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PREFACE

Improving the public service delivery system, making, the
administrative machinery more accountable, transparent,
responsive and reforming the institutions of governance is the
bedrock of Good Governance. This book on " Expanding Horizons
of Excellence" is an effort to collate, document and showcase the
Best Practices in the field of public administration in the State of
Rajasthan. It reflects how a proactive and' people-centric,
bureaucracy can be an agent of change.

Change is the law of life, A progressive administrative
system can "ring out the old and ring in the new". Old order must
change. The new system is more citizen-centric, people-oriented
and user-friendly. Such a system is by default more accessible,
open and sensitive towards the needs and demands of the: ,
community. The perennial quest for excellence in satisfying the ,,'
needs of the people paves the way for innovative experiments:
Dynamism, development and growth of the administrative systeIfi,
depends on introduction of innovative techniques and initiation
of procedural and process delivery reforms. ' . "

• t .11

The best practices document in this book are a part of the
public service reform process started in Rajasthan w~th the
enactment of RTI. The Rajasthan Cuaranteed Delivery of Public
Services Act 2011 and The Rajasthan Right to Hearing' Act 2.012
are a logical culmination of the process. ' .

Reforms of administrative systems and procedures with
emphasis on efficient public service delivery have emerged as
critical areas in the realm of the New Public Management. The
aspirations of the people have increased in an unprecedented
manner. Both the demand and supply side have shown
unprecedented acceleration and public pressure to improve the
quality, efficiency and effectiveness of public services, The 21st
Century Rights approach empowers the people by mandating
delivery of service in a timely and effective, manner. ''File
accountability of the service provider is therefore no longer-arpart'
of a Citizen Charter or based on an administrative order-but' .a
duty enforceable by law. Under this, legal framework, 'new .
procedures, new procedures, transparent and innovative methods
are consolidated to become Best Practices.



Formulation, introduction and implementation of new,
dynamic and effective measures, mechanisms, techniques and
processes reforms in various areas of administrative functioning
are popularly known as Best Practices. A best practice, in a
nutshell, is a programme, initiative or action which results in
improving the efficiencyof the administrative machinery for better
delivery of public service.

Rajasthan is one of the most progressive States of the country.
The State has exhibited commitment and concern towards
adopting and implementing various tenets of good governance.
Formulation, development, stabilization and implementation of
a number of innovations in the form of best practices have made
the administrative system of the State both efficient and effective
thereby increasing the efficacy of governance. These best practices
have demonstrable values with tangible impact on improving
quality of life of the people. Many of these best practices are being
implemented successfully through PPP mechanisms. These
administrative best practices are also socio-culturally acceptable,
economically cost-effective and administratively sustainable and
replicable. Above all, these best practices are people-friendly as
they save time and avoid inconvenience and harassment caused
by perennial delays and defaults in delivery of services and other
programmes of action. They are based on IT Technologies and
are in keeping with the norms and parameters of e-governance
and e-administration.

This document is the outcome of a project sanctioned by the
Government of India under the scheme Professional Documentation
of Best Practices circulated to the States vide their letter No. 37(1)/
2009-DD-I dated 26.6.2009 under which the Centre for Good
Governance unit of RIPA had submitted a proposal.

The documented best practices, in this book cover a wide
range of departmental innovations in the area of administrative
management and public service delivery system. The wide gamut
covers different best practices ranging from computerization of
land records to registration of property, delivery of various public
services through the single window system, providing various
public services on the PPP model through the projects of Jan Mitra
and Lok Mitra, redressing the public grievances under the best
practice of Saral Samadhan, monitoring the progress of Litigation



by the Justice Department under the best practice known as LITES,
monitoring and redressing of public grievances at the level of
Chief Minister under the project CMIS, providing various health
related services under the project CMIS,providing various health
related services under the project called Healing, Computerization
of various municipal functions under the project e-municipal
administration and e-policing under the project ARRAKSHI.

Dr. Shankar Surolia, Visiting Professor, Centre for Good
Governance (CGG) RIPA has done a commendable job in the
selection and documentation of the ten Best Practices in the State.
I wish to place on record my appreciation for the hard work and
perseverance put by him to complete the first phase of the project
in time. I also wish to appreciate the work done by the other
members of the CGG team Mr. A.K. Ojha and Mr. V.N.S.
Bhatnagar.

I hope that the documentation of "Best Practices", will go a
long way in successfully achieving the goals of good governance.
This book will help in dissemination and replication of these best
practices and spur further innovation and initiative by other
departments both in Rajasthan and in other states. The public
service tradition in Rajasthan has shown a high degree of
flexibility, creativity and out-of-the-box thinking. As a learning
organisation, the bureaucracy in Rajasthan has already initiated
several new practices in public health, water and sanitation, rain
water harvesting and other critical sectors. These are also being
studied and evaluated. The sequel to this publication is being
planned this year. The road ahead is full promise!

Jaipur, 1 August 2012 Rohit R. Brandon

- - -- ------------------------------------------------



INTRODUCTION

Efficient, economic and convenient delivery of public services is
the basic concern of every welfare State and its administration. In
pursuance of this objective, the State Govt. of Rajasthan has
focused greatly on the use of IT in enhancing Govt. services,
creating responsive, responsible and transparent administrative
systems. Consequently the use of IT technologies and mechanisms
has increased at various points of contact and interface between
Govt. agencies and citizens. As per the guidelines of Govt. of India
under National e-Governance Plan (NeGP), four committees have
been constituted by the State Government with a view to
providing impetus and right direction to IT and e-Governance in
the State. The draft of the IT and ITES policy of the State has
been approved and is ready for adaptation and implementation.
The State of Rajasthan has become a very progressive and dynamic
State in the area of use and application of IT, ITES and ICT. All
these modes are being used in various areas of the best practices.

Inview of the use, utility, sustainability and replicable nature
of these best practices, a proposal to document them for spreading
their impact and use was submitted for obtaining financial
assistance for professional documentation of the best practices in
the context of GOI Circular No. 37(1)2009DD-1, dated 26.6.2009
of Ministry of Personnel, Public Grievances and Pensions
(Department of Administrative Reforms and Public Grievances).
The GOI sanctioned the project to CGG vide their order No. 37/
2/2010/DD I dated 16/8/2010 and dated 09.09.2010.

This treatise is an effort to document ten administrative best
practices of the Rajasthan State. These best practices cover a wide
range of functional areas of the State administration. All care and
precautions have been exercised to select and further document
the best practices, keeping in view the guide line and the
parameters formulated by the Government of India. Rajasthan,
in fact, is one of those few States of the country which had
compiled and prepared case studies on simplification of
government processes at the instance of second administrative
reform commission.

The following ten best practices have been professionally



documented as part of the project sanctioned to CGG (RIPA) by
the Government of India.

1. Apana Khata (Computerization and Management of
Land Records-Revenue department)

2. e-municipal Administration (Computerization of
Municipal Functions-Local Self Department)

3. Saral Samadhan (Single Window Public Service
Delivery System-Collectorate )

4. LITES (Litigation Information Tracing and Evaluation
System-Department of Justice)

5. SARATHI (Stamp and Registration Automation with
Technology and Information- Stamp and Registration
Department)

6. Lok Mitra (Single Point Public Service Delivery System
on PPP Model for Urban Areas)

7. Healing (Health Information System for Government
Medical, Health and Family Welfare Department)

8. Jan Mitra (Single Point Public Service Delivery System
on PPP Model for Rural Areas)

9. CMIS(Chief Minister's Information System- CM
Secretariat)

10. AARAKSHI(e-Policing and Administration-Police
Department)

After the sanction of the project, various efforts were made
to obtain the information and the basic material along with a brief
note on the concerned best practices for their professional
documentation as per the norms, parameters and the format
circulated by the GOL To start with, DO letters to all the HODs
by the Director RIPA were written for this purpose. Subsequently,
reminders were also issued. The Consultant visited the concerned
departments and made individual contacts with the senior officers
and the concerned staff for gathering the information and
obtaining the requisite material. All these efforts ultimately yielded
positive results. On the basis of the existing information and
material with the CGG, material gathered by the Consultant and
the information sent by the departments, the Consultant has been



able to document the selected best practices and put them in the
form of the present treatise. The following is a brief note on the
documentation of the best practices.

1. Apana Khata: This best practice of revenue department
on computerization of land record and ROR, popularly known as
Apna Khata has been documented on the basis of the case study
prepared earlier by the RIPA for second ARC report. However,
this case study has a small format and is brief and sketchy for
being professionally documented for the purpose of this project.
Efforts, therefore, were made to obtain more details and updated
information from the Revenue department and Board of Revenue,
Ajmer. We are, therefore, thankful to the Principal Secretary
Revenue and BOR Ajmer for their valuable help and support in
the documentation of the best practice Apna Khata.

2. e-Municipal Administration: The Chief Executive Officer
(CEO) [aipur Nagar Nigam( JNN) arranged to send a detailed
note on the various computerized modules of different functions
of [aipur Nagar Nigam. After due editing and modifications of
the detailed note received from JNN it has been documented.

3. Saral Samadhan: This Single Window best practice for
obtaining citizen documents and for redressing the public
grievances has been documented on the basis of case studies
prepared earlier by the RIPA for second ARC report. However,
in order to provide a holistic, comprehensive and give an updated
shape to this best practice, the latest information about the best
practice was collected.

4. LITES: This best practice of the department of Justice is
meant for gathering information along with tracking and
evaluation of litigations pending in different courts. The Principal
Secretary (Justice) sent a detailed note on this best practice which
has been modified, inaccordance with the instructions and formats
of GOI for being professionally documented for the purpose of
this project.

5. SARTHI : This best practice of the Stamps and
Registration Department has been documented on the basis of
information available with the CGG, in the volume of case studies
prepared for the second ARC report. The Consultant had gathered
additional and updated information for professional



documentation of this best practice in the light of expectations
and instructions of the scheme of Government of India.

6. LokMitra: This best practice pertaining to single point
public service delivery system on PPP model for urban areas has
been prepared on the basis of material available with the CGG.
The department of IT was requested to send updated information
on this best practice.

7. Healing: This best practice pertaining to Medical, Health
and Family Welfare Department primarily concerns with the
various modules and health information systems. Since no
information on this best practice was available, constant efforts
were made to gather and collect the requisite information and
material from the Medical, Health and Family Welfare
Department. The Consultant arranged the large volume of
information and data on various modules of the best practice in
the prescribed format for the professional documentation of this
best practice.

8. JanMitra: This best practice pertaining to single point
public service delivery system on PPP model for rural areas has
been prepared on the basis of material available with the CGG.
The department of IT was requested to send updated information
on this best practice.

9. CMIS: This best practice pertaining to monitoring and
supervision of various subjects by the CM is known as Chief
Minister's Information System, popularly known as e-Samadhan,
The Department of IT was requested to send material and
information pertaining to this information. The Consultant, also
made efforts to collect information and material from various
sources and documents.

10. AARAKSHI: On the basis of the information given by
the Crime Branch Officers and Rajcomp the consultant has been
able to document this best practice on·the basis of the raw material
made available to him.

The documentation of these best practices was undertaken
and completed under the able guidance of Principal Secretary
(Training) and Director, Rajasthan State Institute of Public
Administration. The inspiring leadership, motivation and
academic orientation of the DG, RIPA have been a perennial



source of confidence and inspiration for the Consultant of this
project in particular and for the CGG staff in general. We are
thankful to them for the inspiring leadership, support and
guidance.

The Member Secretary CGG, Mr AK.Ojha, Mr. V.N.S.
Bhatnagar OSD CCG and the staff of CGG exhibited keen interest
in various activities of the project. The Consultant is thankful to
them all for their support, aid and assistance.

Last but not least, the Consultant and the staff of CGG are
thankful to the Ministry of Personnel, Public Grievances and
Pension and the Department of Administrative Reforms and
Public Grievances and Pension for awarding this project to the
Center for Good Governance.

Dr. Shankar Surolia



CHAPTER: 1

Apna Khata :
Computerization and Management of

Land Records

Introduction

Various developments in the arena of information technology have
paved the way to fast and effective computerization of various
sectors of our administrative system. e-governance is naturally
emerging as an important tool of good governance for improved
public service delivery system. Inorder to extend the e-governance
facility to the grassroots level for the benefit of common masses,
computerization of land records is now being viewed as having
a phenomenal potential to help the concerned clients in obtaining
a clear view of the land ownership along with its nature and
status.

The Background

The project of computerization of land records was started in the
year 1988,as a Centrally Sponsored Scheme in eight States of our
country viz: Andhra Pradesh, Assam, Gujarat, M.P., Maharashtra,
Orissa, Bihar and Rajasthan. However, the project in Rajasthan
gathered a substantial momentum in the year 1995, when two
districts i.e. Barmer and Jaipur were selected and identified under
the project for Comprehensive Land Record Computerization. The
Department of Revenue, Govt. of Rajasthan, Board of Revenue
Ajmer and NIC Jaipur, jointly endeavoured hard and shared the
responsibility for widespread and effective implementation of
computerization of land records throughout the State. The state
of Rajasthan, now happens to be one of the premier States of the
country in the area of computerization of land records.



2 Expanding Horizons of Excellence

The Objectives

The main objective of the scheme of computerization of land
records is to provide information about ownership of land, plot
wise details and issue of timely, as well as, accurate copies of
land records, at low cost, with least inconvenience to the concerned
clients. In addition, this scheme of computerization proved helpful
in providing appropriate information regarding land revenue. It
also helped in preparing emergency plans, particularly during
natural calamities, such as flood, famine and droughts etc. The
storage of information in the computer system is also easy to
access and is helpful in maintaining a geographical information
system. The information stored in the computer system is also
helpful in dealing with land related conflicts / disputes
immediately and more efficiently.

Land Record Computerization

(A Joint and Coordinated Model)

National
Informatics

Center (N1C)
Rajasthan

(Computerization of Land Records)

Revenue
Department

Government of
Rajasthan

Ministry of Rural
Development

(GOJ)
ApanaKhata

Board of
Revenue
Rajasthan

LRC Project: Some Perspectives

Process and Progression

From its initial inception in the year 1988 to its culmination, the
project of land records computerization (LRC) took fifteen years
to obtain its final shape and immaculate functioning. The project
passed through various phases and stages along with requisite
discussions and deliberations. Different activities and programmes
were organized and meetings were held to conceptualize and
work out the various modalities of the project. This included
various interactions, deliberations, discussions and meetings at
the grass root level as well as at the apex level of the government.
All these activities comprised the first phase of the project.
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After these basic and preliminary activities of the first phase,
appropriate planning was made for preparation of computer
rooms with other important accessories. In all, to start with
thirteen Tehsils were identified. Basic infrastructure for
computerization of land records was thus planned and completed
as part of the second phase.

During the third phase of the project, software development,
system planning and system study were completed to work out
the requisite modalities for the operation and implementation of
the project. The net results, outcomes and findings were discussed
and the final shape of the project operation and implementation
were decided at the State level and district centers respectively.

Passing through the aforesaid stages, after tedious efforts at
various levels, the data entry work could start in the year 1996.
After the completion of the data entry work, site preparation,
procurement of hardware and training of resource persons were
taken up and the project finally became functional on 12December
2003.

Basic Set-up and its Functioning

The configuration of the basic Land Record computerization
system is quite systematic, scientific and user friendly. It has
various formats, designs and configurations for different levels
i.e. Tehsillevel, District level, State level, web site, kiosks etc.

(i) Apna Khata Kendras at Tehsil Level: Tehsil is one of the
important units of revenue administration in India. This in fact is
also an important part of district administration. Tehsil is a hub
centre of all revenue and land related activities and matters. This
is a centre where various activities related to the revenue
administration and maintenance of revenue record takes place.
Any activity therefore related with computerization of land record
and revenue administration cannot afford to neglect the
participation and involvement at the Tehsillevel. With regard to
computerization of land record, the role played by the Tehsillevel
is also very significant and important. Apna Khata Kendras have
been set up at the Tehsil level because of the significant role it
has played in the lives of people. These Apna Khata centers
function as a center of public interface. These centers work as a
nodal point of preparation of Jamabandi, regular updating and
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transfer of updated data to the district level centers. The storage
of data gets remitted on to zip format through a centralized server.
These centers provide copies of ownership rights called as Right
of Record (ROR) on payment of minimal cost without incurring
much time. Over the period of time, these Apna Khata centres at
the Tehsillevel have played their roles very successfully and have
been responsible for the popularity of the LRC system. These
centres on the one hand play an important role at the initial level
of the citizens interface, and the other function is to serve as a
link and bridge between the Tehsillevel computerization activities
and those of district level activities. It is pertinent to show the
main menu of Apna Khata Software for adequate comprehension
or the system.

Main menu for Apna Khata Software



Apna Khata 5

(ii) District Level -Ap na Khata Kendra : Revenue
administration in India is District based. A district therefore plays
a vital role in the area of computerization of land records.
Consequently, district level Apna Khata centres have great
significance and importance with regard to computerization of
land record at the district level. In the overall scenario of
computerization of land records, these centers work as a bridge
between the Tehsillevel Apana Khata centers and the State level
system of computerization of land records. These centers, thus,
function as the coordinating agencies for various levels and stake
holders. District level Apana Khata centers are responsible for
data collection, data analysis and their regular updating. These
centers have been especially designed to provide data pertaining
to land records with regard to the entire district. These centers
have facilitated public accessibility to land and revenue records
and a citizen can now obtain the desired information in no time,
online, with very little cost.

(iii) Apna Khata Website: In addition to Tehsil and District
level computerization of land records, in order to computerize
and make available and provide the requisite information
pertaining to land records to people at large, Apna Khata website
is also made available on Internet. After compilation of data and
its entry into the computer system, the requisite data and
information pertaining to ROR is placed on State Server of NIC
for easy accessibility and availability of data for viewing by the
interested persons on Internet. The site address pertaining to land
records, ROR and related issues with the computerization of land
records is : http://apnakhata.raj.nic.in. The information available
on website and its viewing through Internet is quite useful for
the administration, citizens, NGOs and other stake holders. This
computerized system has helped in maintaining easy accessibility
of information even to land owners residing overseas and NRIs.

(iv) Cyber Kiosks: In order to provide easy and convenient
access to land records, cyber kiosks are set up at the field level
at suitable places for the benefit and use of citizens, farmers and
all the stake holders. These kiosks provide easy approach and
greater accessibility to people residing in far flung, wide spread
and scattered rural areas. These cyber kiosks have been
substantially empowered to provide access to the data and issue
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copies of ROR on specific charges as permitted by Board of
Revenue (BOR).

The Basic Procedures

Land are in a state of constant in their ownership. There are
various ways by which change in ownership takes place. This
process of change in ownership is executed and implemented by
various types of transactions. Entries of various such transactions
of ownership of lands, in accordance with court orders, transfer
of property, inheritance, sale; purchase etc, is registered and
entered into revenue records by way of change in the name of
owners, which is called mutations. These mutations, when duly
arvl suitably sanctioned are fed and entered into the Tehsil
computer center. The Tehsillevel computer centers, thus, become
the basic points of computerization of land records. Certified
copies of ROR are issued on payment to general public from these
centers and even from the field level computer kiosks. Basic
procedures of the LRC system, at the District and Tehsillevels,
are indicated in the following modules.

The Module at District Level
Process of Land Record Computerization

District Level

I
Administrative Nodal Officer 1Tehsil r Directions

Jamabandi Monitoring
Patwari Copy District Computer

Center
Data Feeding Co-Ordination

Check List
Corrections

! r- Tehsil
Computer

Center

Certified
Computerized

Jamabandi
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The Module at Tehsil Level

zation
r--

Process of Land Record Computeri

Tehsil Level
---+

Application for
Certified Copy

TchsilComputer
l--+Applicant TehsildarOffice

CopyofROR
Up
to

Patwan

New Chousala
Mutation
Entry
Goswara

Other Reports

dated Data
District Computer Center

Advantages of Apana Khata System

Implementation of the project of computerization of land records
has been a great land mark in the history of revenue
administration. Record of Rights (ROR) and the data pertaining
to ownership of lands and other related land documents has
become more systematic and scientific today, on account of
computerization of land records. This computerization system has
made it possible to electronically store the land related data of
various sorts. As a result instant availability of certified copies of
land records has become possible. This has gone a long way in
providing great relief to the citizens. Expeditious entry of
transactions has made things easy for administration and citizens.
As a result, updated copies of ROR can be generated immediately
as per the convenience of the concerned clients. In a nut shell, it
can be said that this project of land record computerization has
helped in the organization, up keep, maintenance and storage of
land records in a better way. On account of this system better
networking and interaction with other departments has become
more easy and convenient. This method of storage, processing
and public delivery of data has resulted in increasing the free
flow of information. The citizens' right to information has also
got due recognition and honour because of this system.

Computerization of land records has not only made issuing
of certified copies of ROR easier, but has also reduced the number
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of complaints to a great extent. Ithas also minimized the problem
of manpower and management of records. An appropriate data
system has been generated. Uniformity of data has reduced the
time required and increased convenience to formulate appropriate
policies and schemes at the regional as well as national levels,
particularly during natural calamities. The entire process of
computerization of land records has led to wider accessibility of
information leading to minimization of corrupt practices.

Sustainability Potential

The system of computerization of land records has been of great
help to people. People have welcomed the system and have shown
great interest in making use of it. Work of mutation has become
easy, systematic and quick. Issuing of ROR at the Tehsil and other
levels has also become easier, convenient and citizen friendly.
Collection of revenue has also become hassle free, quick and error
free. Over the period of time, the use of the computerized system,
has become more and more popular and the data of [aipur district
indicates that frequent and free use of the system and its
accessibility to the common man has proved the sustainability
potential of the system. The following data pertaining to the
system under various heads of [aipur district proves that the
computerization of land records and its use and acceptance, by
all the stake holders is progressing constantly to mark the qualities
of sustainability and replication of Apana Khata system.

Subject: Use and Progress of Apana Khata Sysem Under Various
Heads

Total No. of ROR issued Revenue ~OR issued at Amount
Mutations fed at Tehsil Collected at District level Collected at
in computer level since Tehsil level Apna Khata District level

computeri- since since Apna Khata
sation Computer- computeri- Kendra since

siation sation Computeri-
sation

148977 257940 2975850 2717 38442

Further Initiatives

Ever since the inception of the Apana Khata System, various other
initiatives have also been introduced, which have added better
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dynamism and given new orientation to the computerization of
land records in Rajasthan. And, the system because of these
innovations and initiatives has become more effective, efficient
and citizen friendly. Some of these initiatives are the following:

(i) Target Mutation Updation (TMU) Phase Iand II: Inorder
to provide updated information and incorporating latest
transactions in the revenue records, regular monitoring is being
done at the district level. TMU aims at speedy updating of
mutations in the revenue records. It was started on 21 July 2004
and a full-fledged campaign lasting for one month bore exemplary
results. This effort of the district administration was immensely
admired by BOR by declaring [aipur district as a model district.

Inspired by the success of the first phase of TMU campaign,
the second phase was started to take up rolling back of online
Jamabandi system. Over thousands of mutations have been
updated during the second phase. The second phase of TMU, like
the first phase, was again a grand success. As a result, launching
of such TMU campaigns from time to time has become a regular
activity of Apana Khata project.

(ii) Map Digitization :On the special initiative and proposal
made by [aipur district administration, the State Govt, selected
[aipur as a pioneer district in the novel experiment of Map
Digitization. This project aims at scanning and storing revenue
maps for providing computer generated copies of revenue maps.
Map digitization project was successfully launched in Viratnagar
Tehsil, which was later extended to Kotputli tehsil with a view
to encompass the entire district [aipur in a phased manner. Map
digitization will lead to sustainability of data and minimization
of wear and tear. This also provides greater authenticity and
accuracy of data. It also helps in retrieval of important database
pertaining to government and forest lands, rivers, local boundaries
of various types of land. Because of these benefits, the system of
map digitization has become an integral part of the Project of
Apana Khata now. Digitization of maps has also become an
important part of LRC. This aspect of the project has become very
popular among the masses because people can now easily and
conveniently obtain a computerized copy of their land. This
computerized copy is a better option of possessing the records
pertaining to their land because the computerized copy is neat
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and clean, better marked and is easy to be kept for a longer period
of time after getting the map laminated. The early method was
untidy and would take a longer period of time for obtaining the
record. The copy of the record of the land map used to suffer due
to quick wear and tear and was also subjected to damage and
loss because the multiple copy of the cloth map was not easy to
make.

Digitization and scanning of land map : a sample

A Scanned Map

.... ----__ -- -- .....\

}

1,

(iii)Mutation TrackingSystem: This is a system of tracing
the procedural progress and time consumption by the revenue
officials at different stages of entry and sanctioning of mutations.
This procedure incorporates tracking the application of mutation
by the applicant with the help of specially designed software. This
results in time bound processing and sanctioning of mutation.
The various stages of this process can be monitored at the click
of the mouse. The detailed computerized process of Mutation
Tracking System has the following steps -

1. Application is submitted to Tehsildar along with all the
essential documents for mutation. Tehsildar will send
application to computer center for existing inward system.

2. RPG will enter the information mentioned in the application
as part of basic information with relation to processing and
implementation of mutation in question. The application to
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be put up for initiating mutation process will include the
following data:

• Applicant's Name

• Date of application

• Type of mutation

.• Documents enclosed with application

• Name of the concerned village

• Description of mutation and relative partition.

3. The software will generate a unique number for each
application. This can be treated as either inward number or
temporary mutation number.

4. After entering all basic information of an applicant in Tehsil
Computer (mentioned in point no.2), a letter will be generated
to the concerning Patwari for necessary action i.e. for
verification of facts mentioned in the application. Tehsildar
will manage to send the application to the concerning Patwari.

5. Calculation of time taken will be based on the day when
Patwari receives the orders from Tehsildar. The fixed
stipulated time for this purpose is 7 days.

6. Patwari will examine facts as given in the application; if facts
are correct, the patwari will enter it into P-21 in two copies.

7. Patwari/ Girdawar will take scheduled time for verification
& entry by the outward date & submit P-21 to Tehsildar for
sanctioning.

8. If the sanctioned mutation, is not entered in tehsil computer
within 30 days of outward date, then an automatic reminder
will be issued to Patwari to show reason of delay

(iv) Web Conferencing : This is a novel method for
continuous monitoring and time saving technique of data transfer
and inter-office linkage. Wide area networking is made possible
by this technique. District administration of Jaipur is a pioneer in
using web techniques.

New Goals

Inaddition to the above initiatives, following new goals have been
identified to make the system of Apana Khata more dynamic,
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effective, efficient and immaculate.

(i) Scanning and Preservation of old Records: Old records
dating back to the year 1947 and before need special effort and
attention for preservation. Wear and tear, mishandling, improper
up-keep and poor maintenance cause heavy damage to important
revenue data information and record. In order to avoid this
situation, proposals are on way for conservation, scanning and
computerization of old records.

(ii) Computerisation of Khasra Girdawari :Khasra girdawari
along with ROR and Khasra Maps form the basis of Revenue
records. These are the documents and records which pertain to
and are concerning with the crops grown by the agriculturists.
Computerization of this record is on the anvil. This ambitious
project will not only strengthen revenue administration but would
also help in geographical planning, crop production,
diversification and modernization of agriculture.

(iii) Computerization of Milan Chhetrafal : During the
intervals of various settlements the revenue records undergo
changes in terms of Khasra numbers and Area unit, which
sometimes lead to incompatibility in ascertaining the exact position
of revenue record. For this purpose computerization of Milan
Chhetrafal is being planned to ensure greater accuracy and
convenience.

Encouraging results on account of special initiatives made by the
district administration [aipur, in the area of land records
computerization, has led to the declaration of [aipur district as a model
district. The efforts of the district team have borne excellent results and
havefetched the most prestigious State Merit Award for the nodal officer
of the district.

LRC has immense scope in improving public delivery system of
land records. It is not only useful for keeping updated land records but
is also essential for policy makers and planners. If implemented in a
systematized and organised manner, it can considerably reduce the cost
of administration in the long run.

Updating the Software and System Orientation: Version 5.0

For maintaining the system efficiency, the software of Apana
Khata, ever since its inception has been regularly revised for up-
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grading the system according to the needs, demands and
requirements of various stake holders. ISO certified and approved
software version 4.0 remained in operation for quite sometime.
However, in view of the additional facilities being demanded by
the users, it became necessary that the existing version 4.0 of the
software be modified or replaced in the light of emerging demands
of the end-users.

In view of the contemporary demands and emerging needs
of the system, NIC prepared a detailed project report for
developing new software for Apana Khata. As part of the initial
activity of the project, suggestions were requisitioned, as part of
the project formulation, from the districts. These suggestions were
scrutinized and systematized for developing the proposed new
software. Based on these suggestions a module of Apana Khata
software was prepared and its initial demo was made in the
workshop organized at the Revenue Training School, Ajmer, in
May, 2008. On the basis of deliberations, discussions and
suggestions made by the participants in the workshop, the
software module prepared by the NIC was finalized. The validity,
operating efficiencyand the suitability of the new software module
was further tested and scrutinized by the core group of experts.
After obtaining due guidance and approval from the Board of
Revenue, Rajasthan, the new software version 5.0 of Apana Khata
was put into operation. The new version of Apna Khata software
is more comprehensive, systematic and scientific. The new
software module has been prepared out of the experiences of the
earlier module 4.0. The shortcomings of the earlier module have
been removed and the new inputs required for the system to
operate have been included. It is pertinent to have an overview
of the new module of the Apna Khata software. This over view
would indicate the various functions which can be executed by
the new module. The new module has also adopted the latest
technology and components which are the basic requisites for the
system to operate in an efficient and competent manner. The new
software is user friendly and covers all the aspects of a particular
subject. All the aspects related to land records including copy,
mutation, Chosula Jamabandi, preparation and updating of
records, creation of new villages and preparation of formats etc,
have all been included in the new software. The new system thus,
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is quite comprehensive and inclusive on the one hand, and on
the other it is so interactive that multiple activities can be carried
out with the help of this new software. Following is the module
of 5.0 software of Apana Khata.

Module : Apana Khata LRC 5.0
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Technological Aspects of APNAKHATA 5.0:

The following components and parameters are indicative of the
technological aspects of Apna Khata 5.0 software version.

1. ASP Network Framework 2.0

2. Internet Information Server (lIS Web Server)

3. Crystal Report 10.0

4. UNICODE Compliance (On Fly Conversion and De-
conversion of reports & database)

5. Data Storage format in ISCII-8 bit GIST technology

6. Component & Module based development

7. Easy portability of reports as they generated in .pdf format

Benefits of the New Version: 5.0

The superiority of the new version is established on the basis of
the following points.

1.Validation Checks: The data entry for exercising any
module of the software is being validated at source level of input
information. The key-in options of the application have tied-up
with all possible value; hence these are being validated at source
level to get the precise information.

2.Scalability: The application is browser based, therefore,
it can be accessed by any client/ computer in LAN, otherwise it
can be accessed from anywhere provided the system is facilitated
with INTERNET.Earlier the application was desktop based. With
the help of the new technology, less effort is required to scale
up the application.

3.SingleInterface:The application is single interface to enter
into software, no matter it runs from tehsil computer centre/
district server / state server. Prior to this, there were separate
applications for each stage.

4.Browser based application: Earlier it was desktop
application i.e. it ran only on one computer at a time. Now, its
design has become browser based, so that it can be accessed from
any computer by using a networking device called 'SWITCH'.
Hence the Tehsil software can be operated on multiple computers.

5.Maintainability : As the source code is common for all
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the levels of deployment, so, it is easy to install at single location
and it can be operated from any where. As the application resides
on server, any modification in application would be easy for
deployment of application.

6.Large View of Application: The application has been
facilitated by utmost requirement of field. Itwould also help the
administration to get the tehsil level consolidated information.
The requirements are gathered from grass root level and refined
analytically.

7.Automatic generation of database backup : Any
application, in which database resides at local server, has some
criticality, as this application takes care of all criticalities as system
may fail at any point of time. Here, it is emphasized to take only
differential data back up through an automated process. The
scheduler executes the differential data backup automatically. In
addition to it, the application has the facility to take the complete
backup at any point of time, which can be stored for off-site
storage.

8.Easy transferring differential database backup: The size
of differential database backup is very small as compared to the
complete backup. The differential files are piled up at tehsil server
according to tehsil name, date and time stamping, so that it can
be restored easily to the district server/state server. However, it
can be directly transferred or picked up from tehsil server
provided the tehsil is on lease line/VPN connectivity. The
application has the facility to transfer the data at any point of
time to the server.

9.Easy to install: The new software can be installed very
easily

10. Effective monitoring of mutation tracking: The
application has effective mutation tracking system. The data entry
at tehsil is to be ensured by the administration. The backup would
reflect the mutation tracking of the mutations to be opened.

Important Features of Apana Khata 5.0 Version

The new Apana Khata software 5.0 version has many unique
features and because of these features this version happens to be
far superior to the previous 4.0 version which was in operation
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before this version was launched. Some of the important features
of the new version are the following:

1. Itis a browser based software and can be operational on more
than one computer.

Reports/ copies can be generated in .pdf file with uniformity
and similarity in alignment.

Facility of differential data backup where insert/update/
delete/report are maintained and the data backup file size is
small which can be sent through broad band to district/State

2.

3.

server.

4. It functions easily on any keyboard i.e. GIST, in script,
Remington, Fanatics etc.

5. Itmaintains an effective control on mutation tracking system
where report can be viewed as per the requirement of any
unit of administration.

6. While preparing new Chousala jamabandi, if there is any
validation error in data, an error report will be generated.

7. Preparation of a progress report of entries date wise and
generating information about the pending entries is possible.

8. Obtaining the prescribed format based on current jamabandi
for Khasra Girdawari which can be given to Patwaries for
Girdawari purposes.

9. Khasra index has been set in serial vertical mode instead of
horizontal mode.

10. Maintenance of P-35 register transactions on computer
automatically which will facilitate details of amount received
from issuing Nakals.

11. In the event of creation of new revenue village, separation of
the new village from the original [amabandi has become easy.

12. For entering mutation all possible options have been made
available.

13. For preparing new Chousala and for entering mutations, MS
word facilities like text box, cut, copy, paste have been given,
where there is no limitation of lines and pages.

14. Facilities and options have been provided for generating and
formatting reports directly from the software at Tehsillevel
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for district administration purposes.

<;omparison of Apana Khata 4.0 & 5.0 Version

Apna Khata software module 4.0 was quite useful when this was
introduced. But, in due course of time because of the emerging
new demand this software became inadequate in a number of
ways. A new software of Apna Khata 5.0has now been introduced
which has a number of advantages over its previous version.
Following is the comparative view of modules 4.0 & 5.0 versions.

(A) NakaI Module

Description Apana Khata 4.0 Apana Khata 5.0

NakaI Module

Format P-26 Format 1. A-4
(13 Col) 2. P-26 Format (13 Col

Type 1. Khata 1. Khata
2. Khasra 2. Khasra
3. Village Wise 3. Owner Name

4. Mutation Number <,

5. Village Wise
6. Mutation detail
7. Mutation Date
8. Anshik NakaI

Search In Tehsil Introduction of
application virtual kbd

Updated Date Not mentioned Mentioned

Fees Not mentioned Mentioned

Copy Number Not mentioned Mentioned uniquely

Restriction RoR of Limited Unlimited
no. Khata &
Khasaras

Anshik Specific mutation All mutation of
to the khasara Khata No.
number

Printing of Gap between Continues note form
mutation khasras due to beginning of khata

mutation
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Reprinting No facility and Yes, Log maintained
record in and cancellation
maintained in log facility

Document save Possible with not PDF Format
proper alignment

Page No. Only number is Page No./Total no. of
indicated pages (Majkoor

prints automatically)

(B) Mutation Module

Description Apana Khata 4.0 Apana Khata 5.0
Mutation

Date 1. Regional 1. It will work on any
setting are changed setting
due to registration, 2. Input by kbd and
pay bill, etc calendar with date
2. Input by kbd format

Status Only sanctioned
mutation are enterec
Mutation numbers is
generated
automatically for the
sanctioned. Not
sanctioned and not
received

Copy of entered Only from ~asara From Khata, Khasara,
entry & Mutation Mutation number, and

- number any combination

Editing 1. Line wise with 1. Like MS Word
restriction of 50 char Processor
2. Limitation of line, 2. Cut, Copy, Paste

facility

Checklist Date wise complete All type date wise,
with a registration complete, ILR, PM,
of 1 village Tehsil wise

Effect All mutation are Only locked mutation
shown in Jamabandi
nakal
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Entry methods Repetition of Single entry will reflect
mutation no., date to all places.
and type on all
khata/khasra

Reports Nil Report available for
Sanctioned, not
sanctioned, not received,
locked, unlocked, date
wise, etc.

Sudhipatra/Note Through utility Automatic with a unique
number

Heading line Mutation No.s-Date Mutation No. + Type +
+ Type (formation Date
is not correct)

Copying error All mutations Only desired mutation
copying with the notes can be copied.
heading for a
particular khasra
and mutation
number

Checklist 1. Not in sequence All covered
2. Lock, unlock
mutation not
identified
3. Entry date not
shown Mutation
can be deleted as
required

Delete As required Note requirement

(C) New Chousala Generation

Description Apana Khata 4.0 Apana Khata 5.0
New Chousala
Genration
Editing 1. Manually entered 1. Automatic Khata/

2. For Govt! and Khasara
Khata (shivay 2. Avoidance of min
chak) it required number and duplicate
new khata creation number

3. Area matching of new
khasara no
4. Shivay chak not
required new khata
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.
Revenue Calculation Manually Automatic
Soil updation Max. 10 at a time Unlimited with a single

with a window of line interface
ten

Khasara Mapping Nil Yes like Milan khasara
Copy of entered No facility Facilitation of copying
entry from current and old

jamabandi
Copy of entered No facility Facilitation of copying
entry from current and old

jamabandi
Correction of Min! Manually Automatic with editing
Duplicate no facility

(D) Reports

Description Apana Khata 4.0 Apana Khata 5.0
Goswara Only Jimmanwar Available for

for a village Jimmanwar Khatawar
PM, H.R. Tehsil and
soil type wise.

Administrative Village wise All type
Exception Report Not available Available

LRC (Apana Khata) : Wider Perspectives and new Horizons

The project of computerization of land records (LRC-Apana Khata)
started as a Centrally Sponsored Scheme (CSS) in the 1988, by
being an integral part of Strengthening of Revenue Administration
and Updating of Land Records (SRAULR) has proved to be a
great success in the areas of land records and reforming the
revenue administration. These projects have now been merged
with the National Programme known as NLRMP (National Land
Records Modernization Programme). This merger would provide
wider perspective to the existing projects and would also open
up new horizons for them.

NLRMP (National Land Records Modernization Programme)

The basic mission and vision of the NLRMP is "to develop a
modern, comprehensive and transparent land records
management system in the country with the aim to implement
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the conclusive land titling system with title guarantee.

Objectives of NLRMP

Main objectives of the NLRMP are the following :

• to modernize management of land records

• to minimize scope of land disputes

• to enhance transparency in the land records maintenance

• to eventually move towards guaranteed conclusive titles for
the immovable properties.

The Basic Principles of NLRMP

Th= National Land Records Modernization Programme is based
on the following four basic principles :

1. A single window principle to handle land records including
the maintenance and updating of textual records, maps,
survey and settlement operations and registration of
immovable property

2. The "Mirror" principle - cadastral mirror to take stock of
reality

The "Curtain" principle to indicate that the record of title
is a true depiction of the ownership status. Mutation is
an automatic process following registration where
reference to past records is not necessary.

Title insurance to guarantee the title for its correctness
and to provide title holder against loss arising on account
of any defect therein.

Components of NLRMP

Following are the basic components of the NLRMP.

• Computerization of land records

• Survey /resurvey and updating of the survey & settlement
records

• Computerization of registration

• Modern record rooms of land records management centers
at tehsils/block level

• Training & capacity building programmes
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• Core GIS

• Legal changes inclusion

• Programme management

Implementation Modalities

Implementation modalities of the NLRMP would be the
following:

• State Govt. would implement NLRMP with financial and
technical support from DoLR, Government of India.

• Outsourcing would be allowed to the extent necessary for
meeting the critical gaps in technological resources.

• For effective implementation of the programme PPP models
may be adopted

• District is to be taken as unit of implementation

• Initial funding will be provided to the States on their
perspective plan and annual plan for the first year. However,
continued funding will be conditional upon the State signing
MoU with DoLR

Role of Stakeholders

Various stakeholders for the initial implementation and on going
execution of the NLRMP would be Board of Revenue, Settlement
department, IG, Registration and Stamps, DoLR (GO!), NIC, State
Govt. and District Administration, etc. The role of each of these
implementing agency would be the following:

(A) Board of Revenue : The Board of Revenue would be
responsible for content management, setting up of Record Rooms/
Record Management and setting up of horizontal and vertical
connectivity. Under each of these heads, the Board of Revenue
will undertake the following activities.

(i) Content Management:- Content management is the basic
activity with regard to computerization of land records. Under
the supervision of Board of Revenue this activity will take place.
Content Management would include the following areas:-

Complete data entry of land records

Updating of pending mutations
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Responsibility of revenue officials for quality checking
of data entry to ensure 100% checking

Where Gram-Panchayats pass orders on mutations, to
ensure its incorporation in land records promptly.

(ii) Setting up Horizontal and Vertical Connectioitu :

All land record offices (Tehsils), registration offices (Sub
Registrar Offices), Sub-division, Districts and Divisions
are to be connected via Local Area Networking and
Wide Area Networking.

(B) Settlement Department: The role of the Settlement
Department for the implementation of NLRMP would primarily
concentrate on activities like survey Iresurvey, updating of surveys
and settlement of records. The details of these activities will be
the following :

(i) Survey/Resurvey & updation of survey & settlement
records

This would include the following:

To undertake survey Iresurvey using modern
technology of surveying & mapping

Use aerial photography or high resolution satellite
imagery combined with ground truthing using
Electronic Total System (ETS) and Global Positioning
System (GPS)

(ii) Digitization of Maps

This would include the following :

Convert the existing paper maps into digital form

Facilitate updating of the cadastral maps along with
changes happening in the RoR.

(C)IG Registration and Stamps: The role of IG Registration
and Stamps will primarily concentrate on the area of
computerization of registration processes. This would include the
following activities :

All SROs will be fully computerized using

• Adequate hardware

• Software
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t
• Process re-engineering

• Staff training

• Connectivity with revenue records maintenance system,
banks, treasuries

E-stamping or franking system

Integration of registration process with the land records
so that mutation notices are generated automatically
after registration.

(D) Miscellaneous implementation areas, activities and
programmes

(i) Technical Support

Necessary technical guidance and hand holding support
arranged through Core Technical Advisory Group of
DoLR (Comprising NIC, Survey of India, NRSC, ISRO,
C-DAC, Forest Survey of India, Soil & Land Use Survey
of India)

State may also approach the regional offices of these
technical agencies wherever necessary.

(ii) Monitoring and Review Mechanism

District Level Monitoring and Review Committee

• District Collector-Chairman

• ADM/SDMs

• CEO, Zila Parishad

• Sub Registrar

• DlO, NIC

State Level Monitoring and Review Committee

• Chief Secretary-Chairman

• Principal Secretary, Revenue Department

• Board of Revenue

• IG Reg. & Stamps

• Finance

• Planning

• Information Technology & Communication
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• SIO, NIC

National Level Monitoring and Review Committee

• Secretary, Department of Land Resources

Funding Parameters

Funding of NLRMP would be a demand driven scheme and
would be based on the following parameters :

Computerization of Land Records (Central funding-100%)

Survey and updating of survey & settlement records (Central
funding - max. 50% of the approved cost)

Modern record rooms/land records management centers at
tehsils/blocks (Central funding - max.50% of the approved
cost)

Training & Capacity building (Central funding - 100%)

0& M Costs

Operational and Maintenance (O&M) costs would be guided on
the following principles :

States to make provision for 0 & M costs

Fix suitable user charges on deliverables for sustainability of
the programme and meeting the expenses of hardware and
obsolescence would also be met by the State Govt.

Districts Selected for NLRMP

Following districts of Rajasthan have been selected for phase I
and II of NLRMP.

• Phase I (Year 2009-10) - Four Districts

Barmer

Bhilwara

Jodhpur

Tonk

• Phase II (Year 2010-11) - Five Districts

Bundi

Churu

[alore
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Nagour

Rajsamand

Present Status

The present status and progress of NLRMP is the following:

• Connectivity between Revenue Offices (Tehsils), SRO with
the districts and then with the State capital, is at the discussion
stage with BSNL and NIC and shall be finalized shortly for
phase-I districts.

Clarifications have been sought from Revenue department
regarding modern record room, as desired by various
districts. A prototype is to be developed with inputs from
NIC and DoIT&C.

•

Fund Status

The following provision has been made for the FY 2010-11under
budget head 2029-103 (07)-05 office expenses NLRMP

Central Share - 863.13 lacs

State Share - 950.82 lacs

Impact Analysis, Evaluation and Conclusions

Ever since its inception, the LRC project has made a significant
progress. Some of the important, significant and mentionable facts
and land marks are following :

1. Land records of all 241 Tehsils and 6 additionalTehsils of 33
districts have been computerized and made operational.

2. These tehsils have been provided with three/two computers
along with a printer, UPS system and other allied items.

3. Site preparation, data entry and verification of all these tehsils
have been completed.

4. Land records software version 4.0 developed by NIC has been
implemented. Version 5.0 developed by NIC using
.Net(DotNet) technology has also been rolled out recently.

5. 3692300 computerized Jamabandis have been issued.

6. Requisite IT infrastructure has been provided to various
revenue training institutes viz, RRTI,Ajmer, APRT Tonk and
six PTS (Patwari Training Schools)
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7. Basic operational training has been provided to all Resource
persons (RPGs) and other concerned officials. In addition to
this computer awareness training is provided to officials of
various levels in the revenue hierarchy viz. 5DO/5DM/
Tehsildar /Naib Tehsildar /Patwari. Overall about 2700 odd
personnel have been trained.

8. Computerized Record-of-Right: RoR is issued from all
districts and tehsils of Apna Khata centres. Additionally,
manual RoRs are also in practice wherever necessary /
required.

9. Land records information has been provided on the internet
and information from district/tehsils is updated on it, on a
monthly basis.

10. In order to provide easy access to the computerized land
records, 940 odd private Internet kiosks are authorized to
download & print secured RoR in pdf format from Apna
Khata website http://apnakhata.raj.nic.in

11. In order to strengthen the revenue administration, computers,
printers and other allied equipment are provided to various
offices viz. Revenue Department, Revenue Board, RAA, 50-
Cum-RAA, Collector, ADM, ACM, 5DM offices for
automation of their court work and for other officialpurposes.

12. Various programmes, plans and activities have been initiated
in view of the objectives, mission and various statements of
the NLRMP.

:



CHAPTER: 2

e-Munici pal Administration:
Computerization of Municipal

Functions

Introduction

Urban local bodies, particularly the Municipal organization of
various sorts play an important and significant role in the lives
of urban population. A variety of urban services are being
delivered by these urban local bodies like road network,
transportation, water supply, sewerage, drainage, garbage
disposal, power supply, health, hygiene, sanitation, road lights
etc. These are very important activities which affect the life, mood
and temperament of the common man.

The ever-growing urban population and its threatening
pressure on urban services need a re-thinking in terms of overall
administrative system of municipal organizations with special
reference to their public service delivery system. The overall
administrative municipal process and procedures, along with the
styles and mechanisms of public service delivery system need to
be renovated, improved and re-designed in the light of changing
urban scenario and municipal administrative milieu. Introduction
of e-governance procedures and e-administrative systems are
methods which are capable of meeting the needs and demands
of municipal administration on the one hand, while fulfilling the
aspirations and expectations of the people on the other.

E-governance methods and administrative modules adopted
by Jaipur Nagar Nigam (JNN) are worth emulation and adaptation
on account of their qualities of sustainability, replication and being
user-friendly and accessibility.
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The Background

Under RUIDP Contract package No. PMU /CB/01 the e
Governance project was started at Nagar Nigam [aipur w.e.f. 1st
March, 2005. This project is in fact in the nature of TSP i.e. Total
Service Provider. This project along with its various modules has
been implemented by M/s. Oswal Data Processors, Indore. A
variety of e-modules have been developed under this project
which provide wide, comprehensive and integrative coverage to
various municipal functions, activities and administrative matters.
Following Modules are currently running in JMC Head Office
Help line and all Zonal Offices :

1. On-Line Cash Collection System

2. Issue of Birth and Death Certificates

3. Marriage registration and issuing of certificates.

4. Web-Site of JNN

5. Query Terminals for Grievances & Redressal System

6. House Tax : Assessment, Billing and Collection.

7. Urban Development tax: Assessment, Billing and Collection

8. Issue of Trade Licenses

9. Municipal Accounting Based on Double Entry System.

10. Asset Management System

11. Store Inventory and Workshop management System

12. Establishment and Payroll

13. Legal Cases Follow up

14. Slum Data Management

15. Stray Animals Management

16. Project Monitoring Information System (PMIS) for Civil
Works

17. Hoardings Management System

18. Solid Waste Management System

19. Survey of Urban Properties

The TSP project has introduced a comprehensive e
governance and e-administration system in the overall functioning
of the [aipur Municipal Corporation popularly known as [aipur
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Nagar Nigam (JNN). As many as twenty modules covering
different municipal administrative activities have been developed
which are successfully in operation ever since their initiation,
introduction and implementations in JNN. It is pertinent to
provide details on each of the e-module.

1. On-Line Cash Collection System

One of the important functions of any municipal organization is
to levy taxes and improve its revenue by collecting those taxes.
A revenue collection method would go a long way in improving
the revenue of an organization provided its revenue collection
method is efficient and citizen friendly. In most of the municipal
organizations, revenue collection methods are traditional and
routine type. In order to bring about innovation and dynamism
in its revenue collection system, the JNN has introduced a new
e-cash collection system to improve upon its existing system. This
e-module for cash collection has been developed, as an on-line
cash collection system. Anyone can make the requisite payment
easily to all citizen help lines connected to head office from any
citizen helpline center, and can get a receipt as a proof for the
payment made by him. Receipts which used to be issued by the
Inspector in the field are now registered in this module and the
data merged with the Nigam's accounts.

Status before the Project Implementation

Cash collection before the implementation of the project was done
in the traditional manner which included the following steps.

1. Receipt books available with Revenue Cash Collection
employees were used for collecting taxes. Sometimes multiple
receipt books were also issued to the concerned inspectors
for this purpose.

2. Receipt books available with various sections like Building
Permission, Goshala, Birth & Death, Sewerage etc. for
collecting cash used to be issued to the concerned employee.

3. Zonal offices of the Corporation were also responsible for
cash collection.

4. Head office Cash Counters were also responsible for cash
collection.

5. The total collection of Cashiers used to be incorporated in
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cash books maintained at Zone and Head office counters
separately.

6. The difference, if any, in the cash collection could be checked
only at the time of audit or at the time of reconciliation of
books.

7. The cross-reconciliation entries among Zonal cash books and
Head office Cash Book used to be rarely done.

8. Due to issue of multiple receipt books to individual bill
collectors, it was not possible to exercise proper control.

9. These bank cheques which were under clearing, would not
be recorded in the cash books

10. No proper system of cheque bounce existed. In case of cheque
bounce, cash was first collected and then used to be accounted
for. Due to this anomalous situation, taxpayer used to take
advantage of due date of payment.

11. No analysis report was possible from the existing Cash
Collection System.

12. Reports used to be prepared manually only as and when
required.

Status After Implementation

New Cash collection System introduced under the new module
has changed this scenario in the following manner.

1. All Receipt books are duly numbered and are issued only to
Field Cash Collecting employees.

2. All Field Inspectors are given code numbers.

3. Cash is collected through computerized receipt system,
at the Zones offices and Head office.

4. Money can be accepted in cash and through cheque at the
Head Office and Zone cash counters.

5. Bank pay-in-slip can be prepared on the computer by the
citizen, when payment is made by him.

6. Daily cash scroll is prepared both on computer and by Field
Cashier and is regularly reconciled.

7. The scroll works as Cash book for Zone and Head office
counters.



e-Municipal Administration 33

8. When money is deposited in the bank on the basis of scroll,
and is stamped by bank, no further bank reconciliation for
these entries is required.

9. All entries of Cash Collection System are directly imported
in the Accounting System, which forms part of main books,
revenue accounts and ledgers.

10. New system of cheque return accounting has been
introduced. Now, new receipt is to be issued for every
collection.

11. From Cash Collection System, the following MIS reports are
generated:-

A. Daily head wise cash collection summary.

B. Daily head wise zone wise cash collection summary.

C. Cashier wise cash collection summary.

D. All these can be grouped on the basis of convenient
dates.

Anticipated/Accrued Benefits of the new Module

• Connectivity of Zonal offices and major citizens' centers is
available from the Head Office main server.

• Any payment can be made anywhere

• Immediate updating of Ledgers has now become possible.

• Field cashier wise/head wise collection record is prepared
for easy monitoring.

• Automatic reconciliation with accounts and banks has become
possible.

• 10.35 lacs receipts can now be processed because of electronic
mechanism.

2. Issue of Birth and Death Certificates

Maintenance of the records pertaining to births and deaths is one
of the mandatory duties of a municipal organization. Earlier this
record used to be prepared manually which had a number of
shortcomings due to which immaculate record keeping was not
possible. In order to do away with the shortcomings a new system
has since been introduced in JNN. Under the TSP project, a



34 Expanding Horizons of Excellence

computerized model has been developed and implemented.
Under this module registration of births and deaths and printing
of certificates is now being done successfully at the head office,
all zonal offices, citizen help lines and 4 major hospitals. Under
this project about 9.45 lac birth and death certificates have been
issued. Approximately 16.80lac registrations have been uploaded
on the website till date. The following main reports are also being
generated from the MIS:

• Preparation of Birth & Death Certificates.

• Maintenance of Birth/Death Registration registers.

• Maintenance of still birth registration register.

• Preparation of analysis report as prescribed by the Central
Government.

• Generation of any requisite MIS Reports.

• Preparation of any other related report as desired.

Status before Implementation of the Project

• Registration of Births and Deaths used to be made at Head
Office, Zone Offices and at four Hospitals.

• Decentralized record system with no unique registration
number was only possible.

• Certificates could be issued only from the officeof registration

• Certificates used to be issued manually

• Quality of Certificates was poor

• Identification of defaulting hospitals was difficult and notices
could be issued with difficulty.

• No MIS could be generated to be sent to the Registrar General,
Births & Deaths GOI,

Status after Implementation

• Database of Births and Deaths records is being prepared now.

Unique registration number for births deaths and still - births
can be given now.

The quality of certificates is superior to the earlier ones.

Certificates are generated from the system itself.

•

•
•
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• Any certificate can be taken from the Head Office or any
citizen helpline centre situated in different parts of the city.

• Four Major hospitals (SMS Hospital, Janana, Mahila and
Durlabhji Hospitals) of [aipur are connected with the Central
server of Head Office, •Registration and obtaining certificates
is possible at these hospitals, immediately after the event.

• Registration data of births and deaths are available on the
Website for perusal.

Anticipated/Accrued Benefits

• Delivery of certificates across the counter is possible now.

• Computerized registration and preparation of registers on
computers has become possible because of this module.

• Unique registration numbers are being given

• Lists of defaulting hospitals are being prepared

• Any certificate can be obtained from any Zonal Helpline due
to Online connectivity with the main server.

• Four major hospitals are connected online for registration and
issuing certificates immediately after births or deaths

• Computerized generation of MIS required by Registrar
General of Births and Deaths has become possible because
of the new module.

• 16.80 lac registrations are available on website.

• 9.45 lac computerized certificates can be issued.

3. Marriage Registration & Certificates

A computerized module has been developed and commenced
from 2008 by TSP for marriage registration and issuance of
certificates. Under this module, citizens can do the registration of
marriages and even the printing of certificates in English & Hindi
is also possible at head office and at all zonal offices.
Approximately 33700 marriages have been registered and
computerized certificates have been issued till December, 2010.

Status before Implementation

• Manual registration by being physically present used to be
done in the prescribed registers.

•
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• Hand written certificates used to be issued.

Allotment of unique registration number was not possible.

No MIS report was pos~ible.
•
•
Status after Implementation
• Computerization of registration leading to creation of data

base has become possible now.

• Printed certificates can be generated from computers.

• Unique registration number is allotted.

• MIS and reports are generated on computers.

Anticipated! Accrued Benefits
• Data is now readily available for present statistical purposes

and also for use in future.

• Copies of the certificates can be prepared easily now.

• If the rule permits, any registration or certificate can be
obtained from any zonal office.

• MIS and reports, as and when required, are readily prepared
and made available

4. Website of JNN

The TSPhas developed and hosted a comprehensive, user friendly
website for [aipur Nagar Nigam. JMCwebsite is regularly updated
with related information as per the structure and needs of the
Nigam, Parshads, Officers, Control room, etc. The yearly budget
is also uploaded. 16.80 lac registration of births and deaths,
registration of complaints & redressal of grievances, NIT,
providing of lease and house tax accounts etc, are updated and
made available to all who need the data. Updated information
related to auctions, development work carried by JMCwith related
information is now available because of the website.

Status before Implementation

• No Website was available

Status after Implementation

• Website for [aipur Nagar Nigam is now launched.

• Static information of various types and citizens' utility are
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•

directly provided with the help of Internet through the Nigam
website.

Dynamic information related to survey, house tax, lease, birth
& death registration, projects, tenders & hoardings are also
available on the website

Lodging of complaints and their monitoring along with
redressal of citizens grievances is now possible online because
of website mechanisms and facilities.

•

Anticipated/Accrued Benefits

• User friendly website for obtaining complete information on
the concerned subject is available now.

• Birth and death registration and the status thereof is available

• Regular online tenders and all news updates and data
updated on all matters are available

• Citizen grievance redressal system for lodging complaints and
seeking relief on web, is also possible now.

• Linkage with other State Government Web sites and
departments has created a scientificand systematic interactive
new mechanism for official working.

S. Query Terminals for Grievances & Redressal System

Under the e-governance project, the Jaipur municipal corporation
has provided online connectivity of various zonal offices, located
in different parts of the city with the head office. Terminals have
been installed in these zonal offices to provide for a number of
citizen services including replies to the queries regarding property
tax, lease and registration of citizen grievances etc.

Status before Implementation

• Complaints used to be registered manually. This was a slow,
stereotype and conservative method.

• Complaints used to be forwarded to various officers for
redressing the grievances which used to consume a lot of
time.

• The redressal provided to the complainant used to be entered
into registers for control, monitoring and follow-up action,
which again was a slow process.
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• Redressal of the grievances used to be often a time consuming
process with lack of keeping track on the progress.

• Monitoring by senior officials used to be difficult as they
would know about the status of a complaint either when
someone made a query from them or when the concerned
clerk informed them or when they used to check the progress.

Status after Implementation

• Complaints are now entered in computers and the registration
can be even done now online.

• Transfer of complaints to the concerned officer on machines
through Intranet saves time which used to be spent in
transferring the complaint from one point to another.

• Redressal given is entered by the officer responsible for this
which makes the system transparent.

• Redressal time is reduced due to online transactions including
transfer of complaint with follow-up and feed back system
being online.

• Regular monitoring of grievances and information about the
nature and type of redressal given is possible at senior level
also.

• Accounts of house tax / lease etc., are available on query
terminals for obtaining quick and on the spot information.

Anticipated/Accrued Benefits

• Hassle free complaint recording system is now available to
all concerned whether staff members or citizens.

• Complaint on Web, telephone or at the zonal help lines can
be registered now which provide ease and convenience to
the people.

• Paperless transmission to concerned officials saves time and
money both.

• History of grievances redressed and its progress is available
online with time taken at each step.

• Queries for house tax and lease can be raised online as their
information is now available on Internet and Intranet

• Status of redressal provided and relief given can be checked
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on the website at any time from any point.

• 41575 complaints have been addressed since commencement
of the system from December, 2005

6. House Tax Assessment: Billing and Collection

Every municipal organisation is obliged to levy and collect tax
on urban properties within their jurisdiction. Till the year 2003
this tax system was governed by Rajasthan Municipalities (Land
and Building Tax) Rules, 1961and it used to be recovered on the
basis of annual letting value of building and land. In the year
2003, new rules came into force under which, tax was to be
recovered on unit area basis. In the year 2007urban development
tax was introduced on the basis of unit area and the OLe rates
of the colonies and consequently the rules of 2003 were repealed.

Status before Implementation
• Nearly 2.33 lac properties are taxable in [aipur and their tax

related data and information were included in 2100 demand
registers which used to be manually maintained. It was a
cumbersome, time consuming and traditional method.

• Updated assessments in large number of cases were neglected
due to the old system.

• No assessments were available in nearly 33000cases because
of the old, traditional and hackneyed system.

• Records used to be maintained Circle & Zone wise which
tended to make the record keeping mechanism scattered and
fragmented.

• Large number of addresses of the properties were obsolete
or incomplete causing obstacles in the way of their
assessment.

• Very few demand notices used to be prepared and given to
the property owners.

• Assessments as required after 2003 on unit area basis were
not done.

• Recovery of tax mainly was on the basis of personal approach,
initiative and interest of the concerned officer.

• Tax depositing was difficult and time consuming which
depended upon the availability of the assessor /inspector in
office.
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• Only about 25000 house holds paid tax annually which in
the light of total number of taxable properties was very poor.

• Ledgerization was possible manually which used to be often
incomplete and used to be completed on personal appearance
of the tax payer along with receipts.

• Generation of MIS reports was very difficult.

Status after Implementation

• Computerized Database of nearly 2.33lac properties has been
prepared and uploaded.

• After completed surveys and merger with the old database,
nearly 6.50 lac properties are now available in record on
computers.

• Unique service number is allocated to each assessment now.

• Outstanding dues and current demands have been assessed
up to current year.

• Ledgerization is now being done with computers

• Integration of house tax subsidiary ledgers, with main
accounts has made things easy and convenient.

• Accounts and facility for calculation of self assessment is
available on Intranet and Internet for convenience, approach
and accessibility of the citizens.

Anticipated/Accrued Benefits

• Revenue enhancement to the tune of 22.00crores from nearly
. 10.00 crores in the year 2005-06, significantly proves the
utility, usability and popularity of the new system.

• Regular & periodical billing of 3.89 lac bills in 52 wards in
the year 2006-07 has been done.

• Recovery during 2006-07 was Rs.2.98 cr.

• Arrears recovery during 2007-08 was Rs.3.04 cr.

• Accurate ledgerization is now possible, as there is no scope
for incomplete ledgers in the new system as entries are
automatically made when the transaction is done.

• Calculation of penalty is automatic, systematic and scientific
with mathematical accuracy.
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• Deposition of tax is simplified; tax can be deposited at any
citizen help line centre on the basis of bill. Availability of
assessor IRI is not necessary.

• Web Based Citizen Interface is now possible.

• Accuracy and transparency of the system makes it
sustainable, popular and acceptable.

• Various types of MIS reports can be conveniently generated
and made available as and when required.

• Default status of each and every case is immediately available.

7. Urban Development Tax Assessment: Lease/Billing and
Collection

Urban assessment or ground rent is collected in accordance with
the Rajasthan Municipalities (Disposal of urban land) Rules, 1974.
Normal rate of urban assessment for commercial plots is 5% of
reserve price and that of residential plots it is 2.5% of reserve
price. It is' an important source of revenue for JMC.

Status before Implementation

• No updated lease registers were maintained

• Lease could be calculated only from the individual files

• No regular system of billing was in existence.

• Outstanding dues and current year demands would not be
known in the absence of a regular, systematic and innocuous
mechanism to know the arrears and current dues.

• Numbers of accounts which qualified for this type of
assessment could not be known.

Status after Implementation

• Computerized database for all leased properties are now
prepared.

• Unique service number has been allocated to each Lease
Account.

• Outstanding dues and current demands have been assessed
up to current year and records thereof have been prepared.

• Calculation of interest & mandatory increase of 25% after
every 15 years has now become automatic.

•
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• Bills have been prepared for the year 2006-07.

• Ledgerization has been done with computers and therefore
there is no scope for incomplete maintenance of ledgers.

• Integration of lease subsidiary ledgers with main accounts
has been done to avoid confusion and duplication.

• Accounts are now available on Intranet and Internet for easy
accessibility and for knowing the current status of each
property.

An ticip ated/Accrued Benefits

• Regular billing for collection of blocked revenue has now
become possible.

• Accurate ledgerization can be done now with regard to all
the properties ..

• Hassle free payment and deposition of lease has been
simplified and now their amount can be deposited at any
citizen help line centre on the basis of bill.

• Web based citizen interface is more interactive, convenient
and user-friendly.

• Accuracy and transparency of the system has created
confidence in the staff and people.

• Various types of MIS reports can be conveniently generated
and are made available as and when needed.

• Default status of any property is now immediately available.

• Recovery in the year 2006-07has been 3.75 crores in place of
normal 1.75crores in the previous years annually. Lease and
interest up to 40 years have been deposited in a number of
cases

• Recovery in the year 2007-08 has been Rs.5.21 crores as
against a target of Rs. 5.00 crores.

8. Issue of Trade Licenses

The Total Solution Provider (TSP)has developed a computerized
module for issuing of trade licenses for Jaipur Nagar Nigam and
has also developed a data base for licenses issued with shop
locations, fees realized, validity of licenses, etc. Under Prevention
of Food Adulteration Act 1954, licenses are issued to Hotels,
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Restaurants, Sweet Shops etc. Licenses for Neon Signs and Glow
Signs are issued under Rajasthan Municipalities Act 1959. With
regard to licensing and its various processes and procedures, the
following main reports are required to be generated from the MIS:

• License certificate printing

• Monthly category wise register of licenses

• Yearly ledger

• Reminder letters to defaulters

• MIS reports pertaining to different matters

Status before Implementation

• Following types of licenses are mainly issued by the
Municipal organizations.

(A) Under Prevention of Food Adulteration Act- 1954

(B) Under Rajasthan Municipalities Act - 1959

(i) To Hotels, Restaurants, Sweet Shops etc.

(ii) For Neon Signs and Glow Signs.

• Licensing system requires issue of new licenses and renewal
of the old ones. The earlier system of licensing was a time
consuming and a cumbersome process.

• No proper records were maintained with regard to the
different activities of licensing.

• Actual licenses were not delivered in case of Neon Signs,
Glow Signs etc. Only receipts used to be issued.

• Retrieval of old record was very difficult.

• Determination of defaulter position was nearly impossible.

• No system of issuing notices was prevalent.

Status after Implementation

• Certificates of licenses are properly designed and nicely
printed now due to the new e-module.

• License registers are being prepared on regular basis now.

• Unique and permanent registration number is given to each
licensee.
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• The system provides facility for issuing/renewing of license
across the counter.

• Various computerized licenses are now being issued under
PFA, RMA even to meat vendors etc., and to hotels and
restaurants, and also for glow signs and neon signs including
marriage locations and sites etc.

Anticipated/Accrued Benefits

• Enhancement in revenue has become possible now because
of the new system.

• Issue/renewal of licenses is made more easy and simple now.

• Defaulters list can be prepared and notices are issued as and
when needed.

• Wider coverage to the concerned activitiespertaining to trade
licenses is now possible.

• Better compliance is made with regard to the licenses
pertaining to institution etc.

• Convenient monitoring is possible over the licensing
processes and activities.

• Defaulter position is now available and action against them
can be taken.

• Defaulter notices are issued on regular basis.

• Large number of cases can be handled now without
additional manpower.

9. Municipal Accounting Based on Double Entry System

Until recently all municipalities in the State were expected to
maintain the accounts in accordance with the Rajasthan
Municipalities Accounts Rules, 1963, promulgated under the
Rajasthan Municipalities Act 1959. These rules did not provide
for maintenance of accounts on the basis of accrual based double
entry accounting system. However, the Rajasthan Municipalities
Ordinance 2008, has made it imperative for all the municipal
bodies of the State to maintain the accounts in accrual based
double entry accounting system.

The Total Solution Provider (TSP)has developed a Municipal
Accounting Based on Double Entry System as per the Master
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Chart of Accounts of the Municipality for Jaipur Nagar Nigam.
The Statement of Affairs are prepared by professional Chartered
Accountants to be engaged by TSP based on created records by
Jaipur Municipal Corporation, which is sufficient for preparation
of subsequent balance sheets. For the first time, the balance sheets
of Jaipur Nagar Nigam, for the years 2006-07 and 2007-08 have
been prepared and the balance sheet for the year 2008-09 is near
completion.

Status before Implementation

• No codified system existed for grouping, sub-groping and
individual accounts heads.

• In the absence of codification, the figures appearing in various
tables would come out to be different on different occasions

• Budget preparation exercise used to be fully repeated every
year

• Budget compilation at the District, Division and DLB levels
could not be done at the time of budget preparation.

• Budget and Accounting System linkage did not exist.

• Budget Variance reports used to be prepared only when
demanded and required.

• Budget control used to be done manually.

• No standard vouchers used to be prepared.

• All accounting used to be done through Cash and Bank book
reconciliations.

• No linkage existed between accounts section and any of the
revenue sections, establishment section, building permission
section etc.

• Bank reconciliation used to be done periodically at Head
office. Zonal bank accounts were not regularly reconciled.

• Trial Balance could not be prepared on regular basis.

• No system of regular ledgerization existed. However, as
historical analysis the entries used to be entered in computer
system and were used for preparation of subsequent year's
budget.

• System of accounts preparation differed from ULB to ULB
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in the absence of a uniform and unified system.

• Generation of MIS was done only when desired. In the
absence of standardization of the system the complied figures
differed most of the times.

• No standard system of accounting was followed.

• Annual financial statements used to be prepared only when
exigencies arose.

• Records of all Municipal assets were not often available and
no standard valuation used to be made. The accounting
system did not show total and depreciated value of the assets.

Status after Implementation

• Proper codification has now been done for all the relevant
items appearing in the budget.

• All tables are now linked with one another and the balances
are naturally generated from the same record.

• Preparation of Vouchers has been made compulsory for the
following essential accounts and for preparing records.

i. Cash receipts

11. Cash payments

iii. Bank receipts

iv. Bank payments

v. Purchase vouchers

vi. Journal vouchers

• Following primary books of accounts are prepared from the
Vouchers and Bills.

i. Cash Book

ii. Bank Book
/

111. Purchase register

IV. Journal register

• As accounts are maintained on Accrual Based Double Entry
Accounting System, entries are imported into accounting
system from all subsidiary ledgers (like Revenue,
Establishment). The accounting system now has control
accounts of all the subsidiary ledgers.
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• Computerized Bank Reconciliation system now exists and
regular entries of bank statements are made and the
accounting entries are imported for the bank reconciliation.

• Trial Balance can be generated every time and any time.

• Ledger preparation of all accounts has now become
simultaneous with the preparation of basic books of accounts.

• Accounts are prepared using proper accounting codes and
can generate all reports as per National Accounting Manual.
It is possible to compile statements of all ULBs in District,
Division and State level.

• Generation of MIS is regular and has become an integral part
of the system.

• Accounts are now prepared on the basis of standard
accounting principles. Now, these are also being modified to
suit the National Accounting Manual.

• Annual Financial Statement grouping can be done now at
any time, which will be subject to suitable entries being
passed e.g. depreciation, assets creation, accrual based entries.
etc.

• A proper Asset Management Module for individual recording
of all assets and their linking with accounting system has
now become possible.

• Anticipated/ accrued benefits can be easily calculated now.

• Fair view of corporations' assets and liabilities can be taken.

• Correct accounting of financial transaction is possible now
due to this system.

• Automatic reconciliation with revenue ledgers can be done.

• Control on budget is regular, automatic and systematic.

• Computerized Bank reconciliation system makes the
reconciliation of accounts regular, easy and automatic.

• Considerable reduction in manual work has occurred as
various books of accounts can be prepared on computers on
regular and automatic basis.

• Compilation of Statement of all ULBs in district, division or
at the state levels can be done.
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• No totalling or figures carry forward mistakes occur now.

• Elasticity in addition and deletion of group, sub-group and
individual account heads has been introduced.

• Preparation of budget for subsequent years has become more
easy, systematic and a regular activity. ~

• Establishment budget is now prepared from the salary
database and no computation is required to be done
separately.

• Budget and accounting system linkage now exists

• Budget. Variance Reports are ready and are prepared every
day.

• Budget monitoring system is automatic, regular, systematic
and more scientific now.

• Various MISreports for effectivemonitoring can be generated
as per the need, demand and requirement of various
procedures, processes and systems.

10. Asset Management System

A computerized database has been generated for all the municipal
fixed assets, i.e., properties, vehicles, and equipment owned by
the municipality. This database contains age, condition and initial
costs of the assets, O&M expenditures incurred for the assets,
details of rent and lease revenues for the municipal properties,
and details of rental/lease agreements (if any) for municipal
equipment. The following main reports can be generated from
the MIS module:

• Non revenue infrastructure and social assets.

• Rental/leased assets.

• Current fixed assets

• Assets for Corporation use i.e.

a. Land

b. Building

c. Furniture & fixtures

d. Vehicles

e. Other assets



e-Municipal Administration 49

Status before Implementation

• No proper records of Corporation assets used to be
maintained in the earlier Accounting System.

. • Physical verification could not be done on a regular basis.

• No system of asset valuation existed.

• No depreciation was provided on any assets.

• Asset value and details could only be compiled from physical
file.

• No system of recording asset compilation and Master file
preparation existed.

• Location wise assets were not classified.

Status after Implementation

• Listing of all assets has now been made in a systematic and
appropriate manner.

• All assets can now be physically verified along with their
photographs and other details on the basis of scientific and
systematic record keeping e-module system.

• All assets have been valued now as per the Committee report
formed at [aipur, and in consultation with the Chartered
Accountants.

• Depreciation of properties has been provided on all assets
on standard norms.

• Name and code wise asset retrieval system has now been
introduced.

• Master creation form of asset is filled when asset is procured
or completed.

• System of asset transfer, discard and sale has been introduced.
All assets can be identified with its grouping and locations.

Anticipated/Accrued Benefits

• Computerized record of Corporation's assets is available now.

• Instantaneous retrieval of assets details is possible.

• The system is now linked with the relevant statement of
affairs pertaining to assests.
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11. Store Inventory and Workshop Management System

The Total Solution Provider (TSP) has developed an Inventory
Management System which consists of a computerized database
of the central stores inventory, including records of receipts and
issues, stock-in-hand, minimum and maximum level monitoring,
ABCanalysis, etc. Receipts entry of goods received and dispatched
and preparation of stock register in all 9 stores of [aipur Nagar
Nigam, Jaipur are available in the module. The following main
reports can be generated from the MIS:

• Master File (Item Master)

• Goods received note register

• Bill passing & inspection of material

• Store's ledger

• Goods returns register

• Statement of item wise consumption

• Statement of section wise consumption

• Analysis of items on A, B & C categories and ordering items
on breakdown/urgent and normal requirement

• Any other related reports

Status before Implementation

• Stock registers used to be manually maintained at various
stores. These stores often used to be situated at different
geographical location which used to create lot of difficulties
in terms of their mutual interactions.

• Data were not available centrally which would lead to
maintenance of excess inventory and duplication of entries.

Status after Implementation

• All items are now codified; grouped and stock registers are
maintained on computers on a regular and systematic manner
with inter-connectivity of stores with one another.

Data is maintained centrally now which has created the
requirement of maintaining a small inventory.

Maintenance of a separate receipt and issue register on daily
basis is no longer required because of inter-connectivity of

•

•
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different stores.

System is available for reordering matters after a certain
minimum level of preparation of inventory.

Anticipated/Accrued Benefits

•

• Reduction in expenditure is possible due to the new system.

• Optimal inventory maintenance is now possible.

• Cost centre wise analysis can be done now.

• Better control over fuel consumption is possible because of
the new system.

• Reduction in vehicle maintenance time has been achieved.

12. Establishment and Payroll

Under this module a master file of 8000employees of [aipur Nagar
Nigam has been prepared. Monthly salary bills, deduction list,
salary slips etc., can now be generated conveniently and quickly.
Salary can be deposited directly in the bank account of the
employees.

Status before Implementation

• Salary bills used to be prepared manually de-novo or by
correcting the pervious month's data available in the
computers.

• Preparation of annual salary statement was quite difficult.

• Salary Slips could not be issued regularly.

• No ledgerization of loan recovery, GPF, leave etc., was done
in a systematic manner.

• Calculation were done manually, which was amenable to
errors.

• Interpretation of rules by various ULBs was different.

Status after Implementation

• Salary records are now fully computerized.

• Unique employee numbers have been allotted to all
employees

• Salary bills are prepared on computers through the well
designed system.
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• Annual salary statement can be generated easily on
computers now.

• Income Tax statements and returns can be generated on
computers.

• Regular salary slips can be issued

• Ledgerization of loan recovery can be done on regular basis.

• Maintenance of GPF/Leave accounts etc., is quite accurate
now.

Anticipated/Accrued Benefits

• Accurate calculation of salaries has become possible.

• Maintenance of loan accounts and GPF ledgers have now
become systematic and regular.

• Instant calculation of retirement benefits can be easily done.

• Complete history of service is readily available.

• Salary Slips to all employees can be issued on regular basis.

• Annual increments are given on time.

• Automatic transfer of salary to employee's bank account has
become possible now.

13. Legal Cases follow up System

The system has been designed to provide information mechanism
for all legal cases filed by or against the Jaipur Municipal
Corporation. All necessary reports are prepared on daily and
monthly basis and are provided to the concerned section. The
new system will provide information regarding the following:

• Notices received
• Officer In-charge concerned

• Notices issued
• Number of cases filed
• Advocate-wise, Court-wise and Officer In-charge-wise

pending cases
• Status of cases in Lower Courts and High Court

• Other information regarding cases being handled by the
office, advocate, officer in charge etc., to be made available
on-line.
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Status before Implementation

• Record used to be maintained in nearly 11229 cases on the
basis of separate files.

• A suit register used to be maintained where all cases were.
entered.

• There used to be great difficulty in handling large number of
cases.

• Follow up of the cases on due date was very difficult.

Status after Implementation

• Computerized database of all 11229cases has been prepared
now.

• Court Advocate OIC wise monitoring of cases has become
possible now.

• Regular updating of Court cases at various stages has become
easy and convenient now.

Anticipated/Accrued Benefits

• Information on current status regarding all the court cases is
available now.

• Coordination with advocates and OICs has become easy and
comfortable.

• Proper follow up of all the cases has become possible now.

• Monitoring by senior officials can be done through the e
enabled system from their offices.

• Monitoring of contempt cases, compliance of decisions of
courts etc., has become easier now.

14. Slum Data Management System

A computerized module has been developed for fundamental
facilities and regularization of surveyed people in the slum areas.
All necessary reports are prepared on the basis of this module
and provided to the concerned section. Total 8761 pattas have
been issued so far on the basis of surveys conducted and reports
prepared by the new computerized system.
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Status before Implementation
• Manual survey registers used to be maintained and files

related to individual kacchi bastis were available for taking
necessary and suitable action in all matters pertaining to
kacchi bastis.

Status after Implementation
• Computerized database for individual kacchi bastis, on the

basis of surveys, is prepared.

• Status of regularization/pending regularization is readily
available now.

• Status of public facilities/ development undertaken in each
basti is also available.

Anticipated/Accrued Benefits
• Record of survey details, names of allottees, patta details etc.,

are computerized which have become more systematic for
feed back and follow-up purposes.

• Status of regularization or non-regularization of any survey
holder is available.

• The area details are available for each kacchi basti which
helps in planning for developmental activities in slum areas

• Status of infrastructure facilities in any slum area and kacchi
basti can be obtained without loss of time for feed back and
also for follow-up of various activities pertaining to kacchi
bastis.

15. Stray Animal Management System

TSP has developed a computerized module for stray animal
management system for monitoring of stray animals in the city
(zone-wise as well as consolidated). All necessary reports are
prepared on daily and monthly basis and provided to the
concerned section.

Status before Implementation
• Kine house-wise registers were available for entry of stray

animals and their release/auction etc.
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Status after Implementation

• Computerized register of entry of stray animal is maintained
now.

• Computerized register of release/ auction of stray animals is
also maintained.

• Conlputerized register of removal of dead animals is also
maintained.

Anticipated/Accrued Benefits

• A consolidated information system along with various data
of all the kine houses is available at Head Office.

• Various MIS reports can be generated quickly for
management of stray animals.

16. Project Monitoring Information System for Civil Work

The JMC spends crores of rupees every year on large number of
civil works spread all over the city. The lack of proper monitoring
on these works is one major reason why these works are often
delayed. A computerized system has been developed in which
all the civil works are being monitored very closely.

Status before Implementation

• Record of individual work used to be maintained in a
separate file.

Status after Implementation

• Computerized work order is being generated now.

• Unique work order number is being awarded to each work.

• Linkage with accounting system for incorporating details
related 10 payments against any work order is possible now.

• Information is available on the Website which provides
transparency and accountability.

Anticipated/Accrued Benefits

• History of construction work is maintained in a regular and
systematic manner.

• Monitoring of civil work and contractors' performance has
become better and more effective.
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• Monitoring of ward wise works sanctioned, pending and
completed has become more systematic and regular.

• Expenses are analyzed on the basis of wards along with
sources of finance etc.

• Details are available on the website for information of general
public which has resulted in better transparency and
accountability.

• Various MIS reports are readily available for various
purposes.

17. Hoarding Management System

A computerized module has been developed for monitoring of
hoardings in the city (zone-wise as well as consolidated) consisting
of location, size, name of allottee, rate, allowable height, etc.

Status before Implementation

• Details of hoarding sites, size of hoarding etc., used to be
manually maintained.

Status after Implementation

• Computerized data of all hoarding sites is available now.

• Details of allottees and amount of auction of these sites etc.,
are available on computers

• Details of un-allotted hoardings are also available on
computers for better monitoring of the allotment system.

Anticipated/Accrued Benefits

• Effective control and monitoring over hoarding sites has
become possible now because of the new system.

• Timely auction of un-allotted sites leading to enhancement
of revenue has also become possible.

• Various MIS reports can be generated and put up to various
authorities for necessary action to under take follow-up
activities. This has created better opportunities for superior
revenue collection.

18. Solid Waste Data Management System

Sanitation, public health and solid waste management are critical
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areas where services of any municipal body are often found
unsatisfactory. Computerized system for monitoring of clearance
of solid waste from the streets of the city has been developed in
which each garbage collection point has been uniquely numbered
and data of garbage lifting is computerized every day.

Status before Implementation

• Record used to be poorly maintained.

• Effective control over removal and disposal of solid waste
was not possible.

Status after Implementation

• Master record of trenching grounds, contractors, vehicles
used for shifting of solid waste, collection points etc.,is now
prepared on a regular basis.

• Information of garbage removal by each vehicle and its
disposal to the trenching ground is required for effective
control and monitoring of solid waste disposal. This has
become quite effective now due to the new system.

Anticipated/Accrued Benefits

• Monitoring of diesel consumption of vehicles and payment
of contractual vehicles has become easy

• Recording of the weight of solid waste per vehicle for the
purpose of analysis and calculating amount to be paid to the
contractor has also become more easy and systematic.

• Closer monitoring of dumping of solid waste is possible now.

• More efficient garbage management system for removal of
wastage and garbage has now .become possible leading to a
cleaner city.

19. Survey of Urban Properties

In this project TSP has conducted a detailed survey of each and
every property within the municipality jurisdiction. The TSP has
developed a common format for field surveys in close coordination
with the Jaipur Municipal Corporation. The door to door surveys
of 6.50 lac properties have been completed so far and database
thereof has also been prepared.
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Status beforeImplementation

• No comprehensive survey was conducted in the past.

Status after Implementation
• Survey of 100% properties of the city has been conducted

• A data base of nearly 6.50 lac properties have been prepared

• Physical measurements of properties have been done.

• After verification of JNN the merger of survey data with
house tax data has also been executed.

Anticipated/Accrued Benefits

• Accuracy in database has been achieved

• 100% record of properties is now prepared and is ready for
use.

• Expansion of tax net has become possible with better revenue
collection.

• Correct assessment of tax is being done for satisfaction of
citizens and for better revenue for the corporation.

• Data for planning of roads, sewers, street lights, water supply
etc., have been prepared for better administration and
enhancement of various activities pertaining to these heads.



CHAPTER: 3

Saral Samadhan:
A Single Window Public Service

Delivery System

Introduction

In a developing society, the State plays an important role. The
State and its governmental procedures affect and touch every
aspect of the citizen,s life.Due to the inherent limitations of private
resources and lack of civil society organisation, the public at large,
depends heavily on the government in a developing economy.
This is true of the grass root level and even of the capital city.
Although, decentralised democracy in the form of Panchayat Raj
System is gaining strength, the district and the sub-divisional
levels are still the most effective arms of the government. At these
levels most of the public grievances are addressed and redressed.
The main reason for this of course, is the intrinsic faith in the
administrative system. This is also true about Rajasthan, where
good governing traditions and best practices hold a good sway
and the administrative responsiveness lives upto the expectations
of the people. The system infact, responds adequately to the needs
and demands of the people on almost all occasions.

Redressal of public grievances is an important function of
the district administration. This is a significant tool, which not
only provides credibility and transparency, but also provides a
vital feedback on the efficiency and effectiveness of the
administrative system. However, since public grievances reiate
to different departments and agencies functioning in the district,
the same have to be referred to them. It has been found that this
process often takes a long time, and at times, the delay is so much
that the basic purpose for which the complaint was lodged gets
defeated. Hence, the district administration of [aipur decided to
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launch a system called Samadhan which is a computerised
grievance redressal monitoring system. It was decided to
computerize the grievance redressal system to be able to
systematize the process of redressing public grievances, issue
timely reminders and to monitor the progress of each case.

Implementing Agency

District administrative machinery i.e.,the collectorates at the
district level and sub-divisional officesat the level of sub-divisions,
in close cooperation and coordination with the NIC are responsible
for the introduction, initiation, operation, execution, monitoring
and supervision of various activities pertaining to the e
mechanisms of redressing citizen grievances which is popularly
known as Samadhan - a single window system for entertaining
and removing the citizens' difficulties, problems and grievances
of various sorts.

Implementing Methodology

Public grievances are generally submitted to the Collector or other
officers of the Collectorate. These complaints are sent to the officer
in-charge of Samadhan. On receipt of any complaint, the details
are entered into the software and the application along with a
cover letter is sent to the concerned officer(s). As soon as a case
is referred to the department / agency, the applicant is also
informed simultaneously. The application is sent with the direction
that the matter may be disposed off within a period of 15 days
and a copy of the action taken report may be sent to the applicant.
This unique feature of sharing information with the complainant
has made the system quite transparent and has also increased the
effectiveness of the system. In fact, this system has proved to be
an effective tool for providing for proper and timely relief to the
people. To ensure timely action, the first reminder is issued after
15 days and if the response is still not forthcoming, the second
and the last reminder is issued after 10 days. If the reply is not
received, or is found unsatisfactory, the case is listed for review
in the weekly meeting of DLOs, in which the co~cerned officer
has to be present and personally explain the cause of delay and
inaction. It has been found that there has been a remarkable
improvement both in terms of final disposal, as well as in the
time taken for the same. It is a general experience that most of



the complaints/grievances pertain to only a few departments /
agencies and the matters are followed up at various district level
forums such as the Weekly Review Meeting of DLOs and Monthly
District Vigilance Committee Meetings etc. This has led to a
general sense of urgency for Samadhan at various levels. Also, a
more responsive, sensitive and transparent attitude towards
citizen's grievances and their solution has developed in the
bureaucracy. Another unique feature of this system is the daily
monitoring of the computerised cases. For this purpose, the replies
are collected daily by the District Informatics Officer (DIO) and
the information is computerised and directly put up to the District
Collector, who himself monitors the same. Samadhan mechanism
of disposal and redressing the grievances has come out to be an
effective channel which helps in disposal of cases in the shortest
possible time.

The system has been operating for the last 8 years which is
sufficient to prove
its efficacy and
effectiveness. Ithas
been found that the ~
disposal rate has
been more than
96% over the above
period which
amply proves that
the system is
working consis
tently over the
period of time. The
flow chart of
various activities
pertaining to
Samadhan system
is depicted as
follows.
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Financial Implications : Cost Effectiveness

No additional infrastructure in terms of hardware and software
is required for operating the system. For this project no additional
funds are required. The system can be operated successfully by
utilizing the existing facilities and staff. Following is the man
material requirement and expenditure statement with regard to
the operation of this system.

a) One computer with operator from the existing
infrastructure

b) Other Misc.Expenditure

Total expenditure

Operation and Management

The system was developed after a lot of detailed discussions with
the Collectorate staff, the Sub Divisional level officers, who deal
with public grievances; and with the representatives of other
departments and agencies, who have direct responsibility for
redressing the public grievances. The scope and key issues were
identified and the necessary sensitization was developed as a
vital background activities for the initiation, operation and
implementation of this project.

To make the system more effective and significant various
officers including the Collector and ADMs, reckon this as an
important item for their inspections of the SDO/Tehsil offices and
Police stations. This further ensures promptness on the part of all
the functionaries concerned with various activities of Samadhan
system to make it more efficient and effective for redressing the
public grievances. Consequently, the Samadhan system has
become a reliable and efficient system for providing commendable
redressal of public grievances.

Rs. 1500/- per month.

Rs. 1500/-per month.

Evaluation

The system of redressing public grievances at the district level
known as Samadhan is quite effective mechanism of resolving
the problems and complaints of the people. This system can be
evaluated on the basis of the following parameters:

• Process re-engineering

(i) An effective and efficient system of direct communication
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and single contact for disposal of the grievances of citizens
has been created.

(ii) Direct reporting has been provided within the existing system
where intermediate channels have been done away with.

(iii) The system has created an opportunity for transparency and
confidence building.

• Human Resource Development

Awareness generation, sensitization and training for all levels of
stake holders are the basic parameters of human resource
development which are an integral part of the Samadhan system.

• Sustainability & Replicability
The system has been effectively operational for more than 8 years
and is functioning flawlessly. Encouraged by its success, it was
replicated at the SDO level where too, it is functioning
successfully. This system was introduced in the collectorate of
Jaipur on 1st September. 2002. It has since then made
commendable strides and attained new heights of success which
proves the sustainability and replication potential of the system.
The following data proves the usefulness of the system.

Status of Samadhan Petitions

Name of destination Total Petitions Petitions
office Petitions disposed Pending

filed

Sub-divisional office 965 772 193

Tehsil 1437 1322 115

Urban Local bodies 13 10 3

Block Development Office 181 163 18

District Forest Office 16 10 6

Public Health Engineering
Department (Water) 88 66 22

Public Works Department 5 4 1

Electricity Distribution
Company 131 117 14
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[aipur Municipal Council 105 58 47

[aipur Development 121 69 52
Authority

Housing Board 2 2 0

Irrigation 7 3 4

Education 46 34 12

Zila Parishad 228 148 80

Police 555 459 96

Supply office 48 34 14

Additional Collectors 60 59 1

Officer Incharge, 418 408 10
Collectorate

Others 145 121 24

Total 4571 3859 712

• Infrastructure Creation

It is a common knowledge that additional infrastructure, both in
terms of hardware and software is required, which in turn would
necessitate additional input of funds, which are very difficult to
generate due to various financial constraints. Hence, while
designing this project, extra care was taken to see that no
additional requirement of funds is made on the ex-chequer and
the existing infrastructure is utilized. Thus minimal infrastructure
was created for this purpose and existing facilities have been
optimally utilized.

• Application Software

Application software was developed with the help of NIC in
windows environment with SQL as backend and Visual Basic as
front-end tools. The software has been developed in such a manner
that any person can operate it without further training. In this
way, the software is very user friendly. Additional departments
and offices can be included in the master entry. Similarly, if any
other department / agency wants to make use of this software it
can be easily modified for their specific requirements with
minimum changes and at no significant costs. These features of
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the system promote sustainability and its easy and wide potential
for replication of the system to various sectors is also possible.
Various stages and modules for handling and dealing with the
complaints available in the Samadhan Software are presented
below for an easy, effective and comprehensive assessment and
assimilation of the Samadhan System.

(i) The initial window: The software of Samadhan for
redressing the public grievances has been prepared in Hindi in
view of the fact that Rajasthan is a Hindi State. When the system
is logged in the following window the title Samadhan appears on
the screen with parameters like entry of Master Department, entry
relating to complaints, reports and exit. The operator can make
the requisite entries as needed in this window.

Initial Window of Samadhan System

(ii) New Complaints Entry Window: Following is the
window meant for making and entry for the new complaint
received. The window has the option of making an entry for the
reply received in connection with the complaints and explanation
of entry and exit.
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New Complaints Entry Window

(iii) New Department Entry Window: If a new department
is required to be added in the system, the following window is
used for this purpose. The new department is given a code and
details like name of.the department, its address etc., are entered
in this window. I

New Department Entry Window



Saral Samadhan 67

(iv) . Support Window for the new complaints: Following
two windows are the support windows for entering further details
with regard to the new entry for the fresh complaint received by
the system.

Support Window for the new complaints

Support Window for the new complaints
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(v) Window for the entry of replies received:Following is
the window for making entry concerning the complaint for which
reply has been received. This window has details like, complaint
number, reply number, details about the complainant and
complaint contents etc.

Window for the entry of replies received

(vi) Window for the Entry of explanation: In case any
explanation is required regarding the complaint or its reply, a
window has been created in the system for this purpose. The
details of this window are the following:

Window for the Entry of explanation
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(vii) Other important windows and instructions for the
system: The samadhan system for redressing public grievances
has a number of windows that deal with the related issues in an
efficient and proper manner. The details of these windows and
instructions are depicted below for obtaining a comprehensive
view of the functional modality of the system.
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• Reach

The entire Jaipur district is being covered under the Samadhan
System. All departments and agencies which deal with public
grievances are involved with the system. Currently, 142offices in
the district are linked with the 'Samadhan' package. Various levels
of governance are also covered with the various formats of
Samadhan System. The system also provides vital feedback which
helps in identifying issues and problem areas which require
modification and formulation of policies and procedures. The
wide range and the coverage of the Samadhan system, in addition
to its success parameters, also proves the qualities of sustainability
and replicability of the system. The system has over the period
been accepted by various segments of the society and various
government departments. The system has been quite convenient
and easy with the acceptance it has given to both citizens and
bureaucracy. The success of the system has been examined on
the basis of various parameters and the overall impact analysis
of the system proves that it has the potential to remain sustainable
and prove beneficial on account of its replication features.

Impact Analysis

The overall impact analysis of the system can be made on the
following parameters:

• On Service Delivery

The system is meant for the common man for efficient and timely
redressal of his grievances in a transparent manner. The system
operates through the existing administrative system greatly
reducing the time lag and cuts across many layers of delivery
system. It also provides direct feedback to the district collector.

• Functional Efficiency

Functional efficiency has been ensured through periodic
computerised monitoring and also through personal involvement
of the district collector.

• Transparency

The grievances are dealt with in a fair and objective manner.
Copies of communication and action taken report on the grievance
are provided to the complainant and personal hearing is also



Saral Samadhan 77

provided to him in formal meetings where the officer(s)concerned
are also present.

Saral : e-Mechanism of Obtaining Documents

Office of the district Magistrate and Collector, popularly known
as Collectorate, is the hub centre of various administrative
activities. It symbolizes a place where citizens find solution to
their problems, a place which provides for a variety of services
and supply of documents of different kinds and the place which
can redress a number of grievances of the people at large. The
District Collector naturally discharges a variety of functions, which
have a direct bearing on the various activities of common man
pertaining to government departments. A large number of
certificates, documents and records are issued from this office,
the certificates, documents and records which are often needed
by the general public for meeting out their various purposes e.g.,
certificates pertaining to their bona-fide residence, caste, old age,
solvency, income, including ration cards and attestation of
affidavits, etc. In connection with these activities and for other
important assignments, a large number of people visit the office
of District Collector daily and their number indeed is ever
increasing.

In order to provide relief, comfort and convenience to the
people visiting the office of the collector in connection with their
requisite activities, a new system popularly known as Single
Window System has been introduced in the Collectorates where
all applications are entertained and the necessary documents are
issued at a single point. The concept of Single Window System
has been quite effective and popular. This system is known as
Saral system. The details of the system are discussed with special
reference to Jaipur Collectorate, where the system has been very
successful.

Implementing Agency

District administrative machinery i.e., the Collectorates at the
district, and sub-divisional offices at the sub-divisional levels, in
close cooperation and coordination with NIC are responsible for
the introduction, operation, monitoring and supervision of the
system. The concerned office and the NIC are jointly responsible
for the successful implementation of the Single Window System
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which is popularly known as Samadhan and Saral system for
redressing the public grievances and for procurement of
documents, certificate and records of various types. The
operational details of the Saral system are the following.

Implementing Methodology

Assistant Collector and Executive Magistrate (AC&EM) Jaipur,
has been designated as the Officer In-Charge(OIC) for the "Saral"
System. He has been directed to devote at least three hours every
day at the Saral Counter. Applications relating to the various
Social Security Schemes, are also entertained here including
applications pertaining to assistance from the Chief Minister's
Relief Fund and also those pertaining to old age and physical
disabilities related matters.

For different types of jobs, different forms have been
prescribed. These have been assigned different colours for ease
of operation. General guidance and information is also provided
at this counter for filling-up the forms and about the documents
to be enclosed. The forms also provide basic information about
the formalities to be completed and the documents to be included.
After the application is received, a preliminary inspection is made
at the counter itself and deficiencies, if any, are pointedout to the
applicant. A token is issued to the applicant as a proof of
submission of the application. This token also indicates the date
and time for the collection of the relevant certificate/ document.

Some of the certificates such as bonafide resident certificates,
if no clarification is required, are issued immediately. Attestation
of affidavits, as far as possible, is done on the same day. For other
types of certificates, different time limits have been prescribed as
per the Citizen's Charter issued by the Revenue Department. All
efforts are made to see that the certificates and documents are
prepared and issued even before the time limit prescribed for
them. Except in a few exceptional cases, time limits prescribed
are not exceeded for issuance of these certificates. A bird's eye
view of various types of functions being performed by the "Sural"
counters across the district is depicted below.
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S.No. Subject Prescribed
time limits

l. Inspection of record Same day

2. Mutation Seven days

3. Obtaining copy of documents Same day

4. Income Certificate Seven days

5. Caste Certificate Seven days

6. Solvency Certificate Seven days

7. New Ration Card / Changes Seven days/
Same day

8. Cutting of tree Seven days

9. Assistance for damage by fire Ten days

10. Complaints of PDS Fifteen days

11. NOC for mining lease Sixty days

12. Seema Gyan Fifteen days

13. Social Security (old age / Seven days
physical disability)

14. Assistance from solatium fund Ten days
(hit and run accident)

15. CM's Relief Fund Fifteen days

16. Gair Khatedari to Khatedari rights Seven days

17. Easmentary rights Seven days

18. Reservation / allotment of land for Thirty days
public purposes.

19. Land conversion from agricultural to
non- agricultural purposes Thirty days

20. Removal of encroachment from
government land. Thirty days

2l. Sub - division of land holding Thirty days

22. Disposal of mutation by Revenue
Officials Thirty days

23. Bonafide Resident Certificate Seven days

------------------------------------------------------_.-- -
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24. Caste Certificate Seven days

25. Age Certificate Three days

26. Affidavit (Birth- death) Immediate

27. RTI As per Rules

Financial Implication and Resource Requirement:

The Saral system is very simple. It is easy to access. It is user
friendly. It does not consume much time. Citizens get relief
without loss of time with least confusion. Above all it is quite
economical and does not entail too much of expenditure either
on the part of citizen or the government. Following is the man
material requirement and expenditure statement about the
operation of a counter of the Saral system.

a) Computer with operator From the available resources
and existing infrastructure of
the office

b) Other Misc. Expenditure Rs.5000/- per month
including pre-printed
stationery.

Total expenditure Rs. 5000/- per month.

c) Staff (6nos.) to be provided from the existing strength of the
Collectorate.

Operation and Management:

The system was initially developed after detailed discussions with
the Collectorate staff and Sub Divisional level officers, who deal
with day-to-day work similar to the one to be handled by the
Saral system. The scope and key issues were identified and the
necessary sensitization of the staff was done. Since the system
did not involve any complicated and extraordinary functional
modalities and mechanism with regard to the proposed
computerized system, it was easily introduced, adopted and
operated without much of hassle and impediments.

The system provides for a quick, transparent and efficient
mode for disposal of various activities at a single point. It also
enables effective daily and weekly monitoring of the requisite
activities, which every Collectorate/SDO office/Tehsil has to
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discharge. The system is simple and eliminates the need and
possibility of middle men exploiting the citizens. This is all the

../\ more important from the point of view of rural masses who are
ignorant and largely illiterate.

Saral system was introduced in the [aipur Collectorate on
1st January, 2000 and its progress has been extremely beneficial
both from the point of view of citizens and the staff of the
collectorate. The progress of the system is statistically indicated
below.

Year Affidavit Domicile Caste
Certificate Certificate

2004 29161 10582 6686
2005 33372 10483 4901
2006 33808 15060 7574
2008 33822 17256 65170BC

4181 SC/ST
2009 28101 22899 11551 OBC

6819 SC/ST
2010 19762 20221 46150BC

7309 SC/ST
Total 178032 96501 60153

Encouraged by the success and popularity of this system, it
was decided to extend the same to the sub-divisional level from
1st of June, 2004. This system is operating satisfactorily in the
offices of the sub-divisions and even at the level of Tehsil
administration. This is an indication of the fact that the system
has great potential of being replicated in different offices with a
satisfactory level of sustainability.

The Collector and ADMs also include this as an important
item for their inspections of the SDO/Tehsil offices. This further
ensures promptness in their functioning, in as much as, it being
one of the important parameters of their performance. Thus, a
reliable and efficient system in the form of Saral has been provided
for the officials functioning in the concerned offices which is of
great help, and assistance to the people, who otherwise had to
run from pillar to post to meet a number of officers to seek and
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obtain the requisite help and documents from the offices of
Collectors/SDOs and Tehsils

Evaluation:
The overall evaluation of the Single Window Saral System
indicates that it is a very efficient, relief giving, transparent, cost
effective and citizen friendly system which is working very
effectively as a tool of good governance. This can be understood
on the basis of the following heads:

• Process re-engineering -
(i) An effective and efficient system of direct and single contact

for communication and disposal of the work of citizens has
been created within the existing system without incurring
too much of expenditure.

(ii) Intermediate channels have been done away with.

(iii) The direct and easy accessprovides an opportunity to citizens
to seek immediate relief with transparency, which of course,
works as a good confidence building measure.

(iv) Different types of forms have been redesigned to save time
and for providing information about the necessary
requirements to facilitate easy operation.

(v) It is a simple, cheap, comfortable and transparent system
which is capable of building a good image of the
administration while providing immediate relief to the
citizen.

• Human Resource Development -
The system has the following parameters of human resource
development :

Awareness generation

Sensitization and

Training for all levels of stake holders.

• Sustainability & Replicability

Single Window has been functioning for the last 8 years in Jaipur
~ollector.ate.The ~istrict Collectorate has made significant strides
m the Smgle Wmdow system in discharging the identified
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functions. Since the city's population is exceeding 30 lacs, the
volumes and numbers of matters being handled by the Saral
system are quite phenomenal. In total 1, 51,627 certificates and
documents have been issued through the Saral Windows across
the district in the last three years. This has resulted in convenience,
time saving and operations becoming user-friendly.

• Infrastructure Creation

1. Pre-printed stationery

2. Computer Systems

3. Personnel (6) from Existing staff

4. Six modem counters have been established in the existing
hall alongwith necessary display boards and signages. The
existing resources are optimally utilized. Looking to the
financial constraints of the State Government, special care is
being taken to ensure that no extra infrastructure is un
necessarily created.

• Application Software

Application software was developed with the help of NIC in
Windows environment with MS-ACCESSas backend and Visual
Basic as front end tools named e-Zila. The software provides
facilities for generating tokens various certificates and MIS for
information and monitoring. ' .

• Reach
One Saral window at the collectorate for the municipal limits of
Jaipur city and Saral counters at every Tehsil office (except [aipur)
for rural are functioning.

Impact Analysis

• On Service Delivery

The system is meant for the common man and is quite efficient
with quick and timely disposal of the work in a transparent
manner. The system operates through the existing administrative
system greatly reducing the time lag and many layers of delivery
system. It also provides direct feedback to the District Collector
in the form of daily report of total disposal.
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• Functional Efficiency
The functional efficiency has been ensured through periodic
computerized monitoring and also through personal involvement
of the District Collector and periodic inspection of ADMs.

• Transparency
Every applicant is issued a token informing him about the time
and date of disposal of his work. The token also ensures
accountability in the form of receipt. Besides, the officer in charge
meets the applicant personally and sits daily for at least three
hours at the Saral window.



CHAPTER: 4

LITES:
Litigation Information Tracking

and Evaluation System

Introduction

All civilized societies are characterized by some sort of justice
system which has to be consistent with the ideals and values which
the societies in question represent and cherish. Administration of
justice as a process of social preservation, and as an institution of
the rule of law, thus, acquires paramount significance for the well
being of society, its survival and even for its ongoing development.
Administration of justice is one of the most essential functions of
the State. The system of justice attempts to obtain the status of a
functional apparatus which enforces the standards of conduct
necessary to protect the individual and society. The wide-ranging
gamut of this system embraces the enforcement of the provisions
pertaining to all sorts of laws : civil, criminal, revenue and
constitutional. As a process to maintain order in society, and as
a basic legal philosophy to regulate behaviours the justice system
in any given society works like a forensic weapon to attack the
nonfeasance, malfeasance and misfeasance of various types. The justice
system therefore exists in any society with the basic purpose of
ensuring social cohesion, communal harmony, national
development and citizen prosperity. Without an adequate
mechanism of justice administration the society may have to suffer
agonizing throes of vice, violence, chaos, crime, deprivation and
exploitation of every sort and kind.

Litigation Monitoring System

Justice delayed, it is said, is justice denied. Monitoring of litigation
and the cases pending at the level of various courts is of utmost
significance for making the justice process fast, speedy and quick.
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Such endeavours can provide early and easy relief to citizens in
their capacity as litigants. It is commonly maintained that justice
to common man is an integral part of good governance.
In a democratic system all efforts are made to make the legal
system economical, fast and accessible. The State, therefore, funds
the independent judicial system for quick and early delivery of
justice to citizens. The State at the same time is also a major litigant.
In a large number of cases the State Government, its various
departments and units are parties to litigations either as a
petitioner, respondent or as a medium to provide relief and justice
to the contesting litigants. Court cases can be expedited only when
the State Government, as a protector of justice, handles litigation
effectively. The State is expected to be a sensitive and responsible
litigant. But the reality is far from achieving the stipulated
objectives. Leaving aside effective handling of the State litigation
system to facilitate the delivery of justice to people,
unfortunately this system lacks the availability of the basic data.
Even the methodologies for collecting and handling of information
for monitoring the court cases are woefully inadequate. Keeping
this problem in view, the Government of Rajasthan has
created the department of justice for evolving a system for
creating and handling an IT-enabled system for effectively
monitoring State litigations.

LITES : The Profile
To fulfill the objectives of an ideal litigation system, the justice
department of Rajasthan, as its pioneering endeavour in the
country, has devised a new system of litigation monitoring called
"LITES"(Litigation Information Tracking and Evaluation System).
The conceptual formats of- LITES envisages creation of a
comprehensive data base for monitoring crucial activities in
litigation handling by using information technology, with a special

.focus on diagnosing and addressing systemic problems to improve
litigation systems and procedures. The application of the system
would have positive impact on the masses, in as much as, citizens'
grievances against the State would be redressed and the State's
interest for public good involved would be met with as per the
aspiration of the State and in accordance with the needs of the
citizens in their capacity as litigants.

LITES, in fact, is a systematic, scientific, interactive and
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comprehensive e-enabled system which is capable of monitoring
various litigation activities and stages of litigation. It can obtain
the progress of each case by ensuring proper follow-up and
feedback. It has various components. To have a proper view of
the various aspects of this system, a description of various
components and an overview of profile of litigation monitoring
system is briefly indicated below.

The parameters Illustration

1. Users of the system Main users of the LITES are
administrative departments/units
of the state government inter-
alia the citizens.

2. Outputs Macro level summary reports and
micro level data of state litigation for
monitoring court cases, case wise
information of date of listing I

details of contempts/potential
contempt cases, data base of orders
by supreme court/high court etc are
the chief outputs of the LITES.

3. Users target of the State government departments and
system its various units including PSUs/

societies are the main user targets of
the system.

4. Ultimate beneficiary Govt departments, State govt. and
citizens as litigants

5. Data source Data provided by state
government's departments and units
are the main data source of the
system.

6. Concept & System Justice Department has played a
architecture significant role in conceptualizing

the system and is also responsible
for the basic architecture of the
system along with its
implementation.
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7. Software The software of the system has been
developed with the assistance of
department of Information,
Technology and Communication,
Government of Rajasthan at no
mentionable financial burden on the
public exchequer

8. Software tools Main software tools of the system
are ASP, ASP.NET 1.0 & SQL
SERVER-2000

Features of the system

Some of the significant and mentionable features of the system
are the following:

• Administrative aspects of litigation like appointment of
advocates, preparation of factual statements by departments,
filing reply in time, effectiveparticipation during proceedings,
timely action on the orders of courts etc., can be effectively
recorded and efficiently monitored by this system.

• Effective analysis of data can provide information on the
dimensions of problems being faced by the Govt.; alongwith
weaknesses in the current system of handling litigations etc.,
can be done by this system. This logically leads to
strengthening of the systems and procedures pertaining to
litigations.

• A comprehensive and reliable database on litigation would
help the State Government to focus on areas which are
socially relevant and financially sensitive to minimize
litigation expenses.

Objectives

Main objectives of this system are the following :

• To regularly monitor progress of litigation in which State is
a party

• To improve efficiency in handling cases

• To assess performance of Government Advocate/ Litigation
In charge/ Officer In charge.
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• To diagnose flaws to improve and strengthen the system and
its sub-system.

• To reduce unnecessary litigation and multiplication thereof.

• To reduce litigation expenses.

Monitoring

The basic objective of the LITES is to monitor various actions,
activities, processes and procedures pertaining to litigations. This
monitoring is done at three levels i.e. pre-litigation, litigation and
post-litigation.

Pre-Litigation

• Notice for Demand of justice

• Notice under 80 CPC

• Any other notice, intimation and action which may lead
to litigation

Litigation

• Appointment of govt. advocates

• Appointment of officer in-charge of the case

• Preparation of factual reports

• Filing reply in the court

• Participation in the court proceedings

• Action on the orders of the courts

• Contempt of court

- Post Litigation

• Appeal, review and revision of cases

• Any matter related to the proceedings of the court

• Any other relevant matter

Classification of Litigation

All the litigations and cases of various sorts have been properly
classified in different categories and groups in this system. The
classification is broadly done in four categories i.e. criminal cases,
civil matters, contempt cases and arbitration cases. The
classification of each category of the cases along with the related
areas is as follows :
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I. Criminal cases (Supreme Court/High Courts) :

a. IPC cases

b. Special/minor/local acts cases

c. Law & Order matters

d. Anti-corruption cases

II Civil matters :

a. Service matters

• Appointment, salary & related matters

• Transfer matters

• Promotion cases

• Disciplinary matters

• Retirement benefits

b. Others

• Govt. revenue related cases

• Land & property related issues

• Other (consumer, election, contract etc.,) matters

III. Contempt cases :

a. Criminal contempt

b. Civil contempt

IV. Arbitration cases of all varieties

Courts for monitoring litigation in LITES :

1. Supreme Court } Criminal cases

2. High Court including [aipur bench & Civil cases

3. All subordinate courts ---------- Civil cases

4. All Tribunals

5. Arbitrators

Data collectionlvalidationientry/updation

Litigation In-Charges (LICs) are designated by every department
to coordinate with the justice department. Statistical data
regarding litigation to which Gcvt, is a party, are collected from
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the concerned departments in the prescribed formats. Sample
scrutiny of data is undertaken. Data entry operators are identified
and entrusted the task of entering data. Inclose coordination with
the officers of the Justice Department, application software for
LITESis prepared by the Information Technology Department of
the State. Field level updating centers are set up for collecting
fresh data and updating information. Data entry operators at the
district level are identified and they are given an ID and password
for updating the System online. Feed back and chat mode features
have also been provided in LITESfor online clarification and for
improvement in the system and also for trouble shooting.

Colour Code for monitoring

In order to assign priority to important cases for monitoring, the
following colour code is assigned:

Red -------- Cases to be monitored at the highest level i.e.
CS/PS(J) on quarterly basis. The cases are monitored on hearing
to hearing basis. The cases covered under this category would
normally involve the following:

a. Financial implication cases (caseswith >Rs.10cr. implications)

b. Cases pertaining to policy of the Govt. (Amendment in Acts
/ policies / orders etc., after cabinet decision)

c. Matters pertaining to major projects - (projects costing> Rs.10
cr.)

d. Issues of public importance - (Environmental issues with
development implications, PILs)

e. All contempt cases of Supreme Court, High Court, and
Tribunals etc.

Orange ------ Cases under this category are to be monitored
by Principal Secretaries/ Secretaries of administrative
departments, HoDs. Cases of the following categories are included
in this group :

a. Cases of financial implications (cases with »Rs. 1cr. to 10
cr. Implications)

b. Cases pertaining to the policy of the Govt. (Important
policies/ orders of administrative department with wider
ramification)

------------------------------------------------- --
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c. Matters pertaining to major projects-(projects costinge-Rs.l cr.
to 10 cr.)

d. Issues of public importance at district level

e. All contempt cases of sub-ordinate courts

Green ------- Case other than red and orange category are
assigned green colour which are to be monitored on quarterly
basis by the concerned authorities and officials as decided by the
govt. from time to time.

The above categorization of cases based on the criteria
mentioned above would be done by the concerned departments
and the colour code would be assigned to the cases accordingly.

Performance evaluation:

The performance of the Govt. advocates, LICs(Litigation Incharge)
and the OICs(Officer In-charge) is assessed on the basis of their
disposal and success rates in litigation. The latter would be
calculated as a percentage of cases decided in favour of the Govt.
to the total number of cases decided in which the concerned
person was the GA or Ole. Quick conclusion of Red and Orange
cases in favour of the Govt, in comparison to the average time
taken for concluding a case in the court could also be additionally
considered for performance appraisal. Performance evaluation of
each official handling the litigation, due to this system, has become
quite objective, which is free from all the influences of subjective
nature. The qualitative and quantitative performance parameters
inspire and motivate the concerned officials in a positive manner,
and consequently, the matter pertaining to litigation are being
given better and effective attention which ultimately leads to
improvement in the overall litigation system of the State.

Feed back and Chat mode

These features of feedback and chat modes are available in on
line LITES application software to improve system and to clarify
issues / queries. Hearing to hearing progress can be ascertained
from Jodhpur, [aipur and Delhi by identifying nodal litigation
officer-in-charge for collecting information in the Zone to update
data. Through video-conferencing even important cases can be
reviewed for obtaining the factual position and removing
difficulties, if any, being faced in the trial of the case.
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Cost efficiency

The LITEShas an inherent potential to cut cost on litigation. This
Information system can be used to club cases and to decide
strategies for taking up cases for quick conclusion at the highest
levels in the judiciary under Article 139(A)of the Constitution of
India. Prevention of unnecessary litigation, by an effective
intervention mechanism at pre-litigation stage by using historical
data, can help in cutting costs. LITES efforts to identify the
substantive department to be the nodal department for handling
litigations involving more than one department prevents
duplication of litigation. This system also ensures clarity in
handling litigations.

Structural and Procedural Reforms

Based on the analysis of data and the performance evaluation,
suggestions for reforms to maximize efficiency are sent to the
concerned departments. Such reforms brought about are indicated
on the basis of various steps taken under the LITES.

Steps taken

Various steps taken, as an integral part of LITES, are indicated
below:

1. Department and Units.

For the first time in the State, a systematic effort to identify
Administrative units of the State Government for collecting
litigation data has been made. The Justice Department has so far
identified 45 Administrative Departments and 20{ Units to
furnish/validate information on litigation matters for monitoring
under LITES.Department Masters and their concerned details are
as follows:

Department Masters

Administrative Department Master

SNo. Adm. Adm. Dept. Name
Dept.Code

1. 2 ADM. REFORMS & CO-ORDINATION
DEPARTMENT

2. 19 agriculture department
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3. 43 ANIMAL HUSBANDRY DEPARTMENT

4. 31 ART, LITERATURE, CULTURE &

ARCHAEOLOGY DEPARTMENT

5. 76 AYURVED DEPARTMENT

6. 71 COMMAND AREA DEVELOPMENT
DEPARTMENT

7. 47 COOPERATIVE DEPARTMENT

8. 13 DEVASTHAN DEPARTMENT

9. 29 EDUCATION DEPARTMENT

10. 39 ELECTION DEPARTMENT

11. 74 ENERGY DEPARTMENT

12. 59 ENVIRONMENT DEPARTMENT

13. 9 FINANCE DEPARTMENT

14. 21 FOOD DEPARTMENT

15. 16 FOREST DEPARTMENT

16. 3 GENERAL ADMINISTRATIVE
DEPARTMENT

17. 55 HCM RIPA

18. 75 HIGHER EDUCATION DEPARTMENT

19. 5 HOME DEPARTMENT

20. 10 INDUSTRIES DEPARTMENT

21. 78 INFORMATION & PUBLIC RELATION
DEPARTMENT

22. 37 INFORMATION TECHNOLOGY
DEPARTMENT

23. 26 LABOUR & EMPLOYMENT DEPARTMEN1

24. 32 LAW AND LEGAL AFFAIRS
DEPARTMENT

25. 73 LSGDLB

26. 23 MEDICAL & HEALTH DEPARTMENT

27. 77 MEDICAL EDUCATION DEPARTMENT

28. 11 MINES & PETROLEUM DEPARTMENT

29. 48 PANCHAYATI RAJ DEPARTMENT

30. 1 PERSONNEL DEPARTMENT
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31. 24 PHED &GWD

32. 34 PLANNING DEPARTMENT

33. 25 PUBLIC WORKS DEPARTMENT

34. 70 RELIEF & DISASTER MANAGEMENT
DEPARTMENT

35. 12 REVENUE DEPARTMENT

36. 67 RURAL DEVELOPMENT DEPARTMENT

37. 64 SCIENCE & TECHNOLOGY DEPARTMENl

38. 42 SOCIAL JUSTICE & EMPOWERMENT
DEPARTMENT

39. 62 SPORTS & YOUTH DEPARTMENT

40. 30 TECHNICAL EDUCATION DEPARTMEN1

41. 58 TOURISM DEPARTMENT

42. 63 TRANSPORT DEPARTMENT

43. 22 U.D.H. DEPARTMENT

44. 38 WATER RESOURCE DEPARTMENT

45. 61 WOMEN & CHILD DEVELOPMENT
DEPARTMENT

2. Litigation In charge (LIC) and their duties

LICs have been appointed by all the 45 administrative
departments. Directions also exist to appoint Dy. LICs / Asstt.
LICs for the units under the administrative department. The LIC
is required to shoulder onerous responsibilities in handling
litigation matters. The LIC is required to monitor litigation of his
administrative department and its units. He is the vital link
between his department, its Units and the justice department. He
is required to remain in regular touch with the justice department.
The LIC is the eyes, ears and the arms of the justice department.
,He is responsible for entry, updating, validation and accuracy of
data to achieve the objectives of the LITES in handling litigation.
The prescribed duties and responsibilities of LICs are the
following:

1. Collection of all litigation information from the Officer-in
charge and Government advocates of cases pertaining to the
department and its units.
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2. To get the formats of justice department filled up completely
and to enter online.

3. Seek any clarification in person or through phone in filling
up the formats and issue clarification to OICs.

4. Updating information continuously to ensure that the latest
information is available in the data base.

5. Depending on the litigation load in the field, LIC shall identify
updating centers in the field along with staff for on-line
updating. This obviously means that computer literacy of staff
identified is to be ensured.

6. Updating centre should have computer hardware with
internet connectivity. It is therefore essential to identify those
centers which already have these facilities.

7. If these facilities are not available, proposal for hardware
support with the litigation-load data be sent to Justice
Department.

8. A "Case File LITES Sheet" would facilitate in filling up the
formats. This sheet should be the "First Page" of all case files
and should be meticulously filled up and updated.

9. To educate the OICs on the importance of fulfilling the
requirements of Litigation Monitoring System.

10. Initiative and active participation is of paramount importance
in monitoring the Red and Orange cases by LICs.

3. Design and development of 12 input data layout formats.

These formats are designed keeping in view the report generation
for monitoring on several parameters as envisaged in the
objectives. The contents of these formats, their layout and design
have been prepared and fed into the system through the software.

4. Instructions for Filling up the Formats

As monitoring litigation would involve cases of PSUs, and other
Institutions including co-operatives/ societies,which would impact
the State interest and criminal cases of Supreme Court and High
Court, detailed instructions are issued with regard to cases to be
included under the various categories of the system. Twelve
formats have been designed to elucidate information from LICs,
OICs, with regard to case details, hearing details, order details,
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post order action details, cost of litigation etc. A glimpse of the
purpose of each format and important points to be noted in filling
up the format is outlined below:

Format 1:

An officer is designated as Litigation-in-charge (LIC),who in this
capacity is completely responsible for taking care of the case(s)
assigned to him. He would be responsible to collect/validate data
and must pass all the information pertaining to the case to the
concerned quarters. He shall be the contact person in the
department/institution to co-ordinate with the Justice Department
for all their needs. The information sheets for SC cases, HC cases
and subordinate court cases to be filled by the LIC along with the
format 1 are depicted below :

CASE FILE - LITES Sheet-1
(For Supreme Court Cases)

Department Name
•

Name & Designation of
Litigation In-charge

Court Name With Place

Case No. Year Case

Registration

Date

Case File No. Case type
Category

Priority Subject
Matter

Revenue/Expenditure Implication
(Projected Amt. in Rs.)

Does the litigation involve any policy of Govt./
any amendment in act/any policy
decision of administrative department <Y/N>?

Petitioner's/ Appellant's Name:

Non-Petitioner's/Respondent's Name:

Govt. Lawyer's/ Advocate's Name:

Officer In-charge's Name & Designation



Copy of court decision
received <YIN> if yes

then Date

Due date for filling appeal

ppinion of lawyer obtained
<YIN>

Opinion of Department
received <YIN>

Court decision sent to
Head of office <YIN <if

yes then enter Date>

Court decision sent to
Head of Department <YIN

<if yes then enter Date>
Court decision sent to

Government <YIN <if yes
then enter Date>

Final decision of
Government for appeal

<YIN>

Decision Compliance <if
yes then enter Date>

e
11)
n....
{Il....
o::s
o
11)....
I»....-

Hearing Date

SLP filedl <YIN>

Noticed
Received <YIN>

Stay Granted <YIN>

SLP Allowed? <YI N>

(If state is respondent)
reply I counter filed? YIN

Argument over? <YIN>

Judgment Pronounced I
Reserved <PIR>

Applied for copy? <YI
N> if yes then enter date

Received copy? <YIN>, if
yes then enter date

Next Hearing Date

::I: 1.0
11) 00

I»
::I.::s

~()Q

0
"<::i:;:,

11) :;:,:.... ::.:I».... :;:,:- oe

~
;::!.
N
<::>:;:,:

'"
~
~
'"'~
~:;:,:
'"''"
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Contempt Detail:

Contempt Contempt Advocate Reply Hearing
Petition Parties Detail appointed filed <Y/ Date in

No. Date Govt. Non-.
<Y/N> (if N> if yes Contempt

Party Govt.
. yes then then Date
Name of

Party Advocate
of Reply

with filed

Telephone
No.)

Checked by Prepared by

Department Name

Name & Designation of
Litigation In-charge

Court Name With Place

Case No. Year Case

Registration .
Date

Case File No. Case type
Category

Priority Subject
Matter

Revenue/Expenditure Implication
(Projected Amt. 'in Rs.)

Does the .litigation involve any policy of Govt. /
any amendment in act/any policy
decision of administrative department <Y/N>?

Petitioner's.' Appellant's Name: S

Non-Petitioner's /Respondent's Name:

Govt. Lawyer's/ Advocate's Name: '

Officer In-charge's Name & Designation

CASE FILE - LITES Sheet-2
(For High Court/RCSAT Cases)



Copy of court decision
received <YIN> if yes

then Date

Due date for filling appeal

Opinion of lawyer obtained
<YIN>

Opinion of Department
received <YIN>

Court decision sent to
Head of office <YIN <if

yes then enter Date>

Court decision sent to
Head of Department <YIN

<if yes then enter Date>
Court decision sent to

Government <YIN <if yes
then enter Date>

Final decision of
Government for appeal

<YIN>

Decision Compliance <if
yes then enter Date>

Hearing Date I'D
I»

SLP filedl <YIN>
::I
~

Noticed
Received <YIN>

I'D
I»...

Stay Granted <YIN> ..
SLP Allowed? <YI N>

(If state is respondent)
reply I counter filed? YIN

Argument over? <YIN>

Judgment Pronounced I
Reserved <PIR>

Applied for copy? <YI
N> if yes then enter date

Received copy? <YIN>, if
yes then enter date

Next Hearing Date

-oo
....
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Contempt Detail:

Contempt Contempt Advocate Reply Hearing
Petition Parties Detail appointed filed <Y/ Date in

No. Date Govt. Non-
<YIN> (if N> if yes Contempt

Party Govt.
yes then then Date
Name of

Party Advocate
of Reply

with filed

Telephone
No.)

Checked by Prepared by <

CASE FILE - LITES Sheet-3

(For Subordinate & other Courts including Tribunals (except
RCSAT) Cases)
Department Name

Name & Designation of
Litigation In-charge

Court Name With Place

Case No. Year Case

Registration

Date
Case File No. Case type

Category
Priority Subject

Matter

Revenue/Expenditure Implication
(Projected Amt. in Rs.)

Does the litigation involve any policy of Govt./
any amendment in act/any policy
decision of administrative department <Y/N>?

Petitioner's/ Appellant's Name: S

Non-Petitioner's /Respondsnt's Name:

Govt. Lawyer's/ Advocate's Name:

Officer In-charge's Name & Designation



Copy of court decision
received <YIN> if yes

then Date

Due date for filling appeal

Opinion of lawyer obtained
<YIN>

Opinion of Department
received <Y IN>

Court decision sent to
Head of office <YIN <if

yes then enter Date>

Court decision sent to
Head of Department <YIN

<if yes then enter Date>
Court decision sent to

Government <YIN <if yes
then enter Date>

Final decision of
Government for appeal

<YIN>

Decision Compliance <if
yes then enter Date>

""0
Q
fIl-o
til
n...
fIl....
Q

=o
~
II'....-

Hearing Date

SLP filedl <YIN>

Noticed
Received <Y/ N>

Stay Granted <YIN>

SLP Allowed? <YI N>

(If state is respondent)
reply I counter filed? YIN

Argument over? <YIN>

Judgment Pronounced I
Reserved <PIR>

Applied for copy? <YI
N> if yes then enter date

Received copy? <YIN>, if
yes then enter date

Next Hearing Date

::r:: .......
0til tvII'

::to

= ~CJQ

0
"i:i
I:l

til ;::- ~II'.... ;::- ()Q

~
'"'j

;:;"
c:.;::

'"<Q.,
~
t"')

~
~;::
t"')

'"



Lites 103

Contempt Detail:

Contempt Contempt Advocate Reply Hearing
Petition Parties Detail appointed filed <Y/ Date in

No. Date Govt. Non-
<YIN> (if N> if yes Contempt

Party Govt.
yes then then Date
Name of

Party Advocate
of Reply

with filed

Telephone
No.)

Checked by Prepared by

Format -1
(Litigation In charge Details)

Department's Name:

S. Litigation Litigation IUtigation Phones Fax Cell E- Period of
No. In charge In charge In No. (with lNo. Mail LIC

Name Designation charge STD
ToiAddres~ Code) From

Date Date
Office Resi-

dence

1 2 3 4 5 6 7 8 9 10 11

Note: If information not available in col. No.7 to 9, enter NIL

Format 2:

Format -2 contains all the basic details of case registration. The
following columns of this format are very important.

A. Column 8: Color code:

I. For the purpose of assigning importance and for determining
the level of monitoring of cases, red, orange and green colours
are assigned to cases. Red and Ooange cases are to be monitored
on hearing to hearing basis and reviewed by the Administrative
Secretary, besides HoD/CEO. Green cases are to be monitored
periodically by the concerned officials and authorities.
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II. Criteria for assigning the colour code to cases are given in
Format 2. This should be carefully considered before filling up
column 8

B. Column 6 & 7: Case Type/Category:

I. While filling up these columns, the following classification
must be kept in mind for entering the category, sub-category and
the type of cases

A. Criminal cases: i. IPC cases
ii. Minor/Special acts cases
iii. Law & Order matters
iv. Anti-corruption cases

i. Service matters with Sub-Category

a. Appointment, salary related (Type)
b. Transfer matters

B. Civil cases:

with (Category)

c. Promotion cases
d. DEs related matters
e. Retirement benefits

ii. Others
a. State Revenue/tax related matters
b. Land & property related matters
c. Consumer, contracts, election,

compensation and other cases
(to be specified)

C. Contempt matters

D. Arbitration references/issues/matters
S. No. Case No. & year

Court Name with Place
Case Registration Date

Case File No.
Case Type/Category



Format-2
(Case Registration : Basic Detail)

Department's Name:

S. Case No. Court Case Case Case Type/Category Priority/ Subject Revenue/ Does the
No. & year Name Registration File No. Colour Matter'" Expenditure litigation

with Date <Criminal/ Sub Code * Implication involve
Place Civil! Category/ (Projected any policy of

Contempt/ Type Amt. in Rs. Govt./any
Arbitration» amendment in

act/any policy
decision of

administrative
department

<YIN>

1 2 3 4 5 6 7 8 9 10 11

"Priority/Colour Code: <Red/Orange/Green>
**SubjectMatter: <Act/Notification/Order/Other>with detail -o

VI



Case Type Red Orange Green

Contempt Supreme Court Subordinate Courts Other than Red &
High Court Orange
Tribunal

Revenue/ Expenditure More than 10 Cror Rs. More than Other than Red &
implication of state 5 to 10 Cror Rs. Orange

Policy Acts/Rules/Order /after Order /Decision of Adm Other than Red &
cabinet decisions Deptt. with approval of Orange

minister

Project More than 10 Cror Rs. More than Other than Red &
5 to 10 Cror Rs. Orange

Note: Please read "Instruction to fill up the form" before filling Col. 6 to 8

Formats 3 & 4:

Format-3 and format-4 are meant to fillup details about petitioner / appellant and those of the respondents/
non-petitioner respectively. Details regarding the State departments or institutions as appellant/petitioner
or respondent/non-petitioner are furnished without any difficulty and problem. As regards the opponent
to State in the case, the available information is to be given and there is no need to search for more information
for these opposite parties. Format-3 and 4 are reproduced below :



Format-3
(Case Registration: Petitioner's IAppellant's Detail)

Department's Name:

s. Case No. Court Petitioner's/ Petitioner's/ Phone No. (With Fax Cell E-Mail
No. & Year Name Appellant's Name Appellant's STD Code) No.

with & Designation Address
place Office Resi-

dence

1 2 3 4 5 6 7 8 9 10

<Note: Multiple Petitioner IAppellant can be entered in a case>
If information not available in col. No.8 to 10, enter NIL

......
o
-..J



Format-4
(Case Registration: Non-Petitioner's/Respondent's Detail)

Department's Name :

s. Case No. Court Non-Petitioner's / Non- Phone No. (With Fax Cell E-Mail
No. & Year Name Respondent's Petitioner's! STD Code) No.

with Name & Respondent's
place Designation Address Office Resi-

dence

1 2 3 4 5 6
.

7 8 9 10

<Note: Multiple Non-Petitioner/Respondent can be entered in a case>
If information not available in col. No.8 to 10, enter NIL

-o
00



Formats 5 and 6 :

Format 5 pertains to the details about the Govt. Advocate and other advocate assigned the case. Likewise,
Format 6 contains details about the officer in charge of the case. The details of these Formats are reproduced
below:

Format-S
(Case Registration: Govt. Lawyer's/ Advocate's Detail)

Department's Name:

S. Case Court Govt. Appointing Order Govt. Phone No. Fax Cel E- Date Payment of fee
No No. & Name Lawyer's/ Authority No. & Lawyer's/ (With STD No. Mai

Year with Advocate's Date Advocate Code) Rate of fee apprd.

place Name Address S 0 To be paid Actuall Balance0... E-<
Office Resi- j:.r., so far (up paid (15-16)

dence to till
now)

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17

<Note: Multiple Govt. Lawyer/Advocate can be entered in a case> If information not available in col. No.
10 to 12, enter NIL

......
o
\0



Format-6
(Case Registration: Officer In charge's Detail)

Department's Name:

S. Case No Court Officer Officer In Officer Phone No. (With Fax Cell E- Period of
No. & Year Name In charge's In SID Code) No. Mail OIC

with charge's Designation charge' From To
place Name Address Office Resi-

dence Date Date

1 2 3 4 5 6 7 8 9 10 11 12 13

<Note: Multiple Officer In charge can be entered in a case> If information not available In col. No.9 to
II, enter NIL

Formats 7a to 7c:

Format 7a, 7b and 7c are meant to fill up details about the hearings of the cases pending in SC, He and
subordinate courts respectively. Regarding the hearing details, the stage of last hearing, as on the date of
filling up this form is entered so that there is no need to trace back to happenings from the first hearing in
the cases. Details of these formats are reproduced below:

............
o



zo;- i-l S. No.

N Case No. & Year

(,0.)
Hearing Date (If any

caveat mention C)

"" SLP filed? <YIN>

til Notice Received? <YI
N>

0'1
Stay Granted?

<YIN>

'-l SLP Allowed? <YI
N>

(If state is respon-
QO dent) reply I Counter

filed? <YIN>

I.C
Argument over?

<YIN>

Judgment
i-l Pronounced I0

Reserved ? <PIR>

Applied for copy ?
i-l <YIN>, (if yes theni-l

enter date)

Received copy? <YI
i-l N>, (if yes then enterN

date)

i-l Name of Lawyer
(,0.)

attended

i-l Name of OIC

"" attended

i-l Next Hearing Datetil

III sal!7
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it

.... S. No. @
II>

N Case No. & Year e
n>

w
High Court Jodhpur/::S

[aipur ? f./l

II>

~. Hearinr Date (If any e
cavea mention C) ~

Admitted ? <Y/N /
(.1J A> <Yes/No/

Adjourned>

0'\
Writ/ Appeal/Spl.

Appeal ? <W/ A/SA>

'I
Stay Granted ? <Y/

N>

a:J
Any Mise. application

filed? <Y/N>
(If state is

I.D resGJondent)r~ly /
'led ? <Y/ >

.... Argument over ?
0 <YIN>

Judgment.... Pronounced/....
Reserved? <P/R>

Applied for copy?.... <Y/N>, (if yes thenN

enter date)

Received copy? <Y/
.... N>, (if yes then enterw

date)

.... Name of Lawyer
~ attended

.... Name of OIC
(.1J attended

.... Next Hearing Date0'\

,-..
n
!:ll
<JJro
[Jl.....
!:ll

OQ
ro

::r:
It)
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>-oj
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OQ

t1 ITj
It) 0.... e!:ll
~
!!' II>....
::r: I

..... ~
OQ
::r
o
0
i=!
>-oj.....
<,
:;0
n
>....,
n
!:ll
<JJro
e



Format-7c
Case Stage: Hearing Details, Subordinate & others Courts including Tribunals (except RCAT) Cases

Department's Name:

::: <, /\ <, ::: ,I-<
/\ >-< Z >-< /\ r-:» >-<2 Cli

I-< ..::: I O,,-._ Z ('-. v ~ >-.Cli V ::: I-< .....~ ..... ::: S Z v Cli ~
Cli

..... Cli "0
<, <, <, 0..":5 Cli >-. U Q~ ..... o§' <, '+< ::: '+<,>-< ('-. ('-. :::>-< Cli ....."00-; 8~] ~"O

......~ Z >-< >-< 0 0 o .....V I-<
0"0~ Cli CI v S /\

~ :-E ~
Cli ::: Cli ~ ~ V >-'Cli ~ Cli

OJ:)
0 S Cli tf) Cf) ~ ~Z u ~ ('-. :> I-< >-. ~ 0..":::,,-._r-l"O

Cli .SS :::('-. '+<"0Z u OJ:) • .....t ..-.. '"d "0 1-<, :::t:i :::"0 .....o /\ 0,+<"0 0 .....2 o ::: I-<0 ~ ~ .S Cli .....Z OJ:);j"O "-4-4:"='J-..I u tf) ~ '+< ::: ~Z'E.. Cli I-< Cli - ~>-< CliO-; Cli ::: ::: "0 0 Cli 0 Cli Cli Cliu:i Z ..... Cli :> "0 Cli Cli ::: "0 ,Cli ~"O CliI-< ~ ~ V "0,
;j § C; "0 ..... S :t= :r:..... ~ ~ ::: ..... .....'+< .....'+< "0 Cli Cli /\ ..... Cli Cli .....

Cli I-< Cli ti 0 Cli >-. ;j :>'+< :> Cli ::: S ;":::Z~ .~~ S ~ ~ ~
tf) ;j :r: ..... u

'E.. tf) ~:.c f.l.l"Oo -. I-< Cli
Z .....~ 0 ;:::.~ ~ tf) .S ~

;j 0-; tf) 0.., Cli ~ ><
U Cli ...... OJ:) Cli 0..>-< u ' Z Cliu '-'t:i ~ ~ I-< ~ <t:: v Cli /\ Z0-; 0:: Cli <t:: ~ZI-<

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16

<Note: Multiple Hearing can be entered in a case>
Entry of only civil cases, no criminal case is to be included in the Performa.

Format 8:

Format-8 pertains to the details to be filled-up at the decision and post decision stages. Following are the
important details of col. 6 which need special attention. Decisions/Judgment's essential points for compliance
are required to be given in brief, hence the space constraint. Only the gist, in points, is to be given in a
telegraphic language. Details of Format-8 are reproduced below :

............
w



'""' S. No. t!>

N Case No. & Year Ii::

w Court Name with place !3
t!>

=
"'" Decision Date fIJ

Decision in Favour of Govt. 0
t!> I»

t.I1 (F) Again of Govt. (A) <FI A> n !3...
fIJ t!>...

Decision Detail (gist of 0 ..
a"I decision in points) =0

Time limit for compliance t!>-<Mention Date before I»
'I ...-compliance to be made>

Copy of court decision
00 received <YIN> if yes then

Date

\l) Due date for filing appeal

'""'
Opinion of lawyer obtained

0 <YIN>

'""'
Opinion of Department

'""' received <YIN>

Court decision sent to Head ~
'""' of Office <YIN> (if yes thenN 0

fIJenter date) -
Court decision sent to Head 0

t!>

'""' of Department <YIN> (if yes n
W

...
fIJ

then enter date) ...
0

Court decision sent to =
'""' Government <YIN> (if yes 0

"'"
t!>

then enter date) -I»...-
'""'

Final decision of Government
t.I1 for appeal <YIN>

,"",. Date of filing appeala"I

'""'
Stay Granted? <YIN> (if yes

'I then enter date)

'""'
t:l Decision Compliance (if$ll

00 .....ro yes then enter date I if
00:;:<:1

,"",. Oro No then reasons)\l) =$ll00,

z



Format 9 :

Format-9 pertains to the matters related with contempt of court cases. Filling-up Col. 10 &11 need special
attention. Gist of court order is to be given incol. 10 & compliance details are required to be given inco1.11

These two columns are required to be filled with due care to see that only essential points intelegraphic
language are mentioned in the columns. Details of Format-9 are given below:

Format-9
(Contempt Details)

Department's Name:
s. Original Court Contempt Contempt Advocate /Ol'C Gist of Ir, Repl Hearing Order

No. Case No. Name Petition Parties appointed (Y/N) <if Court details file Date in or
& Year in with Detail

yes then Name of Order <in
(Y/N) Contempt obser-

concerned Place if yes vation
No. Date Govt. Non- Advocate/GIC with <in Points> then of thecontempt Party Govt. Telephone No.> Points> Date of court in

No. Party Repl bontemp
Advocate OIC file Ihearing~

(in
points)

1 2 3 4 5 6 7 8 9 10 11 12 13 14



Formats-tO, 11 & t2

Format-10 pertains to the matters pertaining to the cases where notice for demand of justice has been received.
Format-Tl pertains to the cases where notice under 80 ~PC has been received and format-12 pertains to the
arbitration cases. Formats - 10, 11&12 are reproduced below:

Format-tO
(Demand of Justice Notice Details)

Department's Name:

S. Applicant Date of Addressed to : Issue in Likely Action Taken

No. Name Desig- Depart- Application Name Desig- Depart- brief Financial Pre-Litigation Decision
nation ment for Demand nation ment (in Implication Committee (if any

for Justice points) to the state (Date of in brief)
(Rs.) Meeting)

1 2 3 4 5 6 7 8 9 10 11 12



Department's Name:

Format-ll
(Notice under 80 CPC Details)

s. Applicant Date of Addressed to : Issue in Likely Action Taken
No. Appli- brief (in Financial

Name Desig- Depart- cation fo Name Desig- Depart- points) Implication Pre- Decision
nation ment Notice nation ment to the Litigation (if any

under 80
state (Rs.) Committee in brief)

CPC (Date of
Meeting)

1 2 3 4 5 6 7 8 9 10 11 12
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5. Designing of screen formats for master server

Different formats for this system to become a part of the master
server were developed with due care and caution after detailed
consultations with all the concerned functionaries. The details of
litigation cases were collected from the administrative
departments and their units in the prescribed formats, in hard
and soft copy. Centralized data entry was made in LITESSoftware
initially in Justice Department. Handling of voluminous data of
more than 8.42lac records was involved at this stage. Hence, Web
enabled LITES Application Software was developed for all 45
departments and their units with login id and password for online
entry. More than 1.45 lac cases and 8.42 lac records have so far
been entered which are available in the online database in the
system.

6. Data refinement (Validation! updating)

For the purpose of validation of data, validation and updating
reports, are obtained and then provided in the LITESfor all the
departments and their units. Using updating module, all the
departments can update/ edit their data on-line with the help of
updating centers. For irrelevant data they can mark delete flag.
To facilitate the departments as part of the integral on going
activities of this system, trainings for the trainers are organized
to make them LITES friendly. Efforts are also being made to
eliminate the duplication of record, while at the same time efforts
are made to identify the substantive/performa parties.

7. Generation of Reports & At a Glance Report

Different reports are prescribed by the Justice Department for
effective monitoring/updating of the system which are also part
of the system. The e-enabled modules make it convenient for the
users to generate the requisite reports as and when required.

Alert Mechanism of the System

(i) Case Alert Mechanism

Alert mechanism was initially introduced for the Supreme Court
and High Court cases. Soon after the notices are received from
the Supreme Court and High Court, all the departments are
required to send photocopies of the notices to the justice
department. The Justice Department issues "ase Alert Letter" in
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"

pink sheet to the administrative department for early appointment
of OIC, Advocate and to expedite filing of reply. Format of the
"Case Alert Letter" is reproduced below:

GOVERNMENT OF RAJASTHAN
(JUSTICEDEPARTMENT)

ALERT LETTER FOR IMMEDIATE ACTION SUPREME
COURTIHIGH COURT CASE

[aipur

Dated

Letter No;

The Principal Secretary/Secretary

Secretariat [aipur

With reference to the notice of Hon'ble Supreme Court/
Hon'ble High Court detailed below, please ensure immediate
action and reply promptly in the response sheet within 15 days.

Notice Dated:

Writ/ Appeal/contempt Petition No.:
Petitioner / Appellant:

Non-petitioner /Respondent

Next date of hearing:
ACTION POINTS

Please ensure action to

1. Appoint OIC
2. Appoint Advocate

3. Prepare & File reply

For Principal Secretary

(DETACH HERE)

--------------------------------------------------------------------------------------
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RESPONSE SHEET

Name of Department:

From Place:

Date:

Letter No.:
, .

To,
The Principal Secretary,
Justice Department,
Food Building,
Secretariat, [aipur

Sub: Response to Writl Appeal! contempt petition No.:

Ref.: Your letter No.: dated

Sir,

The following action has been taken :

GA appointed

I YIN I Name Designation

I YIN I
OIC appointed

Reply Filed I YIN I If Yes date I I I

Signature
Designation

(ii) Order Alert

Similarly, just after the pronouncement of orders by Hon'ble
Supreme Court I High Court, the Officers-in-Charge are required
to send intimation of the order passed by the court to the justice
department, in the prescribed format, mentioning therein the case
no. with year, parties to the case and also specifically indicating
whether the order is against or in favour of the government. The
justice department based on the intimation received would issue
an "order alert" in yellow colour for monitoring action for
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~ compliance or appeal of the order etc. The copy of the order
alert is reproduced below:

"

GOVERNMENT OF RAJASTHAN

<JUSTICEDEPARTMENT)

ORDER ALERT FOR IMMEDIATE ACTION SUPREME
COURT/HIGH COURT CASE

[aipur
Dated
Letter No;

To,

The Principal Secretary/Secretary

Secretariat [aipur

Sir,

With reference to the notice of Hon'ble Supreme Court/
Hon'ble High Court detailed below, please ensure immediate
action and reply promptly in the response sheet within 15 days.

1. Order Dated:
2. SB/DB Writ/Appeal No.:
3. Petitioner / Appellant:
4. Non-petitioner/Respondent

ACTION POINTS
Please ensure action to
1. Apply for copy
2. Decide-whether to appeal or not to appeal
3. If appealed, pursue for stay
4. If no appeal/No stay:

a. Comply with in time limit
b. File application for extension of time

(if there are strong grounds)

For Principal Secretary

(DETACH HERE)
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RESPONSE SHEET

Name of Department:

From Place:

Date:

Letter No.:

To,

The Principal Secretary,
Justice Department,
Food Building,
Secretariat, [aipur

Sub: Action on Order dated--in SBIDB WritI Appeal No.:

Ref.: Your letter No.: Dated:

Sir,

The following action has been taken :

1. Applied for copy YIN

2. Decided to appeal 0 I not to appeal 0
(mark ./ in the relevant box)

3. Stay granted YIN

4. If no appeal/no stay:

(a) Compliance made YIN

(b) Filed application for extension of time YIN

(If there are strong grounds)

(c) Extension of time granted up to I I I

Extension Not granted and order complied with YIN

Signature:

Name:

Designation:
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Training

Training is an integral part of capacity building of the officials
and functionaries, especially when new concepts and systems are
introduced. Needless to say that computerization involving the
litigation officials, who were not exposed to computers at all, was
a daunting task. With the active help of IT department training
to LICs, OICs and data entry operators were arranged. Besides
exposing them to LITES as a concept, efforts were also made to
familiarize them with the software. In all about 500 officials were
trained in LITES in 46 sessions. Training sessions are organized
as per the requirement of the system and in accordance with the
departmental needs of the users of LITES.

Impact Analysis of LITES: Replication and Sustainability
Parameters

(A) PRE-LITES SCENARIO:

Justice Department was created in September 2005. Besides
organizing the basic infrastructure for this new department, an
effort was made to collect existing information on litigation from
Law Department. The data could be collected only from 35
Departments. There was no classification of departments and units
for compiling data. Most HoDs' and major Administrative
Departments in the State Government were targeted for data
collection. PSUs and other administrative units of Administrative
departments were left out of data collection. Even the collection
of data initially was limited and restricted to Supreme Court and
High Court. Review of progress in pending cases, by and large,
was concluded with adverse comments by the courts. The State
Government including Law Department depended on the
concerned administrative units of the Administrative Department
for litigation information. There was no centralized arrangement
for accessing litigation information. All this necessitated that some
effective system like LITESshould be set up for which the Justice
Department was created.

(B) Current Status of LITES Impact:

The new department of Justice was to start its work under
different situations, of course, under various constraints, with no
model to follow. Classification of cases, lining up of systems and
evolving structures were attempted to improve the system of
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monitoring. With the department's growing experience, new and
perhaps innovative interventions were introduced to quickly
stabilize the intended system of monitoring. Centralized entry to
train and ensure accuracy was replaced by online entry to enter
more than 8.42 lac records through updating centers. Checks and
balances were introduced to avoid duplication and sentinel data
were identified to detect laxity in updating. Alert systems were
initially handled in PSI's office, with an in-house computer
programme. Later it was uploaded as a part of LITESfor on line
operations and monitoring.

(0 Structural Changes and Other Landmark Endeavours

(i) Litigation-in-Charge: This concept was introduced by
the Justice Department as 'one stop arrangement' for collecting
and sharing departmental information. LICbecame a nodal agency
for litigation information concerning all the identified units of the
Administrative Department. This arrangement considerably
improved the flow of information from field to the AD and to the
Justice Department. This today forms the back bone of the data
base and monitoring system. Justice Department's analysis of
case load distribution for earmarking departments to GAs
was accepted by the LD and orders were issued in January, 2008.

(ii) Changein OIC system: Prior to the introduction of the LITES,
OICs used to be appointed by designation and there was no
proper system of keeping file registers. Frequent changes of OICs
used to result in short term departmental memory of cases, and
the system even suffered with insufficient follow up. In order to
rectify the old system, now Caseregisters are kept in a systematic
manner with proper handing over and taking over of OICs. This
has been ensured by getting a circular issued by the Law
Department.

(iii) Campaign with Regard to Education Dept: Education
department at one point of time was saddled with the highest
number of pending court cases. Large numbers of cases were
awaiting reply and a large number of orders were pending in the
education department regarding litigations. Owing to the
enthusiastic response from the education department to reduce
pending Cases, the Justice Department helped the department
through a detailed office wise analysis of data to launch an in
house campaign for filing replies and complying with the orders.
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In a campaign to file replies in High Court cases, in Q3 of 2005-
06, Education department filed 1402 replies and in Q4 852. In
another campaign to comply with the pending High Court orders
in Q2 and Q3 of 06-07~the department complied with 724 and
2204 orders respectively. This effort provided relief to thousands
of teachers and institutions.

(iv) Input for improving departmental performance:Circle wise
analysis of sales tax litigation involving crores of rupees was sent
to FD for pursuing these cases, and to focus on circles, with heavy
litigation and tax load. List of cases involving the land and
properties of forest department was sent to them for follow up.
Similarly features built into LITES could be used by the
departments for dealing effectively with contract related cases,
cases involving urban land and cases with heavy financial
implications with adequate follow up. The efforts were made to
use the data as a decision support system of the departments to
improve their performance. An analysis of cases falling within
these categories to facilitate the concerned departments was
presented before the committee on judicial reforms and good
governance.

(v) Monitoring: Intensive monitoring of red and orange cases
could be undertaken to watch the government interest, and the
concerned departments would have to .devise an intervention
mechanism for effectivelycontesting these cases. Periodical review
meetings with the OICs and the govt. advocates to emphasize
the importance of these cases and to iron out the difficulties in
presenting the cases before the court, could be attempted at the
department level. These cases could be included in the agenda of
touring HoDs and Secretaries for discussions with the field
functionaries. Out of 45 administrative departments, more than
90% of litigation pertains to the 19 litigation majors and 10% to
the litigation minors, List of litigation major & minor departments
is produced below:
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List of Litigation majors and minors

19 Litigation Major Adm. Departments

1 DEPARTMENT OF PERSONNEL

2 HOME

3 FINANCE DEPARTMENT

4 INDUSTRIES DEPARTMENT

5 MINES & PETROLEUM DEPARTMENT

6 REVENUE DEPARTMENT

7 FOREST DEPARTMENT

8 AGRICULTURE DEPARTMENT

9 UD.H.

10 MEDICAL & HEALTH DEPARTMENT

11 PHED & GWD

12 PUBLIC WORKS DEPARTMENT

13 EDUCATION DEPARTMENT

14 WATER RESOURCE DEPARTMENT

15 COOPERATIVE DEPARTMENT

16 PANCHAYATI RAJ DEPARTMENT

17 TRANSPORT DEPARTMENT

18 LSG/DLB

19 HIGHER EDUCATION
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26 Litigation Minor Adm.

Departments

1 ADM. REFORMS & CO-ORDINATION

DEPARTMENT

2 GENERAL ADMINISTRATIVE DEPARTMENT

3 DEVASTHAN DEPARTMENT

4 FOOD DEPARTMENT

5 LABOUR & EMPLOYMENT

6 TECHNICAL EDUCATION DEPARTMENT

7 ART, CULTURE & ARCHAEOLOGY DEPARTMENT

8 LAW AND LEGAL AFFAIRS

9 PLANNING DEPARTMENT

10 INFORMATION TECHNOLOGY DEPARTMENT

11 ELECTION DEPARTMENT

12 SOCIAL WELFARES TAD

13 ANIMAL HUSBANDRY DEPARTMENT

14 HCM RIPA

15 TOURISM DEPARTMENT

16 DEPARTMENT OF ENVIRONMENT

17 WOMEN & CHILD DEVELOPMENT

18 SPORTS & YOUTH

19 SCIENCE & TECHNOLOGY DEPARTMENT
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20 RURAL DEVELOPMENT DEPARTMENT

21 RELIEF & DISA§TER MANAGEMENT

22 COMMAND AREA DEVELOPMENT

23 ENERGY

24 AYURVED DEPARTMENT

25 MEDICAL EDUCATION DEPARTMENT

26 DEPARTMENT OF INFORMATION & PUBLIC

RELATION

A strategy was devised to focus more on the litigation majors
to ensure that prompt action is taken on majority of State cases.
Monthly review of 19 litigation majors is undertaken at the level
of the Chief Secretary especially on the compliance of orders and
reply to contempt notices. The review of 26 litigation minors is
also undertaken at the level of Special Secretary Justice from time
to time.

Award

LITES has come out to be a unique and innovative best practice
in the area of justice delivery system of the State. On account of
its innovative nature, dynamic mechanism, integrated procedures,
this system has proved its qualities of sustainability and replication
in a big way. Consequently, for the e-Governance initiative taken
in this regard. LITES got a National Award for e-governance from
the Government of India in 2007.



CHAPTER: 5

SARATHI:
e-Registration Mechanism

(Stamp and Registration Automation with
Technology and Information)

Introduction

Transfer of properties related transactions are common
phenomena of all societies. These transactions tend to change the
title, possession and ownership of the properties from one person
to another. These transactions are executed as per the provisions
of the laws of the land. The documents pertaining to the transfer
of properties are required to be registered as per the prevailing
legal provisions. Such registration of the documents provides
authenticity and legality to the transactions and the registered
documents. Registration of property, thus, confirms not only the
legal and authentic transfers of title and ownership to the
incumbents, but it also gives confidence to the owners.

1. Registration of Documents : The Legal Orientation

The Registration Act, 1908 provides for registration of documents
which may be both compulsory, as well as, optional as per the
provisions of law related with each kind of transfer. Inconsonance
with this Act, the State Government of Rajasthan has framed
Rajasthan Registration Rules, 1955. The registration of
documents, in the State, is governed by the provisions of this Act
and the Rules. Registration of documents, thus, is a legal
phenomenon which tends to improve the status, quality and
orientation of the concerned transactions and the related
documents. A registered document enables a person to have a
valid proof of a particular document, and is accepted as evidence
in any court of law over an unregistered document. However, it
does not guarantee a title or right of ownership to the person
concerned.
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2. The Background

In order to make the registration system more citizen-friendly, a
programme named as SARATHI PROJECT was undertaken in
the year 2003'.The mission objective of this project is as mentioned
below:

"To restructure working of the department of registration
and stamps for increasing revenue and check revenue leakage
and to provide seamless and friendly services to the public with
the right to information".

In essence, SARATHI PROJECT is an automation of the
registration procedures as is indicated by its name. The full form
of the title SARATHI means "Stamps and Registration Automation
with Technology and Information".

Prior to the implementation of this project, the entire
registration process was manual. Calculation of stamp duty and
document management used to be done on the basis of manual
methods. The minimum time required for registration process
used to be 72 hours, and in some cases, even more time used to
be taken. The process of registration of documents pertaining to
properties and other documents, thus, was quite slow, time
consuming; costly and even cumbersome in most of the cases.
SARATHI project has, therefore been introduced as an ITC
application and as a new mode of business process reengineering
regarding registration of documents. One of the key elements in
registration of the documents pertaining to property is
determination of market value of the property in question. The
value of stamps to be appended to the document is calculated on
the basis of market value of the property depending on its location
and nature. The important steps taken under the SARATHI project
is removal of arbitrariness of assessment and valuation of the
property. The old system has been replaced with the new method
and the assessment and valuation of the property in question is
now being done on the basis of DLC (District Level Committee)
rates, which are fixed by the Committee. This system has done
away with the discretion of the assessor and the valuator. The
second important step under the SARATHI project is doing away
with the on spot inspection of the property. Owing to introduction
of these steps and other ITC based processes, the registration of
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property transaction and the documents have under the SARATHI
project now become simpler, easier, faster, efficient and
transparent.

The Basics

For quick and easy registration, it is a pre-requisite that all
required conditions are fulfilled and the documents being
presented are complete and fault free in all respects. The
executor(s), executant(s) and the witnesses should be present at
the time of registration. The system of SARTHIand its mechanisms
are quite simple and economical. With two computers, to operate,
one printer, one scanner, a web camera, a thumb pad and one
display unit, the system can be made functional. The system does
not have any technological and operational complications. It can
be operated by anyone with simple familiarization and
operational understanding of the system. It is because of these
qualities, the system has become very popular and acceptable by
all segments of society. The operational window of the SARATHI
system, displayed below, would throw light on the simplicity and
execution of this system.

SARATHI : The Instant Process of, Registration

~
Person comes with completed documents and presents

them for registration token
-¥

Token issued based on initial scrutiny of documents with indication of time
to be taken in the registration

-¥
Token No. is displayed on the display board and the person is called when

• his no and tum comes.

Checking of documents and feedjg of data on the basis of check-list
-¥

Identification of executant, executor, witnesses with
photographs and their thumb impressions are taken.

-¥
Payment of registration fee for the document

Scanning of docUlints on the scanner

Printing of receipts, details ~f valuation and stamp duty

Returning of original registered ctpy to the parties after impression
of the office seal

-¥
Close
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Objectives of SARATHI Project

Some of the important objectives of the SARATHI project are the
following:

1. To reduce revenue leakage.

2. To provide instant registration of documents.

3. To create an environment of no pending documents.

4. To provide user friendly, efficient and transparent system
for registration of the property documents and other
documents.

5. To increase the revenue through honest valuation of the
property by an objective, mathematical and mechanical
valuation system.

6. To arrive at correct calculation of stamp & registration duty.

7. To provide access of information to anyone, from any where,
as and when needed /desired/required by the department
and the concerned party / consumer / customer / citizen.

8. To improve the public image of the department.

Some Highlights of the SARATHI Registration System.

1. Computerised generation of valuation report for stamp and
registration fees has created faith and has also developed the
confidence of the people and the employees.

2. Immediate endorsements of all types can be instantly made.

3. Instant photo and thumb impression provide great relief,
'" comfort and convenience to all the users of the system.

4. Document registration can be done immediately which again
is a point of great satisfaction for the people and the
department. <I

5. Generation of all types of letters/notices, daily Fees Book,
Cash Book, registers, Bank Challans, and all types of MIS
provide speed, accuracy, authenticity and reliability to the
system.

6. Timely computerised Monthly Progress Report is available
for departmental monitoring, supervision and use.

7. Smooth citizen-government interface has opened up windows
for good governance.
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8. Data back up is available quickly and when: required or
needed.

9. Registered documents scanning can be done for various
purposes.

10. Archiving of scanned and thumb data have reduced
opportunities for fraud and misuse of the system.

11. DLC rates, various fees, standard formats of documents,
facility of self assessment of duties available on department
portal (www.rajasthan.gov.in) have created great convenience
for the people, as all types of information is available online
without any loss of time.

'SARATHI' : Processes and Their Time-Frame

SARATHI is a quick and time bound process of registration of
documents. The whole process of registration takes about half an
hour only in completing the various activities pertaining to
registration. The process of registration, its various stages and the
time taken at each stage is illustrated below to prove that this
system is quite fast, quick and speedy.

SARATHI Registration Process: Illustration of Time-Frame

Activity Time
Presentation of document at the counter 10:00 a.m.
Token issued after initial scrutiny by clerk 10:05 a.m.
Display of the token number 10:05 a.m.
Presentation of document to S.R. in duplicate 10:10 a.m.
Calculation of market value and stamp duty by 10:20 a.m.
applying the parameters by entry operator.
(Software will calculate the Market Value
and stamp duty applicable.
Thumb impression and photograph online 10:25 a.m.
with the help of software.

Witness details entry 10:28 a.m.
Print out of receipt and other details 10:29 a.m.
Document for scanning 10:30 a.m.
Seal and signature by a clerk and return back of 10:30 a.m.
Original copy of the document.
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The old Registration Manual Method & the 'SARATHf Process:
(Comparative Perspective)

Before the introduction of the SARATHI system, registration used
to be done manually which was a slow and time consuming
process. Itoften used to be quite cumbersome because, the person
seeking registration was required to contact the concerned
employee(s) in person. The availability of the person used to be
uncertain and the response and attitude of the employee also used
to be quite indifferent causing inconvenience and frustration to
the person seeking registration. The SARATHI system, in
comparison to the earlier one has come out as a registration
platform which has become very popular and user friendly for
the ritizens. The comparative table presented below would prove
the superiority of the of SARATHI system over the earlier
registration system.

• Quick Process
• Independent,

objective and
mechanical
calculation on
net from any
where

• Uniformity of
process

·Accurate
system

No. Earlier Manual 'SARATHI' Process SARTHI Benefits
Process

Estimation of
value of property
and stamp duty is
now being done
through the e
enabled system as
per the adjudi
cation and DLC
rates.

1. Estimation of
value of property
and stamp duty

.used to be done
manually which

.was time consu
ming slow and
inconvenient. This
system was
dependent on the
availability of the
concerned emplo
yee and his
attitude.

2. Presentation of Presentation of • No malpractice
documents to documents and is possible
Stamp and Regis- issue of token at • First in first out
tration Unit the computer method

counter
• Manage your

own time
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3.

Payment of all
charges and fees
made by the
presenter on the
spot then and
there before he
leaves the
counter.

No. EarlierManual 'SARATHI' Process SARTHI Benefits
Process

S.R. employee
checks the
document for the
completeness
(stamps, map of
the property)
declaration,
photograph or
executor and
executants.

No need as
checklist needs to
be filled up
initially and is
checked at token
issue stage

S.R. employee
physically visits
the property for
value zone, value
of sub zone,
quality of constru
ction etc.

4. No need of site
inspection. Duty /
fee is calculated
by the software on
DLC rates

5. Market value
calculation, on the
basis of DLC rate
(value zone, use of
property) and on
the basis of other
parameters like
corner plot, road
details and the
quality of
construction used
to be done.

It is not required
now as the
information is
available on the
system and even
the calculation is
also done by the
system.

6. Payment of all
types of charges
and fees used to be
made by the
presenter as per
his convenience.

Photography
through web
camera has made
the system sophis
ticated and quick.

- DLC informa
tion is available
in the system

- It saves time of
SR employee

- Saving of site
inspection fee
etc.

- Accurate
calculation is
done with no
human error.

- No vested
interest Hand
shaking and
malpractices

- Uniform appli
cability of rules

Cash book and
day books can be
generated to
match the balance
on regular basis.
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No. Earlier Manual 'SARATHI' Process SARTHI Benefits
Process

7. Manual Regis- Data entry, thumb Receipt and report
tration of the impression etc are generation has
document (seal, done through the become quick and
details of the system which on the spot.
witness and takes much less
thumb impression time compare to
on the document) the earlier system.
used to consume
lot of time.

8. Registration of Instant Regis- - Satisfied public
documents used to tration within half - Quick and
take the entire day an hour. transparent
and even more system
time was required
in some cases.

Innovative Initiatives

The automation of registration procedure, under the 'SARATHI'
project, has introduced several new initiatives due to proactive
approach of the SR department. The SARATHI approach and
vision focuses primarily on the following goals :

a) to make the system transparent and hassle-free for the
common man

b) to put the revenue billing of the State at-par with the
economically developed States of the country.

c) to build-up an investment friendly climate in the State.

d) to strengthen the bond of credibility between the government
and citizens,

The Broad Format of the System

The broad f6r~at of the SARATHI system consists of eight steps
sequel process to be adopted for the registration of documents.
Other facilitie~ pr~vided in the system are : self drafting of the
document, computerized calculation of stamp duty, abolition of
pre-inspection of the property to be registered, calculation of rates
of the property, its valuation on the basis of District Level
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Committee (DLC) rates, franking of documents, anywhere
registration and rationalization of stamp duty. A detailed
description of each of the features of the SARATHI system is
pertinent to understand the overall structural, functional and
procedural mechanisms of the system in a comprehensive manner.
The SARATHIsystem is a user friendly, citizen oriented, objective
and quick system which is free from the various errors with which
the earlier system was infested. The new system has become very
popular in a very short period of time because of its various
advantages over the earlier system. The detailed features of the
system and the services which can be rendered by this system
along with its procedural aspects are indicated below.-

(A) Simple Eight Step System

SARATHI has introduced a hassle free, transparent and quick
system which makes the phenomena of registration of urban and
rural property transaction quite easy and convenient for the
citizens. All registration processes including land transactions have
become completely clear for the applicants, as well as, the
registration authorities. Now all the concerned parties very well
know as to what is required to be done with regard to the
registration of a particular property and the concerned documents.
The simple eight steps SARATHI system is quite systematic,
scientific, coherent and clear. Each of these steps is backed by the
relevant Section/Rule of the Rajasthan Stamp Act, 1998 and
Rajasthan Stamp Rules, 2004.This has been specifically done with
the objective of transparency as to why a particular document/
step is necessary vis-a-vis relevant Act and Rules. Ithas been made
clear to all the Registering Authorities that they will not look
beyond these eight steps. Thus, immediate and hassle-free
registration of documents has been made possible by the
Department due to the application of SARATHI system of
registration. The new system is free from all ambiguities and is
so systematic that it is convenient for both the citizens and the
registration authorities. All the steps of the system have been
legally supported along with the relevant provisions applicable
to each step and aspects of the document registration system. Due
to this legal orientation of the registration system there are little
chances of any error either on the part of citizen or the registration
authority which might later on lead to a situation of conflict or
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litigation. The legal orientation of the eight steps of the registration
system is indicated in the following table :

Eight Steps of the Process of Registration of Documents
(The Legal Orientation)

S. Steps Section of Rajasthan
No. Registration Act Registration Rules

1. Presentation of 52 104 to 108
documents by Parties
to Sub-Registrar

2. Enquiry by 20,23 to 26, 28 91 to 96 A, 99,
Registering Officer on to 30, 32 A 100 and 103
following points: and 52(1)
(i) Territorial

Jurisdiction
(ii) Limitation
(iii) Initials on

alterations
(iv) Signatures of

executors
(v) Photo of executors
(vi) Finger prints
(vii) Stamp Duty
(viii) Registration Fee

3. To return documents 19 to 21, 23, 25, 39,45,93,
if registration is 35(3) and 71 96-A I 106
refused after
recording reasons

4. Full description of 21 and 22 -
immovable property

5. To issue receipt of - 96-A
stamp duty and
registration fee

6. Endorsement, Photo 58 113, 183 to 185
and thumb
impression in digital
format and to obtain
signatures of executors
on endorsement
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S. Steps Section of Rajasthan
No. Registration Act Registration Rules

7. Signature of 59 126
registering officer

8. Returning documents 60 127, 128
after registration

This eight step procedure for registration of documents and
its flow chart is following :

FLOW CHART OF REGISTRATION PROCESS

I Presentation of Documents I
-¥

r Enquiry by Sub-Registrar I
~

To return documents if registration
is refused with reasons of refusal

{t
Entry by Computer Operator as

per check list

~
Generation of valuation report,

receipt and endorsement

~ISignatures of Executors and Sub-Registrar I

Scanning of documents and to return documents to
registration clerk

Returning documents to buyer after taking receipt

(B) Self Drafting of Documents

The Department of Stamps and Registration in total registers 34
types of documents through the SARATHI system. A person
entering into any agreement for sale and purchase of property gets
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the document prepared by a deed writer, who charges considerable
money from the person for the services rendered by him. To enable
self preparation of documents and for saving the fees charged by
deed writers, the department has standardized drafts for the
document to be prepared for registration for all the above 34 types
of registration deeds. A booklet of these drafts is available at a cost
of Rs. 20/- at all the DIGs and Stamps and Registration (SR)offices.
These drafts are also available on the department's website
(www.rajstamps.gov.in).This new system introduced under the
SARATHI project saves time and money of the persons because
now the person seeking registration is neither required to contact a
deed writer nor is under an obligation to pay any fees or money to
the deed writer. The citizen can now prepare his own document
on the basis of drafts and formats provided by the department.

(C) Computerized Calculation of Stamp Duty

In place of human and manual calculation of stamp duty and
valuation of property, as was done in the earlier system, the
SARATHI project has computerized the calculation of stamp duty
thus making valuation of the property to eliminate subjectivity and
errors in calculation of stamp duty and property valuation. This
system has also made the calculation process uniform across the
State. Now computerized calculation of stamp duty is being done
in a more systematic manner by the department. For this purpose
a software has been developed which has been provided to all the
registration authorities. This calculation of stamp duty software is
being provided to the Commercial Banks also which have been
licensed by the department to operate franking machines. These
licensed banks will thus be able to calculate stamp duty at their
end for the purpose of stamp franking. This has obviated the need
for the client to first find out the duty to be paid from the Registering
authorities and then go for stamp franking. The SARATHI system
is thus, economical, error free, objective, convenient, easy and user
friendly.

(D) Abolition of Pre-Inspection of Property Before Registration

In the earlier system, pre-inspection of the property to be registered
was a pre-requisite for the purpose of registration. This process
often tainted the system because it had the tendency to open up
opportunities for bribe and undue influences. Under the SARATHI
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system, the condition of pre- inspection of immovable properties
(i.e. land and building) has been abolished to facilitate immediate
registration of documents. Thus, delays on account of pending
inspection, subjectivity in value assessment of properties and other
difficulties arising out of human interface have been eliminated.
The registration is now done at the prevailing District Level
Committee rates of properties for the purpose of calculating stamp
duty. The system, thus, has become more transparent, free from
complaints and taints. Registration can now be done with greater
speed, objectivity, comfort and convenience. This system has also
gone a long way in eliminating corruption and has of course,
improved the image of the department in a big way. This new
provision of the registration process has made the system very
popular. Ithas removed a number of inconveniences which were
earlier an integral part of the registration process. The citizens now
feel happy because, no time is wasted on the pretext that the
proposed property has to be physically inspected before the
registration process is initiated. The registering authorities are also
happy because they can immediately initiate the registration
process and are free from the allegations and accusations of various
types due to the formality of inspection of the property and the
delay caused due to that.

(E)District Level Committee Rates

For the purpose of calculating property rates in the State, a District
Level Committee (DLC) headed by the District Collector including
area public representatives, has been constituted for each district.
The DLC fixes the rate according to land/property categorization
by the local urban development bodies and town planning, as well
as the location and type of use i.e. agricultural, industrial,
commercial, institutional etc. These rates are updated on the basis
of the prevailing market rates. These rates are also available on the
department's website. The system has thus, brought about clarity
about the valuation of property and calculation of stamp duty. This
naturally has eliminated the subjective role of the assessor and has
also done away with the variation caused in the valuation of
property and stamp duty by the concerned employee.

(F)Franking of Documents

Pre-requisite of stamp paper for stamp fee is a necessary step before
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documents can be registered. To streamline adequate availability
of stamp papers, stamp franking system has been introduced since
Sep. 2005.For this, commercial banks and RBIapproved banks have
been licensed by the department to install franking machines. The
advantages of the franking system are the following:

• Franking system eliminates the possibilities of cheating and
frauds such as the ones caused by 'Telgi' scam.

• Franking is done on written instrument only. This can pre
empt the chances of forgery and re-circulation of stamps.

• The franked impressions are dated and signed. Therefore, no
instruments can be back-dated or reused.

• Franking, coupled with computerization, leads to saving of
time and makes the system more transparent, speedy and
quick.

• The franking machines have built-in safety mechanisms like
digital access code, electronic and physical lock and, therefore,
the system can not be misused.

• The dependence on India Security Press, Nasik, will decrease
to a great extent. The press is sometime not able to supply
stamp as per the field requirements. This may lead to black
marketing of stamps.

• Saving is done as printings of stamp papers are not required.

• Cost on transportation and losses during transition of stamp
papers are also saved.

• Manual handling of bulky papers and fixing adhesive stamp
etc. now stand eliminated.

• Upfront payment by licensees to the government before actual
sale of stamps has also been eliminated.

• The franking system has come out to be more convenient for
the public.

• Services of banks and faith of general public in banking
services have improved. Consequently, the overall public
service delivery system of the government with respect to
registration of documents has also improved in a significant
manner.

• Facility and convenience of franking at banks leads to speedy
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and efficient collection of stamp duty, which has contributed
significantly in the improvement of government revenue.

• Cost of unused cash and handling cost, as also the risk of
holding cash has also been removed.

(G)Any where Registration

Under the SARATHI system, a new innovation named as "ANY
WHERE REGISTRAnON"has been started in Jaipur city including
Amer and Sanganer Tehsils. This is the only project of its kind in
the country. It has facilitated instant computerized registration of
documents, at the nearest Sub-Registrar office, instead of going to
the Sub-Registrar under whose jurisdiction the property is situated.
This has benefited in saving time, energy and money for the
common man. Some of the advantages of 'any where registration
system' are the following:
• Registration of documents at any nearest convenient Sub

Registrar office has now become possible.
• It can reduce revenue leakage by correct valuation of stamp

fees

• It provides user friendly, efficient and transparent system for
registration

• It enhances the speed, reliability, and consistency of system.

(H)Rationalization of Stamp Duty

An important progressive step in the direction of procedural
streamlining under the SARATHI system has been to reduce the
stamp duty in the State. The general rate for convenience has been
reduced from 8% to 6.5% and in the case of agricultural properties
registered in favour of women; the duty has been reduced from
5.5% to 5%. This rationalization of stamp duty has resulted in
bringing about the following benefits to all concerned.

1. It has helped in creating an atmosphere of respect for law, as
hitherto hidden documents used to be presented for
registration.

2. It has also helped in creating a more conducive climate for
investment in the State.

3. Ithas caused increase in the revenue of the State.
4. It has also resulted in the increase in number of documents

being registered.
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5. The rationalization of stamp duty rates have led to a situation
of empowerment of women, in as much as, more than 2.76 lac
women have benefited from registration of land titled in their
favour. Happily, this phenomena is constantly on the increase.

6. The State of Rajasthan is amongst the front runners in the
country in respect of lower stamp duty structures.

The Reform Thrusts

The Business Process Re-engineering initiatives of the Department
of Stamps and registrations have yielded positive gains over a
period since the year 2003-04. The number of documents being
registered have gone up from 4.83 lacs to nearly 10 lacs. Similarly,
the revenue generation has increased from Rs.585 crores to Rs.1450
crores in the same period. Concession on stamp duty for women
registrants has proved to be a significant step forward for their
empowerment. Ithas benefited about 6.3 lacs women with property
titles being in their favours. Yet another positive reforms thrust
has been reduction in the administrative cost at 1.8 crore, which
happens to be one of the lowest in the country.

The Advantages Inventory

The SARATHI system for registration has become very popular in
the State due to its numerous advantages over the earlier
registration system. It has become a citizen-friendly mechanism
for the masses and has been readily accepted and welcomed by all
segments of the society. This system has brought rich dividends
both for the department and the citizenry. It has contributed
significantly to the improvement of the image of the SR department
while bringing, at the same time, rich laurels for the governments.
The inventory of the benefits and the advantages of the system is
pretty large. It is pertinent to enlist these benefits and advantages
to elaborate upon the positive aspects of SARATHI system.
Following is the list and inventory of the SARATHI system.

• Improved public image of the department.
• Reduction in revenue leakage.
• Quick registration of documents within 30 minutes.
• No pendency scenario as registrations are done immediately.
• User friendly, efficient and transparent system
• Increase in the revenue on account of honest and objective
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valuation of the property on uniform objective valuation
system at DLC rates.

• Reduction in the loss of interest
Better monitoring and control.
Reduction in the expenditure of the department
Proper document management.
Electronic preservation of record
Better space management
Neat and clean, spick and span paper less office environment.
Quick and speedy information retrieval system
Check and control on the discretion powers of registering
authority.
Better revenue planning
Reduction in litigation

Impact Analysis: Sustainability and Replication Potentials

The SARATHI project was initiated by the Stamp and Registration
Department in the year 2003. This system has proved its worth
and potential ever since its inception. As on date, this is a very
popular registration system in the midst of all categories of people.
It is a convenient, comfortable and user friendly system. It has
removed all the hassles and impediments caused by the earlier
registration system. The system is very transparent and easy to
use and access. Ithas proved its sustainability over the period of
time. The replication of the system can be done conveniently. It is
because of its replication potential that all the 259 sub registrars'
offices of the stamp and registration department have been covered
by the system.

The achievements of the system are many which are
responsible for its constant sustainability and continued replication.
The new dimension of the system is, 'any time-any where
registration'. Under the scheme, eleven sub-registrars' offices have
been empowered to register documents pertaining to land
transactions of property which are not even located in the areas of
their administrative jurisdiction. This scheme has become very
popular and successful in a very short spell of time; it is therefore,
being replicated to more and more areas.

•
•
•
•
•
•
•
•

•
•



CHAPTER: 6

LOKMITRA:
(Single Point Public Service Delivery System on

PPP Model for Urban Areas)

Introduction

With a view to utilizing IT for the benefit of the citizens of the State,
the State Government of Rajasthan had launched an ambitious e
Governance project in the year 2002, namely LokMitra. The pilot
LokMitra centers were established at Jaipur for catering to the
various needs of the urban people. This project provides an
integrated e-platform through which urban population of Rajasthan
can get desired information and avail services related to various
government departments under a single roof. The LokMitra
operational model is a participative project having various
stakeholders like District Administration, State Government
Departments, NGOs, public sector organizations like BSNL,
financial institutions and private entrepreneurs, etc.

The success of this pilot project has now led the government
to enhance and expand the scope of the activities covered under
this project, both in terms of geographical reach and number of
services. The e-governance vision of the govt. has given birth to
the e-Mitra Project, which combines the Lokrnitra project pertaining
to urban population and the Janmitra project which pertains to the
rural population. In fact, the e-Mitra framework is based on
integration of LokMitra and Janrnitra models into a unified platform
aimed at bringing Government closer to citizens in a "multi-service"
- "single-window" mode.

State's e-Vision

The e-vision of the State government of Rajasthan defines that the
State leverages information technology should attain a position of
leadership and excellence in the information age for a commendable
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transformation of the State into a knowledge society. This vision of
the govt. and its related ideas have been of great utility for effective
and efficient use of information technology for overall improvement
in the quality of life of its residents. This would also help the citizens .
in achieving higher income and better employment. Italso seeks to
accelerate e-governance at all levels of the government to improve
the efficiency, transparency and accountability at the government
level. Better citizen interface, because of the progressive e-vision
of the State govt., has also become possible today.

The e-vision of the State government has been manifested
through a series of well delineated steps beginning with launching
a comprehensive IT policy in the year 2000 and later through the'
meaningful launching of various projects like Lokmitra and'
Janmitra. :

Objectives of IT Policy

Some of the objectives of the IT policy of the State govt. are the
following: .

• to promote Rajasthan as a preferred location for IT & ITeS
industry;

• to strengthen IT & telecom infrastructure;

• to build core competencies in HRD; and

• to promote e-Governance

Copy of Rajasthan's IT Policy, 2000 document is available on
the Internet at http://www.rajasthan.gov.in.

Looking to the emerging scenario in IT & ITeS sectors, the
State Government has taken a decision to revise the IT policy which
will have provisions to take care of issues related to facilities &
concessions for IT industries, developing skill sets and development
of infrastructure etc. These attempts would naturally reduce the
gaps existing among the e-governance vision of state of Rajasthan
and some other states of the country.

The state government has also come out with a structured
and focused e-governance action plan with newer propositions of
the state's e-Vision containing some major flagship projects aimed
at improving the service delivery system for common man,
including roll out of LokMitra & JanMitra projects as e-Mitra
models.
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A highlight of the state govt. ITpolicy is to pro-actively pursue
sharing the competencies, skills and financial resources of the
private sector to improve service delivery and overall governance
itself. This will help in transforming the image of the government
to that of an agile, innovative service provider who cares for the
customers.

-t

The Objectives of Lok Mitra (E-Mitra) Project

Lok Mitra project services were launched to bring together various
departmental services under one single umbrella and give citizens
of the state a "multi-service" - "single-window" public service
delivery experience. The key objectives of the projects are
following:

• To provide for hassle free one-stop solution to the citizen.

• To minimize multiple interaction points for the citizen and
hence reduce the wastage of valuable time.

• To provide for better turn around time in receipt, processing
and issue of services.

• To provide efficient and transparent contact point through
private partnership model.

• To increase access to government services by providing
government at the doorstep of the end-user.

• To implement the spirit of "Right to Information" in right
earnest.

Lok Mitra service centres have significantly contributed to
the improved and overall productivity of citizens because of the
facility of anytime, anywhere services and information for the
specified services to citizen as per their convenience and easy
accessibility .

Benefits to the Government

Some specific and broad benefits to the officials of the various
government departments, due to the use and utility of the e-Mitra
system (Lok Mitra) are identified as follows:

1. On-line accessibility of stored information from remote
locations allows government officials to serve any citizen from
a government office located in any part of the state.
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2. Lok Mitra mechanism significantly contributes to an overall
improved productivity of the government officials, as it
ensures faster interaction instead of moving paper files and
letters.

3. Quick, fast and speedy handling of the citizens issues help in
improving the image of the government and its officials.

4. This system improves the efficiency and competence of the .
bureaucracy.

5. The system is endowed with the basic good governance
element of transparency.

6. Various democratic elements of administration system and
democratic proceeds like equity, social justice and inclusion
are available in the system.

7. This is a cost-effective system as it saves time and money of
the citizens.

8. It is a simple and uncomplicated system which is easy and
comfortable to be used by all walks of people.

9. It is an automatic mechanized system which improves
responsiveness of officials.

10. This system is participative in nature and is seen as an ideal
proto-type of PPP model.

11. The element of electronic security renders the system safe and
secure.

12. Being a mechanized and a technological system, Lokmitra as
an off shoot of e-Mitra system has consistency of operation
and working.

13. The information base of e-Governance, integrated for the
purpose of LokMitra, helps planners and decision makers to
perform extensive analysis of stored data to provide answers
to the queries of the administrative cadre.

14. The system facilitates taking well-informed policy decisions
for citizen facilitation and accessing their impact over the
intended section of the population.

15. This system is also helpful in the formulation ofmore effective
strategies and policies for citizen facilitation.

16. Lok Mitra models use the integrated information approach
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for keeping all information at one place in electronic form
which occupies less space, keeps the surroundings neat and
clean and enables the functioning of Government system in a
paperless working environment.

A Comparative View of Benefits to People and Govt.

To summarize, the benefits of Lok Mitra to Government as well as
to the community, the benefits have been comparatively depicted
in the following manner:

Citizen/Business View Government's View

Speedy service Efficiency

i':=lirtrial/ audit-ability Transparency

Accessibility / Spread / Equity /Social justice/Inclusior
Regional language

Affordability, value Cost effectiveness
proposition

User-friendliness, self-service Simplicity

Interactivity Responsiveness

Consultations, democratic Participative

Trust Security

Expect-ability Consistency

Convenience, cost and Integration / Collaboration
time saving, citizen centric

Structure, Services and Overview of the Project:

E-Mitra is an ambitious E-governance initiative of the Government
of Rajasthan which is being implemented in all 33 districts of the
state using Public-Private Partnership (PPP) model for the
convenience and transparency to the citizen to deliver the services
almost at their door steps. It aims to use an e-platform to provide
all government information and services to,rural and urban masses
under one roof through centres and kiosks on a PPP model. The
scope of services that can be provided through e-Mitra centers /
kiosks is not limited to state government domain but it may also
include services of Central Government departments and also
private sector organizations like LIC, BSNL, mobile phone service
providers, Internet Cafe and many more. In private domain, itwill
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provide services like cable TV. insurance. Ticket Booking. gram
haat. tele-medicine, tele-education, Internet access, etc.

The objective of e-Mitra is to provide wide range of citizen
friendly services of different departments under one roof so that
the citizens do not have to run around various departments. Its
aim is to use Information Technology (IT) for the benefit of the
masses.

The PPP model of the e-Mitra scheme envisages a 3-tier
structure consisting of:

1. RajCOMP: State Designated Agency (SDA) responsible
for managing the implementation over the entire State.

2. District e-Mitra Society: To act as an extended arm of
SDA at district level to execute and monitor the e-Mitra
scheme under the chairmanship of the respective District
Collector.

3. Local service provider: To be appointed by SDA who
will be responsible for the establishment of the kiosk/
service centres to provide various state government/
centeral government and other private sector services
under one roof; and

4. Kiosk Operator: To be appointed by the SCA.

G2C Services:

Under the e-Mitra project, a citizen can avail three kinds of services
from any e-Mitra kiosk across the State-

i. Utility bill payment services

ii. Submission of application form

iii. Submission of grievances

List of services currently running under e-Mtra:
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SERVICES TO BE DELIVERED THROUGH
e-Mitra Kiosks

G2C Services

o Payment of electricity bills,
water bills

o Selling of Patwar Forms
(RPSC)

o Deposition and collection of
exam fee for Patwar Exams
(RPSC)

o Online RSRTCbus ticketing
of RSRTC*

o Payment of various dues/
fee of Municipal
corporation* 0 Payment of
various dues/fee of
Rajasthan Housing Board" 0

Application for revaluation
of marks for Board of
Secondary Education*
Application for Ration
Card, Caste Certificate,
Bonafide Residence
Certificate, Birth & Death
Certificate Access to Land &
Revenue Record (ROR) Sale
of Stamp Paper, revenue
ticket, deed writing
NREGA Services (These
services are proposed /
running in selective zone in
process)

B2C Services

o E-Tickets of Railway &
Airlines 0 Payment of Land
Line & Cell One bills
(BSNL) 0 Western Union
Money Transfer 0 Bill
collection of Airtel,
Reliance, Tata Teleservices.
Idea 0 Financial &
insurance services of
ICIClBank 0 On line PAN
Card Applications Online
LPG Gas Booking Prepaid
Mobile Recharge (Voda
fone, Airtel, Idea, BSNBL,
Reliance, Tata (etc.) DTH
Recharges (Tata Sky, Big
TV, Dish TV etc.)

A LokMitra center is a citizen friendly e-enabled center which
provides convenient and easy facility to citizens for quick and hassle
free payment of a wide range of utility bills and services of different
departments under one roof.
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The first LokMitra center was launched on March 30, 2002 at
Government Hostel, Iaipur. Subsequently, six more counters were
made operational in [aipur City at the following locations

i. Yojna Bhawan

ii. Vidyadhar Nagar

iii. AjmeriGate

iv. Shastri Nagar

v. Chuogan

vi. Jhotwara

Looking at the success of LokMitra venture in Iaipur,
LokMitra Centers were later made operational in Udaipur and
Bikaner cities and due to the sustainability, utility and replication
potentials of the system, this is now operating in all the 33 districts
of the State.

The project has been driven by the Department of IT & C in
collaboration with RajCOMP. Various participating departments
have been co-opted as partners in the project through a mechanism
of MoUs and other legal arrangements. Agreements have also been
signed with ICICI bank related to payment gateway and net
banking facilities. Lok Mitra center and counters run from8 AM to
8 PM on week days and 10 AM to 5 PM on Sundays and other
holidays.

Components of e-Governance model

There are three major components of the e-Governance project. One
is State State Data Center, second is Back Office processing and the
third is Service Counters.

(I) State Data Center:

• The State Data Centre (SOC)has been set up by the government
of Rajasthan. It houses all critical ICT infrastructure and
applications under a unified and secured environment and
facilitates vertical and horizontal integration of departmental
data and services. SOC is operational on 24x7 basis except the
scheduled maintenance period and permissible down time.
All major government buildings and departments have been
provided with connectivity to SOC and the web-based e-Mitra
portal (www.emitra.gov.in) is hosted at SOC, Yojana Bhawan,

- - - - - - - - --------------------------------------------
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[aipur. All the G2C services at kiosks are delivered through
this portal. All the participating departments and service
counters will hook on to SDC to make the system work.

• All critical communication and computing equipments like
core switches, routers, firewalls, IDS, SAN, database and web
servers procured under different flagship projects have been
installed at SDC. SDC is functional as a Network Operations
Centre (NOC) for the State Government Secretariat Local Area
Network (SecLAN) and upcoming Rajasthan State Wide-area
Network (R-SWAN) project. Servers installed at SDC would
house all important applications like e-Mitra, E-procurement,
Document Management System, State GIS, and Work Flow
etc.

• All the participating departments and e-Mitra kiosk holders
will have to hook on to web based e-Mitra web based portal
which is hosted at SDC, Yojana Bhawan, [aipur to make the
system work.

(II) The Back Office

The back office orientation of Lok mitra project is inclusive of the
following factors and parameters.

The back office primarily includes computerization of
participating departments and establishing an I.T. enabled hub in
form of mini data center at district level.

• The e-Mitra data center will be managed by a Total
Solution Provider (T.S.P.) on behalf of the district e
governance society (under the chairman ship of the
district collector).

• All the participating departments and service counters
will have to hook on to e-Mitra data center to make the
system work.

• Financial resources for the purpose will have to be
provided by government.

(III) Service Counters:

• Citizens are availing services related to multiple departments /
organizations at the e-Mitra counter.

• The counters to be set up in urban areas under the overall
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umbrella of e-Mitra project are called LokMitra Centers..

• Citizen will get registered on these counters for availing the
various services.

• Citizen will be able to avail of services related to multiple
departments/organizations at the same counter.

• Right from depositing of application to financial transaction
to final deliverable collection, every activity, will take. 'place at
these counters. Only for the cases where there is some statutory
requirement of personal verification, will the citizen be
required to go to the concerned government functionary.

• As much as possible many activities out of the complete cycle
will be I.T. enabled but where ever there are legal limitations,
the activities will be carried out manually. The main objective
is to prevent common man from harassment of running to
multiple points in the government offices for getting his work
done.

• To make the contact point efficient, either the interface will be
through web or counters, which are managed by private
partners (Local Service Providers),

• The service delivery will be on charge basis so as to make the
system self-sustaining. For services that any government
department/ organization wants to avail of, like bill/ taxes
collection and awareness generation, the payment of service
charges will be made by the concerned department. While in
case of services which are rendered on citizen's demand, e.g.
Caste Certificate, Death/Birth Certificate etc. the payment will
be made by the citizen himself.

Besides the state government domain services, LSP is
encouraged to introduce additional citizen centric, Government
to-Citizen services and private sector services. Some such examples
are the following:

• Central government services - e.g. services of Regional
Passport Office

• Private sector services - e.g. sale of insurance services,
loans, A™services, mobile bill payment, credit cards
and drop boxes

• STD/ISD
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• Photocopy, fax & courier services

• Internet cafe

• Hospitality services - e.g. Coffee/Tea/Cold Drinks
counter, sale of movie tickets

LSP can offer any number of services via the counter and kiosk
except those services which are prohibited by the government.
Given below is an indicative list of prohibited services:

• Sale of lottery tickets

• Gambling

• Any other services banned or restricted by GoR or
Government of India or which is against the provisions
of the law of the land.

State's e-Covemance Framework

The State's e-Govemance Framework developed by the government
is represented as below:

Stakeholders of the e-Mitra Scheme:

LSP is the prime driver of the e-Mitra scheme. The e-Mitra structure
is as follows:

Kiosk Owner: The kiosk owner is the key to the success of the
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e-Mitra operations. A good kiosk owner is one who has good
entrepreneurial skills, strong social commitment as well & respect
within the community. The kiosk owner manages the e-Mitra
business at the ground level. Selection and proper training of the
kiosk owner plays a vital role in effective implementation of the e
Mitra. The kiosk owner reports to the LSP.

Local Service Provider (LSP):The LSP undertakes activities
including effective delivery of government services as identified
by the Government of Rajasthan from time to time, harnessing the
state network, identifying and training the kiosk owners,
establishing the e-Mitra Centres/Kiosks (either directly or through
the kiosk owner), supplying, aggregating and updating content
services and so on. The LSP is responsible for the overall
management and sustain ability of the e-Mitra scheme. The LSPs
are private partners who set up and manage e-Mitra Centres/
Kiosks through which services of different departments are
provided to citizens. Several other services of public interest, which
are outside government domain, have also been added on to the
delivery channel developed by LSPs.

Department of Information Technology &
Communications (DoIT&C): The DoIT&C acts as an overall co
coordinator on behalf of state government for successful
implementation of the e-Mitra scheme.

District E-Governancele-Mitra Society: The district e-Mitra
society coordinates and performs all day-to-day activities including
financial management required to deliver services through e-Mitra
Centres/Kiosks and also interacts with the user departments to
ensure efficient and timely delivery of services.

Citizen: Citizens avail services through the e-Mitra Centres/
Kiosks and make payments including transaction charges to e-Mitra
Centres/Kiosks wherever applicable.

DepartmentslPSUs: The Departments/PSUs allow LSPs to
deliver their services to citizens through e-Mitra Centres/Kiosks.

Per-Transaction Charges:

The transaction fees against various kinds of services payable to
the LSPs is as follows:
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District e-Mitra Societies are-

Rs. 3.95 per Bill - Bill Collection (Not to be Charged from
Citizen) > Rs. 2.00 per Bill for Deposition of Water Bills of
Urban Areas> Rs. 1.00 Per Bill for Deposition of Water Bills
of Rural Areas> Rs. 9.00 - Submission of One Application
(To be charged from Citizen)

Rs. 5.00 - Registering a Grievance (To be charged from
Citizen) > Rs. 5.00 - Information and Status View

Service Basket

Multiple services under one roof is the basic characteristic of
Lokmitra system. Its service basket contains services to be provided
to citizens with regard to a number of departments. Presently, a
mix of Government services and private domain services are being
provided at LokMitra centers. Following chart presents an overview
of the Lokmitra services basket. This list is only illustrative and
new services are being added to the service basket of LokMitra as
per the demands of citizens from the field.

Following is an illustrative view of the types of different
services being provided by the Lokmitra service basket by different
departments.

Department Services being offered
at LokMitra

Jaipur Vidyut Vitaran Nigam Payment of electricity bills
Limited

Public Health and Engineering Payment of water bills
Department

Jaipur Nagar Nigam Payment of House Tax &
other fees / charges Issue
of Death and Birth certificates

Rajasthan Housing Board Payments of Fee/Charges/
Lease Money

[aipur Development Authority Payments of Fee/Charges/
Lease Money

Land and Building Taxes Payment of Land and
Department Building Taxes
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Rajasthan Road Transport Issue of Online Bus tickets
Corporation

Bharat Sanchar Nigam Limited Payment of landline phone bills
Payment of Cell-One phone
bills

Besides the above government, semi government and
corporation services, some of the services belonging to private sector
domains are also being provided at Lok Mitra centers. Such services
are the following:

Sale of revenue tickets

ICICIATM

STD/ISD counter

Modes of payment at the Lokmitra centers are quite
convenient which are suitable as per the need, capacity and facility
of the common man. The citizens can pay their dues through any
of the following modes or through a combination of various options
like:

Cash

Cheques/Demand draft

Credit card

Direct credit from ATM (of ICICI Bank only)

Net payments

The Portal

The E-Lokmitra portal has explicit information on the transactions
being made through the Kiosk all over the state. Following reports
are available on the portal.

a. Summary of department/ service wise transactions.

b. LSP wise departmental summary.

c. QBF report.

d. District Summary

e. Qistrict Summary (Transacation wise)

f. CSC Transaction Summary
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g. District/ Service wise Summary

Under the tab of Dashboard Report, the following reports are
available:

a. Divisional Summary Report.

b. All District Monthly wise Summary (Graphical)

c. District Wise Summary (Graphical)

d. Daily Summary

e. Monthly Summary

Under the tab of Administrative Report the following reports
are available:

a. Hourly transaction report.

b. e-mitra Log in report.

c. Hourly system startup report

d. System uptime/Downtime report

e. Day Close report

f. Kiosk resources.

Under the tab of Departmental Reports, the following reports
are available:

a. Payment Mode wise

b. Commission Report

c. Cheque details for Bank

d. CSC Transaction Report

e. Duplicate Transaction Report

f. Amount deposited by LSP

g. Amount deposited by Kiosk

USP of LokMitra

Utility service provisions of the Lokmitra system are better as
compared to the prevalent channels providing services to the
citizens, and also better than the traditional modes by which
payments of utility services are made. The traditional modes and
other service channels are inconvenient and costly as compared to
the Lok Mitra USP,in as much as, in the earlier modes, the consumer
had to go to the private/ govt. channels of payment which are
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situated far off from his residence. Likewise, the citizen has to pay
some fees or payment in lieu of the service being provided to him.
But, in the Lokmitra mode, since the centers are situated at
convenient and close locations, the citizen has to travel less and
also he is not required to make any fee or charges for the services
given by the Lokmitra centre. The following chart clarifies the
benefits of the Lokmitra services as compared to the private
channels and traditional modes.

Channel USP

S e r vic e 1000 Hrs-1400 0800 Hrs- More Service
Timings Hrs 2000Hrs Time

Pay men t Deposit at
Limits different

hierarchical
levels for
different
amounts of
deposits

Reaching
the Server
(Service
Provider)

Can deposit any One stop shop
amount at the
same center.

Traditional LokMitra

Through an Visit it directly
agent who
would charge
some fees

On Weekdays On all Days (Till
1400 Hrs on
Weekend)
Including public
Holidays.

Reduced role
of intermedi-
aries and
hence cost
saving at this
branch.

Payment
Mode

Only one of
(Cash / Cheque /
Draft) the
payment modes

Any combina- BetterPersonal
tion of Cash/ Fin a n c e
Draft/Cheque/ Management
A T M / e - offering more
commerce convenience
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Traditional LokMitra USPChannel

Not so courteous Good behaviour Citizen Centric
treatment by the of time devoted good appro-
busy and for every ach.
troubled Cove- individual citi
rnment Officers zen/customer

with a CRM
centric approach

Customer

Relationship

Management

(CRM)

available

For a service in a In d e pen den t More Servers,
d epa r t men t Servers to be shorter Que
there are available with a ues and
normally not Queuing system shorter waiti
more than two to minimize the ng time.
servers waiting time.

No. of
Servers

No. of One Service at Manyservicesat One stop shop,
S e r vic e s one Server one Server which reduces
Provided shoe leather

cost, and the
trouble invol
ved in dealing
with more
than one
Government
Departments.

Operational modalities

Presently, technical & operational management of LokMitra set
up is being done by the State Government through the joint team
of personnel of DolT&C and RajCOMP.The personnel who operate
counters have been taken on contract basis from open market. The
initial capital expenditure is to the tune of Rs. 40.00 lacs in setting
up of the LokMitra infrastructure is done by the State Government.
The operating expenditure in running the Lok Mitra Centers &
counters is borne by the participating departments in the ratio of
the numbers of their respective customers. Prior to the launch of
Lok Mitra project, comprehensive memorandums of understanding
(MoUs)are signed between DolT&Cand participating departments
covering all operational issues including availability of customer
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related billing data in electronic formats and sharing of operational
expenses.

In the LokMitra model, no fees is charged from the citizens in
carrying out any transactions. This fact, in addition to the
convenient locations of the centers, timing of centers, payment

/. modes, accessibility and approach etc., have made this system very
popular among the people.

Lokmitra Technology Model

The LokMitra technology architecture consists of hybrid client
server and web enabled platforms and is based on Microsoft
technologies & tools.

(a) Client/Server model: The database & application server
and web server are located at the main LokMitra Center at
Government Hostel premises. There are 5 counters which are
equipped with desktops & printers and are connected to the
database server over a local area network. These counters are where
citizens interact with LokMitra personnel and are equipped with
desktops having Microsoft Windows and Visual Basic based
LokMitra application software. Suitable computing infrastructure
has been provided for system administration & operational staff.

Web based model: In order to facilitate greater popularity &
spread of LokMitra services among citizens, the LokMitra services
are also available on the Internet.

The LokMitra website http://www.lokmitra.gov.in is hosted
on the web server at the LokMitra data center in a secured
environment. A highly reliable 128 kbps leased link is used to
connect to the Internet gateway of one of the telecom service
providers in [aipur.

Proper security measurements in terms of firewall, reverse
proxy, etc., have been provided for. Citizens can make payments
of their utility bills and other dues online on the web site using
credit card (Master/Visa) secured payment gateway facilities of
ICICI Bank. Further, ICICI Bank's customers can also make the
payments through ICICI Infinity services by directly debited their
accounts.

One of the most remarkable features of the Lok Mitra project
is that fully functional Lok Mitra website was made operational
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the same day on which the Lok Mitra Center was inaugurated.
This was first of its kind venture in the country. Prior to this,
intensive security audit was carried out to plug any loop holes in
the website infrastructure.

The website also provides facilities for the members of the
closed user group to access various kinds of MIS reports on a real
time basis. For example, having logged on, the Chief Engineer of
PHED can read different MIS reports related to monthly, weekly
or daily dues collections. This has given tremendous value addition
to the management of participating departments who can now
monitor the collections of revenues on an online mode.

.1'

Connectivity

Following are the connectivity parameters of e-Lokmitra
mechanism under the E-Mitra project.

a. The LSP is liable to make arrangements for connectivity
between the SDC and e-Mitra kiosks to deliver e-Government
services to citizens through e-Mitra kiosks, and for delivery of
non-government services as well. The LSP may have to explore
various options to meet connectivity requirements. Bidder will
have to propose a reliable, convincing and acceptable solution
for providing connectivity to e-Mitra Centers (i.e. in case a
bidder or consortium partner is not a service-provider in
Rajasthan then proof of agreement with a service provider in
Rajasthan will have to be submitted along with the bid). This
is one of the necessary conditions for bidders to qualify in
Technical Evaluation.

Horizontal connectivity is provided for LSPsIKiosks at various
levels (State HQ, District HQ and Tehsil HQ). The internet
connectivity modes can be:

Broadband (Minimum 256 Kbps or more)

Lease lines (Minimum256 Kbps or more)

Wireless or other media with minimum 256 Kbps Internet
speed.

b. Until the above mentioned connectivity options are made
available, LSP will have to work out alternative arrangement
for connectivity (e.g. through broadband) at their cost.
Therefore, bidder will have to propose a reliable, convincing
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c.

and acceptable solution for providing connectivity to e-Mitra
kiosks (i.e. in case a bidder or consortium partner is not a
service-provider in Rajasthan then proof of agreement with a
service provider in Rajasthan will have to be submitted along
with the bid).

This is one of the necessary conditions for bidders to qualify
in the Technical Evaluation. No financial support will be
provided for this purpose and hence the cost of such options
needs to be reflected in the business model submitted by the
potential LSPs for relevant bid unit.

Internet connectivity to e-Mitra Kiosks: Itis expected that in due
course of time most of the e-Governance services would be
web-based and e-Mitra Kiosks would depend on internet
connectivity which would be provided by the TSPs having
ISP license. However, for the current situations as explained
above LSP would work out its requirement of internet
bandwidth for e-Mitra Kiosks under its fold through BSNL or
any other ISP, with appropriate charges, as applicable.

Every bidder should enclose a comprehensive framework for
providing connectivity to e-Mitra Kiosk. Bidder will have to
propose a reliable, convincing and acceptable solution for
providing connectivity to e-Mitra kiosks (i.e.in case a bidder
or consortium partner is not a service-provider in Rajasthan
then proof of agreement with a service provider in Rajasthan
will have to be submitted along with the bid). This is one of
the necessary conditions for bidders to qualify in the Technical
Evaluation.

IT Architecture at the LSP Level

d.

e.

(a) The LSPs are mandated to act as a Service Access Provider
(SAP) and network manager for e-Mitra Kiosks. For this purpose,
it is expected that the LSP should utilise the existing application
software developed by the DoIT&C (i.e. www.e-Mitra.aov.in). The
architecture of the application software includes following
parameters: (i) Web-Based Application - J2EE framework with
Oracle lOG as RDBMS Hosted at State Data Center. Yojana Bhawan,
Jaipur. The DoIT&C may allow LSP to use the services of the
application for free of cost and provide required training to
personnel of LSP to use the application. The LSP in tum will be



166 Expanding Horizons of Excellence

responsible to impart training to the Kiosks owners.

(b) The e-Mitra is the delivery point where the services of the
Government and non-government businesses are delivered to the
end user - a citizen. The e-Mitra kiosks are connected to SDC
through any of the connectivity options -broadband, data card, or
services of other network service providers or Internet or a
combination of such options.

(c) The LSP extends technical support to a kiosk and
undertakes critical services such as remote diagnostics of the e
Mitra IT infrastructure and provides training and guidance to
manage the e-Mitra. From technological perspective the LSPIe
Mitra relationship is discussed hereafter.

(d) LSP is the first point of resolution for all technical issues
at the e-Mitra. Hence the LSP should ensure:

i. Helpdesk assistance
ii. SLAs for resolution of issues
iii. Provide e-Mitra with IS Security guidelines
iv. Provide periodic training to KIOSKoperators
v. Conduct periodic review of e-Mitra environment
vi. Collate data to help kiosks in performance appraisal
vii. Provide means to upgrade software versions
viii. Patch updates for operating system

(e) The specific services LSP provides include the
following:-

1. kiosk master details
ii. e-Mitra infrastructure details
iii. Recording of customer registration at e-Mitra
IV. Record of customer access
v. Customer Billing and Collection
vi. Data on Technical breakdown and resolution
vii. e-Mitra's staff data including attrition
viii. Staff training and certification
IX. Periodic upload of data across all e-Mitra on LSP's

servers

(f) The core business services of LSP are made available to e
Mitra through a centralised LSP portal! application. This portal
offers information, applications and services in one place. Thus,
inherently organising tools to help the LSPIkiosks to organise their
electronic workspace, their daily tasks, and their jobs as a whole.
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IT Architecture at the e-Mitra level:

The IT architecture at the e-Mitra should have the following
features:
i. A simple architecture.

11. Robust integration at the levels of LSP. LSP acts as a Service
Gateway for the e-Mitra.

iii. The e-Mitra operates under a well regulated and
controlled environment.

iv. The e-Mitra requires computing capabilities in the form of PCs,
printers, operating system and other related hardware. It is
envisaged that e-Mitras would require a single terminal
machine and as the demand increases the e-Mitra would
migrate to multi-terminal environment to deliver variety of.
services such as distance learning, IT Training etc.

v. Cost effective solutions to meet the local needs of the rural
populations.

vi. Upgradeable hardware to handle the growth in volumes over
the next four-five years.

vii. The IT infrastructure needs to be available continuously, hence
the need for power backup.

viii. Ensure minimum complexity in the technical environment
to minimize overheads on the information systems.

Should enable cost effective data transfer /
communications mechanisms.

ii. There are two major components of the e-Mitra IT
infrastructure -digital infrastructure and IT software:

iii. Digital infrastructure comprises all onsite technology
equipment, such as PCs, Printers, Laser printer,
Projectors, Digital Camera, Software, and power back
ups such as UPS, Genset. etc.

IT Software comprises of operating system, applications for
providing services, IS Security and Management and maintenance
tools etc.

IT Infrastructure at all 33 District e'-Mitra Centres:

A. All the 33 districts have the following Hardware/Software
installed at respective District Data Centers -
1. Two Database Servers
2. One Web Server
3. One RMI Server
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4. One CISCO Router Cum RAS
5. One PIX Fire Wall
6.
7.
8.
9.

Minimum 8 Desk Top Computers
One Line Matrix Printer (LIP)
One Laser Printer (HP)
One Legal Size Scanner(HP)

-r"

The complete software development has been done by the
teams of Department of IT&C and RajCOMP. At the time of the
launch of the project in 2005, IT enabled services were being
provided through a client server based application software which
was developed by the department of IT&c. The software has been
developed in VB 6.0 and the database is Oracle 10G/MS Access.
Web based online Lokmitra portal has been developed and a1133
districts have been shifted on their on line portal.

Cash Management

A major component of Lok Mitra operational modalities pertains
to daily cash management and accounts reconciliation. While all
MIS & accounting functions have been totally automated, transfer
of daily accounting reports to the participating departments is done
both manually as well as electronically. The cash received from
Lok Mitra counters is counted and deposited in the Lok Mitra.
Citizens can pay their dues through credit/debit card on Net
banking through internet.

Usage trends of LokMitra Centers

The response of citizens about the concept and operations of Lok
Mitra has consistently been very positive. Following are the latest
usage statistics:

• 60.13 % of the transactions are made on electricity bills.
33.41 % of the transactions are made on water bills.
55.96 % of the transactions are made on BSNL telephone
bills.
1.03 % of the transactions are made on JDA payments.
1.36 % of the transactions are made on RHB payments.
2.10 % of the transactions are made on JMC payments

•
•

•
•
•

Increase in Transactions

Following chart depicts numbers of transactions over past Sept.
month:
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Department wise Transactions

Following chart depicts the proportion of department-wise
transactions:

Department Nos. of % of total Amount %of total
transactions transaction Collected (In amount

lakhs.) collected

BSNL 186070 24.88 282,60 16.52

DISCOM 378,544 50.62 1385.00 81.19

PHED 179,427 24.00 31.50 1.85

JDA 203 0.02 0.50 0.02

JMC 776 0.10 0.096 0.005

RHB 2699 0.36 7.00 0.41

LBT 32 0.17 0.009

Grand Total 747,771 100.00 1706.50 100.00

The success of LokMitra project has enabled testing of various
technology & operational models including cost effectiveness and
receptivity of such initiatives by the common man. It may be
pertinent to mention here that BSNL, which is a Gol public sector
organization and is one of the important partners of LokMitra, has
found this venture very cost effective and a win-win proposition
for extending its reach to its customers for telephone and Cell-one
mobile bill collection. The initial agreement between GoR and BSNL
was limited to Jaipur city only. However, looking at the success of
this, BSNL has agreed to extend the scope of the agreement to cover
theentire State.

(ii) Service Counters- Following are the basic features of
service counters/centers established under e-Mitra mode for
Lokmitra project.

The Slake Holders

Given below is the description of various stakeholders in the
aforesaid e-Governance framework.

(a) State Government: The state government is the key driver
of the model. The state government will empower district
administration and evolve legal mechanisms to authorize various
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role players. All the back-end support to ensure service delivery in
an efficient manner will be provided by the state government.

(b) District Administration: The district administration will
provide the basic infrastructure to LSP and kiosks to interact with
the user departments and ensure efficient delivery of services.

(c) Departments/PSUs: The backend system of the
departments shall enable them to electronically address and dispose
the requests received through any e-Mitra front office or kiosk via
the state wide area network.

(d) Department of IT & C:The DoIT&C will be the main trustee
of all e-Governance projects on behalf of the State Government.
DoIT&C would provide consultancy & technical support required
for the model to work. For providing technical consultancy
RajCOMP - the execution agency of DoIT&C would also be
associated.

(e) Local Service Providers (LSP): The local Service Providers
are private partners who would set up and manage centers & kiosks
through which services of different departments shall be provided
to citizens. Several other services of public interest, which are
outside government domain, could also be added on to the delivery
channel developed by LSPs.

(f) Kiosks: Kiosks are an extension of service centers owned
by private entrepreneurs in the form of small enterprise from where
the citizens can avail the services of different departments. As the
model evolves, the kiosk owners (or the LSPs) would use hand
held terminals and other such devices to deliver services to the
citizen at their residence (and convenience).

Logistical Set-up

The following are the responsibilities along with description of
relationships between the key players.

Role player Relationship

1. District e-Mitra Society • Main owner & driver of e-
Mitra project in a district

• Appointing authority of LSP

• Will sign the SLA with the
LSP
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Role player Relationship

• Will coordinate & Monitor
the functioning of LSP

• Will be the owner of e
Mitra's main bank account.
LSP will deposit all cash/
cheques collected from
citizens in this account.
Society will thereafter
forward the amount due to
the concerned department.

• Can inspect LSP's centers
and authorized kiosks

• Will issue guidelines for
publicity material, uniform
of LSP's counter personnel,
etc.

• Will vet all MIS reports
generated by the LSP

2. District Administration • District Collector will be the
chairperson of e-Mitra
Society

• Will identify & provide
space for LokMitra Centers
in Government owned
premises

• Will allow & finalize
conditions in case LSPwants
to open LokMitra Center at
any place other than
Government building

• Will address all issues
related to grievance
redressal
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Role player Relationship

3. Participating Departments • Will provide base
information in the form of
printed manual data & in
electronic format like master
files, forms, procedures, etc.

• LSP has to reconcile
accounts with the
participating departments

• LSP will send the
applications and related
documents to the concerned
participating department
and follow up for any action
required

• Will ensure timely disposal
of cases referred

4. Department of IT & C • Main trustee of the e-Mitra
project

• Developer of the e-Mitra
application software
including database
structures

• In case of any modification/
enhancement required in e
Mitra application software,
LSP will request e-Mitra
Society which in turn will
forward the same to
DoIT&C

5. e-Mitra Data Center • Main hub for recording of all
electronic transactions

• LSP's centers & authorized
kiosks will hook on to the e
Mitra Data Center through
appropriate medium for all
transactions, data
transmission, generation of
MIS
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Role player Relationship

6. Counters (Lok Mitra ] e Owned or authorized by
Centers/JanMitra kiosks) LSP

5. e-Mitra Data Center • All logins, passwords,
authorizations for LSP and
for its authorized counters
will be maintained at e-Mitra
Data Centers.

• E-Mitra Data Center will be
under the control of district
collector and will be
governed by the policies laid
out by DolT &c.

• Will be set up by LSP or local
entrepreneurs selected &
authorized by the LSP

• LSP will be accountable for
working of its authorized
counters in terms of SLA,
security of financial
transactions, document
receipt and transmission, etc.

Legal set-up

Following would be the responsibilities of the LSP:

1. LSP will set up registration counters for registration of citizens
where the process of registration gives a unique identity to a
citizen. LSP shall also recruit necessary skilled and experienced
manpower at its own cost in such numbers as may be
necessary.

2. LSP will pay all operational expenses like electricity and water
bills and any other levies dues for the electricity consumed by
it at the Centers and at its authorized kiosks.

3. LSP will open at least one Central Back Office where all cash/
cheques and other documents may be collected from its
different counters. In case of rural areas this may be done at
the Tehsillevel where day-end sorting and dispatching of



£Ok Mitra 175

forms/ documents / material to the respective departments will
be done.

4. e-Mitra Society would have right to inspect and audit LSP's
Lok Mitra Center or any of its authorized kiosk.

5. LSPcould add private domain services other than government
domain services to e-Mitra service basket for the sustainability
of the model in conformity with law of the land and in
conformity with guidelines issued by district administration
from time to time. LSP or its authorized kiosk owner would
be accountable for rendering these services.

6. LSPshall not allow government's data to be misused or abused
by its personnel, and will protect it from being misused or
copied by any of its employees. LSP will indemnify e-Mitra
Society from any claim or suit for damages that may be filed
against it for breach of privacy laws by LSP's employees or
authorized personnel.

7. LSP/Kiosk owner would maintain a hard copy record of all
the transactions at his end for proper verification in case of
misplacements and other mishaps.

8. LSP will get the signatures of the authorized kiosk owners
and its other functionaries authenticated with the e-Mitra
Society. Copies of the signatures will be stored electronically
in the e-Mitra database.

9. The personnel deployed by LSP for duty in centers will wear
distinctive uniform and photo ID cards duly signed by the
competent authority of the e-Mitra Society and as provided
by the LSP.

10. LSP will put up signage on counters for guidance of visitors
and the helpdesk shall deal with all the visitors in a polite
manner and guide them appropriately.

11. LSPwill keep a complaint and suggestions book at a prominent
place inside the LokMitra Center to enable the members of
the public to make complaints and suggestions in writing. This
book will be sent to the Nodal Officer of E-Mitra Society every
week for his perusal and such action as may be considered
necessary.

12. Wherever and whenever required, LSP shall provide suitable
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space and facilities at Lok Mitra Centers/kiosks for
government functionaries.

13. LSP would assist individual entrepreneurs in obtaining loan
facility from the suitable agency for setting up kiosks and
would help kiosk owner in procuring & installing required
computer hardware and communication equipments. LSP
would assist kiosk owner in training on e-Mitra application
software.

14. LSP would provide necessary connectivity in rural area for
e- Mitra kiosks to connect to e-Mitra data center. Itwill also
make fallback alternative connectivity arrangements between
e-Mitra data center and Centers so that minimal disruption is
faced if the original link is down due to some technical
problem. LSP would also arrange for standby H/W for the
kiosk owner in case of hardware failure.

15. LSP would arrange and help kiosk owner in getting the
telephone connectivity for e-Mitra kiosks.

Financial Accountability of LSP

1. In case of collection of payments of utility bills & other
government levies, LSP will not charge the citizens any
additional fee but will get the pre-decided service charges/
transaction fees reimbursed from the department/
organization concerned through e-Mitra Society.

2. In case of all other services, the LSP would charge the pre
decided transaction fees from the citizen as decided bye-Mitra
Society.

3. LSP shall deposit, at the end of the working hours, money
collected by its personnel at the counters of Centers & kiosks
with the E-Mitra bank account with details of payments
collected. Itshall retain its share of transaction fee and deposit
the remaining amount with the bank. In respect of money
collected through cheques, demand drafts and credit cards/
debit cards or such electronic payments that might include
transaction fee, e-Mitra Society will open an escrow account
with its designated bank from where the amount collected as
transaction fee will be credited to the LSP's account within 24
hours.
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4. LSP will carry out reconciliation of all financial transactions
carried out by its centers and kiosks with e-Mitra Society and
designated banks on weekly (or as may be required) basis.

Impact Analysis

E-Mitra is an ambious e-Governance initiative of the Government
of Rajasthan which is being implemented in the urban areas as
Lokmitra module and in the rural areas as Janmitra module. This
e-governance module is being implemented in all 33 districts of
the States on the PPP module. This module has been successful in
providing convenient and transparent services to the community
in a number of ways covering a large gamut of services. Both
government, non-government and corporate services are provided
through this project. The objective of this project is to provide wide
range of citizen friendly services of different departments under
one roof so that the citizens do not have to run around various
departments. It's basic aim is to deploy information technology for
the benefit of the masses.

The Lokmitra kiosks offer a multitude of services ranging in
the areas of e-Government, education, health, agriculture,
commercial, retail, etc. It is to be noted that delivery of government
services is mandatory for the e-Mitra kiosks. LSP will have to take
proactive measures to encourage citizens to use the e-Mitra Channel
for availing the G2C and G2B services.

The e-Governance road map of Government of Rajasthan
envisages government services to be delivered through e-Mitra
Kiosks. An exhaustive coverage of the government services
identified is provided in this document. The indicative government
service areas should be delivered by LSP and they should strive
for increasing number of government services and volume of those
services. Through the Lokmitra mechanism the e-governance
module of public service delivery system aims at achieving the
following targets:

a. A Platform to create demand-driven market structures in
urban areas of Rajasthan: The e-Mitra scheme is focusing on
creating effective market mechanisms for demand-driven delivery
of services in a PPP framework. Such mechanisms can provide the
right springboard for rural empowerment with minimum
government intervention.
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b. A cost-effective distribution pipe for urban citizens: The
e-Mitra network is a distribution pipe through which the
Government is distributing its various schemes and offering its
services directly to the consumer, in a cost-effective manner. Apart
from e-Government services, the e-Mitra kiosk can be a delivery
mechanism for offering private sector services like education, adult
literacy, telemedicine, agriculture extensions, community health
and hygiene, critical data on weather, disaster management,
entertainment, communication, awareness, vocational training, etc.
The Lokmitra outlets of e-Mitra project are contributing significantly
in this direction.

c. A transparent framework to deliver Good Governance in
Rajasthan: The e-Mitra scheme, by virtue of its design, is creating
a transparent platform for direct delivery of e-Governance services
as well as social development activities to the consumer. Such a
system is providing the right impetus to promote good governance
in Rajasthan.

The e-Governance public service delivery modules under the
umbrella of e-Mitra being implemented through Lokmitra and
Janmitra outlets have proved their utility, sustainability and
replication potentials. It is because of these qualities and extra
ordinary features of the project that it has been rewarded with
Bronze Medal under the category "Innovative Practices in Citizen
Centric Services" at the 10th National E-Governance Conference
held at Bhopal in the year 2007.



CHAPTER: 7

HEALING:
(Health Information System for government>

Introduction

Concern for public health, medical care and care of the mother and
child are the primary considerations of any Welfare State and its
government. As an integral part of the public welfare programmes,
the governments always launch a number of projects and schemes
to provide better public health care services to all segments of
society, particularly to the weaker sections, down trodden and the
BPL segments of the community. In a country like India, due to
backwardness, ignorance and poverty the public health issues are
a low priority area in the minds of general masses. The
governments, therefore, as a part of the welfare measures keep
initiating, launching, organizing and implementing a variety of
public health programmes for general awareness in the masses
regarding health care and also keep providing support, aid and
assistance to people for improving their health, hygiene, nutrition,
medical facilities and the related services.

The Basic Premise

Formulation of policies, programmes and schemes for improving
public health is the basic task of any popular government. However,
the success of these policies, programmes and schemes would
depend greatly on the level of qualitative monitoring and
supervision of these programmes. The traditional monitoring and
supervisory methods used to concentrate on the personal human
approach. These methods did have their human constraints and
limitations. These monitoring methods used to be slow, irregular
and unsystematic. In order to bring about an improvement in the
traditional monitoring methods, it was thought proper to introduce
computerization for the monitoring and supervisory methods to
obtain feed back on the progress of various health related
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programmes and to ensure proper follow up for achieving the
targets and goals of these schemes, projects and programmes. The
Department of Medical, Health, and Family Welfare decided to
launch a comprehensive e-governance mechanism called
HEALING. This e-governance tool acronym in its expanded forms
means" Health Information System for Government"

HEALING: The Best Practice

HEALINGis the robust web portal of Department of Medical,
Health and Family Welfare, govt. of Rajasthan which, caters to the
e-enabled facilities for carrying out, implementation, feed back and
following of various departmental activities and for effective,
regular systematic and scientific monitoring and supervision of
various projects, programmes and schemes of the department.
HEALING includes number of data capturing web application
which allows the information to flow from various levels to the
top level. Ithas increased the timeliness which decrease the data
manipulation at each level.

HEALING primarily is a secured website. Only authorized
users are provided with the valid password .They can login into
various applications & monitoring systems. Thus the system
operating users ore only authorized ones. Application level user
ids for various official levels have been created. These users are
facilitated with passwords to access the system, for example: Joint
Director(Zone) and CM&HO would be able to view information
related to the zonal districts and specific district respectively. State
level officials would be able to view all information. It is infact a
very robust and simple website which provides a very user friendly
environment for efficient and effective usage of the system for the
designated purposes.

Objective:

The broad and basic objective of the HEALING system is" to
establish computer based Health Management Information System
in the department to facilitate reliable and cost effective mechanism
for better monitoring, planning, decision making and
implementation of effective health service delivery.

HEALING: The current scenario:

• The current IT infrastructure at the State HQ, Joint Directorate,
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District CM&HO, Block CMO office and CHC/PHC is being
supported by NRHM. The facilities under NRHM
strengthening of the technical manpower, provision of
computers, internet facility etc.

• The department at the HQ level has taken technical services
from National Information Centre (NIC) for the
computerization of monitoring activities.

• Local Area Network (LAN) for computers etc. in the state HQ
is installed and supported by NIC. Network at Swasthya
Bhawan is being managed by Central Server Room-302 (CSR-
302)

• NIC is managing the 5Mbps high speed Optical Fiber Cable
(OFC) lease line through BSNL in the department with backup
on RF link for internet access.

• More than 250 client computers are connected with internet
facility at state HQ under various sections and more than 2000
computers at various institutional levels.

• The Department has two web sites with uniform Resource
Location (URL) that is http://www.rajswasthy.nic.in.

http://www.hrmraiasthan.nic.in "

Milestones

Some of the important milestones of HEALING system are the
following:

• The website of department www.rajswasthya.nic.in has been
developed. The website was launched by the Honorable Chief
Minister of Rajasthan. This website is regularly updated by
the CSR-302*During the last 3 years the number of visitors to
the website has increased enormously to 19lacs, which testifies
the ready availability of useful information and increased
transparency of the system ..

• Pregnancy, Child Tracking and Health Services Management
System (PCTS) was launched by Honorable Union Health
Minister.

• Mukhya Mantri BPL Jeevan Raksha Kosh (MMJRK-BPL) was
launched by the Honorable Chief Minister of Rajasthan

• Use of Internet/website/Email facilities have been increased
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enormously. The impact of this usage has increased the
relevance of information available on the system, maximum
numbers of office orders/ circulars/ guidelines/ tender
information etc., are being floated on the department website
and inboxes of officers.

• Field level operational training to more than 1000persons from
all over the state has been provided and this has become an
integral part of the on going activity of the system

• Email ids of all state level officers, Joint Directors, CM&HOs,
PMOs, BCMOshave been created on NIC mail server.

• HEALING supports the stake holders in better monitoring,
management, planning and decision making

NOTE ON SPECIAL FOCUS ON ICT IN MEDICAL
DEPARTMENT

Current scenario

The Department has a very robust web portal called HEALING
(Health Information for Government) developed by National
Informatics Center, Jaipur under which various department related
activities are recorded like:

• Pregnancy, Child Tracking and Health Services Management
(PCTS):

It has been developed for effective monitoring,
planning & management of various health services delivered at
all levels (District Hospital, Sub-Division Hospital, Satellite
Hospitals, Community Health Centers, Primary Health Centers
& Health Sub-Centers) Ithas two major components:

• Online monthly progress reporting from all health
institutions.

• Line-list of individual pregnant women & child for
monitoring of services delivered to her and child

• Training has been imparted to the staff, to use the
available information for better delivery of health
services.

• Integration of SMS & IVRSsystem with PCTS is under
submission: to send the information of vaccination,
immunization & MCHN dates in Hindi/English to the
beneficiary as well as the staff.



Healing 183

• Online CMBPLJRK Monitoring (CMBPLJRK): It has
been developed for effective monitoring, planning &
management of various health services delivered at all
levels (District Hospital, Sub-Division Hospital, Satellite
Hospitals, Community Health Centers, Primary Health
Centers & Health Sub-Centers) under Mukhya Mantri
BPL [eevan Raksha Kosh Scheme.

• Office-CIGMA: This web portal is used for sharing
office-orders, circulars, meeting notices etc. intra
departmentally (more than 6000 records are available
on this portal since Oct-2007)

• Personnel Information System: It is developed with
a view to have consolidated centralized database of
various gazette officers, so that various type of
information can be generated from the system (till date
more than 1300 records have been updated)

• Swasthya Chetna Yatra Monitoring: Swasthya Chetna
Yatra 2010-11 will be conducted from 15th Sept, 2010 to
15th Oct 2010. Online module will be developed by NIC,
[aipur for the daily monitoring of progress under SCY.

• Department website (www.rajswasthya.nic.in): It is
being updated by CSR-302 on daily basis to update
Swine flu report/NIT & Tender information/Important
Orders/Various progress s reports/GNM counseling
2010-1 1 information etc. Since Jan-2008 the website has
been visited by more than 14.5 lacs visitors

• Computerised HMIS at 15 District Hospitals: As per
the budget announcement the process is under progress,
Finalised System Document for 9 district hospitals under
RHSDP has been completed and submitted and for 6
district hospitals under NRHM C-DAC team is visiting
the districts.

• Computerised GNM Admission Counseling:
Department has adopted and started the computerized
GNM Admission Counseling in 2009-10 resulting in the
95% allotments for the first time ever, which has
minimize the manual intervention and has increased
transparency during the counseling process. For 2010-
11 counseling is under progress at Rajasthan Nursing
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Council, Jaipur as per the schedule.

• www.hamaribeti.nic.in: This is a complaint reporting
web portal launched by the Hon*ble Union Health
Minister on 17th Aug 2010.

• Anybody can lodge complaint against the violation of
PCPNDT act by showing/not showing his/her identity
at the portal.

This will be an effective tool for monitoring and Stopping
Sex Selection Practices.

Future activities

Integration of SMS & IVRSsystem with peTS
Implementation of e-Procurement system (NIC)
Implementation of Files Monitoring System for timely

disposal of files etc.

HEALING: The Broad Canvass

Healing is a comprehensive wide and inclusive system which covers
both open and restricted formats and is meant for officialrestrictive
use and the open and accessible formats are for the usage by the
people and other interested stake holders.

HEALING (Health Information System for Government)
includes applications and monitoring of the following systems:

1. Pregnancy Child Tracking and Health Services
Management System (PCTS)

2. Mukhya Mantri BPLJeevan Raksha Kosh (MMJRK-BPL)
3. Integrated Disease Surveillance programme
4. Sterilization Monitoring System (Weekly basis)
5. Routine Immunization Monitoring system
6. Institutional Delivery Monitoring system
7. Acute Flaccid Paralysis Surveillance
8. Malaria Monitoring
9. Disease Outbreak Case Monitoring system
10. Office CIGMA
11. Pulse Polio Monitoring system
12. Personnel Information system (PIS)
13. Files and Letter Monitoring System (FILES)
14. Swasthya Chetna Yatra Monitoring
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Screen Shot of Healing

c.,;jl< 3«'+ ..... <;. d'
)§( ... ~;?l~'.• '~·:·~&--~;~dhdi~···-·{~-~r;;'t;,\;,i;:;'~·~~"~·i::-'i'~~';~~~:i~~:':IIII,<l¥'I*"'f"''''~';

~,

ro ~ ~. ~,"rP.~" i}•.,..,~~

n:-u...~~l'l~~~!_:t.2.il!~_i!6\..u..Ji.lJl.
#~ qrcyli)tt Relatil'td!9sdI'm#! CtA"'"" a tu4md • ..01"'*'In.".)

'r/J.ilt.1-.U'~

Wcln;i!"~.pj..U_m.~!!dlll!ltlJ.l~ ..:fl..'h~lri!n
U£jJ.,Jlli'z:.:_:~k!1it:.i'[!__oiWIJfi...,.ll...~_E.J!.~~

w._"''''':1I',~!'tI_~:I"ft;.I'I...Ifi<)~r
l'Nta:~"iogm.praM"'~t:>nt~r:c;,,~.n,!ltIl<lfcalIl.Heall:hDfp<>J'"..tnolr.tc'l

HI:mU·;'>J~;::J

~..t<,\:·FPniMa;j.'l!ttt.lw.;J!:!~
"",j'''''i:lI$f,(QI'mlltks cO!>.........

,.01. '$-~~~';;:t':~:;,,7~';':'r_:nmiM

In order to obtain a realistic and operational view of the utility
and significance of the HEALING programme it is pertinent to
discuss and elaborate a few of the systems: which are an integral
part of the HEALING system

Pregnancy Child Tracking and Health Service Management
System

The Pregnancy, Child Tracking & Health Services Management
System is a web based online system developed for Medical, Health
& Family Welfare Department, Govt. of Rajasthan by National
Informatics Centre (NIC).
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Pregnancy, Child Tracking and Health Services Management
System (peTS) was launched by Sh.Ghulam Nabi Azad, Honorable
Union Health Minister.

The PCTS has two major functional areas/ components:
1. Tracking of pregnant women & children for timely delivery

of health services.
2. Monthly progress reporting of Form 6 to 9.

• The system operates from Sub-Center to State.
• Tracking of all pregnant women & children for better

service delivery.
• The PCTS have information of in-charge name, mobile

no. population of health institutions.
• The PCTS can generate the summary report for Zone

wise/District-wise/ Block-wise/ CHC/ PHC-wise/ SC
wise Institutional Delivered and BPL Institutional
Deliveries.

• The PCTS can generate the summary report for Zone
wise/ District wise/ Block-wise/ CHC/ PHC-wise/ SC
wise male and female sterilizations.

• The system has data of more than 18 lacs pregnant
women records till date.
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This webpage of the application allows the data entry of initial
information about the pregnant women such as village name,
eligible couple number, pregnant womens name, age, registration
date, LMP date, 1 st check-up date, 2nd check-up date, 3rd check
up date, 4th check up date, husband's name, mobile no., BPL,
number of live children, TT-l date, TT-2 date, TTbooster, caste, SY
beneficiary, name of ASHA, ASHA's mobile number, IFA date, Hb
level etc.

The information is regularly updated using the Unique Id
e.g. 02020400809031 .
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Screen Shot for Delivery Case

This webpage of the application allows the data entry of
delivery information about the case such as delivery place, delivery
type, delivery date, discharge date, number of born children, JSY
beneficiary amount, date of maternal death (if any)arid reason for
maternal death etc., (if any)

The information is regularly updated using the Unique Id.
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Screen Shot for Abortion Case

This webpage of the application allows the data entry of
abortion information about the case such as abortion place, abortion
date, discharge date, date of maternal death etc.,

The information is regularly updated using the Unique Id
e.g. 020204008090131

Advantages of PCf'S:

• Helpful to stakeholders & decision-makers for the effective
monitoring, planning and decision making.

• Effective tracking of pregnant women and children for the
timely delivery of health services.

• Availability of information about the stock position, for the
regular supply.

• Large amount of information is compiled and aggregated as
per the entered parameters.



Screen Shot for Mukhya Mantri BPL Jeevan Raksha Kosh

(A universal assurance of health for vulnerable people of the State)
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Philosophy:

It has been clearly recognized that health insurance is one way of
providing protection to poor households against the risk of health
spending leading to poverty.

However, it has to be comprehensive and a low cost
intervention, not taxing to the public exchequer.

Background:

• There are 36 lac BPL families-26 lac Centers and 10 lac State
BPL families in the State.

• Various insurance schemes (Rajasthan Swasthya Bima Yojana
, Swasthya Bima Yojana) for the free medical treatment of BPL
families were launched in the State.

• Owing to various restrictions and high treatment cost per
patient [RSBY(Rs.9027), SBY(Rs.9772)] of insurance schemes,
the State Government has reconstituted the Health Schemes
as a Health Assurance Scheme named the "Mukhya Mantri
BPL [eevan Raksha Kosh Yojna".

Overview:

• "Mukhya Mantri BPL Jeevan Raksha Kosh Yojana" was
launched on 1st Jan 2009.

• The scheme envisages direct support to Medicare Relief
Societies to provide free IPD/OPD health care, including the
diagnostic and referral services.

• All categories of Government Health Institutions are providing
the free treatment facility to beneficiaries, including associated
Medical College Hospitals, District/Sub Division Hospitals,
Satellite Hospitals, Community Health Centre and Primary
Health Centre across the State and in AIIMS(New Delhi) and
PGI(Chandigarh) outside the State.

• In addition to this, Finance Department has approved 32 super
specialized private hospitals for free treatment of 5 BPL
patients per month in each private hospital.
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Network:

A total of 1949 Hospitals

All BPL Counters are color coded in yellow for easy identification by
generally illiterate BPL families
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• A web portal http://cmbpljrk.raj.nic.in has been developed
by NICfor computerization of MMJRK activities.

• The system is intended to capture all services provided to the
patients.

• The online system is presently functional from Medical College
& associated Hospital (MCH) up to CHC level (445).

• The health facilities have been provided with the required

infrastructure (electronics, internet connection, furniture
& office set up) and

manpower (computer operator, pharmacist &
accountant) to record the details in the system.

I

• The system also allocates a unique identification number to
each registered patient, which helps to maintain the medical
history of the patient throughout the State.
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Reporting formats:

Screen shot showing the List of OPD Patients for the Month of
Jan.20ll





196 Expanding Horizons of Excellence

Personnel Information System (PIS)

• PIS is used to maintain the information of department
personnel online. Around 8000personnel records needs to be
made online. Various type of information are being
documented in the system viz. Recruitment, General,
Qualification, Family, Nominee, Training, ACR, Promotion,
transfer, Enquiries, Suspension etc.

• Advantages of the system:

Various types of reports can be generated from the
system such as position of vacant sanctioned post,
retirement list, promotion details, transfer details etc

Screen shot showing the Employee Information
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(1) Name of Project/Initiative

Pregnancy, Child Tracking
& Health Services
Management System

(2) Details of Implementing

Agency and Nominator

Name Indu Gupta

City [aipur

State Rajasthan

Country India

(3) Answer:

(a) About the programme/project/initiative:

The Pregnancy, Child Tracking & Health Services Management
System is a web based online system developed by National
Informatics Centre (NIC) Rajasthan for Medical, Health & Family
Welfare department, Govt. of Rajasthan, for improving its services
right upto the grass root level (Health Sub centre). The system was
launched by Hon'ble Union Health Minister Sh. Ghulam Nabi Azad
on 15-09-2009. The system is extremely useful in ensuring better
health for women, minimizing maternal mortality, neo natal
mortality and in tracing areas with decreasing sex ratio at birth. It
is also useful in monitoring functioning of all health institutions
across the state numbering more than 13,000.The Pregnancy, Child
Tracking & Health Services Management System is targeted
towards improving health services right upto the lowest level health
institution in the state viz; Health Subcentre at village level.
Presently Medical Health & Family Welfare Department operates
in the state with 34 District Hospitals, 32 hospitals attached to
Medical colleges, about 200 city dispensaries, more than 360
Community Health Centres, about 1500 Primary Health Centres
and more than 10900 Health Sub centres. All these institutions are
responsible to provide health care services to the common citizen
across the state. The Pregnancy, Child Tracking & Health Services
Management System makes it possible to monitor each of these
institutions with online details of individual beneficiary getting
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services from them. The users are located at State, District, Sub
district level. Lowest level of users access the system from Block
PHC and CHCs. Monitoring of individual case through the
Pregnancy, Child Tracking & Health Services Management System,
ensures that health services are provided to every woman who has
registered for Ante Natal Check-up at any of the Sub centre,
Primary Health Centre, Community Health Centre, or other
government institutions across the state. Such a system would result
in reduction of maternal mortality. Since every individual pregnant
woman can be tracked through this system, it is also useful in
ensuring that more and more women take to Institutional Delivery,
which again will be helpful in minimizing maternal mortality rate.
Ab with ANC check up, the system also tracks every single new
born baby and prepares an immunization plan / chart for each
child born at any health institution. Monthly requirement of vaccine
dosages is automatically prepared by the system for each of the
health institution. This helps the ANM at sub centre to adequately
plan for Vaccine stocks and immunization sessions. The ANM can
also use the information to follow-up the cases. This in turn ensures
better immunization coverage resulting in reduction of child
mortality and improved child health. The system is also used by
all health institutions to report their performance periodically. Thus
it is also an effective tool for monitoring service delivery by every
health institution. In addition, Hospital Activity Indicators provide
information about IPD, OPD, investigations, etc., which are useful
in assessing service delivery.

(b) Date from which the project became
operational 15/9/2009

(c) Is the project still operational? still operational

(d) How is the programme/project innovative?

It is a unique e-governance project ever implemented in the
health sector. Monitoring of individual pregnant woman for health
care as well as every child, was not possible earlier. The pregnancy,
child tracking & health services management system however
makes it possible that every pregnant woman can be monitored
for imparting health services till the Delivery and subsequently
every child. The Pregnancy, Child Tracking & Health Services
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Management System is targeted towards improving health services
right upto the lowest level health institution in the state viz; Health
sub centre at village level. Presently Medical Health & Family
Welfare Department operates in the state with 34 district hospitals,
32 hospitals attached to medical colleges, about 200 city
dispensaries, more than 360 Community Health Centres, about 1500
Primary Health Centres and more than 10900 Health Sub centres.
All these institutions are responsible to provide health care services
to the common citizen across the state. The Pregnancy, Child
Tracking & Health Services Management System makes it possible
to monitor each of these institutions with online details of individual
beneficiary getting services from them. The users are located at
State, District, Sub district level. Lowest level of users access the
system from Block PHC and CHCs.

(e) What are the achievements of the programme/project?

Improved health services, better health surveillance reduction in
maternal mortality as a result of case specific monitoring. Reduction
in Child Mortality. Improved child health because of better
monitoring of vaccination programme. Useful tool for improving
institutional delivery. Online identification of cases for sterilization
makes it an affective tool for population control. Better management
of every health institution in the state. There was delay of about 25
days in State level compilation of information being reported from
field institutions. However this time delay is eliminated because
of instant availability of block,district and state level consolidation.
It is possible to drill down to specific case, institution from any
level. This improves monitoring. The system maintains online
information about every woman who has registered for Ante Natal
checkup at any government health institution, so that appropriate
health care can be provided . This results in reducing maternal
mortality rate. The system automatically calculates the expected
date of delivery. The information helps in timely counseling of the
woman for safe delivery in any health institution. Information of
every new born child is maintained online. Vaccine chart of each
new born child is prepared by the system automatically. This helps
in timely administration of vaccines on case to case basis. This helps
in reduction of infant mortality. The system provides the
information about every couple who already has one or more
children and are expecting another child. This information is used
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to counsel such cases for sterilization. The system maintains online
directory of all government health institutions. Critical parameters
related to functioning of every health institution such as availability
of vaccines and medicines, status of cold chain equipments,
availability of medical professionals are available online. Prior to
the implementation of the system, 25 days were consumed in State
level compilation of information being reported from field
institutions. However, this time delay is eliminated because of
instant availability of block, district and state level consolidation.
The system has provision to record mobile number of the
beneficiaries. This helps in integrating SMS based services. It is
possible to drill down to specific case or institution from any level.
This improves monitoring as analytical, statistical and graphical
reports are available for all levels.

(f) Elaboration on the challenges faced while implementing the
programme/project! initiative and how it was overcome.

The project was initially difficult to implement as mentioned below,

i. To change the process of data reporting from remote 13000
institutions.

ii. People were not technically savvy and had to be trained for
the programme

iii. Managing the live beneficiary data and ensuring the high
availability of the server.

iv. Ensuring data has to be in conformity with HNIS data of Govt
of India.

v. Connectivity with so many remote destinations was a challenge

(g) How can the programme serve as a model that can be
replicated or adapted by others?

It is a very useful application with the right information, reaching
the concerned persons in the prescribed format to enable accurate
decisions. It also has multifaceted positive consequences

(h) Elaborate on the scalability of the programme/project/
initiative.

The project is self sustainable. It is being operationalised by the
personnel of Medical Health & Family Welfare Department from
field locations. It can be scaled down up to village level and can
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also be scaled up for implementation at national level across all the
states.

2. eMS BPL Jeevan Raksha Kosh Scheme.

1. Name of Project/Initiative :Mukhya Mantri's [eevan Raksha
Kosh

2. Details of Implementing Agency: Details of the Nominator

Name InduGupta Name InduGupta
City Jaipur City [aipur
State Rajasthan State Rajasthan
Country India Country India

3. Answer:

(a) About the programme/project/initiative:

Government has initiated various programmes to provide free and
better health services to those who cannot afford medical
expenditure specially the ones below poverty line (BPL), disabled
handicapped, helpless widows and old age persons etc. Mukhya
Mantri's Jeevan Raksha Kosh (MM-JRK) is one such scheme
initiated in the State of Rajasthan for the poor population. The
Hospital Management System for Mukhya Mantri [eevan Raksha
Kosh is a web based on-line application, intended to facilitate free
medical treatment to poor patients in any Government health
facility at state, district or sub-district level. The system extends
right up to the Community Health Centres (CHC). The system has
been developed by National Informatics Centre (NIC), Rajasthan
and is part of HEALING which is a comprehensive e-governance
tool of the department. The system was launched on 15-09- 2009
by the Hon'ble Chief Minister and is operational since then. Ithas
interfaces for more than 500 different locations spread across the
state from where it is being used. The system is intended to cater to
a target population of more than one crore. The system is
operational for about 500 health institutes. This includes 6 Medical
College Hospitals, 33 District Hospitals, 11 Sub division Hospitals,
7 Satellite Hospitals and 388 Community Health centres (CHC).
Currently data is reported from 400 locations and records of more
than 30 lac patients are available online. The software provides
appropriate interfaces for online verification of patient category
(BPL / Astha / HIV-AIDS / State BPL / Old Age Pensioner/
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Widow Pensioner / Handicapped Pensioner) from their respective
data bases. On the first visit to any health institution, every patient
is given Patient Id (unique in the state) at the time of registration.
This patient Id is later used to track historical data of every patient
including disease and medicines prescribed. Retrieval of patient
record through the Unique Patient Id also helps in the treatment in
case the patient moves to another city. OPD /IPD Registration slip
can be generated by the system. Unique Patient Id is printed on
every prescription slip. The software also provides information
for maintaining stock of the drugs and surgical accessories at every
institute on real time basis. It also enables online disbursement of
medicines. In case of medicine not being available in the local stocks
of the hospital, the system generates an indent for procurement of
medicines from the empanelled agency. Patient wise expenditure
on laboratory investigations can be recorded through the software.
There is provision in the software to record the names, of diseases
as per ICD 10classification. State Expenditure/ District Expenditure
/ Expenditure on any patients can be monitored online from any
level Institute summary and latest updates are listed on first page.
Role based user authentication makes it a secure system. Salted
MD5 login authentication is used. Reports can be generated at
individual health institute's level or at higher levels. Consolidations
are provided upto state level. The mobile number of the patients
are recorded for cross verification. SMS integration service has been
planned. User interface is in Dev-Nagari. Analytical and statistical
data are available for all levels.

(b) Date from which the project became
operational 15/9/2009

(c) Is the project still operational? Still operational

(d) How is the programme/project innovative?

The Hospital Management System for Mukhya Mantri Jeevan
Raksha Kosh is a web based on-line application, intended to
facilitate free medical treatment to poor patients in any Government
health facility at state, district or sub district level. The system
extends right up to the Community Health Centres (CHC). It has
interfaces for more than 500 different locations spread across the
state from where it is being used. The system is intended to cater to
a target population of more than one crore.
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(e) What are the achievements of the programme/project?

It has interfaces for more than 500different locations spread across
the state from where it is being used. The system is intended to
cater to a target population of more than one crore .. System is
operational for about 500health institutes. This includes 6 Medical
College Hospitals, 33District Hospitals, 11Sub division Hospitals,
7 Satellite Hospitals and 388 Community Health centres (CHC).
Currently data is reported from 395 locations and records of more
than 12 lac patients are available online .. On the first visit to any
health institution, every patient is given Patient Id (unique in the
state) at the time of registration. This patient id is later used to
track historical data of every patient including disease and
medicines prescribed .. Retrieval of patient record through the
Unique Patient Id also helps in the treatment in case the patient
moves to another city.

(f) Elaborate on the challenges faced while implementing
programme/project! initiative and how was it overcome?

The project was initially difficult in the sense that:
1. Online verification of the Below Poverty Line patient with

interface to the dynamic BPL database.
2. Lack of ICT infrastructure at CHC level.
3. Managing the high volume of institutional data numbering

400 and patient data upto 30 Lacs.
Attending to the heavy rush of the patients.4.

(g) How can the programme serve as a model that can be
replicated or adapted by others?

Every State has more or less the same requirements with similar
kind of patients so it can be replicated all over the country. All the
datas related to the patients, expenditure incurred and other
information is available online.

Thus ensuring healthcare to the poor which is a yeoman
service. The duplicacy of names is also cross checked. Flexibility is
provided for patient registration for example, a patient belonging
say to Banswara can register at any institution in Jaipur. The system
is web enabled with an option to provide the prescription details,
and history to the patient on demand. This is also very useful for
the Medical & Health department.
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(h) Elaborate on the scalability of the programme!project!
initiative.

Two dimensional scalability is possible as it is based on Service
Oriented Architecture, we may add/ disassociate the sector without
harming the basis structure of the application. The system is highly
scalable in the sense that new diseases and categories can be easily
added. Italso has viable applicability to other categories like senior
citizens, divorce, widows etc. (10 categories)for which the system
has been extended SMS based periodic feedback mechanism from
the patients can also be incorporated. Disease data can also be used
for disease surveillance activities.
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Screen shot for Mukhya Mantri BPL Jeevan Raksha Kosh
(A universal assurance of health for vulnerable people of the State)

Philosophy:

It has been clearly recognized that health insurance is one way of
providing protection to poor households against the risk of health
spending leading to poverty. However, it has to be comprehensive
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and a low cost intervention, not taxing to the public exchequer.

Background:

• There are 36 lacs BPL families- 26 lac Center and 10 lac State
BPL families in the State.

• Various insurance schemes (Rajasthan Swasthya Bima
Yojana(RSBY), Swasthya Bima Yojana, (SBY)for free medical
treatment of BPL families were launched in the State;

• Owing to various restrictions and high treatment cost per
patient (RSBY(Rs. 9027), SBY(Rs.9772)] of insurance schemes,
the State Governernnt has reconstituted the Health Schemes
as a Health Assurance Scheme named the "Mukhya Mantri
BPL Jeevan Raksha Kosh Yojana).

Overview:

• "Mukhya Mantri BPL Jeevan Raksha Kosh Yojana" was
launched on 1st Jan. 2009.

• The scheme envisages direct support to Medicare Relief
Societies to provide free IPD / OPD health care, including the
diagnostic and referral services.

• All categories of Government Health Institutions are providing
the free treatment facility to beneficiaries, including associated
Medical College Hospitals, District/Sub Division Hospitals,
Satellite Hospitals, Community Health Centre and Primary
Health Centre across the State and in AIIMS (New Delhi) and
PGI (Chandigarh) outside the State.

• In addition to this, Finance Department has approved 32 super
specialized private hospitals for free treatment of 5 BPL
patients per month in each private hospital.

• Network:
• A web portal http://cmbpljrk.raj.nic.in has been developed

by NIC for computerization of MMJRK activities.

• The system is intended to record all services provided to the
patients.

• The online system is presently functional from Medical College
& associated Hospital (MCH) up to CHC level (445).

• The health facilities have been provided with the required
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Infrastructure (electronics, internet connection, furniture &
office set up) and Manpower (computer operator, pharmacist
& accountant) to record the details in the system.

• The system also allocates a unique identification number to
each registered patient, which helps to maintain the medical
history of the patient throughout the State.
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• A web portal http://cmbpljrk.raj.nic.in has been developed
by NIC for computerization of MMJRK activities.

• The system is intended to capture all services provided to the
patients.

• The online system is presently functional from Medical College
& associated Hospital (MCH) up to CHC level (445).

• The health facilities have been provided with the required

infrastructure (electronics, internet connection, furniture
& office set up) and

manpower (computer operator, pharmacist &
accountant) to record the details in the system.

• The system also allocates a unique Identification number to
each registered patient, which helps to maintain the medical
history of the patient throughout the State.

Patient Flow:
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Violation of PCPNDT Act and Sex Selection

Category

{e-Learning, e-Culture,
e-Government, e-Health,
e-Enterprise & Livelihood,
e-Entertainment, e-Inclusion,
e-Education, e-News,
e-Localization, e-Youth,
e-Environment, Community
Broadcasting}

Platform of Product

{ e.g. Broadband/Online, Mobile
Content, Cross Media, Offline, Games
Platform, TV/Interactive TV, Radio,
Web/Internet, Blog, CD/DVD,
Telephone, Wireless/WAP, Mobile/
PDA, Mobile Van, Satellite, E-Mail!
e-Groups l

Title in English:

Title in the Original Language:

Language of the Product:

URL (I!Online):

Technical Requirements:

{ e.g. Internet Explorer, Netscape,
Flash Acrobat, Shockwave, FireFox }

If other, please specify:

e-Health

Broadband/Online

ONLINE COMPLAINT
REPORTING WEBSITE
FOR VIOLA nON OF
PCPNDT ACT & SEX
SELECTION

ONLINE COMPLAINT
REPORTING WEBSITE
FOR VIOLA nON OF
PCPNDT ACT & SEX
SELECTION

ENGLISH & HINDI

www.hamaribeti.nic.in

Internet Explorer
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Co-Producerts)

Name Date of Birth Job Title Email

1. DR.M.L.JAIN Director, directorfw-
RCH rj@nic.in

2. DR.JALSINGH 23-08-1946 Health drjalsingh@
Manager yahoo.co.in

3. SUNILTHOMAS 13-05-1970 State jacob@unfpa.org
Programme
Coordinator

4.

Additional Product (Project Data & Details)

Short description of the product/project:

The objective of the online complaint reporting website is to
provide a platform to an individual where he/ she can lodge a
complaint against any violation of PCPNDT Act in Rajasthan
state. This will be a helpful monitoring tool in stopping sex
selection practices, effective implementation of PCPNDT Act
and creating awareness in citizen.

The website supports two languages i.e. English and Hindi.

The website also provides the general information about the
PCPNDT Act and sex selection.

The website has a list of appropriate authorities at various
levels having the contact details.

Long description of the product/project:

*

*
*

*

Itis a web-based application developed for Department of Medical,
Health and Family Welfare, Government of Rajasthan with support
of UNFPA and website hosted at the NIC, Jaipur. The concept of
online complaint reporting begins from the department
stakeholders and UNFP A for effective implementation of PCPNDT
Act and stopping the sex selection practices [As UNFP A is working
in Rajasthan on the subject "SAVE THE GIRL CHILD", has
supported for the development of the website]. The website has
three major sections/ areas:

General information, Complaint reporting and Member login.
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GeneralInformation:

In this section awareness information is available for ready
reference such as What is PCPNDT Act? What is sex selection?
Penalties, Appropriate authorities, online help document to register
the complaint. The section is available in Hindi/English language.
Anybody can access the website using the URL http://
www.hamaribeti.nic.infortheinformation or to register complaint.
List of appropriate authorities with contact details is also available
for ready reference and contact. Online help document provide
users the steps to register the complaint.

Complaint Reporting:

User can register his/her complaint through this section of the
website. The system provides users the facility to show his/her
identity Idetails before registering complaint, if he / she is willing
to provide the same. User can register the complaint in English
only using the English/Hindi form labels Icaptions. Some of the
fields are mandatory such as name of doctor Iclinic, address,
complaint details and some option-based questions to be answered
if related. So that, in future some analysis may be performed on
the basis of user's input while registering the complaint. The website
also provides users an option for attaching the digital content I
document I proof in a single file (zip, xls, doc, jpeg, gif etc) up to
the size of 5MB (if multiple files they may be zipped first then
attached with the complaint). Once the user submits the complaint
an automated email is generated and sent to the concerned
appropriate authorities at there authorized email addresses.

Member login:

Only authorized users having user-id and password can access this
section of the website. These users exist at statel district level. If 3
times incorrect password is entered for a user-id then that user-id
will get blocked for the next 30 mins. District level users use this
section to monitor and track the status of complaints, as soon as
any progress is done in the complaint the same may be updated
into the system. As many times the district user updates the status
of complaint the field namely "VERSION NUMBER" increases by
1, it shows the actions/updates were taken Idone. District user is
also able to generate summary Idetailed reports from the system,
to search a complaint. When the final action is taken by the
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authority, the complaint needs to be closed (final step) and track
the login from his/her id for monitoring the unauthorized access
to the website.

Administrator user at state:

Administrator user can create/ modify / delete/ unblock/ manage
other users at state/ district. This user is also able to generate the
summary / detailed reports for the state. When the user is created,
an automated generated email is sent to the email address of the
state/ district user having user-id and password to access the
member login section.

Format Description:

Healing, the best practice of Medical and Health Department has
been duly recognized and rewarded at the level of central
government. A brief description of the contents and formats which
led to the recognition and reward to this best practice by
Government of India is present below.

Short CV(s) of producer(s):

Presently working as Mission Director, NRHM and Deputy
Secretary to Government in Department of Medical, Health and
Family Welfare, Government of Rajasthan. I had joined as MD,
NRHM in May, 2010. With this I am also holding the position of
Settlement Commissioner, Rajasthan, [aipur. Major responsibilities
include planning, implementation, monitoring and review of
various public health initiatives in the state of Rajasthan involving
the population of 69 million and to manage delivery of effective
health services to reduce MMR and IMR, construction & extension
of healthcare infrastructure, providing outreach health services
through Mobile Medical Units (MMU), management of emergency
108 ambulances etc. in the state.

Favourite path through product/project:
(Important Milestones)

The website was launched by Hon'ble Union Health Minister Sh.
Ghulam Nabi Azad on 17-08-2010. (World Population Week)

Installation procedure of the product/project:

{e.g. User name and Password requirement

for accessing websites} NOT APPLICABLE
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Special technical requirements:

Internet Connectivity as the product is online

Short description of the reason for production: (in not more than
200 Words)

The website was majorly developed to meet the following
requirements:

• To provide a platform to an individual to lodge a complaint
against the violation of PCPNDT Act and sex selection
practices.

• To provide an effective monitoring tool to the department
officials at various levels, for tracking of various complaints
reported through the system and appropriate timely disposals.

Explain the details of Content/Services being delivered by your
project

Website is helpful for two different categories of users:

• Complainant

• Authorized administrative staff at various levels

Complainant:
He/she may register his/her complaint online through this from
any place using the English/Hindi version. Complaint may be
registered in two ways: by showing the identity and by not showing
the identity. User has to fill-up the given entries such as Name of
the doctor, address, detail of the complaint etc. and to enter the
alphabets shown in the form of image before submitting the
complaint, this secures from the unauthorized access to the web
server. As soon as the complaint is registered, an email is
automatically sent to the appropriate authorities, providing the
details of the complaint.

Authorized administrative staff:
It includes state/ district administrator / general user, both type of
users are authorized to access the various complaints reported
within their jurisdiction. State level users are able to view all the
complaints reported through the website. District level users can
login into the system using their user-id and password. To monitor
and track the complaints reported, the complaint will remain open/
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pending unless any action is taken on the complaint and finally
disposed/ closed. The system is able to generate the summary/
detailed reports for a particular date or search criteria. -

How interactive is your content services delivery in terms of
technology and usage by the user/consumer, customer target
groups?

• The website is simple and easy to interact because information
is available in two languages Hindi and English. User can
report a complaint for any clinic/ hospital! doctor by showing
or not showing his/her identity.

• If user enter his/her contact details they may contacted for
more information. .

• For administrative staff at various levels (state/ district)
monitoring and tracking of individual complaintis easier than
the earlier manual practices.

Do you think your project is unique? Please explain the
innovativeness of the idea

• Yes, this is the first website developed in India, providing the
platform for "ONLINE COMPLAINT REPORTING FOR
VIOLATION OF PCPNDT ACT & SEXSELECTION"

• This innovation may be replicated in the other states too to
control the declining trend of sex-ratio.

. .
• Itwill be an effective and efficient monitoring toolfor the state

governments for controlling the sex selection practices.

There is a serious gap between Content/services and the citizens
at large. Does your project solve the problem of digital gap and
content gap

Yes, in the manual practices users are unaware of the complaint
reporting system, but through the website a user may take online
help for registering the complaint. Complainant is free from
showing his/her identity, unless willing to show. This will be a
major advantage to this system. User has to just enter the relevant
data entries into the fields to register the complaint. Users have to
enter complaint in English only although captions/labels will be
in Hindi for any data field. Any supporting document or proof
may be attached with the complaint in the form of digital file
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(scanned/picture etc.).

Is project sustainable and scalable? How?

Yes, the project is developed in such a manner that it is sustainable
and scalable.

Basically, it is a website and supports two categories of users.

• Complainant

• Authorized administrative staff at various levels

Presently working for Rajasthan state and can be scaled up
for other states by creating users under the category of authorized
administrative staff for other states.

Please explain your project users experience with your
technology/media services across platforms (radio/web/music/
CD/DVD/PDF/mobile)

• Training has been imparted to all the authorized administrative
staff for using the website efficiently, for monitoring the various
complaint registered through the online system. Once the
complaint is lodged by any person by showing or not showing
his/her identity.

• The overall experience of the trained staff is positive.

What is your Vision of Digital content for Development and how
do you think ICT (Information Communication Technology)
tools can be used towards this end at large?

Presently, the website is developed for complaint reporting for
violation of PCPNDT Act & Sex Selection. System has the facility
to link or attach the digital content in the form of xls, pdf, doc, jpeg,
gif, zip etc format to the complaint, and limit up to 5MB.

In future it is proposed that whenever any complaint is
registered SMS may be sent to the appropriate authorities for
information, so that they may take action at the earliest.

Reporting formats:

Personnel Information System (PIS)

• PIS is used to maintain the information of department
personnel online. Around 8000 personnel records needs to be
made online. Various type of information are being entered in
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to the system viz. Recruitment, General Qualification, Family,
Nominee, Training, ACR, Promotion, Transfer, Enquiries,
Suspension etc.

• Advantages of the system:

• Various types of reports can be generated from the system
such as position of vacant sanctioned post, retirement list,
promotion details, transfer details etc.

News, e-Localization, e-Youth,
e-Environment.Communiry
Broadcasting} ,

Platform of Product
{ e.g. Broadband/Online, Mobile
Content, Cross Media, Offline, Games
Platform, TV/Interactive TV, Radio,
Webiinternet, Blog, CD/DVD,
Telephone, Wireless/WAP, Mobile/
PDA, Mobile Van, Satellite, E-Mail!
e-Croups ]

Broad band/Online
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Title in the Original Language:

URL (If online):

PREGNANCY CHILD
TRACKING AND
HEALTH SERVICES
MANAGEMENT
YSTEM (PCTS)

PREGNANCY CHILD
TRACKING AND
HEALTH SERVICES
MANAGEMENT
YSTEM (PCTS)

http://164.100. 153. 6/
rajmedical

Title in English:

Technical Requirements: Internet Explorer
{e.g. Internet Explorer, Netscape, Flash
Acrobat, Shockwave, FireFox }

Additional product (Project Data & Details)

Short description of the product/project:
(in not more than 200 words)

The Pregnancy, Child Tracking & Health Services
Management System is a web based online system developed
for Medical, Health & Family Welfare department, 'Covt. of
Rajasthan by National Informatics Centre (NIC) Rajasthan, for
improving its services right up to the grass root level (Health Sub
Centre). The system is extremely useful in ensuring better health
for women, minimizing maternal mortality, neo natal mortality and
in tracing areas with decreasing sex ratio at birth. It is also
useful in monitoring functioning of all health institutions across
the state numbering more than 13,000. Only authorized users can
login into the PCTS system using their user-id and password, if
3 times incorrect password for a user-id is entered in the system
then the user-id gets blocked for next 30 mins. Hence, it is a secured
system.

Long description of the product/project: ( in not more than 1000
words)

It has two major sections: Reporting of Monthly Progress
Reports & Line listing of beneficiaries:
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Reporting of Monthly Progress Reports This section of the system
allows users at District, Block, Primary Health Centre, Community
Health Centre, or other government institution across the state. Such
a system would result in reduction of maternal mortality. Since
every individual pregnant woman can be monitored through this
system, it is also useful in ensuring that more and more women
take to Institutional Delivery, which again will be helpful in
minimizing maternal mortality rate. As with ANC check up, the
system also monitor every single new born baby and prepares an
immunization plan / chart for each child born at any health
institution. Monthly requirement of vaccine dosages is
automatically prepared by the system for each of the health
institution. This helps the ANM at sub centre to adequately plan
for vaccine stocks and immunization sessions. The ANM can also
use the information to follow-up the cases. This in turn ensures
better immunization coverage resulting in reduction of child
mortality and improved child health. The system is also used by
all health institutions to report their performance periodically. Thus
it is also an effective tool for monitoring service delivery by every
health institution. Inaddition, Hospital activity indicators provide
information about IPD, OPD, investigations, etc., which are useful
in assessing service delivery.

Short CV(s) of producer (s): (Not more than 200 words)

PHC and HSC to report their monthly progress report. Once the
monthly report is submitted at the lower level health institution it
is available to all its higher level administration / users including
Block/ District/ State level for monitoring, planning and managing
the effective delivery of health services under their jurisdiction.
Before the system was launched MPR reporting from health
institutions takes around one month and its compilation but with
the PCTS, reporting has become so fast and easy that 98%-99.5%
reporting will be in the first week of the next month. PCTS has also
minimized the possibility of data tampering/ manipulation at
various levels after submission, only administrator has rights to
unblock the reporting. This allows the stakeholders to envisage
the actual position in the field. The system also generates various
analytical reports in tabular/graphical form on the basis of MPR.
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Line listing of beneficiaries:

This section of PCTS allows users to track an individual (pregnant
women & new born) health record for providing the timely health
services (ANC/ Immunization/ PNC) using the unique
identification number. Records of 11 lacs (approx.) details of
pregnant women are entered into the system since launch.

Favourite path through product/project: (Important
Milestones)

• The website was launched by Hon'ble Union Health Minister
Sh. Ghulam Nabi Azad on 15.09.2009.

• Awarded appreciation in Manthan Award South Asia 2009

• Highest voted e-Health Project in India 2010

Installation procedure of the product/project:

[e.g. User name and Password requirement for accessing websites}

NOT APPLICABLE

Special technical Internet Connectivity as
requirements: the product is online

Short description of the reason for production: (in not more than
200 words)

The project was initially difficult in the sense that:

• To change the process of data reporting from remote 13000
institutions.

• People were not technically savvy and had to be trained for
the programme

• Managing the live beneficiary data and ensuring the high
availability of the server.

• Ensuring data has to be in conformity with HMIS data of Govt.
of India.

• Connectivity with so many remoter destinations was a
challenge.

Explain the details of Content/Services being delivered by your
project

The contents available in the PCTS are useful for the users at various
levels State/District/Block etc. Ithas various menus such as Master
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maintenance, Monthly Reporting in the form of 6,7,8, 9A and 9.
Line list Reporting, Master Reports, Analytical Reports, Graphical
Reports, Utilities, Logout etc.

Master Maintenance: Provide the online directory of all the
health institutions with staff/ contact number and infrastructure
parameters.

Monthly Reporting: This menu allows users at various levels
to enter their MPR in the respective form, Once the report is
submitted it will not be changed without the permission of system
administrator.

Line list Reporting: This menu allows users to add new records
of pregnant women found during the month to update the details
of existing record of pregnant women/ new born to whom health
service has been delivered and to update the records for deliveries
conducted during the month. The line list approach is helpful in
tracking individual beneficiary case. It helps in monitoring the
deliveries whether they are being conducted at home/ government
institution, sex ratio, number of abortion conducted.

How interactive is your content services delivery in terms of
technology and usage by the user/ consumer, customer target
groups?

The PCTS has a very simple and easy to use graphical user
interface which allows authorized users to login into the system
and to perform various tasks for which their roles have been set by
the administrator.

Initially at the time of system implementation some resistance
came from the users but when they understand the power of system
a40pted easily and in present scenario they are used to the system.
H~nce, the content services are interactive for the users.

Do you think your project is unique? Please explain the
innovativeness of the idea.

It is a unique e-governance project ever implemented in Health
sector. Monitoring of individual pregnant women for health care
as well as every child was not possible earlier. The Pregnancy, Child
Tracking & Health Services Management System however makes
it possible that every single pregnant women can be tracked for
imparting health services till the delivery and subsequently every
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child. The Pregnancy, Child Tracking & Health Services
Management System is targeted towards improving health services
right up to the lowest level health institution in the state viz; Health
Sub Centre at ,village level. Presently Medical Health & Family
Welfare Department operates in the state with 34 District Hospitals,
32 hospitals attached to Medical colleges, about 200 city
dispensaries, more than 360 Community Health Centres, about 1500
Primary Health Centres and more than 10900 Health Sub Centres.
All these institutions are responsible to provide health care services
to the common citizen across the state. The Pregnancy, Child
Tracking & Health Services Management System makes it possible
to monitor each of these institutions with online details of individual
beneficiary getting services from them. The users are located at
State, District, Sub district level. Lowest level of users access the
system from Block PHC and CHCs.

There is a serious gap between Content/services and the citizens
at large. Does your project solve the problem of digital gap and
content gap

Yes, in the manual practices users were performing duplication of
efforts due to non-availability of electronic mechanism of
transferring the information form one end to another end. Manual
forms whenever changed take a lot of time to reach to the root
level and their implementation. With the use of electronic system
if a change occurs as per the directions the reflection of changes is
available to all the users as soon as they were performed. Various
types of problems such as delayed reporting, manipulated reporting
etc., have been overcome with the help of PCTS. Using the mobile
number filled in the data set means that beneficiary can be contacted
directly by the officials confirming about the delivery of health
services and its quality which will act as the feedback for the officials
at various levels. Hence, PCTS has increased the reach and
minimizes the gap between administrative staff and beneficiary.

Is project sustainable and scalable? How?

Yes, the project is self sustainable. It is being operationalised by
the personnel of Medical Health & Family Welfare Department
from field locations. It can be scaled down up to village level and
can also be scaled up for implementation at national level across
all the states.
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Please explain your project users experience with your
technology/media services across platforms (radio/web/Music /
CDIDVD/PDF/mobile)

• Training has been imparted to all the authorized administrative
staff for using the website efficiently, for monitoring through
the online system.

• Users at various levels have adopted the system very fast and
. easily as the system has very simple graphical user interface
for the data reporting and generating reports from the system.

• Orientation of users is conducted time to time to inform about
the new amendments made in the system, to identify their
problems and their specific requirements if any.

• The overall experience of the trained staff is positive.

What is your Vision of Digital content for Development and how
do you think ICT (Information Communication Technology)
tools can be used towards this end at large?

Presently, the PCTS is serving as a simple management and
planning tool. Ithas online help document for ready reference and
also the contact details of the District/Block administrative officials.

Integration of SMS and IVRS services with the PCTS is in
progress. Using SMS/IVRS services in English/Hindi, registered
beneficiary and administrative staff would be informed at their
mobile/ telephone numbers about the important health service/
MCHN dates so that awareness increases at the root level and they
may utilize the health services provided by the department.



CHAPTER: 8

JAN MITRA:
(Single Point Public Service Delivery System on

PPP Model for Rural Areas)

Introduction

Urban areas and population, as compared to the rural ones, are
always in an advantageous position, in terms of benefits made
available to them, owing to frequent use and application of various
mechanisms and systems of science, technology and e-governance.
Rural population and masses, somehow, remain bereft of these
services due to their non-availability or poor-availability. The State
Govt. of Rajasthan has taken an initiative to benefit the rural people
by providing the facilities of science, technology and e-governance.
Implementation of Jan Mitra Project is an endeavour of this variety.

Jan Mitra is an integrated e-platform through which rural
population of Rajasthan can get desired information and avail of .
the various services related to different government departments
through the kiosks available near their doorsteps. This pilot Jan
Mitra Project was initiated at Jhalawar District which has been
successfully implemented. This project was undertaken with the
active support of Government of India under the UNDP initiative
in 2002.

To start with around 20 Jan Mitra kiosks were spread across
District Jhalawar which acted as service delivery points for the rural
masses. Inaddition to improving the public service delivery system,
one of the goals of the project was to help employment generation
and entrepreneurship development in the rural areas.

Objectives of the JanMitra Project

The objectives of the Jan Mitra project are in consonance with the
broad objectives of the State's Information Technology policy. It is
the State Government's stated policy objectives that IT shall be
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introduced at all points of contact between the Government and
citizens. The broad objectives of the Jan Mitra project are the
sfollowing :

• Building the system that can provide authentic, accurate, latest
and complete information to rural masses by means of IT
enabling mechanisms which are helpful in transforming the
functioning of multiple government departments during office
hours to perform their various duties and discharge their
different functions with "single window; anywhere, any time
" approach.

• Making citizens' life more comfortable by providing services
and information as per their requirement, comfort and
convenience.

• Establishing one-stop contact points (Computer Kiosks) for
citizens to access various Government services and obtain
information close to the doorsteps of villagers.

• Increasing accountability of various departments and bringing
about reforms in governance modes, methods and styles for
citizens' relief, convenience and comfort.

• Establishing self-sustainable transactions based on suitable
financing models by proactively involving private
entrepreneurs for opening kiosks on PPP model.

• Establishing an IT driven MIS at the District Collectorate
towards efficient and effective administration.

• Building a system of cooperative arrangements among District
Collectorate, subordinate offices, line departments, NGOs and
other units.

• The foremost objective of the project is not only to have suitable
location of centers for Government services at a single location,
but also to achieve seamless integration of services across
departments / sections. This system would not only assist and
help the public to make an access to the Government services,
but it will also help government officials by providing essential
information at an integrated place which consequently would
help in improving the internal efficiency of the Government
Departments and the bureaucracy.
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. Why JanMitra? : The Rationale

Far-flung, widely spread and heavily scattered rural habitations
poorly connected in terms of transport and communication, hinder
the free and frequent movement of the rural people. Consequently,.
the rural masses are not able to have free and frequent access to
utilize. the various facilities being made available to them by the
government. Arrangements therefore, should be made so as to
enable the rural masses to avail the government facilities and
services. Jan Mitra project is quite relevant in this context. The basic
interaction modalities and the rationale of introducing a project
like Jan Mitra is illustrated on the basis of the following points.

• Various matters pertinent to common villagers keep coming
to the government offices but due to lack of systematic retrieval
mechanism and sound information system, these matters are
either not attended in time or only selective matters are dealt
with and a lot more and big number of issues of common
villagers are often left unattended. With the introduction of
the e-mechanism of JanMitra, the situation has improved in a
substantial manner and the matters pertaining to villagers are
now being handled in a swifter and better manner.

• Due to illiteracy, ignorance and backwardness, the rural people
are often at a loss to decide about the ways and methods to
seek and obtain solution to their problems and, often they do
not know - What to do? How to do? Whom. to meet? Where to
apply? Whom to complain? and How to complain? A system
like Jan Mitra will help the villagers to remove their confusions
about the available solutions to their problems.

• The traditional manual system of tracking grievance for
seeking redress al, is not well customized. In this system,
redressal of grievances takes longer time and also a lot of time
is required to be spent even in finding the status of any
application. The manual method is a pretty cumbersome task.
The e-governance system of Jan Mitra is a good solution in
this context.

• There is an element of necessity for the public to physically
visit Government offices with disadvantage of one-to-one
contact. This can be eliminated, if instead of visiting several
different offices for services and information, the citizens can
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reach the Government functionaries through single contact
point like Jan Mitra.

• Personal visits of the citizens' to Government offices for
executing various transactions for disposal of their
applications, naturally overburdens the working system of
public oriented Government offices. Also many of the activities
are highly repetitive in nature - the same query, same form,
same contents and same problems. This leads to wastage of
time, as well as, money. Also, it causes frustration to the staff
as well as to the citizens. A mechanism like Jan Mitra being
electronic in nature is able to mitigate the above problems.

The quantum of office work has increased many fold due to
growth of population and also due to increase in the awareness
levels of people at large. Thus, by and large, manual system of
record keeping and monitoring under these circumstances will
not be sufficient. The system needs to be automated. The Jan
Mitra model in the service of rural masses will provide easy
solutions to various problems of the villagers and rural people.

•

• Supervisory and monitoring problems are due to either slow
movement of information or lack of non-availability of
information. The proper MIS system is the requirement of
Government Departments, not only for proactive redressal of
public grievances, but also to anticipate what kind of problems
may arise in the future. Thus the efficient MIS of Jan Mitra
has been developed for the benefit of the rural people and the
government functionaries.

Various Government Departments must have frequent
requirement of dissemination of information to rural masses
for implementing welfare schemes in various sectors like
health, education, development and employment etc. The
existing mediums for dissemination of information are costly
and time consuming. An economical solution is required to be
evolved. The Project of Jan Mitra has proved to be a highly
valuable solution in the contexts of rural Rajasthan.

The Government Departments are not able to derive the
benefits of latest technology due to existing processes of legacy
systems, i.e. nonexistent of internal computerization,
integration of databases etc. The experiment of Jan Mitra

•

•
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Project has proved to be a landmark in this context.

• The Government functionaries are not quite aware with the
latest technologies. IT orientation training is to be organized
at all levels of departments and even from the highest to the
lowest levels of officials/ officers for capacity building in terms
of development of human resources. This would help them in
understanding IT; identify its real and beneficial use for
common man and in creation of an atmosphere conducive for
the development of an IT culture. The e-governance model of
Jan Mitra for the aid and assistance of rural masses have
opened new venues and avenues in the aforesaid contexts.

Salient Features of JanMitra Model

Jan Mitra system has become very popular in the rural areas of
Rajasthan because of its unique features. This system has become
acceptable in the rural masses because of the following special
features of its operations and mechanisms.

• Computer based database - The storage and retrieval of
computer based data can be easily accessed by the stakeholders
for obtaining information and seeking solution for their
problems. Redressing of the citizens' grievances is easy, and
the availability of online forms for various purposes, would
make the execution of the requisite transactions easy and
convenient for the users.

• Image of IT enabled district - The electronically enabled
mechanisms and e-models would improve the image of the
concerned district and would be beneficial both for the
government departments as well as from the citizens' points
of view.

Transparency - Transparency is an essential element of good
governance. A transparent model is an ideal administrative
system as it keeps track of actions/reactions at the level of
government with regard to various issues and also on the
registered grievances of the people.

Accountability - On account of being an open and illustrative
system, Jan Mitra ensures accountability in governance at all
levels.

•

•

• District Information Management System - Comprehensive
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reporting system to monitor flow of grievances from grass root
level, and responsiveness of the online departments makes the
district information management system very effective,
efficient and citizen friendly.

• Acquaintance with modern technology - The information
kiosks, being supported by modern technological aids and
equipment are intended to be centers for the common-man to
access information technology and like-wise for government
to provide quality services to the citizens.

• Services at the doorsteps of villagers - Easy and fast
accessibility to Government services is the unique feature of
Jan Mitra owing to citizen service centre kiosks being located
at convenient and suitable places to provide comfortable access
and approach for villagers.

• Simple service availing procedure- Time, traveling expenses
and distances are curtailed substantially as the desired
information is available to the villagers in the citizen service
kiosks which are close to their habitations.

• Singlecontact point - Single Window System enables delivery
of a variety of information and availability of Government
services in an integrated manner at the citizen service kiosks
of the Jan Mitra.

JanMitra Software

Special features of Jan Mitra software system are as mentioned
below:

• Hindi Interface- Easy to use and understand software in Hindi
is used in the Jan Mitra system which makes the approach,
access, and utility of the system very convenient and user
friendly for the villagers.

• Batch Mode Provision - Facility of transactions between
District server and field Kiosks, with minimum telephone
connectivity time, makes the Jan Mitra system more
comprehensive, broad-based and attractive with regard to the
use and utilization of various services. Connectivity of field
Kiosk Computers with the main Server is not required during
registration of grievances and submission of online forms.
Connectivity is required only once or twice in a day to send or
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receive updated information from the server using
synchronization module.

• Structured Grievances - Department wise categorization of all
possible grievances has been made in the software which
makes their registration and follow-up grievances quite
systematic, scientific and user friendly.

• State Level Integration Aspects - Adoption of village census
codification pattern for database standardization across the
State isan integral part of the Jan Mitra software. This ishelpful
to generate State level MIS of grievances and application of
the concerned activities, whenever Jan Mitra system is
implemented in the concerned districts.

• Generalized Form Generator - Database features are used to
generate online forms for giving more flexibility to the system.
Different online forms can be generated as per the need and
requirements of the users. Availability of large variety of forms
is beneficial with regard to multiple activities pertaining to
villagers in the contexts of obtaining different types of services
concerning different government departments.

JanMitra Technology Model

Following picture depicts the JanMitra technology model,:.
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Jhalawar is the pioneer district in the context of implementation of
Jan Mitra Project. When this system was started in the district, a
computer server was setup at the District Collectorate, Jhalawar
for maintenance of central database. The Local Area network has
been established within theDistrict Collectorate to interconnect
computer nodes in the building. The information kiosks are kind
of small booths that are owned and operated by private
entrepreneurs on self-sustainable transaction based on financing
model. The Computer System at kiosk field offices and departments
access the central server through RAS/telephone lines.

A large variety of services to the citizens are provided through
the kiosk on payment basis to make the system self-sustainable.
The strength of these kiosks is in their commercial viability. Kiosk
owners are able to provide government services and various other
value added services including telephone, Internet facilities, and
computer training for rural people. Typing, SID booth, photocopier,
Fax facilities etc are also available in these kiosks. The kiosk model
has proved to be instrumental in generating employment for the
youth of the rural areas of the State. The kiosk has actually become
the e-Governance hub for the common man/villagers of the
concerned district.

Services available through Jan Mitra

Following Services are being delivered to the citizens through
JanMitra Network of Kiosks at Jhalawar.

e-Govemance services

(a) Public Grievance Redressal : For efficient redressal and
monitoring of public grievances through Jan Mitra, "Jan Mitra
Public Grievance Redressal Cell" has been set-up at the District
Collectorate. Villagers can submit their grievances either at any of
the 26 kiosks, or at the cell in the Collectorate.

(b) Classification of grievances: All possible kinds of grievances
are classified according to the Departments and nature of the
grievance. Each grievance has specific parameters. Public interface
is developed according to these parameters, so that villagers don't
need to explain every bit of grievance. Kiosk operator asks him/
her the questions according to the parameters and completes the
format of the grievance to be sent.
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(c) Feedback and follow-up: Those departments which have
the connectivity to the main server can connect daily with the server
and check the status of the grievances pending in their own
department, and their grievances pending in other departments.
Whenever any grievance comes, either it can be sent online to the
relevant quarter or a printout can be taken for being forwarded to
the concerned authority for necessary action. After necessary action,
reply is sent to the server, which can be seen on the monitor of the
kiosk. Those departments, which don't have the connectivity to
the server, receive grievances in the format of a printout from Jan
Mitra office. Grievances are forwarded to the corresponding
authority for necessary action. After necessary action, reply is sent
to L~eJan Mitra Office, where it is fed into the server. Applicants
can see the response from the kiosk.

(d) Online Applications Submission: Villagers can register
themselves for sending online applications. After the requisite
registration they specify the department and the application form
of their need and requirement. They provide personal details and
necessary details to fill up the form. Documents to be attached with
the forms are verified by the kiosk operator. After filling up and
sending the computerized form to the server, on spot i.e. "Mauka
Report" is generated at the kiosk. This report ifneeded can be signed
by the corresponding official Gramsevak/ Patwari / Sarpanch.

Those departments, which have direct connectivity to the
main server can connect daily with the server and can check the
online applications. If any application comes, they take the printout
of note sheet generated and forward it to the corresponding
authority for necessary action. After necessary action i.e.
cancellation of application/readiness of document, etc., reply is
sent to the server, which can be seen on the kiosk monitor.

(e) Provision of Land & Revenue records (Jamabandi): With
the technical help from National Informatics Center (NIC), it is
possible for the villagers to take the Khata nakal and Jamabandi
from the local kiosks.

(f) Ongoing development works: Villagers can get the details
of ongoing development works in their villages. These details
include implementing agency, sanctioned amount, work starting
date, expected date of completion of the work that can be obtained
from the local kiosks.
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(g)PublicDistribution System (Supply System):Villagers can
get the details of Fair Price Shops, monthly allotment of different
items to them; distribution by them and other related and relevant
information with regard to PDS.

(h)BPL (Below Poverty Line) List: Below Poverty Line List
is available at the kiosks, so that anyone can get the details of BPL
List of a specific village or an individual's details in this list.

(i) Citizens' charters of Government Departments: Citizen
Charters of various government departments are available at the
kiosks. Citizens can get the requisite information and even time
limits set for disposal of various kinds of government jobs.

(j) Immovable Property Rates (DLC rates): Immovable
property rates of land under various sub-registrar offices, approved
by District Level Committees are also available at the kiosks for
information and use of the citizens.

(k) Drinking Water Resources: Details of drinking water
resources of each village, which are used by PHED for water supply,
are available at the kiosks for the benefit, use and awareness of the
villagers.

Public Awareness services

i. Health Services Information: Health related information like
information on various diseases, symptoms and cure etc. is
available at the kiosks. Information about PHCs, hospitals and
other health service centers are also available on the Jan Mitra
kiosks.

11. Agriculture Information: Agriculture related information like
information on various crops is available at the kiosks.

iii. Governmentschemes:Citizens of the district can get the details
of various schemes of government departments with the details
of application procedure. Schemes of DRDA, NREGA, Zila
Parishad, Social Welfare Department, Agriculture department,
DIG, Irrigation, ICDS, PWD, PHED, Horticulture, RSRTC,
DPEP, DPIP, Supply Department, Health Department,
Horticulture, Cooperative. department, Small Savings
Department etc., are available online.

iv. Educational Information: Results of various District-level and
State-level boards are available online. Syllabus, admission
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procedures, career counseling etc are also available on
demand.

v. Mandi rates: Rates of various agricultural produces and
products, at the nearest agricultural produce centers (Mandis)
are available online through the Jan Mitra kiosks. Farmers can
use this information while selling their produce. Monthly
comparative rates and prices of various agricultural produces,
at the nearest agricultural produce centers (Mandis), are also
available online through the Janmitra.

Village to village services (V2V)

Information regarding various activities and functionaries of
various units like Gram Haat, Village event information, Message
Boards etc., are available at the kiosks of the Jan Mitra. This
information is useful in improving the interactive modes of these
units. Such sharing of information by these units is helpful in
providing adequate aid, assistance, co-ordination and co-operation
by these units to one another.

Management Information System (MIS) for District Collector

To keep an eye over the public grievance redressal system and
online applications status, an MIS has been developed as a sub
module of Jan Mitra. Various kinds of informative reports can be
generated from this module.
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Information flow in JanMitra System

(A) Public grievance redressal model
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Activity III: Generation of Note Sheet at Department
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Project Components

Following activities are taken up for initiating, setting up and
effective implementation of the Jan Mitra project:

• Need Assessment Survey: The survey is conducted to
determine the localized need of the villagers related with the
information and services of the Government.

• Formation of Jan Mitra Society: "JanMitra Society"hass been
formed for the successful implementation and effectiv
monitoring of the project. This society is responsible
coordination between District Administration, Depar
and Kiosks. It monitors the working of Kiosks.
Matters are also being handled by the society.

• Customization of Software: The Jan Mitra S
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has been designed and developed with two interfaces, one for
the citizens and the other for administration. The user-friendly
software was developed keeping long-term objectives in mind.
The batch mode provision was very effectively introduced to
win over communication related constraints. The standard
codification pattern is followed for future integration with
upcoming e-Governance Systems. Software has been
developed using latest technologies - Intranet/ASP /XML/
VB/SQL Server.

• Setting Up District Jan Mitra Server: The main Server is
installed at the Collectorate and Local Area Network has to be
established at offices in the premises of the Collectorate to
provide direct connectivity. The Remote Access Server is also
installed to establish dialup connectivity to remote
departments and kiosks.

• Selection of Nodal Officers from Departments: One nodal
officer is nominated from each department for effective
monitoring of grievances and applications of their
departments. Training of 5 days is given to these nodal officers
about the computer fundamentals and functioning of JanMitra
Software.

• Kiosk Owner Selection & Training:The open NIT is floated
under the banner of society for inviting applications for
opening of Kiosks in each Ward. The 8-days intensive training
program is organized to get these kiosk owners trained for
JanMitra Software. The kiosk-owners have to deposit one year
registration fees and an agreement has to be signed between
the JanMitra society and kiosk owner.

• DLOs Meetings, Workshops and Orientation Program: At
the district level, various meetings of all DLOs is arranged to
explain to them the concept of Jan Mitra, demonstrate to them
the features of the project and to make them ready for
providing full support to this project. A workshop and number
of orientation programs have to be arranged in various offices
for capacity building of Human Resources including campaign
for the publicity of JanMitra System.

• Implementation of the Project: The technical team of
RajCOMP visits each kiosk for making the kiosks operational.
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Project activities and roles

Execution of the Project

Activity Responsible Axency
1. Funding. DPIP, MP /MLA Fund,

State Budget / Gol
Support

2. Site Preparation at Districts District Admin/RajCOMI

3. Formation of local JanMitra District Administration
societies

4. Procurement, Installation, RajCOMP
testing of Hardware /
Application Software

5. Finalization of modalities for District Admin/Society /
Allotment of kiosks in each RajCOMP
District

6. Training to e-kiosk owners and District Admin/Society /
staff RajCOMP

7. Strengthening of Departmental Raj COMP /Departments
Back- End System

• Site Preparation

• Hardware procurement &
Installation

• Application Software for
Backend

8. Publicity of the System District Administration

9. Training to Departmental Staff RajCOMP /Society
for maintenance of Backend
Systems

10. Identification of New Services Admin/Soc/RajCOMP

11. Operationalising JanMitra at RajCOMP / District
Districts Admin/Society
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Post Implementation- JanMitra Centre

Activity Responsible AKency

1. Ownership of the centers District
Administration

2. Preparation and maintenance Departments IDistrict
of Databases. Administration

3. Design of operational RajCOMP ISociety
modalities.

4. Provision for operational Society
manpower.

5. Time-to-time Training. RajCOMP
6. Management of the centre. Society

7. Administrative control over District Administration
the Centre

JanMitra Kiosks

Activity Responsible AKency

Authorization of Kiosk District Administration
Ownership of the Kiosk Kiosk Owner

Infrastructure building for Kiosks Kiosk Owner

Computer & Communication Kiosk Owner
hardware

Application Software RajCOMP

Design of operational modalities. RajCOMP

Allotment of Kiosks Society

Manpower to man the Kiosk. Kiosk Owner

Training to Kiosk owner Ioperators. RajCOMP

Item Name Qty Unit cost Total Cost
(Rs.) (Rs. In Lacs)

Computing infrastructure 2 3,00,000 17.8
(High-end servers, desktops,
system software, printers,
etc.)

Project costing

Collector's Office
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Telephone lines on RAS 6 5,000 0.30

Site preparation (JanMitra 1.00
server room)

Customized software 5,00,000 5.00
including requirement
study and implementation
supportfortvvoyears

Capacity building & training 1.00
of officials to handle the new
system

Deputation of manpovver to 0.60
look after day-by-day
operational support for Six
Months

Awareness campaign, 1.50
advertising & publicity

Total project cost 27.20

Financial Implication for Setting-up One JanMitra Kiosk

Under the present model, local private entrepreneur has to carry
out the investments required for establishing JanMitra Kiosks. An
illustrative expenditure statement is given below:

Item Name Qty Estimated Estimated
unit cost Total Cost

(Rs.) (Rs. In Lacs)

Registration Fee 0.10

Computer System 1 30,000 0.30

80 Col Dot Matrix Printer 1 8,000 0.08

Telephone line 1 3,000 0.03

Furniture (table & chairs, etc. 4,000 0.04

** Total estimated investment for one Jan Mitra 0.55
Kiosk (in lacs)



CHAPTER: 9

CMIS:
Chief Minister Information System

Introduction

Democracy is an accountable, participative and empowering
process. The people is such a system while electing their
representatives, have great hopes and expectations that their
problems will be tackled by the public representatives with
adequate attention, sympathy and responsiveness. The
management and delivery of public policies and services, naturally
become more effective, and efficient if policies and their execution
are monitored competently at the apex level. To achieve this aim
and objective, a highly innovative electronic enabled system has
been introduced in Rajasthan which isknown as the Chief Minister's
Information System (CIMS). The basic purpose of this best practice
is that once the policies are framed, keeping in view the aspirations
of the people, an efficient execution of those policies, is one of the
greatest services that any government can render to its people.

Background

Economic development, welfare of masses, good public service
delivery system and redressing the grievances of the people are
the basic hallmark of good governance. All these objectives of good
governance can be achieved only when the monitoring, control,
supervision, feed-back and follow-up mechanisms at the apex level,
through the chief minister are effective and efficient. The traditional
modes and methods of control, supervision and monitoring are
slow, time-consuming and ineffective. The state of affairs at the
apex level, in terms of control, supervision and monitoring of
various projects, programmes and redressing the public grievances
have been improved to a great extent in the state of Rajasthan owing
to the e-enabled communication, dialogue and monitoring of the
field level activities. This new and effective best practice in the state
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of Rajasthan is known as CMIS e-samadhan.

Objectives

Main objectives of the CMIS e.5amadhan are the following:-

1. To facilitate effective monitoring of various departmental
works at the level of CM

2. To keep a watch over the progress of centrally sponsored
schemes

3. To obtain information about the progress of State schemes and
programmes.

4. To supervise the progress of externally funded projects.

5. To facilitate monitoring of budget.

6. To monitor the progress of district level programmes

7. To ensure feed-back and follow-up of the action taken on the
declarations made by the CM on various occasions

8. To redress the grievances and issues of the people.

Redressing the Public Grievances

The functions of the government today are so wide and diverse
that they touch upon various aspects of the citizens lives.
Consequently, the citizens are often subjected to harassment and
ill-treatment at the hands of unscrupulous bureaucrats. The humble
citizen is incapable of asserting his rights and privileges owing to
illiteracy, ignorance backwardness and poverty. The aggrieved
citizen often feels helpless in such situations. He will have to resort
to repeated petitions and would also be required to make even
personal approach to the concerned authorities. Ifhis efforts yield
no result, he would feel frustrated, disappointed and discontented.
This situation would naturally spoil the image of the government.
Every responsible and accountable government should therefore,
develop an effective and efficient system of redressing the public
grievances. For redressing the public grievances complaint cells,
RPG units have been established in almost all departments. Even
the State level Redressing the Public Grievance Department (RPGD)
is also available. Inspite of all these efforts, the grievances of the
people are not redressed in a proper manner. In the State of
Rajasthan, a new initiative called e-samadhan with the help of NIC
has been taken, wherein the grievance of the people are personally
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attended to at the level of CM through the mode of teleconferencing,
on a fixed date and time, and the progress obtained on each
complaint.

Effective and timely redressing of public grievances is an
essential pre-requisite of good governance and responsive
administration. Removal of public grievances or else minimizing
them to the least extent possible, has always been considered an
important aspect of the governing process. The State government
and the Central government always attach highest importance to
this aspect of their functioning. Governments always try to achieve
this aspect of their functioning by creating required machinery and
by devising systems and procedures for receipt and disposal of
public grievance as quickly as possible.

The State Government of Rajasthan has created a separate
organization namely Administrative Reforms and Removal of
public Grievances Department at the State level. The main functions
of the department are to enquire into the complaints against
employees of the departments of the State Government received
from public. Inorder to hasten the process of redressal of grievances,
State Government has created district/ sub-district level committees
for redressing public grievances. These committees are expected
to meet every month on a fixed date to hear public grievances.

The Removal of Public Grievances Department has been made
the Nodal department for monitoring the working of district
committees along with compilation and reviewing all the cases
disposed off by these committees. State Government has also
organized special campaigns from time to time for on the spot
redressal of public grievances keeping in view the large number of
complaints received at various levels.

Despite various circulars issued from time to time by AR
Department and creating multi-level machinery the number of
public grievances continue to remain high. Large number of
complaints are also received in CM's Office also. A Committee on
Redressal of Public Grievances headed by a cabinet rank Minister
is also engaged in all out efforts to redress the grievances of the
people on behalf of the CM through "Jan Sunwai" and through
internet by the CM with the help of a new mechanism called "CMIS
e-samadhan" .
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However, since public grievances relate to different
departments and agencies functioning in the district, the same have
to be referred to them. It has been found that this process often
takes a long time, and at times, delay is so much that the basic
purpose for which complaint was made also gets defeated. Hence
the Government has launch e-SAMADHAN CMIS which is a
computerized Grievance Redressal Monitoring System. The
programme is being implemented by District Administrative
Machinery at the district level, by SDOS at divisional level with
the help of NIC developed e.enabled system.

Looking to the problems of public in remote areas and to make
the process more transparent and responsive to the public, the CM
personally attends the CMIS programme e.samadhan, which is
organized on the last Saturday of every month through Video
Conferencing. In this programme the concerned District Collector,
Principal Secretary or Secretary concerned are present for the listed
grievances and the CM directly listens to the complainant and
discusses the complaint with the concerned officers through video
conferencing for immediate solution of the concerned grievance.
Many circulars and instructions have been issued from time to time
to make the system of CMIS e.samadhan quite effective and
functional. Five circulars dated 10.01.2007, 12.01.2007, 15.01.2007,
19.01.2007 and 02.02.2007 regarding implementation of CMIS e
samadhan system provide details about the operational mechanism
of CMIS e.samadhan

Operational Meachanism of CMIS e.samadhan

Detailed and well-elaborated instructions with regard to the CMIS
e.samadhan system have been issued by the Chief Secretary(C.S.)
of Rajasthan vide his letter No. P.4(9) RPG/ AS/F /06 Dated 10/1/
2007. This Circular and subsequent letters issued by the C.S.
describe in details the mechanism and operational modalities of
the CMIS e-samadhan system.

Some of the important operational procedures of this system
are the following:-

1. CMIS e.Samadhan system has been launched by the
State government of Rajasthan to effectively monitor the
public grievances and to obtain a feed back on the
specified matters pertaining to development, projects
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programmes and administrative matters at the apex
level of the government. The CM of Rajasthan in this
context makes a direct dialogue with the concerned
authorities and the complainants on the fixed date and
time. The day being the last Saturday of the month. If
last Saturday of any month happens to be a holiday,
the programme is to be organized on the following
working day.

2. Numerous complaints are received in the daily public
hearing (Jan sunwai) held at CM office and CM
residence. Also, a number of complaints are received
through the internet on cmo_rj@nic.in All these
complaints are sent for necessary action, redressing,
inquiry and report to the concerned officers,
departments and authorities. Out of the received ones
and the pending complaints, some complaints, on the
basis of, their urgency, nature and sensitiveness are to
be picked up for monitoring by the CM during video
conferencing sessions to be organized as part of the
CMIS e-samadhan programme.

3. The information about the complaint so selected will be
sent to the concerned secretary, collector and the HOD
on the website "http/ / esamadhan.raj.nic.in" developed
by the NIC or the information may be sent to the
concerned authority by fax. The concerned officer will
also be intimated with the date when the matter will be
taken up for video conferencing as part of the CMIS e
samadhan programme / session.

4. The principal secretary/secretary /DM to whom the
complaint has been sent will obtain a detailed report
from the concerned department on the contents of the
complaint and would send that report on line. In case, a
final report is not possible to be sent by 2 pm on the
fixed day, then an interim report in such case will be
sent with a tentative time by which the complaint in
question will be disposed off finally.

5. The complainants whose complaints have been selected
for the hearing and monitoring by the CM office for the
CMIS e-samadhan programme, will also be informed
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about this and they would be asked to remain present
in the collectorate by 3 pm for the video-conference
session of the CMIS e-samadhan programme. During
this video-conference session, in the presence of the
complainants, the grievances along with the reports
received from the principal secretary / secretary /D.M.
will be discussed with the complainants to ensure
whether his/their grievance(s) has(have) been redressed
or not and whether the decision/ view taken on his/ their
complaint(s) is proper or not.

6. The divisional commissioner, DM and the other relevant
and required district level officialswill all remain present
in the NIC video conference hall by 3 pm along with the
complainant whose matter is taken up in the CMIS e
samadhan session. All the members of the district
vigilance committee will remain present in the DM office
during that period.

7. All other principal secretaries, secretaries who are
considered relevant for the video conferencing in
question, will be informed about this so as to ensure their
presence for the CMIS e-Samadhan programme. All
other principal secretaries and secretaries will remain
present in their office chambers during this video
conference session.

8. Instructions will be issued during this video-conference
session for proper disposal of the complaint/matter/
grievance in question. Such instructions can be sent on
line to all the relevant officials and authorities.

9. The CM will regularly monitor and supervise the matter
of the complained in question till the matter is brought
to a logical and justifiable final conclusion and is
disposed off satisfactorily.

10. The DMs, however, will ensure that the meeting of the
District Vigilance Committee is held before the video
conference session of the CMIS e-samadhan, which is
organized at 3pm on the fixed date so that all concerned
are finally prepared to answer any question raised in
the video- conference.
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11. In addition to all the matters and complaints pending at
.the level of District-VigilanceCommittees, other matters
pertaining to all the projects, programmes and schemes,
related with the principal secretaries, secretaries and
DMs, which are currently in operation in their
jurisdictions and under their supervision may also come
up for discussion during the CIMS e-samadhan video
conference. All the concerned officers, therefore, should
be finally equipped to answer any question assuming
that any matter may be raised by the CM during the
video conference.All DLOS present in the video
conferencing should be fully prepared with regard to
all the administrative, development and regulatory
matters, so as to make an appropriate answer to any
question and query raised during the CIM e-samadhan
video-conferencing.

12. All the concerned departments and officers have been
provided with the NIC developed website facility for
obtaining connectivity with the CIMS e-samadhan
video-conferencing programme. The address of the
website is http://esamadhan.raj.nic.in. It is expected
that all the principal secretaries, secretaries, DMs and
other officers, who have been provided with the facility
of NIC website would regularly keep checking their
account by logging onto the website to know about
references which concern them. On the basis 'of this
information, they should be well prepared on all the
matters so that they are able to attend to all the queries
and questions raised during the video conference. All
the concerned officers are directed to remain present in
their offices and in the video conference hall on the day
of video conference. If however, someone is unable to
remain present in the video conference, he will have to
seek permission from the C.S. well in advance. Such
officials would also make proper alternative
arrangement for the video conference in their absence.

13. CMIS e-samadhan is a very important apex level
programme of the State government in the area of
redressing public grievance. It is meant to redress the



246 Expanding Horizons of Excellence

grievance on a regular, effective, speedy and quick
manner. This infact, is a comprehensive information,
feed-back and follow-up programme of the CM to obtain
progress and factual position on various matters
pertaining to developmental activities, administrative
matters, welfare measures, redressing public grievances
and, above all improving the overall public service
delivery system. It is therefore expected that all the
officers, principal secretaries, secretaries, DMs, District
level officers,HODs and others would pay serious
attention to all the important aspects of the programme
and would put in their best to fulfill the expectations
and objectives of this programme. All matters, therefore,
should be disposed off in time, in an appropriate and
\justified manner. If a matter has some how not been
disposed off in a positive manner, it should be reviewed
and all efforts should be made to dispose it off in a
positive manner.

14. In order to make this programme a grand success, it is
directed that meetings at the tehsil, block and field levels
should also be organized on the day of video conference
so that systematic, on time correct and complete
information is available for the logical conclusion of
various references pertaining to the CMIs e-samadhan
video-conference session.

15. All the DMs will adequately and properly appraise all
the DLOs, Tehsil and Block level officers etc with the
functional modalities, objectives and importance of the
CMIS e-samadhan system.

16. All the HODs will also issue instructions to their
subordinate units about this programme.

17. In order to make adequate preparation for the CMIS e
samadhan programme, it is expected that all the DMS/
ADMS/SDOS/DLOS will earmark half day, twice a
week to attend to the matters which are proposed to be
taken up for the CMIS e-samadhan programme.

18. All those matters, complaints and references which are
given a time frame for the disposal, should be disposed
off during that time period only.
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19. All the district vigilance committee meetings to be held
on the last Saturday of the month and those of the Sub.
Division Level to be held on the third Saturday of the
month will be punctually and regularly held in the light
of CMIS e.samadhan programme. If any Saturday is a
holiday, the meetings will be held on the next/ following
working day. The divisional commissioners will monitor
the compliance of the decisions taken in these vigilance
committee meetings

20. The agenda items of 20 point programme are an integral
part of this programme, therefore all concerned should
take action accordingly.

21. If any matter comes up in any vigilance meeting which
requires to be handled at the CM level, that matter may
be sent to the CMO.

CMIS, e.samadhan Website Orientation.

CM's e samadhan programme has a website. The address of the
website is http://esamadhan.raj.nic.in. It is an internal operated
system. Since this is an important website of the CM and it requires
to be operated by all concerned on the fixed dates or as and when
required. It is therefore expected that all concerned are competent
to handle and operate this website to achieve the objectives of the
CMIS e.samadhan programme. The principal secretary of Removal
of Public Grievance & Department has issued detailed instructions
for operating this website along with the steps required to be
followed for this purpose. By following these instructions one can
operate the website without any difficulty.

The instructions issued in this regard are the following:

(i) Open internet page or home page on your computer.

(ii) Type on the "address bar" either esamadhan.raj.nic.in
or http://esamadhan.raj.nic.in

(iii) Press Enter on the Keyboard. The page Chief Minister's
Online Grievance Redressal System will open.

(iv) One Pale Yellow bar just below the address bar will
appear with instruction"This site might require software
from:
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Centre for development of advance computing. Click
here to install" Please install the Active-x components.
After installing this Hindi font problem is removed from
the computer.

(v) Clickon the yellow-coloured third column Utility shown
on the bar by selecting the second option, "Change
colour setting" and change the background colour of
your choice to make the headings legible.

(vi) Bring the cursor on the first column "Login" where
categories of officers will appear in the combo box.

(vii) Click on the relevant category. Columns Login
please ...with User name & Password will appear. In
front of user name a bar showing name of Department
would appear. Browse the arrow at the right end and
click on your Department to select it.

(viii) Inthe next column enter your password "nimda' which
is common for all the Departments and click on
"submit"

(ix) A page showing details of grievances pending in your
account would appear which were sent by CMO.

(x) By double clicking a particular number, the grievance
ID number and description of the pending application(s)
would appear.

(xi) Bydouble clicking the Grievance ID Number full details
of the applicant would appear on the next page.

(xii) In the lower white blank box "Action History" as you
have to type your reply about the status of the
application. Then click on the Reply box shown at the
right end.

ri'



CHAPTER: 10

AARAKSHI:
e-Policing and Administration

Introduction

The police, in a democratic society, are expected to play the role of
benevolent defender of peoples' rights. They are required to act as
the guardian of social peace and public safety. With the
pronouncement of democracy, egalitarianism and welfare
orientation of the State, the imperative nature of police duties and
their over all functioning styles are bound to undergo a sea change.

The Preamble of the Rajasthan Police Act, 2007, stresses that
the functioning of police personnel needs to be professionally
organized to become service oriented. Police are required to be
free from extraneous influences and must be accountable to law.
They are also expected to become an integral part of the process of
good governance and should respect human rights of all people.
In a nut shell, the police in the contemporary contexts should
function as an effective, efficient, people friendly and responsive
agency.

The expected transformation of the police organization would
require the requisite introduction and initiation of the new
professional approach, change in attitudes and values along with
adoption of new functional styles, skills, modes and methods of
working. The police must free themselves from the age old, status
quo and conservative professional philosophy. In place, they should
adopt the new, dynamic, modern and progressive functional
philosophy. One of the important factors for this requisite
transformation, of course, is adoption, introduction and
implementation of e-policing styles and systems.

e-Policing: The New Professional Approach

e-Policing is the use of K'Ts to promote more efficient and effective
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functioning styles of police working. It facilitates more accessible
police services, allowing greater public access to police and making
the police organization and its functioning more transparent and
accountable. This would, in addition to other methods, involve
delivering police services to public via internet, computerization
and other devices of communication through e-Technological
communication information systems. e-Policing mechanisms aim
at increasing knowledge on relationships, decentralization, citizen
participation, transparency and grassroot interactions.

A large number of innovations and best practices involving
ICT tools have been introduced in Rajasthan Police to facilitate
speedy delivery of services and measuring performance to improve
policing processes in various areas of police working. The
computerization processes and projects under AARAKSHI have
obtained the form of best practices which go a long way in
improving the police performance, police image, public relations,
service delivery system which ultimately tend to improve the
overall efficiency, competence and performance of the police
department.

AARAKSHI: The Background of e-Policing System

Aarakshi, the new e-Policing project owes its existence to the budget
announcement made by the Chief Minister of Rajasthan during
2005-06 CM Budget Speech. The project was initially started with
the basic purpose to provide facility to people for making online
provision for registration of FIRs. The format developed as part of
the project for e-FIR application/registration was awarded as a
model for online e-Application/ registration of FIRs during the
9th National e-Governance conference in Feb. 2006. The
responsibility for developing further modules was later on assigned
to Rajcomp of the IT Department for developing a comprehensive
software with relation to various modules under the Aarakshi
Project. The State Crime Record Bureau(SCRB), Rajasthan was
designated as nodal agency on behalf of Rajasthan Police for making
the requisite data available to Rajcomp and to validate various
modules being developed by the Rajcomp as part of the Aarakshi
Project.

A comprehensive software was developed by the Rajcomp
for various e-Policing modules and the software was uploaded on
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4.8.2008 for public use and utility. Under the Aarakshi e-Policing
Project various modules have been prepared as Integrated District
e-Policing module and Integrated Solution module. Different e
Policing modules developed under the Aarakshi project have
proved to be the new and innovative best practices in relation to
police administration in Rajasthan. Various modules under the
Aarakshi project have links for the use of public, as well as, for the
official use by the police department. In addition to the public
modules there are large variety of functional modules for the use
of district administration, circle administration and police station
management. For the use of apex level, there are modules which
are useful for the administration at the level of police headquarters
and also for the use of Range level police administration. The "Info
from Public" link has following important modules for the use of
general public

1. Lodge complaint about crime

2. Complaint against Traffic Police

3. Complaint of misconduct/ misbehavior of police officer

4. Feedback

5. Human rights violations

6. Information about crime & criminal

7. Information about general public grievances/nuisance

8. Non registration of FIR

Configuration of the Aarakshi Project

Various e-Policing modules, applications and mechanisms are
covered by the comprehensive, inclusive and holistic Uniform
Resource Locators (URLs) of the Web Portal of the Aarakshi Project.
The Aarakshi Web Portal works on thirty seven police district
URLs, two commissionerate URLs and one Rajasthan Police URL.
Various modules of the Web Portal provide different contents for
different users as per their requirements. The software application
includes User Management and Role Management for security
issues.

The District level modules URL has three type of users (A)
District User (B) Circle User (C) Police Station User. However, the
Range users and other users are created on Rajasthan Police URL.
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All users, of course, have different links according to their rights.
Introduction, press release and other customized documents are
given on individuals URL. On the Web Portal of the Aarakshi there
are many applications developed. Some applications are developed
for public use and some are meant exclusively for the police
departments official use. The passwords for the official use are
protected and restricted.

Aarakshi Modules for Public Use

Following are the important modules of Aarakshi for the use of
general public. These modules provide help, assistance, information
and facility to the people with regard to various police related
activities which may affect or concern them.

I. General and Introductory module

II. Application Status

III. Criminal Information

IV. Downloads

V. Important links

VI. Information from public

VII. Missing person

I.General and Introductory module:

This module provide information about the police department to
the public. Earlier there was no mechanism which could provide
information to the people about the police department and its
activities. The community, thus, remained uninformed on various
important issues pertaining to the police department. The only
mode of information to the public was print media and electronic
media. The information provided by these methods was only
restricted to the day to day news items. With the introduction of
this module under the Aarakshi Project, a variety of facts,
information and developments regarding police department, which
may interest the public at large, are now available at the click of a
finger. This module covers the following aspects of police
department for the knowledge and information of people.

• About police

• Organization structure



Aarakshi 253

• Achievements

• Photo gallery

• Press release

II. Application Status:

This module of the Aarakshi Project pertains to verification of
various types which are required to be got done through the police
department. Before the introduction of this module, no facility was
available to the concerned person to know about the status and
progress of the police verification pending with the department.
Now, after the introduction of this module the person concerned
can track the progress,location and status of the police verification
concerning him. This application module has the following facilities
with regard to police verifications which can be availed by the
citizens, as and when required by them.

• Arms license verification

• Character verification

• Passport application status

• Police clearance certificate

III. Criminal's Information:

This module of the Aarakshi, e-Policing mechanism provide
information about criminals of various types for the information
and knowledge of public so that citizens are aware of the criminals
of their area and may provide help and assistance to police for
appropriate action against the concerned criminal. Following
categories of criminal are covered under this module

• History sheeters

• Most wanted criminals

• Standing warranty /proclaimed offenders/ absconders

• Suspects of untraced cases

• Wanted persons for various reasons

IV. Downloads:

This is a module which provides the facility of downloading the
requisite documents to be used for specified purposes. This facility
will help people to make an online application for recruitment and
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for making payments etc. This module provides the following
facilities

• Downloadable forms

• Important downloads

V. Important links

The Aarakshi Web Portal covers a variety of information to be
accessed by the people. For accessing each and every type of
information various links are provided. The user can go to the site
of important links, open them and may choose the link of his need
and choice for obtaining the required information.

VI. Information from public:

This is a very important module for the use of general public. On
the basis of this module any citizen can provide information or
lodge complaint about any crime. Complaints against traffic police
can also be made with the help of this module. In addition,
complaint can be made about the misconduct and misbehavior of
any police man with the help of this link. Even incidence of human
right violation can. also be reported and recorded on this link.
Information about crimes and criminals and also about general
public grievances and nuisance can be reported with the help of
this module. Complaints regarding non registration of FIRs can
also be made on this link. The facility provided for registration of
different complaints, grievances and information is very useful for
evoking peoples's participation in the police work. The citizens can
also obtain feed back on the reports made by them with the help of
this link.

VII. Missing person

This is an important part of this module which provides information
about missing persons of different types. People can help the police
department in tracing the missing persons and can also obtain
information about any person missing from their area. This link
has following category of missing persons

• Missing children

• Missing person
• Unidentified dead bodies

• Unidentified person found
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VIII. Other Miscellaneous Facilities of the Aarakshi Public
Module:

The open and accessible public user module of the Aarakshi system
has a number of other facilities which can be made use of by any
citizen. These facilities are the following:

A. Organisation Wings

• Crime

• District-Circle-Police Station

• Establishment Branch

• Planning & Welfare Branch

• Police Telecommunications

• Rajasthan Armed Constabulary

• State Special Branch

• Vigilance Branch

B. Rules/Guidelines/Circulars

C. Safety Tips

• For Foreigners

• For local residents

D. Telephone Numbers

E. Tender Information

F. Upcoming Events

G. Vehicle Information

• Recovered Vehicle

• Stolen Vehicle

H. Web Portal Management

• Nodal Officer

• Relevant Correspondence

Training•
Official User (Police) Application Modules of Aarakshi:

The official police user modules are operated with the help of
District Level URL and Rajasthan Police URL. District Level URL
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has three types of users. These are District User, Circle user, and
Police Station User. Range users and other users are created on
Rajasthan Police URL.

(a). District UserApplication: The Contents of the District
user application modules are following:

1) Application Status System

• Arm license
• Character Verification

• Passport Verification

• Police Clearance
• Reply Received From office for Passport

• Reports

• Search
• Visitor Entry

2) Breaking News

3) Category Wise Antisocial Elements
4) Change Password

5) Contact us

6) Create user

7) District News

8) Downloadable Form

9) E-Complaint

• FIR
• Grievance
• Reports

• Search
10. Enter /View Reports

• Master to Morning Report

• Morning Report
• Report for Pendency

11. Feedbacks

12. Home Page Message
13. Information About Crime

14. Mafia Report
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15. Nodal Officer Detail

16. Phone List

17. Phone List

18. Photo Gallery

• Add photo

• Photo Category
19. Press Notice

20. Range Wise Criminal Report
21. Send SMS

• Send SMS
• Send SMSto Nodal Officers

22. Stolen/Recovered Vehicle

• Match Vehicle

• Recovered Vehicle

• Stolen Vehicle

• Stolen Vehicle summary Report
23. Survey Reports

• Medium Available
24. SW/PO/299CRPC Report

25. Tender Information

26. Upcoming Events

27. Upload Files

28. User Manual

• Application Status System

• District Police

• E-Complaint

• Stolen Vehicle

29. Verify White List of Mobiles

(B)Police Station UserApplication:

The contents of the Police Station User Application are
following:

1. Change Password

2. Create Police Station Nodal Officer

3. Criminals/ Anti-Social Elements
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• Abduction/Kidnapping Related

• Cheating False Advertisement Releated

• City/Rural Transport related

• Dangerous persons

• Drug Related
• Extortion Related

• Fake Currency Related

• Gambling Related
• Human Trafficking Related

• Illegal Arms Related

• Land Related

• Liquor Related
• Loan/Vehicle Recovery Related

• Other Parking Related

• Parking Related
4. Enter /View Report

• Morning Report
• Report for Pendency

5. FirAddForm

6. Fir Report

7. Fir Update Status

8. History Sheeters Reports

9. History Sheeters

10. How to Add History Sheeters
11. PO

12. Standing Warrants

13. SW/PO/299CRPC
14. User Quety

15. Wanted Person Search

(C) Rajasthan Police User URL Applications:

Online crime managemen t through the mechanism of
supervision, control, feedback and follow up devices have been
provided for various levels through varied applications of Aarakshi
modules. Some of the important crime management applications,
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devices and modules of the Rajasthan police user URL are
following: '

(A). Morning Reports and Pendency Reports

(B). FIR Modules

(C) User Query Modules

(D) Standing Warranties/Proclaimed Offenders and
Absconders Data Modules

(E) Mafai / Criminals / History Sheeters / an ti-Social
Elements Information Modules

(A) Morning Reports and Pendency Reports:

(i.) Morning Reports:

Morning Reports are the important devices of police department
for obtaining latest and updated information on registration of
crimes and the state of pendancy thereof at different stages. In the
Arakshi system following modules are available with regard to
morning reports for obtaining feedback and follow up along with
the latest update on the state and situation of registration of crimes:
Master Morning Report, Morning Report and Morning Report at
Police Station Level. The present system of obt*~'1ingMorning
Reports isbased on the wireless system where the :ireless operators
exchange information and the information so col iected is compiled
and put up before the concerned officers. This system is time
consuming and is paper based. The Aarakshi s stern is a cyber

r. "
system where the computer operators feed the ~~~;nationin the
system which is available for instant use. The sc .~, . "lots of the
Aarakshi formats of these morning reports prav de an '-""~.v~w
with respect to each morning report. It is rele rn fb present a
preview of these screen slots of Morning Reports ~ -- ,

(A) Screen Slot of Master Morning Report

(8) Screen Slot of Morning Report

(C) Screen Slot of Morning Report at Police Station



(A) Screen Slot of Master Morning Report

Qija,iifhlJl,":!. wifiM· lil9--~'--

:113
135
iii
336
2ii4'"

NAGAR(CITV) KUTEGATE

NAGAR(ClTY) NAYA SAHAN

"AG""'(CITY) KOTWAtI

~ NAGA.R.(CffY.l MAtULA 'tHANA

SADAA SAnAA

SADAA JA! NAP.A:YAN:VYA$ COLONY

SADAA GAt4GA SAMAR

SADAR our4GARGA,_~

SA:DAR NAPA.SAR

I"J.~KARNS_AA U_lNKARANSAA

LUNI(.t\!mSAR ,IAMSAR.

LIJ«KARNSAR MMiAlAN

NOKHA PAtJJ:;:HU

NOt:HA KOLAY,AT

Nm::HA NQt<:HA.

NOKi-IA DESHOOK

JOS

4G7
,£)-- -_ ..

21>2
~i1v'---~-"--

111

114

'165

538
iI'--~"-- ._

~
~
~
~*l
IQ~.:;J
ii:i~jj
~~j

~
iUiidiiiIl
~
~j

~
iUP<iii.l
iUPdOi~1
~'l



(B.) Screen Slot of Morning Report



(C.) Screen Slot of Morning Report at Police Station N
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(ii) Pendency Report Modules:

Monitoring, supervision and proper control over the cases
underinvestigation are the effective and efficient tools of ensuring
speedy, fair, objective and competent crime management system.
The Aarakshi system provides various modules of monitoring the
progress of cases pending investigation at various levels. These
modules also serve as effective medium of providing effective
supervision over the cases pending under investigation. These
modules provide facilities for obtaining an over view of the cases
pending at the Range level, District level and at the police station
level. Specific module to view the situation at a particular level is
available on the one hand, and on the other a comprehensive view
of the over all pendency can also be obtained at the District, State
and Range levels.

These pendency modules provide an over view on all
pendancy situations and also on Range wise pendency position.
For obtaining a view on the District wise pendency position there
is a separate module in the system. A module is also available for
obtaining information on the pendency situation at the level of
police station also.

The screen slots of the formats of various pendency modules
provide an overview on the contents with regard to the cases
pending at each stage. It is pertinent to put up the screen slots of all
these modules for obtaining an over view of the Aarakshi system
with regard to monitoring and feedback on the pendency
mechanism.

D. Screen Slot of all Pendency Report

E. Screen Slot of Range wise Pendency Position

F. Screen Slot of District wise Pendency Report

G. Screen Slot of Police Station Level Pendency Position



(D) Screen Slot of All Pendacy Report

J



(E) Screen Slot of Range Wise Pendancy Position
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(C) FIR Modules:

FIR (First Information Report) is the basis and foundation of any
crime management system. This is more so with regard to
investigation and detection of crimes. For initiating any action with
regard to commission of a crime, a report about such occurrence
has to be registered at the police station. Looking to the significance
of FIR in police working, the Aarakshi system has made a number
of provisions with regard to FIRs. In addition to obtaining
information on various aspects of FIR, the Aarakshi system makes
a provision for registration of crimes online. This facility is unique
and innovative in the sense that it will save time and labour of the
effected party and would provide relief to the police people with
regard to the allegation made on them for not registering FIR on
the complaint of people.

Important modules of the Aarakshi system pertaining to FIR
are: FIR entry form, FIR reports District wise and police station
wise, provision for obtaining FIR update status, FIR report District
wise and search provision for FIRs. The screen slots of these
modules would provide an overview on the contents of each of
these module pertaining to FIR. It is pertinent to provide screen
slot of these modules, which are following:

a. Screen Slot of FIR Entry Form

b. Screen Slot of FIR Report-District wise Police Station

c. Screen Slot of FIR Update Status

d. Screen Slot of FIR Report- District Wise

e. Screen Slot of FIR Status Report

f. Screen Slot of Search FIR

g. Screen Slot of FIR- Date wise Report



(H) Screen Slot of FIR Entry Form
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(I) Screen Slot of FIR Re port - District Wise Police Station N
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(J) Screen Slot of FIR Update



(K) Screen Slot of FIR Reports District Wise





(M) Screen Slot of Search FIR
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(N) Screen Slot of FIR Date Wise Report
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(C) User Query Modules:

There are a number of applications / modules in the Aarakshi system
which are open and accessible to public at large. These applications
can be used by the citizens/users for putting their query and also
for obtaining the feedback and progress on the issues pending with
police. Following are the modules in this context. The screen slots
would provide an overview about the use and utility of these
modules

a. Screen Slot of Entry Form of User Query

b. Screen Slot of User Query Form View

(0) Screen Slot of Entry Form of User Query



(P) Screen Slot of User Query Form View

User Query View

<..
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(D) Standing Warranties, Proclaimed Offender and Absconders
Modules: The criminals, who have not been arrested in the cases
proven against them and who are untraceable, are declared as
standing warranties, proclaimed offenders and absconders. Arrests
of such persons are required to be made in the interest of justice
and for keeping peace and order in the society. Arrest of such person
is possible only when constant chase is made and a track is
maintained on their movements and whereabouts. In order to keep
a track and maintain a chase on the missing persons constant efforts,
on the basis of records and facts, are made by police. Cooperation,
help and assistance of public in this regard is also very important
in making the police efforts fruitfuL

In the Aarakshi system adequate arrangements have been
made to keep proper record of such underground and untraceable
criminals so that concrete efforts are made by police for their early
and timely arrest. Following applications with regard to such
criminals are available in the Aarakshi system.

• Standing warranty Entry Form

• PO Entry Form
• Absconders Entry Form
• SW/PO/CrPC 299 Report
• SW/PO/CrPC 299 Report- Residence wise
• SW/PO/ Absconders-Crime type wise Report
• SW/PO / Abscounders-Date of Declaration
• Wanted Persons Search

(E) Mafia/ Criminals/History sheeter/Anti-Social Elements
Modules

Like the Untraceable and underground criminals information/
application modules, the Aarakshi system also has various
applications to monitor the activities and movements of the active
criminals like mafia of various types, active criminals, history
sheeters and anti -social elements. Following modules with regard
to such criminals are available in the Aarakshi e-Policing system

• Mafia Entry Form
• Category wise anti social element
• Mafia wise report
• History sheeter report



Aarakshi 279

• Range wise criminal report
• Range wise mafia report
• Search anti-social and mafia

Impact Analysis, Evaluation and Assessment of the Aarakshi Best
Practice

Before the introduction and execution of the Aarakshi e-Policing
system, most of the police functions, at all levels used to be
performed in the traditional manual manner, either on the basis of
paper official procedure or on the basis of personal visits and
instructions. After the introduction of this system a number of online
operations and functions make it possible to issue instructions and
obtain progress and feedback on important issues with the help of
e-Policing application modules with anywhere, everywhere and
anytime option. The traditional methods used to be slow,
stereotyped and time consuming, whereas the new e-Policing
modules are fast, dynamic, time saving and user friendly.

Rajasthan is one of those few States in the country which have
initiated e-enabled police working in various official and citizen
related areas. In fact, Rajasthan police is the first organization of
the country to have initiated and developed formats for providing
online facility to citizens for registering FIRs.

The configuration, design, modules, applications and the
operational orientations of the Aarakshi e-policing administration
system are unique, innovative and progressive in terms of their
interactive nature, connectivity and operational comfort. With the
introduction of this e-enabled IT system, the police personnel and
the police units have become more dynamic, speedy, automatic
and citizen friendly. Police-public relations and people participation
in the police work have improved in a big way. The police
organization which was considered a closed, conservative and
alienated department, has now become a more open, transparent,
accessible, accountable and people friendly organization due to
the application of Aarakshi e-policing system. Because of these
features, the scalability and replication potential of this system are
of high order. It can, therefore, be replicated at all or any level of
police department because of its qualities of speed, efficiency and
its modern, technological and progressive orientations.


