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Efforts : Central Govt. Level to Dist. Level

 Administrative Reforms commission established34 com.

 Citizens’ Charter.. “ Sevottam”

 Some Acts and Statutes..

…. RTI, RTE, Guarateed Service  

Delivery,  [RGDSA]  RHA ,TPPA, etc

 E- Governance… service delivery booths,E-Sugam [Now 

SAMPARK],

 Mechanism at Distt Adm level and at the level of line 

departments for Grievance Redressal



RAJASTHAN GUARANTEED DELIVERY OF 
PUBLIC SERVICE ACT, 2011



Introduction

 Enacted to ensure the delivery of Public
Services to the citizens in a transparent,
timely, efficient and responsible manner.

 Currently 167 important services of 20
departments are incorporated in the Act.

 Came into force from 14 November 2011



Preamble

Delivery of Certain Services to the
people of the state:

1. by public authority

2. Within stipulated time limits

3. For the matters connected
therewith and incidental thereto



Public authority means:

State Government

Any body / authority established by
law

Controlled or substantially financed
by Government



Stipulated time 
(As per notification 5. 10. 2012)

Starts from the date, the application
submitted to the designated officer.

 It should be duly acknowledged.



Application

Designated officer within stipulated
time - either provides the service or
rejects the application

Record the reason of rejection

 Inform the applicant



Appeal

If service is rejected or service not provided
within time –

 First appeal within 30 days from the date
of rejection or expiry of time

 If appellate authority is satisfied, he may
admit appeal after 30 days also.

May order to provide service or reject the
appeal (within 21 days)



Appeal….

 Second appeal within 60 days

May provide the service or reject [ flaw]

 Second appellate authority may impose a
penalty along with the order to provide
service



Appeal…..

First and second appellate authority –

 Same powers as vested in civil courts
while trying the suits under CPC

 For summoning the persons

 For production of documents and
inspection



Penalty

If Designated officer has failed to
provide service:

 Lump sum penalty of minimum Rs.
500/- and maximum Rs. 5000/-

If designated officer has caused delay:

Rs. 250/- per day but not to exceed Rs
5000/-.



Penalty….

 Penalty recoverable from salary of the designated
officer

 Recovered amount may be given to the applicant
as compensation by second appellate authority

 Designated officer will be given a reasonable
opportunity to be heard

(Same procedure applied by second appellate authority for first appeal officer )



Penalty…….

If designated officer or first appeal officer
has failed to discharge the duties
assigned under the act

Second appellate authority if so satisfied,
may recommend disciplinary action also
against them.



Revision

Designated officer or first appellate
authority aggrieved by the order of
second appellate officer’s order;

may make an application to the
nominated officer (i.e. Secretary of the
department) within 60 days

No action if any thing done in good faith



Department wise status



Department wise status (contd..)



Department wise status (contd..)



Awards for Rajasthan



Awards for Rajasthan



Some Further Steps (Policy or 

otherwise

 Role of Govt- whether a policy maker / regulator 

or a service provider

 More emphasis on online application system

 More emphasis on Motivational approach than 

penalty based provisions

 Reasonable Time for deciding second appeal



Impact Study by DARPG & RIPA



Impact Study by DARPG & RIPA



Impact Study by DARPG & RIPA



Impact Study by DARPG & RIPA











RAJASTHAN RIGHT TO HEARING ACT, 
2012



PUBLIC 

AUTHORITY

Any Authority/body/  institution 
established or constituted by 
or under any law made by the 
State Legislature and owned, 
controlled or substantially 
funded, directly or indirectly, 
by the funds provided by the 
State Government. Section 2 (e)

Includes State Government and 
its departments 



Public Hearing  Officer

An Officer notified by the State Government 
under section 3---

( 1)  Panchayat PHO—Patwari for Revenue Matters/  
[ gram sewak for other matters]         FirstAA–
Tehsildar/– SecondAA– SubCommittee of 
SubDivision Public Grievance Cum Vigilence
Committee constituted by the State Govt.

(2) Tehsil – Tehsildar for revenue matters / BDO for 
other matters  [ appeal to SDO for both] 



Complaint

Any application made by a Citizen or group of

citizens to  Public Hearing Officer for seeking any

benefit or relief relating to any policy, programme

or scheme run in the State by the State Government or 

Central Government.



Right to Hearing

An opportunity of hearing provided to the citizens

on a complaint within the stipulated time limit and

right to get information about the decision made in

the hearing on the complaint.



Information and Facilitation Centre

Sec 5

Information and Facilitation Centre, including

customer care centre, call centre, help desk and

people’s support centre to be established under      



Stipulated Time Limit

Maximum time allowed to….

the Public Hearing  Officer for providing an 
opportunity of hearing on a complaint 15 days ,

to the appellate authority or the second appellate 

authority for deciding any appeal, 21 days

for communication of   the decision on such complaint 

or appeal 7days 



PUBLIC 

AUTHORITY

Section 3(f)

FIRST APPEAL OFFICER
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vf/kdkjh
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Section 3(g)

SECOND APPELLATE 

AUTHORITY

•f}rh; vihy 
izkf/kdkjh

NOMINATED OFFICER

Section 8

•Ukketn 
vf/kdkjh 



• fu;r le; lhek (stipulated time limit) 

ds Hkhrj fdlh ifjokn (Complaint) ij 

ukxfjdksa dks iznÙk lquokbZ dk dksbZ volj vkSj 

ifjokn ij lquokbZ esa fd;s x;s fofu’p; ds ckjs 

esa lwpuk izkIr djus dk vf/kdkj gSA 



• ljdkjh dk;kZy; ;k fudVLFk dsUæ ij 

f’kdk;r o leL;k laca/kh ifjokn iz:i 

la[;k&1 esa ntZ djkus dh O;oLFkk dh x;h 

gSA fdlh Hkh Lrj ;kfu  ifjokn dh lquokbZ] 

izFke vihy] f}rh; vihy vkSj iqujh{k.k ij 

fdlh Hkh ifjoknh dks dksbZ Qhl ugha nsuh 

gSA 



• fu;r le;&lhek ml rkjh[k ls izkjEHk gksxh ftldks dksbZ 

ifjokn yksd lquokbZ vf/kdkjh (Public Hearing Officer) dks ;k 

ifjokn izkIr djus ds fy;s mlds }kjk izkf/kd`r O;fä dks 

Qkby fd;k tkrk gSA ifjokn dh izkfIr dh lE;d :i ls 

iz:i la[;k&2 esa vfHkLohd`fr nh tk;sxhA izR;sd 

ifjokn ij yksd lquokbZ vf/kdkjh ,d fof’k"V jftLVªhdj.k 

la[;kad ¼;wfud uEcj½ fn;k tk;sxkA ;g la[;kad lHkh 

Lrjksa ij ;kfu ifjokn dh lquokbZ] izFke vihy] f}rh; 

vihy vkSj iqujh{k.k esa iz;qä fd;k tk;sxkA



Services Services Services Services Services Services Services Services
Services Services Services Services Services Services Services
Services Services Services Services Services Services Services
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Services Services Services Services Services Services

Public Authority

Public 
Hearing 
Officer

Complainant

Complaint in Form 
No. 1 or Plain Paper

ifjokn
h 

•Ykksd lquokbZ 
vf/kdkjh

Unique Registration 
Number

Acknowledgement 
in Form No. 2



• fu;e 5 ds }kjk ifjokn lacaf/kr ugha gksus ij 

yksd lquokbZ vf/kdkjh dks ifjokn vUrj.k  Dh 

O;oLFkk dh x;h gSA 



• izR;sd yksd lquokbZ vf/kdkjh ifjoknksa dh 

lquokbZ ds fy;s lIrkg esa de ls 

de 2 fnu fu;r djsxk vkSj vius 

dk;kZy; ds lwpuk iê ij iz:i la[;k&4 

esa mls vf/klwfpr djsxkA 



• ifjokn dh izkfIr dh rkjh[k ls 15 fnu 

esa ifjokn dh lquokbZ vkSj fuiVkjk 

djuk gksxkA



• f’kdk;rdrkZ ds fuokl LFkku ds 

fudVre LFkku ij lquokbZ dh 

O;oLFkk dh x;h gSaA



• ifjokn [kkfjt djus ij dkj.k 

fyf[kr :i esa Li"V djus gksaxsaA



• f’kdk;r@ifjokn ij fy;s x;s fu.kZ; 

dh lalwpuk 7 fnuksa esa nsuk vfuok;Z 

gSA 



• dkuwu LFkkuh; fudk;] Lok;Ùk’kklh 

laLFkk,a] fuxe] cksMZ] dkWjikjs’ku ,oa 

fo’ofo|ky; ij Hkh ykxw fd;k x;k 

gSA



• foHkkx dk yksd lquokbZ vf/kdkjh r; le; esa 

ifjoknh dks lquokbZ dk volj nsxkA bldh 

lwpuk yksd lquokbZ vf/kdkjh dks vius 

dk;kZy; ds ckgj cksMZ ij cMs cMs v{kjksa esa 

yxkuh gksxhA 



• vxj fdlh yksd lquokbZ vf/kdkjh us lquokbZ ls 

bUdkj fd;k rks ifjoknh vlUrq"V gksus ij izFke 

vihy vf/kdkjh (First Appellate Authority) 

dks vihy dj ldsxkA

• izFke vihy izkf/kdkjh yksd lquokbZ vf/kdkjh dks 

mlds }kjk fofuZfn"V le;kof/k esa ifjoknh dks 

lquokbZ dk volj iznku djus dk vkns’k ns ldsxk 

;k vihy [kkfjt dj ldsxkA



vf/kfu;e dh eq[; fo’ks"krk,a 

izFke vihy izkf/kdkjh dks vihy Qkby fd;s 

tkus dh rkjh[k ls 21 fnu dh lhek esa vihy 

dk fuiVkjk djuk gksxkA



• ÁFke vihy vf/kdkjh ds fofu’p; ds fo:) 

f}rh; vihy izkf/kdkjh (Second 

Appellate Authority) dks 30 fnu ds Hkhrj 

vihy dh tk ldsxhA



• ÁFke vihy vf/kdkjh o f}rh; vihy 

Ákf/kdkjh dks fdlh vihy dk fofu’p; 

djrs le; flfoy ÁfØ;k lafgrk] 1908 

ds v/khu flfoy U;k;ky; dh 'kfä;k¡ 

gksxhA 



• 'kkfLr vf/kjksfir djus ds lEcU/k esa f}rh; vihy 

izkf/kdkjh ds fdlh vkns’k }kjk O;fFkr yksd lquokbZ 

vf/kdkjh ;k izFke vihy izkf/kdkjh ml vkns’k dh 

rkjh[k ls 60 fnu dh dkykof/k ds Hkhrj jkT; ljdkj 

}kjk ukefufnZ"V vf/kdkjh ;k izkf/kdkjh dks iqujh{k.k 

(Revision) ds fy;s vkosnu dj ldrk gSaA 

ukefufnZ"V vf/kdkjh ;k izkf/kdkjh fofgr izfØ;k ds 

vuqlkj vkosnu dk fuiVkjk dj ldsxkA 



• jkT; ljdkj us vius vius 

foHkkxksa ds izHkkjh lfpoksa dks 

iqujh{k.k izkf/kdkjh ds :i esa 

ukefufnZ"V fd;k gSA 



• ukefufnZ"V yksd lwpuk vf/kdkjh] izFke vihy 

vf/kdkjh] f}rh; vihy vf/kdkjh ,oa iqujh{k.k 

vf/kdkjh ds dk;kZy;ksa esa leLr fjdkWMZ fu;e 19 

esa of.kZr iaaftdkvksa esa la/kkfjr fd;s tk;saxsA



• Jurisdiction of this act does not

extend to the grievences related to

service matter of public servant, or

relating to any matter in which any

court or tribunal has jurisdiction.

(Now RTI act and RGDPS act are

not excluded from the purview of

this act) (original provision of this effect deleted)



• vf/kfu;e esa lwpuk vkSj lqxe dsUæ (Information 

and Facilitation Centre)] xzkgd lsok dsUæ 

(Customer Care Centre), dkWy ls.Vj (Call 

Centre), gSYi MsLd (Help Desk) vkSj tu 

lgk;rk dsUæksa (People’s Support Centre) dh 

LFkkiuk fd;s tkus ds izko/kku gSA

• ;s dsUæ ’kgjksa ls ysdj iapk;r Lrj rd [kksys tk;saxsaA 



PUBLIC 

AUTHORITY

PUBLIC HEARING OFFICER

Section 3(C)

Notifies

Ykksd lquokbZ  
vf/kdkjh

•vf/klwfpr



Ø-l- yksd lquokbZ vf/kdkjh ÁFke vihy 

Ákf/kdkjh

f}rh; vihy 

Ákf/kdkjh
1 vfrfjä lEHkkxh; jktLo ekeyksa vkSj 

[k.M vk;qä ds dk;kZy; ls lacaf/kr 

vU; ekeyksa ds ifjoknksa ds fy;s

lEHkkxh; vk;qä jktLo e.My@lacaf/kr 

izeq[k lfpo

2 lacaf/kr foHkkxksa ds 

{ks=h;@[k.M Lrj d vf/kdkjh muds 

foHkkxksa ls lacaf/kr ifjoknksas ds 

fy;s

lEHkkxh; vk;qä foHkkx dk izHkkjh 

lfpo



Ø-

l-

yksd lquokbZ vf/kdkjh ÁFke vihy 

Ákf/kdkjh

f}rh; vihy 

Ákf/kdkjh
1 vfrfjä dyDVj ,oa vfrfjä 

ftyk ftyk eftLVªsV jktLo 

laca/kh ifjoknksa ds fy;s

ftyk dyDVj ,oa 

ftyk eftLVªsV

lEHkkxh; vk;qä

2 eq[; dk;Zikyd vf/kdkjh 

ftyk ifj"kn~ iapk;rh jkt 

,oa xzkeh.k fodkl foHkkx 

lacaf/kr ifjoknksas ds fy;s

ftyk dyDVj ,oa 

ftyk eftLVªsV

lEHkkxh; vk;qä

3 vU; foHkkxksa ds ftyk Lrj 

ds vf/kdkjh muds vius 

vius foHkkxksa ls lacaf/kr 

ifjoknksa ds fy;s]

{ks=h;@[k.M 

Lrj ds 

vf/kdkjh

lEHkkxh; vk;qä



4 eq[; dk;Zikyd vf/kdkjh ,oa 

vk;qä uxj fuxe] uxj fuxe ls 

lacf/kr ifjoknksa ds fy;s 

egkikSj] uxj 

fuxe

izHkkjh lfpo] 

LFkkuh; Lok;Ùk 

foHkkx

5 vk;qä] uxj ifj"kn~ ls 

lacaf/kr ifjoknksas ds fy;s

lHkkifr] uxj 

ifj"kn~

jkT; ljdkj }kjk 

xfBr ftyk yksd 

f’kdk;r ,oa lrdZrk 

lfefr dh mi lfefr

6 dk;Zikyd vf/kdkjh o uxj 

ikfydk cksMZ] uxj ikfydk 

cksMZ lacaf/kr ifjoknksa 

ds fy;s

v/;{k] uxj ikfydk 

cksMZ]

jkT; ljdkj }kjk 

xfBr ftyk yksd 

f’kdk;r ,oa lrdZrk 

lfefr dh mi lfefr



Public Hearing Officer

First Appellate Authority  

Second Appellate Authority 

MECHANISMS FOR HEARING

Nominated  Officer 



2nd Administrative Reforms Commission also addressed

this issue very emphatically.

In its 12th report entitled ‘Citizen Centric

Administration –the Heart of Governance’ it was

specially mentioned that the basic principle of

Grievance Redressal is that the citizen should be able to

take recourse to a mechanism to have the grievance

redressed. The mechanism should be well publicized,

easy to use, prompt and above all, citizen must have

faith that they will get justice from it.



RAJASTHAN TRANSPARENCY 

IN PUBLIC PROCUREMENT 

ACT, 2012 & RULES, 2013



Need for this Act

 Earlier procurement in Rajasthan was 

governed by administrative rules and 

procedures which only attracted departmental 

action in case of violation

 resulted in a situation where mechanism for 

dispute resolution became difficult and this 

denied any recourse in wake of complaints of 

unfair & arbitrary decisions



OBJECTIVE

 maximizing economy and efficiency,

 promoting competition among suppliers

and contractors

 providing a fair and equitable treatment,

 ensuring transparency and fairness in the

procurement process and

 promoting the integrity of, and public

confidence in, the procurement process



Coverage & Extension 

 Covers all procurement carried out by all public

procuring entities such as State departments, public

sector enterprises, Constitutional bodies

 5 types of procurement methods are prescribed –
 (1) open competitive bidding,

 (2) limited bidding,

 (3) single source procurement

 (4) two stage bidding and

 (5) electronic reverse auction



State Portal/website

 Website portal http://sppp.rajasthan.gov.in/ has 

been created to enable people to know about the 

activities of public procurement of goods, works 

and services

 It is single point to various State Government 

Deptts. / Organizations for posting matters relating 

to public procurement

http://sppp.rajasthan.gov.in/


RIGHT OF CITIZENS FOR TIME BOUND DELIVERY 

OF GOODS AND SERVICES AND  REDRESSAL OF 

THEIR GRIEVANCES BILL, 2011



Highlights

 Public authority is required to publish citizen’s

charter within 6 months

 Grievances are to be redressed within 30 working

days

 Grievance may be related to (a) citizen charter (b)

functioning of public authority (c) violation of law,

policy or scheme

 Penalty upto Rs. 50,000/- may be levied upon the

responsible officer



Highlights (contd…)

 To establish central and state grievance redressal

commissions

 Each commission would consist chief commissioner

and upto 10 commissioners

 Suo moto mechanism of commissions



FURTHER MARCH TOWARDS GOOD 
GOVERNANCE



Governance

 Governance means

➢ the process of decision making

➢ and the process by which decisions are

implemented (or not implemented),

➢ by exercising political authority

➢ and the use of institutional authorities to manage

societies’ problems and affairs.



Governance - Good 

 Good Governance is a nation-state in which its people

lead peaceful, orderly, reasonable, prosperous and

participatory lives.

➢ UN Economic & Social Council, World Bank and IMF

envisaged some basic principles to be adopted by any

democratic country for good governance – --



Characteristics of good 

governance

1. Accountability

2. Rule of Law

3. Transparency 

4. Responsiveness

5. Participatory

6. Equitable and inclusive

7. Effective and efficient

8. Consensus oriented



Administrative Reforms 

Commission

 Citizen centric administration

 Accountability

 Professionalism with stability of tenure

 Insulating civil servants from undue political interference

 Promoting ethics in administration



Challenges in Good Governance

1. Corruption

2. Politicization of administration

3. Criminalization of politics

4. Weak democratic institutions

5. Absence of meritocracy

6. Want of independent and vibrant media

7. Attempts to ignore the rule of law

8. Lack of commitment towards national values and
administrative ethics



Concept of good governance in 

ancient India 

 Rajdharma as code of conduct i.e. rule of law superior to

the will of the ruler

 Kautilya’s categorical pronouncement of the principles of

good governance

 NeetiSaar-Shukracharya, Anushashan Parva, Mahabharat

,Tirukural ofTiruvalluver etc



Daslakshan and DandVidhan of a 

Ruler

Dhrati Kshama Damah Astey, 

Shaucham Indriyanigrahah,

Dhihi vidya satyamkrodah,

Rajasya daslakshanam !

Dandohi su mahattejo,

Trikonaabhi vardhate,

Kamatma vishamah kshubdho,

Dand nev nihanyate !



Efforts : Central Govt. Level to Dist. 

Level  

 Administrative Reforms commission..34 com.

 Citizens’ Charter.. “ Sevottam”

 Some Acts and Statutes..

…. RTI, RTE, Guarateed Service  

Delivery, TPPA, etc

 E- Governance… service delivery booths,E-Sugam,

 Mechanism at Distt Adm level and at the level of line 

departments for Grievance Redressal



Public grievance redressal 

Grievance is a wrong or hardship suffered,

whether real or supposed, which forms legitimate

grounds of complaint.



Need for Public Grievance Redressal

 India is a welfare state.

 The spirit of our Preamble is – “We, the people of

India, …….. give to ourselves this Constitution.”

 There are Constitutional Obligations in this regard.



Need (Contd..)

 Article 21 of the Constitution of India provides that

no person shall be deprived of his life or personal

liberty except according to procedure established

by law.



Guiding Light from our history

 Our scriptures are based on the concept of “Praja

Sukhe, Sukham Ragyam”

 Vikramaditya, Ashok, and Krishna Deva Rai

continued this legacy in word & spirit

 Gandhian Charisma – Mahatma Gandhi advocated

very strongly for such right to be vested in common

man



Efforts at Central Level



Efforts at Central Level

 Administrative Reforms Commission was set

up by the Government of India in 1966. Apart

from other matters, it also opined on Public

Grievance Redressal System –

 “An institution for redress of grievances must

be provided within the democratic system of

government. It has to be an institution in which

the average citizen will have faith and

confidence and through which he will be able

to secure quick and inexpensive justice”.



Efforts at Central Level (Contd..)

 2nd Administrative Reforms Commission also
addressed this issue very emphatically.

 In its 12th report entitled ‘Citizen Centric
Administration –the Heart of Governance’
it was specially mentioned that the basic
principle of Grievance Redressal is that the
citizen should be able to take recourse to a
mechanism to have the grievance redressed.
The mechanism should be well publicized, easy
to use, prompt and above all, citizen must
have faith that they will get justice from it.



Efforts at Central Level (Contd..)

SEVOTTAM –

 Latest mechanism evolved as a framework for

bringing excellence in public service through –

1. Citizen’s Charters

2. Public Grievance Redressal-Holistic view

3. Capacity Building and Service Delivery

Capability



Efforts at Central Level (Contd..)

 Lokpal & Lokayukta

 Central Vigilance Commission

 New Acts about to come in force:

1. Grievance Redress / Citizen’s Charter Bill, 2011

2. Public Procurement Bill, 2012

3. Whistleblower Protection Bill, 2011

4. Judicial Accountability Bill, 2010

5. Prevention of Foreign Bribery Bill, 2010



State of Rajasthan: Step Ahead



State of Rajasthan: Step Ahead

 Rajasthan Guaranteed Delivery of Public Services

Act, 2011

 Rajasthan Right to Hearing Act, 2012

 Rajasthan Transparency in Public Procurement Act,

2012



State of Rajasthan (Contd..)

 Jan Sunvayi system

 Directorate for Public Services to monitor the

actions taken under the Acts

 Monitoring of news published in newspapers

 Sugam Portal [ now sampark portal]



SAMPARK..

Rajasthan Sampark

(An Integrated Grievance Management 

System)



➢ cgqLrjh; iz.kkyh 
&  jkT; Lrj ij lHkh foHkkxk/;{k
&  ftyk dysDVj ,oa vU; ftyk vf/kdkjh
&  rglhynkj] SDM ,oa vU; vf/kdkjh

➢ f’kdk;rksa dk vkWuykbu izs"k.k 

➢ izR;sd Lrj ij ljy o izHkkoh ekWfuVfjax 

lqxe
,dhd`r f’kdk;r fuokj.k iz.kkyh



➢ bUVjusV ij vk/kkfjr vkWuykbZu f’kdk;r fuokj.k iz.kkyh

➢ izR;sd foHkkx ds fy;s ykWx bu lqfo/kk jkT;] ftyk vkSj rglhy Lrj rd

➢ iksVZy ij iathd`r izR;sd f’kdk;r gsrq jftLVsª’ku dzekad

➢ lfpoky; esa lqxe dkWy lsUVj dh Lfkkiuk

➢ tu vfHk;ksx fujkd.k foHkkx] jktLFkku ljdkj bl iz.kkyh ds gsrq

UkksMy

foHkkx

➢ DARPG Hkkjr ljdkj dh f’kdk;r fuokj.k iz.kkyh CPGRAMS ds

lkFk

,dhdj.k

,dhd`r f’kdk;r fuokj.k iz.kkyh
lqxe



Ukkxfjdksa ds fy;s fofHkUu ek/;eksa ls f’kdk;r ntZ djus 
dh lqfo/kk :

•oSc iksVZy : http://sugamrpg.raj.nic.in

•Qksu : 0141-2227549 (lqxe dkWy lsaVj)

•bZ&esy : sugamrpg@nic.in

• i= : lqxe dsUnz] lfpoky;] t;iqj

•O;fDrxr : lqxe dkWy lsaVj ls vFkok

jkT; ljdkj ds fdlh Hkh dk;kZy; ls 

,dhd`r f’kdk;r fuokj.k iz.kkyh
lqxe



lqxe f'kdk;r 
fuokj.k iksVZy

v/khuLFk dk;kZy;

f'kdk;rtokc

lqxe dkWy 
lsaVj

f'kdk;r

lacaf/kr foHkkxk/;{k /
ftyk dysDVj

स्थिति अद्यिन

tokc

f'kdk;r
f'kdk;r

ukxfjd

,dhd`r f’kdk;r fuokj.k izfdz;k

lqxe



➢izR;sd f’kdk;r ds fy, vyx iathdj.k dzekad

➢ f’kdk;r izLrqr djus ij dEI;wVj }kjk izkfIr jlhn

➢ ,d ls vf/kd fo"k;ksa ls lacaf/kr f’kdk;r ntZ djus dk

izko/kku

➢ fgUnh o vaxzsth nksuksa Hkk"kkvksa esa f’kdk;r dh

lqfo/kk

➢ f’kdk;rdrkZ }kjk vkWuykbZu ekWfuVfjax

➢ 24×7 vk/kkj ij fdz;k’khy ikssVZy

➢ vkWuykbZu iquZLej.k

Ukkxfjdksa dks 
ykHk

,dhd`r f’kdk;r fuokj.k iz.kkyh

lqxe



izkfIr jlhn

lqxe & ,dhd`r f’kdk;r fuokj.k 
iz.kkyh



ljdkj dks ykHk

,dhd`r f’kdk;r fuokj.k iz.kkyh
lqxe

➢ lHkh foHkkxksa ds fy;s ekWfuVfjax MsLd

➢ fdlh Hkh foHkkx ds fy;s ntZ djkbZ xbZ f’kdk;r lacaf/kr ftyk/kh’k

dk;kZy; }kjk ekWfuVfjax dh lqfo/kk

➢ dysDVsªV esa ntZ dh xbZ f’kdk;r dks lacaf/kr foHkkx }kjk Hkh

ekWfuVfjax dh lqfo/kk

➢ izR;sd foHkkx ds fy, f’kdk;rksa dk oxhZdj.k

➢ f’kdk;r fuokj.k gsrq vusd vf/kdkfj;ksa dks vxzs"k.k dh lqfo/kk

➢ lek/kku esa foyEc ds fy, fo’ys"k.k dh lqfo/kk

➢ izkIr f’kdk;rh i=ksa dks Ldsu dj bysDVªkWfud :i ls layXu djus dk

izko/kku

➢ nksgjh f’kdk;rksa ds fy;s pSd

➢ fuLrkj.k lwph



ekWfuVfjax MsLd

lqxe & ,dhd`r f’kdk;r fuokj.k 
iz.kkyh



f'kdk;r dk fuLrkj.k

lqxe & ,dhd`r f’kdk;r fuokj.k iz.kkyh



laLFkk,a & ftuls lacaf/kr f’kdk;r iksVZy ij dh tk ldrh gSA

➢ leLr jktdh; foHkkx

➢ leLr cksMZ

➢ Lok;Rr’kklh laLFkku

➢ fo|qr dEifu;ka 

➢ uxjh; fodkl izkf/kdj.k

➢ vkoklu e.My 

➢ uxj fuxe

➢ leLr ftyk/kh'k dk;kZy;

➢ leLr rglhy dk;kZy;

➢ leLr iqfyl v/kh{kd

,dhd`r f’kdk;r fuokj.k iz.kkyh
lqxe



f’kdk;rksa dk oxhZdj.k

➢ laln 

➢ jkT;iky lfpoky; 

➢ eq[;ea=h dk;kZy; 

➢ ukxfjdksa ls lh/ks 

➢ eq[;ea=h & tu lquokbZ 

➢ fo/kkulHkk 

➢ fofHkUu vk;ksx tSls ekuo vf/kdkj vk;ksx

➢ Hkkjr ljdkj ds fofHkUu foHkkxksa ls izkIr

➢ vU;

,dhd`r f’kdk;r fuokj.k iz.kkyh
lqxe



lqxe & ,dhd`r f’kdk;r fuokj.k iz.kkyh
'kklu lfpoky; fLFkr lqxe dkWy lsUVj



lqxe & ,dhd`r f’kdk;r fuokj.k iz.kkyh
'kklu lfpoky; fLFkr lqxe dkWy lsUVj



प्रजा सुखे: सुखम ् राज्यम, प्रजानाम ् च हििे हििम|्
न आत्म प्रप्रयं सखुम राज्यम, प्रजानाम ् च हििे
सुखम ् ||
(Praja sukhe sukham rajyam, Prajanaam cha hite hitam; Na atm

priyam sukham ragyam, Prajanaam cha hote sukham)

….Has always been the crux of citizen centric

administration.



Thanks


