Comparative Evaluatiof Implementation of
The Haryana Right to Service Act, 2014

Mr Harsh Chopra
Mr Amit Kumar

2023

@
1dc

Institute for Development and Communication (IDC), Chandigarh
Department ofAdministrative Reforms, Government of Haryana






ACKNOWLEDGEMENTS

The successful completion of this report is attributed to the invaluable contributions of
numerous individuals and department/e extend ousincere gratitude to the Haryana Right
To Service Commissi@ARTSC{overnment of Haryana, for entrusting us with the execution

of this study.

We are deeply appreciative of the Chi@dmmissioneSh. T.C. Gupta, IAS (RettHRTSC
Government of Haryandpr his invaluable guidancéVe are profoundly thankful to the
FormerSecretary Sh. Hitender Kumar (HCS), Curi@etretarySh. Deepak Kum@dC$ and

Ms Supriya Sinh&Consultanffor providingtimely inputthat proved instrumental in shaping

thisreport.

Additionally,Dr. Pramod Kumaghairpersor(IDC), provided us with esteemed guidance and

advice, for which we are truly thankful.

We would like to express our gratitude to #ile officials at the State Headquarters, Division,

and district levefor their invaluable assistance.

Thanks to the researcher, Narendra Sin@br assisting in research design formulation,
conducting field surveys and compilifigdings. The field investigators playegaramount

role in this study, and we extend our thatolgbal Singh, Manji§ingh, and Babita Sharma.
Furthermore, we express our gratitude to Ms Shweta Rana for providing technical support

and Sunil Arora for typsetting, cover design and report designing.

Authors






CONTENTS

Title Page No.

Abbreviations

Executive Summary I-xVvi
INTRODUCTIQ®BJECTIVES AND METHODS OF STUDY 1-15
SERVICE DELIVERY ANAIAYEISNTERSTATE COMPARISON 16-80

BASED ON SECONDARY DATA
1 Section IService Delivery Analysis 16-67

1 Section lIRight toService Act: An IntState Comparischased 68-80
Analysis

CITIZEN®WARENESS OF THE RTS ACT, EXPERIENCE AND  81-107
SATISFACTION WITH THE SERVICE DELIVERY UNDER RTS
MECHANISM: PRIMARY DATA ANALYSIS

 Fealback:Applicants/Beneficiaries of Services/Schemes 81-99
1 Fealback:NonBeneficiaries 100-107

STAFF ANDFFICIASE AWARENESS OF RTS ACT, PERSPECTI 108147
SERVICE DELIVERDER RTSECHANISM: PRIMARY DATA
ANALYSIS

AUTO APPEAL SYSTEM 148157
CONCLUSION: MAJOR FINDINGS AND RECOMMENDATIONS 158179
BIBLIOGRAPHY 180

ANNEXURES 181-218



LIST OF TABLES

Table Title Page
No. No.
1.1  Enactment of Right to Service Acts Across Various States ofAntiaeline 1
1.2 Haryana Right to Service CommissiStatus of notices (Department wise) 4
1.3 List of Services Under the Haryana Rigi$e¢ovice Act 7
1.4 Departments wise list of selected services and schemes under study 10
1.5 Service/Schemavise Distribution of Applicants/Beneficiaries 12
1.6  Locationwise Distribution of Applicants/ Beneficiaries 12
1.7 GenderwiseDDistribution of Applicants/ Beneficiaries 12
1.8 Religionwise Distribution of Applicants/ Beneficiaries 12
1.9 Castewise Distribution of Applicants/ Beneficiaries 13
1.10 Districtwise Distribution of Applicants/ Beneficiaries 13
1.11 Locationwise Distribution of General Public (NBeneficiaries) 14
1.12 Genderwise Distribution of General Public (NBeneficiaries) 14
1.13 Religionwise Distribution of General Public (NBeneficiaries) 14
1.14 Castewise Distribution ofseneral Public (NeBeneficiaries) 14
1.15 Education leveWise Distribution of General Public (NBeneficiaries) 14
1.16 Departmentwise Distribution of Officials 15
1.17 Categorywise Distribution of Officials 15
2.1 Departments wise list afelected services and schemes under study 18
2.2 Departmentwise Comprehensive Report 19
2.3 Service and Schemes: Comparison between all services on "Score" 7

Services/Schemes [out of 24 selected for study] rested in the lowest 20
performance pool of 548ervices and schemes listed on the portal.
2.4  Selected Services wise RTS Comprehensive Report 21
2.5 Alist of Departments that have rejection rates more than or equal to 50 p 22
cent
2.6  List of highvolume services and schemes with rejectiomgamtages of more 23
than 50 per cent
2.7 Departmentwise Selected services and Rejection Percentages 24
2.8 Ten departments with more than 20 peent of the completion of service
. 25
outside RTS
2.9 Six departments with 25 p&ent or more of thecompletion of service
: 26
outside RTS

2.10 Haryana Right to Service Act (List of Selected Services and their Timeline 28

2.11 Financial Assistance for the Education of Children of Registered Workers
Disposal of Applications

2.12 Kanyadaarscheme: Disposal of Applications 31

2.13 Financial Assistance in the Marriage of Women Workers or Daughters Of
Workers: Disposal of Applications

2.14 Occupancy Certificate/Completion Certificate: Disposal of Applications 34

2.15 ReAllotment Letter: Disposal of Applications 35

2.16 Injury / Death where no FSL report is requirBisposal of Application 36

2.17 Application For Issuance of Birth/Death/Néwailability Certificate (NAC)

Disposal of Applications 38
2.18 Application for Inclusion of Child Name in Birth Record 39
Disposal of Applications
2.19 Filing of mandatory annual returns u/s 50(1) of the Haryana Registration : 40

Regulation of Societies Act, 2012 (Act 1 of 20D&posal of Applications
2.20 Character Certificate: Disposal of Applications 41



2.21
2.22

2.23
2.24
2.25
2.26
2.27
2.28
2.29
2.30
231
2.32
2.33
2.34
2.35
2.36
2.37
2.38
2.39
2.40
241

242
2.43

2.44

2.45
2.46
2.47
2.48
3.1

3.2
3.3

4.1
5.1

Billing Complaints: Disposal Applications

Meter Complaint; Replace Slow/Fast/Meters/Creeping or Stuck Meters
Disposal of Applications

Water Leakage/ Over Flow Pipes: Disposal of Applicatibisposal of
Applications

Resident CertificateDisposal of Applications

Income Certificate (for Education PurposBssposal of Applications

Old Age Samman Allowandgisposal of Applications

Registration of NoiTransport Vehicles througbealerRLA

Disposal of Applications

Change of Owner/Occupier in Property Tax Register (Except in death cas
Dr. Ambedkar Medhavi Chattar Yojna: Disposal of Applications

Mukhya Mantri Vivah Shagun Yojizisposal oRpplications

Aapki Beti Hamari Befisposal of Applications

List of services for which 100 pegnt of applications were completed with
service delivery

List of services for which less than 50 pent ofapplications were completec
with service delivery

List of services for which the percentage of applications completed with
service delivery was more than 50 pemt and less than 100 peent

List of services for which thgercentage of applications completed with
rejection was more than 50 per cent

List of services for which the percentage of applications completed with
rejection was 25 pecent but less than 50 peent

List of services for which thgercentage of applications completed with
rejection was more than 10 per cent but less than 25 per cent

List of services for which the percentage of applications completed with
rejection was less than 10 per cent

List of services for whicthe percentage of applications completed with
rejection was Nill

Four Services/Schemes with significant Percentages of Applications
Completion Outside Timeline

Services/Schemes Wise Percentages of Applications Completion Outside
Timeline

Services/Schemes Wise Performance Score

Five Best services/schemes for effective service delivery considering the
"System's Generated RTS Date"

Five Best services/schemes for effective service deln@ngidering the
"Notified Timeline"

Services/schemes with the least effective service delivery

Enactment of Right to Service Acts Across Various States ofAntiaeline
Provision of Penalty for Delaying the Delivery of the Service

Nodal Department, Number of Services and Department Covered Under
to Servicd_egislation

Department and Services/Schemes wise Number of Respondents
Service/Scheme wise Delivery/Distribution Percentage

Satisfaction with the overall application process was expressed in the
the highest proportion of applicants for the following five services
Departmentwise Claim about the withinotified timeline delivery of service:
Impact of AutoAppeal System on Service Delivery (All Departments)

42
43

45

46
47
48

49

50
51
52
53

54

54

54

55

56

56

56

56

57

58
60
60

61

61
70
73

77

81
86

96

112
156



LIST OF FIGURES

Figure Title Page
No. No.
2.1 % Age of services completed with the delivery of service out of the total 55
completed application in one month

2.2 % Age of applicationgjected or cancelled out of total completed application 57
in one month

2.3  Service/Scheme wise Percentages of Application Completion Outside Tinr 58
Based on the System's Generated Timeline

2.4  Service/Scheme wise PercentagesApplication Completion Outside Timelin 59
Based on the Notified Timeline

2.5 Comparative Performance in Delivery of Different Services/Schemes: Adl 61
to System's Generated Timeline

2.6 Comparative Performance in Delivery of Different Servicegt@els: Adherinc 62
to notified Timeline

3.1 Service/Scheme wise Percentage of Applicants ®hibApplied and Not Self 83
Applied Applications

3.2 Those who Selpplied Place where Application Submitted 84

3.3  SMS confirmation received duriagplication submission, telling status or attl 85
time of final delivery of Service/Scheme

3.4  Service/Schemavise Delivery/Distribution Ratio 85

3.5 Awareness of the HRTS Act among the Applicants 88

3.6 Applicants who were aware of the HRTSfActhose the source of Awareness 88

3.7 Awareness of the Right to Appeal among Applicants aware of the HRTS Ac 90

3.8 Awareness of the Auto Appeal System among Applicants aware of the Ri 91
Appeal

3.9 Awareness of the Appellatauthority among Applicants aware of the Right 91
Appeal

3.10 Awareness of the Right to Service Commission among Applicants aware 92
Haryana Right to Service Act

3.11 The Accountable and Transparent Grievance Redressal Mechanism 92

3.12 Awareness of the different Helpline Numbers 93

3.13 Difficulties Faced while Applying by Those Who-Sefflied 93

3.14 Satisfaction Level of applicants who enquired or asked for help with the Coi 94
of the Officials/ Dealing Persons

3.15 Satisfaction Level of applicants who sabplied with the Overall Applicatio 95
Process

3.16 Servicewise Satisfaction Level of applicants who -s@lplied with the Overal 95
Application Process

3.17 Suggestions for the Improvement of the Service\2eyi 96

3.18 Location, Gender, Religion, Caste Category, Qualification, and C 100
Familiarization of Citizens with the HRTS Act

3.19 Citizens who were aware of the HRTS Act for those the Source of Awarene 101

3.20 Among those who were aware dhe RTS Act, awareness Regarding 102
Objectives of the HRTS Act

3.21 Objectives of the Haryana Rigio-Service Commission 102

3.2 Satisfaction Level of Citizens with Service Delivery and Officers’ Behavio. 104
Public

3.23 Citizens' Suggestis to Improve Service Delivery 105

4.1 Rank and Designatiemise proportion of government officials aware of tt 109

different Objectives of the HRTS Act



4.2
4.3
4.4
4.5
4.6
4.7
4.8
4.9
4.10
411

412

4.13

4.14

4.15

4.16

4.17

4.18

4.19

4.20

421

4.22

4.23

4.24

4.25

Received Guidance or Information Material on the HRTS Act

Requirement oflraining

Awareness of Notified Services and Timeline

Officials Claim about the withitimeline Delivery of Services
Departmentwise Claim about the withinotified timeline delivery of services
Reasons behind Delay $ervice Delivery

Awareness Among Officers Regarding Citizens' Right to Appeal in case a
request is rejected or not delivered within the timeline

Awareness among officers who were aware of citizens' right to appeal Rege
Authorities Where Citizens Can Appeal

Awareness among officers who were aware of citizens' right to appeal Rege
the time limit to file the first appeal

Awareness among officers who were aware of citizens' right to appeal an
TimeLimit to Appeal Regarding Duration of the Time Limit

Awareness among officers who were aware of citizens' right to appeal an
Time Limit to Appeal Regarding the FGRA's power to condone the dela
admit appeal if satisfied with the reasoitex

Awareness among officers who were aware of citizens' right to appeal Rege
FGRA's Powers to Summon DOs, Responsibility to Pass an Order agains
in Writing, and Decision to be shared by Registered Post

Awareness among daffers who were aware of citizens' right to appeal Regart
the Timeline for FGRAS to Dispose an Appeal

Awareness among officers who were aware of the Timeline for the Dispo:
an Appeal by the FGRA Regarding Days given to FGRA for the IDi$@os
Appeal

Awareness among officers who were aware of citizens' right to appeal Regs
the Right to Make a Second Appeal with SGRA

Awareness among officers who were aware of citizens' right to second a|
Regarding the timémit to file the Second Appeal with SGRA

Awareness among officers who were aware of the Timeline associated
making a second appeal Regarding the exact time limit to file the Second A
Awareness among officers who weasvare of the Timeline associated wi
making a second appeal Regarding the SGRA's power to condone the del
admit appeal if satisfied that the Appellant was prevented by sufficient ci
from filling the appeal in time

Awareness among office who were aware of citizens' right to second app
Regarding SGRA's Responsibility to hear the Appellant before rejectin
Appeal and to Pass an Order against the Appeal in Writing and the Decisior
shared by Registered Post

Awarenes@among officers who were aware of citizens' right to second appe
Regarding the Timeline for SGRAs to Dispose of an Appeal

Awareness among officers who were aware of citizens' right to second a|
and the Timeline for SGRA to Dispose of reiggrdays given to SGRA for t
Disposal

Awareness among officers who were aware of citizens' right to appeal Regs
GRAs Powers To Summon and Inspect

Awareness among officers who were aware of citizens' right to agpegarding
SGRAS' Power to Impose Penalties

Awareness among officers who were aware of SGRA's Power to Impose F
Regarding the Extent of Penalty SGRA can Impose.

110
110
111
111
112
113
123
123
124
125

125

126

127

128

129

129

130

130

131

132

133

134

135

135



4.26

4.27
4.28

4.29

4.30

4.31

4.32

4.33

4.34

4.35

4.36

4.37

Awareness among officers who were aware of citizens' right to apegriting
SGRASs' Power to Award Compensation

Awareness among officers Regarding The Haryana Right to Service Comn
Among officers who were aware of The Haryana Right to Service Commi
their Understanding of th@©bjectives of the Commission

Awareness among officers aware of the RTS Commission Regarding the C
Right to File Revision before the RTS Commission

Awareness among officers who were aware of Citizen's Right to File Re
before the RTS Commission Regarding the Time Limit to file the Revisior
the Date of SGRA's Order

Awareness among officers who were aware of Tingeto File Revision befor
the RTS Commission Regarding Days Notified adifféme

Awareness of Updates in Rules/Instructions, Processngmeering, anc
Timelines for Notified Services

Perception about Impact of Updates in Rules, Processngmeering, anc
Timelines for Notified Services

Awareness of the Autdppeal System

The level of satisfaction of the officers aware of the Auto Appeal System wit
AAS contribution in enhancing the efficiency in the delivery of services
grievance redressal

Perception of the officers aware of thA&uto Appeal System about th
enhancement in accountability and transparency of the Grievance redr
mechanism after the launch of AAS

Suggestions to Improve the Service Delivery Mechanism

136

137
137

138

139

139

140

141

141

142

142

143



LIST OANNEXURES

Annexure Title Page
No. No.
Annexure 1 Questionnaires 181-196
Report 1 Departmentwise RTS Comprehensive Report (To Date 31/07/2 197
Generated on 8 August 2023
Report2 Selected Services wise RTS Comprehensive Report (To Date 31/07 199
Generated on 8 August 2023
Report3 Districtwise RT®£omprehensive Report (To Date 31/07/2023) Genere 201
on 16 August 2023
Report 4 Departmentwise RTS Comprehensive Report (To Date 31/08/2 202
Generated on 8 August 2023
Screenshat Name of the Department Building and Othe€onstruction Workers Boar 203
Serviceq Financial Assistance for the Education of Children of regist
worker
Notified Timelineg 90 Days System generated timelig&80 days approx.
Screensha? Name of the Department Building and Othe€onstruction Workers Boar 203
Service; Kanyadaan Scheme
Notified Timelineg 90 Days System generated timelig&50 days approx.
Screenshos Name of the DepartmentHaryana Labour Welfare Board 204
Service¢ Financial Assistance in the Marriage of womenrkeos or
daughters of workers
Notified Timelineg 90 Days System generated timelig&50 days approx.
Screenshot Name of the Department Haryana Shehri Vikas Pradhikaran 204
Serviceg OC Certificate
Notified Timelineg 5/8 Days Systemenerated timeline; 15 days approx.
Screenshdb :Name of the Department Haryana Shehri Vikas Pradhikaran 205
Serviceg ReAllotment Letter
Notified Timelineg 4 Days System generated timeliQ& days approx.
Screenshob Name of the Department Haryana State Agricultural Marketing Board 205
Service¢ Injury/Death where application submitted after 2 months
accident but no FSL report is required.
Notified Timelineg 60 Days System generated timelig&20 days approx.
Screenshot Name of the Department Haryana State Agricultural Marketing Board 206
Service¢ Injury/Death where application submitted within 2 months
accident but no FSL report is required.
Notified Timelineg 60 Days System generated timelip&0 days approx.
Screensho® Name of the Department Health Services Department 206
Service ¢ Application for Issuance of Birth/Death/Ngxvailability
Certificate (NAC)
Notified Timelineg 30 Days System generated timeligd5 days approx.
Screensho® Name of theDepartmentc Health Services Department 207
Serviceg Application for Inclusion of Child Name in Birth Record
Notified Timelineg 30 Days System generated timeligd5 days approx.
Screenshot0  Name of the Department Industry and Commerd@epartment 207
Serviceq Filling of mandatory annual returns u/s 50(1) of the Haryi
Registration and Regulation of Societies Act, 2012 (Act 1 of 2012)
Notified Timelineg 30 Days System generated timelind5 days approx.
Screenshotl Name of the Depament ¢ Police Department 208

Service; Character Certificate
Notified Timelineg 21 Days System generated timelin80 daysapprox.



Screenshaot?2

Screenshotl13

Screenshotl4

Screenshotl5

Screenshot16

Screenshotl17

Screenshot18

Screenshot19

Screenshot20

Screenshot21

Screenshot22

Screenshot23

Screenshot24

Screenshot25

Screenshot26

Screenshot27
Screenshot28

Name of the Department Dakshin Haryana Bijli Vitran Nigam

Serviceg Billing Complaints

Notified Timelineg 7 Days System generated timeliQ&0 days approx.
Name of the Department Uttar Haryana Bijli Vitran Nigam

Service; Billing Complaints

Notified Timelineg 7 Days System generated tirimed ¢ 12 days approx.
Name of the Department Dakshin Haryana Bijli Vitran Nigam

Serviceg Meter Complaints; Replace slow/fast/meters/creeping or stuc
meters

Notified Timelineg Within 7 Days of being established on checking Sys
generated timeline; 10 daysapprox.

Name of the Department Uttar Haryana Bijli Vitran Nigam

Service; Replace slow/fast/meters/creeping or stuck meters

Notified Timeline¢ Within 7 Days of being established on checkaygtem
generated timelineg; 10 days approx.

Name of the Department Public Health Engineering Department
Service; Water Leakage/ Over Flow pipes

Notified Timelineg 7 Days System generated timelig&0-11 days approx.
Name of the Department Revenue and Disaster Management Departm
Service; Resident Certificate

Notified Timelineg 7 Days System generated timelig&0-11 days approx.
Name of the Department Revenue and Disaster Management Deparht
Service; Income Certificate

Notified Timelineg 15 Days System generated timelin20 days approx.
Name of the Department Social Justice and Empowerment Departmer
Service; Old Age Samman Allowance

Notified Timelineg 60 Days stem generated timeline 90 days approx.
Name of the Department Transport Department

Serviceg Registration of no#iransport vehicles through dealeRLA
Notified Timeling; 18 Days System generated timelm20-30 daysapprox.
Name of the Department Urban Local Bodies

Serviceq Change of owner/occupier in Property Tax Register (Exce
death case)

Notified Timelineg; 15 Days System generated timelmn20-30 days approx
Name of the Department Welfare of SCs and BCs Department
Service; Dr. Ambedkar Medhavi Chattar Yojna

Notified Timelineg 45 Days System generated timeliné0 days approx.
Name of the Department Welfare of SCs ar®iCs Department

Serviceg Mukhya Mantri Vivah Shagun Yojna

Notified Timelineg 30 Days System generated timelind5 days approx.
Name of the Department Women and Child Development Department
Service; Apki Beti Hamari Beti

Notified Tirmeline ¢ 30 Days System generated timelind5 days approx.
Scheme:Aapki Beti Hamari Beti Name of Department: Women and C
Completion StatusPending with LIC

Unvalidated Contact Numbers

Non-Available Contact Numbers

Non-Available Addresses

208

209

209

210

210

211

211

212

212

213

213

214

214

215

216

217
218



ABBREVIATIONS

AAS Auto-Appeal System

ADC Additional Deputy Commissioner

BCs Backward Classes

BOCW Building and Other Construction Workers

CA Commercial Assistant

CCTNS Crime and Criminal Tracking Network & Systel

CM Chief Minister

CP Gram Centralzed Public Grievance Redress and
Monitoring System

CRID Citizen Resources Information Department

CSC Common Service Centre

D.O Designated Officer

DHBVN Dakshin Haryana Bijli Vitran Nigam Limited

DMEO District Marketing Enforcement Officer

DNTs Denotified Tribes

FGRA FirstGrievance Redressal Authority

FSL The Forensic Science Laboratory

GRAs Grievance RedressAlthorities

HBOCWWB Haryana Building and Other Construction
Workers Welfare Board

HLWB Haryana Labour Welfare Board

HQ Head Quarter

HRTS Haryana Right to Service

HSAMB Haryana State Agricultural Marketing Board

HSVP Haryana Séhri VikasPradhikaran

ID Identification

ITI Industrial Training Institute

JE Junior Engineer

LIC Life Insurance Corporation

MCs Municipal Councillors

MSME Micro, Small, and Medium Enterprises

NAC Non-Availability Certificate

OBC Other Backward Class

oP Operations

PCC Police Clearance Certificate

PHED Public Health and Engineering Department

RLA Registration and Licensing Authority

RTS Right to Service

RTE Right to Servic€ommission

SCs Schedule Castes

SDM Sub Divisional Magistrate

SDO SubDivisional Officer

SGRA SecondGrievance Redressal Authority

SNK Shikayat Nivaran Kendra

UHBVN Uttar Haryana Bijli Vitran Nigam Limited

VLE Village Level Entrepreneurs

VWSC Village Water Sanitation Committee

XEN Executive Engineer

ZMEO ZonalMarketing Enforcement Officer






EXECUTIVE SUMMARY

The evaluation of the Implementation of the Haryana Right to Service Act 2014 wasaimed
gaugingits effectiveness within the state of Haryana and dfigrrecommendations for
improvement.Assessing the HRTS Act implementation in Haryana reveals a pickec:. A
transparent and accountable governance system is undoubtedly imperative for establishing
an effective and efficient public service delivery mechanism. Moreover, the survey findings
also support thesuccessful implementationf these initiativesand their potential to ease
citizens access taéhese services. However, there remains a major loophole on the apgbcant
side, i.e., the lack of awareness about the service delivery measures adopted by the
government. The assessments suggested that theens awareness regarding the specific
provisions of the Act, such as designated timelines for service delivery and the right to appeal,
remain relatively lowHowever the findings from the 2017 and 2023 studies highlight a

notable increase in awarene®f the HRTS Act among service seekers.

Likewise, theyrievanceredressal mechanisnestablishedhrough the 1st and 2nd Appellate
authorities remainan underutilized resource due to the applicants' lack of knowdeddhe

study suggestethat more efforts are needed to ensure that the citizens are vigibrmed

about their rights and the mechanismit alsorecommendedcontinued education and
outreach effortsto enhance the efficiency of measures like the aafpeal system. Thact
hasundoubtedlyimproved service delivery. Still, a focused awareness campaign and targeted
training (for both applicants and government officials) are required to face notable challenges
like high rejection rates, incomplete data, and inconsistencies in service delivery @sjelin
particularly in areas such as appeal timelines, procedural steps, and the role of the Haryana
Right to Service Commission. This heightened awareness can lead to more effective

implementation and, ultimately, better service delivery for the citizenblafyana.
Theobjectivesof the study are a®llows:

1 Assessing the Effectiveness of the Public Service Delivery Process, Grievance Redressal
Mechanism, and Auto Appeal System implemented under the Right to Service Act;
1 Identifying and Analyzingey Concerns and Deficiencies within the Service Delivery

Portal.



1 To measure the extent of awareness and provisions of the Right to Service Act among
service providers and citizens (service seekers;s@nice seekers, beneficiaries, Ron
beneficiaries;

1 To assess the citizen's satisfaction level and identify challenges encountered by service
providers and issues faced by service seekers in accessing the services;

1 To perform an Intesstate comparative analysis of the implementation of the Right to

Servicd_egislation and the timegeries analysis of the services.

Three categories of respondents were taken as sample units to achieve the aaide

objectives; these were:

1. Applicants who applied for the services under study;

2. General Publioon-beneficiaries;

3. Department officials who handle the service delivery processasignated Officers
and Appellate Authoritiesare responsible for service delivery and addressing the

applicantsgrievances in case of service delivery delay ormmeivng services.

Three distinct interview schedulegere prepared for each category of respondemdscollect
relevant information.Specifically, 2386 applicants were interviewed to gather insights into
their firsthand experiences with the service deliverpgess and their awareness of the RTS
Act, its various provisions, antg mechanismsFurther,1100 citizensvere interviewed to
gauge their general awareness of the RTS Awto hundredsixty-six (266) government
officials, including staff members, Nodafficers, and First and Second Appellate Authorities,
were also interviewed tenowtheir level ofawareness of the RTS Act and their understanding
of its provisionsThe following are the major findings based on the field data collected from

the survey.

MAJOR FINDINGS FRANPLICANTBENEFICIARIEEEDBACK

Awareness

It is found that the level of awareness among the applicants is very low. Onlpér.téntof

the applicants knew of the Haryana Right to Service Act.

Even those who were aware of the HRTS Act, pérscentof them, when applied for the
service/scheme, did not know that the service/scheme is notified under the HRTS Act. Even a
larger proportion of them, 74.8 percent, was unaware that the requested service had a

timeline within which it had to be delivered.



Though the Act has empowered the citizens with the right to apgaalno applicant has

used this right to get the service. Even the awsags regarding the right to appeal is minimal,

i.e., 1.2per centof the total sample. Besides appellate authorities, the Right to Service
Commission is another source of their grievance redressal. The level of awareness among the
applicants is not up tohe satisfaction level. Only 11.9&r centof the applicants who were
aware of the Act were aware of tt@mmission. Of those aware of the Right to Appeal, 13.39
per centwere aware of the Autdhppeal System. Surprisingly, a very small percentage of
appliants were aware of the different Hdlpe numbers such asHelpline No. 1064 for
corruptionrelated complaintsAntyodaya SARAL Helpline No. 0B88840Q0 Number99546998990

track applicatiorstatus

Media has become the best source of their awarenessdmitted by 64.per centof those
who were aware of the Act. The notice board displayed at the office has not yet played a very

important role in disseminating thgublics awareness.

Submission of Applications

There were62.9per centof the applicantsvho submitted their applications themselves for

the desired service. Those who did not siiplied asked someone to apply on their behalf.

In some cases, the applicati® were submitted by some other person, such as employer or
professimal support. Services named as Filing of mandatory annual returns u/s 50(1) of
Haryana Registration and Regulation of Societies Act, 2012 (Act 1 OF 201&)r teatof
applications were filed by office staff or hired professionals, 9822 entof the applications

for the scheme Financial Assistance in Marriage of Women Workers or Daughter of Workers
were submitted by the industry staff for the service Registration of-N@ansport Vehicles
through Dealers- the dealership staff submitted RLA 368 centof the applications, the

office staff submitted 60.9ger centof the applications for Charact&ertificate.

Regarding the preference of place of submission of applications, an almost equal percentage
was found, that is, 28.6er centpreferred welsite/ portal followed by 27.9er centoffice

window, and 25.3per centof the applicants preferred Saral Haryana Portal.

As far as information regarding the status of the application is concerned,p&b.6entof

them confirmed that they received the Svbn this issue.



Service Delivery

There were27.2per centof the applicantsvho did not receive the service they applied for.
Whereas the majority72.8 per centof the applicants of all the 24 services under study,
received the benefits of theervice they had applied foQut of the total services under study,
seven services are such where the range of received service varies frpar 86ntto 100
per cent. These services ard-iling of Mandatory annual Returns u/s 50(1) of the Haryana
Registation and Regulation of Societies Act, 2012 (Act 1 of 2q12Y percent), followed by
"Financial Assistance in Marriage of Women Wdrk@6.6 per cen), "ReAllotment Lettef
(94.4 percent), "Character Certificate(90.6 percent), "Old Age Samman I&wance' (87.9
per cent), "Occupancy Certificate/Completion Certificat@3.2 percent), and"Change of
Owner/Occupier in Property Tax Register (Except in death "c§3@)8 per cen) of the
applicants received the service. There aegvices/schemes for which more than 70 pent

of the service seekers received the service. These services 'd@éliag) Complaints (78 fer
cent)", "Meter Complaints Replace slow/fast/creeping or stuck meters (77.4 pent)’,
"Resident Certificaté75.2 percent)’, "Mukhya Mantri Vivah Shagun Yojna (74.3 pent)’,
"Registration of NotfTransport Vehicles through DealRLA (72.1 parent)', and"'Kanyadaan
SchemeHBOCWWB (70.4 peent)'.

More than half of the applicants did not receive the serwideen they applied for services
named"Income Certificate (For Education Purpose) (58.6ceeit)' and "Apki Beti Hamari
Beti (57.4 pecent)'.

Out of the applicants who did not receive the service they requested,sixper centwere
aware that their application had been rejected and were informed about the reason for

rejection.

Difficulties faced While Applying

There were86.07per centof the applicants who setppliedanddid not face any difficulty
while applying. Some applican{®.93 per cent) said they faceddifficulties and they
mentioned some difficultiesunclarity on the list of documents to be attached,nan-

functional website, erver errorandlack of staff.



Satisfaction Level

It was found that more thatwo-thirdsof the applicants, that is, 67.73 peent, were satisfied
with the application process. For services under the study nah@ztupancy Certificate/
Completion Certificate "ReAllotment Lettef, "Biling Complaints "Meter Complairnt
Replace slow/fast/meters/Creeping or stuck meterand "Registration of NoRTransport
Vehicle through DealeRLA, applicants expressed the highest proportion of the satisfaction.
A total of 4.6 per centof applicants were highlyatisfied.On the other hand, 15.8f@er cent

of the total applicantsvere dissatiseéd withthe overall application process.

MAJOR FINDINGEROMPUBLIC NOBENEFICIARIEEEDBACK

Awareness

Within the citizen sample20.1 per centdisplayed awarenesabout the Haryana Right to
Service Act. Gender disparities in awareness were evident, with [@#3.%cent of male
respondents and 15.per centof female respondents being acquainted with theewa ka
Adhikaar Kanoofi.Moreover, disparities based on location wevbserved as well. Among
the respondents familiar with the RTS Act, 2de? centwere urban residents, while 18ger
centwere rural residentsi-urthermore, educational levels also played a role in the degree of
familiarity with the"Sewa ka Adhikaar Kaon." Notably, as the level of education increased,

so did awareness of th&ct.

Of those citizens familiar with the Act, 84.p6r centknew the objectives of the Act, while
71.04 confirmed that they knew about the Haryana Right to Service Commissioay&ioun

the total sample, 16.9er centdemonstrated awareness of the RTS Act and its associated
objectives. Similarly, in the overall sample, 1deB centwere aware of both the RTS Act and

the HRTS Commission.

For citizens, electronic and print mediare the main sources of information about the RTS
Act, as 37.Der centof the citizens who were aware of the RTS Act got information from this
source. Significantly, 23er centof citizens got information from the notice board displayed

at various depements' buildings.

In the total sample, it was found that only 3g@&r centwere aware of the Autéppeal

System.



Satisfaction level

Irrespective of whether theknew the RTS Act or not, half of the respondents chose to
maintain a neutral stance when questioned about their satisfaction level regarding the way
they think the services are being delivered and the way officers behave with citizens. About
20 per centof the respondents expressed dissatisfaction or high dissatisfaction with both
service delivery and officéts£onduct when interacting with citizens. On the other hand, 28
per centof the respondents conveyed their satisfaction or high satisfaction with bathcee

delivery and officersconduct during interactions with citizens.

Dissatisfied respondents identified several issues requiring attention. They zedtici
government officialsaas they perceived theilackof initiative and laziness. They highlighted
prevalent corruption and bribery as common methods to expedite tasks. Furthermore, they

cited a lack of public awareness and information regarding the right to services.

The main demand and suggestion from citizeveye that they wantthe governmentto
enaure a onetime visit for hassldree and timebound service delivery, as 45.2 per cent said
A notable portion of respondents, accounting for 12.5 gemt, urged an awareness campaign
to inform people about the provisions of the HRTS Act. AdditionalBy,pBr cent of

respondents emphazed addressing corruption within government departments.

MAJOR FINDINGEROMOFFICIALS' FEEDBACK

Awareness

While every government official exhibited familiarity with the HRTS Act, there were variations
in awareness amongfferent designations regarding its specific objectivEse Act primarily

aims to establish citizefisights to receive services within stipulated timelines, a goal known

to a majority of officials. Howeventher objectiveswere less widely understood, such as
providing avenues for appeal to appellate authorities and the HRTS Commission and imposing
pendties on officers for unexplainable service rejection and deldystably, a smaller
proportion of General Staff members and DOs were aware of these objectives compared to

officials holding the positions of FGRAs and SGRAs

Significantly, 9%er centof the officialsknewthat the service theyvere dealing with comes

under the HRTS Act and the stipulated time for the concerned service.
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In the sample, 68.8er centof government officials knew abougitizens'right to appeal and

the associated time limit.

Within the sample, 40.fer centof government officials, and specifically among designated
officers, only 38.&er centwere aware that FGRA might admit the appeal even after the

thirty-day period had expired.

In the total sample, a significant number of dgsated officers demonstrated a lack of

awareness regarding key aspects of FGRA procedures:

A total of 57.5 per cent of the designated officers were unaware that, upon finding the
appellant's grievance genuine, the FGRA has the authority to direct thgriaésil Officer to
provide the service within seven working days or, in case ofammnpliance, require the

Designated Officer to appear in person and explain the reasons.

There were61.3 per cent of the designated officerdo were uninformed about the FGRs
responsibility to issue a written, reasoned order after affording both the Designated Officer

and the service seeker a hearing, either accepting or rejecting the appeal.

68.8 per cent of the designated officers were unaware that the FGRAs must conateunic

their decision to both parties via registered post.

In the total sample, 62 per cent of the general staff officers and 13.8 per cent of the

Designated officers were unaware of the timeline for FGRA to dispose of an appeal.

In the overall sample, 58.4ep cent of general staff officials arfide per cent ofdesignated
officers were unaware of the right to a second appeal. Regarding the time limit associated,
within the entire sample, 76.6 per cent of the general staff officers and 32.5 per cent of the

Designated Officers expressed ignorance.

In the sample, only 17.5 per cent of the general staff officers, 57.5 per cent of the designated
officers, 91.2 per cent of the FGRASs, and 86.7 per cent of the SGRA were aware that the time

limit to make a second appéis 60 days.

In the entire sample, 91.2 per cent of the general staff officers and 62.5 per cent of the
designated officers did not know that if SGRA satisfied that there was sufficient cause due to
which the appellant could not appeal, SGRA might atlmitappeal even after the expiry of

the timeline.
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In the entire sample, 89.8 per cent of the general staff officers and 58.8 per cent of Designated
Officers were unaware that SGRA must give a hearing opportunity to the appellant, and 93.4
per cent ofthe general staff officers and 71.3 per cent of the Designated Officers were

unaware that SGRA must convey the decision taken by him to both the parties; the appellant

and the designated officer by the registered post.

In the entire sample, among generdbf officers, only 23.4 pecent, 75 per cent of the
designated officers, 97.1 per cent of the FGRAs, and 93.3 per cent of the SGRAs knew that

there was a time limit to dispose of the second appeal.

In the total sample, 81.8 per cent of the general stafficers and 35 per cent of the
designated officers were ignorant of the GRA's powers to require the production and
inspection of documents. In the same trend, the same proportion of the general staff officers,
22.5 per cent of the designated officers, amtadditional 2.9 per cent of FGRA were ignorant

of the GRA's power to summon the designated officers and appellants for a hearing.

In the overall sample, 89 per cent of the general staff officers, 68.8 per cent détignated
officers, 5.9 per cent of the FGRAs, and 13.3 per cent of the SGRA showed ignorance of the

SGRA power to award compensation.

Delivery of Service

A total 0f19.9 per centof the officials in all the departments under study admit that services
are not delivered to the service seekers in time. Department a maximum ofp&8.@entof

the officials of PHED admitted the delay in service delivery.

In the Building ad Other Construction Board, Department of Industries and Commerce,
Department of Revenue and Disaster Management, Department of Transport, and
Department of Urban Local Bodies, all the officials confirmed service delivery \thnin

timeline.

Reasons foDelay in Services

The reason fothe delay in service varies from department to department. It was found that
the main reasons cited by the official of the department are shortage of staff, Lack of IT
professionals in the departments, Discrepancies an@rmmuete documentation, Lengthy

verification process, System restrictions on dealing with new applications until previous
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applications not disposed of, Inter and intra departmental coordination, Lack of

infrastructure, and Lack of funds.

MAJOR FINDINGEROMTHE STUDY OF AUTO APPEAL SYSTEM
This transformative initiative addresses the historical challenges of delay, corruption, and
inefficiency in government service delivery mechanisms, fostering a culture of accountability

and transparency.

The AAS promotesransparency by making appeal status publicly accessible through a
dedicated dashboard, ensuring citizens can track their appeals from anywhere. Furthermore,
its paperless work, reduced legal burden and cost, and promotion of good governance

contribute to the systens longterm sustainability.

The impact of the AAS extends beyond numbers, influencing proactive interventions by
authorities and empowering citizens to assert their rights to service. Departments and
grievance redressal authorities now activelydeess delays, issue advisories, and conduct
inquiries, creating a ripple effect that enhances overall service delivery. The success of the
AAS not only underscores its effectiveness in addressing systemic issues but also sets a
precedent and different padigm for other states and territories to consider similar

innovative approaches for a citiz&entric and efficient governance model.

A TIME GAP COMPARISON

A time series analysis hagenperformedhereundercomparing the results of the previous
study titled "Evaluation of Right to Service Act, Harydneonducted by the Institute for

Development and Communication (IDC) in 2017 with the findings of our current'study.
Methodological differences betweelthe two studies

In the previous study, onlgight out of the 22 districts in Haryana were included, with a
sample size of 2020 service seekers and 208 officers from various positions being interviewed.
In contrast, the crent study encompasses all districts in Haryana, with a total sample size
consisting of 2386 service seekers (both applicants and beneficiaries), 11@@neficiaries,

and 266 staff members and officials.

In 2017, the study focused on only five highlume services, whereas the current study has

expanded its scope to include 24 services across 16 departments. Our comparative analysis



has centred on key indicators, such as awarerdsthe RTS Act, the Right to Appeal, the
Grievance Redressal mechanisimd difficulties faced in submitting applicatioi@e findings

of this analysis are outlined below:

Awareness about the RTS Act:

In 2017, only 0.5@er centof service seekers were aware of the HRTS Act. However, in the
2023 study, we found that a signdictly higher percentage, a total of 5.p@r centof service
seekers, were aware of the Act. This indicates a notable increase in awareness among the
state's citizens. Additionally, awareness levels are substantially higher among the educated
population, wth newspapers and social media playing pivotal roles in disseminating

information and raising awareness

Awareness about the Notified Timeline:

In both the previous and current studies, the awareness among applitaatshe services

they were applyingdr fall under the RTS Aahdhave specified timelines for delivery remains
quite low. In the earlier study, there was no awareness among the applicants, and although
there has been a slight improvement, the situation is still not significantly bettéeicarrent

study. Specifically, in the current study, only pét centof the total sample of applicants
were aware of the HRTS Act and were also informed that the service or scheme they were

applying for had been officially listed under the Act.

Right to Appeal:

In the previous study, applicantsere unawareof the Right to Appeal. However, in the
current study, we observed a slight improvement, with pe2 centof the total applicant
sample now being aware of their right to appeal in cases ofice delivery delays and

application rejections.

Grievance Redressal Mechanisms:

The RTS Act establishes a Grievance Redressal mechanism through the 1st and 2nd Appellate
authorities. In the earlier study, citizens exhibited a lack of awareness regdneisg officials
or authorities,whichhas not significantly improved in the current study. Merely [#e8 cent
of the total sample of applicants or beneficiaries were aware tféitials wereavailable to

address serviceelated issues.



Difficulties facedwhile applying for service:

During the previous study, applicants reported difficultiesibmitting their applications.
However a significant improvement is evident in the current studg 86.Jper centof those

who selfapplied reported no difficulés.
Inter-State Level Comparative Analydimsed Findings:

Despite the several commonalities among the Acts adopted by the different statels as
stipulated time limits to deliver the service, appointment of designated officers to ensure
accountabilityin service delivery, a provision for two appeals in all the Acts, mandatory
penalties for any delay in providing services, similar timgt for filing first and second
appeal, and provision of compensation for the aggrieved citizen, there still exisy ma
innovations that states have adopted on individual basis, based on the-salizal and
economic landscape of the state.d Btate oHaryana faunder the category of states with
mid-term enactment, which suggests that the State had improvisedténms in the Act
rather than directly imitated themfrom the states where legislation was enacted or adopted
in the early terms. In the context of the penalties imposed to ensure the-bmend delivery

of the services, the State of Haryana falls under ta¢egory of states witi'Moderate
Severity Penalti€sfor delays in service deliveriRegarding department coverage and the
number of notified services, the state stands among the top categories of high coverage and

effective delivery obther services.

RECOMMENDATION
Minimise Rejection PercentageéEnsure that reasons for rejection are recorded for all services

and schemes, and take proactive measures to mirgrthe rejection rate.

Redue Application Comgetion Outside RTSRecord the cause of delay ihet disposal of
service requests and implement strategies to expedite service delivery and reduce delays.
Investigate the causes of applications being completed outside the RTS timeline. Understand
the factors contributing to these delaytke corrective etions,and, if required, optimize the

timeline or revisit and reengineer the service delivery process.

Auto Appeal SystemMonitor the impact of the Auto Appeal System on service delivery.
While it has improved delivery within the RTS timeline, closdigerve the increase in

rejected applications and take steps to address this issue.

Xi



Missing and Unvalidated DateStrengthen data integrity by ensuring complete beneficiary
addresses, validated contact numbers, and accurate information. Implementdatation

checks to enhance the systé&responsiveness and effectiveness.

Slow Portal and Outdated Statusnvest in optimzing the portals performance to address
issues related to slow processinignplement regular updates and maintenance to keep
application disposal status tp-date and reliableProvide user support and guidance to

promptly address issues and complaintaproving user satisfaction and trust in the system.

Mismatching of SystenGenerated Timeline and Notified Timelin&nsure tlat the syster
generated timeline for service delivery aligns with the officially notified timeline. Consistency

between these timelines is essential for accurate reporting and accountability.

Recognition of High Performersicknowledge and recogm the exeptionally performing
department and nodal officersFor encouragementsome felicitating cesmoniesmay be

organized annuallyon the anniversary of implementinidpe HRTS Act in Haryana.

These recommendations aim to improve the efficien@nsparency, and performance of the
services and schemes offered by various departments, leading to better service delivery and

enhanced citizen satisfaction.

Awareness Campaignd:aunch comprehensive awareness campaigns to inform citizens
about the HRTA&ct, their rights under it, and the benefits it offers. To reach a wide audience,

utilize various channels, including social media, newspapers, television, and radio.

Strengthen Auto Status Update Mechanisievelop a robust system for providing timely
status updates to applicants, ensuring they are kept informed about the progress of their
applications. Ensure that applicants are informed of the expected timeframe within which

their requested services will be provided.

Feedback MechanisnEstablish a feedick mechanism to collect input from applicants about
their experience with the application process. Use this feedback to tailor service delivery

improvements.

Simplify Application ProcessAddress the reported difficulties applicants face during the
appliation process, particularly concerning document requirements. Streamline and simplify

the application process, providing clear guidance to applicants.
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SingleVisit Service DeliveryStrive to achieve singi@sit service delivery wherever possible.

Monitoring and Evaluationlmplement a robust monitoring and evaluation systenmagsess
the effectiveness of the HRTS Act's implementation continuolgbe this data to make

informed policy and administrative changes.

Education and OutreachTo increase awarasss of the Haryana Right to Service (HRTS) Act
and its objectives, ongoing educational efforts should be at the grassroots level. These efforts
can include workshops, seminars, and informational sessions conducted in urban and rural

settings.

Promotion of Auto Appeal SystemThere should be more efforts to promote and educate

citizens about the existence of Auto Appeal System (AAS) and its benefits.

Anti-Corruption MeasuresMeasures such as strengthening the vigilance system, conducting
surprise audits, ad imposing penalties for corruption should be implemented to instil a

culture of integrity.

Public EngagemeniChannels for citizens to offer feedback should be established. There is
also a need to ensure that the officials are trained to communicatecgéely and softly with

the public.

Transparency and Accountabilityicts like the Right to Service and the Right to Information
should be implemented in letter and spirit to provide effective, transparent, accountable
service delivery. This requires awaess among the public and training for government

officials.

To be implemented at the RTS Commission Level

1. Comprehensive Trainingdrganize formal induction training programs and refresher
courses for all government officials to ensure that they thoroughly understand the
HRTS Act, its provisions, and their responsibilities. Conduct regular training sessions
and awareness campaignsspecially targeting designated officers, to ensure they
know the Act's specifics, including timelines, penalties, and compensation.

2. Information Dissemination: Develop and distribute guidance materials and
information about the HRTS Act to government offiei This could include

handbooks, online resources, and regular updates.
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3. Communication and Notificationimplement effective communication strategies to
notify government officials about their obligations and the rights of citizens under the
Act. Ensure hat all updates and decisions are communicated promptly. Keep
government officials informed about changes or amendments to the HRTS Act and
related procedures. This can be done through regular circulars and updates.

4. Monitoring and Evaluation:Establish aystem for monitoring and evaluating the
implementation of the HRTS Act. This should include regular assessments of

awareness levels, timelines, and the efficiency of the grievance redressal mechanism.

To be implemented at th&Government Level

Revalidation of family ID dataAs reported by officials of the various departments, there is a
need to streamline the data verification process to minimize the time taken. Revalidation of
the data compiled in the family IDs by the CitizResources Information Department (CRID)
is recommended as the crossrifications of the eligible applicants for many government
schemesare done from the family IDs, so regular revalidation is required to ensure that no

eligible person renders withouteqting the benefit of a government scheme.

Regular Training and Awarenesgrainthe Common Service Centres (CSC) and viléage
entrepreneurs (VLE) operatoom the importance of accuralg feeding dataand attaching

legible, properly scanned copietail mandatory documents.
Accountability of VLEs and CSC Operators:

1 Establish clear guidelines and accountability measures for Village Level Entrepreneurs
(VLE) and Common Service Centre (CSC) operators.

1 Implement a validation system thatcurately records applicants' contact information
and penalizesperators for inputting incorrect details.

1 Regulate the fees charged by VLESs to ensure they align with the actual cost of services

and schemes.
Improve Sar&Portal Performance:

1 Investin upgrading the Saral por&ainfrastructure and software to enhance its speed

and reliability.
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1 Conduct regular maintenance and performance testing to identify and address
bottlenecks.

1 Provide training to staff on efficientoptal usage to mitigate delays caused by system
issues.

1 Ensure reatime updated information and service delivery status on the portal
regarding disposal and pendency.

1 Ensure the resolution of data errqgrsuch asnore than one application with the same

application number.
Applicant Error Mitigation:

91 Develop a usefriendly interface on the Saral portal with validation checks to help
applicants select the correatformation, such as police stationhealth cente, etc
9 Offer user guidance and tooltips dng the application process to minieei common

errors.

Dedicated IT Personnelhere shall be dedicated IT personireeach department whpin
case of any technical or other issues with the portal, can take instant steps to correct faults

to save any delain the service delivery process.

Review and Adjust Timelinegieedback should be demanded from every department whose
services are notified under the Haryana Right to Service Act, asking about requirements and

reasons for adjusting the notifidimeline of any particular service if they want.

Enhance Coordination between DepartmentBstablish effective communication channels
and coordination mechanisnso that in case of the services or schemes for the delivery or
distribution of which there ighe involvement of more than one department, the process

could be streamlined.
Address Clerical Staff Shortages:

1 Allocate additional clerical staffherever required
1 Provide training to existing staff to streamline administrative processesraptbve

efficiency.

Unified Complaint Management SysterMultiple portals or channe$to apply for service or

scheme multiply the service requests as people apply fromltiple channels Therefore
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either keep a single portal or channel to apply for sesvor develop a unified complaint
management system to integrat@l channels and portals foequesting service or scheme
into a single platform. This system should allow citizens to submit complaints through various

means but consolidate them into a slagjueue for processing.

Revisiting and Rengineering the RestrictionsRestrictiors on the portal that prevent the
opening of applications submitted later until the previous applications are disposed of may
need to be amended after understanding the reasons cited by government offiCias.
criteria, guidelinesand options on the pogl may be established so thexpedited servicéor
faster and owof-queue processing of applications in urgent situaticas be availedvith

fairness and transparency.

Inter-State Level Comparative AnalysRecommendations

The rapidly changing needs sbciety and the evolving nature of public services deem it
imperative for governments to adapt to the change to keep pace. Thus, constant monitoring,
data analytics, and feedbatlased mechanisms from all the states must be zaili to
eradicate ineffectie practices and inefficient strategies to ensure public service delivery to
citizens. For instance, since the earliest enactment of the Act in 2010, Madhya Pradesh
remains the only state with a separate department to control and coordinate the public
senice delivery mechanism. Similarly, in most states, nominated officers exist, except in
Uttarakhand and Punjab, as the commission manages the revisions of power. At the same
time, some states like Karnataka, Delhi, and Chhattisgarh have no such provisievidion.
Therefore, the State of Haryana must foster a culture of continuous improvement and share
the best practices across state commissions and respective departments to transform the

quality of public service delivery.
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I
INTRODUCTIQRBJECTIVES AND METHODS OF STUDY

Stability and prosperity of the state depend on three main functions of the governiese
functions are a) Regulatory functigns) Developmental functionsaandc) Delivery of Public
Services. In a country like Indithe major functional areas of the government are
Development and Public Service Delivery. Public service delivery gaoradntum in 1990

after the concept of governance was introduced

The origin of Guaranteed Public Service can be traced back to the citizen charter movement
in 199Q which led to various Governance and Economic Reforms. In #89Cjtizen Charter

was formally introduced irthe U.K to make Public Service Delivery accountable, responsive
and transparentStill,the Public Affairs Committee in 2007 found the lack of implementation,
awareness and involvement of citizemsd due tothe poor design of the citien charter, it

does not serve the aim for which it was creatadd the citizen charter failed on the issue of
service delivery particularly. However, the need was felt to replace the citizen chartea with
suitable and effective alternativio serve thecitizensbetter. However,the Right to Service

Act was enacted with the continuous effortsafountry like India.

Right to service was a bold step to ensure accountalgitititransparencyn empoweliingthe
citizens.Madhya Pradesh became the first state Indiato introduce the Public Service
Guarantee Act in August 2010. It motivated the other states to pass thatahBihar became
the second stateand the State of Haryana became thé"16 pass this ActThe Statewise

timeline of enactment of theAct is given below iTablel.1

Table 1.1Enactment of Right to Service Acts Across Various States of {Adid@meline

I\Slcr)-. State Title of the Act Er?;c:temogn t
Madhya Pradesh Lok Sewaon ke Pradan Ki Guarantee
1 | Madhya Pradesh | , dhin)i/yam,2010 18-Aug10
2 | Uttar Pradesh Uttar Pradesh Janhit Guarantee Act, 2011 13-Janll
3 | Jammu & Kashmil The Jammu and Kashmir Public Service Guarantee Act,| 13-Apr-11
. Delhi (Right of Citizen to Time Bound Delivery of Service|
4 | Delhi At 2(()1,3 y 28-Apr-11
5 | Bihar Bihar Right to Public Services Act, 2011 15Augl1
6 | Rajasthan Rajasthan Public Service Guarantee Act, 2011 21-Sepll
7 | Uttarakhand The Uttarakhand Right to Service Act, 2011 04-Oct-11
8 | Himachal Pradesl Himachal Pradesh Publervice Guarantee Act, 2011 17-Oct-11
9 | Punjab The Punjab Right to Service Act, 2011 20-Oct11

1



ST State Title of the Act PelSG
No. Enactment
10 | Jharkhand Right to Service Act, 2011 15-Now11
11 | Chhattisgarh Chhattisgarh Lok Seva Guarantee Bill, 2011 12-Decll
The KarnatakéRight of Citizens to Time Bound Delivery @
12 | Kamataka Services) Bill, 2011 (SAKALA) 02-Apr-12
13 | Kerala The Kerala State Right to Service Act, 2012 27-July12
14 | Odisha Odisha Right to Public Services Act, 2012 06-Sepl2
15 | Gujarat Gujarat (Right o€itizens to Public Services) Act, 2013 01-Apr-13
16 | Assam Assam Right to Public Service Act, 2012 29-Mar-12
17 | West Bengal West Bengal Right to Public Services Bill, 2013 27-Sepl3
Goa (Right of Citizens to Time Bound Delivei§esfices)
18 | Goa Act, 2013 02-May-13
19 | Haryana Right to Service Act, 2014 26-Mar-14
20 | Maharashtra The Public Service Guarantee Act, 2015 28-Apr-15
21 | Mizoram The Mizoram Right to Public Services Act, 2015 25-Mar-15
22 é::g:grr:al ArunachaPradesh Right to Public Services Act, 2016 28-Apr-16
23 | Chandigarh Chandigarh Right to Service Act, 2017 14-Augl7
24 | Andhra Pradesh ggf?ra Pradesh Public Services Delivery Guarantee Act 18:0ct17
25 | Meghalaya The Meghalaya Right to Pub8ervices Act, 2020 20-Now20
26 | Tripura The Tripura Guaranteed Services to Citizens Rules, 202( 04-Dec20
27 | Manipur The Manipur Public Services Delivery Guarantee Act, 20| 25Feb21
Lakshadweep (Right to Public Services)
28 | Lakshadweep Regulation, 2022 19-Sep22
29 | Sikkim Sikkim Public Services Delivery (Right to Service) Act, 2( 2022
NagalangTamil NaduTelanganaAndaman and Nicobar Islandadra and Nagatavel; | Not Enacted
Daman and DidLadakh andPuducherry Yet

| F NBFY Il wA3IKG G2 {SNBAOS ! OG0 wun

The government of Haryana State promulgated fisonDecember 19, 2013, and the state
assembly passed bn March 20, 2014. Thenajor objectiveof this Act is to assume
accountability, transparency and delivery of deevto eligible persons within a stipulated
time by the various departments of the state government of Haryana.Athelearly states

that once aneligible persorsubmitsthe application inthe prescribed format along with the
document required through th informed channelghe concerned department's Designated
Officers (DG mustaccept or reject the application. If the DOs accept the applications, they
have to provide the acknowledgement to the person and provide the services within a
stipulated time. h case ofpplication rejectionthey mustrecord the reasoror the rejection

to the applicant. If the DO fails to provide the services within a stipulated, tiés liable to
facedisciplinary action or penalty. Besides, tAid empowers the citizens/applicants to file

an appeal before the concerned Appellate Authorities for Grievance Redressal in written form

or through Auto Appeal.
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The main features of the Haryana Right to Service Act, 2014 are given below:

1. Empower Citizens:
ThisAct empowes the citizens of the state to select the service for which they are
eligible so that they avaihemselves othe benefit of the scheme/swice

2. Stipulated Time:
The ime for every service is fixed under thist, and DOs of the concerned
department mustprovide the service within that time.

3. Responsibility & Accountability:
The designated officer is responsible for providihg services within the stipulated
time. In failing to do so, the concerned officgasheld accountable for the delay.

4. Penalty:
Under the Haryana Right to Serviéet, there isa provision to penalize or take
disciplinary action if the designated offisefailto provide the services withithe
stipulated time.

5. Grievance Redressal Mechanism:
Thegrievance redressal mechanism under the Haryana Right to Service Act is clearly
defined First and Second Grievance Redressal Authoritiee haenempowered to
address the grievanesof the eligiblepersons

6. Revision:
Under sectiornl0 of the Act, a provision for revising the applicatiavill be submitted
to the Haryana Right to Service Commission.

7. Suomoto Notice:
This Act empowers the commission to tee-moto notices in such casavhere the
applications/appeals are not decided by the D.O/ FGRA/ SGRA. Wigstipulated
time, there isan unreasonable delay ithe disposal of applications/ appeals. If any
labour in this regardsfound, the commission can takappropriate action.

8. Record Management:
ThisAct has clearly described the format under which the record has to be maintained.

The format for record management is given in form 4A.



Form A
[See rule 4 (1)]
Record to be maintained by Designatéifficer

Serial Name of the Type of Date of Date of Remarks (Service providieor
Number Applicant service Receipt of | disposal of application rejected with
applied Application | Application reasons)
l.h!'¢ 1w, ! b{O9w+tDNI @ fLhaalL{{Lhby

The Haryana Right to Service Commission (management) Regulation comes into force with
effect from 20.10.2015. The state government has constituted Haryana Right to Service

Commission for the purpose of thigt.

CSI (dzNBa NeBF VUFK SvA 3KG G2 { SNIBWAOS [/ 2YYAaaArzy

t 2SN YR CdzyOa2y 2F [/ 2YYAAaA2YyY

To ensure the proper implementation of thact, it is the main duty of the commission.

Further, the Commission can suggebetter delivery of services to the Haryana Government
by instrwcting the officers to inspect the offices for better delivery of serviceshe
Gommission can recommend to the state government forergjineering of services and
additional services unde®ection 3. It can also suggesitodifyingthe notification for better

implementation of theAct.

To gauge the performance of the present HaryanaRmService Commissipane can have

a glance at th@able given below:

Table 12 Haryana Right to Service Commissi@tatus of notices (Department wise)

. . Show
S, Department Suo Interim e Filed Pl Cause | Total
No. Moto Order order Imposed .
Notice
Haryana Shhri
1 Vikas Pradhikaran 55 35 44 29 12 1 176
2. Power 69 18 63 55 7 212
3. Urban Local Bodieg 83 10 80 61 20 254
4 Industries & 8 4 12 9 33
Commerce
5 Finance 1 - 1 1 3
Micro, Small &
6. Medium 4 2 4 3 1 14
Enterprises
7. Home 28 8 20 12 9 7
8. Labour 9 4 9 7 29




: . Show
S Department Suo Interim L] Filed PR Cause | Total
No. Moto Order order Imposed .
Notice
9. Transport 16 6 9 15 46
10. | Mines & Geology 3 - 3 3 9
11. | Health 10 5 9 7 2 33
12. Town .& Country 1 1 1 1 4
Planning
Haryana State
13. | Agriculture & 3 3 3 3 12
Marketing Board
Public Health &
14. | Engineering 10 2 9 8 1 30
Department
15, | Welfare of SCs& | o 1 24 19 4 5 78
BCs
16. | Revenue 17 - 10 9 3 39
17. | Food & Drug 1 - 1 1 3
18. Women & Child 1 1 1 1 4
Development
19. | Cooperation 12 - 10 10 32
Haryana State
20. Industrial 5 i 5 5 6
Development
Corporation
21. | Forest 25 15 23 19 6 88
22. | Food & Supplies 9 7 10 6 4 36
o3, | Sainik & Ardh 15 4 13 12 1 45
Sainik
o4 Social Justice & 3 i 3 3 9
Empowerment
25. | Agriculture 2 - 2 1 5
26. | Excise & Taxation 4 4 4 4 16
27. | Employment 5 - 5 3 2 15
o8, Public Works 1 1 2
Department
29. | AnimalHusbandry 1 1
30. | Fisheries 0
Total 423 131 375 304 72 6 1311
Source: Haryana Right to Service Commis@itips://haryanartsc.gov.in).

a) SucMoto by Commission:

A total of 423 Suo moto are taken by tf@mmission from 2022023 against the 30
departments.The hghest number of suonoto (83) was against thBepartment of
Urban Local Bodies, followed the Department ofPower(69), Haryana Siri Vikas
Pradhikaran (HSVP) (55), Department of H¢28, Depament of Welfare of SCs &
BCs (25) and only orf&io-moto action taken by the commission on the following

departments as Department of Finance, Department of Town & Country Planning,



b)

Department of Food and Drug Administration, Department of Women & Child
Development, Public Works Department and Department of Animal Husbandry.
Interim orders issued by the Commission:

Another power of the commission is to issaeInterim order f the commission finds

any delay in the service deliverJheinterim order can b issued to the concerned
designated officer and ask him to state their reasonstiierdelay. The ommission
issued the highest interim order to the Department of HaryanaeBh Vikas
Pradhikaran (HSVR)e. (35) in numberfollowed bythe Department ofPower 18,
Department of Forest (15), and Urban Local Bodies (10). No interim order was issued
to the various departments such dke Department of Finance, Department of
Revenue, Food and Drug Administration, Department of Social Justice &
Empowerment, Department of Agriculture, Haryana Industrial Development
Cooperation, Department of Employment and Department of Animal Husbandry.
Penalty:

Haryana Right to Service Commission finding the delay in delivery of services,
decided to imposehe penaltyon the designated officer of the concerned service of
the department. During the period years 202023,the highest number of penalties
were imposed on various designated officers in the Department of Urban Local Bodies
i.e., (20) followed byASVP (12) times, Department of Hometi{@gs and Department

of Power (7) timesTheCommission imposed at least a ofiene penaltyduring the
period, as mentioned earlietp the designated officers of thBepartment of Micro
Small & Medium EnterprisesuBlic Health and Engineering Department (PHEP), and
Department of Agriculture. Howevet3 departments are such whetiee commission

imposed no penaltpetween 2021 an@023.



Table 1.3List of Services Undehe Haryana Right to Service Act

. Scheme/ Time . ' . .
S. No Department Servics Service Period Designated Officer Appellate Authority | Appellate Authority 11
Building and FinancialAssistance for Education ¢
L Cor(\)sttkrlj(r:tion ahl?ilgrg\ljvwg registered  worker Scheme 90 Davs Concerned Deputy Joint Secretary| Labour = Commissionerum:
Workers (BOCW) y Director HBOCWW Board Secretary, HBOCWW Board
2 Kanyadaan SchemelBOCWWB
Board
Haryana Labour | 20 RN Caghters. o Deputy _ Labour
3 Welfare Board . 9 Scheme 90 days Labour welfare Officer | Commissioner Welfare Commissioner
worker'sHaryana Labour Welfart
(HLWB) (Welfare)
Board
4 HaryanaShehri | OCCertificate/Completion Certificatg . 5/8 days ) .- -
5 Vikas Pradhikaran| ReAllotment Letier Service 4 days Estate Officer Zonal Administrator Administrator HQ
Injury / Death where applicatior
6 Haryana State | submitted after 2 months ofccident
Agricultural but no FSL report is required Concerned Secretary
Marketing Injury / Death where applicatior Scheme 60 days cum-Executive Officer DMEO ZMEO
7 Board(HSAMB) | submitted within 2 months of
accident but no FSkeport is required
Application  For  Issuance 1. Registrar/ Sub Registrd
8 Health Services Birth/Death/NontAvailability (Births and Deaths] District Registrar Birthg
Certificate (NAC) Service 30 days 2. Additional Districtf & Deaths cum-Civil | Deputy Commissioner
Department —— - - . .
9 Application for Inclusion of Chill Registrar  (Births ang¢ Surgeon
Name in Birth Record Deaths)
. Filing of mandatory annual return
Industries and u/s 50(1) of the Haryana Registratic
10 Commerce . yana Reg Service 30 days District Registrar State Registrar Registrar General
Department and Regulation of Societies Act, 20
P (Act 1 of 2012)
Deputy Superintendeni{ Superintendent of
11 Police Character Certificate Service 21 days Sub Inspector, Security of _Pc_)hce/As,c,lste_mt Pol!ce/Deputy Comm!ss!onerc
Department Commissioner of Policd Police/Deputy Commissioner g
Headquarters Police, HQ
12 Billing Complaints 7 days Commercial Assistan
(CA)
Uttar Haryana Bijli Within 7
Vitran Nigam Meter Complaint ¢ Replace| Service days of its SDO (OP) XEN (OP)
13 UHBVN slow/fast/meters/Creeping or stuch being JE [In charge]
meters established
on checking
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. Scheme/ Time . ' . .
S. No Department Services Service Period Designated Officer Appellate Authority | Appellate Authority 11
Billing Complaints 7 days Commercial Assistan
(CA)
Dakshin Haryana Within 7
Bijli Vitran Nigam | Meter Complaint ¢ Replace| Service days of its SDO (OP) XEN (OP)
DHBVN slow/fast/meters/Creeping or stuch being JE [In charge]
meters established
on checking
Public Health And . . Concerned Sub Division{ Concerned Executivi Concerned Superintendin
14 EngineeringPHED Water Leakage/ Over Flow Pipes Service 7 days Engineer of PHED Engineer of PHED Engineer of PHED
15 Revenue & Resident Certificate 7 days
Disaster Income Certificate (for Educatio| Service Tehsildar of the| SDM of the concerneq Deputy Commissioner of th
16 Management 15 days concerned Suiivision SubDivision Concerned District
Purpose)
Department
Social Justice and D'S.mCt Social - Welfarq Addl - Deputy Deputy Commissioner of th
17 Old Age Samman Allowance Scheme 60 Days officer of the concerned Commissioner of o
Empowerment L S Concerned District
District concerned District
Sub Divisional Office]
Transport Registration of notiransport . (C|V|I)c_um Reglsterlng Addltlo_na! Deputy Deputy  Commissioner 0
18 . Service 18 days Authority/Regional Commissioner of I
Department vehicles through dealeRLA . - concerned District
Transport Authority off concerned District
concerned authority
Joint Commissioner i
. | case of Municipal Commissioner in the caseq
Secretary/ Executive - L .
. . . .| Corporation. Municipal Corporation.
Change of Owner/Occupier i Officer/ Zonal Taxatio e ' A L
Urban Local . . . - Sub Divisional Office| District Municipal
19 . Property Tax Register (Except Service 15 Days Officer in case ol - S
Bodies - . (C) of the Sub Divisio| Commissioner of  Distric
death case) Municipal Corporation/ . . -
. . concerned in case o concerned in case of Municipé
Committee/ Council - . . .
Municipal Committee| Committee and Council
and Council
20 Welfare of SCs Dr. Ambedkar Medhavi Chattar Yojf 45days D|§tr|ct Social Welfare Addltlo_na! Deputy Deputy Commissioner ofhe
- . Scheme officer of the concerned Commissioner of I
21 And BCs Mukhya Mantri Vivah Shagun Yojng 30 days A - concerned District
District concerned District
Women and Child _ . . .
22 Development Aapki Beti Hamari Beti Scheme 30 days D'S.t rict Programme Deputy Director Jqlnt Director/Additional
Officer Director

Department
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To know the effective implementation of the Haryana Right to Service Act, 2014, while
comparing it with other states, the Haryana Right to Service Commission decided to get it
evaluated. However, the Haryana Right to Service Commission assigned thigosthdy
Institute for Development and Communication (IDC), Chandigarh, concerning the 24 selected
services/schemedhe list of the services/schemes for evaluatiomentioned in Tabld.3.
ho2aS0Oe@Sa 2F GKS {GdzRe
1 Assessing the Effectiveness of tReiblic Service Delivery Process, Grievance Redressal
Mechanism, and Auto Appeal System implemented under the Right to Service Act;

1 Identifying and Analyzing Key Concerns and Deficiencies within the Service Delivery
Portal.

1 To measure the extent of awarerss and provisions of the Right to Service Act among
service providers and citizens (service seekers, 13@nvice seekers, beneficiaries, non
beneficiaries;

1 To assess the citizen's satisfaction level and identify challenges encountered by service
providersand issues faced by service seekers in accessing the services;

1 To perform an Interstate comparative analysis of the implementation of the Right to
Service Legislation and the timgeries analysis of the services.

{021 2F GKS {ddzRe

The study providginsights into the effectiveness of the Public Service Delivery Process,
Grievance Redressal Mechanism and Auto Appeal System implemented under the Right to
Service Act. This assessment reséait these mechanisms are functioning as intengaad

the only shatcomings in their operatiorare a lack of awareness among people regarding

measures like autappeal

The studyidentified and analgedkey concerns and deficiencies within the Service Delivery
Portal. This informatiohaspinpointed areas that require irprovement or reform within the
service delivery systernithe studyalsomeasuresthe extent of awareness and understanding
of the Right to Service Act among service providers and citizens (service seekessnnoa
seekers, beneficiariegnd non-beneficiaries)lt is helpful to determinethe knowledge gap
and examine furtherhow the Act's provisions areffectively communicated to the relevant

parties.

The study asseed citizens' satisfaction levelconcerningthe services provided under the

Right to Service Act. It also idergd challengesservice providers encounter and issues



service seekers fac&hen accessingservices. This informatiohas highlighed the areas
where improvements are neededvhich could be further utilized to enhancleet capability

of these adopted measures for an effective and efficient service delivery to citizens.

wSaSI NOK aStK2R2f 238
Universe Othe Study: DepartmemiWise Selected Services/Schemes

The Haryana Right to Service Commission assigned 22 services/schemes of 15 departments
for evaluation. Notably, two specific services, nam&Billing Complaints and "Meter
ComplaintsReplace slow/fast/meters/creeping or stuck metérare provided by'Dakshin
Haryana Bijli Vitran NigasBHBVN and "Uttar Haryana Bijli Vitran NigatHBVN within

their respective districts in Dakshin and Uttar Haryana. As a result, the scope of the study

expanded to encompass 16 departments and 24 services for evaluation.

Table 1.4Departments wise list of selected services and schemes under study

Building and Other Construction Kanyadaan SchemelBOCWWB

Workers (BOCW) Board Financial Assistance for Education of ChildreRexistered worker
HBOCWWB

Dakshin Haryana Bijli Vitran Nigam | Billing Complaints

DHBVN Meter Complaink; Replace slow/fast/meters/Creeping or stuck meters

Uttar Haryana Bijli Vitran Nigam Billing Complaints

UHBVN Meter Complaink; Replaceslow/fast/meters/Creeping or stuck meters

Haryana Labour Welfare Board Financial Assistance in marriage of women workers or daughters of werk

(HLWB) Haryana Labour Welfare Board

HaryanaShehriVikas Pradhikaran OC Certificate/Completion Certificate
ReAllotment Letter

Haryana State Agricultural Marketing | Injury / Death where application submitted within 2 months of accident bu
Board(HSAMB) no FSL report is required

Injury / Death where application submitted after 2 months of accident but
FSL report is required

Health Services Department Application for Inclusion of Child Name in Birth Record
Application For Issuance of Birth/Death/Néwailability Certificate (NAC)

Industries and Commerce Departmen Filing of mandatory annuaéturns u/s 50(1) of the Haryana Registration an
Regulation of Societies Act, 2012 (Act 1 of 2012)

Police Department Character Certificate
Public Health And Engineerif@HED | Water Leakage/ Over Flow Pipes
Revenue & Disaster Management Resident Certificate

Department Income Certificate (for Education Purpose)
Social Justice And Empowerment Old Age Samman Allowance
Transport Department Registration of NoiTransport Vehicles through DealRtLA
Urban Local Bodies Change obwner/Occupier in Property Tax Register (Except in death case
Welfare of SCs And BCs Dr. Ambedkar Medhavi Chattar Yojna
Mukhya Mantri Vivah Shagun Yojna
Women and Child Development Aapki Beti Hamari Beti
Department
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Secondary information and data were sourced from th&NTYODAYSARAL Portal
[https://status.saralharyana.nic.in/dashboard/home.a$pwhile primary data was gathered

through surveys.

Secondary Data Sources

The secondary data used in this study was olgdiftom theAntyodayaSaral Portal Officials

from the Haryana Right to Service Commission granted the research team a dummy login ID
to facilitate data retrieval from the portal. Two types of reports were generated from this
portal for analysis. The firseport, the"RTS Comprehensive Repdriyas generated using

the "RTS Comprehensive LeaderBoatdb. The second report, called tH®etailed Service

Level Report, was generated through th&Detailed Service Repdrtab.

The"RTS Comprehensive Repdrigrovide information on the current status of application
disposal. These reports can be generated for a specific date, etheually selected past or
current. District, department, and serviegpecific "RTS Comprehensive Repdrtsvere

generated with a cutff date of July 31, 2023.

The"Detailed Service Level Repottsontain individual application records. For 23 out of 24
services and schemes, montipetailed Service Level Repottaere generated for January
2023, covering the period from January 1, 2023, to January 31, 2023. This standardization of
the reporting period allows for meaningful comparisons of application disposal across

services and schemes.

In the case of theMukhyaMantri Vivah Shagun Yojriescheme, a report for December 2022

had to be generated because no records were available for January 2023.

Primary Data
Sample Units
General Public:

1 Applicants/Beneficiaries
1 NonBeneficiaries

Government OfficialsGeneral staff, Designated Officers, Officials acting as First Grievance

Redressal Authority and Second Grievance Redressal Authority



Sampling Methodology and Sample Size

General Public: Applicants/Beneficiaries

Information regarding the applicants/befieiaries of all 24 schemes was extracted from the
"Detailed Service Level Reportgenerated on a service/scheme basis for ume 30, 2023
cutoff. Applicants/Beneficiaries from various districts were randomly selected from these
reports, and 150 applants/beneficiaries from each service/scheme were contacted by
phone. TheTable below shows the service/schemase numbers of applicants/beneficiaries
who responded to the investigatdrmquiries, with the total reaching 2,386

Table 15 Service/Schemavise Distribution of Applicants/Beneficiaries

Financial Assistance for Education of Children of Registered widB@CWWB 114
Kanyadaan SchemelBOCWWB 115
Financial Assistance in Marriage of Wonveorker or daughters of work&rHaryana Labour Welfare 118
Board

Occupancy Certificate/Completion Certificate 113
ReAllotment Letter 108
Injury / Death where application submitted after 2 months of accident but no FSL report is required 70
Injury / Death where application submitted within 2 months of accident but no FSL report is required 60
Application For Issuance of Birth/Death/Néwailability Certificate (NAC) 110
Application for Inclusion of Child Name in Birth Record 113

Filing ofmandatory annual returns u/s 50(1) of the Haryana Registration and Regulation of Societieg 82
2012 (Act 1 of

Character Certificate 128
Billing Complaints 109
Meter Complaint Replace slow/fast/meters/Creeping or stuck meters 106
WaterLeakage/ Over Flow Pipes 106
Resident Certificate 105
Income Certificate (for Education Purposes) 116
Old Age Samman Allowance 107
Registration of NoiTransport Vehicles through DealRt A 111
Change of Owner/Occupier in Property Tax Reg{&rcept in death case) 104
Dr. Ambedkar Medhavi Chattar Yojna 122
Mukhya Mantri Vivah Shagun Yojna 140
Aapki Beti Hamari Beti 129
Total 2386

Table 16 Locationwise Distribution of Applicants/Beneficiaries

Location Frequency Percent
Rural 1293 54.2
Urban 1093 45.8
Total 2386 100.0
Table 17 Genderwise Distribution of Applicants/Beneficiaries
Gender Frequency Percent
Male 1372 57.5
Female 1014 42.5
Total 2386 100.0
Table 18 Religionwise Distribution of Applicants/Beneficiaries
Religion Frequency Percent
Hindu 2151 90.2
Sikh 107 4.5
Muslim 128 5.4
Total 2386 100.0
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Table 19 Castewise Distribution of Applicants/Beneficiaries

Caste Frequency Percent
SC 612 25.6
ST 6 0.3
OBC 615 25.8
General 671 28.1
Donot want to disclose 482 20.2
Total 2386 100.0

Table 110 District-wise Distribution of Applicants/Beneficiaries

District Frequency Percent
Ambala 113 4.7
Bhiwani 118 4.9
Charkhi Dadri 114 4.8
Faridabad 110 4.6
Fatehabad 122 5.1
Gurgaon 107 4.5
Hisar 112 4.7
Jhajjar 104 4.4
Jind 109 4.6
Kaithal 107 4.5
Karnal 113 4.7
Kurukshetra 104 4.4
Mahendragarh 93 3.9
Nuh 82 3.4
Palwal 105 4.4
Panchkula 121 5.1
Panipat 111 4.7
Rewari 109 4.6
Rohtak 113 4.7
Sirsa 109 4.6
Sonipat 109 4.6
Yamunanagar 101 4.2
Total 2386 100.0

General Public: NotBeneficiaries
The sample size for the general public Amneficiaries was determined using the following
formula, resulting in an initial sample size of 6edwever, from each distri¢b0 citizens were

interviewedby the teams of investigatorsotalling 1,100 individuals.

n (Sample Size)

Z value P is the expected (1-p) Population Error

prevalence Size term

AT 99 9%onfidencelevel | . 5/ | | 5
z | P q P e

Sample Size 663.56

25351462*

*Population of Haryana as per census 2011 from Statistical Abstract of Haryana-2020
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According to the Statistical Abstract of Harya2@21,the rural and uban population as per

the 2011 census was 65.12 and 34&8pectively and the sample is also representative.

Table 111 Locationwise Distribution ofGeneral Public (bn-Beneficiarie$

Location Frequency  Percent

Rural 744 67.6
Urban 356 32.4
Total 1100 100.0
Table 112 Genderwise Distribution ofGeneral Public (Nn-Beneficiarie$
Gender Frequency Per cent
Male 585 53.2
Female 515 46.8
Total 1100 100.0

Table 113 Religionwise Distribution ofGeneral Public (Bn-Beneficiarie$

Religion Frequency Per cent
Hindu 957 87.0
Sikh 80 7.3
Muslim 63 5.7
Total 1100 100.0
Table 114 Castewise Distribution ofGeneral Public (hNn-Beneficiarie$

Category Frequency Per cent
SC 133 12.1
ST 5 0.5
OBC 149 13.5
General 292 26.5
Not Disclosed* 521 47.4
Total 1100 100.0

1  Many citizens did not disclose their caste

Table 115 Education levelwise Distribution ofGeneral Public (bn-Beneficiarie$

Qualification Frequency Per cent
llliterate 45 4.1
Below Primary 43 3.9
Primary 54 4.9
Middle 86 7.8
Matric 171 15.5
Sen. Sec. 225 20.5
ITI/Diploma 39 35
Graduate 201 18.3
Post-Graduate 154 14.0
Professional 27 2.5
M.Phil./Ph.D. 55 5.0
Total 1100 100.0

Government Officials

Feedback fronofficials was gathered using a twwonged approach. On one front, a Google
Form link was distributed to all the departments under examinatmbe filled by theofficials

at the districts and headquarters leveleneral staffandstaff designated undethe HRTS Act
as DOs, FGRAm)d SGRAS, posted throughout HaryaBanultaneously, seven out of the 22
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districts were chosen, and survey teams conductegdrson interviews with the officials.
The following are the seven districts where the field surveg w@nducted.

Karnal
Panipat
Fatehabad
Sirsa
Yamunanagar
Rewari
Panchkula

=4 =4 -8 48 -8 -4 -9

Responses from 266 officials were compiled.

Table 116 Departmentwise Distribution of Officials

Building and Other Construction Workers (BOCW) Board 3.4
Haryana Labour Welfare Board (HLWB) 12 4.5
Haryana Shehri Vikas Pradhikaran 10 3.8
Haryana State Agricultural Marketing Board(HSAMB) 13 4.9
Health Services Department 21 7.9
Industries and Commerce Department 14 5.3
Police Department 56 21.1
Public Health And Engineering Department-PHED 17 6.4
Revenue & Disaster Management Department 16 6.0
Social Justice and Empowerment 13 4.9
Transport Department 8 3.0
Urban Local Bodies 11 4.1
Welfare of SCs And BCs 25 9.4
Women and Child Development Department 19 7.1
Uttar Haryana Bijli Vitran Nigam-UHBVN 12 45
Dakshin Haryana Bijli Vitran Nigam-DHBVN 10 3.8
Total 266 100.0

Table 117 Categorywise Distribution of Officials

Authority/ Staff Frequency Per cent
Staff 137 51.5
DO 80 30.1
FGRA 34 12.8
SGRA 15 5.6
Total 266 100.0

SurveyTechniques and Tools
Sample Unit Survey Techniques Survey Tool

General Public: 1 Telephonic interviewy Semistructured Schedule
1 Applicants/Beneficiarie:
General Public: 1 Field survey Semistructured Schedule

9 NonBeneficiaries
Government Officials

Field survey Semistructured Schedule
Discussions
Google forms

= =4 =




1
SERVICE DELIVERY ANAXYEISNTERSTATE
COMPARISON BASED ON SECONDARY DATA

[ SOUPSNIAL®S 5SSt AGSNE ! yIfe&aAa

The secondary data for this study was sourced from the Antyc&ayal Portal. The Haryana

Right to Service Commission officials granted the research team a dummyOdgifatilitate
data retrieval from the portal. Two types of reports were generated from this portal for
analysis purposes. The first report, titled tlBTS Comprehensive Repdrtyas generated
using thedRTS Comprehensive LeaderBaoatdb. The second report, théDetailed Service

Level Report was generated through théDetailed Service Repattab.

Analysis of Performance in Terms &fejection, Completion of Applicatio

2 AGKAY we¢{ YR hdziaARS we¢{ FnRIy20a

ThedRTS Comprehensive LeaderBoatdb enables users to generafRTS Comprehensive

Reportg based on districts, departments, and services. These reports detdddtfermance
Level andStatus of Applications submitted by citizens to avabf various services and
schemes offered by different Haryana Government departments and notified under the
Haryana Right to Service Act. TRTS Comprehensive LeaderBoatdb allows users to
generate reports up to a specifiefio DateCwhich can be th current date or any previous
date. For the purpose of this analysise data cutoff date was set as July 31, 20Zhis
report has information for 45 listed government departments of Haryana and 549 notified

services.
This report includes information offiour key categories:

G { O 2 TS ghots the recent performance in the disposal of the applications based on the
current pendency outside the RTS timeline and disposal in theheest to sixmonths as of

the report generation date.

o0Application Currently Underway: This category provides information on the total number
of applications that are currently in progress or under consideration by the government

departments.
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O0Applications Received & Completed Recently [j.i| the lastthree to sixmonths]é: This
category provides data on the total number of applications received and processed by the

government departments within the pa#itree to sixmonths.

0Application Received & Completed TofalThis category offers data on the total number of

applications received and completed by the government departments.

Under the categories 6Application Currently Underwad, GApplications Received &
Completed Recently [i.e. in the laghree to sixY 2 y (i KadBokpplication Received &
Completed Totad, there are subcategories variables that are listed in the following table.
The values for these variables represent tb&al number of applicationsfalling into each
category for a specific district, government department or servi#é€TS Comprehensive
Report¢ the statuses related to pendency or disposal, sucidishin RTS or 6Outside RTS,

are determined by a system algorithm

In summary, th&RTS Comprehensive LeaderBoaah the AntyodayeSaral Portal is a tool
for generating reports that provide detaileadformation on the recent performance, status

of applications and services provided by government departments in Haryana, with a focus

on the number of applications in various stages of processing.

Heads Variable Explanation

Score Depictsdepartment and servicavise recent performance as on the cutoff date f
which the comprehensive report was generated based onthe last3Y 2 y (i K &
and pendency.

Application Total Total applications are underway astbé cutoff date for which the comprehensive

Currently Underway report was generated.

Underway Within RTS Applications are underway within the RTS timeline as of the cutoff date for whicl
comprehensive report was generated.

Outside RTS | Applications are underway outside the RTS timeline as of the cutoff date for whi
the comprehensive report was geneeat

Applications | Total Total applications completed recenfye., in the last 36 months]from the cutoff
Received & Completed date for which the comprehensive report was generated

Completed Completed Total applications completed recently within the RTS timdjitree, in the last 36
Recently [i.e., | Within RTS months] from the cutoff date for which the comprehensive report was generated
in the last 36 | Completed Total applications completed recently outside the RTS timéiiag in the last 36
months] Outside RTS | months]from the cutoff date for which the comprehensive report was generated

Rejected Total applications rejected recentfiye., in the last 36 months]from the cutdf date
for which the comprehensive report was generated

Applications | Total Total applications for services received till the cutoff date for which the
Received & Received comprehensive report was generated

Completed Total Totalapplications for services completed till the cutoff date for which the
Total Completed comprehensive report was generated

Completed Total applications for services complete within the RTS timeline till the cutoff dat]

Within RTS for which the comprehensive report wasrggated

Completed Total applications for services completed outside the RTS timeline till the cutoff

Outside RTS | for which the comprehensive report was generated

Rejected Total applications for services rejected till the cutoff date for whichcibiprehensive
report was generated
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Among the 549 services offered by 45 different departments listed on the portal, the Haryana
Right to Service Commission singled out 22 services for evaluation. Notably, two specific
services, namely "Biling Complaints® and "Meter  ComplaintsReplace
slow/fast/meters/creeping or stuck meters,'are provided byDakshin Haryana Bijli Vitran
NigamDHBVN"and "Uttar Haryana Bijli Vitran NigarUHBVN"within their respective
districts in Dakshin and Uttar Haryana. &gesult, the scope of the study expanded to

encompasd 6 departmentsand24 servicegor evaluation.

Table 2.1Departments wise list of selected services and schemes under study

Building and Other Constructiod/orkers Kanyadaan SchemelBOCWWB
(BOCW) Board Financial Assistance for Education of Children of Registered work
HBOCWWB

Dakshin Haryana Bijli Vitran NigaDHBVN | Billing Complaints
Meter Complaink; Replaceslow/fast/meters/Creeping or stuck

meters
Uttar Haryana Bijli Vitran NigaryHBVN Billing Complaints
Meter Complaint; Replace slow/fast/meters/Creeping or stuck
meters
Haryana Labour Welfare Board (HLWB) Financial Assistance in marriage of womerkers or daughters of
workersHaryana Labour Welfare Board
HaryanaShehriVikas Pradhikaran OC Certificate/Completion Certificate
ReAllotment Letter
Haryana State Agricultural Marketing Injury / Death where applicatiosubmitted within 2 months of
Board(HSAMB) accident but no FSL report is required

Injury / Death where application submitted after 2 months of
accident but no FSL report is required

Health Services Department Application for Inclusion of Child Name in BiRbcord
Application For Issuance of Birth/Death/Néwailability Certificate
(NAC)

Industries and Commerce Department Filing of mandatory annual returns u/s 50(1) of the Haryana
Registration and Regulation of Societies Act, 2012 (Act 1 of 2012

Police Department Character Certificate

Public Health And EngineeriAlgHED Water Leakage/ Over Flow Pipes

Revenue & Disaster Management Resident Certificate

Department Income Certificate (for Education Purpose)

Social Justice AnEmpowerment Old Age Samman Allowance

Transport Department Registration of NoiTransport Vehicles through DealRt A

Urban Local Bodies Change of Owner/Occupier in Property Tax Register (Except in dt
case)

Welfare of SCs And BCs Dr. Ambedkar Medhavi Chattar Yojna

Mukhya Mantri Vivah Shagun Yojna
Women and Child Development Departmen| Aapki Beti Hamari Beti

a{/ hwoé¢yY t9wChwa!b/9 ! wL! . [9

The RTS Comprehensive Reports has one variablg, O 2 B&sitiés a particular
ASNIAOSKAOKSYSs (GKS @t dzS 27F (récsnt(dthdBst3o t S
to 6 months) performance in delivering or distributing that service. The scoedcislated by

multiplying 10 by the ratio oRecently Completed Applications within RB8er the sum of
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Applications Completed Recentland Application Currently Pending Outside RTEhe
variabled{ O2 NBX ¢ OFly KI @S yé @FftdzS TNRY [ SNB (2

ACHHHIAT TS T B HH T "HAT 1R
AT CHET T T CIRITHRER AT BT L CEMT T HEHE CEINET THTL R AHAH

Score=

Departmentwise Compa 2y 2F & { O2 NB ¢

Each department was assigned a rank based oriitbeO 2 AN¥geE score indicates superior
performance in service disposal, adhering to the specified timelines under the RTS Act.
According to the report, the following ten departments achieved a perfect score of ten, thus
sharing the top rank.

Table 2.2Departmentwise Comprehensive Report
.Sald t SNF2NXAY3I 5SLINIYSYyd oFasSR
[To Date 31 July 2023] Report Generated on 8 August 2023

Employment Department

Fisheries Department

Directorate of Information, Public Relations & Languages

Haryana Forest Department
Haryana Labour Welfare Board (HLWB)

Haryana Women Development Corporation

Labour Department

Police Department

Printing And Stationery Department

Women and Child Development Department

In this research, 24 serviceHered by 16 different departments were examined. Remarkably,
three of these departmentsthe Haryana Labour Welfare Board (HLWB), the Police
Department, and the Women and Child Development Departmeaiso achieved a perfect

score of 10, underscoring thezfficient performance (See Report 1 in the Annexure).

{ SNBAOS&a IyR { OKSYSa oM &eBicds2 YL NAaz2y h

An analysis of the "RTS Comprehensive Report" for all services reveals that among the 549
services and schemes, an impressive 128 attained a perfect "Score" of 10. Among the 24
selected services and schemes scrutinized in this study, three stood out aheadg8 top
performers:"Financial Assistance in Marriage of Women Workers or Daughters of Workers"

offered by the "Haryana Labour Welfare Board (HLWB}aracter Certificate'provided by
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the "Police Department,” and th&Aapki Beti Hamari Beti'scheme d&fered by the "Women

and Child Development Department.”

However, the remaining 21 selected services and schemes did not meet the performance
expectations on the specified cutoff date and time. Seven of these services (see in the table
below) and schemes cerded the lowest performance levels, resulting in a lower "Score."

Consequently, these selected services were classified among the-p@sferming ones.

¢FofS Hdo { SNBAOS IyR {OKSYSayYy |/ RS¢ruitedIcheres 0SiisS
[out of 24 selected for study] rested in the lowest performance pool of 549 services and schemes
listed on the portal.

Rank ‘ Service/Scheme Department

271 | Registration of NoifTransport Vehicles through DealRLA Transport Department 8.8

280 | Filing ofmandatory annual returns u/s 50(1) of the Haryana Industries and Commerce| 8.6
Registration and Regulation of Societies Act, 2012 (Act 1 of 2012) | Department

298 | OC Certificate/Completion Certificate HaryanaShehriVikas 8

Pradhikaran

307 | Injury / Death where application submitted within 2 months of Haryana State Agriculturall 7.5
accident but no FSL report is required Marketing Board(HSAMB)

310 | ReAllotment Letter HaryanaShehriVikas 7.4

Pradhikaran

320 | Injury / Death where applicatiosubmitted after 2 months of accident| Haryana State Agricultural| 6.7
but no FSL report is required Marketing Board(HSAMB)

391 | Mukhya Mantri Vivah Shagun Yojna Welfare of SCs And BCs 0
Note: Rankh & 0 I & SR réspectite{tcCalt MBEr¥ices.

{ SNBAOSa +FtyR {OKSYSa ¢AasS [/ 2YLI NRA&2yand

Services/Schemes

Analysisof selectedshows that the'Financial Assistance in Marriage of Women Workers or
Daughters of Workers'scheme offered by the "Haryana Labour Welfare Board (HLWB)," the
"Application for Inclusion of Child Name in Birth Recorsgérvice from the "Health Services
Department," the"Character Certificate'service provided by the "Police Department," and
the "Aapki Beti Hamari Beti"scheme of the "Women and Child Development Department”
stood out as the most commendably delivered services or schemes within their respective
departments. This recognition was based on their exceptié8abre™ as of the specified
cutoff date and time when the comprehensive report was generat&@ke Report 2 in

Annexure)
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Table 2.4Selected Servicewise RTS Comprehensive Report
(To Date 31/07/2023 ) Report Generated oth8August 2023

Rank [Service /Scheme ‘ Departments

1 |Financial Assistance in marriage of Women Worker|Haryana Labour Welfare Board (HLWB)
daughters of Workers

1 |Application for Inclusion of Child Name in Birth Rec(Health Services Department

1 |Character Certificate Police Department

1 |AapkiBeti Hamari Beti Women and Child Development Department
2 |Resident Certificate Revenue & Disaster Management Department
2 |Dr. Ambedkar Medhavi Chattar Yojna Welfare of SCs And BCs

4 |Water Leakage/ Over Flow Pipes Public Health An&ngineeringPHED

5 |Application For Issuance of Birth/Death/Non Health Services Department

Availability Certificate (NAC)
5 |Change of Owner/Occupier in Property Tax RegistelUrban Local Bodies
(Except in death case)
6 |Mukhya Mantri Vivah Shagufojna Welfare of SCs And BCs

7 |Injury / Death where application submitted within 2 |Haryana State Agricultural Marketing Board(HSAMB)
months of accident but no FSL report is required
8 |OC Certificate/Completion Certificate HaryanaShehriVikasPradhikaran

8 |Injury / Death where application submitted after 2 |Haryana State Agricultural Marketing Board(HSAMB)
months of accident but no FSL report is required

8 [Old Age Samman Allowance Social Justice And Empowerment

10 |KanyadaarschemeHBOCWWB Building and Other Construction Workers (BOCW) B
11 |Billing Complaints Dakshin Haryana Bijli Vitran NigéditHBVN

11 |ReAllotment Letter HaryanaShehriVikas Pradhikaran

11 |Filing of mandatory annual returns u/s 50(1) of the |Industries and Commerce Department
Haryana Registration and Regulation of Societies A
2012 (Act 1 of 2012)

13 |Meter Complaint; Replace slow/fast/meters/Creepin Dakshin Haryana Bijli Vitran NigdhBVN
or stuck meters
13 |Income Certificate (for Eduttan Purpose) Revenue & Disaster Management Department

15 |Financial Assistance for Education of children of  |Building and Other Construction Workers (BOCW) B
registered worketHBOCWWB
17 |Billing Complaints Uttar Haryana Bijli VitraNligamtUHBVN
17 |Meter Complaint; Replace slow/fast/meters/Creepin Uttar Haryana Bijli Vitran NigatdHBVN
or stuck meters
28 |Registration of NoiTransport Vehicles through Deal{ Transport Department
RLA
Sourcehttps://login.saralharyana.nic.inAntyodaya Saral PortalThrough¢ ! . aw¢{ / 2YLINBKSY aA @S
[ SFRSNI 2 NR¢

Rank: Rank & o0 & SR 2 tfie ta §therdsétiicés widdth the same department.

The delivery and distribution performance of certain services aftermes, such as the
"Registration of NonTransport Vehicles through DealdRLA" offered by the "Transport
Department,""Meter Complaints¢ Replace slow/fast/meters/Creeping or stuck meters,"

and "Billing Complaints"provided by the "Uttar Haryana Bijli Xanh Nigam," as well as the
"Financial Assistance for Education of children of registered worklBOCWWBScheme of

the "Building and Other Construction Workers (BOCW) Board," was subpar, resulting in lower
"Scores" and correspondingly lower rankings whempared to other services within their

respective departments.
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REJECTION OF APPLICATIONS

Rejected applications are counted as part of the total completed applications, regardless of
whether they were processed within or outside the RTS timelinerdjnart does not provide
a breakdown to distinguish whether the majority of rejections occurred within the RTS

timeline or outside of it.

Certain departments and their associated services or schemes show a notably high
percentageof rejected applications.he formula used to calculate the performance score for

comparison purposes does not take into accouatent rejection data. However, it is

important to consider rejection, particularly rejections that occur within the RTS timeline, as
a relevant factor wbn evaluating overall performance, as there are chances that the
application might be rejected to improve disposal and avoid agcalation to appeallhe

causes of the rejection are not recorded.

DepartmentWise Comparison of RejectidAercentage

Regardess of the department or service, as of July 31, 2023, the rejection out of total
completed applications stood at 10.02 pmant. The following table lists departments whose

total rejection rateas of July 31, 2023vas 5(per centor higher.

Table 25 Alist of Departments that have rejection rates more than or equal to 50 pent
Departmentwise RTS Comprehensive Report

[To Date 31 July 2023] Generate on 8 August 2023
‘ Rejected % ‘

Rank Based on Scor{ Departments Recent Total till
31/07/23

1 Haryana Forest Department 60.2 60.0

1 Haryana Women Development Corporation 100.0 97.2

21 Public Works Department (Buildings and Roads) 59.3 60.3

25 Haryana Scheduled Castes Finance and Development Corporatid 30.0 66.2

25 Building and OthelConstruction Workers (BOCW) Board 57.0 60.2

35 Agriculture Department 39.2 69.1

38 Directorate of MSME 35.4 54.1

40 Development and Panchayats Department 50.0 57.7

* Recently rejectecbercentage=[Recently Rejected / Recently Completed]/100
Total till date rejectedpercentage= [Rejected till date/ Completed till date]/100

The Haryana Women Development Corporation's total rejection rate for applications as of
31/07/23 was exceptionally high at @7per cent,with the most recent rejections reaching
100 percent.(See Report 1 in Annexure)

Among the sixteen departments included in this study, 'Bw@lding and Other Construction
Workers (BOCW) Boardiad a rejectionpercentageof 60.2 out of the total completed
applications
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Services and Schemes wise Comparison of Rejeqigmeentages: All Services/Schemes

Out of 549 listed services and schemes on the portal, 22¥ogme services for which receipt of applications was more $@00Q out of

these for 10 services and schemes, the total rejectiercentagetill 31/07/23 was more than 5@er cent

Table 26 List of highvolume services and schemes with rejectipercentages of more than 5(per cent

Applications Received & Completed Total Percentage Rejected %
Rank | Service Departments Total Total Completed | Completed | Rejected | Completed | Recent | Total
Received | Completed | Within RTS | Outside RTS Outside RTS till
31/07
123
129 Paternity Benefit Scheme Building and Other Construction| 2,96,777 | 2,96,170 85,976 2,10,194 288923 71.0 65.2 97.6
HBOCWWB Workers (BOCW) Board
361 SeedDistribution Agriculture Department 58,267 57,349 40,700 16,649 47898 29.0 100.0 835
450 Farm Mechanisation Agriculture Department 1,18,359 | 1,18,359 1,08,982 9,377 91398 7.9 - 77.2
353 Crop Demonstration Agriculture Department 1,25,866 1,24,951 94,520 30,431 87661 24.4 100.0 70.2
129 Dr. Ambedkar Naweenikaran Yojn| Welfare of SCs And BCs 473,731 | 3,18,862 2,72,841 46,021 220869 14.4 5.2 69.3
251 Mukhya Mantri Mahila Nirman Building and Othe€onstruction | 3,23,657 | 3,15,676 2,66,831 48,845 185070 155 54.9 58.6
Shramik Sammaan Yopa Workers (BOCW) Board
HBOCWWB
268 Bicycle SchemelBOCWWB Building and Other Construction| 4,70,719 | 4,49,805 3,83,141 66,664 256184 14.8 51.9 57.0
Workers (BOCW) Board
271 Grant forthe purchase of tools Building and Other Construction| 4,68,659 | 4,47,191 3,80,006 67,185 251843 15.0 52.6 56.3
HBOCWWB Workers (BOCW) Board
251 Financial Assistance for Educatior| Building and Othe€onstruction | 7,35,435 | 6,96,839 5,13,568 1,83,271 380063 26.3 59.9 54.5
of children of registered worker Workers (BOCW) Board
HBOCWWB
277 Sewing Machine Scheme Building and Other Construction| 1,11,251 1,05,327 89,599 15,728 55489 14.9 52.0 52.7
HBOCWWB Workers (BOCW) Board
Note: Rankk & 0 I & SR réspective{tcCalt MBEr¥ices.

* Recently rejectedpercentage=[Recently Rejected / Recently Completed]/100 andTotaldifite rejectedpercentage= [Rejected till date/ Completed till date]/100
Completed Outside RTS Percetage= [Completed outside RTS till date/ Total Completed till date]
The above List of services is sorted from highest to lowest on the Rejected %age Total till 31/07/23.
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Selected Services and Schemes wise Comparison of Rejguim@ntages

The table below presents selected services along with their recent and cumulative rejection

rates. Notably, the servick CAY | YOAL £ 1 aaAaidl y dSf Regshded RdzO |
2 2 NJ $adk otal rejection rate as of 31/07/23 exceedingpsd cent In comparisonthe
aO0KSHWESR a! 3S { | YY lreforded af rezent rgfeCriBrerate of 1@@r cent

Table 27 Departmentwise Selected services arRRejectionpercentages

‘ Rejected %

Rank |Departments Service Recent | Total till
31/07/23
251 |Building and Other Construction |Financial Assistance for Education of childreng 59.87 54.54
Workers (BOCW) Board registered workeitHBOCWWB
157 |Building and Other Construction |Kanyadaan SchemelBOCWWB 58.48 48.29
Workers (BOCW) Board
320 |Haryana State Agricultural Injury / Death where application submitted after] 50.62 41.59
Marketing Board(HSAMB) months of accident but no FSL report is require
209 |Social Justice and Empowermen Old Age Samman Allowance 100.00 36.73
307 |Haryana State Agricultural Injury / Death where application submitted withi|  30.14 36.51
Marketing Board(HSAMB) 2 months of accident but no F8port is required
223 |Welfare of SCs And BCs Dr. Ambedkar Medhavi Chattar Yojna 20.43 27.01
176 |Urban Local Bodies Change of Owner/Occupier in Property Tax 2.53 26.06
Register (Except in death case)
391 |Welfare of SCs And BCs Mukhya Mantri Vivah Shagun Yojna - 26.06
298 |HaryanaShehriVikas Pradhikaran OC Certificate/Completion Certificate 30.04 25.82
280 |Industries and Commerce Filing of mandatory annual returns u/s 50(1) of 17.40 25.74
Department Haryana Registration and Regulation of Societi
Act, 2012 (Act 1 of 2012)
1 Haryana Labour Welfare Board |Financial Assistance in marriage of women 3.16 12.34
(HLWB) workers or daughters of workers
310 |HaryanaShehriVikas Pradhikaran ReAllotment Letter 10.39 10.12
191 |Health Services Department Application For Issuance of Birth/Death/Non 6.63 7.51
Availability Certificate (NAC)
1 Women and Child Development |Aapki Beti Hamari Beti 0.27 7.18
Department
157 |Health Services Department Application for Inclusion of Child Name in Birth 7.70 7.05
Record
242 |Revenue & Disaster Managemer/Income Certificate (for Education Purpose) 0.02 3.42
Department
191 |Uttar Haryana Bijli Vitran Nigam |Meter Complaini; Replace 1.70 3.05
UHBVN slow/fast/meters/Creeping or stuck meters
157 |Revenue &isaster Management Resident Certificate 4.67 2.78
Department
191 |Uttar Haryana Bijli Vitran Nigam |Billing Complaints 1.99 1.58
UHBVN
1 Police Department Character Certificate 0.18 0.07
191 |Dakshin Haryana Bijli Vitran BillingComplaints 0.00 0.00
NigamDHBVN
223 |Dakshin Haryana Bijli Vitran Meter Complaint; Replace 0.00 0.00
NigamDHBVN slow/fast/meters/Creeping or stuck meters
234 |Public Health And Engineering |Water Leakage/ Over Flow Pipes 0.00 0.00
PHED
271 |TransportDepartment Registration of NofTransport Vehicles through 0.00 0.00
DealerRLA
Note: Rankk & 0 | & S R reBpéctive fo@IRSMIS€érvices.
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APPLICATION COMPLETED OUTSIDE RTS

As of July 31, 2023, the overpircentageof applications completed beyond the RTS (Right

to Service) timeline was 8.88¢6ee Report 1 in Annexure)rhis application completion
outside the RTS timeline is also prevalent across various departments for their respective
services and schemes. Despitgplementing the Auto Appeal System, which automatically
triggers when the current date surpasses the RTS delivery date, a pressing need remains to
reduce the proportion of applications completed beyond the RTS timelinéortunately,

the reasons for apfication competition delays are not currently documented.

Inter-District Comparison of Applications Completed Outside RTS

The district with the highespercentageof applications completed outside the RTS was
Panchkula, where as of date 31/07/2023, it read 11.32per cent The districts of Nuh,
Faridabad, Hisar, Sonipat and Gurugram followed closely, all of which had more than 10
cent of applications completed outside the RTS timeline. In contrast, the lowest proportion
of applications completed outde the RTS timeline, at 3.f&r cent,was observed at the

headquarters level(See Report 3 in Annexure)

Inter-Departmental Comparison of Applications Completed Outside RTS

The following is a list of eight departments where (& centor more of the apptations
were completed outside RTS timelines. Hagyana Women Development Corporatidrad
the highest completion rate outside RTS, reaching 8@&ilcent,the highest among all

departments.(See Report 1 in Annexure)

Table 28 Ten departments with more than 2@er centof the completion of service outside RTS
[Departmentwise RTS Comprehensive Report (To Date 31/07/2023 ) Generated on 8 Augugt 2023

‘ Applications Received & Completed Total Percentag
e
Departments Total Total |[Completed Completed Rejected| Completed
Received| Completed|Within RTY Outside Outside
RTS RTS
Haryana Women Development Corporation 3,087 3,083 425 2,658 2997 86.21
Development and Panchayats Department 667 541 152 389 312 71.90
Department of Mines & Geology 20 10 3 7 0 70.00
Directorate of MSME 2,578 2,212 735 1,477 1196 66.77
Home Department 30,904 18,412 7,315 11,097 5034 60.27
Haryana State Agricultural Marketing 9,985 9,730 6,015 3,715 3445 38.18
Board(HSAMB)
HaryanaShehriVikas Pradhikaran 5,36,186| 5,34,919 | 3,73,607 | 1,61,312| 86383 30.16
Building and Other Construction Workers 26,48,811] 25,41,602| 18,96,538| 6,45,064 | 1530609| 25.38
(BOCW) Board

Colouredfilled records are of the departments underth& (i dzZR& Q& LJdzNIJA S ®
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ServicesWise Application Completed Outside RTS

The servicavise report reveals that among the 549 listed services, which also include four
services selected for this study, there were 159 services for whigie28entor more of the

applications were completed outside the RTS timeline.

In the case othe 24 selected services and schemes, suclitasy 2 dzZNE k 5SI 1 K 4 K &
application is submitted more thartwo months after the accident but no FSL report is

NB |j dzA &S R OOdzLIr y O& / SNI A FA Ol i She/ p2rvenshgs 6fA 2y /[
applications completd outside the RTS timeline exceededo®® centas of cutoff date and

time. (See Report 2 in Annexure)

Table 29 Six departments with 25er centor more of the completion of service outside RTS
[Selected Services wise RTS Comprehensive Repo§i®31/07/2023) Generated on 8 August

2023
Applications Received & Completed Total Percentage
Service Departments Total Total |Completed Completed Rejected| Completed
Received Completed Within RTS Outside Outside RT!
RTS
Injury / Death where Haryana State 6,172 6,109 2,925 3,184 2541 52.12

application submitted after 2 |Agricultural
months of accident but no FSIMarketing
report is required Board(HSAMB]
OC Certificate/Completion HaryanaShehri| 15,475| 15,376 7,626 7,750 3970 50.40
Certificate Vikas
Pradhikaran

ReAllotment Letter HaryanaShehri| 80,206 80,129 53,822 26,307 8111 32.83
Vikas
Pradhikaran
Financial Assistance for Building and 7,35,43 6,96,83¢ 5,13,568 1,83,271 380063 26.30
Education of children of Other 5
registered worketHBOCWWB | Construction
Workers

(BOCW) Board
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ServiceWise Analysis of Completion of Applications Within RTS and Ou
RTS from Monthly ¢ 5S4l Af SR { SN A O §Selected

Services/Schemes]

"Detailed Service Level Reportvas generated through théDetailed Service Reporttab.

This tab allows users to generate customized reports by defining criteria through fields:
Department, Application Name, Service, District, FDate, TeDate, RTS Due Date From
Today, and Filter. Bse servicavise reports contain information categorized under the
different heads presented in the following table. Each record in the report provides details
about an individual application that meets the specified criteria for generating the repost. Thi
data can be considered raw information processed and used for analysis in our current study.
Unlike the"RTS Comprehensive Reportitie statuses of applications, such ‘@ending,”
"Within RTS," or "Outside RTS,"in the "Detailed Service Level Reporthave been
determined by the analyst. This determination is based on the information available for each

application as of the report's generation dafehese reports provide information under the

following heads.

Heading

Explanation

Department Name

Name of he Department

Application Name

Acronym of the Department Name

Service Name

Name of the Service Applied

District Name

Name of the District

Location Name

Name of city place and office

Location Type

Type of Location

Action Status

Status of actiortaken on the last date of action

Application Number

Application Number

Family ID

Family ID

Application Start Date

Date when application uploaded

The date the service/scheme would be due to be

RTS Date delivered.

Last Action Date Date when the lasaction was taken
File With User File present location

SARAL ID The ID of the Saral Portal

Data Last Received On

Date when data received

Name of Applicant

Applicant Name

Mobile No Applicant Cell Number
Email id Applicant Email ID
Address ofApplicant Applicant Address
Tracking ID ID for Tracking Application

Period of Reports

The services and schemes selected for this evaluation have varying timelines, with the
maximum being 90 days and the minimum being four days. To maintain consistenttein
analysis reports for January 2023 (covering the period from January 1, 2023, to January 31,
2023) were generated for each service.
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| 26 SOSNE F2NJ 2yS aO0OKSYS yIYSR dGadzil Kél al ydaN
December 2022 had to be generated berse no records were available for January 2023.

Important: At £ NBLI2Z NI & 6SN FAf GSNBR G2 AyOf

A

Antyodaya{ I N} f t 2NJlf RSTAySa GKS adl dda {

1 COMPLETED Application Rejected, Payment not paid, Application not
completely Submitted, Objection Raised, Service Request Deactivated, Canclled,
Service Completed, Application Consideré@tter of Intent issued to Applicant

1 Under ProcessApplication Acceptedn Process

G ! LILX ACD Y A 8hasSbeen considered d@s! LILI A O ( A & gy adyA & L
action, andd { SNIIA OS meansdf SNIBROS . 5St A ISNBR¢

ANALYSIS AS PBRYS ALLOCATED BY THE SYSTEM TO DELIVERY SERVICE AND DAYS A
PER THE NOTIFIED TIMELINE

Table 210 Haryana Right to Service Act (List of Selected Services and their Timeline)

S. No | Department Service
1 Building and Other Construction Workers (BO( Financial Assistance for Education of childre 90 Davs
Board registeredworker-HBOCWWB Y
5 gg!\c:éng and Other Construction Workers (BO( Kanyadaan SchemBBOCWWB 90 Days
Financial Assistance in marriage of wome
3 |Haryana Labour Welfare Board (HLWB) worker's or daughters of workerdaryana 90 days
LabourWelfare Board
4 |HaryanaShehriVikas Pradhikaran OC Certificate/Completion Certificate 5/8 days
5 |HaryanaShehriVikas Pradhikaran ReAllotment Letter 4 days
. . Injury / Death wherepplication submitted
6 Haryana State Agricultural Marketing after 2 months of accident but no FSL repor] 60 days
Board(HSAMB) :
required
. . Injury / Death where application submitted
7 Haryana State Agricultural Marketing within 2 months of accident but no FSL repol 60 days

Board(HSAMB) required

Application For Issuance of Birth/Death/Nor

8 |Health Services Department Availability Certificate (NAC) 30 days
9 |Health Services Department Application for Inclusion of Child Name in Bi 30 days
Record
Filing ofmandatory annual returns u/s 50(1)
10 |Industries and Commerce Department the Haryana Registration and Regulation d 30 days
Societies Act, 2012 (Act 1 of 2012)

11 |Police Department Character Certificate 21 days
12 |Uttar Haryana Bijli Vitran NigatdHBVN Billing Complaints 7 days
Within 7

. days of its

13 |Uttar Haryana Bijli Vitran NigatHBVN Meter Complaln_t; Replace l:))leing
slow/fast/meters/Creeping or stuck meters -

established

on checking
Dakshin Haryana Bijli Vitran NigédtBVN Billing Complaints 7 days
Meter Complaint; Replace Within 7

Dakshin Haryana Bijli Vitran NigdDhBVN slow/fast/meters/Creeping or stuck meters| days of its
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S. No \ Department Service

being
established
on checking
14 |Public Health And Engineerd®RHED Water Leakage/ Over Flow Pipes 7 days
15 |Revenue &isaster Management Department Resident Certificate 7 days
16 |Revenue & Disaster Management Department| Income Certificate (for Education Purpose| 15 days
17 |Social Justice and Empowerment Old Age Samman Allowance 60 Days
Registration of nofiransport vehicles through
18 |TransportDepartment 9 dealer—lgL A 9 18 days

Change of Owner/Occupier in Property Ta

19 Urban Local Bodies Register (Except in death case) 15 Days
20 |Welfare of SCs And BCs Dr. Ambedkar Medhavi Chattar Yojna 45 days
21 |Welfare of SCs And BCs Mukhya Mantri Vivah Shagun Yojna 30 days
22 |Women and Child Development Department Aapki Beti Hamari Beti 30 days

In the reports for each selected service/scheme, it was observed that the sys
allocated time to deliver the service/schemghe number of days between th{
G! LILI A Ol A 2ghd thaiSlyskein Génerdtesbew ¢ { )SekcéeBedl the days
specified in theofficiallyd b 2 G A T A S Ror selviveSdelikeyySThe system's decisi]
algorithm to determine whether an application for a service/scheme was disposq
within or outside the timeline appears to be based on tBystem Generated w ¢ { 5

which vares from the fixed timeline specified in official notifications.

Important: The analysis of service/scheme completion, considering both tBgstem
Generatedaw¢ { 51 3S¢ a4 NBLR2NISR YR GKS dab2GAFAS

has been provided bew to offer a comparative perspective for better understanding.

Criteria to fix the status of an application are as follows:

For the purpose of analysis, if tie[ I & G ! O inAtHe yepo# Foii & &pplicatior
exceeds theSystem Geerated & w ¢ { Bhe @dplication has been considered
disposed of outside the timeline; otherwise, it is considered within the timeline. Similj
when assessing based on tH&lotified Timeline", if the difference between the
G! LILIX A O O A 2andtheal[F-NaOG 5! | GESMedy thebnlinib&r 6f days specifid
in the timeline, the application has been categorised as completed outside the
timeline; otherwise, it falls within the RTS timelioategory. The comparative analysis
service delivery effectiveness, based on the systgmeratedda w ¢ { Brid ithe

"Notified Timeline", has been provided in tables for each service.
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Name of Department: Building and Other Construction Workers (BOCWéy &

Name of Service/Scheme: Financial Assistance for Education of Children of Reg
Worker
Timeline: 90 days | Beneficiaries; Registered building and construction labour

About the Service/Schemet KS & OKSYS & CA Y BAudionfof Chillranol G I y O &
wSIAAGSNBR 22NJSNJ ol .h/22_ 0¢ gla fFdzyOKSR

Construction Workers Welfare Board (HBOCWWB), Labour Department Haryana. The scheme
FAYa G2 LINPOARS Fyydz t -HRY | yHOudlthien ohiidéed afa G | y O S
registered workers from Class | to Diploma, Graduation, and-Pd$l Rdzt G A2y ® ¢ KS ¢
children with outstanding performance in the Class 10th examinations would also be
encouraged, andaoré A YS Ay OSy (-Xi@S 2 Twaukbengivenaacerding to

their obtained marks.

Table 211 Financial Assistance for the Education of Children of Registered Workers
Disposal of Applicationffrom 1 to 31 January 2023]

Basedonthd € 4G SYQ& w Based on the Notified0 days
Timeline
Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total
Timeline Timeline Timeline Timeline
Application Rejected 16240 7157 18588 4809 23397
% age out of Total Application (48.57) (21.40) (55.59) (14.38) (69.97)
% age out of Row Total (69.41) (30.59) (79.45) (20.55) (100.00)
Objection Raised/Put on Hold 31 6 37 37
% age out of Total Application (0.09) (0.02) (0.11) (0.11)
% age out of Row Total (83.78) (16.22) (100.00) (0.00) (100.00)
Service Completed 7643 2351 9158 836 9994
% age out of Total Application (22.86) (7.03) (27.39) (2.50) (29.89)
% age out of Row Total (76.48) (23.52) (91.63) (8.37) (100.00)
Waiting for Citizen Response 11 11 11
% age out off otal Application (0.03) (0.00) (0.03) (0.00) (0.03)
% age out of Row Total (100.00) (0.00) (100.00) (0.00) (100.00)
Grand Total 23925 9514 27794 5645 33439
% age out of Total Application (71.55) (28.45) (83.12) (16.88) (100.00)
% age out of Row Total (71.55) (28.45) (83.12) (16.88) (100.00)

Note:¢ KS FANRUG (g2 O2fdzyya 2F (KS 10208 (lofS dK2g¢ (GKS &AcBlnwad OSaQ 02Y
show the status as per the fay timelinenotified.

Inferences:This service processes a high volume of applications. Out of 33,439 applications
completed, 69.9per centwere concluded by rejecting the request, and 29089 centwere

finished by providing the requested service to the applicant.

Despite the officially notified timeline for this service being 90 days, the actual number of
days between thé'/Application Start Date"and the"RTS Date'significantly exceeded this
period. Moreover, the time allocated for processing applications varighy for each case.

As indicated in the service report, the maximum number of days assigned for processing an
application was 201 days, while the minimum was 134 days. This represents a considerable

deviation of 111 and 44 days from the originally notf@0-day timeline.These variances
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remain substantial even when considering weekends (Saturday and Sunéétably, some
applications were completed much later than the generously extended RTS Dates, with one

instance taking 222 days for completion.

An overwhelming majority of services, approximately 91p68 cent,exceeded the officially
notified RTS timelinef 90 days $ecifically, out of all the applications processed, 8%&P
centexperienced delays beyond the notified RTS timeBe®= Scragshot 1Notified Timeline

¢ 90 DaysSystem generated timeling 180 days approx.

Name of Department: Building and Other Construction Workers (BOCW) Board

Name of Service/Scheme: KanyadaSoheme
Timeline: 90 days | Beneficiaries; Registeredbuilding and construction labour

About the Service/SchemeThe Haryana Labour Department has launched the Haryana

Kanyadan Yojana 2021 edfer financial assistance labourers on the aspicious occasion of

the marriage of their daughters. Under the Haryana Kanyadan Yojana, all the registered
flro2dNBENAR 6AGK (KS h/2 o02FNR gAff y25 NBOSA
2y GKSANJI RIdAKGSNEQ ¢6SRRAY3A RI&o

Table 212 Kanyadaan Same
Disposal of Applicationffrom 1 to 31 January 2023]

Based on the Notified®0 days

Basedonthd € 4 i SYQa Timeline
Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total
Timeline Timeline Timeline Timeline
Application Rejected 1336 705 681 1386
% age out of Total Application (2.17) (57.89) (30.55) (29.51) (60.05)
% age out of Row Total (3.61) (96.39) (50.87) (49.13) (100.00)
Objection Raised/Put on Hold 6 1 7 7
% age out of TotaApplication (0.26) (0.04) (0.30) (0.30)
% age out of Row Total (85.71) (14.29) (100.00) (0.00) (100.00)
Service Completed 104 811 536 379 915
% age out of Total Application (4.51) (35.14) (23.22) (16.42) (39.64)
% age out of Row Total (11.37) (88.63) (58.58) (41.42) (100.00)
Waiting for Citizen Response
% age out of Total Application
% age out of Row Total
Grand Total 160 2148 1248 1060 2308
% age out of TotaApplication (6.93) (93.07) (54.07) (45.93) (100.00)
% age out of Row Total (6.93) (93.07) (54.07) (45.93) (100.00)
Note:¢ KS FANRG (g2 O2fdzvyya 2F (GKS 1 0620S (Fo6fS aKz2g GKS aAcBlwiag OSa 02Y

show the status as per the fay timeline notified.

Inferences:In January 2023, a total of 2,308 applications were completed for this particular

service. Notably, a significant majority (60 cent)of these applications were completed

with rejection.
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The officially notified timeline for completing applications under this service is 90 days.
However, the actual number of days allocated for processing, measured from the
"Application Start Date"to the "RTS Date,'bften exceeded the 9@ay limit In the January
report, the maximum time taken to process an application under this service was 221 days,
while the minimum was 134 days. This means there was a substantial difference of 131 days
beyond the 9@day timeline at maximum and 44 days at minimucompared to the notified
90-day timeline. No explanation was provided for this significant deviation from the expected

timeline.

One case in the report stood out, where the highest number of days taken to deliver this

service during the reporting perioglas 206 days.

Further analysis revealed that half of the rejected applications were rejected outside the 90
day RTS timeline, while the other half were rejected within the RTS timeline. Approximately
40 per centof the applications were completed with successful serdiekvery, and among
these, only 41.4%er centwere completed within the originally specified @@y timeline.
However, as per the portal's RTS date, the majority (868 cent) of services were

completed and delivered within the specified timeline.

Surprisingly, more than half of the applications were completed beyond the officially notified

90-day timeline, raising questions about the reasons for these delags. Screenshot 2

Notified Timeline¢ 90 DaysSystem generated timeling 150 days approx.

Name Of Department: Haryana Labour Welfare Board

Name of Service/Scheme: Financial Assistance in the marriage of women work
daughters of workers
Timeline: 90 days | BeneficiariesgLabour

About the Service/Schemetnder this scheme, @rovision has been made to provide

financial assistance of Rs. 50,00dtee days before the marriage for arranging the marriage

2F (0KS o0SYSTAOAINERQA RIFdZAKISNY» ¢KAA Faaradly

worker.
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Table 213 Finarcial Assistance in the Marriage of Women Workers or Daughters Of
Workers

Disposal of Applicationffrom 1 to 31 January 2023]
Based on the Notifie®0 days

Basedonthd € a1 SYQa Timeline

Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total
Timeline ‘ Timeline Timeline Timeline

Application Rejected 3 2 1 3
% age out of Total Application (0.00) (2.46) (1.64) (0.82) (2.46)
% age out of Row Total (0.00) (100.00) (66.67) (33.33) (100.00)
ObjectionRaised/Put on Hold 20 7 13 20
% age out of Total Application (0.00) (16.39) (5.74) (10.66) (16.39)
% age out of Row Total (0.00) (100.00) (35.00) (65.00) (100.00)
Service Completed 97 35 62 97
% age out of Total Application (0.00) (79.51) (28.69) (50.82) (79.51)
% age out of Row Total (0.00) (100.00) (36.08) (63.92) (100.00)
Waiting for Citizen Response 2 2 2
% age out of Total Application (0.00) (1.64) (1.64) (1.64)
% age out of Row Total (0.00) (100.00) (100.00) (100.00)
Grand Total 122 44 78 122
% age out of Total Application (0.00) (100.00) (36.07) (63.93) (100.00)
% age out of Row Total (0.00) (100.00) (36.07) (63.93) (100.00)

Note:¢ KS FANRUG Gg2 O2fdzyya 2F GUKS | 02ASSNIIIDKS BXKRBSYVEKS WSNIRIOBIX O2R
show the status as per the afay timeline notified.

Inferences:n January 2023, only 122 applications for this service were completed. It is worth
noting that approximately 8Per centof theseapplications were disposed of with the service
successfully delivered. Rejections were relatively low, accounting for a peneéintage In

some cases (16.3%er centof applications), objections were raised or placed on hold.

The officially notified timkne for completing applications under this service is 90 days.
However, the actual time allocated for service delivery exceeded&@® In the January
report, the maximum time taken to process an application under this service was 340 days,
while the minmum was 134 days. This represents a significant deviation of 250 days beyond
the 90day timeline at maximum and 44 days at minimum, as compared to the officially
notified timeline. Notably, there was one case in the report where the highest number of days

taken to deliver this service during the reporting period was 217 days.

The majority of services completed with delivery were provided within the RT&Y0
timeline (63.92per cent) but according to the system's RTS date, all services were delivered

within the RTS timeline&See Screenshot Rotified Timeline¢ 90 DaysSystem generated

timeline ¢ 150 days approx.
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Name Of Department: Haryan&hehriVikas Pradhikaran

Name of Service/Scheme: Occupancy Certificate / Completion Certificate
Timeline: 5/8days | Beneficiaries;Any Citizen

About the Service/Schemeto get theCompletion Certificateof the building, the developer

or the owner has to apply. If the building is developed per the stated norms, the authorised
officer will grant a copy of the complen certificate. Once the applicant receives the
Completion Certificate, they must apply for an Occupation Certificate.O&noupancy
certificate is an important legal document certifying thatparticular building is constructed

following the approval nans.

Table 214 Occupancy Certificate/Completion Certificate

Disposal of Applicationffrom 1 to 31 January 2023]
Based on the Notified days
Basedonthd € a1 SYQ&a Timeline

Row Labels Outside RTS Within RTS Qutside RTS Within RTS
Timeline Timeline Timeline Timeline

Grand Total

Application Rejected 42 40 45

% age out of Total Application (2.73) (38.18) (36.36) (4.55) (40.91)
% age out of Row Total (6.67) (93.33) (88.89) (11.11) (100.00)
Objection Raised/Put on Hold

%age out of Total Application

% age out of Row Total

Service Completed 15 50 59 6 65

% age out of Total Application (13.64) (45.45) (53.64) (5.45) (59.09)
% age out of Row Total (23.08) (76.92) (90.77) (9.23) (100.00)
Waiting for Citizen Response

% age out of Total Application

% age out of Row Total

Grand Total 18 92 99 11 110
% age out of Total Application (16.36) (83.64) (90.00) (10.00) (100.00)
% age out of Row Total (16.36) (83.64) (90.00) (10.00) (100.00)

Note:¢ KS FANRUG (g2 O2fdzyya 2F (KS 10208 (lofS daK2g (GKS &AcBlwdad OSaQ 0O2Y
show the status as per thedhay timelinenotified.

Inferences: In January 2023, a total of 110 applications for Occupancy/Completion
Certificates were completed. Approximately pér centof these completed services were

delivered as intended, but the remaining pér centwere rejected.

The offtially notified timeline for completing applications under this service is sévato
eightdays. However, the actual number of days allocated for service delivery exceeded this
range. In the January report, the maximum time taken to process an appficander this
service was 146 days, while the minimum was 43 days. This results in a significant difference
of a minimumof 35 days to a maximum df38 days compared to the officially specified
period. Notably, there was one case in the report wherehighest number of days taken to

deliver this service during the reporting period was 125 days.
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When analyzing adherence to the eighdy timeline, it becomes apparent that 90.@&r cent
of the services that issued certificates were completed beyond ti&tRieline. In fact, when
considering all disposed of applications, 90p@0 centwere completed outside the notified
RTS timeline. However, according to the system's RT& rdast services (83.64 per cent)
were completed within the RTS timeline, presegt a contrasting perspectiveSee

Screenshot Notified Timelineg 5/8 DaysSystem generated timeling 15 days approx.

Name Of Department: Haryan8hehriVikas Pradhikaran

Name of Service/Scheme: Rdlotment Letter
Timeline: 4 days | BeneficiariesgAny Citizen

About the Service/SchemeAfter approval of transfer permission, the allottee and the
proposed transferee will submit the documents as per requirement. If the documents
supplied by the allottee and the proposed transferee aranid in order, the reallotment

letter is issued.

Table 215ReAllotment Letter
Disposal of Applicationffrom 1 to 31 January 2023]

Based on the Notifiedt days
Basedonthd € 3G SYQa Timeline

Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total
Timeline Timeline Timeline Timeline ‘

Application Rejected 150 155 232

% age out of Total Application (6.51) (11.91) (12.31) (6.12) (18.43)

% age out of Row Total (35.34) (64.66) (66.81) (33.19) (100.00)

Objection Raised/Put on Hold

% age out of Total Application

% age out of Row Total

Service Completed 478 549 805 222 1027

% age out of Total Application (37.97) (43.61) (63.94) (17.63) (81.57)

% age out of Row Total (46.54) (53.46) (78.38) (21.62) (100.00)

Waiting for Citizen Response

% age out of Total Application

% age out of Row Total

Grand Total 560 699 960 299 1259

% age out of TotaApplication (44.48) (55.52) (76.25) (23.75) (100.00)

% age out of Row Total (44.48) (55.52) (76.25) (23.75) (100.00)
Note:¢ KS FANHRG (g2 O2fdzyya 2F GKS F620S (lo6fS aKz2g¢g (KS acBlnmsd 0SaqQ O2Y

show the status as per theday timeline notified.

Inferences:Iin January 2023, a total of 1,259 service requests were handled. Among these,
the majority (81.57%er cent)were resolved by issuing a R#otment letter, while 18.4per

centwere rejected.

According to the notified timeline, the application should be disposed of within four days.
However, the report reveals that the system often allocates more than four days for this
purpose. In the January report, the maximum timkeda to process an application under this

service wasevendays, while the minimum wdsur days. This indicates that in some cases,
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the number of days allocated to determine the RTS date exceeded what was initially specified.
Notably, there was one case the report where the highest number of days taken to dispose

of the application during the reporting period was 33 days.

Analyzingadherence to the fouday RTS timeline, it is evident that 76.28r centof the
requests were processed outside the RTS timeline. Regarding disposal with service
completion, 78.38er centof services were completed beyond the notified RTS timeline,

indicating a significant deviation from the expected falay timeframe.See Screenshot 5

Notified Timeline¢ four DaysSystem generated timeline sevendays approx.

Name Of Department: Haryana State Agricultural Marketing Board(HSAMB)
Name of Service/Schemdnjury / Death where application submitted after 2 months
accident but no FSL report is required

Timeline: 60 days | BeneficiariesgFarmer/ Agriculture Labour

Name of Service/Scheme: Injury / Death where application submitted within 2 month
accident but no FSL report is required
Timeline: 60 days | BeneficiariesgFarmer / Agriculture Labour

About the Service/SchemeA farmer/ labour who met with an accident during agricultural
operations and has not taken benefit under any other scheme of $tate/ Centre
Government can avail of the benefit under this scheme. The scheme was launched to provide

Financial Assistance to Farmers/labourers who met with an accident during Agricultural

operations.

Table 216 Injury / Death where no FSL report isquired
Disposal of Applicationffrom 1 to 31 January 2023]

Injury / Death where application Injury / Death where application
submitted after 2 months of accident submitted within 2months of accident
but no FSL report is required but no FSlkeport is required
[from 1 to 31 January 2023] [from 1 to 31 January 2023]
Based on the Based on the Based on the Based on the

{2aiSYQ&| Notified 60 days {2aiSYQ&a Notfied60 days
Timeline Timeline
Row Labels Outside| Within | Outside | Within Grand Outside Within @ Outside Within Grand
RTS RTS RTS RTS Total RTS RTS RTS RTS Total
Timeline| Timeline | Timeline Timeline Timeline Timeline Timeline Timeline

Application Rejected 13 12 14 34 31 38

% age out of Total

Application (3.85) | (50.00) | (7.69) | (46.15)| (53.85) | (4.21) | (35.79)| (7.37) | (32.63)| (40.00)
% age out of Row Total (7.14) | (92.86) | (14.29) | (85.71)| (100.00)| (10.53)| (89.47) | (18.42)| (81.58) | (100.00)

Objection Raised/Put on Hol|
% ageout of Total

Application

% age out of Row Total

Service Completed 12 2 10 12 8 49 12 45 57

% age out of Total

Application (0.00) | (46.15) | (7.69) | (38.46)| (46.15) | (8.42) | (51.58) | (12.63)| (47.37) | (60.00)
% age out of Row Total (0.00) | (100.00)| (16.67) | (83.33)| (100.00)| (14.04) | (85.96) | (21.05) | (78.95) | (100.00)

Waiting for Citizen Responsg
% age out of Total
Application
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Injury / Death where application Injury / Death where application

submitted after 2 months of accident submitted within 2months of accident
but no FSL report is required but no FSlkeport is required
[from 1 to 31 January 2023] [from 1 to 31 January 2023]
Based on the Based on the Based on the Based on the
{2aiGSYQ&| Notified 60 days {2aiSYQa Notfied60 days
Timeline Timeline
Row Labels Outside| Within | Outside| Within Grand Outside Within @ Outside Within Grand
RTS RTS RTS RTS Total RTS RTS RTS RTS Total
Timeline| Timeline | Timeline Timeline Timeline Timeline Timeline Timeline
% age out of Row Total
Grand Total 1 25 4 22 26 12 83 19 76 95
% age out of Total
Application (3.85) | (96.15) | (15.38) | (84.62) | (100.00)| (12.63) | (87.37) | (20.00) | (80.00) | (100.00)
% age out of Row Total (3.85) | (96.15) | (15.38) | (84.62)| (100.00)| (12.63)| (87.37) | (20.00) | (80.00) | (100.00)

Note:¢ KS FANRG (g2 O2fdzyyad 2F (GKS 1 020S GloftS aKz2g (GKS acBlngd 0SaQ
show the status as per the &fay timeline notified.

Inferences:The rejection of applications for compensation in the case of injury or death in
the mentioned schemes was notably high. Furthermore, rejections were more common for
applications submitted more than two months after the accident, with a rejection rate of
53.85per cent,compared to a 40.0per centrejection rate for applications submitted within

two months. Interestingly, for applications submitted after two months, rejections exceeded
the number of services completed and delivered within that timeframetally, the
percentageof rejections within the notified specified RTS (Right to Service) timeline was quite

high for both categories.

The officially communicated timeline for delivering these services is set at 60 days. However,
the reports indicate thatin the case of applications submitted more than two months after
the accidents, the system generates the RTS date after 134 to 137 days from the date of
application. For applications submitted within two months of the accident, the gap between
the applicéion date and the RTS date was 64 to 70 days. Surprisingly, the majority of
applications were completed within the provided timeline. However, when analyzing the
completionpercentages as per the officially notified é@ay timeline, it is evident that the
percentageof services completed within the notified timeline is lower than grercentage

of services completed within the timeline as per the system's generated "RTS 8at."
Screenshot ®Notified Timeline¢ 60 DaysSystem generated timeling 120 daysapprox.See
Screenshot Notified Timelineg 60 DaysSystem generated timeline 70 days approx.

Name Of Department: Health Services Department

Name of Service/Scheme: Application for Issuance of Birth/Death/Navailability
Certificate (NAC)
Timeline: 30 days | Beneficiariesg Any Citizen
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About the Service/Schemelf the record of Birth/ Death is not registered, citizease

required to hae a NorAvailability Certificate.

Table 217 Application For Issuance of Birth/Death/NeAvailability Cerificate (NAC)

Disposal of Applicationffrom 1 to 31 January 2023]
Basedonthd @ 4 SYQa

Based on the Notified0 days

Timeline
Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total
Timeline Timeline Timeline Timeline
Application Rejected 3620
% age out of Total Application (0.49) (5.39) (1.49) (4.39) (5.88)
% age out of Row Total (8.29) (91.71) (25.30) (74.70) (100.00)
Objection Raised/Put on Hold
% age out of Totalpplication
% age out of Row Total
Service Completed 2183 54732 9491 47424 56915
% age out of Total Application (3.54) (88.85) (15.41) (76.99) (92.39)
% age out of Row Total (3.84) (96.16) (16.68) (83.32) (100.00)
Waiting for Citizen Response 4 1062 89 977 1066
% age out of Total Application (0.01) (1.72) (0.14) (1.59) (1.73)
% age out of Row Total (0.38) (99.62) (8.35) (91.65) (100.00)
Grand Total 2487 59114 10496 51105 61601
% age out of Total Application (4.04) (95.96) (17.04) (82.96) (100.00)
% age out of Row Total (4.04) (95.96) (17.04) (82.96) (100.00)
Note:¢ KS FANHRG (g2 O2ftdzyyad 2F GKS 1020S GlofS aKz2g (GKS acdlnmg OSa

show thestatus as per the 3@ay timeline notified.

Inferences:This service is one of the high volumes as only in one month, in January 2023,

61,601 services were completed. Impressively, 92089 centof services were completed

with the delivery of the NAC dificate, and thattoo, in the majority, were within the notified

RTS timeline of 30 day83.32per cen). On the other handfi KS & &

a0SY&RDS ISy SN

dateg, the percentageof applications completed within the timeline by issuing certificates

was 96.16er cent

¢tKS y20AFTASR

GAYSEAYS FT2NJ RSt AGSNAyY 3

date in the case of this service was fixed 43 to 45 days after ttee afaapplication, which

0 KA &

means 13 to 15 days more than the notified timeline. There was a case in the report in which
the highest number of days taken to deliver this service during the reporting period was 203.

See Screenshoti8otified Timelineg 30 DaysSystem generated timeline 45 days approx.

Name Of Department: Health Services Department

Name of Service/Scheme: Application for Inclusion of Child Name in Birth Record
Timeline: 30 days | Beneficiariesg Any Citizen

About the Service/Scheme: & Aa (G2 Ay Of dzZRS (KS OKAfRQa ylY
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Table 218 Application for Inclusion of Child Name in Birth Record

Disposal of Applicationffrom 1 to 31 January 2023]
‘ Basedonthd @ 4 SYQa ‘

Based on the NotifiedB0 days

Timeline
Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total
‘ Timeline Timeline ‘ Timeline Timeline
Application Rejected 2323
% age out of Total Application (0.19) (7.15) (1.29) (6.05) (7.34)
% age out of Row Total (2.58) (97.42) (17.61) (82.39) (100.00)
Objection Raised/Put on Hold
% age out of Total Application
% age out of Row Total
Service Completed 623 28197 5509 23311 28820
% age out oflf otal Application (1.97) (89.06) (17.40) (73.63) (91.03)
% age out of Row Total (2.16) (97.84) (19.12) (80.88) (100.00)
Waiting for Citizen Response 37 479 119 397 516
% age out of Total Application (0.12) (1.51) (0.38) (1.25) (1.63)
% age out of Row Total (7.17) (92.83) (23.06) (76.94) (100.00)
Grand Total 720 30939 6037 25622 31659
% age out of Total Application (2.27) (97.73) (19.07) (80.93) (100.00)
% age out of Row Total (2.27) (97.73) (19.07) (80.93) (100.00)
Note:TheFANBR G (g2 O2ftdzyYya 2F (GKS F1020S (FotS aK2g GKS aSNZAdSAEQ

show the status as per the 3fay timeline notified.

Inferences:This service is another higlolume one, as 31,659 applicat®were disposed of
in January 2023. Remarkably, the proportion of rejected applications was quite low. An
overwhelming 91.03er centof the applications were successfully completeatjuding the

child's name and the certificate issuanc

The officially otified timeline for delivering this service is set at 30 days. However, in the case
of this service, the system's generated RTS (Right to Service) date consistently fell 43 to 242
days after the date of application, which translates to a substantial defidy3 to 212 days
beyond the officially notified timeline. In one instance mentioned in the report, the highest

number of days taken to deliver this service during the reporting period was 219 days.

According to the system's RTS date and thed@@ offically notified RTS timeline, the
percentage of applications disposed of within the timeline were 97p#3 centand 80.93

per cent,respectively.See Screenshot Blotified Timeline ¢ 30 DaysSystem generated

timeline ¢ 45 days approx.

Name Of Department:ridustries and Commerce Department

Name of Service/Scheme: Filing of mandatory annual returns u/s 50(1) of the Ha
Registration and Regulation of Societies Act, 2012 (Act 1 of 2012)
Timeline: 30 days | Beneficiaries; Registered Societies

About the Service/SchemeEvery society has to file an annual return containing the list of
members duly certified by the President and the Secretaryist of the members of the

Collegium duly certified by the President and the Secretary, along witlighef electoral
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colleges.Also, aikt of the officebearersand their names, addresses, and occupations. An

annual report on the working of the society by the Governing Body duly certified by the
President and SecretanA opy of each balance sheet,agipt expenditure statement and
GKS I dzZRAG2NRE NBLR2NI RdzZ & OSNIAFTASR o0& GKS |

passed.

Table 219Filing of mandatory annual returns u/s 50(1) of the Haryana Registration and
Regulation ofSocieties Act, 2012 (Act 1 of 2012)

Disposal of Applicationffrom 1 to 31 January 2023]
‘ Basedonthd @ 4 SYQa

Based on the Notifie®0 days

Timeline
Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total
‘ Timeline Timeline Timeline Timeline
Application Rejected 100 73 108
% age out of Total Application (1.85) (23.15) (16.90) (8.10) (25.00)
% age out of Row Total (7.41) (92.59) (67.59) (32.41) (100.00)
Objection Raised/Put on Hold
% age out ofl otal Application
% age out of Row Total
Service Completed 17 307 65 259 324
% age out of Total Application (3.94) (71.06) (15.05) (59.95) (75.00)
% age out of Row Total (5.25) (94.75) (20.06) (79.94) (100.00)
Waiting for Citizen Response
% age out of Total Application
% age out of Row Total
Grand Total 25 407 138 294 432
% age out of Total Application (5.79) (94.21) (31.94) (68.06) (100.00)
% age out of Row Total (5.79) (94.21) (31.94) (68.06) (100.00)
Note:¢ KS FANRUG Gg2 O2fdzyya 2F GUKS 1020S GlotS aK2g (GKS acllwads 0SaQ O02Y

show the status as per the 3fay timeline notified.

Inferences:This service iselevant for societies registered under the Haryana Registration
and Regulation of Societies Act,208% perthe Act, Societies must file specified returns
annually under section 50(1). This service is generally availed through an agent such as an
accounant or other person handling the management of the society. The rejection

percentagewas 25.(per cent,and 75.0per centof services were completed.

The officially notified timeline for this service is 30 days. However, the system often generates
an RTS (Right to Service) date that extends up to 128 days from the date of application. In the
report, there was an instance where an application took 12ysd& complete Curiously,

there were also applications in the report where the RTS date was mentioned earlier than

the date of application, indicating a possible data anomaly.

Whenconsideringhe 30-day timeline, thepercentageof applications completedithin that
timeframe was 68.0@er cent In contrast, when using the system's RTS datepéneentage
of applications completed within the timeline was significantly higher at 9geticent See

Screenshot 10lotified Timeline¢ 30 DaysSystem generatedimeline ¢ 45 days approx.
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Name Of Department: Police Department

Name of Service/Scheme: Character Certificate
Timeline: 21 days | Beneficiariesg Any Citizen

About the Service/SchemeA character certificate is a document that certifieshay’ RA @A Rdzl f ¢

good conduct, moral behaviour, and integrity. Government and-government agencies

often require character certificates of a recruit.

Table 220 Character Certificate
Disposal of Applicationffrom 1 to 31 January 2023]

.aSR 2y (RRSdae Based on the Notifie®1 Days
Timeline
Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total
Timeline Timeline Timeline Timeline
Application Rejected
% age out of Total Application
% age out of Row Total
Objection Raised/Put on Hold
% age out of Total Application
% age out of Row Total
Service Completed 875 32192 2540 30527 33067
% age out of Total Application (2.65) (97.35) (7.68) (92.32) (100.00)
% age out of Row Total (2.65) (97.35) (7.68) (92.32) (100.00)
Waiting for Citizen Response
% age out of Total Application
% age out of Row Total
Grand Total 875 32192 2540 30527 33067
% age out ofl otal Application (2.65) (97.35) (7.68) (92.32) (100.00)
% age out of Row Total (2.65) (97.35) (7.68) (92.32) (100.00)
Note:¢ KS FANHRG (g2 O2fdzyya 2F GKS F620S (F06fS aKz2¢g (KS acBlnmsd 0SaqQ 0O2Y

show the status as per the 2ay timeline notified.

Inferences:This service stands out as an efficiently delivered-figlhme service. In January
2023 alone, an impressive 33,067 applications for character certificates were completed.

Remarkably100per centof these applications were processed without any rejections.

The officially notified timeline for the police department to issue a Character Certifis&é
days. However, the system often generates an RTS (Right to Service) date thdsdxben
29 to 91 days after the date of applicatio®ne case was reported where the maximum

number of days taken to issue a certificate was.152

Based on the system's RTS date, an impressive pératentof applications were completed
within the timelhe. Even when considering the officially specifiedday RTS timeline, a
substantial 92.320er centof the completed applications were still completed within the

expected timeframe See Screenshot 1Hlotified Timeline ¢ 21 DaysSystem generated

timeline ¢ 30 days approx.
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Name Of Department: Dakshin Haryana Bijli Vitran Nigam
Name of Service/Scheme: Billing Complaints

Timeline: 7 days | Beneficiariesg Any Citizen

Name Of Department: Uttar Haryana Bijli Vitran Nigam
Name of Service/Scheme: Billingomplaints
Timeline: 7 days | Beneficiariesg Any Citizen

About the Service/SchemeThis service pertains tpower consumption bills. Citizens can
lodge complaints with the office of the power distribution company for all the necessary

rectification in case of an error in the bill.

Table 221 Billing Complaints
Disposal of Applicationffrom 1 to 31 January 2023]

Dakshin Haryana Bijli Vitran Nigam (DHBVN): Uttar Haryana Bijli Vitran Nigam (UHBVN): Billin
Billing Complaints Complaints
[from 1 to 31 January 2023] [from 1 to 31 January 2023]

Based on the Based on the Based on the Based on the
{ & &4 (1 RTB@ate Notified 7 Days { & &4 ( BT @ate Notified 7 Days
Timeline Timeline

Row Labels Outside | Within | Outside| Within Grand Outside Within Outside Within Grand
RTS RTS RTS RTS Total RTS RTS RTS RTS Total
Timeline| Timeline| Timeline| Timeline Timeline Timeline Timeline Timeline

Application Rejected 153 153
% age out offotal

Application (0.00) | (0.00) (0.00) | (2.07) | (0.15) | (1.92) | (2.07)
% age out of Row Total #DIV/0! | #DIV/0! (0.00) | (100.00)| (7.19) | (92.81)]| (100.00)

Objection Raised/Put on Hol
% age out of Total

Application

% age out of Row Total

Service Completed 209 4846 534 4521 5055 128 7124 1448 5804 7252
% age out of Total

Application (4.13) | (95.87) | (10.56) | (89.44) | (100.00)| (1.73) | (96.21) | (19.55) | (78.38) | (97.93)
% age out of Row Total (4.13) | (95.87) | (10.56) | (89.44) | (100.00)| (2.77) | (98.23) | (19.97) | (80.03) | (100.00)

Waiting for Citizen Respons
% age out of Total

Application

% age out of Row Total

Grand Total 209 4846 534 4521 5055 128 7277 1459 5946 7405

% age out of Total

Application (4.13) | (95.87) | (10.56) | (89.44) | (100.00)| (1.73) | (98.27) | (19.70) | (80.30) | (100.00)

% age out of Row Total (4.13) | (95.87) | (10.56) | (89.44) | (100.00)| (2.73) | (98.27) | (19.70) | (80.30) | (100.00)

Note:¢ KS FANRG G2 O2fdzyyad 2F (GKS 0208 GlotS aK2¢ GKS &acBlwpd 0SaQ 02Y

show the status as per theday timeline notified.

Inferences:DHBVN successfully resolved all bitiaated complaints from citizens without
any rejections. In contrast, UHBV@&solvedmost complaints by rectifying the billsut there

were somerejectionsalsa

For DHBVN, the system's generated RTS (Right tc®&edates were set within a range of
nineto 12 days after the date of application. In the case of UHBVN, the RTS dates established
by the systemare extended fromnineto 65 days after the application date. Notably, in the

DHBVN report, there was one iasice where it took the department 90 days to complete an
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application, and similarly, in the UHBVN report, there was an application that took 128 days

to complete.

Both DHBVN and UHBVN managed to complete the majority of applications within the RTS
timeline. However, when considering a strict adherence to the RTS timeline of seven days,
the percentageof applications completed within that timeframe was lower than the
percentageof applications completed within the timeline based on the system's generated

RTSlate.See Screenshot Totified Timelineg 7 DaysSystem generated timeling 10 days

approx.See Screenshot I8otified Timeline¢ 7 DaysSystem generated timeling 12 days

approx.

Name Of Department: Dakshin Haryana Bijli Vitran Nigam
Name of Service/Scheme: Meter Complaint [Replace slow/fast/meters/Creeping or S
meters]

Timeline: 7 days | Beneficiariesg Any Citizen

Name Of Department: Uttar Haryana Bijli Vitran Nigam
Name of Service/Scheme: Meter Complaint [Replace slow/fast/meters/Creeping or S
meters]

Timeline: 7 days | Beneficiariesg Any Citizen

About the Service/SchemeThis service pertains telectricity meers. Citizens can lodge
O2YLX I Ayla sAGK GKS LR26SNI RAAGNROGdziAZzY O2YLI

or stuck.

Table 222 Meter Complaint¢ Replace Slow/Fast/Meters/Creeping or Stuck Meters
Disposal of Applications[from 1 to 31 January 2023]

Dakshin Haryana Bijli Vitran Nigam: Meter  Uttar Haryana Bijli Vitran Nigam: Meter Complair|
Complaint¢ Replace slow/fast/meters/Creeping ¢ Replace slow/fat/meters/Creeping or stuck
or stuck meters meters
[from 1 to 31 January 2023] [from 1 to 31 January 2023]
Based on the % Based on the Based on the Based on the

{ @ a 1 BT Qate Notified 7 Days { @ &4 (i BTB@Aate Notified 7 Days
Timeline Timeline
Row Labels Outside| Within | Outside Within Grand Outside| Within | Outside Within Grand
RTS RTS RTS RTS Total RTS RTS RTS RTS Total
Timeline| Timeline| Timeline Timeline Timeline| Timeline | Timeline Timeline
34 30 34

Application Rejected
% age out of Total
Application (3.38) | (0.40) | (2.98) | (3.38)
% age out of Row Total (100.00)| (11.76) | (88.24) | (100.00)
Objection Raised/Put on Hol|
% age out of Total

Application

% age out of Row Total

ServiceCompleted 28 470 53 445 498 35 937 251 721 972
% age out of Total

Application (5.62) | (94.38) | (10.64) | (89.36) | (100.00)| (3.48) | (93.14) | (24.95) | (71.67)| (96.62)
% age out of Row Total (5.62) | (94.38) | (10.64)| (89.36) | (100.00)| (3.60) | (96.40) | (25.82) | (74.18) | (100.00)

Waiting for Citizen Response
% age out of Total
Application
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Dakshin Haryana Bijli Vitran Nigam: Meter  Uttar Haryana Bijli Vitran Nigam: Meter Complair|
Complaintg Replace slow/fast/meters/Creeping ¢ Replace slow/fat/meters/Creeping or stuck

or stuck meters meters
[from 1 to 31 January 2023] [from 1 to 31 January 2023]
Based on the Based on the Based on the Based on the
{ & & (i BTG @ate Notified 7 Days { & 4 (1 BTe@ate Notified 7 Days
% Timeline Timeline
Row Labels Outside| Within | Outside Within Grand Outside| Within | Outside Within Grand
RTS RTS RTS RTS Total RTS RTS RTS RTS Total
Timeline| Timeline| Timeline Timeline Timeline| Timeline | Timeline Timeline
% age out of Row Total
Grand Total 28 470 53 445 498 35 971 255 751 1006
% age out of Total
Application (5.62) | (94.38) | (10.64) | (89.36) | (100.00)| (3.48) | (96.52) | (25.35) | (74.65) | (100.00)
% age out of Row Total (5.62) | (94.38) | (10.64) | (89.36) | (100.00)| (3.48) | (96.52) | (25.35)| (74.65) | (100.00)

Note: The first two columns of the above table show &8 NJJA 0Sa Q O2VYLIX SGA2y a0l ddza +Fa LISNI GKS adead
show the status as per theday timeline notified.

Inferences:Like billing complaints, DHBVN addressed all complaints related to meter
issues, including slow, fast, crergj and stuck meter replacements, without rejecting
a single one. In contrast, UHBVN managed to resolve most of these complaints by

replacing the meter, but there weralso some rejections

For DHBVN, the system's generated RTS (Right to Service) dates were typically set
within a range ohineto 12 days from the date of application. In the case of UHBVN,
the system set RTS dates ranging frome to 46 days after the application date.
Notably, in the DHBVN reporfgjne applicatiortook 75 days to completesimilarly, in

the UHBVN report, there was an application that took 60 days to complete.

Both DHBVN and UHB\¥NmMpletedmost of the applications within the RTS timeline.
However, when consideng strict adherence to the notified RTS timeline of seven
days, thepercentageof applications completed within that timeframe was lower than
that of applications completed within the timeline based on the system's generated

RTS dateSee Screenshot IMotified Timeline ¢ Within sevendays of being established on

checkingSystem generated timeling 10 days approxSee Screenshot I¥otified Timeline

¢ Within sevendays of being established on checkiagstem generated timeling 10 days

approx.

Name Of Department: Public Health and Engineering

Name of Service/Scheme: Water Leakage/OverFlow Pipes
Timeline: 7 days | Beneficiariesg Any Citizen
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About the Service/SchemeThis service pertains twater leakage and overflowg water
supply pipegioverned by the Department of Public Health and Engineering. Citizens can lodge

complaints for the necessary replacement and repair.

Table 223 Water Leakage/ Over Flow Pipes

Disposal of Applications[from 1 to 31 January 2023]
‘ .FaSR 2y (RS Based on the Notifie? Days

date Timeline
Outside RTS  Within RTS Outside RTS  Within RTS Grand Total
Timeline Timeline Timeline Timeline

Row Labels

Application Rejected

% age out of Total Application
% age out of Row Total
Objection Raised/Put on Hold
% age out of Total Application
% age out of Row Total

Service Completed 92 1173 328 937 1265
% age out of Total Application (7.27) (92.73) (25.93) (74.07) (100.00)
% age out of Row Total (7.27) (92.73) (25.93) (74.07) (100.00)
Waiting for Citizen Response

% age out of Total Application

% age out of Row Total

Grand Total 92 1173 328 937 1265
% age out of TotaApplication (7.27) (92.73) (25.93) (74.07) (100.00)
% age out of Row Total (7.27) (92.73) (25.93) (74.07) (100.00)

O
N
=<

Note:¢ KS FANRUG (g2 O2fdzvyyad 2F (KS 10620S GlofS aKz2eg (GKS acslnas 0SaQ
show the status as per theday timeline notified.

Inferences: In total, 1265 applications were disposed iof January 2023, and all were

completed without a single rejection.

¢tKS aedaisSyQa 3ISYSNIGSR we¢{ RIGSA TF2NhimeATFSNB
to a maximum of 12 days from the date of application. One such application, wioki

days to complete,
Adherence to the syste@d 3JISYSNI 0SSR we §ase Rt 92.83 péceniiof Ay (i K
applications by completing applications before or on that date. However,stheenday

notified timeline to deliver service was adhered to in the case of 7467 cent of

applicationsSee Screenshot Motified Timeline I Seven DaysSystem generated timeline

i 10-11 days approx.

Name Of Department: Revenue & Disaster Management Department

Name of Service/Scheme: Resident Certificate
Timeline: 7 days | Beneficiariesg Any Citizen

About the Service/Schemddaryana Residence/ Domicile Certificates are issued to residents
born in Haryana or living for 15 years. This certificatesed for education and employment

purposes
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Table 224 Resident Certificate
Disposal of Applications[from 1 to 31 January 2023]

.aSR 2y (RS Based on the Notified Days
date Timeline
Row Labels Outside RTS  Within RTS  Outside RTS  Within RTS Grand Total
Timeline Timeline Timeline Timeline

ApplicationRejected 171 4113 342 3942 4284

% age out of Total Application (0.23) (5.62) (0.47) (5.38) (5.85)

% age out of Row Total (3.99) (96.01) (7.98) (92.02) (100.00)

Cancelled & 10 4 9 13

% age out of Total Application (0.00) (0.01) (0.01) (0.01) (0.02)

% age out of Row Total (23.08) (76.92) (30.77) (69.23) (100.00)

Objection Raised/Put on Hold 185 3399 318 3266 3584

% age out of Total Application (0.25) (4.64) (0.43) (4.46) (4.89)

% age out of Row Total (5.16) (94.84) (8.87) (91.13) (100.00)

Service Completed 843 64466 2178 63131 65309

% age out of Total Application (1.15) (88.03) (2.97) (86.21) (89.18)

% age out of Row Total (1.29) (98.71) (3.33) (96.67) (100.00)

Waiting for Citizen Response 4 37 7 34 41

% age out of TotaApplication (0.01) (0.05) (0.01) (0.05) (0.06)

% age out of Row Total (9.76) (90.24) (17.07) (82.93) (100.00)

Grand Total 1206 72025 2849 70382 73231

% age out of Total Application (1.65) (98.35) (3.89) (96.11) (100.00)

% age out of Row Total (1.65) (98.35) (3.89) (96.11) (100.00)
Note:¢ KS FANHRG (g2 O2ftdzyyad 2F GKS 020S GlofS akKz2g (GKS acdlnmg OS a o2y
show the status as per theday timelinenotified.
Inferences:A high volume service and ,231 were completed in January 2023. Applications
completed by issuing certificates were 89.p8r cent of the total completed. Some
applications were rejectedand on others, objections were raised apdt on hold. Afew
applications were cantled, andOA G AT SyaQ NBalLl2yaSa 6SNB | g+ Al
Despite the 7day timeline mandate, the RTS dates generated by the system were a minimum
of nine days after the application date and a maximum33# tlays after the application date.
One such application was completed in 192 days by the department. However p@8.8ent
2T OUKS FLIWX AOFGA2ya 6SNBE O2YLX SGSR ¢ BeeK (KS

Screenshot 1Notified Timeline i 7 Days System generated timeliné 10-11 days approx.

Name Of Department: Revenue & Disaster Management Department

Name of Service/Scheme: Income Certificate (for Education Purpose)
Timeline: 15 days | Beneficiariesg Any Citizen

About the Service/Schemetncome certificates for education purposes are issued to the
students, which may be required at the time of admission, and to avail concession and
benefits of different schemes of the state government for the students of fantilgesng

income below level as mentioned in a specific scheme.
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Table 225 Income Certificate (for Education Purpose)

Disposal of Applications[from 1 to 31 January 2023]
‘ .FaSR 2y (RRSdaed Based on the Notified5 Days

Timeline
RowLabels Outside RTS Within RTS Outside RTS Within RTS Grand Total
‘ Timeline Timeline ‘ Timeline Timeline
Application Rejected 73
% age out of Total Application (0.06) (0.00) (0.06) (0.00) (0.06)
% age out of Row Total (98.63) (1.37) (98.63) (1.37) (100.00)
Cancelled

% age out of Total Application
% age out of Row Total
Objection Raised/Put on Hold
% age out of Total Application
% age out of Row Total

Service Completed 45578 68634 54022 60190 114212
% age out of Total Application (39.88) (60.06) (47.27) (52.67) (99.94)
% age out of Row Total (39.91) (60.09) (47.30) (52.70) (100.00)

Waiting for Citizen Response
% age out of Total Application
% age out of Row Total

Grand Total 45650 68635 54094 60191 114285
% age out of Total Application (39.94) (60.06) (47.33) (52.67) (100.00)
% age out of Row Total (39.94) (60.06) (47.33) (52.67) (100.00)

Note: The firsttwo columnsofthe 6 2 @S Gl 6t S aK2g GKS aSNBAOSAQ O2YLX SGAzzy &adlddza Fa
show the status as per theday timeline notified

Inferences:! Y2y 3 GKS &aStSOGSR aSNWBAOSakaoOKSYSax
t dzN1J2 a S st akaded ak K4285 applications were completed only in one month,
that is, January of 2022bout 100per centof the applications were completed by delivering

the required certificates, but a few were rejected.

Though the notified timeline to issuacome certificates for education purposes is 15 days,
the RTS dates generated by the system were a minimum of 19 days after the application date
and a maximum of 24 days after the application date. However, the time taken to complete
many applications weamuch beyond that, as one such application was completed in 231 days

by the department.See Screenshot 1iotified Timeline 7 15 DaysSystem generated

timeline i 20 days approx.

Name OfDepartment Social Justice and Empowerment

Name ofService/Scheme: Old Age Samman Allowance
Timeline: 60 days | Beneficiaries; Older people (any caste, any gender)

About the Service/Schemeéfhe old Age Samman Allowance scheme provides Social Security

to older persons who cannot sustain themselves with itlogvn resources.
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Table 226 Old Age Samman Allowance

Disposal of Applications[from 1 to 31 January 2023]
‘ .FaSR 2y (RS Based on the NotifiedsODays
date Timeline

Outside RTS  Within RTS Grand Total

Row Labels ‘ Outside RTS  Within RTS

Application Rejected

Timeline
1

Timeline
8

Timeline
2

Timeline
7

9

% age out of Total Application

(11.11)

(88.89)

(22.22)

(77.78)

(100.00)

% age out of Row Total

(11.11)

(88.89)

(22.22)

(77.78)

(100.00)

Objection Raised/Put on Hold

%age out of Total Application

% age out of Row Total

Service Completed

% age out of Total Application

% age out of Row Total

Waiting for Citizen Response

% age out of Total Application

% age out of Row Total

Grand Total

1

8

2

7

9

% age out of Total Application

(11.11)

(88.89)

(22.22)

(77.78)

(100.00)

% age out of Row Total

(11.11)

(88.89)

(22.22)

(77.78)

(100.00)

Note: The first two columns of the above table show thé§ NIJA 0Sa Q O2Y L) SiA2y adGlddza a LISNI GKS aeéal
show the status as per the &fay timeline notified.

Inferences:Only nine applications were completed in January 2023, and all were rejected.

The notified timeline to comlpte the application for Old Age Samman Allowance is 60 days;
however, the RTS dates generated by the system were a minimum of 90 days after the
application date and a maximum of 92 days after the application date. However, a few
FFGSNJ RIFea LIaaSR GKS adeadsSvaq
application was completed after 151 days from the date of application.pEneentageof

F LILJX AOFGA2ya O2YLIX SGSR 6A0GK NB2SOlUA2Y 6AGKAY
timeline ard notified RTS timeline was 88.89 and 77.78, which are quite S&ghScreenshot

applications were complefe

19 Notified Timeline 1 60 DaysSystem generated timeliné 90 days approx.

Name Of Department: Transport Department

Name of Service/Scheme: Registrationbn-Transport Vehicles through DealdRLA
Timeline: 18 days | Beneficiariesg Any Citizen

About the Service/Schemé:he nontransport vehicle sold by any motor vehicle dealer in the

state of Haryana to any resident of Haryana, which is approved and fullytinolt and made

in India, need not be presented before the registration authority. Such vehicles shall be
registered on the production of an inspection certificate issued by the motor vehicle dealer.
CKAa aSNIBAOS A& FLILX ASR GHESGGSKROt § QEUNRIIZEIH R
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Table 227 Registration of NorTransport Vehicles through DealdRLA
Disposal of Applications[from 1 to 31 January 2023]

‘ . FaSR 2y (RRSdae Based onthe Notified.8 Days
Timeline
Row Labels Outside RTS Within RTS Outside RTS ~ Within RTS  Grand Total
Timeline Timeline Timeline Timeline
Cancelled 79 879 123 835 958
% age out of Total Application (0.15) (1.70) (0.24) (1.61) (1.85)
% age out of Row Total (8.25) (91.75) (12.84) (87.16) (100.00)
Service Completed 4761 45819 24868 25712 50580
% age out of Total Application (9.19) (88.48) (48.02) (49.65) (97.67)
% age out of Row Total (9.41) (90.59) (49.17) (50.83) (100.00)
Waiting for Citizen Response 51 193 125 119 244
% age out of TotaApplication (0.10) (0.37) (0.24) (0.23) (0.47)
% age out of Row Total (20.90) (79.10) (51.23) (48.77) (100.00)
Waiting for Payment 1 4 1 4 5
% age out of Total Application (0.00) (0.01) (0.00) (0.01) (0.01)
% age out of Row Total (20.00) (80.00) (20.00) (80.00) (100.00)
Grand Total 4892 46895 25117 26670 51787
% age out of Total Application (9.45) (90.55) (48.50) (51.50) (100.00)
% age out of Row Total (9.45) (90.55) (48.50) (51.50) (100.00)
Note:¢ KS FANRUG Gg2 O2fdzyya 2F GKS F1020S Gl1o6tS aK2g GKS acllwias 0Saq O

show the status as per the 4By timeline notified.

Inferences: Registration of nosiransport vehicles is a higiblume service. Fiftpne

thousand seven hundred eigheven (51787) were completed in January 2023. Applications
completed by issuing registration numbers were 9787 centof the total completed. Some
applications were candled/rejected. A few applications were kept on hold as the

RSLI NI YSyi gFrAGAY3 F2NJ OAGAT SyaQ NBaLRy

applications were kept on hold because of Amayment.

gl a

Despite thenotification of the 1&ay timeline, thesydemgenerated RTS datesere a
minimum of 12 days(less than 18 days notified timelinajter the application date and a

maximum of203days after the application date. Few applications were completed after days

LI aASR GKS aeéaisSyaQsuehdppieatibniwgdsRomplétéd affet 2413ays 2y S
from the date of application. Theercentageof applications completed within the timeline
FRKSNAYy3a (2 GKS aeadsSyQa 3ISYySNIGSR we{ RFGS

See Screenshot 20otified Timeline i 18 DaysSystem generated timeling 20-30 days

approx.

Name Of Department: Urban Local Bodies

Name of Service/Scheme: Change of Owner/Occupier in Property Tax Register (Ex

death case)
Timeline: 15 days | Beneficiariesg Any Citizen
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About the Service/Schemefhe Change of owner/occupier (name) of an already registered
property in the Property Tax Register may be required in case of sale, purchase of property

transfer or gifting of property.

Table 228 Change ofOwner/Occupier in Property Tax Register (Except in death case)

from 1 to 31 January 2023
‘ .FasSR 2y GRTSdat{eﬁ Based on the Notified.5 Days

Timeline

Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total

‘ Timeline L EE ‘ Timeline Timeline
Application Rejected 8579 5913 5772 11685
% age out of Total Application (9.21) (25.43) (17.53) (17.11) (34.63)
% age out of Row Total (26.58) (73.42) (50.60) (49.40) (100.00)
Service Completed 4009 18021 9374 12656 22030
% age out of Total Application (11.88) (53.41) (27.78) (37.51) (65.30)
% age out of Row Total (18.20) (81.80) (42.55) (57.45) (100.00)
Waiting for Citizen Response 16 7 23 23
% age out of Total Application (0.05) (0.02) (0.07) (0.07)
% age out of Row Total (69.57) (30.43) (100.00) (100.00)

Waiting for Payment
% age out of Total Application
% age out of Row Total

Grand Total 7131 26607 15310 18428 33738
% age out of Total Application (21.14) (78.86) (45.38) (54.62) (100.00)
% age out of Row Total (21.14) (78.86) (45.38) (54.62) (100.00)

Note:¢ KS FANRG (g2 O2fdzyyad 2F (GKS 1 020S GlotS &aK2g¢ (GKS &acBlwpd 0SaQ 02Y
show the status as pehe 15-day timeline notified.

Inferences:Change of owner/ occupier in the property tax register is another-kigbme

service. In January 2023, 33738 applications requesting this service were completed. The
rejection percentagewas 34.63, and thpercentageof applications completed by changing

the name of owner/occupier was 65.3@r centof the total completed applications. A few

F LILJX AOF dA2ya gSNB (1SLI 2y K2fR a G4KS RSLI NI

requirements.

The notified timeline is 15 days for the change of owner/occupier in the property register.
However, thesystem generated the RTS datesn after 228 days from the application date.

One application was completed after 218 days from the date of applicationp@iventage

2F FLILX AOFGA2ya O2YLX SGSR gAUGKAY (GKS GAYSTE A\
and notified RTS timeline was 78.86 and 54%2e Screenshot 2Notified Timeline i 15

DaysSystem generated timeliné 20-30 days approx.

Name Of DepartmentWelfare Of SCs And BCs

Name of Service/Scheme: Dr. Ambedkar Medhavi Chattar Yojna
Timeline: 45 days | Beneficiaries; Scheduled castes, Backward Classes, DNTs, Nomadic,
Nomadic, Vimukt Jati and Tapriwas Jatis

About the Service/Scheméefhe scheme Dr. Ambedkar Medhavi Chhatar Sanshodhit Yojna is

being implemented to encourage the spirit of competition among the students of Scheduled

50



castes, Backward Classes, DNTs, Nomadic-Mamadic, Vimukt Jati and Tapriwestis.
Under the scheme, meritorious students are encouraged with financial assistance to progress

and achieve new heights.

Table 229 Dr. Ambedkar Medhavi Chattar Yojna

Disposal of Applicationffrom 1 to 31 January 2023]
Based on theSystem's RT&8ate

Based on the Notified!5 Days
Timeline

Row Labels Outside RTS  Within RTS Outside RTS  Within RTS Grand Total
Timeline Timeline Timeline Timeline
Application hold due to Code of Conduct 2 1 1 2
% age out of Total Application (0.01) (0.00) (0.00) (0.01)
% age out of Row Total (100.00) (50.00) (50.00) (100.00)
Application Rejected 44 7218 1639 5623 7262
% age out of Total Application (0.12) (20.33) (4.62) (15.84) (20.46)
% age out of Row Total (0.61) (99.39) (22.57) (77.43) (100.00)
Objection Raised/Put on Hold 1 101 9 93 102
% age out of Total Application (0.00) (0.28) (0.03) (0.26) (0.29)
% age out of Row Total (0.98) (99.02) (8.82) (91.18) (100.00)
Service Completed 5494 22636 12188 15942 28130
% age out off otal Application (15.48) (63.77) (34.33) (44.91) (79.24)
% age out of Row Total (19.53) (80.47) (43.33) (56.67) (100.00)
Service Request Deactivated 1 1 1
% age out of Total Application (0.00) (0.00) (0.00) (0.00)
% age out of Row Total (100.00) (0.00) (100.00) (100.00)
Waiting for Citizen Response 2 2 2
% age out of Total Application (0.01) (0.01) (0.00) (0.01)
% age out of Row Total (100.00) (100.00) (0.00) (100.00)
Grand Total 5539 29960 13839 21660 35499
% age out of Total Application (15.60) (84.40) (38.98) (61.02) (100.00)
% age out of Row Total (15.60) (84.40) (38.98) (61.02) (100.00)

Note:¢ KS FANRG (g2 O2fdzyyad 2F (GKS 1 020S (3203 B5SERRIWAKSRASSDAIOBA Qi 0OF Y
show the status as per the 4%ay timeline notified.

Inferences:This scholarship is a higloelume scheme. In January 2023,48® applications

for scholarships under this scheme were completed. rEfectionpercentagewvas 20.46, and

the percentageof applications completed by issuing scholarships was 7®24&entof the

total completed applications. A few applications were kept on hold due to the invocation of

the code of conduct, and in some, kit SyaQ NBalLlRyaSa (2 1jdzSNASa

department were awaited.

The 45 days is the notified timeline for this scheme; howether RTS datesentioned in the

report were much more than the 45 dayhe minimum number of days allotted to comige

service was 64, and the maximum was 253 days from the application date. One application

was completed after 227 days from the date of application. péeentageof applications

O2YLX SGSR gAUGKAY GKS GAYSEAYS | REDNBRHRIS (2 K
timeline was 84.40 and 61.05ee Screenshot 29otified Timeline T 45 DaysSystem

generated timelinei 60 days approx.
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Name Of Department: Welfare Of SCs And BCs

Name of Service/Scheme: Mukhya Mantri Vivah Shagun Yojna
Timeline: 30 days | Beneficiariesx; Female (Reserved Castes)

About the Service/Schemerhis scheme is being implemented to honour the girl child and to
ensure that the girls from louncome families and daughters of widows/destitute women,

sportswomen and orphan gichildren are married gracefully.

Table 230 Mukhya Mantri Vivah Shagun Yojna

Disposal of Applications[from 1 to 31 December 2022] *

Based on theSystem's RTS date Based on the Notified0 Days
Timeline

Timeline Timeline Timeline Timeline

Row Labels Outside RTS ‘ Within RTS Outside RTS Within RTS Grand Total

Application hold due to Code of Conducf]
% age out of Total Application
% age out of Row Total

Application Rejected 1 1 1
% age out of Total Application (16.67) (16.67) (16.67)
% age out of Row Total (100.00) (100.00) (100.00)

Objection Raised/Put on Hold
% age out of Total Application
% age out of Row Total

Service Completed 5 5 5
% age out of Total Application (83.33) (83.33) (83.33)
% age out of Row Total (100.00) (100.00) (100.00)

Service Request Deactivated
% age out of Total Application
% age out of Row Total
Waiting for Citizen Response
% age out of Totalpplication
% age out of Row Total

Grand Total 6 6 6
% age out of Total Application (100.00) (100.00) (100.00)
% age out of Row Total (100.00) (100.00) (100.00)

Note: * No record for the January 2023
Note: The firsttwoO2 f dzYya 2F G(G(KS | 62@S GlotS aKz2g (KS aSNBAOSaQ O02YLX SiAazy
show the status as per the 3fay timeline notified.

Inferences:n the report for January 2023, there were no records available. Tieerefeport
from the previous month was examined. In that earlier report, there were only six records of
completed applications. Out of these, five applications were completed by issuing a shagun

amount, and one application was rejected.

Notably, the RT$Right to Service) dates mentioned in the report exceeded thele80
timeline stated in the official notification. The minimum number of days allocated to
complete the service was 43 or 44. However, all of these applications were successfully

completed wihin the timeline.See Screenshot 2Rotified Timeline ¢ 30 DaysSystem

generated timelineg 45 days approx.
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Name Of Department: Women And Child Development Department

Name of Service/Scheme: Aapki Beti Hamari Beti

Timeline: 30 days | Beneficiaries; Female girl child (Any Caste)

About the Service/Schemeiapki Beti Hamari Beti is a Haryana State Government Scheme in

which a sum of Rs 100 is invested with Life Insurance Corporation LIC in the nartie of

first Girl child of SC/BPL family atié secondchild of a family belonging to any caste.

Table 231 Aapki Beti Hamari Beti
Disposal of Applicationffrom 1 to 31 January 2023]

Based on theSystem's RTS dat¢ Based on the Notified80 Days
Timeline

Row Labels Outside RTS Within RTS Outside RTS Within RTS Grand Total
Timeline Timeline Timeline Timeline

Application pending with LIC 4071 4031 4071

% age out of TotaApplication (98.79) (0.97) (97.82) (98.79)

% age out of Row Total (100.00) (0.98) (99.02) (100.00)

Application Rejected 18 18 18

% age out of Total Application (0.44) (0.44) (0.44)

% age out of Row Total (100.00) (100.00) (100.00)

Waiting for Citizen Response 32 1 31 32

% age out of Total Application (0.78) (0.02) (0.75) (0.78)

% age out of Row Total (100.00) (3.13) (96.88) (100.00)

Grand Total 4121 41 4080 4121

% age out of Total Application (100.00) (0.99) (99.01) (100.00)

% age out of Row Total (100.00) (0.99) (99.01) (100.00)
Note:¢ KS FANBRG G2 O2fdzyya 2F (KS 10208 (lofS aK2g (GKS acBlnaggd 0SaQ 0O2Y
show the status as per the 3faytimeline notified.
Inferencesin January 2023, 421 applications for thé ! | LJ] A SGA | Iwere NA . S
completed. There was a negligibpercentageof rejected applications. Thpercentageof
applications completed from the department side but jpémy at the Life Insurance
Corporation level was 98.79.
The notified timeline for this scheme is 30 days; however, the minimum number of days
allotted to complete service was 43, and the maximum was 244 days from the application
date. Oneapplication was completed after 198 days from the date of application. The
percentaga 2 F | LI AOFdA2ya O2YLX SGSR gAGKAY (K!

generated RTS date and notified RTS timeline were 100 and $28Ecreenshot Nbtified

Timelinei 30 DaysSystem generated timeliné 45 days approx.

SERVICESISE APPLICATIONS COMPLENEIAPPLICATIONS REJECTED [SELECTED

SERVICES/SCHEMES]

Service Completed Out of Total Application Disposed

The following four services achieved a perfamipletion rate, meaning service was delivered

for each application disposed of.
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Table 232 List of services for which 100er cent of applicationsvere completed with
service delivery

Name of Service %age of applications for which
service was completed out of
the total applications
completed

Character Certificate (100.00)

Dakshin Haryana Bijli Vitran Nigam: Billing Complaints (100.00)

Dakshin Haryana Bijli Vitréigam: Meter Complaint Replace slow/fast/meters/Creeping or (100.00)

stuck meters

Water Leakage/ Over Flow Pipes (100.00)

The following is a list of four services where thercentag®f completed services out of the

total number of disposed of appditons was below 50 pegnt

Table 233 List of services for whickess than 50 per cent of applicatiorvgere completed
with service delivery

Name of Service %age of applications for whick
service wascompleted out of
the total applications
completed

Injury / Death where application submitted after 2 months of accident but no FSL report is (46.15)

required [from 1 to 31 January 2023]

Kanyadaarscheme [from 1 to 31 January 2023] (39.64)

Financial Assistance for Education of children of registered wéfrieen 1 to 31 January 2023] (29.89)

Old Age Samman Allowanffeom 1 to 31 January 2023] (0.00)

Thepercentageof services completed in the case of the other 16 services were as follows.

Table 234 List of services for whicthe percentageof applicationscompleted with service
deliverywas more than 50 per cent and less than 100 per cent

Name of Service %age of applications for which
service wascompleted out of
the total applications
completed

Income Certificate (for Education Purpoffedm 1 to 31 January 2023] (99.94)

Aapki Beti Hamari Beffirom 1 to 31 January 2023] (98.79)

Uttar Haryana Bijli Vitran Nigam: Billing Complajfitsam 1 to 31 January 2023] (97.93)

Registration of NofTransport Vehicles through Dealgt Alfrom 1 to 31 January 2023] (97.67)

Uttar Hayana Bijli Vitran Nigam: Meter ComplagReplace slow/fast/meters/Creeping or stuck

meters[from 1 to 31 January 2023] (96.62)

Application For Issuance of Birth/Death/Non Availability Certificate ([f@) 1 to 31 January

2023] (92.39)

Application for Inclusion of Child Name in Birth Redbmim 1 to 31 January 2023] (91.03)

Resident Certificatfrom 1 to 31 January 2023] (89.18)

Mukhya Mantri Vivah Shagun Yojfiom 1 to 31 December 2022] * (83.33)

ReAllotment Letter{from 1 to 31 January 2023] (81.57)

Financial Assistance in marriage of women workers or daughters of workers [from 1 to 31 Jal

2023] (79.51)

Dr. Ambedkar Medhavi Chattar Yojiieom 1 to 31 January 2023] (79.24)

Filing of mandatory annual retusru/s 50(1) of the Haryana Registration and Regulation of

Societies Act, 2012 (Act 1 of 2012pm 1 to 31 January 2023] (75.00)

Change of Owner/Occupier in Property Tax Register (Except in deathfoase) to 31 January

2023] (65.30)

Injury / Death where application submitted within 2 months of accident but norédrt is

required [from 1 to 31 January 2023] (60.00)

Occupancy Certificate/Completion Certificate [from 1 to 31 January 2023] (59.09)
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Figure 2.1% AGEOF SERVICE®MPLETED WITH DELIVERY OF SERVICE OUT OF TOTAL
COMPLETED APPLICATION IN ONE MONTH

Water Leakage/ Over Flow Pipes [from 1 to 31 January 202

51 1aKAY | IFNeIFYL .Aeft A tA[]NJ-)/ i M
Character Certificate [from 1 to 31 January 2023

7
POGENI L ENBFYE . A2fA xAGNIY b i (97.93)

Dakshin Haryana Bijli Vitran Nigam: Meter ComplamReplaceX

Income Certificate (for Education Purpose) [from 1 to 31 January 202

Aapki Beti Hamari Beti [from 1 to 31 January 202
(97.23) Y
wSAAAGNI GA2Y 2F b2y m¢ N} yall NI S OT S ] S S ?N\E
Uttar Haryana Bijli Vitran Nigam: Meter ComplaigtReplace&X

PLLECAOKGR2y FT2NI LyOfdizy 27 / nme———— R 2
89.18
(83.33

(81.57)

CAYLYOALT | A&A&GFYOS Ay Yk NNJ\“@HKGSM 5

Dr. Ambedkar Medhavi Chattar Yojna [from 1 to 31 January 202 (79.24)

CAtAY3 2F YIyRIFG2NE | yydzt s (75.00) SNIIENESRVAPY

Resident Certificate [from 1 to 31 January 2023

I LILX AQIFGA2Y C2NJ LaadzZ yoOS 2¥F . | ST U Z NEERIE)S NI A T
Mukhya Mantri Vivah Shagun Yojna [from 1 to 31 December 2022 . )

Re-Allotment Letter [from 1 to 31 January 2023]

I KEy3S 2F hgySNkhOOdzZLIASNI Ay t Ne———— ) = OS1Lii Ay RS
Ly2dnNe k 5S8HdGK ¢KSNB | LILX A O I FG0e0)]y + v2yika 27
hO0OdzZLJ yO& / SNIATFAOLGSKk/ 2 YL S neey FEERR) v (2 om W ydg
LyedNE k 58FdK gKSNB | LILX A CEmie BERRAY] F 6 SN v Y2y liKka 27F
Kanyadaan Scheme [from 1 to 31 January 202 3 <IN
CAYLYyOAlt 1aaratdlyos F2N 9Rdz0 e JEERE)R NSy 2F NB3IAaAGSNBR 62

Old Age Samman Allowance [from 1 to 31 January 2023 (O_OO)

(0.00) (20.00) (40.00) (60.00) (80.00) (100.00) (120.00)

Application Rejectedr Cancelled Out of Total Application Completed
Following is the list of services for which thercentageof applications rejected out of the

total applications disposed of was high, as pér centor more were disposed of with

rejection.

Table 235 List of services for whicthe percentageof applicationscompleted with
rejection was more than 50 per cent

Name of Service

%age ofapplications rejected
out of the total applications
completed

Injury / Death where application submitted after 2 months of accident but no FSL report is (53.85)
required [from 1 to 31 January 2023]

KanyadaarScheme [from 1 to 31 January 2023] (60.05)
Financial Assistance for Education of children of registered woflk@m 1 to 31 January 2023] (69.97)
Old Age Samman Allowand&om 1 to 31 January 2023] (100.00)
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Services for which theejectionpercentagewas significant (equal to 25 and less thanped

cent)are listed below.

Table 236 List of services for whicthe percentageof applicationscompleted with
rejection was 25 per cent but less than 50 per cent

Name of Service %age of applications rejected
out of the total applications
completed

Filing of mandatory annual returns u/s 50(1) of the Haryana Registration and Regulation of

Societies Act, 2012 (Act 1 of 201/#pm 1 to 31 January 2023] (25.00)

Change of Owner/Occupier in Property Tax Register (Except in death ffase) 1 to 31 January (34.63)

2023]

Injury / Death where application submitted within 2 months of accident but no F8port is (40.00)

required [from 1 to 31 January 2023]

Occupancy Certificate/Completion Certificate [from 1 to 31 January 2023] (40.91)

Services with moderate rejectiggercentage equal to more than ten and less than 25 are as

follows.

Table 237 List of services for whickthe percentageof applicationscompleted with
rejection was more than 10 per cent but less than 25 per cent

Name of Service %age of applications rejected
out of the total applications
completed

Mukhya Mantri Vivah ShaguiYojna[from 1 to 31 December 2022] * (16.67)

ReAllotment Letter[from 1 to 31 January 2023] (18.43)

Dr. Ambedkar Medhavi Chattar Yojj&om 1 to 31 January 2023] (20.46)

Following are the services with low rejectiparcentage of less than 10.

Table 238 List of services for whicthe percentageof applicationscompleted with
rejection was less than 10 per cent

Name of Service %age of applications rejected
out of the total applications
completed

Income Certificate (for EducatioRurpose)[from 1 to 31 January 2023] (0.06)

Aapki Beti Hamari Befifrom 1 to 31 January 2023] (0.44)

Registration of NorTransport Vehicles through Deald®®LAfrom 1 to 31 January 2023] (1.85)

Uttar Haryana Bijli VitrarNigam: Billing Complaintffrom 1 to 31 January 2023] (2.07)

Financial Assistance in marriage of women workers or daughters of workers [from 1 to 31

January 2023] (2.46)

Uttar Haryana Bijli Vitran Nigam: Meter ComplaigtReplace slow/fast/meters/Creping or

stuck meterg[from 1 to 31 January 2023] (3.38)

Resident Certificatgfrom 1 to 31 January 2023] (5.87)

Application For Issuance of Birth/Death/Non Availability Certificate (NA@)mM 1 to 31 January

2023] (5.88)

Application forInclusion of Child Name in Birth Recoffiom 1 to 31 January 2023] (7.34)

Services for which all applications were completed without any rejection are listed below.

Table 239 List of services for whicthe percentageof applicationscompleted with
rejection was Nill

Name of Service %age of applications rejected
out of the total applications
completed

Character Certificate [from 1 to 31 January 2023] (0.00)

Dakshin Haryana Bijli VitraNigam: Billing Complaintffrom 1 to 31 January 2023] (0.00)

Dakshin Haryana Bijli Vitran Nigam: Meter ComplaqReplace slow/fast/meters/Creeping or

stuck meterg[from 1 to 31 January 2023] (0.00)

Water Leakage/OverFlow Pipggom 1 to 31 January 2023] (0.00)




Figure 2.26 AGE OF APPLICATIONS REJECTED OR CANCELLED OUT OF TOTAL COMPLETH
APPLICATION IN ONE MONTH

Old Age Samman Allowance [from 1 to 31 January 202 i ———————— G0 [0K0[0)]
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Low Rejection less than 10 %

bA3ILYY . AtEtAYy3 [ 2YLH

No Rejection

APPLICATIONS COMPLETED OUTSIDE THE TIMELINE OUT OF THE TOTAL APPLICATIO
COMPLETED

While distributing thed CA Y F Y OA L £ | 8aA40F YOS F2NJ (KS 9Rdz
2 2 NJ S N& ¢ thedlowésSawherence to th8ystem's Generated Timelingas observed,

as 71.55er centof the completed applications fell outside the specified timeline.

Howeverassessing adherence to the notified timeline, following four services/schemes listed
in the table below, the@ercentageof applications completedutside the RTS notified timeline

was more than 5@er centof the total applications disposed of.

Table 240 FourServices/Schemes witBignificant Percentageof Applications Completion
Outside Timeline

Services/Schemelrom 1 to 31 January 2023] Based on theSystem's Based orthe Notified
generated RTS date Timeline
Financial Assistance for theducation of children of registered Workers (71.55) (83.12)
ReAllotment Letter (44.48) (76.25)
Occupancy Certificate/Completion Certificate (16.36) (90.00)
Kanyadaan Scheme (6.93) (54.07)
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Table 241 Services/Scheme®/ise Percentage of Applications Completion Outside

Timeline

Services/Schemefgrom 1 to 31 January 2023] Based orthe System's Based orthe Notified

generated RTS date Timeline
Financial Assistance for the Education of children of registered Workers (71.55) (83.12)
ReAllotment Letter (44.48) (76.25)
Income Certificate (for Education Purpose) (39.94) (47.33)
Change of Owner/Occupier in Property Tax Register (Except in death cag (21.14) (45.38)
Occupancy Certificate/Completion Certificate (16.36) (90.00)
Dr. Ambedkar Medhavi Chattar Yojna (15.60) (38.98)
Injury / Death where application submitted within 2 months of accident bu (12.63) (20.00)
no FSlreport is required
Old Age Samman Allowance (11.11) (22.22)
Registration of NorTransport Vehicleshrough DealerRLA (9.45) (48.50)
Water Leakage/ Over Flow Pipes (7.27) (25.93)
Kanyadaan Scheme (6.93) (54.07)
Filing of mandatory annual returns u/s 50(1) of the Haryana Registration (5.79) (31.94)
and Regulation of Societies Act, 2012 (Act 1 of 2012)
Dakshin Haryana Bijli Vitran Nigam: Meter ComplaqReplace (5.62) (10.64)
slow/fast/meters/Creeping or stuck meters
Dakshin Haryana Bijli Vitran Nigam: Billing Complaints (4.13) (10.56)
Application For Issuance of Birth/Death/NoAvailability Certificate (NAC) (4.04) (17.04)
Injury / Death where application submitted after 2 months of accident but (3.85) (15.38)
no FSL report is required
Uttar Haryana Bijli VitrarNigam: Meter Complaint Replace (3.48) (25.35)
slow/fast/meters/Creeping or stuck meters
Character Certificate (2.65) (7.68)
Application for Inclusion of Child Name in Birth Record (2.27) (19.07)
Uttar Haryana Bijli VitrarNigam: Billing Complaints (1.73) (19.70)
Resident Certificate (1.65) (3.89)
Aapki Beti Hamari Beti (0.00) (0.99)
Financial Assistance in marriage of women workers or daughters of worke (0.00) (36.07)
Mukhya Mantri Vivah Shagun Yojférom 1 to 31December 2022] * (0.00) (0.00)

Figure 2.3Service/Scheme wispercentages of Application Completion Outside Timeline:
Based on theSystem's Generated Timeline
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Figure 2.4Service/Scheme wispercentages of Application Completion Outside Timeline:
Based on theNotified Timeline

hOOdzLI yO& / SNIAFA O (i - ———————— [EET)
CAYLYyOALE taaraidlyOs mmemsteremessmeney [CHE] /-
wSml ot 20 Y it e— 5
YiyerREFy it G
wS3IAAGNI GA2y 2F b2y TR 2§ K NE dz3 K X
LyOo2YS /SNIATAON(GS menememtwEenmn eyt dzN1J2 3 S0 X
/KFy3S 2F hgySNkhOOdM et JEEEDY: 1 & wS34 a0 SN
5NI | Yo SR N a$ R e TG 2 2y X
CAyLyOALt 1aaradlyos AymeeeesfEHIN 62 YSy 62 N] SNI
CAfAY3 2F YIyYyRFG2NE |y i dzxk & pnom0 2F i
2P 0SSN [ S 135« mmmteeme JEEER) ¢ A LIS a X
Uttar Haryana Bijli Vitran Nigam: Meter Complai]:
htR 135 {1 Yy e JEZPH O S x
Ly2dz2NE k 5SF 0K ¢gKSNE | Lossmim ebI)) &2dz0 YAGGSR 6AUGKAY
PAGENI L ENEEYE A2t A+ A (e QEERBNYY . AT EAY3 /2YLE LA
P LLX AOFGA2y F2NJ Ly Of ommmemm BEEE) <At R bl YS Ay . AND
L LI A O GA2y C2NJ Laa dmmi [EEE . A NI Kk5SF iKkb2yX
Ly2dz2NE k 5SF0K ¢gKSNE | mommEERE) 2y ad2o YAGGSR | F3SN
Dakshin Haryana Bijli Vitran Nigam: Met& il
5F1aKAY I FENEFYF . AcommERNI Yy bAILYY . AffAy3IX
/ KIFNI OGS N mmbgedd) ¥ A O G SX
wWSaAaARSY (I myeEE) A Ol GSX
PELAA . SOA 1JEB]F NA . SGAX
adzl Kel alydnNa =AJIR) { KF 3dzy | 22y X
(0.0010.0¢20.0030.0030.0050.000.0070.00$0.0¢90.00)00.00)

Comparative Performance Analysis in The Delivery of Diffe

Service/Schemes
Among the selected services/schemebosewith the highest number ofservices/schemes
delivered/distributed out of total applications completed in a month and most

delivered/distributed within the timeline are considered the best performing

services/schemes¢ 2 A RSY (A Te (GKS 0Said RSt AODSSERKRAEGN

been granted to eaclservice/schemebased on the criteria described above by using the

F2ft29Ay3 YSiUK2R2t23& (G2 OFfOdAIIGS aaO02NBéd
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Score Methodology
To identify the besperformingservices/schemes, each one is assigned a scohes score
is cdculated by adding

1. The number of applications completed with the delivery/distribution of the
service/schemeout of 100 disposed of applications a month.

2. The number of applications disposed of with the delivery/distribution of the
service/scheme within the timelineout of 100 disposed of applications with the
delivery/distribution of the service/schemén a month

The resulting score can range from a minimum of zero to a maximum of 200.

Note: Scores are calculated based on both thd @ a1 SYU & DSy Santl theS R w¢ {
ab2GATFAS Ro abol 6ronpsfiSos.

Table 242 Services/Schemes Wise Performance Score
Services/Schemefrom 1 to 31 January 2023] Score Based othe Score Based othe

System's generated RTS = Notified Timeline
date

Aapki Beti Hamari Beti (198.79) (197.80)
Character Certificate (197.35) (192.32)
Uttar Haryana Bijli Vitran Nigam: Billing Complaints (196.17) (177.97)
Dakshin Haryana Bijli VitraNigam: Billing Complaints (195.87) (189.44)
Dakshin Haryana Bijli Vitran Nigam: Meter ComplaqReplace

slow/fast/meters/Creeping or stuck meters (194.38) (189.36)
Uttar Haryana Bijli VitrarNigam: Meter Complaint, Replace

slow/fast/meters/Creeping or stuck meters (193.02) (170.80)
Water Leakage/ Over Flow Pipes (192.73) (174.07)
Application for Inclusion of Child Name in Birth Record (188.87) (171.92)
Application For Issuance @irth/Death/Non Availability Certificate (NAC) (188.56) (175.72)
Registration of NorTransport Vehicles through Deald&?LA (188.26) (148.50)
Resident Certificate (187.89) (185.85)
Mukhya Mantri Vivah Shagun Yojiérom 1 to 31 December 2022] * (183.33) (183.33)
Financial Assistance in marriage of women workers or daughters of workg (179.51) (143.43)
Filing of mandatory annual returns u/s 50(1) of the Haryana Registration

and Regulation of Societies Act, 2012 (Act 1 of 2012) (169.75) (154.94)
Income Certificate (for Education Purpose) (160.03) (152.64)
Dr. Ambedkar Medhavi Chattar Yojna (159.71) (135.91)
Change of Owner/Occupier in Property Tax Register (Except in death cag (147.10) (122.75)
Injury / Death whereapplication submitted after 2 months of accident but

no FSL report is required (146.15) (129.49)
Injury / Death where application submitted within 2 months of accident bu

no FSL report is required (145.96) (138.95)
OccupancyCertificate/Completion Certificate (136.01) (68.32)
ReAllotment Letter= (135.03) (103.19)
Kanyadaan Scheme (128.28) (81.07)
Financial Assistance for the Education of children of registered Workers (53.41) (38.25)
Old Age Samman Allowance (0.00) (0.00)

~ A en

FaSR 2y (GKS aa02NB#éa{0ddDIN G E SBS O pEKRE NW ¢
criterion to grant the status of disposal of application either within or outside RTS, the

following isthe listof five top-performingservices/schemes.

Table 243 Five Best services/schemes for effective service delivesysidering the
a{e&aisSvyua DSYSN}iGSR we¢{ 5 (5S¢
Aapki Beti Hamari Beti
Character Certificate
Uttar Haryana Bijli Vitran Nigam: Billing Complaints
Dakshin Haryana BijVitran Nigam: Billing Complaints
Dakshin Haryana Bijli Vitran Nigam: Meter ComplaqiReplace slow/fast/meters/Creeping or stuck meters
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FaSR 2y GKS d&aO02 NBtedNobiedTindiiheat as & dRiterO2ty grantk S N v =
the status of disposal of application either within or outside RTS, the followihg ikst of
five top-performingservices/schemes.

Table 244 Five Best services/schemes for effective service delivapsidering the
oNotified Timeline¢

Aapki Beti Hamari Beti

Character Certificate

Dakshin Haryana Bijli Vitran Nigam: Billing Complaints

Dakshin Haryana Bijli VitraNigam: Meter Complaint, Replace slow/fast/meters/Creeping or stuck meters
Resident Certificate

However, it is essential to note that in the case of ¢éhé I LJ] A . S { AscherheYtheNA . S
number ofa ! LILIXE A OF G A 2y hes eRmcguRteded FINIDA QS ¢/ AHWeI SiG SR
do not consider this completed servigethen thed / K I NI O S Ndewi& piovid&dA O ( S ¢

by the Police Department emerges as the most effective for service del{ery.Screenshot

25 in Annexure)
The following is the list ofesvices/schemes ith the least effective service delivery.

Table 245 Services/schemes with the least effective service delivery

Financial Assistance for the Education of children of registered Workers
Old Age SammaAllowance

Figure 2.8Comparative Performance in Delivery of Different Services/Schemes: Adhering
to System's Generated Timeline
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Figure 2.68Comparative Performance in Delivery of Different Services/Schemes: Adhering
to Notified Timeline
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While reviewingt 5 SG I A f SR { S NIXdr @aBoug s&recs< examiBddlih Mis study,
instances of incomplete and unvalidated data were identified. In some records, beneficiary
addresses were incomplete, contact numbers were either missing or unvalidated, and
AYO2NNB OGO @I f dzSwere tiskd|fdd celimambers. Such mishingéor unvalidated
data raises concerns about data authenticity and questions the system's responsiveness and

effectiveness, which is designed to enhance service delivery accountability and promptness.

This unverified ath missing data is the reason why many applicants do not receive status
update messages, as reported in our field survey. To support these observations, we have

included some screenshots in the repdi$ee Screenshot 26, 27, and 28 in Annexure)

Mismatchedbetweenthe{ @ a0 SYQa DSYSNI SR w¢{

Additionally, it has been observed that the system's allocated time for service/scheme
delivery, as measured by the number of days between the 'Application Start Date' and the
'RTS Date," oftedoes not align with the days specified in the officially 'Notified Timeline' for

service delivery.

MAJOR FINDINGS

PERFORMANCE! { 95 hb { . {¢9a D9b9w! ¢95 a&{/ hwot

1 Twenty-four services offered by 16 different departments were examined.
Remarkably, three depdamentst the Haryana Labour Welfare Board (HLWB), the
Police Department and the Women and Child Development Departmeathieved
a systemsgenerated perfect score of 10, underscoring their efficient performance.

. Among the 24 selected services and schemestisized in this studytt CA Yy I y OA | €
' 3aAaGlyOS Ay al NNRAF3IS 27F 2 2 Ydfgredbptie] SNE 2
G1FNEBFYIlF [lF02dzNJ 2S{ KFENB OUG 8 NINFGdEdibly Tha O & S &
Gt 2t A0S S5SLI NOYBYIIXé . BY R schein® lifavail by. el A ¢
G22YSy YR [ KAfR 5S@St2LISyid 5SLI NIYSYyl:
performers with asystem3 Sy SN} 6§ SR LISNF SO aaO02NBE¢ mnod

1 The remaining 21 selected services and schemes did not meet the performance
expectations on the specified cutoff daééd time. The following seven services and

schemes recorded the lowest performance levels, resulting in a lower systems
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ISYSNIGSR a{ O2NBd¢ [/ 2yaSldsSyiatesr GKSas
lower-LJISNF 2 NYAy 3 2y Sadé

1. Registration oNonTransport Vehicles through DealBLA

2. Filing of mandatory annual returns u/s 50(1) of the Haryana Registration and
Regulation of Societies Act, 2012 (Act 1 of 2012)

3. OC Certificate/Completion Certificate

4. Injury / Death where application submitted withthmonths of accident but no
FSL report is required.

5. ReAllotment Letter

6. Injury / Death where application submitted after 2 months of accident but no
FSL report is required.

7. Mukhya Mantri Vivah Shagun Yojna

f An analysis shows thatttie CA y I Y OA | in Marriage/oWomah @/Srkers or

QX
Idaly

5} dzZZKGSNE ADKSEYR)] ENHFSNBR o0& GKS dal I NBEFY
Ol [ 2. OGRIELILFKASOF GA2Y F2NJ Ly Of dza A fegicedrdm / KA f R

GKS al SIFf adK { SNIG/OKIANIS Gl NEMCSyauideE byhiK &S ¢

Y = oA A A

Gt 2t A0S 5SLI NI ¥FIJAz & SHIMROKB &S NA2 T SHIKRE G2 2 Y
/| KAt R 5S@St2LISyd 5SLINIYSydGée adz22R  2dz

services or schemes within their respective departments. This recognition was based
on their exceptional systeragenerated"Score"as of the specified cutbidate and
time when the comprehensive report was generated.

1 The delivery and distribution performance of certain services and schemes, such as
the "Registration of NonTransport Vehicles through DealdLA" offered by the
"Transport Department,"Meter Camplaints ¢ Replace slow/fast/meters/Creeping
or stuck meters,"and"Billing Complaints"provided by the "Uttar Haryana Bijli Vitran
Nigam," as well as th&inancial Assistance for Education of children of registered
worker-HBOCWWB"scheme of the "Buildingand Other Construction Workers
(BOCW) Board," was subpar, resulting in lower a systgmsrated "Scores" and
correspondingly lower rankings when compared to other services within their

respective departments.

REJECTICRERCENTAGE
Based orthe 0RTS Compfe Sy & A @ S til 81D 1/2P2R T £

1 Among the 16 departments included in this study, th&uilding and Other
Construction Workers (BOCW) Boaltad a rejectiompercentageof 60.2 out of the

total completed applications
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 Theservic&d CAY I YyOAIf 1 aairaidlyOS F2NJ 9RdzOF GA2Y
had a total rejection rateasof 31/07/23 exceeding 5@er cent In comparisonthe
Aa0KSKSR a! 3S { I YYIlrgtoded & récent rgjgdtivs rate of 100er

cent

Basedorthead 5 S Af SR { SNIMokJarmanf2823St wSLJ2 NI ¢

1 Following is the list of services for which thercentageof applications rejected out
of the total applications disposed of was high, ag80 centor more were disposed
of with rejection.

1. Injury / Death where application submitted aftewo months of accident but
no FSL report is required [from 1 to 31 Jayu2023]
2. Kanyadaan Scheme [from 1 to 31 January 2023]
3. Financial Assistance for Education of children of registered wdircen 1 to
31 January 2023]
4. Old Age Samman Allowangeom 1 to 31 January 2023]
1 The following four services achieved a perfeanptetion rate, meaning they were

delivered for every single application that was disposed of.

1. Character Certificate [from 1 to 31 January 2023]
2. Dakshin Haryana Bijli Vitran Nigam: Billing Complaints [from 1 to 31 January
2023]
3. Dakshin Haryana Bijli VitrarNigam: Meter Complaint ¢ Replace
slow/fast/meters/Creeping or stuck meters [from 1 to 31 January 2023]
4. Water Leakagddverlow Pipes [from 1 to 31 January 2023]
1 The causes of the rejection are not recorded.

APPLICATION COMPLETED OUTSIDE RTS
Based orthedw ¢ { / 2 Y LINB K S §1 310070823 w S LJ2 NIi €

1 The district with thehighestpercentageof applications completed outside the RTS
wasPanchkulawhere, as of date 31/07/2023, it reached 11&& cent The districts
of Nuh, Faridabad, Hisar, Sonipat, angrdgram followed closely, all of which had
more than 1Qper centof applications completed outside the RTS timeline.

1 Out of 16 departmentsinder study for eight departments25 per centor more of the
applications were completed outside RTS timelines. THaryana Women
Development Corporation had the highest application completion rate outside RTS
reaching86.21per cent,the highest among all departments.

f Inthe case of the 24 selectsgrvices and schemes, suctiak Y 2 dZNBE K 5 S| 1 K 6 K¢

application is submitted more thatwo months after the accident but no FSL report
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applications completed outside theTB timeline exceeded 5fer centas of cutoff

date and time.

Basedorthed 5 S Af SR { SNIokJararnf2828St wSLJ2 NI €

T 2KAfS RA&AGNAOGdziAY I GKS GCAYIlIyOAlLft ! aaradtl
2 2 NJ S N& ¢ thealavésd adBerence to th&ystem's Generated Timelineras
observed, as 71.5per centof the completed applications fell outside the specified
timeline.

1 For the following four services/schemes, thercentageof completion of applications
outside the R&notified timeline was more than 50er centof the total applications
disposed of.

1. Financial Assistance for the Education of children of registered Workers
2. ReAllotmentLetter
3. OccupancyCertificate/Completion Certificate
4. Kanyadaarscheme
1 The reasons foservice delivery delays are not currently documented.

COMPARATIVE PERFORMANCE BASED ON SCORE GENERATED AFTER ANALYSIS OF D
TAKEN FROKA $ %4 ! ) , %% 3 %26 ) #% , %6 %, 2%0/ 2450
f Based on the score calculated using thg € 3G SYUa DSy StitieSR w¢ {
monthly performance, the following are the top five services/schemegarding
delivery and distribution effectiveness.

1. Aapki Beti Hamari Beti

CharacterCertificate

Uttar HaryanaBijli Vitran Nigam: Billing Complaints

DakshinHaryanaBijli Vitran Nigam: Billing Complaints

Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ¢ Replace
slow/fast/meters/Creeping or stuck meters

' However, it is essential to note that in the case of thé | LJJ A . SGA 1 I YI N

scheme, the numberai ! LILJX A GIRiAAy23y ohaSib&en founted as { SNIJA OS
/| 2 YL St @& dobnot consider this as completion, then thie/ K NJ OdG S NJ

aprwd

/ S NI A Felvibepioddéd by the Police Department emerges as the most effective
for service delivery.
1 The following two services/semes have the least effective service delivery.

1. Financial Assistancir the Education of children of registered Workers
2. Old Age SammaAllowance
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AUTOAPPEAL SYSTEM
1 TheAuto-Appeal System has positively impacted service delivery performance, with
the percentageof services delivered within the RTS timeline out of the total services
completed increasing by more than JpBr cent However, it is worth noting that the
percentageof rejected applications has also increased by more ttvem per cent,
which requires careful monitoringBecause there are chances that to avoid the
escalation of service requests to Avdppeal, officials may reject an application

within the RTS timeline as the rejection does not lead to agocalation to appeal.

MISSING AND URALIDATED DATA
1 Insome records, beneficiary addresses were incomplete, contact numbers were either

YA&ZaAy3d 2N dzy @l f ARFGSRZ |y Rwerk yseRfotgl OGO
numbers. Such missing or unvalidated data raises concerns about datanticitiye
and questions the system's responsiveness and effectiveness, which is designed to

enhance service delivery accountability and promptness.

CHALLENGES WITH PORTAL PERFORMANCE AND OUTDATED INFORMATION
1 While generating various reports to retrieve data for analysis purposes, it was
observed that the portal's performance in terms of report generation was slow.
Additionally, officials from various departmentomplained about portal issues

including slow pocessing and outdated application disposal status.

MISMATCHING OF SYSTEENERATED TIMELINE AND NOTIFIED TIMELINE
1 Additionally, it has been observed that the system's allocated time for service/scheme
delivery, as measured by the numhardays between the 'Application Start Date' and

the 'RTS Date," often does not align with the days specified in the officially 'Notified

Timeline' for service delivery.
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Modern govenance has its centrality in transparency, accountability and efficient public
service delivery. Hence, it becomes imperative for the Right to Service Commission to uphold
the fundamental principle that citizens are entitled to receive services withirulstied

parameters, and the Right to Commission stands as a sentinel of citizens' interests.

This section embarks on an exploration of a major facet within the purview of Right to Service
legislation, i.e., an intestate analysis. Exploring this intricate tapestry of public service
delivery across different states of the country, this analytiegproach transcends
conventional regional boundaries, capable of discerning disparities, identifying trends and
patterns across states, and comparatively evaluating the enactment, penalties, best practices,
facets with vulnerabilities and in need of impeouent, and illuminating opportunities for
policyrefinement. The analysis is based on secondary sowtekta, i.e., policy reports,
research papers,tates' Right to Service Acts and their enactment, amendments, services

delivered, etc.

The regional waation across Indian States poses several intricacies to efficiently delivering
public services. Given the backdrop of changing spolitical and economic landscapes,
these complexities need to be understood in a holistic view, as well as how diffeegat
navigate these complexities to deliver services to citizens efficiently. Through this wider
perspective, this section assesses the collective performance of the states rather than only

pinpointing individual pros and cons of the Right to Servicislkgpn across states.

The interconnectivity aspect of the state has become pronounced with the rapidly globalizing
world. The globalization of local issues necessitates moving ahead of conventional
approaches like examining public service delivery withgingle state. It not only provides
limited perspective but also equips us with the tools to discern broader aspects and multi
dimensional influence on service provision. This ndiliensional context has proved
essential for crafting policies and stegfies that are efficient and effective at the state level

and also resonates with the national agenda of holistic anthellisive development.

COMMONALITY OF SERVICES AMONG ALL THE ACTS ACROSS STATES:
On the commonality aspect of these Acts, the majority of the state share some

commonalities, such as stipulated time limits to deliver the service, appointment of
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designated officers to ensure accountability in service delivery, a provision for two appeals
all the Acts, mandatory penalties for any delay in providing services, similalitmtéor filing

first and second appeal, and provision of compensation for the aggrieved citizen. Along with
these, in the majority of the states, the department inegtion is the final authority for

handling the second appeal.
ENACTMENT OF THE RIGHT TO SERVICE ACT ACROSS INDIAN STATES:

The idea of citizens' right to service is associated with the 1970s and 1980s concept of public
service delivery, which further resated in the United Kingdom's Citizen Charter. This Citizen
Charter movement also influenced the demands for citizentric service delivery in India.
However, given the backdrop of reédpism and other administrative malfunctions, the idea

of the CitizerCharter failed in India and, along with many initiatives like setting up institutions
and flagship programmes adopted by the Indian government to ensure that the services reach
the beneficiaries effectivelyAgainst the backdrop of these failurgise attempts to revitalize

public service delivery resulted in guaranteeing public services to citizens through new
legislation. However, these legislations were not enacted simultaneously across states but
gradually and widely adopted, reflecting States' committn& improving public service

delivery and ensuring citizen satisfaction.

Madhya Pradesh was the first state to launch the "Madhya Pradesh Lok Sevaon Ke Pradan Ki
Guarantee Adhiniyam", a public service guaranteed Act in August 2010. Withinyearo
gap,Bihar and other states followed. The enactment of these states can be divided into three

major phases.

1 Early Enactments (201R012):

Among the early enactments, after Madhya Pradesh and Bihar, states like Uttar Pradesh,
Jammu & Kashmir, Delhi, Rajasthafitarakhand, Himachal Pradesh, Punjab, Jharkhand,
Chhattisgarh, Assam, Karnataka, Kerala, Odisha, Gujarat, Assam followed. These states
recognized the need for systematic reforms in public service delivery, and their early
enactment laid the groundwork fdhe rest of the states to adopt the same to address citizen

grievances and enhance administrative efficiency.
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1 Mid-term Enactments (2012017):

This phase reflects a second wave of states prioritizing improved public service delivery. Based
on the drawnobservation from the states that previously enacted the Act, the states like
Haryana, Maharashtra, Andhra Pradesh, Arunachal Pradesh, Manipur, Meghalaya, Mizoram,
Tripura, and Chandigarh followed shortly aft€hese states further tailored their legisiati

accordingly based on early adopters' experiences and observations

1 Recent Enactments (2022022):

The states that recently enacted this Act are Lakshadweep (2022), Tripura (2020), Meghalaya
(2020) and Manipur (2021). The recent adoption of the Actshlege states is the likely
response to changing expectations and increasing demands regarding transparent and
efficient delivery of public services. Additionally, these states have also benefited from the

observations drawn from other states regarding ggmVernance and citizens' satisfaction.

Table 2.46 Enactment of Right to Service Acts Across Various States of mdlimeline

Sl State Title of the Act P @
No. Enactment
Madhya Pradesh Lok Sewaon ke PradaGuarantee
1 | Madhya Pradesh Adhiniyam, 2010 18-Aug10
2 | Uttar Pradesh Uttar Pradesh Janhit Guarantee Act, 2011 13-Janll
3 | Jammu & Kashmil The Jammu and Kashmir Public Service Guarantee Act, 13-Apr-11
. Delhi (Right of Citizen to Time Boubdlivery of Services
4 | Delhi Act, 2011) 28-Apr-11
5 | Bihar Bihar Right to Public Services Act, 2011 15-Augll
6 | Rajasthan Rajasthan Public Service Guarantee Act, 2011 21-Sepll
7 | Uttarakhand The Uttarakhand Right to Service Act, 2011 04-Oct11
8 | Himachal Pradesh Himachal Pradesh Public Service Guarantee Act, 2011 17-Oct11
9 | Punjab The Punjab Right to Service Act, 2011 20-0Oct11
10 | Jharkhand Right to Service Act, 2011 15-Now11
11 | Chhattisgarh Chhattisgarh Lok Seva Guarantee Bill, 2011 12-Decll
The Karnataka (Right of Citizens to Time Bound Delivery
12| Kamataka Senvices) Bill, 2011 (SAKALA) 02-Apr-12
13 | Kerala The Kerala State Right to Service Act, 2012 27-July12
14 | Odisha Odisha Right to Public Services Act, 2012 06-Sepl2
15 | Gujarat Guijarat (Right of Citizens to Public Services) Act, 2013 01-Apr-13
16 | Assam Assam Right to Public Service Act, 2012 29-Mar-12
17 | West Bengal West Bengal Right to Public Services Bill, 2013 27-Sepl3
Goa (Right o€itizens to Time Bound Delivery of Services
18 | Goa Act, 2013 02-May-13
19 | Haryana Right to Service Act, 2014 26-Mar-14
20 | Maharashtra The Public Service Guarantee Act, 2015 28-Apr-15
21 | Mizoram The Mizoram Right to Public Services Act, 2015 25-Mar-15
22 é:;SZ;Eal Arunachal Pradesh Right to Public Services Act, 2016 28-Apr-16
23 | Chandigarh Chandigarh Right to Service Act, 2017 14-Augl7
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ST State Title of the Act PelSG
No. Enactment
24 | Andhra Pradesh ?(r;f;ra Pradesh Public Services Delivery Guarantee Act 180ct17
25 | Meghalaya TheMeghalaya Right to Public Services Act, 2020 20-Now20
26 | Tripura The Tripura Guaranteed Services to Citizens Rules, 202( 04-Dec20
27 | Manipur The Manipur Public Services Delivery Guarantee Act, 20| 25Feb21
Lakshadweep (Right ublic Services)
28 | Lakshadweep Regulation, 2022 19-Sep22
29 | Sikkim Sikkim Public Services Delivery (Right to Service) Act, 2 2022
Nagaland; Tamil Nadu; Telangana; Andaman and Nicobar Island; Dadra and Naga| Not Enacted
Daman and Diu; Ladakh; and Puducherry Yet

Regarding enactment, Haryana stands at the 19th position and falls under th&emmd
enactment category, which suggests that the State had ample lessons to be taken from the

state where legislation was enacted or adopted in the early terms.

However, somestates remain where the Right to Service Act has not been enacted yet. In a
nutshell, the late adopters of this Act not only had the collective experience and observations
from the states where the Right to Service Act was enacted in the earlier peAsdsme

states are still in the process of considering the Act to adopt, they will have enough leverage,

allowing them to integrate best practices and steer clear of common pitfalls.
PROVISION OF PENALTY FOR DELAYING THE DELIVERY OF THE SERVICE:

The mandag of penalty for delay caused by any inconvenience (by service provider) in the
delivery of the services under the Right to Service Act underscores the importance of timely
service delivery, enhancing citizen trust in government services. These penaltfescvoss
different states. However, the diverse range of penalties reflects a thoughtful approach, given
the backdrop of these states' varying seeiconomic and political landscape, as it is
imperative to strike the right balance between flexibility addterrence in ensuring that
penalties efficiently meet their purpose, i.e., effectively driving improvements in public
service delivery. The penalties imposed can be categorized into three major divisions, i.e., Low

Severity Penalties, Moderate Severigmalties and High Severity Penalties.

1 Low Severity Penalties:

The states with lowseverity penalties include Delhi, Tripura, Karnataka, Goa, Chhattisgarh,
and West Bengal. The penalty imposed across these states ranges between a minimum of Rs.
10-20 per dg and a maximum penalty of Rs. 1000 per application/case. The penalties across

these states are relatively lenient, aiming to strike a balance between the service provider
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and the seeker. In other words, the low severity not only represents citizens'ifaithe
service providers regarding the timely delivery of the services but also provides a measured
response to small fractions, encouraging public servants to prioritize timeliness in their duties

and allocated tasks.

1 Moderate Severity Penalties:

The staes with moderateseverity penalties include Arunachal Pradesh, Chandigarh,
Mizoram, Madhya Pradesh, Uttar Pradesh, Rajasthan, Uttarakhand, Bihar, Jharkhand, Assam,
Odisha, Maharashtra, Jammu & Kashmir, Punjab, and Kerala. The penalty imposed across
thesestates ranges between a minimum of Rs. 250 and Rs. 500 per day to a maximum penalty
of Rs. 1000 and Rs. 5000 per application/case. Likewise, the moderate severity serves the
same purpose as any penalty, i.e., ensuring effective and timebound deliveryvidese
However, the moderate severities can be justified by holding public servants accountable for
delays but not unduly burdening them. In other words, it makes them committed to

performing efficiently and in a timely manner.

1 High Severity Penalties:

The states with higkseverity penalties include Andhra Pradesh, Lakshadweep, Himachal
Pradesh, Sikkim, Gujardiaryanaand Meghalaya. The penalty imposed across these states
ranges between a minimum of Rs. 100 per day to Rs. 1000 and Rs. 5000 per apfdastio

to a maximum penalty of Rs. 5000, Rs. 10,000, Rs. 20000 and Rs. 25,000 per application/case.
The imposition of higiseverity penalties indicates a strong commitment to holding officials

and authorities accountable for service delivery timelines iy amconvenience caused by
public servants leading to delays in service delivery. It not only serves as a robust deterrent
against delays but potentially results in more stringent adherence to service delivery

deadlines.

In the context of the State oHaryana, it falls under the category of states with "Hig
Severity Penalties"” for delays in service delivery. This means that the penalties imp
in Haryana for delays caused by service providers range between a minimum of Rs
and Rs. 500 per day, #i a maximum penalty of Rs. 100@nd Rs. 5000 pe

application/case.Additionally, the commission may impose a penalty of Rs 20,000.
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The authorities designated to impose and recover penalties and compensations vary from
state to state, along with the stipated time limit and amount. For example, in Haryana, apart
from the penaltiegRs. 250/ Per Day upto maximum Rs. 50086 per Section 9, Haryana
Right to Service Actjnposed by theSecond Grievance Redressal Autho(BGRA), the
commission can also impose a lump sum penalty of Rs. 20,000 against the designated
officer/any other officialinvolvedand can also allow compensation up to Rs. 5,000/, to be
paid to the eligible person by the defaultéas per Section 17, Hana Right to Service Act)
Similarly, across other states, these provisions are available with respective authorities and

commissions under varying nomenclature, amounts of penalties, and compensations.

Table 2.47Provision of Penalty for Delaying the [heery of the Service

NS(;'_ Pg:;z—;l;y States Penalty Per Day to Per Application/Per Case

1 - Delhi Rs. 10 per day to a maximum of Rs. 200 per application/case

2 'E $ | Tripura Rs. 20 per day to a maximum of Rs. 500gmplication/case

3 > £ | Karnataka Rs. 20 per day to a maximum of Rs. 500 per application/case

4 2 S | Goa Rs. 50 per day to a maximum of Rs. 2500 per application/case
5 S e Chhattisgarh Rs. 100 per day to a maximum of Rs. 1000 per application/case
6 WestBengal Rs. 250 per day to a maximum of Rs. 1000 per application/case
7 Arunachal Pradesh| Rs. 100 per day to a maximum of Rs. 5000 per application/case
8 Chandigarh Rs. 200 per day to a maximum of Rs. 5000epgdication/case

9 @ Mizoram Rs. 250 per day to a maximum of Rs. 5000 per application/case
10 % Madhya Pradesh | Rs. 250 per day to a maximum of Rs. 5000 per application/case
11 S Uttar Pradesh Rs. 250 per day to a maximum of Rs. 5000epgdication/case

12 D; Rajasthan Rs. 250 per day to a maximum of Rs. 5000 per application/case
13 % Uttarakhand Rs. 250 per day to a maximum of Rs. 5000 per application/case
14 & Bihar Rs. 250 per day to a maximum of Rs. 5000apgdication/case

15 ﬁ Jharkhand Rs. 250 per day to a maximum of Rs. 5000 per application/case
16 © Assam Rs. 250 per day to a maximum of Rs. 5000 per application/case
17 3 Odisha Rs. 250 per day to a maximum of Rs. 5000 per application/case
18 § Punjab Rs. 250 per day to a maximum of Rs. 5000 per application/case
19 Jammu & Kashmir | Rs. 250 per day to a maximum of Rs. 5000 per application/case
20 Maharashtra Rs. 500 per day to a maximum of Rs. 5000 per application/case
21 Kerala Rs. 50(per day to a maximum of Rs. 5000 per application/case
22 Lakshadweep Rs. 1000 to a maximum of Rs. 10,000 per application/case

23 %‘ ” Himachal Pradesh | Rs. 1000 minimum to a maximum of Rs. 5000 per application/ca
24 e 2 | Sikkim Rs.100 per day to a maximum of Rs. 10,000 per application/case
25 | o ‘_C‘S Guijarat Rs. 1000 minimum to a maximum of Rs. 10000 per application/c
26 f;, & | Haryana Rs. 250 per datp a maximum oRRs. 20000 per application/case

27 | T Meghalaya Rs. 5000 to anaximum of Rs. 20,000 per application/case

28 Andhra Pradesh Rs. 50 per day to a maximum of Rs. 25,000 per application/case

Not Manipur, Nagaland, Tamil Nadu, Telangana, Andaman and Nicobar Island, Dadra an

Applicable | Haveli, Daman and Diuadakh, and Puducherry
Source: The data for the penalties imposed is taken from respective States' Right to Service Acts, available on
Governments' official websites.
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Overall, the provision of penalties takes into account the severitigetielay and the specific
circumstance acting as a barrier to hasske delivery of the services. Penalty imposition
allows for a nuanced approach to enforcement to uphold the principles of good governance.
The low severity represents both a gentle reder to adhere to timeliness as well as less

requirement of strong measures.

NODAL DEPARTMENT, NUMBER OF SERVICES AND DEPARTMENT COVERED UNDER RIG
TO SERVICE LEGISLATION: AN4SITARE LEVEL ANALYSIS

In the context of the nodal departmenthe states can be categorized into five major themes,
i.e.,the states with Administrative Reforms Focus, Revenue and Governance Focus, Legal and
Legislative Affairs Focus, Information Technology and Consumer Affairs &odiome

Affairs and Law Focus

1 Theme 1. Administrative Reforms Focu3he states with a special focus on
administrative aspects include Madhya Pradesh, Rajasthan, Chhattisgarh, Kerala, and
Arunachal Pradesh. They reflect a dedication to enhancing and streamlining public
service delivey.

1 Theme Il. Revenue and Governance Fodire state, with its major focus on effective
resource allocation and public service management, revenue and governance,
includes Uttar Pradesh, Bihar, Uttarakhand, Haryana, and Maharashtra.

1 Theme lll: Legal and Qeslative Affairs FocusShowcasing a muifaceted approach
to governance, the states of Jammu & Kashmir, Andhra Pradesh, Meghalaya, Manipur,
Tripura, and Lakshadweep have established dedicated nodal departments for legal
and legislative affairs, highlighg a strong focus on the legal aspect of governance.

1 Theme IV. Information Technology and Consumer Affairs Fothse: States of Delhi
and West Bengal have their nodal department associated with information technology
and consumer affairs, indicating a@tg commitment to leveraging rapidly advancing
technologicalbased public service delivery.

1 Theme V. Home Affairs and Law Focllibe states with a nodal department with its
core at home affairs and law, indicating a dedicated commitment to legal framework
and security in public service administration, include Himachal Pradesh, Punjab,

Mizoram, Chandigarh, and Sikkim.
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In the context of the state of Haryana, it is primarily focused on "Revenue ¢
Governance." This suggests that Haryana places a signifieanphasis on effective
resource allocation and public service management, particularly in the context of reve

and governance.

To summarize, the selection of the nodal departments by the different states reflects the wide
range of strategipriorities adopted by state governments in the pursuit of achieving effective

public service delivery mechanisms.

The states also vary across the number of departments covered and the number of services
notified under the right to service legislationThe states can be divided into three major

classes based on the department coverage.

1 Class I. States with High Department Coverage (Above 8§ states of Assam (55),
Kerala (52) and Haryana are the three topmost states with the highest department
coverage,indicating a comprehensive commitment towards ensuring accountable and
efficient public service delivery across a wide range of public sectors. The states like
Madhya Pradesh, Uttar Pradesh, Bihar and Arunachal Pradesh also fall under this
category.

1 Clasdl. States with Moderate Department Coverage (Between4l): The states with
moderate department coverage include Uttarakhand (34), Meghalaya (34), Himachal
Pradesh at the top three level, followed by Karnataka, Chandigarh, Maharashtra, Goa,
Punjab, WesBengal, Andhra Pradesh, Delhi, Jharkhand, Odisha, Gujarat, and Mizoram
respectively.

1 Class Illl. States with Lower Department Coverage (Below Z0g states with low
department coverage with a major focused approach towards the specific sectors include
Rgasthan (18), Chhattisgarh (16), Manipur (16), and Jammu & Kashmir (13).

Haryana falls into Classdpnsisting of states with high department coverage

(above 40) andi5 departments covered.

Based on the number of services notified under the RightService legislationthe states
can be divided into three major categories, ildigh Notified Services (Above 500), High to

Moderate Notified Services (1300),and Moderate to Low Notified Services (Below 100)
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1 High Notified Services (Above 50®arndaka (1181), Kerala (approx. 750), and Haryana
(655) showcase a strong commitment to accountable public service delivery, with an
exceptionally high number of notified services, followed by the states of Madhya Pradesh
(600), Delhi (561), and Maharashtg&dl ().

1 High to Moderate Notified Services (2€8D0). In the moderate category, the top three
states with a high number of notified services are Bihar (478), Assam (475) and
Chandigarh (436), followed by Uttar Pradesh, Punjab, Jharkhand, Uttarakhand,,Odisha
Gujarat, Himachal Pradesh, and Goa, demonstrate a substantial dedication to a wide
array of notified services.

1 Moderate to Low Notified Services (Below 10The states of Manipur (42) and Andhra
Pradesh (74) remain at the bottom in the context of sersiootified under the Right to
Service Act. The moderate to low category also compsisges like West Bengal, Jammu

& Kashmir, Arunachal Pradesh, Rajasthan, Meghalaya, Mizoram and Chhattisgarh.

Haryana also falls into the "High Notified Services (Ab&@90)" category based
on the number of services notified under the Right to Service legislation. Th
suggests that Haryana demonstrates a substantial dedication to providing a w

array of notified services.

To summarize, the varying difference in thepdegment coverage and the number of notified
services under the umbrella of Right to Service legislation across different states reflect their
varying degree of commitment and their administrative and resoumemagementased
capacity to ensure accountabland efficient public service delivery. While some states
adopted to cover a large extent of public sectors, others decided to focus on limited and

specific sectors and services.

76



Table 2.48\odal Department, Number of Services and Department Covered Under Right to Service Legislation

Number of Notified Services

Sr. No. States Nodal Department Department Covered (Till November 2023)
1 Madhya Pradesh Public Service Managemebepartment 46 600
2 Uttar Pradesh Revenue Department 45 382
3 Jammu & Kashmir General Administration Department 13 177
4 Delhi Information Technology Department 22 561
5 Bihar General Administration Department 44 478
6 Rajasthan Administrative Reform Department 18 153
7 Uttarakhand General Administration Department 34 329
8 Himachal Pradesh Home Affairs Department 32 228
9 Punjab Governance Reform Department 24 375
10 Jharkhand Department ofPersonnel, Administrative Reform & Rajbhasha 22 363
11 Chhattisgarh General Administration Department 16 Approx. 100
12 Karnataka Department ofPersonnel & Administrative Reforms 31 1181
13 Odisha General Administration Department 22 293
14 Guijarat General Administration Department 22 260
15 Assam Administrative Reforms & Training Department 55 475
16 West Bengal Department of Consumer Affairs 23 178
17 Goa Department of Public Grievances 26 204
18 Haryana Department ofAdministrative Reforms 45 655
19 Maharashtra Public Service Management Department 28 511
20 Mizoram Department ofPersonnel & Administrative Reforms 21 140
21 Chandigarh Department of Personnel 31 436
22 Andhra Pradesh Legal and Legislativffairs & Justice, Law Department. 23 74
23 Meghalaya Law (B) Department. 33 153
24 Manipur Law and Legislative Affairs Department 16 42
25 Kerala Department of Personnel & Administrative Reforms 52 Approx. 750
26 Arunachal Pradesh Department ofAdministrative Reforms 42 154
27 Tripura Law & Parliamentary Affairs Department
28 Lakshadweep Legislative Department Not Available
29 Sikkim Home Department

Nagaland; Tamil Nadu; Telangana; Andaman and Nicobar Island; Dadra and Nagab&taeeliand Diu; Ladakh; and Puducherry |

Not Applicable

Note: The data taken for the departments covered and notified service under the Right to Service Commission is fronmovarimaggt and norgovernment websites, such as newspag
articles ancevaluatiorbased reports, due to the unavailability of the same on the commission's official websites. The Nodal Departments adffi€kscte the different States were alg
contacted telephonically for the same.
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The state of Haryana is njarly an agricultural State. The Department of Administrative
Reforms, being its nodal department, falls under the Revenue and Governancelfaseds
department category and stands among the top categories of High department coverage and

high number of nafied services being covered under the Act.
An Inter-state LevelAnalysis of Right to Service Legislation: A Literature Context

In the realm of good governance and accountable administration, the practice of adopting
the Right to Servicéegislation by different states has emerged as a pivotal instrument to
ensure the accountable and efficient delivery of public services to citizens, with a major focus
on empowering people to demand quality and timebound services and encouraging public
sewvants to commit themselves to the delivery of the same, laying the groundwork for
establishing a transparent, responsive and accountable public sector. The study delves into
the existing literature to conduct an intetate comparative analysis of Right &ervice
legislation by illuminating nuances, impacts and evolving landscape of eitrgnc
governance. A literaturdased approach offers a diverse array of perspectives,
methodologiesand observations, thereby beiegucial to understanding the mefations and
agendas behind the enactment of such legislation. Furthermore, the gaps identified can be
further used in policy refinement and reforms by practitioners, policymakers and scholars,
contributing significantly to the ongoing discourse on citizentric governance and public

service administration.

Pareek and Sole (2019While performing a comparative analysis of various states, observed
that despite taking lessons from the states where legislation was enacted in the early years,
the states thatfollowed more or less formulated similar act&ven the majority immediately
replicated the legislation passed by Madhya Pradesh. However, they also mentioned some
improvisations adopted by other states in defining grievances, the nodal agency, designated

officials and setting up differential timelines and penalties.

Pareek and Sole (2020¥)hile evaluating the elivery oftime-boundpublicservicesto citizens
across various states, found thBunjab, Delhi, Karnataka, Bihar and Rajastihénoduced

the legislation with some of their own innovations and modifications.

1 Punjab ranked the districts based on the disposal of grievances instantly and time

bound service delivery, infusing a competitive spirit among public servants.
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1 The nationalcapital, Delhi, brought forward the idea of delivering services to the
doorstep of citizens (by appointing Mobile Sahayak) as a measure to eradicate the
middleman issue.

1 The bottomup approackbased innovation known aSakalawas brought in by the
Karnaska government, which involves a stakeholder tasked with guaranteed time
bound service delivery, periodic quality control checks and measures like data
analytics and feedbaeliased reporting mechanisms.

1 On the other hand, a state like Bihar introduced tigislations one for guaranteed
public services and another for addressing grievance redressal.

T 588LAGS SELISNAYSYylGAy3d fFNBSte 6AGK SyadzNG
through various innovations like setting up the first Panchayati Rajutisti, service
Jdzt N} yiSS tS3aratlrarazys [/ AGAT SyaQ OKIF NI SN

proactivity.

Pandey (2019and Thulaseedharan (2013tate that each Act adopted by different States
varies significantly in theontext of thenumber of rotified services, the provisions fohe
penalty, compensation, official hierarchy, hearing appeals, appellate authority, nodal

department, measures fanonitoringandthe implementation process

1 Madhya Pradesh is the only state with a separate departmentcontrol and
coordinate the public service delivery mechanism.

1 States like Delhi, Bihar, Rajasthan, and Uttar Pradesh have nodal departments like
revenue administration, Information Technology, etc.

1 Egovernance has emerged as an effective monitoring mmasm and has been
adopted by Delhi and Karnataka governments.

1 In Chhattisgarh, Delhi and Karnataka, thed@ank officer can impose costs on their
senior officer, and both public servants and citizens have the right to appeal and go
against the competerofficer.

1 In most states, nominated officers exist, except in Uttarakhand and Punjab, as the
commission manages the revisions of power. Wherd&agnataka, Delhiand
Chhattisgarthave no such provision for revision, the competent officer manages the
liability. On the other hand, Bihar andammu & Kashmir are the only states with a

provision ofrevising authority for modifying the orders of the appellate autharity
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Negi (2020panalyses the public service delivery argbvance redressal initiativesechanism
in the state of Himachal Pradesh and states that it stands at the second position across all

states regarding transparency and accountability after Kerala.

Garg (2017)while performing a detailed analysis of tieght to Service Acts in Indiath a
ALISOALE F20dza 2y 5StKAX adlisSa dGdKFdG RSaLIAGS
level of awareness is not promising, and the low increase of service users overite. p

Gandh2 @015)observations on the Right to Service Act, focusing on Maharashtra, highlight

the government's inefficiency in effectively delivering public services to citizens, as it already

lags behind in keeping up with the existing laws. Algng i K G KS 32 3SNYYSy i Qs
the AOG Kl a &a2Y$S TFflgas adzOK Fa OAGAT SyaQ NR3
F dzGK2NAGe> FdzNIKSNJ RStlFreAay3a GKS aSNBAOS RSt

services being notified by theogernment, etc.

In a nutshell, in this dynamic landscape with constantly evolving public services, adaptability
and upgradation are imperative, and constant monitoring, data analytics, and feedbaaekl
mechanisms from all the states must be utilised t@adicate ineffective practices and
inefficient strategies to ensure the public service delivery to citizens. Therefore, fostering a
culture of continuous improvement and sharing the best practices across state commissions
and respective departments of tletates could transform the quality of public service delivery
and fortify the foundations of a democratic nation like India. The lesson learnt from the
shared experiences of different states could catalyze resource optimization, informed
decisionmaking aml policy refinement. Legislation like the right to service serves as an
effective tool empowering states with insights, enabling them to innovate and advance their
service delivery mechanisms and contribute towards achieving a more efficient, transparent

and accountable governance model.
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I
CITIZENSWARENESS OF THE RTS ACT, EXPERIENCE AND
SATISFACTION WITH THE SERVICE DELIVERY UNDER RTS
MECHANISM: PRIMARY DATA ANALYSIS

Feedback: Applicants/Beneficiaries of Services/Schemes

The respondents for the specific selected services/schemes arapplecants/beneficiaries
who sought that service/scheme for themselves or some other eligible member of their
families. In total, 886 persons were interviewedand their service/schemesvise
distribution is as follows.

Table 3.1Department and Servies/3emes wise Number of Respondents

Department Name of the service applied Count
Building and Other Construction Financial Assistance for Education of Children of Registered wa 114
Workers (BOCW) Board HBOCWWB
Kanyadaan SchemelBOCWWB 115
Haryana Labour Welfare Board (HLWI Financial Assistance in Marriage of Women Workers or daughte] 118
workers
HaryanaShehriVikas Pradhikaran Occupancy Certificate/Completion Certificate 113
ReAllotment Letter 108
Haryana Statégricultural Marketing Injury / Death where application submitted after 2 months 70
Board (HSAMB) accident but no FSL report is required
Injury / Death where application submitted within 2 months 60
accident but no FSL report is required
Health Services Department Application For Issuance of Birth/Death/Néwailability Certificatej 110
(NAC)
Application for Inclusion of Child Name in Birth Record 113
Industries and Commerce Departmeni Filing of mandatory annual returns u/s 50(1) tfe Haryana| 82
Registration and Regulation of Societies Act, 2012 (Act 1 of 201
Police Department Character Certificate 128
Public Health And Engineering Water Leakage/ Overflow pipes 106
Department
Revenue & Disaster Management Resident Certificate 105
Department Income Certificate (for Education Purposes) 116
Social Justice and Empowerment Old Age Samman Allowance 107
Transport Department Registration of NoiTransport Vehicles through DealRt A 111
Urban Local Bodies Change oDbwner/Occupier in Property Tax Register (Exceptind¢ 104
case)
The welfare of SCs And BCs Dr. Ambedkar Medhavi Chattar Yojna 122
Mukhya Mantri Vivah Shagun Yojna 140
Women and Child Development Aapki Beti Hamari Beti 129
Department
Uttar Haryana Bijli Vitran Nigam Billing Complaints 49
UHBVN Meter Complaint- Replace slow/fast/meters/Creeping or stu¢ 49
meters
Dakshin Haryana Bijli Vitran Nigam Billing Complaints 60
DHBVN Meter Complaint- Replace slow/fast/meters/Creeping or stuck 57
meters
Total 2386
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SERVICE/SCHEME APPLICATION SUBMISSION: PRECTICES AND EXPERIENCES

Practice to SeHApplying or Not SeHApplying

In the total sample, 62.er centof the applicants/beneficiaries applied independently for
the respective service/schemeHowever, in certain instances, applicants/beneficiaries
sought assistance from family members, particularly illiterate individuals accompanied by

educated family members orcguaintances.
Of the applicants/beneficiaries37.1 per cent did not submit their applicat@rOut of these:

1 Some applicants/beneficiaries chose to have their applications submitted by family

members, friends, neighbours, and panchayat representatives.

There were instances where the applicants were the office staff of an existing or prospective

employer who applied on behalf of the employees.

In certain cases, professionals or clerical staff acted as representatives, submitting

applications on behalf af firm or agency.

In our study, for the servicéFiling of mandatory annual returns u/s 50(1) of the Haryana
Registration and Regulation of Societies Act, 2012 (Act 1 of 20120 per centof annual

returns were filed by the office staff or hirguofessionals.

In the case of the scheni&inancial Assistance in Marriage of Women Workers or Daughters
of Workers;' the officer staff of the industry submitted 93.22 per cent of applications

behalf of the eligible workers.

For the servicéRegistration of NonTransport Vehicles through DealdRLA; 36.04per

centof applications were submitted by the dealerslsigtaff.

Regarding the servicéCharacter Certificaté, 60.94 per cent of applications were also
submitted by office staff to get the characteertificate of a person their office was going to

recruit.
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Figure 3.1Service/Scheme wise PercentageApplicants whoSelfApplied and Not Self
Applied Applications
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Application Submission Preferences for Place/Medium

Those who selépplied mostly di that by physically visiting the office (27.9 ment) or the
website/portal (28.6per cent) of the specific department to which the service/scheme
belongs. The Saral Haryana portal was another preferred option for the applicant9€25.3

cent). Some applicants applied through the Common Services Centers (CSQr(t&r)!

1 Under the National e - Governance Plan (NeGP) formulated by the Department of Electronics and Information
Technology (DEITY), Ministry of Communication and Information Technology, Government of India, the Common
Services Centers (CSCs) are conceptualized as ICT enabled, front end service delivery points for delivery of
Government, Social and Private Sector services in the areas of agriculture, health, education, entertainment, FMCG

products, banking and fin ~ ancial services, utility payments, etc.

(o]
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A few applicants also applied for service/scheme by visitigsba"Electronic Delivery of

Integrated Services of Haryana" centres.

Figure 3.2ZThose who SelApplied Place where Application Submitted
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Of those who applied for the service/schenedependently, 78.5per centof them reported
that their applications were successfully submitted in a single attemptowever, a portion
of applicants/beneficiaries faced challenges in doing so. Some of the reasons cited for not

being able to apply in one go included:

1. Lack of awareness about the required supporting documents or the associated fees.
2. Encountering technical issues, such asafunctional website, when they attempted

to apply.
3. The unavailability of staff or personnel to assist with the application process prompted

them to return for another visit to complete the application for the service/scheme.

Receiving SMS telling the &tis of the Application

A mere 15.6per centof applicants/beneficiaries stated that they had received an SMS
notifying them about the status of their application for the service or schenie contrast,

46.7 per centreported not receiving any such messaddeanwhile, 37.7per cent of
applicants/beneficiaries fell into two categories: some were unsure if they had received the
message In contrast,others could not confirm as they suspected they might have missed

reading it.

Furthermore, beneficiaries who danot personally submitted their applications speculated
that this lack of selapplication might be the reason for not receiving the notification

message.
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Figure 3.35MS confirmation received during application submission, telling status
or at the time of final delivery othe Service/Scheme
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Success Rate in Service/Scheme Delivery and Distribution

Figure 3.4Service/Scheme wise Delivery/Distribution Ratio
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An impressive 72.&er centof the applicants/beneficiaries received the services/schemes
they requested.However, some applicants/beneficiaries reported not receiving the specific

scheme or service they had initially sought.
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1 All applicants of the service namé&Eiling of mandatory annual returns u/s 50(1) of
the Haryana Registration and Regulation of Societies Act, 2012 (Act 1 of 2012)
affirmed that they received the service.

1 "Financial Assistance in Marriage of Women Worker or Daughters of WotkéRe
Allotment Letter’, and "Character Certificaté were the other three efficiently
delivered or distributed schemes or services, of which more thapedGentof the
applicants/beneficiaries received the benefit.

1 "Old Age Samman Allowantg'OccupancyCertificate/Completion Certificatg, and
"Change of Owner/Occupier in Property Tax Register (Except in death 'tassape
other effectively distributed/delivered schemes/services as more thapedGcentof

the applicants/beneficiaries got benefits.

Table3.2 Service/Scheme wise Delivery/DistributioRercentage

Service/Scheme Service
Delivered

Filing of mandatory annual returns u/s 50(1) of the Haryana Registration and Regulation of Socief 100.0
Act, 2012 (Act 1 of 2012)

Financial Assistance Marriage of Women Worker or daughters of worledaryana Labour Welfare 96.6
Board

ReAllotment Letter 94.4
Character Certificate 90.6
Old Age Samman Allowance 87.9
Occupancy Certificate/Completion Certificate 83.2
Change oDwner/Occupier in Property Tax Register (Except in death case) 80.8
Billing Complaints 78.0
Meter Complaint Replace slow/fast/meters/Creeping or stuck meters 77.4
Resident Certificate 75.2
Mukhya Mantri Vivah Shagun Yojna 74.3
Registration of NoiTransport Vehicles through DealBt A 72.1
Kanyadaan SchemelBOCWWB 70.4
Dr. Ambedkar Medhavi Chattar Yojna 68.0
Water Leakage/ Over Flow Pipes 66.0
Injury / Death where application submitted within 2 months of accident buES& report is required 65.0
Application for Inclusion of Child Name in Birth Record 62.8
Injury / Death where application submitted after 2 months of accident but no FSL report is require| 61.4
Financial Assistance for Education of ChildreReydistered workeHBOCWWB 61.4
Application For Issuance of Birth/Death/Néwailability Certificate (NAC) 56.4
Aapki Beti Hamari Beti 42.6
Income Certificate (for Education Purposes) 41.4

More than half of the applicants for two services, namelAapki Beti Hamari Betiand

"Income Certificate (for Education Purposeés3aid that the service was not delivered.

In the case of the'Aapki Beti Hamari Beti scheme, there is a provision fonakng an
investmentwith the Life Insurance Corporation (LIC) in the name ofgiHechildand would

be given to herwhen she attains 18 years of ageowever,in the process the policy
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document sometimes remains pending at the LIC level for a year or more. As a result,

applicants assume that their request for the benefit has been denied or not delivered.

Rejection of Applications

Among the applicants who did not receive the benefit of tteervice or schemehey had
applied for (which accounted for 27p2r centof applicants), a significa®B8.4per centwere
unaware of the status of their applicatiorOnly 6.6per centknew that their application had
been rejected.Among those who knew theeapplication had been rejected, 90pér cent
were informed about the reason for rejection, while ©8r centreported that they did not

receive any explanation for the rejection.

However, amonghe applicants who said that the service had not been deliedto them,
only 6 per centwere informed about the rejection of their application and provided with

the reason for it

AWARENESS OF THE HARYANA RIGHT TO SERVICE (HRTS) ACT

It is important to mention that when respondents, including both applicants/biereries and
non-beneficiaries, were first asked about their awareness of'®ewa ka Adhikaar Kandgn
many admitted to not knowing about it. However, after receiving some explanation and
information about the Act, some of them claimed to faeniliar with it. This suggests that the
general public had limited knowledge about the Act, as demonstrated by their lack of

familiarisation before the explanation was provided.

Level Awareness of the Haryana Right to Service (HRTS) Act

Only 5.16 per cent of the applicants were aware of the HRTS Admong male
applicants/beneficiaries, 6.6er cent,and among female applicants/beneficiaries, P&
centreported familiarisation with the HRTS Alfotably, most of the schemes examined in
this study were dsigned for citizens with low socioeconomic and educational backgrounds;
consequently, the sample representative of the universe has the majority of that
socioeconomic and educational strata. Therefore, in the sample, 7Fe91cent of the
applicants wereof the senior secondary level of education. Among these applicants were
individuals with various educational backgrounds, ranging from illiterate to those with
primary, middle, matriculate, and ITI/Diploma qualifications. A small proportion of them were

familiar with the HRTS Act.
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However, among applicants with higher education qualifications such as graduation,
postgraduation, and professional degrees, the awareness levels of the HRTS Act were

significantly higher, at 10.53er cent,43.06per cent,and 3L.58per cent,respectively.

Awareness of the HRTS Act was also not impressive among the general public; however, it

was comparatively better among the general public sample.

Figure 3.5Awareness of the HRTS Act among the Applicants
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The objective of th&ight to Service Act is to provide citizens with the right to prompt service

delivery, which was known to 8.1%er centof applicants out of the applicants who were

aware of the Right to Service Act.

The Source of awareness of the Haryana Right to Ser{lt®TS) Act

Figure 3.6Applicants who were aware of the HRTS Act for those the source of Awareness

Z

= Media (Newspaper/Radio/TV) = Notice board at the Department

Social media Platforms = Friends/Family/Relatives
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Media such as newspapermradio, and television &re the source of information about the
HRTS Act for thenajority of applicants (64.2 per cenyyho wereaware of the HRTS Act.
Friends, family members, and social media were other prominent sources of information
about the Act. A relatively small proportion of the applicants said that they learned about the
Act from a notice board displayed at the office whethey went to apply for the

service/scheme.

Out of the total sample of applicants/beneficiaries, 3f3er centwere aware of the HRTS

Act because of the media, like Newspapers, Radio and TV.

Applicants/Beneficiaries Awareness of the notification of service schemes they app

under the Haryana Right to Service (HRTS) Act and the timeline for service

Even those who were aware of the HRTS Act, §¥b centof them, when applied for the
service/schemedid not know that the service/scheme is notified under the HRTS Auten
a larger proportion of themy74.8per cent,were unaware that the requested service had a

timeline within which it had to be delivered.

Out of the total sample of applicants/benefiaries, only 1.7per centwere aware of the
HRTS Act and also knew that the service/scheme they were applying for had been notified
under the Act The applicants/ beneficiaries who were aware of the HRTS Act and the
associated timeline for delivering theesvice they applied for were only 1.Ber centof the

total sample.

Received Information about the Service Delivery Date

Irrespective of whether the applicamtas aware or at that the service applied was notified
under the RTS A@8.5per centof the applicants who were aware of the HRTS Act said they
received the information about the service delivery date, and 7X8r centsaid they did

not.

Only 1.5per centof the applicants in the sample received information about the service

delivery date.

Of whoever acknowledged that they received the information about the service delivery
date, 57.1per centsaid they received the decision on their application within ten22.9per

centdenied that, and 20.@er centexpressed ignorance.
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Less than onger centof the applicants, 0.8er centin the total sample, said that they
received the decision on their application right on or before the date the delivery was

committed.

Of those who were aware of the HRTS Act, 2pe3 centsaid they saw some display board
mentioning the service timeline at the centre or office where they applied for seevic
However, in the entire sample, the percentage of applicants/beneficiariesonsaw such a

board was only Iper cent.

Right to Appeal

The Haryana Right to Service Act gives the right to appeal if the service request is rejected or
the service is not delivered within a timeline notified by the Aaformation about the right
to appeal was in the knowledge of 23.58er centof the applicants who were aware of the

HRTS Act.

Figure 3.7Awareness of the Right to Appeal among Applicatware of the HRTS Act

70.00
60.00
50.00
40.00
30.00 23.58
20.00

0.00

Aware of the Right to Appeal Not Aware of the Right to Appeal

However, in the total sample of applicants/beneficiaries, only Ip2r centwere aware of

the right to appeal.None of theapplicants/beneficiariesappealed.

Auto-Appeal System

An Auto-Appeal System is functioning to make the service delivery more effective and
accountable; it was known to 13.79 perent of applicants out of theapplicants who were
aware of the Right to Appealand all of them expressed their satisfaction with the Auto

Appeal System.
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Figure 3.8Awareness of the Auto Appeal Systeamong Applicants
Aware of the Right to Appeal
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Only 0.2per centof the total sample of applicants or beneficiaries were aware of the Auto

Appeal System.

Appellate Authority

Ofrespondents who were aware of the Right to Appeal, 206&r centof them also knew

that there are officials whom one can approach in case of any guiese about the delivery

of the service requested by the citize@fficialswhom one can approach in case of grievance
are precisely called the first and second grievance redressal authorities; this information was
only with 13.79 pecent

Figure 3.9Awareness of the Appellate Authoritamong Applicants
Aware of the Right to Appeal
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Only 0.3per centof the total sample of applicants or beneficiaries knew that there were
officials whom one could approach in case of any servietated problem, and only @ per

centwere aware of the proper nomenclature given to them hige Act.
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Right to Service Commission

There werel1.38per centof the applicantavho wereaware of the Right to Service Aartd

also familiar with the Right to Servi@®mmission.

Figure 3.10Awareness of the Right to Service Commissamnong Applicants
Aware of the Haryana Right to Service Act
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In the total sample, only 0.6er centof applicants/beneficiaries were aware of the RTS

Commission.

Grievance Redressal
Irrespective of whether the applicants were knowledgeable about the appellate authorities,

auto appeal system or nogf those who were aware of the Right to Service Act, 2683

cent of them believed that there exists a mechanism for the redressal of gaieces and

that too is accountable and transparent.hey elaborated that if someone approaches higher
officials in case of any deficiency in service delivery, officials give a fair hearing and address
the grievances of the public. All of them were satdfigith that. The remaining applicants

(73.17per cent)expressed their ignorance or did not respond.

Figure 3.1IThe Accountable and Transparent Grievance Redressal Mechanism
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In the total sample, 1.4per cent of applicants/beneficiaries believed there wsa an
accountable and transparent grievance redressal mechanism, and they were all satisfied

with that system.
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AWARENESS OF THE HELPLINE NUMBERS

Awareness of the different helpline numbers for corrupti@iated complaints, Antyodaya
SARAL Helpline and Tracking of service status through a number was very low among the
applicants/beneficiaries.

Figure 3.12Awareness of theDifferent Helpline Numbers
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for corruption-related complaints Helpline No. (0172-3968400) SMS (By typing SARAL and send
Mobile No. 9954699899)

DIFFICULTIES PROBLEMS FACED WHILE APPLYING FOR SERVICE/SCHEME

Of those who applied for the service/scheitemselvesonly 5.93er centof the applicants
who selfapplied for the service/scheme reported difficulty while applying. The difficulties
they reported were "Server error/nonfunctional websité', "Unclarity on the list of
documents to be attached, "Non-availability of an official at the departmeris
window/desk", "Web Portal/Server Errdr, "CSC/eDisha Centre at Distanteand"Time-

consuming. The major one wathe unclarity ofthe document to be attached.

Figure 3.1difficulties Faced while Applying by Those Who Sajfplied
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In the sample, only 3.7 per cent of the applicants/beneficiaries sapiplied and reported
difficulty while applying. The 2.6 per cent sedpplied faced difficulty, and that difficulty
was uncear about the documents to be attached.

OFFICIALS/DEALING STAFF CONDUCT AND SATISFACTION LEVEL OF APPLICANTS
Of the applicants who se#pplied for the service/scheme, 57.§&r centhad to enquire
about different aspects of the application proceske majority, 70.51per cent were
satisfied and 1.7per centwere highly satisfied with the conduct of the offitdealing person.
None of these applicants reported corrupt practices by any official/dealing persbhose
who expressed dissatisfaction were resented due to the-delivery of service and not

because of the conduct of staff per se.

Figure 3.14Satisfaction Level of applicants who enquired or asked for help
with the Conduct of the Officials/ Dealing Persons

1.73__ 0.46

= Highly Dissatisfied = Dissatisfied Neutral = Satisfied = Highly Satisfied

In the entire sample, 36.per centof the applicants/beneficiaries inquired about something
from the staff or dealing person while applying. 2p€ centof applicants/beneficiaries in
the sample enquired something from the staff and were satisfied with the'stafinduct

while they madeany inquiries.

SATISFACTION LEVEL WITH THE OVERALL APPLICATION PROCESS AND SUGGESTIONS F

THE IMPROVEMENT OF SERVICE DELIVERY
In the majority, the application process was appreciated by the applicants whamaiéd

for the service/scheme, as 67.p8r centand 4.60per centwere satisfied and highly satisfied

with the application process. There was also dissatisfaction among the applicants because

15.87 per centexpressed so. Noedelivery of the service/scheme and having to visit the

office/ centre toapply or inquire about the service were the main causes of dissatisfaction.
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Figure 3.155atisfaction Level oApplicants Who 8lf-applied with the
Overall Application Process
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Figure 3.165ervicewise Satisfaction Level of applicants who salbplied with the Overall
Application Process

Aapki Beti Hamari Beti IESSISU/aN 0:0 %NS SISVGNNSI3 o
Mukhya Mantri Vivah Shagun Y ojnaiisieal1: 8y 2s /.
Dr. Ambedkar Medhavi Chattar Y ojri 2esSee S G0 74961
/ KIy3aS 2F hgySNkhOOdzLA Jnnsesheytesmmhinméunotmeosmunmimment)d A 4 ( S
wSIAAGNT GAZ2Y 27F b2y ncnEimymmeeskisredsntmSnmmmg oy 2 dz3 K
Old Age Samman Allowan 8% 1Y O 120 7%
Income Certificate (for Education Purposes) oS " 19:4% IS0/
Resident Certificate IN20ISES:1 VG
Water Leakage/ Over Flow Pipesiiiami28: 7% IS G /010 %
aSiSNI / 2 YL I sesipsmmeeneSeinimsiise—
Billing Complaints 1N2e0: 3 SIS
Character Certificate HIGINZBI02E2:0Y G0/
Application for Inclusion of Child Name in Birth Recor RISy 7 G GG/
PLILXE AOF GA2Yy C2NJ LA & diynSisysseim s linemmazisysintm b 2 y 1 X
Lye2dz2NE k 5SI K ¢gKSNB | uiemsedisssmtaymsisoammiminios ¢ A ( K A
Ly2dz2NE k 5SI 0K ¢gKSNS | misliownedsmip/sanymstsmmmm@siotsR | T30 SN
Re-Allotment Lette oo S oS/ NS 12 o
Occupancy Certificate/Completion Certificat4iSas S GO/ 10 o
CAYLFYOALf 1aaraidl yoS Ay monsic25:0 Jnimtatondsymmmtar \NJ S NJ
Kanyadaan Scheme -HBOCWR/iB%24:3% " I GG/t 120/,
CAYlFYOALf !'aaraidlyOS smaNI0RRdiiminmtssisnimmmmie@)so:R NS y
0 0.2 0.4 0.6 0.8 1 1.2

m Highly Dissatisfied m Dissatisfied = Neutral m Satisfied m Highly Satisfied

95



Table 3.3Satisfaction with the overall application process was expressed in the
the highest proportionof applicantsfor the following five services

Occupancy Certificate/Completion Certificate

ReAllotment Letter

Billing Complaints

Meter Complaint- Replace slow/fast/meters/Creeping or stuck meters

Registration of NorTransport Vehicles through Deald®LA

Of the total sample, 42.per centof applicants/beneficiaries were satisfied, and BeF cent

were highly satisfied with the overall application process.

SUGGESTIONS BY APPLICANTS/BENEFICIARIES TO IMPROVE THE SERVICE DELIVERY
MECHANISM

One of the survey findings is that most applicants were unaware of the HRTS Act, and those
who were aware did not have Hiepth knowledge. After the interview, when
applicants/beneficiaries learned a little bit about the HRTS éwe of the suggestions by

25.8per centof the applicants/beneficiaries was to spread awareness about the Act.

Ensuring the singhlisit delivery was the suggesticobum-demand of 28.6per cent of
applicants, and ensuring hassfeee and timebound service delivery was suggested by 16.6
per cent.

Figure 3.17Suggestions for the Improvement of the Service Delivery
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MAJOR FINDINGRAPPLICANTS/BENEFICIARIES]

1 Of those who applied for the service/schenmiadependently, 78.5per centof them
reported that their applications were successfully submitted in a single attempt

1 A mere 15.6per centof applicants/beneficiaries stated that they had received an
SMS notifying them about the status of their application for the service or scheme

1 An impressive 72.8per cent of the applicants/beneficiaries received the
services/schemes they requested.
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o All appicants of the service nametFiling of mandatory annual returns u/s
50(1) of the Haryana Registration and Regulation of Societies Act, 2012 (Act
1 of 2012} affirmed that they received the service.

o "Financial Assistance in Marriage of Women Worker or Dategs of
Workers', "ReAllotment Letter’, and" Character Certificatéwere the other
three efficiently delivered or distributed schemes or services, of which more
than 90per centof the applicants/beneficiaries received the benefit.

o "Old Age Samman Alloance’, "Occupancy Certificate/Completion
Certificatd’, and "Change of Owner/Occupier in Property Tax Register
(Except in death cask) were other effectively distributed/delivered
schemes/services as more than @& centof the applicants/beneficiaries got
benefits.

Among the applicants who did not receive the benefit of the service or schehey
had applied for (which accounted foi7 2 per centof applicants), a significar®t3.4
per centwere unaware of the status of their application.

Amongthe applicants who said that the service had not been delivetedhem,only
six per centwere informed about the rejection of their applicatio and provided
with the reason for it

Only 5.16per centof the applicants knew of the Haryana Right to Service Act.

Media such as newspapgeradio, and television arethe source of information about
the HRTS Act for theajority of applicants (64.2 parent) who were aware of the
HRTS Act.

Out of the total sample of applicants/beneficiaries, 38r centwere aware of the
HRTS Act because of the media, like Newspapers, Radio, and TV.

Even those who were aware of the HRTS Act, 675 centof them, when applied
for the service/scheme, did not know that the service/scheme is notified under the
HRTS ActEven a larger proportion of then74.8 per cent,was unaware that the
requested serice had a timeline within which it had to be delivered.

Out of the total sample of applicants/beneficiaries, only 1pér centwere aware of

the HRTS Act and also knew that the service/scheme they were applying for had
been notified under the Act. The applicants/ beneficiaries who were aware of the
HRTS Act and the associated timeline for delivering the service they applied foe we
only 1.3per centof the total sample.
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28.5per centof the applicants who were aware of the HRTS Act said they received the
information about the service delivery date, and out of them, 5¥et centsaid they
received the decision on their applicati@nthin time.

Only 1.5per centof the applicants in thetotal sample received information about
the service delivery date.

Less than onger centof the applicants, 0.8er centin the total sample, said that
they received the decision on their applicath right on or before the date the
delivery was committed.

23.58per centof the applicants who were aware of the HRTS Act were also aware of
the right to appeal.

However, in the total sample of applicants/beneficiaries, only Jo2r centknew the
right to appeal.None of theapplicants/beneficiariesappealed.

Of those aware of the right to apped!3.79per centwere awareof the Auto Appeal
System.

Only 0.2per centof the total sample of applicants or beneficiaries were aware of
the Auto AppealSystem.

Ofrespondents who were aware of the Right to Appeal, 2046& centof them also
knew that there are officials whom one can approach in case of any grievance about
the delivery of the service requested by the citizen.

Only 0.3per centof the total sample of applicants or beneficiaries knew that there
were officials whom one could approach in case of any serwviekated problem.

11.38per centof the applicants aware of the Right to Service Act were also familiar
with the Right to Service Commissio

Of those who were aware of the Right to Service Act, 2608 centof them believed
that a mechanism exist$or the redressal of grievancesvhich is alscaccountable
and transparent.

Of those who applied for the service/scheme themselves, only pedZentof the
applicants who selépplied for the service/schemes reported difficulty while applying.
The difficulties problems they reported wet&erver error/nonfunctional website',
"Unclarity on the list of documents to be attaché&d"Non-availability of an official

at the departments window/desk’, "Web Portal/Server Errdr, "CSC/eDisha
Centre at Distancg and" Time-consuming.
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In the entire sample, only 3.per centof the applicants/beneficiaries reported that
they faced some difftulty while applying. For the 2.@er cent, the difficulty faced
was the unclear othe documents to be attached.

Of the applicants who seHpplied for the service/scheme, 57.§&r centhad to
enquire about different aspects of the application proceBse majority, 70.5Iper
cent, were satisfied, and 1.per centwere highly satisfied with the conduct of the
official/dealing person.

In the entire sample, 36 Per centof the applicants/beneficiaries enquired something
from the staff or dealing person wbk applying. 25.6 per cent of
applicants/beneficiaries in the sample enquired something from the staff and were
satisfied with the stafs conduct while they made any enquiries.

In the majority, the application process was appreciated by the applicantssetk
applied for the service/scheme, as 67 & centand 4.6Qper centwere satisfied and
highly satisfied with the application process.

Of the total sample, 42.6er centof applicants/beneficiaries were satisfied, and 2.9
per centwere highlysatisfied with the overall application process.

Satisfaction with the overall application process was expressed in the highest
proportion by the applicants of the following five services.

o Occupancy Certificate/Completion Certificate
0 ReAllotment Letter
o Biling Complaints
o Meter Complaint Replace slow/fast/meters/Creeping or stuck meters
o0 Registration of NofTransport Vehicles through DealBt. A
25.8per centof applicants suggested spreading awareness about the Act. HRTS Act.

Ensuring the singhleisit delivery was the suggestieconum-demand of 28.6per cent
of applicants, and ensuring hassfeee and timebound service delivery was
suggested by 16.6er cent.
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FeedbackNon-Beneficiaries

A diverse sample of citizens encompagsivarious economic, social and educational
backgrounds from rural and urban areas across every district in Haryana was carefully
selected. Subsequently, their responses were systematically collected and organized. The
sample comprised 1100 citizens, angetconclusions drawn from the analysis of their

responses are presented below.

FAMILIARISATION WITH THE HARYANA RIGHT TO SERVICE ACT (HRTS ACT) (SEWA KA
ADHIKAAR KANOON)

The familiarity with the term"Sewa ka Adhikaar Kano8rwas reported by 20.Jer centof

the surveyed citizensWhen analyzed separately by gender, 289 centof male and 15.7

per centof female respondents indicated awareness of this term. A locatise analysis of

the respondents revealed that urban idents exhibited a higher level of awareness (32
cent)than the rural residents 18.fier centregarding the term'Sewa ka Adhikaar Kanotn,
and it was observed that individuals with higher levels of education were more likely to be

familiar with theAct.

Figure 3.18 ocation, Gender, Religion, Caste Category, Qualification, and Overall
Familiarization of Citizens with the HRTS Act
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The Source of awareness of the Haryana Right to Service (HRTS) Act

Media outlets such as newspapers, radio, and tsien emerged as the primary channels for
spreading awareness, with 37p&r centof informed citizens relying on them for information.
Furthermore, notice boards within various departments played a substantial role in
disseminating information, reaching3% per centof citizens. Additionally, friends, family,
relatives, social media platforms, officials from service delivery centres, and relevant

government departments also served as vital sources of information for many.

Among different mediums ofnformation dissemination, newspapers, radj@and television
turned out to be the most effective means of mass information dissemination, reaching 7.5
per centof the total sample.There is a clear need for more intensive and consistent efforts

to promote awareness of the RTS Act through these influential media channels.

Figure 3.1XCitizens who were aware of the HRTS Act for those the Source of Awareness

Friends/Family/Relat
ves 13.6

Media
(Newspaper/Radio/
V), 37.1

Social Media
Platforms 11.8

Service Deliver|
Centre 11.8
Notice Board at the
Department 23.5

Officials of the

concerned
Department 2.3

Awareness of the Objectes of the Haryana Right to Service (HRTS) Act

Among those who were informed about the HRTS Act, a substantial gdr&ntindicated
some understanding of its objectives. Notably, a majority of this group, comprising 3.15
cent, highlighted the Acs central objective as being the assurance of tlmoend service
delivery. Some of them knew that under this Act, citizens are granted the right to receive

services promptly and the right to appeal if those services are not provided as promised.
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Figure 320 Among those who were aware of the RTS Act, awareness Regarding the
Objectives of the HRTS Act

Provision of
appeal 9.68

I AGAT Syao
Service38.17
Timebound Servicg
Delivery 52.15

In the total sample, 16.per centdemonstrated awareness of the RTS Act and its associated

objectives.

Awareness of the Haryana Right to Service Commissio

Inthe survey sample who were aware of the RTS AcD4per centof respondents alsknew

of the existence of the Haryana Right to Service Commission. When probed about the
commissiors objectives and responsibilities, approximately half of them, op&0 cent,
identified the commissios role as ensuring the timely and hasBiee delivery & services to
citizens.Some of them mentionethat the commission was established to hold those officials
who failed to deliver services punctually accountalded to facilitate the effective
implementation of the HRTS Act within the stafefew believedhat the commission served

as a mechanism to provide justice to individuals seeking services.

Figure 3.210bjectives of the Haryana Right-Service Commission

To ensure delivery of hassle-free and tlme-boun_ 49 68

services to the citizens

To penalize the Officers in case of delay in Servi_ -
20.38

Delivery
To implement HRTS Act 201/ FZ%:S

To provide justice to the service seeker

s2y o HEEE

0.00 10.00 20.00 30.00 40.00 50.00 60.00
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Among citizens who were informed about the HRTS Commission, |8€.88ntwere familiar
with its geographical location. Of these, 58 centaccurately pinpointed its headquarters

in Chandigarh.

In the overall survey population, 14.Ber centwere aware of both the RTS Act and the HRTS
CommissionOnly 2.1per centof respondents understood the HRTS Commisssdianction
asimplementingthe RTS Act in Haryana, and ‘pér centrecognized its role in ensuring the
delivery of timely and hasskdree services to citizen$.7 per centof the sample population

knew that the HRTS Commission was in Chandigarh

Awareness of the AuteAppeal System (AAS)

Familiarization with the Auto Appeal System was acknowledged by p&r8zentof citizens
who were avare of the HRTS Act, and all of them mentioned that they were satisfied with the

AAS.

However, in the total sample, only 3.per centwere aware of the AuteAppeal System

(AAS).

Citizens Perception of TimeBound Delivery of Service

Due to the implementabn of the HRTS Act, services were being delivered within the
prescribed timeline, which was the beliéfat 21.27 per cent of the citizensere aware of

the HRTS Act.

Only 4.3 per cent of the samplenew of the RTS Act and believeservices were being

delivered within the specified timeline.

SATISFACTION LEVEL OF CITIZENS WITH SERVICE DELIVERY ABBH)RAQERS
Irrespective of whether they had knowledge of the RTS Act or not, half of the respendent
chose to maintain a neutral stance when questioned about their satisfaction level regarding
the way they think the services are being delivered and the way officers behave with citizens.
This means they neither expressed satisfaction nor dissatisfaafithnboth service delivery

and officers' conduct. About 38er centof the respondents expressed dissatisfaction or high
dissatisfaction with both service delivery and officers' conduct when interacting with citizens.
On the other hand, 2&er centof the respondents conveyed their satisfaction or high

satisfaction with both service delivery and officers' conduct during interactions with citizens.
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Figure 3.2 Satisfaction Level of Citizens with Service Delivery and Officers
Behaviour with Public
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B Satisfaction with Delivery of Services ® Satisfaction with Officers' Behaviour

Those who were dissatisfied raised several issues that need to be addressed. They believed
that government officials often lack the initiative to assist the common person and are lazy.
As per them, corruption in departments and bribery are common meargetaovork done.
Furthermore, they mentioned that the basic services are not properly provided, which could
be attributed to the governmens limited presence in villages. They also spidblic
awareness and information about the right to service is lacKiiwere are complaints of
officials not listening to the public and not providing proper responses or information. Many

officials are seen as irresponsible and unresponsive, leading to frustration among citizens.

CITIZENSUGGESTIONS TO IMPROVE THE SERVIEERY MECHANISM

The main demands and suggestions from citizens include the government ensuring a one
time visit for hassldree and timebound service delivery, as 452r centsaid so. A notable
portion of respondents, accounting for 1208r cent urged an awareness campaign to inform
people about the provisions of the HRTS Act. Additionally,pgr8cent of respondents

emphasized the importance of addressing corruption within government departments.
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Figure 3.3 Citizens Suggestions to Improve Service Delivery

— Launch an
Check Corruption -\ Awareness
Departments 5.8 Campaign about th

provisions of the
HRTS Acil2.5

Ensure hassteee
and timebound
service delivery

36.5 Ensure a single vis
/ by the citizen45.2

Other than the above, citizens have voiced a range of suggestions and concerns regarding
government services and administration. Many emphasized the need for increased
awareness, especially through grassroots mmass programes. Respondents stressed the
importance of good management, timely services without corruption, and strict rules for
government officers. Strengthening the vigilance system and conducting surprise audits were
also suggested to curb corruptioThey highlighted the significance of regular monitoring and

transparency in service delivery.

MAJOR FINDINGS [NON BENEFICIARIES]

1 20.1per centof the citizens were familiar withSewa ka Adhikaar Kanoon.

1 23.9per centof male and 15.per centof femde respondents indicated awareness
of "Sewa ka Adhikaar Kancbn

1 Urban residents exhibited a higher level of awareness (&2 cent)than rural
residens, i.e.,18.1per cent,regarding the term'Sewa ka Adhikaar Kanodrand it
was observed that indigiuals with higher levels of education were more likely to be
familiar with the Act.

1 Media such as newspapers, radio, and TV were the most quoted sources of awareness,
as this was mentioned by 37der centof the aware citizengnd anong different

mediumsof information dissemination, newspapers, radio, and television stood out
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as the most effective means of mass information dissemination, reachinmev gent

of the total sample.

Of those aware of the HRTS Act, 8406 centclaimed they knew its objectes.

In the total sample, 16.9er centdemonstrated awareness of the RTS Act and its
associated objectives.

71.04 per centof the citizens who were aware of the HRTS Act knew about the
Haryana Right to Service Commission.

In the overall survey populatiori4.3per centwere aware of both the RTS Act and
the HRTS Commission. Only 2dr cent of respondents understood the HRTS
Commissiofs function as implementing the RTS Act in Haryana, angét.Xent
recognized its role in ensuring the delivery of timely and hafsske services to
citizens. 6.7%er centof the sample population knew that the HRTS Commission was
in Chandigarh.

Acquaintance with the Auto Appeal System was expressed by HeB4ent of
citizens aware of the HRTS Act, and all of them @0cent)mentioned that they
were satisfied with the AAS. However, in the total sample, onlyp8r2centwere
aware of the Auto Appeal System (AAS).

Due to the implementation of the HRTS Act, servexesbeing delivered within the
prescribed timelineand21.27per centof the citizensare aware of the HRTS A@nly

4.3 per cent of the sampl&new of the RTS Act and believagrvices were being
delivered within the specified timeline.

Approximately 20per cent of the respondents expressed dissatisfaction or high
dissatisfaction In comparison,28 per cent conveyed their satisfaction or high
satisfaction with both service delivery and officezenduct in their interactions with
citizens.

Those who werdalissatisfied raised several issues that need to be addressed. They
believed that government officials often lack the initiative to assist the common
person and are lazy. As per them, corruption in departments and bribery are common
means to get work dond-urthermore, they mentioned that the basic services are not
properly provided, which could be attributed to the governmerimited presence in

villages. They also sguiblic awareness and information about the right to service is
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lacking There are comlaints of officials not listening to the public and not providing
proper responses or information. Many officials are seen as irresponsible and
unresponsive, leading to frustration among citizens.

The main demands and suggestions from citizens includgakernment ensuring a
one-time visit for hassldree and timebound service delivery, as 4502r centsaid

So.

12.5per centof respondents called for an awareness campaign about the provisions
of the HRTS Act.

5.8 per cent of respondentsemphasized the need to check corruption in the
departments.

Some citizens emphasized the need for increased awareness, especially through
grassroots awareness programs.

Respondents stressed the importance of good management, timely services without
corruption, and strict rules for government officers. Some respondents were for
strengthening the vigilance systeand conducting surprise audits was also suggested
to curb corruption. They highlighted the significance of regular monitoring and

transparency irservice delivery.
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{[¢1 CC ! b5 AWBRENESSOF RIS ACT,
PERSPECTIVE ON SERVICE DEUNERR RTS
MECHANISMPRIMARY DATA ANALYSIS

Government Officials: General Staff, Designated Officers, First Grie

Redressal Authority (FGRA) afdcond Grievance Redressal Authority (SG

Responses were collected from General Staff Offices tasked with facilitating the

implementation of various notified Schemes/Services, as well as officials serving as

Designated Officers (DO), First Grievance &l Authority (FGRA) and Second Grievance

Redressal Authority (SGRA) within their respective departments, all of whom operate under

the purview of the Haryana Right to Service (HRTS) Adwo-pronged approach was

employed to gather this datave distrbuted Google Proformas to the relevant departments,

urging them to complete the forms. Additionally, our research teams conducted individual

interviews with these officials in select districts to supplement the information obtained

through the online forms

Following is the list of 16 departments under study:

T

= =4 =4 4 4 -5 -4 -5 -5 -5 -5 -5 -5 -2 -°

Building and Other Construction Workers (BOCW) Board
Haryana Labour Welfare Board (HLWB)
HaryanaShehriVikas Pradhikaran

Haryana State Agricultural Marketing Board(HSAMB)
Health Services Department

Industries and Commerce Department

Police Department

Public Health And Engineering Department

Revenue & Disaster Management Department
Social Justice and Empowerment

Transport Department

Urban Local Bodies

Welfare of SCs And BCs

Women and Chil@Development Department

Uttar Haryana Bijli Vitran NigatdHBVN

Dakshin Haryana Bijli Vitran NigddBVN
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FAMILIARISATION WITH THE HRTS ACT

While every government official exhibited familiarity with the HRTS Act, there were
variations in awareness amondifferent designations regarding its specific objectivethe

Act primarily aims to establish citizeagyhts to receive services within stipulated timelines,

a goal known to a majority of officials. Howeveather objectives were less widely
understood, such as providing avenues for appeal to appellate authorities and the HRTS
Commission and imposing penalties on officers for unexplainable service rejection and delays
Notably, a smaller proportion of General Staff members and DOs were aware of these

objectives compared to officials holding the positions of FGRAs and SGRAs.

Figure 4.1Rank and Designaticwise proportion of government officials aware of the
different Objectives of the HRTS Act
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B To ensure citizens' right to get Service
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35%
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— 71%
— 68%
_ 80%

m To ensure Time-bound Service Delivery

To establish provisions for imposing penalties on officers for wrongful rejections and delays in servics
delivery.

m To include provisions for appeals to Appellate Authorities in the event of wrongful rejections and delg]
in service delivery.

m To incorporate provisions for filing revisions with the Commission against decisions made by the
Appellate Authority.

Note: The sum of the proportions of officials aware of diffmt objectives of the HRTS Act is not equal to J¥ cent,as
there were multiple responses.

TRAINING AND INFORMATIVE MATERIAL ON THE HRTS ACT
Though all government officials knew the HRTS Act, no one received formal induction
training. Only 11.36per centof government officials said they received some guidance or

information material on the HRTS Act.
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Figure 4.2Received Guidancer Information Material onthe HRTS Act
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Designated Officers are the nodal officers in the delivery mechanism to provide notified
services/schemes. Most of them, 928r cent were working as Designated Officers without
receivinganytraining or informative material othe HRTS Aeind its implenentation. As per

the responses,88.7 per cent of the government officials were working without

formal/informal training or receivingany material on the HRTS Act and its implementation.

Only 11.3 per cent of government officials specified that they weamvided with the
information in the form of a manual on the HRTS Act and its power and provisions in PDF
format. Among them, officials of the police department said the District Head of Department
had created a WhatsApp group at the headquarters level, i@y occasionally receive
information on that group. Of those who received some information material or occasional

guidance, 80 per cent expressed satisfaction.

Figure 4.Requirement of Training
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Training is requiredand 92.9per centof government oficials believed sphowever, officials

of the SGRA level in a significant proportion, 33.3 per cent, did not support that idea of their
other colleagues. Of those who wanted training, 79.76 per cent wanted training to be
imparted offline. Online mode traing was the preference of 11.74, and 8.50 per cent had no

preference for mode.

AWARENESS OF NOTIFIED SERVICES/SCHEMES AND TIMELINE

Ninety-five per centof government officials claimed they knew what services/schemes are
notified under the HRTS Acand their timelines. The prevalence of awareness was

comparatively less among the general staff.

Figure 4.4Awarenessf Notified Services and Timeline
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CLAIM ABOUT THE TIMEBOUND DELIVERY OF SERVICES

Sometimes, the delay also happens in delivering na&i services; 19.9er cent of
government officials acknowledged thigAcceptance for delayed service delivery was more

among the grievance redressal authorities.

Figure 4.50fficials' Claim about the withitimeline Delivery of Services
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Out of 16 departments, officials e departments namedUrban Local Bodies dTransport
Department, Revenue & Disaster Management Departménéindustries and Commerce
Departmeng anddBuilding and Other Construction Workers (BOCW) Baadiaimed hat
they always manage to delivesgrvices within the notified timeline. Officials of the other 11

departments confessed to occasional delays in the delivery of services.

Figure 4.@Departmentwise Claim about the withimotified timeline delivery of sevices

Urban Local BodieS mssssss  100.0%
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Revenue & Disaster Management Departme g s s— 1 00.0%
Industries and Commerce Departmerim-— —— 1 00.0%
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Social Justice and Empowerme /il 92 30/,
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Table 4.1 Departmentvise Claim about the withimotified timeline delivery of services

Delivery of Notified services
Name of the Department Deliver in time Sometimes with
delay
Public Health And Engineering Department 11.8% 88.2%
Dakshin Haryana Bijli Vitran NigasBHBVN 30.0% 70.0%
Uttar Haryana Bijli Vitran NigastyHBVN 50.0% 50.0%
Haryana State Agricultural Marketing Board (HSAMB) 69.2% 30.8%
Welfare of SCs And BCs 76.0% 24.0%
Women and Child Development Department 84.2% 15.8%
Health Services Department 85.7% 14.3%
Police Department 89.3% 10.7%
HaryanaShehriVikas Pradhikaran 90.0% 10.0%
Haryana Labour Welfare Board (HLWB) 91.7% 8.3%
Social Justice and Empowerment 92.3% 7.7%
Building and OthelConstruction Workers (BOCW) Board 100.0%
Industries and Commerce Department 100.0%
Revenue & Disaster Management Department 100.0%
Transport Department 100.0%
Urban Local Bodies 100.0%
Total 80.1% 19.9%
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The officials of three departments, thi@ublic Health and Engineerifgepartment for their
OWater Leakage / Overflow Pipésservice, and officials aiDakshin Haryana Bijli Vitran
Nigant and dUttar Haryana Bijli Vitran Nigagnfor their éBilling Complaints and éMeter
ComplaintReplace slow/fast/meters/creeping or stuck metér services, confessed
occasional delivery delays in the higher proportion that is §&@2cent,70.0 per centand

50.0per centrespectively.

Reasons behind Delay in Service Delivery

Officials who professed the occasional delays in service deliveries invoke mainly the
oshortage of staff and oprocedural issuesas reasonsSome officials of théPublic Health
And Engineering Departmeatmentioned that the notified timeline for their servia&Vater

Leakage/ Overflow Pipésis impossible to meet.

Figure 4.7Reasons behind Delay in Service Delivery
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Note: The sum of the proportions of officialsho cited various reasons for the delay gervice deliveryis not equal to 100
per cent,as there were multiple responses.

Factors which Cause Delay in Service Deliaarg Rejection DepartmentWiseReported b

Officials
Building and Other Construction Workers Board (BOCW)

1 The officers mentioned that the Citizen Resources Information Department (CRID)

maintains Family IDs. The data of beneficiaries needs to be verified from this database,
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which often results in a lengthy verification process, causing service requests to

escdate to the appeal stage within the department.

9 Officers also pointed out that, in many cases, the information in the family IDs,
specifically concerning income status, often did not match the information provided
by applicants for serviegsschemes. Thewither explained that sometimesvith just
a general assessment and sometimes due to personal acquaintance with the
applicant, theywere aware that the applicant belonged to a kimcome category and
was eligible for a scheme that considered income as @nthe criteria. However,
because the income level recorded by the CRID in the family ID was significantly

higher, this discrepancy rendered the same person ineligible.
Haryana Labour Welfare Board (HLWB)

1 Department officers attributed delays in servicelidery to the online application
process, emphasing that it involves attaching scanned copies of required
documents, which can be challenging to verify. They specifically mentioned the
marriage certificate as a key document for scheme applicatibhsypointed out the
difficulties in confirming its authenticity when submitted as a scanned copy, as it

could potentially be altered or tampered with.
Haryana Shehri Vikas Pradhikaran (HSVP)

1 Thedepartment's absence of dedicated IT personc@itributes to dehys inprompt
service delivery. Since a significant portion of applications are submitted online
through the portal, instances of portal downtime can disrupt operations, and the lack

of an assigned IT specialist to address such issues exacerbates theaprobl
Haryana State Agricultural Marketing Board (HSAMB)

9 Officers averred that under the scheme in which they provide compensation in case
of Injury/ Death in farm accidents, specifically in death cases, for approval of the
application, there is aequirement for a PosMortem Report mentioning the cause of
death. They explained that this report is to be provided by the police department after
getting it from the relevant medical facility/lab, which usually gets delayed. By the

time the report comesthe timeline to apply ends.
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1 The notified timeline ismpractical] and there is poor coordination both between
departments and within the department. This lack of coordination results in delays in
obtaining postmortem reports, causing inconvenience to plipants whocannot
apply for the scheme within the specified timeframe. Consequently, this also leads to

the departmeng failure to deliver the intended service.
Health Service Department

1 Officers believed that Village Level Entrepreneurs (VLE) and Qor8ergice Centre
(CSC) operators who apply on behalf of applicants should be held accountable. They
observed that, when applying for services or schemes, these operators often input
their telephone numbers into the portal instead of the applicdrambers This
practice creates issues when there is a need for additional documents to be attached
to the application, as the department cannot reach the actual applicant. As a result,
applicants miss departmental calls, messages, and reminders, leading to @elays
service delivery and appeals. Furthermore, officers alleged that VLEs were originally
intended to assist citizens and eliminate corruption from the department. However,
they claimed that VLEs often charge exorbitant and unregulated fees from applicants

despite the actual cost of the service being nominal.

T ¢KS { NI f LER2NIFIfQa atz2g Fdzy Ol Asgoidiigdo O2 y i N
officers, there are instances where staff members are compelled to work late hours

to meet the specified timelie.

1 The shortage of clerical staff at health cesst often compels doctors and nurses to

undertake additional tasks related to certificates, leading to delays in service.

9 Officers have noted that sometimes delays are attributed to errors made by
applicants. For instance, when applying for a Momilability Certificate, they may

incorrectly specify the health cer&, causing unnecessary delays.

i Officers have also expressed frustration with the service portal, which occasionally
displays a pendingtatus despite the timely completion of tasks. They have reported

this issue multiple times without resolution.
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Application to do rectification in pendency status of completed Servi

Industry and Commerce Department

1 Hling Mandatory Annual Returns under Section 50(1) of the Haryana Registration and
Regulation of Societies Act 2012 requisbmitting several scanned documents
along with the application. Department officials stated that verifying the extensive list
of documents consumes a significant amount of tiemel sometimes causalelays.

Police Department
1 While applying for Character verification, it is necessary to mention the name of the
police station in the jurisdiction of which the person to be verified dwells, and
sometimes wrongly mentioned police stations cause delays. Department officials

elaborated that applicants inadvertently mark the wrong police station and, after
scrutiny, the application has to be forwarded to the police station in whose jurisdiction

the residence of the person whose character is to be verified falls. This procedural
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hitch caises unwanted delays. They suggested that on the portal, there should be
auto-selection of the police station jurisdiction based on the information provided
about the residence of the person whose character is to be verified.

1 Harsamay Portal is another d@gj platform for applyingfor police services online.
They complained that the Saral Portal and Harsamay Portal sometimes work slowly.
They said that even th€rime and Criminal Tracking Network & Systé@STNS
Portal sometimes works slowly, on whichegiges have to be run to check the criminal
antecedents of the person whose character is to be verjfdl this causes delays.

1 The officials also reported the issue of more than one application with the same
application number They reasoned that such ditgh causes adelay in service
delivery, as those applicationsan not be processed until thelarification is received
from the office monitoring the backenderver.They provided a screenshot in support
of their claim, which was for one of their Rii&ified service named Police Clearance

Certificate (PCC).

i \\ﬁ\}\ '\”\)\\'
cet Kaur
il

e

Two PCC Applications with the same Application Number

Public Health Engineering Department (PHED)
1 RegardingWater Leakage/ Ovllow Pipeg complaints, officials said these are two
different services: Water Leakage of Pipes and flmerwastewater. Department
officials purported that specifically, Water Leakage complaints include water leakage,

no water supply or muddy water supply. Officialplained that most water pipes are
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underground, and sometimes, it takes time to detect the point of fault until the water
does not seep. Moreover, considering convenience to the public, the cemented and
carpeted road cannot be dug out randomly as pe@it® lodge FIR. Moreover, before
digging any road, permissions from other departments like MC are often required; this
causes delay; hence, a notifieed@y timeline is insufficient.

1 Other than the SARAL Portal, there are multiple portals and channelsgieter
complaints like Shikayat Nivaran Kendra (SNK), Centralised Public Grievance Redress
and Monitoring System (CP Gram), Umang, CM Window, Twitter, Telephone and even
WhatsApp number, and citizens file their complaints through more than one channel
which tends to multiple application for a single complaint that not only increase work
but waste time and unnecessary pendency.

1 In rural areasa Village Water Sanitation Committee (VWS)eiaded by village
sarpanch to maintain the water pipes. Sometimease do the lackadaisical attitude of
these committees and lack of funds, the complaint remains pending with VRS
result, these unresolved complaints contribute to the backlog or pending cases within
the department responsible for water supply and gation.

Revenue and Disaster Management Department

1 Officials from the Revenue and Disaster Management Department have ersgdhasi
that their department no longer has a role in issuing Income Certificates. Instead, if
income is already verified in thEamily ID by the Citizen Resources Information
Department (CRID), Income Certificates are instantly generated from the portal or
after income verification. They also mentioned that in case of discrepancies,
individuals typically visit the Tehsildar or Siuslonal Magistrate (SDM); however,
the pertinent authority to approach for redressal is the Additional Deputy
Commissioner (ADC)

1 Inthe case of Resident Certificates, they stated that there is a restriction on the portal
that prevents the opening of agications submitted later until the previous
applications are disposed of. Officials believed the government likely implemented
this measure to curb corrupt practices, ensuring that certificates are not issued out of
turn through unlawful means. Howevehey also acknowledged that this restriction

can sometimes lead to delays. They explained that if certain applications from a
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current batch are pending for an extended period various reasons, it prevents the
processing of new applications. This, inrtucontributes to a backlog of pending
applications. Furthermore, in cases of urgency, such as when a certificate is needed
for college or university applications, processing out of turn is not permitidaky
suggested that the government should considetroducing adTatkaaf service,
allowing expedited processing for a fee in situations where it is imperative.

1 Shortage of staff was another issue they cithdt needed to be addressed, as staff
optimisation is necessary for the timely deliverysefvices.

Social Justice and Empowerment

1 Social Justice and Empowerment Department officials also raised the staff shortage
problem, which increases the work burden and causes delays in service delivery.

1 They also held the beneficiaries responsible for the delaservice delivery. Due to
incomplete addresses, discrepant information, and the absence of necessary
documents, officials keep applications pending. Contacting applicants to complete the
document and remove the discrepancies is always necessary. Howme@use
Village Level Entrepreneurs (VLE) and Common Service Centre (CSC) operators mostly
provide their contact numbers instead of the actual applicants, it becomes difficult to
contact the applicant specifically in urban areas where resident socialanlkitvg is
not as good as iuillages.

1 Age and income discrepancies in family IDs with the Citizen Resources Information
Department (CRID) can cause unwanted rejection and delays and render the eligible
person without the schem®@ benefit.

Transport Depamment

1 Incomplete documentation and poor photocopies of the documents cause delays in
vehicle registratiorbeyond the notified timeline.

9 Officials also reported the mismatch between the actual pendency and disposal status
and the displayed status on the portal dashboard. They saidtieadashboard shows

pending oftendespite the service being disposed of and completed.
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Urban Local Bodies

1 Compared to the workload, the lack of staff in the department is a concern for the

officials.
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T

Regarding the service title®hange of Owner/Occupier in Property Tax Register
(Except irDeath Cases)t involves property matterslt requires careful handling due

to the high likelihood of fraud, especially in cases where a single plot is registered
multiple times. The verification process for the authenticity of such applications takes

time; therefore, the timeline for this service should be adjusted accordingly.

Welfare of SCs and BCs

T

T

Both Dr. Ambedkar Medhavi Chattar Yojna and the Mukhya Mantrifvishagun
Yojna require beneficiaries to be verified using family IDs maintained by the Citizen
Resources Information Department (CRID). Officials in the Department of Welfare of
SCs and BCs, like their counterparts in other departments, have mentionethibhat

verification process is timeonsuming.

Officials were also concerned about the presence of erroneous information in family
IDs, which results in eligible individuals being denied benefits while ineligible

individuals receive them.

The officials citd incomplete applications, wrong particulars, not attaching all the
mandatory documents, and wrong bank account numbers (which were required for
the Direct Benefit Transfer) as reasoforrejectingthe application or delay. Officials
elucidated that the ontact numbers provided in the applications happened to be
sometimes wrong, or instead of the actual beneficiafimmtact numbers were of the
centre operator or of a third person who was a friend or family member of the actual
beneficiary and had appliedn behalf of the actual beneficiary. This inability to
contact the applicant to rectify and complete the application and provide the

mandatory documents ensues a delay in service delivery.

The syster® restriction to deahg with newly uploaded applicatios until previous
ones are pending also causes delays in the disposal of applications.

Officials mentioned that delay also happens due to the unavailability of funds.

Women and Child Development

T

Officials complained that the nereleag of funds resulted in a delay in service
delivery. Delays in verification at the CRID end and sometimes faulty information in

family IDs cause unwanted delays and undue rejections.
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1 Officials explained that the distribution process of the schefapki B& Hamari
Beti, from the application to the final disbursal of Fixed Deposit Certificate to the
applicants, consists of various steps and requires the involvement of many
departments (CRID, Department of Women and Child Development, Government
Treasury ad Life Insurance Corporatigrthis makes the process tir@mnsuming and
difficult to deliver the service in time. They alsomplainedabout the occasional

problem of unresponsiveness and slackness of the Sp&el.

9 LIC issues the final certificates the schemebut there is usually a delay. However,
the beneficiary asks for the certificate within 30 days as per the RTS timeline, which is

not in the departmen® control.
Power Department (UHBVN, DHBVN)

1 The correction procedure for billing complaints involves several -toresuming
steps. Officials explained that after receiving a complaint, a Junior Engineer or
Lineman visits the building with the meter, takes a photo of the meter, and raises a
ticket. This ticket is sent to the office, which generates a bill. However, there may be
delays, as sometimes the billing office asks for a fresh meter photo, requiring a revisit
by the Junior Engineer or Lineman. After verification, the billing offex@des and
only then can the Designated Officer inform the applicant. This process often exceeds

the notified timeline.

1 Officials mentioned a@Binder Period during which no corrections or data entries are
made into the system. Only bill generation and distribution occur during this period.

Billing complaints during this time are put on hold, causing unnecessary delays.
1 Saff shortage is also an issue thateds to be addressed.

9 Officials revealed that while dealing with the Meter Complaints, the unavailability of

meters or other related material causes delays, which is rare, they appended.

AWARENESSOHR. ¢ L %29 b { Q wLDI ¢ ¢h !ttol]

Except for some general staff fiders expressing ignorance, all others were aware of the
citizen® right to appeal if a service request is rejected or not delivered within the notified

timeline.
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Figure 4.8Awareness Among Officers Regardi@gizensRight to Appeal in casaservice
requestisrejected or not delivered withinthe timeline
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Figure 4.9Awareness among officers who were awaoé citizengYight to appeal
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AWARENESS OREFIRST APPEAL TIME LIMIT AND RELATEDARMOKES THOSE WHO
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Among government officials who were aware of the Right to Appeal, it was found that:

1 51.9per centof general staff members did not know if there was a time limit to file
the first appeal.

1 6.3per entof Designated Officers also mentioned that they did not know if there was
a time limit for the first appeal.

1 2.3 per centof general staff members believed there was no time limit for the first

appeal.

Overall, 70.9er centof government officials who were aware of the Right to Appeal knew

that citizens had a time limit to file an appeal.

Figure 4.10Awareness among officers who were awaoé citizengYight to appeal
Regardinghe time limit to file the first appeal
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In the sample, 68.8 pecent of government officials knew about the citizensght to appeal

and the associated time limit.

All appellate authority officers knew that for the first appeal, there is a time limit of 30 days
from the date of the rejection ordewr from the expiry of the notified time limit. Officers who
knew there was a time limit in the Act to make the first appeal, 18.6 per cent of general staff
officials and 5.3 per cent of designated officers, were ignooamtereor did not have correct

informationabout the exact number of days fixed as the time liGibvernment Officials who
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were aware of the Right to Appeal and the time limit to appeal: 91.8 per cent of them knew

there was a 3@lay time limit.

Figure 4.11Awareness among officers who were awadé citizengYight to appealand the
Time Limit to AppeaRegardingDuration of theTime Limit
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However,in the total sample,only 63.2per centof government officials knew that citizens
could appeal within 30 daysrém the date of rejection or the expiry of the notified time

limit for service delivery

FGRA, if it feels satisfied, may admit the appeal even if the time limit of 30 days has expired,;
this was not known to more than half of the general staff officials and designated officers who
were otherwise aware of the right to appeal and the time litoiappeal.

Figure 4.12Awareness among officers who were awaoé citizengYight to appealand the

Time Limit to AppeaRegardinghe FGRA gower to condonethe delay and admit appeal
if satisfied with the reason cited
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Within the sample, 40.¢er cert of government officials, and specifically among designated
officers, only 38.8per centwere aware that FGRA might admit the appeal even after the

30-day period had expired

l 6 NBySadaa 2F CDw! Qa t2¢SNRBR G2 | a1 nelmdor,

in case of Default, to Summon DOs to explain the reason thereof or Responsibility to
written Order against Appeal and to share Decision by Registered Post

First, being FGRAn officer, if it is found that the grievance is genuinean direct the
Designated Officeto provide the service withisevenworking days or, in the case of default,

ask the Designated Officer to appear in person and explain the reasons thSemaind, after

giving a hearing opportunity to the Designated Officer and the service seeker, an FGRA is
supposed to pass a reasoned order in writ@igher accepting or rejecting the appe@mong

the Officers who were aware of the Right to Appeal, plpellate authority dficers were
knowledgeableabout these two mandates mentioned above; in contrasta significant
proportion of general staff officials and Designated Officasshigh a§7to 77 per cent,were
ignorant.

Figure 4.13Awareness among officers who wewavare of citizengYight to appeal
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Additionally, if FGRA took a decision that needed to be shared with thigri2ésd Officer
and Service Seeker by the registered p84&t4per centof the general staff officerand 67.5

per centof the Designated Officers were awareof this.

In the total sample, a significant number of designated officatemonstrated a lack of

awareness regarding key aspects of FGRA procedures:

57.5per cent of thedesignated officers were unaware that, upon finding the appell&nt
grievance genuine, the FGRA has the authority to direct the Designated Officer to provide
the service within seven working days or, in case of rompliance, require the Designated

Officer to appear in person and explain the reasons.

Additionally, 61.3 per cent of thedesignated officers were uninformed about the FG&A
responsibility to issue avritten, reasoned order after affording both the Designated Officer

and the service seeker a hearing, either accepting or rejecting the appeal.

Furthermore,68.8 per cent of the designated officers were aware that the FGR&must

communicatetheir decison to both parties via registered post.

Awareness of Timeline for FGRAs to Dispose an Appeal

All the grievance redressal authority officers knew that for an F@fefe is a timeline from
receipt of the appeal to dispasof an appealAmong the officersvho were aware of the right
to appeal, 59.per centof the general staff officers and 12per centof Designated Officers

were unaware of this clause.

Figure 4.14Awareness among officers who were awaoé citizengYight to appeal
Regarding theTimeline for FGRASs to Dispose of an Appeal
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In the total sample, 62 per cent of the general staff officers and 13.8 per cent of the

Designated officers were unaware of the timeline for FGRA to dispose of an appeal.

Most officers of all categories who weasvare of the timeline for the disposal of an appeal
by the FGRA correctly mentioned the duration of the timeline in days for the FGRA to dispose

of an appeal, which is 30.

Figure 4.15Awareness among officers whaere aware of the Timeline for the Dispodaof
an Appeal by the FGRRegardingdays given to FGRA for the DisposabofAppeal
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Citizens have the right to make a second appeal to the SGRApeal obtaining service is
rejected by FGRA or not provided with the service within the time specified in the order
accepting the apeal by the FGRA Grievance Redressal Authority officials knew about this
right and the timeline attached to make a second app&aiong general staff and Designated
Officers who were otherwise aware of the right to appeal, 5de8 centof general st#
officers and roughly 3.Ber centof Designated Officers were unaware of the right to a second
appeal. Additionally, among general staff officers and Designated Officers aware of €ltizens
right to make a second appeal, 438r centand 28.9per cent,respectively, were unaware

of the time limit for such an appeal.
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Figure 4.16Awareness among officers who were awaoé citizengYight to appeal
Regarding theRight toMake a Second Appeal with SGRA
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Figure 4.17Awareness among officers whaere awareof citizengYight to the second
appealRegardinghe time limit to file the Second Appeal with SGRA
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In the overall sample, 58.per centof general staff officials and per centof Designated
officers were unaware of the right to aecond appealRegarding the time limit associated,
within the entire sample, 76.6 per cent of the general staff officers and 32.5 per cent of the

Designated Officers expressed ignorance.

Of those who claimed that they knew about the time limit to make $keeond appeal to the
SGRA, the majority were aware that the time limit is 60 days; however, some were either

ignorant or had the wrong information about the duration of the time limit.
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Figure 4.18Awareness among officers who were awaoé the Timelineassociated with
making a second apped&tegardinghe exact time limit to file the Second Appeal
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In the sample, only 17.per centof the general staff officers, 57.per centof the designated
officers, 91.2per centof the FGRAS, and 86per centof the SGRA were aware that the

time limit to make a second appeal is 60 days.

SGRAnay admit the appealafter the expiry of the time limitf satisfied that theappellant
was prevented by sufficient cause from filling the appeal in finles wa not in the
knowledge of approximately 60 per cent of the officers of the general staff and 44.4 per cent

of the Designated Officers, who were aware of time limit attached to make a second appeal.

Figure 4.19Awareness among officers who were awaoé the Timeline associated with

making a second appe&tegardinghe SGRA) dower to condonethe delay and admit

appealif satisfied that the Appellant was prevented by sufficient cause from filling the
appeal in time
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However, in the entire sample, 91 Rer centof the general staff officers and 62 per cent
of the designated officerslid not know that if SGRA satisfied that thengas sufficient cause
due to which the appellant could not appeal, SGRA might admit thepegl even after the

expiry of the timeline

l g NBySaa 2F {Dw! Qa wSalkRyaAirAoAfAde G2

Pas#ng a written Order against the Appeal and shagthe Decision by Registered Post

Of the officers aware of the right ®nsecond appeal, among them, the majority of the officers

of the general staff and Designated officers did not know that the HRTS Act section Section
7(2) obligates the SGRA to give a hearing opportunity to the appellant (75.4 per cent general
staff offica's and 56.6 per cent Designated Officer were unaware) and to convey the decision
taken by him to both the parties; the appellant and the designated officer by the registered
post (80.7 per cent general staff officers and 69.7 per cent Designated Officeunaware).
Figure 4.20Awareness among officers who were awaoé citizengYight to secondappeal
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However, in the entire sample, 89 ger centof the general staff officers and 58 8er cent
of Designated Officers were unaware that SGRA must give a hearing opportunity to the
appellant, and 93.4er centof the general gaff officers and 71.3er centof the Designated
Officers were unaware that SGRA must convey the decision taken by him to both the

parties; the appellant and the designated officer by the registered post.
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Awareness of Timeline for SGRAs to Dispose anJLJS | f h¥¥A(

Right to Make a Second Appeal

Y2y 3

Most of the grievance redressal authority officers, who were aware of the right to a second
appeal, knew that, for an SGRA, there is a timeline from receipt to disposal of an appeal.
However, 43.%er centof the general staff officers and 19pér centof Designated Officers

were unaware of this claus€ew believed there was no such timeline.

Figure 4.21Awareness among officers who were awaoé citizen<Yight to the second
appealRegarding the Timeline for SGRAS to Dispose of an Appeal
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In the entire sample, among general staff officers, only 23dr cent, 75 per centof the
designated officers, 97.per centof the FGRAs, and 93&r centof the SGRAs knew that

there was atime limit to dispose of the second appeal.

Moreover, among officers who were aware of the timeline, the majority had wrong
knowledge about the duration of the timeline given to the SGRA to dispose of an appeal as
mostly mentioned 3@lay timeline, whichas per the Actis 60 as far as possiblEhe 30day

timeline to dispose of an appeal is for the FGRA.
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Figure 4.22Awareness among officers who were awaoé citizengYight to the second
appeal and the Timeline for SGRA to Dispose of regarddags give to SGRA for the

Disposal
120.0%
o
3
100.0% II II
80.0%
60.0%
40.0%
20.0% I I II I
EBE: 'H
S S I . S
0.0, M i = - m
Within 15 days Within 30 days Within 60 days Do not Know
Days given to SGRA for the Disposal of Appeal
m Staff mDO mFGRA ® SGRAm Total

Within the sample, awareness of the precise-8@y time limit for disposing of the second
appeal was very low. Only 1.per centof general staff officers, 3.@er centof designated
officers, and 13.3er centof the SGRAs were knowledgeable about the i@t 60-day time

limit for second appeal disposition. Among the FGRAS, none could accurately mention the

timeline.

AWARENESS GIRIEVANCE REDRESSAL AUTHQRIOWER
Awareness Of Grievance Redressal Authorif@®ower To Summon And Inspeétmong

Officers! 6 NB hT¥ /AGAT SyaQ wAa3akKdaG ¢2 ! LIISI f

Section 8 of the HRTS Act, while deciding appeal under the provision of the Act, bestows the

same powers to the FGRAs and SGRAs as the Civil Court has while trying the suit under the
Civil Procedure Code. GRAs h#wve power to demand the production and inspection of
documents all GRAs knew that, b@0.6 per centof general staff officerand 35.0per cent

of Designated Officers were unaware of this power. Similarly, Bér&entof the general

staff officersand 22.5per centof Designated Officers were unaware of the G&#asver to

summon DOs and Appellants for hearing.
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Figure 4.23Awareness among officers who were awaoé citizengYight to appeal
RegardingGRAs Powers To Summoand Inspect
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and inspection of documents? Designated Officers and the appellants for hearing?

In the total sample, 818 per cent of the general staff officers and 3per centof the
designated officers were ignorant of the GEApowers torequire the production and
inspection of documents. In the same trend, the same proportion of the general staff
officers, 22.5 per cent of the designated officers, and an additional 2.9 per cent of FGRA
GSNBE AJy2NIryd 2F GKS Dw! Qa LI2gSNI (2 adzyyzy
hearing.

Awareness Of Secon@rievance Redressal Authoriti@®ower Tolmpose Pendly Among

hTFAOSNE ! 61 NS hT /AGAT SyaQ wAadakid ¢2 |
SGRAsanimpose a penalty if they think the Designated officer or any other official involved

in providing service has failed to provide service or caused an undue delay. Except for the
officers of the general staff, among whom 5§&r centwere unaware, most athe officers
of other categories were knowledgeable of SGRfsver to impose penalties in such a

scenario.
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Figure 4.24Awareness among officers who were awaoé citizengYight to appeal
RegardingSGRA&ower to Impose Penaies
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In the overall sample, 61.3er centof the general staff officers 6.3 per cent of the
designated officers, and 2.9 per cent of the FGR¥ese unaware of theSGRA3 power to

imposethe penalty.

Of those officers who professed awareness of S@boMger to impose a penalty, the majority
knew the extent of the penaltyhat could be imposed, that is, 250 rupees to 5000 rupees.

However, 32.er centof the general staff officers said they did not kndle extent of the

penalty.

A
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Inthe total sample 74.5 per cent of the general staff offices, 21.3 per cent of the designated

officers, and 2.9 per cent of the FGRAs were unaware of the exact penalty amount.
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Awareness Of Secon@rievance Redressal Authoriti@Power ToAward Compensatio

Among Officers & N8 hF /AGAT SyaQ wA3IkKaG ¢2 !

Among officers aware of the right to appeal, 88.4 per cent of the officers of the general staff,
68.8 per cent of the Designated Officers, 2.9 per cent of FGRAS, and 13.3 per cent of the SGRAs
did not know that SGRA hasetipower to Award Compensation to the appellant.

Figure 4.26Awareness among officers who were awaoé citizengYight to appeal
RegardingSGRAGPower toAward Compensation
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In the overall sample, 8%er cent of the general staff officers, 68.&er cent of the
Designated Officers, 5.per centof the FGRAs, and 13 3er centof the SGRA showed

ignorance of the SGRA power to award compensation.

The majority of those who claimed to be aware of S@RAwer to avard compensation
correctly mentioned the specific amount of compensation (up to 1000 rupees) that SGRA
could grant However, in the entire samplegnly 8.8 per cent of the general staff officers,
28.8 per cent of the designated officers, 88.2 per cent bétFGRAs, and 80.0 per cent of

the SGRAs knew the exact amount of compensation.

AWARENESS OF THE HARYANA RIGHT TO SERVICE COMMISSION

All officers, except 3.6 per cent of the general staff officers, were aware of the Haryana Right

to ServiceCommission.
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Figure 4.27Awareness among Officers regarding The Haryana Right to Service Commission
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Figure 4.28Among officers who were aware of The Haryana Right to Service Commission,
their understanding of the Objectives of the Commission
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Note: The sum of the proportions of officials aware of different objectives of the HRiEhot equal to 10(per cent,as
there were multiple responses.

Service Commission is to implement the HRTS Act aeddorethe delivery of hassléree
and timebound services to the citizerthese were the most quoted objectives by officers of

all categories who claimed awareness of tHaryana Right to Service Commission. Other

137



objectives mentioned wereotpenalse theofficers in case of delay in service deliyeoytake
legal action against the officens case of dereliction in delivery of service, to take-moto
action, to provide justice to the service seekeand b update the service delivery mechanism
from time to time were other objectives as mentioned by the officers, however less by the

genaal staff and designated officers and more by the Grievance Redressal Authorities.

Awarenessamong Officers Aware of the RTS Commission Regar@itigensRight To Fil

Revision Before TheT’SCommission

Section 10 of the HRTS Atates that a citizen aggrieved by any order of the SGRA may file a
revision before the RTS Commission withiimety days from the date of such ord@7.3 per

cent of the general staff officers and 5 per cent of the designaféders who knew about

GKS we¢{ O2YYAaarzy o6SNB dzyl ¢ NB 2F GKS OAG;
commission if aggrieved by any order of the SGRA.

In the total sample, 29.9er centof general staff officers andive per centof designated

officers were unaware that service seekengo wereaggrieved about the decision of SGRA

could file an appeal with the RTS commission.

Figure 4.2%Awareness among officers aware of the RTS Commission Regarding the
I AGAT Sy aQ wslodAbefdre iheRTE GoimBissiors @ A
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Of those who were aware of the right to file revision before the RTS commission, some
officers were ignorant thatttere is a time limit within which revision can be filed;&&5 cent
of the general staff officers and abodi® per centof the designated officers were ignorant of

this clause.
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Figure 4.30Awareness among officers whowere awaoé/ A G AT Sy Qa wA IKG G2
before the RTS Commission Regardihg Time Limit to file the Revision from the Date of
{ Dw! Qa4 hNRSNJ
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Whereas,within the sample, 68.6er centof the general staff officers and 42 Ber centof
the designated officers were unaware of the time limit for submitting a revision to the RTS

commission.

Among the officers who were aware of the revision filing timeline before the RTS Commission,
awareness levels regarding the timeline duration varied as follows: @&.6centof the
general staff officers, 71 ger centof the Designated officers, I7per centof the FGRASs, and

86.7per centof the SGRAs knew the timeline was 90 days

Figure 4.31Awareness among officers who were awaoé Timdine to File Revision before
the RTS Commission Regarding Days Notifiedliage Line
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Within the sample, awareness of the precig®-day time limit for filing revisions with the
RTS commissiowas lowamong general staff officers and designated officenpared to
the GRAS5.8per centof general staff officers41.3 per cenobf designated officers97.1 per
centof the FSGRAsind 86.7 per cent of the SGRA®re knowledgeable about the correct

90-day time limit for revision

Rules and instructions hadebn updated, the service delivery process had been re
engineered, and changes had been made in the timeline of some notified services.
Surprisingly, none of the general staff officers were aware of these changes. However, 16.3
per centof Designated Officers, half of the FGRAs and a significan{p86.dentof SGRAsS

were aware of these modifications.

Figure 4.32Awareness of Updates in Rules/Instructions, ProcesseRgineering, and
Timelines for Notified Services
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Among the officersvho claimed awareness of past updates in rules, procesngneering,
and timeline adjustments for certain notified services, the following perspectives emerged:
51.2 per centbelieved these updates had enhanced workflow efficieriy.3 per cent
expresed the view that unnecessary workflow steps had been eliminagsd9 per cent
stated that these changes facilitated quicker service deliaay4.7 per centacknowledged

a reduction in staff workload due to these updates
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Figure 4.33erceptionof Impact ofUpdates in Rules, Process{egineering, and
Timelines for Notified Services

70.0%

60.0% _ 3
50.0% 38 3
40.0% Q .
30.0%

20.0%

10.0%
0.0%

|0.0%
0

Helped in Removal of Enabled faster The low burden on
streamlining the unnecessary steps delivery of services staff
workflow

m DO mFGRAESGRAR Total

AWARENESS OF THE AUTO APPEAL SYSTEM [AAS]
Except fora handful of general staff officers who admitted to being unaware of AAS, all

designated officers, FGRAs, and SGR&g affirmed their awareness. Among those who

asserted awareness, every one of them believed that AAS had enhanced shriwesy
efficiency.

Figure 4.34Awareness of the Auto Appeal System

120.0%

100.0%
80.0%
60.0%
40.0%
20.0% )
0.0% —

97.8%
100.0%4
100.0%
100.0%
98.9%

\O (=} o o (=)

S L S A 2

N S} o) o) =

o o o o —
No

m Staff mDO mFGRA ® SGRAM Total

Officers believed that the Auto Appeal System automatically initiates an appeal with the FGRA
on behalf of the service seeker as soon as the RTS timeline for a notified service hexk expi
This process helps guarantee the timely delivery of the notified service because officers are
aware that there may be consequences for any delays, prompting them to make their best
efforts to complete the service within the stipulated time frani@is Auto Appeal System

also ensures the timely resolution of grievances for the affected service seeker.
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Most officers who were aware of the Auto Appeal Sysexpressed satisfaction,hile some
mentionedthey were highly satisfied. However, a few officen®ge to remain neutral and

did not offer a specific opinion regarding their level of satisfaction.

Figure 4.35The level of satisfaction of the officers aware of the Auto Appeal System with
the AAS contribution in enhancing the efficiency in the deliveryservices and grievance

redressal
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Figure 4.3@erceptionof the officers aware of the Auto Appeal Systeabout the
enhancement in accountability and transparency of tli&rievance redressal mechanism
after the launch of AAS
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Except for 20.per centof the general staff officers andger centof the Designated officers
all other officers who were aware of the AAS believed that the launch of the AAS has caused

enhancement in accountability and transparency in the grievandeessal system.

Some of those whdurther elaboratedon how accountability and transparency have been

enhancedmentioned that the Auto Appeal System operates within an information and
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technology silo devoid of any external human interference. This prevents officers from
concealing any delays or dereliction on their part. The moment the RTS timeline for service
expres, the appeal automatically escalates to the First Grievance Redressal Authority. This
ensures that the work proficiency of Designated Officers is monitored. Similarly, if the appeal
is not resolved at the level of FGRA, it automatically escalates t&é&wend Grievance
Redressal Authority, thus maintaining efficiency in the disposal process. Above & &e

Commission oversees and keep®ryone in check.

OFFICERBPINIONS REGARDING STAFF STRENGTH, ABSENTEEISM, WORKING HOURS, ANI
INTERAND INTRAEPARTMENTAL COORDINATION IN RELEVANCE TO SERVICE DELIVERY

Officersthought that the optimal strength of the staff should be posted to ensure prompt
service delivery. Absenteeism is not a significant problem, as per the officers; however, they
added that ifthere is absenteeism, then strict action shall be taken by the government as it
could hamper the service delivery flow. Working hours, they think, are sufficient to deliver
the services. They said interdepartmental coordination is important, and the seffioer

shall ensure it for the timebound service delivery. Intradepartmental coordination is vital for
efficient service delivery, where the service delivery process requires more than one

department to work in synergy.

SUGGESTIONS TO IMPROVE THECEEBELIVERY MECHANISM
Figure 4.37Suggestions to Improve the Service Delivery Mechanism

Provision of adequat
staff, 24.1
Better inter/intra-

Increase in the level g
awareness among
citizens 54.9

departmental
coordination 9.0

When asked about suggestions to enhance the service delivery mechanism, the most
frequently mentioned recommendation was to increase awareness among citizens about th

available services, their associated procedures and requirements, and the HRTS Act. Providing
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an adequate staff was another commonly cited suggestion by the offi8erae officers also

suggested better interand intradepartmentalcoordination

MAJOR FINDINGS
1 Though all government officials knew the HRTS Act, no one received formal induction

training.

1 Only 11.36 per cent of government officials said they received some guidance or

information material on the HRTS Act.

1 88.7 per cent of the government officials were working without formal/informal

training or receiving any material on the HRTS Act anthfifiementation.
1 Training is required; 92.9 per cent of government officials believed so.

1 Overall, 19.9 pecent of government officials acknowledged that occasional delays
happen in service delivery, and they gave various explanations and reasong for th

delays

1 Except for some general staff officers (5.8 per cent) expressing ignorance, all others
GSNB g NB 2F GKS OAGAT SyQa NARIKG G2 | LL

delivered within the notified timeline.

1 In the sample, 68.8 parent of gpvernment officials knew about the citizengjht to

appeal and the associated time limit.

1 Inthe total sample, only 63.2 per cent of government officials knew that citizens could
appeal within 30 days from the date of rejection or the expiry of the remtitime
limit.

1 Within the sample, 40.6 per cent of government officials, and specifically among

designated officers, only 38.8 per cent were aware that FGRA might admit the appeal

even after the thirtyday period had expired.

1 In the total sample, a sigiicant number of designated officers demonstrated a lack

of awareness regarding key aspects of FGRA procedures:

o0 57.5per centof the designated officers were unaware that, upon finding the
FLIIJSEEFYyGiQa 3INARSGFYyOS 3ASydzAyStthei KS CL
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Designated Officer to provide the service within seven working days or, in case
of non-compliance, require the Designated Officer to appear in person and

explain the reasons.

o0 Additionally, 61.3er centof the designated officers were uninformed aliou
GKS CDhw! Qa NBalLRyairoAftAGe (G2 AaadzsS |
both the Designated Officer and the service seeker a hearing, either accepting

or rejecting the appeal.

o Furthermore, 68.%er centof the designated officers were unaware théet

FGRA must communicate its decision to both parties via registered post.

In the total sample, 6per centof the general staff officers and 13p&r centof the

Designated officers were unaware of the timeline for FGRA to dispose of an appeal.

In the overall sample, 58.per centof general staff officials and per cent of
Designated officers were unaware of the right to a second appeal. Regarding the time
limit associated, within the entire sample, 7§6r centof the general staff officers

and 32.5per centof the Designated Officers expressed ignorance.

In the sample, only 17.per centof the general staff officers, 57 aer centof the
designated officers, 91 Rer centof the FGRAS, and 86oér centof the SGRA were

aware that the timeimit to make a second appeal is 60 days.

In the entire sample, 91.@er centof the general staff officers and 62p&r centof
the designated officers did not know that if SGRA satisfied that there was sufficient
cause due to which the appellant couldtrappeal, SGRA might admit the appeal even

after the expiry of the timeline.

In the entire sample, 89.per centof the general staff officers and 58p#&r centof
Designated Officers were unaware that SGRA must give a hearing opportunity to the
appellant and 93.4per centof the general staff officers and 71fer centof the
Designated Officers were unaware that SGRA must convey the decision taken by him

to both the parties; the appellant and the designated officer by the registered post.
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In the entiresample, among general staff officers, only 28et cent,75 per centof
the designated officers, 97 der centof the FGRAs, and 93p@r centof the SGRAS

knew that there was a time limit to dispose of the second appeal.

Within the sample, awareness of the preciseddy time limit for disposing of the
second appeal was very low. Only fieés centof general staff officers, 3@er centof
designated officers, and 13 &r centof the SGRAs were knowledgeable about the
correct 60-day time limit for second appeal disposition. Among the FGRAs, none could

accurately mention the timeline.

In the total sample, 81.8er centof the general staff officers and 3er centof the
RSaA3ay I GSR 2FFAOSNE ¢ S Ndreghird the pradugtion addF G K S
inspection of documents. In the same trend, the same proportion of the general staff
officers, 22.5per centof the designated officers, and an additional & centof

CDw! $SNB A3Iy2Nryid 27F {KS signated Qfficerd ddhds SNJI ( 2

appellants for hearing.

In the overall sample, 618er centof the general staff officers, 643er centof the
designated officers, and 2grcent2 ¥ G KS CDw! & 6SNB dzyl 461 NB

to impose the penalty.

In the total sample, 74.5er centof the general staff offices, 21 8er centof the
designated officers, and 2&er centof the FGRAs were unaware of the exact penalty

amount.

In the overall sample, 8Per centof the general staff officers, 688r centof the
Designated Officers, 5®er centof the FGRAS, and 138r centof the SGRA showed

ignorance of the SGRA power to award compensation.

However, in the entire sample, only §8r centof the general st officers, 28.8er
cent of the designated officers, 88r centof the FGRAS, and 80p@r centof the

SGRAs knew the exact amount of compensation.

All officers, except 3.per centof the general staff officers, were aware of the Haryana

Right to &rvice Commission.
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In the total sample, 29.per centof general staff officers andger centof designated
officers were unaware that service seekerso wereaggrieved about the decision of

SGRA could file an appeal with the RTS commission.

In the samje, 68.6 per cent of the general staff officers and 42.5 per cent of the
designated officers were unaware of the time limit for submitting a revision to the RTS

commission.

Within the sample, awareness of the precised#y time limit for filing revisionwith

the RTS commission was low among general staff officers and designated officers
compared to the GRAs. 58r cent of general staff officers, 41.per cent of
designated officers, 97 der centof the FSGRAs, and 8@&r centof the SGRAS were

knowledgeable about the correct 90ay time limit for revision.

Except for a handful of general staff officers who admitted to being unaware of AAS,

all designated officers, FGRAs, and SGiysaffirmed their awareness.

Among those who asserted awarenessemgvone of them believed that AAS had

enhanced service delivery efficiency.
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Vv
AUTO APPEAL SYSTEM

Every statutory law is crafted with specific objectives, and the latsut the right to
government services are no exception. These legislations are designed to safeguard and
uphold the entitlement of citizens to receive government services promptlysd lnightto-
government services laws aim to ensure the acknowledgement rofcgeapplications and
timely delivery of the requested services within stipulated timelines by making the service

delivery side mechanism more transparent and accountable.

The right to government services empowers citizens by providing a mechanism fessitd
grievances if a service is unreasonably denied or delayed from the specified timeframe. This
built-in grievance redressal mechanism involves appellate authorities and a Staie/U
Territory (UT)level commission, providing an avenue for individu@ seek resolution and
accountability when their rights to timely government services are compromised by filing an
appeal with appellate authorities and revision with the service commission in case of dissent

with the decision of the appellate authority.

Various states ant Tshave enacted their Right to Public Service Acts. In 2014, Haryana also
introduced its Right to Service Act. This legislative move was driven by a vision to establish a
resilient and efficient service delivery mechanism, prioritizimg welkbeing of the people.

However, all states andTsexperienced that merely enacting an Act does not guarantee the
realization of anticipated outcomes. Faced with a prolonged history marked by corrupt,
inefficient, and noraccountable government sece delivery mechanisms, a prevailing sense

2T K2LSfSaaySaa YR AYRAFFSNBYOS LISNXYSFGSR
its service delivery.

As citizens became accustomed to feeling helpless, tolerating delays in service delivery, and
payingbribes to expedite the process, they remained indifferent and doubtful even toward

0KS 32 S NY %ifeféfdnds inSatrick deldvery.
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implementation of the Haryana Right to Service Act, 2014. The findings empirically supported

the earliermentioned issues. Government statistics also hintednaplémentation gaps.
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Despite enacting the Haryana Right to Service Act in 2014, there was little improvement in
public service delivery. Between 2017 and 2021, over 70 lakh applications on the Antyodaya
{!'w!l [ LENIFE 61 FNEBFYIFQAa) vierefdspised di Sukides BTS RS
timelines. Despite delays in delivering many services covered by the Act, the Haryana Right to

Service Commission received only seven appeals during that period.

The research indicates a lack of awareness among citizengtatuitdifference, and a trust

deficit in publieF NA Sy Rt 8 3I2@0SNY YSy (i -asfetiiehdsditew@8siie ¢ KS
NAIKGE 3INIYGSR o6& GKS 100 O2yGNAodziSR G2 3
improving service delivery despite the Atiposing liability for delays and unjustified denials.

The procedure of filing appeals was notelfabled through any digital platform. Because of
inconvenient procedures of filing appeals and the geographical distance that onestravel

approach appell&s I dzu K2 NA GA Sa | Problems regardinghe filing of appeals NA 3 KU
before the Auto Appeal System

e A . L o ... A f Lack of awareness among citizens. [ _
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filing of appeals
No ITenabled platform for filing

inefficient system of monitoring and tracking ¢ appeals

to service commission situated far from most of t

of delay and denial of service. Therefore,

applications receiv@, service denied andelayed, and cumbersome procedure of filing
appeals was responsible for the ineffective implementation of the Act, and expected

outcomes were far from achieved.

In 2019, Haryana was the first state to recognize this challenge, @wetd for imperative
government intervention to make the implementation of The Haryana Right to Service Act
effective was realizedMr T.C. Gupta, who was Additional Chief Secretary of the
Administrative Reforms DepartmentHaryana and the Power DepartntenHaryana,

anticipated the necessity of government intervention to streamline the appeals and revision
process and initiated a groundbreaking pilot project in the Uttar Haryana Bijli Vitaran Nigam
(UHBVN)introducing automation to the appeal and revisigmocedures. Comprehensive

draft rules and specialized software were developed, and . + b Q& 2y f Ay S y 2 (A7
datawas seamlessly integrated into the software, forming the foundation for this innovative

system.

The micro initiative taken in the powdepartment pioneered the appeal and revision process

automation. Subsequently, in June 2021, when Mr Gupta was appointed as the Chief
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Commissioner  of

For the implementation of AAS, changes made in processes throug
(UCHEWEUERNBNLI |cgis|ative intervention by Amendment in Rule 3 oféfHaryana Right to

to Service Service Rules, 2015

Comm|SS|0n he HARYANA GOVERNMENT

ADMINISTRATIVE REFORMS DEPARTMENT

Notification

remained T 26 Agit; 2001
No. 7/8/2011-3AR.— In cxcrcise of the power conferred by Sub-sections (1) and (2) of Scction 21 of the
H Haryana Right to Scrvice Act, 2014 (4 of 2014), the Governor of Haryana hereby makes the following rules further to
committed to the ot i T Bt 0 Srvion. Bl 2000w
1. These rules may be called the Haryana Right to Service (Amendment) Rules, 2021

cause Of the 2. In the Haryana Right to Service Rules, 2014 (hercinaficr called the said rules), for rule 3, the following rule

shall be substituted, namely:-

“3. Recapt and acknowledgement of application. section 5.- (1) An ;lwt-‘- crson shall make an

imp|ementation of application for delivery of service to the Designated Officer cither personally o bicred pont duiy

addressed to the aforesaid Designated Officer or through oaline mode on the Portal(s) developed by the
Government

the auto appea' (2)  If such an application is found complete in all respects, the Designated Officer shall acknowledge the

receipt thereof in the specified forms/online mode provided by the r ¢ departments for cach scrvice

Provided that if any documcnt is required for the delivery of service has not boen enclosed wath the

System at the application by the applicant, the same shall be clearly mentioned in the acknowledgement by the Designated

Officer, to cnable the spplicant to make his application complete in all respects

Provided further that the tune hmat specified for delivery of service m such cases shall commence from

macro Ievel In the the date when the applicant supphes the documents mentioned in the acknow ledgement

Provided further that consent of the applicant shall be presumed at the time of submitting the
application through online mode on the Portal(s) developed by the Government regards ron
State Under hls to First/Sccond Gricvance Redressal Authority or Co x
. statutory limit for imparting scrvice. Hence, appeal're
A suitable provision shall be made in the software ardy

behalf of applicant. It shall be mandatory for applicant to give huis mobile number while subrmutting the

IeaderShIp, rules applications through online mode

were amended to enable the filing of systegenerated appeals across all departments and

organizations in the state of Haryana.

LY I Y2YSyii2dza RS@GSt2LIYSyid> aN al y2KFENI [Ff 3

officially launched the Auto Appeal System anM K N K HAHME RSY2y a0 NI G 7

commitment to transparent and efficient governance.

AAS Auto Appeal System Portal

e e

F-\F-\S Systom

FOWERED BY mwonm SARAL

4 1091873 1082901 2%

Click 1o view detail Click 1o view detail

Click to view detail
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About Auto Appeal SysterMAS: How does it work?

The data on service delivery performance f
notified services from different department;
th
Antyodaya SARAL portal and departmer

and organizations, accessible on
specific portals, has been integrated with th
This  syste

automatically escalates an appeal to th

Auto  Appeal  System.
relevant First Grievance Redressal Author
(FGRA) once the notified timeline for thj
respective service has expired. If the FGRA f
to dispose of the appeal within the designate

time, the system autonomouslgscalates the

An example: Paymnt incentive under
Aapki Beti, Humari Beti is a notified servic
under the Haryana Right to Service Ac
2014 with a notified timeline of 30 working|
days andthe District Programme Officer as
the Designated Officer (DO) if the DPO fa
to dispose an application for this servicg
within 30 working days, an auto appeal i
raised with FGRADeputy Director, WCD
for this service. The Deputy Director mug
take action onthe appeal within 30 working
days, failing which, the appealauto-

escalates to SGRA Joint

Director/Additional Director, WCD in thig
case. In the event of failure on the part of
SGRA to act on the appeal within 3
working days, the appeal escalates to thj
Commission.

appeal to the Second Grievance Redressal Authority (SGRA). The SGRA must also address the

appeal within the timeframe allotted to them; otherwise, after expiration, it is automatically

elevated to the Right to Service Commission (RTSG)dolution.

Furthermore, the system

facilitates oneclick filing of

A Dedicated Dashboard to chetlie status ofapplicationsand file

appeal

appeals in cases of wron
rejection, as rejection doesg
not trigger an automatic
escalation. Similarly, if an
appellant is unsatisfied with
the resolution provided by
an appellant authority, the
appeal can be filed with the

subsequent appellate

Tracking Feature ~ About Us ~ Koow About RTS  Services

authority over AAS. The

transparency of the Auto Appeal System is upheld, as the status of every appeatie

publicly accessible through
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a dedicated

dashboard

(https://status.saralharyana.nic.inf/home/aasdgsi his dashboard also provides information


https://status.saralharyana.nic.in/home/aasdash

on the pending appeals with vars authorities across the state. The appeal can be filed
online on the Antyodha Saral portddt{ps://status.saralharyana.nic.if/or simply by calling
the SARAL Helpline at 0:3268400.

" Direction to DO

" Hearing ‘
" Interim/Final Order

" Penalty on Officer(s)

" Compensation to Citizen

" Recommendation for Disciplinary \
Action against Officer(s) \ \

= Direction to DO ‘

= Hearing

= Interim/Final Order

= Penalty on Officer(s)

= Compensation to Citizen ‘\'\

= Direction to DO ‘

= Hearing
= Interim/Final Order

SalientFeatures of the Auto Appeal System (AAS)

1. Automated Operation System: The Auto Appeal Systenmtegrated with theSingle Service
Delivery Portalfor citizens, namedi | y (i & 2 R & The Auto Wppgak Spstencollects
information on the services applied fdt initiates 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 Authorityhe status of the appeal becomes visible onARS
portalQd 5 I & K @add ofRrther escalation, the subsequent status of the appeal, such
as being with theSecond Grievance Redressal Authority with the Right to Service

Commissionis also visible on the portal.

2. Promote Transparencyits transparency isuch that the appeal status on the AAS portal is

I 008848A06f8 Ay GKS OAGAT SYQ& R2YIAYS [ ft26AyT

about the status of their appeal.

3. Promote Accountability through Live Digital Oversighthe AAS portal ensurescauntability
through automated operations using computer algorithms, eliminating the possibility of

human interference. Accessible to department heads via departmpatific login IDs, the

portal provides remote oversight, allowing them to monitor thei 4 LISOG A S RSLI NI Y

service delivery status. On the AAS portal, department heads can track the number of cases
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https://status.saralharyana.nic.in/

where service delivery is delayed and appeals have been filed, gaining insights into the real
time situation. With every service deliwgrdelay, 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 mechasm by automatically assigning responsibility through its algorithm.

Online Appeal and Revision Process for Grievance Redrdssile event of a service request

being wrongly

SMSupdate at every stage of the appeal
rejected or in £ YL HE

case of

disagreement

. Dear Sir/Ma‘'am,

on the decision

With reference to Appeal Ref No
AAS/1924, First Grievance
Redressal Authority (ADC, Ambala)

on appeal by the Dear Citizen,

grievance

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

has directed you to deliver Old Age
Samman Allowance to citizen by
June 29, 2019. You are required to
send confirmation of the
scheme/service provision to the First
Grievance Redressal Authority.

I’edI'ESSéﬂ against Appeal Ref No. AAS/1924.

You can track your RTS appeal by Please visit aas.saralharyana.nic.in to

visiting aas.saralharyana.nic.in review the direction and track the

au'[hOI’Ity, the —— appeal.
AAS portal e

provides a

convenient

Message for DO

online  option Message for Eligible Person

for applicants to

file an appeal or revision with subsequent appellate authority. After filing the appeal, the Auto
Appeal System autonomolysmanages the appeal/revision process and continually updates

the applicant on the status via SMS.

Paperless WorkingAAS guarantees the digitization of appeals, potentially numbering in the
hundreds of thousands, thereby conserving an equivalent amofipaper and contributing

to environmental preservation.

Reduce Legal Burden and Co$he Indian judicial system is overburdened with many civil
and criminal matters to decide. The concept of stapmnsored appeals only existed in
criminal litigation inmdia. 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 cougt cas
addressing instances of wrongful denial or delayed delivery of services by government
departments that might otherwise lead to court proceedings. This feature will go a long way

in reducing civil cases.
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7. Good GovernanceBy ensuring the timely delivenf services to people, the Auto Appeal
{ealdsSyYy osAff (dz2NY -02KA REG MIYYRA LIONDRVEY | (DX BE DA a A
into reality.

Population and Institutions Utilizing the Auto Appeal System

The project benefits the population residing in Haryana and people from outside dte st

Anyone, regardless of

their location, can avail . _A Case Study )
Municipal Corporation, Faridabad applied for a N

Electricity Connection for a sewage disposal pl
provided by the Haryana affecting a population of about 10,000 people. T
application was submitted on 09.03.2022 with RTS
date was 22.04.202&ince the service was not dedred,
obtaining licenses for| an automatic appealvas escalated t"GRA and SGR
factory establishment,| subsequently. Since the service was not provided
revision was automatically escalated to tB®mmission
on 21.07.2022. The Commission conducted an inquir
payment of subsidies,| the matter and the connection was leased on
mutation,  etc.  The 18.0_8._2022. In th_e absgnce of AAS, nobody fr
Municipal Corporation, Faridabad would have followe(
up adversely affecting servicesthese 10,000 persons.

themselves of services

Government, such as

allotment of plots,

commission receives

appeals ffom

government institutions seeking services from other governmental bodies.

Impact of AAS

Proactive Interventions by AuthoritiesThe implementation of the Auto Appeal

System has FGRAssued letters to the DO regarding delay in delivery of
i service, as monitored through AAS
heightened
awareness andfill Dy o
.. 7 Dated: \—‘ QKT(\’)’OD/”
proactivity \
Sh. Azaj Ahmed
. SDO (OP) S/Divn.,
among the F”’St DHBVN. Chandhut
Subject:- Release of connection in R/o Ajay ; Notice against delay in service
. ereof.
Grievance -

In the subject cited matter, it is observed that the consumer i.e. Ajay has
applied a connection on dated 29.06.2022 and as per RTS Act timelines, under this

Redressal category has been fixed for 30 days as mentioned at category no. 59 (a).
However, you have been failed to deliver the service to the applicant in
1 due time and now the said connection has been shifted to 1st appellant authority i.e.
AUthorIty (FGRA) the office of undersigned in Auto Appeal System portal since 17.08.2022. This office has
approached to you to get this connection released, but no response from your office has
d S d been received yet. Now, this is high time as the Auto Appeal for release of subject cited
an eCOn connection would be shifted to 2" appellant authority. Therefore, you are hereby given
last opportunity to release this connection by today itself, failing which the sole

1 responsibility for not providing service to the applicant would you be rest upon your
Grievance
Further, the penal action as per the RTS Act would be recommended to the
Red ressal 27 appellant authority against the deficiency on your part. %
Xen (OR) Divn
H DHBVN Palwal
Authority (SGRA)
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regarding their responsibilities under the Haryana Right to SeAate FGRAs now

promptly issue letters to Designated Officers (DOs) at the first instance of service
delivery delays, recognizing that the AAS monitors service delivery. Currently, the AAS
portal has 4,429 registered login IDs dedicated to officials fronows departments.

Daily, an impressive average of 820 official logins is recorded, underscoring
A2OSNYYSYyld 2FFAOAITAQ I OGADBS YR 6ARSALINE
30, 2023, SGRAs have conducted over 1200 inquiries, imposing penatiies in0

cases and penalizing more than 25 officials. Departments now proactively issue
updated advisories to streamline service delivery.

Revised advisory issued to smoothen delivery of services

4. To issue a clear SOP mentioning the number of times, the SNK (Cal

Engineer-in-Chief, Haryana,
Public Health Engineering Department,
Panchkula.

Centre) should call the complainant, for feedback and what should be the
process adopted in case the complainant does not receive the call

Al SUpsrntsnding Enlieers, In this regard, the Standard Operating Procedure (SOP) for closing

Public Health Engineering Circles

I Harvara Siaia of complaint lodged on SNK portal s as under--

All Executive Engineers RO Déncpton

Public Health Engineering Divisions, Step-1 | Complaint lodged by Citizens on SNK portal

In Haryana State 'StepZ | Concemed JE/SDE wil enter the response onine on SNK poria

Memo No. 651¢¢ 977 PHERural Dated 2 / 272 ‘aga‘rst complaint after attending complaint

Step-3 | Concerned Engineer (EE) will venfy the response of

em. If agrees complaint will be closed by EE

o complainant for confimming safisfaction level

gainst closed complaint whether citizen is satisfied o not

1 complainant didn't pick-up the call. then SNK staff wil cal againin

following advisory for the Field Functionaries: next shift

Subject:-  Application outside RTS timeline ~March, 2022,

Please refer to the subject cited above. Steod |
Haryana Right to Service Commission, Chandi
No.HRSC-020001/36/2022/2865 dated 14.07.2022 has directed to issue the

1. “In case the complaint is lodged in the wrong category by a citizen, the

application should be rejected with advice to the citizen to apply in the wil mark the satisfaction level as ‘Unknown' aqainst particular

correct category. As in such a case, the citizen is ignorant of applying in the Eﬂmpla\"t
wrong category, he/she assumes that the service would be del %

of timeline he/she gets

category, this delays the over o Further, it is requested that all the advisories referred above and

ice Hence, the department must ensure that such compk e Standard Operating Procedure (SOP) for closing of complaint on SNK portal must be

rejected well within timeline

brought to the notice of all concerned for compliance in its true letter and spirt

All concerned should ensure regular servicing of machinery as such repair
after receipt of an application, delays the delivery of services.

3. Overall the Departments service delivery is within RTS timeline for notified A R
{ " Assistant Engineer (Rural

For Engineer- in- Chief, PHED, \ , _
Haryana YA 110y
of the two services . S

except for Restoration of water supply due to major and minor problem.

Therefore, you are requested to explore strategies for the smooth delivery

More People Using the Complaint Systeand Asserting their Rights to Servic@nly seven
people filed complaints independently from 2017 to November 30, 2023. However, there has
been a significant increase, with 12,010 dadfd appeals on the complaint portal; this

suggests that more peopleust and express their concerns through the system.

Outcomes:
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As of November 30, 2023, 38 departments of t

Highlights

Haryana Government have adopted the Auto AppdBINeRseliilaEINReINIn I P-Y-\5
4429

2. Averagemumber of Logins per day
system. During this period, 9,47,572 appeals WRoACI{GEIENeIr VARV

3. SelfFiledappeals: 12010

4. Entities OfBoarded: 38
Redressal éthority (FGRA), 1,24,625 appeals went [T o e’ o7 16 [=\s MK

6. Appeals Filed: 1073941

7. Appeals Disposed: 941183
and 1744 appeals were autscalated to the Right togey Appeals Filed at FGRO47572

Service Commission (RTSC). In total, 10,73 ECEaCEICREICTCIRSIEls LEErS
10. Appeals Filed at RT3C44

System. A total of 416 services are now part of t
automatically escalated to the First Grievant

the Second Grievance Redressal Authority (SGI

appeals were processed, and 9,41,183 we

successfully resolveashich is 87.64er centof the total.

The Auto Appeal System has positively impacted service delivery performance, with the
percentageof services delivered within the RTS timeline out of the total services completed
increasing by more than 1ger cent (See Report 1 and 4 in Annexure)

TabIeS 1Impact of Auto Appeal System on Service Delivery (All Departments)

Completed| Completed .
Applications Received & Completed Total Within RTS Outside RTS Rejected

Completed
Total Total Completed : 0 0 0
e Received | Completed | Within RTS Ol;;_srge Refeeize % age % age % age

‘2"(');311 August 4.00.10,330 3,62,25.862 37,84,444 | 36,76,042 90.54 9.46 9.19

till 31 July 2023 6,25,78,907 6,20,70,226 5,65,57,017 55,12,341 62,19,657

1 September

2021 to31 July 2,20,59,896 2,03,31,155 17,27,897| 25,43,615  92.16 7.83 11.53

2023*

.S4ARS4 (KS tSNAR2R GAff om ! dzadzad wnums GKS ¢2iGltf wSOSAOBSR Ad ané
*Calculated by deducting the figures under respective variable of respective heading as per the comprehensive report gerterdtge

31 August 2021 fronthe figures of the generated report to date 31 July 2023 to compare the pre and@s$ launch service delivery.

Conclusion

The journey from enacting the Haryana Right to Service Act in 2014 to implementing the Auto
Appeal System (AAS) igisSa il YSy (i (G2 GKS adrasSQa O2YYAUYS
governance. Recognizing the need for imperative government intervention, introducing the

AAS has streamlined the appeal and revision process and redefined the landscape of public

service delrery in Haryana.

This transformative initiative addresses the historical challenges of delay, corruption, and
inefficiency in government service delivery mechanisms, fostering a culture of accountability

and transparency.
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The AAS promotes transparency byaking appeal status publicly accessible through a
dedicated dashboard, ensuring citizens can track their appeals from anywhere. Furthermore,
its paperless work, reduced legal burden and cost, and promotion of good governance

O2y i NA G dzi § (i 2-terinkBtaidabillyii SYQ& € 2y 3

The impact of the AAS extends beyond numbers, influencing proactive interventions by
authorities and empowering citizens to assert their rights to service. Depaisnand
grievance redressal authorities now actively address delays, issue advisories, and conduct

inquiries, creating a ripple effect that enhances overall service delivery.

The success of the AAS not only underssats | 2y 00t8 tNRAYS aAy
effectiveness in addressing systemic issues Auto Appeal System (AAS)

also sets a precedent and different paradigm f
other states and territories to consider similg

innovative approaches for a citizeentric and

- T GHY GR AT & BT 7 81 TR, 397 319

af¥g sifderdt & arg gt srfter

efficient governance model. The Auto Appe| | - fuira s safi i ww s o wofied <
R Erft Bréarg /5

System is mised by the Honourable Prim¢ [ 3w sichea waw sem
-;ﬁ);m;nﬁrﬂarﬁzﬁmmﬁwﬁamw

AaAYAAGENI 2F LyYRAL Fy R | oo | BFYF Q&

APTR P 37T

Appeal System of Haryana; on 4 March 201,

Jammu and Kashmir (UT) launchbkd auto-appeal system for public services notified under

the Public Services Guarantee Act (PSGA).

Jammu and Kashmir incorporate AAS

#Badalta KhiltadJammuKashmir

Ushering in a New Era of
Digital Governance

B Transparency | Accountability | Accessibility
AUTO APPEAL SYSTEM (AAS)

Ensures citizen services as per
Public Service Guarantee Act
(PSGA) timelines.

® System to file Auto Appeal as and
when PSGA timelines are breached.

® Gets activated when no action is
taken within a defined time period.

® Guarantees timely delivery of
services.

J&K-1st UT to integrate 300+ services with AAS under PSGA
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Vi
CONCLUSION: MAJOR FINDINGS AND RECOMMENDATIONS

The evaluation of the Implementation of the Haryana Right to Service Act 2014 wasatimed
gaugingits effectiveness within the state of Haryana and dfigrrecommendations for

improvement. Thebjectivesof the study are afollows:

1 Assessing the Effectiveness of the Public Service Delivery Process, Grievance Redressal
Mechanism, and Auto Appeal Ssistimplemented under the Right to Service Act;

1 Identifying and Analysing Key Concerns and Deficiencies within the Service Delivery Portal.

1 To measure the extent of awareness and provisions of the Right to Service Act among
service providers and citizensefvice seekers, neservice seekers, beneficiaries, non
beneficiaries;

1 To assess the citizens' satisfaction level and identify challenges encountered by service
providers and issues faced by service seekers in accessing the services;

1 To perform an Intestate comparative analysis of the implementation of the Right to

Service Legislation and the tirseries analysis of the services.

Three categories of respondents were taken as sample units to achieve the aaide

objectives; these were:

1. Applicants who aplied for the services under study;

2. General Public nobeneficiaries;

3. Department officials who handle the service delivery processasignated Officers
and Appellate Authoritiesare responsible for service delivery and addressing the

applicantsgrievarces in case of service delivery delay or-neceiving services.

Three distinct interview schedulegere prepared for each category of respondemdscollect
relevant information.Specifically, 386 applicants were interviewed to gather insights into
their firsthand experiences with the service delivery process and their awareness of the RTS
Act, its various provisions, ants mechanismsFurther,1100 citizensvere interviewed to
gauge their geeral awareness of the RTS Adwo hundred sixtgix (266) government
officials, including staff members, Nodal Officers, and First and Second Appellate Authorities,

were also interviewed tenowtheir level ofawareness of the RTS Act and their undersiagd
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of its provisionsThe following are the major findings based on the field data collected from

the survey.

MAJOR FINDINGS FRAMPLICANTBENEFICIARIESEEEDBACK

Awareness

It is found that the level of awareness among the applicants is very low. Qiipér centof

the applicants knew of the Haryana Right to Service Act.

Even those who were aware of the HRTS Act, pé&rscentof them, when applied for the
service/scheme, did not know that the service/scheme is notified under the HRTS Act. Even a
larger proportion of them, 74.8 percent, was unaware that the requested service had a

timeline within which it had to be delivered.

Though the Act has empowered the citizens with the right to appeal, no applicant has used
this right to get the service. Enghe awareness regarding the right to appeal is minimal, i.e.,

1.2 per cent of the total sample. Besides appellate authorities, the Right to Service
Commission is another source of their grievance redressal. The level of awareness among the
applicants is1ot up to the satisfaction level. Only 11.88r centof the applicants who were
aware of the Act were aware of the commission. Of those aware of the Right to Appeal, 13.39
per centwere aware of the Auté\ppeal System. Surprisingly, a very small percentafy

applicants were aware of the different Helne numbers.

Media has become the best source of their awareness, as admitted byédcntof those
who were aware of the Act. The notice board displayed at the office has not yet played a very

important role in disseminating thpublics awareness.

Submission of Applications

There were62.9per centof the applicantsvho submitted their applications themselves for

the desired service. Those who did not s®iplied asked someone to apply on thbehalf.

In some cases, the applicati® were submitted by some other person, such as employer or
professional support. Services named as Filing of mandatory annual returns u/s 50(1) of
Haryana Registration and Regulation of Societies Act, 2012 (Act 11QF P00per centof
applications were filed by office staff or hired professionals, 9p&t2Zentof the applications

for the scheme Financial Assistance in Marriage of Women Workers or Daughter of Workers,

were submitted by the industry staff, for thewice Registration of Nerfransport Vehicles
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through Dealersthe dealership staff submitted RLA 36.0dr centof the applications, the

office staff submitted 60.9ger centof the applications for Charact&ertificate.

Regarding the preference of pof submission of applications, an almost equal percentage
was found, that is, 28.6er centpreferred website/ portal followed by 27.@er centoffice

window, and 25.3per centof the applicants preferred Saral Haryana Portal.

As far as information regding the status of the applicatibis concerned, 15.8er centof

them confirmed that they received the SMS on this issue.

Service Delivery

A total number o27.2per centof the applicants did not receive the service they applied for.
Whereas the majoty, 72.8 per centof the applicants of all the 24 services under study,
received the benefits of the service they had applied @ut of the total services under study,
seven services are such where the range of received service varies frpar 86ntto 100
per cent. These services ard-iling of Mandatory annual Returns u/s 50(1) of the Haryana
Registration and Regulation of Societies Act, 2012 (Act 1 of 2(1®) percent), followed by
"Financial Assistance in Marriage of Women Wdrk@6.6 per cent), "ReAllotment Lettef
94.4 percent,"Character Certificate(90.6 percent), "Old Age Samman Allowarig@7.9per
cent), "Occupancy Certificate/Completion Certificaté83.2 per cent), and "Change of
Owner/Occupier in Property Tax Register (Exdaptieath case)80.8 per cent) ©f the
applicants received the service. There are services/schemes for which mor@ €hpercent)

of the service seekers received the service. These services 'd@éliag Complaints (78 er
cent)", "Meter Complaints Replace slow/fast/creeping or stuck meters (77.4 pent)’,
"Resident Certificate (75.2 peent)', "Mukhya Mantri Vivah Shagun jia (74.3 percent)’,
"Registration of NotfTransport Vehicles through DealRLA (72.1 parent)', and"'Kanyadaan
SchemeHBOCWWB (70.4 peent)'.

More than half of the applicants did not receive the service whesy applied for services
named"Income Cadificate (For Education Purpose) (58.6 ment)' and "Apki Beti Hamari
Beti (57.4 pecent)'.

Out of the applicants who did not receive the service they requested,sixper centwere
aware that their application had been rejected and wergormed about the reason for

rejection.
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Difficulties faced While Applying

86.07 per centof the applicants who seHpplied did not face any difficulty while applying.
Some applicantg5.93 per cent) said they faceddifficulties and they mentioned some
difficulties:unclarity on the list of documents to be attachedy@n-functional website, server

error, andlack of staff.

Satisfaction Level

It was found that more thatwo-thirdsof the applicants, that is, 67.73 peent, were satisfied
with the applicéion process. For services under the study nami@tcupancy Certificate/
Completion Certificatg "ReAllotment Lettet, "Billing Complaints "Meter Complaint
Replace slow/fast/meters/Creeping or stuck meterand "Registration of NofTransport
Vehicle hrough DealeiRLA applicants expressed the highest proportion of the satisfaction.
4.6 per centof applicants were hightgatisfied.On the other hand, 15.8fFer centof the total

applicants showed their dissatisfaction regarding the ove@nmaltess of application

MAJOR FINDINGEROMPUBLIC NOBENEFICIARIEEEDBACK

Awareness

Within the citizen sample20.1per centdisplayed awareness of the Haryana Right to Service
Act. Gender disparities in awareness were evident, with p&centof mae respondents
and 15.7per centof female respondents being acquainted with th8ewa ka Adhikaar
Kanoon'! Moreover, disparities based on location were observed as well. Among the
respondents familiar with the RTS Act, 24& centwere urban residentswhile 18.1per
centwere rural residentsi-urthermore, educational levels also played a role in the degree of
familiarity with the"Sewa ka Adhikaar KanobiNotably, as the level of education increased,

so did awareness of thict.

Of those citizens famdr with the Act, 84.1¢per centknew the objectives of the Act, while
71.04 confirmed that they knew about the Haryana Right to Service Commission; however, in
the total sample, 16.9er centdemonstrated awareness of the RTS Act and its associated
objectives. Similarly, in the overall sample, 1468 centwere aware of both the RTS Act and

the HRTS Commission.

For citizens, electronic and print media were the main sources of information about the RTS

Act, as 37.Der centof the citizens who were aware of the RTS Act got information from this
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source. Significantly, 23er centof citizens got information frorthe notice board displayed

at various departmentSbuildings.

In the total sample, it was found that only 3g&r centwere aware of the Autéppeal

System.

Satisfaction level

Irrespective of whether theknew the RTS Act or not, half of the respondents chose to
maintain a neutral stance when questioned about their satisfaction level regarding the way
they think the services are being delivered and the way officers behave with citizens. About
20 per centof the respondents expressed dissatisfaction or high dissatisfaction with both
service delivery and officéts£onduct when interacting with citizens. On the other hand, 28
per centof the respondents conveyed their satisfaction or high satisfaction with bathcee

delivery and officersconduct during interactions with citizens.

Dissatisfied respondents identified several issues requiring attention. They zedtici
government officialsaas they perceived theilackof initiative and laziness. They highlighted
prevalent corruption and bribery as common methods to expedite tasks. Furthermore, they

cited a lack of public awareness and information regarding the right to services.

The main demand and suggestion from citizevexe that they wantthe governmentto
ensure a ondime visit for hassldree and timebound service delivery, as 45.2 per cent said

A notable portion of respondents, accounting for 12.5 percent, urged for an awareness
campaign to inform people about the provisions of the HRTS Act. Additiosa&fyer centof

respondents emphazd addressing corruption within government departments.

MAJOR FINDINGEROMOFFICIALS" FEEDBACK

Awareness

While every government official exhibited familiarity with the HRTS Act, there were variations
in awareness aong different designations regarding its specific objectiVé® Act primarily

aims to establish citizefisights to receive services within stipulated timelines, a goal known

to a majority of officials. Howeventher objectiveswere less widely understood, such as
providing avenues for appeal to appellate authorities and the HRTS Commission and imposing

pendties on officers for unexplainable service rejection and deldystably, a smaller
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proportion of General Staff members and DOs were aware of these objectives compared to

officials holding the positions of FGRAs and SGRAs

Significantly, 9%er centof the officialsknewthat the service thewere dealing with comes

under the HRTS Act and the stipulated time for the concerned service.

In the sample, 68.@ercent of government officials knew about citizeénght to appeal and

the associated time limit.

Within the sample, 40.fer centof government officials, and specifically among designated
officers, only 38.¢er centwere aware that FGRA might admit the appeal even aftei3the

day period had expired.

In the total sample, a significant number of desiguhtofficers demonstrated a lack of

awareness regarding key aspects of FGRA procedures:

There weres7.5 per cent of the designated officeso were unaware that upon finding the
appellant's grievance genuine, the FGRA has the authority to direct the Besigdfficer to
provide the service within seven working days or, in case ofammnpliance, require the

Designated Officer to appear in person and explain the reasons.

A total of 61.3 per cent of the designated officers were uninformed about the FGRA's
responsibility to issue a written, reasoned order after affording both the Designated Officer

and the service seeker a hearing, either accepting or rejecting the appeal.

There were68.8 per cent of the designated officesho were unaware that the FGRAs nus

communicate their decision to both parties via registered post.

In the total sample, 62 per cent of the general staff officers and 13.8 per cent of the

Designated officers were unaware of the timeline for FGRA to dispose of an appeal.

In the overall samie, 58.4 per cent of general staff officials dinte per cent ofdesignated
officers were unaware of the right to a second appeal. Regarding the time limit associated,
within the entire sample, 76.6 per cent of the general staff officers and 32.5 perofe¢he

designatedofficers expressed ignorance.

In the sample, only 17.5 per cent of the general staff officers, 57.5 per cent of the designated
officers, 91.2 per cent of the FGRAS, and 86.7 per cent of the SGRA were aware that the time

limit to make a scond appeal is 60 days.
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In the entire sample, 91.2 per cent of the general staff officers and 62.5 per cent of the
designated officers did not know that if SGRA satisfied that there was sufficient cause due to
which the appellant could not appe@GRA might admit the appeal even after the expiry of

the timeline.

In the entire sample, 89.8 per cent of the general staff officers and 58.8 per cent of Designated
Officers were unaware that SGRA must give a hearing opportunity to the appellant, and 93.4
per cent of the general staff officers and 71.3 per cent of the Designated Officers were
unaware that SGRA must convey the decision taken by him to both the parties; the appellant

and the designated officer by the registered post.

In the entire sample, anmgy general staff officers, only 23.4 percent, 75 per cent of the
designated officers, 97.1 per cent of the FGRAs, and 93.3 per cent of the SGRAs knew that

there was a time limit to dispose of the second appeal.

In the total sample, 81.8 per cent of thgeneral staff officers and 35 per cent of the

designated officers were ignorant of the GRA's powers to require the production and
inspection of documents. In the same trend, the same proportion of the general staff officers,
22.5 per cent of the designatafficers, and an additional 2.9 per cent of FGRA were ignorant

of the GRA's power to summon the designated officers and appellants for a hearing.

In the overall sample, 89 per cent of the general staff officers, 68.8 per cent of the Designated
Officers, 59 per cent of the FGRASs, and 13.3 per cent of the SGRA showed ignorance of the

SGRA power to award compensation.

Delivery of Service

A total 0f19.9per centof the officials in all the departments under study admit that services
are not delivered to theservice seekers in timé& maximum of 88.2er centof the officials

of PHED admitted the delay in service delivery.

In the Building and Other Construction Board, Department of Industries and Commerce,
Department of Revenue and Disaster Management, Depamt of Transport, and
Department of Urban Local Bodies, all the officials confirmed service delivery \thihin

timeline.
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Reasons for Delay in Services

The reason fothe delay in service varies from department to department. It was found that
the mainreasons cited by the official of the department are shortage of staff, Lack of IT
professionals in the departments, Discrepancies and incomplete documentation, Lengthy
verification process, System restrictions on dealing with new applications until peeviou
applications not disposed of, Inter and intra departmental coordination, Lack of

infrastructure, and Lack of funds.

MAJOR FINDINGEROMTHESTUDYOFAUTO APPEAL SYSTEM

This transformative initiative addresses the historical challenges of deteyption, and
inefficiency in government service delivery mechanisms, fostering a culture of accountability

and transparency.

The AAS promotes transparency by making appeal status publicly accessible through a
dedicated dashboard, ensuring citizens ceack their appeals from anywhere. Furthermore,

its paperless work, reduced legal burden and cost, and promotion of good governance
O2Y UNROGdzi S (0 2-teiinkBtaidabildyli SYQa f 2y 3

The impact of the AAS extends beyond numbers, influencing proactivevent@ons by
authorities and empowering citizens to assert their rights to service. Departments and
grievance redressal authorities now actively address delays, issue advisories, and conduct
inquiries, creating a ripple effect that enhances overall serdiésery. The success of the

AAS not only underscores its effectiveness in addressing systemic issues but also sets a
precedent and different paradigm for other states and territories to consider similar

innovative approaches for a citiz&entric and eficient governance model.

A TIME GAP COMPARISON

A time series analysis hagenperformedhereundercomparing the results of the previous
study titled "Evaluation of Right to Service Act, Harydneonducted by the Institute for

Development and Communicati@¢iDC) in 2017 with the findings of our current study.
Methodological differences betweeithe two studies

In the previous study, onlgight out of the 22 districts in Haryana were included, with a

sample size of 2020 service seekers and 208 officers from various positions being interviewed.
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In contrast, the current study encompasses all districts in Haryana, with a total sample size
consistig of 2386 service seekers (both applicants and beneficiaries), 1100 non

beneficiaries, and 266 staff members and officials.

In 2017, the study focused on only five hgblume services, whereas the current study has

expanded its scope to include 24 seeda@cross 16 departments. Our comparative analysis
has centred on key indicators, such as awarerdsthe RTS Act, the Right to Appeal, the

Grievance Redressal mechanism, and difficulties faced in submitting applicatenfdings

of this analysis areutlined below:

Awareness about the RTS Act:

In 2017, only 0.5@er centof service seekers were aware of the HRTS Act. However, in the
2023 study, we found that a significantly higher percentage, a total offief.6entof service
seekers, were aware of the Act. This indicates a notable increase in awareness among the
state's citizens. Additionally, awareness levels are substantially higher among the educated
population, with newspapers and social media playing pivotal roles in disseminating

information and raising awareness

Awareness about the Notified Timeline:

In both theprevious and current studies, the awareness among applidhatsthe services
they were applying fofall under the RTS Aahdhave specified timelines for delivery remains
guite low. In the earlier study, there was no awareness among the applicantsltaodigh
there has been a slight improvement, the situation is still not significantly better in the current
study. Specifically, in the current study, only pét centof the total sample of applicants
were aware of the HRTS Act and were also infornfiead the service or scheme they were

applying for had been officially listed under the Act.

Right to Appeal:

In the previous study, applicantsere unawareof the Right to Appeal. However, in the
current study, we observed a slight improvement, with pe cent of the total applicant
sample now being aware of their right to appeal in cases of service delivery delays and

application rejections.

Grievance Redressal Mechanisms:
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The RTS Act establishes a Grievance Redressal mechanism through the 1st andeRatk App
authorities. In the earlier study, citizens exhibited a lack of awareness regarding these officials
or authorities,whichhas not significantly improved in the current study. Merely B8 cent

of the total sample of applicants or beneficiaries eaware thatofficials wereavailable to

address serviceelated issues.

Difficulties faced while applying for service:

During the previous study, applicants reported difficultiesibmitting their applications.
However a significant improvement is eedt in the current studyas 86.Jper centof those

who selfapplied reported no difficulties.

SERVICE DELIVERY ANAIANEISNTERSTATE COMPARISTDNCLUSIOAND
RECOMMENDATIONS

1. High Rejection PercentageAmong departments, the"Building and Other
Construction Workers (BOCW) Bodrdad arejection percentage of 60.2%ut of the
total completed applications tiB1/07/23.

The servicéFinancial Assistance for Education of Children of Registered Workers
had a total rejection rate afuly 3% 2023,exceeding 50 pecent, while the scheme
"Old Age Samman Allowanteecorded a recent rejection rate of 100 pegnt.
Several services recordechggh percentage of applications rejecteaut of the total
disposed of in a month [January 2023], with rates exibeg 50 percent These
services includ€e'Injury/Death where application submitted after 2 months of
accident but no FSL report is requiréd,Kanyadaan Schemt’ Financial Assistance
for Education of children of registered workérand"Old AgeSamman Allowancé.

In January 2023 repori$our services achieved a perfect completion ratedicating
that they were delivered for everylisposed application These services include
"Character Certificaté,"Dakshin Haryana Bijli Vitran Nigam: Billirgomplaints;
"Dakshin Haryana Bijli Vitran Nigam: Meter Complaintt Replace
slow/fast/meters/Creeping or stuck meter$,and"Water Leakage/ Over Flow Pipes.

2. Application Completed Outside RTS8 total applications completed tiB1/07/23,

Panchkula had he highest percentage of services completed outside the RTS
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timeline, followed by Nuh, Faridabad, Hisar, Sonipat, and Gurugram, with more than
10% of services completed outside the timeline.

The Haryana Women Development Corporatiomas of 31/07/23, had the highest
completion rate outside RTS, reaching 86.21 peent, the highest among all
departments.

Per the monthly report for four services/schemes, the percentage of applications
completed outside the notified timeline exceeded a€r centof the total applications
disposed of. Thesservices are" Financial Assistance for the Education of Children

of Registered Workers, " " Re-Allotment Letter, " " Occupancy
Certificate/Completion Certificate, " and "Kanyadaan Scheme." The "Financial
Assistance for the Education of Children of Registered Workessheme had the
lowest adherence to thesystenmis Generated Timeline, witff1.55 percent of
completed applications falling outside the specified timeline

. Top-Performing Services/Scimes Based on the score calculated for the monthly
performance using the data fromiSysten's Generated RTS Datethe top five
services/schemes in terms of delivery and distribution effectiveness Aapki Beti
Hamari Betl, "Character Certificaté, "Uttar Haryana Bijli Vitran Nigam: Billing
Complaints; "Dakshin Haryana Bijli Vitran Nigam: Billing Compldiatsg "Dakshin
Haryana Bijli Vitran Nigam: Meter ComplagriReplace slow/fast/meters/Creeping or

stuck meters'

. Least Effective Services/Schemeghe "Financial Assistance for thielucation of

(hildren of Registered Workers and "Old Age Samman Allowaricare the two
services/schemes with the least effective service delivery.

. Incomplete and Unvalidated Datdncomplete and unvalidated data were idefred

in "Detailed Service Level ReportsThese issues raised concerns about data
authenticity and impacted the systémresponsiveness and effectiveness. They were
a possible reason why some applicants did not receive status update messages.

. Slow Portal ad Outdated Status:Officials from various departments have raised
concerns regarding the portal performance, highlighting problems such as slow
processing and outdated information related to application disposal status. These

issuegnust be addressed tenhance the portal's efficiency and reliability
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7. Misalignment of TimelinesThe systeris allocated time for service/scheme delivery
often did not align with the days specified in the officially notified timeline for service
delivery.

8. Auto Appeal System lpact: The Auto Appeal System positively impacted service
delivery performance by increasing the percentage of services delivered within the
RTS timeline. However, it also led to an increase in the percentage of rejected
applications suggesing a need for careful monitoring and investigation, as there is a
possibility that officials may reject applications within the RTS timeline to avoid them

being escalated to the Auto Appeal process.

In summary, while some departments and services performeazgtionally well, there
were also instances of subpar performance, high rejection rates, incomplete data, and

discrepancies in service delivery timelines.

Inter-State Level Comparative Analydimsed FindingsDespite the several commonalities
among theActs adopted by the different statesuch as stipulated time limits to deliver the
service, appointment of designated officers to ensure accountability in service delivery, a
provision for two appeals in all the Acts, mandatory penalties for any del@yowiding
services, similar timémit for filing first and second appeal, and provision of compensation
for the aggrieved citizen, there still exist many innovations that states have adopted on
individual basis, based on the sodioltural and economic fadscape of the state. EnhState

of Haryana fall under the category of states with migrm enactment, which suggests that
the State had improvised the terms in the Act ratliean directly imitated themfrom the
states where legislation was enacted or atled in the early terms. In the context of the
penalties imposed to ensure the tir®und delivery of the services, the State of Haryana
falls under the category of states wittModerate Severity Penaltiedor delays in service
delivery. Regarding departent coverage and the number of notified services, the state

stands among the top categories of high coverage and effective delivethaf services.

RECOMMENDATION
Minimise Rejection PercentageéEnsure that reasons for rejection are recorded for all ses/

and schemes, and take proactive measures to mizgrthe rejection rate.
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Redue Application Comgetion Outside RTSRecord the cause of delay in the disposal of
service requests and implement strategies to expedite service delivery and relelegs.
Investigate the causes of applications being completed outside the RTS timeline. Understand
the factors contributing to these delaytske corrective actionsind, if required, optimize the

timeline or revisit and reengineer the service delivergqass.

Auto Appeal SystemMonitor the impact of the Auto Appeal System on service delivery.
While it has improved delivery within the RTS timeline, closely observe the increase in

rejected applications and take steps to address this issue.

Missing and Umalidated Data Strengthen data integrity by ensuring complete beneficiary
addresses, validated contact numbers, and accurate information. Implement data validation

checks to enhance the systé&esponsiveness and effectiveness.

Slow Portal and Outdatedt8tus: Invest in optimiing the portals performance to address
issues related to slow processinignplement regular updates and maintenance to keep
application disposal status tp-date and reliableProvide user support and guidance to

promptly address issues and complaintaproving user satisfaction and trust in the system.

Mismatching of SysterGenerated Timeline and Notified Timelin&nsure that the system
generated timeline for service deliveajigns with the officially notified timeline. Consistency

between these timelines is essential for accurate reporting and accountability.

Recognition of High Performerg\cknowledge and recogm the exceptionally performing
department and nodal officerdor encouragementsome felicitating cesmoniesmay be

organied annuallyon the anniversary of implementindgpe HRTS Act in Haryana.

These recommendations aim to improve the efficiency, transparency, and performance of the
services and schemes offereg Barious departments, leading to better service delivery and
enhanced citizen satisfaction.

CITIZEN®WARENESS OF THE RTS ACT, EXPERIENCE, AND SATISFACTION WI
SERVICE DELIVERY UNDER RTS MECHAQINSIMUSIOAND RECOMMENDATIONS

Applicants/Beneficiaries of Services/Schemes

1. Application Succes® significant proportion (78.per cent)of those who aplied for
the service or scheme on their own reported successful submission in a single gttempt

indicatingthat most applicants had a smooth application process.
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2. Application Status Communicatior®©nly a small percentage (15.6 pmmnt) received
SMS notittations about the status of their applications, highlighting a need for
improved communication with applicants. Additionally, feedback on the outcome of
applications was limited, with onlyer centof those not receiving the service being
informed of therejection and reasons.

3. Service DeliveryA substantial number of applicants (7208r cent)received the
services or schemes they applied for, with certain services having high delivery rates,
particularly"Filing of mandatory annual returhis'FinancialAssistance in Marriage of
Women Worker or Daughters of WorkérsReAllotment Letter', and"Character
Certificate

4. Awareness of the HRTS Ad&wareness of the Haryana Right to Service (HRTS) Act
was relatively low, with only 5.1¢er cent of applicants king aware of it.
Furthermore, even among those who were aware, many were unaware that their
requested services were notified under the Act and that there was a delivery timeline.
Knowledge about the right to appeal whmind limited, with only a small peentage
(1.2 per cent)of the samplebeing aware of the Act. However, among thesene of
the applicants/beneficiaries had appealed.

5. TimelinessMany applicants, even those aware of the HRTS Act, were unaware of the
timeline within which services shoulceldelivered suggesing a lack of clarity and
information dissemination regarding service delivery timelines.

6. User ExperienceA small percentage (3.7 peent) of applicants reported facing
difficulties during the application process, with the main issue being the lack of clarity
about the required documents. However, most of those who applied for ser(ades
by themselve3were generally satisfied witthe application process.

7. Applicants provided feedback and suggestions for improvement, inclegireading
awareness about the HRTS Act, ensuring sivigleservice delivery, and makitige

process hasstree and timebound.

In summary, the findings higight both areas of success and areas that require improvement
in implementing the HRTS Act and service delivery in Haryana. These findings can guide policy
and administrative changes to enhance service dellgegifectiveness and efficiency while

increasng awareness among beneficiaries.
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The Haryana Right to Service Act has indeed improved service delivery, but its transformative
potential remains largely untapped due to a critical issue: a significant lack of awareness
among applicants. While the HRT& Aas introduced positive changes, its lack of awareness

has constrained its impact.

The Acts influence is limited in isolation, but reatig its full potential necessitates a
concerted effort to raise public awareness. When citizens are informed atheuict, it
empowers them to assert their right to efficient and timely service delivery. Consequently,
this heightened awareness can lead to increased accountability among officials and a more

responsive and responsible public service system.

RECOMMENDADNS

Based on the conclusions drawn from the findings, here are some recommendations for
improving the implementation of the Haryana Right to Service (HRTS) Act and enhancing

service delivery:

Awareness Campaignd-aunch comprehensive awareness campaigmsanform citizens
about the HRTS Act, their rights under it, and the benefits it offers. To reach a wide audience,

utilize various channels, including social media, newspapers, television, and radio.

Strengthen Auto Status Update Mechanisevelop a robussystem for providing timely
status updates to applicants, ensuring they are kept informed about the progress of their
applications. Ensure that applicants are informed of the expected timeframe within which

their requested services will be provided.

Feedack MechanismEstablish a feedback mechanism to collect input from applicants about
their experience with the application process. Use this feedback to tailor service delivery

improvements.
Awareness about the Appeal Systefanhance awareness of the Audppeal System.

Simplify Application ProcessAddress the reported difficulties applicants face during the
application process, particularly concerning document requirements. Streamline and simplify

the application process, providing clear guidance to applicants.

SingleVisit Service DeliveryStriveto achieve singleisit service delivery wherever possible.
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Monitoring and Evaluationimplement a robust monitoring and evaluation systenmagsess
the effectiveness of the HRTS Act's implementation continuolgbe this data to make

informed policy ad administrative changes.

Non-Beneficiaries

In conclusion, the study reveals a low level of awareness regardintSiwea ka Adhikaar
Kanooni (Right to Service Act) and the associated Haryana Right to Service Commission.
Approximately 20.per centof the citizens were familiar with thact, with higher awareness
among urban residents and those with higher education levels. Media outlets like
newspapers, radio, and television played a crucial role in disseminating information about the

Act. However, there is stithuchto doto improveawareness among the population.

Furthermore manycitizens expressed dissatisfaction with the governngesénice delivery,
highlighting issues such as corruption, lack of initiative from officials, and inadequate
provision of basic services, especially in rural areas. Many suggested the need for improved
awareness campaigns, stricter rules for government officansl increased transparency in
service delivery. Overall, the study underscores the importance of addressing these concerns
to enhance public satisfaction and ensure effective implementatioMafyana's Right to

Service Act

A wellstructured awarenessampaign is essential to inform citizens about tHgewa ka

Adhikaar Kanoofithe services covered by the Act, and its appeal provisions.

RECOMMENDATIONS
1. Awareness Campaigngt is crucial to launch extensive awareness campaigns. These

campaigns should taeg both urban and rural areas, with a special focus on-less
educated individualsHfective media channels like newspapers, radio, and television
can be impactful.

2. Education and OutreachTo increase awareness of the Haryana Right to Service
(HRTS) Act arits objectivespngoing educational efforts should la¢ the grassroots
level. These efforts can include workshops, seminars, and informational sessions
conducted in urban and rural settings.

3. Promotion of Auto Appeal SystemThere should be more effort©tpromote and

educate citizens about the existence of Auto Appeal System (AAS) and its benefits.
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4. Anti-Corruption Measures:Measures such as strengthening the vigilance system,
conducting surprise audits, and imposing penalties for corruption should be
implemented to instil a culture of integrity.

5. Public EngagementChannels for citizens to offer feedback should be established.
There is also a need to ensure that the officials are trained to communicate effectively
and softly with the public.

6. Transparency ad Accountability: Acts like the Right to Service and the Right to
Information should be implemented in letter and spirit to providdfective,
transparent,accountable service delivery. This requires awareness among the public

and training for governmenfficials.

STAFF AND OFFICeARWARENESS OF RTS ACT, PERSPECTIVE ON SERVICE DH
UNDER RTSECHANISM: MAJOR FINDINGS AND RECOMMENDATIONS

Lack of Formal TrainingA significant majority of government officials, approximately 88.7

per cent, have not received formal or informal training or information material related to the
HRTS Act and its implementation. This indicates a gap in training and awareness among

officials.

Strong Support for Trainingfhe vast majority of government officials, around 92.9 quant,
believe that training is required, highlighting the recognition of the need to improve

awareness and understanding of the HRTS Act.

Awareness of Key ProvisisnAwareness regarding specific provisions of the HRTS Act, such
as the citizets right to appeal, timelines for appeals, and the role of various authorities, is

generally low among government officials.

Ignorance of Penalties and Compensatidvlany goverment officials, including designated
officers, are unaware of the penalties, compensation, and powers of ¢eerfsl Grievance
Redressal Authority (SGRA).

Awareness of Haryana Right to Service Commissitite awareness of the Haryana Right to
Service Commsson is generally high among officials, with only a small percentage of general

staff officers lacking awareness.
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Awareness of Appeals to the RTS Commissidmotable percentage of officials, particularly
among general staff officers and designated offsceare unaware that service seekers

aggrieved by th&GRA's decisiaran file an appeal with the RTS Commission.

Awareness of Auto Appeal System(AASYhile designated officers, FGRAs, and SGAs are
generally aware of Auto Appeal System (AAS), there are a few general staff officers who lack
awareness. Among those aware of AAS, it is believed to have enhanced service delivery

efficiency.

In conclusion, te data suggests that there is a need for improved training and awareness
programs among government officials regarding the HRTS Act, especially in areas such as
appeal timelines, FGRA procedures, SGRA powers, and the role of the Haryana Right to Service
Canmission. This enhanced awareness can contribute to more effective implementation of

the Act and better service delivery to citizens.

RECOMMENDATIONS

To be implemented at the RTS Commission Level

5. Comprehensive Trainingdrganke formal induction training programend refresher courses
for all government officials to ensure that they thoroughly understdhd HRTS Act, its
provisions, and their responsibilities. Conduct regular training sessions and awareness
campaigns, especiglkargeting designated officers, to ensureethknowthe Acts specifics,
including timelines, penalties, and compensation.

6. Information DisseminationDevelop and distribute guidance materials and information about
the HRTS Act to government officials.sToduld include handbooks, online resources, and
regular updates.

7. Communication and Notificationimplement effective communication strategies to notify
government officials about their obligations and the rights of citizens under the Act. Ensure
that all updates and decisions are communicated promp#eep government officials
informed about changes or amendments to the HRTS Act and related procedures. This can be

done through regular circulars and updates.
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8. Monitoring and Evaluation: Establish a system ifomonitoring and evaluating the
implementation of the HRTS Act. This should include regular assessments of awareness levels,

timelines, and the efficiency of the grievance redressal mechanism.

To be implemented at th&Government Level

Re\alidation of family ID data:As reported by officials of the various departments, there is a
need to streamline the data verification process to mirzmnihe time taken. Revalidation of
the data compiled in the family IDs by the Citizen Resources Information Departméd) (CR
is recommended as the crossrifications of the eligible applicants for many government
schemesare done from the family IDs, so regular revalidation is required to ensure that no

eligible person renders without getting the benefit of a government scheme.

Regular Training and Awarenestrainthe Common Service Centres (CSC) and viléags
entrepreneurs (VLE) operatom the importance of accuralg feeding dataand attaching

legible, properly scanned copies of all mandatory documents.
Accountability of VLEs and CSC Operators:

1 Establish clear guidelines and accountability measures for Vileage Entrepreneurs
(VLE) and Common Service Centre (CSC) operators.

1 Implement a validation system thatcurately records applicants' contact information
and penalizesperators for inputting incorrect details.

1 Regulate the fees charged by VLEsnsure they align with the actual cost of services

and schemes.
Improve Saral Portal Performance:

1 Investin upgrading the Saral portainfrastructure and software to enhance its speed
and reliability.

1 Conduct regular maintenance and performance testingidentify and address
bottlenecks.

1 Provide training to staff on efficient portal usage to mitigate delays caused by system
issues.

1 Ensure reatime updated information and service delivery status on the portal

regarding disposal and pendency.
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1 Ensure theesolution of data errorssuch asnore than one application with the same

application number.
Applicant Error Mitigation:

1 Develop a usefriendly interface on the Saral portal with validation checks to help
applicants select the correatformation, such as police stationhealth cente, etc
9 Offer user guidance and tooltips during the application process to neaisbmmon

errors.

Dedicated IT Personnelhere shall be dedicated IT personireeach department whpin
case of any technical or oth&sues with the portal, can take instant steps to correct faults

to save any delay in the service delivery process.

Review and Adjust Timelinegeedback should be demanded from every department whose
services are notified under the Haryana Right to $enct, asking about requirements and

reasons for adjusting the notified timeline of any particular service if they want.

Enhance Coordination between DepartmentBstablish effective communication channels
and coordination mechanisns that in case of t# services or schemes for the delivery or
distribution of which there is the involvement of more than one department, the process

could be streamlined.
Address Clerical Staff Shortages:

1 Allocate additional clerical staffherever required
1 Provide training to existing staff to streamline administrative processes and improve

efficiency.

Unified Complaint Management SysterMultiple portals or channe$to apply for service or
scheme multipf the service requests as people apply from more than one channel. Therefore
either keep a single portal or channel to apply for service or develop a unified complaint
management system to integratl channels and portals foequesting service or scheam

into a single platform. This system should allow citizens to submit complaints through various

means but consolidate them into a single queue for processing.

Revisiting and Reengineering the Restrictio®estrictiors on the portal that prevent the

openng of applications submitted later until the previous applications are disposed of may
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need to be amended after understanding the reasons cited by government offiCiaés.
criteria, guidelinesand options on the portal may be established so tegbedied servicdor
faster and ouwof-queue processing of applications in urgent situaticas be availedvith

fairness and transparency.

By implementing these recommendations, the government can improve awareness, compliance, and
overall service delivery unddghe Haryana Right to Service Act, ensuring that citizeghts are

protected and services are delivered efficiently and promptly.

Inter-State Level Comparative AnalysRecommendations

The rapidly changing needs of society and the evolviatyre of public services deem it
imperative for governments to adapt to the change to keep pace. Thus, constant monitoring,
data analytics, and feedbatlased mechanisms from all the states must be zafili to
eradicate ineffective practices and ineffiotestrategies to ensure public service delivery to
citizens. For instance, since the earliest enactment of the Act in 2010, Madhya Pradesh
remains the only state with a separate department to control and coordinate the public
service delivery mechanism.n8larly, in most states, nominated officers exist, except in
Uttarakhand and Punjab, as the commission manages the revisions of power. At the same
time, some states like Karnataka, Delhi and Chhattisgarh have no such provision for revision.
Therefore, theState of Haryana must foster a culture of continuous improvement and share
the best practices across state commissions and respective departments to transform the

quality of public service delivery.

To conclude, assessitige HRTS Act implementation in Kana reveals a mixed picturé.
transparent and accountable governance systemndoubtedlyimperative for establishing

an effective and efficient public service delivery mechanistoreover, the survey findings

also support the importance of these initides and their potential to ease citizens' access to
these services. However, there remains a major loophole on the applicant's side, i.e., the lack
of awareness about the service delivery measures adopted by the governmeat. T
assessments suggested thhe citizens' awareness regarding tepecific provisions of the

Act, such aslesignated timelines for service delivery and the right to appeahain relatively

low. Although,the findings from the 2017 and 2023 studies highlight a notable increase in
awareness of the HRTS Act among service seekers. This positive shift can be afpaotiyed

to newspapers and social media's crucial ratedisseminating information.
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Similarly, be establishment of Grievance Redressal mechanisms through the 1st and 2nd
Appellate authorities remains an underutilized resourdee to the applicants' lack of
knowledge about the same. The study suggesited more efforts are needed to ensure that

the citizens are welinformed of their rights and the mechanism made avagably the
government. Therefore, continued education and outreach efforts will significantly enhance
the efficiency of measures like the avdppeal system. Thact has improved service delivery
and established the system. Still, a focused awareness campai targeted training (for

both applicants and government officials) are required to face notable challengesidike
rejection rates, incomplete data, and inconsistencies in service delivery timgasularly

in areas such as appeal timelinespgedural steps, and the role of the Haryana Right to
Service Commission. This heightened awareness can lead to more effective implementation

and, ultimately, better service delivery for the citizens of Haryana.
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ANNEXURE

INSTITUTE FOR DEVELOPMENT AND COMMUNICATION, CHANDIGARH
Comparative Evaluation of Implementation of the Haryana Right to Service 2@t4

(Staff)

Q. District:

1 Ambala

2 Bhiwani

3 Charkhi Dadri
4, Faridabad

5. Fatehabad

6 Gurgaon

7 Hisar

8 Jhajjar

9. Jind

10. Kaithal

11. Karnal

12. Kurukshetra
13. Mahendragarh

14. Nuh

15. Palwal

16. Panchkula
17. Panipat
18. Rewari

19. Rohtak
20. Sirsa

21. Sonipat

22. Yamunanagar
Q. Name of the Department;

1. Building and Other Construction Workers (BOCW) Board
2 Haryana Labour Welfare Board (HLWB)

3 HaryanaShehriVikas Pradhikean

4 Haryana State Agricultural Marketing Board(HSAMB)
5. Health Services Department

6. Industries and Commerce Department

7 Police Department

8 Public Health And Engineering DepartmeRHED

9 Revenue & Disaster Management Department

10. Social Justie and Empowerment

11. Transport Department

12. Urban Local Bodies

13. Welfare of SCs And BCs

14, Women and Child Development Department

15. Uttar Haryana Bijli Vitran NigaruHBVN

16. Dakshin Haryana Bijli Vitran NigaaDHBVN

Q. Authority/ Staff: Staff1 DO2 FGRA3 SGRA
SECTION
(Profile of the Respondent)
Q. Name of the Official;
Q. Gender: Male-1 Female2 Third Gendef3
Q. Post andDesignation:
Q. Contact Number
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SECTION
(Level of Awareness)
Are you aware of the HRTS Act 2014?
Yesl
No-2

If aware, what are the objectives of the Act?

To ensure itizens' right to get Servieg

To ensure Timéound Service Deliverd

To provide provision of penalty for officers in case of delay in Service Deivery
To Provide provision of appeal t& dnd 2 Appellate Authority4

To provisioranappeal to the Commissieh

Any Other (Spety):

Were you provided any training on implementing the Right to Service Act?
Yesl
No-2

If yes, what was the content of the training?

Are you satisfied with the training imparted on RTS Act implementation?
Yesl
No-2
Not Applicable3
If not imparted training, do you think that is necessary?
Yesl
No-2
If yes, what could be the mode of training?
Online model
Offline mode2
No Opinior3
Are you aware of all your department's services notified undee HRTS Act 20147
Yesl
No-2
Are you aware of the timeline of each service?
Yesl
No-2
Do you manage to deliver the RTS Notified service/s within the prescribed timeline?
Yesl
No-2
Sometimesdelays also happens
If No or sometimes with a delay, then what are the reasons for the delay:
Timelines fixed arampossible to meeil
Shortage of stafP
Lack of infrastructure
Procedural Issue4
Unclear instructions from higher authoritiés
Technical issue8
Others (Specify):
Explain factorghat cause delay:
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Provision of Appeal
Q. Can the service seeker go for an appeal if the department rejects the service request or does not
provide service within the specified time limit?
Yesl
No-2
Do not Know3
Q. Ifyes, then to whom service seeker can appeal?
Higher Officiall
First Grievance Redressal Authoi2ty
Second Grievance Redressal Authe8ity
Right to Service Commissidn
Not Applicables
First Appeal
Q. Is there any time limit to file the first appeal against the rejection order, or if the service is not
delivered within the time limit from the date of the rejection order or from the expiry diie notified
time limit?
Yesl
No-2
Do not Know3
Not Apgicable4
Q. If yes, within what time limit can a service seeker make the first appeal?
No time limitl
Within 7 days2
Within 15 days3
Within 30 days4
Do not Knowb
Not Applicables
Q. Does FGRA, if satisfied with the reason cited by #esvice seeker, supposed to admit the appeal
even after the expiry of the time limit?
Yesl
No-2
Do not Know3
Not applicable4
Q. Doesthe FGRA, finding the grievance of the service seeker genuine, authorized to ask the Designated
Officer to appearin person and explain the reason for rejection or to provide the service?
Yesl
No-2
Do not Know3
Not applicable4
Q. After giving a hearing opportunity to the Designated Officer and the service seeker, can an FGRA
pass an order in writing eitheaccepting or rejecting the appeal?
Yesl
No-2
Do not Know3
Not applicable4
Q. Isit mandatory to communicate the decision taken by FGRA to the Designated officer and Service
Seeker by the registered post?
Yesl
No-2
Do not Know3
Not applicable4
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Is there any time limit from the date of receipt of the appeal for FGRA to dispose of an appeal?
Yesl

No-2

Do not Know3

Not Applicable4

If yes, then what is the time limit?
No time limit1

Within 7 days2

Within 15 days3

Within 30 dayst

Do not Knowb

Not Applicables

Second Appeal

Q.

Can a person whose appeal obtaining service is rejected or who is not provided with the service within
the time specified in the order accepting the appeal by the FGRAan appeal to the SGRA?
Yesl
No-2
Do not Know3
Not Applicable4
Is there any time limit to file the second appeal from the date when the first appeal is rejected or
from the date of expiry of the time specified by the FGRA to deligervice?
Yesl
No-2
Do not Know3
Not Applicable4
If yes, within what time limit can a service seeker make the second appeal?
No time limit1
Within 15 day=2
Within 30 days3
Within 60 days4
Do not Knowb
Not Applicables
Does SGRA, #atisfied with the reason cited by the service seeker, supposed to admit the appeal
even after the expiry of the time limit?
Yesl
No-2
Do not Know3
Not applicable4
Is SGRA supposed to give the appellant an opportunity to hear before rejedtiagappeal?
Yesl
No-2
Do not Know3
Not applicable4
Is it mandatory to communicate the decision taken by SGRA to the Designated officer and Service
Seeker by the registered post?
Yesl
No-2
Do not Know3
Not applicable4
Is there any time limit from the date of receipt of the appeal for SGRA to dispose of an appeal?
Yesl
No-2
Do not Know3
Not Applicable4
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Q. Ifyes, then what is the time limit?
No time limitl
Within 15 days2
Within 30 days3
Within 60 dayst
Do not Knowb
Not Applicables

Power to Summon and Inspection
Q. Do the GRAs have powers to require the production and inspection of documents?
Yesl
No-2
Do not Know3
Not Applicable4
Q. Do the GRAs have powers to isssiemmons for hearing of the Designated Officer and the
appellant?
Yesl
No-2
Do not Know3
Not Applicable4
Penalty
Q. Does the SGRA, if it is of the opinion that the Designated officer or any other official involved in
providing service has failed t@rovide service or has caused an undue delay, have the power to
impose a penalty?
Yesl
No-2
Do not Know3
Not Applicable4
Q. If yes, what could be the penalty amount?
100 Rupeed
250 Rupeeg
250 Rupees to a maximum of 5000 Rup8es
Do not Kiow-4
Not Applicables

Compensation

Q. Does the SGRA can award compensation to the appellant?
Yesl
No-2
Do not Know3
Not Applicable4

Q. Ifyes, then what could be the amount of the compensation?
1000 Rupeed
2500 Rupee
5000 Rupee8
Do not Know4
Not Applicables

Revision

Q. Are you aware of the Haryana Right to Service Commission?
Yesl No-2

Q. If Yes, what are thdunctions of the Commission?
To Implement HRTS Act 2014
To ensure delivery of hasdlieee and timebound services to the citizeris
To penalize the Officers in case of delay in Service Delvery
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To take legal action against the officers

Commisgn Can take sumoto action5

To provide justice to the service seekérs

To update the service delivery mechanism From time to time
Any Other (Specify):
Can a service seeker aggrieved by the dam of SGRA file a revision before the RTS commission?
Yesl

No-2

Do not Know3

Not Applicable4

Is there any time limit to file the revision before the RTS commission?

Yesl

No-2

Do not Know3

Not Applicable4

If yes, within what timelimit a service seeker can make the revision appeal?

No time limitl

Within 30 days2

Within 60 days3

Within 90 days4

Do not Knowb

Not Applicables

Are you aware of the updated rules/instructions about the processergineering and changes in
prescribed timelines?

Yesl

No-2

If Yes, howdoesit impact the department's functioning and service delivery mechanism?

Helped in streamlining the workflow

Removal of unnecessary steps

Enabled faster delivery of servieds

The low burden orstaff-4

Others (Specify):

SECTIONI

(Level of Satisfaction with AAS & Grievance Redressal)
Are you aware of the Auto Appeal System (AAS) initiated by the HRTS Commission?
Yesl No-2
Do you think AAS has helped in improving service delivery efficiency?
Yesl No2 52y Qi-3YYy25
Explain how?;

What is Your level of satisfaction with the functioning of the Auto Appeal System regarding the
delivery of services and grievance redressal?

Highly Dissatisfied 1

Dissatisfiee?

Neutral3

Satisfiedd

Highly Satisfied

Not Applicable6
Do you believe that the grievance redressal mechanism has become more accountable and
transparent after the launch of AAS? Yesl No2 Don't Know3
In your opinion, what are the noticeable changes after the launch of AAS?
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SECTION
(Function, Opinion & Suggestions)

Expresses your Opinion on the following:
Strength of Staff in Department

Absenteeism in Department

Working Hours in Depdment

Interdepartmental Coordination
Intra-departmental Coordination

Suggestions to improve the service delivery mechanism:

Simplification oProceduresl

Increase in the level of awareness among citiz2ns
Better inter/intra-departmental coordinatiorB
Provision of adequate staff

Provision of adequate infrastructui®

Increase in the timelin®

No Opinion7
Others (Specify):
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Proforma No.: Date:

INSTITUTE FOR DEVELOPMENT AND COMMUNICATION, CHANDIGARH
Comparative Evaluation of Implementation of the Haryana Right to Service Act, 2014
(Beneficiaries)

Q. District:
1. Ambala
2. Bhiwani
3. Charkhi Dadri
4. Faridabad
5. Fatehabad
6. Gurgaon
7. Hisar
8. Jhajjar
9. Jind
10. Kaithal
11. Karnal
12. Kurukshetra
13. Mahendragarh
14. Nuh
15. Palwal
16. Panchkula
17. Panipat
18. Rewari
19. Rohtak
20. Sirsa
21. Sonipat
22. Yamunanagar
Q. Village/Ward/Colony:
Q. Location: Rurail Urban2
SECTION
(Profile of the Respondent)
Q. Name of the Respondent:
Q. Sex: Male-1 Female2 Other3
Q. Religion: Hindu-1 Sikh2 Muslim-3 Jaind Bodh5 Other6
Q. CategorySG1l ST2 OBG3 General4 Otherc 52y Qu 561yl (2
Q. Qualification:
llliterate-1 Below Priman?2 Primary3 Middle-4 Matric-5
Sen. Seeéh ITI/Diploma7 Graduate8 Post Graduat®
Professionall0O  M.Phil./Ph.D-11 Other-12 (Specify):
Q. Occupation:
Unemployedl Student2 Service (Govt3 Service (Pvt3
SelfEmployed5 Labour (Ag§ Labour (No#gry7 Homemakes8
Retired9  Professionall0
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SECTION

(Service Applied [Out of the Identified Services for tRgaluation])
Name of the service applied:
Financial Assistance for Education of Children of Registered wdB@®CWWB
Kanyadaan SchemelBOCWWB
Financial Assistance in Marriage of Women Worker ogtters of worker'sHaryana Labour
Welfare Board
Occupancy Certificate/Completion Certificate
ReAllotment Letter
Injury / Death where application submitted after 2 months of accident but no FSL report is required
Injury / Death where applicatiosubmitted within 2 months of accident but no FSL report is required
Application For Issuance of Birth/Death/Néwailability Certificate (NAC)
Application for Inclusion of Child Name in Birth Record
Filing of mandatory annual returns u/s 50¢f)the Haryana Registration and Regulation of Societies
Act, 2012 (Act 1 of 2012)
Character Certificate
Billing Complaints
Meter Complaint; Replace slow/fast/meters/Creeping or stuck meters
Water Leakage/ Over Flow Pipes
Resident Certificate
Income Certificate (for Education Purposes)
Old Age Samman Allowance
Registration of NofTransport Vehicles through DealRLA
Change of Owner/Occupier in Property Tax Register (Except in death case)
Dr. Ambedkar Medhavi Chattar Yojna
Mukhya Mantri Vivah Shagun Yojna
Aapki Beti Hamari Beti

Department:
Building and Other Construction Workers (BOCW) Board
Haryana Labour Welfare Boa(tdL\WB)
HaryanaShehriVikas Pradhikaran

Haryana State Agricultural Marketing Board(HSAMB)
Health Services Department

Industries and Commerce Department

Police Department

Power Department

Public Health And Engineering Departm&HED

Revenue & Disaster Management Department

Social Justice and Empowerment

Transport Department

Urban Local Bodies

Welfare of SCs And BCs

Women and Child Development Department

Uttar Haryana Bijli Vitran NigatdHBVN

Dakshin Haryana Bijli Vitran Nigdd#BVN

Did you apply for the service on your own? Yesl No-2
If yes, where was the application submitted?
DepartmentsWindow/Deskl

Departments Webportal2
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Saral Haryana Portal

e-Disha Centrel

Community Sevice Centre (CSG)
Village Level Entrepreneur (Vi)
Not applicable7

If No, who applied for the service on your behalf?
Family Membeil

Friend/Neighbow?2

PRI Membef3

Not-applicable4

Other (Specify)

Was your apptation accepted on the first visit to the department/webportalisha centre/CSC?
Yesl No-H B2y Qi YYy2s

If No, reason/s for nomcceptance?

Unaware of the documents to be attachdd

Unaware of the fee to be paidl

Servererror/non-functional website3

The concerned official was not available at the departrisewindow/ desk4
CSC closed/ village level entrepreneur (VLE) not available on firdt visit
Dont Know-6
Not applicable7
Others (specify)

Did you receive any SMS confirmation during application submisstatas;and final delivery of
service?

Yesl No-2 52y Qi3YYy26

Did the service deliver to you?

Yesl No-2

If not delivered, did you get a rejection?

Yesl No intimatian-2 Not Applicable3

If you got a rejection, were you informed about the reason?
Yesl No-2 Not Applicable3

SECTIONI
(Level of Awareness about the HRTS Act 2014)
Are you aware of the HRTS Act 20%4Wa Ka Adhikaar Kanopf Yesl No-2

If Yes, where did you learn about the Act?
Media (Newspaper/Radio/T\)

Officials of the concerned Departmeft
Notice board at the Departmerg

Service Delivery Centse

Social media Platforrs
Friends/Family/Relative§

Not Applichkle-7
Any other (Specify):
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Q.

While applying, were you aware that the service is notified under an Act named RTS Act?
Yesl No-2 Not Applicable3

Were you aware that there is a fixed timeline for delivering the service to wiuahapplied?
Yesl No-2 Not Applicable3

Did you get the information about the date of service delivery?
Yesl No-2 Not Applicable3

Did you receive the service/rejection order within the prescribed timeline?
Yesl No2 5 2y Q-3 {N6Agplicable4

Was any information/ notice board available mentioning timelines for service delivery?
Yesl No-2 5 2 vy Q-3 YN6©2Applicable4

Do you know there is a right to appeal if a service request is rejected or not delivered within the
prescribed timeline?

Yesl No-2 5 2 vy Q-3 {N6®2Applicabled
In your casewas there any appeal?
Yesl No-2

If yeswhat was the reason to appeal?
Got the rejection orderl
Service was not delivered within the RTS timelihe

Do youknow there is an Auto Appeal System?
Yesl No-2

Did you appeal, or was the same augiscalated to appeal to get the service?
Yesl No-2 5 2 y Q-3 {N62Applicabled

What is Your level of satisfaction with the functioning of the Appeal System?
Highly Dissatisfied 1
Dissatisfiee?
Neutrat3
Satisfied4
Highly Satisfied
Were you aware of the appellate authorities?
Yesl No-2 52 y Q-3 {N6tAgplicablet
Do you know that under the Right to Service Act, there issadipellate authority callethe First
Grievance Redressal Authority?
Yesl No-2 5 2 y Q-3 {N6tAgplicablet
Do you know that under the Right to Service Act, there is a second appellate authority called Second
Grievance Redressal Authority?

Yesl No-2 5 2 y Q-3 {N6®2Applicable4
Do you know that under the Right to Service Act, there is the Right to Service Commission?
Yesl No-2 5 2 vy Q-3 {N6®2Applicable4

Are you also aware of the objectives of the HRTS Act, 2014?Yesl No-2 Not Applicable3

If Yes, mention objectives:

CitizensRight toGet Servicel

Timebound Service Deliverd

Provision of Penalty for Officers in case of delay in Service Defivery
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Provision of appeal to*1and 2 Appellate Authority4
Provision of appeal to the Commissién

Not Applicables

Any Other (Specify):

Do you believe that in case of the grievance redressal mechanism is accountable and transparent?
Yesl No2 5 2y Q-3 YN6Agplicable4

Are you satied with the overall grievance redressal mechanism?
Yesl No2 5 2y Q-3 YN6®2Applicable4

If No, explain:

Are you aware of the Helpline No. (1064) for corruptretated complaints?
Yesl No-2

Are you aware of the Antyodaya SARAL Helpline No. {8262400)7?
Yesl No-2

Do you know you can also track the status of your service request/ appeal through SMS (By typing

SARAL and seimg) itto Mobile No. 9954699899)?
Yesl No-2

SECTION

(Level of Satisfaction with the Application Process)

Did you face any difficulty while applying for the service?
Yesl No2 No Response/ Cannot-say

If Yes, mention reason/s:

Server error/norfunctional websitel

Un-clarity on the list of documents to be attach&d
Non-availability of an official at the departméstwindow/desk3
Unaware of theWeb Portal4

Web Portal/Server Erref

CSCl/eDisha Centre dbistance6

Took a lot of timer

Not Applicable8
Other (Specify)

If you enquired at the department/service centre before applying, did any official help you?
Did not enquire anything They Helpee2 They did nbhelp-3 Not Applicable4

If Yes, what level of satisfactiovith the conduct of the official?
Highly Dissatisfied 1

Dissatisfieel

Neutral3

Satisfied4

Highly Satisfied

Not Applicables
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If dissatisfied, reason/s:

Were you asked by any official for any favour in exchange for service delivery?
Yesl No-2 Not Applicables

What is Your level of satisfactiovith the overall service application process?
Highly Dissatisfied 1

Dissatisfiee?

Neutrat3

Satisfiedd

Highly Satisfied

Not Applicables

SECTION
(Suggestions)
Any suggestion/s to improve the overall service delivery mechanism:
Awareness campaigns about theovisions of the Ael
Ensure a single visit by the citizen
Ensure hasstree and timebound delivery of service3

No Response/ Cannot sdy
Others (Specify):
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INSTITUTE F@HEVELOPMENT AND COMMUNICATION, CHANDIGARH
Comparative Evaluation of Implementation of the Haryana Right to Service Act, 2014
(Public Perception)

Proforma No.: Date:
Q. District:
Q. Village/Ward/Colony:
Q. Location: Rurail Urban2
SECTION
(Profile of the Respondent)
Q. Name of the Respondent:
Q. Sex: Male-1 Female2 Third Gende3
Q. Religion: Hindul Sikh2 Muslim-3 Jaird Bodh5 Other-6
Q. Category: SG1 ST2 OBG3 Generaln 52y Qi HI yiG G2
Q. Qualification:
llliterate-1 Below Priman2 Primary3 Middle-4 Matric-5
Sen.Sec-6 ITI/Diploma7 Graduate8 Post Graduat®
Professionall0 M.Phil./Ph.D:11 Other12 (Specify):
Q. Occupation:
Unemployedl Student2 Service (Govt3 Service (Pvt}
SelfEmployed5 Labour (Agrp Labour(NonAgr)7 Homemakes8
Retired9 Professionall0
SECTION

(Level of Awareness about the Haryana Right to Service (HRTS) Act 2014)
Q. Are you aware of the HRTS Act 2014 (Haryana Sewa ka Adhikaar Kfesin)No-2

Q. If Yes, from where did you cario know about the Act?
Media (Newspaper/Radio/T\)
Officials of the concerned Departmegt
Notice Board at the Departmes®
Service Delivery Cente
Social Media Platforms
Friends/Family/Relative8
Not Applicabler
Any other (Specify)

Q. Are you also aware of the objectives of the HRTS Act 20147
Yesl No-2 Not Applicabld

Q. If Yes, mention objectives:
CitizensRight to Get Servieg
Timebound Service Deliverd
Provision oPenalty for Officers in case of delay in Service Deligery
Provision of appeal to*1and 2 Appellate Authority4
Provision of appeal to the Commissibn
Not Applicables
Any Other (Specify):
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SECTIONI
(Awareress about the Haryana Right to Service CommisgitRiT SC and its Functions)

Have you heard about the Haryana Right to Service Commis&es?2 No-2 Not Applicable3

What are the functions of the Commission?

Implement HRTS Act 2014

Ensure delivery of hassfeee and timebound services to the citizeris
Penalize the Officers in case of delay in Service Deld/ery

Take legal action against the officefs

Take suamoto action5

Provide justice to the service seekd's

Time to timere-engineering of the service delivery mechanigm

Do not Know8

Not Applicable9

Any Other (Specify):

Do you also have any idea where the commission is located?Yesl No-2 Not
Applicabé-3

If Yes, mention Location:

New Delhil

Gurugram?

Chandigark3

Panchkulad

Not Applicables

Other:

Are you aware of the Auto Appeal System (AAS) initiated by the HRTY®S2 No-2 Not
Applicable3

If Yes, are you satisfied with the effectiveness of AAS?

Highly Dissatisfied 1
DissatisfieeR
Neutral3

Satisfied4

Highly Satisfied

Not Applicables

SECTION
(Level of Satisfaction)

Do you think citizens get thgervices notified under the HRTS Act 2014 within the prescribed timeline?
Yesl No2 5 2y Q-3 YN6®2Applicabled

If No, mention reason/s:

Do you think citizens are generally satisfied veiénvice delivery?

Highly Dissatisfied 1
Dissatisfieel
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Neutral3
Satisfied4
Highly Satisfied
Not Applicables

Whether satisfied/ somewhat satisfied/ not satisfied, mention reason/s:

Do you think citizens are satisfied with the behaviour of the officials:

Highly Dissatisfied 1
Dissatisfiee?
Neutral3

Satisfied4

Highly Satisfied

Not Applicables

Whether satisfied/ somewhat satisfied/ not satisfied, mention reason/s:

SECTION
(Suggestions)

Any suggestion/s to improve the service delivery mechanism:

Awareness campaigns about the provisions of thelAct
Ensure a single visit by the citiz2n

Ensure hasstree and timebound delivery of service3
Check Corruption at the Departmest

Others (Specify):
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Annexure

Report 1
Departmentwise RTS Comprehensive Report ( To Date 31/07/2023 ) Generated on 8 August 2023
Application Currently Applications Received & Completed Applications Received & Completed Total centag Rejected %
Underway Recently [i.e. in thdast 36 months] e
2 3 5 6 7 8 9 10 11 12 13 14 15 16 17 18
Rank |Departments Scorel Total | Within |Outsid| Total | Complet| Complet| Rejecte] Total Total | Complete| Complet| Rejecte| Complete| Recently| Total till
Base Underw | RTS | e RTS| Complet ed ed d Received | Complete| d Within ed d d Outside| [Col10/ |31/07/23
don ay ed Within | Outside d RTS | Outside RTS | Col7]*10| [Col15/
Score RTS RTS RTS [Col14/ 0 Col12]*1
Col12]*10 00
0
1 |Employment Department 10 6,697 | 6,652 45 54,104 | 54,097 7 6,208 | 3,50,958 | 3,44,261 | 3,20,777| 23,484 | 50610 6.82 115 14.7
1 |Fisheries Department 10 427 427 0 1,057 1,057 0 176 12,516 12,089 11,698 391 2726 3.23 16.7 22.5
1 |Directorate of Information, Public Relations & Languages| 10 3 3 0 10 10 0 4 37 34 34 0 12 0.00 40.0 35.3
1 |Haryana Forest Department 10 163 163 0 827 824 3 498 15,900 15,737 13,602 2,135 9447 13.57 60.2 60.0
1 |Haryana Labour Welfare Board (HLWB) 10 | 12,036 | 12,035 1 57,510 | 57,510 0 1,895 | 5,77,918 | 5,65,882 | 5,41,131| 24,751 | 49418 4.37 3.3 8.7
1 |Haryana Women Development Corporation 10 4 4 0 5 5 0 5 3,087 3,083 425 2,658 2997 86.21 100.0 97.2
1 [Labour Department 10 252 244 8 14,342 | 14,301 41 5,029 | 3,30,971 | 3,30,719| 2,77,619| 53,097 | 111441| 16.06 35.1 33.7
1 [Police Department 10 | 12,679 | 12,679 0 2,51,635| 2,51,482] 153 218 | 51,33,453]| 51,20,774| 47,22,275| 3,98,499] 1406 7.78 0.1 0.0
1 |Printing And Stationery Department 10 40 40 0 402 401 1 22 3,191 3,151 3,026 125 378 3.97 5.5 12.0
1 [Women and Child Development Department 10 514 511 3 11,226 | 11,225 1 30 3,25,088 | 3,24,574| 2,81,398| 43,176 | 23328 13.30 0.3 7.2
11 |Uttar Haryana Bijli Vitran NigaryHBVN 9.9 | 13,874 | 12,967 | 907 | 2,80,145| 2,79,042| 1,103 | 20,202| 23,43,270| 23,29,396| 21,63,627| 1,65,769| 442038 7.12 7.2 19.0
11 |Haryana Excise & Taxation 9.9 | 1,090 799 291 |1,81,563| 1,80,867| 696 3,595 | 13,87,040] 13,85,950] 13,80,452] 5,498 | 26024 0.40 2.0 1.9
11 |Board of School Education Haryana 9.9 438 437 1 5,318 5,242 76 229 78,871 78,433 76,622 1,811 3201 2.31 4.3 4.1
14 |Dakshin Haryana Bijli Vitran NigafdbHBVN 9.8 | 15,472 | 14,805| 667 |1,16,162] 1,15,000 1,162 | 35,862| 26,34,133| 26,18,661| 23,88,246| 2,30,415| 836491| 8.80 30.9 31.9
14 |Welfare of SCs And BCs 9.8 [1,55,845/1,54,630 1,215| 56,934 | 56,719 215 3,397 | 10,20,903| 8,65,058 | 7,50,310 | 1,14,748| 366226| 13.26 6.0 42.3
14 |Social Justice And Empowerment 9.8 | 9,656 | 9,642 14 42,083 | 41,163 920 8,939 | 18,43,533] 18,33,877| 15,69,529| 2,64,348| 590288| 14.41 21.2 32.2
17 |Haryana State Pollution Control Board 9.7 389 306 83 3,360 3,356 4 555 14,733 14,344 14,310 34 3654 0.24 16.5 25.5
18 |[Health Services Department 9.6 | 44,046 | 42,762 | 1,284 |2,12,626| 2,06,034] 6,592 | 21,164| 33,24,792| 32,80,746| 30,65,891| 2,14,855| 318858| 6.55 10.0 9.7
10,99,61| 10,74,74 1,55,12,46 1,49,22,34
19 |Revenue & Disaster Management Department 9.5 | 61,813 | 30,408 | 31,405| 0 9 24,861 | 34,374|1,55,74,274 3 6 5,90,117| 519589 3.80 3.1 3.3
19 |Urban Local Bodies 95| 4,202 | 3,021 | 1,181 | 82,887 | 79,664 | 3,223 | 4,812 | 6,75,027 | 6,70,825| 5,47,559 | 1,23,266| 172573| 18.38 5.8 25.7
21 |Public Works Department (Buildings and Roads) 9.3 58 56 2 226 213 13 134 779 721 630 91 435 12.62 59.3 60.3
21 |Housing Board 9.3 383 346 37 2,067 1,949 118 459 30,059 29,676 24,999 | 4,677 | 6163 15.76 22.2 20.8
23 |Horticulture Department 9.2 89 34 55 833 816 17 10 23,282 23,193 21,768 1,425 429 6.14 1.2 1.8
1,70,79,791,51,15,53 19,64,23
23 |Transport Department 9.2 | 2,873 579 2,294 | 7,45,807| 6,87,840] 57,967 95 ]1,70,82,637% 9 8 1 14145 11.50 0.0 0.1
Haryana Scheduled Castes Finance and Development
25 [Corporation 9.1 159 158 1 10 10 0 3 2,956 2,797 2,429 368 1852 13.16 30.0 66.2
25 |Building and Other Construction Workers (BOCW) Board 9.1 |1,07,2091,06,904 301 | 1,67,704| 1,53,058| 14,646 | 95,512| 26,48,811| 25,41,602| 18,96,538| 6,45,064/1530609 25.38 57.0 60.2
27 |Sainik And Ardh Sainik Welfare Department 8.9 4 3 1 36 33 3 18 514 510 466 44 198 8.63 50.0 38.8
28 |Industries and Commerce Department 8.6 595 391 204 6,538 5,802 736 2,171 48,653 48,058 38,321 9,737 | 12207 20.26 33.2 25.4
28 |Public Health And EngineeriAigHED 8.6 | 1,653 | 1,389 | 264 | 24,943 | 21,623 | 3,320 647 | 20,94,963]| 20,93,310| 20,59,442| 33,868 | 32173 1.62 2.6 15
Haryana State Ind and Infrastructure Development Co
30 |Ltd(HSIIDC) 8.2 678 272 406 2,087 2,053 34 490 37,718 37,040 31,628 5,412 | 10150 14.61 23.5 27.4
31 [Haryana State Agricultural Marketing Board(HSAMB) 8 255 140 115 535 523 12 145 9,985 9,730 6,015 3,715 3445 38.18 27.1 35.4
32 |Town And Country Planning 7.6 710 256 454 1,465 1,464 1 233 33,747 33,037 30,721 2,316 3205 7.01 15.9 9.7
33 |HaryanaShehriVikas Pradhikaran 71| 1,267 782 485 | 24,958 | 18,088 | 6,870 | 4,450 | 5,36,186 | 5,34,919| 3,73,607|1,61,312| 86383 | 30.16 17.8 16.1
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Application Currently Applications Received & Completed Applications Received & Completed Total Percentag Rejected %
Underway Recently [i.e. in thdast 36 months] e

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18
Rank |Departments Scorel Total | Within |Outsid| Total | Complet| Complet| Rejecte] Total Total | Complete| Complet| Rejecte| Complete| Recently| Total till
Base Underw | RTS | e RTS| Complet ed ed d Received | Complete| d Within ed d d Outside| [Col10/ |31/07/23
don ay ed Within | Outside d RTS Outside RTS | Col7]*10| [Col15/
Score RTS RTS RTS [Col14/ 0 Col12]*1
Col12]*10 00
0
34 |Animal Husbandry and Dairying 6.8 | 37,991 | 20,656 |17,335| 52,605 | 47,416 | 5,189 | 6,785 | 2,07,739 | 1,69,748 | 1,41,655| 27,228 | 25440 16.04 12.9 15.0
35 |Agriculture Department 6.7 | 2,003 176 1,827 | 3,793 3,769 24 1,486 | 3,78,997 | 3,76,994| 3,10,477| 66,517 | 260408 17.64 39.2 69.1
35 |Cooperation Department 6.7 69 14 55 414 312 102 0 2,630 2,561 1,953 608 32 23.74 0.0 1.2
37 |Food Civil Supplies & Consumer Affairs Department 5 34 7 27 27 27 0 3 37,28,382| 37,28,348| 34,17,993| 3,10,355| 688168| 8.32 11.1 18.5
38 |Directorate of MSME 3.9 366 132 234 164 157 7 58 2,578 2,212 735 1,477 1196 66.77 35.4 54.1
39 |Home Department 1.1 | 12,492 | 1,378 |11,114| 1,609 1,358 251 653 30,904 18,412 7,315 11,097 | 5034 60.27 40.6 27.3
40 |Development and Panchayats Department 0.6 126 5 121 24 8 16 12 667 541 152 389 312 71.90 50.0 57.7
Haryana Backward Classes and Economically Weaker
41 |Sections Kalyan Nigam 0 4 0 4 0 0 0 0 24,966 24,962 21,947 | 3,015 | 5626 12.08
Dada Lakhmi Chand State University of Performing and
41 |Visual Arts 0 2 0 2 0 0 0 0 2 0 0 0 0
Deenbandhu Chhotu Ram University Of Science &
41 |Technology Murthal Sonipat 0 11 2 9 0 0 0 0 11 0 0 0 0
41 |Department of Mines & Geology 0 10 0 10 0 0 0 0 20 10 3 7 0 70.00
45 |Science and Technology Department 0 0 0 0 0 0 0 2,029 2,029 1,818 211 1342 10.40
508681 | 436219| 72462| 3507651| 3379267 128384 | 260578| 62578907 | 62070226 56557017| 5512341|6219657 8.88 7.43 10.02

Source: https://login.saralharyana.nic.in Antyoday&aral Portal Through TABRTS Comprehensive LeaderBoard
Score: Formula [Recently completed within RTS/ (Application Completed Recently +Application Pending Outside RTS)]*10
Colouredfilled records are of the departments under the stutdypurview.
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Report2
Selected Services wise RTS Comprehensive Report (To Date 31/07/2023) Generated on 8 August 2023

Application Currently Applications Received &ompleted Recently Applications Received & Completed Total Percentage Rejected %
Underway [i.e. in the last 36 months]
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19
Rank |Service Departments | Score| Total Within |Outside| Total |Completec Completec| Rejected| Total Total Completed| Completed Rejected| Completed| Recently| Total till
Underway| RTS RTS |Completec; Within Outside Received | Completed| Within RTS Outside Outside RT| [Col1l/ | 31/07/23
RTS RTS RTS [Col15/ |Col8]*100| [Coll6/
Col13]*100 Col13]*10C
10|Kanyadaan Scheme |Building and 9.8 5,153 5,121 32 7,191 7,060 131 4,205 95,305 90,152 68,096 22,056 43537 24.47) 585 48.3
HBOCWWB Other
15| Financial Assistance foi Construction 9.1f 38,596 38,47C 126 70,53C 64,280 6,250 42,224 7,3543§ 6,96,839 5,13,568 1,83,27] 380063 26.300 59.9 54.5
Education of Children o| Workers
Registered worker (BOCW) Boar
HBOCWWB
11|Billing Complaints Dakshin 9.6 556 503 53 11,494 11,068 426 0| 3,19,279 3,18,723 2,64,32¢ 54,394 4 17.07, 0.0 0.0
Haryana Bijli
Vitran Nigam
DHBVN
13| Meter Complaint; 9.4 145 136 9 2,178 2,064 114 0 8,567 8,422 7,860 562 0 6.67 0.0 0.0
Replace
slow/fast/meters/Creepi
ng or stuck meters
1|Financial Assistance in |Haryana 10 97 97 0 887 887 0 28 8,023 7,926 6,984 942 978 11.88 3.2 12.3
Marriage of Women Labour
Worker or Daughters of| Welfare Boart
worker's-Haryana Labou (HLWB)
Welfare Board
8|0C Haryana 8 99 39 60 263 260 3 79 15,475 15,376 7,626 7,750 3970 50.40, 30.0 25.8
Certificate/Completion |ShehriVikas
Certificate Pradhikaran
11| ReAllotment Letter 7.4 77 24 53 3,050 2,299 751 317 80,206 80,129 53,822 26,307 8111 32.83 104 10.1
7|Injury / Death where Haryana Stat¢ 7.5 165 105 60 209 203 6 63 1,699 1,534 1,195 339 560 22.10] 30.1 36.5
application submitted | Agricultural
within 2 months of Marketing
accident but no FSL Board(HSAMI
report is required )
8|Injury / Death where 6.7 63 23 40! 81 81 0 41 6,172 6,109 2,925 3,184 2541 52.121 50.6 41.6
application submitted
after 2 months of
accident but no FSL
report is required
1| Application for Inclusion Health 9.8 14,821 14,731 90! 64,711 63,235 1,476 4,981 8,60,481 8,45660 8,14,09Z 31,568 59648 3.73) 1.7 7.1
of Child Name in Birth |Services
Record Department
5| Application For Issuanc 9.6 22,569 22,157 412 1,26,33z 1,22,154 4,178 8,3720 21,87,35 21,64,79 20,1558 1,49,207 16246€& 6.89 6.6 7.5

of Birth/Death/Non
Availability Certificate

(NAC)

9

0

3
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Application Currently
Underway

Applications Received &ompleted Recently

[i.e. in the last 36 months]

Applications Received & Completed Total Percentage Rejected %
12 13 14 15 16 17 18 19

1 2 3 4 5 6 7 8 9 10 11
Rank |Service Departments | Score| Total Within | Outside| Total |Completec Completec| Rejected| Total Total Completed| Completed Rejected| Completed| Recently| Total till
Underway, RTS RTS |Completec| Within Outside Received | Completed| Within RTS Outside Outside RT| [Col11/ | 31/07/23
RTS RTS RTS [Col15/ |Col8]*100| [Coll6/
Col13]*100 Col13]*10C
11| Filing of mandatory Industries anc 8.6 485 351 134 2,437 2,205 232 424 11,876 11,391 9,844 1,547 2932 13.58 17.4 25.7
annual returns u/s 50(1) Commerce
of the Haryana Department
Registration and
Regulation of Societies
Act, 2012 (Act 1 of 2012
1|Character Certificate | Police 10 9,160| 9,160 0 94,99C 94,911 79 173 15,87,1§ 15,77,99 12,71,33 3,06,65¢ 1037, 1943 0.2 0.1
Department 3 3 5
4|Water Leakage/ Over |Public Health 9.3 126! 112 14 1,894 1,774 120 0 27,575 27,449 23,991 3,458 0 12.60 0.0 0.0
Flow Pipes And
Engineering
PHED
2|Resident Certificate Revenue & 9.8 19,980 17,062 2,918 3,56,84Y 3,52,50€ 4,337 16,657 58,05,9C 57,85,92 56,71,74 1,14,195 160574 1.97 4.7 2.8
Disaster 2 2 7
13|Income Certificate (for |Management 9.2 13,095 4,345 8,750 1,75,31f 1,68,663 6,652 31| 26,02,85 25,89,76 24,16,11] 1,73,64¢ 88640 6.71 0.0 34
Education Purpose)  |Department 5 0 4
8|0ld Age Samman Social Justice 9.5 4 4 0 21 20 1 21 11,60,01 11,60,00 9,77,673 1,82,334 42603¢ 15.72/  100.0 36.7
Allowance And 1 7
Empowermen
t
28| Registration of Non Transport 8.8 998 177 821 1,53,604 1,35,72( 17,882 0| 34,0403 34,0303 29,43,11 4,59,913 0 13.51f 0.0 0.0
Transport Vehicles Department 0 2 9
through DealeiRLA
5|Change of Urban Local 9.7 409 234 175 63,32¢€ 61,804 1,522 1,600 3,32,78¢ 3,32,37¢ 2,67,956 64,423 86624 19.38 2.5 26.1
Owner/Occupier in Bodies
Property Tax Register
(Except in death case)
17| Meter Complaint; Uttar Haryang 9.6 289 257 32 3,063 2,973 90 52 16,791 16,502 15,966 536 504 3.25 1.7 3.1
Replace Bijli Vitran
slow/fast/meters/Creepi| Nigam
ng or stuck meters UHBVN
17|Billing Complaints 9.6 1,412 1,206 206 16,567 16,072 495 329 3,94,92¢ 3,93,516 3,44,84¢ 48,668 6226 12.37 2.0 1.6
2|Dr. Ambedkar Medhavi | Welfare of 9.4 486 301 185! 2,760 2,760 0 564 3,48,567 3,48,081 3,01,012 47,069 94031 13.520 204 27.0
Chattar Yojna SCs And BCs
6|Mukhya Mantri Vivah 0 358 0 358 0 0 0 o/ 187,207 1,86,849 1,69,37¢ 17,470 48685 9.35 0.0 26.1
Shagun Yojna
1| Aapki Beti Hamari Beti |Women and 10 513 510 3 11,22€ 11,225 1 30 3,25,073 3,24,560 2,81,396 43,164 23319 13.30 0.3 7.2
Child
Development
Department

Source: https://login.saralharyana.nic.in Antyoday&aral Portal Through TABRTS Comprehensive LeaderBoard

Score: Formula [Recently completed within RTS/ (Application Completed Recently +Application Pending Outside RTS)]*10
Rank: Rankespective to other services within the same department
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Application Currently

District Total

Underway

Panchkula

Underway

Within

Outside
RTS

Report3
District-wise RTS Comprehensive Report ( To Date 31/07/2023 ) Generated on 16 August 2023

Applications Received & Completed Recently
[i.e. in the last 3 -6 months]

Total

Completed

Completed
Within RTS

Completed

Outside

Applications Received & Completed Total

Total
Received

Total
Completed

Completed
Within RTS

Completed

Outside
RTS

Percentage

Completed
Outside RTS
[Col12/
Col10]*100

Rejected %

Recently

[Cols/

Col5]*100

Total till
31/07/23
[Col13/
Col10]*100

Nuh 30,582

Faridabad 17,941

Hisar 66,701

Sonipat 17,274

Gurgaon 24,295

Jind 31,225

Panipat 17,604

Bhiwani 41,409

Sirsa 22,323

Fatehabad 22,823

Palwal 22,313

Rohtak 11,874

Kaithal 26,367

Mahendragarh 19,060

Jhajjar 12,404

Ambala 14,995

Karnal 14,249

Yamunanagar 20,793

Rewari 15,337

Charkhi Dadri 13,544

Kurukshetra 9,484

Haryana HQ 31,575

| 12,01,712 | 11,97,203 | 10,61,677 | 1,35525 11.32 6.02 7.42
27559 | 2,986 | 1,15042 | 1,11552 3,490 12,424 | 2047861 | 20,17,279 | 18,02,369 | 2,14,908 | 258,628 |  10.65 10.80 12.82
14297 | 3644 | 234,895 | 226135 8,760 14147 | 42,00144 | 41,91203 | 37,56,749 | 434,422 | 374,028 | 10.37 6.02 8.92
630228 | 3473 | 281,893 | 269071 | 12822 | 33,654 | 47,18470 | 46,51,769 | 41,71,251 | 4,80431 | 6,17,828 | 10.33 11.94 13.28
13,956 | 3318 | 170,644 | 164,428 6,216 12,600 | 32,56,807 | 32,39,533 | 29,13,966 | 3,25546 | 295862 | 10.05 7.38 913
20,994 | 3301 | 329244 | 310546 | 18698 | 17,453 | 53,84,160 | 5359,865 | 4821299 | 538541 | 418,806 | 10.05 5.30 7.81
28325 | 2,900 | 155273 | 149561 5,712 18282 | 31,29.006 | 30,098,681 | 27,91,225 | 3,07.444 | 4,03,026 9.92 11.77 13.01
14,864 | 2,740 | 205851 | 1,98,601 7,250 12,567 | 31,92,138 | 31,74,534 | 28,72,846 | 3,01,670 | 3,70,724 9.50 6.10 11.68
38229 | 3180 | 161327 | 155258 6,069 18,089 | 32,02,088 | 31,60,679 | 28,76,191 | 2,84452 | 4,21,874 9.00 11.21 13.35
19,183 | 3,140 | 1,34.977 | 1230478 4,499 11,698 | 27,12,134 | 26,89,811 | 24,51,313 | 2,38293 | 293,478 8.86 8.67 10.91
21,126 | 1,697 | 126216 | 1,21,933 4,283 8,899 | 2332310 | 23,00487 | 21,08,616 | 200819 | 2,35809 8.70 7.05 10.21
20,245 | 2,068 | 107,132 | 1,03324 3,808 8,602 | 1953765 | 1931452 | 17,67,724 | 163,705 | 2,41,410 8.48 8.03 12.50
9281 | 2,593 | 152,806 | 147,865 4,941 10,104 | 27,14419 | 27,02,545 | 24,75072 | 2,27,442 | 2,38,697 8.42 6.61 8.83
24125 | 20242 | 150,742 | 144593 6,149 20,518 | 27,56,633 | 27,30,266 | 2506,009 | 2,24,255 | 3,24,588 8.21 13.61 11.89
16,789 | 2,271 | 131562 | 1,26,997 4,565 5841 | 2302109 | 22,83049 | 20,907,818 | 185189 | 2,01,545 8.11 4.44 8.83
10,125 | 2,279 | 1,37,817 | 1,34,709 3,108 7,062 | 2360699 | 2348295 | 2165439 | 182830 | 1,68828 7.79 512 7.19
11,735 | 3,260 | 1,83974 | 1,78768 5,206 7130 | 27,42572 | 2727577 | 2518747 | 208752 | 2,60,257 7.65 3.88 9.54
12,519 | 1,730 | 1,80,004 | 1,75.387 4,617 8,866 | 34,70,659 | 34,56,410 | 31,909,081 | 257,273 | 2,87,088 7.44 4.93 8.31
19,298 | 1,495 | 154,653 | 150171 4,482 7594 | 26,73,232 | 26,552,439 | 2455490 | 196,932 | 2,18,630 7.42 491 8.24
13533 | 1,804 | 1,35349 | 1,32,002 3,347 7473 | 2573985 | 2558648 | 2378528 | 180,104 | 2,29,228 7.04 552 8.96
10,376 | 3,168 | 65590 63,838 1,752 3,809 | 11,13,815 | 11,00,271 | 1024702 | 75555 | 77,744 6.87 5.81 7.07
7838 | 1,646 | 98452 95,862 2,590 5404 | 2248372 | 22,38.888 | 20,909,970 | 1,538,846 | 1,80,378 6.20 5.49 8.06
14,794 | 16,781 | 24,306 21,337 2,969 4144 | 281,917 | 250342 | 2,40,935 9,407 12,334 3.76 17.05 4.93

72,462 | 3507,651 | 33,79,267 | 128384 | 2,60,578 | 6,2578,907 | 6,20,70,226 | 5,65,57,017

Total 5,08,681
Source: https://login.saralharyana.nic.in Antyoday&aral Portal Through TARTS Comprehensive LeaderBoard

201




Report 4
Departmentwise RTS Comprehensive Report ( To Date 31/08/2021 ) Generated on 8 August 2023

Application Currently Underway Applications Received & Completed Recently Applications Received & Completed Total
% [i.e. in the last 36 months]
Departments Score Total Within | Outside Total Completed| Completed| Rejected| Total Total Completed| Completed| Rejected
Underway RTS RTS | Completed| Within RTS Outside Received| Completed | Within RTS Outside
RTS RTS

Printing And Stationery Department 10 10 10 0 82 82 0 16 NaN 1,183 1,077 106 184
Public Health And Engineerd®HED 9.9 1,169 935 234 1,61,339 | 1,60,185 1,154 723 NaN 18,45,157 | 18,28,669| 16,488 24546
Police Department 9.9 2,663 1,676 987 1,653,388 | 1,52,125 1,263 0 NaN 34,09,907 | 30,39,161| 3,70,746 0
Board of School Education Haryana 9.9 315 313 2 4,249 4,229 20 55 NaN 35,249 33,614 1,635 1265
Fisheries Department 9.9 199 199 0 588 584 4 146 NaN 7,684 6,854 830 2558
Haryana Labour Welfare Board (HLWB) 9.9 10,015 9,947 68 49,982 49,621 361 2,436 NaN 3,01,408 2,84,546 16,862 18401
Horticulture Department 9.7 12 11 1 152 149 3 12 NaN 21,616 20,110 1,506 349
Revenue & Disaster Management Department 9.7 39,586 36,446 | 3,140 | 7,22,237 | 7,05,856 16,381 24,512 NaN 96,92,323 | 94,84,542| 2,07,781 | 241880
Health Services Department 9.6 37,248 33,153 | 4,095 | 1,62,488 | 1,59,287 3,201 12,826 NaN 15,24,619 | 13,56,918| 1,67,701 | 154660
Welfare of SCs And BCs 9.6 11,475 10,788 687 20,560 20,501 59 12,005 NaN 4,50,360 4,04,707 45,653 191059
Women and Child Development Department 9.6 1,523 978 545 12,611 12,595 16 993 NaN 2,17,278 1,55,275 62,003 20639
Uttar Haryana Bijli Vitran NigaiHBVN 9.3 17,822 16,389 1,433 | 1,10,768 | 1,04,735 6,033 26,498 NaN 13,17,020 | 11,64,982| 1,52,038 | 277291
Sainik And Ardh Sainik Welfare Department 9.3 14 14 0 91 85 6 48 NaN 246 217 29 93
Dakshin Haryana Bijli Vitran NigddbtiBVN 9.3 21,990 19,195 2,795 | 1,27,838 | 1,20,966 6,872 42,001 NaN 16,36,466 | 14,34,764| 2,01,702 | 484910
Food Civil Supplies &nsumer Affairs Department 9.2 125 47 78 2,207 2,108 99 164 NaN 45,88,604 | 42,57,604| 3,31,000 | 705405
Haryana State Ind and Infrastructure Development Co Ltd(HSIIDC) 9.1 303 266 37 2,457 2,259 198 572 NaN 20,095 15,776 4,319 6040
HaryanaShehriVikas Pradhikaran 9 3,391 2,698 693 17,519 16,451 1,068 2,237 NaN 3,19,608 2,05,724 | 1,13,884 | 49574
Haryana Forest Department 9 50 50 0 563 505 58 338 NaN 8,620 6,600 2,020 5120
Urban Local Bodies 9 2,091 1,835 256 14,331 13,194 1,137 4,420 NaN 1,87,403 1,38,502 48,901 54260
Social Justice And Empowerment 8.9 50,830 50,330 500 1,23,687 | 1,10,841 12,846 45,826 NaN 14,28,070 | 11,84,060| 2,44,010 | 446554
Labour Department 8.8 114 113 1 11,296 9,939 1,357 3,242 NaN 2,08,645 1,59,997 48,635 66928
Transport Department 8.8 94,794 50,769 | 44,025 | 6,92,038 | 6,46,586 45,452 72 NaN 1,11,42,430| 96,44,050| 14,98,380| 10649
Housing Board 7.6 531 397 134 1,715 1,409 306 343 NaN 11,186 7,749 3,437 2303
Haryana Women Development Corporation 6.7 3 3 0 3 2 1 3 NaN 2,900 234 2,666 2851
Haryana State Agricultural Marketing Board(HSAMB) 5.3 569 261 308 589 479 110 193 NaN 5,025 2,330 2,695 1814
Agriculture Department 4.8 888 492 396 19,376 9,508 9,868 18,913 NaN 2,89,127 2,44,046 45,081 220885
Employment Department 4.2 3 1 2 10 5 5 6 NaN 76,782 74,290 2,492 15778
Building and Other Construction Workers (BOCW) Board 3.5 2,10,200 | 1,29,524| 80,676 45,972 44,696 1,276 7,990 NaN 12,14,464 | 10,31,216| 1,83,237 | 660849
Town And Country Planning 3.3 1,007 455 552 309 281 28 7 NaN 19,907 17,961 1,946 1413
Haryana Scheduled Castes Finance and Development Corporation 0 3 2 1 0 0 0 0 NaN 2,145 1,780 365 1566
Haryana Backward Classes and Economically Weaker Sections Kalyan| 0 0 0 0 0 0 0 NaN 23,956 17,871 6,085 5589
Science and Technology Department 44 44 0 0 0 0 0 NaN 847 636 211 629

508987 | 367341 | 141646 | 2458445 | 2349263 | 109182 | 206597 0 40010330 | 36225862| 3784444 | 3676042

Source: https://login.saralharyana.nic.in Antyoday&aral Portal Through TARTS Comprehensive LeaderBoard
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Screenshat: Name of the Departmerg Building and Other Construction Workers Board
Service; FinancialAssistance for the Education of Children of registered worker
Notified Timeline¢ 90 DaysSystem generated timeling 180 days approx.

¢« > c

@ statussaralharyana.nic.in/das

Application
Name

Select All v

Service Name$

Select All v

District Name$

Select All v

velReport.aspx

Location
Name

Select All ~

Location

ypey

Select All v

Select All v

Application |
Number

Select All. ~

Select Al v

Application |

Select Al v

Select Al v

2w » 0

Last i
File With,

Action § ()
User

Date

Building and BOCW Financial AMBALA Ambala oIS Application 2070895 2JDY8908 010112023 0210672023 06/06/2023 Department
Other Assistance for Rejected officer
Constn n Education of
Workers (BOCW) hildren of
Board registered

warker

HBOCWWB
Buikding and BOCW Financial AMBALA Ambala oIS Application 2071375 GNCMA940 011012023 1510512023 191052023 | Department
Other Assistance for Rejected officer
Canstruction Education of
Workers children of
Board registered

warker-

HBOCWWB
Building and BOCW Financial AMBALA Ambala oIS Application 2071378 6NCMBg40 0110112023 1410612023 171072023 | Department
Other Assistance for Rejected officer
Gonstruction Education of
Workers (BOGW) children of
Board registered

worker-

HBOGWWE
Building and BOCW Financial AMBALA Ambala DIS Application 2071842 5ZHIB304 0210112023 1610512023 161032023 | Department
Other Assistance for Rejected officer
Construction Education of
Workers (BOCW) children of
Baard

worker-

HBOG!

Screensha?: Name of the Departmerg Building and Other Construction Workers Board
Service; Kanyadaan Scheme
Notified Timelineq 90 DaysSystem generated timeling 150 days approx.

Department a
me

Select Al ~

Application
Name

Select Al v

Service Name§

Select All v

District Name§

Select All v

Location

Name

Select All_ v

"
¢

Location Type

Select All_~

Select All v

&
Action Statu: Number

Select All v

Family ID §

Select Al v

Application

tart Date

Select All v

Last §
File With,

4 RTS Date §| Action § L]

User
Date

Select Al ~

Building and BOCW Kanyadaan PANIPAT Panipat ois Application 2207823 40QUF7386 201032023 1710802023 18/08/2023 | Department
Other Scheme Rejected afiicer
Gonsiruction HBOCWWE
Vilarkers (BOCW)
Board
Building and BOCW Kanyadaan BHIWANI Bhiwani DIs Application 2207965 4ZIEB020 2010312023 02/08/2023 14/06/2023 | Department
Other Scheme - Rejected offices
Construction HBOCWWS
Workers (BOGW)
Board
Building and BOCW Kanyadaan JIND Jind oIS Application 2228010 1FSQ1419 200032023 02008/2023 14/06/2023 | Department
Other Scheme - Rejected officer
Conslruction HBOCWWE
Warkers (BOCW)
Board
Building and 80OCW Kanyadaan SONIPAT Sonipat oIS 2208021 SWNXB577 201032023 0710812023 2006/2023 | Depanment
Other Scheme - afficer
Construction HBOCWWB
Workers (BOCW)
Board
Building and BOCW Kanyadaan BHIWANI Bhivani DIs Service 2228023 TDX04318 2010312023 0410812023 18/06/2023 | Department
Other Scheme - Completed officer
Construction HBOCWWE
Workers (BOGW)
Board
Building and 8OCW Kanyadaan PANIPAT Fanipat oIS Application 2228027 1BUO46S6 2010312023 3110812023 2307/2023 | Department
Other Scheme Rejected afficer
Construction HBOCWWE

ars (BOCW)
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Screenshad: Name of the DepartmentHaryana Labour Welfare Board
Serviceg; Financial Assistance in the Marriage of women workers or daughters of workers
Notified Timeline¢ 90 DaysSystem generated timeling 150 days approx.

+aspx =z * * [

~
Q
-

status.saralharyana.nic.in/c

Last File
Department Application Location i Application
P ¢ PP Service Name# rict Name$ 4| Location Type} | Action Status$ ¢ “amil e 4| RISDate 4 Actiond| With$
Name Name Name N Number N Start Date Dat. v
ate ser

Select All v Select All v Select All v Select All v Select All v Select All v Select All v Select All v Select All v Select All v Select Al v

Haryana Labour | HLWB Financial JHALIAR Labour Welfare | LWO Service 31914134 0110112023 29/0572023 2610412023 | LC Cum
Welfare Board Assistance in Officer, Jhajjar Completed CIF
(HLWB) marriage of
women worker's
or daughters of
worker's-Haryana
Labour Welfare
Board

Haryana Labour | HLWB Financial FARIDABAD Labour Welfare WO Senvice 0200172023 210712023 2600412023 | LC Cum
Welfare Board Assistance in Officer, Gompleted CIF
(HLWB) marriage of Faridabad
women worker's
or daughters of
worker's-Haryana
Labour Welfare
Board

Haryana Labour | HLWB Financial GURUGRAM Labour Welfare | LWO Service 31914155 BGIC0852 0210112023 1610512023 07/03/2023 | DLCV
Welfare Board Assistance in Officer, Gurgaon Completed Gurgram
(HLWB) marriage of
women worker's
or daughters of
worker's-Haryana
Labour Welfare
Board

Haryana Labour | H Financial GURUGRAM Labour Welfare WO Service 31914480 0310172023 15/0672023 10032023 | DLCW
Welfare Board Assistance in Officer, Gurgaon Completed Gurgram
(HLWB) marriage of
WOMEN worker's
or daughters of
worker's-Haryana

|k
—

Screenshot: Name of the Department HaryanaShehriVikas Pradhikaran
Serviceg OC Certificate
Notified Timeline¢ 5/8 DaysSystem generated timeling 15 days approx.

Location Appli
District Name$ # | Location Typep Application Number
y o Name o — Start Date

Select All v Select All v Select Al ~ Select All v Select All v elect All_~ Select All v Select All v Select All v Select All_ v

ryana Shehari HSVP oc FARIDABAD Faridabad EO Service Z0001/E0001/UEDD1/2022/0C!H 000136 03/01/2023 1510212023 06/03/2023
as. Certificate/Completion Completed

hikaran Certificate

ryana Shehari HSVP FARIDABAD Faridabad Service Z0001/EQ001/UEDQ1/2022/0C! 05/01/2023 1710212023 1000372023
as Completion Completed

ikaran Certficate

ryana Shehar | HSVP oc FARIDABAD Faridabad €0 Apphication Z0001/EQOD1/UED01/2022/0CCERID00138 04/01/2023 2110212023 01/02/2023
Las Certificate/Completion Rejected

adhikaran Certificate.

ryana Shehar | HSVP FARIDABAD Faridabad €0 Service Z0001/EQO01/UEDO1/2022/0CC 12/01/2023 2410212023

as npleted

adhikaran

ryana Shehari | HSVR oc FARIDABAD Faridabad €0 Application ZO001/EQOD1/UEQ0/2022/0CCER/DN0141 19001/2023 0310312023 0210212023
as Certificate/Completion Rejected

adhikaran Certificate

ryana Shehari HSVP oc FARIDABAD Faridabad Service Z0001/E0001/UEN01/2022/0CCER/D00142 18/01/2023 03/03/2023 10/03/2023
as Certfica Campleted

Lhikaran Certfica

ryana Shehari HSVP oc FARIDABAD Faridabad EO Service Z0001/EQ001/UEDQ1/2022/0CCER/N 200172023 06/03/2023 18/04/2023
as. Certificate/Completion Completed

achikaran Certficate

ryana Shehari HSVP oc FARIDABAD Faridabad Service Z0001/E0001/UE001/2022/0CCER/D00144 24/01/2023 10/03/2023
as. Centifical Completed

adhikaran Certificate
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Department
Name

Select All v

Screenshdb:Name of the Departmet ¢ HaryanaShehriVikas Pradhikaran
Serviceg ReAllotment Letter

Application
ame

Select Al v

Service Name$

Select All v

District Name$

Select All ~

Location
Name

Select Al v Select All  +

Location Type}

Action Statusé

Select All v

Application Number

Select All v

Select All v

Notified Timelineg 4 DaysSystem generated timeling 7 days approx.

Application

Start Date *

Select Al ~

Haryana Shehan | HSVP Re-Allotment YAMUNANAGAR | Jagadhan EQ Application ZOOOAEQO14/IUEQ232022/RALET/000261 | 3LGV3005 2010172023 270012023 3010112023
Vikas Letter Rejected

Pradhikaran

Haryana Shehar HSVP Re-Allotment YAMUNANAGAR | Jagadhari EO Service Z0004/E0014/UE023/2022/RALET/000262 24/01/2023 31/01/2023 30¢01/2023
Vikas Letter Completed

Pradhikaran

Haryana Shehan | HSVP Re-Allotment YAMUNANAGAR | Jagadhan EO Service Z0004IEQ014/UE023/2022/RALET/D00263 | 7FSX3851 2800172023 02/02/2023 3040112023
Vikas Letter Completed

Pradhikaran

Haryana Shehan | HSVP Re-Allotment YAMUNANAGAR | Jagadhan EO Service Z000AIEQO14/UE0232022/RALET/O00284 | 4YFM3207 2800172023 02/02/2023 30/01/2023
Vikas Letter Completed

Pradhikaran

Haryana Shehari HSVP Re-Allotment PANCHKULA Panchkula EO Service Z0O004/E0012/UE020/2022/RALET/000960 | 7LRB3240 25/01/2023 01/02/2023 01/02/2023
Vikas Letter Completed

Pradhikaran

Haryana Shehar HSVP Re-Allotment PANCHKULA Panchkula EO Service Z0004/E001 2/UE020/2022/RALET/000961 25/01/2023 01/02/2023 01/02/2023
Vikas Letter Completed

Pradhikaran

Haryana Shehan | HSVP Re-Allotment PANCHKULA Panchkula ED Service ZOODAIEO012/IUE020/2022/RALET/000962 | BUZF7244 250172023 01/02/2023 01/02/2023
Vikas Letter Completed

Pradhikaran

Haryana Shehari | HSVP Re-Allotment PANCHKULA Panchkula EO Service ZOOOA/EQO12/UE020/2022/RALET/D00964 2500112023 01/02/2023 02/02/2023
Vikas Letter Completed

Pradhikaran

Screenshadb: Name of the Departmerg Haryana State Agricultural Marketing Board

Service Injury/Death where application submitted after 2 months of accident but no FSL report is
required.

Notified Timeline¢ 60 DaysSystem generated timeline 120 days approx

Department
Name

Select All v

Application

Name

Select All v

Service Name$

Select All v

Location

District Name §

Name

Select All v Select All v

Location Types

Select All v

Action Status$ | Application Number §

Fami

Select All v Select All v Select All v

Application |
Start Date

Select All v

Select All v

Last
Action &
Date

Haryana State HSAMB Injury / Death SONIPAT Market SMC Service MMKEKMJSY/2023100002 | SRUP2282 02/0172023 18/05/2023 02/0312023
Agricultural where application Committee Completed
Marketing submitted after 2 GOHANA
Board(HSAMB) months of
accident but no
FSL report is
required
Haryana State HSAMB Injury / Death FATEHABAD Market SMC Service MMKEKMJSY/2023100003 | 6TXS3120 02/0112023 16/05/2023 14/0312023
Agricultural where application Committee Completed
Marketing submitied after 2 RATIA
Board(HSAME) months of
accident but no °
FSL reportis
required
Haryana State HSAMB Injury / Death MAHENDERGARH Market SMC Application MMKEKMJSY/2023/00015 6UQS7993 05/0172023 19/05/2023 04/10/2023
Agricultural where application Committee Rejected
Marketing submitied after 2 KANINA
Board(HSAMB) months of
accident but no
FSL reportis
required
Haryana State HSAMB Injury / Death KURUKSHETRA Market SMC Service MMKEKMJSY/2023100036 | 8OWI2375 110172023 26052023 2710212023
Agricultural where application Committee Completed
Marketing submitted after 2 THANESAR
Board(HSAMB) months of
accident but no
FSLreportis
required

205




Screenshof: Name of the Department Haryana State Agricultural Marketing Board
Service Injury/Death where application submitted within 2 months of accident but no FSL report
is required.
Notified Timeline¢ 60 DaysSystem generatedimeline ¢ 70 days approx.

Department Application R o Location . = - , : Application
s Service Name$ | District Name § : 4| Location Type§ | Action Status§ = Application Number $ Family ID $
ame Name Start Date

¢ RISDate §

Select All v Select All_ v Select All v Select All v Select All v Select All v Select All_ v Select All v Select All v Select All_ v Select All v

Haryana State HSAMB Injury / Death SONIPAT Market sMC Application MMKEKMJSY/2022/00199 | 3PXE9988 23102/2022 041052022 1110412022
Agricultural where application Committee Rejected
Marketing submitted within GOHANA
Board(HSAMB) 2 months of
accident but no
FSLreport is
required
Haryana State HSAMB njury / Death HISAR Market SMC Service MMKEKMJSY/2022/00200 | 5QBH4864 231022022 0410572022 3010372022
Agricultural where application Committee Completed
Marketing submitted within NARNAUD
Board(HSAMB) 2 months of
accident but no
FSL report is
required
Haryana State HSAMB Injury / Death BHIWANI Market sMc Service MMKEKMJSY/2022/00201 | 6FTHS531 2410212022 05052022 311032022
Agricultural where application Committee Completed
Marketing ‘submitted within BHIWANI
Board(HSAMB) 2 months of
accident but no
FSL report is
required
Haryana State HSAMB Injury / Death KURUKSHETRA | Market Application MMKEKMJSY/2022/00202 | 1MUNS5284 24102/2022 050572022 1010812022
Agricuttural where application Committee Rejected
Marketing ‘submitted within PEHOWA
Board(HSAMB) 2 months of
accident but no
FSL report is
required

Screenshad8: Name of the Departmerg Health Services Department
Serviceg Application for Issuance of Birth/Death/Na@Xvailability Certificate (NAC)
Notified Timelineq 30 DaysSystem generated timeling 45 days approx.

Last
Applicati
Service Name§ | District Name§ | Location Name§ | Location Type§ | Action Status§ | Application Numbery Family ID § ppiication e Action §

Date

Department _ | Application
Name

Select All v Select All v Select Al v Select All v Select All v Select All v Select All v Select All v Select Al v Select All v Select Al v

Health Services | Heath Application For JHAJJAR Govemment Health_DO Service HRBDNAC/2023/269778 | 6WFI4T13 30/05/2023 12107/2023 02/06/2023
Department Issuance of Hospital Sub Completed

Birth/Death/Non Registrar

Availability Urban(Government

Centificate (NAC) Hospital- Civil

Hospital Beri )

Health Services | Health Application For ROHTAK Government Health_DO Service HREDNAC/2023/269158 30/0672023 19106/2023 3110612023
Department Issuance of Medical Completed

Birth/Death/Nan College{Medical

Availability CUHPQES - DMER-

Certificate (NAC) PLBD Sharma Post
Graduate Institute
of Medical Sciences

Rohtak )
Health Services Health Application For KARNAL Primary Health Health_DO Service HRBONAC/2023/269726 | 9GFZ8039 30/05/2023 19/06/2023 02/06/2023
Department Issuance of ntre Registrar Completed
Birth/Death/Non Rural(Primary
Availability Health Centre-
Certificate (NAC) Primary Health
centre Barsat )
Health Services Health Apphcation For JHAJAR Govemment Health_DO Service HRBDMAG/2023/266788 | BWFI4713 30/0572023 1207/2023 02/0612023
Department Issuance of Hospital Sub Completed
Birth/Deati/Non Registrar
Availability Urban(Government
Certificate (NAC) Hospital- Civil
Hospital Beri )
Health Services Health Application For FARIDABAD Government Health_DO Service HRBONAC/2023/269161 30/05/2023 1210772023 06/06/2023
Department lssuance of Hospital Sub Completed

Birth/Death/Non Registrar
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Screenshd®: Name of the Department Health Services Department
Service; Application for Inclusion of Child Name in Birth Record
Notified Timeline¢ 30 DaysSystem generated timeling 45 days approx.

Last
Department Application Application
P ¢ e Service Name§ | District Namey | Location Name§ | Location Typey | Action Statusy |~ Application Numberg | Family ID § e 4| RTSDate §| Action$
Name Name ’ Start Date —
ate

select All ~ [l Select Al v [l Select A1l v Ml Select A~ [ Select Al ~ MM Select AL~ [l Selecr All select All v [l Select Al ~ [l Select Al v

Health Services Health Application for SIRSA Primary Health Health_DO Service HRINCNAME/2023/00049 | 4AFO8340 01/01/2023 13/02/2023 03/01/2023
Department Inclusion of Child Centre Registrar Completed
Name in Birth Rural(Primary
Record Health Centre-
Frimary Health

centre Mallekan )

Health Services | Health Application for SIRSA Govemment Health_DO Senvice HRINCNAME/2023/00062 | 3TAT7800 01/01/2023 13/02/2023 05/01/2023
Department Inclusion of Child Hospital Sub Completed
Name in Birth Registrar
Record Urban(Government
Hospital- Civil

Hospital Sirsa )

Health Services Health Application for SIRSA Community Health Health_DO Service HRINCNAME/2023/00114 | 3TGP0a31 01/01/2023 13/02/2023 03/01/2023

Department Inclusion of Child Centre Registrar Gompleted
Name in Birth Rural(Community
Record Health Centre-

Community Health
Centre Dabwali )

Health Services Health Application for SIRSA Government Health_DO Service HRINCNAME/2023/00125 3EVES360 01/01/2023 13/02/2023 05/01/2023
Department Inclusion of Ghild Hespital Sub Completed
Name in Birth Registrar
Record Urban(Government
Hespital- Civil

Hospital Sirsa )

Health Services Health Application for SIRSA Municipal Health_DO Service HRINCNAME/2023/00183 0110172023 13/02/2023 02/0212023
Department Inclusion of Child Count Completed
Name in Birth

Record

Screenshat0: Name of the Departmeng Industry amd Commerce Department
Serviceg Filling of mandatory annual returns u/s 50(1) of the Haryana Registration and Regulation
of Societies Act, 2012 (Act 1 of 2012)
Notified Timelineq 30 DaysSystem generated timeling 45 days approx.

Last File
Department Application ¥ Application Application
P s PP Service Name# | District Names 4| Location Typet | Action Statusg | PP s PP &| RTSDate & Action#| Withe
Name Name I Number Start Date Dat U
ate ser

Select All v Select All v Select All v Select All v Select All v Select All v Select All v Select All v Select All v Select All v Select All v

Industries and Industries and Filing of PALWAL Palwal DIs Service 7012 31/05/2023 1310712023 09/0672023 | Verifier
Commerce Commerce mandatory Completed
Department Department annual retums

uis 50(1) of the

Haryana

Registration and
Regulation of
Societies Act
2012 (Act 1 of
2012)

Industries and Industries and Filing of KARNAL Karnal DIs Service 37033 30/05/2023 12/07/2023 09/06/2023 | Verifier
Commerce Commerce mandatory Completed
Department Department annual retums
uis 50(1) of the
Haryana
Registration and
Regulation of
Societies Act,
2012 (Act 1 of

2012)
Industries and Industries and Filing of PALWAL Paiwal DIS Service 37136 0910672023 24/07/2023 09/0672023 | Verifier
Commerce Commerce mandatory Completed
Department Department annual retums.
uis 50(1) of the
Haryana

Registration and
Reguiation of
Societies Act
2012 (Act 1 of
2012)
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Screenshaot1l: Name of the Departmeng Police Department
Serviceg Character Certificate
Notified Timeline¢ 21 DaysSystem generated timeline 30 days approx.

Screenshaot2: Name of the Department Dakshin Haryana Bijli Vitran Nigam
Service Billing Complaints
Notified Timeline¢ 7 Day System generated timeling 10 days approx.

208




