$4W DEPARTMENT OF
&f5% ADMINISTRATIVE REFORMS
wave wat & PUBLIC GRIEVANCES

NEXT GENERATION
ADMINISTRATIVE REFORMS:

THE INDIAN EXPERIENCE

Presentation by

V. Srinivas, IAS

Secretary

Department of Administrative Reforms and Public Gri

Government of India

11th Februar



OVERVIEW

India’s Policy for Good Governance

Recognizing Meritocracy

Effective Redressal of Public Grievances
Improving Service Delivery
Benchmarking Governance

Secretariat Reforms




VISION

NEXT GENERATION REFORMS

“In this decade of Amrit Kaal, we will give priority to Next
Generation Reforms. We will ensure that all facilities like service
delivery should reach citizens up to the last mile; it should reach
the last person seamlessly, without hesitation or any kind of
difficulty.

For the overall development of the country, unnecessary
interference by the Government and Government processes in
the lives of the people has to be ended”

- Prime Minister Narendra Modi
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VISION

INDIA @ 2047

The Department of Administrative Reforms and Public

Grievances (DARPG) is actively shaping India's governance

roadmap for Vision India@2047.

Advisory Group - Chaired by the Minister of State for PMO,
includes 15 sector specialists (civil servants, IIT/IIM experts,
university scholars, and public policy researchers)

Working Group - Led by the Secretary, DARPG, responsible for

drafting the vision under Advisory Group supervision

Knowledge Partner - Indian Institute of Public Administration (lIPA)




AGENDA

FOR GOVERNANCE

e Ease of living for citizens
e Simplifications of Rules/Regulations and Processes
 Whole of the Government approach

e Qualitative improvement in Public Grievance Redressal System

viinimum e Capacity Building through i-Got Karmayogi Portal
Government e Development of comparative matrices - GGI, NeSDA
Maximum e Making IT System resilient and adherence to Cyber Security

Panch Pran of Amrit Kaal
First Pran - Goal of Developed India Governance
Second Pran - Remove any trace of colonial mindset
Third Pran - Take pride in our roots

Fourth Pran - Unity

Fifth Pran - Sense of duty among the citizens

\F‘M Modi at 76th Independence Day Celebrations /

guidelines and protocols
e Regional Conferences with focus on “Concept of Women Led

Development”

e Special Campaign 4.0 for Institutionalizing Swachhata and

Reducing Pendency




RECOGNIZING

MERITOCRACY

Prime Minister's Awards for
Excellence in Public Administration

To Acknowledge, Recognize and Reward the Extraordinary and Innovative work done by Distric
Organizations of the Central and State Governments.

- DARPG

PRIME MINISTERS
AWARDS FOR
EXCELLENCE IN PUBLIC
ADMINISTRATION




PM AWARDS

OBJECTIVES

) Conferred to Civil Servants for outstanding performance
) Institutionalization of best practices
7 ) Encourage constructive competition

- Emphasis on Good Governance

) Driving Innovations in Public Administration

) To Promote Jan Bhagidari




CIVIL SERVICES DAY |

21st April is celebrated as ‘Civil Services Day," where civil servants

rededicate themselves to the cause of serving the nation

Plenary Sessions and Break-away Sessions on Good Governance

‘> by eminent speakers
‘) Selected themes on contemporary issues deliberated and
documented

'> Hon’ble Prime Minister of India confers the PMA on 21st April

The Civil Services Day is celebrated across all States, with
around 26,000 civil servants attending the event



AWARDED INITIATIVES

Face Authentication
Unigue Identification Authority of India

e The UIDAI Face Authentication System offers a secure,
contactless alternative for Aadhaar-based identity verification

e |deal for individuals facing challenges with traditional biometric
methods due to worn-out fingerprints, iris template aging,
cataracts, or similar issues

e Over 2.35 million Face Authentication transactions have been
conducted, reducing fraud and ensuring resources reach
intended recipients




AWARDED INITIATIVES

PM SVANidhi
Ministry of Housing and Urban Affairs

e Empowers urban street vendors with financial inclusion and
digital integration, providing collateral-free loans

e Over 8 million loans worth 106,000 million have been
disbursed to 6 million street vendors nationwide

e 45% of beneficiaries are women, with strong participation
from marginalized groups, promoting equity and inclusivity




AWARDED INITIATIVES

National COVID-19 Vaccination Programme
Ministry of Health & Family Welfare

e Executed on a massive scale to vaccinate millions against
COVID-19 in a short period | .

e Over 2.2 billion doses were administered with digital l
tracking, including 255 million doses in a single day (17th
September, 2021) across nearly 1 lakh CVCs

e The Co-WIN platform was used for registration, scheduling,
and monitoring the vaccination process.




AWARDED INITIATIVES

PM GatiShakti
Department for Promotion of Industry & Internal Trade

e Facilitates mapping of social and economic infrastructure
olanning in India via a GIS-enabled platform

e Adopts a holistic planning approach to develop world-class
infrastructure, including roads, highways, railways, airports,
waterways, and pipelines, ensuring seamless movement of

goods and people

e Aims to enhance logistics efficiency by reducing
transportation time and costs, simplifying procedures, and
creating a transparent, efficient logistics ecosystem




AWARDED INITIATIVES

Innovations for Defence Excellence (i-DEX)
Department of Defence Production

e Provides a startup ecosystem to engage directly with defence,
creating a platform for easier business with the Ministry of
Defence, supporting the Atmanirbhar Bharat Initiative

e Activities are now paperless, managed in real-time through
the Grant Management Portal

e Created a platform for the Armed Forces to present their
technical challenges as problem statements




AWARDED INITIATIVES

National Generic Document Registration System
Department of Land Resources

e Aims to offer document registration services using modern

technology, within a specific timeframe and in a transparent
manner

e Catering to all States and Union Territories, NGDRS offers
flexibility for States to quickly analyze, understand, and
implement solutions at the State and District levels

e The average transaction time has reduced from 45 minutes
to 15 minutes

Cliters preposarmnn? Dy nabileg proporny vauaksn on
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AWARDED INITIATIVES

One Nation One Ration Card
Department of Food and Public Distribution

e ONORC introduced national, inter-state, inter-district, and
intra-district portability without the need to surrender the

existing ration card, and eliminated paperwork for national
portability

e Facilitated the easy addition of new members, issuance of
new ration cards, and helped eliminate duplicate cards

e Benefited a large number of migrant workers, laborers,
daily wagers, and others




AWARDED INITIATIVES

UDAN - UdeDeshKaAamNaagrik
Ministry of Civil Aviation

e UDAN provides affordable air connectivity and offers
airlines concessions for regional and remote routes

e A yearly bidding process allows airlines to bid for routes to
unserved airports, with the government offering viability gap
funding, financing support, and concessions

e UDAN has connected 23 unserved airports and 10 water
aerodromes, with over 77,000 flights and 70 new airports
added to the Indian aviation map




I\
REGIONAL CONFERENCES '

Strengthening public governance across States

Enhancing efficiency in public grievance
redressal mechanisms

Promoting citizen-centric administration

Capacity building for public servants

vV VYV VY

Highlight key themes or topics discussed in recent
conferences for e.g., Digital Governance, Public
Service Delivery, etc.
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REGIONAL CONFERENCES ﬁp
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Impact and Outcomes

* Key takeaways from the conferences

* Regional initiatives that were adopted as a
result

‘ Improvements in public grievance systems and
administrative processes

A total of 28 Regional Conferences have been held till date, with participation of 500
officers in every conference.




Ay Effective Redressal of
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CPGRAMS

24*7 DIGITAL PLATFORM

A Foundation for SMART Government

World's largest citizen interface platform, adopted across all Central
Ministries/Departments, attached, subordinate and autonomous bodies

2.8 million citizens are registered on the CPGRAMS portal as on December 2024
From 2019-2024, more than 12 million grievances were resolved with more than
100,000 Grievance Redressal Officers mapped as on December 2024

In 2024, an Average Redressal time of 13 days and 55% citizen satisfaction in the
Central Ministries/Departments

Accessible via the portal www.pgportal.gov.in, My Grievance App, UMANG App, and

Common Service Centres

CITIZEN CENTRIC

GOVERNANCE
WAY TO CONNECT
CITIZENS WITH THE GOVERNMENT
Redress Process Flow , : - : .
Citizen Lodges Complaint 01 \(®02 \ (03

-‘ COMPLART R assessvent g REDRESSAL
e A A A
LODGE YOUR GRIEVANCE HERE

Redirection to Concerned Authority.

'HELPS TO TRACK
AND MONITOR THE

STATUS OF YOUR
GRIEVANCE




CPGRAMS

4*7 DIGITAL PLATFORM

Featured in IT's 100
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CPGRAMS

4*7 DIGITAL PLATFORM

A Model Grievance Redressal System for Commonwealth Adoption
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CPGRAMS

- CENTRE FOR GOOD GOVERNAN
. st Knowledge » Technology » Peoj

Q QUALITY COUNCIL®
OF INDIA

@C | Creating an Ecosystem for Quality

NATIONAL
INFORMATICS =‘—_!
CENTRE = =

Knowledge Partners




Universalisation
of CPGRAMS 7.0

Auto routing of
grievances to the
last mile officer
and review of
categorisation

One Nation — One
Portal

Integration of

State portals and
other Gol portals
with CPGRAMS

" Technological

CPGRAMS

24*7 DIGITAL PLATFORM

10 Steps CPGRAMS Reforms

Enhancements

Launch of IGMS
2.0 for categorical,
spatial and root
cause analysis

Inclusivity and
Outreach

Empowering CSCs
to reach to the
remotest citizen

Language
translation

Portal in 22
scheduled languages
along with English,
and integration of
Bhashini with
CPGRAMS

Training and
Capacity Building

Conducted via
iGot platform and
Sevottam Scheme

Grievance Redressal
Index

Comprehensive
Grievance  Redressal
and Index for ranking
of Central Ministries /
Departments

Monitoring Process

Monthly Reports for
both the Central
Ministries/Departments
and States/UTs followed
by review meetings.

Appellate  mechanism
for unsatisfied citizen.

A comprehensive 10-step CPGRAMS reform program was adopted after several rounds of consultations with key stakeholders

Feedback Call
Center

50-seater call
center collecting
more than 1 lakh
feedbacks directly
from the citizens

Data Strategy Unit

Automated analysis
rolled out to all
Ministries/Departme
nts




CPGRAMS

24*7 DIGITAL PLATFORM

Universalization of CPGRAMS 7.0

Auto-forwarding of grievances by
: Preliminary - Information Mapping of
changing the method of data
sNng / Grievance Categorisation Sought from Last Mile

collection on CPGRAMS portal and o of Grievances Citizen Officers
mapping of end-line officers

Bse Disbont Please select a Ministry Department/State Govemment

Earlier Complaint Movement
T—a&—-&—a&—a&—a&
Complainant DARPG AMinistry Division or Sectio

Last Mile
Region Subordinate Officer

Auto-forwarding with CPGRAMS 7.0 streamlining

i &

Officer
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Technological Enhancements
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= CPGRAMS < CPGRAMS
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CPGRAMS

Grievances List and Status Select State Government Vv

Cepaitmmmt of Adminiimative
Reforms sad Pablic Grievances
Giwerpmaat of Indis

Welcome

CPGRA.MS ‘ P G RA M S Pending Grievances Closed Grievances
_ Mobile Number 1. Grievance Id DPOST/E/2024/0000678 B
Department of Administrative A DateTime 2024-01-07 11:53:58.643 Gujarat

Reforms and Public Grievances Status Closed(Department of Posts)
Government of India Password Description (click text for more/less)
this is test message please delete please
ignore 1212
?
Forgot Password?® Eoodtiail

Kamataka Madhya Pradesh
LOGIN 2. Grievance Id DPOST/E/2024/0000652
DateTime 2024-01-06 21:00:00.81

Status Closed(Department of Posts)

W O
- Description (click text for more/less) Maharashtra Magaland
i
et

SIGN UP Thie ie tact 1924564 AT —

- = i3 =1

If
0
i

DARPG has developed “CPGRAMS App” through which citizens can register their grievances using the mobile phones. The
application enables users to express concerns, submit grievances, communicate with Central Ministries/Departments and

States/UT governments in both English and Hindi, voice to text.
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Technological Enhancements

CPGRAMS ®s  Al/ML mmm TRANSFORMATION

/ \ / R A \

Al-based understanding | e

BANKING
"L
. Enter Identify gist| o %
ey . system _ 0
INSURANCE , \ Complaints Al Analyzer
-‘?r Qin 1 ) A '
. '

Insurance School Education Road Transport
& Highways

‘i @ ? Complaints about irregularities in admissions to Sainik schooks

TRANSFORMATIONAL GOVERNANGE

(— Department of Administrative Reforms and Public Grievances
Ministry of Personnel, Public Grievances & Pensions

Retrieves all relevant grievances \ Government of India /

Health & Family External Affairs Petroleum & Natural
Welfare Gas K
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Language Translation

e Al-based BHASHINI platform seamlessly
integrated with the CPGRAMS Portal which is
used to translate grievances to 15 languages

e Anuvadini being used to translate the Monthly
Reports

e ~2200 pages of Monthly Reports translated

using Anuvadini in local languages

CPGRAMS
SardFf SBAS il S lpl, Farie’ Dt
PN T ]

SUNHTTIDETO...
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Language Translation

%l
Gujarati

&) VAV V.Y,
Santhali

Al based BHASHINI platform has now been seamlessly integrated with the CPGRAMS Portal




Improving Service Delivery
and Benchmarking
Governance

NeSDA -Wav Forward

Monthly Report for States/UTs




E-GOVERNANCE

National
e-Governance

Service Delivery N BSDA
Assessment :

1025 Way Forward

Engaging &

Empowerning

Broadening Innovation and Dissemination Benchmarkin
Horizon Recognition for Replication 5
National e-
National Conference on e-  National Awards for e- National e- Governance Governance Service NeSDA Way
Governance (NCeG) Governance (NAeG) Webinar (NeGW) Delivery Assessment Forward
(NeSDA)

Benchmarking: Benchmarking of e-services being done in the line of UNDESA's Online Service Index




NESDA - WAY FORWARD

Accessibility

Leveraging Emerging

01
Technologies 10’ “ ‘02 Ease of use

e-Participation
P 09 03 End Service Delivery

Open
Government g 04 Integrated Service
Data Delivery

05 Information security &
Privacy

Status & Request
Tracking

06

Content Availability

Introduction of Progressive Parameters

Open Government
Data
e-Participation /

Leveraging Emerging
Technologies /

e-Governance

V@ ServiceDe]ivery

Assessment

2023

Engaging &
Empowering Citizens

"

National e-
Governance

‘) | Service Delivery

() @
>
L
(=]

=) (&

Assessment
2021

Reaching citizens through
seamless service delivery

National
e-Governance
Service Delivery

- ; Assessment 2019

~—" N Indin's Transformative Journey
& =




NESDA - WAY FORWARD
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Expanding e-Service Delivery

[ Over 65% Rise in mapping of \

Total e-Services on NeSDA Way
Forward Dashboard

. from April’23 - December24 |
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11,614 Total e-Services mapped on
NeSDA Way Forward Dashboard, April 2023
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19,177 Total e-Services mapped on %
NeSDA Way Forward Dashboard, December 2024
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Andaman and Nicobar Islands

Karnataka
Jammu and Kashmir
Tamil Nadu
Madhya Pradesh
Kerala

Uttar Pradesh
Uttarakhand
Gujarat

Haryana
Telangana
Assam
Rajasthan
Puducherry
Andhra Pradesh
Maharashtra
Himachal Pradesh
Punjab

Delhi

Jharkhand
Odisha

West Bengal
Meghalaya
Chandigarh

Andaman and Nicobar Islands

Arunachal Pradesh
Chhattisgarh
Tripura

Goa

Bihar

Mizoram
Nagaland
Sikkim
Ladakh
Lakshadweep
Manipur

ﬁ Dadra and Nagar Haveli & Daman and Diu

o

al
o
o
o




27TH NATIONAL CONFERENCE
ON E-GOVERNANCE

18-Point Mumbai Declaration Key Highlights

To adopt emerging technologies like Al, Blockchain, 10T, and

cloud computing to transform public services NC

— }
IT systems to strictly adhere to cyber security guidelines | 4 ,mﬁgﬂm

and protocols 2 sustainabic gegice Delivery

. o e o o . . ~ - MBER, 202 &
Metrics to foster a competitive spirit among States/ Districts -

To leverage DPI initiatives like DigiYatra, Aadhaar, UPI, and
ONDC

Qualitative improvements in Grievance Redressal Systems

Capacity building of Officials through IGOT Karmayogi
Portal
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METRICS
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District Good Governance Index

Compare the State of Governance in the Districts based
on collated quantitative data

Enable Districts to formulate & implement suitable
strategies for improving Governance

Focus on outcome and output-oriented approaches and
administration

5 District Good Governance Index for Jammu & Kashmir,
Uttar Pradesh, Gujarat, Arunachal Pradesh and
Maharashtra
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DISTRICT GOOD GOVERNANCE INDEX
GUJARAT
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MISSION Q5
KARMAYOGI] ===

~
VIKASA  Resolve for a developed Bharata/India KARTAVYA Fulfil your duties 1,400+ courses

stored in an online
repository offering
across diverse subjects.

GARVA  Be proud of Bharata's / India’s legacy EKATA Strength in unity

1. The transition from Karmachari to Karmayogi 3. Shift from rule-based to role based civil
servant

2. Workplace transformation




DIGITAL EMPOWERMENT
OF PENSIONERS

The Bhavishya Portal is an initiative to digitize the pension process for Central Government employees,

enabling them to track their pension status and initiate actions online.

Government of India Ministry of Personnel, Public Grievances & Pensions Department of Pension & Pensioners’ Welfare Screen Reader Access

- . . -A. P J. Abdul F m, Former President of a
Pension Sanction & Payment Tracking System e
An initiative of Department of Pension & Pensioners' Welfare

Digital India

Power To Emporeser

BhaViShya End is not the end, in fact E.N.D. means "Effort Never Dies" @
*

EDOWNLOADS v =NODAL OFFICERS LIST

E3ABOUT US

©FAQS v OTIMELINE ‘.CONTACT US

0.M. regarding Mandatory Use of Bhavishya for Processing of Pension Cases w.e.f. 01.01.2017 and Pro«

99 268561

Ministry/ Department * Offices DDOs PPO Issued Retiring Employees

J © O W

* including Apex Bodies and UTs




DIGITAL LIFE
CERTIFICATE (DLC)

.

The Digital Life Certificate (DLC) is an online process introduced by the Bhavishya Portal for pensioners

to authenticate their existence and continue receiving pension without visiting government offices.

BENEFITS

1.Convenience: Eliminates the need for physical visits to government offices

2.Speed: Quick processing and faster updates to pension records

3.Security: Secure authentication through Aadhaar, reducing the risk of fraud




BHAVISHYA PORTAL

Pension Form Simplification

The Bhavishya Portal has streamlined and simplified the pension application process, making it easier for

retiring employees and pensioners to submit necessary forms and receive timely benefits.

4 1.Simplified Pension Forms 4 1.Time-Saving
KEY 2.Auto-fill options 2.Accuracy
| - BENEFITS
FEATURES | 3.Multiple Submission Channels 3.Paperless Process

4.Guided Processes 4.Reduced Errors
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SECRETARIAT REFORMS

Progress In 4 years: Digitalization

Adoption of Delayering

% share of e/p receipts

Average Distinct Transaction of Active Files 100.00 87.529% 90.31% 91.62% 93.81% 80.00
10 20 719 80.00 60.00
8 60.00
40.00
6 4.70 40.00
A 20.00 20.00
5 0.00 0.00
2021 2022 2023 2024
0 . :
Yr 2020 Yr 2021 Yr 2022 Yr 2023 Dec-24 W % eReceipt  mmmm % pReceipt -~ eReceipts (Inlakh)
Growth in % eFile Adoption No. of Desk officers
92.00% 640
00.00% 90.30% 89 64% o 623
88.00% 86.50% 600
86.00% 580
84.00% 83.00% 558
82.00% 260
= | -
78.00% 520

2021 2022 2023 2024

Mar-22

Mar-24




SECRETARIAT REFORMS
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Adoption of Delayering
Average Distinct Transaction of Active Files

Yr 2022

§ £ £ % § 8 2 %

March2022

Number of Desk Officers

More than 89.64% new files opened in Dec 2024 were e-Files For Ministries & Departments

March 2024

Secretariat Reforms

ng Efficiency in Decision Making

Monthly Report | December 2024

Deportment of Administrative Reforms and Public Gricvances




SECRETARIAT REFORMS

Special Campaigns for Institutionalizing
Swachhata & Reducing Pendency

Cumulative Outcomes (2021 - 2024)

Parameter/Year l 2021-2024 .

Cleanliness Campaign Sites 1.15 million
(in R Miliong) 23640
(n Miion'sa.Feet) 6438

Files clc()lielc\j/\/il\l/i\gene)ded out 1314




INTERNATIONAL
COOPERATION

The aim of international exchange and
cooperation component is to share
information, best practices and personnel
across national governments in the field of
Public Administration and Governance.

Presently DARPG has MoUs in the areas
of Public Administration and Governance
with:

1.Portugal 7. Srilanka
2.United Kingdom 8. Cambodia
3.Singapore 9. Maldives
4.Australia 10. Bangladesh
5.The Gambia 11. Malaysia

6.France




CONCLUSION

» Governance reforms aim at inclusivity, efficiency, and accountability

» Emphasis on technology, citizen engagement, and capacity building

Hon’ble Prime Minister from his address to the US Congress in June 2023 said

In the last century, when India won its freedom, it inspired many other countries to free
themselves from colonial rule. In this century when India sets benchmarks in growth, it will
inspire many other countries to do the same.

Our vision is Sabka Saath, Sabka Vikas, Sabka Vishwas, Sabka Prayas."

- Prime Minister Narendra Modi
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