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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:

by public authority
Within stipulated time limits

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



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 Desighated 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

A B C D E F G H | J
Received |[Rejected |Disposed |Pending |Received |Rejected |Disposed |Pending |Total
Dept Name 3 7 ; ] ¢
(Online) |(Online) |(Online) |(Online) |(Manual) |[(Manual) |[(Manual) [(Manual) [Pending
Colonization 0 0 0 0 43940 2 43862 76 76
Energy Department - AVVNL 1355 5 1349 1| 246379 2153| 244217 9 10
Energy Department - JDVVNL 632 93 513 26| 227909 950 225952 1007 1033
Energy Department - JVVNL 33950 397 33339 214 165652 3195 161909 548 762
Food Civil Supply & Consumer
. 6199 56 6115 28| 207550 3647 203762 141 169
Affairs Department
Home (Police) Department 330831 1367 327129" 2335| 929826 16020 900427 13379 15714
Indira Gandhi Nahar
37 10 26 1 64 5 59 0 1
Department
Local Self Government
166938 1013| 165239 686| 649814 38540 607946 3328 4014
Department
Medical & Health Services
166009 2325 162768 916( 1299157 35951| 1261716 1490 2406
Department
Medical Education
13743 23 13719 1 7181 6 7169 6 4

Department




Department wise status (contd..)

Received |Rejected |Disposed |Pending |Received|Rejected |Disposed|Pending |Total
Dept Name . ) £ ) .

(Online) [(Online) [(Online) [(Online) |(Manual) |(Manual) |(Manual) [(Manual) [Pending |
Panchayati Raj Department 32 1 30 1 2547 15 1896 636 637
A lanas 16790 133| 16271 386 51200 243| 49859 1098 1484
Welfare Department
Public Health Engineering

47281 556 46542 183| 236563 12830( 223600 133 316

Department
Public Works Department 7585 81 7451 53 31843 1376 30427 40 93
Rajasthan Housing Board 6084 204 5709 171 31970 239( 31670 61 232
Pene e T o 2 1 1 o| 411432 1921| 409445 66 66
Transport Corporation
Revenue 111264 936| 109569 759| 3015009 445822963401 7026 7785
Settlement 8955 27 8901 27 30479 50 30398 31 58
o R 62192 457| 61008 727| 604824| 51247| 553408 169 896
Empowerment Department
Transport Department 1470 3 1467 013113972 14680(3098397 895 895
framaurias *Ocrounts 21939 181| 21516 242| 38232 4413 29225 4594| 4836
Department
Fiosn B iopment = 13527 136| 11844 1547| 30275 140| 28085 2050 3597
Housing Department
Water Resources 246 14| 229] 31 37041 176135221 6 9




Department wise status (contd..)

Dept Name

Received
(Online)

Rejected
(Online)

Disposed
(Online)

Pending
(Online|

Received
(Manual)

Rejected
(Manual)

Disposed
(Manual)

Pending
(Manual)

Total
Pending

Grand Total

1017061

8019

1000735

8307

11379522

232381

11110352

36789

4509




Awards for Rajasthan

CSi-Nihilent
e-Governance Award 2012-13

14'% December 2013
Visakhapatnam

Award of Excellence

Rajasthan Guaranteed Delivery of Public Services
Act Portal




Awards for Rajasthan
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Some Further Steps (Policy or
otherwise

Role of Govt- whether a policy maker / regulator

OT 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




Includes State Government and
Its departments

Any Authority/body/ institution
established or constituted by
or under any law made by the
State Legislature and owned,
: PUBLIC

controlled or substantially

funded, directly or indirectly, AUTHORITY
by the funds provided by the

State Government. Section 2 (e)




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/ - Second AA- 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 Otfticer for seeking any
benetit 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 Otticer 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



Service Service
Service || Service
Service || Service
Service Service
Service || Service®
Service || Service
Service Service
Service || Service
Service || Service

ServiB

Service Service
Service Service
Service Service
Service || Service
Service Service
Service Service
Service || Service
Service Service
Service Service
Service Service

UBLIC
AUTHGO

Section 3(f)

FIRST APPEAL OFFICER

ejzFke vihy

selHass'5{)

SECOND APPELLATE
AUTHORITY

ef}rh; vihy
sddddldkjh

NOMINATED OFFICER

e Ukketn
vf/kdkjh



vf/kfu;e dh eq[; fo’ks"krk,a

o A9 ¥Hg A1 (stipulated time limit)
@ Hiar fedr gRarg (Complaint) w
ARSI BT U<l GAdIg BT I3 AqERX AR
uRare W a8 ¥ 6y 1 fafreg & ar
H I I A BT ARBR B |




vf/kfu;e dh eq[; fo’ks"krk,a

INBRN] BT T

ThcYel de U

NHId 9 99T 968 giRdie gy

IgT—1 H <o PN

= Pl IIAT hI AT

g | fddl 1 TR a1 uRare & gAars,

URIH Ul SCIQJQ’:N(ﬂ?ﬂ‘{ ANV UX

ﬁﬂﬁﬂﬂtﬁaﬁrwcfa " B T8l &+

g/




vf/kfu;e dh eq[; fo’ks"krk,a

N\

Jd II—HT 99 dRRT 9 UR®T g fST9dhT Pl

g

RdTG C’I\lcb @ﬁqlsc CIBEAR (Public Hearing Officer) R AT

-

NITE UTal A & ol SHDb T Ulfeihd Afh ol

BIscl fhIT AT © | URAIE &I Uit &l Tx-d WU 9

Uy -2 § AR & srrft | v

GRaTE OR ol GHdls TSN Udh faftiee ISRSIahRul

b (iilr'\‘ICb THR) fear SIRAT | I e 9l

ORI ORI URarg &1 gears, Y2 Iule, fgdi
34Tl IR GARIToT H UgRh feham STRIAT |




Services Services Services Services Services Services Services Services

Services
Services
Services
Services
Services
Services

Services Services Services Serv

£ Complaint in Form
i

Services Servige
Services Sg
Services
Services
Services
Services

Public Authority

No. 1 or Plain Paper

Con;;)léinant

ifjokn

h

Unique Registration

es Services Services

ervices Services
ervices Services
Services Services
£ Services Services
es Services Services

fvices Services

Public
Hearing
Officer

eYkksd lquokbZ

§/kdkih

Acknowledgement
In Form No. 2

faaa in: aaaal



vf/kfu;e dh eq[; fo’ks"krk,a

o 99 5 © gRT URare defea F8f 81 W
AP garg SN I gRarg s=<RoT &
I P T 2 |




vf/kfu;e dh eq[; fo’ks"krk,a

¢ UAD AP Gdls ABHRT yRarai ol
GAd1s P o FwE H ®H 9
HH 2 Tod a0 o &R e

P & FA US W YwU A&I—4

Y I Sffergfad BN |




vf/kfu;e dh eq[; fo’ks"krk,a

o URTIE Bl U &l dNg 9 15 e

Y gRdre &1 gAdarg 3R Huen
HRT BT |




vf/kfu;e dh eq[; fo’ks"krk,a

\

o Npradedl & I WM &
ThedH WIF IR GAdrs @l

TR BT T 2 |




vf/kfu;e dh eq[; fo’ks"krk,a

o GRdTE WING] HY UN¥ HINT

foRad wu # W &= 8 |




vf/kfu;e dh eq[; fo’ks"krk,a

o prd /dikg

D

g W o ¥ Ao

AT 7

g

ESIKECSIRCIBCID



vf/kfu;e dh eq[; fo’ks"krk,a

o BT WM Hhr, W<yl
FRIMU, 9, 9IS, HIRUNYA U4
fasafaermera av 91 < fhar wan
gl




vf/kfu;e dh eq[; fo’ks"krk,a

o fIUTT &1 b g-ﬂqls BN TI 9T H
URATST T Gdlg bl STaER QT | D
LT Alh Gedlg STfEhRI Dl 3
ST D 96 d9is N d¢ g IR |

ST BT |




vf/kfu;e dh eq[; fo’ks"krk,a

o IR ¥l Al FAATE TGN - FaTs 4

PR foar I

U JAfTDR

o\

AN
Dl

* WIH &

YT

\
hHXY HDIT |

\

U

- ORAT! =T BIF U YA
- (First Appellate Authority)

T ORI <lich GeAdTg SMfEhRIT Dl

O\

D &

N

’\lf\('

St gHITae H gRare! &l

N1

g

(N

\{_

N Al

AN AN AN \
O Dl JHlqY ¢ HDI]

T 3TYUTT g1

31d
IX

\J

DX\

\
T |



vf/kfu;e dh eq[; fo’ks"krk,a

gory 37U YTl bl TUIeT BIgel fh

SIF & dRg I 21 39 of 9 8 il
BT MUSRT HAT BI9T |




vf/kfu;e dh eq[; fo’ks"krk,a

o TN U IMTBRI & [A=d & f[dog
fg<ca 3t ungrery (Second
Appellate Authority) @1 30 faq & AR
UTA DI S ADT |




vf/kfu;e dh eq[; fo’ks"krk,a

o W IJUIA
gTferhI I

JMABRNI g fgdrg fUlel
fooddY ardrer @1 fafersra

P T

Rifder ufdhar wfgar, 1908

$ e afaer =mare™a o1 Irpar

g |




vf/kfu;e dh eq[; fo’ks"krk,a

o IMRQ IJMERIVT BT & AT H fgaig il
UMy & bl ofqy gRT AR e a1
ST AT TH i WIS 9 3y &l
IRRG ¥ 60 G &I BIAdT & HaR 0T TRBR
gIRT AMIQSE JABRT AT YTRIBNT bl YA
(Revision) & o 3MdEs = HahdT € |
et AfTdERT AT UIigerT f[dftd gfhar @

STAR 3G DI USRT DR Heb T |




vf/kfu;e dh eq[; fo’ks"krk,a

o VY I¥hN o 3109 U

GLIR
JRIE

o7 T

- U

BEg

_ oSN\ AN
\idd] dl

NI & WY H

S IGIG

EL

g |



vf/kfu;e dh eq[; fo’ks"krk,a

o AT
arf

arf

b

X,

A ol I 3ffe

FNIR

BRI, UAH 3TUIcT
3[UTeT 3ffThRT T W&TUT

B
# afolg gfiSiars:

\

H Bl

T H I Rpls 99 19

T # garRa fha SR |



vf/kfu;e dh eq[; fo’ks"krk,a

e 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 dh eq[; fo’ks"krk,a

o I H o IR GH b (Information
and Facilitation Centre)] ue® \a1 o=
(Customer Care Centre), ®fa wvex (Call
Centre), e %% (Help Desk) iR <19
Teradr o=l (People’s Support Centre) ot
WIUAT fhd S & UTae= 2 |

e J B TN A PN TIId WR db Wlial SIRIAT |




vf/kfu;e dh eq[; fo’ks"krk,a

PUBLIC

AUTHORITY
ovf/klwfpr
Notifies

Section 3(C)

PUBLIC HEARING OFFICER
Ykksd IquokbZ

vf/kdkjh



[EHkkxX Lrj ij yksd lquokbZ

vi/kdkih

@-I- vksd IquokbZ vf/kdkjh AFke vihy firh; vihy
Akf/kdkjh Akf/kdkjh

1 | vfrfja IEHkkxh; jktLo ekeyksa vkSj |[IEHkkxh; vk;qa jktLo e.My@lacaf/kr
[k.M vk;qa ds dk;kzZy; Is lacaf/kr izeq[k Ifpo
vU; ekeyksa ds ifjoknksa ds fy;s

2 |lacaf/kr foHkkxksa ds |IEHkkxh; vk;qa foHkkx dk izHkkjh
{ks=h;@[k.M Lrj d vf/kdkjh muds Ifpo
foHkkxksa Is lacaf/kr ifjoknksas ds
fy;s




ftyk Lrj ij yksd lquokbZ
vf/kdkjh

O-
l-

vksd IquokbZ vf/kdkjh

AFke vihy
Akf/kdkjh

firh; vihy
Akf/kdkjh

1

vfrfja dyDVj ,oa vfrfja
ftyk ftyk eftLVasV jktLo
laca/kh ifjoknksa ds fy;s

ftyk dyDVj ,o0a
ftyk eftLvVasVv

|IEHkkxh; vk;qga

eq[; dk;Zikyd vf/kdkjh
ftyk ifj"kn~ iapk;rh jkt
,0a xzkeh.k fodkl foHkkx
lacaf/kr ifjoknksas ds fy;s

ftyk dyDVj ,0a
ftyk eftLvVasV

|IEHkkxh; vk;qga

vU; foHkkxksa ds ftyk Lrj
ds vf/kdkjh muds vius
vius foHkkxksa Is lacaf/kr
ifjoknksa ds fy;s]

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

|IEHkkxh; vk;qga




ftyk Lrj ij yksd lquokbZ
vf/kdkjh

4

eq[; dk;Zikyd vf/kdkjh ,oa

egkikSj] uxj

izHkkjh Ifpo]

vk;ga uxj fuxe] uxj fuxe Is |fuxe LFkkuh; Lok;Uk
lacf/kr ifjoknksa ds fy;s foHkkx

> |vk;qa] uxj ifji"kn~ Is IHkkifr] ux; jkT; ljdkj }kjk
lacaf/kr ifjoknksas ds fy;s |ifj"kn™ xfBr ftyk yksd

f’kdk;r ,oa IrdZrk
Ifefr dh mi Ifefr

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 IrdZrk
Ifefr dh mi Ifefr




MECHANISMS FOR HEARING

Nominated Officer

- Second Appellate Authority

’FirstAppeIlateAuthority

Public Hearing Officer

] = [ Public Authority




2"d Administrative Reforms Commission also addressed
this i1ssue very emphatically.

In its 12 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 difticult 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 htt:_a: // SDDD.rajasthan.gov. in/ has

1 1 1

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 chiet 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 peacetul, 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

Accountability

Rule of Law
Transparency
Responsiveness
Participatory
Equitable and inclusive
Eftective and efficient

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

Corruption

Politicization of administration
Criminalization of politics

Weak democratic institutions

Absence of meritocracy

Want of independent and vibrant media

Attempts to ignore the rule of law

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 of Tiruvalluver 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 m’han)/ate /



Efforts : Central Govt. Level to Dist.
| evel

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 1s 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 Rali
continued this legacy Iin word & spirit

Gandhian Charisma — Mahatma Gandhi advocated
very strongly for such right to be vested in common
man



Efforts at Central Level
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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 Iinexpensive justice”.



Efforts at Central Level (Contd..)

2"d Administrative Reforms Commission also
addressed this Issue very emphatically.

In its 12" 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.



Effo

rts at Central Level (Contd..)

SEVOTTAM —

Latest mechanism evolved as a framework for
bringing excellence in public service through —

Citizen’s Charters

Pu
Ca

nlic Grievance Redressal-Holistic view
pacity Building and Service Delivery

Ca

pability



Efforts at Central Level (Contd..)

Lokpal & Lokayukta
Central Vigilance Commission

New Acts about to come In force:
Grievance Redress / Citizen’s Charter Bill, 2011
Public Procurement Bill, 2012
Whistleblower Protection Bill, 2011
Judicial Accountability Bill, 2010
Prevention of Foreign Bribery Bill, 2010



State of Rajasthan: Step Ahead

A -
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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)



lgxe
dhd'r ¥’kdk:r fuokj.k iz.kkyh

» cgqlrjh; iz.kkyh
& jkT; Lrj ij IHkh foHkkxk/;{k
& ftyk dysDVj ,oa vU; ftyk vf/kdkjh
& rglhynkj] sbm ,o0a vU; vf/kdkjh

» f’kdk;rksa dk vkWuykbu izs"k.k

> izR;sd Lrj ij ljy o izHkkoh ekWfuVfjax



lgxe

,dhd'r f’kdk:r fuoki.k iz.kkyh

» bUVjusV ij vk/kkfjr vk WuykbZu f’kdk;r fuokj.k iz.kkyh

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

> iksVZy ijiathd'r izR;sd f’kdk;r gsrq jftLVs2’ku dzekad

> Ifpoky; esa Igxe dkWy IsUVj 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
IkFk

dAdhdr le



lgxe

.dhd’r f’kdk;r fuokj.k iz.kkyh

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

® 0SC ikSVZV . http://sugamrpg.raj.nic.in

e Qksu : 01412227549 (lgxe dkWy IsaVj)
® bZ&esy . sugamrpg@nic.in

= . Igqxe dsUnz] Ifpoky;] t;iqj

® O;fDrxr . lgxe dkWy IsaVij Is vFkok
ikT; lidkj ds fdlh Hkh dk:kzy; Is



f'kdk;r
lgxe f'kdk;r
tokc Hl P
fuokj.k iksVZy Fidker
f'kdk;r T "| lacaf/kr foHkkxk/:{k /
T ftyk dysDVj
toke f'kdk;r
v
» v/khuLFk dk;kZy;

.dhd r f’kdk;r fuokj.k izfdz;k




lgxe

,dhdr f’kdk;r fuokj.k iz.kkyh

izR;sd f’kdk;r ds fy, vyx iathdj.k dzekad
f’kdk;r izLrqr djus ij dEI;wVj }kjk izkflr jlhn

,d Is vf/kd fo"k;ksa Is 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
24x ] vk/kKkj ij fdz;k’khy ikssVZy

\'lI‘A'l l\'llk’ll :Nl I7I f\: II




1IJXC & ,ANA I''T KAK,I' TUOK].K
iz.kkyh

r’.; Acknowledgement - Windows Internet Explorer

|§, http: ffsugarmrpa.raj.nic.inf&dmin/common)Acknowledgement, aspsx

Single Point Grievance Redressal Portal

SUGAM

Government of Rajasthan
Department of Administrative Reforms

Acknowledgement Receipt

f&areh - 01/10/2010
EIEGH
A e Ao
A1 [ Fon FASE A AT S ARG e a9 | S BRE SoeiEl 2k s S
e O 1 gl

fengar o & 5 3Rt frehrad o7 & 2174 gRT RS 28/092010 1 Ao @ UE B IR

HIF e W AR g ofteT & 3T e § sam ufeadi=E & | araftug @amr & ger um
A1 TE R | ofdea & FEEE & & F ¥ & 15 BF @ 587w

TR IS U= shale 2010SARPGA3L O Uaidg ¢ | 9wy & U7 TaeR & Usge &wdldh &l Seod
AT FY |

Dv. Secretary
Administrative Reforms

System Designed, Developed and Hosted by National Informatics Centre, Rajasthan
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lgxe

.dhd’r f’kdk;r fuokj.k iz.kkyh

IHkh 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; tkjk ekWfuVfjax dh lgfo/kk

dysDVs2V esa ntZ dh xbZ f’kdk;r dks lacaf/kr foHkkx }kjk Hkh
ekWfuVfjax dh Igfo/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 lgfo/kk
lek/kku esa foyEc ds fy, fo’ys"k.k dh lgfo/kk

izklr f’kdk;rh i=ksa dks Ldsu dj bysDV2kWfud :i Is layXu djus dk
izko/kku

nksgjh f’kdk;rksa ds fy;s pSd

£~ 2 _.01.° °_0.__ DL



1IJXC & ,ANA I''T KAK,I' TUOK].K
iz.kkyh

R0 () .

T T NVt I Government of

SA (Admin Monitoring Desk
Master Grievance Report

Active Users 148 Time Remaining - 20 Minutes
State v Search Logout

Grievances at a Glance

v State at a Glance

Total Yearly Monthly

Total Receipt: 88337 Total Receiptin Year 2012 : 48453 Total Receiptin Jun 2012 : 3695
@ Pending : 29867 (34%) ® Pending in Year 2012 : 20962 (43%) @ Pending in Jun 2012 3182 (36%)
Disposal : 58470 (66%) Disposalin Year2012: 27491 (57%) Disposalin Jun 2012 :513 (14%)
v Grievances for MONITORING ONLY by this office
v Best Performing Districts
v Best Performing Departments
7 Age wise Analysis
" Notice Board

Noof visitors: 3 8 7 5 2 3
AN 3 S Ao e, S R F o R gomeh




lgxe & ,dhd r f’kdk;r fuokj.k iz.kkyh

{= Public Grievance - Windows Internet Explorer

@'\T ¥ v |E, nic.in w | 44 | K| |£7 Live Search | 2|~

File Edit Wiew Faworites Tools  Help
‘% [P]pdfmachine -

7.7 Favarites o & | Suggested Sites ~ & | Free Hotmail

— = »r
€ Public Grievance ﬁ * B | = ~ Page -~ Safety - Toaols - g~
g o &9 O Oediedd B TG, IITHHG ~
TSP & Ol O e Oede TauHeG

o7 HEa & aReE

O & Big HATET

ARG @ g e T Y@ BEW HOe i Sic gTdl & JTd JEad 3 el SO o 19 B SR S o0 oiolEl N1 e e =9 3
mﬁrmﬂaﬁmmmmuﬁanﬁmm?ﬁﬁmmwmmmmﬂmmﬁmﬁ" 3

1 Teia= afew S5 oiolEl @l Ulhet, ol GIET WGl @l & Hae &

oo = oRE g HEEET
Toiad Usel @FOG Bl

e THEd Weaa oeeeag 'O

1 Collectorate, Collector, SP Office, Supdtof Police, Forwarded 25/04/2011  poE HTeToiSaT Ol &y
Hajsamand Hajsamand
2  SP Office, Supdt of Police, Collectorate, Collector, Replied (Can  05/05/2011 ugRmfgan @ fFdie o¢ fEgfE=r @ g 151 0wt 03 FRwar &1
Rajsamand Rajsamand be Disposed) IO TWUS HAiotec IoTHHG & W55 U § Uldhes Il 7 & |
TOEE 3 gl aed |
3 Collectorate, Collector, = Disposed 05/05/2011 Redressed (5 Oiete AT 980G & Wig WUl HGOW
Rajsamand gianea @ WOl oW TaEEr S g 151 50w 0F TRwoR )
30 WUs ATwEce HAG & HAS U9 & T Sdr 914 % |
aoAE 3 qui B

System Designed, Developed and Hosted by National Informatics Centre, Rajasthan

£



lgxe

.dhd’r f’kdk;r fuokj.k iz.kkyh

leLr jktdh; foHkkx
leLr cksMZ
Lok;Rr’kklh laLFkku
fo|gr 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



lgxe

.dhd’r f’kdk;r fuokj.k iz.kkyh

laln

jkT;iky Ifpoky;

eq[;ea=h dk;kZy;

ukxfjdksa Is Ih/ks

eq[;ea=h & tu lquokbZ

fo/kkulHkk

fofHkUu vk;ksx tSls ekuo vf/kdkj vk;ksx
Hkkjr ljdkj ds fofHkUu foHkkxksa Is izklr
vU;



lgxe & ,dhd r f’kdk;r fuokj.k iz.kkyh

1. ¥3d 81 : sugamrpg@nicin

2. RN ERT1( O . 0141-2227549)
SRR ERRTE L R ly

4. q HTHT 1 priL

5. = GAATE A 9 ST & S S R

aﬁzﬁﬁzﬁngﬁ_mw“ﬁl

RN N T3 ST




,dhd r f’kdk;r fuokj.k iz.kkyh




9ol GU: GUH ToFH, Tollerd I B o]

A 3cA T gua ToTH, Yoed o fd
q94H ||

(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.






