
Civic participation experiences 
   
C – “A Citizens’ Charter on 
consumer’s rights in public services 
utility” 
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The Charter of citizens’ rights 
–  It’s not a State Law, but it’s the result of a 

civic initiative (i.e. Cittadinanzattiva) 
– They’re citizens’ rights based on the results  

of collecting  reports, complaints and 
opinions of citizens: direct users of utilities 

– The citizens’ charter on consumers’ rights 
in the public services/utilities (2001 e 2008) 

– A charter of rights was also drafted for the 
Justice field (2000) 

–  2002: European Charter of Patients’ Rights 
was drafted. 
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General aspects of the Charter 

• Access to services 
• Quality 
• Safety 
• Transparency  
• Conflicts 
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1. Right to Service 
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2. Right to information 
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3. Right to transparency 
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4. Right to choose 
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5. Right to equity contract 
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6. Right to economic sustainability 
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7. Right to a quality service 
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8. Right to safety 



Maggio 2009 -  12 

9. Right to protection 
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10. Right to civic participation 


