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I am happy to learn about the publication of the first annual report of the Haryana
Right to Service Commission, a milestone achieved in its journey towards a more citizen
centric and responsive service delivery system.

The Commission has, in the past ten years, taken giant strides from a nascent
fledgling to an institution whose initiatives are not only looked upon, for inspiration, by
other States butalso emulated in their quest for serving the general public.

The Auto Appeal System (AAS) has kindled a new ray of hope not only amongst the
seekers of justice, at the doors of various departments, but also the policy planners showing
them the way towards an ever increasing degree of perfection.

I wish to congratulate Shri TC Gupta, the Chief Commissioner, Haryana Right to
Service Commission and his entire team in achieving and sustaining the velocity and
quality necessary for the purpose.

I wish the Haryana Right to Service Commission and the Government of Haryana
more laurels in their ceaseless quest for scaling new horizons in the service of the people of
Haryana.

VNN

Sh. Bandaru Dattatreya
Governor, Haryana






I am delighted to extend my heartfelt appreciation to the Haryana Right to Service
Commission on the publication of its annual report for 2023-2024 and its decade-long
journey of dedicated service to the Right to Service Legislation. This report is a testament to
the significant progress achieved in delivering hassle-free and time-bound public services
to the people of Haryana.

The Haryana Right to Service Commission under the leadership of Shri T.C. Gupta has
emerged as a trailblazer in implementation of the Right to Service legislation with several
innovations like the auto appeal system. The Haryana Right to Service Commission has
actively engaged with DARPG in improving service delivery through seamless transition to
e-services.

All good wishes to the Haryana Right to Service Commission in its challenging policy

endeavours.

Sh. V. Srinivas, IAS

Secretary,

Department of Administrative Reforms & Public Grievances
Ministry of Personnel, Public Grievances & Pensions,
Government of India






"The difference between what we
do and what we are capable of
doing would suffice to solve
most of the world's problems.”

- Mahatma Gandhi

The PartIV of the Indian Constitution which delineates the Directive Principles of the
State Policy asserts India to be a welfare state meaning thatitis the responsibility of the State
to provide for and take care of the citizens. In the new age, irrespective of geography and
ideology, governance has become an important tool of communication between the State
and the citizenry. This concept has been instrumental in reshaping the contours of the
relationship between the two. For example, the Jan Lokpal Andolan of 2011 sought to instill
the idea of accountability in a sphere marred with opacity. With time, accountability alone
did notachieve the objective unless it was time bound.

The communication which initially began with the clarion call to ensure
transparency in governance at the start of the decade shifted to ensuring time bound nature
of service delivery. The social contract between the State and the citizen has significantly
shifted course from a mere service delivery mechanism in a one way channel to proactively
taking recourse to the redressal mechanism. As mentioned in the Second Administrative
Reforms Commission titled “Citizen Centric Administration: The Heart of Governance,” in
Chapter 7, Paragraph 7.2.2 has stated as follows:

“The basic principle of a grievance redressal system is that if the promised level of
service delivery is not achieved or if a right of a citizen is not honoured then the
citizen should be able to take recourse to a mechanism to have the grievance
redressed. This mechanism should be well publicized, easy to use, prompt and
above all, citizens must have faith that they will get justice from it.”

With this in mind, the Government of Haryana passed the Haryana Right to Service
Act, 2014, instituting a framework to incorporate the ideals of a functional grievance
redressal mechanism. A total of 656 services have been notified to be delivered in a time
bound manner which keeps getting updated on a regular basis. The chain of accountability
has ensured that wrongful rejections along with unreasonable procedural delays are dealt



with in a befitting manner. The Commission has been at the forefront of re-engineering
several policy interventions with the Government bringing relief to millions of residents in
Haryana.

This Annual Report gives a detailed insight into the functioning of the Commission
and the role thatit has played in ensuring accountability, transparency and service delivery
in a time bound manner. This framework has played a critical role in giving direction to the
working of the Commission. In the times to come, the Commission has planned to
comprehensively revamp the processes of service delivery of notified services in the State of
Haryana.

Auto Appeal System (AAS) launched by the then Hon’ble Chief Minister, Haryana on
01.09.2021 has brought about a revolution in ensuring the effectiveness in the
implementation of the Act. The system has ensured automatic escalation of appeals in the
event of breach in the RTS timeline of a service. You would read about this more in Chapter 4
of this Annual Report.

As we move forward, the Commission envisions a future where governance is not
merely a reactive process but a proactive force for empowering citizens. By embracing
innovation and continuously refining the mechanisms of accountability and service
delivery, the Commission aims to set new benchmarks in citizen-centric governance. Our
goal is to transform the State's relationship with its citizens, ensuring that every individual
in Haryana experiences the full benefits of a responsive and efficient administration. In the
years to come, we will continue to push the boundaries of what is possible, driving a
governance model that not only meets the needs of today but anticipates the challenges of
tomorrow, thereby cementing Haryana's place as a leader in transparent and accountable
governance.

(;:C.ea-ﬂr}ﬂn
= i

Sh. T.C. Gupta, IAS (Retd.)
Chief Commissioner,
Haryana Right to Service Commission
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© PREFACE

“BI GSUDRY e dFUerd”
meaning “with determined human efforts,
the task will surely be completed.”

- Chanakya Niti

Globally, the Right to Service Legislation originated from the citizen's charter, aiming
to provide efficient and timely government services to citizens. In the backdrop of Anna
Hazare movement in India, the Right of Citizens for Time Bound Delivery of Goods and
Services and Redressal of their Grievances Bill, 2011 also known as Citizen’s Charter and
Grievance Redressal Bill, 2011 was tabled in the Lok Sabha in December 2011. Though the
bill lapsed due to the dissolution of the 15th Lok Sabha, various states enacted their own
tailor-made Acts to ensure time-bound delivery of government services within their
territories.

In India, the Right to Public Service Legislation encompasses statutory laws that
guarantee timely delivery of government services and provide mechanisms for holding any
public servant accountable for failing to fulfill their service obligations. Specific public
services granted as rights under these legislations are typically notified separately through
gazette notifications.

The Haryana Right to Service Act, 2014 was enacted with the purpose of providing
timely and hassle-free government services to the residents of Haryana, as well as those
seeking to establish or expand their businesses in the state. As per section 18 (2) of the Act,
the Commission is mandated to prepare an annual report containing its recommendations
under Section 17, along with the actions taken.

In 2023-24, the Chief Commissioner of the Haryana Right to Service Commission
conducted a second round of sensitization-cum-review sessions in 10 districts of the state
wherein not only the delivery of notified service was reviewed but also Jan Samvaad. These
sessions were attended not only by officers and officials responsible for delivering the
notified services but also by public representatives and civil society members. This state-
wide tour proved instrumental in raising awareness about the Act. In the first round of the
district, the present Chief Commissioner had toured all 22 districts of the state in a record
period of 44 daysin 2021. Prior to June 2021, the Commission had received only few appeals
as per the procedure under the Act and few hundred complaints related to non-delivery of
services notified under the RTS Act. However, due to increased awareness, this number has
significantly multiplied by more than 100x, a month wise record can be found in the
consequent chapters. During the financial year 2023-24, continuous efforts were made to
improve the delivery of services in Haryana.

This first Annual Report of the Haryana Right to Service Commission exemplifies the
Commission’s relentless efforts to fulfil its mandate and also marks the completion of a
decade of the Commission’s establishment on 1st August, 2024. As on 31st March 2024, 656
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services were notified under the Act. The Antyodaya SARAL portal serves as a one-stop
platform for citizens to directly apply for various services. Additionally, some services such
as those related to the Transport Department applied through other portals (e.g. Vahan or
Saarthi portals of the Central Government), can be tracked on the Antyodaya SARAL portal
for monitoring purposes. The Commission has been actively writing DO letters to the Heads
of Departments, urging them to monitor the delivery of services notified under HRTSA, 2014.
Furthermore, several meetings on this matter have been chaired by the Hon'ble Chief
Minister, Haryana to monitor time bound delivery of notified service.

The launch of the Auto Appeal System (AAS) by the Hon'ble Chief Minister on
September 1, 2021, has proved to be a path-breaking event in establishment of a robust
appellate mechanism to address grievances related to non/delayed delivery of notified
services. The AAS automatically files an appeal on behalf of an eligible person in case of a
breach of the notified timeline and allows applicants to file appeals in other cases. As on
March 31, 2024, 427 services from 41 different entities have been on-boarded on AAS,
resultingin 11,74,316 appealsraised, outofwhich 11,58,502 appeals have been resolved.

The Commission's impact goes beyond the borders of Haryana, as it strives to
replicate its successful model nationwide. The Chief Commissioner of the Haryana RTS
Commission was invited to the National Conference on e-Governance (NCeG) in November,
2022, the silver jubilee edition held in Katra, Jammu & Kashmir. During the event, organized
by the Department of Administrative Reforms & Public Grievances (DARPG) and the
Ministry of Electronics & Information Technology (MeitY), in association with the State
Government of Jammu & Kashmir. The Chief Commissioner shared insights on how Right to
Service Legislation has been promoting national growth and securing citizens' rights. Auto
Appeal System has been replicated in the state of Jammu & Kashmir and is the process of
replication in few others. Further, he also participated in the National Seminar on Sevottam
organized on 23.05.2023 in Yashwantrao Chavan Academy of Development Administration
(YASHDA) Pune, Maharashtra to make a presentation on ‘Right to Services in Haryana' This
was organised by DARPG in collaboration with the Government of Maharashtra.

Under the authority granted by Section 17 (1) (e) of the HRTSA, 2014, the Commission
is obligated to propose modifications in procedures and process re-engineering for service
delivery, aiming to enhance transparency and ease of accessing notified services. The
Commission has been diligently examining the applications submitted by eligible
individuals for various services, meticulously analyzing each step involved in the process.
Based on this thorough assessment, the Commission has put forth recommendations for
procedural improvementsin service delivery for various notified services/schemes.

The Commission takes great pride in its proactive approach to respond to all
communications through email, WhatsApp, telephone or physical dak, received from
citizens, breaking the common perception that communications to Government
Departments often go unanswered. Further, the Commission finds immense satisfaction in
receiving gratitude notes from citizens, expressing their appreciation after their long-
pending cases are successfully resolved. Selected excerpts from these heart-warming notes
as ‘Happiness Stories’ can be found as a part of this report. They keep us going forward and
strive for smootherservice delivery.

ii =~ ANNUAL REPORT
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RTS Legislation:
The Haryana Scenario

©

Public services refer to essential services and facilities that are provided by the
Government or public sector organizations to meet the needs and requirements of the
general public. These services are funded and managed by the Government, with the aim of
promoting the welfare and well-being of citizens and ensuring the smooth functioning of
society. The public services law in India derives its origin from the Citizens Charter of UK,
promulgated in 1991. Though the Citizens Charter is not a legal document, it shows intent of
the Government to empower the citizens to demand time bound delivery of services. The
objective of the charter was also to make public servants accountable.

The Right to Service Act represents a significant administrative reform initiative,
building upon the concept of Citizen Charters. While Citizen Charters outline the expected
timelines and quality of public services, the Act takes it a step further by legally binding the
Government through public servants to provide public services to citizens within a specified
timeframe. In case of any failure, the Act empowers the authorities to impose penalties on
delinquent officials to be paid by them out of their pockets. Hence, the Right to Service Act
showcases the state's commitment to ensure standard, quality, and timely delivery of
services toits citizens.

Furthermore, the provision for hassle-free delivery of public services was
recommended by the Second Administrative Reforms Commission in its report in 2005.
Responding to this, the Central Government emphasized the review of Citizen's Charters in
various departments across Central and State Governments, including Union Territories.
Consequently, the Central Government introduced the Right of Citizens for Time Bound
Delivery of Goods and Services Bill, 2011, which was tabled in Parliament. However, same
could not be enacted.

With increased awareness amongst citizens regarding their rights to avail government
service, a demand for timely, transparent and hassle-free delivery of public services
intensified around 2010-11. Indian states started enacting their own Acts ensuring a right to
timely delivery of public services with Madhya Pradesh taking the lead in August 2010 by
enacting Public Service Guarantee Act. The Right to Service Act is a bold step towards
institutionalizing accountability and empowering citizens. As of now, 25 states and 2 union
territories have enacted their own Acts to ensure timely delivery of services for their
respective residents. The latest state to enact this law is Meghalaya which put on the statute
books ‘The Meghalaya Right to Public Service Act’in 2020. Haryana also enacted its Right to
Service Act in 2014, with a vision to establish a robust service delivery mechanism for
people. The map of the country is depicting Right to Service legislation in different parts is at
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Figure 1: Status of Right to Service Implementation in India
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1.2 Legislative history of the Haryana Right to Service Act,2014

Ordinance

The ordinance for enacting the Haryana Right to Service law was promulgated on
19.12.2013.

HARYANA GOVT, GAZ. (EXTRAL. DEC. 19, 2013
(AGHN. 28, 1935 SAKA)

PART Il
HARYANA GOVERNMENT
LEGISLATIVE DEPARTMENT
Notification
The 19th December, 2013
Now Leg, MW1013.~The following Ordinance of the Governor of Haryana
promulgated under clavse (1) of anicle 213 of the Constitution of India, on the 16th
December, 2013 and is hereby published for general information s
HARYANA ORDINANCENO. TOF 2013
AN

ORDINANCE

te provide for the delivery of service to eligible person within the nodfied rime
linnits and for maners connected therewith and incidertal thereto,

Promulgated by the Governor of Haryana in the Sisty-fourth Year of the
Republic of India

Whereas the Legislature of the State ol Haryana is not in session and the
Givernor 15 sabishied thal circumstances exist which rendér it né¢essary far him 1o
Lake immediale action;

Now, therefore, in exercise of the powers canferred by clause (1) of anicle
213 ol the Constitution o) Indea, the Governor of Haryana hereby promulgates the
fiollowing Orclinunce:-

1. This (Ordinance may be called the Haryana Right w Service Ordinance,
013

R In this Ordinance, unless the context otherwise requires,- DeNnitions

(a) “Commiscon” means a Haryana Right o Service Commission
constituied under section |2:

Figure 2: A Glimpse of the Ordinance

Act

After the state legislature approved the ordinance, The Haryana Right to Service Act
was notified on 26.03.2014. The Act aims to institutionalize an effective framework of
accountability and transparency which guarantees time-bound delivery of services by
various Government Departments operating under the State of Haryana.
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HARYANA GOVT. GAZ (EXTHA.), MAR. 26. 2014
(CHTR. 5. 1936 5AKA)

HARYANA GOVERNMENT
LAW AND LEGISLATIVE DEFARTMENT
Notification
The 26th March, 2014

No. Leg. 7/2014.—The lollowing Act of the Legiclamre of the Stme of
Haryana received the astent of the Goversior of Haryana on the 22nd March, 2014,
and is hereby published for gemeral information -—

HARY ANA ACT NO. 4 OF 2004)
THE HARYANA RIGHT TO SERVICE ACT, 2014
An
ACT

e pravide for the delivery af service fo eligible perran within the rotified time
limits and for matters connected therewith and incidental therens,

Be it enacted by the Legislature of the Stale of Haryana i the Sixty-fifth
Year of the Republic of India ax follows:—

1. This Act may be called the Haryana Right 1o Service Act, 2014,
1. Inthis Act, unless the context otherwise requines —

(1} “Commission’” means the Haryana Right 10 Service Commmissisn
constiluted under section 12;

(b) “days" means the working days referred to as the time limir

<) "Dcnisnjlrd Officer” means an officer as aotified under
section 3;

“eligible person” means a person who is eligible for oblaining
services notified under section 3;

“First Grievance Redreszal Authority™ means an officer who is

Figure 3: A Glimpse of the Original Act

Rules

The Haryana Rights to Service rules 2014 were notified on 01.07.2014.

HARYANA GOVERMNMENT
ADMINISTRATIVE REFORMS DEPARTMENT
Motification
The lstJuly, 2014
Mo, 7/11/Z2014-3AR.— In exercise of the power conferred by sub-section
(1 and {2} of section 21 of the Haryana Right to Service Act, 2014 (Haryana

Act No. 4 of 2014), the Covernor of Haryvana herchy makes the following rules,
1o carry out the purposes of the satd Act. namely =-

1. (1) These reles may be called the Haryana Right to Service Rules, 2004, g0 sitse and
. . Comincncdmenl
(2 They shall come into force on and with effect from the date of their
publication in the Official Gazette.
T. (1) In these rules, unless the context atherwise requires.- Definitinaos
{(iy “Act” means the Haryann Right (o Service Act, 2014; and
fii) “Form™ means the Form appended 1o these miles,

2 Words and expressions used in these rules but not define therein,
shall have the same meaning as assigned to them under the Act. . |

3 (1) An eligible person shall make an application for delivery of service el
o the designated officer sither personally or through registercd post duly ek caisdgonen
nddressed o the aforesaid Designated Officer or through e-disha kendras,

{2) If such an application is found compicte m all respects, the
Designated Oificer shall acknowledge the receipt thereof in the specified Forms
provided by the respective departments for cach service:

Figure 4: A Glimpse of the HRTS Rules, 2014
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Regulations

To conduct the business of the Commission, the Haryana Right to Service Commission
(Management) Regulations came into force with effect from 2015.

The Harvana Right to Service Commission
(Management) Regulations, 2015,

In exererse of the powers conforred by sechon IT{4) of the Harvana Right 1o Servaoe
Act N4 | Haryonn Act Mod of 20014)  ond all other enabling provisions m this behinll Horyana Right 1o
Servics Commibssion hereby makes the lollowing Regulations for management of the affairs of the

Horyama Right 1o Sorvice Commission wo as (o mmahle 1 to funchion effectively -

CHAPTER — 1
1. Short Title and Commencement

il These Regulations iy bz calbled * The |'|n|'§rul'|u Riglut 16 Service Comimisshon 1.'!-1-anu|.-u-m-nri
Regulntions, 20157,

(11}] They shall come into force with efTect from 20 10-200 5,

. ApplicotionsRevisions which have alrendy been filed before the date of commencemen of
these Repgulation: and have been found im onder and ane already registered before this date
will be procecded with as before and shall not shwie for any infirmity therein b dese
Regulations will be applicable for any prospective action even in regard o such pending

Applications Revisions,

Figure 5: A Glimpse of the HRTS Regulation, 2015

Notification of Services

The first notification was published in the official gazette by the Haryana Government
on 07.05.2015, detailing the list of services covered under the RTS Act and the time frames
within which they have to be provided to the applicants.

HARYANA GOVERNMENT
ADMINISTRATIVE REFORMS DEPARTRIENT
Molificaton
The Tehi MEsy, IG5
Mo, T A1 2004-3AR.~— In wpersession of the letzr of even No. T'R20011-3AR, dated the Tth June. 3011 and
doted sl Decemaler, 2001 and i exercise of e powery conlferred ander Section 3 of the Huyvana Right 1o Servece
Act, 1004, (4 af 20143, he Coveiiior of HArVGGES, ol the iecoiimdndariois mads by the Commassion ey norifies
thie following services, the time e within which these are to be provided to cittrens. Designated Officer, Farst
Grievances Redressal Anthonty and Second Grisvances Redressal Amboniny as per the schedule given below; —
T, | Nomme a1 [Name of Sarrice IE,'.'.-;":.'-; Dimde  [Thealgnated | Forst Appeliste  |Secuml Appellsie
v Teparrmeni I{n-hn:‘.'nu Oiifices Aunidssrin hmibaru
l = | 3 |. 5 H 7 — a
T e p——— T pop—— [ 7o Dhary Pasward 1| 500 of the [ —
it Fard Cemgre kvel ne Recond of) oot Sub- ol the Cototined
Fapghss  |lomabeasdil  Cofasm Dhyasemn Dt
M. e - F I : HIT
qn)  Cemdied  copes  of ol F P Al od g brpm [ p—
doramwnin w Vilkge level ie o e Sub- af the Concorymesd
Recond of Righes  {Tmssbamdi] Dhrasiom Dot

Cnplen  suiston eic (f e
copwey eoiigphd et il ol
miabe &l pages woaghil e e
]

o} Cerhbed copes  of  all]3
Ascmnenly & Willage el e
Hecond ol Figine | Jaraband |
Lardsun smnmem. o (f the
Aomes Elgll e mmmml Al
_'r_:lbn ol peiges woiighsd i e

Figure 6: First list of notified services
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Subsequent notifications have been issued from time to time and more service have
been broughtunder the ambitof the Haryana Right to Service Act, 2014.

Section 3 of the Act grants the State Government the authority to notify the services and
set time limits for their delivery, along with appointing Designated Officer, First Grievance
Redressal Authority (FGRA) and Second Grievance Redressal Authority (SGRA) in
consultation with the Commission.

Section 5 of the Act outlines the procedure for obtaining a service, making the
designated officer responsible for providing the service, once the eligible person submits a
duly filled form. In the event of application’s rejection, the Act mandates the Designated
Officer to provide written reasons and inform the applicant. The Designated Officer is also
responsible for maintaining all records related to the delivery of notified services.

Section 6 and 7 of the Act delineates the procedure to file appeals to the FGRA and
SGRA. Both the authorities have 30 working days to resolve the appeals raised to them.
Furthermore, Section 8 of the Act empowers the FGRAs and SGRAs with powers similar to a
civil courtwhile trying a suitunder the Code of Civil Procedure, 1908 for the following:

(a) requiring the production and inspection of documents;
(b) issuing summons for hearing to the DO and the appellant; and
(©) any other matter, which may be prescribed.

The Actempowers the SGRA to impose penalty on DO and/or any other official involved
in the process of providing notified service who has caused undue delay in providing the
service.

Subsequently, in case of dissatisfaction with the resolution of the appeal by SGRA, the
aggrieved party can file a revision appeal before the Commission within a period of ninety
days as per Section 10 of the Act. Additionally, the Act has placed the onus of displaying the
list of notified services, along with their timeline and appellate authorities on the
Department’s website and locally near the Department’s office.

Section 17 of the Act enumerates the powers and functions of the Haryana Right to
Service Commission. These include taking suo-moto cognizance of service delivery failures,
inspecting offices, recommending departmental actions, process re-engineering for service
delivery, suggesting additional services for notification, issuing general instructions to DO,
FGRA and SGRA, and reviewing its decisions, directions and orders. The Commission also
has the authority to impose penalties on Designated Officers or other officials involved in the
service delivery process, up to Rs 20,000 and allow compensation of up to Rs 5,000 in each
case, to eligible persons to be paid by the defaulter or delinquent official from his pocket/
salary.
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Section 12 of the Act mandates the State Government to constitute the Haryana Right to
Service Commission which is a statutory body. The overall mandate of the Commission is to
supervise, monitor, regulate and improve overall delivery of notified public services by
various Departments of the State Government. The Commission is vested with the powers of
the Civil Courtunder Code of Civil Procedure, 1908 in the following matters:

a) summoning the parties;

b)  receivingoral evidence on oath or written evidence on affidavits;
Cc) Requiring the discovery and inspection of documents;

d) requisitioning of any public record from any office;

e) obtaining copies of records from any courtin accordance with law;
f) issuing summons for examination of withesses or documents: and
g) any other matter, which may be prescribed.

The Commission's composition includes a Chief Commissioner and up to four
Commissioners, appointed by the Governor based on the recommendation of a Committee.
This Committee consists of the Chief Minister, serving as the Chairperson, the leader of the
opposition, and one Cabinet Minister nominated by the Chief Minister.

The Chief Commissioner must be a serving or retired officer holding the rank and
status equivalent to that of the Chief Secretary of the State of Haryana or Secretary to the
Government of India. Of the Commissioners, at least two must be retired officers from the
Government of Haryana, holding a rank and status equivalent to that of an Administrative
Secretary or its equivalent in any of the State's services. This also includes officers of All
India Services from the Haryana cadre. The remaining Commissioners shall be individuals
of high standing in public life with a minimum of twenty years of experience in
management, law, administration, or corporate governance. During the year 2023-24, only
the position of Chief Commissioner namely Sh. Trilok Chand Gupta was filled while all the
four positions of Commissioners were vacant.

Chief Commissioner

Commissioner Commissioner Commissioner Commissioner

Secretary

Under-Secretary-cum-Registrar

Consultants

Assistants

Figure 7: Organogram of the Commission
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Public Service
Delivery in Haryana

©

There were 656 services of 51 different organizations notified under the Haryana Right

to Service Act, 2014 as on 31.03.2024. These services cover the entire life cycle of a person
from services pertaining to birth and death, food and electricity related, property and
business related, social welfare schemes pertaining to marriage assistance, scholarships,
empowerment of women, allowances to destitutes and old age & death related assistance.

Total No. of
ORGANIZATIONS Notified
Services
1 Agriculture 8
1 Agriculture And Farmers 2 Hortlcultlére ol ] 2
Welfare Department 3 Haryan.a tate Agricultura 3
Marketing Board
4 Haryana State Seed 3
Certification Agency
Animal Husbandry & Animal Husbandry and
2 . 5 . 3
Dairying Department Dairying
3 |Co-operation Department 6 Cooperation 1
4 DIETE BTl (s JHE el 7 Development and Panchayat 1
Department
5 |Employment Department 8 Employment Department 10
. , Haryana State Pollution
6 Eﬁwronr];lent ?nd Ctllmate 9 Control Board 11
ange Departmen 10 Forest 5
7 S0 g 53 bl 11 Excise and Taxation 27
Department
8 |Fisheries Department 12 Fisheries Department 37
o, Sl SIS i Food, Civil Supplies &
9 |Consumer Affairs 13 i 21
Consumer Affairs Department
Department
14 Ayushman Bharat - Haryana 1
Health & Family Welfare, Health Protection Authority
10 Department 15 |Food and Drugs Administration| 13
16 Health Services 5
11 {Home Department 17 Hor_ne 2
18 Police 39
12 |Housing Board 19 Housing Board 9
20 Industries and Commerce 58
13 Industries & Commerce o 3 o P -
Department 21 aryana Enterprise Promotion 1
Centre
22 HSIIDC 26

ANNUAL REPORT
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Information and Public

Information and Public

14 Relations 2 Relations 2
Building and Other
24 Construction Workers Welfare 2
15 |Labour Department Board
25 Haryana Labour Welfare Board | 22
26 Labour Department 9
16 |Mining & Geology 27 Mining & Geology 11
17 |Printing And Stationery 28 Printing And Stationery 1
29 Chief Electrical Inspector 5
18 |Energy Department 30 DHBVN 25
31 UHBVN
20 Public Health And 30 Public Health And 8
Engineering-PHED Engineering-PHED
21 PW (B&R) & Architecture 33 PWD 4
Department
22 Revenue & Disaster 34 Revenue 54
Management Department
Rural Development Rural Development
23 35 1
Department Department
24 Sainik And Ardh Sainik 36 Sainik And Ardh Sainik 18
Welfare Department Welfare
25 | Science & Technology 37 |Science and Technology 2
Department
Social Justice, 38 Eomal Ll ?nd 13
Empowerment, Welfare of mpowermen
26 Scheduled Castes & Haryana Scheduled Castes
Backward Classes and )
39 Finance and Development 9
Antyodaya (SEWA) .
Department Corporation
P Welfare of SCs And BCs
40 6
Department
27 School Education 41 Board of School Education 3
Department -
42 School Education Department 1
Technical Education 43 Harya_n B IS Bo_ard o 4
28 Department Technical Education
- 44 State Technical Universities 4
29 |Town And Country Planning 45 HSVP : 42
46 Town And Country Planning 11
30 |Transport Department 47 Transport 37
31 |Urban Local Bodies 48 U.rban foed Bo§11es - >0
49 Directorate of Fire Services 7
50 Haryana Women Development 3
33 Women and Child Corporation
Development Women and Child
51 4
Development Department
656

09

Table 1: Summary of notified services
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A detailed list of services along with RTS timelines and appellate
authorities can be found in the notification section on our website:
https://haryana-rtsc.gov.in/notify-serviceslist or by scanning the
adjacent QR code.

After the present Chief Commissioner Sh. Trilok Chand Gupta joined
on 15.06.2021, the extensive review of 522 notified services at that time
was done for which inputs were taken after visiting the districts and also holding
consultations with the Administrative Secretaries of the Department as mandated under
Section 17(1)(e) of the Act. Resultantly, superfluous notified services like ‘Sports Meet,,
‘Indira Gandhi Mahila Shakti Award’, ‘Kalpana Chawla Shaurya Award, etc. were denotified
and scores of useful services to the citizens which they need in their day-to-day life like
‘repair for potholes on roads’, ‘coverage of manholes, ‘maintenance of parks’, ‘green belts’ etc.
were got notified. Consequently, Haryana had 656 notified services available to the public as
on 31.03.2024 which is perhaps the highest number of useful and functional services
available to any citizen in the country.

The public services in Haryana are provided as in other states through offline and
online mode. However, it is gratifying to note that almost all the services are available
through online mode. For this purpose, there are different portals of the Department but
they have been largely integrated through Antyodaya Saral Portal and hence, almost all the
services are available through online mode in Haryana.

Antyodaya SARAL

------------------- Departmental portal

Physical submission
of documents

Eligible citizen is identified by the
Department and process of benefit
disbursement is started

Figure 8: Modes of service delivery in Haryana
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. Through Antyodaya SARAL

Antyodaya SARAL Kendra can be found at the district and tehsil
levels.

Antyodaya Bhawan at district HQs for the application of specific
welfare schemes of the Government.

Common Service Centre are present at the level of every village in
Haryana.

Eligible person can themselves, apply for a scheme/service on
Saral Portal by simply login into the Portal and attaching relevant
documents with their application.

The state of Haryana has been making a headway towards easing the process of
submitting applications for various services and schemes. In this attempt, Antyodaya
SARAL has been Haryana's one-stop platform for various services and schemes. The
platform can be visited by scanning the above QR code.

Where can | get a service?
Different services are available at
different touchpoints

2
Whom should How to fill this
| contact? form?
Mo dadicated helpline \ E Complex and
for quaries related to non-standardized

Setvice Delivery application farms

Figure 9: Questions that come to a citizen’s mind when he intends to avail a government service

11

Why is there a delay
in service delivery?
RTS Timelsnes are not
adhered to In Service

Delivery

What is the status of
my application?

No mechanism to track
the status of the
services
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How do | manage applications from multiple sources?

What is the citizen
feedback for our
services?

No mechanism to get
feedback from citizens
on delivery of services

How many
applications are we
clearing within RTS?
Mo clarity on compliance
of RTS Act by the
department

Application received in different format
from different touchpoints

A

)
(2

®e
>

=

How can | avoid
unnecessary public
interaction?

Most of the time is
spent In dealing with
public in district offices

What is the status of
applications in my
department?

Lack of consolidated
data or visibility on the
process bottlenecks

Figure 10: Questions that persist in the minds of Govt. Stakeholders

while processing the application.

Hon’ble CM gave the vision to completely transform
scheme and service delivery in the State in February 2017

ﬁ Manohar Lal @

Digital Roadmap, 2017-19 9 HIY 'SARAL
SHASHAN' & 31T 3UEL glLamo
| ¥ . £

Haryana moving towards
'SARAL Shashan' with Digital Roadmap 2017-19

Simple, All-inclusive, fieal time, Action oriented
and Long lasting governance.

Figure 11: Hon'ble CM, Haryana launched the service delivery platform in February, 2017
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Further, as per specific requirements of the Departments, they have also created their
own portals while some are managed at the level of Central Government for example Vahan
and Sarathi are two portals managed at the national level. However, for the ease of
monitoring, these have been integrated with the Antyodaya SARAL portal wherein certain
specific data for example Application Submission date, RTS due Date, File Reference ID, Last
Action Date, Remarks, etc. are reflected on the tracking feature of the portal. There are
around 35 such portals developed and maintained either at the national level or at the state
level.

For some critical services, physical documents are required, hence, the applications are
made offline in the concerned office, for example, the service to provide ‘Certified copy of
previously registered documents’ of the Revenue & Disaster Management Department or
the service of ‘Extension of Residential Permit of Foreigners’ of the Home Department.

It is pertinent to mention that for increased accessibility, there are 14,480 Common
Service Centres (CSC) centres across the state offering the last mile to availability of
services/schemes to citizens. The CSCs are managed by a district level manager also known
as the e-District Manager, while the nodal officer for the same is Additional Deputy

Commissioner-cum-DCRIO at the districtlevel.

Additionally, to ease the life of citizens, there are 167 Antyodaya SARAL Kendras in the
state. These are located at the HQs of all the 22 districts, at the sub-division and at the tehsil
level. These centres are different from Common Service Centres as these are owned and
maintained by the State Government and no extra charges are levied for submitting an
application of the candidate. On the other hand, CSCs run on the village level
entrepreneurship model and hence nominal charges are levied by the CSC owner for
submitting an application on behalf of eligible persons. These charges are clearly
mentioned on each document under the Knowledge Management System (KMS) of the
Antyodaya SARAL Portal which is an opensource document available at the website of the
Antyodaya SARAL Portal.

The KMS for each service/scheme provides the details of the mandate of the
service/scheme, eligibility criteria of citizens, documents required, RTS timeline and fees to
be charged. These are available in both Hindi and English. Two such examples are shown

below:
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ANTYODAYA-SARAL

Women and Child Development

Aapki Beti Hamari Beti (Scheme)

ELIGIBILITY:

1. Female
2. First girl child born on or after 22-01-2015 in SC/BPL families.

OR
Second girl child born on or after 22-01-2015, irrespective of their caste, creed, religion,
income and number of sons.

OR

Third girl child born on or after 24-08-2015, irrespective of their caste, creed, religion,
income and number of sons.

BENEFITS PROVIDED:

1. Rs.21000/-(One time is invested in LIC of India)

DOCUMENTS REQUIRED:

1. Parivar Pehchan Patra Number

2. Age Proof:
e Birth Certificate

3. Resident Proof/Address Proof/Ownership Proof (Anyone of the following):
e Ration Card
e VoterlID
e Electricity Bill
e Telephone Bill

4. Caste Certificate (Only in case of SC)

5. BPL Certificate (Only BPL Families)

6. Tikka Report/Immunization Card for verification of timely immunization

FEES FOR THE SERVICE:

Atal Seva Kendra Service
Govt. Charges Service Charges Charges

No Fee ‘ Rs.10 ’ Rs.10

RTS TIME LIMIT: 30 Days

Helpline: 0172-3968400 Email: saral.haryana@govin

Figure 12: English KMS - Aapki Beti, Hamari Beti
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HAET I

o £
o

g |31 faarg IR IS

EIEGI

o yrefT BRI 15T HT Ja1s AR B

o Urefl &7 A TET N1 § 19 Siiad Ar9d HRA drell diodiovdo g H gl
S|

e 180 oY WYY W HH dIfi¥d 3T drel TR |

o fIuar/darmyar Al Wd & YAfadrg gq 1 e Wa &R AdH § ded
T THE DI A A QI HIAT B AR AT YAl WA B USRS IS A
ferar &1 |

o AT &I fAfor T @ &1 g 18 I T o Bl AP 21 aY BT =AMRY |

o Tl X@T | A Siaw U9 A 9l ggfHd wfa, fagad — 71,000/ —
ST/ <uiar Sfd & AT &1 Tsfhal @ 9rd)

o THIS & GT TN B fderdrei / TATBIIGT / 31T / THBRT — 51,000/ —
JIRAT qAT THBRT ARAT qAT JHERT T=di g D! oAbl
@1 AT Bg (1.80 I WYY H HH q1f¥dH 377Y)

o ARl RaATS! BT |1 o T Bl ITd] W@I &I AET 5 — 31,000/ —

o IHY g7 g TS I & TRIEN XWT | I Siid= I99 B — 31,000 / —
el FIHRTIT B FSBAT DI ATET G TAT FANG DI /AT G0
DI Al B AR B @I Sifd T Uws a7 |fEq)
1.80 AT WYY | HH a1ffd 3T arel uRarR

e 40 yfaerd fadmaiT — 51,000 /

geadIge: 01723968400 §-Ad: saral.haryana@gov.in
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HeAgT wXe 7&@

TAAAFH SEATGST

o I /TY Bl W fAfd b1 gHOT |

o T BT UATT |

o RETA YA U & HIel Ufd |

o MR foid 9% U g& &I HIel Ul |
o IIF BT Pl Hiel Ul S Algs I |

o JITTHAl BT IR Bl |
o TSH T S BT IR Bls &I Ui |
o 3TY BT YA UH Ife NRNTA H 919 < 7 &

o ISH d ASHI B il |

o Al FT IS |

o G YAV UF Afe uredi fwar g |

o WA g AT &1 4 YAV UF &I BIel Ufd Afe TgdH! A1 B |
o {fSHa AT ux Al uref fawmeriT &1 ol |

qAar & faw A
3co Odrl e dar
TFIHRT THAR Tar JAR
THIT
PIs HIF Aol %0 10,/ T0 10,/

ar &1 AWFRT FAT AT 30 R

geqdIg: 01723968400 §-Ad: saral.haryana@gov.in

Figure 13: Hindi KMS - Mukhya Mantri Vivah Shagun Yojana
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Further, the RTS timeline of notified services along with appellate authorities are also

displayed at all offices and service delivery centres.

. - Scheme

e e e
S Ay ne =

| Sl Holarmy Hwﬂ;—nq—-—. =
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o st i oy —
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: [E— — a2 VEHICLE BRI TRAT IO PRCTING | w—
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T
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o

-""’-l'ﬂl--.n“-
Eoma

Figure 14: Schemes and Services have been displayed outside Department offices

Another unique feature of the Antyodaya SARAL portal is the ‘Check Your Eligibility’
feature. Any citizen can enter basic personal details in this robust section like gender, age,
annual income, occupation, etc. and list of sectors whose service/scheme is required.
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ANTYODAYA-SARAL

’!'j' Check Your Eligibility i Enter Your Details
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Figure 15: Parameters to check your eligibility

2.5 Statistics and Data pertaining to the applications on Antyodaya
SARAL

qeg (2 " Transforming Service Delivery
HLeT 0 in Haryana **

‘ﬁ 22 E 59 @*. 719
e
Districta Departments Total Saiviced
:nél B.19,60,033 [EJ; B.02 95,130 (98%) @ 6,94,01,512
(86.4%)
Applications Recelved Applications Pracesaad

Processad within RTS

Figure 16: A public dashboard for Antyodaya SARAL is available for
anyone to view the status of service delivery in Haryana

719 services pertaining to 59 different Departments(Organizations) are being provided

through the Antyodaya SARAL platform. The calendar year wise data of applications
received and processed isas under:-
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Processed

Processed

Received  Processed Within RTS within Rejected Rejected (%)
RTS (%)

2018 87,95,669 87,87,180 73,30,801 | 83% 7,02,356 | 8%

2019 | 1,27,03,470 | 1,20,48,774 | 1,10,21,212 | 91% 13,39,086 | 11%

2020 | 1,29,70,376 | 1,26,18,435 | 1,02,38,445 | 81% 17,25,410 | 14%

2021 | 1,26,33,644 | 1,25,69,785 | 1,00,52,474 | 80% 14,40,798 | 11%

2022 | 1,15,32,201 | 1,14,76,871 | 1,04,61,036 | 91% 12,10,855 | 11%

2023 | 1,43,41,098 | 1,41,51,848 | 1,25,47,003 | 89% 12,50,086 | 9%

2024 66,71,193 63,26,242 57,67,086 | 91% 341,316 | 5%
7,96,47,651 | 7,79,79,135 | 6,74,18,057 | 86% 80,09,907 | 10%

Table 2: Year-wise summary of applications received, processed and rejected
Itmay be noted here that2020-21 had been the COVID years.

This is a robust Departmental Leaderboard that reflects the performance of the
Department by providing RTS Scores along with mentioning the total number of
applications received, total number of applications completed within RTS/outside RTS
timelines and total number of applications rejected. Department Leaderboard as on
31.03.2024 for top 10 Departments which have received the highest number of applications
isasunder:-

Total Total

Total .
S. Department Total Total Completed tCeczlmple lie]elctgdd 'Il;grtn?llin
No. p Received Completed within . ?“C ude g
RTS outside in Total
RTS Completed)
N BRI EC K 93 1,88,58,732 | 1,88,46,243 | 1,66,62,522 |21,83,395 15,300 | 12489
Department
Revenue &
I s 9.1 1,73,28,503 | 1,72,72,440 | 1,65,48,834 | 7,23,606| 589,570 | 56063
Management
Department
Police
3 10 59,07,892 | 5898139 | 54,98312 | 3,99,827 1,989 | 9753
Department
g | lesltiSoless | 40,69,867 | 40,227,108 | 37,97,795 | 2,29,313| 3,85239 | 42759
Department
Food Civil
5 |Supplies& =~ | g 37,228,920 | 37,228,886 | 34,8415 | 3,10370| 6,88,208 34
Consumer Affairs
Department
Building and
Other
6 | Construction 9.9 32,17,742 | 30,551,844 | 23,95480 | 6,55107| 17,82,389 | 165898
Workers (BOCW)
Board
Uttar Haryana
7 | Bijli Vitran 9.9 31,54,863 | 31,40,886 | 29,220,684 | 1,70,191| 4,98,849 | 13977
Nigam-UHBVN
Dakshin
g | e Al 8.8 29,85067 | 29,57,623 | 27,05,647 | 2,51,898| 9,28,391 | 27444
Vitran Nigam-
DHBVN
Public Healthand
9 | Engincering PHED| 8 21,553,528 | 21,52,167 | 21,10,975 | 40,851 34204 | 1361
Social Justice and
10 | Empowerment | 99 19,15465 | 19,00,064 | 16,33,411 | 2,66,653| 6,07,001 | 15401

Table 3: Department Leaderboard as on 31.03.2024 for top 10 Departments
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= fpplication rejected % = Applications outside RTS % @ Application comgpleted %
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Graph 1: Comparative representation of Applications completed, completed outside
RTS and Application rejected- Department wise

RTS Score Formula

RTS [ Applications Completed in RTS (recently) x.'o

Score mm Applications + Applications
Compieted (recently) Pending omside RTS

Figure 17: Formula for calculation of RTS timeline

Recently:
1. For services/schemes with RTS <45 days, last 3 months
2. Forservices/schemes with RTS >45 days, last 6 months

Similar to the Department Leaderboard, the Service Leaderboard reflects the
performance of the delivery of the service. Service Leaderboard as on 31.03.2024 for top ten
services which have received the highestnumber of applications is as under:-
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Department

(V)
H
(=]
(&)
n
%
~

Total
Received

Total
Completed

Total
Completed
within
RTS

Total
Compl
eted
outside
RTS

Total
Rejected

(Included

in Total
Completed)

Total
Pending

Revenue &
1 | Resident Disaster 9.7 | 62,79,297 | 62,73,274 |61,42,060|1,31,214| 1,93582| 6,023
Certificate Management
Department
Registration
of Non-
p || LEDELe LB PO 8.7 | 3745399 37,39,633 |32,03,978 | 5,35,623 o| 5766
Vehicles Department
through
Dealer-RLA
Learner
g || Sl e 9.6 | 34,14,086 | 34,13,818 |29,81,582 | 4,32,194 5,645 268
Non-transport | Department
vehicle-RLA
Income Revenue &
4 | Certificate Disaster 8 | 2922236 29,05934 |26,89,528|2,16406| 95773 | 16,302
(for Education | Management
Purpose) Department
Application
For Issuance
e Health
5 Slllrth/Death/N Services 99| 26,13,656| 25,93,541 |24,36,2091,57,332| 1,89,365 20,115
Availability DI TR SETISTals
Certificate
(NAC)
Disposal of Police
6 Registered 10 23,48,924 | 23,48,924 |23,48,924 0 0 0
Department
Lost Property
Permanent Transport
7 Driving P 89| 22,77,834 | 22,77,834 |17,25,629 | 5,52,128 4,690 0
. Department
License RLA
Schedule gie:aesr::: &
8 Caste 9.3 | 21,36,355| 21,30,908 |20,59,047 71,861 52,960 5,447
. Management
Certificate
Department
Transfer of
ownership for
g | Gllveicls UIEIOETpoi 9.6 | 20,63,090| 20,62,152|20,07,925| 54,218 0 938
purchased Department
within the
state-RLA
Backward gie:;Srtl:: &
10 | Class 941 19,96,630| 19,92,574 |19,13,566 79,008 58,872 4,056
g Management
Certificate
Department

21

Table 4: Service Leaderboard as on 31.03.2024 for top 10 services
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Percentage of applications completed and rejected (Service-wise)
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Graph 2: Comparative representation of Applications completed,
completed outside RTS and Application rejected- Service wise

Various MIS reports for the purpose of monitoring are available on this portal. The
pendency report can be generated for any department/ office for the state as a whole or
district wise for better monitoring of the service delivery. This data is used by the
Commission extensively for the purpose of holding the review meetings with the Deputy
Commissioners and also with the Administrative Secretaries of the Departments. Since, the
highest number of applications were received by the Transport Department, a pendency

report- Registration Licensing Authority (RLA) and Regional Transport Authority (RTA)
wiseason 31.03.2024 isasunder: -

Figure 18: Screenshot of authority level monitoring in the Transport Department
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For further detailed monitoring, Regional Transport Authority (RTA) and Registration
and Licensing Authority (RLA) wise pendency on Vahan and Sarathi Portals can also be
monitored as shown in the screen shot given below.

[k | Transport - RTA RLA Report

] -

Copy || Euesl || €5 || POF || Prim St

Spore Metrics

Todal

Dictrict Name C Pending | Saraihi | Sarathi | Vahan | Vahan
Rank el ; ¥ ; . 8| Scord | CresseDuied
Outeide, | Pending | Score’ | Pending | Soore
¥
RTS
(Tl
' Atz 500, Bann AL &0 5954 1 i o | ? | W | 88| 32N |
- : ' —— |

[ 1 i £000 Hass AL THs T84 ! ! § 1| sz| ss| nmom I
1| 1 |
M ’ ! — 1

1 Hax 500 AL 25 4368 4 8 il A 05 | 8| I
| HEF |

! L] SO0, Kxtha AL | 13187 gy L 2 M #4 | Ll L1 L]
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[ 1 Kama 500, Gut ALa | a MG E 1| m 1 ! BE | W | humam
| 1 K £00. Ktz AL | bLiE 250 1 ! i 0| ex| wa| -nmaom
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Figure 19: Screenshot of authority level monitoring in the Transport Department

From the above, it is evident that there is a robust system of providing different public
services in the state which is extensively monitored through MIS tools by the Commission.
Wherever the performance is good, appreciation letters are issued and wherever
performance is notgood, the Departments are alerted in this regard.
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Activities of the
Commission

The Commission has a very wide mandate under the Haryana Right to Service Act,

2014 so as to ensure that the notified services are delivered to the public at large within

notified time limits and in hassle free & transparent manner. Section 17 of the Act gives wide

powers to the Commission as well as entrusts it with the onerous duty to ensure the same.

The Act provides for matters connected and incidental thereto. Section 17 of the Act in this

regard is very important, excerpts of which are asunder: -

17.(1) It shall be the duty of the Commission to ensure proper implementation of this Act and

to make suggestions to the State Government for ensuring better delivery of services. For this

purpose the Commission may

a)
b)

d)

b))

9)

h)

Entertain and dispose of revisions under section 10;

Take suo moto notice of failure to deliver service in accordance with this Act and refer
such cases for decision to the First Grievance Redressal Authority or the Second
Grievance Redressal Authority or pass such order, as may be appropriate;

Carry out inspections of offices entrusted with the delivery of services and the offices
of the First Grievance Redressal Authority and the Second Grievance Redressal
Authority;

Recommend Departmental action against any officer or employee of the State
Government, who has failed in due discharge of functions cast upon him under this
Act;

Recommend changes in procedures and process re-engineering for delivery of
services which may make the delivery more transparent and easier: Provided that
before making such a recommendation, the Commission shall consult the
Administrative Secretary in-charge of the Department which is to deliver the service;

Recommend additional services to be notified under section 3 and may also suggest
modifications in the notifications already issued for better implementation of this
Act;

Issue general instructions, not inconsistent with the provisions of this Act for the
guidance of Designated Officers, the First Grievance Redressal Authority and the
Second Grievance Redressal Authority;

Impose penalty on Designated Officer or any other official involved in the process of
providing such service up to a sum of twenty thousand rupees, as deemed fit under
the circumstances of the case and allow compensation up to five thousand rupees, to
be paid to eligible person by defaulter;
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i) Reviewitsdecisions, directions and orders
(2) Where the Commaission is satisfied that there are reasonable grounds to inquire into a
matter arising out of the provisions of this Act, it may, suo moto, initiate an inquiry in respect
thereof.

To preserve the spirit of the Act and achieve the Commission's objectives as outlined above,
the following activities are performed by the Commission:

i) Taking cognizance of complaints/revisions received on Auto Appeal System
(AAS) through emails and registered posts.

ii) Take suo-moto cognizance of delayed services through SARAL reports and
monthly reportsreceived from the Department.

iii) Conducting hearings, performing inquiries and issuance of orders in all the
cases where hearings take place.

iv) Process re-engineering meetings with the Departments and identifying
improvementsin processes of service delivery.

v) Recommendation for notification of new services, amendment in existing
services and de-notification of services.

vi) Regulardeliberations, discussions and presentations

vii) Regular review of technical glitches in Antyodaya SARAL Portal as well as in
the Portals of other Departments, updating the portal and ensuring smooth
operations

viii) Gathering feedback of citizens, spreading awareness regarding the Act and
functioning of the Commission

In addition to the above mentioned tasks, the Commission also monitors grievances
received under Jan Samvaad and the calls received on the Antyodaya SARAL Helpline,
details of which have been mentioned in this chapter later. In the preceding year, the Chief
Commissioner of the Haryana Right to Service Commission conducted a second round of
sensitization-cum-review sessions touring 10 districts of the State wherein delivery of
notified services and submissions on Jan Samvaad were reviewed. These sessions were
attended not only by officers & officials responsible for delivering the notified services but
also by public representatives and civil society members. Prior to June 2021, the
Commission had received only 7 regular appeals pertaining to non-delivery of services as
specified under the Act. Due to increased awareness, this number has significantly
multiplied. During the financial year 2023-24, continuous efforts were made to improve the
delivery of notified services in Haryana.
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3.1.1 Taking cognizance of complaints/revisions received on Auto Appeal System
(AAS), through emails and registered posts.

Sr. No. Month No. qf cases N_o. of cases
received disposed of

1 April,2023 18 2

2 May, 2023 24 24

3 June, 2023 11 18

4 July, 2023 22 25

5 August, 2023 24 16

6 September, 2023 4 17

7 October, 2023 16 26

8 November, 2023 30 14

9 December, 2023 27 22

10 January, 2024 28 20

11 February, 2024 13 26

12 March, 2024 13 24

Total 230 234

Table 5: Summary of Complaint cases

No. of Suo-
moto No. of notices
cognizance disposed of
taken

1 April,2023 2 6

2 May, 2023 8 7

3 June, 2023 5 1

4 July, 2023 1 20

5 August, 2023 2 3

6 September, 2023 0 1

7 October, 2023 0 5

8 November, 2023 0 2

9 December, 2023 0 5

10 January, 2024 0 1

11 February, 2024 58 2

12 March, 2024 2 11

Total 78 64

Table 6: Summary of Suo-moto notices
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No. of revisions No. of revisions
Sr. no. Month

received disposed

1 April,2023 47 29
2 May, 2023 198 52
3 June, 2023 47 57
4 July, 2023 66 125
5 August, 2023 82 60
6 September, 2023 72 65
7 October, 2023 34 241
8 November, 2023 12 36
9 December, 2023 14 56
10 January, 2024 31 14
11 February, 2024 41 23
12 March, 2024 70 26

Total 714 784

Table 7: Summary of Revisions received on AAS

3.1.2 Take suo-moto cognizance of delayed services through SARAL reports, monthly
reports received from the Department.

The Commission keeps on monitoring the performance of the Departments by
regularly pursuing the SARAL reports or by calling a report from the Department wherein
the service is not delivered through SARAL. To give an example, during a review meeting of
the Animal Husbandry & Dairying Department on 06.10.2023, it was found that due to high
increase in applications under different notified services of the Department (eg: Scheme for
establishment of Hi-Tech Dairy Units, Scheme for providing employment opportunities for
Scheduled Castes, etc). The Department was not able to process the same in time and a final
loan amount was not being released to the beneficiaries by the Banks. To review and
monitor the same, the Commission sought the details of 100 most delayed applications buta
list of 120 applications were received. The Commission taking cognizance of such
substantially delayed cases, issued notices under Section 17(1)(h) to the concerned bank
managers as under: -

27 ANNUAL REPORT



VEARYARNA FIGET T SENYVIHCE COMMERRIOMN
O M, 3H & 30 [T FLOGON, BECTON | T-A, CHANDIGART-1 600
i - ltyps L) F arrame siee o imf Trlepsbs Ta-27 1 | s

Na. HETSC /SM-48; Aiirhl)-,*u.{q-hnt Dated: ol-0].1Y

" Su-mote Notice

Hramch Manager,
Yeu Hank Lud - Pelpa, Jhajjar, Hsmana
E-mmil: yestour hdoveabaril
The Harvana Right to SBcrvice Commimman (heroinafter refecred 1o as the
Ca rrieril mabten | laa been coariatituied wunder Marveann Hight to Service Act, 2014
(herecinnfter referred o as the ‘Aci to ensure delivery of notifled services
within notified timelines. These services have been notilflled by pulidicaton in

the Oificial Gueetie by the State Govermment under Section 2 of the Act

2. The Scction 17 of Harvana Right 1o Serviee Act, 2014 reads an wider
f1) I kil bwr the dhuty of the Commiasion fo ensure propes nplemen falion
of this Act aned fo moke suppestions Lo Hie State Cooerrsmuel for o aning

b tter delivery of sertees, Foe thiis s fhe Commisskan wy,

3 The Commission has received a report from the Directar Gencral of the
Animal Husbhandry & Dairving Dopartment, consistng of a list of cases where
the loan has not been disbursed by the Bank. Upon reviewing the report, il was
ghserved  that  the opplicaton of Sh. Pardesp [Application No.
HRHTDU/2022/06772 dated 03.03.2022) (Family 1D: BHUL4ATII] was
forwarded to the Hank on 15.03.2022. The loan was sanctioned om
10,01.2023, and the purchase of the animal was made on 24.01.2023, but

the lpan amount has not been disbursed yel. Therefore, a suo-moio notice s

herely served o yvou, Sh,. Pardesp Sainl, Branch Manager, Yes Bank Litd.-
Pelpa, Jhajjar

i) T ascerinin the reasons fof the delay it the dolivery of the notifled service

beyvond the presesibed Umelnes: and

i) 1o further decide why & penalty of 200000 may not be imposed wpon you and
i o Uon of T56 000 muay mot b pid w the applicant o ks case for your

meq o oermisssnn

el | erciae ol powers of Civill Court conferred upon the Horvana Right o
Service Coay mabs#, By Bectan 1T €] of e Hafvana Rlght (o Scrvkoe Act

onduct thia Inoguiry, you Bh. Pardesp SBainl, Branch Mansger, Yes
Bank Lid.- Pelpa, Jhajjsr arc directed to fumish the reply pertaining o this
canme by 33.020.2004 through email ai risc-hrviogor.in: The reply ahowld b
migned by o, withowt which 1t will nat b entoriainsd. In event of feillure o semed

reply, the case will be decided on merits

ny OROER OF THE HARYANA RIOHT T SERVIOE COMMISSION AT
CHANTHGARH

Satinder Swach, HCS
Hecretary
S ier Cormmibsion
it

Figure 20: A sample of Suo-moto notice issued to a Bank Manager
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It is gratifying to note that after the Commission imposed penalty on some of Bank
Managers, the sanction and the disbursement of loans speeded up significantly. One of the
orders wherein penalty has been imposed on a Bank Manager is attached as Annexure to
thisreport.

3.1.3 Conducting hearings, performing inquiries and issuance of orders in cases.

The Commission provides an opportunity of hearings to all the appellants and
respondents as a principle of natural justice so that both parties have an opportunity to
present their facts and perspectives of the case. Consequently, considering all facts and
circumstances, orders are passed and each order is hosted on our website. Few detailed
orders are attached as Annexures to this report. A unique feature of the hearings conducted
by the Commission is that it does not summon people in-person. All the hearings are
conducted in the online mode through video conferencing thus saving time and allowing

logistical convenience to the officials concerned and the respondents.

Figure 21: A hearing being conducted through video conferencing

The Commission, after a thorough and detailed inquiry, imposes penalties under
Section 17(1)(h) of the Act on any official found guilty of failing to deliver or unsatisfactorily
delivering a notified service. The Commission has also granted compensation to the
applicants wherever the service has been delayed or denied. The penalties imposed and
compensation granted are detailed in the table below.
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Penalty Total

Compensation

Department %lr;;?)osed Granted (Rs.) &r:;)unt
1 ULB 43 2,22,100 21,000 2,43,100
2 UHBVN 14 1,28,000 27,000 1,55,000
3 DHBVN 15 76,000 51,000 1,27,000
4 Revenue 4 80,000 15,000 95,000
5 HSVP 7 71,000 21,000 92,000
6 gggleofg ;nd 1 60,000 0 60,000
7 HSAMB 2 10,000 10,000 20,000
8 Health 1 5,000 5,000 10,000
Total 6,52,100 1,50,000 8,02,100

Table 8: Statement of Penalty and Compensation

3.1.4 Regulardeliberations, discussions and presentations:

The Commission regularly indulges in deliberations and discussions with other
Commissions as well as other States. The Commission had been a host to a delegation from
the Maharashtra Right to Service Commission headed by the Sh. Baldev Singh, IAS (Retd),
the officiating Chief Commissioner of Maharashtra Right to Service Commission who
intended to understand the implementation of Haryana Right to Service Act in the State. A
delegation from the Government of Assam headed by Ms. Panchali Kakati, ACS, Addl.
Secretary to the Govt. of Assam also visited us as they wanted to establish a Commission in
their State. The Commission, being a flag bearer in ensuring service delivery and
implementation of the Right to Services Legislation in India, has also participated in various
deliberations at the National Level:

i) National Conference on Sevottam organized by DARPG in association with the
Governmentof Haryana. Topic: Right to Services in Haryana on 23.05.2024.

ii) The Commission has been part of discussions pertaining to National e-Governance
Service Delivery Assessment (NeSDA) organized by DARPG on 09.10.2023

iii) Presentation on Business Reform Action Plan (BRAP) organized by Dept. for Promotion
of Industry and Internal Trade, Ministry of Commerce and Industry. Topic: Haryana
spearheading Ease of Doing Business through Auto Appeal System (AAS) on
26.12.2023.
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. A delegation of Maharashtra RTS Commission visited
the Commission in 28.06.2023

A delegation from the Assam Government visited
the Commission on 16.08.2023

3.1.5 Regular review of technical glitches, updating the portal and ensuring smooth
operations

The Commission keeps a close watch and remains attentive to any technical glitches
that occur in the delivery of services or in the Auto Appeal System (AAS). NIC Haryana has
provided its unwavering technical support to the Commission in the performance of the
portals.
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3.1.6 Gathering feedback from citizens, spreading awareness regarding the Act and
functioning of the Commission

The Commission has been keen on getting feedback from the citizens. Hence, we have
designed a feedback form for citizens as well as for FGRA and SGRA. Further, the
Commission has also received an overwhelming number of pro-active emails from the
citizens themselves highlighting their experience with the Commission. Few such messages
have been placed as annexures to this reportunder ‘Happiness Stories..

oft w1,

# faorg siwe qen ofd f 53 Rearel, Fad gwm 30 1247 d9=7 19
wéerEne &l oma & 79 PdeT s § ot & onua 25 auf & d@fa e
@i 9o wif gegman R srg) 39 &t Fafda fwm & snust g g3t @k
THUE &Y 6l wify & o, g go udare saqer anfther & am+ a9
S I @ HUH FA & fRona & 9 et Avt 33 o at st gee
qe1 3 oA & 2 gar A Rivfa 21 ugn ofd § a1 & uRaR @ e f
a1 gan @t w21 & o du guw ofer sma @ o woft @ e of
U FH F AUlER F gAw gy @ aw 2 f gw H werd T gz 33
3a 4 gF: wden & g & sma g s & oRar g7 @ @) & ok A
quftar g@ wedan w5 2

Wiy Shankar, Faridabed, Haryans (recened at physical PULC]
Letter dated 31052003

It is submitted that | applied for correction in birth certificate of my son in the office of
Registrar, Birth in District Rohtak but without cogent reasons they declined my request.
Then | made an appeal before Hon'ble deputy Commissioner, Rohtak and the Hon'ble
Deputy Commissioner also declined my request without applying his judicious mind. |
personally requested to the officers/officlals or Registrar Office and DC office but they
showed their pathetic attitude. Then | made appeal in the Hon'ble Right to Service
Commission and the Hon'ble Commission heard the case very sympathetically and
sincerely and sorted out my case of correction In birth certiflicate. The behaviour of Hon'ble
Commission with the complainant is highly appreciable, commendable, kind, pleasant and
cooperative but the behaviour of the then Deputy Commissioner Rohtak and District
Registrar birth Rohtak was highly condemnable, odious, deplorable and non cooperative. |
reguest all o approach Hon'ble Commission if their logicalflegal grievances are not
addressed by any authority. | sincerely thankful, grateful and obliged to Hon'ble
Commissioner Sh. T.C. Gupta Sir, | am not only sure but confident that Hon'ble Commission
shall continue. its glorious journey in future also, Thanks to Hon'ble Commissioner an-,'l Iti

e 8

staff,
’ Dr. Satish Swami, Rohtak, Haryana [satishrswami@gmail.com) !

Received on 22.06.2023

Figure 22: Few Happiness stories that have been received from citizens

3.2 Monitoring of the Antyodaya SARAL Helpline

An Antyodaya SARAL Helpline (0712- 3968400) has been functional for along time and
any person can call it with queries regarding their applications on Antyodaya SARAL. In
case of non-resolution of applications after the RTS due date or non-delivery of the service,
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the call centre facilitates the filing of AAS appeals on behalf of citizens. Further, it also caters
to the queries of citizens pertaining to RTS due date, status of their applications, the process
of submitting applications, any new/old service/scheme and the mandate of RTS Actetc.

Given below are few statistics from the SARAL Call Centre:

Overview of the Monthly Call Count

B Total Calis Received [l Total Calls Answered B Unigue call count within working hours
125000

100000
75000
50000

25000

Graph 3: Monthly call count over the year 2023-24

Average Call Count vs, District (Aprl 2023 - March 2024)
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Graph 4: District wise average call count 2023-24
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While most calls of the citizens pertain to seeking information regarding the status of their
complaints, the call centre also raises e-tickets pertaining to the grievances raised by the
citizens. These are directly marked to the Department by the Helpline.

Count of E-tickets raised on Saral

5000

3000

2000

Illllllllhl

Apr-23. May-23 Jun-23  Jul-Z3  Aug-23 Sep-23 O-23  MNow-23 Dec-23  Jan-24 Feb-24  Mar-24

Count of E-fickets rmased on Saral

Kanth

Graph 5: E-tickets raised on SARAL 2023-24

The operators are adequately briefed from time to time about services and schemes by
the Departments concerned. The Commission proactively monitors the calls received by the
SARAL Centre. Everyday a comprehensive dashboard is shared by the management team of
the call centre wherein details of calls and queries raised by the citizens can be monitored.

The call centre also shares a list of the top 10 queries of the day, which helps the
Commission to monitor the technical glitches arising in the delivery of service every day.

6. TOP 10 QUERIES FOR THE DAY -SARAL

TOP QUERIES OF THE DAY

New REMARKS

BANK ACCOUNT VERIFICATION-CITIZEN WANTS TO KNOW THE REMARKS FOR
THE REJECTION IN BANK ACCOUNT VERIFICATION

1 Citizen_Resources_information_department 21%
BPL RATION CARD REGARDING QUERY

INCOME VERIFICATION REGARDING QUERY IN PPP

WHEN A CITIZEN APPLIES TO THE HEALTH DEPARTMENT, HE IS GETTING THE
ERROR 'PAYMENT MAY BE INVALID MERCHANT IN CSC OPERATOR ID

CITIZEN WANTS TO KNOW THE STATUS OF THE APPLICATION OF HIS/HER
BIRTH/DEATH/NON-AVAILABILITY CERTIFICATE (NAC), INCLUSION OF NAME
IN BIRTH RECORD ,CORRECTION OF ENTRY IN BIRTH RECORD, DELAYED
2 Health_Services_Department_Q 20% DEATH REGISTRATION AND WHEN THE CITIZEN WILL RECEIVE THE

CERTIFICATE

THE APPLICATION OF THE CITIZEN IS REJECTED AS THEY HAVE APPLIED FROM
WRONG LOCATION FOR THE CERTIFICATE BUT DEPARTMENT DO NOT GIVE
THE CORRECT LOCATION FROM WHERE THE CITIZEN HAS TO APPLY FOR THE
CERTIFICATE
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Social_Justice_And_Empowerment_Q

15%

CITIZEN WANTS TO KNOW STATUS OF THE APPLICATONS FOR FINANCIAL
ASSISTANCE TO NON SCHOOL GOING DISABLED CHILDREN UPTO 18 YEARS ,
NATIONAL FAMILY BENEFITS SCHEME FOR BPL FAMILIES ,FINANCIAL
ASSISTANCE TO DESTITUTE CHILDREN FADC

Revenue_Department_Q

14%

IF THE CITIZEN IS ISSUED INCORRECT CERTIFICATE THEN THE CITIZEN WANTS
TO KNOW THAT HE WILL RECEIVE CORRECT CERTIFICATE

CITIZEN WANTS TO KNOW STATUS OF THE APPLICATION OF BACKWARD
CLASS CERTIFICATE ,INCOME CERTIFICATE FOR EDUCATION PURPOSE,OTHER
BACKLWARD CLASS CERTIFICATE ,RESIDENT CERTIFICATE , INCOME
CERTIFICATE FOR OTHER PURPOSE,INCOME AND ASSET CERTIFICATE FOR
ECONOMICALLY WEAKER SECTION-EWS (HREWS), SCHEDULED CASTE
CERTIFICATE AND ALL OTHERS .

Uttar_Haryana_Bijli_Vitran_Nigam_Q

10%

Citizen want to know about the status of his Application for New
Electricity connection

Dakshin_Haryana_Bijli_Vitran_Nigam

5%

1 Citizen Enquiring About The Status Of Application And Complaints

2.Also Citizen Facing High Bill Issue.Department Did Not Updating The
Complete Rmarks In His/Her Complaint Only Updated The Remarks That
Complaint Resolved.

Welfare_of_SCs_And_BCs_Q

3%

WHILE APPLYING FOR BACKWARD CLASS CERTIFICATE FOR GIRL WHO ARE
OUTSIDER HARYANA AND THEY ARE MARRIED IN HARYANA STATE THEN
THEY ARE ASKED TO PROVIDE FAMILY ID OF THEIR PARENTS AND THE
PARENTS DO NOT HAVE FAMILY ID AS THEY DO NOT BELONG TO HARYANA
SO THE GIRL IS UNABLE TO APPLY FOR THE CERTIFICATE

Police_Department

2%

APPLICATION STATUS ENQUIRY,RTS TIMELINE ENQUIRY

Building_and_others_construction_Works_Board_Q

2%

THE CITIZEN ARE GETTING INVALID OBJECTION ON THEIR APPLICATIONS
SUCH AS NO WORK SLIP GIVEN AND UNDERTAKING NOT VALID BUT THEY
HAVE GIVEN CORRECT DOCUMENTS

Haryana_Labour_Welfare_Board_Q

2%

THE CITIZEN ARE GETTING INVALID OBJECTION ON THEIR APPLICATIONS
SUCH AS NO WORK SLIP GIVEN AND UNDERTAKING NOT VALID BUT THEY
HAVE GIVEN CORRECT DOCUMENTS

Figure 23: Top queries of citizen in the call centre are tabulated daily.

The Jan Samvaad program with the intention of ‘Sarkar Aapke Dwar’ for public welfare
was launched by former Hon’ble Chief Minister, Sh. Manohar Lal on April 2,2023. It aims to
directly engage with the public to address their grievances promptly. It was initiated to
enhance citizen convenience and ensure swift resolution of grievances raised by the

citizens.

On November 6, 2023, the Chief Commissioner of the Haryana Right to Service
Commission was tasked with overseeing the implementation of all submissions raised
during the Jan Samvaad Program whether they pertained to notified services or not. The
Commission embraced this responsibility with enthusiasm. To ensure effective monitoring,

the following steps have been taken:

i) Six review meetings were convened with Administrative Secretaries of different

departments, chaired by the Hon'ble Chief Minister, Haryana.

ii) Standard Operating Procedures were formulated and disseminated among all

Administrative Secretaries to manage Jan Samvaad submissions.

iii) Weekly status reports were regularly released by the Commission, detailing

departmental performance on specific parameters.
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iv)

V)

vi)

Comprehensive performance reports including the Commission's observations, were
prepared and shared with relevantdepartments.

All submissions were categorized into 'Grievances' and 'Developmental Works' to
streamline monitoring.

District-level review meetings were conducted to assess district performance in
resolving Jan Samvaad submissions, with visits already made to 10 districts during the
year.

vii) The program's portal was consistently updated to ensure smooth operation and

effective oversight.

These initiatives underscore the Government's commitment to responsive governance

and improving public satisfaction through the Jan Samvaad initiative.

MNo. 01 /03/72023-3AR
GOVERNMENT OF HARYAMA
GEMERAL ADMINISTRATION DEPARTMEMNT
ADMINISTRATIVE REFORMS)

Figure 24: Orders for monitoring of Jan Samvaad issued by Worthy Chief Secretary, Haryana
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Figure 25: Review meeting of Jan Samvaad Figure 26: Review meeting conducted at
held under the chairmanship of Former district level under the chairmanship of
Chief Minister, Haryana Sh. T. C. Gupta IAS, CC, HRTSC

While the Commission received widespread appreciation for its pro-active role in
ensuring delivery of notified services and also received accolades from the beneficiaries as
compiled under ‘Happiness Stories’, the Commission wanted an independent assessment of
its work to be done. Therefore, the Commission engaged an independent empaneled agency
of Government of Haryana, namely, Institute of Development and Communication which
submitted its report on 06.02.2024. While findings of this study are generally satisfying and
the results are encouraging, there are some suggestions which are being implemented by
the Commission in the right earnest. Copy of this evaluation study has also been hosted on
the website of the Commission keeping in mind the principles of transparency.

Link for External Evaluation
https://haryana-rtsc.gov.in/
publication

a | or by scanning the
EeeRE a8 O adjacent QR Code

e L]
wRi i | IF-IH'"" ll" L)

N

Figure 27: Presentation of Evaluation study by Institute for
Development and Communication, Chandigarh
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3.5 Press Coverage

The work of the Commission has been widely reported in the media from time to time. It
is a matter of pride for the Commission that while earlier, people of Haryana were largely
unaware about the existence of this Commission, now not only they know about the
Commission’s existence, work being done by it but also send their complaints and
suggestions to the Commission. The orders passed by the Commission have been widely

covered in the media which are also hosted on the website of the Commission. Some of these
clippings are as under :-
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Haryana RTS Commission secures
copyright for Auto Appeal Software
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Figure 28: The Commission in News
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Amidst the Commission's rigorous duties, there are also cherished moments of levity and
camaraderie. Below are some snapshots capturing these lighter, more joyous times.

Figure 29: Moments of Levity in the Commission
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@ CHAPTER 4

Section 18 of the Act provides asunder: -

(1)

(2)

Report in Accordance
with Section 18 of
the Act

The State Government shall consider the recommendations made by the
Commission under clauses (d), (e) and (f) of sub-section (1) of section 17
and send information to the Commission of action taken within thirty days

or such longer time as may be decided in consultation with the

Commission. In case the State Government decides not to implement any of

the recommendations of the Commission, it shall communicate the reasons

fornotacting on therecommendations to the Commission.

The Commission shall prepare an annual report of the recommendations

made by it under section 17 along with the action taken and reasons for not

taking action, if any. The State Government shall cause a copy of this report

tobelaid on thetable of the Haryana Legislative Assembly.

The report in respect of the recommendations made in terms of the above provision is as
under: -

4.1 Mandate under clause (d) of sub-section 1 of section 17

Exercising its authority under Section 17(1)(d), the Commission has recommended
against various officer/officials including Grievance Redressal Authority (FGRA) and the
Second Grievance Redressal Authority (SGRA). The recommended actions are listed in the
Table below.

Designation of

the_Official_/ Date of Action taken
Entities Officer against Recommendation/ by the
whom order department
recommendation
was made
Dakshin
1 Haryana Bijli | Billing XEN , Dharuhera 19-05-2023 Show Cause
Vitran Nigam | Complaints and SDO, Bawal Notice issued
(DHBVN)
Urban Local Replacement e el Action Under
2 i _06-
Bodies (ULB) | of street lights Engineer, MC 17-06-2023 Process.
Sohna
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Dakshin Letter of

3 Haryana Bijli | Billing XEN, Hisar-II &, 04-07-2023 Warning and
Vitran Nigam | Complaints SDO Barwala Displeasure
(DHBVN) Note issued
Dakshin
Haryana Bijli | Billing XEN, S/U, DHBVN, Action Under

4 . i . 10-07-2023
Vitran Nigam | Complaints Gurugram Process
(DHBVN)

g:? 1Aana Bijli | Billin SDO, Action Under

5 . J . ! - . Chaurmastpur, 11-07-2023
Vitran Nigam | Complaints UHBVN. Ambala Process.
(UHBVN) ’

Uttar
- 115 UDC, O/o

¢ |HaryanaBijli | Billing Industrial Area, | 01-08-2023 Chargesheet
Vitran Nigam | Complaints UHBVN Sonipat issued.
(UHBVN) »S0mp
Revenue and Attestati ¢ ) i .

, et es E}( 10tn c? Pat'warlf Te'hsq 11-08-2023 Action Under
Management uncon. este Bhiwani, District Process
Department mutation Bhiwani, Haryana

Sub Divisional
Uttar Officer-cum-FGRA,

8 Haryana Bijli | Billing Sub-Urban, 11-08-2023 Chargesheet
Vitran Nigam | Complaints Electricity-City, issued.
(UHBVN) Gohana, UHBVN,

Sonipat.
Dakshin SDO-cum-FGRA,

9 H_aryana_ Bijli | Billing _ Sup Division, 21-08-2023 Action Under
Vitran Nigam | Complaints Shima, Process
(DHBVN) Mahendergarh
Mines and Mineral Mining Officer, Action Under

10 | Geology . . 24-08-2023

Dealer license | Faridabad Process
Department
Revenue and Issuance of
11 Disaster Resident Cle.rk, Tehs.11 15-09-2023 Action Under
Management - Office, Panipat Process.
Certificate
Department
Dakshin
cis 11 SDO-cum-FGRA,

12 H_aryana. Bijli | Billing . S/D Pali, 14-11-2023 Qhargesheet
Vitran Nigam | Complaints Faridabad issued.
(DHBVN)
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Animal

Scheme for
Providing

SDO, Animal .

13 | Husbandry - Employment |y onndry and | 14-11-2023 i
and Dairying | Opportunities Bere issued
Department to Scheduled

Castes
Removal of _ .
Urban Local Solid Waste DlsmcF Mun1c1pa1 Action Under

14 . Commissioner, 29-11-2023
Bodies (ULB) | from Ambala Process.

Streets/Roads
Executive
Engineer-cum-
Dakshin SGRA, Sub

15 H_aryana. Bijli | Billing . Division, Sohna, 19-02-2024 Shqw Qause
Vitran Nigam | Complaints DHBVN, Notice issued
(DHBVN) Gurugram, & the

then Sub
Divisional Officer
Dakshin SDO-cum-FGRA,
Haryana Bijli | Billing (OP) S/Divn. Chargesheet

16 Vitran Nigam | Complaints Phillukhera, 20-02-2024 issued.

(DHBVN) Safidon, Jind.
Executive

7 Urban Local | Replacement ﬁlglpger, 20-02-2024 Action Under

Bodies (ULB) | of street lights un1c1p§1 Process.
Corporation,
Gurugram

el Sul? Divisional

- Haryana Bijli | Billing Off1ce%“—.cu-m—FGRA, LR Show Cause
Vitran Nigam | Complaints Sub Division, Notice issued
(DHBVN) Tauru, DHBVN,

Gurugram,
Injury/Death
where
Haryana ..
State apphc.atlon _ .
el submitted District Marketing Action Under
19 Y — within 2 Enforcement 28-03-2024 Process
months of Officer-cum-FGRA
Board .
(HSAMB) accident but

no FSL report
is required

Table 9: Recommendations under Section 17 (1) (d)
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Section 17 (1) (e) empowers the Commission to suggest changes in the process of the
delivery of notified service. To fulfil this mandate, the Commission conducts numerous
rounds of deliberations with Departments along with officers at the Administrative
Secretary rank and also conducts field visits to understand the process of service delivery
on-ground and bottlenecks. After these deliberations only, the Commission sends its
recommendations to the State Government which, it is gratifying to note, are generally
accepted in ‘toto’ A listof such recommendationsisasunder:

Sr.
No.

Higher
Education

Department

Service

i. Migration
Certificate

ii. Issue of
Provisional
Certificate

iii. Issue of
DMC if not
received by
student
within 30
days from
the
declaration
of result

iv. Issue of
Original
Degree if
not
received by
student
within 180
days from
the
declaration
of result

Date of

Recommendation

08-06-2023

What was the
recommendation

A meeting was held to
discuss the service
delivery of three
services and the
following was
recommended to the
Department:

(i) Developing an
online module for the
Migration Certificate
service.

(ii)Applicants should
simply enter their
registration number
and the student data
already available with
the University should
be automatically
populated in relevant
fields in the
application form.

(iii) For the issuance of
provisional degrees,
the Commission
advised the
University to
establish a
mechanism that
would automatically
send an SMS to the
student's mobile
phone once their
provisional degree
has been prepared.

(iv) The
Commission
suggested that the
Department devise a

Current status/
Remarks

The
recommendations
have been
accepted by the
Department and
the technical
feasibility check is
on-going.
Implementation is
under process
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feature allowing
students to select
multiple services
within a single
application instead of
present requirement

of submitting
separate applications
for each service. For
example, In one
application, two or
more options can be
selected like DMC and
Marksheet.

(v) The Department
was advised to
explore the possibility
of integrating the
Universities
databases with
Digilocker. This
integration would
facilitate secure,
immediate access to
essential documents,
digital verification,
and shared access
through paperless
operations.

The Department is

checking the

technical
Harya‘na. ' ST Teie fea51.b111ty of the
Shehri Vikas | Multiple . . service.

. . 20-07-2023 offline services to .
Pradhikaran | Services online mode Recommendation
(HSVP) has been accepted

and
implementation is
under process
A meeting was held to All .
discuss the re- recommendations
engineering of accepted and the
Labour Multiple process. Discussions serial wise status
Department | services were held on the '

following agenda:

Final notification
is under process.
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1. Regarding separate
notification of 22
services under
HRTSA, 2014 of
HBOCWW Board and
and 8 services of
Haryana Silicosis
Welfare Board

2. Recognition of
active member of the
HBOCWW Board.

3. Regarding
processing of the
applications of the
service of the
HBOCWW Board
contingent upon one
life event of the
worker.

4. Regarding
processing of
applications of the top
5 high-volume
services.

5. SOPs prepared by
the HBOCWW Board
were discussed.

An online
provision has
been made in the
portal facilitating
that only active
workers may
apply for various
welfare schemes
of the

Board. HRMS
linked verification
of work-slips has
also been done

Significant
changes have
been made to
reduce
unnecessary
rejection of
contingent
schemes on life
events and two
schemes based on
the same life
event have also
been clubbed.

Challenges in the
delivery of high-
volume notified
services were
discussed and
recommendations
regarding
optimizations of
provisions of the
undertaking.

Necessary process
changes were
done and
circulated among
field
functionaries.

Substantial
progress has been
made by the
Department on
the
recommendations.
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Regarding double

Since, this was a

Haryana calculation of days by | policy decision,

s s Issuance of
Shehri Vikas ) Plot and Property the

. Possession 13-10-2023 .
Pradhikaran Certificate Management System | recommendation
(HSVP) (PPM System) of though agreed by

HSVP. the Department.
Technical
feasibility of
providing the
option of member
certificate in Digi-
locker is being
Women and h ' 4 examined. It has
Child Apki Beti enge 1p ProCeCUre | been
Development | Hamari Beti 18-10-2023 girtgg(ii::ery of recommended
Department that an online
account is created
for the beneficiary
where the amount
accumulated can
be checked.
Creating the provision
in the PPM that if the
difference in the dates | Recommendations
of allotment and offer | have been
Haryana Issuance of of possession is more | accepted and
Shehri Vikas . than three years, PPM | incorporated.

. Possession | 28-11-2023 . .
Pradhikaran Certificate should recalculate the | Requisite actions
(HSVP) amount of interest need to be taken

charged from the by the concerned

allottees as well as Estate Officers

give interest to the

plot holders

Regarding Technical

on-boarding and feasibility check is
Haryana integrating of all on-going with the
Shehri Vikas | Multiple 13-12-2023 notified services on Department.
Pradhikaran | Services AAS of HSVP for
(HSVP) easier monitoring and

ensuring time bound | Recommendation

delivery of services.

under process.
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Providing
financial
aid (ex
gratia) to
cultivators
for any
oty @1 Recommendation to The ti‘meline of 20
Haryana dea.th reduce the time for worklljng day(si s d
State durlqg disbursal of budget ?0‘1/\;) deen r? tflll ce
g | Agricultural farming + | 26-02-2004 under the scheme ° astls. 1 the
Marketing operations "Mukhya Mantri payment1s
Board under E el
(HSAMB) Ll Mazdoor Jiwan UL @ BIUEIOk
Mantri Suraksha Yojana" Recommendatlon
Kisaan implemented
Evam
Khetihar
Mazdoor
Jeevan
Suraksha
Yojna
Letter has been
Registration written to ACS,
of Marriage Home wherein he
under Process Re- has been
T I\H/[mdl_l engineering request req'uested to
9 Department | arriage 07-03-2024 for Marriage review the
ct from Registration Act, documents
the expiry 2008 required,
of 15 days eligibility criteria,
notice forms to be filled
period by the applicant,
fees, workflow of
the scheme, and a
timeline at each
stage for the
service.
Recommendation
is under process
Table 10: Recommendations under Section 17 (1) (e)
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The Commission has been proactive in sending proposals for the notification of new
services/ modifications of existing services under Section 17 (1)(e) of the Act, as and when
needed. During field visits, the Commission takes into account the inputs received from the
public and recommends notifications that serve the broader public interest. Few letters and
gazette notifications are shown below:

e Remarks/
Recommenda

tion/ date of G

Name of the Service

recommended for Status of

Recommendation

Department

notification or modification

order

status

(i) Granting permission to open| Th
Private School with or without c € L
hostel (on fulfilment of hommlsswn d
documents required) upto 8th .tas conveye
or 10th or 12th Standard, 1s
concurrence
(ii) Granting recognition to to Chief
Private School with or without Secretary,
hostel (on fulfilment of Haryana with
Secondary documents required) upto 8th 03-05-2023 the proposal Recommendation
Education or 10th or 12th Standard, to modify the | Under Process
- RTS timeline
(iii) Issuance of No Objection
g as 15 days.
Certificate (NOC) for Th
e e matter
affiliation to CBSE of other currently lies
board of School Education .
with the CS
other than HBSE (On office for
fulfilment of documents o
. notification of
required) up to 8th or 10th or .
services.
12th Standard..
The
Commission
Notification of has conveyed
Animal (i) Scheme for establishment of its _
T Hi Tech Dairy Units 03-05-2023 concurrgnce Recommendation
Dairvi to CS office Under Process
alrying (i) Scheme for providing ST
employment opportunities for proposal of
Scheduled Castes the
Department
Notification of services with
regard to CM Jan Samvaad : The
(i) Forwarding of the Jan fg;;::jstﬁ:
Samvaad Entry by the Deputy .

. . matter to the Recommendation
Chief Commissioner to the Government accepted by the
Secretary's Concerned Resolution 01-06-2023 . v o

i Authority stating that Government and
ottice same can not | proposal dropped.
(ii) Upload of Resolution Report be notified
of Jan Samvaad Entry by the unless Act is
Concerned Resolution amended
Authority
(iii) Final Action taken by the
Deputy Commissioner on the
Resolution Report.
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Services have

been
Energy Amendment in multiple amendment Recommendation
g . 23-08-2023 vide Gazette
Department notified services e Implemented
notification
dated
30.11.2023
The
Commission
Micro, Small | 0 i - tion of PMEGP has conveyed .
and Medium . its Recommendation
. Scheme of Govt. of India, 23-08-2023
Enterprise (M initial application scrutin concurrence Under Process
SME) PP Y with the
proposal for
notification.
Haryana Service has
State .
Industrial & been notified
Notification of Repair of pot vide Gazette Recommendation
Infrastructure 27-08-2023 e
holes notification Implemented
Development
Corporation dated
Ltd. (HSIIDC) 13.10.2023
Revenue & Recommendat
Disaster Notification of certified copies ion for Recommendation
Management | of all documents at the level 12-10-2023 notification Under Process
and of Tehsil and Revenue Courts. has been sent
Department. to CS office.
The
Commission
Haryana
o e . has agreed .
Shehri Vikas | New notification of multiple . Recommendation
. . 12-12-2023 with the
Pradhikaran | services D— Under Process
(HSVP) the
Department.
The service
has been
extended to
Amendment in the service- public spaces .
Urban Local . and open Recommendation
. Removal of solid waste from 12-12-2023 .
Bodies (ULB) spaces vide Implemented
streets/roads/green belts/..
Gazette
notification
dated
26.07.2024
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10

Haryana
Labour
Welfare
Board

De-notification of Mukhya
Mantri Shram Puruskar
Yojna

14-12-2023

The
Commission
agreed with
the proposal
of de-
notification.
The final
notification is
awaited from
Chief
Secretary
Office.

Recommendation
Under Process

11

Haryana
Shehri Vikas
Pradhikaran

Amendment in the service-
Surrender and Refund of Plot

10-01-2024

The
Commission
has
recommended
to bifurcate
the two
components
of the service.
The matter is
under
consideration
with the
department

Recommendation
Under Process

12

Sports

Department

Notification of

(i) Provision of Sports
Equipment Scheme

(ii) Cash Award for
Encouragement of
Sportspersons Scheme

27-02-2024

The
Commission
has
recommended
the
notification of
2 new services
to the CS
office.

Recommendation
Under Process

13

Mines and
Geology
Department

Notification of

(i) Change of ownership of
plant

(ii) Revocation of
suspension of license

27-02-2024

The
Commission
has
recommended
the
notification of
2 new services
to the CS
office.

Recommendation
Under Process

14

Women and
Child
Development
Department

Mukhya Mantri Matritav
Sahayta Yojna

22-03-2024

The service
has been
notified vide
Gazette
notification
dated
19.07.2024

Recommendation
Implemented

Table 11: Recommendations under Section 17 (1) (f)
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HARYANA RIGHT TO SERVICE COMMISSION
5.C.0. No, 38 & 39 (2" FLOOR), SECTOR 17-A, CHANDIGARH-150017
Website- https://haryana-risc.gov.in/ Telephone: 0172-2711050

No. HRSC-020002/1 /2024 :}.]‘ Dated 2-":! 822 y

To

The Chief Secretary 1o Government of Haryana,

Chiel Secretary’s Organization,

Ceneral Administration Department (Administrative Reforms),
Haryana Civil Secretariat, Chandigarh

E-mail: csdhry nicin  pdmoreformshryagmail. com

Picase refer to the subject cited above. | have been directed to invite your
atiention to the fact that the Sports Department has recently launched two new
schemes, the “Cosh Award lor Encouragement of Sportspersons Scheme® and the
“Provision of Sporis Equipment Scheme® notified vide Gazette Notifications dated
18.10.23 and 13.09.23, respectively

2. Haryana has a proud legacy of producing distinguished athietes who have
excelled on national and international stages. The above achemes will certainly further
this tradition by providing high-quality sports equipment and eash awards to aspinng
athietes, thereby nurturing their talents and fostering a culture of sporting excellence in

the state

3 Here, it is pertinent to mention that the Sports Department has provided a
timeline of 10 Davs for the *Provision of Sparts Equipment Scheme® and 20 Days for the
"Cash Award for Encouragement of Sports persons Scheme®, In view of this, the
Commission is of the opinion that the two services should be notified under Section 3 of
the HRTS Act, 2014 with these timelines. The notification of the schemes under the Act
will facilitate a streamlined and transparent process, ensuring that the benefits reach the

intended recipients prompily

Figure 30: Proposal for notification of new service- Sports Department
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HARYANA RIGHT TO SERVICE COMMISSION
5.C.0. No. 38 & 39 (2" FLOOR), SECTOR 17-A, CHANDIGARH-160017
Website- https-//haryana-risc.gov.in/ Telephone: 0172-2711050

Letter No. 5115 Dated 170.12-21

Ta
The Chiel Sccretary to Government of Harvana,
Administrative Reforms Department

Subject: Notification of Services Offered by Gurugram Metropolitan Development
Authority (GMDA) and Faridabad Metropolitan Development Authg rity (FMDA)
Under the Haryana Right To Service Act, 2014

Sir

Please refer to the subject cited above, | have heen directed to invite vour kind
attention to the fact that, as desired by the Hon'ble Chief Minister, the Harvana Right 1o
Service Commission is currently undertaking field visits to all 22 districts of Harvana,
wherein citizen interactions are being conducted with beneficiaries of varipus services
notified under the HRTS Act, 2014, The Commission has visited 12 Districts including
Gurugram and Faridabad so far
4. During the visit to Gurugram and Furidabad, it has come to the notice of the
Commussion that there are several services being offered by the GMDA and FMDA
which have a direct impact on the ense of living of citizens. These include services
such as 'Occupancy Certificate New Wiater Connectlon’ and ‘New Storm Waler
Drainage Connection’. Through citizen feedback, it was found that the benefician
base of these schemes/services is high and therefore, benefits promised in the
schemes should be extended to the cititens in a tme-bound manner, through
notfication of this scheme under the HRTS Act, 2014

3. Furthermore, some services offered by GMDA and FMDA have been netified
under the HRTS Act, 2014 by other departments offering the same service. For
instance, *Revalidation of Building Plan® and “New Water Connection” have been
notified by the Department of Town and Country Planning, for Haryana Shehri
Vikas Pradhikeran (HSVP) with a timeline of 8 days and 5 days, respectively

t. Bection 17 and Section 17(1) of the HRTS Act, 2014 provide as under
"17{1) It shall be the duty of the Commission to ensure proper implementation of
this Act and tw make suppestions Lo the State Government for ensuring better
delivery of services. For this purpose, the Commission may,

(i) Foy el
il Recommend additional services to be notified under section 3 and rHay

wiso supgpest modifications in the notifications already lssued for better implementation
of this Act”

Figure 31: Proposal for notification of services of GMDA and FMDA
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Dateaf  12-10.23

Lotrer Mo Y3H

The Financial Commissioner,
Revenue and Additional Chief Secretary o Government of Haryana,
Revenue & Disaster Management and Consolidation Department.

Bubject: Recommendation regarding notification of a new service
namely abtaining the certified copies of orders of Revenue

Courts.
d | am directed to bning to your kind attention the fact that at present
following services pertaining o ‘obiaining cerfified copies’ are notified vide

Gazette Notiication no, 7/31/2014-3AR dated 13.07.2022:

) Certified copies of all documenis at Fard Centre level 1.0, Becord of Rights
{Jamabandi), Girdawri, Mutation, eto,
Certified copies of all documents at Village level 1.e. Record of Rights
hWamabandi), Cirdawri, Mutation, ete. (with varying notified timelines
depending upon number of pages.)

{iii} Certified copies of all kinds of previously registered documents,

However, obtaining the certified copy of orders of the Revenue Courts from the

record room 1s not a notified service,

2, The matter has been considered by the Commission and for providing this
facility in a transparent and quicker way, the Commission in exercise of the
powers vested in it under Section 17 (1) f) of the Haryana Right to Serviee Act,
2014 recommends to consider notfication of the sendcs pertaining to the
obtaining of certified copies of orders of any Revenue Court of Assistant Collector,
Collector, Divisional Commissioner or the Financial Commissioner with suitahle
limelines and names of Designated Officer, First Grievance Redressal Authority
and Second Grievance Redressal Authority as deemed fit by the Government. In
case Revenue Department agrees to the same, it is. requested to send suitable

proposal to Chiel Secretary to Government (Administrative Reforms) Harvana for

notificarion under Section 3 of the Act, _?
e

{=ube Khan)

Under Secretary-cum-Registrar,
for Chief Commissioner,
Haryana Right to Service Commission
E-mail: rtsc-hrvialgov.in

Figure 32: Proposal for notification of new service- Revenue Department
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® Auto Appeal System
(AAS)

It is widely recognized that without effective enforcement, well-crafted policies are
akin to architectural monuments with mere physical presence. Between 2017 and 2021,
over 70 lakh applications on the Antyodaya SARAL portal (Haryana's online service
delivery platform) were disposed of beyond the RTS timelines. Surprisingly, the Commission
received only a few appeals under the Act until June 2021 besides some complaints but not
many, indicating a lack of awareness among citizens and government officials about the Act.
Additionally, inconvenient procedures for manual filing of appeals, lack of suo-moto
cognizance and absence of an IT-enabled platform for filing of appeals further compounded
the challenges.

To address these issues, the Haryana Right to Service Commission conceived the Auto
Appeal System as a solution to ensure timely service delivery, redress grievances, foster a
corruption-free environment and hold erring officials accountable. The innovative system
was launched by the Hon'ble Chief Minister of Haryana on September 1, 2021 with the on-
boarding of only two entities to begin with Social Justice & Empowerment and Uttar
Haryana Bijli Vitran Nigam.

--'"-r;ru!\“rﬂr---

Figure 33: Auto Appeal System was launched on 01.09.2021
by Former Chief Minister, Haryana in Chandigarh.

Auto Appeal System (AAS) is a system to file auto appeals on behalf of eligible persons
as soon as the notified timeline of an application is breached and a facility to applicants to
file appeal in other cases. Using the data of service delivery performance already available
on Antyodaya SARAL and by integrating the status report of application of the other portals,
AAS was conceptualized to make active use of this benchmarking and ensure time bound
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delivery of notified services. It allows for one click filing of appeals in case of unjustified
rejection and is also supplemented by a public dashboard (https://status.saralharyana.
nic.in/home/aasdash) that informs the pendency of appeals with various authorities across
the state.

Through Auto Appeal vide SARAL

By the citizen

i th I
Different Srumstoes
— Ways to file
—— an AAS
appeal Through
SARAL helpline

Through CM window

Figure 34: Different ways to file an AAS appeal

In the event of breach of RTS timeline of a notified service, as per the provisions of
Haryana Right to Service Act, 2014, an automatic appeal on behalf of an applicant is raised
by AAS to the First Grievance Redressal Authority (FGRA). If the FGRA does not dispose of
the appeal within 30 working days, the appeal is escalated to Second Grievance Redressal
Authority (SGRA) automatically. Similarly, if SGRA does not dispose of the appeal within 30
working days, arevision is automatically escalated to the Commission.

In addition, if an appellant is unsatisfied with the resolution of the appeal at any stage,
(s)he can self file an appeal with the subsequent appellate authority over AAS by simply
calling on the SARAL Helpline at 0172-3968400 or by clicking on the ‘file RTS appeal’ option
on the SARAL Haryana Portal. Furthermore, if an application has been wrongly rejected
within RTS timelines, the applicant can file an appeal. Applicants can track the status of
their appeal at any time through the SARAL Haryana Portal.

An example: ‘Payment of incentive under Aapki Beti Hamari Beti Scheme’ is a notified
service under Haryana Right to Service Act, 2014 with a timeline of 30 working days and
District Programme Officer (DPO) as the Designated Officer (DO). If the DPO fails to dispose
of an application for this service within 30 working days, an auto appeal is raised with
FGRA-cum-Deputy Director, WCD for this service on the 31st working day. The FGRA has to
take action on the appeal within 30 working days, failing which, the appeal auto escalates to
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SGRA-cum-Joint Director/Additional Director in this case. In the event of failure on part of
SGRA to take action on the appeal within 30 working days, the appeal escalates to the
Commission.

AAS enables a robust appellate mechanism

= >

Fadure 10 Oebver sanice wihin
| seaifan] [l e

u u Designated Oficer

Applicant applies BCCEpis/rejects
Jor sarvica E} apjrlication within
notified timaline Asoail Tiled with
_,1 FGRA
LiT
"

-
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Figure 35: Mechanism of raising AAS appeal
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SMS update at every stage of the appeal

Dear Sir/Ma'am,

Dear Citizen,

First Grievance Redressal Authority
(ADC, Ambala) Commission has
directed Designated Officer <DSWO,

Ambala) to deliver Old Age Samman
Allowance to you by June 29, 2019
against Appeal Ref No. AAS/1924.
You can track your RTS appeal by
visiting aas.saralharyana.nic.in

Regards

Message for DO

With reference to Appeal Ref No
AAS/1924, First Grievance
Redressal Authority (ADC, Ambala)
has directed you to deliver Old Age
Samman Allowance to citizen by
June 29, 2019. You are required to
send confirmation of the
schemef/service provision to the First
Grievance Redressal Authority.

Please visit aas.saralharyana.nic.in to
review the direction and track the
appeal.

Regards

Message for Eligible Person

Figure 36: A message is sent to the appellant and appellate authority
at each stage of action on AAS.
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Automated Operation System: The Auto Appeal System is integrated with the Single
Service Delivery Portal for citizens, named “Antyodaya SARAL’ The Auto Appeal
System collects information on the services applied for. Itinitiates tracking the status of
every service, and the moment the notified timeline for any service is breached, an
appeal is automatically filed with the First Grievance Redressal Authority. The status of
the appeal becomes visible on the AAS portal’s Dashboard. In case of further escalation,
the subsequent status of the appeal, such as being with the Second Grievance Redressal
Authority or with the Right to Service Commission, is also visible on the portal.

Promote Transparency: Its transparency is such that the appeal status on the AAS
portal is accessible in the citizen’s domain, allowing them to check it from anywhere
and stay informed about the status of their appeal.

Promote Accountability through Live Digital Oversight: The AAS portal ensures
accountability through automated operations using computer algorithms, eliminating
the possibility of human interference. Accessible to department heads via department-
specificlogin IDs, the portal provides remote oversight, allowing them to monitor their
respective departments’ live service delivery status. On the AAS portal, department
heads can track the number of cases where service delivery is delayed and appeals
have been filed, gaining insights into the realtime situation. With every service
delivery, delay, and appeal under the live surveillance of higher officials, officers
responsible for service delivery are compelled to prioritize timely disposal to avoid
automatic appeals. Consequently, the AAS system strengthens the grievance redressal
mechanism by automatically assigning responsibility through its algorithm.

Online Appeal and Revision Process for Grievance Redressal: In the event of a
service request being wrongly rejected or in case of disagreement on the decision on
appeal by the grievance redressal authority, the AAS portal provides a convenient
online option for applicants to file an appeal or revision with subsequent appellate
authority. After filing the appeal, the Auto Appeal System autonomously manages the
appeal/revision process and continually updates the applicant on the status via SMS.

Paperless Working: AAS guarantees the digitization of appeals, potentially
numbering in the hundreds of thousands, thereby conserving an equivalent amount of
paper and contributing to environmental preservation.

Reduce Legal Burden and Cost: The Indian judicial system is overburdened with
many civil and criminal matters to decide. The concept of state-sponsored appeals only
existed in criminal litigation in India. In the case of civil matters, petitioners must file
the case and bear the cost of litigation themselves. This innovative administrative
approach involves the State filing an appeal in civil matters before the application can
escalate into a court case, addressing instances of wrongful denial or delayed delivery
of services by government departments that might otherwise lead to court proceedings.
This feature will go along way in reducing civil cases.
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vii) Good Governance: By ensuring the timely delivery of services to people, the Auto

Appeal System will turn the “transparent, time-bound, and accountable” vision of the
Governmentinto reality.

Drastic reduction in Application pendency outside RTS: On 01.09.2021, when the
AAS was launched the Antyodaya SARAL portal showed 1,44,000 (approx.)
applications were pending outside RTS. After one year of implementation, this
pendency was reduced to 44,000 (approx.) applications.

Pro Active interventions by authorities: The Commission nudged the FGRAs and
SGRAs to take up their responsibilities as delineated under section 6 & 7 of the Haryana
Right to Service Act, 2014. In fact, more than 200 notices for failing to perform their
duties under the Act have been issued to the senior IAS and State Civil Service Officers
goading them to perform their duties under the Act. Earlier, it was observed that the
FGRAs and SGRAS were totally oblivious of their responsibilities under the Act but
after sensitization by the Commission, they have started performing their duties under
the Act. More than 1000 inquiries have been conducted by the SGRAs in which, penalty
has been imposed in 70+ cases on 25+ officials. Some FGRAs have even issued letters
to the DOs regarding delay in delivery of service, as monitored through AAS. A
specimen can be seen below:

Some FGRAs have issued letters to the DOs regarding delay in delivery of service, as
monitored through AAS
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Figure 37: Instructions have been issued by FGRAs.
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Some departments have issued revised advisory to smoothen delivery of services.

iii)
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Revised advisory issued to smoothen delivery of services

Marrm Mo FrEiRure Dl

Sulyect.  Appinsienoutsils BTS Grdies M 2037

Populations and Institutions utilizing AAS: AAS benefits the population residing in
Haryana and people from outside the state. Anyone, regardless of their location, can
avail themselves of services provided by the Haryana Government, such as obtaining
licenses for factory establishment, allotment of plots, payment of subsidies, mutation,
etc. The commission receives appeals from government institutions seeking services
from other governmental bodies.

A Case Study

Municipal Corporation, Faridabad applied for a New Electricity Connection for a
sewage disposal plant affecting a population of about 10,000 people. The
application was submitted on 09.03.2022 with RTS due date was 22.04.2022. Since
the service was not delivered, an automatic appeal was escalated to FGRA and
SGRA subsequently. Since the service was not provided, a revision was
automatically escalated to the Commission on 21.07.2022. The Commission
conducted aninquiryin

the matter and the connection was released on 18.08.2022. In the absence of AAS,
nobody from Municipal Corporation, Faridabad would have followed it up
adversely affecting services to these 10,000 persons.
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Further, it is a matter of pride for the Commission that the Auto Appeal System (AAS)
has been already replicated in Jammu and Kashmir through an MoU signed between the
Government of Haryana and Government of Jammu & Kashmir and other States are in
consultation for further implementation.

FEadalta KhiltaJdamimuKashmin

Ushering in a New Era of

Digital Governance

Transparency | Accountability | Accessibility

AUTO APPEAL SYSTEM (AAS)

@ Enmuros citizoan servicoas mes P
Public Sarvico Guarantoo Aot
(PSGA) timelines

& Bystiom fo e Aulc SAppoenl s and
wihan PSEGEA tinmaelinoes are oo b

- Gota activated whon no action in
takan within a defined time pariod

- Guaranises timely delivery of

AW b .

JREK-1st UT to integrate 300+ sarvices with AAS under PSGA

Figure 38: Union Territory of Jammu and Kashmir has successfully replicated AAS
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Figure 39: Hon'ble Prime Minister appreciated the Auto Appeal System (AAS)
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e Amrit Mahotsav

Government of Haryana

"It is the dream of the country to take India forward on
the digital path at a rapid pace so that the life of every
citizen becomes easier. Digital India means
opportunity for all, facility for all, participation of all??

- Narendra Modi

Auto Appeal System

Transparency & Accountability

Automatic appeal of notified
government services (404 services-
36 departments) to appellate
authority, if the service is not
provided within stipulated time

Haryana is the first state
in the country to
launch such a unique system

Haryana has implemented
the Right to Service Act
in true spirit

Automatic redressal of
8,93,086 grievances
so far through
Auto Appeal System

Penalty & departmental action
against concerned employee/
officer if the service is not
provided within stipulated time

”F Information, Public Relations, Languages and Culture Department, Haryana (@R sl Rt ORL - TX=1 o ool S e LT e ey

Figure 40: A full page advertisement of AAS was published in all leading newspapers
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Revolutionising delivery of services: Ha
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Figure 41: An article pertaining to Revolutionising delivery of services,
authored by our Chief Commissioner

5.5 Integration of AAS and CM window

As in other States, any citizen can file any complaint regarding the grievances to the
highest executive of the State i.e. Chief Minister in case of Haryana - called CM Window. It
was observed that despite taking the issue by the officials of the CM Window, many cases

were pending for months and years together. Therefore, on the initiative of Hon’ble CM,
Haryana, it was decided to integrate the two systems and whenever any grievance
pertaining to notified service is not redressed in 30 days, the same is escalated to the Auto

Appeal System as an appeal. This was started from 5" March, 2024.

: OM Window Heryan
(Nt R A et e

ARS

Auto Appeal
Systpepem

POWERED BY ANTYODAYA SARAL
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The Commission has been monitoring the grievances closely through the reports as
shown in the screenshot.
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Figure 42: Auto Appeals received from CM window are monitored
through these Summary Reports

5.6 Statisticson AAS

Ason March 31,2024,427 services from 41 different entities have been on-boarded on
AAS, resulting in 11,74,316 appeals raised, out of which 11,58,502 (98.7%) appeals were
resolved. 10,44,759 appeals were raised to the FGRA, 1,27,659 raised to the SGRA and 1,898
revisions were raised to the Commission.

Number of
officer logins

on AAS

Number of
Appeals filed
through self

Average

usage of

AAS*

*logins per day

Figure 43: Three interesting data points of AAS
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Real time information regarding the appeals can be found on the public
dashboard of Auto Appeal System and does not require any login or
password. Link: https://status. saralharyana.nic.in/home/aasdash This

dashboard can be accessed by scanning adjacent QR code.

The AAS dashboard provides insights into various trends, enabling in-depth analysis of
available data to enhance service delivery. It supports the generation of diverse reports that
departments can utilize to refine their service delivery mechanisms. This capability not only
facilitates informed decision-making but also fosters continuous improvement in how
services are rendered to citizens. By leveraging these analytical tools, departments can
identify areas for optimization and implement targeted strategies to better meet the needs of
the public. The various types of graphs available on the dashboard are:

Figure 44: A glimpse of public dashboard of AAS
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The Commission has received a copyright for the AAS on 20.03.2024 from the Registrar
of Copyrights. It means that now the Commission has exclusive legal rights over the software
and its related content. This includes control over its reproduction, distribution, and
modification. The Commission can protect the Auto Appeal System from unauthorized use
or copying, and can license or transfer these rights to others if desired. Additionally, it will be
able to enforce these rights legally, ensuring that its proprietary technology and processes
are safeguarded and used only in ways authorized by the Commission. This would enhance
the Commission's ability to maintain the system’s integrity and functionality.
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/Dated:20/03/2024

IRegistration Number © SW-18475/2024
3 - HARYANA RIGHT TO SERVIC COMMISSION , SCO-38,39,
Name, address and nationality of the applicant SECTOR-17, CHANDIGARH-160017
INDIAN
OWNER

Nature of the applicants interest in the copyright of the work

COMPUTER SOFTWARE WORK
Class and description of the work

A AAS-AUTO APPEAL SOFTWARE
Title of the work

ENGLISH
Language of the work

TRILOK CHAND GUPTA , SCO-38,39, SECTOR-17,
CHANDIGARH-160017

Name, address and nationality of the author and if the author is INDIAN

deceased, date of his decease

UNPUBLISHED
Whether the work is published or unpublished
NA.
Year and country of first publication and name, address and
nationality of the publisher
NA.

Years and countries of subsequent publications, if any, and names.
addresses and nationalities of the publishers

11. r HARYANA RIGHT TO SERVIC COMMISSION , SCO-38,39,
SECTOR-17, CHANDIGARH-160017
INDIAN

Names, addresses and nationalities of the owners of various rights

comprising the copyright in the work and the extent of rights held

by each, together with particulars of assignments and licences, if

any

Names, addresses and nationalities of other persons, if any,
authorised to assign or licence of rights comprising the copyright

If the work is an Artistic work', the location of the original work,
including name, address and nationality of the person in possession
of the work. (In the case of an architectural work, the year of
completion of the work should also be shown).

i

If the work is an 'Artistic work’ which is used or capable of being
used in relation to any goods or services, the application should
include a certification from the Registrar of Trade Marks in terms of
the provision to Sub-Section (i) of Section 43 of the Copyright Act.
1957.

I the work is an ‘Artistic work', whether it is registered under the
Designs Act 2000, if yes give details.

If the work is an ‘Artistic work', capable of being registered as a
design under the Designs Act 2000.whether it has been applicd to an
article though an industrial process and .if yes .the number of times
it is reproduced.

17. /Remarks, if any

/Diary Number: 13736/2022-CO/SW
/Date of Application: 27/06/2022
/Date of Receipt 27/06/2022

»
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Figure 45: AAS received it's Copyright
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5.9 AAS Portal - A Quick Walkthrough

Screenshots of the AAS portal have been shown below:

The A AL BLEHT T MTENSE ST

Auto Appeal System
(AAS)

URL: https://aas.saralharyana.nic.in

Version 2.2.2
Released on 7th March 2024

e ECTEIMOML.
A L]
BowtinetoF HY IR, CENTRE
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memsany TICTTIEET Y

Under Haryana Right to Service (RTS) Act, 2014 Automatic Appeal is filed by System incase notified
timelines breached or eligible person files appeal in case dissatisfied with the service delivery

Defivers Service
* Refases service

Owershaots time [Imiz

Direction to DO

Hearing

Interim/Final Order

Direction to D0

Hearing

Inu-rimfl-_:nil Order
Penalty on officer|s)
Compensation ta Citizen

Direction to DO 1 GRA/2* GRA "l
Hﬂring
Im::rirn|l'FIn.l|ﬂn:|u'

-

™

*

Penalty on afficer(s) ap kv i lom [ eai 1 [ |
Recommandation for Disclplinary Actlon | | la: diam A [dreuants
* Compensation toCitizen

First Grievance Redressal Authority (1% GRA)

1 GRA logs in to the Auto Appeal System (AAS) - https://aas.saralharyana.nic.in

1o Serviee Act 2004
TibeE e

Note: ‘Forgot Password’ option can be used to reset password. Password will be sent to the Email id of the
User.

Logged in User will view all his/her roles e.g. in this case it is 1°' GRA and 2™ GRA

sl ki Appast System (AAS)

Y [
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Click on First Grievance Redressal Authority role, user will see all his/her locations

Click to Proceed As

L e

On clicking Location, user will land to the following screen. This screen will list all the appeals filed to

him/her of the selected location

APFEALS

Aulo Appenl Sysem (AAS)
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6|Auto Appeal System (AAS)
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On click of appeal, following details will appear. For the sake of explaining, this screen is marked with
sections 1 to 5 as follows:

-ﬁr-“: At Appeal Fyuimm (AL

Section 1:

a) Byclicking icon T, list of all appeals can be filtered as per types of action, appeal date & service

7|Auto Appeal System (AAS)
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b)

By clicking f'h icon, user can select number of appeals to be viewed at a time

c)

d)

e)

f)

By clicking u icon, appeals list can be exported to excel
Lk .
By clicking mmicon, appeals list can be exported to pdf

By clicking B icon, appeals list can be printed

Search box is also given to search appeal

Section 2:

List of all the appeals under the 1° GRA, their respondents & source appears here

APPEALS

howet g | e 1d ol 13 emre

8|Auto Appeal System (AAS)
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Section 3:

Details of each appeal can be viewed by the 1% GRA. The timeline bar shows 30 working days for 1% GRA to
take action on appeal. Red colour shows number of working days elapsed since appeal submission and green
colour shows working days left.

I Appesi med s ALASTIMIDES Do 10 Ot IO [T) A mmt moa. EIVTEN 56 e
S O
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i Ehy
[ Appaal Brases [ @ Last drninn wil O B0 Mo 2027 by |
Endrn Autt
Apphcation VEsTuL af (R i Aespieation Knmariy

rime of appael sebmissian

Appeal and application details are shown at the time of submission of appeal so ‘Track Status’ button is

given to view current status along with details of the application/appeal submitted by the eligible person.

ViR BoEm -

SARAL

9|]Auto Appeal System (AAS)
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Section 4:

a) Appellant/Respondent Details: Details of appellant, designated officer, 1° GRA (in case of Commission

login), 2" GRA (in case of Commission login) and additional respondent(s) (if any) can be viewed by clicking
icon ¥
icon

Dwetaits
Agapmllara Meguonden Declis W8S N il M, LAY 1IN0 Pt et iing O
Appetlard S Amypondent Qetais L3
Ty [p— e { e e Frere P o Croarmmesa (LT et ]
Deesgranon Cretie Paring
&
"

Shirw 1

* darled mdefIONG rERpendeng

On click of ‘Add additional respondent’ button, the following pop-up appears where respondent details can
be saved.

Add Respondent
x
Type* Respondent w
Mame® REEE
Designation® KEM
Department® Uttar Haryana Bijli Vitran Migam-UHBYN s
Mobile? SOOI D00
Email L@yl com
Addross® aclgresd
Paysn Code
Flage of Pasting® Chandigarh

10| Auto Appeal System (AAS)
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b) Action History: Actions taken on the appeal can be viewed in Action History

Dietalls

Appelanzespundent Deilils

s, e - LT Wil PR e i B i e

Section 5:

Actions that can be taken by 1% GRA:

a) Appeal Resolved —to resolve the appeal

b) Dismiss Appeal —to dismiss the appeal

c) Issue Directions — to issue directions to Designated Officer (DO)

d) Call for Hearing —to call Appellant & Designated Officer for hearing

e) Reschedule Hearing Date — to reschedule hearing date.

f)  Interim Order —to pass interim orders

g) Final Judgement — to pass final judgement on the appeal

a) Appeal Resolved : 1 GRA can resolve the appeal

b) Dismiss Appeal: 1* GRA can dismiss the appeal

c) Issue Directions: 1° GRA can issue directions as shown in following screen.

Attendance/Reply Details: 1*' GRA can record attendance of attendees and may ask reply from
Appellant/DO/Respondent (if any) by checking checkbox and entering due date of reply.

AT
L

AT e e Rty B sty

T T Uit w7 Bapety

Duwnisad
Leplake

Uplnsd Ordet
[Pl | B Nl
I

Hores Flis
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Download Template: This option is provided to download prefilled template (shown below) for the selected
action by the authority. This template is a word document which can be edited as per requirement and can
be printed, signed and scanned for uploading orders/judgement.

-

©

Government of Haryana

Dwim: LLFIE2E22
Bidt, B R PEN |E Eoneted [, U § Parcriuds (Deeas [Raoising |
Dewgnated CHeoe 300 Percyode Tl
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Whaak B e Tubie Subald de's B0 LY pa L - Brdarindd

Busthewty 1, B8 [5EM | v =

Lard Wharsan e Tine Grievancs Recrem sl Arthority @ Lrfed e thers e reiaonsbie §rousdl for hading
R T

L Rnpordust susll sppaar in parion bafors Pl Grisvancs Bedreumsl Aathoriny s S20PR on BI11/0EE woen
on wzzesl Wil b tar up o Seerisg

Iy CHAR, S PRLFOT L Fulis B ol BLLEICE Grdr th ALt froe th cutzochen ol The recond, i thal Be
L e R e L
ot b CEwTad aoen 8 [ clite of b, This o o S48 riguaid 10 BRI i e For Fakdaing oo T
Hrme] e ared S

A b ol (P Tobagnra i 6 ) R [0 yekdd Oy TR Sheseiid Gle B84 v, The Bppail ool Dok Pekdd 3 deal
e 30 .

By Dedur of thy ik Grigveron Redroos! detbority.

Email Preview: SMS/Email alerts would be sent to Appellants and Designated Officer. Email preview shows
the content that will be sent to Appellants & Designated Officer and it can be edited if needed be.

12|Auto Appeal System (AAS)
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1° GRA will select Action, enters directions in ‘Order’ textbox, upload directions in pdf format if required, fill
CAPTCHA code and click ‘Submit’ button.

Successtullll

=

'

Once directions are issued to DO, DO can login and view the directions issued to him and enter reply details
accordingly. This is explained in Designated Officer section (Refer page 23)

d) Call For Hearing: 1** GRA can call DO & eligible person for hearing

T
B T8 ot Insry -
Bab Mws bag Dma® IR [ =] Bd Vs bag Tiass! o [w]
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4
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Q Way Forward

As we navigate the evolving landscape of public service delivery, our focus remains on
harnessing innovation and enhancing efficiency to better serve our citizens. The journey
towards a fully integrated and responsive service delivery system involves continuous
improvement, strategic planning and robust implementation of new technologies and
processes.

In our commitment to ensuring that every citizen has seamless access to services/schemes,
we recognize the need for a comprehensive approach that addresses both current
challenges and future opportunities. This ‘Way Forward’ outlines our strategic vision and
actionable steps to advance the Right to Service (RTS) framework, leveraging technological
innovations and addressing systemic gaps to achieve excellence in public service delivery.

Our path forward involves several key initiatives:

6.1 Ensuring Availability of All Services Through Online Mode

Goal: To ensure delivery of all services/schemes through online mode. Thus, improving
convenience of making an application for eligible persons and efficiency in monitoring at
variouslevels.

Current Scenario:

« Most Services Online: A significant number of services are already available
via platforms like the Antyodaya Saral Portal, Government of India and other
state departmental portals.

« Offline Services: However, some services like Attestation of mutation,
Demarcation of plot, etc are provided in the offline mode, leading to delays and
inefficiencies in the handling of the applications received under these services.
This also results in lack of monitoring of the application by higher
officers/officials.
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Planned Actions:

« Complete Digitization: The Commission is focused on nudging the
departments to shift from the procedure of offline services into an online
format. This transition involves:

O Digital Application Processes: Shifting from paper-based to digital
application forms and seamless process flow of the application.

O Integrated Receipt Management: For services that cannot be fully
digitalized, for example services like Relief & Rehabilitation for Acid
Victim, integrating a receipt management through Antyodaya SARAL to
ensure the application can be tracked and monitored.

Expected Benefits:

+ Enhanced Access: Citizens can access any scheme/service anytime from
the comfort of their homes, reducing the need for physical visits to a service
delivery facility or the department.

+ Increased Efficiency: Streamlined processes will result in faster service
delivery and reduced bureaucratic delays.

- Better monitoring: Each application will be better tracked and monitored,
ensuring transparent service delivery mechanism

6.2 On-boarding All Services on Auto Appeal System (AAS)

Goal: To integrate all notified services/schemes into the Auto Appeal System, facilitating
automatic resolution/of service delivery issues/ fixation of responsibility for delays.

Current Scenario:

+ Current Integration status: As on 31.03.2024, 427 out of 656 services are
integrated with the AAS. Few important services like those of the Transport
department could not be on-boarded due to synchronization issues with the
Government of India portal.

« Procedure of raising an appeal: For the remaining services, applicants either
manually or through email file appeals to the FGRA/SGRA/Commission or
wait for the Commission to take suo-moto cognizance, making appellate
mechanism less efficient.
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Planned Actions:

« Resolving Integration Issues: Leveraging technical innovations to ensure
seamless synchronization of services/schemes with the AAS.

+ Coordination and Brain-storming: Continued engagement with leadership
of departments and the technical teams to expedite the integration process.

Expected Benefits:

+ Online platform of appeals: Facilitate automatic escalation of appeals in case
of delayed/non-delivery of notified service/scheme. Robust appellate
mechanism for self-filing of appeals.

+ Better monitoring and ease of issuing orders: Enhanced tracking and
addressing service delivery issues systematically.

6.3 Building Awareness Among Public and Public Representatives

Goal: To increase awareness of the Right to Service (RTS) Act and related systems among
public and publicrepresentatives.

Current Scenario:

+ Awareness Initiatives: Efforts include district review of delivery of
service/schemes across all districts of the state in the presence of government
offices, media coverage and sensitization sessions with key public
representatives.

Planned Actions:

+ Extended Campaigns: Launching additional sensitization campaigns
through civil society and educational programs to reach a wider audience.

- Engagement with Leaders: Enhancing efforts to involve public
representatives at village ward levels like Panches/Sarpanches, Councillors
etc.inspreading awareness.

Expected Benefits:

+ Informed Citizens: Increased understanding of the provisions of RTS Act and
appellate mechanism amongst citizen. Enhanced public and representative
involvementin utilizing and promoting the Act.
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6.4 Building a Robust System & Augmenting Existing Features

Goal: To enhance the technical infrastructure and features of service delivery systems for
better performance and reliability.

Current Scenario:

+ Technical Issues: Problems related to server capacity and backup facilities
have been identified. Problems include portal breakdowns, maintenance
issues by private entities and lack of integration.

+ Synchronization issues: Data from different portals are not synchronized
seamlessly.

Planned Actions:

« Infrastructure Upgrades: Collaborating with the State Government to
upgrade the technical infrastructure.

- Improved ease of portal usage: Improving the existing portals to ensure they
are robust and capable of handling requirements of the citizens and
monitoring officials. Ensuring that the data from different portals are
seamlessly synchronized.

« Functional Reviews: Evaluating and addressing the functionality of all
departmental portals.

Expected Benefits:

+ Improved Reliability: More stable and dependable service delivery and
appellate platforms.

- Enhanced Capacity: Streamlined processes leading to improved service
quality. Ability to manage larger volumes of data and transactions effectively.
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6.5 24x7 Availability of Helpline

Goal: To provide continuous support through a 24x7 helpline for greater accessibility.

Current Scenario:

« Current Operational Hours: The helpline is available from only 7:00 am to
8:00 pm on Mondays to Saturdays excluding gazetted holidays.

Planned Actions:

+ Advocacy for Extension: Nudging the State Government to extend helpline
hours to 24x7 for improved public convenience.

Expected Benefits:

+ Constant Support: Round-the-clock availability for public inquiries and
issues. Better supportaccessibility for citizens at any time.

6.6 Strengthening the HRTS Act to Fix Accountability

Goal: Toenhance accountability mechanisms for service delivery authorities.

Current Scenario:

+ Current Limitations: As per the provisions of the Act, the Commission can
only recommend disciplinary actions but lacks the authority to impose
penaltieson FGRAs and SGRAs.

Planned Actions:

« Legislative Changes: Proposing amendments to the HRTS Act to introduce
penalty provisions on FGRAs and SGRAs for failing to fulfil the responsibilities
mandated by the Act.

ANNUAL REPORT 80



Expected Benefits:

+ Increased Accountability: Stringent measures to hold authorities
accountable for service delivery.

« Enhanced Enforcement: Improved enforcement of service standards and
quicker resolution of issues.

6.7 Replication of AAS in Other States of India

Goal: To extend the benefits of the Auto Appeal System to other states, promoting
nationwide improvements in service delivery.

Current State:

+ Existing Agreements: MoU has been signed with Jammu & Kashmir and
discussions are ongoing with other states like Uttarakhand, Assam and
Maharashtra.

Planned Actions:

+ Promoting Adoption: Encouraging other states to adopt AAS and sharing best
practices.

« Systemic Improvement: Supporting nationwide implementation to enhance
service delivery across the country.

Expected Benefits:

+ Widespread Impact: Improved service delivery systems across multiple
states.

+ Enhanced Ease of Living: More time-bound and hassle-free delivery of public
services and better citizen experiences nationwide.

By focusing on these areas, the Commission aims to transform service delivery through
technological advancements, improved systems and greater public engagement, ultimately
leading to a more efficient and accountable public service framework.
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Sh. T. C Gupta IAS (Retd.) 1987 Batch, Haryana,
Chief Commissioner (since 15.06.2021)

The work in the Commission has been most satisfying in my entire
career spanning 37 years including 34 years in the Indian Administrative Service and
three years in this Commission. Though all the four posts of Commissioners are vacant
in the Commission forlongi.e. since 5th December, 2021, I along with other members of
the team have put in rigorous efforts in meeting the expectations of the public by
ensuring service delivery in time. The conceptualization and implementation of AAS
has been a game changer and it is extremely gratifying to read the Happiness Stories of
all those who approached the Commission or whose cases were taken by the
Commission suo moto. Blessings of these people, mostly belonging to the middle class
and poor sections of the society, have been constant inspiration for me and the entire
team of HRTSC to putin more effortsin thisregard.

Mr. Vatsal Vashisth, HCS, Secretary

All creation is Karma-centered. Just as Karma is integral to the
existence of an individual, the Karma of the State is to ensure
maximum ease of living to its citizens/residents. As an effective arm of the State, the
Haryana Right to the Service Commission does full justice to its raison detre- to ensure
timely delivery of quality service to its citizens. My brief tenure of six months at the
Commission has been blessed with new learnings and a lot of job satisfaction. The
unrelenting nature and meticulous approach of our Worthy Chief Commissioner, Sh. T.
C. Gupta ensures that there is no gap between theory and practice. The publication of
the Annual Report of the Commission is not only an occasion of satisfaction for the
achievements of our collective will and endeavour butalso an opportunity to rededicate
ourselves in our resolve to serve the citizen in a more effective manner. On behalf of the
entire team of the Haryana Right to Service Commission, I would utilize this forum to
pledge our continued dedication and ceaseless effort towards our collective Karma.
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Mr. Sube Khan, Under Secretary-cum-Registrar

Cae With great pride, I have had the privilege of serving as Under

Secretary-cum-Registrar with the Haryana Right to Service
Commission, upholding transparency and accountability. I take pride in delivering
accurate and timely administrative support, contributing to the Commission's mission
and vision. My commitment to excellence has enabled informed decision-making,
driven efficiency, and timely delivery of notified services, fostering trust among the
poor and needy. I extend heartfelt gratitude to our exceptional team for their dedication,
expertise, and tireless efforts. Together, we have driven progress and excellence,
fostering a culture of collaboration and innovation. As we move forward, let's continue
to strive for excellence, embracing new challenges and opportunities, and making a
lasting, positive impact. I am honored to be part of this team and look forward to our

future achievements.

Ms. Pooja Dhull, Assistant District Attorney

“So long as any number among us remains indifferent to the rights
of our fellow-citizens, or becomes emotionally unbalanced to the
point of overriding such rights, they are striking not at our first, but at our last line of
defense.”- Francis Biddle

Under the administrative law doctrines it is important for us to understand that law
makes us duty bound to ensure that citizens rights are not curtailed. That's what the
Right to Service Commission does. I extend my warm regards and best wishes to the
Commission and its entire staff for doing such a duty.
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Mr. K.R.Taneja, Private Secretary

[ have worked in more than 16 Departments as Private Secretary
to the Head of the Departments, Principal Secretary and Addl. Chief
Secretary to Govt. of Haryana w.e.f 16.01.1979 but working in the Haryana Right to
Service Commission has given me the most satisfaction of my entire service career. Itis
possible only because of the daily monitoring of the notified services, regular hearings
being conducted by our Worthy Chief Commissioner himself and pro-active cases
undertaken as suo moto notices in the Commission which is able to ensure hassle free
delivery of services to the public atlarge in Haryana. This is being done under the able
guidance of our Worthy Chief Commissioner, Shri T.C. Gupta, IAS (Retd) (1987) who has
been an inspiration to all of us and with the help of Secretary, qualified Consultants and

experienced Assistants.

> -~ Mr.Bhupendra Singh, Section Officer, Accounts Branch

I am immensely proud of the remarkable progress the

Commission has made under the guidance of Sh. T. C. Gupta IAS as
the Chief Commissioner. The collective dedication of the entire team and unwavering
commitment have driven meaning and reinforced our mission to ensure hasslefree
and time-bound delivery of service to the citizens of Haryana and beyond. I feel proud
to handle the accounts section of this organization. My best wishes to team for
publication of this annual report for the year 2023-24.

ANNUAL REPORT 2023-24 84



Ms. Supriya Sinha, Consultant

I have been working with the Commission since the last 3 years
and I have witnessed every employee of the Commission working
diligently to fulfill its founding mandate. On a lighter note, the Commission stands out
as one of those rare ‘not-so-sarkari’ offices where you can expect a prompt response to
your email.In fact, regardless of the fact where an eligible individual is geographically
located, they can raise their grievance under the Act by simply sending an email to the
Commission, eliminating the need to visit any government office. It is a matter of
immense pride for me to work with such an organization. Reading each happiness story
only fuels our energy and determination to work towards improvisation of service
delivery for the citizens of the state. Working on the Auto Appeal System (AAS) since its
launch to its current operation has revealed new dynamics of service delivery to me.
Our Chief Commissioner, Sh. T.C. Gupta IAS has been an exceptional mentor and his
guidance has significantly contributed to my professional growth. Collaborating with
the Right to Service Commission of other states has been an invaluable learning
experience. As a citizen, I earnestly hope that the right to service is effectively
implemented nationwide.

Ms. Manisha Bhatotia, Consultant

Over the past 7 months with HRTSC, I have been continually
impressed by the exceptional dedication and professionalism of our

organization. Our team's commitment to excellence and collaborative spirit are truly
remarkable. Being part of this dynamic and forward-thinking organization is a
privilege, especially with our head, Sh. T.C. Gupta, IAS (Retd.), serving as an inspiring
mentor and visionary leader. His focus on innovation and integrity is central to our
success. A heartfelt thanks to our Worthy Chief Commissioner for exemplifying these
values and guiding us with expertise. It gives me immense satisfaction to see how
people get their services delivered because of the intervention of the Commission. The
collective efforts and unwavering dedication of our team set a high standard of
excellence that is both impactful and inspiring. Thank you for fostering such a positive
and productive environment and for continually striving for excellence in every
endeavor.
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Mr.Jinson George Chacko, Consultant

The Commission has offered me the opportunity to partake in the
effective public grievance redressal process in the state. I have
worked in different capacities within the administrative setup, however, the

Commission has been one of the most enriching experiences. I hope to grow both
professionally and personally in the Commission while contributing to the best of my
abilities.

Mr. Vaibhav Choudhary, Consultant

I express my sincere gratitude for the opportunity to contribute to

the Haryana Right to Service Commission's impactful work. The
Commission's commitment to ensuring timely delivery of government services and
improving governance in Haryana is truly inspiring. By setting service delivery
timelines, addressing public grievances, and promoting transparency, the Commission
is making a tangible difference in citizens' lives. It has been a privilege to support the
mission of safeguarding Haryana residents' rights to efficient and responsive public
services. The Commission's fact-based approach and dedication to streamlining
administrative processes have significantly enhanced public trust.

§ Ms.Shashi Bala, Personal Assistant

[ have been working in the Commission since May, 2015 i.e. since
the early days of its establishment, when few knew about Right to
Service in Haryana. Back then, offline applications were received, there were
monitoring challenges and definitely lack of awareness among citizens. We've come a
long way, now efficiently overseeing all notified services. Through the Commission's
diligent efforts, awareness has significantly increased across the state. It has been great
to be a part of this journey and I remain deeply committed to fostering timely,
transparent service delivery. Our dedicated team strives to build a responsive and
trustworthy public service system for Haryana's citizens.
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Ms. Babaldeep Kaur, Accountant

Since 2015, I've served as an accountant with the Haryana Right
to Service Commission, ensuring fiscal transparency and
accountability. I'm proud to contribute to the Commission’s mission through accurate
and timely financial support.

Ms. Rosy, Assistant

As a proud employee of the Haryana Right to Service
Commission, I am committed to upholding our core values of timely
and transparent service delivery. Our Commission's motto is to ensure that every
eligible person receives the notified services in a timebound and hasslefree manner.
Together, we strive to build trust and confidence of the citizens of Haryan in the service
delivery of the citizens, thus making a positive impactin theirlives.

Mr. Parminder Singh, Assistant

In this commission, I have gained invaluable experience over the
past three years, learning extensively under the guidance of
numerous officers. I look into the cases of the SEWA Department along with a few other
Departments assigned to me. It gives me immense pleasure when grievances of the
marginalized section of the society are resolved. I am happy to be a part of the good
work commission is doing.
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Ms. Dipika, Stenographer

Since 2021, I have been working as a stenographer in the
commission, since this was my firstjob I had the opportunity tolearn
many new skills and gained valuable experience. This role has provided me with
numerous opportunities to grow both personally and professionally. My best wishes are
with the Commission.

Ms. Charu, Stenographer

I'have been working in the commission since 2021, during which I
have gained immense knowledge about the working of different
departments and the nuances of service delivery. This role has allowed me to learn
extensively and diversify my skills thereby contributing to both my personal and
professional growth.

Mr. Manoj Mandel, Data Entry Operator

Working at the Haryana Right to Service Commission has been an
incredibly rewarding experience. The guidance and support

received from our leadership Sh. T. C. Gupta IAS, Chief Commissioner has been a great
inspiration to me every day and I take pride in contributing to the important work we do
for the citizens of Haryana. Congratulations to the entire team on achieving 10 years of
establishment, I look forward to contributing to our continued success in the years to
come.
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ANNEXURE 1

HAPPINESS
STORIES




I had purchased one flat in Faridabad in August,2021. Consequently, I filed an
online application for the transfer of name in DHVBN. On repeatedly calling
DHVBN, there was always a standard reply “file is in process”. Then one day, [ read
about RTSC in newspaper. I emailed my complaint to the commission at rtsc-
hry@gov.in. To my surprise, I received a reply within 30 minutes confirming that
they have taken a note of our problem and it will be resolved soon. Again I got
“shock” after 4-5 days - [ received a call from DHVBN Office that problem has been
resolved. I must say that RTSC is one department that has created an atmosphere
that “yes work could be done in government department and that too in corruption
free environment”

9 Deepti Srivastava, Kurukshetra, Haryana
Received on 05.01.2022, Energy Department

Thanks for your intervention. The Conveyance Deed has been executed and they
have handed over the sighed deed copy to me today.

This happened only with your intervention and treat efforts of Commissioner, MCF
Mr. Yashpal Yaday, jt. Commissioner, Ballabgarh Mr. Anil Yadav, ZTO Mr. Vinod
Gulati, SDO Mr. Naresh, Assistant Mr. Salwan Singh Yadav.

Thank you so much to all for your great efforts.

° Puneet Arora, Faridabad, Haryana
Received on 11.01.2022, Urban Local Bodies

Thanks for promptaction by your office.

Iwish to submit that Sweeping on regular basis has been started by MCF in my area.
For otherissuesalso action shall be thereby MCEF, as per assurance to me.

’ D.D Ahuja, Faridabad, Haryana
Received on 09.02.2022, Urban Local Bodies

e
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Please accept my heartfelt gratitude for the intervention of your Commission
regarding No Dues Certificate from the office of Municipal Council Sirsa. Sir, our
struggle of last one year for obtaining the certificate from the concerned
Department would have continued for an undefined period without your kind and
timely intervention. Many thanks once again for your kind intervention and
promptresolution of an yearlong matter.

’ Bhim Jhunthra, Sirsa, Haryana
Received on 22.02.2022, Urban Local Bodies

I sincerely thank you for your cooperation in this regard.  had been following up on
my case for the last 7 months and I was seeing no hope in this matter but when I
came to know about you from Sh Sanjay Sharma sir and filed my complaint to you
then I saw the light of hope. I was kind of broken after following up again and again
with the Huda office and was under an impression of why we decided to move back
toIndia from Singapore.

I can not describe my seven months' struggle in words and just a "THANK YOU" is
not enough because I can't express my gratitude towards you for many sleepless
nights, my restlessness, and my inner pain. I just want to convey to you that you
guys are doing an amazing job and you are the most wonderful people I have ever
met in Government offices. I salute and thank you from the core of my heart and
wish that people like me will not suffer until you are there in the system.

g Nishant Gupta, Kurukshetra, Haryana
Received on 11.04.2022, Haryana Shehri Vikas Pradhikaran

We are really obliged and grateful to you that you really helped us in this matter. We
were actually losing hope in this regard and were suffering for no reason. Nishant
told me that you helped us a lot in this matter. Our feelings and our gratitude
towards you can not be described into words and we really appreciate that you
looked very closely in this matter. Thanks a lot Sir and thank you for all the support
and making our life easier. Please let us know if you ever visit Kurukshetra. We will
definitely like to meet you

° Swati Bansal, Kurukshetra, Haryana
Received on 12.04.2022, Haryana Shehri Vikas Pradhikaran
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First of all thank you Right to Haryana Commission to bring my issue/complain in
the knowledge of MCEF, today I got a call from MCF side and they make me assure
that Waste will be picked up on daily basis and there will be no delay, on the same
condition I have made a written acknowledgement to MCF and a copy of attached is
sending you thatnow my issue getresolved.

I'hope MCF will do their duty as per their surety given to us.

Letter given to MCF as per attached for your reference.

ﬂ Amardeep, Faridabad, Haryana
Received on 16.04.2022, Urban Local Bodies

Thank you very much for you intervention. The work is done today.

g Rohit Adhlakha, Kurukshetra, Haryana
Received on 26.04.2022, Urban Local Bodies

Today I have received an energy bill from DHBVN vide bill no. 346338266325 dated
20.07.2022 for the subject cited connection number. This bill has been raised as per
the energy meter reading therefore, my grievance has now been fully mitigated. I
am thankful to the Hon'ble Commission for directing the concerned
officials/officers for resolving the issue.

I shall always remain grateful. My deep regards for the Hon'ble Chief
Commissioner.

’ VK. Chawla, Faridabad, Haryana
Received on 20.07.2022, Energy Department
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At the onset, I would like to convey my greatest thanks to all of you as my Motor
vehicle tax is updated by the Gurugram RTA Dept, for truck no. HR55AA4209.

Now,  am satisfied and happy. Once again thank you for the relief given by you.

g Rajeev Gupta, Gurugram, Haryana
Received on 05.08.2022, Transport Department

I seema w/o Jeet Kumar resident of H. No 1110 ward no. 9 Layalpur Colony Mohan
Nagar Kurukshetra sought your ofice's intervention regarding not providing the
remedy of sewer overflow in front of my house by PHED Haryana officials under
RTS Actin stipulated time.

The prompt action taken by your office regarding breach of services was beyond my
expectation and as a citizen my rights were protected in high spirits.

I personally feel facilitated for the justice provided by the Commission through
arranging video conferencing and official communication. As an order
compensation is awarded to be paid to me by the defaulters truly speaking to
receive compensation was not my motive. Since itis a judgment order I am sharing
my bank account details for yourreference.

’ Seema, Kurukshetra, Haryana
Received on 08.08.2022, Public Health and Engineering Department

Thank you for your support and action on this matter. I had applied for name
change in my property ID is P07095280198. I visited the MCF office several times
but nobody is interested to resolve my problem. After your intervention, I met the
ZTO old 1 zone and deposited all documents post which, they updated my name in
theirrecords.

g Piyush Kathuria, Faridabad, Haryana
Received on 17.08.2022, Urban Local Bodies
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I have applied for apki Beti Hamari Beti scheme for my daughter on 23red February,
2021. And after so many follow ups for one year, I was not getting any clear
information when could I expect the scheme certificate. So I filled a complaint to
RTSC, Haryana on 17th February, 2022. And RTSC took action on my complaintand
sent the notice to WCD for clarification on my complaint but WCD did not reply. And
then HRTSC issued suo moto notice against the WCD Officials, and on dead line,
WCD officials called me and handed me the certificate. It was the RTSC who helped
me to get the certificate. There should be more services to be added under RTSC,
Haryana list and Haryana Government should give more powers to it. So, RTSC can
ask the officials for delay in various services and take action on liable officials.

9 Tejas Kathuria, Faridabad, Haryana
Received on 23.08.2022, Women and Child Development

T STES 202 1 HTE sht &eh! 8 U [GraT o fordl, 3TTeh SATART H fHere foa o, i@ ot 3Tt
T FHEAT 1 o §U, R FehT U= DSWO & ST T o [ofdl S=1aTe , STRIAT A TS 5L oI
T T W Shleh (oIt (oA , STTRINT 31 hriaTal & H i e S o

9 Mekhwati Arora, Gurugram, Haryana
Received on 05.09.2022, SEWA Department

I'would like to convey my thanks to you for resolving my issue of voltage fluctuation.
Thisis also informed that without your help it would not be possible for me to get my
grievance solved. I was struggling since 12th July, 2022 with a voltage fluctuation
issue and despite various complaints to SDO, XEN and SE my issue was not
addressed by the concerned authorities.

I have to suffer for two months just because the concerned officials did not perform
their duty sincerely and they only resolved the issue after intervention of HRTSC
and CGRF. The SDO, XEN and SE should have resolved the issue by themselves
withoutharassing me for two months.

Thank you HRTSC for helping me and resolving my issue.

° Vinay Gupta, Faridabad, Haryana
Received on 23.09.2022, Energy Department
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Thanks for your kind support my Income & Asset Certificate for EWS has been
issued.

Thank you very much again.

g Shubham Chaudhary, Karnal, Haryana
Received on 07.10.2022, Revenue & Disaster Management

While expressing my deep gratitude to respected and Honourable Chief
Commissioner Sh. T.C. Gupta Sir for upholding my complaint. I also wish to place on
record my appreciation for all other officials for your relentless support and
cooperation since filing of my complaint on 15.09.2022. Some of the officials with
whom I interested during this period and who deserve a special mention for their
efficient and prompt responses are Sh. Sube Khan, Sh Romil Hotwani, Ms Supriya
and Ms Charu. Efforts of Sh Sube Khan and Team in continuous and regular follow
up with the concerned Departments are really laudable. I would also like to thank
Honourable Secretary Sh. Hitendra Kumar and all other officials of Honourable
HRTSC who may have directly or indirectly dealt with various aspects of my
complaintand contributed in one way or the other.

I also take this opportunity to complement Honourable HRTSC for our dedicated
work in the field of service delivery, both through Complaints of the Citizenry as well
as thorough Audits of various Departments thus protecting the interests of helpless
public against the vagaries of unresponsive, insensitive and corrupt officials. I
would request you to continue your good work in this direction in the future too and
help strengthen the foundation for a modern India.

’ Sanjay Dargan, Rewari, Haryana (currently residing in Odisha)
Received on 19.01.2023, Housing Board

Dear Sir & the Team Haryana Right to Service Commission, We are so grateful and
thankful for the support rendered toward the procurement of the NDC. We hope to
receive the same form HSIIDC soon. We appreciate and acknowledge the efficiency
and the will torender a service. Many thanks & Regards JAI HIND!

Sumita Knacker, Kaithal, Haryana
Received on 27.02.2023, Haryana State Industrial and
Infrastructure Development Corporation
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I feel happy and satisfied with the orders passed by the honourable RTSC. I have
received the compensation amount.

When the mutation was being delayed and I was made to wait for such along period
oftime by the then tehsildar. T had lost hope.

Assoon asIcomplained regarding the same in the Commission, the way an enquiry
was conducted by the SDM, Bahadurgarh and an action has been taken with
immediate effect, | want to express my utmostregards and respect to you.

Justice has been delivered.

ﬂ Chinmaya Sharma, Jhajjar, Haryana
Received on 29.03.2023, Revenue & Disaster Management Department

Dear Sir, I am writing to express my sincere appreciation for the high level of
professional service I received from the Haryana Right to Service Commission
(HRTSC). It was truly commendable to experience how readily accessible the
highest authorities in the Haryana Government are to common citizens like myself.
Throughout the course of my case, I was particularly impressed by the patient
hearing, empathetic approach, and commitment to neutrality and ethics displayed
by the commission. This ensured a fair and just outcome. The convenience of a
virtual hearing further exemplifies HRTSC's commitment to ease of governance.
This accessibility speaks volumes about the positive impact the commission has on
citizen services. I firmly believe that the professionalism exhibited by HRTSC serves
as a role model for service delivery across India. It paves the way for a future where
citizen interactions with government institutions are consistently positive and
efficient. Thank you once again for your excellent service.

g Sheela Devi Goyal, Hisar, Haryana
Received on 29.03.2023, Haryana Shehri Vikas Pradhikaran

Dear sir thank you so much for your support and your help my mutation no 2566
intakal isregistered by ACO signature on 28.02.2023. Thanks for your support.

° Ravinder Chaudhary, Bhiwani, Haryana
Received on 19.04.2023, Revenue and Disaster Management Department
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Thank you for the response and support.
Death Certificate has been received from PGIMS Rohtak through Saral Grievance

Registered for the same Problem. Death Certificate received by customer Sita Ram
also and found satisfied. Happy to get the issue resolved.

9 Dinesh Kumar, Bhiwani, Haryana
Received on 21.04.2023, Health & Family Welfare Department

HT-AaR ST SATToh ST U S &Y 61 TaT & foh STTI8 ST 8 o J2Td Fawe-202 1 Hifera firehrara
o o ferm g et ferar e R) Hiar rer wedt <t fenraa gy ol S i A Sm @ |
=T ohi 352 I H fohaT T =hTRl 100 TTerTel O &1 TR © SR H ohH oht o6 & o U W gl ATra
HTYRT QUEHTST 361 HITH HTHI | ST

’ Gaurav, Mahendergarh, Haryana
Letter dated 08.05.2023, Public Health and Engineering Department

PIRCIESIR

4 fors zieRt TaT et 2 At foraerre R, famelt #erm =0 1247 §X 19 TS T 3779 @ T
ToIa AT & ST W SATOH 25 N1 Aol ST T, i WieT Hifel YereTal oo STy 4 a1 Eeiferq
foramr 3 SATaeRT o T3t ShTehY TR SR oY i ot off, fohg weh e $ATeR Tt
T A 555 I | ATTh ST o (&SI & ST 3Fohi H1T i foaT af Sehl g1t 0T SR Siq 3
T a7 H ol 371 uen i H 37197 o IR Rl Hicisieht Sl T g8 o1+t W1 § 3T AT THed
T AT ST AT 0T e it ST ST bl o A aT bl 1T T Tl qT h1s 1 g ohl TS
T IS qol| 3T H T ST AT  fop 3119 o 3179 3B aivER we @ T § o7 A wufEn ad
LIREIERGIK

D Vijay Shankar, Faridabad, Haryana
Letter dated 31.05.2023, Haryana Shehri Vikas Pradhikaran
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At the outset, I Manoj Chendel, lodged a complaint via email on 24.08.2019
regarding my pending application for 'Demarcation of land if no standing crop'
which has been pending since 29.01.2019. Furtherance to this, an email dated
22.01.2023was sent regarding the pendency of the service mentioned above. Now
the learned Chief Commissioner has initiated appropriate action, as the stipulated
time for the desired service was 45 days. However, more than 4 years' time has been
taken and the job is still pending, thus you impose a penalty of Rs. 25000. Moreover,
the decision taken by you is not only beneficial for me, although it will surely help a
lot of people like me who are facing similar problems regarding demarcation and
with this landmark decision initiated by you, demarcation of may property will be
made. In fact, once Sh. T.C. Gupta, Chief Commissioner of Haryana Right to Service
Commission, visited fatehbad. there I learned about the Right to service
commission and its benefits for an ordinary citizen and I am highly thankful to him,
his subordinates, as they all are very cooperative and humble and to the
department for rendering this kind of service even at ground level. At the end,  am
great thankful of Sh. T.C. Gupta, Chief Commissioner of Haryana Right to Service
Commission, his subordinates and to the Right to Service Commission Department.

° Manoj Chandel, Fatehabad, Haryana
Received on 19.06.2023, Revenue & Disaster Management

\

Itis submitted that I applied for correction in birth certificate of my son in the office
of Registrar, Birth in District Rohtak but without cogent reasons they declined my
request. Then I made an appeal before Hon'ble deputy Commissioner, Rohtak and
the Hon'ble Deputy Commissioner also declined my request without applying his
judicious mind. I personally requested to the officers/officials or Registrar Office and
DC office but they showed their pathetic attitude. Then I made appeal in the Hon'ble
Right to Service Commission and the Hon'ble Commission heard the case very
sympathetically and sincerely and sorted out my case of correction in birth
certificate. The behaviour of Hon'ble Commission with the complainant is highly
appreciable, commendable, kind, pleasant and cooperative but the behaviour of the
then Deputy Commissioner Rohtak and District Registrar birth Rohtak was highly
condemnable, odious, deplorable and non cooperative. I request all to approach
Hon'ble Commission if their logical/legal grievances are not addressed by any
authority. I sincerely thankful, grateful and obliged to Hon'ble Commissioner Sh. T.C.
Gupta Sir, I am not only sure but confident that Hon'ble Commission shall continue
itsgloriousjourney in future also. Thanks to Hon'ble Commissioner and its staff.

° Dr. Satish Swami, Rohtak, Haryana
Received on 22.06.2023, Health & Family Welfare Department
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I got solution from DHBVN against appeal no. AAS23/625611 dated
15.06.2023.DHBVN Azad nagar accepted their mistake and uploaded my corrected
bill. This happened only on action by HRTSC. I am writing this feedback because I
am happy that HRTSC is taking action against government staff which not happy to
work properly again thanks for solution.

g Shanti Devi, Faridabad, Haryana
Received on 06.07.2023, Energy Department

This is Mrs. Savita Nayar, resident of house no 1012,11C, Chandigarh. I would like to
thank Haryana Right to Service Commission in getting my land transferred in my
name. The land is in village Jakhoda, Bahadurgarh, Haryana. I, being alone, senior
citizen with health issues could not go to Bahadurgarh. On my request, the
department took prompt action and helped me a lot. Tehsil Bahadurgarh did not do
anything for more than a year.

Once again I would like to thank the Haryana Right to Service Commission for
helping me and taking prompt action.

Thanking you

9 Savita Nayar, Chandigarh
Received on 02.08.2023, Revenue & Disaster Management

I feel it is my duty to inform you with a lot of thanks that the old age allowance had
been intiated ason 12 August, 2023 pertaining to the individuals named Mr. Chhotu
Ram and Mrs Santosh Devi vide Pension ID No 7403436 and 7403424 after
intervention and kind effort by your esteemed office. I truly appreciate your (HRSTC
team) citizen oriented services and professionalism towards public
interest/welfare.

ﬂ Chhotu Ram, Hisar, Haryana
Received on 12.08.2023, SEWA Department
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We thankfully & appreciatively acknowledge receipt of the subject ORDER of the
Hon'ble Haryana Right to Service Commissionerate in Appeal No. AAS23-645718 /
ID CMPF35000571639 of Shanti Devi-Faridabad. We take liberty to avail this
opportunity further to commend the involvement, patience of hearing, explanation
of convincing, judiciousness & speed of the worthy HRTSC in passing the order.

We hope & are confident that the services shall improve with this kind of system &.
involvement.

’ Shanti Devi, Faridabad, Haryana
Received on 23.08.2023, Energy Department

Respected sir/Madam,

Thank you very much for your mail and prompt action taken by Haryana Right to
service Commissioner and Office and Officers of HSVP and special thanks to
present Estate Officer-2 for taking prompt and positive action in our favour. I am
planning and making the payment due as shown and demaned by HSVP. Once
again I am thankful to you all and kindly help me in future for further required
necessary formalities by the Allottee.

’ Indira Rani Arora, Gurugram, Haryana
Received on 10.10.2023, Town and Country Planning

Namashkar Sir Ji

Me and my whole family thanks you for your kindest help and support for us. We
thank you for your precious time and effort. In today's world no one does what you
have done for us. Words can never express how grateful we are to you.

God has truly blessed us for making you come into our lives as a guardian who has
protected us financially and mentally against all the harrasment and took us out
from all the trouble that we had been facing.

Thank you soooo very much. We will never be able to thank you enough.

’ Himanshu Arora & Karan Arora
Received on 19.10.2023, Haryana Shehri Vikas Pradhikaran
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With many thanks I may inform you that my grievance with Municipal Corporation
Gurugram token no. 382686 dated 09/06/2021 has been resolved and now all the 23
lights of the park are working.

’ S C Yadav, Gurugram, Haryana
Received on 25.10.2023, Urban Local Bodies

I have received the bond under Aapki Beti Humari Beti Scheme from the concerned
office so you are humbly requested to please close my complaint as I am currently
satisfied with the services provided by your good office thanks a lot for your support.

ﬂ Naveen Sharma, Faridabad, Haryana
Received on 17.11.2023, Women and Child Development

I would like to appreciate the efforts of the team at Right to Service Commission,
Haryana in resolving my issue. My name was being misspelled in our DHBVNL bill
for the past five years or more. Getting it corrected had become a herculean task as
initially we left applications at Sector 17, billing office. At times, even waited for
officials to take action on the same day but were always told to return after a week
due to some glitch in the process. We gave up and went about our lives except one
day I had to present my electricity bill as proof of my residence. And it did not match
my name in other documents. Our effort to get the name correction started again
but this time I started filing complaints online. Initially nothing seemed to move,
except the responses that your issue has been resolved, you can either say 'yes' or
'no' and move on to the next level. I was determined to follow it up all the way. I kept
writing back, attaching copies of documents, saying that the issue was not resolved
and attaching pictures of my old bill with correct spelling and new bill with wrong
spellings of my name. Finally the application went to 'Right to Service Commission'.
They said DHBVNL will resolve the issue soon. But DHBVNL people called me to
Sector 17 office with a list of documents.

Continued...
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I still went, hoping it would be resolved. There the officer met me and said, that I
need not have visited DHBVNL, instead I should have gone to a cyber cafe and got it
done by the person there for a charge of Rs.500 or less!! I had taken leave from the
office to get this issue sorted but when I heard this, I was fuming... Why was I called
here, then?, I asked! They brushed me aside. So I again wrote to Right to Service
Commission, that my issue was still unresolved and that DHBVNL was making false
claims.

This is when RTSC stepped in and took over. They ensured that the problem was
resolved from the highest authority and that I did not have to follow up any more. I
was sent a corrected copy of my electricity bill and an explanation notice was issued
to the concerned officer who called me physically to their office! Finally I can relax.
It is the first time that Digital Complaint filing has worked! Thank you so much
RTSC, specially the team that handled my case, Mr. Roop in particular was
extremely supportive and efficient.

Wishing that you continue to make ourlives easier.

g Sabiha Farhat, Gurugram, Haryana
Received on 01.12.2023, Energy Department

A,

SIS T TSTRRI0T Tl ST oA gL shT ST (/e ) H 7o fofset! shtereT AP | DS TSI
Al TRTenTerct o6t oft it fofs forsteft o€ 4 4 sl DS TXSiTS foan @ § 5a v o it ave W
HESCEE I CIMNEIRE R Ea I

° Jagbir, Jhajjar, Haryana
Letter dated 28.02.2024, Energy Department
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Greetings! I am very grateful for your cooperation on my registered complaint.
Yesterday I saw the last order passed by you to the Electricity Board Tauru, I have no
words to explain how I feel about your prompt response, and it is very nice to
appreciate it, butI have a humble request please do not punish Shabbir Ahmed and
forgive him. It is enough for me that the meter installation charges have now been
removed and adjusted in my current bill. I don't want any compensation by hurting
anyone.. He may be innocent because in your order I saw that he had joined the
Tauru Electricity Board on Jan-24. But my case is related to July 23, so it is possible
thatthey may not be aware of the complete facts.

Please consider my humble request positively and thank you again for your kind
help and support.

9 Azharuddin, Nuh , Haryana
Received 21.03.2024, Energy Department

HTIeh HIATTT S ST & TEHIAGT hr e H O (ol 7T, Tee e ETes 51 H 3T deshiel
TS & oY [T TTT| §8eh [oTU ST hT BTfdeh Y=adTe| SATqehT ot THTEIRTTe Hifeld g1

’ Bal Krishan, Hisar, Haryana
Received on 22.03.2024, Revenue & Disaster Management

i

ot PorciTeh <@ THT (A T STE) gRETon Sa ot TR ST s fere, # stmaes g foy
T A5l T oh T STURT AT Sk Tl gl 3 SATUeh HTEH § ohs UH shTH LT @ S o
HTI-|TS ERATOM 2T STAT T T FTRIET 81 T8 & Ioreeh foIq § ATkt  STTaeh! ol ¢ 37K
ENITOTT T ShT AW eh T 8|

T G FEATOT ST o7 ST STRITT S REATOT H SATST ook ST ST LT & 1 H TS T 8-

(1) =¥ St ST AT g8t S o1 et B8 do. HRTSC/Comp-156/HSVP/2021/
1176 9T fSre™ Estate Officer HS VP SIRTGUTE ST 3 5 TS hl UISI9I= el <t ST Tt oft {1
caseﬁ;ﬁ‘o‘qﬁﬁ?ﬁr‘a’éﬁﬁﬁwg o ST TS 1< TE1 B UTAT 2} 3ok ST fell 7T U= &
TS HL WA T qd qisiR fireft 37 @rer § 73 Delay Interest it fiem e 6 wre-wmy
FIATU o6 37 193 JTHIHTSHI bl 3R 5 (4T | Continued...
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(2) HU T g9 fSEeT BISA Jo. HRTSC / Comp-77/Transport/2022/092 fored #
STSfeT SATSEH Te-eRT0T (NT) H HZ¥ 1 Day First Aid Certificate HTT T [ST&rehl 1@ 300
500 2, e grEfeT argde fegata (NT) & 211osh g1 39 i fora wrem fored 3 wmer-amy
EREATOIT 3 1= TG SUHRTAT ohT ATST i SerehT o1 Tt @ 21 fore & gt @t giEmor shi Ster
FT RS TR BT AT AT R

(3) AU dEU W & kT wIgdt o HRTSC/Comp-113/HSVP/2023/3321
HRTSC/Comp-121/HSVP /2023 /3174 fSraw 31eh gRT SAR SefeT H Hehi oh 1T T ST
HIT U hT AT TS T TR ST L 4 G FHART AT 576 [T g9 L e Tt ATaeh
IR

(4) TRTAT ST & TRt TEaHY 3R TEE IR = 5 WA Te hT SaohTet ohit & FHT R fo e <it 5
STk ATERM | 2 foT o shtam |

(5) HTTTEET STNE UE @ fo STet @l 1Tt oft o fa e g am e forg 15-20 fm
ST SASTL HLAT TS 2 Te B S =TT S ot STfUeRT TR g N hT Reference SohtEH 1 fad
K|

6l e H SRATOTT Wl 6T SRR STRINT SIATUT o6 HTE § 3% el ey & 3L IE 3 el
=TT 2| TStk T & RO ehr 2l fSre SO Heft i AT ST SREATO oh T bt
T, et 5ft etk =i THT (W1 9T 3T1h) o 3ol o &1 1 0 T HRiaTe! i o
[NEEILREIERTI K

g Ashutosh Bansal, Jhajjar, Haryana
Received on: 22.03.2024, Multiple Departments

Respected Sir,

I am really obliged and grateful to you for the intervention of your commission
regarding re-allotment letter from the HSVP office Panipat. I had been following up
on my case for more than the last 2 years but no solution was obtained. When I
came to know about you from my relatives and filed my complaint to you, I saw the
light of hope. I really appreciate that you looked very closely into this matter and
resolved it.I am also sharing the re- allotment letter issued from HSVP, Panipat.

Many thanks once again to Sh. T. C Gupta Sir, and all team members of the
commission for helping me and others peoples regarding such type of long pending
issues.

Savitri Devi, Panipat, Haryana
Received on 26.03.2024, Haryana Shehri Vikas Pradhikaran
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AT HeT ATTh AR,

I HE T BT ST & Haferd f3rehrera weit wft oft| fSreeh Sfartd 20-3-24 &1 39k gRT
forTT sh R TRISITET & U Wt (ST - HRTSC/Comp-47/ULB/2024/1017 ) ST TET 91| 3196
TEIETT o A1 22-03-24 3T T ST S0 AT o7 SHTET ShT Tt TTRAT ofT| H ST ohi G
HITIE TR TSR AT LI o SATTHRT ETTaeh TR

’ Priyanka Yadav, New Adarsh Nagar, Rewari
Received 26.03.2024, Urban Local Bodies

Dearsir,

I am writing to express my sincere gratitude for attending my Saral Appeal -
AAS23/955981 related to HSVP refund application for Malba Security. Post your
intervention, the refund was credited to my Father's account on 28/02/2024 which
was pending since last 3 months. Your wisdom and impartiality are truly
commendable, and I am grateful for the thoughtful consideration you
demonstrated. I want to thank you & the Haryana-RTSC commission for providing
timely updates & upholding the justice with such integrity. Your intervention in this
case has brought me & my father a great relief and reassurance. I hope services of
HSVP will further improve in future which will help the citizens to resolve their
grievancesin a timely manner.

g Kapil Lohia, Faridabad, Haryana
Received on 28.03.2024, Haryana Shehri Vikas Pradhikaran

Received, thank you. mere benefit mere a/c me 8.02.2024 ko updated ho gaye ha.
10000+8000+3000=21000

g Hanraj, Sirsa, Haryana
Received on 28.03.2024, Haryana Building and Other Construction
Workers' Welfare Board
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Iam a 3 times National Player of shooting sport. I had applied for the service of new
arms licence in sports category for the need and betterment of my sport. But it was
denied by DM, Hisar arbitrarily without hearing me and wasted my time of approx
1.5 year. Me being a student of law also lost the hope of getting the justice but HRTSC
came as a beacon of light for me. I got to know about the Hon'ble Commission and
filed a complaint regarding my case. I extend my heartfelt gratitude to the
commission for their invaluable assistance in resolving my case. The commission’s
prompt action and steadfast advocacy have not only restored my faith in the
system, but also reinforced the importance of citizen centric governance. I would
like to specially thank TC Gupta sir and the whole team of Hon'ble Commission who
took personal interestin my case and I am grateful for their unwavering dedication
and commend their relentless pursuit of justice. I have now purchased my own gun
and again qualified the National Championship and also selected to give selection
trial for Indian Team. I hope the Hon'ble Commission and TC Gupta sir will continue
to serve the people of Haryana the same way as they have helped me.

° Aryan Sharan, Hisar, Haryana
Received 29.03.2024, Home Department

I am writing this email to thank you and express my gratitude for resolving my
complain in such a short time . Moreover if this commission was not at my help my
plot demarcation wouldn't be corrected by the HSVP Officials. My special thanks to
Sh. T.C. Gupta who took the matter seriously for which I visited HSVP office many
times . I would also like to thank staff of this commission who took up my complain
on my first visit to commission.

Matter is almost resolved now , just few small things remaining like construction of
road beside my plot and shifting of sewer line from my plot as they require some
approvals from higher authorities. I truly believe that these issues will resolve soon
with the help of this commission.

Thanking you again for the help.

g Sumit, Mahendergarh, Haryana
Received 29.03.2024, Haryana Shehri Vikas Pradhikaran
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Respectedsir,

I am writing this email to thank you for resolving my electricity bill related issue for
which [ was complaining to DHBVN officials for last 3-4 months to correct my bill .
But they didn't listen up and pressurised me to pay hefty amount for a wrongly
issued bill. They immediately took action once matter reached to this commission
and I was surprised that such an effective authority exists in our Haryana state.

Thank you again for your supportand cooperation in this regard.

9 Sumit, Mahendergarh, Haryana
Received 29.03.2024, Energy Department

Dear Sir, I am writing you to sincerely express my gratitude and thanks for
extraordinary & proactive action taken by HRTSC in resolving my long pending
issue with Estate Officer, Faridabad. I truly appreciate the guidance and cooperation
of HRTSC during the whole process. I never expected that a government
organization could act so swiftly in resolving the grievances of the citizens. I am
especially thankful to the Commissioner HRTSC Sh. T.C. Gupta for his strong
commitmentand exceptional efforts putin by him in resolving the matter so swiftly
and efficiently. As all the correspondence and proceedings are done online through
email and Video Conferencing, it involves least possible inconvenience for the
applicants. I wish all government bodies in the country follow the example of
HRTSC and all officers are like the Commissioner Sh. T.C. Gupta. It will truly bring
Ram Rajyain the country.

° Sushil Kumar Malhotra , Faridabad, Haryana
Received 30.03.2024, Haryana Shehri Vikas Pradhikaran

AT HETeT,
ARG T T =t BT edTe, T /L UTE 371 ohis aTient el s ol $afery 8§ STRduaH!
forvm o fRrepTer <ht oft| et THT ST 37T STRETeaet i sh et

° Sukhwinder Singh, Sirsa, Haryana
Received on 31.03.2024, Haryana Building and Other Construction
Workers' Welfare Board
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ANNEXURE 2

INTERESTING
ORDERS




ORDER No. 1

2)

HARYANA RIGHT TO SERVICE COMMISSION
$.C.0. No. 38 & 39 (2™ FLOOR), SECTOR 17-A, CHANDIGARH-160017
B Webslte- htips:/ fharyana-rise.gowin/ Telephone: 0172-2711050

Final orders

[In respect of Revision No. AAS24/997802- Lalit Kumar Goel - Application for
Correction in Birth or Death Record [RTS - 30 Days]- Hisar)

Hearing date: 19.04.2024

Time: 11.30 am

i Case t}’ErE

Revision on AAS

| Department

Urban Local Bodies

| Name of Service

Application for Correction in Birth or |

Death Record

| Date of application 11.08.2023 B B
| RTS timeline 30 days B
| RTS Due Date 27.09.2023
| District Hisar )
| Name of the Appellant Lalit Kumar Goel N
Designated Designation Registrar, Municipal Corporation, Hisar
| Officer
a Action taken with | Service completed
dBLE - — . —
Remarks of DO NA -
| First Grievances Designation District Registrar, Hisar
| Redressal
| Authority B .
Date and mode of | Through Self on 21.01.2024
appeal submitted |
i to FGRA |
Remarks of the *“Two complaints, first complaints that all
Appellant | names and address are in DEVNAGARI
LIPI only which is not understood in nen
| hindi state of India. ENGLISH or ROMAN
| SCRIPT is also required in the hirth
| certificate, Second complaint is the |
| | names of mother and father are written |
| | with & word OORF and institutions arc |
[ | asking for one name only as the |
[ | name.Please keep the latest names of
[ | parents in the birth certificate ie.
REENA LALIT GOEL and LALIT KUMAR
H GOEL only. /7 o
Action taken by | Appeal resolved on 23.02.2024
[ the FGRA with
' date - |
| Remarks of | Appeal resolved with remarks “certificate |
| FGRA is delivered to the applicant /7 !
! - |
‘Second Designation | Deputy Commissioner, Hisar
| Grievances [
| Redressal
| Autheority

Date and mode of
appeal submitted
to SGHEA

Through self on 26.02.2024

Remarks of the
| Appellant

| child her mother and father are in

| Two Camp]aints';' first is that names of

;DE‘_-FNAGH.RE LIFL only. Am in kerala, |
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3.

here they donot understand DEVNAGARI
LIPI so please write names of child her
mothers name and fathers name in
ROMAN SCRIPT alsa az DHRUVIKA
GOEL hers mother name as REENA
LALIT GOEL and fathers name as LALIT
KUMAR GOEL have submitted encugh
supporting document for all names in
ROMAN SCRIPT second is that anly one
name of mother and father to be shown
that is REENA LALIT GOEL and LALIT |

"Action taken by
| SGRA with date

KUMA /
5]
F]

delivered

Remarks of
SGRA

Final Judgement
04.04.2024 1
The order attached by the SGRA
indicates that a corrected certificate was
previously issued by  the DO,
Subszequently, the appellant contacted
the department via telephone, expressing ,
the need for the birth certificate to be
bilingual. In response, the Deparrment,
advised the appellant to first apply for
the NAC, after which the Departmentl
would issue the required certificate. !

Revision

|- .
Date of filing of | 05.04.2024 |

Mode of Revision

—
Self

Remarks of the
Appellant

Only one name of father and one name of |
mother required in the birth cert / _l

Whether Revision
has been filed in
time?

Yes
|

Whether service
has been applicd

Yes

|

under correct
: |eategory? | |

Taking cognizance in the matter, a hearing was called to be held before Sh. T. C.
Gupta, Chief Commissioner, Haryana Right to Service Commission on 19.04.2024
at 11.30 am vide Commission’s letter No. HRSC-020008/39/2024/1419 dated
09.04.2024. In the meantime, a reply was received from the Suly Registrar, Birth &
Death, MC Hisar vide No, 204/ B&D dated 16.04.2024. The response states that Mr,
Lalit Kumar Goel applied for a correction in his child’s birth record through SARAL,
and the Department issued the birth certificate in accordance with the provisions of
THE REGISTRATION OF BIRTHS AND DEATHS ACT, 1969.'

The hearing took place as scheduled, which was attended by the following:

i. 8h. Rahul, Registrar [Birth & Death), Municipal Corporation, Hisar —cum-
Designated Officer
ii.  Sh. Lalit Kumar Goel, appellant

Sh. Lalit Kumar Goel explained his case and reiterated his complaint of two
names being written with ‘alias’ against the name of mother and father in the Birth
Certificate. However, he stated that the issue of names in English language has been
resolved. Sh. Rahul stated that action has been taken strictly in accordance with
Section 15 of the Registrations of Births and Deaths Act, 1969 read with Rule-11 of
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the Haryana Births & Deaths Rules, 2002. However, when he was asked whether he
iz aware of the role of the Registrar General of India under the Act, 1969 or the
instructions issued by the him dated 30.06.2015, he answered in the negative.

The Commission has carcfully considered all facts and circumstances of this case. It
is unfortunate that the Registrar (Births and Deaths) of Municipal Corporation, Hisar
iz neither aware of his role as Registrar nor the powers of the Registrar General of
India to issue general instructions under Section 3(3) of the Registration of Births
and Deaths Act, 1969 as well as instructions issued by the Registrar General of India
dated 30.06.2015. Section 3(3) of Act, 1969 provides as under: -

“The Registrar General of India may issue general directions
regarding registration of Births and Deaths in the territories to which this Act
extends and shall take steps to co-ordinate and unify the activities of Chief
Registrars in the matter of registration of births and deaths and the data base
of registered births and deaths and submit to the Central Government an
annual report on the working of this Act in the said territories”

Under these powers, the Registrar General has issued instructions {rom time

to time and the latest instructions dated 30.06.2015 state as under:-

No. 1/12/2014-VS [CR3)
GOVERNMENT OF INDIA, MINISTRY OF HOME AFFAIRS
OFFICE OF THE REGISTRAR GENERAL, INDIA,
V.8, Division, West Block-1.R.K, Puram, New Delhi- 110066
Dated: - 30.06.2015

To,
All Chief Registrar of births and deaths

sub: Correction in name and date of birth of the child in birth record- clarification
sought.
Sir,

This office has received requests from many States regarding
procedure to be followed in respect of change in name and date of birth of the
child in birth record. As you are aware that based on the clarification given by
the Union Law Ministry in the past (which was published in the Handbook on
Civil Registration) change of name is not allowed in the registration record.
However, in respect of change in name, the ministry of Lae has allowed to put
‘alias’ between both names. This procedure is followed in many States.

3 Taken into consideration the request received form various quarters
through Court Orders or individual applications, it is observed that errors in
name in birth record occurs due to negligent recording by hospital authorities
or by the informant in birth reporting forms. Applications for correction in name
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are filed by the individuals when the birth certificates are to be produced for
school admission, issue fo passport ete.

Considering the requirements of birth certificate with correct names. It has
been decided that the reguest of change in name may be considered by the
Registrar, if he/she is satisfied with the authenticity of the documents
submitted by the applicant, the registrar is authorized to consider the request
of change in name. As far as possible, the concern Registrar may use the term
‘alias’ in respect of change in name and prefer to write both names in the birth
certificate after making necessary entry in the remarks column of birth register.
In case ‘alias’ is not acceptable to the applicant, then necessary changes in the
name may be done upon the satisfaction of the registrar on the authenticity of
the documents furnished by the applicant. After making changes, necessary
entry should be made in the remarks column of the birth registrar and mention
the date of correction and both names in the remarks column of birth register.

3. So far as correction in date of birth is concerned, it is clarified that the
entries made in the birth and death registers are admissible as evidence under
seetion 35 of the Indian Evidence Act, 1872 and these entries are conclusive
evidence of the fact of birth or death, as the case may be. In view of the above
fact, correction in date of birth is not to be allowed unless it is proved to the
satisfaction of the Registrar that a fraudulent entry regarding date of birth was
made at the time of reporting/ registering the event.

4. You are requested to issue the necessary guidelines to the concerned
registration authorities for compliance. However, Registrars should be asked
not to encourage the practice of change in name and date of birth in the birth
record. It should be done as a last resort.

Yours  faithfully
(R.K. Gautam)
Deputy Registrar General

These instructions are binding on all the Registrars in the State as per above
provisions of law and were duly circulated by Chief Registrar Birth and Death,
Haryana vide its endorsement no. 2/2 (G)-25BHI-2015/9803-23 dated 15.09.2015.
In accordance with these instructions, since the word ‘alias’ is not acceptable to the
applicant and he has got sufficient documentary evidence, authenticity of which is
not questionable, the Registrar is under an obligation 1o issue him a clear certificate
without using the word ‘alins’. It is unfortunate that while the Registrar remembers
the negative instructions which stipulate issuance of certificates only with the
addition ‘alias’, he is not aware of these instructions which have been endorsed to
all the Registrars approximately 9 years back. It might be deliberate also. It is also
unfortunate that the FGRA & SGRA were carried away by the versions of the
Registrar and they did not take the trouble of looking into the instructions at their

own level. When the Commission was about to impose penalty on Sh. Rahul for non-
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issuance of certificate in accordance with these instructions, he stated that the
certificate was issued by his predecessor on 13.09.2023 and he joined as Registrar
only on 05.01.2024. However, instead of taking any action against his predecessor
or issuing notices to FGRA & SGRA for deficient action, the ends of justice will be
met by issuing a direction to Sh. Rahul to issue correct certificate within 7 working
days of the filing of the fresh application by Sh. Lalit Kum;ar Goel. It was confirmed
by Sh. Rahul that the hard/physical copies of the relevant documents have already
been delivered in his office and are presently available in the file. Therefore, the

applicant needs to apply online only with the soft copies. The applicant is a serving

Colonel in Indian Army and it is unfortunate that for such a small werk, he had to
plead at various forums for nearly eight months without any success but his matter

will be hopefully resolved after intervention of the Commission.

5. From the above facts, it is necessary that the Chief Registrar (Births and Deaths),
Haryana should organise a training session of all the Registrars. The Commission
has been receiving many appeals wherein the certificates are being issued with the
addition of the word ‘alias’ by the Registrars and they are not aware of the
instructions dated 30.06.2015. [t is, therefore, advisable that the Chief Registrar
|Births and Deaths|, Haryvana should compile a booklet of the relevant Act, 1960
which was amended in 2023, rules as well as the applicable instructions, He is

directed to send a compliance report in this regard within a period of three months

from today. e
/./,.. h 2
(& s | sd/-
24t April, 2024 Ili--'i i A , || (T.C. Gupta)

_ /| €C, HRTSC
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ORDER No. 2

‘ ] HARYANA EIGHT TO SERVICE COMMISSION
L S0, Ko, 348 & 39 (2nd FLOOR), BECTOR IT-A, CHANDIGARH-1G00LT
Webalie-lnps)/ flsryans-risc.gov in/  Tebephone: 0FF2-271 1080

Final Orders

In respect of 351 delayed cases of Change of Name in Property Tax Register
pertaining to MC Panipat, dealt under case no. HRTSC/Comp-343/ULB/2022)

. On finding 476 cases of services notified under the Haryana Right to Service Aet,

2014, pending beyond RTS timelines as on 14.10.22 with the ULBs of Panipat, the
Commission sought a report from Commissioner, MC Panipat-eum-DMC Panipat-
cum-3GRA for these services, vide letter dated 31.10.22, These included 351 cases
of service- ‘Change of Name of ownet'/occupler in Property Tax Register' pertaining
to Municipal Corporation, Panipat. A report dated 18.11.22 was in turn received from
Commissioner, MC Panipat. However, the same was found lacking in essential
details. The reasons for delay mentioned were also unsatisfactory. For instance, it
mentioned that a lot of the cases had been delayed because of strike of employees

on 19.10.22 and 29.10.22, whereas all the cases under consideration had already

crogsed their RTS due date by these two dates, Consequently, Commissioner, MC
Panipat was asked to share a revised report by 23.01.23 and also appear for a
heanng before the Commission on 01.02.23 (later shifted to 03.02.23 due to
administrative reasons|. No revised report had been shared by Commissioner, MC
Panipat by 03.02.23.

Accordingly, hearing was held on 03.02.023, when Shri Rahul Narwal, IAS, the
Commissioner, MC Panipat could not provide satisfactory reasons for the delays in
cases and it also tumed out that the outside TS pendency of the ULBs in Panipat
had, in fact, increased even more, Displeasure of the Commission was conveyed to
Commissioner, MCP in the hearing and through letter dated 06.02.23 and was also
advised to put things in order within 15 days as such delayvs indicated significant
inconvenience being caused to the service seekers. During the hearing, he was also
directed to share the revised report at the earliest.

. A report dated 09.02.23 was received subsequently from Commissioner, MCP. It

shared explanations of multiple officers involved in the delivery of the service under
question. However, the reasons provided were very generic and did not answer for
the delays on case to case basis. In view of this, all officers involved in the cases
under consideration were called for a hearing in person before the Commission on
10.04.23 (later shifted to 18.04.23 on the request of Commissioner, MCP). They were
asked to be present along with complete record pertaining to the cases under

consideration,
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4. While the then Dy, Municipal Commissioner, MCF appeared before the Commission
on 18,0423 along with the officers/ officials whose names are mentioned in the two
tables following this paragraph, none of the concerned officials could provide details
as to how many and which cases taken up by the Commission perfairied to them
individually. No records were produced either. All of them alse stated that the list af
cases shared by the Commisston had not been: shared with them yet, The general
reasons given for delays were a3 followsa:

[i] Manual sorting of cases required between different zones

(i Strike from October 19.29.2022 (The cases under question hid
gone outside RTS timelines on 14, 10.23).

i  Multiple clerk changes.

fiv] JE report was needed for vacant plots and the JE of the Corporation
was suspended (exact date of the same was not provided).

Each maker and Checker was then given chance to provide any other reason (oo
delay in addition to the general reasons provided, They stated the following:

MAKERS:
Sr. | Name | Date of assuming the Reasons for delay stated
No ©
1 | Ms. Rajji Given level 1 charge on | NO OTHER REASON.
Juby 10.07,22
2 | 8h, Jaivir 10.07.22; Suspended on | Ward Changed frequently;
21.09.22, joined back PatwarifJE report; Maker 1D
on 14,1122 made ot 22-23 July (TO BE MADE
BY DEFPUTY MUNICIPAL
COMMISSIONER); Some cases
pertaingd to Sub division under
TP Scheme, which required more
tirne R
4 | 8h. Ramesh Given charge on NGO OTHER REASON,
11.07.22; Accident on
I7.07.22; Joined back
on 151123 i
4 | 8h. Harish 27.09.22 orders (joined | No assistant; TP Scheme
Prabhakar on 01,10,22
5 | Sh. Sachin 10,0722 No training; Had verbally asked
for training: No training given yet;
Had to send a lot of cases to
Tehsildaar (could not specify how
many); Ward not mentioned in a
lot of cases/ }
f [ Bh. Sumit 01.10.22 NO OTHER REASON.
7 | 8h. Rakesh 15.07.22-29.08.22; Ward-3-6; Some cases pertained
Joined back on ta TP Scheme, which reguired
15.12.22 - more time; Some cases had © be
' manually gent ta DTP af MC; 40%
cases like this; 20% involved
_: Igsues with Jamabandi
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5

CHECKERS

| Sr. | Name Date of assuming the Reasons for delay
[ N charge
1| 5h. Pradeep 08.04.22- Present (Ward | Did not keep any case pending for
Kalyan, XEN 1-6) maore than 3-4 days; Never had
work of ‘Change of name’ officially;
Got file only for
approved funapproved  marking
and development charges; [ only
approved these things but because

of the portal, all propozals of Level
1 got approved.

2 | 5h. Rajesh 08.04.22- Presant Re-iterated the submisslons of Sh,
| Kaushik, XEN Pradeep Kalyan
3 | 5h. Samaypal, | Given charge in NA
| £TO December and 1D created
in January

In view of a clear report still lacking, the Commission made further
correspondences with MC Panipat. This included a letter dated 20.04.23 to
Commissioner, MC Panipat, a hearing dated 18.05.23 with Commissioner, MCP, a
letter dated 27.06.23 to. Deputy Municipal Commissioner, MCP followed by a
reminder dated 05.07.23 and a hearing dated 2000723 with Deputy Municipal
Commissioner, MCP, Responses dated 05.05.23 and 17.05.23 received from the
MCP were again found-lacking necessary details. A complete. report was finally
received from Deputy Municlpal Commissioner, MCP vide letter no. 4134 dated
28.07.23, The same clarified the names of the makers and checkers in the cases
under consideration along with their tenures on their respective posts. The
following officers /officials were mentioned as responsible for the deloys in cases
under econsideration- Sh, Jitender Singh, erstwhile Deputy Municipal
Commissioner, MCP; Sh. Pradeep Kalyan, XEN; 8h. Naveen, XEN; Sh. Jaswant,
XEN; Sh. Rahul Poonia, XEN; Sh. Sunder Sheoran, XEN; Sh, Rajesh Kumar
Knushik, XEN; Sh. Pawan Kumar, Assistant; Sh. Sachin, Clerk; Sh. Privanka,
Clerk; 8h, Ramesh, Clerk; Sh. Navdeep Singh, Clerk; Sh. Nitin Tyagi, Clerk: Sh.
Jaivir, ‘Clerk; Ms. Raji Devi, Clerk; Sh. Rakesh, Clerk; Sh. Sumit, Clerk: Sh,
Snehlata, Clerk; 8h. Pawan, Clerk; Sh. Rajesh, Clerk; Sh, Harish Prabhakar, Clerk;
Bh, Joginder, Clerk.

While many of these officials had already been heard in person in the Commission
on 18.04.2023, following officials had not attended the hearing and, therefore, a
final opportunity was given to thein vide letter dated 16.10.2023 for appearance on
26.10.2023 before the Chief Commissioner: -
i) Sh. Jitencer Singh, erstwhile Deputy Muniecipal Commissioner, Municipal
Corporation, Panipat,
Email: nagarnigampanipat]132103@gmail.com
fit] Sh. Naveen, XEN, MCP
i) Sh. Jaswant, XEN, MCP
{iv] 3h. Rahul Poonis, XEN, MCP
v Sh. Bunder Sheoran, XEN, MCP
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{vi} Sh. Pawan Kumar, Assistant
[viij Ms. Priyanks, Clerk, MCP
(vizi) Sh. Ramesh, Clerk, MCP

[ix] &h. Navdeep, Clerk, MCP

(x] Sh. Nitin Tyagi, Clerk, MCP
(x«i] M=. Brehlata, Clerk, MCFP
{xil} Sh. Pawan, Clerk, MCP

(xlii} Sh. Rajesh; Clerk, MCP

(xiv) Sh. Joginder, Clerk, MCP

During the hearing, thoy reiterated the general points as mentioned in para no. 4
above. However, they were given final opportunity to submait their replies in writing
tut the replies have been recened only from She Joginder Singh, Tax Inspector, Sh.
Nitin Tyvagi, Clerk and Sh. Jitender Singh, Deputy Municipal Commissioner, MC,
Rohtak erstwhile DMC, MC, Panipat as under.-

(i) The reply of Sh. Joginder Singh stated that he did not have the charge of
the Maker in the months of June 2022 and July 2022. He was promoted
to the post of Tax Inspector on 08,04, 2022,

{11} The reply of 8h. Nitin Tyagi stated that he joined on 12.07.2022 on the
poat of clerk. Due to not having enough experience in the work of the
Property 1D and the overload of the pendency in the MC Panipat, many
appeals went outgide the RTS timeline.

[ili]  The reply of DMC stated that in the list provided by the Commission, 4
applications have been projected to be delay at the end of the DMC, MC,
Panipat. The reason behind the delay happened in these applications is
due to the objections raized by the applicants themselves on their
previous D which were further rejected. The applicants were informed to
raise ohjections on their new PlDs. The delay happened in these were not
intentional.

7. The Commission has considered all the facts and submissions of the case. Public
gentiment, as ascertained through multiple complaints received by the Commission
and an RTS review dated 10.09.21 held in the presence of public representatives,
has consistently highlighted poor state of affairs in Municipal Corparation, Panipat.
It seems that public was being unnecessarnly inconvenienced, as evidenced by large
number of cases completed beyond RTS timelines. The senior functionaries also da
fiot seem up to mark in their monitoring and supervisary functions, Their multiple
unsatisfactory responses to the Commission in this case highlight this lacuna at
their end, 54l the Commission is willing to take a relatively lenient stance in view
of issues with the NDC portal earlier as mentioned below: -

i) Caseswhere the delay is up te 30 days post the RTS due date ave hereby filed,

{ii) In the remaining cases where multiple officers were invelved at each stage,
those officers wha dealt the case for less than 20 days, their contribution to
the delay ia also being let off with & warning.
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{11i) Wherever it seems that the first ohjection was conveyed to the citizen within
RTS timeline and they failed to comply on the same, those cases are alsg
hereby condoned.

However, even after giving these concessions, lapses exceeding them are in
plenty, which the Commission is not prepared to let go off without some penalty.
Moreover, when the final opportunity was given to the officials for hearing on
26.10.2023 and they were asked to send the replies, only 3 persons sent the reply
as mentioned in para no. 6 above. The reply of Sh. Joginder Singh is satisfactory and
iz hereby accepted and consequently no penalty is being imposed upon him,
Similarly, considering the new joining of Sh. Nitin Tyagi and inadequate experience
as well a3 no training provided by the Government, his reply is being accepred and
he is also not being penalised. n the reply of DMC, (he has not mentioned his name
in the entire replyl. His reply is not satisfactory because he was responsible to ensiire
that these cases are disposed of in time Thus, exercising powers conferred under
Section 17(1)(h} of the Haryana Right to Service Act, 2014 and taking extreme
compassionate view, the Commission imposes penalties of the following amounts at
nominal ate of Rs. 100/- per case as sgainst maximum imposable penalty of Ra,
20,000/ - per case, on the officers/ officials mentioned against their names:

Sr. | Name and Designation Penalty

Nao. B Imposed

1 Sh. Jitender Singh, erstwhile Deputy Municipal Rs. 400/-

Commissioner
| Sh. Pardeep Kalyan, XEN Rs. 9,700/ -

3 | Sh. Naveen, XEN Rs. 2,900, -

4 Sh. Jaswant, XEN Rs. 10,300/-
5| Sh. Rahul Poonia, XEN Rs. 300, -
6 | Sh. Sunder Sheoran, XEN Rs. 6,300,-

7 Sh. Bajesh Kumar Kaushil, XEN Rs. 5,800/

-] Sh. Pawan Kumar, Assistant Ra. 2,000/ -
9| 8h. Sachin, Clerk Rs. 1,300/~

10 Sh. Privanka, Clerk Rs, 200/

11 Sh. Ramesh 400/ -
[ 12 Sh. Mavdeep Singh, Clerk . G600y -

13 Sh. Jaivir, Clerk . 800/ -
14| Sh, Raji Devi, Clerk 300/~
16 | Sh, Sumit, Clerk . 400/~

17 M=, Snehlata, Clerk

18 Sh. Pawan, Clerk
19 Sh. Rajesh, Clerk =
20 Sh. Harish Prabhakar, Clerk

. 300/ -
.1,100/-
£ 2,300/-
. 900/ -

e
Rs
Ha
KEs
15 Sh. Rakesh, Clerk | Bs, 300/-
Ha
Fa
34:]
Rg
Ra

8. The list of cases for whose delays these penalties are being imposed is enclosed along
with these orders. Except for the last column mentioning the penalty amount, the
rest of the report was received from MC Panipat only, vide letter ddated 28.07 .23 from
Deputy Municipal Commissioner, MCP. It i3 again reiterated that the amount of
penalty per case has been kept highly nominal on the part of the Commission and
this may be treated as a warning. The Commission finds it imperative to take
necessary actions against delinguent officers/officials of MC Panipat in view of the
seeming failure of the higher authorities of the Corporation to put things in order,
despite multiple advisories from the Commission. Thus, every single delayed case
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pertaining to MC Panipat that comes before the Commission in future, should be
expected to be met by the strictest possible action. DULB is requested to ensure that
the penalty amount is deducted from the salaries of the officers / officials concerned
for the month of March, 2024 to be paid in April, 2024, The penalty amount should
be deposited in the State Treasury under the Receipts head DOT0-60-800-86-51
under intimation to the Commission along with photocopies of the Challan at its
email ID- rtsc-hry@gov.in. In case the amount exceeds 1/3t of the salary of any of
the concerned the balance amount should be deducted from their saiaries of the

succeeding months.

9, It was also noted by the Commission that in a lot of cases, very vague or unclear
objections had been put. For instance- 'As per Yashi survey’; ‘due to technical falt’,
THIS PROPERTY IS OF MODEL TOWN. SO, IT WOULD BE APPROPRIATE TO APPLY
AS PER NEW POLICY OF ULB HRY NOTIFICATION NO. 9/32/2022-4C-IL' The
officers of MC Panipat need to understand that while putting an objection/rejecting

an application, the communication should be clear enough for the citizen to know
what should be their next step. Otherwise, they simply end up running pillar to post
seeking guidance. As citizens themselves, MCP Officers need to be more empathetic
in dealing with citizen applications. Commissioner, MCP is also requested to

=50
{T.C. Gupta)

27t February, 2024 CC, HRTSC
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ORDER No. 3

v g hY HARYANA RIGHT TO SERVICE COMMISSION
H z

£ = E 500 Mo, 34 4 39 [ar FLOhMRY, SECTOR 17-A, CHANDIGATH- 160017
S Webstite: bittps:/ fharyena-riac govin) Telephone: 0172-2711050

FINAL ORDERS

|In respect of case No. HRTSC/Camp-184/HSVP/2022 filed by Shri D.P,
Singh S/0 Late Shri Dewan Singh)

l. These orders are in continuation of the earlier arders of this Commission
passed on 12.01.2023, the operative part of which is as fallows: -

*The Commission has considered all the facts and circemstances af the
case. While the decision of the competent authority to file Retision
Petitton in the matter is not being contested due #o the peculiar facts of
the case but the Commission finds delay in taking this dectsion for
which notices had been issued to the concerned Esteate Officers, Their
responises have béen examined on ments as detailed in the preceding
paragraphs. Hoiwever, it is pertinent fo note that there have been
multiple delays regarding the decision making in the case including in
the office of CA, HSVP, The Comimission s af the ppiriion that evén i
the erstiwhile Estare Officer, HSVE Parupat Smt. Anupama Malik hod
observed discrepancy in the documents submitted by the complainard,
she showld have acted upon her statutory responsthility to refer the
case to the HEVP Headguarters for filing of Revision Pelition ar the
earliest Instead, she had been merely sitting ovér the Judgment of the
Appeilate Authority and had started her oum enquiry by asking for
Architect's degree so as o check the veracity of the complainant's
submissions. It was beyond her mandate, If she found that the
decision of the Appellate Authority was not correct, she should heve
referred the matter to the CA, HSVP with her recommendation to file
Revision Petition os per extant mstructiong. The Commission thus
expresses i displeasure with her style of working and advizes her to
undertake proactive action twards the disposal of citizen related
grievances and notified services in the future. Al the same Hne, the
Commission again advises the Chief Administrater, HSVP to take
action against the delinguent officials at the earlies! regarding the
detay observed i referming the case to the headguarters for filing of the
Revizion Petition and also in the HQs. Further in light of the

considerable delay in the matier, the present Estate Officer, HSVP,

Panipat vised to take immediate n ction as and
when the case is decided b nal Auth B

2. An.email was received [rom 8h, D.P, Singh [S/0 of the applicant since the
applizant unfortunately is na morej on 08.06.2023 wherein he mentioned that
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the service in question had not been delivered to him despite the orders of the
Revisional Authority and requested the Commission to exercise its powers
under the Haryana Right to Service Act, 2014 to facilitate delivery of the
service to him. The Commission requested the Estate Officer, Panipat, vide its
letter dated 28.07.2023 1o communicate whether the Revisional Authoriny had
decided the matter or not. Reply wiis received from the EO, Panipat, vide letter
no. 1823 dated 07.08.2023 submitting;

i) that the Revision Petition filed by the Estate Office was dismissed on
23.02.2023 by the Revizional Authority ie. the Additional Chiel
Secretary, Town and Country Planning Department.

ii) that the Estate Office had referred the matter to the Legal Cell, HSVP,
Panchkula on 07.08.2023 for advice whether the orders passed by the
Revisional Authority are to be implemented or a CWP is to be filed
agrinst these orders.

3. The Commission noted that there was a delay of almoest 3 months berween
the date (ie. 24.02.2023) on which the Revisional Authority dismissed the
Revision Petition filed by the Estate Officer and the date (i.e. 07.08.2023) on
which the matter was referred to the Legal Cell, HSVP, Panchkula for advice

whether the orders passed by the Revisional Authority are to be implemented
or a CWP is 1o be filed against those orders. Even this reference to the legal
cell was made after the intervention of the Comrnission, Therefore, the
Commission, vide its letter dated 18.08.2023 requested the Estate Officer,
Panipat to communicate the reasons for this delay, But no reply whatsoever
wag received in this regard from the Estate Officer,

4. Therefore, to inquire into the matter, the Commission scheduled a hearing
with the Estate Officer through VC on 15.09.23 at 11:00 am. Meanwhile,
response dated 13.09.2023 was received from Sh. Satyavan Mann, HCS,
Estate Officer, Panipat submitting;

il that he had joined as EO, HSVP, Panipat on 26.08 2023,

1i that orders of the Revisional Authority were received in the Fstate
Office on 16.03.2023 and that the same were marked to Shr
Chattarpal, Junior Engineer,

iit] that Sh. Chattarpal, J.E., did not put up the matter timely which
consequently led to delay in referring the matter to the HEVPHOs).

5. The hearing took place as scheduled. The hearing was attended by Sh.
Satyawan Singh Mann and Sh. Chattarpal. Sh. Manu Mishra, Advocate alsa
Joined the hearing on behall of Sh. D.p, Singh [stakchalder on behalf of the

applicant). During the hearing, the Commission asked Sh, Chattarpal to
submit his defense as to why

he didn't put up the matter timely before his
superiors in response to which he admitted that it was due to oversight but
unintentional
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6. The Commission has carefully considered the facts and circumstances of the
case. Causing a delay in making of a decision whether an appeal is to be filed
or not lead to prolonged uncertainty and might have signaled to the
complainant, during the period of delay, that the matter had attained finality.
It will not be unreasonable for the complainant to expect delivery of service in
the meanwhile, Failure to act promptly and responsibly and inaction overan
extended period of time, exceeding four months, raises serious concerns
regarding commitment of Shri Chattarpal towards efficient delivery of notified
service. It is evident that Shri Chattarpal exhibited gross negligence in
carrying out his official duties by not putting up the matter timely before his
superior authorities, specially when this matter was being pursued and heard
by the Commission. Therefore, in exercise of the powers conferred upon it
under section 17(1){h) of the Act, the Commission hereby imposes a penalty
of Rs. 20,000/- on Shri Chattarpal, JE, 0/0o EQO-HSVP-Panipat and further
directs him to give a compensation of Rs.5000/- to the heir of applicant for
delay caused in delivery of the notifled service. The Estate Officer, HSVP,
Panipat is directed to deduct the amount from the salary of Shri Chattarpal,
JE, 0/o EO-HSVP-Panipat for the month of October, 2023 payable in the
month of November, 2023. The penalty be deposited in the state treasury
under the receipt head 0070-60-800-8 6-51 and the compensation be
credited to the plot account within 30 days of these orders under intimation
to the Commission along with photo copies of the challan at rise-hrviagov.in.
This iz being ordered as the plot is still to be transferred in the name of the
legal heirs of the deceased. Hence, the credit amount in the plot account will
go to the legal heirs automatically,

=

As far as service delivery is concerned, same will depend upen the outcome of
CWP being filed by HSVF. The Commission is not going into the merits of the
decision of CA, HSVP to challenge the concurrent decisions of the then
Administrator, Rohtak exercising the powers of CA under Section 17 (5} of the
HSVF Act, 1977 as well as that of the Appellate Authority i.e. the Additional
Chief Secretary to Govt. Haryana, Town & Country Planning Department
though the Commission feels that same is nothing but harassment of the
allottes. It is clear that HSVP has not learnt anything from its severe
indictment by the Hon'ble High Court in recent orders dated 24.07.2023 in
CWE Nos. 15442 and 15444 of 2022 when it observed as under:-

“However, at the same time, it is noteworthy and rightly highlighted by the
Commission that the grievance of the allottee has not been redressed sinee
2019 and notwithstanding that the demand of interest had been set aside
by the Administrator of HSVP vide his order endorsed on 05.03.2021. Once
the policy of the Department was already in force and was deemed to be
to the notice of the concerned, there WAS No OCOASION OF reason for the

petitioner - HSVP to demand interest on delayed payment for enhanced
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area especially when no fault, concealment, mischief or forgery is attributed

o the allottee. The raising of an invalid and unsustainable demand of
interes Hayed deposit of the differential amount only added to the

agony of the allottee. The Administrator, HSVP Fardabad, specifically
rioticed the above said policy and allowed the appeal and thereby set aside
the demand of interest. The legal department of the HSVP also examined

the arder and found the same to be fully covered hy the instructions issued
by the HSVP, However, the above aspects notwithstanding, grievance of
the allottee was not redressed despite not finding any defect or error in the
order of the Administrator, HSVP. The act of respondent -HSVP in

subjecting the allottee to undue harmssment cannot be ignored or permitted
fo sustain on a plea that the HSVP had chosen to prefer an appeal which

has subjected cilli an unwanted and unnecessary litigation. 1t is

alse noticed that even the increased amount had also been depasited by
the allottee on 20.03.2021 and a period of more than two years has elapsed
since thereafter. The revision petition preferred by the HSVP has also been
dismissed by the Principal Secretary, Town and Country Planning in May
2023 No reason has been given by the Authority or even the counsel
representing the pefitioner heérein as regards the error/defects, if any, in
the order passed by the Administrator. Such an act is clearly in violation of
the State Litigation Policy and has also caused undue hardship to the
allottee apart from burdening him with the costs of pursuing unnecessary
litigation”, femphasis supplied).

Hence, the Hon'ble High Court in the same very judgement has upheld the
observations of the Commission that the allottee was subjected to
harassment for which HSVP has been directed to pay a compensation to the
tune of Rs.one lac to the respondent allottee while the Commission had
awarded a compensation of only Rs. 5,000/-. It is distressing to note as'to
why H3VP wants to take every allottes to Courts of Law to get their grievances

redressed specially in a case where its own officers as Appellate Authorities
have decided in favour of the complainant in this case.

With these orders, this case is hereby disposed off.

10% October, 2023

T
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SCO 38-39, Second Floor, Sector 17A, Chandigarh-160017
E-mail: rtsc-hry@gov.in | www.haryana-rtsc.gov.in

Please share your thoughts/comments/feedback about the working of the Commission or
this Annual Report on our email id : rtsc-hry@gov.in



