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Government of Ind|a has proposed Services Guarantee Act in 2013 to ensure delivery of services by all government departments within specific time frames failing which the concerned officers are to be penalised. Consequently, some State
Government have formulated Citizen’s Charters binding them to prompt and efficient delivery of services.

The greater Hyderabad Municipal Corporation, Hyderabad Water Works and Sewerage Board and Telangana State Southern Power Distribution Company Limited (Electricity Department) have also adopted Citizen’s Charters. However, most citizens
are not aware of these Citizens’s Charter and are generally deprived of the required services and amenities offered by these departments.

Citizen’s Entitlements Campaign by civil society organisations aims to generate awareness amongst all citizens of Hyderabad and Secunderabad to enable them to access services from these departments in a time bound and efficient manner. Further
in case of failure to deliver any of these services inthe stipulated time, the Citizen's Entitlements Campaign provides a mechanism to escalate the unattended grievances to higher authorities forimmediate redress.

Greater Hyderbad Municipal Corporation (GHMC)
Services Offered, Time Frames & Officers Responsible

Water Works (HMWS&SB)

Services Offered, Time Frames & Officers Responsible

NATURE OF COMPLAINT TIME FRAME If the above complaints are not
| ified i ' fficer Inchar
Grievances of Sweeping, Garbage & Dead Animals Lifting, Catching rabid dogs Within 48 hours 2ggnrpe)§§gticl)nn apoejglege tgg% ftrsrpheé S1.No Nature of Complaint TIME FRAME QAR
Removalof water stagnation, removal of chokes/blockaggs in emergencies & Cleaning applicant at Rs.50/- per day in case of 1. Water Leakage & Dial a Tanker 5 supply days
and repair of man-hole covers & other responsibilities, Gatching of animals in case of | ,,,... . - T
“ g Winthion | |Sgeed e Egresigar
Catch pit cover replacement Within 3 days in case of services of Town Planning o | CLADTE A 10 supply days
Filing of pot holes Within 15 days Section by the Greater Hyderabad Al GULITL SO ST Application to GM (E) O&M Division
Road cutting permission Within 1 month Municipal Corporation towards loss of *Illegal use of motor hy other users.
. . : - . If not resolved, Please contact concerned
Non glowing street lights and high masts Within 48 hours valuable time of the applicant. 3. | Polluted Water Supply 15 supply days CGM (E) 0&M Circle
Supply of extra copies of Birth certificate / Death Certificate, sweeping of Roads | within 3 days This compensation shall be recovered 4. | Sewage overflow on road 10 days '
Garbage lifting and maintenance of slaughterhouse. from the person who delayed the Chok (s { customer : 10d
Control of Malaria Epidemic Disease, Food Adulteration. service delivery. Disciplinary action 9. okeage Of stwage at cUSIomer's premises ays
Birth and Death certificate, Corrections in Birth/Death Certificates, Inclusion of Within 7 days would be Initiated against the 6. | Replacement of Manhole cover 10 days
name in Birth Certificate, Non-availability of Birth/Death Certificate. defaulting Officer who have paid fing E bill and verificati 30 d
Issue of Sanitation Certificate. Within 10 days atleast3timesinayear. 7 xcess bill and verification ays
Trade License (fresh and Renewal). Within 30 days 8 Technical Assistance on Rainwater 30 days Asst. Director (Ground Water), RWH, Khairtabad. if not
Permission to use parks, plays grounds and Membership of swimming pools. Within 7 days Modes To Register Complaints ATLCRIL (e 000N oSO ONACHCONCHTOUILON E TS IETICIO
Assessment,Re-assessment Revision and Petition on property tax Within 1 month GHMC Online Complaint Desk: . .
Building permission, demolition of unauthorized construction, encroachments L 8:123111(1':111'5 ) Modes to Reglster Complamts
ildi ' ifi ' iog 100 (For Emergencies
footpaths and building completion certificate and sign boards permission _ Hoad Office: 040 23295307 MEET YOUR MD EVERY MONTH 3RD SATURDAY Online Complaints: 24 Hours Customer Care: 155 313
Sanction of road.s,New drainage Imes. (.at.c. and Cm.1trol of Engineering Section . Within 1 month My GHMC App (Download from Play Time: 05:00-06:00 PM 040- 23300114 & 66993000
Aasar-a c-ards., Grievances of UCD activities. SanctmI-led a-n-d group loans to ladies| Within 15 days ?:::Lelgook-https-//www tacebook com/G CALL YOUR MD EVERY MONTH 3RD SATURDAY ﬁﬁﬁs\gvstper Talnker send SMS to 9985035935
and distribution of gas? stove etc. ff)l‘ below.poverty line c.|t|zens - HMCOnIin'e/ : - : 040 23442881/2/3 Time: 06:00-06:-30 PM e dhorta : V\QMNhhéderabbzdwater.goy.ln
Voter ID cards, Inclusion of name in voter list and voter list extract Within 15 days Twit.ter: GHMC @GHMCOnIine, - Click Photos and WhatsApp on 9949930003 P:::Isé r:endrgvl;lllséstoggé5g;a5 06;3 5\{vater.gov.m
Grievances of Maintenances of parks. Within 15 days Online Complaints: www.ghme.gov.in/ Mobhile App: HMWSSB Citizen Services As REGMOB <CAN> <L atest 3l No>

CGall Center: 155313, 99899 95690, 99899 90824 Twitter: @HMWSSBOnline

Eleclricilv Denarlmenl (Tsspncl) Facehook: https://www.facebook.com/HMWSSB/

For GHMC, Water Works & Electricity Departments
If your complaints are not resolved within the specified time frame,
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SI.No Nature of Complaint TIME FRAME SMS/Whatsapp/E-Mail details of your complaints with complaint number to
1 Normal Fuse Of T | Modes to Register Gomplaits: ! Phone: 9959517766 or E-Mail: civiccomplaintshyd@gmail.com
Overhead line/cable breakdowns 6 hours Gall Genter: 1912

Underground Cable breakdowns 12 hours Mobile App: T5SPDCL

Campaign Secretariat : COVA

Distribution of Transform Failures 24 hours Online Complaints: - _
Period of Scheduled Outage | Maximum 12 hours - not after 06:00pm || Nttps://www.tssouthernpower.com Mobile : 97019 09370

el Comla T da Facebool Mail : covanetwork@gmail.com COIIA

Volage Fucuation Wit 10 das s/ facebook comvisspdeil) Website : www.covanetwork.org
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S0035 80k 25 6 diH DIAL 100 (For Emergencies) Call Center: 155313, 99899 95690, 99899 90824 Twitter: @ HMWSSBOnline
. Facehook: https:// www.facebook.com/HMWSSB/
5% 88 srende Howeth 5089600 Jgri dko(ses 15 &epen Head Office: 04023225397
> 0, ot 3 My GHMC App (Download from Play If your complaints are not resolved within the specified time frame
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£ 5 = www.ghme. gov.in Religious and Faith Organizations

Collaborating With the Campaign are:

Arya Samaj , Al Mahad Aali Al Islami ,Brahma Kumaris, Confernce of Catholic Religious, International Sikh Center,
Jain Teerth Temple Medchal, Movement For Peace and Justice, Church of South India, Parsi Zoroastrain,
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