Regional Conference on Good Governance & Replication of Best Practices

Citizen Services Monitoring & other
e-Governance initiatives in Telangana

Venue: Assam Administrative Staff College, Guwahati
22 -23 December 2017




Telangana- Urban Profile

Total Population (2011) : 35.28 Million
No of Districts 31
Urban Population : 13.72 Million
% of Urban Population : 38.89
No. of ULBs . 73
Urban
ULB No’s Population
(millions)
Municipgl 5 8.37
Corporations
Municipalities
(SpliGradelmmny | 4 S
Nagarpanchayats | 23 0.76
Total 73 12.86

% GSDP - %5.11 Lakh Crores Constant
Prices (2011-12) for the Year 2016-17

«» Total share of the GSDP of Urban
Areas Is about 75%

s Census Towns - 79



Our Vision

To transform all cities in Telangana into liveable,
sustainable, inclusive, citizen friendly,
environmentally acceptable and e-centric urban
governance



Objectives

To improve delivery of services to citizens
To Provide 23 Municipal services through a single window

To enhance “ virtual” interface between urban local bodies and

citizens

To bring transparency and accountability in the governance of

urban local bodies

Improve quality of internal local government operations to

support and stimulate good governance



e- Urban Services

+»* Citizen Services Monitoring System

¢ Mobile Application- Citizen Buddy

¢ Property Mapping in the Urban Local Bodies — Land registry
¢ Online Automated Title Transfer

¢ Online Payment of Taxes and Non- Taxes in Urban Local
Bodies

*** Development Permission Management System (DPMS)
*»* E- office

¢ Urban Genie-Linking service providers and citizens

¢ Urban Dost-Connecting urban homeless to shelters



Citizen Services Monitoring (CSM) System

Citizen Services
Monitoring System

Citizen SMS alert Acknowledgement



[

Applicant can know

the status of the
request on public

website, mobile app
and  through  call
contre

I
oy

i

v

-

CITIZEN

1]

v

v

Chtizen can suomit Service

application via vanous
medivmas

I
| % & 3@1

,
2
2

A

g8

Mobile App

— e ——— ] —————— ————— ] ———————

-

v

Porcanal Mosting

————— ————

For each request an unique

spphcation number via SMS

sent to applicant mobile numbaer

An Acknowledg

"

with service request
eapouied Jalte uf dispusael

P
i IS pont

detaila &

T

CSMS Server

1. Service equest w CSC

digitized and auto forwarded to the
concerned officer with an EME

2. AN unors ot wenh level have their

login  account for  proces:

sing

smrvive wpplications end updaeting

status

REQUEST AUTO FORWARDED

TO COHNCERANRED OFFICEn

via SMS

Disposal confumation is sent to applicant --—l

How does it work?
e

REQUEST MOVEMENT

o v .

! FIELD / LEVEL 1 OFFICER !

| G:N |
]

|

& ‘[}i
SECTION HEAD <h/

r
[

ADDL / ASST COMMISSIONER

.
)

COMMISSIONER

@/i;

]
1
i r
|
|
]
'
I

®
o

i i s s e

Citizen
Services

Monitring
System

3]

1. When Service application
ronsived_ concarnad officer
based on application exam-
tha applicatinn  and
APORAR LArVICH raqunst by
making field visit or verifying
provided documentation

inex

2. Oficer may forward the
request to next officer based
on application type for
further processing

3. W any shortfall found
during examination citizen i
mtimated via
Tlfill same with in stipuleted
time

ams alort to

4 Up on satisfactory
documentation/information
officer disposes request by
redressing the gnevance or
Wsung required documant to
Service roquest



Citizen Buddy Mobile App

*»* Register & View Grievances

** Know Service Request Status

¢ Know your Service Person

** View & Pay Tax Dues

¢ Access to Public Representatives and Staff
¢ Download Applications

*» Timely Notifications from ULB

¢ Media Coverage information

*** Imp contacts
+»» Contact- office, social, web address
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Features

E- application and generation of unique reference number
e- acknowledgement for service request with time and date
Auto escalation to the next level officer in case of default

SMS alerts to citizens with details of officer addressing the service

request and time to time updates at each stage
SMS alerts to the officer concerned for action on mobile app
Staff login for service request processing and status updation

Integrated with state level dash board for monitoring the performance

and service delivery

Information on ULB services and other information
Payment of Taxes

New schemes / program updates

Monitoring through a web based Dashboard



Citizen Services Centres
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Citizen Services Monitoring (CSM)

Received Redressed within SLA Beyond SLA Pendlng within SLA Beyond SLA
H Compliants 18833 9690 7285 1460
M Services 33156 20147 6539 2356 3844

35000

30000

25000

20000

15000

10000

5000

0



Outcomes

Accountability of the staff in disposing the applications
Ensuring Timely Delivery of services

Transparency in the process

Regular communication to the applicants

Curtails the middlemen and direct C2G (Citizen to Government)

interaction
Department Performance analysis
Employee performance analysis

Also integrated with “Swachhata” App of Gol



Property Mapping

Features

« Development of Mobile app-
NRSC

« Integration with Bhuvan

« (Geo-tagging of properties with
photographs

* Integration with property data
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Your Profile
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Assessment ID: 1178000002
Owner Name : KUMAR

Surname : CHERKA

Door No : 6-1

Locaility Name : Boyawada Basthi

Owner Type : Private Buildings

ULB Name : Ibrahimpatnam

ULB Code: 1178

Zone No:2

Ward No: 1

Block No : 6

Property Tax : 863

Education Cess : 0

Library Cess : 69

Penalty on unauthorised
construction : 0

Total tax (Half Year): 932

Click on 'OK' to confirm or Click on
‘Cancel' to select other work name
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Integration of properties with GIS enabled photographs with details of owner, property tax,

address and encumbrances, d

ispute and prohibited with the registration department database.
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Outcomes

12.5 lakh properties in the 72 Urban Local Bodies (ULBs) have

been mapped using this process.

17700 new / un assessed properties are mapped in all the 72

ULBs and brought into tax net.

Geo-spatial data properties made available on the public
domain and the citizens could view every detail information of

the property online without visiting the ULB office.

Access to information online and ensure transparency, time

bound and hassle-free services w.r.t property information



Development Permission Management System

e Services in DPMS
— Building permissions
— Change of land use
— Layout permissions
— No objection certificates
— Occupancy certificate

DPMS Architecture

Service delivery Centers

Automated Work flow

Applcn. Submission

Tech Scrutiny

Field Inspection

proposal Approval

Payments

Release of
permissions

Title Scrutiny

Commitee/
RDDTCP/DTCP

/

INTEGRATIONS
Password:
Revenue

) (il [

Document

SMS/Email Handheld Payment Analytics &
alerts device Gateway pashboards Sign Mgmnt

ACP/DCP

Building

Commissioner

Integrates

TS-ipass, Payment
gateways, Master plan,
Revenue records and
SMS/Email



DPMS- Process flow

Documents

Application Status,
Addl. Documents, Deviations, Reject etc.

SMS/EMAIL/WEB Notifications to Applicant

> Online Application Submission

Process Cycle Time
Old System : =60 days
Current System: 30 days

Technical Scrutiny Title Scrutiny
(Automated DCR) (3 Days)
(4 days)

Approval/ Reject/Shortfall
(5 Days)

Payments
(Automated fee calculation & Payment options)
(7 Days)

Site Inspection
(P& Mobile Enabled Inspection)
(4 Days)

- - MasterPlan & GIS

Release of layouts / Dev. Permissions
(7 Days)

) ;_ 3 Payment
Gateways

Web portal &

S " Doc Mgmt Sys

= 39899 applications received
= 26171 approved
= 1824 rejected.
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Online Title Transfer

Mutation Process
Payment of

Registration Department Minicipality Authority mutation fee at
Registration

office at the time
of Registration

{’ SRO starts the D "Vsesr gi; al'ztli?r?;
Data process i Capture of
Property
Information and
automatic transfer

of data.
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~ Mutation

% Mutatnon process starts
‘on transfer of mformatlon EY
, oC&DMAthrough web-service.
Applicant receives the
kS SMS alert with
reference number

Issue online
certificate

YI'

g‘;gggm o Till date applications

,':J

using the reference received : 15,013

number

Certificates issued: 4,947
Under process: 7,731

http://www.tsurbandashboard.in/mutation.php#
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Features of E-office

Order of file receipt

Priority

Status of total number of pending files

Status of total number of cleared files date wise
24X7 movement

Status of actual number of pending

Qutcomes

a

a

Accountability & Transparency
Save huge quantity of paper
Time bound processing
Quicker disposal of files
Performance analysis
Empowered staff with new edge technology *

Easy Tracking

11,715 no. of files have been
generated through e-office till
now.
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Urban Genie

Tent House Beauty Parlour Catering

Hardware Electrician

House Keeping  Lab Assistants Plumber

Carpenters Cookers Computer Hardw..

Enables Citizens to find Service
providers for daily needed
services

Linked to City Livelihood centre
Enhances service opportunities
for skilled labour

Feedback system
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Q Urban Dost

Connecting Urban Homeless

Urban Dost

Helping Hand for Urban Homeless

PRI DI2200000>>

Authorities can find the Homeless g
based on the location given and é
An Initiative of S Details auto forwarded to shift him to shelter User gets update on the §
Mission for Elimination of Poverty in Urban Areas Local authorities / Agency relocation via app v
(MEPMA), Telangana.
®
S
(@)

@ >35>

MIS System stores all the
information action taken
on each request

When Citizen Spots a @
Homeless / Destitute can
C 'neyutha app Capture the image, fill
details & submit >>>>

DIODPOOO05> PEEOOOP55>

S e

Can him self relocate the
homeless by using Route

User can see nearby shelter

from the current location
View Shelter information or

Speak to concerned officer
to intimate

Direction from app




Ease of Doing Business Reforms

ONLINE SERVICES:

Online Services Online payment services

Property Tax Assessment Property Tax payments
Vacant land tax assessment Vacant land tax payments
Trade License Water Charges and other Non taxes

Renewal of Trade License
Advertisement permission
Water tap Connection
Road Cutting permission
Mutation

Online building permissions (DPMS)

URL: www.cdma.telangana.gov.in
-- dashboard



PARTNERS

— NIC
— NRSC
— E-Suvidha

— MEPMA



hank You

Contact Details:
Dr. T.K.Sreedevi IAS
cdma@cdma.gov.in
Website: www.cdma.telangana.gov.in
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