial
Records Information Management System (FRIMS). FRIMS, a software system
developed by GIZ, helps TMAs track finances in real time, supporting the Tehsil Council
in budget and development planning.

Partner Organizations and Stakeholders
a) KP Right to Services Commission, Government of Khyber Pakhtunkhwa

Since its inception, the KP RTS Commission has been functioning in line with its objectives and
mandate. However, awareness of the public or local population of Khyber Pakhtunkhwa regarding
their rights to services, the roles and responsibilities of public bodies/institutions regarding the
provision of such services and the supporting role of the Commissions is to facilitate the public in
this regard has remained limited. The situation is further aggravated when seen from the
dimension of female citizens of the province who seldom access public bodies directly for
redressal of their concerns, issues, or complaints and remain unaware of the role of the RTS
Commissions in this regard. Consequently, there is a need for emancipating the citizens of Khyber
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Pakhtunkhwa, including women, regarding the RTS through awareness and advocacy. This in
turn can help engage the people of the province, especially women, more proactively with regard
to exercising their rights to services and hold the public bodies or institutions accountable for their
services to the public.

STANDARD MANUAL

Introduction to the RTPS Commission

The Khyber Pakhtunkhwa (KP) Right to Public Services Commission was established through the
Khyber Pakhtunkhwa Right to Public Services Act 2014. The sole objective of this law is to
improve public service delivery. The law provides for (a) time-bound delivery of public services to
citizens, (b) making government functionaries liable to penalty if they fail to provide services to
citizens in a timely and transparent manner and (c) compensation to citizens for not having
received the desired service in the prescribed time limit.

RTPSC - vision and mission
Vision:

“Good Governance ‘is’ our vision”
Mission:

The spirit and aim of the Khyber Pakhtunkhwa Right to Public Services Act, 2014, and the
establishment of the Khyber Pakhtunkhwa Right to Public Services Commission is to enable the
citizens of Khyber Pakhtunkhwa to avail time-bound, notified public services from public entities
in a transparent and efficient manner as a matter of right and to hold the public functionaries
accountable, for lapses such as refusal, delay, deficiency or lack of transparency in providing
such public services.

According to the United Nations, good governance is measured against and established under
the eight pillars of Participation, Rule of Law, Responsiveness, Transparency, Equity and
Inclusiveness, Effectiveness and Efficiency, Accountability, and it being Consensus-based.

https://www.unescap.org/sites/default/d8files/knowledqge-products/qgood-governance.pdf

RTPSC — Mandate, Role, Purpose

= Ensure people’s access to public services, in a timely and transparent manner

= Ensure that if a service is denied, it is properly documented with sound reasoning

= Reward best performers (within the Commission and service providing line departments)

= Ensure the accountability of public services by imposing fines or disciplinary actions for the
failure of the timely delivery of services

= Advise the provincial line departments and other stakeholders in modifying the range of
services or adjusting their timelines for delivery


https://www.unescap.org/sites/default/d8files/knowledge-products/good-governance.pdf
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= Analyse service-based data and consequentially support the provincial government in
improving its service delivery

= Create awareness among the public to obtain timely and high-quality services

= Provide hand-holding to the citizens (especially those most vulnerable) whilst seeking
services.

Understanding the RTS Act 2014

Right to Public Services Act-2014

The Right to Public Services Act passed in January 2014 in Khyber Pakhtunkhwa in Pakistan
promises the provision of time-bound services to its citizens and attempts to raise service delivery
standards and responsiveness of the service providers and implement effective enforcement
mechanisms.

[First published after having received the assent of the Governor of the Khyber Pakhtunkhwa in
the Gazette of Khyber Pakhtunkhwa (Extraordinary), dated the 22nd January 2014].

Section 16 & 17: The Commission

= Structure

= Chief Commissioner; two Commissioners; one Secretary
= Supporting staff (field and HQ)

= Jurisdiction

= Appellate authority
= Qversight body
= Tribunal of Inquiry

Chief
Commissioner

Commissioner-I Commissioner-II

(Admin)

(Legal)

T T T T T T T T T T !
DMOs ) Mositering ) DMOs
(Hazara & Data Admin Accounts & T Computer Office Media PRO (Peshawar,
Southem Analyst Officer Officer Coordination Assistant Operator Assistant Assistant Mardan &
Areas) Ee gl‘?::‘:::)

RTPSC - Business Model

= Supply and Demand-side focused:
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= Establishing and enforcing structure, mechanisms and timeframes, and
monitoring of service provision

= Promoting awareness raising and sensitization of citizens on their rights to
service delivery

= Bottom-up approach:

= Through DMOs operating in all 35 districts of KP
=  With key service-providing line departments and their designated officers

RTPSC Rules

Procedure for Making Application, Rejection of Application and Disposal of
Appeals

1. Procedure for making an application:

2.

An application for availing a public service may be made in the following manner:

a) Where for availing a public service under relevant law, the requirement is filling of a
proforma/form, then said proforma/form shall be considered as an application under
these rules; and

b) Where no form is provided for availing any public service, then making a simple
application would be considered enough for availing a public service:

Provided that the Authority concerned shall check the list of the documents required
to be enclosed therewith.

Power of Desighated Officer to authorize Subordinate Officials for receiving the
applications. ---

For the purposes of section 5 of the Act, the Designated Officer may either himself receive
the application or may authorize any person subordinate to him to receive the application;
provided that in case of non-availability of any of the officers, the other officer/official shall
receive application on his behalf.

Public holidays shall not be included in the stipulated time limit.---

Public holidays shall not be included in the stipulated time limit for providing the services to
be notified by the Government under section 4. That is, the time limit will be days specified
plus the number of public holidays.

Receipt and acknowledgment of application.---

a) An eligible person shall make an application for delivery of service to the Designated
Officer either personally or through e-mail or through registered post.

b) If such application is found complete in all respects, the Designated Officer shall
acknowledge the receipt thereof.

Provided that if any document required for the delivery of service has not been enclosed with

the application by the applicant, the same shall be clearly mentioned in the acknowledgment

by the Designated Officer, to enable the applicant to make his application complete in all

respects:



german

cooperation
DEUTSCHE ZUSAMMENARE:

e 4
@<, LOCAL GOVERNMENT, ELECTIONS &
CG PA @g RURAL DEVELOPMENT DEPARTMENT

M GOVERNMENT OF KHYBER PAKHTUNKHWA

Implemented by

giz s

%

LK

Provided further that the Designated Officer shall not raise piecemeal objections on such

applications.

Rejection of Application.---

In the event a public service is denied or delayed, the Designated Officer shall communicate

to the eligible person applying for the public service:

a) The reason for such denial or delay;

b) The period within which an appeal against such denial or delay be preferred; and

¢) The patrticulars, including all available information of the relevant Appellate Authority under
the general provisions of this Act.

Display of information on Notice Board.---

The Authority shall, for the convenience of common public, cause to display all relevant
information related to public services, specified time limit thereof and designated officers on
the notice board that has been put up in the office for easy view. All the necessary documents
that are required to be enclosed with the application for receiving the notified services shall
be displayed on the Notice Board. In addition to the details in the prescribed format, the Notice
Board shall also include the details of how an appeal can be made, as also all the necessary
documents that should be attached to an appeal’ In the event of non-display of such
information in the public domain, the Authority may initiate appropriate action against the
delinquent officer.

Procedure for disposal of appeal by Appellate Authority.---
a) An appeal against decision of the Designated Officer shall lie to the Appellate Authority
within a period of 30 days from the date of such decision.
b) The appeal shall enclose attested copy of the order of the Designated Officer against
which appeal has been filed.
c) After receiving the appeal under sub-rule (1), the Appellate Authority shall send notice of
the same to the party concerned either, -
= By hand i.e. through the party filling the appeal; or
= By registered post with acknowledgement due; or
=  Through e-mail.
d) Deciding any appeal, in order to ascertain the facts, the Appellate Authority may examine
the relevant record of the case and affording an opportunity of hearing to the Designated
Officer appealed against.

Individual presence of Appellant/Designated Officer.---

a) In all situations, the hearing date shall be communicated to appellant/Designated Officer
by the Appellate Authority at least 07 days in advance.

b) An Appellant/Designated Officer shall make himself present during the hearing of appeal.

c) Where it is clear that such circumstances exist due to which an Appellant/Designated
Officer, as the case may be, is/are not able to be present in hearing, in those cases before
taking a final decision one more chance shall be given to the Appellant/Designated Officer
or such necessary action shall be taken as may deem fit.

d) If any party remains absent on the date of hearing even after the information of hearing
being duly executed to him/her, then, the appeal shall be decided in absentia.
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Order in Appeal by the Appellate Authority.---

a) Order shall be read during the open hearing and shall be brought in writing from Appellate
Authority.

b) Copy of the appeal order shall be given to the applicant and Designated Officer.

¢) In the case of imposition of a fine, Appellate Authority shall mark a copy of such order to
the concerned authority with instructions to deduct the amount from the salary/
honorarium/ remuneration of the Designated Officer.

Recovery of Penalty.---

The concerned authority shall cause to recover the penalty from the next
salary/honorarium/remuneration of the Designated Officer or officers and staff as decided by
the Appellate Authority upon receipt of copy of order for imposing penalty under sub-rule (3)
of rule 10 and shall deposit it under the relevant head of Accounts and send a copy of challan
to concerned Appellate Authority.

Maintenance of records of all disposed cases under the Act.---
The Designated Officer and Appellate Authority shall maintain records of all cases disposed
of.

Procedures to Access the Commission’s Services and File
Complaints

‘RTS’ Request or Application — Process Flow

Service Process
Availed Completed
. Service
Citizen Delivery Point
Delayed or
Notified Services to be provided Reject
within stipulated Time

The Service Delivery Point or Service Provider represented by a Designated Officer
refers to any government office or public body designated under the Act to provide time-bound

services to members of the public. For a list of Department-wise services refer to Table 1

RTS’ Complaint to Appellate Authority — Process Flow
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Valid
justification

If Delayed
/ Rejected Proceed Investigate
Invalid Penalty
- Appellate P o
Citizen Authority justification (500-25000)

Delayed/Reject

Appeal to be disposed
in 30 Days

‘RTS’ Appeal/Complaint to RTS Commission Process Flow

If Delayed
/ Rejected

Arpeal to be disposed
in 80 Pays

RTS Receipt
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Things You Need to Know

N
AND PUBLIC ACCOUNTABILITY

» Every service required separate documentwith
respect to law
+ birth certificate,

Documents « death certificate

Required

* Domicile cost 200Rs.
« Birth Certificate=100Rs
* FIR = free of cost

Cosi: for
Services

* Cost may vary according to service delivered. e.g.

N
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Things You Need to Know

+ Every service have separate service delivery point
* VC/NC Office for birth/ deathcertificate
+ Domicile: Deputy Commissioner Office

+ For All RTS services, thereis a designated officer

Designated
Officer

N

A Documentary on RTS Services & the Role of KP RTS Commission

https://www.youtube.com/watch?v=RMD6xYVA2UU&t=7s

Khyber Pakhtunkhwa Right to Services Commission - YouTube Channel


https://www.youtube.com/watch?v=RMD6xYVA2UU&t=7s
https://www.youtube.com/watch?v=RMD6xYVA2UU&t=7s
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Objective: To support the KP RTS Commission in the implementation of the RTS Act

How can citizens avail various services, being offered by the district

government departments?

There are various ways citizens can avail different public services offered by government
departments. It's important to note that the specific methods may vary depending on the country
and the level of government (national, state/provincial, local) involved. Here are some common

ways citizens can access public services:

In-person services: Citizens can visit government offices or service centers to access
services directly. This may involve filling out forms, submitting documents, or speaking with
government officials.

Online portals and websites: Many governments have developed online platforms where
citizens can access and apply for services. These portals allow users to complete forms,
submit documents electronically, and track the progress of their applications.

Phone helplines: Governments often provide helpline numbers where citizens can call to
inquire about services, seek assistance, or get information on the application process. Trained
staff members are available to answer questions and provide guidance.

Mobile applications: Some governments have developed mobile apps to facilitate service
delivery. These apps allow citizens to access information, complete transactions, and
communicate with government departments using their smartphones or tablets.

Postal mail: In certain cases, citizens can avail public services by sending documents or
applications through traditional postal mail. This method is less common in today's digital age
but may still be an option for specific services.
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= Public service centers: Governments may establish public service centers in various
locations, such as community centers or libraries, where citizens can receive assistance with
accessing government services. Trained staff members are present to guide individuals
through the process.
= Government outreach programs: Governments sometimes organize outreach programs to
reach citizens in remote or underserved areas. These programs involve setting up temporary
service centers or sending mobile units to provide services directly to the community.
= Collaboration with third-party organizations: In some cases, governments collaborate with
non-profit organizations, community groups, or private entities to deliver public services.
These partners may help citizens navigate the application process and provide support in
accessing the services.

YO0

It's important to note that the availability and accessibility of these methods may vary depending
on the specific public service and the government's digital infrastructure. Governments
continuously work to improve the accessibility of public services by leveraging technology and
adopting user-centric approaches.

Role of religious leaders in creating awareness among masses regarding access
to public services

“The religious leaders as communication liaisons between the village government and the
community are carried out through a persuasive approach in the form of coaching and providing
direction to the community as well as advice on development through religious activities such as
tahlil and recitation”.

Religious leaders can play a significant role in creating awareness among the masses regarding
access to public services. Here are some ways they can contribute to raising awareness:

= Sermons and religious gatherings: Religious leaders can use sermons, religious
gatherings, and other religious events as platforms to educate their followers about the
importance of public services and how to access them. They can incorporate relevant
messages into their teachings, emphasizing the significance of utilizing government services
for the welfare of the community.

= Collaborative efforts with government: Religious leaders can collaborate with government
authorities to organize information sessions or workshops. These events can be used to
educate the community about the availability and procedures of public services. By partnering
with government departments, religious leaders can ensure accurate and up-to-date
information is shared with their followers.

= Qutreach programs: Religious institutions often have strong community networks. Religious
leaders can leverage these networks to organize outreach programs focused on public service
awareness. This could involve hosting community events, seminars, or training sessions
where government representatives are invited to provide information and address any queries
or concerns.

= Communication channels: Religious leaders can utilize various communication channels,
such as newsletters, websites, social media platforms, and local media, to disseminate
information about public services. They can highlight specific services, share relevant
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updates, and provide guidance on how to access them. This helps reach a wider audience

and ensures that the information reaches community members who may not attend religious

gatherings regularly.

= Collaboration with local organizations: Religious leaders can collaborate with local
community organizations, non-profits, and social service providers to enhance awareness of
public services. By working together, they can organize joint initiatives, distribute informational
materials, and conduct awareness campaigns that target specific communities or
demographic groups.

= Personal counseling and guidance: Religious leaders often have close relationships with
their congregants and community members. They can offer personal counseling and guidance
to individuals who may have questions or concerns about accessing public services. This can
help address any barriers or misconceptions and empower individuals to navigate the system
effectively.

= Advocacy and policy engagement: Religious leaders can also engage in advocacy efforts

to improve access to public services. They can raise awareness about gaps in service

delivery, advocate for policy reforms, and collaborate with other stakeholders to address

systemic challenges that hinder access to services.

Hence Religious leaders have a unique and important role in advancing the rights and well-being
of people. Because of their well-established and trusted relationships with communities, religious
leaders are able to inform and influence the lives of the families they serve and to promote the
care and well-being of people. They are also well placed to address inequity related to societal
factors and social norms, and to facilitate efforts towards the realization of the rights of the most
vulnerable.

Effectiveness of RTS in curbing corruption and establishing women’s’ rights

Since their inception, the KP Right to Public Services Commission has been functioning in line
with their objectives and mandate. However, awareness of the public or local population of Khyber
Pakhtunkhwa regarding their rights to services, the roles and responsibilities of public
bodies/institutions regarding provision of such services and the supporting role of the
Commissions to facilitate the public in this regard has remained limited. The situation is further
aggravated when seen from the dimension of female citizens of the province who seldom access
public bodies directly for redressal of their concerns, issues or complaints and remain unaware of
the role of the Right to Public Services Commission in this regard. Consequently, there is a need
for emancipating the citizens of Khyber Pakhtunkhwa, including women, regarding RTPS through
awareness and advocacy. This in turn can help engage the people of the province, especially
women, more proactively with regards to exercising their rights to services and hold the public
bodies or institutions accountable for their services towards the public.

The Right to Services Commission in Khyber Pakhtunkhwa can play a crucial role in curbing
corruption in public services and promoting women's rights. Here are some ways the commission
can contribute to these objectives:

» Establishing transparency and accountability: The commission can work towards
ensuring transparency and accountability in public service delivery. By promoting
mechanisms such as online portals for service applications, tracking systems for grievances,
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and regular monitoring of service delivery, the commission can help deter corrupt practices
and hold accountable those responsible for malfeasance.

Complaint mechanisms and redressal: The commission can establish robust complaint
mechanisms that allow citizens, including women, to report instances of corruption or denial
of services. It should ensure that these mechanisms are easily accessible, and confidential,
and provide timely redressal. This helps empower women to voice their concerns and seek
justice when their rights are violated.

Awareness campaigns and education: The commission can engage in public awareness
campaigns to educate citizens, including women, about their rights, entitlements, and the
services available to them. By disseminating information through various mediums such as
media, community events, and workshops, the commission can empower individuals to
demand their rights and become active participants in holding the government accountable.
Gender-sensitive service delivery: The commission can advocate for gender-sensitive
approaches in public service delivery. This includes ensuring that services are accessible and
responsive to the specific needs of women, such as providing separate spaces, female staff,
and addressing issues related to safety and cultural sensitivities. By actively promoting
women's rights in service provision, the commission can contribute to greater gender equality
and empowerment.

Collaboration with civil society organizations: The commission can collaborate with civil
society organizations working on anti-corruption and women's rights issues. By joining forces,
they can leverage their collective expertise and resources to develop effective strategies,
monitor service delivery, and advocate for policy reforms that address corruption and promote
women's rights.

Capacity building and training: The commission can conduct capacity-building programs
and training sessions for government officials involved in public service delivery. This includes
sensitizing them to the importance of gender equality, integrity, and ethics. By enhancing the
skills and knowledge of public officials, the commission can contribute to a more professional
and accountable public service sector.
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Rights to Public Services
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Objectives:
¢ To enable the participants to know their right of access to Public Services
e To know the role of the RTS Commission in the delivery of public services
o How they can benefit from RTS and RTI
o Details the procedure for submitting RTS requests or complaints
e Create a better environment for engaging citizens and state actors in effective dialogue
e Consultation and coming up with mutual solutions and recommendations for the
Time Activity Remarks
10 minutes | Arrival &seating of participants
03 minutes | Recitation from the Holy Quran From participants
03 minutes | Welcome to participants Project Coordinator
05 minutes | Objectives of the Training and its agenda
20 minutes | Participants brief introduction and Training Norms Settings
30 minutes | Introduction to KP RTS Act 2014
Trainer & Co-trainer
. The role of KP RTS Commission in the delivery of RTS
45 minutes .
Services
45 minutes | The RTS Notificed Services
45 minutes | The RTS request and Complaint mechanism
05 minutes | Wrap-up and Conclusion Project Coordinator
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Annexure II: Participant List

CENTRE FOR GOVERNANCE
AND PUBLIC ACCOUNTABILITY
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