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CUTS intervened to improve 
the services of the Jaipur 
Municipal Corporation by 
emphasising the importance 
of local government and 
strengthen the roots of local 
self-governance by taking 
power to the people in the 

th
spirit of 74  Constitutional 
amendment in partnership 
with The Asia Foundation. 
The intervention could 
achieve several outcomes 
including enhanced level of 
awareness and civic sense 
among citizens, 
engagement of service 
providers/elected 
representatives resulting in 
to improved services and 
resolved grievances and 
vigilant media. The project 
also built the capacity of 
local community based 
organisations and citizen 
action groups who 
continued working as a 
linkage between citizens 
and service providers.  

49 percent of people are throwing garbage in the open; 75 percent admit that they 
face problems due to stray animals; 50 percent do not get redressal of their 

complaints. These were some of the key findings presented in the ‘Dissemination cum 
Advocacy Meeting’ organised by CUTS in Jaipur on August 28, 2014 under project 
entitled MyCity supported by The Asia Foundation, New Delhi. 

To measure the status of services delivered by Jaipur Municipal Corporation (JMC) 
and know the level of citizen’s satisfaction, social accountability (SAc) tools, such as 
Citizen Report Card (CRC) and Public Service Index (PSI) were used. Findings from CRC 
and PSI were shared through a presentation wherein the status of services in different 
wards was shared. 

As chief guest of the programme, Jyoti Khandelwal, Mayor of Jaipur City said that 
as development is a continuous process, problems also keep emerging; hence efforts 
should be made continuously. She said that ward committees should be formed and 
even there is a provision in the Municipal Corporation Act for the same. She said that 
as we keep our houses clean, we should also consider the city as our own and keep it 
clean. She also stated that we also need to look into other aspects of service delivery, 
such as issues of sanitation workers and should also go deeper in the roots of 
problems. 

Ratna Jain, Mayor, Kota City through a presentation, briefed on the interventions 
made by her through use of technology, especially the mobile application where any 
citizen cannot only go through the required information but also can file complaints. 
She said that there is confusion among citizens prevailing due to multiple agencies and 
lack of awareness with regard to the scope of work. She also emphasised on the lack of 
financial resources to carry out the desired interventions. Jain said that there is a need 
for convergence and citizen monitoring of implementation of schemes. She also 
expressed that chief executives of municipalities should be senior IAS officers, so that 
functions can be carried out effectively. 

George Cheriyan, Director, CUTS in opening remarks opined that Jaipur is a fast 
rdgrowing city having population of 33.5 lakhs in 2014. He pointed out that 73  

Amendment of the Constitution is functioning well in rural areas, however there is no 
thprogress on implementation of 74  Amendment, such as formation of ward sabhas in 

urban bodies. 

Role of Civic Engagement in 
Enhancing Quality of Services



Sagar Parsai, Country Representative, 
The Asia Foundation briefed that there can 
be a debate on findings presented, 
however the perceptions on lapses need to 
be addressed. Hence, it is important to get 
feedback of citizens for improving quality in 
delivery of services. 

Rao Rajendra Singh, MLA, Rajasthan 
while delivering his address said that as 
citizens we should fulfill our fundamental 
d u t i e s  a n d  m a ke  ef fo r t s  to wa rd s 

conservation of human capital. He emphasised on the need of developing civic sense for a better future. He also 
said that there should be a dialogue among leaders across political parties for better outputs. 

Manish Pareek, Deputy Mayor of Jaipur City raised that the required devolution of powers to elected 
representatives in urban local bodies has not happened due to various reasons which is resulting in poor service 
delivery.  

Amar Deep Singh, Project Coordinator, CUTS through a power point presentation shared the findings of study 
with status of Jaipur city in terms of selected services of JMC. He also presented specific recommendation to 
policymakers, concerned departments and other relevant stakeholders. He shared findings which showed the 
impact created by MyCity intervention and improved services, as the study showcases. 

More than 100 participants attended the meeting, including representatives of Jaipur-based civil society 
organisations (CSOs), resident welfare societies, councillors of various wards, officials from JMC and other line 
departments as well as media. 

Mandakini Surie, Senior Programme Officer, The Asia 
Foundation India along with George Cheriyan, Director and 

Amar Deep Singh, Project Coordinator of CUTS met with Jyoti 
Khandelwal, Jaipur City Mayor on April 24, 2014 and discussed issues 
of local self-governance and MyCity project. Mayor appreciated 
efforts made under MyCity to engage citizens in the urban area. She 
also raised various issues related to the civic sense and mentioned 
that MyCity approach in selected wards of Jaipur city is helping raising 
general awareness about civic issues in public.  

Barbara Smith, Senior Director, 
Governance and Law; John Taylor, Urban 
Governance Consultant,  The Asia 
Foundation, USA; Mandakini Surie along 
with MyCity team had a meeting with K K 
Bhatnagar, Chairman, State Commission 

on Urbanisation, Government of Rajasthan on September 17, 2014 to discuss ‘Urban Governance Issues and 
Challenges in India, with Special Reference to Rajasthan’. The discussion was fruitful and Bhatnagar applauded 
efforts made under MyCity to engage citizens in the urban area. 

Fostering Dialogues on Urban Governance

All partner CSOs of MyCity gathered on 
S e p te m b e r  2 4 ,  2 0 1 4  to  s h a re  t h e i r 

experiences and discuss challenges faced while 
implementing activities and sustainability of the 
intervention beyond project period. Partners 
raised various issues, such as difficulties in dealing 
with JMC officials and councillors, mobilising the 
targeted number of citizens etc. CSOs along with 
members of citizen action group will meet on 
regular basis to raise local urban issues.   

Strategic Planning for Sustainability



Interface meetings between community members and 

service providers including councillors, officials from JMC 

and other line departments were conducted in all new 

wards by the partner CSOs. The first round of interface 

meetings were conducted after an analysis of the data 

gathered from CRC. 

The objectives of the meeting were to inform 

participants about ward-specific data of CRC; generate 

discussion on emerging issues; and discuss possible 

measures to improve the situation. It was helpful in 

establishing a line of communication between the 

community and service providers at the ward-level. The 

feedback and comments gathered from interface meetings 

were incorporated in the findings of the research. The 

second round of interface meetings were conducted after 

the final Dissemination and Advocacy Meeting. 

Three consultation meetings were organised to involve 
targeted stakeholders in interventions. CSOs, Councillors 

and Officials of JMC were mainly identified for the 
consultation. 

After having consultation with city-based CSOs, a 
Councillors’ Consultation meeting was organised on February 
17, 2014 to build the rapport with JMC councillors as well as to 
take their feedback about MyCity. Manish Pareek and nine 
councillors of JMC took active part in the consultation and 
shared their views. Representatives of partner CSOs also 
participated to interact with councillors. All councillors 
assured to provide necessary support for project activities. 

Another consultation meeting was organised with JMC 
officials in Jaipur on April 09, 2014. Officials including zone 
commissioners, health officers, revenue officers, executive 
engineers, sanitation inspectors etc. participated in the 
meeting. The meeting was aimed to share objectives of the 
project and build rapport with officials for effective 
implementation. This consultation was also helpful in understanding problems, shortcoming in services by JMC 
officials. MyCity team members facilitated the discussions and visited all zone offices as part of the scoping of 
targeted areas. 

Consultation on Urban Services

To maintain regular interaction with members of the 

community, meetings were organised by partner CSOs in 

their respective wards. Councillors of concerned wards, 

community members, representatives of resident welfare 

societies, members of citizen action group participated in 

these meetings to discuss local issues and possible solutions 

at the ward-level. These meetings proved helpful in 

generating awareness among cit izens about civic 

responsibilities and their roles in improving services. Issues 

were noted down by the partner CSOs for further follow up. 

Enhancing Civic 
Responsibility among Citizens 

Interface between Citizens and Service Providers



In Media

Engaging citizens with the 

support of local CSOs under 

MyCity intervention indicated 

clear impact on services 

delivered by local bodies. 

Comparative study shows the 

positive development with 

regard to condition of roads, 

street lights, garbage 

collection and stray animals 

etc. Active role of citizens is 

important in success of such 

initiatives 
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