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Chapter- 1: Governance & Good Governance  
Background 

• Since late 1980s some trends are visible in the 

field of public administration. These trends are 

globalization, redefinition of the role of 

government from directing and controlling the 

various economic activities towards 

partnership and collaboration, treating citizens as customers, focus on providing ‘value for money’, emphasis on “outcomes” rather 
than on rules and procedures and devolution of 

powers to local government and 

administration at lower levels. 

• Governance is seen as a joint responsibility of 

public, private and non-profit institution 

rather than of government alone. Thus, a shift from “government towards “Governance” has 
been place in the field of public administration. “Less government” and “more governance” are 
emphasized in this phase.  

• Government stands for “institutional” entity while Governance stands for “institutional and networked” entity of public sector, private 
sector and the voluntary sector.  

• Governance today is seen in terms of sum total 

of laws, policies, organisations, institution, 

cooperative arrangement and structure 

necessary goods and services to the citizens 

that helped building their capabilities so that 

they could realize their full potential.  

• Thus, governance means collaborative 

partnership among the public, government, 

communities, market and the voluntary 

organisations. This interaction and 

cooperation among the various state and non-

state agencies has given rise to the concept of “Governance”. There has been a gradual shift from monopolistic “government” to a broader based “governance”. 
 

Meaning of Governance 

• The United Nations Development 

Programme (UNDP), 1997, defined governance as “the exercise of economic, 
political and administrative authority to manage a country’s affairs at all levels.  

• It comprises the mechanisms, processes and 

institutions, through which citizens and 

groups articulate their interests, exercise 

their legal rights, meet their obligations and mediate their differences.”  
• In 1993, the World Bank defined 

governance as the method through which 

power is exercised in the management of a country’s political, economic and social 
resources for development.  

• In simple words, Governance is the process 

and institutions through which decisions are 

made and authority in a country is exercised. 

Governance can be used in several contexts 

such as corporate governance, international 

governance, national governance and local 

governance.  

• Thus, governance focuses on the formal and 

informal actors and institutions involved in 

decision-making and implementing those 

decisions.  

 

Stakeholders of Governance 

• Government is one of the key actors in 

governance. Other actors may include 

political actors and institutions, interest 

groups, civil society, media, non-

governmental and transnational 

organizations.  

• The other actors involved in governance vary 

depending on the level of government.  

• Typically, the stakeholders of governance at 

national level can be categorized into three 

broad categories – State, Market and Civil 

Society.  

• The State includes the different organs of the 

government (Legislature, Judiciary and 

Executive) and their instrumentalities, 

independent accountability mechanisms etc. 

It also consists of different segments of actors 

(elected representatives, political executive, 

bureaucracy/civil servants at different levels 

etc.)  

• The Market includes the private sector – 

organised as well as unorganised – that 

includes business firms ranging from large 

corporate houses to small scale industries/ 

establishments.  

• The Civil Society is the most diverse and 

typically includes all groups not included in 

(a) or (b). It includes Non-Governmental 

Organizations (NGOs), Voluntary 
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Organizations (VOs), media organisations/ 

associations, trade unions, religious groups, 

pressure groups etc.  

 

Good Governance 

• The concept of good governance has been 

emphasised in India from even ancient times. Kautilya in his treatise “Arthashastra” has 
mentioned the qualities of a king governed state as “in the happiness of his subjects lies his 
happiness, in their welfare, whatever pleases 

himself, he does not consider as good, but 

whatever pleases his subjects he considers as good”.  
• Mahatma Gandhi also pronounced the concept of “Su-raj”. Good governance has following eight attributes which are essentially “citizen centric” in nature.  

 

Good Governance & its Pillars 

• Good governance aims at building an 

atmosphere and conditions in which all 

citizens irrespective of their class, caste, 

gender and region etc develop their full 

potential and receive the public services 

effectively, efficiently and equitably. The four 

Pillars on which edifice of Good Governance is 

based are following: 

o Ethos 

o Ethics 

o Equity 

o Efficiency 

• Good governance thus places citizens at its 

core. Thus, good governance and citizen centric 

administration are inter-linked with each 

other.  

Strategies for Good Governance 

• Reorienting priorities of the state through 

appropriate investment in human needs. 

• Provision of social safety nets for the poor and 

marginalized. 

• Strengthening state institutions. 

• Introducing appropriate reforms in the 

functioning of Parliament and increasing its 

effectiveness.  

• Enhancing Civil Services capacity through 

appropriate reform measures that matches 

performance and accountability. 

• Forging new alliances with civil society and 

evolving a new framework for government-

business cooperation. 

 

Citizens’ Participation: 

• The concept of citizen participation in 

Governance is essentially based on the 

premise that citizens have a legitimate role in 

influencing decision making processes that 

affect their lives, their businesses and their 

communities.  

• Citizens’ participation in governance 

embodies a shift in the development paradigm 

from citizens as the recipients of development 

to one that views them as active participants 

in the development process.  

• Equally it involves a shift from a “top-down” to “bottom-up” approach to development 

involving increasing decentralisation of 

power away from the Union government and 

closer to grass root levels.  

• Active citizens’ participation in enables citizen 
to demand accountability which helps in 

making government more efficient, effective 

and responsive.  

• It creates a voice for the poor and 

marginalised in public policy and service 

delivery.   

 

Mechanism for Citizens’ Participation in 
Governance 

 

▪ Citizen seeking information: 

• Access to information is a fundamental 

pre-requisite for ensuring citizen 

participation in Governance.  

• The right of Information Act in India has in 

essence already led down the ground work 

for ensuring this pre-requisite for citizen 

participation in governance but it is only 

by greater citizens awareness for their 

rights under this Act that its version of 

transparency can be realised. 

 

▪ Citizen giving suggestion: 

• Listening to the voice of citizens’ not just 
during period election but on an ongoing 

basic is the starting point of participation 

of citizen in governance. 
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• Such listening could be done through 

public hearings, surveys, referendum etc. 

where citizen can give their suggestion 

with regards to their problems as well as 

the possible solutions.  

• Such participation can lead to proactive 

engagement with the policy making 

process thus creating entry points for 

further participation and mobilisation of 

citizens to enter the arena of governance 

 

▪ Citizen Demanding Better Services: 

• The very concept of participation of 

citizens in governance means to serve all 

sections of people. For this to happen the 

government servants should be 

accountable not only to their superiors but 

also to the citizens. So, the government 

agencies have to realise that the citizens 

need to be given voice so that grievances 

are taken care of while providing due 

services.  

 

▪ Citizens Holding Government Agencies 

Accountable: 

• Making public agencies work and ensuring 

that their service delivery would meet the 

criteria of efficiency, equity and customer 

satisfaction, requires citizens to voice their 

grievance and their dissatisfaction in an 

organised manner.  

• The mechanism used could include citizens feedback and surveys, citizens’ 
report card and social audit.   

 

▪ Citizens’ Active Participation in Decision 
Making: 

• Giving citizen ongoing access to the 

decision-making process, beyond periodic 

consultation is a more mature and intensive form of citizens’ participation in 
governance which can help them negotiate 

with government for better policy, better 

plans, better projects etc. 

• At this stage the citizen no longer merely 

voice their grievances with government, 

but it involves government actually 

working with citizens.   

• Innovative experiments are being made by 

the government and reputed voluntary 

organisations in the field of citizens’ participation, for example, the one on ‘City Connect’ in Chennai and Bengaluru by 
Janaagraha for providing a platform to 

various stakeholder to interact with and 

support the government for improvement 

of urban infrastructure and the one on “Bhagidari” by government by NCT of 
Delhi for facilitating citizens participation 

in maintenance and upgradation of 

services. Active and corporative 

involvement of government agencies in 

such effort would also promote citizen 

participation.  

 

Core Characteristics of Governance 

United Nations Development Programme (UNDP) 

recognizes eight core characteristics of good 

governance: 

• Accountability 

• Consensus oriented 

• Transparent 

• Participatory 

• Responsive 

• Effective and Efficient 

• Equitable and Inclusive 

• Follows the Rule of Law 

 

Accountability in Governance: 

• In all democratic countries, civil servants are 

accountable both to the political executive and 

to citizens for ensuring responsive, 

transparent and honest policy 

implementation and service delivery.  

• But ensuring accountability for performance 

is not a simple task in government service; 

there are immense complexities involved in 

making public officials answerable for outputs 

and outcomes.  

• The accountability mechanisms in any 

country are broadly categorized as those that 

are located within the State and those outside.  

• Accountability of the executive arm of the 

government to Parliament and to the citizen of 

the country is of course the fundamental 

features of the democracy.  

• The final expression of accountability in 

democracy is through the medium of periodic 

election which is an instrument for punishing 
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and rewarding the Government of the day and 

therefore, serves as an ultimate instrument of 

accountability. 

• Accountability is the acknowledgment and 

assumption of responsibility for actions, 

products, decisions, and policies. 

• The components of accountability are 

answerability i.e., questions asked of public 

officials have to be answered by them, 

sanction, redress and system improvement. 

• In general, an organization or an institution is 

accountable to those who will be affected by 

its decisions or actions. 

• Accountability cannot be enforced without 

transparency and the rule of law. 

• There are two types of questions that can be 

asked. One type as under the RTI Act merely 

seeks information/data and involve one way 

transformation of Information. 

• The second type of question enquires not just 

as to what was done but why; and therefore, 

involves a consultative two-way flow of 

information with a citizen usually providing 

feedback in respect of working of government 

department and service delivery of public 

agencies.  

 

Participation:  

• Participation of all section of society is 

cornerstone of good governance.  

• Participatory governance provides 

opportunities for citizens to take part in 

decision making, implementation and 

monitoring of government activities.  

• However, participation needs to be informed 

and organized. This includes freedom of 

association and expression as well as an 

organized civil society. 

 

Consensus Oriented:  

• Good governance requires mediation of the 

different interests in society to reach a broad 

consensus on what is in the best interest of the 

whole community and how this can be 

achieved.  

• It also requires a broad and long-term 

perspective on what is needed for sustainable 

human development and how to achieve the 

goals of such development. 

 

Rule of Law- Zero Tolerance Strategy:  

• Good governance requires fair legal 

frameworks that are enforced impartially.  

• It also requires full protection of human 

rights, particularly those of minorities and 

vulnerable sections of the society.  

• An independent judiciary and an impartial 

and incorruptible police force is sine qua non 

for impartial enforcement. 

• The 2nd ARC in its fifth report on ‘Public Order’ 
has stated that in our country there is a 

tendency for some enforcement agencies not 

to rigorously enforce the provisions of law. 

This is particularly evident in case of traffic 

related violations, civic offences, infringement 

of pollution control laws etc.  

• For this part, sometimes, the citizens are 

equally to blame for flaunting rules with 

impunity and without regards to public 

health, safety and consideration for others. 

The commission recommended that 

• All public agencies should adopt zero 

tolerance strategy towards crime, in order to 

create a climate of compliance with laws 

leading to maintenance of public order.  

• This strategy should be institutionalized in 

various public agencies by crating 

appropriate statistical databases, backed up 

by modern technology to monitor the level of 

trends of various types of offences and link 

these to a system of incentives and penalties 

for the officials working in these agencies. 

• It should be combined with initiatives to 

involve the community in crime prevention 

measures. 

 

Equitable and Inclusive:  

• A society’s wellbeing depends on ensuring 
that all its members feel they have a stake in it 

and do not feel excluded from the mainstream 

of society.  

• This requires all groups, particularly the most 

vulnerable, have opportunities to improve or 

maintain their well-being. 

 

Responsive:  

• Good governance requires that institutions 

and processes try to serve all stakeholders 

within a reasonable timeframe.  
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• Redressal of citizen grievance, citizen 

orientation, citizen friendliness and timely 

delivery of services are key component of 

responsive governance. 

 

Effective and Efficient:  

• Good governance means that processes and 

institutions produce results into the optimum 

use of resources at their disposal.  

• Thus, it also covers the sustainable use of 

natural resources and the protection of the 

environment. 

 

Transparency:  

• Transparency means that decisions taken and 

their enforcement are done in a manner that 

follows rules and regulations.  

• It also means that information is freely 

available in easily understandable forms and 

directly accessible to those who will be 

affected by such decisions and their 

enforcement.  

• It also means that enough information is 

provided and that it is provided in easily 

understandable forms and media.  

• For example, in India the Right to Information 

(RTI) Act has been a powerful instrument in 

the hands of people to ensure transparency in 

the decision-making process of executive. 

 

Civil Service Reforms:  

• Civil servants’ man various institutions of 

government. Their attitude, competence, 

efficiency and approach to governance 

determines the experience that a citizen 

has with government. 

• The 2nd ARC has made detailed 

recommendation on civil services reforms in its report on “Refurbishing of Personnel Administration”.  
• One of the core principles for reforming the civil services has been ‘providing citizen centric administration’ so that the 

governance apparatus becomes an 

instrument of service to the people.   

 

Ethics in Governance:  

• Ethics is a set of standards that society places 

on itself and which helps guide behaviours, 

choices and actions. Corruption and the abuse 

of office is an important manifestation of the 

failure of ethics. 

• Ethics in governance, however, has a much 

wider import than what happens in the 

different arms of the government. 

• There should be ethics in citizen behaviours 

because such behaviour impinges directly on 

ethics in government and administration.  

 

Process Reforms:  

• After appropriate laws have been enacted, 

policies laid down and institutional structure 

determine, it is important that the appropriate 

processes are put in place to ensure that they 

serve the citizens effectively and efficiently.  

• These include well designed citizens’ charters 
with in-built penalties for non-adherence to 

commitments made, independent, 

empowered and effective anti-corruption 

agencies and innovative tools to involve citizens in government’s functioning.  
• All these, combined with legislations like the 

Right to Information Act, will undoubtedly 

play a major role in promoting a citizen 

centric administration. 

 

Periodic & Independent Evaluation:  

• Periodic and independent evaluation of the 

quality of Governance has been aptly said that 

what is not monitored, never gets done. This 

underscores the need to periodically evaluate 

the quality of governance at all levels. 

• This evaluation can be done internally as well 

as by external independent agencies.  

 

Good Governance in India:  

• India has to make big leaps to improve its 

governance records. Multiple steps have been 

taken in this regard. For example, the two 

biggest initiatives which have been taken in 

India for empowering common man and 

effective functioning of governance include 

Right to Information Act and E-governance 

measures.  

• Good governance initiatives can be 

summarized as following:  

o Decentralization and People’s 
Participation - 73rd and 74th 

Constitutional amendment Act 
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o Developing programs for weaker 

sections and backward areas. 

o Financial management and budget 

sanctity  

o Simplification of procedures and 

processes  

o Citizen’s Charters  
o Sevottam model  

o Redress of Citizen’s Grievances  
o E-Governance and use of ICT tools  

o Public service morale & anti‐
corruption measures  

 

Minimum Government & Maximum Governance: 

• It means a citizen friendly and accountable 

administration. It is done by simplification of 

procedures, identification and repeal of 

obsolete/archaic laws/rules, identification 

and shortening of various forms, leveraging 

technology to bring in transparency in public 

interface and a robust public grievance 

redress system.  

• This will greatly reduce time and effort on the 

part of the both citizen and government 

officials in public offices. On these lines, Digital 

India has helped Ministry of Panchayati Raj 

move to 100% e-office.  

• Ease of Doing Business’ also focuses on ease of 
governance. The emphasis has been on 

simplification and rationalization of the 

existing rules and introduction of information 

technology to make governance more efficient 

and effective.  

• mygov@nic.in and india.gITov.info are two 

citizen centric platforms to empower people 

to connect with the Government and 

contribute towards good governance. PMO 

website also seeks expert advice from the 

people, thoughts and ideas on various topics 

that concern India. 

 

Governance in India:  

• Department of Administrative reforms and Public grievances (DARPG) in its report “State 
of Governance – A framework of assessment” 
has broken down governance into five 

dimensions viz. political, legal& judicial, 

administrative, economic and social & 

environmental dimensions. 

  
 

Political Dimension:  

• Political dimension being the most essential 

aspect of governance looks at the quality of 

political contestation, conduct of individuals 

and institutions representing the people, use 

and abuse of political authority, decentralization of powers and citizen’s faith 

in the political system.  

• It has four key components:  

o Exercise of franchise  

o Profile and conduct of Political 

Representatives, Political Parties and the 

Political Executive  

o Functioning of Legislature  

o Political Decentralisation 

  

Administrative Dimension:  

• This dimension determines the ability of 

government to deliver basic services to 

citizens by efficiently managing the human 

and financial resources. It also includes 

performance of the State on vigilance and anti‐corruption matters as well as 

responsiveness and transparency in 

administration.  

• It has following four components:  

o Citizen Interface and Engagement  

o Managing Human, Financial and other 

resources  

o Basic Service Delivery  

o Corruption Perception, Vigilance & 

Enforcement 

  

 

 

The Department of Administrative 

Reforms and Public Grievances is a nodal 

agency in respect of policy initiatives in public 

grievances redressal mechanisms and citizen-

centric initiatives. 

The role of the Department of Administrative 

Reforms and Public Grievances is primarily to 

undertake citizen-centric initiatives in the 

field of administrative reforms and public 

grievances to enable the Government 

machinery to deliver quality public service to 

citizens in a hassle-free manner and eliminate 

the causes of grievances. 
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Legal and Judicial Dimension:  

• This dimension seeks to measure whether the state’s exercise of power is within its 
boundaries. Also, its ability to effectively 

maintain law and order, safeguard human 

rights and enable access to & delivery of justice. 

• It has four basic components:  

o Law & Order and Internal Security  

o Safeguard of basic rights  

o Police Administration and Citizen‐
friendliness of the Police  

o Access to Justice and Judicial Accountability 

  

Social and Environmental Dimension:  

• The social dimension pertains to the ability of 

the state to take care of the vulnerable sections 

of the society. It also seeks to assess 

governance by examining the role and quality 

of the civil society and media. Environmental 

management as a separate component is also 

included due to its increasing importance in 

governance.  

• This dimension has three key components:  

o Welfare of the Poor and Vulnerable  

o Role of Civil Society and Media  

o Environmental Management 

  

Economic Dimensions:  

• The economic dimension pertains to the ability 

of the state to ensure macro-economic stability 

and create conducive climate for economic 

activity to take place across different sectors of 

the economy. Economic Governance is also reflected in the state’s ability to provide 
support to the primary sector. 

• It has three basic components:  

o Fiscal Governance  

o Business Environment  

o Support to the Primary Sector 

  

Barrier to Good Governance in India:  

• The reasons for Governments not being citizen 

centric can be attributed to the attitude and 

work of some government servants, the 

deficiencies in existing institutional structures 

and also to some citizens. The institutional 

structure provided at times may be also weak 

and ill-conceived and thus has neither the 

capacity nor the resources to implement the 

law in letter and spirit.  

• India faces a range of various governance 

related issues in political, economic, 

administrative, social and legal domain. Some 

factors attributable to poor governance are:  

  

Administrative Issues:  

• Lack of sensitivity, transparency and 

accountability in the working of State 

machinery  

• Lack of Accountability: A common reason 

usually cited for inefficiency in governance is 

the inability within the system to hold the Civil 

Services accountable for their actions.  

• Moreover, the safeguards provided to civil 

servants which were well intentioned have 

often been misused.  

• Another reason for lack of accountability is 

that performance evaluation systems within 

government have not been effectively 

structured.  

• Bureaucratic Delays or Red Tapism 

• Red Tapism: Bureaucracies the world over is 

expected to adhere to rules and procedures 

which are, of course, important for good 

governance.  

• However, at times, these rules and procedure 

are ab-initio ill-conceived and cumbersome 

and, therefore, do not serve their purpose.  

• Also, government servants sometimes 

become overly pre-occupied with rules and 

procedures and view these as an end in 

themselves 

• This is often the root cause of corruption as 

well.  

• Resistance to changes which promote 

transparency and accountability  

• Corruption 

 

Attitudinal Problem of Civil Servants:  

• There is a growing concern that the civil 

services and administrative in general, have 

become wooden, inflexible, self-perpetuating 

and inward looking. 

• Consequently, their attitude is one of 

indifference and insensitivity to the needs of 

citizens.  

• The end result is that officers perceive 

themselves as dispensing favours to citizens 

rather than serving them and given the abject 

poverty, illiteracy etc.  
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 Legal & Judicial Issues:  

• Delayed justice, issue of under trials  

• Lack of accountability in Judiciary  

• Threat to life and personal security 

• There is a large body of laws in the country, 

each legislated with different objectives 

maintaining public order and safety, 

maintaining sanitation and hygiene, protecting 

rights of citizens, giving special protection to 

the vulnerable section etc 

• Effective implementation of these rules creates 

an environment which would improve the 

welfare of all citizens and at the same time, 

encourage each citizen to contribute his best 

towards the development of society. 

  

Social and Environmental Issues:  

• Denial of basic services to a substantial 

proportion of the population 

• Marginalisation and exclusion of people on 

account of social, religious, caste and gender 

affiliation  

• Existence of a significant number of voiceless 

poor with little opportunity for participation in 

governance; and  

• Deterioration of physical environment, 

particularly in urban areas. 

  

Economic & Political Issues:  

• Poor management of economy  

• Persisting fiscal imbalances  

• Regional disparities 

• Criminalization of Politics  

• Misuse of political power  

• Decentralization more in letter less in spirit 

  

Low Level of Awareness of Rights & Duties:  

• Inadequate awareness about their rights 

prevents citizens from holding erring 

government servants to account.  

• Similarly, low levels of compliance of rules by 

the citizen also acts as an impediment to good 

governance; when citizens do not adhere to 

their duties they infringe on the freedom and 

rights of other citizens. 

• Thus, awareness of rights and adherence to 

duties are two sides of the same coin.  

  

 

 

Need for Reforms:  

• An integrated index to measure the quality of 

governance has not been evolved so far. In the 

absence of such index, only indirect 

conclusions can be drawn about the standards 

of governance 

• Rapid economic growth, increasing literacy, 

improved health indices etc. point towards 

improving governance standards. At the same 

time, the poor image of government in the 

minds of large sections of society points 

towards inefficient and ineffective 

administration. All these highlight the need 

for substantially reforming our governance 

systems.  

• An analysis of the barriers to good governance 

revels that there are several pre-conditions 

which must be fulfilled in order to make 

governance citizen centric.  

o Sound legal framework. 

o Robust institutional mechanism for 

proper implementation of laws and their 

effective functioning. 

o Competent personnel staffing these 

institutions; and sound personnel 

management policies.  

 

Single Window System:  

• One of the ways in which governments across 

the world have approached efficient and 

effective service delivery to citizens is by adopting a ‘single window system’. 
• The driving force behind this approach is the 

belief that citizens need not run around 

different government office for getting 

various services. This is achieved through a 

number of ways.  

• One approach allows a service providing 

organization to re-engineer its processes in 

such a way that all the service provider by it 

get delivered to citizens through a single unit. 

• Another approach is to establish an 

organisation which would create an 

infrastructure through which different 

government organisation are able to provide 

services to citizens at a single point of 

delivery. 

• Some governments have adopted an approach 

where no separate organisation is created, all 
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the organization work is tandem to establish a 

common service delivery infrastructure. 

• Information and Communication Technology 

has enabled governments and their different 

units to provide information and deliver 

services to the citizen in a faster, more 

efficient and transparent manner.  

• In fact, different governments are now 

providing a web-enabled single window 

interface for all governmental organisations. 

In India the National Portal provides an 

interface to a large number of government 

organisations at the Union & State levels.  

• Similarly State government has constituted 

Single Window Agency especially for grant of 

industrial clearances. These Single Window 

Agencies have nominees of all the 

departments concerned. It has been observed that these agencies, many a time, give only ‘in principal approval’ and the applicant has then 
to seek formal approvals from each agency.  

• Thus, there is need to sufficiently empower these ‘single window’ agencies to enable them 
to provide relevant services. However, it 

needs to be recognised that though the ‘single window’ approach is a simple concept, its 
implementation requires thorough business 

process re-engineering in government 

organizations, aided by the use of ICT. 

  

Grievance Redressal Mechanism in India:  

• A grievance is any sort of dissatisfaction which 

need to be redressed. It can be real or 

imaginary, legitimate or ridiculous, rated or 

unvoiced, written or oral it must however, 

find expression in some form or other.  

• Government of India, State governments as 

well as various organisations under them set 

up grievance redressal mechanism to look 

into the complaints of citizens. Besides there 

are other institutional mechanism like CVC, 

and the Lokayukta which have the mandate to 

look into the complaint of corruption and 

abuse of office by public servants. 

• Thus, the grievance redressal mechanism is an 

integral part of any governance system. 

Today, with increased awareness levels, the 

aspirations of citizens have gone up as also the 

demand for prompt and effective resolution of 

their grievances. 

• The basic principle of a grievance redressal 

system is that if the promised level of service 

delivery is not achieved or if a right of a citizen 

is not honoured then the citizen should be 

able to take recourse to a mechanism to have 

the grievance redressed.  

• Grievances from the public are received at 

various point in different 

ministries/departments in the Government of 

India. However, there are primarily two 

designated nodal agencies in the Union 

Government handling these grievances. These 

agencies are:  

• Department of Administrative Reforms 

and Public Grievances: It has launched a 

web-based application called Centralized 

Public Grievances and Monitoring System 

(CPGRAMS). 

• Directorate of Public Grievance. 

  

Mains Question Sample 
 

Discuss what constitutes good governance in 

the context of India. Also mention some 

aspects of social justice and discuss how good 

governance can act as a facilitator towards 

securing justice. 

 

Approach:  

• First discuss what good governance means. 

Try to explain the concept holistically. Then 

taking India as a point of departure, discuss 

what good governance means in the specific 

context of India. While doing so, keep in mind 

the main challenges that we face as a nation 

and scrutinize whether good governance 

should be one that help us deal with those 

challenges as a nation.  

CPGRAMS 

• It was launched in 2007 for receiving, 

redressing and monitoring of grievances 

from the public. 

• It provides the facility to lodge a grievance ‘online’ from any geographical location. 
• It enables the citizen to track online his/her 

grievance being followed up with 

departments concerned and also enables 

the DAR&PG to monitor grievances. 
 

https://ookul.co/
mailto:support@ookul.co


 

 

visit: ookul.co        For any query: send us an email  

• Next, explain the concept of social justice. 

Keep the difference between western and 

Indian notions of social justice in mind and 

bring out clearly how these differ.  

• Finally, explain how various aspects of social 

justice would be relevant only if they can be 

secured. Here, discuss how good governance 

can act as a facilitator towards securing justice 

and how securing justice is itself an important 

aspect of good governance. 

 

Answer: Jawaharlal Nehru, in his famous ‘tryst with destiny’ speech had articulated our main challenges as ‘the ending of poverty, ignorance, disease and inequality of opportunities’. India’s 
democratic experience of the past six decades has 

also clearly established that our central challenges 

still relate to social opportunities and mass 

poverty.  

 

Good governance, as a concept, is much larger than 

mere administrative reforms as understood in the 

conventional sense of the term, to the extent that 

it covers much more ground and substance. It 

relates to ethical grounding of governance and 

must be evaluated with reference to specific 

norms and objectives of a particular society.  

 

Moreover, the concept of good governance is 

applicable to all sections of society such as the 

government, legislature, judiciary, the media, the 

private sector, the corporate sector, the co-

operatives, societies registered under the Societies 

Registration Act, duly registered trusts, 

organizations such as the trade unions and lastly 

the non-government organizations (NGOs).  

 

In the context of India, good governance can be 

defined as that system of governance, which helps 

in securing justice, leads to empowerment of 

people, provides employment and ensures 

efficient delivery of public services. These aspects 

are relevant to the extent that they help us deal 

with our central challenges effectively. Thus, first 

and foremost, good governance must aim at 

expansion of social opportunities and removal of 

poverty.  

 

The concept of social justice, on the other hand, is mostly interpreted as “poverty alleviation for the working poor”, in both formal and informal 

sectors, the employed and underemployed.  

 

However, in the specific context of India, ensuring 

social justice means not only to address poverty, 

distribution of material goods and social 

exclusion, as it is in western societies, but also to 

remove social discrimination of the ex-

untouchables.  

 

But these aspects of social justice will hold 

relevance only if they can be secured and 

accessed as well as ensured through rule of law.  

 

It is in this context that good governance becomes 

important. Securing justice is in fact, an important 

aspect of good governance, not only in India, but 

throughout the world. For instance, it is only 

through good governance that security of life and 

property, an important public good, can be 

ensured. Securing justice is based upon the basic 

principle that people should be able to rely upon 

the correct application of law. It is only through 

good governance that such access to justice can be 

ensured. Moreover, rule of law, which is another 

important aspect of securing justice, is related to 

good governance. This is because it is only good 

governance that can ensure that no one is above 

the law.  

 

Thus, good governance and social justice not only 

strive towards the same goals, but securing 

justice is also an important facet of good 

governance. 
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