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Executive Summary 

IGSA Workshop in Rangpur 

A workshop on Inclusive Governance and Social Accountability (IGSA) was successfully held in 

Rangpur on 20 June 2019. The one-day workshop aimed to help participants build their 

leadership skills and familiarise them with social accountability policy instruments. 

The workshop was divided into two parts: inaugural session and workshop session. 

In the augural session, the participants were given a keynote presentation on ‘Inclusive 

Governance and Social Accountability Mechanism’. 

In the working session, a total 11 groups of participants had in-depth discussions on the use of 

Citizen’s Charter and the Grievance Redress System (GRS) in Bangladesh. The interactive 

exercise was designed to help participants generate ideas and come up with recommendations. 

These recommendations not only represented the view of workshop participants but also offered 

possible avenues for future discussions and possible actions.   

The workshop offered an opportunity for people with different professional backgrounds to have 

meaningful conversations. The workshop also served to familiarise the participants with social 

accountability policy instruments in Bangladesh and to help them build leadership skills and 

acquire knowledge of inclusive governance. Perhaps more importantly, in the workshop, the 

participants had opportunities to ask questions, discuss issues related to the IGSA tools with 

other practitioners, and to work in groups to look for practical solutions.  

The event was attended by: Mr. N M Zeaul Alam (Chief Guest; Secretary, Information and 

Communication Technology Division of the Government of the People’s Republic of 

Bangladesh), Mr. K. M. Tariqul Islam (Special Guest; Divisional Commissioner of Rangpur 

Division), Ms. Jessica Magson (Guest of Honour; Head of Justice, Security and Conflict 

Resolution, the British Council Bangladesh), Mr. Sultan Ahmed (Additional Secretary of Cabinet 

Division and Project Director of P4D Project). Other attendants included divisional heads of 

government departments, Focal Points of Rangpur Division, participants from Rangpur and other 

districts, as well as representatives of development partners, the academia, LGIs, the British 

Council, civil society organisations, the print and electronic media. Officers of the P4D project 

were present at the event.  

Recommendations about the Citizen’s Charter 

This section of the report provides an analysis of the obstacles and recommendations identified 

by the participants in the working session. 

The participants put forward approximately 66 recommendations for improving inclusive 

governance through the use of the GRS and the Citizen’s Charter. 
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In the brainstorming session, a majority of the participants agreed that the main obstacle to 

implementing social accountability tools, such as the GRS and the CC, was a lack of 

awareness of these tools among citizens and service receivers in Bangladesh. Other obstacles in 

that regard were: 

 The traditional mindset of service providers and a lack of training for service providers; 

 Service receivers had little ICT knowledge; 

 There was a lack of publicity about the tools; 

 There was a lack of monitoring of the use of the tools; and 

 There was a lack of commitment amongst service providers. 

The participants suggested that more effective media campaigns should be organised, an 

effective tool should be introduced, more training should be given to service providers, a reward 

and punishment system should be established, and top-down monitoring should be enforced. 

The workshop identified the main obstacles to implementing the Citizen’s Charter in 

Bangladesh were that: 

 Citizens, or service receivers, had little knowledge about the Citizen’s Charter; 

 Service providers did not have a positive attitude; 

 There was a communication gap between service receivers and service providers; and 

 There was no proper monitoring and feedback mechanism. 

To overcome these obstacles, the participants recommended that the government should 

institutionalise an awareness building programme, provide training programmes for service 

providers, and strengthen the monitoring system with the use of digital devices (so that there is 

little scope for civil servants to disregard the charter and to use discretion). Some participants 

also suggested that public participation and public hearing should be made compulsory so that 

there is no scope to undermine people’s opinions. 

Regarding monitoring tools or mechanisms for the Citizen’s Charter, the participants opined 

that client’s feedback system would be most suitable, adding that both electronic and paper 

forms should be provided. They also highlighted the importance of ensuring the effectiveness of 

Citizen’s Charter Committee, introducing a third-party monitoring system, and establishing a 

link between inspection reports with the Citizen’s Charter. The issue of third-party monitoring 

was questioned by the audience, and it was then agreed that engaging one ministry or department 

of the government in monitoring another that was involved in service delivery may help achieve 

better results. 

To improve the preparation and writing of the Citizen’s Charter, the participants suggested 

that the following steps should be taken in the process:  

 Prepare a comprehensive list of services; 

 Draft the Citizen’s Charter, 

 Identify stakeholders/clients and sharing the draft with them in workshops; 

 Collect feedback from other organisations; 
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 Finalise the draft; 

 Make amendments to the draft in a public hearing; and 

 Finalise the Citizen’s Charter.  

The participants agreed that the procedure above could significantly incorporate citizens’ 

opinions. To further ensure public participation in the process, awareness building campaigns, 

regular feedback collection with the use of call centres and committees, and rigorous monitoring 

were key, according to the participants. 

In answering the question of how one could measure citizen’s satisfaction, the participants 

suggested that response boxes and comment registers should be placed at front offices, and 

scorecards, citizen’s feedback cards should be provided both at front offices and online. To 

ensure relevance, citizen’s feedback should be collected immediately after the delivery of 

services. A periodic survey conducted by a third-party may also help the government to measure 

citizen’s satisfaction levels on service delivery, according to the participants. 

As for third-party monitoring/evaluation, the participants unanimously agreed that it would be 

necessary. They believed that such monitoring/evaluation would be unbiased and that the 

monitoring results would be trusted by the public; it would as a result help improve service 

delivery. Similar to above, the proposed monitoring team should include representatives of a 

ministry/department that is not involved in the delivery – these could potentially be 

representatives of CSOs and the media. 

Recommendation about the Grievance Redress System 

The main obstacles facing the implementation of the GRS in Bangladesh were identified as 

the traditional beliefs of both public servants and the service recipients, a lack of awareness of 

the GRS, a lack of education about the GRS, and a lack of feedback mechanism. To overcome 

these obstacles, the participants suggested that: 

 Public servants should adopt a positive attitude; 

 Campaigns should be organised to raise public awareness of the GRS; 

 People’s participation should be promoted; 

 Complainants should be informed of actions taken; and 

 An open-door policy should be adopted. 

In identifying the measures to be taken for ensuring inclusive governance, the participants 

emphasised the following: 

 Media campaigns to raise public awareness of inclusive governance; 

 Regular meetings with parents and students on the matter; 

 Involvement of local government institutions, CSOs, and NGOs; 

 Increased women’s participation; 

 Regular consultations with citizens; 

 Effective public hearing and yard meeting; 
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 Capacity building for service providers as a way to change the traditional mindsets of 

service providers and receivers; 

 Proper monitoring; and 

 Provision of skilled manpower, equipment, and maintenance. 

Some participants had a discussion on the monitoring the use of the GRS in Bangladesh. They 

suggested the following measures to be taken: 

 Raise public awareness of the GRS mechanism and of how to use it, with the use of  

electronic, print and social media; 

 Introduce uniform reporting, that is, using the same form for reporting multiple types of 

incidence; 

 Introduce a proper evaluation system; 

 Include the GRS in monthly meetings as an agenda item; 

 Introduce public hearing and a feedback system; and 

 Introduce a reward and punishment system for implementing the GRS. 

The participants named the following traits of an administrative culture that had impeded an 

effective implementation of accountability tools in Bangladesh: 

 Traditional mindset of officials and the public; 

 Unwillingness to share success and tendency to blame others when there were problems; 

 Absence of a performance-based evaluation of officers; 

 A lack of awareness of Protection for Grievance Lodgers; and 

 Overemphasis of one’s career progression. 

To change the administrative culture, the participants said that more motivational activities 

should be organised for civil servants to change their traditional beliefs. Moreover, a 

performance-based evaluation system should be introduced to replace ACR, awareness-building 

programmes should be organised, protection for Grievance Lodgers should be strengthened at 

the grassroots level, and reward and punishment systems should be introduced and enforced at 

all levels, according to the participants. With regards citizen's participation in service delivery 

system through the use of the GRS, most participant saw the protection of complainants as the 

most important. This was because complainants were at times harassed by public servants and 

their supporters with a vested interest. Therefore, the complainant needs protection from 

harassment in order to seek redress. Other suggested measures included: 

 Introduce a system for service receivers to rate their satisfaction levels, such as the use of 

a set of icons to let the services rate easily; 

 Inclusion of the GRS in school education; 

 Hold public hearings (so that officers could explain failures in delivering services and 

suggest necessary corrective measures); and 

 Allow social actors, such as the print and electronic media, CSOs, and NGOs, to help the 

public in seeking redress. 
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Background 

P4D aims to promote a more enabling environment for the effective engagement and 

participation of citizens and the civil society in decision making and oversight. To achieve these 

aims, it is important to ensure that the public and civil servants recognise the roles of civil 

society and, accordingly, work proactively to engage civil society organisations (CSOs) on both 

national and local levels. To that end, public officials need to exercise inclusive leadership and 

governance as well as to effectively use social accountability tools. The Platforms for Dialogue 

(P4D) project organises capacity building events for government officials, decision makers, 

representatives of CSOs, and other stakeholders to increase the accountability and 

responsiveness of the government. 

As part of P4D project’s interventions, at the national level, the project supports government 

institutions to deliver on the ambitions set out in the 7th Five-Year-Plan and in the policies 

centred around the National Integrity Strategy, the Right to Information Act, the Citizen’s 

Charters and the Grievance Redress Systems. In addition, new tools and policy platforms will be 

developed for active and transparent governance and civil society engagement on policy matters. 

P4D’s goals aligns with the Sustainable Development Goal (SDG) 16 goal, the targets of which 

include promoting peaceful and inclusive societies for sustainable development, providing access 

to justice for all, and building effective, accountable, and inclusive institutions.  

 

Objectives  

The primary objectives of the IGSA workshop, Rangpur were to build leadership and inclusive 

governance skills of civil servants and to sensitise them to social accountability policy 

instruments, in order to: 

 Facilitate effective participation of citizens and the civil society in decision-making 

processes; and 

 Strengthen accountability mechanism in Bangladesh. 

Moreover, the IGSA Workshop Rangpur also aimed to gather from its participants 

recommendations on social accountability tools, in particular the Citizen’s Charter and 

Grievances Redress System, in Bangladesh. 
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About Rangpur Division 

Rangpur is the northernmost division of 

Bangladesh and has a population of 15,665,000, 

according to the 2011 Census. It was formed on 

25 January 2010 as Bangladesh's 7th division. 

Rangpur Division consists of eight districts. 

There are 58 Upazilas, or sub-districts, under 

these eight districts.  

P4D’s key intervention is the organisation of 

capacity building activities for local civil society 

organisations and representatives of local 

government bodies. The project seeks to promote 

dialogues on local policy issues in 21 districts. It 

aims to increase the accountability and 

responsiveness of government officials through 

building the capacity of decision-makers and 

engaging CSOs. 

The IGSA Workshop in Rangpur is a local level 

intervention of P4D Project with the same aims 

mentioned above. In addition, it aims to increase 

CSOs’ ability to influence government policy and 

practice. 
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Inaugural Session 

The inaugural session of the workshop started with a speech given by Mr. Sultan Ahmed, the 

Additional Secretary of Cabinet Division and Project Director of P4D Project. He welcomed all 

participants and introduced to them the overall objectives of the workshop, which were to build 

leadership and inclusive governance skills of civil servants and to sensitise them to social 

accountability tools.  

Mr. N M Zeaul Alam, (Secretary, Information and Communication Technology Division of the 

Government of the People’s Republic of Bangladesh) was present as the Chief Guest in the 

session. In his speech, the Secretary highlighted the significance of the partnership between the 

Government of Bangladesh and the European Union. The partnership has enabled the P4D 

project to influence on public sector management, strengthen the roles of the civil society, and 

improve the overall governance. He expressed his hopes for this synergy to help the country to 

achieve SDGs (particularly goal 16) and to continue its transition from a developing country to a 

developed country. 

The Chief Guest also expressed his gratitude for the generosity of the people of the European 

Union, as the EU’s collaboration with the Government of Bangladesh and its initiative for 

improving the governance system were very important to the country’s future. 

He also mentioned that the government ought to be accountable to citizens and taxpayers and 

that civil society organisations ought to be accountable to their constituents and members. Mr. 

Alam said that he looked forward to P4D’s work with the civil society and the government to 

“In today’s workshop, we will identify the 

obstacles and hurdles of implementing 

social accountability tools, such as the 

Grievance Redress System and Citizen’s 

Charter. We will find solutions to 

overcome the hurdles. Increased 

engagement of citizens and the civil 

society in government’s decision-making 

processes will enhance the government’s 

responsiveness and accountability.” 

 
Sultan Ahmed 

Additional Secretary & Project Director of 

P4D 

Cabinet Division 
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develop platforms that promote dialogues between the two. ‘Such platforms will expedite the 

discussions on matters of mutual interests’, he added, ‘in today’s brainstorming session, civil 

service colleagues and representatives of CSOs will work closely to find creative ways to 

develop reform initiatives that can fortify transparency, accountability, responsiveness, and 

inclusiveness of the government’.  

“I hope that P4D project's interventions 

will help facilitate effective participation 

of citizens and the civil society in 

decision-making processes. Their 

participation will improve the 

transparency and accountability of the 

government and will lead to more 

inclusive governance in Bangladesh.” 

 

N M Zeaul Alam 

Secretary, 

Information and Communication 

Technology Division 

The Government of the People’s 

Republic of Bangladesh 

 

Mr. K. M. Tariqul Islam, the Divisional Commissioner of Rangpur Division, also gave an 

address to the audience as a special guest. He said that accountability and transparency were the 

key to inclusive governance. Although there were more than twenty mechanisms, none of them 

were suitable for immediate application, and the government had to choose only those that would 

be appropriate for Bangladesh. Mr Islam said that the government had chosen a few very 

important social accountability tools, such as the Grievance Redress System, the Citizen’s 

Charter, the Right to Information and the National Integrity Strategy for implementation.  

Mr Islam believed that proper implementation of the tools in government offices at both 

Divisional and District levels would eventually have a positive impact on ensuring inclusive and 

transparent governance. He was convinced that the P4D Project would contribute to an increased 

public awareness of the tools and that, as a consequence. 
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“The theme of the workshop – ‘Inclusive 

Governance and Social Accountability’ – is 

a well-chosen and timely one for discussion 

because people are the owners of the state, 

and their participation in governance 

establishes the ownership and accelerates 

the development.” 

 

K. M. Tariqul Islam 

Divisional Commissioner, Rangpur 

 

Ms. Jessica Magson, the Head of Justice, Security and Conflict Resolution, the British Council 

Bangladesh, spoke in the workshop as a Guest of Honour. In her speech, she emphasised the 

importance of a productive relationship between the government and CSOs. Her speech focused 

on how to engage citizens in public policy making. She also explained the close connection 

between SDGs (in particular goal 16) and the objectives of P4D Project.  

“P4D is consistent with the SDG 16 goal 

towards promoting peaceful and 

inclusive societies for sustainable 

development, providing access to 

justice for all, and building effective, 

accountable and inclusive governance.” 

 

Jessica Magson 

Head of Justice, Security and Conflict 

Resolution 

British Council Bangladesh 

 

 

In the inaugural session of IGSA Workshop Rangpur, on behalf of the P4D team, Mr. Arsen 

Stepanyan, the Team Leader of P4D, gave an overview of P4D Project. He described the 

objectives, activities, components, districts-wise coverage, methodological approach of the 
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project, including its added values and five pillars. He also explained the expected outcomes of 

the P4D project in Bangladesh.  
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Keynote Presentation on IGSA Mechanisms  

The keynote presentation of the workshop was given by Mr. N M Zeaul Alam, the Secretary of 

the Information and Communication Technology Division of the People’s Republic of 

Bangladesh. The presentation aimed to build leadership and inclusive governance skills of 

participants and to sensitise them to social accountability policy instruments.  

In his presentation, Mr. Alam mentioned that inclusive governance means, on the one hand, 

incorporating diverse voices from all levels of the society in policy making and, on the other, 

bringing decision-makers closer to citizens so that citizens can share ideas at the national and 

global levels. The presenter explained in details the rationale of inclusive governance and 

opportunities and obstacles for inclusive governance in Bangladesh. 

The presenter then illustrated the concept of social accountability and the interconnections 

between inclusive governance, social accountability, and presumptions of social accountability 

for government and citizens.  He explained how Inclusive Governance social accountability tools 

could promote inclusive governance.  

Mr. Alam also gave an account of the development of social accountability tools, including the 

legal steps and administrative initiatives taken so far for social accountability, as well as the 

implementation of the social accountability tools in Bangladesh. In particular, he focused on two 

important social accountability tools, namely the Citizen’s Charter and the GRS. He further 

explained the obstacles posed to the implementation of these two tools. 

Last but not least, the presenter how P4D was helping the government to achieve inclusive 

governance. The initiatives included strengthening governance systems to support 

decentralisation, increasing citizens’ participation, promoting further inclusiveness in 

Bangladesh’s growth, and consolidating democratic processes.  
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In the question and answer session, Md. Mominul Islam (Assistant Director, District Savings 

Office of Rangpur) raised a question regarding the planning and implementation of the Citizen’s 

Charter. He opined that some institutions did not implement the CC fully and that the planning 

took much longer time than they were supposed to. In response, the presenter proposed that these 

institutions should be encouraged to use existing mechanisms to avoid further delays. 

Dr. Md. Sarwarul Haque (Deputy Director, Department of Agriculture Extension, Rangpur) had 

a question on the implementation of the GRS, which, as he could observe, had caused conflicts 

between civil servants of two separate departments. In response to the question, Mr. Alam said 

that the mindset of civil servants needed to be changed so that similar issues could be solved 

amicably.  

Md. Zulfiqur Rahman (representative of the Social Projection Committee, Gaibandha) raised a 

question regarding the implementation of the GRS system at the Upazila/District level, in 

particular, Gaibandha District. In response to his question, the presenter said that the current 

electronic version of GRS was not yet available on the Upazila level. He suggested that similar 

issues should be assigned to the Divisional Commissioner for solution.  
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Working Session   

Format 

Following the keynote presentation was the work session wherein participants were divided into 

11 groups of 7 to 10 to have in-depth discussions about the social accountability tools, in 

particular the Citizen’s Charter and the Grievance Redress System. The participants were given 

relevant discussion questions and were joined by facilitators who helped frame the discussions. 

In the brainstorm session, they were guided to first identify obstacles to the implementation of 

social accountability tools and then come up with practical recommendations to overcome the 

obstacles. 

The brainstorm session was followed by group presentations, in which the group leaders 

presented the recommendations collected in their discussions. After each presentation, the 

audience was invited to ask questions. 

Both the 50-minute discussion session and the ensuing group presentation session were 

moderated by two moderators, Dr. Md. Mushfiqur Rahman (Joint Secretary, District & Field 

Admin Branch), and Md. Rahat Anwar (Joint Secretary, Good Governance & Grievance Redress 

Branch) of Cabinet Division. 

The workshop enabled participants from different districts of Rangpur Division to gain a deeper 

understanding of social accountability policy instruments and inclusive governance in 

Bangladesh. The activities were also designed to help them build leadership skills. Perhaps more 

importantly, in the workshop, the participants had opportunities to ask questions, to discuss the 

IGSA tools and relevant issues with each other and keynote presenter, and to work in groups to 

identify achievable solutions.  

Analysis 

This section of the report provides an analysis of the obstacles and recommendations identified 

by the participants in the working session. 

The participants put forward approximately 66 recommendations for improving inclusive 

governance through the use of the GRS and the Citizen’s Charter. 

In the brainstorming session, a majority of the participants agreed that the main obstacle to 

implementing social accountability tools, such as the GRS and the CC, was a lack of 

awareness of these tools among citizens and service receivers in Bangladesh. Other obstacles in 

that regard were: 

 The traditional mind-set of service providers and a lack of training for service providers; 

 Service receivers had little ICT knowledge; 

 There was a lack of publicity about the tools; 

 There was a lack of monitoring of the use of the tools; and 

 There was a lack of commitment amongst service providers. 
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The participants suggested that more effective media campaigns should be organised, an 

effective tool should be introduced, more training should be given to service providers, a reward 

and punishment system should be established, and top-down monitoring should be enforced. 

The workshop identified the main obstacles to implementing the Citizen’s Charter in 

Bangladesh were that: 

 Citizens, or service receivers, had little knowledge about the Citizen’s Charter; 

 Service providers did not have a positive attitude; 

 There was a communication gap between service receivers and service providers; and 

 There was no proper monitoring and feedback mechanism. 

To overcome these obstacles, the participants recommended that the government should 

institutionalise an awareness building programme, provide training programmes for service 

providers, and strengthen the monitoring system with the use of digital devices (so that there is 

little scope for civil servants to disregard the charter and to use discretion). Some participants 

also suggested that public participation and public hearing should be made compulsory so that 

there is no scope to undermine people’s opinions. 

Regarding monitoring tools or mechanisms for the Citizen’s Charter, the participants opined 

that client’s feedback system would be most suitable, adding that both electronic and paper 

forms should be provided. They also highlighted the importance of ensuring the effectiveness of 

Citizen’s Charter Committee, introducing a third-party monitoring system, and establishing a 

link between inspection reports with the Citizen’s Charter. The issue of third-party monitoring 

was questioned by the audience, and it was then agreed that engaging one ministry or department 

of the government in monitoring another that was involved in service delivery may help achieve 

better results. 

To improve the preparation and writing of the Citizen’s Charter, the participants suggested 

that the following steps should be taken in the process:  

 Prepare a comprehensive list of services; 

 Draft the Citizen’s Charter, 

 Identify stakeholders/clients and sharing the draft with them in workshops; 

 Collect feedback from other organisations; 

 Finalize the draft; 

 Make amendments to the draft in a public hearing; and 

 Finalise the Citizen’s Charter.  

The participants agreed that the procedure above could significantly incorporate citizens’ 

opinions. To further ensure public participation in the process, awareness building campaigns, 

regular feedback collection with the use of call centres and committees, and rigorous monitoring 

were key, according to the participants. 

In answering the question of how one could measure citizen’s satisfaction, the participants 

suggested that response boxes and comment registers should be placed at front offices, and 
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scorecards, citizen’s feedback cards should be provided both at front offices and online. To 

ensure relevance, citizen’s feedback should be collected immediately after the delivery of 

services. A periodic survey conducted by a third-party may also help the government to measure 

citizen’s satisfaction levels on service delivery, according to the participants. 

As for third-party monitoring/evaluation, the participants unanimously agreed that it would be 

necessary. They believed that such monitoring/evaluation would be unbiased and that the 

monitoring results would be trusted by the public; it would as a result help improve service 

delivery. Similar to above, the proposed monitoring team should include representatives of a 

ministry/department that is not involved in the delivery – these could potentially be 

representatives of CSOs and the media. 

The main obstacles to the implementation of the GRS in Bangladesh were identified as the 

traditional beliefs of both public servants and the service recipients, a lack of awareness of the 

GRS, a lack of education about the GRS, and a lack of feedback mechanism. To overcome these 

obstacles, the participants suggested that: 

 Public servants should adopt a positive attitude; 

 Campaigns should be organised to raise public awareness of the GRS; 

 People’s participation should be promoted; 

 Complainants should be informed of actions taken; and 

 An open-door policy should be adopted. 

In identifying the measures to be taken for ensuring inclusive governance, the participants 

emphasised the following: 

 Media campaigns to raise public awareness of inclusive governance; 

 Regular meetings with parents and students on the matter; 

 Involvement of local government institutions, CSOs, and NGOs; 

 Increased women’s participation; 

 Regular consultations with citizens; 

 Effective public hearing and yard meeting; 

 Capacity building for service providers as a way to change the traditional mindsets of 

service providers and receivers; 

 Proper monitoring; and 

 Provision of skilled manpower, equipment, and maintenance. 

Some participants had a discussion on the monitoring the use of the GRS in Bangladesh. They 

suggested the following measures to be taken: 

 Raise public awareness of the GRS mechanism and of how to use it, with the use of  

electronic, print and social media; 

 Introduce uniform reporting, that is, using the same form for reporting multiple types of 

incidence; 

 Introduce a proper evaluation system; 
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 Include the GRS in monthly meetings as an agenda item; 

 Introduce public hearing and a feedback system; and 

 Introduce a reward and punishment system for implementing the GRS. 

The participants named the following traits of an administrative culture that had impeded an 

effective implementation of accountability tools in Bangladesh: 

 Traditional mind-set of officials and the public; 

 Unwillingness to share success and tendency to blame others when there were problems; 

 Absence of a performance-based evaluation of officers; 

 A lack of awareness of Protection for Grievance Lodgers; and 

 Overemphasis of one’s career progression. 

To change the administrative culture, the participants said that more motivational activities 

should be organised for civil servants to change their traditional beliefs. Moreover, a 

performance-based evaluation system should be introduced to replace ACR, awareness-building 

programmes should be organised, protection for Grievance Lodgers should be strengthened at 

the grassroots level, and reward and punishment systems should be introduced and enforced at 

all levels, according to the participants. 

With regards citizen's participation in service delivery system through the use of the GRS, 

most participant saw the protection of complainants as the most important. This was because 

complainants were at times harassed by public servants and their supporters with a vested 

interest. Therefore, the complainant needs protection from harassment in order to seek redress. 

Other suggested measures included: 

 Introduce a system for service receivers to rate their satisfaction levels, such as the use of 

a set of icons to let the services rate easily; 

 Inclusion of the GRS in school education; 

 Hold public hearings (so that officers could explain failures in delivering services and 

suggest necessary corrective measures); and 

 Allow social actors, such as the print and electronic media, CSOs, and NGOs, to help the 

public in seeking redress. 
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Attendance by Gender 

In the IGSA Workshop Rangpur, at the working session, there were in total 94 participants 

(including facilitators). The participants were divided into 11 groups for the brainstorming 

session. There were 19 female participants and 75 male participants. 

 

The working session participants consisted of a mix of civil servants, decision-makers, focal 

persons of GRS and the Citizen’s Charter, as well as representatives of the academia, LGIs, 

CSOs, in particular those who were carrying out GRS & CC related responsibilities with the 

government, non-government, and private organisations. 
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Closing Session 

At the beginning of the closing session of the IGSA Workshop Rangpur, the Additional 

Divisional Commissioner (General), Mr. Md. Zakir Hossain, thanked all participants for 

attending the event.  

Government Engagement and Sustainability Lead of P4D Project & Additional Secretary to the 

Government of Bangladesh, Kazi Zebunnessa Begum, thanked all stakeholders for their effort to 

organise the event. She also thanked all participants who made recommendations regarding the 

implementation of social accountability tools and said that all recommendations would be taken 

into account for planning next steps.   

 

Finally, Mr. Sultan Ahmed, the Additional Secretary of Cabinet Division and Project Director of 

P4D Project, made a concluding remark by conveying thanks to all participants for their 

presence. The Project Director expressed his profound gratitude to the Divisional Commissioner 

Office of Rangpur and DC Office and all other stakeholders for making the event possible. 
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Next Steps 

P4D recognises the importance of keeping the momentum gathered in the IGSA Workshop, 

Rangpur. In that regard, the following practical steps will be taken to build on the work started in 

the workshop: 

 Organise more workshops to: 

o Engage civil servants, government officials, and representatives of CSOs at the 

divisional and district/field levels; 

o Sensitise these individuals to social accountability policy instruments; and 

o Build their leadership skills and help them gain knowledge of inclusive 

governance; 

 Evaluate the recommendations and implement as many of them as possible; 

 Share the information and experiences gathered in the workshop;  

 Disseminate the workshop report; 

 Develop a knowledge-sharing network made up of the GRS or CC focal 

points/representatives/officers who participated in the workshop; and 

 Follow up with Platforms for Dialogue (P4D) Project colleagues to track the progress 

towards short and long-term goals. 
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Appendix A: Working Session Design and Facilitation 

A wide array of moderation mechanisms were applied during the workshop, such as 

brainstorming session, presentation session, and discussions in plenary. They were adopted to 

promote interactions in the working session, to allow for a qualitative exchange of information 

among participants, and to reach a consensus on solid recommendations regarding the 

implementation of the Citizen’s Charter and the Grievance Redress Systems in Bangladesh. 

 

Brainstorming Session:  

The participants were divided into 11 groups (6 on the Citizen's Charter and 5 on the Grievance 

Redress System) in the second session of the workshop. Each group comprised of around 7-10 

individuals for brainstorming ideas and making recommendations for the following steps. 11 

pre-briefed facilitators joined the groups to promote the discussions. Two moderators were also 

present to direct the entire working session. 

The discussion session were 50 minutes long. In the session, the groups of participants were 

given questions on the IGSA tools for discussions. Each group had a team leader to  choose the 

best five suggestions for presentation in the plenary session.  

  

 

Plenary Session:  

In this phase, the team leader of each group presented to the audience the solid suggestions 

assembled in the brainstorming session. After each group’s presentation, the floor was open for 

questions. The discussions aimed to enhance participation in public decision-making processes in 

an effective, transparent, and non-discriminatory manner.  
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Both brainstorming and group presentation sessions were moderated by Dr. Md. Mushfiqur 

Rahman (Joint Secretary, District & Field Admin Branch) and Md. Rahat Anwar (Joint 

Secretary, Good Governance & Grievance Redress Branch) of Cabinet Division. The moderators 

played a key role in making the sessions interactive and participatory. They guided the 

facilitators, monitored the group discussion session, and summed up the findings of the group 

presentation session. 

Facilitation techniques: 

A facilitator’s primary duty was to help a group of participants to understand the common 

objectives and assist the participants to plan how to achieve the objectives. In the process, the 

facilitator remained ‘neutral’. The facilitators used several facilitation techniques such as 

providing briefs of discussions to participants before the discussions, encouraging questioning, 

encouraging expression of ideas, guiding group discussions, and so forth. The roles of the 

working session’s facilitators were:  
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 To facilitate group discussion; 

 To ensure every participant contributed; 

 To keep the discussion on track (this means tactfully cutting short irrelevant discussions, 

preventing detours, and maintaining a consistent level of details throughout the session); 

 To assist in making the session interactive and participative (The facilitators created and 

maintained a safe and open environment for sharing ideas). 

 To keep track of the time; 

 To motivate participants (He/she established momentum and keep the pace of 

discussion.) 

 To follow moderator’s instructions. 

  

A wide range of facilitation methodologies were utilized in order to make sure all the 

participants get the whole concepts and they can come up with concrete suggestions.  

List of facilitators: 

Sl Name Designation Office 

1 Mohammed Jahedur Rahman Deputy Secretary Grievance Redress Branch,  

Cabinet Division 

2 Md. Mokhlesur Rahman Deputy Secretary Grievance Redress Branch, 

Cabinet Division 

3 Mohammad Wahiduzzaman 

Khan 

System Analyst ICT Cell , Cabinet Division 

4 MQ Nayeem Hossain AC Land Gangachara Upazila 

5 Mohammad Aminul Islam UNO Taragonj Upazila 

6 Md. Arafat Rahman 

 

Additional District 

Magistrate 

DC Office, Rangpur 

7 Rehenuma Tarannum,  

 

Assistant 

Commissioner & 

Executive Magistrate 

Deputy Commissioner Office, 

Rangpur    

8 Ms Jasmine Nahar,  AC Land Kaunia Upazila, Rangpur 
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9 Rashedul Haque   Secretary Rangpur City Corporation 

 

10 Md. Mamun-ur-Rashid Charge Officer Zonal Settlement Office, Rangpur 

11 Abdul Mannan Executive Magistrate RPCC 

 

Workshop presenters: 

N M Zeaul Alam 

Mr. N M Zeaul Alam is the current Secretary at ICT Division, Government of the People's 

Republic of Bangladesh. He is the immediate past Secretary of Coordination & Reforms (CR) of 

the Cabinet Division. Prior to that, he was the Director General of the Department of 

Immigration and Passport. He obtained BSc (Hons) and M.Sc. in Botany from the University of 

Chittagong after that he obtained another Masters from the University of BRAC on Governance 

and Development.  

In his long career Mr. Alam actively participated in different meetings, workshops, seminars, 

regional, bi-lateral and multilateral meetings on trade negotiations in the country and abroad.   

 

“A key objective of this presentation is to build 

leadership and inclusive governance skills of civil 

servants and sensitize them about social accountability 

policy instruments.” 

N M Zeaul Alam 

Keynote Presenter 

 

He led the Bangladesh delegation to SAFTA, BIMSTEC, and APTA negotiation meeting, and 

joined ministerial meetings of those regional trade agreements. He also joined international 

conference on G2P, Open Government Data (OGD), Sustainable Development Goal (SDG) and 

Civil Registration and Vital Statistics (CRVS) abroad.  
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Arsen Stepanyan 

Mr. Arsen Stepanyan is a civil society practitioner and currently the Team Leader, Platforms for 

Dialogue (P4D) Project, Bangladesh. He has extensive experience in providing consultations to a 

number of governmental and non-governmental agencies on constituency relations, public 

participation in and transparency of decision-making processes, and other civil society related 

matters. On the national level, he has worked with the Armenian parliament, different executive 

agencies, and local government institutions, as well as media and non-profit organisations.  

 

“One of the specific objectives of P4D is to 

promote a more enabling environment for the 

effective engagement and participation of the 

citizen and civil society in decision-making and 

accountability mechanisms in Bangladesh”. 

 

Arsen Stepanyan 

Team Leader, 

Platforms for Dialogue (P4D), Bangladesh 
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Appendix B: Participants Grouping 

For the IGSA Workshop, Rangpur, the participants were selected from: 

 Divisional heads of government departments/Focal Points of Rangpur Division; 

 Development Partners; 

 Representatives of the academia; 

 Representatives of the print and electronic media from the same locality; and 

 Representatives of civil society organisations (CSOs), autonomous bodies, training 

institutions, Local Government Institutes (LGIs). 

There were in total elven groups formed for the brainstorming session. 5 groups worked on 

topics related to the GRS and 6 on those related to the CC  

 

Grievance Redress System Groups 

Group 1 

SL Name / Designation /  Organisation  

Question 

1 (GRS) 

What are the steps to be taken by the government (Identify at least 5) for 

ensuring inclusive governance in Bangladesh? 

Facilitator 

Name 

Md. Mokhlesur Rahman, Deputy Secretary, Grievance Redress Branch, 

Cabinet Division 

Participant Name 

1.  Representative, Deputy Commissioner, Rangpur  

2.  Abu Saleh Md Musa, Director, Department of Social Service, Rangpur 

3.  Representative, Civil Surgeon, Rangpur 

4.  Md. Rezaul Haque, Executive Engineer, Department of Local Government 

Engineering , Rangpur 

5.  Rashida Shimu, Representative, Polli Samaj Nari Unnayan Songshta  

6.  Bikash Nawsher Alam, Representative, Boali Young Sporting Club 

7.  Shamsul Haque, Assistant Director, Islamic Foundation, Rangpur 

8.  Faisal Azam, Deputy Director, Department of Fisheries, Rangpur 
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Group 2 

SL Name / Designation / Organisation   

Question 

2 (GRS) 

What are the main obstacles (Identify at least 5) of implementation of 

Grievance Redress System in Bangladesh for ensuring inclusive 

governance? Please suggest steps to overcome the obstacles. 

Facilitator 

Name  

Mohammad Wahiduzzaman Khan, System Analyst, ICT Cell, Cabinet 

Division 

Participant Name 

1.  Md. Rezaul Islam,  Representative, Metropolitan Chamber of Commerce and 

Industry, Rangpur 

 

2.  Ms Shajeda Sultana, Representative, Rangpur Women Chamber of Commerce 

and Industry (RWCCI) 

3.  Kazi Atiah Taiyebi, Assistant Director, District Fisheries Officer, Rangpur 

4.  Zainalabedin, Representative, Dainik Dabalon, Rangpur 

5.  Md. Zulfiqur Rahman, Social Projection Committee (SPC), Gaibandha 

6.  Rabiul Hasan, Representative, Grameen Unnayan Sangstha(VDO) 

7.  Md. Alamiah Mondol, Assistant Post Master General (Post Master), Rangpur 

8.  Md. Asadujjaman,  Assistant Engineer, Department of Public Health 

Engineering (DPHE), Rangpur 

Group 3 

SL Name / Designation /Organisation   

Question 

3 (GRS) 

What are the tools you think appropriate for monitoring Grievance 

Redress System implementation in Bangladesh? Please illustrate the 

process. 

 

Facilitator 

Name  

 MQ Nayeem Hossain, AC Land, Gangachara 

 

Participant Name 

1.  Md. Azaharul Islam, Additional Deputy Commissioner, Nilphamari  

2.  Khondokar Md. I. Hossain , Superintendent, PTI, Rangpur 

3.  Pradip Kumar,  Deputy Post Master General,  Rangpur Division 

4.  Mst. Soma Akter, CSO Volunteer, Magura Shadin Bangla Kriya Chokro  

5.  Md. Shameem Azad Ripon, Organizing Secretary, Magura Shadhin Bangla 

Jubo Krira Chakkra 

6.  Md. Jamiar Hossain, Joint Secretary, Sromokallayan Jubo Pathager 

7.  Md. Abdul Wahab, Divisional Deputy Director, Department of Primary 

Education, Rangpur 

8.  Israt Sadia Shumi, Upazila Nirbahi Officer, Rangpur Sadar, Rangpur  

9.  Mst. Shyamoli Akter, CSO Volunteer, Sromokallayan Jubo Pathager  
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Group 4 

SL Name , Designation  & Organisation   

Question 

4 (GRS) 

Identify the obstacles related to our administrative culture for effective 

implementation of accountability tools in Bangladesh.  Please suggest 

steps to overcome those obstacles.  

Facilitator 

Name  

Mohammed Jahedur Rahman, Deputy Secretary, Grievance Redress 

Branch (Additional Charge), Cabinet Division  

Participant Name 

1.  Professor N K Kumdu, Principle, MoE, TTC, Rangpur  

2.  Joynal Abedin, DAD, Ministry of Defense 

3.   Nirmal Chandra Bepari, Project Coordinator, Practical Action, Rangpur 

4.  Professor Dr. ATM Rezaul Haque, Dean, Faculty of Social Science and 

Humanities, Hajee Mohammad Danesh Science & Technology University, 

Dinajpur  

5.  Md. Akterruzzaman, Deputy Director,  DSHE, Rangpur  

6.  ASM Hasan, DMO, DAM, Rangpur  

7.  Md. Abdur Rashid, Associate Professor, Dept. of Sociology, Hajee 

Mohammad Danesh Science & Technology University, Dinajpur 

8.  Md. Mominul Islam, Assistant Director, District Savings Office/Bureau, 

Rangpur 

Group 5 

SL Name /Designation / Organisation   

Question 

5 (GRS) 

How we can ensure citizen's participation in service delivery system 

through Grievance Redress System? 

Facilitator 

Name  

Mohammad Aminul Islam, UNO, Taragonj 

Participant Name 

1.  Md. Tazul Islam, General Manager, Bangladesh Telecommunications 

Company Limited, Rangpur 

 

2.  Md. Nur Kutubul Alam, ADC ( General), Thakugoan 

3.  Dr. Md. Sarwarul Haque, Deputy Director, Department of Agriculture 

Extension, Rangpur 

4.  Aktarun Nahar, Representative, PARASPOR 

5.  Kajla, Mohilla Vice Chairman 

6.  Md. Mohrom Ali, Deputy Director, National Savings Directorate, Rangpur 

7.  Dr. Md. Abdul Mazid, Assistant Director, Divisional Livestock Office, 

Rangpur 

8.  Sirazul Islam, Representative, PARASPOR  
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Citizen’s Charter Groups 

Group 1 

SL Name , Designation  & Organisation   

Question 

1 (CC) 

What are the main obstacles (Identify at least 5) of implementation of 

Citizen's Charter in Bangladesh for ensuring inclusive governance? Please 

suggest steps to overcome the obstacles? 

Facilitator 

Name  

Md. Arafat Rahman, Additional District Magistrate, Office, Rangpur  

 

Participant Name 

1.  Md. Ahsan Habib, ADPEO, DPEO Office  

2.  Nazmus H. Sakib, Assistant Engineer, Department of Roads & Highway, 

Rangpur 

3.  Assistant Commissioner, DC Office, Nilphamari 

4.  Javed Iqbal, Staff Reporter, Dainik Manabjamin, Rangpur 

5.  Asia Khatun, Member,  Zia Bari integrated Crop Management Farmer 

Organisation 

6.  Uttam K Roy, Upazila Nirbahi Officer, Gaibandha Sadar, Gaibandha 

7.  Moklesur Rahman, Representative, Ayma Jholoy New Star club 

8.  Shahrina Dilruba, District Education Officer, Rangpur 

Group 2 

SL Name , Designation  & Organisation   

Question 2 

(CC) 

What are the tools or mechanisms you think appropriate for monitoring 

Citizen's charter implementation in Bangladesh?? 

Facilitator 

Name  

Rehenuma Tarannum, Assistant Commissioner & Executive Magistrate, 

Deputy Commissioner Office, Rangpur   

Participant Name 

1.  Mst. Rokhsana Begum, Deputy Director, Local Government, Gaibandha  

2.  Tarun Kumar Roy , Inspector, Department of Narcotics Control, Rangpur 

3.  Md. Zakir Hossain, Assistant Engineer, Public Works Department, Rangpur 

4.  Md. Shohel Rana, Senior AE, Zila Parishad, Rangpur 

5.  Representative, Department Public Administration 

Begum Rokeya University, Rangpur. 

6.  Nuzhat Tabussum Rimu, District Cultural Officer, District Shilpa Academy 

Rangpur  

7.  Md. Ala Mia Mondol, APMG, Rangpur 

8.  Md. Mojaharul Islam, Director, Zia Bari integrated Crop Management Farmer 

Organisation 
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Group 3 

SL Name , Designation  & Organisation   

Question 

3 (CC) 

How we can ensure people's participation in preparation and 

implementation of Citizen's charter? Please describe the process? 

Facilitator 

Name  

Ms. Jasmine Nahar, AC Land, Kaunia, Rangpur 

Participant Name 

1.   Md. Mehedi H Khan Shaon, Assistant  Commissioner, Panchagar  

2.  Md. Mehedi Hasan, Executive Engineer, Water Development Board, Rangpur 

3.  Syed Forhad Hossain, Deputy Director, Local Govt. D C Office, Rangpur 

4.  Dr. Mozammel Hossain, Director, Prime Medical College Hospital, Rangpur 

5.  Ms. Shaheda Begum, Member, Ayma Jholoy New Star club 

6.  Chhanda Paul, Assistant Commissioner ( Land), Sadar, Rangpur 

7.  Md. Hasu Miah, Deputy Secretary, RMCCI  

Group 4 

SL Name , Designation  & Organisation   

Question 

4 (CC) 

How we can measure citizen's satisfaction/feedback in service delivery 

system? 

Facilitator 

Name  

Abdul Mannan, Executive Magistrate, Rangpur City Corporation 

Participant Name 

1.  Dr. Shah A. Islam,  Assistant Professor, Rangpur Community Medical College 

, Rangpur 

 

2.  A. T. M. Nazmul Huda, Director, Department of Family Planning, Rangpur 

3.  Md. Asadujjaman Semi, Assistant  Engineer, Department of Public Health 

Engineering, Rangpur 

4.  Representative, Local Government, Gaibandha 

5.  Dr Md.Delwar Hossain, Director, Northern Community Medical College 

Hospital, Rangpur  

6.  Md. Humayun Khaled, Director, RDRS, Rangpur 

7.  Md. Alamgir Hossain, Assistant  Director, Department of Youth 

Development, Rangpur. 
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Group 5 

SL Name , Designation  & Organisation   

Question 

5 (CC) 

Please identify and list at least five reasons for low awareness about 

Citizen's charter in Bangladesh? What steps can be taken to build up 

awareness? 

Facilitator 

Name  

Md. Mamun-ur-Rashid, Charge Officer, Zonal Settlement Office, Rangpur 

Participant Name 

1.  Md. Asraful Islam, DDLG, Divisional Commissioner Office, Rangpur  

2.  Anil Chandra Barman, Divisional Social Service Officer, Department of 

Social Service, Rangpur. 

3.  Representative, Mohila Vice Chairman, Upazila Parishad, Rangpur Sadar, 

Rangpur 

4.  Md. Ayub Hossain, Sr. Coordinator, ESDO, Rangpur 

5.  Md. Raihanul Islam, NDC, District Commissioner Office, Rangpur 

6.  Md. Abu Sayyid, Representative, BRAC 
7.  Zuel Ahmed, Journalist, Bangla Vision 

8.  Nawsher Alam, President, BYSC  

Group6 

SL Name , Designation  & Organisation   

Question  

 

Do you think at this stage third party monitoring/evaluation is necessary for 

ensuring accountability in service delivery system in Bangladesh?  

 

Facilitator 

Name  

Representative, P4D Project  

Participators Name 

1.  Mostak Ahmed, District Child Affairs Officer, Rangpur 

 

 

2.  Rashid Babu, Secretary, Rangpur Press Club  

3.  Abu Taleb, News Editor, Dainik Juger Alo, Rangpur  

4.  Merina Lovely, Staff Reporter, Channel I  

5.  Abdur Rahman Mintu, Representative, Alokito Bangladesh  

6.  Mahbubul Islam, Journalist, ATN Bangla  

7.  Dipa Rani Sarker, Assistant Commissioner, Dinajpur  

8.  Shimu Akter, Representative, BYSC  
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Appendix C: Invitation Card and Programme Schedule 
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Programme Schedule for Working Session 

Time Session Remark  

11:30-12:01 am 

 

Key Note Presentation 

 

Mr. N M Ziaul Alam 

Secretary, ICT Division and former 

Secretary (Coordination & Reforms), 

Cabinet Division 

12:.01-12:30 pm Open Discussion / 
Question  & Answer 

Moderated by the Keynote Speaker 

12:30-01.30 pm 

 

 

 

Syndicate Work/ Group 
Exercise 

10-12 groups divided in two rooms 

Facilitated by Moderators 

1. Dr. Md. Mushfiqur Rahman 

Joint Secretary, Cabinet Division 

2.Mr. Md. Rahat Anwar                             

Joint Secretary, Cabinet Division                            

&  Team of Facilitators 

01:30 – 02:15 pm Lunch & Prayer Break 

02:15 - 03.15  pm Group Presentation 

 

Maximum 5 minutes for each group 

(single or joint) 

03:15-03:35 pm Presentation of Summary 

of Findings By Moderators 

 

 

1. Dr. Md. Mushfiqur Rahman 

Joint Secretary, Cabinet Division 

2. Mr. Md.   Rahat Anwar                           

Joint Secretary, Cabinet Division                             

03:35-04:00 Closing Remarks by 
Chairperson 

 

Mr. Sultan Ahmad 

Additional Secretary,  Cabinet Division 

& Project Director, P4D Project 
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Appendix D: Working Session Discussion Outcomes 

IGSA Workshop Rangpur Participants (group-wise) made the following recommendations: 

Citizen’s Charter Group 1: 

Question: What are the main obstacles (Identify at least 5) of implementation of citizen's charter 

in Bangladesh for ensuring inclusive governance? Please suggest steps to overcome the 

obstacles.  

Main obstacles of implementation of citizen's charter in Bangladesh for ensuring inclusive 

governance are:   

 Mindset or attitude of service receiver and service provider 

 Non-realistic time-frame for service delivery  

 Lack of promotion about CC among the public 

 Misplacing CC write up or billboard 

 Lack of idea about CC among the service receivers 

Steps to be taken for overcoming the obstacles are:   

 Developing professionalism and change the mindset  

 Increase awareness raising campaign 

 Having full idea about the types of services given by the service providers 

 Exhibiting services in a realistic way 

 Placing CC List or Board in a proper place 

Citizen’s Charter Group 2 

Question: What are the Tools or Mechanisms for Monitoring Citizen Charter in 

Bangladesh? 

Following tools or mechanisms can be used for the monitoring of Citizen’s Charter in 

Bangladesh. 

 Citizen charter in proper format and  information 

 Manual and online feedback system (Introducing client’s feedback system which may be 

online or off line) 

 Monitoring Committee  to monitor all requests ( Making Citizen’s Charter Committee 

more effective (committee system is everywhere and through this the implementation 

will be monitored) 

 Periodical Monitoring  

 Skilled staff in helpdesk with required documents 

 Incentive to related staffs  

 Identifying problems  in providing services enlisted in citizen charter 
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Citizen’s Charter Group 3 

Question: How we can ensure people’s participation in preparation and implementation of 

Citizen’s Charter? Please describe the process?  

People’s participation in preparation: 

 Consultation with the stakeholders 

 People’s need based 

 Taking opinion after finalizing the draft.  

People’s participation in implementation: 

 Communication with the clients 

 Publicity/advertising  

 Help desk/information desk  

 Feedback from the clients  

 

Citizen’s Charter Group 4  

Question: How we can measure citizen’s satisfaction/feedback in service delivery system? 

Measures: 

 Discussion between service provider and citizens 

 Survey about service  

 Monitoring cell 

 Opinion box 

 Instant feedback system 

 Research 

 Impact   

 

Citizen’s Charter Group 5 

Question: Please identify and list at least five reasons for how awareness about Citizen's 

Charter in Bangladesh? What steps can be taken to build up awareness? 

 Reasons for low awareness about Citizen's charter in Bangladesh are:  

 Lack of Education 

 Mind setup barrier 

 Communication gap 

 Lack of ICT Knowledge 

 Friendly environment 
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Following steps can be taken to build up awareness on Citizen’s Charter:  

 Level  of quality educations should be  elevated 

 Publicity to mass people 

 Building positive  attitude of service providers 

 Internet access should be available and low of cost 

 Proper  initiative of  authority   

 

Citizen’s Charter Group 6 

Do you think at this stage third party monitoring/evaluation is necessary for ensuring 

accountability in service delivery system in Bangladesh? 

 

Third party monitoring evaluation is necessary to ensure accountability between service provider 

and service receiver.  

Additionally a hot line can be established.  

Justification:  

 to eradicate the scope of unnecessary complains;  

 to ensure timely delivery of services third party monitoring is necessary;  

 to monitor the work of service providers,  

 third  party can work as a representative of both service provider and service receiver,  

 third party can ensure Citizen Charter in all offices.   

GRS Group 1 

Question: What are the steps to be taken by the Government for ensuring inclusive 

governance in Bangladesh? 

Steps to be taken for ensuring inclusive governance 

 To ensure public hearing in all offices and LGIs 

 All standing committees of LGIs should be functional 

 Peoples participation should be ensured during formulation of annual work plan and 

budget preparation for Govt. offices 

 People should be sensitized about RTI 2009 

 Local participation should be ensured in implementation and monitoring process of all 

govt. project or works 

GRS: Group 2 

Question: What are the obstacles of implementing Grievance Redress System in 

Bangladesh for ensuring inclusive governance? 

Obstacles:  
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 Rigid mind setup against public grievance 

 Absence of Open Door solution 

 Lack of training on ICT and applications of the Service Provider 

 Lack of effective Monitoring System 

 Lack of awareness of the GRS System of Mass people & service provider 

How to overcome the Obstacles?  

 Proactive & creative administration 

 Sensitize citizens 

 Establish Open door policy 

 Ensure proper training on ICT among the Service Provider 

 Establish strong Monitoring System  

GRS: Group 3 

Question: what are the tools you think appropriate for monitoring Grievance Redress 

System implementation in Bangladesh? 

Ways to Monitor the GRS 

 Maintaining of GRS Register 

 Daily GRS Digital Monitoring Board 

 Inter Departmental e-filing System 

 Providing GRS Monthly Statement 

 Surprise Visit/Inspection 

 Public Hearing. 

GRS: Group 4 

Obstacles related to our administrative culture for effective implementation of 

accountability tools:  

 Less accessibility including superior attitude; 

 Lack of ethical and moral attitude of both provider and client; 

 Illegal lobbying with the service provider; 

 Lack of information, e-knowledge and effective communication  

 Political involvement and socio-structural and cultural practices 

Solutions:  

 Awareness build-up  

 Attaining bottom-up method rather than top-down method 

 Fair political practices 

 Enhancement of moral, ethical and religious values 

 Creating equal opportunities and respect for all  
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GRS: Group 5  

Question: How we can ensure citizens participations in service delivery system through 

Grievance Redress System? 

We can ensure citizens participations in service delivery system through Grievance Redress 

System in following key words  

 Public in hearing 

 Complaint Box 

 Yard meeting 

 Official Training in various Government/non-Government Organisations 

 Social media, example: Facebook page/website 

 Meeting in union porishad training club/ stack holder group 

 In Moszid 

 Leaflet/Poster/Festoon 

 School/college meeting involving student/teacher 

 Help in Local channel/Dish-line 


