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Right to Information

The Constitution of the People’s Republic of Bangladesh has
declared that all powers of the Republic belong to the people. In
order to establish the ownership of the people, the Right to Infor-
mation Act, 2009 was formulated. People can assert their rights on
the relevant authorities through the Right to Information Act. Avail-
ability of right information at the right time ensures easy and
affordable services for the recipients and reduces their tendency of
lodging complaints.

The present government is working in order to achieve Vision
2021and for that it is essential to ensure good governance at all
levels of society. And one of the preconditions for good governance
is to ensure transparency and accountability. Implementation of
Right to Information Act can be one of the key tools for ensuring
transparency and accountability in public administration. Besides,
perfect implementation of the Right to Information Act can facili-
tate establishment of equity in the society, remove disparity, and
above all, raise awareness among people. As a result, every citizen
will dedicate themselves more profoundly in elevating Bangladesh
to middle income status by contributing to alleviation of poverty.
Therefore, effective implementation of the Right to Information Act
is highly needed.

The Right to Information Act is the 20th act in the year of 2009
which was published in the form of Gazette on April 06, 2009. This
Act contains eight chapters, 37 sections and one schedule. This Act
provides detailed description of affairs for which disclosure or publi-
cation of information is mandatory or not. Apart from that, the law
contains description about the procedures for appointment of Infor-
mation Officer, storage of data and methods for proactive disclosure
of information. In fact, the Right to Information Act, 2009 which has
been promulgated for empowering people through ensuring free
flow of information and transparency and accountability, is playing
an important role in establishing good governance.
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Under the initiatives of the Information Commission and with
supports from the Cabinet Division, all ministries/divisions along
with their subordinate offices have formulated guidelines for
dissemination of information in the light of the Right to Information
Act and related rules, and directives have been issued by the minis-
tries to their subordinate offices for their compliance. These guide-
lines are being followed in accordance with the Right to Informa-
tion Act, 2009. Moreover, a notification has been issued for effec-
tive implementation of the RTI Act at the central level by forming a
Working Group on this issue. The activities related to the Right to
Information Act, 2009 have been adopted in the curricula of the
training institutes under different ministries / divisions. Training
courses are being organized in various departments, districts and
upazilas with the help of various private organizations to increase
mass awareness. The appointment of Information Officer, Alterna-
tive Information Officer and the Appellate Officer at Divisional
Commissioner's office, the office of the Deputy Commissioner, the
office of the Upazila Nirbahi Officer, ministry, department, agency
have been completed and respective website in this regard have
been updated.

According to the Right to Information Act, 2009, it is mandatory for
all government, autonomous, statutory organizations and other
institutions which are constituted or run by government or foreign
donations, to provide the citizen with the information applied for.
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The Grievance Redress System

As per Article 21(2) of the Constitution of the People’s Republic of
Bangladesh, “Every person in the service of the Republic has a duty
to strive at all times to serve the people.” Besides, to enhance the
quality of public service delivery, it is necessary to ensure transpar-
ency and accountability in the public administration. With a view to
ensuring transparency and accountability, Grievance Redress
System was introduced in Bangladesh as an effective method like
different countries in the world. The role of GRS is very important in
ensuring accountability of administration to citizens, improving
quality of public services, and strengthening good governance.

The main objectives of introducing GRS are to improve the quality
of service delivery to the public within the minimum possible time
and without any harassment and to develop the mentality among
the public servants to come forward in a self-motivated way to
render the services. Grievances may arise from citizen’s dissatisfac-
tion or aggravation on the quality of services or products or service
providing processes. Even if the grievances are not logical or realis-
tic, presence of an effective platform for demanding redress or
raise voices creates an opportunity for mitigation of citizens’
dissatisfaction and discontent.

In the Grievance Redress System, an application submitted elec-
tronically or by conventional methods in a specific format by
citizens/clients regarding their dissatisfaction on services or prod-
ucts and/or processes of service delivery or unlawful act related to
services delivery or refusal to provide lawful rights to the service
seekers, will be considered as a grievance. Actions on every griev-
ance raised by the citizens are to be considered with due impor-
tance and disposed of in a timely manner according to the nature
of grievance and is to be informed regularly.

Based on the recommendations of the Public Administration
Reform Commission 2000, the Cabinet Division issued a circularre-
garding Grievance Redress System in 2007. Subsequently, for elimi-
nating some confusions about the Grievance Redress System and
making it more systematized and initiating online/software based
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GRS, many inter-ministerial meetings and workshops were held, as
an outcome of which The Grievance Redress System Guidelines,
2015 was formulated by the Cabinet Division. Finally, for making it
compatible with the 2nd generation GRS Software the Grievance
Redress System Guidelines, 2015 (revised in 2018) was formulated.

In 2015, GRS website (www.grs.gov.bd) was hosted by the Cabinet
Division in Bengali and English through which citizens can submit
their grievances electronically to all ministries/departments. At
present, citizens can also submit their grievances to
ministries/divisions and the subordinate departments/ institutions
thereof, including field level offices through existing system (Offline
System). But, for making this system more effective and user-
friendly and for establishing online GRS system in the
Ministries/Divisions/Agencies and their subordinate offices, the
second version of GRS Software was hosted on 25th July 2018.

Provisions have been made in the Secretariat Instructions 2014, for
receiving comments from the citizens relating to the
ministries/divisions/departments and the subordinate offices and
to dispose the girievances in a transparent and neutral manner.
Moreover, GRS is a key part of Annual Performance Agreement
(APA) of different ministries/ departments/ agencies of the govern-
ment. Therefore, GRS is considered as an inseparable part of
administrative responsibility of every government/ semi-
government/ autonomous organization in Bangladesh.
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Citizen’s Charter

A Citizen’s Charter is a written agreement between the citizens and
the service provider mentioning the detailed description of the
service and relevant instructions about service delivery. The
Citizen’s Charter ensures transparency and discipline in public
service delivery. Moreover, it plays a vital role in providing informa-
tion related to services, increases citizens’ participation in public
service delivery and makes the civil servants accountable. In 2000,
the Public Administration Reform Commission (PARC) in its report
titled “21st Century Public Administration”, recommended to
introduce Citizen’s Charters in certain government departments/
organizations. On this backdrop, a circular was issued by the
Cabinet Division on 21st May 2007 to implement Citizen’s Charter
in the ministries/ divisions/departments/organizations. Accord-
ingly, this subject has been included in the Secretariat Instruction,
2014.

In 2012, the Governance Innovation Unit (GIU) under the Prime
Minister’s Office has been involved in implementing the Citizen’s
Charter in the field level. After scrutinizing the existing service
delivery systems, discussions with the stakeholders and reviewing
and evaluating related laws/rules, a uniform format for Citizen’s
Charter was developed. On 3rd August 2017, the Citizen’s Charter
format for field level offices was approved by the Secretaries Com-
mittee on Administrative Development. The format for the
ministry/department/agency was finally approved by the National
Committee on the Government Performance Management in its
6th meeting held on 15th September 2015.

In order to ensure transparency and accountability in the state organi-
zations, formulation of Citizen’s Charter has been ensured in the
ministries/departments and their subordinate offices under the direct
supervision of the Cabinet Division as per the format approved by
Committee on the Government Performance Management. Besides,
instructions have been given to the field level offices for formulating
Citizen’s Charter which are being monitored from time to time.
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The Citizen’s Charters which have been formulated taking into
consideration the frequently changing nature of public services in
course of time, are playing an important role in making visible to the
people the positive attitudes of the government officials. Moreover,
actions related to the Citizen’s Charter have been included as a com-
pulsory strategic target in the Annual Performance Agreement.
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ANNUAL PERFORMANCE AGREEMENT

Annual Performance Agreement (APA) is a modern and effective
method to increase efficiency and ensure transparency and
accountability in government activities in order to ensure proper
utilization of resources. The main purposes of introducing APA are:
shifting the focus of the ministry from process-orientation to
result-orientation, and providing an objective and fair basis to
evaluate overall performance of the ministry/division at the end of
the year. This contract is usually signed for one year and it is evalu-
ated at the end of the financial year.

The APA is basically a one-year contract (understanding) signed
between the head of an office and the head of its next higher office,
so that the two parties are committed to implementing the agree-
ment. This agreement contains details about what the contract
signing office will perform year-round, how much it will perform,
how the implementation progress will be monitored and mea-
sured. In that case, the APA can be considered as a promise, annual
action plan, and implementation monitoring and evaluation tool.
The strategic objectives of the ministry / department are deter-
mined after reviewing the government's Vision 2021, Sustainable
Development Goals (SDG), 7th Five-Year Plan, other strategic docu-
ments, policy related documents of the concerned ministry /
department and budget structure. It is advisable that there should
be a link between the vision, mission, functions and the strategic
objectives of the ministry / department.

During the preparation of this agreement, the concerned depart-
ment determines its vision, mission, strategic objectives, activities,
performance indicators, units, targets etc. Although it is a one-year
agreement, the concerned departments or organizations have to
take into consideration their five-year information while making
this agreement. For example: information related to the achieve-
ment of the previous 2 years, the current year's target and the next
two years projection.
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Decisions was taken in 2014-15 to introduce a Performance Man-
agement System (PMS) in the government offices and agencies and
in that year performance agreement were signed between 48
ministries/divisions and their subordinate offices. It was decided in
2016-17 to expand performance agreement to Divisional, Regional
and District Level offices. Annual Performance Agreements with 51
ministries / divisions have been executed in the fiscal year 2018-19.
It is to be noted that there are two separate policies for executing
the APA, one is for the offices / departments under the ministry /
division and the other is for the field offices.

Annual Performance Agreement is a driving force for the govern-
ment to implement the development programmes. Achievement
of the targets as set out in the Annual Performance Agreement by
ministries/divisions will subsequently ensure the achievement of
the Vision 2021, the targets of 7th Five Year Plan and targets of
SDGs. Therefore, the APA is playing an effective role as a tool for
achieving the goals set out by the government of Bangladesh.
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National Integrity Strategy

For establishing good governance, the rule of law, fundamental
rights, political- economic and social equality, freedom, and justice
for all citizens, the government has formulated National Integrity
Strategy (NIS) in 2012. Exterminating corruption and upholding
integrity is an important and essential requirement of establishing
good governance. In view of tha , the ‘National Integrity Strategy’
has been formulated as a strategic document.

In the NIS, integrity means to have behavioral excellence influenced
by morality and honesty. It implies the loyalty to a society's time
tested standards, principles and customs. At individual level, it
means dutifulness and honesty, as well as good character. Institu-
tions are created by the enlightened and prosperous people and
the people’s goals ultimately become the objectives of the organi-
zation. Therefore, integrity both at individual and institutional level
is important.

The Vision of the National Integrity Strategy is a happy and prosperous
“Shonar (Golden) Bangla” and the Mission is establishment of good
governance in the state run institutions as well as societies. The state
run institutions as well as non-state organizations such as families,
educational institutions, political parties, mass media, civil society and
NGOs and industrial and commercial institutions play equally
important role in establishing integrity and prevention of corruption.

Opinions have been taken into account through a significant
number of advisory meetings/ workshops with various professional
organizations, civil society and citizen groups to prepare the NIS.
Besides, opinions of honorable MPs and stakeholders have been
considered. The draft integrity strategy was kept open on the
Cabinet Division's website inviting public opinions and reviewed by
a committee headed by the honorable Finance Minister to finalize
the structure and contents of this document.

The efforts for elimination of corruption and establishing integrity
in the society and the state are deeply related to each other.
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Considering the fact, 10 state institutions and 6 non-state
institutions have been identified for implementation of integrity
strategy. In this strategy, objective, tactics, context and challenges
have been described and the goal, recommendation and action
plan for those 10 state-run and 6 non-state-run institutions are
presented. For implementing their action plans, short, mid and
long-term proposals have been made.

There is no alternative to implementing the National Integrity Strat-
egy for consolidating good governance in the society as well as in
the state. Establishing a society with fairness and integrity is a
constitutional commitment of our state. In the Constitution of the
People's Republic of Bangladesh, the 'respect for the human dignity
and value' has been identified as one of the basic principles of
state-governance and a commitment has been made to prevent
unearned income' by any means. For the proper implementation of
this principle, the necessity of preventing corruption and establish-
ing national integrity is undeniable.
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