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| Key Challenges in Service Delivery

S Lack of basic Complexity Re-Orientation to
Infrastructure arising from Citizen Centric Service
required to deliver Diversity/ Delivery and Capacity
the services Language/ Building

Demographics/
Extremism
q . 5 | -

------ Silos existing; t--—2-. Speed of - ----. Providing seamless
leading to a non- execution / Access to Information
cohesive strategy implementa- and a ‘No wrong

tion door’ policy
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|
Proposed Solution Interventions (few examples)

Skill Development
Capacity Building
Rewarding innovations

and incentivising good
performance

» Government Process
Re-engineering
Defining service
standards and

Multiple channels of
service delivery —
mobile, websites,
kiosks, etc.

monitoring them
Implementation of
various
recommendations on
administrative reforms

Leveraging PPP as a
business model in large
technology driven
transformation
initiatives

Technology

-
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Key Questions for the Panel Discussion

"In spite of the fact that India is globally recognised as A

an IT powerhouse, have we managed to leverage our
technology prowess effectively in public service
_delivery?

_J
4 )
What is holding us back more — Structure, Process or
an implementation ‘paralysis’?

. J
4 R
Is the bureaucratic setup today, geared for the
transformation required? How do we address the
mental block that may be existing?

\. _/
4 N
In a federal structure, is integration of public service

delivery a big task to ask for?
\. J
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