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Preface

This report highlights that condition for effective change can only be created
through specific services, like the process of UID in Punjab. This process will
accelerate with the linking of most of the benefits schemes to the possession
of the UID by the beneficiary. Its uses and potential for improved governance
and targeting in respect of various benefits can be an effective window for
citizen empowerment. Continuing the service specific focus proposals in this
report are based on services grouped as: (a) Need based Documentation
Services ;(b) Physical/Material Services ;(c) Information Services ;(d) Grievance
Redress Services. Similarly, the Right to Services (RTS) Act was notified, as
proposed by the first PGRC (PGRCI) and covers 69 services at present. The
Working Group Report on strengthening the RTS Systems and new services
added was submitted to the government in December 2012. The present
report also deals with reforms of delivery systems, processes and
infrastructure for public government interaction management.

Pramod Kumar

Chairman, PGRC
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SECTION |

RIGHT TO PUBLIC SERVICE (RTS) ACT 2011

Perspective

The first PGRC had addressed various issues concerning simplification and re-engineering
of basic services in its Second Report. Some recommendations are still pending
consideration/decision. In the meantime, there have been important new developments.
The RTS Act was notified, on the lines proposed by the first PGRC. It covered 69 services.
The RTS commission and the government are considering proposals for addition of services
and the matter has been referred to the PGRC. The RTS Commission is also considering a
web based monitoring system. Online delivery/digitization of services has been taken up in
different departments. Transport Department has switched to a system of issue of the RC
through dealers even though not on line. The Local Self Government Department is
proposing Urban Service Centers for online delivery. An e-Panchayat portal will take care of
rural PRI’s - over a thousand centers are reportedly functioning, Punjab Government is
considering an e-complaint Application across all departments. Sub Divisional Suvidha
Kendras are being activated by adding on more services. The issues of delivery systems,
processes and communication infrastructure need therefore to be considered
afresh/reframed in the light of these developments. There may be a need to reform
processes, integrate ‘lumpy’ regulations under the RTI and the RTS Acts, the departmental
manuals and the parallel and sometimes duplicative digitisation systems. While most of
these aspects will be covered in a subsequent report, the present report is limited to the
role of the RTS Act in service delivery, additional services to be included and related

matters.
Provisions of RTS Act

The RTS Act 2011 seeks to provide for delivery of services to the people of Punjab, provides
for notification of specified services and of the officers and authorities responsible for
complying with the time limits and hearing appeals against violations of the provisions. The

Act also provides for constitution of the Punjab Right to Service Commission and provides

Note: This secti has been contributed by Task group on Basic Civic & Regulatory Services chaired by Shri R.N Gupta I.A.S (Retd.)

1



Revisional and Supervisory powers to the commission and provides for imposition of fine on

the lines of the RTI Act on officials who delay the service without undue cause.

Services notified cover 11 departments and are mostly confined to what may be called
documentation services needed by the citizens who are issued various documents,

certificates, attested copies etc.

I. Procedure adopted by the Task Group/PGRC

The issues were extensively discussed by the PGRC with the RTS commission at the level of
Chairmen and members of the two Commissions. The PGRC in the process of examining the
issues, also had a series of discussions with various departments concerned with the public
services notified and proposed. Broadly the proposals have been made with the
concurrence of the departments. In some cases, however, departments have despite
repeated attempts, not been able to decide and have not been given specific proposals
regarding time limits for new services, mostly physical and material services. These were
discussed with the RTS Commission and the departments and incorporate their views/inputs
especially on the amendments proposed. We have flagged crucial aspects in the Report and
the Annexure (Remarks column). Govt. may need to take a view regarding inclusion of

these services and the related issues of time limits/Designated authorities.

Scope

The issues considered in the limited context of the RTS Act mainly relate to:
(a) extending the scope to other services especially physical and material services;
(b) necessary amendments required to overcome practical and operational difficulties;
(c) streamlining the constitution /appointment of the Appellate Authorities;

(d) Including grievance redress as a specific service in respect of all the services and

departments.



(e) basic digitisation of services/records to streamline the service delivery structures as

well as the monitoring mechanisms;

(f) integrating and synergising RTS & RTI provisions for optimisation of service delivery

through information on standards.

Priority to physical Public Services under the RTS Act

One major lacuna in the current coverage is exclusion of physical and material services
(grants/scholarships, pensions, medicines) in demand by citilzens and the RTS Act may not
be meaningful especially to the marginal sections, unless this is done. Generally public
services cover: (a) contingent/document delivery/paper services (issue of permissions,
certificates, approvals) needed by citizens from time to time and; (b) physical services — mid
day meals, medical attention, supply of medicines, food grains to the poor, scholarships and

pensions and so on; (c) common infrastructure.

It is proposed to exclude collectively delivered services like infrastructure and transport.
There is need to be selective and concentrate on services — both documentation and

physical - used by the common citizens and major categories of citizen clients.

Need based documentation services: - Contingent services may be used only occasionally
by individuals but cumulatively the numbers are huge. Out of about 25-30 lac one off
services handled annually only at the SUWIDHA Centres in Punjab (as per estimates of the
PGRC) over 95% or even more is accounted for by a limited group of services such as Birth
and Death certificates, residence, caste, area, non-encumbrance, dependence, marriage
certificates etc. In these were transaction consists of issuing simply a document to the

applicant.

Physical Public Services: - These include civic services as well as health, education and
similar sectors and cover services delivered individually — e.g. pensions, scholarships,
vaccination, medicines, food grains (to the poor) etc. Physical services have tended to get
neglected under the RTS Act not being structured, with responsibility levels difficult to

define and so on. Digitization of these is mostly missing, partly due to present processes



which need to be re-engineered/reframed to permit cost and functionally efficient

digitisation.

The RTS Act in Punjab for example lists 69 services but very few relate to actual assistance or
help. There is need to define standards for these and publicize them to the extent possible.
The core mission of the departments is basically to provide these services and these are the
ones mostly missing from the list. Such services have been added, under particular agencies,
especially those directed at the poor. Examples are payments under Janani Suraskha Yojna,
grant of pensions/medicines etc. The Appendix includes the services proposed to be added

with this focus.

Il. Constitution of Appellate Authorities

At present there is no standard practice or pattern in regard to the appointment of
Appellate Authorities. In some cases, these are the District administration officials (say
SDM/DC) but in many others, officers senior to the Designated Authority in the
agency/department. The principle followed by the Task group is that the Appellate
authorities must be outside the departmental structures and hierarchies in order to make the
process meaningful. The logic is that it is for the departmental superiors to ensure
compliance of these tasks and time limits by the designated authorities, even in their routine
role as monitors/supervisors and it will not be appropriate to vest this authority on them
as it seeks to ensure precisely what they already have administrative powers for, in the first
place. It is their official duty to ensure compliance even without the RTS; if they do not, they

can be presumed to be either incompetent or in collusion.

It is proposed that the Appellate Authority in all cases, except where appeals may be against
state level officials, should be SDM/ADC/DC, as appropriate. In some cases however, e.g.
police department, Power Corporation which have a strong internal and autonomous
hierarchy, the agency officers are proposed to be retained as appellate authorities. This
suggestion may also be helpful in monitoring, as the number of appellate authorities will be
limited and most of the services except for police and the Utilities, will in any case be
delivered through CSC’s and SUWIDHA Centres which are functioning under the control of

the district administration.



. Grievance Recording /Redress — A Core Service

A large number of service delivery defaults which may relate to documentation or physical
services may be about non delivery, not always related to the issue of time limits. It may be
difficult to mechanically ensure complaint redress through the RTS act as it may not be
possible to specify time limits for different areas and services. To start with it may be
sufficient to provide for time limits for acknowledgement of complaints irrespective of the
nature thereof and the department concerned. There is no problem in giving
acknowledgements where the processes are digitized as in SUWIDHA centers, Fard Kendras
, Saanjh Kendras etc, as the generation of the document of acknowledgement is
simultaneous with the entry of the complaint. The problem is about complaints received

through mail /single window complaints centers / Common Service Centre (CSC’s) etc.

Complaint Recording and Acknowledgement — A Public Service

It is proposed that complaint acknowledgement should be considered a service in its own

right and warrants inclusion under the RTS Act.

Considering various aspects, it is proposed that seven days should be provided for
acknowledgement of complaints, unless given personally, in which case it should be given
immediately. This will enable all the parties to keep track and follow up on action to redress
the same. The PGRC Commission for example received a letter from a member of the public
which is stated to be a hundred and tenth reminder on the same issue! Half the problems of
complaint redress may be resolved through this measure alone, as it will enable the

complaints to be tracked through the complicated official networks and hierarchies.

Redress of Complaints

Standard e-grievance modules and Applications are available which provide for on line
complaints and MIS and monitoring facilities so that the complaints can be integrated /
located for follow up by phone number/address/place. The Applications may also provide
for automatic alerts in case there is delay in response beyond the time stipulated. Adoption
of standard software — e.g. developed by the NIC will greatly facilitate streamlining of this

important area of service of the citizens. As indicated, however, it may not be feasible for



the RTS Act to include the issue of time lines for redress of complaints considering the
enormous range and diversity of subject areas. It is however desirable that the
departments display whatever time lines they consider appropriate for specific areas of
complaints on their web sites as RTIl information, even though not covered and obligated
under the RTS Act. This has been proposed as one of the amendments above. Power
Corporation has offered, however, to include time lines. These have been included in the

Appendix.

Facilitating complaint acknowledgement of citizen complaints

Considering the difficulties of universal digitization of all the government offices it may be

appropriate to make a limited start by adopting the following pragmatic proposals:

(i) The facilities of acknowledgement may be provided, to start with, at least in the
office of District Head of each department who has the resources and the

functionality to ensure this.

(ii) Even though complaints are delivered manually, the record of complaints and
acknowledgement must be digitized by scanning/transcription of records and

brought on an e-platform.

(iii) In case of other agencies like Municipal Committees, a single window for receiving

complaints can be set up within a ULB without much problem.

(iv) Escalation of grievances not responded to within whatever time is considered

appropriate by the Department, and to be displayed as such, under the RTI.

(v) This system can be initiated at the District and Sub Divisional SUWIDHA Centers/
other single window center which have facilities for digitization of records and the
connectivity to transfer the complaints to the appropriate

Departmental/administrative units.

Information/ Complaints handled by Police Department/Home

These have a special status as even information on an offence needs to be is included as a

complaint. At present the relevant entry under the RTS is provision of a copy of the FIR



which is superfluous as the law provides for it. It is important to ensure that a complaint or
information is in the first place immediately acknowledged and in the second place action
taken there on, whether through entry in DDR or FIR register or otherwise, indicated to the
complainant within a reasonable time. As mentioned if a complaint is filed with the Sanjh
Kendra there is no problem. Acknowledgement is given straightaway. This is not the case
with complaints filed at thana level. The RTS act needs to notify the acknowledgement of a
complaint /information at the Police station (or any designated place) as a service to be
given immediately, on the day of presentation. Further it needs to be provided that the
complainant will be informed of the action taken within 15 days (whether to close the

matter or enter in DDR or FIR register).

The process can be easily monitored by superior officers through an automatic
alert/escalation system in case of default regarding time limits. The present net work
connectivity is more than adequate for this purpose at least in the police department and
they have the necessary infrastructure. This may also resolve the well known disparity
between what the citizens wish to complain about and what ultimately ends up as the FIR

which is probably dictated by the Thana staff and only signed by the complainant.

IV. Digitisation & RTS Act

It is all very well to provide for norms in terms of time, but it may not work in the absence of
adequate MIS and monitoring systems. The need for digitization processes is well
recognized in this area. The only point to be emphasized is the way digitization can become
useful immediately even without full scale online transactions. Digitization of service
delivery is proceeding at its own pace and varies from department to department. Hopefully
when the CSC’s/Urban services centers are set up, digitization will precede them. Online
service delivery is no doubt desirable but considering the contingent nature of the services,
which do not require more than a routine interaction, this may not be always feasible. One
can make a start with digitization of records at the receipt and delivery windows and
maintain all records in electronic form even while maintaining windows for manual
acceptance and supply of documents and certificates. Whether the delivery is online or

manual, it is important to digitize in real time or otherwise all records through scanning/



transcription for ease of data retrieval and analysis. Once that is done, it will be easier to

enforce the RTS Act.

V. Synergy between RTI and RTS Acts

The RTS Act provides for time limits for specific services. The RTI Act also provides for
display of information on web sites / notice boards etc. for all public services under section
4(i) (b) (iv) of the Act which requires departments to display ‘norms’ for various services. All
departments are required to display citizen charters under this clause -  check lists, service
standards etc. Unfortunately we were unable to locate any such department providing this
information on website. In case of a limited number of departments which have done so,
the presentation and display of information is mostly schematic (while detailing procedures

for particular schemes) and not easily useable as a citizen charter for specific services.

In case of all public services, whether or not covered under the RTS Act, standards and check
lists need to be displayed as per requirement of the RTI Act. This can be ensured through
Government instructions to be issued under the RTI act asking the departments to display
citizen charters- check lists and service standards under Section 4(i) (b) (iv) of the RTI Act for
all public services handled by them irrespective of whether these are covered under the RTS

Act.

Vl.  Proposals for New Services/Amendments under the RTS

These are indicated in alphabetical order for departments — existing services, new ones
proposed by the RTS/Departments and others suggested at present. The Report also
provides department wise detailed list of new services. In addition it indicates amendments
in the notified services as well as provides modifications proposed in the list of all 69
notified services. Modifications are indicated in bold print. Annexure | is a list of services
considered but dropped in consultation with the Departments. The rationale for major

changes/inclusions is indicated herein after.

Agriculture Department

a) Soil Sample Results



It is suggested that analysis of soil samples and results be covered under RTS. In case
of difficulty, at least the district Soil Testing Lab center should provide a time bound

service.

b) Punjab Mandi Board

The Punjab Mandi Board has proposed inclusion of some services for buyers of plots
in the mandis. There are, however, two other major areas concerning major clients -
farmers. Receipts for sale transactions - J. Forms - are required to be issued
immediately but the provision is rarely followed in practice. The second relates to Ex-
gratia assistance for death/injury caused during farming operations (due to
pesticides spray, snake bite etc.). It is proposed to fix a limit of 3 months in these

cases. At present as reported, these tend to be unduly delayed.

Education Department

The Universities and Examination Boards issue various certificates and impose different
conditions regarding fees, compliance requirements etc. It was not practicable to look into
the issue of simplification as complete data was not made available by the universities. Such
websites also provide for downloads of forms etc. but information is not enough for
analysis. One university has sent its proposal however. On the basis of available information

it is proposed as follows: -

(i) Degree / Duplicate certificates etc— Universities / Boards

We suggest including for the present two sets of services. One is original/ duplicates
copies of certificates/documents. Time limits suggested are a little more liberal than
proposed by the GNDU which sent the proposal. Considering the autonomous
structure of the universities, the designated and appellate authorities may be

advised by the education department.

(ii) Streamlining Documentation Service by the Universities

The Education department may also consider convening an inter university group to
streamline procedures by simplifying or eliminating where feasible, verification and
attestation requirements, accepting self declarations and making the fee structure
rational. It is understood for example that the Punjabi University is charging
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additional fees for each intervening year as between the year of application and the
year for which the certificate is requested and thus if you want a certificate for the
year 2005, you may have to pay seven times the fee compared to an application for

the last year’s examination.

It has been noted that the universities/boards do not display clearly the provisions
regarding payments of fees, obligations of the applicant and time limits on their web
sites. They need to be instructed to do so as a part of information under the RTI Act

by the education department.

(iii) School Leaving Certificate - School Education Department

The other suggestion received from the public is about the delay in issue of School

Leaving certificates and this service has been added accordingly.

Governance Reforms

The residuary services concerning issues of various certificates- area, residence, identity,
income- required by common citizen need to be shifted to this department, as there can be
many agencies which require these certificates such as income. The responsibility for
simplification etc needs therefore to be shifted to the Governance Reforms Department.

The Appendix reflects this change.

Grievances & Pensions

Complaint acknowledgement is proposed to be shown under the domain of this

department.

Health Department

Some additional services for entry of name, delayed registration etc. are proposed to be
included. The time limits have been proposed in consultation with the Deptt. The main issue
is whether physical services like availability and supply of essential drugs, payment of
benefits under various schemes, should also be brought under the RTS provisions. It is
necessary for credibility of claims of health care and improved attention at the health
institutions that the Government ensures the availability any time of whatever essential

drugs they feel and so notify to be available in different health institutions - Primary Health
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Centers, Community Health centers, Sub divisional and District hospitals. Possibly the
department could start with a modest list, in case ensuring availability of a large number of
drugs appears problematic and for example make a start with District Hospitals where

logistics are not difficult.

Similar is the case with vaccines such as anti venom, anti rabies /D.T/ polio has also the
pathological tests. The department can be selective about the specific health institutions
and the vaccines /tests depending on their importance, target clientele and logistics. For
example some of these could only be assured for availability at the district hospitals only
whereas others (polio) can be provided even at the PHCs. The point is that the claims often
made in pronouncements and statements need to be reinforced through providing for
challenges by the public under the RTS Act, and thus provide demand side pressures for
improvement. Surely it should not be too difficult to have enough venom vaccine at least at

the district hospitals — so many victims of snake bite die in Punjab for lack of the same.

It is also proposed to add medical emergency _ Ambulance services. These are as per time

limits fixed with the service provider.

Home Department

(i) Issue /renewal of Arms Licenses

Home department has proposed some changes regarding time limits/ authorities in
respect of licenses which are issued at the department level. The main suggestion is
to modify the time limits for license renewal to 22 days in some cases and redefine
the time limits for service verification only for residents of Punjab. These suggestions

need to be accepted and have been incorporated in the Appendix.

(ii)) Renewal of Arms Licenses at District Level

The time limits are already specified. District Magistrate Jalandhar has sent some
proposals to simplify procedures so as to make compliance with time limits
practicable. These are at Annexure Il. It is proposed that these may be circulated by

the Government to all the districts for adoption. There is no other change proposed.
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Local Self Government - Civic Services

Most of the services proposed to be added relate to Property Tax payers. We don’t consider
inclusion really material for the set of services related to property tax, not being much in
demand, but these are added as proposed by the RTS Commission. There is however need
to focus on and target physical and material civic services such as removal of solid waste etc.
This is what is proposed to be done through additional services added. Of course one major
area of Civic Services is redressal of complaints relating to these physical services. That issue
can be addressed separately as indicated above, in the section on complaints. (a single
window complaint system, mandating acknowledgment, digitizing complaints, display of

standards of response/redress under the RTI.

PSPCL/ Power Department

The Punjab State Power Corporation Limited (PPCL) has sent a list of the services for which
they are already having service standards, as set by the Electricity Regulatory Commission.
This is at annexure lll. As suggested there in, these services may be included in the list of RTS

services & have been added in the Appendix.

Revenue Department

Revenue Department has digitized the records and indicates that acknowledgements are
being issued for all applications and complaints given at the Fard centers. One service has

been added at their suggestion.

Income certificate is listed with this department as a certificate. This is required by different
departments and Revenue department is only concerned in the sense that its officials
(Tehsildar/Patwari) are authorized to verify and issue. Income certificate are mostly
required for S.C. /OBC categories, (exclusion of ‘creamy layer’) minorities etc. for purposes
of employment, stipends, scholarships, and admissions in professional institutions. Now
these will also be necessary for admissions against quota reserved for economically poor
categories in private schools. It is proposed to shift this residual service to the department of

Governance Reforms.
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Detailed recommendations for rationalization of the procedure have been given in the First
PGRC Report. It is proposed that the responsibility for simplification and issue of
appropriate instructions may be entrusted to the department of Governance Reforms who
may consider recommendations made already - accepting self declarations supported by
attestation from parties known to be the applicant not necessarily public officials (Patwari
etc.) and standardising the proforma of income across various user departments /

institutions.

Social Welfare

Apart from adding physical services like disbursement of pensions etc. (only for new case) in
addition to services covered already, it is proposed to add some minor services such as issue
of ID certificates of handicapped persons. The disbursement which covers only new cases
should not be difficult to comply. Govt. could consider adding regular payments like

Pensions to existing cases as soon as practicable.

S.C. Welfare

We felt it necessary to add facilities like supply of Text books, scholarships etc. under the
RTS Act but the department appears reluctant to accept the same. The main apprehension
is that they may not get finances in time to make payments, supply of books to beneficiaries
as stipulated. It is suggested that this matter be considered by the Government and
streamlined to ensure timely delivery of scholarships, material assistance/Text books etc to
the S.C. and other eligible categories. As indicated, demand side pressures may themselves

bring about a change.

Town and Country Planning

The proposal of the department received from RTS Commission being included in the

Appendix.

Transport Department

The main change requested by the department is increasing the time limits due to

involvement of a Service provider for preparation of RC cards etc. This has been included
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apart from certain additional services (e.g. renewal of licenses) left out earlier. The
department needs to take note of and take a view on the recommendations for

simplification made by the 1** PGRC for various services.
Conclusion

As against 69 services in 11 departments at present the proposals will add about 87 services
relating to documentation and physical /material services. The services cover all major
departments dealing with the general public and major client categories such as farmers, as
well as the disadvantaged sections of the population. One major omission is exclusion of
regular transactions of utilities with clients regarding issue and payment of bills etc., as
distinguished from one time contingent services such s installation of meters, sanction of
connections. The routine services are not being covered as these involve a very large
universe of population and need detailed professional inputs and formulation. Further these
mostly involve transactions which the Utilities have already simplified and provided (due to
their financial interests). The aspect of complaints of course is in any case covered already.
The only exception is the Power Corporation which has volunteered to send a list of these

and the same is included.

Structure of each service is different in terms of the agencies which deliver it, the
obligations of the applicants, and the procedure laid down for each service. While issues of
simplification of these check lists will be considered separately, the proposals for time limits
have taken account of the limitations of these procedures and appropriate time limits are

indicated keeping in view the constraints, on “as is where is” basis.
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Summary of Recommendations

Constitution of Appellate Authorities

— Appointing mostly District Administration officials (SDM/ADC/DC) as the first or

second Appellate Authorities, as a matter of policy.

Digitisation

— Digitisation (through Scanning/Transcription) of records of service delivered under
the RTS Act, even where processes may be manual.

Display under RTI

- Mandating under the RTI Act [Section 4(1) (b) (iv)] display of citizen charters- check
lists and service standards, including time- for public services including complaint

redress by all departments.
Complaints
- Acknowledgement of complaints to be included under the RTS Act as a service.
Priority to physical/material services under RTS

- Priority to material and physical services for citizen especially the disadvantaged and
marginal groups; the service map under the RTS to include more and more such

substantive services.
- New Services (Section lll).

- Notified Services where the amendments proposed (Section IV).
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DEPARTMENT WISE LIST OF NEW SERVICES PROPOSED

|3:,._ Department Number of Services
1. Agriculture/Mandi Board 10
2. Animal Husbandry 1
3. School Education 3
4. Food, Civil Supplies and Consumer Affairs 1
5. Governance Reforms 3
6. Grievance & Pensions 1
7. Health 13
8. Higher Education 3
9. Housing and Urban Development 5
10. Home 2
11. Industries/Punjab Small Industries & Export Corporation Limited 4
12. Local Self Government/Municipal Committees 13
13. PSPCL/Power 14
14. Revenue 1
15. Social Security 4
16. Town and Country Planning 5
17. Transport 1
18. Welfare of S.C.'s and B.C.'s 3
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DEPARTMENT WISE LIST OF NEW SERVICES PROPOSED

Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
1 Agriculture/ Mandi Supply of Soil Sample 7 days Agriculture Officer SDM of the ADC (G)/DC
Board Results Incharge concerned Sub
2 Issue of NOC/Duplicate 21 days Estate Officer Punjab | Additional Director Secretary Punjab
Allotment / Re-Allotment Mandi Board (Estate) Mandi Board
3 Issue of Conveyance Deed 15 days Estate Officer Punjab | Additional Director Secretary Punjab
Mandi Board (Estate) Mandi Board
4 Issue of No Due Certificate | 15 days Estate Officer Punjab | Additional Director Secretary Punjab
Mandi Board (Estate) Mandi Board
5 Re-transfer of Property in 15 days Estate Officer Punjab | Additional Director Secretary Punjab
Case of Sale Mandi Board (Estate) Mandi Board
6 Re-transfer of Property in 45 days Estate Officer Punjab | Additional Director Secretary Punjab
Case of Death Mandi Board (Estate) Mandi Board
(Uncontested)
7 Issue of N.O.C. for 15 days Estate Officer Punjab | Additional Director Secretary Punjab
Mortgage Mandi Board (Estate) Mandi Board
8 Issue of J-form to farmers 3 days Secretary Market SDM of the ADC (G)/ DC
Committee concerned Sub-
Division
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
9 Providing Financial Aid 3 months from Secretary Market SDM of the ADC (G)/ DC Board should
(Exgratia) to cultivators for | date of Committee concerned Sub- Simplify its
any injury or death during application Division verification/
farming operations procedure of
necessary
sanction
10 Issue of I. Card to farmers 15 days In Chandigarh SDM of the ADC (G)/ DC
for participation of Apni Secretary Apni Mandi | concerned Sub-
Mandi In Punjab Division
Secretary Market
Committees
11 Animal Husbandry Supply of Medicine/ Same day Veterinary Doctor In- | SDM of the ADC (G) Deputy
Vaccines at designated Charge concerned sub- Commissioner of the
Hospital as decided by division Concerned District
govt.
12 School Education School Leaving Certificate 7 days Secretary Board Chairman Secretary of the
Department
13 Issuance of Duplicate 30 days Secretary School Chairman Secretary of the
Certificate Education Board Department
14 Issuance of -Original 15 days Secretary School Chairman Secretary of the
Migration Certificate/ Education Board Department
Detailed Marks Cards/
Verification of Documents
15 Food, Civil Supplies a) issue of duplicate 7 days Assistant Food and SDM of the ADC (G)/Deputy
and Consumer Affairs | ration cards Supplies Officer concerned sub- Commissioner of the
division Concerned District

b) addition of new member
c) deletion of member

d) change of name in
ration card
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
16 Governance Reforms Area/ Succession/ 15 days Tehsildar of the SDM of the Deputy Commissioner
Dependent Certificates/ concerned sub- concerned sub- of the Concerned
Counter Signatures etc. division division District
17 Income Certificate 15 days Tehsildar of the SDM of the Deputy Commissioner | Proposed to
concerned sub- concerned sub- of the Concerned be deleted
division division District under
Revenue
department
entry.
18 General Service 5 days Same as earlier Same as earlier Same as earlier
(Rectification of Error Or Notified for a Notified for a Notified for a
occ.u.rred afc the L.evel. ofan | the original time particular service particular service particular service
Official while Delivering the | |, fived for
services) delivery of that
service
whichever is
earlier
19 Grievances & Pensions | Acknowledgement of all Immediately if District Head of each ADC (G) Deputy Commissioner

Complaints

given
personally/ 7
days in other
cases

Department
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
20 Health Copy of Interim Medico 2 days Senior Medical SDM of the ADC (G)/ Deputy
Legal Report Officer 1/C of District concerned Sub Commissioner of the
Hospital or Sub Division concerned District
Divisional Hospital of
Community Health
Centre / Primary
Health Centre or
Medical
Superintendent of the
Medical Colleges
21 Copy of Complete Medico 7 days Senior Medical SDM of the ADC (G)/ Deputy
Legal Report (if expert Officer 1/C of District concerned Sub Commissioner of the
opinion or Hospital or Sub Division concerned District
investigation is Divisional Hospital of
complete Community Health
Centre / Primary
Health Centre or
Medical
Superintendent of the
Medical Colleges
22 Issuance of Disability 4 days Senior Medical SDM of the ADC (G)/ Deputy
Certificate Obvious Officer 1/C of District concerned Sub Commissioner of the
Disability (Loco Motor, Hospital, Sub Division concerned District

Blindness)

Divisional Hospital &
Community Health
Centre or Medical
Officer 1/C of primary
Health Centre
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
23 Issuance of Single Disability | 7 days Senior Medical SDM of the ADC (G)/ Deputy
Certificate Officer I/C District concerned Sub Commissioner of the
Hospital Sub Division concerned District
Divisional Hospital &
Community Health
Centre
24 Issuance of Multiple 7 days (After Senior Medical SDM of the ADC (G)/ Deputy
Disability Certificate Completion of Officer I/C of District concerned Sub Commissioner of the
necessary tests Hospital and Sub Division concerned District
etc.) Divisional Hospital
25 Registration of Death and 30 days Concerned Registrar/ | SDM/ ADC(G) Deputy Commissioner
Birth Certificate (after one District Registrar of the Concerned
year of event) District
26 Birth and Death Certificate | 7 days Concerned Local / SDM/ ADC(G) Deputy Commissioner
(Name Entry & New Birth District Registrar as of the Concerned
Certificate) applicable District
27 Correction of entry in Birth | 15 days Concerned Local / SDM/ADC (G) Deputy Commissioner
and Death Certificate District Registrar as of the Concerned
applicable District
28 Emergency Medical 20 minutes CMO of the District ADC (G) Deputy Commissioner
Response (ambulance at (Urban) of the Concerned
108) 30 Minutes District
(Rural)
29 Janani Suraksha Yojana Before the Incharge M.O. of the SDM Deputy Commissioner
assistance discharge of the | Institution of the Concerned
mother from District
hospital
30 Mata Kaushalya Yojana Before discharge | Incharge M.O. of the SDM Deputy Commissioner

assistance

of the mother
from hospital

Institution

of the Concerned
District
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks

No. | Organisation (working days) Authority Authority

31 Supply of essential Same day Incharge M.O. of the SDM/ ADC (G) Deputy Commissioner
medicine (as notified by Institution of the Concerned
the department for District
different Institutions)

32 Facility for X-ray/ Same day Incharge M.O. of the SDM/ ADC (G) Deputy Commissioner
Pathological test, Institution of the Concerned
vaccination — DT/Polio, District
Anti Rabies, Anti Venom
(as notified by the
department for different
Institutions)

33 Higher Education Issuance of Duplicate 30 days Registrar Vice- Chancellor Principal Secretary
Certificate

34 Issuance of -Original 15 days Registrar Vice- Chancellor Principal Secretary
Migration Certificate/

Detailed Marks Cards/
Verification of Documents

35 Degrees to Successful By 31% October Registrar Vice- Chancellor Principal Secretary
Candidates every year

36 Housing & Urban Attested Copy of any 3 days Supt. of the Additional Chief ADC (G)/ DC

Development/ Document concerned Office of Administrator of the
agencies the Authority concerned authority

37 Change of Ownership 5 days Estate Officer Additional Chief ADC (G)/ DC
(Other than Death Cases) Administrator of the

concerned authority
38 Demarcation of Plot 5 days SDO (Building) Additional Chief ADC (G)/ DC

Administrator of the
concerned authority
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
39 Issue of Plinth/Roof Level 7 days SDO (Building) Additional Chief ADC (G) / DC
Certificate Administrator of the
concerned authority
40 Water Supply and 7 days SDO of the concerned | Additional Chief ADC (G) / DC
Sewerage connection Office of the Administrator of the
Authority concerned authority
41 Home (Police) Acknowledgement of Same day SHO DSP Incharge of the Commissioner of
Complaint Sub division Police or Senior
Superintendent of
Police
42 Information of action taken | 15 days SHO DSP Incharge of the Commissioner of
on complaints (FIR/DDR/ Sub division Police or Senior
matter closed) Superintendent of
Police
43 Industries / Punjab Sanction of Water Supply 10 days XEN SDM/ ADC (G) Deputy Commissioner
Small Industries & and Sewerage Connection
Export Corporation
Limited
44 Mortgage 1% Charge 15 days CSM (Estate) SDM/ ADC (G) Deputy Commissioner
45 Registration of lease / 15 days Estate Officer SDM/ ADC (G) Deputy Commissioner
Conveyance Deed
46 Conversion from lease to 30 days M.D. Director Industries Principal Secretary
Free Hold Industries &
Commerce
47 Local Government Issue of copy of Tax 5 days House Tax SDM of the Deputy Commissioner | These are
Assessment Register (TS1) Superintendent of concerned District of the Concerned related to tax
in Municipal Committees Municipal District assessment &
and Municipal Committees or need not be
Corporations Municipal included. Not
Corporations much in
Demand.
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks

No. | Organisation (working days) Authority Authority

48 Transfer of Name in Tax 12 days House Tax SDM of the Deputy Commissioner | These are
Assessment Register (TS1) Superintendent of concerned District of the Concerned related to tax
in Case of Sale in Municipal Municipal District assessment &
Committees and municipal Committees or need not be
Corporations Municipal included. Not

Corporations much in
Demand.

49 Transfer of Name in Tax 27 days Executive Officer of SDM of the Deputy Commissioner | These are
Assessment Register (TS1) Municipal concerned District of the Concerned related to tax
in Case of Death in Committees or District assessment &
Municipal Committees and Assistant need not be
Municipal Corporations Commissioners of included. Not

concerned Municipal much in
Corporations Demand.

50 Transfer of Name in Tax 30 days Executive Officer of SDM of the Deputy Commissioner | These are
Assessment Register (TS1) Municipal concerned District of the Concerned related to tax
in Case of Unregistered will Committees or District assessment &
Deed/ Registered will Deed Assistant need not be
/ in Case of Court Decrees Commissioners of included. Not
in Municipal Committees concerned Municipal much in
and Municipal Corporations Demand.
Corporations

51. Issue of Copy of Tax 10 days House Tax SDM of the Deputy Commissioner | These are
Assessment Register after Superintendent of concerned District of the Concerned related to tax
Change of Number Municipal District assessment &

Committees or need not be

Municipal included. Not

Corporations much in
Demand.
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
52 Issue of No Due Certificate | 7 days Executive Officer of SDM of the Deputy Commissioner | These are
in Municipal Corporations concerned Municipal | concerned District of the Concerned related to tax
Committees or District assessment &
Assistant need not be
Commissioner of included. Not
concerned Municipal much in
Corporations Demand.
53 Issue of Conveyance Deed 15 days Executive Officer of SDM of the Deputy Commissioner
in Municipal Corporations concerned Municipal | concerned District of the Concerned
Committees or District
Assistant
Commissioner of
concerned Municipal
Corporations
54 Sanction of Water 7 days Executive Officer of SDM of the Deputy Commissioner
Supply/Sewerage concerned concerned District of the Concerned
Connection in the Improvement Trust District
Improvement Trusts
55 Issue of New Trade license | 12 days Superintendent of the | SDM of the Deputy Commissioner
by Municipal Committees concerned Municipal concerned District of the Concerned
and Municipal Committees or District
Corporations Municipal
Corporations
56 Renewal of Trade license 10 days Superintendent of the | SDM of the Deputy Commissioner

by Municipal Committees
or Municipal Corporations

concerned Municipal
Committees or
Municipal
Corporations

concerned District

of the Concerned
District
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
57 Removal of Solid waste 2 days Executive Officer SDM of the Deputy Commissioner | The
from streets/ roads concerned District of the Concerned department
District would need
to comment
on the
suitable time
limits.
58 Replacement of Street 10 days Executive Officer SDM of the Deputy Commissioner
lights concerned District of the Concerned
District
59 Water pipes leakages/ 24 hours Executive Officer SDM of the Deputy Commissioner
Sewerage Blocked/ over concerned District of the Concerned
flow District
60 Power/ Electricity Normal fuse off Cities and Concerned Lineman SDO Xen
call/complaint towns/ urban
areas- Within 4
hours
Rural areas-
Within 8 hours
61 Overhead Line breakdowns | Cities and JE/Incharge of area SDO Xen

towns/ urban
areas- Within 8
hours

Rural areas-
Within 12 hours
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. Organisation (working days) Authority Authority
62 Breakdowns due to Cities and JE/Incharge of area SDO Xen
breakage of poles towns/ urban
areas- Within
12 hours
Rural areas-
Within 24 hours
63 Underground cable Cities, towns/ JE/Incharge of area SDO Xen
breakdowns urban and rural
areas- Within
48 hours
64 Distribution Transformer Cities and JE/Incharge of area SDO Xen
failure towns/ urban
areas- Within
24 hours
Rural Areas-
Within 48 hours
65 Power Transformer failure Within 15 days Sr.Xen/Grid SE CE
(with primary voltage upto Construction
66000 volts)
66 Street Light Faults i) Rectification JE/Incharge of area SDO Xen

of line faults
within 4 hours
ii) Replacement
of defective
units within 24
hours

27




Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. Organisation (working days) Authority Authority
67 Period of Scheduled Not to exceed 6 | JE/In-charge of area SDO Xen
Outage hours in a day SDO Xen
a.Maximum duration in a during the
single stretch months from
Aprto Oct & 10
hrs in a day
during the
months from
Nov to March
By not later than
6.00 PM
b. Restoration of supply
68 Voltage fluctuations Within 2 days JE/In-charge of area SDO Xen
No expansion/
enhancement of network
involved
69 Meter complaints Inspection JE/In-charge of area SDO Xen
a. Inspection and within 7 days
replacement of slow, fast/ | and
creeping, stuck up meters replacement
within 10 days
b. Replacement of burnt of FECEI.pt of
complaint
meters
Within 5 days
70 Release of new connection/additional load/demand feasible from existing network.
(a) Release of supply Within 30 days AE/AEE In-charge of Xen SE
the area/ function
Network expansion/enhancement required to release supply
(b) Release of supply — Low Within 45 days AE/AEE In-charge of Xen SE

Tension

the area/ function
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
(c) Release of supply — High Within 60 days AE/AEE In-charge of Xen SE
Tension 11000 volts the area/ function
(d) Release of supply - High Within 90 days AE/AEE In-charge of Xen SE
Tension 33000 volts the area/ function
(e) Release of supply — Extra Within 120 days | AE/AEE In-charge of Xen SE
High Tension the area/ function
(f) Erection of sub-station Within the time | AE/AEE In-charge of Xen SE
required for release of period approved | the area/ function
supply by the
Commission
71 Transfer of title and conversion of services
(a) Transfer of title and / or Within 7 days in | AE/AEE In-charge of Xen SE
change of category case of LT the area/ function
consumer and
14 days in case
of HT / EHT
consumers
(b) Conversion from LT single Within 30 days AE/AEE In-charge of Xen SE
phase to LT three phase or the area/ function
vice versa
(c) Conversion from LT to HT Within 60 days AE/AEE In-charge of Xen SE
or vice versa the area/ function
(d) Conversion from HT to EHT | Within 120 days | AE/AEE In-charge of Xen SE
or vice versa the area/ function
72 Shifting of Meter/Service Connection & other services
(a) Shifting of Meter/Service Within 7 days AE/AEE In-charge of Xen SE

connection

the area/ function
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
(b) Shifting of LT/HT lines upto | Within 20 days AE/AEE In-charge of Xen SE
11 KV the area/ function
(c) Shifting of HT lines Within 30 days AE/AEE In-charge of Xen SE
exceeding 11 KV the area/ function
(d) Shifting of Transformer Within 30 days AE/AEE In-charge of Xen SE
the area/ function
73 Complaints about Consumer's Bills & Restoration of supply
(a) Resolution of complaints (i) within 24 hrs | ARA /RA SDO Xen
on disputed electricity bill if no
additional
information
is required
(ii) Within 7 days
if additional
information
is required
(b) Reconnection of supply Within one JE/In-charge of area SDO Xen
following disconnection working day
due to non-payment of
bills
74 Revenue Issuance of Non- 3 days Sub Registrar/ Joint SDM of the Deputy Commissioner
Encumbrance Certificate Sub Registrar concerned Sub- of the Concerned
Division District
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
75 Social Security Disbursement of old 4 months of District Social Security | Additional Deputy Deputy Commissioner
age/widow/other pension sanction Officer/ CDPO Commissioner of the Concerned
and benefits -new cases. (General) of the District
concerned District
76 Senior Citizen’s I. Cards One week District Social Security | Additional Deputy Deputy Commissioner
Officer Commissioner of the Concerned
(General )of the District
concerned District
77 Sanction of scholarship to 30 days District Social Security | Additional Deputy Deputy Commissioner | Applications
physically challenged Officer Commissioner of the Concerned to be invited
(General )of the District once a year
concerned District for better
monitoring
and
efficiency
78 Disbursement of 4 months from District Social Security | Additional Deputy Deputy Commissioner
scholarship to physically Sanction Officer Commissioner of the Concerned
challenged- new cases (General )of the District
concerned District
79 Town & Country Change of Land Use/NOC 23 working days | Concerned District Concerned ADC (G) Concerned ADC

Planning

in case of Petrol Pump,
Rice Sheller, Brick Kiln

from the receipt
of complete
documents

Town Planner/Deputy
District Town Planner
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
80 Change of Land Use where | 23 working days | Concerned Senior Chief Town Planner, | Director, Town and
the Master Plans are from the receipt | Town Planner. Punjab. Country Planning,
notified and there Local of complete Punjab (DTCP)
Planning Areas are not documents.
notified. Residential,
Industrial, Institution upto
25 acres and commercial
(excluding multiplex and
shopping mall) upto 2
acres.
81 a. Sanction of Building 30 working days | Concerned District Concerned ADC (G) Concerned D.C.

Plans upto 500 square
meter

b. Sanction of Building
above 500 square
meter to 5000 square
meter.

c. Sanction of Building
Plans above 5000
square meters.

from the receipt
of complete
documents.

-do-

60 days

Town Planner/
Deputy District Town
Planner.

Concerned Senior
Town Planner.

Chief Town Planner.

Chief Town Planner,
Punjab.

Director Town and
Country Planning,
Punjab.

Director Town and
Country Planning,
Punjab.

Principal Secretary,

Housing& Urban Dev.

Department.
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
82 Issue of completion/ partial
completion certificate. 15 working days. | Concerned DTP. Concerned ADC(G) Concerned DC.
a. Upto 500 sgm.
b. 500 sqgm to 5000 Concerned Senior Chief Town Planner, | Director, Town &
sqm. -do- Town Planner. Pb. Country Planning, Pb.
¢.  More than Director, Town & Principal Secretary,
5000 sqm. _do- Chief Town Planner, Country Planning, Housing& Urban Dev.
Pb. Punjab. Department
83 Land Use classification 5 working days. Concerned DTP. Concerned ADC (G) Concerned DC.
certificate (to be issued by
the office of District/
Deputy District Town
Planner.
84 Transport Renewal of Driving Licence | 7 days Registering Authority | Additional Deputy Deputy Commissioner
(DTO in case of Commissioner of the Concerned
District HQ and SDM (General) of the District
in case of sub- concerned District
division)
85 Welfare of S.C.'s and Sanction of Stipends/ 1 (One) Month District Welfare ADC Deputy Commissioner | Applications
B.C.'s Scholarship Officer of the concerned to be invited
District once a year
for better
monitoring
and
efficiency
86 Disbursement of Stipend 4 months of District Welfare ADC Deputy Commissioner
etc.-new cases Sanction Officer of the concerned

District
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Sr. Department/ Name of the Service Given time limit | Designated officer First Appellate Second Appellate Remarks
No. | Organisation (working days) Authority Authority
87 Supply of Text Books Within 30 days District Welfare ADC Deputy Commissioner

of start of
School/Classes

Officer

of the concerned
District
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AMENDMENTS PROPOSED IN NOTIFIED SERVICES

(Amendments indicated in bold print)

Department Name of Service Given Time Limit(working days) | Designated Officer First Appellate Second Remarks
Authority Appellate
Authority
Housing and Urban | a) Sanction of Building 30 Days SDO Buildings of the Additional Chief ADC (G) / DC
Development/ Plans/Revised Building concerned Authority Administrator of the
agencies Plans (Residential) concerned authority
b)Sanction of Building 60 days SDO Buildings of the Additional Chief ADC (G) / DC
Plans/Revised Building concerned Authority Administrator of the
Plan (Commercial) concerned authority
Issue of Completion/ 15 days SDO Buildings of the Additional Chief ADC (G) / DC
Occupation Certificate concerned Authority Administrator of the
for buildings concerned authority
Issue of No Objection 21 days Estate Officer of the Additional Chief ADC (G) / DC
Certificate/ Duplicate concerned Authority Administrator of the
Allotment/ Re allotment concerned authority
Letter
Issue of Conveyance 15 days Estate Officer of the Additional Chief ADC (G) / DC
Deed concerned Authority Administrator of the
concerned authority
Issue of No Due 7 days Estate Officer of the Additional Chief ADC (G) / DC
Certificate concerned Authority Administrator of the
concerned authority
Transfer of property in 15 days Estate Officer of the Additional Chief ADC (G) / DC
case of sale concerned Authority Administrator of the
concerned authority
Transfer of property in 45 days Estate Officer of the Additional Chief ADC (G) / DC

case of death
(uncontested)

concerned Authority

Administrator of the
concerned authority
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Department Name of Service Given Time Limit(working days) | Designated Officer First Appellate Second Remarks
Authority Appellate
Authority
Issue of permission for 7 days Estate Officer of the Additional Chief ADC (G) / DC
mortgage concerned Authority Administrator of the
concerned authority
Home i) Renewal of Arms 15 days Licensing Authority District Magistrate Commissioner of
License (if the license is (Addl. DM of the of the concerned the concerned
presented before the District) / Deputy district/ Division/ Zonal
expiry date and the Commissioner of Police | Commissioner of Inspector
license issuing district is in case of Police Police General of Police
the same where service Commissionerate
has been sought)
ii) Renewal of Arms 22 days Licensing Authority District Magistrate Commissioner of

License (If the license is
presented after every
alternative cycle of 6
years, where Police
Verification is
necessary)

i) Time for referring case to the
Police by the DC Office — Two
(2) working days.

ii) Time for verification by the
Police - Fifteen (15) Working
days.

iii) Time for delivery of Services
by the Designated Officer after
verification five(5) working
days

(Addl. DM of the
District)/Deputy
Commissioner of Police
in case of Police
Commissionerate

of the concerned
District /
Commissioner of
Police

the concerned
Division / Zonal
Inspector
General of
Police

Service Verification

(In case of Resident of
Punjab)

10 days

Additional Deputy
Commissioner of Police
(Hg.) of the Police
Commitionerate or
Superintendent of
Police (Hq.) of the
concerned Police
District

Commissioner of
Police or Senior
Superintendent of
Police

Zonal Inspector
General of Police
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Department Name of Service Given Time Limit(working days) | Designated Officer First Appellate Second Remarks
Authority Appellate
Authority
Verification for renewal 22 days Additional Deputy Commissioner of Zonal Inspector
Arms License i) Time for referring case to the | Commissioner of Police | Police or Senior General of Police
Police by the DC Office - Two (HQ.) of the Police Superintendent of
(2) working days. Commissionerate or Police
ii) Time for verification by the Superintendent of
Police - Fifteen (15) working Police (HQ.) of the
days concerned Police
iii) Time for delivery of Services District
by the Designated Officer after
Verification — Five (5) working
days
Revenue Certified Copies of all 2 days Patwari SDM of the Deputy Valid reasons
documents at Village concerned Sub- Commissioner of | given by the
level i.e Record of Rights Division the Concerned department to
(Jamabandi), Girdawri, District increase time
mutation, etc (if the from 1 day to 2
copies sought are days
manual and number of
pages sought is less than
5)
Demarcation of Land 30 days Circle Revenue Officer SDM of the Deputy Valid Reasons
concerned Sub- Commissioner of | given by the
Division the Concerned department for

District

increase in no
of days
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Department Name of Service Given Time Limit(working days) | Designated Officer First Appellate Second Remarks
Authority Appellate
Authority
Attestation of 45 days Circle Revenue Officer SDM of the Deputy Increase from
uncontested mutations concerned Sub- Commissioner of | 30 days due to
Division the Concerned notice
District requirements
etc.
Transport a) Registration 21 days Registering Authority ADC (General) Deputy Add days to
Certificate of vehicles (DTO in case of District Commissioner of | provide for

(Non Transport)

HQ and SDM in case of
sub- division)

the Concerned
District

time taken by
service provider
etc.
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ANNEXURE |

List of Notified Services (69) where modifications have been proposed (In bold)

iven Ti First Appell Appell
S.No | Department Name of Service G.W?n |me. Designated Officer irst rfpe ate Second' ppeflate
Limit(working days) Authority Authority
D t
Certified Copies of all documents at Fard . SDM of the epu y .
. . Duty Patwari or ASM of Commissioner of
1 Revenue Centre level i.e Record of Rights 1 day concerned Sub-
o . . the Fard Centre L the Concerned
(Jamabandi), Girdawri, mutation, etc. Division L
District
Certified Copies of all documents at Deput
Village level i.e Record of Rights SDM of the Corim»ilssioner of
(Jamabandi), Girdawri, mutation, etc (if 2 days Patwari concerned Sub-
. L the Concerned
the copies sought are manual and number Division .
. District
of pages sought is less than 5)
Certified Copies of all documents at
Village Ievgl |.e.Recor<.:J of nghts . SDM of the DeputY .
(Jamabandi), Girdawri, mutation, etc (if . Commissioner of
. 3 days Patwari concerned Sub-
the copies sought are manual and number Division the Concerned
of pages sought is more than 5 but less District
than 15)
Certifies Copies of all documents at Village Deput
level i.e Record of Rights (Jamabandi), SDM of the P y .
. . . . . . Commissioner of
Girdawri, mutation, etc (if the copies 7 days Patwari concerned Sub-
. the Concerned
sought are manual and number of pages Division L
. District
sought is more than 15)
SDM of the gsr?wur:\\i/ssioner of
2 Demarcation of Land 30 days Circle Revenue Officer concerned Sub-
[ the Concerned
Division -
District
. . . . . . Deputy
Registration of all kinds of documents i.e. Sub- Registrar or Joint SDM of the Commissioner of
3 sale deed, lease deed, GPA, Partnership 1 day Sub Registrar (in case concerned Sub-
. . the Concerned
Deed etc. of Sub Tehsils) Division

District
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. Given Time . . First Appellate Second Appellate
.N D N f D ff
S.No epartment ame of Service Limit(working days) esignated Officer Authority Authority
. . Deputy
-R t Joint DM of th
Certified Copies of all kinds of previously Sub eg!s rar O.r on > orthe Commissioner of
4 . 7 days Sub- Registrar (in case concerned Sub-
registered documents . . the Concerned
of Sub Tehsils) Division L
District
SDM of the (I:Z)s:]un?i/ssioner of
5 Attestation of uncontested mutations 45 days Circle Revenue Officer concerned Sub-
Division the Concerned
District
Deputy
DM of th
Private Partition of Land (Mutual consent . ) > of the Commissioner of
6 30 days Circle Revenue Officer concerned Sub-
of landowners) . the Concerned
Division S
District
. SDM of the Deputy
. Tehsildar of the Commissioner of
7 Issue of Income Certificate 15 days S concerned Sub-
concerned Sub-Division L the Concerned
Division .
District
Local Registrar, Birth Deputy
2 f DM of th
Certified Copies of Birth/ Death days for current and Death of the > ofthe Commissioner of
8 Health o . . year and 5 days for . concerned Sub-
Certificates — Corporation Cities . concerned Municipal [ the Concerned
previous years ) Division -
Corporation District
Local Registrar, Birth Deputy
. . . - 2 days f t SDM of th .
Certified Copies of birth/Death Certificates ays forcurren and Death of the orthe Commissioner of
9 year and 5 days for .. concerned Sub-
- MC Towns . concerned Municipal L the Concerned
previous years . Division -
Corporation District
. . Deputy
2 f Local R Birth DM of th
Certified Copies of Birth/ Death days for current ocal Registrar, Birt SDMof the Commissioner of
10 . year and 5 days for and Death of the concerned Sub-
Certificates- Rural Areas . I [ the Concerned
previous years concerned District Division o
District
Senior Medical Officer Deput
of the concerned Civil SDM of the Cor?wm\i/ssioner of
11 Copies of the post mortem report 3 days Hospital OR Medical concerned Sub-
. . [ the Concerned
Superintendent in case | Division

of Medical College

District
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. Given Time . . First Appellate Second Appellate
S.No | Department Name of Service Limit(working days) Designated Officer Authority Authority
Registering Authority Additional Deputy Deputy
12 Transport a) Registration Certificate of vehicles (Non 21 days (DTO in case of District | Commissioner Commissioner of
Transport) HQ and SDM in case of | (General) of the the Concerned
sub- division) concerned District District
. . . . Registering Authority Addltl(?na.l Deputy DePUtY .
b) Registration of Certificate of Vehicles Commissioner Commissioner of
21 days DTO of the concerned
(Transport) district (General) of the the Concerned
concerned District District
Additional Deputy Deputy
13 Fitness Certificate for Commercial Vehicle | 7 days Motor Vehicle Commissioner Commissioner of
Inspector (General) of the the Concerned
concerned District District
Licensing Authority Additional Deputy Deputy
14 Issue of Driving License- Motor Car/ Motor 7 days (DTO in case of District | Commissioner Commissioner of
Cycle HQ and SDM in case of | (General) of the the Concerned
sub- division) concerned District District
Issue of Tax Clearance Certificate ( for . ) Add|t|c.>na.al Deputy DEpUtY .
15 period upto 2 years from the date of 7 days Sec.tlon Officer, DTO Commissioner Commissioner of
. Office (General) of the the Concerned
application) o -
concerned District District
Additional Deputy Deputy
16 Issue of Tax Clearance Certificate (for 21 days Section Officer, DTO Commissioner Commissioner of
period beyond 2 years Office (General) of the the Concerned
concerned District District
Additional Deputy Deputy
. . . Secretary, Regional Commissioner Commissioner of
17 Issue of Route Permit or National Permit 7 days Transport Authority (General) of the the Concerned
concerned District District
Registering Authority Addltl(?na.ll Deputy Deputy
(DTO in case of district Commissioner Commissioner of
18 Addition/ deletion of Hire Purchase entry 3 days (General) of the

HQ and SDM in case of
sub-division)

concerned District

the Concerned
District
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. Given Time . . First Appellate Second Appellate
.N D N f D ff
S.No epartment ame of Service Limit(working days) esignated Officer Authority Authority
Registering Authority Additional Deputy Deputy
19 Transfer of Vehicle (if the place of 7 davs (DTO in case of District | Commissioner Commissioner of
registration is the same place) ¥ HQ and SDM in case of (General) of the the concerned
sub-division concerned district district
Tehsildar of the o SDM of the DeputY .
20 Personnel Issue of Residence Certificate etc 15 days concerned sub-division concerned sub- Commissioner of
' 4 SDM of the concerned o the Concerned
L division o
sub-division District
. . Deput
Food, Civil Supplies . SDM of the epu y .
. Assistant Food and Commissioner of
21 and Consumer Issue of Ration Card. 7 days . . concerned sub-
. Supplies Officer o the Concerned
Affairs division _
District
Additional Chief
99 Housing and Urban a) 'Sar.1ction of Builc?ing P.Ians/Revised 30 Days SDO Buildings of the Aj:::?:t?aforlif the | ADC(G)/DC
Development Building Plans (Residential) concerned Authority .
concerned authority.
Additional Chief
i f Building PI Revi DO Buildi fth
b)S.an.ctlon of Building .ans/ evised 60 days SDO Buildings o t. e Administrator of the | ADC (G)/ DC
Building Plan (Commercial) concerned Authority .
concerned authority.
. . - Additional Chief
23 Issut.e .Of Completl.on./ Occupation 15 days SDO Buildings of the Administrator of the | ADC (G)/ DC
Certificate for buildings concerned Authority .
concerned authority.
N . ) Additional Chief
24 Issug of No Objection Certificate/ 21 days Estate Officer ofthe Administrator of the | ADC (G)/ DC
Duplicate Allotment/ Re allotment Letter concerned Authority .
concerned authority.
Additional Chief
E ffi f th
25 Issue of Conveyance Deed 15 days state Officer of t 'e Administrator of the | ADC (G)/ DC
concerned Authority .
concerned authority.
Additional Chief
r )
26 Issue of No Due Certificate 7 days state Officer ofthe Administrator of the | ADC (G)/ DC
concerned Authority .
concerned authority.
Additional Chief
Estate Offi f th
27 Transfer of property in case of sale 15 days state Liticer ot the Administrator of the | ADC (G)/ DC

concerned Authority

concerned authority.
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. Given Time . . First Appellate Second Appellate
.N D N f D ff
S.No epartment ame of Service Limit(working days) esignated Officer Authority Authority
Additional Chief
Transfer of ty i f death Estate Offi f th
28 ransfer of property in case of dea 45 days state Officer of the Administrator of the | ADC (G)/ DC
(uncontested) concerned Authority .
concerned authority.
) Additional Chief
29 Issue of permission for mortgage 7 days Estate Officer of the Administrator of the | ADC (G)/ DC
concerned Authority .
concerned authority.
. . Deputy
E ff f th DM of th
Sanction of Building Plans (other than xecutive Officer of the | 5 ofthe Commissioner of
30 Local Government . . 60 days concerned concerned sub-
Residential) o the Concerned
Improvement Trust division .
District
. - . Executive Officer of the SDM of the DeputY .
Sanction of Building Plans/ Revised concerned sub- Commissioner of
o . . 30 days concerned o
Building Plans (Residential) division the Concerned
Improvement Trust L
District
. . Executive Officer of the | SDM of the DeputY .
Issue of Completion/ Occupation Commissioner of
31 e . . 15 days concerned concerned sub-
Certificate for Buildings (All Categories) o the Concerned
Improvement Trust division s
District
. . Deputy
_— . E ff f th DM of th .
Issue of No Objection Certificate/ xecutive Officer of the | 5 ofthe Commissioner of
32 . 21 days concerned concerned sub-
Duplicate Allotment/ Re allotment Letter . the Concerned
Improvement Trust division -
District
Executive Officer of the | SDM of the gsr?wur:\»i,ssioner of
33 Issue of Conveyance Deed 15 days concerned concerned sub-
s the Concerned
Improvement Trust division s
District
D t
Executive Officer of the | SDM of the Csswum\i/ssioner of
34 Issue of No Due Certificate 7 days concerned concerned sub-
o the Concerned
Improvement Trust division s
District
D
Executive Officer of the | SDM of the Csiuri»i,ssioner of
35 Transfer of property in case of sale 15 days concerned concerned sub-
. the Concerned
Improvement Trust division

District
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. Given Time . . First Appellate Second Appellate
.N D N f D ff
S.No epartment ame of Service Limit(working days) esignated Officer Authority Authority
. Executive Officer of the | SDM of the DEpUtY .
Transfer of property in case of death Commissioner of
36 45 days concerned concerned sub-
(uncontested) L the Concerned
Improvement Trust division -
District
D t
Executive Officer of the | SDM of the epu y .
- Commissioner of
37 Issue of permission for mortgage 7 days concerned concerned sub-
o the Concerned
Improvement Trust division s
District
Commissioner of the
concerned Municipal
. Deputy
Corporation in Commissioner of the | Commissioner of
38 (a) Sanction of building Plans/ Revised Corporation Cities and o
- . . 30 days . . Concerned District in | the Concerned
(a) Building Plans (Residential) Executive Officer of the . L
.. case of Corporation Division
concerned Municipal .\
L - Cities
Council in Municipal
Towns
Commissioner of the
concerned Municipal
Corporation in SDM of the Deputy
38 (b) (b) Sanction of Building Plans/Revised 60 davs Corporation Cities and concerned sub- Commissioner of
Building Plans (other than residential) ¥ Executive Officer of the | division in case of the Concerned
concerned Municipal Municipal Towns District
Council in Municipal
Towns
Commissioner of the Deputy Commissioner of
. . the Concerned
concerned Municipal Commissioner of the S
L e Division in case of
Corporation in concerned district in . o
Issue of Completion/ Occupation Corporation Cities and case of Corporation Corporation cities
39 30 days and Deputy

Certificate for Buildings (All Categories)

Executive Officer of the
concerned Municipal
Council in Municipal
Towns

cities and SDM of the
concerned sub-
division in case of
Municipal Towns

Commissioner of
the Concerned

District in case of
Municipal Towns
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. Given Time . . First Appellate Second Appellate
.N D N f D ff
S.No epartment ame of Service Limit(working days) esignated Officer Authority Authority
. . Deputy
E tive E & DM of th
Sanction of Water Supply/ Sewerage xecutive Engineer (O > orthe Commissioner of
40 L . - 7 days M) of the concerned concerned sub-
Connection in Corporation Cities - . s the Concerned
Municipal Corporation division L
District
D t
. Assistant Municipal SDM of the epu y .
Sanction of Water Supply/ Sewerage . Commissioner of
41 . 7 days Engineer of the concerned sub-
Connection- MC Towns S the Concerned
concerned MC division .
District
Rural Water Suppl SDM of the Esrzur:\\i/ssioner of
42 o PPY 1 sanction of Water Supply Connection 7 days Sub-Divisional Engineer | concerned sub-
and Sanitation . the Concerned
division -
District
E i ffi f th
. . . ) xec.ut.lve Officer of the Additional Deputy Deputy
(a)Sanction of all social security benefits to ) Municipal o .
43 . . . . 30 days for the first . Commissioner Commissioner of
Social Security old age/ handicapped/ widow (Urban . Council/Nagar
(a) time (General) of the the Concerned
Areas) Panchayat or Sub- . N
. . concerned District District
divisional Magistrate
(b)Sanction of all social security benefits ) Chll.d Deve!opment Addltlc.ma.al Deputy DEpUtY .
. . 30 days for the first | Project Officer or Commissioner Commissioner of
43 (b) to old age/handicapped/widow (Rural . L . .
time District Social Security (General )of the the Concerned
Areas) . o -
Officer concerned District District
Additional Deputy Deputy
a4 Issue of Identity Cards to all categories of 7 davs District Social Security Commissioner Commissioner of
Handicapped persons ¥ Officer (General )of the the Concerned
concerned District District
Deputy
SDM of th C issi f
Welfare of S.C.'s Issue of various certificates like caste, OBC Tehsildar of the orthe ommissioner o
45 , 15 days . concerned Sub- the concerned
and B.C.'s etc. concerned Sub-Division [ -
Division District
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. Given Time . . First Appellate Second Appellate
.N D N f D ff
S.No epartment ame of Service Limit(working days) esignated Officer Authority Authority
2 days from the Deputy
Registration of Marriage under Hindu exp-lry of 1.5 days Tehsildar of the SDM of the Commissioner of
46 Home . notice period as L concerned sub-
Marriage Act . . concerned sub-division o the Concerned
provided in the division District
Hindu Marriage Act.
Licensing Authority - . I
District M trate of | C f
Renewal of Arms License (if the license is (Addl. DM of the istrict Vaglstrate o OmMmMIssioner o
. s the concerned the concerned
presented before the expiry date and the District) / Deputy - s
47 . o L 15 days o . district/ Division/ Zonal
license issuing district is the same where Commissioner of Police .
. . . Commissioner of Inspector General of
service has been sought) in case of Police . -
. Police Police
Commissionerate
22 days
i) Time for referring
case to the Police
by the DC Office —
Two (2) working
days. Licensing Authority _ . .
ii) Renewal of Arms License (If the license | ii) Time for (Addl. DM of the District Magistrate Commissioner of
. . . oL of the concerned the concerned
is presented after every alternative cycle | verification by the District)/Deputy L o
. R . . . . District / Division / Zonal
of 6 years, where Police Verification is Police - Fifteen (15) | Commissioner of Police L
. . . Commissioner of Inspector General
necessary) Working days. in case of Police . .
ey . - Police of Police
iii) Time for delivery | Commissionerate
of Services by the
Designated Officer
after verification
five(5) working
days
T - -
/ da'\ys from the icensing Authority District Magistrate of | Commissioner of
- . . expiry of the (Addl. DM of the
Addition/ Deletion of weapon (if the mandatory notice District) / Deput the concerned the concerned
48 license issuing district is the same where v puty district/ Division/ Zonal

service has been sought)

period of 45 days as
provided under the
Arms act.

Commissioner of Police
in case of Police
Commissionerate

Commissioner of
Police

Inspector General of
Police
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. Given Time . . First Appellate Second Appellate
.N D N f D ff
S.No epartment ame of Service Limit(working days) esignated Officer Authority Authority
Licensing Authority - . -
District M trate of | C f
Extension of purchase period of weapon, (Addl DM of the istrict Vaglstrate o ommissionero
. . . . . L the concerned the concerned
(within permissible time period and if the District) / Deputy - o
49 . N . 7 days o . district/ Division/ Zonal
license issuing district is the same where Commissioner of Police .o
. . . Commissioner of Inspector General of
service has been sought) in case of Police . -
. Police Police
Commissionerate
Additional Deputy
Commissioner of police
(Hg.) of the Police
Commissionerate or .
Superintendent of Commissioner of
Registration of Foreigners (Arrival and . . Police or Senior Zonal Inspector
50 Immediate Police (Hq) of the . .
Departure) . Superintendent of General of Police
concerned Police Police
District
Additional Deputy
Commissioner of Police
(Hg.) of the Police
Commissionerate or .
Superintendent of Commissioner of
Extension of Residential Permit of p Police or Senior Zonal Inspector
51 . 5 days Police (Hq.) of the . .
Foreigners . Superintendent of General of Police
concerned Police Police
District
Station House Officer
of the concerned Police Commissioner of
52 Copy of FIR or DDR Immediate/ Online Station OR Incharge of DSP Incharge of the Police or Senior

Community Policing
Sanjh Centre at the
sub-division

Sub division

Superintendent of
Police
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. Given Time . . First Appellate Second Appellate
.N D N f D ff
S.No epartment ame of Service Limit(working days) esignated Officer Authority Authority
Station House Officer
NOC for use of loud speakers (applicable of the concerned Police Commissioner of
only in case of S.D.M. obtains N.O.C. from Station OR Incharge of DSP Incharge of Sub Police or Senior
53 . 5 days . . s .
the concerned S.H.O before granting Community Policing Division Superintendent of
permission Saanjh Centre at the Police
Sub- Division
Station House Officer
of the concerned Police Commissioner of
54 NOC for Fairs/Melas/Exhibition/Sports 5 davs Station OR Incharge of DSP Incharge of Sub Police or Senior
Events etc ¥ Community Policing Division Superintendent of
Saanjh Centre at the Police
Sub- Division
Station House Officer
of the concerned Police
e . Station OR Incharge of Commissioner of
Stranger Verification (after receiving the . L. . .
e - Community Policing DSP Incharge of Sub Police or Senior
55 verification from other District/ State of 5 days . L .
. . . Saanjh Centre at the Division Superintendent of
which the stranger is resident) s .
Sub- Division Police
Station House Officer
of the concerned Police Commissioner of
Tenant/ Servant Verification (if resident of Station OR Incharge of DSP Incharge of Sub Police or Senior
56 5 days . . - .
local area) Community Policing Division Superintendent of
Saanjh Centre at the Police
Sub- Division
Station House Officer
Tenant/ Servant Verification (if resident of g:attlzsncgr;{cler::::rpglg‘e DSP Incharge of Sub gghn;r:s:lsoennei;?f
57 other District/ State and after receiving 5 days & g

the verification from other District/ State)

Community Policing
Saanjh Centre at the
Sub- Division

Division

Superintendent of
Police
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. Given Time . . First Appellate Second Appellate
S.No | Department Name of Service Limit(working days) Designated Officer Authority Authority
Station House Officer
of the concerned Police Commissioner of
58 Other Verification related services 30 days Station O.R Inch.ar.ge of DSP I.ncharge of Sub Police.or Senior
Community Policing Division Superintendent of
Saanjh Centre at the Police
Sub- Division
Station House Officer
of the concerned Police
Station OR Incharge of Commissioner of
Copy of untraced report in road accident Community Policing DSP Incharge of Sub Police or Senior
59 45 days . L .
cases Sanjh Centre at the division Superintendent of
sub-division Police
Station House Officer
of the concerned Police Commissioner of
Copy of untraced report in cases Station OR Incharge of DSP Incharge of Sub Police or Senior
60 . . 45 days . .. - .
pertaining to stolen vehicles Community Policing division Superintendent of
Sanjha Centre at the Police
sub-division
Station House Officer
of the concerned Police Commissioner of
. Station OR Incharge of DSP Incharge of Sub Police or Senior
61 Copy of untraced report in theft cases 60 days Community Policing division Superintendent of
Sanjh Centre at the Police
sub- division
Station House Officer
of the concerned Police Commissioner of
62 NOC for pre-owned vehicles 5 days Station OR Incharge of DSP Incharge of Sub Police or Senior

Community Policing
Sanjh Centre at the
sub-division

division

Superintendent of
Police
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. Given Time . . First Appellate Second Appellate
S.No | Department Name of Service Limit(working days) Designated Officer Authority Authority
Additional Deputy
Commissioner of Police
(Hg.) of the Police Commissioner of
63 Service Verification 10 days Commitionerate or Police or Senior Zonal Inspector
(In case of Resident of Punjab) Superintendent of Superintendent of General of Police
Police (Hq.) of the Police
concerned Police
District
Additional Deputy
Commissioner of Police
(Ha.) O.f .the Police Commissioner of
Commitionerate or Police or Senior Zonal Inspector
64 Character Verification 10 days Superintendent of . .
Police (Hq.) of the Superlntendent of General of Police
. Police
concerned Police
District
Additional Deputy
Commissioner of Police
(Hg.) of the Police Commissioner of
65 Verification for renewal Arms License 15 days Comr‘r.litionerate or PoIice.or Senior Zonal Inspecto.r
Superintendent of Superintendent of General of Police
Police (Hq.) of the Police
concerned Police
District
Additional Deputy
Commissioner of Police
(Hg.) of the Police Commissioner of
66 NOC for issuance/renewal of License of 15 days Commitionerate or Police or Senior Zonal Inspector

Arms Dealers

Superintendent of
Police (Hq.) of the
concerned Police
District

Superintendent of
Police

General of Police
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. Given Time . . First Appellate Second Appellate
S.No | Department Name of Service Limit(working days) Designated Officer Authority Authority

Additional Deputy
Commissioner of Police
(Hg.) of the Police Commissioner of

67 Issuance of NOC for setting up of Petrol 15 days Commitionerate or Police or Senior Zonal Inspector

Pump, Cinema Hall etc Superintendent of Superintendent of General of Police

Police (Hq.) of the Police
concerned Police
District
Additional Deputy
Commissioner of Police
(Hg.) of the Police Commissioner of

68 Passport Verification 21 days Commitionerate or Police or Senior Zonal Inspector
Superintendent of Superintendent of General of Police
Police (Hq.) of the Police
concerned Police
District
Additional Deputy
Commissioner of Police
(Hg.) of the Police Commissioner of

69 Verification for fresh Arms License 30 days Commitionerate or Police or Senior Zonal Inspector

Superintendent of
Police (Hq.) of the
concerned Police
District

Superintendent of
Police

General of Police
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ANNEXURE 11

NEW SERVICES SUGGESTED BY THE RTS COMMISSION BUT EXCLUDED IN CONSULTATION WITH THE DEPARTMENTS

S.No | Department Name of Service Given Time Designated Officer First Appellate Authority | Second Appellate Remarks
Limit Authority
(working days)
1 Colonisation Final Account 21 days Concerned Dealing Deputy Director Director
Assistant Colonisation Colonisation
2 Issue of No Dues Certificate | 15 days Concerned Dealing Deputy Director Director
Assistant Colonisation Colonisation
3 Issue of Conveyance Deed 15 days Administrator, New Deputy Director Director
Mandi, Township, Punjab | Colonisation Colonisation
4 Transfer of Property Rights 21 days Administrator, New Deputy Director Director
Mandi, Township, Punjab | Colonisation Colonisation
5 Transfer of Property Rights 45 days Administrator, New Deputy Director Director
in Case of Death Mandi, Township, Punjab | Colonisation Colonisation
(Uncontested)
6 Cooperation/ Re-transfer of Property 21 days Superintending Engineer Managing Director Chairman/
Housefed Adminstrator
7 Duplicate Allotment Letter 21 days Superintending Engineer Managing Director Chairman/
Adminstrator
8 No Due Certificate 15 days Superintending Engineer Managing Director Chairman/
Adminstrator
9 Permission to Mortgage 15 days Superintending Engineer Managing Director Chairman/
Adminstrator
10 Permission to Sell 21 days Superintending Engineer Managing Director Chalr'man/ orivate bodies.
Adminstrator
11 Re-transfer in Death Case 45 days Superintending Engineer Managing Director Chairman/
Adminstrator
12 Possession Certificate 15 days Superintending Engineer Managing Director Chairman/

Adminstrator
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ANNEXURE Il

Proposal received from DC Jalandhar for process simplification for Arms licence

foHsTHSYT & AT AT € JIHTIMT 578 feud Teiedr dd6 GUd3 d=% aeie ¢

Aafer Mde »uts MEe ant € Hge' feut feg g% Iofivt J9s e A= J1Jeie ¢

Aafer Mdae Mits et Fafers € Hoger fett M3 3a<tw3 feut e S9= I fau

MSHTT T A:-
1. Renewal of licence:-

Hoer fegt

o<t 3a<tas feat

aer 31 fag 7 99 an fe9 ufsw falae =t
gerfe3st y3raa #gdt J, fen et aur Aofeq
& yfen falde Yaie Addt U39 3 IJA3™Hd od
an =un Siféar 35 & g7 fegr Ater 31 ufen

1104

i)

e g ndfen mae muts sfein 5SS 398
=TI 15 fos v vt fanfag sig fardr I

fen w5t fonfas mi rieg rafen wafenr aar<
BT AOHE EINE Ua%H § wergeT u=ar|
fag 7 few mafew muts d=® wfad ant (If the
licence is present before the expiry date and
the licence issuing district is the same where

the service has been sought) €T feueTar gt ataT

feys QU3 ¥y Aofeq Iot gUISe, 99
nend M3 forsoRswg & st Afer JI
Ater J| Afeaq fiféar 3= g feur Aee @F
dA gY9T §9'9 feg Ifmir Afer J, fam &
U'H JH3THIT BT 94 fa 3T AteT I 5979 weHd
WMUS< IId BTeAn fdg ada Afeur Aed fey
Sfe=dt &t I afer 71 feg Adt fett HaHs
J= feg ®agar 60-70 fes @ miT B ar Aer J|

T J
foHsanayg & y=raait =3 Ifrum Ar=ar|
fovsonsHg @8 It y=raait de Gud3 Afeag
3 3+ fe3r A<ar| Gud3 feut § mus B 5%
an & fauedr Iele z nafen wae »ls fen
Adfen ®et faqudad Al wed 3T AT yger
Ag= J madr fem feut fev mudse stAt.
©S3d U'H TS &t A=dt M3 &7 It §9i9
WSHJ U'H 999T Afead AEls dds fI g et
gAT A=t |

2. Addition of Weapon

Hoer feat

&<t Ia<tas feat

J1 9979 Mend & Yfen falige Yare mfgal U39
3 JAS™YT J9 IH TUN SHETr 35 & 37 fesT
7T J | yfen falee vz < 3 gaar stdar
HUJISC, 9979 »eHd M3 feHsIn3™a § godt

Jrele ¢ Adfen mige wuls fen rafer @ma 07
fes v Mt farfaa Ji3T fardT J1

o Y]

US| MAST Mde IS BTerAt feaq »mAsT
sfeRn 3 €U 3 <u 35 afog 3y Aaer J,
f a9s gn Iferg & »iEws medt ufsw
foige &t &= &t 7 ma<t J1 yodt °F
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fag sfmrm A 31 foHsars™g €8 an 3
dI3T AT J1 dF y='s I € fe3 fev yragt
Ui Bt @ myt gewfe sEt U'ge A
d3T AteT 1 YeEt € A Myt JeeTgT Gud3s

yget § fat 39 3 Aes M3 gnd A Jnd
gfog &€ B3 < miferr g9 Guds
foHsonse @8 M3Hs y='s #f &7 YIS
Jd& HAEUT JaH TId dI3T A=dr| Hod

an Afeur Feg & Afeaq fifear et 37 e
#er g1 Afeas fiféar 9= 3 e pfeur Aee
TE IR Sifdar Iz § smfesr Aer 4, fAM &
UTH JAITHIT BET 9H fe 3T ATeT J1 9979 HSHd
WMUS< I3 BTeAn fdg ada Afeur Aed fey
Sfg=dt Bt gfur Arer 31 feg Adt feut vo®
Je f&9 ® 9991 60-70 fes @ AT Bar AT J1

fovasasTHT @8 mEtis yo's g9 fe St Aiet 7
" Myt ge=T8T Gud3 Afeaqd fie god "I
fes siféar I3 § gn fe3r a=ar sHdar 95
3d fe3™ 79| Ad9 Yagt & IS J9s
FI&T WA st gSTfemT arear| fen 3 fewrer feg
wdlst g9 e fa yoEt fegu aet an
Tou/3faz &4t I, Agdt €7 UTH AR WHsT YU
FI&T Har J=ait |

fen fedt feg <t oel® 1% a9s &g 599
WMEAT M3 AUIS< ST AT, €€3d @7 958 ITEIUTH
3T fapr 7 w3 &% I wiFHs B yfenA
falge &7 &< <t Ia<ta J fagfa srferm At
qI& =8 HeAAT &t ufew falae ufgst ot =t
et Jet I w3 feq sfedm Gua 3 Ifema
YT T TE66 I MOHH Wide € 3193 yrast
U Hge J1

3. Deletion of Weapon

Hoer fegt

o<t 3a<tas feat

fem ve wuts € 39 aW YUz JT I8 ufgst
397 © oA feg fennt @8 nuer gfama few
frg € sforft &t »msT Steg § o famrr
Jer 3, fe9 pfeur Aeg Ui eeymz yuz d= 3
It AUdSe, 9919 weAd W3 favsaAsg §
I AeT J| fovasorg™g @8 an 3 83T
et g7 fegr Aer J1 Afdaq fiféar I gme
Afeur Aee €8 aW v9dr g9ig feg sfmur
#er 3, fan § sféar 35 €8 9 95 Guds
AT S9’9 »end UM JA3HIT BE IA fe3r

JEie 2 Aafen #iae Muts fen mafen =3 07
fes = mit famfez gtz farr 31

frg € srferft 7 »msT st89 & Sfeur faprr
Jar J, fT9 an SHEar I3 & oy Aotfed w3
I A<ar| faHsgAS™T T8 Y=T&dil 9
99 Hfeur Aed § 3+ fegr A=ar fagst ant
feg sfomt @8 muer gfeng 998 fag <
Tefrt 7 MAST 189 & <fgnr faprr Jer g,
fe9 yagt Ui AT WHeT Y39 & e Frear
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7T J1 9979 MeAd 8 IAIHT Jd5 GuIs
sHéar 95 =& fad9gs »usc 9o STeAn

fa 67 <8 g99s fAg < fan fornast / vmsr
Ftea & gfemg fen fapur I, €9 6w fAg &

fawg a9a Afeur Aeq feu sfe<dt st gfamT
#rer 31 feg mat feut yovs I fe9 sagar
20-25 fes = Adf Bar AT J1 gH 39T € o
frg € st A7 »AgT Steg § Sfemr faprr
Jgar 3, fe9 sfoift o Sus 38l J95 I
ufgst AUz stad. 3 SusT Agdl falge et
et J1 3§t 3 falee yus d< guss
It yoet € Qus sBte digrAter I fen fedt &
B I I 30-40 fes o AHt Ba1 AeT I

wfgaag FfeAf/»meT ed T W3 €7 <&
g fenr famr fa® Hons J1 gwie fe9 Ad9 aet
et et At T 3T A BT BT Yas 39 3
=g g=ar|

fen fedt feg <t oe® 1% 95 T TI'9
MeSHT M3 AUISC ST AT, €€3d €7 968 TEUTH
3T faruT T W3 &% I IBHS I35 BT YIBH
falge &7 < <f A=A J|

Hger fett »igAg Ieie g Aafen #ae »uls fegst Ae=t Bet fagufes Mt weq feast

oAt = faueTaT Ag< &4t T AdeT | QUTa3s IA<H MEHd Id=8! Jds &% fedst AeT<t

e IEie ¢ Aafen mMde wuls faguas AN g fegst ant & fsuer watal gerfemT

7T Ag< 7, fAm v3mga Gudas &<t IA<tEs fett »y 7t AeHy <9< w3 Afonst €

H93 feg y=raatt o3 Um I

g ST M.
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ANNEXURE IV

Proposal of PSPCL/ Power Department

Sub: - Services to be covered under RIGHT TO SERVICE ACT

In the above context it is submitted that the services which are being mainly carried
out by PSPCL in dealing with consumers in day to day working are given below in for form of
Standards of Performance:-

Sr. Complaint Standard Compensation payable in case of | Designated
No. | classification violation of standard functionary to
] ] deliver the
Compensation Compensation .
service
payable to payable to each
individual consumer if the
consumer if the | event affects
event affectsa | more than one
single consumer | consumer
1 Normal fuse off call/complaint
(a) Cities and towns/ Within 4 hours Rs.50 in each Concerned
urban areas block of 4/8 hrs Rs.25/- Lineman
(b) Rural areas Within 8 hours
2 Overhead Line breakdowns
(a) Cities and towns/ Within 8 hours Rs.50/- in each JE/Incharge of
urban areas block of 8/12 Rs.25/- area
h
(b) Rural areas Within 12 hours s
Breakdowns due to breakage of poles
(c) Cities and towns/ Within 12 hours Rs.50/- in each JE/Incharge of
urban areas block of 12/24 | gs 25/ area
h
(d) Rural areas Within 24 hours rs
3 Underground cable breakdowns
Cities, towns/ urban | Within 48 hours Rs.50/- in each JE/Incharge of
and rural areas block of 48 hrs | R 25/ area
4 Distribution Transformer failure
a) Cities and towns/ Within 24 hours Rs.100/- in each
urban areas block of 24/48 | gs 50/- JE/Incharge of
h
b) Rural Areas Within 48 hours rs area
5 Power Transformer | Within 15 days
failure (with Rs.5000/-for | Rs.1000/- for
primary voltage each day of each day of Sr.Xen/Grid
upto 66000 volts) default default Construction
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Sr. Complaint Standard Compensation payable in case of | Designated
No. | classification violation of standard functionary to
. ] deliver the
Compensation Compensation .
service
payable to payable to each
individual consumer if the
consumer if the | event affects
event affectsa | more than one
single consumer | consumer
6 Street Light Faults i) Rectification of -
Iir?e faults Rs.100/- for JE/Incharge of
within 4 hours each day of area
ii) Replacement of default
defective units
within 24 hours
7 Period of Scheduled Outage
(a) Maximum duration Not to exceed 6
in a single stretch hours in a day
during the months
from Apr to Oct &
10 hrsin a day Rs.100/- in each JE/Incharge of
during the months | €as€ of default Rs.50/- area
from Nov to March
(b) Restoration of By not later than
supply 6.00 PM
8 Voltage fluctuations
(a) No expansion/ Within 2 days Rs.100/- for Rs.50/- JE/Incharge of
enhancement of each day of area
network involved default
9 Meter complaints
a Inspection and Inspection within 7 | Rs.50/- for each | Not applicable | JE/Incharge of
replacement of days and day of default area
slow, fast/ creeping, | replacement
stuck up meters within 10 days of
receipt of
complaint
b Replacement of Within 5 days Rs.100/- for Not applicable JE/Incharge of
burnt meters each day of area
default
10 Release of new connection/additional load/demand feasible from existing network

(a)

Release of supply

Within 30 days

Rs.100/- for
each day of
default

Not applicable

AE/AEE incharge
of the area/
function

Network expansion/e

nhancement required

to release supply

(b)

Release of supply —
Low Tension

Within 45 days

Rs.200/- for
each day of
default
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Sr. Complaint Standard Compensation payable in case of | Designated
No. | classification violation of standard functionary to
. ] deliver the
Compensation Compensation .
service
payable to payable to each
individual consumer if the
consumer if the | event affects
event affectsa | more than one
single consumer | consumer
(c) Release of supply — Within 60 days
High Tension 11000
volts
(d) Release of supply - Within 90 days
High Tension 33000
volts . .
Rs.1000/- for Not applicable | AE/AEE incharge
(e) Release of supply — | Within 120 days each day of of the area/
Extra High Tension default function
() Erection of sub Within the time
station required for period approved
release of supply by the Commission
11. Transfer of title and conversion of services
(a) | Transfer of title and | Within 7 days in Rs.500/- for Not applicable | AE/AEE incharge
/ or change of case of LT each day of of the area/
category consumer and 14 default function
days in case of HT /
EHT consumers
(b) | Conversion from LT Within 30 days Rs.100/- for
single phase to LT each day of
three phase or vice default
versa
(c) | Conversion from LT Within 60 days Rs.500/- for
to HT or vice versa each day of
default
(d) | Conversion from HT | Within 120 days Rs.500/- for
to EHT or vice versa each day of
default
12 Shifting of Meter/Service Connection & other services
(a) | Shifting of Within 7 days
Meter/Service
connection
b) | Shifting of LT/HT Within 20 days AE/AEE incharge
lines upto 11 KV Rs.100/- for Not applicable | Of the.z area/
each day of function
c) | Shifting of HT lines | Within 30 days default

exceeding 11 KV
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Sr. Complaint Standard Compensation payable in case of | Designated
No. | classification violation of standard functionary to
. ] deliver the
Compensation Compensation .
service
payable to payable to each
individual consumer if the
consumer if the | event affects
event affectsa | more than one
single consumer | consumer
(d) | Shifting of Within 30 days
Transformer
13 Complaints about Consumer’s Bills & restoration of supply
(a) Resolution of (i) within 24 hrs if Rs.100/- for Not applicable | ARA /RA
complaints on no additional each day of
disputed electricity information is default
bill required
(ii) Within 7 days if
additional
information is
required
(b) Reconnection of Within one Rs.200/- for Not applicable | JE/Incharge of
supply following working day each day of area
disconnection due default
to non-payment of
bills
Maximum limit of compensation payable in case of violation of any Standard of Performance will be Rs.
5000/-. In case affected consumers are more than one the amount of compensation within this limit
will be shared by all the claimant consumers for each notified office and this amount will be distributed
equally amongst all the claimant consumers who have been awarded the compensation by the
competent authority.
NOTE Under Regulation-25 the above prescribed Standards of Performance, the services are already

being monitored by PSERC. During a meeting on this issue earlier, the Hon'ble Chief Secretary,
Punjab had suggested that to avoid duplicity, these services may not be covered under Right to

Service ACT.
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SECTION 1l

REFORMING PUBLIC SERVICE DELIVERY SYSTEMS

Perspective

The first PGRC had dealt with some of the services in its Second Status Report. A
number of recommendations are still pending for consideration and subsequent decision of
the State Government. In the meantime, there have been new developments. First, there is
a prospect of almost universal issue of UID in India, generally and in Punjab, specifically. This
process will accelerate with the linking of most of the benefits schemes to the possession of
the UID by the beneficiary. Whatever its uses and potential for improved governance and
targeting in respect of various benefits, it should be quite clear that this can be an effective
window for citizen empowerment as indicated later. Second, the Right to Services (RTS) Act
was notified, as proposed by the first PGRC (PGRCI) and covers 69 services at present. The
Working Group Report on strengthening the RTS Systems and new services to be added was
submitted to the government in December 2012. Suggestions regarding adding new services
were made on ‘as is where basis’ i.e. without taking into account issues of simplification and
improvement in practices and processes and procedures which may be independently
necessary. The present report deals with reforms of delivery systems, processes and

infrastructure for public government interaction management.

Relevance of Context and Rules

While the generic objectives, common to most of the areas of reform (reducing waiting and
delivery time, one stop service centres, on line delivery etc.) do need to be clearly
enunciated, sufficient conditions for effective change can only be created through specific
services, in their specific context of rules, incentives, proximate benefits, constraints and so
forth. Moreover, in public services, the written rules and instructions govern the structure
and delivery of public services, and how these function and some of these in many cases
may need to be reframed/re-engineered for effective outcomes. This may be a more
productive route rather than laying the blame on delivery agents, on informal practices and

implementation while

Note: This section has been contributed by Task group on Basic Civic & Regulatory Services chaired by Shri R.N Gupta I.A.S (Retd.)
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ignoring the perverse incentives which rules create sometimes. Focus needs to be on
specific services rather than on omnibus solutions to be applied across the board, without
taking note of the nuances and different contexts of services. Understandably there is an
increased focus on delivery standards. In the process of expediting and compressing
schedules of delivery, however, substantive simplifications may sometimes get ignored. We
may be adopting advanced on-line systems, based on primitive, unnecessary and sometimes
unfriendly processes and procedures to be completed/complied with by the citizens e.g.
verification by gazetted officers, public officials etc., even in areas demonstrably not
requiring the safeguards, thus necessitating in due course another bout of re-digitisation (as
and when the processes are changed) and requiring another set of modifications in the e-

delivery systems. E-governance needs to be built on the foundation of process reform.

Continuing the service specific focus outlined in the Second Status Report of PGRC |,

proposals are based on services grouped as:

(a) Documentation Services

(b) Physical/Material Services

(c) Information Services

(d) Grievance Redress Services

Generally, relevance of (c) and (d) tends to be viewed in relation to specific services and
transactions but these may require consideration in their own right as they do have
characteristics independent of the context of specific services, and can impact all services

across the board.
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Documentation Services - Need based

These services namely, affidavits, area and caste certificates, income certificates, ration
cards, driving licenses etc. require completion of mandatory documentation by the
applicant — making an application, attaching copies of documents required (e.g. copy of
identification documents such as passport, EPC and now popular the UID and so on). Some

of them need physical interaction as in a test of driving skills required for a driving licence.

The State Government has accepted the first set of recommendations; affidavits have been
substituted by self declarations at least at the SUWIDHA Centers. However, there is no
change in respect of the process of 3" party verification by public officials prescribed for
most of the services. Once the documentation check list is completed and verification done,
the balance process consists of the issue of a certificate or whatever, and the time taken can
be one or two days at the most depending upon internal vetting processes. Services which
do not need third party involvement for verification/witnesses pose no problem, and for
example simple documents like an Identity Card or a Senior Citizen Card can be issued
immediately on application. Unfortunately, some of these services have over time come to
acquire a baggage of somewhat irrational processes and procedures, involving verification

by public officials and intricate internal processing and vetting systems.
In case of these documentation services, simplification/re-engineering of procedures, and
elimination of unnecessary requirements would mostly be in one of the following areas:

(i) Streamlining exogenous (outside the official network) — processes and checks in
the form of verification/endorsement by public officials — Lambardar, Sarpanch,

MC, Patwaris etc.

(i) Eliminating and simplifying internal processes and procedures-number of official
levels and wings in the receiving and issuing offices to check, vet, verify and sign

and deliver documents.

These two areas are examined below.
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1. External Processes — Verification by Public Officials

These relate to the presently prescribed processes of authentication, verification and checks
by public authorities outside the control of the office/department handling the
requests/issuing certificates and documents. Mostly elected councilors and members of
PRI’s as well as the Revenue Department officials are required to verify the correctness and
veracity of citizen requests for various certificates. The procedures consume time, without

necessarily addressing the problem of misuse.

(a)Dysfunctional Verification Processes

e First, there is the problem of ‘conflict of interest’ which is likely to affect the validity
of the process of verification by elected officials. They have political interests and
may have a tendency generally to endorse whatever is presented.

e Second we need to be sensitive to the degradation of citizens in the process, having
to move as supplicants to different officials, all this while we raise slogans of
inclusiveness and of citizens being ‘Principals’ for government agencies.

e Third, even under criminal law, an accused is ‘presumed innocent unless proven
guilty’ whereas all applicants (all of them Principals!) are considered suspect.

e Four, mostly information given by the applicant to be verified is about personal
matters which are not in public domain and not easily subject to verification - say of

income, in case of a trades person not paying income tax.

These processes thus are in fact only a charade carried out by successive official agencies —
elected and revenue officials imposing unnecessary transaction costs but unlikely to address
problems of misuse for reasons indicated. Documentation and certification services are only
occasionally needed, as these are universal and don’t have any element of competition or
supply scarcity. These services don’t provide any real benefit by themselves and only expand
the range of opportunities for applicants. In most of the cases, therefore, there is little
reason to suspect that applicants will provide wrong information. Most of these services —
area & domicile certificate, BPL ration card today - mostly create a window for, but not
necessarily access to, ‘end’ or target services — admissions, employment etc., that means
there is hardly any incentive for false declarations. There is at present little by way of risk

analysis while laying down verification rules and little assessment of risk or potential for
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misuse for obtaining documents - for example in issuing a wrong birth certificate vis-a-vis

say an SC Certificate or a wrong BPL Card.

Probably the reason for continuance of verification practices is a status quo bias. What has
been started once, tends to continue, resulting in thousands of man hours and man days of
applicants as well as officials being wasted in a futile attempt to prevent misuse in isolated

cases that it would be more appropriate to leave to ex post control systems.

(b) Options for 3™ party verification

The ideal course, therefore, appears to be to provide for self certification for most of the
services, as already suggested in case of affidavits, where required, and in case the risk of
misuse is considered high, one or two citizens who are properly identified (UID/EPC) can be
asked to endorse, verify and support the truth of the self declaration made by the applicant.
The neatness of the proposed system is that it is always possible to pin down the culpable
applicant (and also the witness). He/she is after all the beneficiary of the service. A fraction
of the time spent on routinised endorsements, if earmarked for post facto monitoring, may

be more than sufficient.

The following, therefore, are the options in that order, depending on assessment of risk and

the utility of verification processes in preventing it:

Option: |  Self-Certification: in case of minimum risk or where it is not practicable to

control and monitor first (delivery) stage misuse.

Option: Il  Self-Certification supported by third party: one or two citizens with photo

ID (EPC/UID/passport) - for high risk and misuse prone services.

Test checks can be carried out on random basis and analysis of data of

service delivery.

Option: lll Continue present system of third party verification by officials: Even for

services where public official verification is considered necessary, eliminate
disparity in case of rural areas by providing verification only by elected
officials, as in case of municipal committees thus saving rural applicants
from unnecessary transaction costs of double jeopardy — verification by

revenue officials as well as other elected officials (e.g. Sarpanch).
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We would strongly recommend only Option | & Il and are reasonably sure that these will

work better and be relatively complaint free.

A false declaration by citizens entails the same penalty as a wrong affidavit under Section
199 & 200 of the IPC as explained in the report of the 1% PGRC. It is recommended that
certificates such as residence/area, senior citizen, dependent and similar certificates and
endorsements should be issued on the basis of self declarations provided by applicants.
SC/caste/ration/income certificates which provide a higher range of benefits can be issued, if

supported by one properly identified citizen, preferably holding a UID.

In addition as indicated above, applicants need to be allowed to get the verification process
completed themselves prior to submission of applications as is the practice at present, even
in the limited cases (we don’t visualise any) where it is decided to continue the present
practice of verification by public officials. This will also make the delivery seamless and
certificates and documents can be issued the same day. This will simplify delivery
mechanisms in the case of over 90% of services which mainly are confined to issue of

documents rather than physical delivery.

2. Internal Procedures and Processes
(a) Competence to Approve & Authorise Issuance of Documents

The second issue apart from third party verification, concerns the processing and checking
levels starting from the front office to the upstream officers authorized to approve and to
issue. Officers competent to issue and sign the certificates are generally located away from
the single service front desks. Generally Government rules provide for an officer having a
gazetted status to sign the certificate. This appears to be a wasteful practice and simply
leads to multiplication of levels through which the papers transit without any value addition.
Powers need to be given to the lowest level feasible and practicable, located as close to the
front window as possible (the well known principle of subsidiarity). This will allow officials
like the Tehsildar, who keep on signing bundles of certificates received from the SUWIDHA
centres, to attend to more important work for the public. A caste certificate for example is

sent physically by SUWIDHA centres to the Tehsildar office and issued only on receipt of the
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‘file’. This takes an extra 2-3 days apart from courier costs (Obviously, paid by the applicant),

entries in ‘receipt’ and dispatch registers on both sides and so on.

There is another additional reform which will help in the process. At present except for
some SUWIDHA Centres where the officers, the Magistrates/Tehsildars are physically
present, most of the other Single Window centers have to transmit documents physically to
the authorities competent to sign the documents, say a Tehsildar in case of an S.C.
certificate. Unless this process is changed the idea of simultaneous or same day receipt of
application and delivery of service will remain a pipe dream, as it is difficult to complete this

courier process within the same day.

These documents do not permit of any discretion on the part of the issuing authorities.
Once the documentation is provided and the form filled in, and self declaration, UID holder
third party attestation etc. completed, it has to result in automatic issue of documents and
signing the formal document / certificate does not involve any discretion or application of

mind.

It is therefore, recommended that in all cases handled at the SUWIDHA centers the process
be streamlined by authorising and giving powers to a designated officer in-charge of a

SUWIDHA centre to sign and issue such certificates.

(b) Administrative Vetting & Scrutiny of Applications

Apart from delegation of authority to issue the certificate/document, the other issue is the
number of levels for scrutinising documents within the official hierarchy. Most of these are
simple transactions having simple compliance requirements. ‘Staring’ at these documents,
filed by the applicant, for a longer period or by more than one pair of eyes is not going to

make any difference!

In addition what is required as also recommended in the section on the RTl is to display on
the departmental and other web sites of agencies handling the services, a checklist for

applicants, standards of services including the time lines for delivery etc.

It is envisaged that once this system of declarations supported by third party verification

from citizens holding UID and mostly in knowledge of the applicants’ circumstances is
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adopted, it will make the process of one stop one visit delivery a reality. Thus for example in
case of an S.C. certificate, all the applicant would need to do is fill up the form, make the
declaration and produce a citizen holding the UID before the appropriate authority -

SUWIDHA Centre/ Tehsildar etc. to be issued a certificate on the same day.

This system can be used for all the documents issued by the Revenue and District
Administration including S.C. certificates, Income certificates, Ration cards, and similar other
high value certificates - practically all the services that at present create a substantial
problem of transaction costs of time and money. It is estimated that currently these involve
2-3 man days lost in waiting and visiting apart from the ancillary costs of locating a Patwari,
a Sarpanch and so on. This will save transaction and opportunity costs of about Rs.200 crore
in Punjab alone (assuming Rs.500 per application). In addition Government will save
substantial costs of time of the officials spent in fruitless processing which mostly involves

uninformed and ritualistic verification.

Recommendations: Documentation Services

Based on the analysis, our proposals for documentation services based on self regulation

principles are on the following lines:
e Self Declaration - Affidavits/Residence/Area/Senior Citizen/similar certificates

Self declarations of applicants should be accepted in routine, in place of sworn
affidavits except where the latter are required by law. UID/EPC should be considered

as sufficient identification. Third party verification should be dispensed with.
e Self-Attestation of Documents

Citizens should be allowed to make self-attestation of the copies of documents

required as supporting evidence.

e (itizen Friendly Verification - Income, Ration Card/SC Certificates/other documents

(where self declaration not considered adequate)

The process of verification by the Revenue officers/Sarpanch in rural areas and by

the Municipal Commissioner in urban areas should be discontinued.
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In place of verification by these officials who lack the necessary information and may
not be able to make proper verification due to political and other reasons, for most
of the services, self-declarations supported by UID/EPC holder/properly identified

citizens known to the applicants should be accepted.

e Empowering SUWIDHA Centres to issue certificates, eliminating transit time and

costs

Documentation Services - Service specific reforms

Keeping in view the broad approach to reforms as indicated in the previous section some of
the important documentation services and reforms therein are discussed in this section.

These cover, in addition to recommendations above, some service specific issues.

Registration of Births and Deaths

This area was also covered exhaustively in the second report of PGRC (Chapter 3). The
recommendations regarding change/addition of the persons/authorities to be notifiers/local

Registrars have been accepted. Some of the other issues are dealt with below:

i. Simplifying the process of name entry - At present this entails two processes - one
for birth entry at the time of delivery and one for entry of the name. The problem
arises due to cultural/religious traditions as most of the families do the naming
ceremony after one month. In fact in some of the states in the South it may be after
6 months of birth. Considering this problem, it is recommended that registration of
birth should be permitted in routine and without any levy of late fee upto a period of
3-6 months. While technically this matter relates to a Central Act, we feel that the
State Government can implement this reform through administrative
instructions/rules, waiving late fees, upto 3 months and thus making it simpler for
families and notifiers (ASHA) to record a composite birth entry i.e. birth entry and
name through a single transaction. In fact, most countries have made simultaneous
entry of birth and name mandatory and extension by 3 months will smoothen the

switchover and compress the two processes.
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Registration of Births after one year - Accept affidavits as provided under law in
cases where registration is done after one year and discontinue the present informal
practice of requiring the applicants to provide various supporting certificates from
Hospitals, Midwife, Sarpanch etc. This only leads to more transaction costs without
eliminating misuse of parties who may have considerable incentives in creating a

wrong birth record.

Authorisation for Issuance of Birth Certificates - It is suggested that SUWIDHA
Centers that have access to digital records should be empowered to issue the
certificates by vesting necessary powers of Registrar/Additional Registrar on officers
designated by the Deputy Commission only for this purpose. This will eliminate the
time involved in transit i.e. sending each file to CMO office and back. The application
need not be sent to the District Registrar’s office, nor be signed by the District
Registrar. This could make the process a matter of one-day delivery. Of course, as
and when web based on line delivery system are established, this will not be

necessary.

It is, therefore, recommended that:

Late fees should be waived for Registration of Births if reported within 3 months of

the birth; this will enable simultaneous birth and name entry.

SUWIDHA Centers should be authorised to issue certificates of birth, in cases where

they have direct access to digital records of births.

In case of delayed applications for registering births post one year, certificates should
be issued on the basis of affidavits (or self declarations as and when the latter can be
substituted for the former) without additional authentication, if the application is

filed within 10 years of birth.

Civic Services

Approval and Sanction of Building Plans/Water Supply and Sewerage Connections

Two main areas of approvals and sanctions are covered. The rationale is given in detail in

the 1% PGRC report. These are based on assessment of the incentives of parties who build

houses and irrespective of regulations are interested in their own safety. The regulations are
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formal as one can always make any change required after the charade of visits and
inspections before granting permission. The focus of enforcement should be on
public/neighbourhood aesthetics and hygiene rather than internal architecture and space
utilisation.

Recommendations

New Construction/Approvals and Permissions

e Registered architect/draftsman to be responsible for compliance with rules.

e Architect certificates to be accepted for three storey buildings upto one kanal (or any

other condition considered appropriate) for issue of sanction.

e Only one certificate after completion (completion/occupation certificate) should be

necessary.

e Architect certificates to be accepted for three storey buildings upto one kanal for issue

of Completion Certificate.

e Bye Laws be revised to give autonomy for internal planning — space use/size of

rooms/toilets etc.

e Revised plans to be necessary only for material e.g. building line/frontage

changes/zonal restrictions.
e Post construction inspections before issue of completion certificate to be dispensed
with in cases, where automatic approval is given.
Water and Sewerage Connections

e Water and Sewerage connection to be sanctioned for new approved buildings on the

day of application.
e Prior site visits to be discontinued.
New initiatives: Citizen facilitation, Earthquake Proofing/Rain Water Harvesting/Solar
Heating

At present, even the staff of the most of the MC’s seem unaware of the basic planning and

technical features and hardly in a position to advise, let along monitor.
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e State Government to prepare simple pamphlets/instructions containing brief
requirements, obligations of owners and builders and simplified technical
details/design for earthquake proofing, rain water harvesting and solar water heating

systems. Information to be put on the website.

Public Services - Transport Department

Most of the recommendations made in the first PGRC report have been accepted. The main

areas on which action is still required are the following:

Registration Certificate

The process of issue of registration certificate by the dealers has been adopted in Punjab.
The main reform required is abrogation of the practices of ‘passing’ new vehicles through a
routine inspection. Reputed manufacturers are suppliers of the vehicles and the process is

pointless now though justified when started, in the absence of standardisation and codes.

Driving Licences

At present, the main problem is the crowding of applicants and time spent waiting for
physical evaluation of skills. Mostly money or approach is the quicker and efficient solution.

Acquiring driving skills is, therefore, a casualty.

It is proposed that:

e A system of certification/accreditation of Driving Schools may be initiated and
generally the certificate of driving skills issued by these schools should be accepted as

prima facie evidence.

e Candidates may produce Driving Skill certificates issued by authorised training schools.
These need not be accepted as conclusive evidence but will simplify the process and
time taken by the officials of Department of Transport in having to test the skills in

each case for which they rarely have adequate time.

e Brief pamphlets/documents that may be available on sale should be prepared and
handed out to all applicants (who can be charged for the same) indicating the areas on

which they will be tested during the prescribed physical examination.
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o Till the system of authorisation of the Driving schools is in position, volunteers can be
harnessed for testing the driving skills (e.g. Government vehicle drivers). The aim
should be to give each applicant an appointment and not make a candidate wait for

more than say 3 hours.

Commercial Vehicles - Fitness Certificate

The Public experiences immense delay and harassment besides incurring transaction costs
and falling prey to corruption. The number of MViIs is inadequate and there is no prospect of
the deficiency being made up. Authorised service stations need to be approved for the said
purpose and allowed to charge a certain fees. They have the proper equipment for testing
the vehicles manufactured by companies whose vehicles they are authorised to handle.
Guidelines could be provided by the Department of Transport. Fitness certificates can be
issued by competent authority once the verification by an authorised dealer is made
available by the applicant.
Recommendations
Registration Certificate
e Complete the process of issue of registration certificate by Authorised Car Dealers.
e Discontinue ante diluvon practice of ‘passing’ new vehicles prior to issuing of
registration certificate.
Driving Licence
e Introduce accreditation of driving schools for certifying driving skills.
e Reduce time for completion of driving test processes to a norm of 3 hours if necessary
by engaging volunteers.

Commercial Vehicles Fitness Certificate

e Accept test/fitness certificates given by authorised dealers of vehicles, for issue of

official approval/certificate.
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Registration of Marriages

Under the Compulsory Registration of Marriages Act, every marriage is required to be
registered. So far this Act has not been adopted in the State of Punjab. There are, however,
a large number of requests being filed before the notified officers as also the SUWIDHA
Centres for this purpose (number). At present the process, despite best efforts, reportedly
involves substantial informal payments in many cases. One of the reasons appears to be the
informal practice, not provided under law, of insisting upon the presence of both parents of
the parties as also imposition of other conditions such as photographs of marriage. Some of
these conditions may be difficult to comply for a couple especially presence of parents of

both the parties, generally due to problems of the parties residing at different places.

The processes need to be simplified by bringing these in line with the legal provisions that
provide for memorandum/photographs to be given by both the parties and production of a
witness each on the groom and the bride side. Of course, one of the parents from each side

can always be a witness in addition to any other relatives.

It is recommended that:

e Regulation of marriages: In all cases where applications are filed for registration of a
marriage under this Act, application/memorandum containing particulars as
required under law, along with photographs of parties should be considered

adequate and the requirement of presence of parents of parties be dispensed with.
Revenue Department
We consider some simple reforms and changes that are essentially non-controversial and
have win-win outcomes.

(a) Registration of Sale/GPA Deeds

Process of registration of sale deeds has been simplified in Punjab. In fact in most of the
other states, it is possible to have the registration done on the day of presentation even
though it might take practically the whole day and the experience may not be a pleasant
one. The risk (of fictitious persons posing as sellers) has been greatly reduced by the

provision of digitisation of the deeds along with scanned photographs of the concerned
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parties and witnesses. It is understood that a proposal for outsourcing the process of
registration on the lines of passport service, is under consideration of Punjab Government.

Undoubtedly, that will improve chaotic conditions encountered at present by the applicants.

Government of Punjab has also reduced the discretion of Registration offices and the
registration process by removing ambiguity regarding cost of construction. Now cost of
construction is calculated as a function of collector rates (10% of collector rate for the

ground floor and so on).

There are, however, some additional reforms that need to be undertaken to:

(a) address the problem of bogus registrations done by people carrying fictitious powers

of attorney, and

(b) tackle problems of ambiguity in collector rates of land

Addressing Misuse of GPA

Regarding the first, it may be appropriate to provide that for all registrations of general
power of attorney, photographs of the executor and holder of POA will be affixed on the
POA document in the same way as is the case for registered sale deeds. This problem of
bogus POA’s is one of the major components causing insecurity of property rights in Punjab
especially for the NRI’s and the common man. In fact, a substantial percentage of POA’s are
held by the property dealers, distorting property markets. This is also the main instrument

used for dispossession/denial of rights of the rightful owners.

The option of imposing duty of 1% to 2% on such deeds is not likely to deter such misuse as
the stakes are high and this is not likely to be a deterrent though no doubt it can add
substantially to revenue and can be taken up as a resource measure. The problem that we
are concerned more with is of fictitious persons posing as owners of property and getting
POA’s in favour of their friends etc. This is a serious problem and the main weapon in the
hands of the land mafia. Stories of such POAs being used to browbeat absentee/vulnerable
owners are common knowledge. Probably a combination of some stamp duty and an
unquestionable identity proof of owner/holder listed in the deed (passport detail; UID/EPC

etc.) along with record and scanned photograph kept on record will go a long way in
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eliminating property insecurity in Punjab. At present, as a survey conducted by IDC found,

over 80% of people in rural areas feel insecure about the property they own.

Collector Rates

The second issue is of defining areas clearly to remove doubts about the location of a
particular plot/unit within a particular rate zone and consequently ambiguity in the collector
rate applicable to it, an issue covered in the previous report of the PGRC as well. Zones for

collector rates should be clearly and unambiguously defined.

Registration of Mortgages for Agricultural Loans

There is one additional issue that will make life of many farmers much easier, by simplifying
and reducing transaction costs incurred by them on taking crop loans — generally twice a
year. The problem is that while hypothecation of land to be mortgaged as security is
exempted from stamp duty, registration is still compulsory. One can imagine unnecessary
transactions that take place every year as a vast number of farmers are involved in the
process and the execution i.e. visit offices, providing witnesses etc. can cost Rs.1000 to
Rs.2000 for each registration. The alternative of deposit of title deeds is not available to
most of the farmers as only land records entries carry proof of their title. Revenue
Departments are aware of the problem but surprisingly it continues even after so many
years and is ironical since this was exempted during the British rule for agriculture loans

under the Agriculturist Loans Act.

Recommendations
GPOA

e Mandating affixing/keeping record of photographs of executor and attorney holder
on the GPOA (General Power of Attorney) document and keeping record of copies of

ID of both parties (UID/Passport/EPC).

e Imposing nominal stamp duty (%%) on GPOA document registration.

Collector Rates

e (Clear demarcation of zones for differential Collector Rates.
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Registration of Mortgage Documents for Crop Loans

Amend law to allow mortgage deeds to be executed without registration.

Income Certificates

This has been covered at length in the 2" report of the 1 PGRC and detailed proposals

given and are being mentioned here briefly. Mainly, the suggestions are:

Uniformity in Income Criteria across different Departments/Clients

Income certificates are required by different departments for different purposes and
specific income limits are prescribed. For example there are separate income criteria
for exclusion of the ‘creamy layer’ of SC castes for employment, scholarships to
minorities, BPL cards, State Government subsidised food grains, admissions to
education institutions and so on. There needs to be feasible uniformity across

departments in this respect.
Liability of Applicants for incorrect Facts/Information

While providing self certification supported by an identified citizen, it should be
made clear that the applicants are liable along with identified/UID holder who

certifies the correctness of the self declaration by the applicant and facts stated.

Uniformity in Design of Application Format

Some changes in the design of application and procedures will be advisable:

(a) Format adopted for an application for income certificate should be uniform

across departments.

(b) Mandating Quantification/Details of Income: Quantification/details of
income are necessary and complete details need to be insisted upon. The
present practice is limited to bland statements like “my income from all
sources does not exceed Rs.1000 p.m. (in case of old age pension).
Detailing of income to be provided will make it difficult for an applicant to

make false statements that are logically consistent. Prescribing details is a
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(c)

(d)

simple route to eliciting facts, as anybody who tries to fudge an Income Tax
Statement knows, so reliable that IT Department has stopped even asking

for copies of documents.

Norms for Agriculture Income: Assessing income of agricultural land is a
problem. Parameters for the same were indicated in the 1% PGRC report i.e.
Rs.10,000/- income per acre as the standard for irrigated land and
Rs.5000/- per acre for non-irrigated land. On this basis there should be no
difficulty in the applicants giving details of the land they possess and

calculate themselves net income from the agriculture holding.

Criteria of per Head Family Income Norm: Last, to make per head income
as the basic criterion for all schemes as the number of family members is a
material factor in determining adequacy of income for a family for any
purpose. For example the criterion of Rs.30,000/- family income in Punjab
for subsidised rations can be indicated as Rs.6000/- per head/. The
common format at the end of the section is recommended for adoption by
the State Government in respect of all departments. This will facilitate self-
completion of forms, without any middleman, even though assistance may

be required for the calculation.

Recommendations

The format (Annexure to this section) should be adopted for an income certificate
application by all the agencies/departments of Punjab government that require an
Income certificate - pensions, school admissions, SC/minorities students for

scholarships etc.

All the fields of the application form should be made mandatory including details of

different sources of income.
Criteria for family income should be per head capita and not total family income.

Government should indicate norms for determining net agriculture income as

suggested.
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e Family should be defined clearly to avoid ambiguity.

e Self-declarations supported by a citizen having UID or other acceptable identification
should be accepted in place of the present practice of verification by public officials

i.e. elected or otherwise.

Physical/Material Services

Unlike contingent services, that are rarely denied and where delivery problems mostly
relate to transaction costs, these are meant to provide monetary and material benefits, to
targeted groups. Examples are stipends and scholarships, concessional rations for the poor,
old age pensions etc. The channels and processes for delivery can result not so much in
transaction costs (the main cost is waiting, apart from the risk of exclusion) as in imperfect
or delayed or partial delivery, due to complex bureaucratic layers and systems and leakages

due to lack of demand side incentives (generally there is no cost to beneficiary).

There is need to develop self correcting mechanisms and participatory monitoring through
developing appropriate Applications and Software and clear and unambiguous single
window complaint as well as reporting systems for the problems of the beneficiaries,
whenever they choose to complain. Reform of physical/material services requires
examination of the total context of individual services but there are two common aspects
which if attended to, can drastically improve delivery efficiency and effectiveness of these

services. These are:

(a) Information and transparency about service delivery standards and

(b) Clear complaint redress systems.
These have been addressed later as both imparting of information and grievance redress
needs to be treated as generic public obligations of government, independently of their

need for different services. There are, however, some additional issues that need to be

addressed for specific services and these are indicated below.
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Social Security & Welfare Services

These services cover direct monetary transfers, pensions and similar social security schemes
as well as different schemes targeted at S.C. beneficiaries/minorities etc. The

recommendations are indicated below.

Income Criteria and Process for Income Verification

To the extent possible, the income criteria for various entitlements, scholarships, loans,
other grants should be uniform, expressed in terms of family income per head. It is true that
one has to accept different criteria for the Govt. of India schemes to avail of the same but
even in respect of the State schemes, there is wide and somewhat irrational diversity in

terms of income criteria.

It is suggested that the pragmatic criterion of per head capita income of Rs.6000/- P.A. -
based on the accepted Rs.30,000/- annual income for the subsidised food grain scheme -
should be accepted for all state Government schemes for socially and economically
challenged groups. The recommendations for system of assessment of income have been
given (See Section — Income Certificates) and the same need to be followed. 3" party
verification by public officials - Patwari/Sarpanch/Municipal Commissioners - should be
substituted by user friendly citizen certification, through citizens known to the applicant but

holding UID or otherwise properly identified.

Mode of Payment

Payment of all assistance should directly be credited to beneficiary bank accounts.

Old age Pensions

The present practice of certification of age by medical officers needs to be discontinued
instead data available in Electoral Rolls that indicate the age of the voter should be
accepted. It seems that UID cards also carry this information and that could be used as an
alternative in due course. The rationale for this proposal has been given in earlier reports.
Income and age can be made subject to user friendly endorsement from neighbours/citizens

known to applicants as indicated above.
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Digital Records of Beneficiary Identity

At present there is no practice of affixing photographs on the application and digitisation of
data of beneficiaries including digital records of photograph scans. This practice should be
initiated to curb misuse and data displayed on department websites or at least maintained
properly in place of manual records. In due course when UIDs become universal, the

sanction could be linked to the identity supplied by the card.

Recommendation: Social Security and Welfare

Income criteria

A standard criterion for per head income (of Rs.6000/-p.a. recommended) for the family
should be adopted for all pensions including widow, old age etc.

Old Age Pensions and Similar Schemes

e Maintain digital records including photo scans of beneficiary identity to prevent

fictitious claimants.
e Discontinue medical reports for proof of age; accept evidence of electoral roles.

e Prescribe standard Income Certificate application Proforma (Annexure Section Il).

Transparency- Information Services

As information services are covered under the RTI Act, the section deals in detail with the
same and specifically highlights issues relating to redesigning information relevant for

documentation and material services.

Imparting of information needs to be considered a public service and is probably necessary,
irrespective of nature of a specific service. Some of the basic issues in information services
related to the RTI Act are indicated below.

Major Issues and Problems

(i) Neglect of Citizen Information needs: Most of the information needs of applicants

as assessed through a PGRC survey can easily be addressed through imaginative
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anticipation and disclosure of appropriate information. Mostly these relate to
budget and expenditure of government departments, details of recipients of
government grants and assistance and norms and procedures for citizen services - all
areas of information on which the law already requires information to be disclosed.
Unfortunately, a perusal of various department websites show that the display is
somewhat mechanical, not in line with citizen needs and the display formats poorly
designed.

(ii) Dysfunctional PIO’s: In most of the departments, the PIO system is dysfunctional,
imposes very high transaction costs in terms of time and money therefore, unable to
provide meaningful and effective access to citizens. Transaction costs can be 30
times the official tarriff (fees) for obtaining information. These would be much more
if one adds opportunity cost of time - approximately equivalent to wages for 2
working days on average. The system imposes disproportionate costs on citizens
who may not have enough money or influence to delegate the activities involved in
fiing applications/collecting information. The basic problem in the
administrative/geographical distance between the PIOs and the custodian of
information (some departments need to be examined).

Aligning Mandatory Disclosure Provisions with Information Needs — Information Protocols

The provisions of RTI Act are comprehensive and encompass areas of information that are
static and routine as well as information of vital interest to individuals and communities.
However, need imaginative presentation and packaging to align with, information

requirements of citizens and to make such information ‘stick’!

Keeping also in view the present preponderance of requests relating to land,
budget/expenditure, contracts/purchase of goods by the public authorities, subsidies and
other assistance given especially under social security, it is suggested that the format of
information to be displayed compulsorily by different departments should be reviewed in
respect of areas of interest to the citizens, ambiguity removed and standard presentation
modules/protocols/formats prescribed through rules/instructions for display of information

as indicated below.

(i) Mandatory disclosure of Rules, Statutes and Instructions
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(ii)

As per section 4 (i) (b) (v) requires all departments to disclose rules/statutes and
instructions etc. These are rarely updated and the presentation is chaotic besides not
being classified properly. The departments need to suitably classify them as (a)
personnel; (b) financial and (c) specific major citizen related services and (d)
programmes.

Mandating Disclosure of Information on Budget/Expenditure

There is a need to devise a common format keeping in view citizen expectations and
requirements. It is generally well known that staff salary is a fixed cost and details
thereof may not be of much use. It is the capital and non staff expenditure for which
generally information is required and requests are filed. However at present details
are not made available. It is suggested that each department/public authority should
amalgamate staff related expenditure but give details of expenditure on non staff
items/programmes/schemes — capital or revenue - costing more than a specified
amount (say more than Rs.10 lacs). The format proposed is indicated in the Table
below. Thus for example in case of Social Security department, yearly

estimates/expenditure for widow, old age pension etc. would be given separately.

Table 1
Proposed Budget format — disclosure under Section 4(1) (b) (xi)
1 2 3
Budget items/schemes Estimates current year Actual

expenditure
previous year

Total budget of the department/agency

Total staff salaries and staff related expenditure

Total non staff budget (Capital & Revenue) (Rs.)

Details of non staff expenditure (all items more than
Rs.10 lacs)

(a) Capital

(i)

(ii)

(iii)

(b) Revenue

(i)

(ii)

(iii)
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(i)

Mandatory disclosure of information on recipients of Concessions/ Disbursements
Section- 4(1)(b) (xii)

This requires details of concessions, lease, allotments etc. to be given by the
departments. At present this is not being disclosed. The list of beneficiaries in
appropriate format need to be displayed in all these cases and of course, the first
step is to digitise this information along with photographs. The information can be
updated/uploaded monthly and annually if not in real time. In case of pensions and
other such individual oriented grants and payments for example, the information can
be displayed in the following format [Tables 2 & 3] for pending applications and for
sanctioned cases, classified village, sub-division and district wise. Such details will
cover areas like ‘shagun’ scheme, widow and old age pensions, green ration card and
all other such categories where inclusion is not universal and involves cash or kind

payments as entitlement or subsidies.

Table 2
Proposed Format — Disclosure under 4(1) (b) (xii)

Grants/payments under each scheme (e.g. Pensions, BPL Card) Sanctioned Cases

Name of beneficiary Address Date and month of Remarks
(Village, Tehsil, sanction
District)

Total number of beneficiaries

Table 3
Proposed Format
Grants/payments under each scheme (e.g. Pensions, BPL Card) Pending Cases

Name of beneficiary Address Date of application Why pending

(Village, Tehsil,
District)

Total pending applications

(iv)

Mandatory disclosure of information - Contracts/Purchase of goods and services
One of the main areas of information in demand relates to works and goods
contracts and purchase of goods and services. No department provides any

information on this though this is required to be done under “disbursements”
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[Section 4 (1) (b) (xiii)]. This will supplement the government initiatives already taken
in respect of e-tendering and extend the scope of that transparency to the process of

execution of contracts. This needs to be provided in the format below [and Table 5 in

- annexure].

Table 4

Proposed Format — Disclosure under 4(1)(b)(xiii)

Contracts/Purchases (limits to be specified)

Description of Estimated cost Details of Contract price Date of final
purchase/ bidders and price and party payment
contract quoted selected

(v)

(vi)

Mandatory Disclosure - Norms and Standards of Service

Major weapon for improving physical service delivery is to set service standards, for
instance of time, and to provide public information on the same. This would be very
relevant for areas like sanction of scholarships, pensions, etc. to vulnerable groups,
apart of course from the documentation services required by most of the citizens. It
will help if in addition, service standards mostly of time are mandated under the RTS

Act as has been proposed in the report already given to the Government.

Section 4 (i) (b) requires norms of various services provided by the PAs to be
disclosed. At present this is not being done. Quite simply, this means display of
citizen charters containing check lists, standards of service such as response time for
service delivery as fixed under the RTS Act or as voluntary codes and the office

handling grievances.

Standard Modules for Mandatory Disclosure of Information

Annexure at the end of the section gives an abstract of the suggested guidelines for
convenience of various departments of the government and provides an indicative
list of changes to be made in the present pattern of disclosure of information by the
departments, based on the areas of focus of citizens currently — self interested as

well as public spirited. Additional/new information can be provided by the
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government in discussion with the SIC as the nature and dimension of requests will

never static and would need to be reviewed from time to time.

The following Table provides the proposal for protocols under mandatory disclosure.

Table 5

Recommendations on standard modules for mandatory disclosure

1

Provisions for disclosure —
Section 4

2
Suggested Information Protocols

3
Present status/remarks

(iv) the norms set by it for the
discharge of its functions;

Citizen/client charters- check lists,
service standards - for major
services to be provided by the
departments/PAs.

Service specific
information not
provided.

(v) the rules, regulations,
instructions, manuals and records,
held by it or under its control or
used by its employees for
discharging its functions;

These need to be updated at least
annually and suitably classified to
be user friendly — programmes,
personnel, citizen services and
financial etc.

Generally being done
but not updated. These
need to be properly
classified by all
departments.

Now even employees
don’t have access to
updated information/
records and display on
website will help both
the public and
employees and save
expenses on printing
and manual updating.

(vii) the particulars of any
arrangement that exists for
consultation with, or
representation by, the members
of the public in relation to the
formulation of its policy or
implementation thereof;

Specific information about any
mechanism or institution for
consultation and a copy of orders
thereon.

Not being done at
present.

(xi) the budget allocated to each of
its agency, indicating the
particulars of all plans, proposed
expenditures and reports on
disbursements made;

Information to : (a) be provided
annually; (b) to indicate at least 2
years profile with actuals for at
least one year; (c) budget figures
for staff related expenditure and
all other expenditures; (d)
expenditure on major capital/non
staff items exceeding a specified
amount (say Rs.10 lacs)- (table 2).

The format of disclosure
by most of the
departments is
inadequate for proper
appreciation of income
and
expenditure/budget.
Most of the departments
do not provide actual
expenditure and items
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are not properly
classified.

(xii) the manner of execution of
subsidy programmes, including the
amounts allocated and the details
of beneficiaries of such
programmes;

All departments dealing with cash
or kind disbursement to
individual/organizations outside
the government to provide
information on: (a)
actual/proposed annual
expenditure, and physical
numbers covered; (b) provide/
indicate the website, on which
details of each beneficiary are
provided. (Tables 3 and 4)

Not provided at present.

(xiii) particulars of recipients of
concessions, permits or
authorisations granted by it;

All departments to provide
information on: (a) annual
expenditure, and physical
numbers covered; (b) provide/
indicate the website on which
details of each licencee etc. are
provided; (c) work contracts/
purchase of goods and services
above a specified amount- say
Rs.10 lac to be covered and
information provided as per
format at table 5.

No worthwhile
information provided at
present.

(xvi) the names, designations and
other particulars of the Public
Information Officers;

Suggestions regarding
appointment of PIOs
given separately-table 7

(xvii) such other information as
may be prescribed;

This should be annually
reviewed and
instructions issued for
additional information
to be provided.

Relevant jurisdictions for disclosure of information - District and the State

Historically the two major administrative jurisdictions common across all states including
Punjab are namely, state and districts. Whatever the status in respect of data at the
tehsil/block level for purposes of the RTI, the data at least for the district and for the state
need to be displayed in the modules indicated — the district level data covering its own
jurisdiction whereas the state level data and information would be composite for the state

as a whole.
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Annual Review of Disclosed information

The 2nd ARC has had suggested that Central Government should find a way to remove the
problem of lack of any agency to review the status and make changes, rather than
mechanically following the basic provisions of the law. The RTI Act in the UK provides for
annual discussions by the Information Commissioner with the departments to review the
disclosed information and make changes in the formats/contents based on an analysis of
the applications received. This practice at the state level would go a long way in anticipating
the needs of the citizens and other organisations. Fortunately the state (unlike the Gol) has
a nodal Information Department that can coordinate this exercise and annual guidelines can
be issued in light of the experience under the guidance of the SIC under Section 4 (1) (b)

(xvii).

Minimising Transaction Costs
Remodeling System of RTI officials’ appointment

One major concern is the excessive costs in terms of time and money imposed on the
applicants (on an average over 30 times the direct cost). This definitely acts as a dampener
for ordinary citizens who may wish to but avoid starting this process for fear of these costs.
This needs to be done through re-visiting the practice of appointment of PIOs and Appellate
Officers especially to strengthen the system at the district level where most of the sub
district information is compiled in routine and is available. The main weakness appears to be
the system and practice of appointment of PIOs. There is a need to review this aspect in

view of the existing experience.

(a) Appointing District Department Heads as PIOs
The main problem in achieving the noble objectives behind the appointment of a
large number of PIOs in individual public authorities (for example health department
has notified all the SMOs as PIOs) has in fact brought the unintended consequence of
undue delay. Generally the interviewed applicants highlighted these very problems
and especially the need to declare as PIOs only those officers who have access to,
resources for, and control over the information asked for and not their

subordinates/proxies.
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For the PIOs to be effective they must have access to the information asked for and
the resources and authority required to collect the information. In the context of the
organisation of state departments where generally heads of district have reasonable
seniority and authority and control over information available within the district, it
would be appropriate to declare only the district heads as PIOs in respect of all
departments (also in case of other departments generally having similar jurisdiction —
e.g. Superintending Engineering works department). The Police department follows
this system i.e. SSPs as PlOs, and this has addressed satisfactorily a huge number of
applications primarily for this reason. As per annual reports of the SIC, the monthly
flow of requests even for the major departments (Revenue, Police, Education, Local
Bodies, Rural Development and Panchayats) is less than 100 that appears

manageable.

Another reason for suggesting this measure is that the PIOs require sufficient
maturity to be able to screen the applications so as to view whether the information

be given or denied.

Appointment of senior officers as PIOs is necessary for another reason. This would be
an innovative way to have a direct feedback from the public about the functioning of
the departments. In a large majority of cases, applications for information are made
by individuals who in fact are seeking some relief or bearing a grievance. It was
gathered from the survey that only a small percentage of requests for information
what could be considered are purely fishing expeditions or driven by
academic/public interests. In fact most of such applications are addressed to the
departments and not to districts PIOs. It would in a way also be a complaint and
grievance redressal window for which as per government’s own claims, resources

and time are never a problem.

(b) HODs as Appellate Authorities
The appellate authority need to be not the officer next senior to the PIO but the
head of the department or at least his deputy, for reasons similar to what has been

stated in the case of PIOs. This is necessary as some of the cases may not be of delay
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(c)

but of denial — partial or complete - of information and the officer has to have
sufficient authority and maturity to be able to take a decision. Even in case of major
departments that receive bulk of the applications (revenue, rural development,
police, local government), it does not appear that the work load will exceed the
capacity of a single appellate authority. The examination of the RTI website of the
State indicated that though some departments have designated Director/Secretary
as the appellate authority, most others have either not displayed the particulars or
are silent (e.g. Rural Development and Panchayats) or have designated appellate
officers without keeping in view the decision making capability and resources of the
person concerned. This is the reason a large majority of applicants prefer to
approach the Information Commission rather than filing appeals to the
departmental authorities. Social learning has made it clear that even if an appeal is

filed with government functionaries, it will rarely be responded to.

It is felt that the Head of the department should invariably be the appellate authority
for all P1Os of the level of district head or above.

Appointing elected officials as appellate authorities in PRIs

With regard to PRIs there is a lot of confusion. For example Rural Development
Department has declared Secretarys of the GPs to be the PIOs for Panchayats but
none for Block Samitis and Zila Parishads. The sites of even major ULB’s don’t seem
to indicate names of PIOs/appellate authorities. It is suggested that in view of spatial
concentration of information so far as the PRI s are concerned, there should be only
one PIO - Secretary for GPs; BDPO for Block Samiti and Secretary Zila Parishad for Zila
Parishad; the EO for all A, B&C class ULBs & notified area committees and the
Commissioner in the case of a Municipal Corporation. The appellate authority can be
the elected head of the PRI- Sarpanch, Chairperson, President/Mayor for the rural
and urban PRIs so that the appellate functionaries are provided within a particular
public authority as per the spirit of the law. This will also lead to more involvement

of the elected functionaries in this vital area of immense public interest.

(d) Boards and Corporations

Similarly for all other statutory authorities — councils/boards - that are considered as

public authorities, there should only be one PIO for a public authority who can be an
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official next to the Chief Executive, with the Chief Executive acting as an appellate
authority. The basic principle suggested is that the appellate authority should be the

top official of the agency/department.

(e) Single Window SUWIDHA Centres as APIOs
At present APIOs are appointed somewhat indiscriminately — in some cases, they
work in the same office as the PIOs - making the latter redundant. Availability of a
large number of APIOs also causes confusion among citizens regarding whom to
approach and the institution may become a cause of delay instead of a convenient
route for accessing the PIO. It was gathered that applications are generally made
directly to the PIOs, precisely for this reason-people don’t expect a quick response if

the application is filed with the APIO.

There is need for Single Window APIO System for all government departments at the
district level. Punjab has now a reasonably efficient set-up at the sub division and
district level of SUWIDHA Centres that are easily accessible and open to public during
working hours and where performance can easily be monitored. It is recommended
that all district and sub divisional SUWIDHA centres be declared as APIOs with regard
to all departments for information required at the district level. The Chairman of the
District SUWIDHA Centre — the Deputy Commissioner can monitor the functioning of
these Centres that have adequate resources and manpower to take care of the
logistics of transmission of requests. With the strong support in E-Governance
provided by the government, these offices appear to be ideally equipped for this

purpose.

The following Table summarises the proposed restructuring of APIO/PIO and

Appellate system.
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Table 6
Recommendations regarding appointment of RTI functionaries

PI APIO PIO Appellate
PRI’s Rural

Gram Panchayat Nil Panchayat Secretary Sarpanch
Block Samiti Nil BDPO Chairperson
Zila Parishad Nil Secretary Zila Parishad | Chairperson
PRI’s Urban

A, B and C Class Nil Executive Officer President
Committees

Corporation Executive Officer/ Commissioner Mayor

Senior Corporation
Officer

State Government
Deptts. (Directorate)

Option | District/Sub Division | District Head Director/HOD
Suvidha Kendras
Option Il District/Sub Division | Senior Block/Tehsil District Head

(where option | not
feasible)

Suvidha Centres

level Officer

Secretariat

Senior most officer
next to Secretary/
Secretary

Secretary

Boards and Councils

Nil

A senior officer of the
Board/Council

Chief Executive
Officer

(f) Monitoring Implementation of the RTI Act

It may be appropriate to devise mechanisms to monitor implementation of the said
at the district level. It is felt that the monitoring should be taken up as a standing
agenda item by the District Grievances Committees and they can review simple
parameters such as the number of applications received in the district under the RTI
(cumulatively since the beginning of the year) and cases in which information has

been supplied in time. The simple fact of review of this information regularly at the

district level may itself achieve the objective of compliance of time limits.
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Recommendations: Information Services
Standardisation of Protocols for Mandatory Disclosure of Information

e Detailed protocols/formats for the specifics of information to be disclosed by the

departments need to be adopted especially with regard to:

(a) norms/citizens charters for major services — citizen obligation, checklist,
timelines for delivery;
(b) budget and expenditure on major capital and other non staff items as
enlisted in Table 1
(c) list of beneficiaries of assistance, concessions - cash/kind-under social
security, welfare and other similar programmes as displayed in Table- 2
and 3

(d) work contracts and purchase of goods and services as stated in Table-4

Annual Review of Disclosed Information
Information displayed to be reviewed annually in the light of experience by the

Department of Information in consultation with the SIC or suo motu by the SIC.

Minimising transaction costs

APIOs

e District/Sub Divisional SUWIDHA Centres to be the single window APIOs for all
government departments.

PIOs

e The district head of the department and one of the senior most persons in other
public authorities to be the PIO in most cases. This will ensure speedy response,
proper accountability, systematic feedback and substantially reduce transaction
costs (Table 5).

Appellate Authorities

e Head of the department, the CEO, the elected Chairperson to be the appellate
authority in case of departments, autonomous bodies and rural and urban PRIs

respectively.
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District level monitoring of RTI implementation

e District Grievance Committees to have a standing agenda item on RTI

implementation.

e Review parameters:
o Number of cases filed within the year (cumulative).
o Number of cases/applications where information given within time

(cumulative).

Public Services — Grievance Redress

As suggested in the Report on the RTS Act, this needs to be considered a service in its own
right. Components of grievance handling are recording, acknowledgement, redress and
monitoring. Many problems of delivery of public services will be addressed once proper
systems of grievance redress are in place; this is not the case at present. Very few
departments list telephone numbers and other details of officials whom commoners may
contact. In case of civic services many local urban authorities also have poor grievance

redress systems.

At present, there are two main problems. Grievance redress is an extremely unstructured
service and mostly grievances are expressed through ‘forum shopping’ in the absence of
clear channels in the official hierarchy designated for this purpose. Complainants may,
depending on their perceptions of effectiveness of different levels choose to address the
Chief Minister or a Minister or a Secretary of the department or the Deputy Commissioner
or even the President of India for matters that may concern for instance a revenue
department Patwari. In the absence of any record keeping and tracking of complaints, this is

the only viable strategy.

Even when officers are nominated, there are so many changes due to transfers and similar
factors that the list very soon gets outdated. Moreover, grievance redress officers have

rarely the authority to decide and function as post offices.
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On the other hand, advantage of a sound system of grievance tracking and redress is that it
enables an instant feedback on the functioning of departments and the efficiency of the

services. In a way all complainants are incipient whistleblowers, crying to be heard.

Mandating Recording and Acknowledgement of Complaints

Complaints are received mostly through mail, personal meetings or through grievance
redress centres/district administration/CM/Minister and similar offices. These are rarely
acknowledged at any level and consequently, subsequent tracking — which is dependent on
receipt and dispatch records — is not possible. The primary requirement is therefore to make
it obligatory to acknowledge complaints/requests within a specific time frame as suggested
in the Report on RTS Act. Acknowledgement/receipt is a routine administrative activity, does
not require manpower or supervision and, is mostly, already common in case of Single
Window Centres, Police Saanjh Kendras and (we are told) also Fard Centres of Revenue

Department.

Setting Standards for Grievance Redress for Services

The issue of redress as distinct from recording and acknowledgement is more difficult as it
can vary widely from service to service and for the present it may be enough to provide for
time limits especially for physical services relevant to common citizens and display the same
as information under the RTI Act (as the ‘norm’ for redress of complaints by the
department). Even if standards are not mandatory under the RTS, opening up of information
on voluntary standards may be a sufficient social incentive and activate demand side public

pressure on officials.

Single Window Grievance Redress Systems

There is now ‘forum shopping’ for complaints — RTI/RTS/department/political leadership at
different levels/district administration. Considering the government structures and

processes, the complaint recording and redress infrastructure needs to be streamlined.

This can be done by setting up single window complaint, acknowledgement, response
centres — say one in each district. It is rarely possible to have an effective system below the

district office of the department. It is suggested that the district head of each department
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should nominate an official for this purpose. The district SUWIDHA Centres can function as

residuary complaint centres — transmitting complaints — for all departments.

E-grievance Systems

There is also a need for adoption of a standard module for all departments for e grievances
for proper monitoring. It will be difficult to integrate different solutions by different service
providers for departments and for the govt. to have an overall view over all departments. It
is suggested government may consider adopting the NIC (or some other) solution/already
adopted by the Gol and many States rather than leaving it to each department to devise

separate systems which it may be difficult to integrate later in a common portal.

It is recommended that the following steps be taken for grievance redress, an important

mediatory service for public services:

e Specifying mandatory time limits for acknowledgement of complaints under the

RTS Act (as recommended in PGRC Il report on RTS Act).

e Mandatory or advisory time limits for grievance redress to be displayed on

departments/district websites.

e Departments to display complaint redress standards and authorities under RTI/RTS

Acts on the above lines on their websites.

e Single window web based complaint recording and redress systems, based on a

common application for all departments.

Observations and Recommendations

Previous sections have indicated some process reforms common to the band of
documentation related services and also cover service specific reforms. Section IV and V has
dealt with information and grievance redress system that appear to be fundamental for
achieving efficiency and effectiveness of different services. Two other aspects are

mentioned below.
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Ownership of Contingent Services

A number of services concern more than one department and in fact in some cases no
department at all - may be in response to requirements of foreign countries and institutions
outside state jurisdiction control. For example different universities provide for different
systems for issue of copies of certificates, duplicate certificates etc. - some requiring
affidavits, some requiring huge fees, and these may not even be in the notice of the
concerned — Education - department. Such residual services need to be handled by the
Grievance Redress (GR) department to see what view to take and ensure that the concerned

agencies adopt some uniformity within the state.

Ownership of such “unclaimed services” needs to be taken up by the GR Department — e.g.

income certificate, unmarried certificate, identity card, dependent certificate and so on.

Empowerment of the Marginal Sections and Transaction Costs

While data is not available, broad discussion with the service handling agencies indicated
negligible use of these basic services by the poor. The steps proposed will facilitate their
coming forward. At present transaction costs for persons dependent on daily wages / in
informal sector are very high (2-3 days wages are lost in availing of a single service) — a
major disincentive. The simplifications are likely to be especially helpful for these citizens
through ensuring same day one stop delivery. Information and Grievance Redress systems
proposed can be effective in giving voices to the wrongly excluded denied benefit despite

being eligible.
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Summary of Recommendations
Documentation Services
. accepting self-certification; in place of sworn affidavits

° reforming third party verification processes by adopting user friendly verification
regarding system of verification — permitting verification by citizens having photo

ID;

° where necessary, outsourcing the process of physical checks and verification to
authorised private parties (authorised dealers for fitness certificate, driving schools

for driving skills);

. imaginative display of citizens charters/service standards for all services on

websites, as a part of RTI Act compliance;
° authorising front windows/SUWIDHA Centres to issue certificates/permissions;

° eliminating internal stages between application receipt and issue of certificates.

Physical/Material Services

. Mandatory or advisory service standards to be displayed on websites/notice

boards etc/Reform of individual services as indicated.
° encourage self regulation through public display of information on recipients.

° strengthening information and Grievance Redressal System

Information Services

e Prescribing through amendment of rules or instructions, formats/protocols for
mandatory disclosure of information under the RTI Act especially on citizen

charters, budget and expenditure, contracts and subsidies/concessions.
e Declaring district heads of departments as PIO’s; SUWIDHA Centres as APIO’s.

e To the extent feasible, confining appellate powers to HoD’s.
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Grievance Redress

¢ Single window complaint centres (physical/online) at the district level for each

department.

e Declaring SUWIDHA Centres as residual complaint centres, with responsibility

limited to recording and transmitting complaints to concerned departments.

¢ Notifying mandatory standards of acknowledgement of complaints under the RTS.

e Display of standards of response by each department for various services.
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Annexure Section - |l

PROPOSED STANDARD FORMAT OF APPLICATION FOR INCOME CERTIFICATE

(Common for all categories in all Punjab Government Departments)

Full Name of the applicant

Name of the Father/Husband/Guardian

Age of the Applicant

Number of family* Members: Adult ( ); Unmarried children/dependents ( );

Total

* Definition of family: Head of family/husband or wife, unmarried children up to
the age of 21 years/other dependents.

Complete address of the Applicant

Purpose for which income certificate is applied for

Immovable property of family:

a. Agriculture Lands (copy of Jamabandi)
Village
. Net annual income from Land (Rs.)

*  Rs.10000/- for irrigated & Rs.5000/- for unirrigated land — per acre.

b. Residential property owned

c. Commercial property owned

d. Annual income from agriculture land/property mentioned above (Rs.) L

e. Any other Annual income

Annual family income from employment

Transport: Tractor/One/Two wheelers/Car, owned if any (Tick as appropriate)

Total Annual income of the family * from all sources

Per capita annual income of the family
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Section |l Annexure
Page 2

Declaration

| hereby declare that the details furnished above are true and correct at the best of
my knowledge and belief. In the event that any of the details are proved to be false | am

liable for action under Section 199 & 200 of the Indian Penal Code.

Signature of the Applicant

Supporting Declarations by Citizens

This is to certify that | personally know — who has applied for income certificate and is
residing at address given. | hereby declare that the details by him/her above are true and
correct to the best of my knowledge and belief. In the event that any of the details are

proved to be false | am liable for action under Section 199 & 200 of the Indian Penal Code.

Signature

Identified by Name & Address

100



