
Citizen’s Charter 

 

A Charter of Patients’ Rights for appropriate information to the beneficiaries, grievance redressal 

and constitution of Hospital Management Committee for better management and improvement of 

hospital services with involvement of Panchayati Raj Institutions (PRI) and NGOs have been made as a 

part of the Indian Public Health Standards (IPHS).  

 

Standards are the main driver for continuous improvements in quality. The performance of Public 

Health Facilities can be assessed against the set standards. This would help monitor and improve the 

functioning of the Health Facilities in the State.  

 

In tandem with the guideline and standards required for Public Health Facilities; Each Health 

Facility (from the SCs to the DHs) displays prominently a citizen’s charter for the public indicating 

the services available, user fees charged, if any, and a grievance redressal system as per the level 

of facility. Likewise one of such model Charters is as outlined below:   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Model CITIZEN’S CHARTER 

for District Hospitals. 

 

1. Mission Statement 

 

2. Access to services 

This is a general hospital. It 

provides medical care to all 

patients who come to hospital. 

Emergency services are available 

24 x 7 without any discrimination. 

The management of this hospital is 

responsible for ensuring the 

delivery of services. 

 

3. Standards of Services 

This hospital provides quality of 

service on the minimum assured 

services set by Indian Public Health 

Standards (IPHS). 

 

4. Your Rights in the Hospital 

1. Right to access to all the 

services provided by the Hospital 

2. Right to Information - including 

information relating to your 

treatment 

3. Right of making decision 

regarding treatment 

4. Right for privacy and 

confidentiality 

5. Right to religious and cultural 

freedom 

6. Right for Safe and Secure 

Treatment 

7. Right for grievance redressal 

8. Right to Emergency Care 

 

5. General Information 

 

1. This is secondary care level 

multispecialty hospital. 

 

2. This hospital has 

              a. .................Beds 

              b. ................. Doctors 

              c. ................ .Nurses 

              d. ................ .Ambulances 

 

6. Services Available 
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7. Enquiries and Information 

 

Enquiry counter is located 

at............. 

Timings for working counter are...... 

Phone no. for telephonic enquiry 

(24 hours 

service).......................................... 

Location guide maps and directional 

signage have been put up at 

strategic points in the hospital. 

 

8. Casualty & Emergency Services 

 

Facilities 

 All Emergency Services are 

available round the clock 

 Specialist doctors are 

available on call from 

resident doctors. 

 Emergency services are 

available for all specialities 

as listed in the OPD Services. 

 Medico legal services are 

available. 



 Referral Services to higher 

centre in case facilities for 

treatment are not available 

in the hospital 

 Round the clock ambulance 

services with basic life 

support. 

 In serious cases, 

treatment/management gets 

priority over paper work like 

registration and medico-legal 

requirements. The decision 

rests with the treating 

doctor. 

 

9. OPD Services 

 

OPD services are available on all 

working days excluding Sundays 

and Gazetted Holidays. 

 

Timings - 

 

Morning ............. am to.................. 

am/pm 

Evening .................... pm 

to........................pm. 

 

Various outpatient services 

available in the hospital are 

detailed below (as available): 

Timings 

Department Room 

No. 

Timings 

General 

Medicine 

 

  

General 

Surgery 

 

  

Obstetrics & 

Gynaecology 

 

  

Paediatrics 

 

  

Eye 

 

  

ENT 

 

  

Skin and VD 

 

  

Psychiatry 

 

  

Orthopaedics 

 

  

Dental OPD 

 

  

....................................................................

....... 

....................................................................

....... 

 

AYUSH Services: 

Homeopathic 

Ayurvedic 

Others 

 

Medical Facilities Not Available: 

1………………...............................................

...2……………………………………….. 

3……………………….................................. 

 

10. Diagnostic services 

 

List of tests available with charges 

are displayed at respective 

departments and enquiry counter. 

Tests are free for Below Poverty 

Line (BPL) patients. Charges can be 

waived on showing proof of BPL 

category or by written permission 

from Deputy medical 

superintendent, medical 

superintendent or Rogi Kalayan 

Samiti. 

 

I. Laboratory Services 

 

Timings - 

Routine tests are done in following 

specialities - 

a. Bio-chemistry 

b. Microbiology 

c. Haematology 

d. Cytology 

e. Histopathology including 

FNAC 

f. Clinical Pathology 

 

II. Radio Diagnostic Services 

Departments Timings 

Departments Timings 

X-Rays 

 

 

Ultrasound 

 

 

CAT scan 

 

 

Color dopler  

 

III. Cardiology Diagnostics 

ECG 

ECHO 

TMT 

 

11. Indoor Patient Services 

There are following wards in the 

hospital 

 

General Bed Bed 



Ward allocated Available 

Male 

Medical 

 

  

Male 

Surgical 

 

  

Female 

Medical 

 

  

Female 

Surgical 

 

  

Maternity 

Ward 

 

  

Children 

Ward 

 

  

....................................................................

....... 

....................................................................

....... 

Private Ward 

....................................................................

....... 

....................................................................

....... 

 

Intensive Care ward 

ICU 

SNCU 

 

Facilities for IPD patients 

 

1. All patients admitted in 

General Wards of the 

2. Hospital are treated free of 

cost. 

3. Free diet 3 times a day as per 

requirement of the patient. 

4. 24 hour nursing services. 

5. 24 hour availability of duty 

doctor. 

 

12. Complaints & Grievances 

 

 Every grievance will be duly 

acknowledged. 

 We aim to settle your genuine 

complaints within.........days of 

its receipt. 

 Suggestions/Complaint boxes 

are also provided 

 At enquiry counter and........... 

in the hospital. 

 If we cannot, we will explain 

the reasons and the time we 

will take to resolve. 

 Name, designation and 

telephone number of the 

nodal officer concerned is 

duly displayed at the 

Reception. 

 

Dr. 

........………….............................................. 

 

Designation.............................................

............ 

 

Tele (O) .…… (R) …… (M)  ………... 

 

Meeting Hours………. to …………... 

 

13. Your Responsibilities 

 

 Please do not cause 

inconvenience to other 

patients. 

 Please help us in keeping the 

hospital and its 

 Surroundings neat and clean. 

Beware of Touts. If you find 

any such person in premises 

tell the hospital authorities. 

 The Hospital is a “No Smoking 

Zone” and smoking is a 

Punishable Offence. 

 Please cooperate with the 

hospital administration for 

normalizing the situation in 

case of an emergency. 

 Please provide useful 

feedback & constructed 

suggestions. These may be 

addressed to the Medical 

Superintendent of the 

Hospital. 


