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EXECUTIVE SUMMARY 

The evaluation of the Implementation of the Haryana Right to Service Act 2014 was aimed at 

gauging its effectiveness within the state of Haryana and offering recommendations for 

improvement. Assessing the HRTS Act implementation in Haryana reveals a mixed picture. 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 the successful implementation of these initiatives 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 

government. The assessments suggested that the citizens' awareness regarding the specific 

provisions of the Act, such as designated timelines for service delivery and the right to appeal, 

remain relatively low. However, the findings from the 2017 and 2023 studies highlight a 

notable increase in awareness of the HRTS Act among service seekers.  

Likewise, the grievance redressal mechanisms established through the 1st and 2nd Appellate 

authorities remain an underutilized resource due to the applicants' lack of knowledge. The 

study suggested that more efforts are needed to ensure that the citizens are well-informed 

about their rights and the mechanism. It also recommended continued education and 

outreach efforts to enhance the efficiency of measures like the auto-appeal system. The Act 

has undoubtedly improved 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 timelines, 

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 citizens of Haryana. 

The objectives of the study are as follows: 

¶ Assessing the Effectiveness of the Public Service Delivery Process, Grievance Redressal 

Mechanism, and Auto Appeal System implemented under the Right to Service Act; 

¶ Identifying and Analyzing Key Concerns and Deficiencies within the Service Delivery 

Portal.  
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¶ To measure the extent of awareness and provisions of the Right to Service Act among 

service providers and citizens (service seekers, non-service seekers, beneficiaries, non-

beneficiaries; 

¶ To assess the citizen's satisfaction level and identify challenges encountered by service 

providers and issues faced by service seekers in accessing the services; 

¶ To perform an Inter-state comparative analysis of the implementation of the Right to 

Service Legislation and the time-series analysis of the services. 

Three categories of respondents were taken as sample units to achieve the above-said 

objectives; these were: 

1. Applicants who applied for the services under study; 

2. General Public non-beneficiaries; 

3. Department officials who handle the service delivery process and Designated Officers 

and Appellate Authorities are responsible for service delivery and addressing the 

applicants' grievances in case of service delivery delay or non-receiving services. 

Three distinct interview schedules were prepared for each category of respondents to collect 

relevant information. Specifically, 2386 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, and its mechanisms. Further, 1100 citizens were interviewed to 

gauge their general awareness of the RTS Act. Two hundred sixty-six (266) government 

officials, including staff members, Nodal Officers, and First and Second Appellate Authorities, 

were also interviewed to know their level of awareness of the RTS Act and their understanding 

of its provisions. The following are the major findings based on the field data collected from 

the survey. 

MAJOR FINDINGS FROM APPLICANTS/BENEFICIARIES' FEEDBACK 
Awareness 

It is found that the level of awareness among the applicants is very low. Only 5.16 per cent of 

the applicants knew of the Haryana Right to Service Act.  

Even those who were aware of the HRTS Act, 67.5 per cent of 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 per cent, was unaware that the requested service had a 

timeline within which it had to be delivered. 
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Though the Act has empowered the citizens with the right to appeal, but no applicant has 

used this right to get the service. Even the 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 is not up to the satisfaction level. Only 11.38 per cent of the applicants who were 

aware of the Act were aware of the Commission. Of those aware of the Right to Appeal, 13.39 

per cent were aware of the Auto-Appeal System. Surprisingly, a very small percentage of 

applicants were aware of the different Helpline numbers, such as Helpline No. 1064 for 

corruption-related complaints, Antyodaya SARAL Helpline No. 0172-3968400, Number 9954699899 to 

track application status. 

Media has become the best source of their awareness, as admitted by 64.2 per cent of those 

who were aware of the Act. The notice board displayed at the office has not yet played a very 

important role in disseminating the public's awareness. 

Submission of Applications 

There were 62.9 per cent of the applicants who submitted their applications themselves for 

the desired service. Those who did not self-applied asked someone to apply on their behalf. 

In some cases, the applications 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 1 OF 2012), 100 per cent of 

applications were filed by office staff or hired professionals, 93.22 per cent of 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 Non-Transport Vehicles 

through Dealers -- the dealership staff submitted RLA 36.04 per cent of the applications, the 

office staff submitted 60.94 per cent of the applications for Character Certificate. 

Regarding the preference of place of submission of applications, an almost equal percentage 

was found, that is, 28.6 per cent preferred website/ portal followed by 27.9 per cent office 

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

As far as information regarding the status of the application is concerned, 15.6 per cent of 

them confirmed that they received the SMS on this issue. 
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Service Delivery  

There were, 27.2 per cent of the applicants who did not receive the service they applied for. 

Whereas the majority, 72.8 per cent of the applicants of all the 24 services under study, 

received the benefits of the service they had applied for. Out of the total services under study, 

seven services are such where the range of received service varies from 80 per cent to 100 

per cent. These services are "Filing of Mandatory annual Returns u/s 50(1) of the Haryana 

Registration and Regulation of Societies Act, 2012 (Act 1 of 2012)" (100 per cent), followed by 

"Financial Assistance in Marriage of Women Worker" (96.6 per cent), "Re-Allotment Letter" 

(94.4 per cent), "Character Certificate" (90.6 per cent), "Old Age Samman Allowance" (87.9 

per cent), "Occupancy Certificate/Completion Certificate" (83.2 per cent), and "Change of 

Owner/Occupier in Property Tax Register (Except in death case)" (80.8 per cent) of the 

applicants received the service. There are services/schemes for which more than 70 per cent 

of the service seekers received the service. These services are as "Billing Complaints (78.0 per 

cent)", "Meter Complaints- Replace slow/fast/creeping or stuck meters (77.4 per cent)", 

"Resident Certificate (75.2 per cent)", "Mukhya Mantri Vivah Shagun Yojna (74.3 per cent)", 

"Registration of Non-Transport Vehicles through Dealer-RLA (72.1 per cent)", and "Kanyadaan 

Scheme-HBOCWWB (70.4 per cent)". 

More than half of the applicants did not receive the service when they applied for services 

named "Income Certificate (For Education Purpose) (58.6 per cent)" and "Apki Beti Hamari 

Beti (57.4 per cent)".  

Out of the applicants who did not receive the service they requested, only six per cent were 

aware that their application had been rejected and were informed about the reason for 

rejection. 

Difficulties faced While Applying 

There were, 86.07 per cent of the applicants who self-applied and did not face any difficulty 

while applying. Some applicants (5.93 per cent) said they faced difficulties, and they 

mentioned some difficulties: unclarity on the list of documents to be attached, a non-

functional website, server error and lack of staff. 
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Satisfaction Level 

It was found that more than two-thirds of the applicants, that is, 67.73 per cent, were satisfied 

with the application process. For services under the study named "Occupancy Certificate/ 

Completion Certificate", "Re-Allotment Letter", "Billing Complaints", "Meter Complaint-

Replace slow/fast/meters/Creeping or stuck meters", and "Registration of Non-Transport 

Vehicle through Dealer-RLA", applicants expressed the highest proportion of the satisfaction. 

A total of  4.6 per cent of applicants were highly satisfied. On the other hand, 15.87 per cent 

of the total applicants were dissatisfied with the overall application process. 

MAJOR FINDINGS FROM PUBLIC NON-BENEFICIARIES FEEDBACK  

Awareness 

Within the citizen sample, 20.1 per cent displayed awareness about the Haryana Right to 

Service Act. Gender disparities in awareness were evident, with 23.9 per cent of male 

respondents and 15.7 per cent of female respondents being acquainted with the "Sewa ka 

Adhikaar Kanoon." Moreover, disparities based on location were observed as well. Among 

the respondents familiar with the RTS Act, 24.2 per cent were urban residents, while 18.1 per 

cent were rural residents. Furthermore, educational levels also played a role in the degree of 

familiarity with the "Sewa ka Adhikaar Kanoon." Notably, as the level of education increased, 

so did awareness of the Act. 

Of those citizens familiar with the Act, 84.16 per cent knew the objectives of the Act, while 

71.04 confirmed that they knew about the Haryana Right to Service Commission; however, in 

the total sample, 16.9 per cent demonstrated awareness of the RTS Act and its associated 

objectives. Similarly, in the overall sample, 14.3 per cent were 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 37.1 per cent of the citizens who were aware of the RTS Act got information from this 

source. Significantly, 23.5 per cent of citizens got information from the notice board displayed 

at various departments' buildings. 

 In the total sample, it was found that only 3.2 per cent were aware of the Auto-Appeal 

System. 
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 Satisfaction level 

Irrespective of whether they knew 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 cent of the respondents expressed dissatisfaction or high dissatisfaction with both 

service delivery and officers'' conduct when interacting with citizens. On the other hand, 28 

per cent of the respondents conveyed their satisfaction or high satisfaction with both service 

delivery and officers' conduct during interactions with citizens.  

Dissatisfied respondents identified several issues requiring attention. They criticized 

government officials as they perceived their lack of 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 citizens were that they want the government to 

ensure a one-time visit for hassle-free and time-bound service delivery, as 45.2 per cent said. 

A notable portion of respondents, accounting for 12.5 per cent, urged an awareness campaign 

to inform people about the provisions of the HRTS Act. Additionally, 5.8 per cent of 

respondents emphasized addressing corruption within government departments. 

MAJOR FINDINGS FROM OFFICIALS' FEEDBACK 

Awareness: 

While every government official exhibited familiarity with the HRTS Act, there were variations 

in awareness among different designations regarding its specific objectives. The Act primarily 

aims to establish citizens'' rights to receive services within stipulated timelines, a goal known 

to a majority of officials. However, other 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 

Significantly, 95 per cent of the officials knew that the service they were dealing with comes 

under the HRTS Act and the stipulated time for the concerned service. 
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In the sample, 68.8 per cent of government officials knew about citizens' right to appeal and 

the associated time limit. 

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 

thirty-day period had expired. 

In the total sample, a significant number of designated 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 the 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. 

There were 61.3 per cent of the designated officers who 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. 

68.8 per cent of the designated officers were unaware that the FGRAs must 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 sample, 58.4 per cent of general staff officials and five per cent of designated 

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 FGRAs, and 86.7 per cent of the SGRA were aware that the time 

limit to make a second appeal is 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 admit the appeal 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 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, among general staff officers, only 23.4 per cent, 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 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 designated officers, 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, 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 of 19.9 per cent of the officials in all the departments under study admit that services 

are not delivered to the service seekers in time. Department a maximum of 88.2 per cent of 

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, Department of Transport, and 

Department of Urban Local Bodies, all the officials confirmed service delivery within the 

timeline. 

Reasons for Delay in Services 

The reason for the 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 and incomplete 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 FINDINGS FROM THE 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 promotes transparency 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 system's long-term 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 actively address 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 paradigm for other states and territories to consider similar 

innovative approaches for a citizen-centric and efficient governance model. 

A TIME GAP COMPARISON 

A time series analysis has been performed hereunder comparing the results of the previous 

study titled "Evaluation of Right to Service Act, Haryana"  conducted by the Institute for 

Development and Communication (IDC) in 2017 with the findings of our current study." 

Methodological differences between the two studies 

In the previous study, only eight 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 current study encompasses all districts in Haryana, with a total sample size 

consisting 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 high-volume services, whereas the current study has 

expanded its scope to include 24 services across 16 departments. Our comparative analysis 
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has centred on key indicators, such as awareness of the RTS Act, the Right to Appeal, the 

Grievance Redressal mechanism, and difficulties faced in submitting applications. The findings 

of this analysis are outlined below: 

Awareness about the RTS Act: 

In 2017, only 0.50 per cent of service seekers were aware of the HRTS Act. However, in the 

2023 study, we found that a significantly higher percentage, a total of 5.16 per cent of 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 the previous and current studies, the awareness among applicants that the services 

they were applying for fall under the RTS Act and have 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 better in the current 

study. Specifically, in the current study, only 1.7 per cent of 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, applicants were unaware of the Right to Appeal. However, in the 

current study, we observed a slight improvement, with 1.2 per 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: 

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 regarding these officials 

or authorities, which has not significantly improved in the current study. Merely 0.3 per cent 

of the total sample of applicants or beneficiaries were aware that officials were available to 

address service-related issues. 
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Difficulties faced while applying for service: 

During the previous study, applicants reported difficulties in submitting their applications. 

However, a significant improvement is evident in the current study, as 86.1 per cent of those 

who self-applied reported no difficulties. 

Inter-State Level Comparative Analysis-based Findings:  

Despite the several commonalities among the Acts adopted by the different states, such 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 delay in providing services, similar time-limit 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 socio-cultural and 

economic landscape of the state. The State of Haryana falls under the category of states with 

mid-term enactment, which suggests that the State had improvised the terms in the Act 

rather than directly imitated them from the states where legislation was enacted or adopted 

in the early terms. In the context of the penalties imposed to ensure the time-bound delivery 

of the services, the State of Haryana falls under the category of states with "Moderate 

Severity Penalties" for delays in service delivery. Regarding department coverage and the 

number of notified services, the state stands among the top categories of high coverage and 

effective delivery of other services. 

RECOMMENDATION 

Minimise Rejection Percentage: Ensure that reasons for rejection are recorded for all services 

and schemes, and take proactive measures to minimize the rejection rate. 

Reduce Application Completion Outside RTS: Record the cause of delay in the 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 delays, take corrective actions, and, if required, optimize the 

timeline or revisit and re-engineer the service delivery process.  

Auto Appeal System: Monitor 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. 
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Missing and Unvalidated Data: Strengthen data integrity by ensuring complete beneficiary 

addresses, validated contact numbers, and accurate information. Implement data validation 

checks to enhance the system's responsiveness and effectiveness. 

Slow Portal and Outdated Status: Invest in optimizing the portal's performance to address 

issues related to slow processing. Implement regular updates and maintenance to keep 

application disposal status up-to-date and reliable. Provide user support and guidance to 

promptly address issues and complaints, improving user satisfaction and trust in the system. 

Mismatching of System-Generated Timeline and Notified Timeline: Ensure that the system-

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 Performers: Acknowledge and recognize the exceptionally performing 

department and nodal officers. For encouragement, some felicitating ceremonies may be 

organized annually on the anniversary of implementing the HRTS Act in Haryana.  

These recommendations aim to improve the efficiency, transparency, and performance of the 

services and schemes offered by various departments, leading to better service delivery and 

enhanced citizen satisfaction. 

Awareness Campaigns: Launch comprehensive awareness campaigns to inform 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 Mechanism: Develop 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 Mechanism: Establish a feedback mechanism to collect input from applicants about 

their experience with the application process. Use this feedback to tailor service delivery 

improvements. 

Simplify Application Process: Address the reported difficulties applicants face during the 

application process, particularly concerning document requirements. Streamline and simplify 

the application process, providing clear guidance to applicants. 
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Single-Visit Service Delivery: Strive to achieve single-visit service delivery wherever possible.  

Monitoring and Evaluation: Implement a robust monitoring and evaluation system to assess 

the effectiveness of the HRTS Act's implementation continuously. Use this data to make 

informed policy and administrative changes. 

Education and Outreach: To increase awareness 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 System: There should be more efforts to promote and educate 

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

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. 

Public Engagement: Channels 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. 

Transparency and Accountability: Acts 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 awareness among the public and training for government 

officials. 

To be implemented at the RTS Commission Level 

1. Comprehensive Training: Organize 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 campaigns, especially 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 officials. This could include 

handbooks, online resources, and regular updates. 
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3. Communication and Notification: Implement 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 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 a system 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 the Government Level  

Revalidation of family ID data: As 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 Citizen Resources Information Department (CRID) 

is recommended as the cross-verifications of the eligible applicants for many government 

schemes are 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 Awareness: Train the Common Service Centres (CSC) and village-level 

entrepreneurs (VLE) operators on the importance of accurately feeding data and attaching 

legible, properly scanned copies of all mandatory documents.  

Accountability of VLEs and CSC Operators:  

¶ Establish clear guidelines and accountability measures for Village Level Entrepreneurs 

(VLE) and Common Service Centre (CSC) operators. 

¶ Implement a validation system that accurately records applicants' contact information 

and penalizes operators for inputting incorrect details. 

¶ Regulate the fees charged by VLEs to ensure they align with the actual cost of services 

and schemes. 

Improve Saral Portal Performance: 

¶ Invest in upgrading the Saral portal's infrastructure and software to enhance its speed 

and reliability. 
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¶ Conduct regular maintenance and performance testing to identify and address 

bottlenecks. 

¶ Provide training to staff on efficient portal usage to mitigate delays caused by system 

issues. 

¶ Ensure real-time updated information and service delivery status on the portal 

regarding disposal and pendency. 

¶ Ensure the resolution of data errors, such as more than one application with the same 

application number. 

Applicant Error Mitigation: 

¶ Develop a user-friendly interface on the Saral portal with validation checks to help 

applicants select the correct information, such as a police station, health centre, etc. 

¶ Offer user guidance and tooltips during the application process to minimize common 

errors. 

Dedicated IT Personnel: There shall be dedicated IT personnel in each department who, in 

case of any technical or other issues with the portal, can take instant steps to correct faults 

to save any delay in the service delivery process. 

Review and Adjust Timelines: Feedback 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 notified timeline of any particular service if they want. 

Enhance Coordination between Departments: Establish effective communication channels 

and coordination mechanisms so that in case of the 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: 

¶ Allocate additional clerical staff wherever required. 

¶ Provide training to existing staff to streamline administrative processes and improve 

efficiency. 

Unified Complaint Management System: Multiple portals or channels to apply for service or 

scheme, multiply the service requests as people apply from multiple channels. Therefore, 
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either keep a single portal or channel to apply for service or develop a unified complaint 

management system to integrate all channels and portals for requesting service or scheme 

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 Re-engineering the Restrictions: Restrictions 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 officials. Clear 

criteria, guidelines and options on the portal may be established so that expedited service for 

faster and out-of-queue processing of applications in urgent situations can be availed with 

fairness and transparency. 

Inter-State Level Comparative Analysis: Recommendations 

The rapidly changing needs of society 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 feedback-based mechanisms from all the states must be utilized to 

eradicate ineffective 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 

service 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 provision for revision. 

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. 



1 
 

I  
INTRODUCTION, OBJECTIVES AND METHODS OF STUDY 

Stability and prosperity of the state depend on three main functions of the government, these 

functions are a) Regulatory functions, b) Developmental functions, and c) Delivery of Public 

Services. In a country like India, the major functional areas of the government are 

Development and Public Service Delivery. Public service delivery gained momentum 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 1990, which led to various Governance and Economic Reforms. In 1991, the Citizen Charter 

was formally introduced in the U.K. to make Public Service Delivery accountable, responsive 

and transparent. Still, the Public Affairs Committee in 2007 found the lack of implementation, 

awareness and involvement of citizens, and due to the poor design of the citizen charter, it 

does not serve the aim for which it was created, and the citizen charter failed on the issue of 

service delivery particularly. However, the need was felt to replace the citizen charter with a 

suitable and effective alternative to serve the citizens better. However, the Right to Service 

Act was enacted with the continuous efforts of a country like India. 

Right to service was a bold step to ensure accountability and transparency in empowering the 

citizens. Madhya Pradesh became the first state in India to introduce the Public Service 

Guarantee Act in August 2010. It motivated the other states to pass the law, and Bihar became 

the second state, and the State of Haryana became the 19th to pass this Act. The State-wise 

timeline of enactment of the Act is given below in Table 1.1. 

Table 1.1 Enactment of Right to Service Acts Across Various States of India- A Timeline 

Sr. 
No. 

State Title of the Act 
Date of 

Enactment 

1 Madhya Pradesh 
Madhya Pradesh Lok Sewaon ke Pradan Ki Guarantee 
Adhiniyam, 2010 

18-Aug-10 

2 Uttar Pradesh Uttar Pradesh Janhit Guarantee Act, 2011 13-Jan-11 

3 Jammu & Kashmir The Jammu and Kashmir Public Service Guarantee Act, 2011 13-Apr-11 

4 Delhi 
Delhi (Right of Citizen to Time Bound Delivery of Services 
Act, 2011) 

28-Apr-11 

5 Bihar Bihar Right to Public Services Act, 2011  15-Aug-11 

6 Rajasthan Rajasthan Public Service Guarantee Act, 2011 21-Sep-11 

7 Uttarakhand The Uttarakhand Right to Service Act, 2011 04-Oct-11 

8 Himachal Pradesh Himachal Pradesh Public Service Guarantee Act, 2011 17-Oct-11 

9 Punjab The Punjab Right to Service Act, 2011 20-Oct-11 
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Sr. 
No. 

State Title of the Act 
Date of 

Enactment 

10 Jharkhand Right to Service Act, 2011 15-Nov-11 

11 Chhattisgarh Chhattisgarh Lok Seva Guarantee Bill, 2011 12-Dec-11 

12 Karnataka 
The Karnataka (Right of Citizens to Time Bound Delivery of 
Services) Bill, 2011 (SAKALA) 

02-Apr-12 

13 Kerala The Kerala State Right to Service Act, 2012 27-July-12 

14 Odisha Odisha Right to Public Services Act, 2012 06-Sep-12 

15 Gujarat Gujarat (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-Sep-13 

18 Goa 
Goa (Right of Citizens to Time Bound Delivery of Services) 
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 
Arunachal 
Pradesh 

Arunachal Pradesh Right to Public Services Act, 2016 28-Apr-16 

23 Chandigarh Chandigarh Right to Service Act, 2017 14-Aug-17 

24 Andhra Pradesh 
Andhra Pradesh Public Services Delivery Guarantee Act, 
2017 

18-Oct-17 

25 Meghalaya The Meghalaya Right to Public Services Act, 2020 20-Nov-20 

26 Tripura The Tripura Guaranteed Services to Citizens Rules, 2020 04-Dec-20 

27 Manipur The Manipur Public Services Delivery Guarantee Act, 2021 25-Feb-21 

28 Lakshadweep 
Lakshadweep (Right to Public Services) 
Regulation, 2022 

19-Sep-22 

29 Sikkim Sikkim Public Services Delivery (Right to Service) Act, 2022 2022 

Nagaland; Tamil Nadu; Telangana; Andaman and Nicobar Island; Dadra and Nagar Haveli; 
Daman and Diu; Ladakh; and Puducherry 

Not Enacted 
Yet 

IŀǊȅŀƴŀ wƛƎƘǘ ǘƻ {ŜǊǾƛŎŜ !ŎǘΣ нлмп 

The government of Haryana State promulgated this Act on December 19, 2013, and the state 

assembly passed it on March 20, 2014. The major objective of this Act is to assume 

accountability, transparency and delivery of service to eligible persons within a stipulated 

time by the various departments of the state government of Haryana. The Act clearly states 

that once an eligible person submits the application in the prescribed format along with the 

document required through the informed channels, the concerned department's Designated 

Officers (DOs) must accept 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. In case of application rejection, they must record the reason for the rejection 

to the applicant. If the DO fails to provide the services within a stipulated time, he is liable to 

face disciplinary action or penalty. Besides, this Act 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: 

This Act empowers the citizens of the state to select the service for which they are 

eligible so that they avail themselves of the benefit of the scheme/service 

2. Stipulated Time: 

The time for every service is fixed under this Act, and DOs of the concerned 

department must provide the service within that time. 

3. Responsibility & Accountability: 

The designated officer is responsible for providing the services within the stipulated 

time. In failing to do so, the concerned officer was held accountable for the delay. 

4. Penalty: 

Under the Haryana Right to Service Act, there is a provision to penalize or take 

disciplinary action if the designated officers fail to provide the services within the 

stipulated time. 

5. Grievance Redressal Mechanism: 

The grievance redressal mechanism under the Haryana Right to Service Act is clearly 

defined. First and Second Grievance Redressal Authorities have been empowered to 

address the grievances of the eligible persons. 

6. Revision: 

Under section 10 of the Act, a provision for revising the application will be submitted 

to the Haryana Right to Service Commission. 

7. Suo-moto Notice: 

This Act empowers the commission to take Suo-moto notices in such cases where the 

applications/appeals are not decided by the D.O/ FGRA/ SGRA. Within the stipulated 

time, there is an unreasonable delay in the disposal of applications/ appeals. If any 

labour in this regard is found, the commission can take appropriate action. 

8. Record Management: 

This Act has clearly described the format under which the record has to be maintained. 

The format for record management is given in form 4A. 
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Form A 
[See rule 4 (1)] 

Record to be maintained by Designated Officer 
Serial 

Number 
Name of the 

Applicant 
Type of 
service 
applied 

Date of 
Receipt of 
Application 

Date of 
disposal of 
Application 

Remarks (Service provided or 
application rejected with 

reasons) 
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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 this Act. 

CŜŀǘǳǊŜǎ ƻŦ ǘƘŜ IŀǊȅŀƴŀ wƛƎƘǘ ǘƻ {ŜǊǾƛŎŜ /ƻƳƳƛǎǎƛƻƴ 

tƻǿŜǊ ŀƴŘ CǳƴŎǝƻƴ ƻŦ /ƻƳƳƛǎǎƛƻƴΥ 

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

Further, the Commission can suggest better delivery of services to the Haryana Government 

by instructing the officers to inspect the offices for better delivery of services. The 

Commission can recommend to the state government for re-engineering of services and 

additional services under Section 3. It can also suggest modifying the notification for better 

implementation of the Act. 

To gauge the performance of the present Haryana Right to Service Commission, one can have 

a glance at the Table given below: 

Table 1.2 Haryana Right to Service Commission- Status of notices (Department wise) 

S. 
No. 

Department 
Suo 

Moto 
Interim 
Order 

Final 
order 

Filed 
Penalty 
Imposed 

Show 
Cause 
Notice 

Total 

1.  
Haryana Shehri 
Vikas Pradhikaran 

55 35 44 29 12 1 176 

2.  Power 69 18 63 55 7  212 

3.  Urban Local Bodies 83 10 80 61 20  254 

4.  
Industries & 
Commerce 

8 4 12 9   33 

5.  Finance 1 - 1 1   3 

6.  
Micro, Small & 
Medium 
Enterprises 

4 2 4 3 1  14 

7.  Home 28 8 20 12 9  77 

8.  Labour 9 4 9 7   29 
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S. 
No. 

Department 
Suo 

Moto 
Interim 
Order 

Final 
order 

Filed 
Penalty 
Imposed 

Show 
Cause 
Notice 

Total 

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 
Planning 

1 1 1 1   4 

13.  
Haryana State 
Agriculture & 
Marketing Board 

3 3 3 3   12 

14.  
Public Health & 
Engineering 
Department 

10 2 9 8 1  30 

15.  
Welfare of SCs & 
BCs 

25 1 24 19 4 5 78 

16.  Revenue 17 - 10 9 3  39 

17.  Food & Drug 1 - 1 1   3 

18.  
Women & Child 
Development 

1 1 1 1   4 

19.  Cooperation 12 - 10 10   32 

20.  

Haryana State 
Industrial 
Development 
Corporation 

2 - 2 2   6 

21.  Forest 25 15 23 19 6  88 

22.  Food & Supplies 9 7 10 6 4  36 

23.  
Sainik & Ardh-
Sainik 

15 4 13 12 1  45 

24.  
Social Justice & 
Empowerment 

3 - 3 3   9 

25.  Agriculture 2 - 2 1   5 

26.  Excise & Taxation 4 4 4 4   16 

27.  Employment 5 - 5 3 2  15 

28.  
Public Works 
Department 

1 1     2 

29.  Animal Husbandry 1      1 

30.  Fisheries       0 

 Total 423 131 375 304 72 6 1311 

Source: Haryana Right to Service Commission (https://haryana-rtsc.gov.in/). 

a) Suo-Moto by Commission: 

A total of 423 Suo moto are taken by the Commission from 2021-2023 against the 30 

departments. The highest number of suo-moto (83) was against the Department of 

Urban Local Bodies, followed by the Department of Power (69), Haryana Shehri Vikas 

Pradhikaran (HSVP) (55), Department of Home (28), Department of Welfare of SCs & 

BCs (25) and only one Suo-moto action taken by the commission on the following 

departments as Department of Finance, Department of Town & Country Planning, 
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Department of Food and Drug Administration, Department of Women & Child 

Development, Public Works Department and Department of Animal Husbandry. 

b) Interim orders issued by the Commission: 

Another power of the commission is to issue an Interim order if the commission finds 

any delay in the service delivery. The interim order can be issued to the concerned 

designated officer and ask him to state their reasons for the delay. The commission 

issued the highest interim order to the Department of Haryana Shehri Vikas 

Pradhikaran (HSVP), i.e. (35) in number, followed by the Department of Power 18, 

Department of Forest (15), and Urban Local Bodies (10). No interim order was issued 

to the various departments such as the 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. 

c) Penalty: 

Haryana Right to Service Commission, on finding the delay in delivery of services, 

decided to impose the penalty on the designated officer of the concerned service of 

the department. During the period years 2021-2023, the highest number of penalties 

were imposed on various designated officers in the Department of Urban Local Bodies, 

i.e., (20) followed by HSVP (12) times, Department of Home (9) times and Department 

of Power (7) times. The Commission imposed at least a one-time penalty during the 

period, as mentioned earlier, to the designated officers of the Department of Micro 

Small & Medium Enterprises, Public Health and Engineering Department (PHEP), and 

Department of Agriculture. However, 13 departments are such where the commission 

imposed no penalty between 2021 and 2023. 
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Table 1.3 List of Services Under the Haryana Right to Service Act 

S. No. Department Services 
Scheme/ 
Service 

Time  
Period 

Designated Officer Appellate Authority I Appellate Authority II 

1 
Building and 

Other 
Construction 

Workers (BOCW) 
Board 

Financial Assistance for Education of 
children of registered worker-
HBOCWWB Scheme 90 Days 

Concerned Deputy 
Director 

Joint Secretary, 
HBOCWW Board 

Labour Commissioner-cum-
Secretary, HBOCWW Board 

2 Kanyadaan Scheme -HBOCWWB 

3 
Haryana Labour 
Welfare Board 

(HLWB) 

Financial Assistance in marriage of 
women worker's or daughters of 
worker's-Haryana Labour Welfare 
Board 

Scheme 90 days Labour welfare Officer 
Deputy Labour 
Commissioner 
(Welfare) 

Welfare Commissioner 

4 Haryana Shehri 
Vikas Pradhikaran 

OC Certificate/Completion Certificate 
Service 

5/8 days 
Estate Officer Zonal Administrator Administrator HQ 

5 Re-Allotment Letter 4 days 

6 Haryana State 
Agricultural 
Marketing 

Board(HSAMB) 

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

Scheme 60 days 
Concerned Secretary- 
cum-Executive Officer 

DMEO ZMEO 

7 
Injury / Death where application 
submitted within 2 months of 
accident but no FSL report is required 

8 
Health Services 

Department 

Application For Issuance of 
Birth/Death/Non-Availability 
Certificate (NAC) Service 30 days 

1. Registrar/ Sub Registrar 
(Births and Deaths) 
2. Additional District 
Registrar (Births and 
Deaths) 

District Registrar Births 
& Deaths- cum-Civil 
Surgeon 

Deputy Commissioner 

9 
Application for Inclusion of Child 
Name in Birth Record 

10 
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) 

Service 30 days District Registrar State Registrar Registrar General 

11 
Police 

Department 
Character Certificate Service 21 days Sub Inspector, Security 

Deputy Superintendent 
of Police/Assistant 
Commissioner of Police, 
Headquarters 

Superintendent of 
Police/Deputy Commissioner of 
Police/Deputy Commissioner of 
Police, HQ 

12 

Uttar Haryana Bijli 
Vitran Nigam-

UHBVN 

Billing Complaints 

Service 

7 days 
Commercial Assistant 
(CA) 

SDO (OP) XEN (OP) 

13 
Meter Complaint ς Replace 
slow/fast/meters/Creeping or stuck 
meters 

Within 7 
days of its 

being 
established 
on checking 

JE [In charge] 
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S. No. Department Services 
Scheme/ 
Service 

Time  
Period 

Designated Officer Appellate Authority I Appellate Authority II 

  

Dakshin Haryana 
Bijli Vitran Nigam-

DHBVN 

Billing Complaints 

Service 

7 days 
Commercial Assistant 
(CA) 

SDO (OP) XEN (OP) 
  

Meter Complaint ς Replace 
slow/fast/meters/Creeping or stuck 
meters 

Within 7 
days of its 

being 
established 
on checking 

JE [In charge] 

14 
Public Health And 
Engineering-PHED 

Water Leakage/ Over Flow Pipes Service 7 days 
Concerned Sub Divisional 
Engineer of PHED 

Concerned Executive 
Engineer of PHED 

Concerned Superintending 
Engineer of PHED 

15 Revenue & 
Disaster 

Management 
Department 

Resident Certificate 

Service 

7 days 
Tehsildar of the 
concerned Sub-Division 

SDM of the concerned 
Sub-Division 

Deputy Commissioner of the 
Concerned District 16 

Income Certificate (for Education 
Purpose) 

15 days 

17 
Social Justice and 
Empowerment 

Old Age Samman Allowance Scheme 60 Days 
District Social Welfare 
officer of the concerned 
District 

Addl. Deputy 
Commissioner of 
concerned District 

Deputy Commissioner of the 
Concerned District 

18 
Transport 

Department 
Registration of non-transport 
vehicles through dealer-RLA 

Service 18 days 

Sub Divisional Officer 
(Civil)-cum- Registering 
Authority/Regional 
Transport Authority of 
concerned authority 

Additional Deputy 
Commissioner of 
concerned District 

Deputy Commissioner of 
concerned District 

19 
Urban Local 

Bodies 

Change of Owner/Occupier in 
Property Tax Register (Except in 
death case) 

Service 15 Days 

Secretary/ Executive 
Officer/ Zonal Taxation 
Officer in case of 
Municipal Corporation/ 
Committee/ Council 

Joint Commissioner in 
case of Municipal 
Corporation. 
Sub Divisional Officer 
(C) of the Sub Division 
concerned in case of 
Municipal Committee 
and Council 

Commissioner in the caseof 
Municipal Corporation. 
District Municipal 
Commissioner of District 
concerned in case of Municipal 
Committee and Council 

20 
Welfare of SCs 

And BCs 

Dr. Ambedkar Medhavi Chattar Yojna 
Scheme 

45 days District Social Welfare 
officer of the concerned 
District 

Additional Deputy 
Commissioner of 
concerned District 

Deputy Commissioner of the 
concerned District 21 Mukhya Mantri Vivah Shagun Yojna 30 days 

22 
Women and Child 

Development 
Department 

Aapki Beti Hamari Beti Scheme 30 days 
District Programme 
Officer 

Deputy Director 
Joint Director/Additional 
Director 
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!ōƻǳǘ ǘƘŜ {ǘǳŘȅ 

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 this study to the 

Institute for Development and Communication (IDC), Chandigarh, concerning the 24 selected 

services/schemes. The list of the services/schemes for evaluation is mentioned in Table 1.3. 

hōƧŜŎǝǾŜǎ ƻŦ ǘƘŜ {ǘǳŘȅ 

¶ Assessing the Effectiveness of the Public Service Delivery Process, Grievance Redressal 
Mechanism, and Auto Appeal System implemented under the Right to Service Act; 

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

¶ To measure the extent of awareness and provisions of the Right to Service Act among 
service providers and citizens (service seekers, non-service seekers, beneficiaries, non-
beneficiaries; 

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

¶ To perform an Inter-state comparative analysis of the implementation of the Right to 
Service Legislation and the time-series analysis of the services. 

{ŎƻǇŜ ƻŦ ǘƘŜ {ǘǳŘȅ 

The study provides insights 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 reveals that these mechanisms are functioning as intended, and 

the only shortcomings in their operation are a lack of awareness among people regarding 

measures like auto-appeal. 

The study identified and analyzed key concerns and deficiencies within the Service Delivery 

Portal. This information has pinpointed areas that require improvement or reform within the 

service delivery system. The study also measures the extent of awareness and understanding 

of the Right to Service Act among service providers and citizens (service seekers, non-service 

seekers, beneficiaries, and non-beneficiaries). It is helpful to determine the knowledge gap 

and examine further how the Act's provisions are effectively communicated to the relevant 

parties.  

The study assessed citizens' satisfaction levels concerning the services provided under the 

Right to Service Act. It also identified challenges service providers encounter and issues 
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service seekers face when accessing services. This information has highlighted the areas 

where improvements are needed, which could be further utilized to enhance the capability 

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

wŜǎŜŀǊŎƘ aŜǘƘƻŘƻƭƻƎȅ 
 Universe Of the Study: Department-Wise Selected Services/Schemes  

The Haryana Right to Service Commission assigned 22 services/schemes of 15 departments 

for evaluation. Notably, two specific services, namely "Billing Complaints" and "Meter 

Complaints-Replace slow/fast/meters/creeping or stuck meters," are provided by "Dakshin 

Haryana Bijli Vitran Nigam-DHBVN" and "Uttar Haryana Bijli Vitran Nigam-UHBVN" 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 1.4 Departments wise list of selected services and schemes under study 

Departments (16) Service (24) 

Building and Other Construction 
Workers (BOCW) Board 

Kanyadaan Scheme -HBOCWWB 

Financial Assistance for Education of Children of Registered worker-
HBOCWWB 

Dakshin Haryana Bijli Vitran Nigam-
DHBVN  

Billing Complaints 

Meter Complaint ς Replace slow/fast/meters/Creeping or stuck meters 

Uttar Haryana Bijli Vitran Nigam-
UHBVN 

Billing Complaints 

Meter Complaint ς Replace slow/fast/meters/Creeping or stuck meters 

Haryana Labour Welfare Board 
(HLWB) 

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

Haryana Shehri Vikas Pradhikaran OC Certificate/Completion Certificate 

Re-Allotment Letter 

Haryana State Agricultural Marketing 
Board(HSAMB) 

Injury / Death where application submitted within 2 months of 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 Birth Record 

Application For Issuance of Birth/Death/Non-Availability 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 Engineering-PHED Water Leakage/ Over Flow Pipes 

Revenue & Disaster Management 
Department 

Resident Certificate 

Income Certificate (for Education Purpose) 

Social Justice And Empowerment Old Age Samman Allowance 

Transport Department Registration of Non-Transport Vehicles through Dealer-RLA 

Urban Local Bodies Change of Owner/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 
Department 

Aapki Beti Hamari Beti 
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Data Sources 

Secondary information and data were sourced from the "ANTYODAYA-SARAL Portal" 

[https://status.saralharyana.nic.in/dashboard/home.aspx], while primary data was gathered 

through surveys. 

Secondary Data Sources 

The secondary data used in this study was obtained from the Antyodaya-Saral 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 first report, the "RTS Comprehensive Report,"  was generated using 

the "RTS Comprehensive LeaderBoard"  tab. The second report, called the "Detailed Service 

Level Report,"  was generated through the "Detailed Service Report"  tab. 

The "RTS Comprehensive Reports"  provide information on the current status of application 

disposal. These reports can be generated for a specific date, either manually selected past or 

current. District, department, and service-specific "RTS Comprehensive Reports" were 

generated with a cutoff date of July 31, 2023. 

The "Detailed Service Level Reports"  contain individual application records. For 23 out of 24 

services and schemes, monthly "Detailed Service Level Reports"  were 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 the "Mukhya Mantri Vivah Shagun Yojna"  scheme, a report for December 2022 

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

Primary Data  
Sample Units  

General Public:  

¶ Applicants/Beneficiaries  

¶ Non-Beneficiaries  

Government Officials: General staff, Designated Officers, Officials acting as First Grievance 

Redressal Authority and Second Grievance Redressal Authority  
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Sampling Methodology and Sample Size 
General Public: Applicants/Beneficiaries 

Information regarding the applicants/beneficiaries of all 24 schemes was extracted from the 

"Detailed Service Level Reports,"  generated on a service/scheme basis for the June 30, 2023 

cutoff. Applicants/Beneficiaries from various districts were randomly selected from these 

reports, and 150 applicants/beneficiaries from each service/scheme were contacted by 

phone. The Table below shows the service/scheme-wise numbers of applicants/beneficiaries 

who responded to the investigators' inquiries, with the total reaching 2,386. 

Table 1.5 Service/Scheme-wise Distribution of Applicants/Beneficiaries 
 Name of Service/Scheme Frequency 

Financial Assistance for Education of Children of Registered worker-HBOCWWB 114 

Kanyadaan Scheme -HBOCWWB 115 

Financial Assistance in Marriage of Women Worker or daughters of worker's-Haryana Labour Welfare 
Board 

118 

Occupancy Certificate/Completion Certificate 113 

Re-Allotment 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/Non-Availability Certificate (NAC) 110 

Application for Inclusion of Child Name in Birth Record 113 

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

82 

Character Certificate 128 

Billing Complaints 109 

Meter Complaint - Replace slow/fast/meters/Creeping or stuck meters 106 

Water Leakage/ Over Flow Pipes 106 

Resident Certificate 105 

Income Certificate (for Education Purposes) 116 

Old Age Samman Allowance 107 

Registration of Non-Transport Vehicles through Dealer-RLA 111 

Change of Owner/Occupier in Property Tax Register (Except in death case) 104 

Dr. Ambedkar Medhavi Chattar Yojna 122 

Mukhya Mantri Vivah Shagun Yojna 140 

Aapki Beti Hamari Beti 129 

Total 2386 

Table 1.6 Location-wise Distribution of Applicants/Beneficiaries 
Location Frequency Per cent 

Rural 1293 54.2 

Urban 1093 45.8 

Total 2386 100.0 

Table 1.7 Gender-wise Distribution of Applicants/Beneficiaries 
Gender Frequency Per cent 

Male 1372 57.5 

Female 1014 42.5 

Total 2386 100.0 

Table 1.8 Religion-wise Distribution of Applicants/Beneficiaries 
Religion Frequency Per cent 

Hindu 2151 90.2 

Sikh 107 4.5 

Muslim 128 5.4 

Total 2386 100.0 
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Table 1.9 Caste-wise Distribution of Applicants/Beneficiaries 
Caste Frequency Per cent 

SC 612 25.6 

ST 6 0.3 

OBC 615 25.8 

General 671 28.1 

Do not want to disclose 482 20.2 

Total 2386 100.0 

Table 1.10 District-wise Distribution of Applicants/Beneficiaries 
District Frequency Per cent 

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: Non-Beneficiaries 

The sample size for the general public non-beneficiaries was determined using the following 

formula, resulting in an initial sample size of 664; however, from each district, 50 citizens were 

interviewed by the teams of investigators, totalling 1,100 individuals. 

n (Sample Size) =
ᶻᶻᶻ

ᶻᶻ
 

Z value P is the expected 
prevalence 

(1-p) Population 
Size 

Error 
term 

AT 99 % confidence level 50   5 

Z P q P e 

2.576 0.5 0.5 25351462* 0.05 

Sample Size 663.56    

*Population of Haryana as per census 2011 from Statistical Abstract of Haryana 2020-21  
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According to the Statistical Abstract of Haryana 2021, the rural and urban population as per 

the 2011 census was 65.12 and 34.88, respectively, and the sample is also representative.  

Table 1.11 Location-wise Distribution of General Public (Non-Beneficiaries) 
Location Frequency Per cent 

Rural 744 67.6 

Urban 356 32.4 

Total 1100 100.0 

Table 1.12 Gender-wise Distribution of General Public (Non-Beneficiaries) 
Gender  Frequency Per cent 

Male 585 53.2 

Female 515 46.8 

Total 1100 100.0 

Table 1.13 Religion-wise Distribution of General Public (Non-Beneficiaries) 
Religion  Frequency Per cent 

Hindu 957 87.0 

Sikh 80 7.3 

Muslim 63 5.7 

Total 1100 100.0 

Table 1.14 Caste-wise Distribution of General Public (Non-Beneficiaries) 
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 

¶ Many citizens did not disclose their caste. 

Table 1.15 Education level-wise Distribution of General Public (Non-Beneficiaries) 
Qualification  Frequency Per cent 

Illiterate 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 3.5 

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 from officials was gathered using a two-pronged approach. On one front, a Google 

Form link was distributed to all the departments under examination to be filled by the officials 

at the districts and headquarters level, general staff, and staff designated under the HRTS Act 

as DOs, FGRAs, and SGRAs, posted throughout Haryana. Simultaneously, seven out of the 22 
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districts were chosen, and survey teams conducted in-person interviews with the officials. 

The following are the seven districts where the field survey was conducted. 

¶ Karnal 

¶ Panipat 

¶ Fatehabad 

¶ Sirsa 

¶ Yamunanagar 

¶ Rewari 

¶ Panchkula  

Responses from 266 officials were compiled. 

Table 1.16 Department-wise Distribution of Officials 
Name of the Department  Frequency Per cent 

Building and Other Construction Workers (BOCW) Board 9 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 4.5 

Dakshin Haryana Bijli Vitran Nigam-DHBVN 10 3.8 

Total 266 100.0 

 

Table 1.17 Category-wise 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 

 

Survey Techniques and Tools 

Sample Unit Survey Techniques Survey Tool 

General Public:  

¶ Applicants/Beneficiaries  

¶ Telephonic interviews  Semi-structured Schedule 

General Public:  

¶ Non-Beneficiaries  

¶ Field survey 
 

Semi-structured Schedule 

Government Officials  ¶ Field survey 

¶ Discussions  

¶ Google forms 

Semi-structured Schedule 
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II  
SERVICE DELIVERY ANALYSIS AND INTERSTATE 
COMPARISON BASED ON SECONDARY DATA  

{ŜŎǘƛƻƴ LΦ {ŜǊǾƛŎŜ 5ŜƭƛǾŜǊȅ !ƴŀƭȅǎƛǎ  

The secondary data for this study was sourced from the Antyodaya-Saral Portal. The Haryana 

Right to Service Commission officials 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 purposes. The first report, titled the άRTS Comprehensive Report,έ was generated 

using the άRTS Comprehensive LeaderBoardέ tab. The second report, the άDetailed Service 

Level Report,έ was generated through the άDetailed Service Reportέ tab.  

Analysis of Performance in Terms of Rejection, Completion of Applications 

²ƛǘƘƛƴ w¢{ ŀƴŘ hǳǘǎƛŘŜ w¢{ ŦǊƻƳ άw¢{ /ƻƳǇǊŜƘŜƴǎƛǾŜ wŜǇƻǊǘέ ǘƛƭl 31 July 2023  

The άRTS Comprehensive LeaderBoardέ tab enables users to generate άRTS Comprehensive 

Reportsέ based on districts, departments, and services. These reports detail the Performance 

Level and Status of Applications submitted by citizens to avail of various services and 

schemes offered by different Haryana Government departments and notified under the 

Haryana Right to Service Act. The άRTS Comprehensive LeaderBoardέ tab allows users to 

generate reports up to a specified ΨTo Date,Ω which can be the current date or any previous 

date. For the purpose of this analysis, the data cutoff date was set as July 31, 2023. This 

report has information for 45 listed government departments of Haryana and 549 notified 

services. 

This report includes information on four key categories: 

ά{ŎƻǊŜέΥ This shows the recent performance in the disposal of the applications based on the 

current pendency outside the RTS timeline and disposal in the last three to six months as of 

the report generation date.  

άApplication Currently Underwayέ: 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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άApplications Received & Completed Recently [i.e., in the last three to six months]έ: This 

category provides data on the total number of applications received and processed by the 

government departments within the past three to six months. 

άApplication Received & Completed Totalέ: This category offers data on the total number of 

applications received and completed by the government departments. 

Under the categories άApplication Currently Underwayέ, άApplications Received & 

Completed Recently [i.e. in the last three to six ƳƻƴǘƘǎϐέΣ and άApplication Received & 

Completed Totalέ, there are sub-categories variables that are listed in the following table. 

The values for these variables represent the total number of applications falling into each 

category for a specific district, government department or service. άRTS Comprehensive 

Report,έ the statuses related to pendency or disposal, such as άWithin RTSέ or άOutside RTS,έ 

are determined by a system algorithm. 

In summary, the άRTS Comprehensive LeaderBoardέ on the Antyodaya-Saral Portal is a tool 

for generating reports that provide detailed information 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 Depicts department and service-wise recent performance as on the cutoff date for 
which the comprehensive report was generated based on the last 3-с ƳƻƴǘƘǎΩ ŘƛǎǇƻǎŀƭ 
and pendency. 

Application 
Currently 
Underway 

Total 
Underway 

Total applications are underway as of the cutoff date for which the comprehensive 
report was generated. 

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

Outside RTS Applications are underway outside the RTS timeline as of the cutoff date for which 
the comprehensive report was generated. 

Applications 
Received & 
Completed 
Recently [i.e., 
in the last 3-6 
months] 

Total 
Completed 

Total applications completed recently [i.e., in the last 3-6 months] from the cutoff 
date for which the comprehensive report was generated 

Completed 
Within RTS 

Total applications completed recently within the RTS timeline [i.e., in the last 3-6 
months] from the cutoff date for which the comprehensive report was generated 

Completed 
Outside RTS 

Total applications completed recently outside the RTS timeline [i.e., in the last 3-6 
months] from the cutoff date for which the comprehensive report was generated 

Rejected Total applications rejected recently [i.e., in the last 3-6 months] from the cutoff date 
for which the comprehensive report was generated 

Applications 
Received & 
Completed 
Total 

Total 
Received 

Total applications for services received till the cutoff date for which the 
comprehensive report was generated 

Total 
Completed 

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

Completed 
Within RTS 

Total applications for services complete within the RTS timeline till the cutoff date 
for which the comprehensive report was generated 

Completed 
Outside RTS 

Total applications for services completed outside the RTS timeline till the cutoff date 
for which the comprehensive report was generated 

Rejected Total applications for services rejected till the cutoff date for which the comprehensive 
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 "Billing Complaints" and "Meter Complaints-Replace 

slow/fast/meters/creeping or stuck meters," are provided by "Dakshin Haryana Bijli Vitran 

Nigam-DHBVN" and "Uttar Haryana Bijli Vitran Nigam-UHBVN" 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 2.1 Departments wise list of selected services and schemes under study 
Departments (16) Service (24) 

Building and Other Construction Workers 
(BOCW) Board 

Kanyadaan Scheme -HBOCWWB 

Financial Assistance for Education of Children of Registered worker-
HBOCWWB 

Dakshin Haryana Bijli Vitran Nigam-DHBVN  Billing Complaints 

Meter Complaint ς Replace slow/fast/meters/Creeping or stuck 
meters 

Uttar Haryana Bijli Vitran Nigam-UHBVN Billing Complaints 

Meter Complaint ς Replace slow/fast/meters/Creeping or stuck 
meters 

Haryana Labour Welfare Board (HLWB) Financial Assistance in marriage of women workers or daughters of 
workers-Haryana Labour Welfare Board 

Haryana Shehri Vikas Pradhikaran OC Certificate/Completion Certificate 

Re-Allotment Letter 

Haryana State Agricultural Marketing 
Board(HSAMB) 

Injury / Death where application submitted within 2 months of 
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 Birth Record 

Application For Issuance of Birth/Death/Non-Availability 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 Engineering-PHED Water Leakage/ Over Flow Pipes 

Revenue & Disaster Management 
Department 

Resident Certificate 

Income Certificate (for Education Purpose) 

Social Justice And Empowerment Old Age Samman Allowance 

Transport Department Registration of Non-Transport Vehicles through Dealer-RLA 

Urban Local Bodies Change of Owner/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 Department Aapki Beti Hamari Beti 

ά{/hw9έΥ t9wChwa!b/9 ±!wL!.[9 

The RTS Comprehensive Reports has one variable, ά{ŎƻǊŜΦέ Besides a particular 

ǎŜǊǾƛŎŜκǎŎƘŜƳŜΣ ǘƘŜ ǾŀƭǳŜ ƻŦ ǘƘŜ ǾŀǊƛŀōƭŜ ǎŎƻǊŜ ŘŜǇƛŎǘǎ ǘƘŜ ŘŜǇŀǊǘƳŜƴǘΩǎ recent (in the last 3 

to 6 months) performance in delivering or distributing that service. The score is calculated by 

multiplying 10 by the ratio of Recently Completed Applications within RTS over the sum of 



19 
 

Applications Completed Recently and Application Currently Pending Outside RTS. The 

variable ά{ŎƻǊŜέ Ŏŀƴ ƘŀǾŜ ŀƴȅ ǾŀƭǳŜ ŦǊƻƳ ȊŜǊƻ ǘƻ ŀ ƳŀȄƛƳǳƳ ƻŦ млΦ 

 

Department-wise Compariǎƻƴ ƻŦ ά{ŎƻǊŜέ 

Each department was assigned a rank based on the άǎŎƻǊŜΦέ A higher 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 2.2 Department-wise Comprehensive Report  
.Ŝǎǘ tŜǊŦƻǊƳƛƴƎ 5ŜǇŀǊǘƳŜƴǘ ōŀǎŜŘ ƻƴ ά{ŎƻǊŜέ 

[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 services offered by 16 different departments were examined. Remarkably, 

three of these departmentsτthe Haryana Labour Welfare Board (HLWB), the Police 

Department, and the Women and Child Development Departmentτalso achieved a perfect 

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

{ŜǊǾƛŎŜǎ ŀƴŘ {ŎƘŜƳŜǎ ǿƛǎŜ /ƻƳǇŀǊƛǎƻƴ hŦ ά{ŎƻǊŜέΥ All Services 

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 among the 128 top 

performers: "Financial Assistance in Marriage of Women Workers or Daughters of Workers" 

offered by the "Haryana Labour Welfare Board (HLWB)," "Character Certificate" provided by 

Score= 
ἠἭἫἭἶἼἴὁ ἍἷἵἸἴἭἼἭἬ ἋἸἸἴἱἫἩἼἱἷἶἻ ἿἱἼἰἱἶ ἠἢἡ 

ἋἸἸἴἱἫἩἼἱἷἶἻ ἍἷἵἸἴἭἼἭἬ ἠἭἫἭἶἼἴὁἋἸἸἴἱἫἩἼἱἷἶ ἍἽἺἺἭἶἼἴὁ ἜἭἶἬἱἶἯ ἛἽἼἻἱἬἭ ἠἢἡ
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the "Police Department," and the "Aapki Beti Hamari Beti" scheme offered 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 recorded the lowest performance levels, resulting in a lower "Score." 

Consequently, these selected services were classified among the lower-performing ones. 

 

¢ŀōƭŜ нΦо {ŜǊǾƛŎŜ ŀƴŘ {ŎƘŜƳŜǎΥ /ƻƳǇŀǊƛǎƻƴ ōŜǘǿŜŜƴ ŀƭƭ ǎŜǊǾƛŎŜǎ ƻƴ ά{ŎƻǊŜέ 7 Services/Schemes 

[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 Score 

271 Registration of Non-Transport Vehicles through Dealer-RLA Transport Department 8.8 

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

Industries and Commerce 
Department 

8.6 

298 OC Certificate/Completion Certificate Haryana Shehri Vikas 
Pradhikaran 

8 

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

Haryana State Agricultural 
Marketing Board(HSAMB) 

7.5 

310 Re-Allotment Letter Haryana Shehri Vikas 
Pradhikaran 

7.4 

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

Haryana State Agricultural 
Marketing Board(HSAMB) 

6.7 

391 Mukhya Mantri Vivah Shagun Yojna Welfare of SCs And BCs 0 

Note: Rank ƛǎ ōŀǎŜŘ ƻƴ ά{ŎƻǊŜΣέ respective to all 549 services.  

{ŜǊǾƛŎŜǎ ŀƴŘ {ŎƘŜƳŜǎ ǿƛǎŜ /ƻƳǇŀǊƛǎƻƴ ƻŦ ά{ŎƻǊŜέΥ hƴƭȅ ŦƻǊ {ŜƭŜŎǘŜŘ 5ŜǇŀǊǘƳŜƴǘǎ and 
Services/Schemes 

Analysis of selected shows 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 Record" service 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 exceptional "Score" as of the specified 

cutoff date and time when the comprehensive report was generated. (See Report 2 in 

Annexure) 
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Table 2.4 Selected Services-wise RTS Comprehensive Report  
(To Date 31/07/2023 ) Report Generated on 8th August, 2023 

Rank Service /Scheme Departments 

1 Financial Assistance in marriage of Women Workers or 
daughters of Workers 

Haryana Labour Welfare Board (HLWB) 

1 Application for Inclusion of Child Name in Birth Record Health Services Department 

1 Character Certificate Police Department 

1 Aapki Beti 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 And Engineering-PHED 

5 Application For Issuance of Birth/Death/Non- 
Availability Certificate (NAC) 

Health Services Department 

5 Change of Owner/Occupier in Property Tax Register 
(Except in death case) 

Urban Local Bodies 

6 Mukhya Mantri Vivah Shagun Yojna Welfare of SCs And BCs 

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

Haryana State Agricultural Marketing Board(HSAMB) 

8 OC Certificate/Completion Certificate Haryana Shehri Vikas Pradhikaran 

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

Haryana State Agricultural Marketing Board(HSAMB) 

8 Old Age Samman Allowance Social Justice And Empowerment 

10 Kanyadaan Scheme -HBOCWWB Building and Other Construction Workers (BOCW) Board 

11 Billing Complaints Dakshin Haryana Bijli Vitran Nigam-DHBVN 

11 Re-Allotment Letter Haryana Shehri Vikas Pradhikaran 

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

Industries and Commerce Department 

13 Meter Complaint ς Replace slow/fast/meters/Creeping 
or stuck meters 

Dakshin Haryana Bijli Vitran Nigam-DHBVN 

13 Income Certificate (for Education Purpose) Revenue & Disaster Management Department 

15 Financial Assistance for Education of children of 
registered worker-HBOCWWB 

Building and Other Construction Workers (BOCW) Board 

17 Billing Complaints Uttar Haryana Bijli Vitran Nigam-UHBVN 

17 Meter Complaint ς Replace slow/fast/meters/Creeping 
or stuck meters 

Uttar Haryana Bijli Vitran Nigam-UHBVN 

28 Registration of Non-Transport Vehicles through Dealer-
RLA 

Transport Department 

Source: https://login.saralharyana.nic.in Antyodaya- Saral Portal Through ¢!. άw¢{ /ƻƳǇǊŜƘŜƴǎƛǾŜ 
[ŜŀŘŜǊ.ƻŀǊŘέ 
Rank: Rank ƛǎ ōŀǎŜŘ ƻƴ ά{ŎƻǊŜέ ǊŜƭŀtive to other services within the same department.  

The delivery and distribution performance of certain services and schemes, such as the 

"Registration of Non-Transport Vehicles through Dealer-RLA" offered by the "Transport 

Department," "Meter Complaints ς Replace slow/fast/meters/Creeping or stuck meters," 

and "Billing Complaints" provided by the "Uttar Haryana Bijli Vitran Nigam," as well as the 

"Financial Assistance for Education of children of registered worker-HBOCWWB" scheme of 

the "Building and Other Construction Workers (BOCW) Board," was subpar, resulting in lower 

"Scores" and correspondingly lower rankings when compared 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 timeline. The report 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 

percentage of rejected applications. The formula used to calculate the performance score for 

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

important to consider rejection, particularly rejections that occur within the RTS timeline, as 

a relevant factor when evaluating overall performance, as there are chances that the 

application might be rejected to improve disposal and avoid auto-escalation to appeal. The 

causes of the rejection are not recorded.  

Department-Wise Comparison of Rejection Percentage 

Regardless of the department or service, as of July 31, 2023, the rejection out of total 

completed applications stood at 10.02 per cent. The following table lists departments whose 

total rejection rate as of July 31, 2023, was 50 per cent or higher. 

Table 2.5 A list of Departments that have rejection rates more than or equal to 50 per cent 
Department-wise RTS Comprehensive Report  

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

Rank Based on Score 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 Corporation 30.0 66.2 

25 Building and Other Construction 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 rejected percentage =[Recently Rejected / Recently Completed]/100 
Total till date rejected percentage = [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 97.2 per cent, with the most recent rejections reaching 

100 per cent. (See Report 1 in Annexure) 

Among the sixteen departments included in this study, the 'Building and Other Construction 

Workers (BOCW) Board' had a rejection percentage of 60.2 out of the total completed 

applications.   
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Services and Schemes wise Comparison of Rejection percentages: All Services/Schemes 

Out of 549 listed services and schemes on the portal, 22 high-volume services for which receipt of applications was more than 50,000; out of 

these for 10 services and schemes, the total rejection percentage till 31/07/23 was more than 50 per cent.  

Table 2.6 List of high-volume services and schemes with rejection percentages of more than 50 per cent 
      Applications Received & Completed Total Percentage Rejected % 

Rank Service  Departments Total 
Received 

Total 
Completed 

Completed 
Within RTS 

Completed 
Outside RTS 

Rejected Completed 
Outside RTS 

Recent  Total 
till 

31/07
/23 

129 Paternity Benefit Scheme-
HBOCWWB 

Building and Other Construction 
Workers (BOCW) Board 

2,96,777 2,96,170 85,976 2,10,194 288923 71.0 65.2 97.6 

361 Seed Distribution Agriculture Department 58,267 57,349 40,700 16,649 47898 29.0 100.0 83.5 

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 Yojna Welfare of SCs And BCs 4,73,731 3,18,862 2,72,841 46,021 220869 14.4 5.2 69.3 

251 Mukhya Mantri Mahila Nirman 
Shramik Sammaan Yojna-
HBOCWWB 

Building and Other Construction 
Workers (BOCW) Board 

3,23,657 3,15,676 2,66,831 48,845 185070 15.5 54.9 58.6 

268 Bicycle Scheme-HBOCWWB Building and Other Construction 
Workers (BOCW) Board 

4,70,719 4,49,805 3,83,141 66,664 256184 14.8 51.9 57.0 

271 Grant for the purchase of tools-
HBOCWWB 

Building and Other Construction 
Workers (BOCW) Board 

4,68,659 4,47,191 3,80,006 67,185 251843 15.0 52.6 56.3 

251 Financial Assistance for Education 
of children of registered worker-
HBOCWWB 

Building and Other Construction 
Workers (BOCW) Board 

7,35,435 6,96,839 5,13,568 1,83,271 380063 26.3 59.9 54.5 

277 Sewing Machine Scheme-
HBOCWWB 

Building and Other Construction 
Workers (BOCW) Board 

1,11,251 1,05,327 89,599 15,728 55489 14.9 52.0 52.7 

Note: Rank ƛǎ ōŀǎŜŘ ƻƴ ά{ŎƻǊŜΣέ respective to all 549 services.  
* Recently rejected percentage =[Recently Rejected / Recently Completed]/100 andTotal till date rejected percentage = [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 Rejection percentages 

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

rates. Notably, the service άCƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ŦƻǊ 9ŘǳŎŀǘƛƻƴ ƻŦ /ƘƛƭŘǊŜn of Registered 

²ƻǊƪŜǊǎέ had a total rejection rate as of 31/07/23 exceeding 50 per cent. In comparison, the 

ǎŎƘŜƳŜ άhƭŘ !ƎŜ {ŀƳƳŀƴ !ƭƭƻǿŀƴŎŜέ recorded a recent rejection rate of 100 per cent. 

Table 2.7 Department-wise Selected services and Rejection percentages 
      Rejected % 

Rank Departments Service  Recent Total till 
31/07/23 

251 Building and Other Construction 
Workers (BOCW) Board 

Financial Assistance for Education of children of 
registered worker-HBOCWWB 

59.87 54.54 

157 Building and Other Construction 
Workers (BOCW) Board 

Kanyadaan Scheme -HBOCWWB 58.48 48.29 

320 Haryana State Agricultural 
Marketing Board(HSAMB) 

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

50.62 41.59 

209 Social Justice and Empowerment Old Age Samman Allowance 100.00 36.73 

307 Haryana State Agricultural 
Marketing Board(HSAMB) 

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

30.14 36.51 

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 
Register (Except in death case) 

2.53 26.06 

391 Welfare of SCs And BCs Mukhya Mantri Vivah Shagun Yojna - 26.06 

298 Haryana Shehri Vikas Pradhikaran OC Certificate/Completion Certificate 30.04 25.82 

280 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) 

17.40 25.74 

1 Haryana Labour Welfare Board 
(HLWB) 

Financial Assistance in marriage of women 
workers or daughters of workers 

3.16 12.34 

310 Haryana Shehri Vikas Pradhikaran Re-Allotment Letter 10.39 10.12 

191 Health Services Department Application For Issuance of Birth/Death/Non-
Availability Certificate (NAC) 

6.63 7.51 

1 Women and Child Development 
Department 

Aapki Beti Hamari Beti 0.27 7.18 

157 Health Services Department Application for Inclusion of Child Name in Birth 
Record 

7.70 7.05 

242 Revenue & Disaster Management 
Department 

Income Certificate (for Education Purpose) 0.02 3.42 

191 Uttar Haryana Bijli Vitran Nigam-
UHBVN 

Meter Complaint ς Replace 
slow/fast/meters/Creeping or stuck meters 

1.70 3.05 

157 Revenue & Disaster Management 
Department 

Resident Certificate 4.67 2.78 

191 Uttar Haryana Bijli Vitran Nigam-
UHBVN 

Billing Complaints 1.99 1.58 

1 Police Department Character Certificate 0.18 0.07 

191 Dakshin Haryana Bijli Vitran 
Nigam-DHBVN 

Billing Complaints 0.00 0.00 

223 Dakshin Haryana Bijli Vitran 
Nigam-DHBVN 

Meter Complaint ς Replace 
slow/fast/meters/Creeping or stuck meters 

0.00 0.00 

234 Public Health And Engineering-
PHED 

Water Leakage/ Over Flow Pipes 0.00 0.00 

271 Transport Department Registration of Non-Transport Vehicles through 
Dealer-RLA 

0.00 0.00 

Note: Rank ƛǎ ōŀǎŜŘ ƻƴ ά{ŎƻǊŜέ respective to all 549 services.  
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APPLICATION COMPLETED OUTSIDE RTS 

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

to Service) timeline was 8.88% (See Report 1 in Annexure). This application completion 

outside the RTS timeline is also prevalent across various departments for their respective 

services and schemes. Despite implementing 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 timeline. Unfortunately, 

the reasons for application competition delays are not currently documented. 

Inter-District Comparison of Applications Completed Outside RTS 

The district with the highest percentage of applications completed outside the RTS was 

Panchkula, where as of date 31/07/2023, it reached 11.32 per cent. The districts of Nuh, 

Faridabad, Hisar, Sonipat and Gurugram followed closely, all of which had more than 10 per 

cent of applications completed outside the RTS timeline. In contrast, the lowest proportion 

of applications completed outside the RTS timeline, at 3.76 per 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 25 per cent or more of the applications 

were completed outside RTS timelines. The Haryana Women Development Corporation had 

the highest completion rate outside RTS, reaching 86.21 per cent, the highest among all 

departments. (See Report 1 in Annexure) 

Table 2.8 Ten departments with more than 20 per cent of the completion of service outside RTS 
[Department-wise RTS Comprehensive Report (To Date 31/07/2023 ) Generated on 8 August 2023] 
  Applications Received & Completed Total Percentag

e 

Departments Total 
Received 

Total 
Completed 

Completed 
Within RTS 

Completed 
Outside 

RTS 

Rejected Completed 
Outside 

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 
Board(HSAMB) 

9,985 9,730 6,015 3,715 3445 38.18 

Haryana Shehri Vikas Pradhikaran 5,36,186 5,34,919 3,73,607 1,61,312 86383 30.16 

Building and Other Construction Workers 
(BOCW) Board 

26,48,811 25,41,602 18,96,538 6,45,064 1530609 25.38 

Coloured-filled records are of the departments under the ǎǘǳŘȅΩǎ ǇǳǊǾƛŜǿΦ 
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Services-Wise Application Completed Outside RTS 

The service-wise report reveals that among the 549 listed services, which also include four 

services selected for this study, there were 159 services for which 25 per cent or more of the 

applications were completed outside the RTS timeline. 

In the case of the 24 selected services and schemes, such as άLƴƧǳǊȅκ5ŜŀǘƘ ǿƘŜǊŜ ǘƘŜ 

application is submitted more than two months after the accident but no FSL report is 

ǊŜǉǳƛǊŜŘέ and άhŎŎǳǇŀƴŎȅ /ŜǊǘƛŦƛŎŀǘŜκ/ƻƳǇƭŜǘƛƻƴ /ŜǊǘƛŦƛŎŀǘŜέ, the percentage of 

applications completed outside the RTS timeline exceeded 50 per cent as of cut-off date and 

time. (See Report 2 in Annexure)  

Table 2.9 Six departments with 25 per cent or more of the completion of service outside RTS 
[Selected Services wise RTS Comprehensive Report (To Date 31/07/2023) Generated on 8 August 

2023] 
    Applications Received & Completed Total Percentage 

Service  Departments Total 
Received 

Total 
Completed 

Completed 
Within RTS 

Completed 
Outside 

RTS 

Rejected Completed 
Outside RTS 

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

Haryana State 
Agricultural 
Marketing 
Board(HSAMB) 

6,172 6,109 2,925 3,184 2541 52.12 

OC Certificate/Completion 
Certificate 

Haryana Shehri 
Vikas 
Pradhikaran 

15,475 15,376 7,626 7,750 3970 50.40 

Re-Allotment Letter Haryana Shehri 
Vikas 
Pradhikaran 

80,206 80,129 53,822 26,307 8111 32.83 

Financial Assistance for 
Education of children of 
registered worker-HBOCWWB 

Building and 
Other 
Construction 
Workers 
(BOCW) Board 

7,35,43
5 

6,96,839 5,13,568 1,83,271 380063 26.30 
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Service-Wise Analysis of Completion of Applications Within RTS and Outside 

RTS from Monthly ά5ŜǘŀƛƭŜŘ {ŜǊǾƛŎŜ [ŜǾŜƭ wŜǇƻǊǘέ [Selected 

Services/Schemes] 

"Detailed Service Level Report" was generated through the "Detailed Service Report" tab. 

This tab allows users to generate customized reports by defining criteria through fields: 

Department, Application Name, Service, District, From-Date, To-Date, RTS Due Date From 

Today, and Filter. These service-wise 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 report. This 

data can be considered raw information processed and used for analysis in our current study. 

Unlike the "RTS Comprehensive Report," the statuses of applications, such as "Pending," 

"Within RTS," or "Outside RTS," in the "Detailed Service Level Report" have been 

determined by the analyst. This determination is based on the information available for each 

application as of the report's generation date. These reports provide information under the 

following heads. 

Heading Explanation 

Department Name Name of the 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 action taken on the last date of action 

Application Number Application Number 

Family ID Family ID 

Application Start Date Date when application uploaded 

RTS Date 
The date the service/scheme would be due to be 
delivered. 

Last Action Date Date when the last action 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 of Applicant 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 consistency in the 

analysis reports for January 2023 (covering the period from January 1, 2023, to January 31, 

2023) were generated for each service.  



28 
 

IƻǿŜǾŜǊΣ ŦƻǊ ƻƴŜ ǎŎƘŜƳŜ ƴŀƳŜŘ άaǳƪƘȅŀ aŀƴǘǊƛ ±ƛǾŀƘ {ƘŀƎǳƴ ¸ƻƧƴŀέΣ ǘƘŜ ǊŜǇƻǊǘ ŦƻǊ 

December 2022 had to be generated because no records were available for January 2023.  

 

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

 

Table 2.10 Haryana Right to Service Act (List of Selected Services and their Timeline) 
S. No Department Service Time Period 

1 
Building and Other Construction Workers (BOCW) 
Board 

Financial Assistance for Education of children of 
registered worker-HBOCWWB 

90 Days 

2 
Building and Other Construction Workers (BOCW) 
Board 

Kanyadaan Scheme -HBOCWWB 90 Days 

3 Haryana Labour Welfare Board (HLWB) 
Financial Assistance in marriage of women 
worker's or daughters of worker's-Haryana 

Labour Welfare Board 
90 days 

4 Haryana Shehri Vikas Pradhikaran OC Certificate/Completion Certificate 5/8 days 

5 Haryana Shehri Vikas Pradhikaran Re-Allotment Letter 4 days 

6 
Haryana State Agricultural Marketing 
Board(HSAMB) 

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

required 
60 days 

7 
Haryana State Agricultural Marketing 
Board(HSAMB) 

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

required 
60 days 

8 Health Services Department 
Application For Issuance of Birth/Death/Non-

Availability Certificate (NAC) 
30 days 

9 Health Services Department 
Application for Inclusion of Child Name in Birth 

Record 
30 days 

10 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) 

30 days 

11 Police Department Character Certificate 21 days 

12 Uttar Haryana Bijli Vitran Nigam-UHBVN Billing Complaints 7 days 

13 Uttar Haryana Bijli Vitran Nigam-UHBVN 
Meter Complaint ς Replace 

slow/fast/meters/Creeping or stuck meters 

Within 7 
days of its 

being 
established 
on checking 

 Dakshin Haryana Bijli Vitran Nigam-DHBVN Billing Complaints 7 days 

 Dakshin Haryana Bijli Vitran Nigam-DHBVN 
Meter Complaint ς Replace 

slow/fast/meters/Creeping or stuck meters 
Within 7 

days of its 

Important: Aƭƭ ǊŜǇƻǊǘǎ ǿŜǊŜ ŦƛƭǘŜǊŜŘ ǘƻ ƛƴŎƭǳŘŜ ƻƴƭȅ ǘƘƻǎŜ ǿƛǘƘ ǘƘŜ ǎǘŀǘǳǎ άŎƻƳǇƭŜǘŜŘέΦ 

Antyodaya-{ŀǊŀƭ tƻǊǘŀƭ ŘŜŦƛƴŜǎ ǘƘŜ ǎǘŀǘǳǎ άŎƻƳǇƭŜǘŜŘέ ŀƴŘ ά¦ƴŘŜǊ tǊƻŎŜǎǎέ ŀǎ ŦƻƭƭƻǿǎΦ 

¶ COMPLETED -> Application Rejected, Payment not paid, Application not 

completely Submitted, Objection Raised, Service Request Deactivated, Cancelled, 

Service Completed, Application Considered - Letter of Intent issued to Applicant 

¶ Under Process - Application Accepted, In Process 

ά!ǇǇƭƛŎŀǘƛƻƴ CƻƳǇƭŜǘŜŘέ has been considered as ά!ǇǇƭƛŎŀǘƛƻƴ 5ƛǎǇƻǎŜŘέ of by any 

action, and ά{ŜǊǾƛŎŜ /ƻƳǇƭŜǘŜŘέ means ά{ŜǊǾƛŎŜ 5ŜƭƛǾŜǊŜŘέ. 
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S. No Department Service Time Period 

being 
established 
on checking 

14 Public Health And Engineering-PHED Water Leakage/ Over Flow Pipes 7 days 

15 Revenue & Disaster 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 

18 Transport Department 
Registration of non-transport vehicles through 

dealer-RLA 
18 days 

19 Urban Local Bodies 
Change of Owner/Occupier in Property Tax 

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 

 

 

Important: The analysis of service/scheme completion, considering both the System 

Generated άw¢{ 5ŀǘŜέ ŀǎ ǊŜǇƻǊǘŜŘ ŀƴŘ ǘƘŜ άbƻǘƛŦƛŜŘ ¢ƛƳŜƭƛƴŜέ ŀǎ ŘŜŦƛƴŜŘ ōȅ ǘƘŜ w¢{ !ŎǘΣ 

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

 

In the reports for each selected service/scheme, it was observed that the system's 

allocated time to deliver the service/scheme (the number of days between the 

ά!ǇǇƭƛŎŀǘƛƻƴ {ǘŀǊǘ 5ŀǘŜέ and the System Generated άw¢{ 5ŀǘŜέ) exceeded the days 

specified in the officially άbƻǘƛŦƛŜŘ ¢ƛƳŜƭƛƴŜέ for service delivery. The system's decision 

algorithm to determine whether an application for a service/scheme was disposed of 

within or outside the timeline appears to be based on this System Generated άw¢{ 5ŀǘŜέ, 

which varies from the fixed timeline specified in official notifications. 

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

For the purpose of analysis, if the ά[ŀǎǘ !Ŏǘƛƻƴ 5ŀǘŜέ in the report for an application 

exceeds the System Generated άw¢{ 5ŀǘŜέΣ the application has been considered as 

disposed of outside the timeline; otherwise, it is considered within the timeline. Similarly, 

when assessing based on the "Notified Timeline", if the difference between the 

ά!ǇǇƭƛŎŀǘƛƻƴ {ǘŀǊǘ 5ŀǘŜέ and the ά[ŀǎǘ !Ŏǘƛƻƴ 5ŀǘŜέ exceeds the number of days specified 

in the timeline, the application has been categorised as completed outside the RTS 

timeline; otherwise, it falls within the RTS timeline category. The comparative analysis of 

service delivery effectiveness, based on the system-generated άw¢{ 5ŀǘŜέ and the 

"Notified Timeline", has been provided in tables for each service. 
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Name of Department: Building and Other Construction Workers (BOCW) Board 
Name of Service/Scheme: Financial Assistance for Education of Children of Registered 
Worker 

Timeline: 90 days Beneficiaries ς Registered building and construction labour 

About the Service/Scheme: ¢ƘŜ ǎŎƘŜƳŜ άCƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ŦƻǊ Education of Children of 

wŜƎƛǎǘŜǊŜŘ ²ƻǊƪŜǊ όI.h/²².ύέ ǿŀǎ ƭŀǳƴŎƘŜŘ ōȅ ǘƘŜ IŀǊȅŀƴŀ .ǳƛƭŘƛƴƎ ŀƴŘ hǘƘŜǊ 

Construction Workers Welfare Board (HBOCWWB), Labour Department Haryana. The scheme 

ŀƛƳǎ ǘƻ ǇǊƻǾƛŘŜ ŀƴƴǳŀƭ ŦƛƴŀƴŎƛŀƭ ŀǎǎƛǎǘŀƴŎŜ ƻŦ уΣлллκ- ǘƻ нлΣлллκ- to the children of 

registered workers from Class I to Diploma, Graduation, and Post-DǊŀŘǳŀǘƛƻƴΦ ¢ƘŜ ǿƻǊƪŜǊǎΩ 

children with outstanding performance in the Class 10th examinations would also be 

encouraged, and a one-ǘƛƳŜ ƛƴŎŜƴǘƛǾŜ ƻŦ нмΣлллκ- ǘƻ рмΣлллκ- would be given according to 

their obtained marks. 

Table 2.11 Financial Assistance for the Education of Children of Registered Workers 
 Disposal of Applications [from 1 to 31 January 2023] 

  
Based on the {ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ Based on the Notified 90 days 

Timeline   

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

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 of Total 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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 90-day timeline notified. 

Inferences: This service processes a high volume of applications. Out of 33,439 applications 

completed, 69.97 per cent were concluded by rejecting the request, and 29.89 per cent were 

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 the "Application Start Date" and the "RTS Date" significantly exceeded this 

period. Moreover, the time allocated for processing applications varied widely 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 notified 90-day timeline. These variances 



31 
 

remain substantial even when considering weekends (Saturday and Sunday). Notably, 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 91.63 per cent, exceeded the officially 

notified RTS timeline of 90 days. Specifically, out of all the applications processed, 83.12 per 

cent experienced delays beyond the notified RTS timeline. See Screenshot 1 Notified Timeline 

ς 90 Days System generated timeline ς 180 days approx. 

 
Name of Department: Building and Other Construction Workers (BOCW) Board 
Name of Service/Scheme: Kanyadaan Scheme 

Timeline: 90 days Beneficiaries ς Registered building and construction labour 

About the Service/Scheme: The Haryana Labour Department has launched the Haryana 

Kanyadan Yojana 2021 to offer financial assistance to labourers on the auspicious occasion of 

the marriage of their daughters. Under the Haryana Kanyadan Yojana, all the registered 

ƭŀōƻǳǊŜǊǎ ǿƛǘƘ ǘƘŜ .h/² ōƻŀǊŘ ǿƛƭƭ ƴƻǿ ǊŜŎŜƛǾŜ ŦƛƴŀƴŎƛŀƭ ŀǎǎƛǎǘŀƴŎŜ рмΣллл ŀǎ Yŀƴȅŀ 5ŀŀƴ 

ƻƴ ǘƘŜƛǊ ŘŀǳƎƘǘŜǊǎΩ ǿŜŘŘƛƴƎ ŘŀȅΦ 

Table 2.12 Kanyadaan Scheme 
 Disposal of Applications [from 1 to 31 January 2023] 

  Based on the {ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ 
Based on the Notified 90 days 

Timeline   

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 50 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 Total Application (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 Total Application (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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 90-day timeline notified. 

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

service. Notably, a significant majority (60.05 per cent) of these applications were completed 

with rejection. 

https://sarkariyojanas.com/tag/financial-assistance/
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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," often exceeded the 90-day 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 90-day timeline at maximum and 44 days at minimum, compared 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 period was 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 cent of the applications were completed with successful service delivery, and among 

these, only 41.42 per cent were completed within the originally specified 90-day timeline. 

However, as per the portal's RTS date, the majority (88.63 per 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 delays. See Screenshot 2 

Notified Timeline ς 90 Days System generated timeline ς 150 days approx. 

 
Name Of Department: Haryana Labour Welfare Board 
Name of Service/Scheme: Financial Assistance in the marriage of women workers or 
daughters of workers 

Timeline: 90 days Beneficiaries ςLabour 

About the Service/Scheme: Under this scheme, a provision has been made to provide 

financial assistance of Rs. 50,000/- three days before the marriage for arranging the marriage 

ƻŦ ǘƘŜ ōŜƴŜŦƛŎƛŀǊȅΩǎ ŘŀǳƎƘǘŜǊΦ ¢Ƙƛǎ ŀǎǎƛǎǘŀƴŎŜ ƛǎ ƎƛǾŜƴ ǘƛƭƭ ǘƘŜ ƳŀǊǊƛŀƎŜ ƻŦ ǘƘŜ ǘƘǊŜŜ ƎƛǊƭǎ ƻŦ ǘƘŜ 

worker. 
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Table 2.13 Financial Assistance in the Marriage of Women Workers or Daughters Of 
Workers 

Disposal of Applications [from 1 to 31 January 2023] 

  Based on the {ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ 
Based on the Notified 90 days 

Timeline   

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

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) 

Objection Raised/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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ ŎƻƭǳƳƴǎ 
show the status as per the 90-day timeline notified. 

Inferences: In January 2023, only 122 applications for this service were completed. It is worth 

noting that approximately 80 per cent of these applications were disposed of with the service 

successfully delivered. Rejections were relatively low, accounting for a small percentage. In 

some cases (16.39 per cent of applications), objections were raised or placed on hold. 

The officially notified timeline for completing applications under this service is 90 days. 

However, the actual time allocated for service delivery exceeded 90 days. In the January 

report, the maximum time taken to process an application under this service was 340 days, 

while the minimum was 134 days. This represents a significant deviation of 250 days beyond 

the 90-day 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 RTS 90-day 

timeline (63.92 per cent), but according to the system's RTS date, all services were delivered 

within the RTS timeline. See Screenshot 3 Notified Timeline ς 90 Days System generated 

timeline ς 150 days approx. 
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Name Of Department: Haryana Shehri Vikas Pradhikaran 
Name of Service/Scheme: Occupancy Certificate / Completion Certificate 

Timeline: 5/8 days Beneficiaries ςAny Citizen 

About the Service/Scheme: To get the Completion Certificate of 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 completion certificate. Once the applicant receives the 

Completion Certificate, they must apply for an Occupation Certificate. An Occupancy 

certificate is an important legal document certifying that a particular building is constructed 

following the approval norms. 

Table 2.14 Occupancy Certificate/Completion Certificate 
Disposal of Applications [from 1 to 31 January 2023] 

  Based on the {ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ 
Based on the Notified 8 days 

Timeline   

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 3 42 40 5 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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 8-day timeline notified. 

Inferences: In January 2023, a total of 110 applications for Occupancy/Completion 

Certificates were completed. Approximately 60 per cent of these completed services were 

delivered as intended, but the remaining 40 per cent were rejected. 

The officially notified timeline for completing applications under this service is set at five to 

eight days. However, the actual number of days allocated for service delivery exceeded this 

range. In the January report, the maximum time taken to process an application under this 

service was 146 days, while the minimum was 43 days. This results in a significant difference 

of a minimum of 35 days to a maximum of 138 days compared to the officially specified 

period. Notably, there was one case in the report where the highest number of days taken to 

deliver this service during the reporting period was 125 days. 
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When analyzing adherence to the eight-day timeline, it becomes apparent that 90.77 per cent 

of the services that issued certificates were completed beyond the RTS timeline. In fact, when 

considering all disposed of applications, 90.00 per cent were completed outside the notified 

RTS timeline. However, according to the system's RTS data, most services (83.64 per cent) 

were completed within the RTS timeline, presenting a contrasting perspective. See 

Screenshot 4 Notified Timeline ς 5/8 Days System generated timeline ς 15 days approx. 

Name Of Department: Haryana Shehri Vikas Pradhikaran 
Name of Service/Scheme: Re-Allotment Letter 

Timeline: 4 days Beneficiaries ςAny Citizen 

About the Service/Scheme: After 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 are found in order, the re-allotment 

letter is issued. 

Table 2.15 Re-Allotment Letter 
Disposal of Applications [from 1 to 31 January 2023] 

  Based on the {ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ 
Based on the Notified 4 days 

Timeline   

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 82 150 155 77 232 

% 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 Total Application (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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 4-day timeline notified. 

Inferences: In January 2023, a total of 1,259 service requests were handled. Among these, 

the majority (81.57 per cent) were resolved by issuing a Re-Allotment letter, while 18.43 per 

cent were 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 time taken to process an application under this 

service was seven days, while the minimum was four 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 in the report where the highest number of days taken to dispose 

of the application during the reporting period was 33 days. 

Analyzing adherence to the four-day RTS timeline, it is evident that 76.25 per cent of the 

requests were processed outside the RTS timeline. Regarding disposal with service 

completion, 78.38 per cent of services were completed beyond the notified RTS timeline, 

indicating a significant deviation from the expected four-day timeframe. See Screenshot 5 

Notified Timeline ς four Days System generated timeline ς seven days approx. 

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

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

Timeline: 60 days Beneficiaries ςFarmer / Agriculture Labour 

About the Service/Scheme: A farmer/ labour who met with an accident during agricultural 

operations and has not taken benefit under any other scheme of the State/ 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 2.16 Injury / Death where no FSL report is required 
 Disposal of Applications [from 1 to 31 January 2023] 

  

Injury / Death where application 
submitted after 2 months of accident 

but no FSL report is required 
 [from 1 to 31 January 2023]    

Injury / Death where application 
submitted within 2 months of accident 

but no FSL report is required 
 [from 1 to 31 January 2023]    

  

Based on the 
{ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ 

Based on the 
Notified 60 days 

Timeline   

Based on the 
{ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ 

Based on the 
Notified 60 days 

Timeline   

Row Labels Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

Application Rejected 1 13 2 12 14 4 34 7 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 Hold                     

% age out 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 Response                     

% age out of Total 
Application                     
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Injury / Death where application 
submitted after 2 months of accident 

but no FSL report is required 
 [from 1 to 31 January 2023]    

Injury / Death where application 
submitted within 2 months of accident 

but no FSL report is required 
 [from 1 to 31 January 2023]    

  

Based on the 
{ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ 

Based on the 
Notified 60 days 

Timeline   

Based on the 
{ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ 

Based on the 
Notified 60 days 

Timeline   

Row Labels Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

% 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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 60-day 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 

53.85 per cent, compared to a 40.00 per cent rejection 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 timeframe. Notably, the 

percentage of 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 that, in 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 application 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 

completion percentages as per the officially notified 60-day timeline, it is evident that the 

percentage of services completed within the notified timeline is lower than the percentage 

of services completed within the timeline as per the system's generated "RTS date." See 

Screenshot 6 Notified Timeline ς 60 Days System generated timeline ς 120 days approx. See 

Screenshot 7 Notified Timeline ς 60 Days System generated timeline ς 70 days approx. 

Name Of Department: Health Services Department 
Name of Service/Scheme: Application for Issuance of Birth/Death/Non-Availability 
Certificate (NAC) 

Timeline: 30 days Beneficiaries ς Any Citizen 
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About the Service/Scheme: If the record of Birth/ Death is not registered, citizens are 

required to have a Non-Availability Certificate. 

Table 2.17 Application For Issuance of Birth/Death/Non-Availability Certificate (NAC) 

Disposal of Applications [from 1 to 31 January 2023] 
  Based on the {ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ Based on the Notified 30 days 

Timeline 
  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 300 3320 916 2704 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 Total Application           

% 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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 30-day 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, 92.39 per cent of services were completed 

with the delivery of the NAC certificate, and that, too, in the majority, were within the notified 

RTS timeline of 30 days (83.32 per cent). On the other hand, ǘƘŜ ǎȅǎǘŜƳǎΩ ƎŜƴŜǊŀǘŜŘ άRTS 

dateέ, the percentage of applications completed within the timeline by issuing certificates 

was 96.16 per cent. 

¢ƘŜ ƴƻǘƛŦƛŜŘ ǘƛƳŜƭƛƴŜ ŦƻǊ ŘŜƭƛǾŜǊƛƴƎ ǘƘƛǎ ǎŜǊǾƛŎŜ ƛǎ ол ŘŀȅǎΦ {ǘƛƭƭΣ ǘƘŜ ǎȅǎǘŜƳǎΩ ƎŜƴŜǊŀǘŜŘ w¢{ 

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

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 Screenshot 8 Notified Timeline ς 30 Days System generated timeline ς 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 Beneficiaries ς Any Citizen 

About the Service/Scheme: Lǘ ƛǎ ǘƻ ƛƴŎƭǳŘŜ ǘƘŜ ŎƘƛƭŘΩǎ ƴŀƳŜ ƛƴ ǘƘŜ ōƛǊǘƘ ǊŜŎƻǊŘΦ  
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Table 2.18 Application for Inclusion of Child Name in Birth Record 

Disposal of Applications [from 1 to 31 January 2023] 
  Based on the {ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ Based on the Notified 30 days 

Timeline 
  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 60 2263 409 1914 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 of Total 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: The ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ Ŏƻƭǳmns 
show the status as per the 30-day timeline notified. 

Inferences: This service is another high-volume one, as 31,659 applications were disposed of 

in January 2023. Remarkably, the proportion of rejected applications was quite low. An 

overwhelming 91.03 per cent of the applications were successfully completed, including the 

child's name and the certificate issuance. 

The officially notified 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 delay of 13 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 the 30-day officially notified RTS timeline, the 

percentages of applications disposed of within the timeline were 97.73 per cent and 80.93 

per cent, respectively. See Screenshot 9 Notified Timeline ς 30 Days System generated 

timeline ς 45 days approx. 

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

Timeline: 30 days Beneficiaries ς Registered Societies 

About the Service/Scheme: Every society has to file an annual return containing the list of 

members duly certified by the President and the Secretary. A list of the members of the 

Collegium duly certified by the President and the Secretary, along with the list of electoral 
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colleges. Also, a list of the office-bearers and their names, addresses, and occupations. An 

annual report on the working of the society by the Governing Body duly certified by the 

President and Secretary. A copy of each balance sheet, receipt expenditure statement and 

ǘƘŜ ŀǳŘƛǘƻǊΩǎ ǊŜǇƻǊǘ Řǳƭȅ ŎŜǊǘƛŦƛŜŘ ōȅ ǘƘŜ ŀǳŘƛǘƻǊΦ ! ŎƻǇȅ ƻŦ ǘƘŜ ǎǇŜŎƛŀƭ ǊŜǎƻƭǳǘƛƻƴΣ ŀǎ ŀƴŘ ǿƘŜƴ 

passed. 

Table 2.19 Filing of mandatory annual returns u/s 50(1) of the Haryana Registration and 
Regulation of Societies Act, 2012 (Act 1 of 2012) 

Disposal of Applications [from 1 to 31 January 2023] 
  Based on the {ȅǎǘŜƳΩǎ w¢{ ŘŀǘŜ Based on the Notified 30 days 

Timeline 
  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 8 100 73 35 108 

% 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 of Total 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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 30-day timeline notified. 

Inferences: This service is relevant for societies registered under the Haryana Registration 

and Regulation of Societies Act,2012. As per the Act, Societies must file specified returns 

annually under section 50(1). This service is generally availed through an agent such as an 

accountant or other person handling the management of the society. The rejection 

percentage was 25.0 per cent, and 75.0 per cent of 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 127 days to 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. 

When considering the 30-day timeline, the percentage of applications completed within that 

timeframe was 68.06 per cent. In contrast, when using the system's RTS date, the percentage 

of applications completed within the timeline was significantly higher at 94.21 per cent. See 

Screenshot 10 Notified Timeline ς 30 Days System generated timeline ς 45 days approx. 
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Name Of Department: Police Department 
Name of Service/Scheme: Character Certificate 

Timeline: 21 days Beneficiaries ς Any Citizen 

About the Service/Scheme: A character certificate is a document that certifies an ƛƴŘƛǾƛŘǳŀƭΩǎ 

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

often require character certificates of a recruit. 

Table 2.20 Character Certificate 
Disposal of Applications [from 1 to 31 January 2023] 

  .ŀǎŜŘ ƻƴ ǘƘŜ {ȅǎǘŜƳΩǎ RTS date Based on the Notified 21 Days 
Timeline 

  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

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 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) 

Note: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 21-day timeline notified. 

Inferences: This service stands out as an efficiently delivered high-volume service. In January 

2023 alone, an impressive 33,067 applications for character certificates were completed. 

Remarkably, 100 per cent of these applications were processed without any rejections. 

The officially notified timeline for the police department to issue a Character Certificate is 21 

days. However, the system often generates an RTS (Right to Service) date that extends from 

29 to 91 days after the date of application. One 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 97.35 per cent of applications were completed 

within the timeline. Even when considering the officially specified 21-day RTS timeline, a 

substantial 92.32 per cent of the completed applications were still completed within the 

expected timeframe. See Screenshot 11 Notified Timeline ς 21 Days System generated 

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

Timeline: 7 days Beneficiaries ς Any Citizen 
Name Of Department: Uttar Haryana Bijli Vitran Nigam 
Name of Service/Scheme: Billing Complaints 

Timeline: 7 days Beneficiaries ς Any Citizen 

About the Service/Scheme: This service pertains to power 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 2.21 Billing Complaints 
Disposal of Applications [from 1 to 31 January 2023] 

  

Dakshin Haryana Bijli Vitran Nigam (DHBVN): 
Billing Complaints 

 [from 1 to 31 January 2023]  

Uttar Haryana Bijli Vitran Nigam (UHBVN): Billing 
Complaints 

 [from 1 to 31 January 2023]  

  Based on the 
{ȅǎǘŜƳΩǎ RTS date 

Based on the 
Notified 7 Days 

Timeline 

  Based on the 
{ȅǎǘŜƳΩǎ RTS date 

Based on the 
Notified 7 Days 

Timeline 

  

Row Labels Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

Application Rejected             153 11 142 153 

% age out of Total 
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 Hold                     

% 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) (1.77) (98.23) (19.97) (80.03) (100.00) 

Waiting for Citizen Response                     

% 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) (1.73) (98.27) (19.70) (80.30) (100.00) 

Note: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 7-day timeline notified. 

Inferences: DHBVN successfully resolved all billing-related complaints from citizens without 

any rejections. In contrast, UHBVN resolved most complaints by rectifying the bills, but there 

were some rejections also. 

For DHBVN, the system's generated RTS (Right to Service) dates were set within a range of 

nine to 12 days after the date of application. In the case of UHBVN, the RTS dates established 

by the system are extended from nine to 65 days after the application date. Notably, in the 

DHBVN report, there was one instance 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 percentage of applications completed within that timeframe was lower than the 

percentage of applications completed within the timeline based on the system's generated 

RTS date. See Screenshot 12 Notified Timeline ς 7 Days System generated timeline ς 10 days 

approx. See Screenshot 13 Notified Timeline ς 7 Days System generated timeline ς 12 days 

approx. 

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

Timeline: 7 days Beneficiaries ς Any Citizen 
Name Of Department: Uttar Haryana Bijli Vitran Nigam 
Name of Service/Scheme: Meter Complaint [Replace slow/fast/meters/Creeping or stuck 
meters] 

Timeline: 7 days Beneficiaries ς Any Citizen 

About the Service/Scheme: This service pertains to electricity meters. Citizens can lodge 

ŎƻƳǇƭŀƛƴǘǎ ǿƛǘƘ ǘƘŜ ǇƻǿŜǊ ŘƛǎǘǊƛōǳǘƛƻƴ ŎƻƳǇŀƴȅΩǎ ƻŦŦƛŎŜ ƛŦ ǘƘŜ ƳŜǘŜǊ ƛǎ ǎƭƻǿΣ ŦŀǎǘΣ ŎǊŜŜǇƛƴƎΣ 

or stuck. 

Table 2.22 Meter Complaint ς Replace Slow/Fast/Meters/Creeping or Stuck Meters 
Disposal of Applications [from 1 to 31 January 2023] 

  

Dakshin Haryana Bijli Vitran Nigam: Meter 
Complaint ς Replace slow/fast/meters/Creeping 

or stuck meters 
 [from 1 to 31 January 2023]  

Uttar Haryana Bijli Vitran Nigam: Meter Complaint 
ς Replace slow/fast/meters/Creeping or stuck 

meters 
 [from 1 to 31 January 2023]  

  Based on the 
{ȅǎǘŜƳΩǎ RTS date 

Based on the 
Notified 7 Days 

Timeline 

  Based on the 
{ȅǎǘŜƳΩǎ RTS date 

Based on the 
Notified 7 Days 

Timeline 

  

Row Labels Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

Application Rejected             34 4 30 34 

% 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 Hold                     

% age out of Total 
Application                     

% age out of Row Total                      

Service Completed 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 
Complaint ς Replace slow/fast/meters/Creeping 

or stuck meters 
 [from 1 to 31 January 2023]  

Uttar Haryana Bijli Vitran Nigam: Meter Complaint 
ς Replace slow/fast/meters/Creeping or stuck 

meters 
 [from 1 to 31 January 2023]  

  Based on the 
{ȅǎǘŜƳΩǎ RTS date 

Based on the 
Notified 7 Days 

Timeline 

  Based on the 
{ȅǎǘŜƳΩǎ RTS date 

Based on the 
Notified 7 Days 

Timeline 

  

Row Labels Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Outside 
RTS 

Timeline 

Within 
RTS 

Timeline 

Grand 
Total 

% 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 the ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ ŎƻƭǳƳƴǎ 
show the status as per the 7-day timeline notified. 

Inferences: Like billing complaints, DHBVN addressed all complaints related to meter 

issues, including slow, fast, creeping, 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 were also some rejections. 

For DHBVN, the system's generated RTS (Right to Service) dates were typically set 

within a range of nine to 12 days from the date of application. In the case of UHBVN, 

the system set RTS dates ranging from nine to 46 days after the application date. 

Notably, in the DHBVN report, one application took 75 days to complete; similarly, in 

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

Both DHBVN and UHBVN completed most of the applications within the RTS timeline. 

However, when considering strict adherence to the notified RTS timeline of seven 

days, the percentage of applications completed within that timeframe was lower than 

that of applications completed within the timeline based on the system's generated 

RTS date. See Screenshot 14 Notified Timeline ς Within seven days of being established on 

checking System generated timeline ς 10 days approx. See Screenshot 15 Notified Timeline 

ς Within seven days of being established on checking System generated timeline ς 10 days 

approx. 

Name Of Department: Public Health and Engineering  
Name of Service/Scheme: Water Leakage/OverFlow Pipes 

Timeline: 7 days Beneficiaries ς Any Citizen 
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About the Service/Scheme: This service pertains to water leakage and overflowing water 

supply pipes governed by the Department of Public Health and Engineering. Citizens can lodge 

complaints for the necessary replacement and repair. 

Table 2.23 Water Leakage/ Over Flow Pipes 
Disposal of Applications [from 1 to 31 January 2023] 

  .ŀǎŜŘ ƻƴ ǘƘŜ {ȅǎǘŜƳΩǎ RTS 
date 

Based on the Notified 7 Days 
Timeline 

  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

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 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) 

Note: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 7-day timeline notified. 

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

completed without a single rejection. 

¢ƘŜ ǎȅǎǘŜƳΩǎ ƎŜƴŜǊŀǘŜŘ w¢{ ŘŀǘŜǎ ŦƻǊ ŘƛŦŦŜǊŜƴǘ ŀǇǇƭƛŎŀǘƛƻƴǎ ǿŜǊŜ ǎŜǘ ŀŦǘŜǊ ŀ ƳƛƴƛƳǳƳ ƻŦ nine 

to a maximum of 12 days from the date of application. One such application, which took 42 

days to complete,  

Adherence to the systemΩǎ ƎŜƴŜǊŀǘŜŘ w¢{ ŘŀǘŜ ǿŀǎ ƛƴ ǘƘe case of 92.73 per cent of 

applications by completing applications before or on that date. However, the seven-day 

notified timeline to deliver service was adhered to in the case of 74.07 per cent of 

applications. See Screenshot 16 Notified Timeline ï Seven Days System generated timeline 

ï 10-11 days approx.  

Name Of Department: Revenue & Disaster Management Department 
Name of Service/Scheme: Resident Certificate 

Timeline: 7 days Beneficiaries ς Any Citizen 

About the Service/Scheme: Haryana Residence/ Domicile Certificates are issued to residents 

born in Haryana or living for 15 years. This certificate is used for education and employment 

purposes. 
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Table 2.24 Resident Certificate 
Disposal of Applications [from 1 to 31 January 2023] 

  .ŀǎŜŘ ƻƴ ǘƘŜ {ȅǎǘŜƳΩǎ RTS 
date 

Based on the Notified 7 Days 
Timeline 

  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 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 3 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 Total Application (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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 7-day timeline notified. 

Inferences: A high volume service and 73,231 were completed in January 2023. Applications 

completed by issuing certificates were 89.18 per cent of the total completed. Some 

applications were rejected, and on others, objections were raised and put on hold. A few 

applications were cancelled, and ŎƛǘƛȊŜƴǎΩ ǊŜǎǇƻƴǎŜǎ ǿŜǊŜ ŀǿŀƛǘŜŘ ƛƴ ŀ ŦŜǿ ŀǇǇƭƛŎŀǘƛƻƴǎ.  

Despite the 7-day timeline mandate, the RTS dates generated by the system were a minimum 

of nine days after the application date and a maximum of 135 days after the application date. 

One such application was completed in 192 days by the department. However, 98.35 per cent 

ƻŦ ǘƘŜ ŀǇǇƭƛŎŀǘƛƻƴǎ ǿŜǊŜ ŎƻƳǇƭŜǘŜŘ ǿƛǘƘ ǘƘŜ ǘƛƳŜƭƛƴŜ ŀŘƘŜǊƛƴƎ ǘƻ ǘƘŜ ǎȅǎǘŜƳǎΩ w¢{ ŘŀǘŜΦ See 

Screenshot 17 Notified Timeline ï 7 Days System generated timeline ï 10-11 days approx. 

 

Name Of Department: Revenue & Disaster Management Department 
Name of Service/Scheme: Income Certificate (for Education Purpose) 

Timeline: 15 days Beneficiaries ς Any Citizen 

About the Service/Scheme: Income 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 families having 

income below level as mentioned in a specific scheme.  
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Table 2.25 Income Certificate (for Education Purpose) 
Disposal of Applications [from 1 to 31 January 2023] 

  .ŀǎŜŘ ƻƴ ǘƘŜ {ȅǎǘŜƳΩǎ RTS date Based on the Notified 15 Days 
Timeline 

  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 72 1 72 1 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 first two columns of the ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ ŎƻƭǳƳƴǎ 
show the status as per the 7-day timeline notified 

Inferences: !ƳƻƴƎ ǘƘŜ ǎŜƭŜŎǘŜŘ ǎŜǊǾƛŎŜǎκǎŎƘŜƳŜǎΣ άLƴŎƻƳŜ /ŜǊǘƛŦƛŎŀǘŜ όŦƻǊ ŜŘǳŎŀǘƛƻƴ 

tǳǊǇƻǎŜύέ ƛǎ ǘƘŜ most availed as 1,14,285 applications were completed only in one month, 

that is, January of 2023. About 100 per cent of the applications were completed by delivering 

the required certificates, but a few were rejected.  

Though the notified timeline to issue income 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 was much beyond that, as one such application was completed in 231 days 

by the department. See Screenshot 18 Notified Timeline ï 15 Days System generated 

timeline ï 20 days approx. 

 

Name Of Department: Social Justice and Empowerment 
Name of Service/Scheme: Old Age Samman Allowance 

Timeline: 60 days Beneficiaries ς Older people (any caste, any gender) 

About the Service/Scheme: The old Age Samman Allowance scheme provides Social Security 

to older persons who cannot sustain themselves with their own resources. 
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Table 2.26 Old Age Samman Allowance 
Disposal of Applications [from 1 to 31 January 2023] 

  .ŀǎŜŘ ƻƴ ǘƘŜ {ȅǎǘŜƳΩǎ RTS 
date 

Based on the Notified 60 Days 
Timeline 

  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 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) 

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 the ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ ŎƻƭǳƳƴǎ 
show the status as per the 60-day timeline notified. 

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

The notified timeline to complete 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 

applications were completeŘ ŀŦǘŜǊ Řŀȅǎ ǇŀǎǎŜŘ ǘƘŜ ǎȅǎǘŜƳǎΩ ƎŜƴŜǊŀǘŜŘ w¢{ ŘŀǘŜǎΤ ƻƴŜ ǎǳŎƘ 

application was completed after 151 days from the date of application. The percentage of 

ŀǇǇƭƛŎŀǘƛƻƴǎ ŎƻƳǇƭŜǘŜŘ ǿƛǘƘ ǊŜƧŜŎǘƛƻƴ ǿƛǘƘƛƴ ǘƘŜ ǘƛƳŜƭƛƴŜ ŀŘƘŜǊƛƴƎ ǘƻ ǘƘŜ ǎȅǎǘŜƳΩǎ ƎŜƴŜǊŀǘŜŘ 

timeline and notified RTS timeline was 88.89 and 77.78, which are quite high. See Screenshot 

19 Notified Timeline ï 60 Days System generated timeline ï 90 days approx. 

 
Name Of Department: Transport Department 
Name of Service/Scheme: Registration of Non-Transport Vehicles through Dealer-RLA 

Timeline: 18 days Beneficiaries ς Any Citizen 

About the Service/Scheme: The non-transport vehicle sold by any motor vehicle dealer in the 

state of Haryana to any resident of Haryana, which is approved and fully body built 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. 

¢Ƙƛǎ ǎŜǊǾƛŎŜ ƛǎ ŀǇǇƭƛŜŘ ŀǘ ǘƘŜ ŘŜŀƭŜǊΩǎ ŜƴŘ ƻƴ ōŜƘŀƭŦ ƻŦ ǘƘŜ ǾŜƘƛŎƭŜΩǎ ǇǳǊŎƘŀǎŜǊΦ 
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Table 2.27 Registration of Non-Transport Vehicles through Dealer-RLA 
Disposal of Applications [from 1 to 31 January 2023] 

  .ŀǎŜŘ ƻƴ ǘƘŜ {ȅǎǘŜƳΩǎ RTS date Based on the Notified 18 Days 
Timeline 

  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

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 Total Application (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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 18-day timeline notified. 

Inferences: Registration of non-transport vehicles is a high-volume service. Fifty-one 

thousand seven hundred eighty-seven (51,787) were completed in January 2023. Applications 

completed by issuing registration numbers were 97.67 per cent of the total completed. Some 

applications were cancelled/rejected. A few applications were kept on hold as the 

ŘŜǇŀǊǘƳŜƴǘ ǿŀǎ ǿŀƛǘƛƴƎ ŦƻǊ ŎƛǘƛȊŜƴǎΩ ǊŜǎǇƻƴǎŜǎ ƻƴ ǎƻƳŜ ǉǳŜǊȅ ƻǊ ǊŜǉǳƛǊŜƳŜƴǘΣ ŀƴŘ ǎƻƳŜ 

applications were kept on hold because of non-payment.  

Despite the notification of the 18-day timeline, the system-generated RTS dates were a 

minimum of 12 days (less than 18 days notified timeline) after the application date and a 

maximum of 203 days after the application date. Few applications were completed after days 

ǇŀǎǎŜŘ ǘƘŜ ǎȅǎǘŜƳǎΩ ƎŜƴŜǊŀǘŜŘ w¢{ ŘŀǘŜǎΤ ƻƴŜ such application was completed after 221 days 

from the date of application. The percentage of applications completed within the timeline 

ŀŘƘŜǊƛƴƎ ǘƻ ǘƘŜ ǎȅǎǘŜƳΩǎ ƎŜƴŜǊŀǘŜŘ w¢{ ŘŀǘŜ ŀƴŘ ƴƻǘƛŦƛŜŘ w¢{ ǘƛƳŜƭƛƴŜ ǿŀǎ флΦрр ŀƴŘ рмΦрлΦ 

See Screenshot 20 Notified Timeline ï 18 Days System generated timeline ï 20-30 days 

approx. 

 

Name Of Department: Urban Local Bodies 
Name of Service/Scheme: Change of Owner/Occupier in Property Tax Register (Except in 
death case) 

Timeline: 15 days Beneficiaries ς Any Citizen 
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About the Service/Scheme: The 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 2.28 Change of Owner/Occupier in Property Tax Register (Except in death case) 

[from 1 to 31 January 2023] 
  .ŀǎŜŘ ƻƴ ǘƘŜ {ȅǎǘŜƳΩǎ RTS date Based on the Notified 15 Days 

Timeline 
  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application Rejected 3106 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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 15-day timeline notified. 

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

service. In January 2023, 33738 applications requesting this service were completed. The 

rejection percentage was 34.63, and the percentage of applications completed by changing 

the name of owner/occupier was 65.30 per cent of the total completed applications. A few 

ŀǇǇƭƛŎŀǘƛƻƴǎ ǿŜǊŜ ƪŜǇǘ ƻƴ ƘƻƭŘ ŀǎ ǘƘŜ ŘŜǇŀǊǘƳŜƴǘ ŀǿŀƛǘŜŘ ŎƛǘƛȊŜƴǎΩ ǊŜǎǇƻƴǎŜǎ ǘƻ ǉǳŜǊƛŜǎ ƻǊ 

requirements.  

The notified timeline is 15 days for the change of owner/occupier in the property register. 

However, the system generated the RTS dates even after 228 days from the application date. 

One application was completed after 218 days from the date of application. The percentage 

ƻŦ ŀǇǇƭƛŎŀǘƛƻƴǎ ŎƻƳǇƭŜǘŜŘ ǿƛǘƘƛƴ ǘƘŜ ǘƛƳŜƭƛƴŜ ŀŘƘŜǊƛƴƎ ǘƻ ǘƘŜ ǎȅǎǘŜƳΩǎ ƎŜƴŜǊŀǘŜŘ w¢{ ŘŀǘŜ 

and notified RTS timeline was 78.86 and 54.62. See Screenshot 21 Notified Timeline ï 15 

Days System generated timeline ï 20-30 days approx. 

Name Of Department: Welfare Of SCs And BCs 
Name of Service/Scheme: Dr. Ambedkar Medhavi Chattar Yojna 

Timeline: 45 days Beneficiaries ς Scheduled castes, Backward Classes, DNTs, Nomadic, Semi 
Nomadic, Vimukt Jati and Tapriwas Jatis 

About the Service/Scheme: The scheme Dr. Ambedkar Medhavi Chhatar Sanshodhit Yojna is 

being implemented to encourage the spirit of competition among the students of Scheduled 
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castes, Backward Classes, DNTs, Nomadic, Semi-Nomadic, Vimukt Jati and Tapriwas Jatis. 

Under the scheme, meritorious students are encouraged with financial assistance to progress 

and achieve new heights. 

Table 2.29 Dr. Ambedkar Medhavi Chattar Yojna 
Disposal of Applications [from 1 to 31 January 2023] 

  Based on the System's RTS date Based on the Notified 45 Days 
Timeline 

  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

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 of Total 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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ ŎƻƭǳƳƴǎ 
show the status as per the 45-day timeline notified. 

 
Inferences: This scholarship is a high-volume scheme. In January 2023, 35,499 applications 

for scholarships under this scheme were completed. The rejection percentage was 20.46, and 

the percentage of applications completed by issuing scholarships was 79.24 per cent of the 

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

the code of conduct, and in some, citƛȊŜƴǎΩ ǊŜǎǇƻƴǎŜǎ ǘƻ ǉǳŜǊƛŜǎ ƻǊ ǊŜǉǳƛǊŜƳŜƴǘǎ ƻŦ ǘƘŜ 

department were awaited.  

The 45 days is the notified timeline for this scheme; however, the RTS dates mentioned in the 

report were much more than the 45 days. The minimum number of days allotted to complete 

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. The percentage of applications 

ŎƻƳǇƭŜǘŜŘ ǿƛǘƘƛƴ ǘƘŜ ǘƛƳŜƭƛƴŜ ŀŘƘŜǊƛƴƎ ǘƻ ǘƘŜ ǎȅǎǘŜƳΩǎ ƎŜƴŜǊŀǘŜŘ w¢{ ŘŀǘŜ ŀnd notified RTS 

timeline was 84.40 and 61.02. See Screenshot 22 Notified Timeline ï 45 Days System 

generated timeline ï 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 Beneficiaries ς Female (Reserved Castes) 

About the Service/Scheme: This scheme is being implemented to honour the girl child and to 

ensure that the girls from low-income families and daughters of widows/destitute women, 

sportswomen and orphan girl children are married gracefully. 

Table 2.30 Mukhya Mantri Vivah Shagun Yojna 
Disposal of Applications [from 1 to 31 December 2022] * 

  Based on the System's RTS date Based on the Notified 30 Days 
Timeline 

  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application hold due to Code of Conduct          

% 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 Total Application      

% 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 first two ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ ŎƻƭǳƳƴǎ 
show the status as per the 30-day timeline notified. 

Inferences: In the report for January 2023, there were no records available. Therefore, a report 

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 RTS (Right to Service) dates mentioned in the report exceeded the 30-day 

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 within the timeline. See Screenshot 23 Notified Timeline ς 30 Days System 

generated timeline ς 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 ς Female girl child (Any Caste) 

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

which a sum of Rs 21,000 is invested with Life Insurance Corporation LIC in the name of the 

first Girl child of SC/BPL family and the second child of a family belonging to any caste. 

Table 2.31 Aapki Beti Hamari Beti 
Disposal of Applications [from 1 to 31 January 2023] 

  Based on the System's RTS date Based on the Notified 30 Days 
Timeline 

  

Row Labels Outside RTS 
Timeline 

Within RTS 
Timeline 

Outside RTS 
Timeline 

Within RTS 
Timeline 

Grand Total 

Application pending with LIC   4071 40 4031 4071 

% age out of Total Application  (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: ¢ƘŜ ŦƛǊǎǘ ǘǿƻ ŎƻƭǳƳƴǎ ƻŦ ǘƘŜ ŀōƻǾŜ ǘŀōƭŜ ǎƘƻǿ ǘƘŜ ǎŜǊǾƛŎŜǎΩ ŎƻƳǇƭŜǘƛƻƴ ǎǘŀǘǳǎ ŀǎ ǇŜǊ ǘƘŜ ǎȅǎǘŜƳΩǎ w¢{ ŘŀǘŜΣ ŀƴŘ ǘƘŜ ƴŜȄǘ ǘǿƻ columns 
show the status as per the 30-day timeline notified. 

Inferences: In January 2023, 4,121 applications for the ά!ŀǇƪƛ .Ŝǘƛ IŀƳŀǊƛ .Ŝǘƛέ ǎŎƘŜƳŜ were 

completed. There was a negligible percentage of rejected applications. The percentage of 

applications completed from the department side but pending 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. One application was completed after 198 days from the date of application. The 

percentageǎ ƻŦ ŀǇǇƭƛŎŀǘƛƻƴǎ ŎƻƳǇƭŜǘŜŘ ǿƛǘƘƛƴ ǘƘŜ ǘƛƳŜƭƛƴŜ ŀŘƘŜǊƛƴƎ ǘƻ ǘƘŜ ǎȅǎǘŜƳΩǎ 

generated RTS date and notified RTS timeline were 100 and 99.01. See Screenshot 24 Notified 

Timeline ï 30 Days System generated timeline ï 45 days approx. 

SERVICES-WISE APPLICATIONS COMPLETED AND APPLICATIONS REJECTED [SELECTED 
SERVICES/SCHEMES] 
Service Completed Out of Total Application Disposed 
The following four services achieved a perfect completion rate, meaning service was delivered 

for each application disposed of. 
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Table 2.32 List of services for which 100 per cent of applications were 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 Vitran Nigam: Meter Complaint ς Replace slow/fast/meters/Creeping or 
stuck meters 

(100.00) 

Water Leakage/ Over Flow Pipes (100.00) 

The following is a list of four services where the percentage of completed services out of the 

total number of disposed of applications was below 50 percent. 

Table 2.33 List of services for which less than 50 per cent of applications were completed 
with service delivery 

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

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

(46.15) 

Kanyadaan Scheme [from 1 to 31 January 2023] (39.64) 

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

Old Age Samman Allowance [from 1 to 31 January 2023] (0.00) 

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

Table 2.34 List of services for which the percentage of applications completed with service 
delivery was more than 50 per cent and less than 100 per cent 

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

Income Certificate (for Education Purpose) [from 1 to 31 January 2023]  (99.94) 

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

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

Registration of Non-Transport Vehicles through Dealer-RLA [from 1 to 31 January 2023]  (97.67) 

Uttar Haryana Bijli Vitran Nigam: Meter Complaint ς Replace slow/fast/meters/Creeping or stuck 
meters [from 1 to 31 January 2023]  (96.62) 

Application For Issuance of Birth/Death/Non Availability Certificate (NAC) [from 1 to 31 January 
2023]  (92.39) 

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

Resident Certificate [from 1 to 31 January 2023]  (89.18) 

Mukhya Mantri Vivah Shagun Yojna [from 1 to 31 December 2022] * (83.33) 

Re-Allotment Letter [from 1 to 31 January 2023]  (81.57) 

Financial Assistance in marriage of women workers or daughters of workers [from 1 to 31 January 
2023]  (79.51) 

Dr. Ambedkar Medhavi Chattar Yojna [from 1 to 31 January 2023]  (79.24) 

Filing of mandatory annual returns u/s 50(1) of the Haryana Registration and Regulation of 
Societies Act, 2012 (Act 1 of 2012) [from 1 to 31 January 2023]  (75.00) 

Change of Owner/Occupier in Property Tax Register (Except in death case) [from 1 to 31 January 
2023]  (65.30) 

Injury / Death where application submitted within 2 months of accident but no FSL report 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 % AGE OF SERVICES COMPLETED WITH DELIVERY OF SERVICE OUT OF TOTAL 
COMPLETED APPLICATION IN ONE MONTH 

 

Application Rejected or Cancelled Out of Total Application Completed 

Following is the list of services for which the percentage of applications rejected out of the 

total applications disposed of was high, as 50 per cent or more were disposed of with 

rejection.  

Table 2.35 List of services for which the percentage of applications completed with 
rejection was more than 50 per cent 

Name of Service  %age of applications rejected 
out of the total applications 
completed  

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

(53.85) 

Kanyadaan Scheme [from 1 to 31 January 2023]  (60.05) 

Financial Assistance for Education of children of registered worker [from 1 to 31 January 2023]  (69.97) 

Old Age Samman Allowance [from 1 to 31 January 2023]  (100.00) 

(0.00)

(29.89)

(39.64)

(46.15)

(59.09)

(60.00)

(65.30)

(75.00)

(79.24)

(79.51)

(81.57)

(83.33)

(89.18)

(91.03)

(92.39)

(96.62)

(97.67)

(97.93)

(98.79)

(99.94)

(100.00)

(100.00)

(100.00)

(100.00)

(0.00) (20.00) (40.00) (60.00) (80.00) (100.00) (120.00)

Old Age Samman Allowance  [from 1 to 31 January 2023]

CƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ŦƻǊ 9ŘǳŎŀǘƛƻƴ ƻŦ ŎƘƛƭŘǊŜƴ ƻŦ ǊŜƎƛǎǘŜǊŜŘ ǿƻǊƪŜǊΧ

Kanyadaan Scheme [from 1 to 31 January 2023]

LƴƧǳǊȅ κ 5ŜŀǘƘ ǿƘŜǊŜ ŀǇǇƭƛŎŀǘƛƻƴ ǎǳōƳƛǘǘŜŘ ŀŦǘŜǊ н ƳƻƴǘƘǎ ƻŦΧ

hŎŎǳǇŀƴŎȅ /ŜǊǘƛŦƛŎŀǘŜκ/ƻƳǇƭŜǘƛƻƴ /ŜǊǘƛŦƛŎŀǘŜ ώŦǊƻƳ м ǘƻ ом WŀƴǳŀǊȅΧ

LƴƧǳǊȅ κ 5ŜŀǘƘ ǿƘŜǊŜ ŀǇǇƭƛŎŀǘƛƻƴ ǎǳōƳƛǘǘŜŘ ǿƛǘƘƛƴ н ƳƻƴǘƘǎ ƻŦΧ

/ƘŀƴƎŜ ƻŦ hǿƴŜǊκhŎŎǳǇƛŜǊ ƛƴ tǊƻǇŜǊǘȅ ¢ŀȄ wŜƎƛǎǘŜǊ ό9ȄŎŜǇǘ ƛƴ ŘŜŀǘƘΧ

CƛƭƛƴƎ ƻŦ ƳŀƴŘŀǘƻǊȅ ŀƴƴǳŀƭ ǊŜǘǳǊƴǎ ǳκǎ рлόмύ ƻŦ ǘƘŜ IŀǊȅŀƴŀΧ

Dr. Ambedkar Medhavi Chattar Yojna  [from 1 to 31 January 2023]

CƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ƛƴ ƳŀǊǊƛŀƎŜ ƻŦ ǿƻƳŜƴ ǿƻǊƪŜǊ ƻǊ ŘŀǳƎƘǘŜǊǎ ƻŦΧ

Re-Allotment Letter  [from 1 to 31 January 2023]

Mukhya Mantri Vivah Shagun Yojna  [from 1 to 31 December 2022] *

Resident Certificate  [from 1 to 31 January 2023]

!ǇǇƭƛŎŀǘƛƻƴ ŦƻǊ LƴŎƭǳǎƛƻƴ ƻŦ /ƘƛƭŘ bŀƳŜ ƛƴ .ƛǊǘƘ wŜŎƻǊŘ  ώŦǊƻƳ м ǘƻ омΧ

!ǇǇƭƛŎŀǘƛƻƴ CƻǊ LǎǎǳŀƴŎŜ ƻŦ .ƛǊǘƘκ5ŜŀǘƘκbƻƴ !Ǿŀƛƭŀōƛƭƛǘȅ /ŜǊǘƛŦƛŎŀǘŜΧ

Uttar Haryana Bijli Vitran Nigam: Meter Complaint ςReplace Χ

wŜƎƛǎǘǊŀǘƛƻƴ ƻŦ bƻƴπ¢ǊŀƴǎǇƻǊǘ ±ŜƘƛŎƭŜǎ ǘƘǊƻǳƎƘ 5ŜŀƭŜǊπw[!  ώŦǊƻƳ мΧ

¦ǘǘŀǊ IŀǊȅŀƴŀ .ƛƧƭƛ ±ƛǘǊŀƴ bƛƎŀƳΥ .ƛƭƭƛƴƎ /ƻƳǇƭŀƛƴǘǎ  ώŦǊƻƳ м ǘƻ омΧ

Aapki Beti Hamari Beti  [from 1 to 31 January 2023]

Income Certificate (for Education Purpose)  [from 1 to 31 January 2023]

Character Certificate [from 1 to 31 January 2023]

5ŀƪǎƘƛƴ IŀǊȅŀƴŀ .ƛƧƭƛ ±ƛǘǊŀƴ bƛƎŀƳΥ .ƛƭƭƛƴƎ /ƻƳǇƭŀƛƴǘǎ  ώŦǊƻƳ м ǘƻ омΧ

Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ςReplace Χ

Water Leakage/ Over Flow Pipes  [from 1 to 31 January 2023]
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Services for which the rejection percentage was significant (equal to 25 and less than 50 per 

cent) are listed below. 

Table 2.36 List of services for which the percentage of applications completed 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 2012) [from 1 to 31 January 2023]  (25.00) 

Change of Owner/Occupier in Property Tax Register (Except in death case) [from 1 to 31 January 
2023]  

(34.63) 

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

(40.00) 

Occupancy Certificate/Completion Certificate [from 1 to 31 January 2023]  (40.91) 

Services with moderate rejection percentages equal to more than ten and less than 25 are as 

follows. 

Table 2.37 List of services for which the percentage of applications completed 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 Shagun Yojna [from 1 to 31 December 2022] * (16.67) 

Re-Allotment Letter [from 1 to 31 January 2023]  (18.43) 

Dr. Ambedkar Medhavi Chattar Yojna [from 1 to 31 January 2023]  (20.46) 

Following are the services with low rejection percentages of less than 10. 

Table 2.38 List of services for which the percentage of applications completed with 
rejection was less than 10 per cent 

Name of Service  %age of applications rejected 
out of the total applications 
completed 

Income Certificate (for Education Purpose) [from 1 to 31 January 2023]  (0.06) 

Aapki Beti Hamari Beti [from 1 to 31 January 2023] (0.44) 

Registration of Non-Transport Vehicles through Dealer-RLA [from 1 to 31 January 2023]  (1.85) 

Uttar Haryana Bijli Vitran Nigam: Billing Complaints [from 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 Complaint ς Replace slow/fast/meters/Creeping or 
stuck meters [from 1 to 31 January 2023]  (3.38) 

Resident Certificate [from 1 to 31 January 2023]  (5.87) 

Application For Issuance of Birth/Death/Non Availability Certificate (NAC) [from 1 to 31 January 
2023]  (5.88) 

Application for Inclusion of Child Name in Birth Record [from 1 to 31 January 2023]  (7.34) 

Services for which all applications were completed without any rejection are listed below. 

Table 2.39 List of services for which the percentage of applications completed 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 Vitran Nigam: Billing Complaints [from 1 to 31 January 2023]  (0.00) 

Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ς Replace slow/fast/meters/Creeping or 
stuck meters [from 1 to 31 January 2023]  (0.00) 

Water Leakage/OverFlow Pipes [from 1 to 31 January 2023]  (0.00) 
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Figure 2.2 % AGE OF APPLICATIONS REJECTED OR CANCELLED OUT OF TOTAL COMPLETED 
APPLICATION IN ONE MONTH 

 

APPLICATIONS COMPLETED OUTSIDE THE TIMELINE OUT OF THE TOTAL APPLICATIONS 
COMPLETED 

While distributing the άCƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ŦƻǊ ǘƘŜ 9ŘǳŎŀǘƛƻƴ ƻŦ /ƘƛƭŘǊŜƴ ƻŦ wŜƎƛǎǘŜǊŜŘ 

²ƻǊƪŜǊǎέ ǎŎƘŜƳŜ, the lowest adherence to the System's Generated Timeline was observed, 

as 71.55 per cent of the completed applications fell outside the specified timeline. 

However, assessing adherence to the notified timeline, following four services/schemes listed 

in the table below, the percentage of applications completed outside the RTS notified timeline 

was more than 50 per cent of the total applications disposed of. 

Table 2.40 Four Services/Schemes with Significant Percentages of Applications Completion 
Outside Timeline 

 Services/Schemes [from 1 to 31 January 2023] Based on the System's 
generated RTS date 

Based on the Notified 
Timeline 

Financial Assistance for the Education of children of registered Workers (71.55) (83.12) 

Re-Allotment Letter (44.48) (76.25) 

Occupancy Certificate/Completion Certificate (16.36) (90.00) 

Kanyadaan Scheme (6.93) (54.07) 

  

(0.00)

(0.00)

(0.00)

(0.00)

(0.06)

(0.44)

(1.85)

(2.07)

(2.46)

(3.38)

(5.87)

(5.88)

(7.34)

(16.67)

(18.43)

(20.46)

(25.00)

(34.63)

(40.00)

(40.91)

(53.85)

(60.05)

(69.97)

(100.00)

(0.00) (20.00)(40.00)(60.00)(80.00)(100.00)(120.00)

Character Certificate [from 1 to 31 January 2023]

5ŀƪǎƘƛƴ IŀǊȅŀƴŀ .ƛƧƭƛ ±ƛǘǊŀƴ bƛƎŀƳΥ .ƛƭƭƛƴƎ /ƻƳǇƭŀƛƴǘǎΧ

Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ςΧ

²ŀǘŜǊ [ŜŀƪŀƎŜκ hǾŜǊ Cƭƻǿ tƛǇŜǎ  ώŦǊƻƳ м ǘƻ ом WŀƴǳŀǊȅΧ

LƴŎƻƳŜ /ŜǊǘƛŦƛŎŀǘŜ όŦƻǊ 9ŘǳŎŀǘƛƻƴ tǳǊǇƻǎŜύ  ώŦǊƻƳ м ǘƻ омΧ

Aapki Beti Hamari Beti  [from 1 to 31 January 2023]

wŜƎƛǎǘǊŀǘƛƻƴ ƻŦ bƻƴπ¢ǊŀƴǎǇƻǊǘ ±ŜƘƛŎƭŜǎ ǘƘǊƻǳƎƘ 5ŜŀƭŜǊπΧ

¦ǘǘŀǊ IŀǊȅŀƴŀ .ƛƧƭƛ ±ƛǘǊŀƴ bƛƎŀƳΥ .ƛƭƭƛƴƎ /ƻƳǇƭŀƛƴǘǎ  ώŦǊƻƳΧ

CƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ƛƴ ƳŀǊǊƛŀƎŜ ƻŦ ǿƻƳŜƴ ǿƻǊƪŜǊ ƻǊΧ

Uttar Haryana Bijli Vitran Nigam: Meter Complaint ςΧ

Resident Certificate  [from 1 to 31 January 2023]

!ǇǇƭƛŎŀǘƛƻƴ CƻǊ LǎǎǳŀƴŎŜ ƻŦ .ƛǊǘƘκ5ŜŀǘƘκbƻƴ !ǾŀƛƭŀōƛƭƛǘȅΧ

!ǇǇƭƛŎŀǘƛƻƴ ŦƻǊ LƴŎƭǳǎƛƻƴ ƻŦ /ƘƛƭŘ bŀƳŜ ƛƴ .ƛǊǘƘ wŜŎƻǊŘΧ

aǳƪƘȅŀ aŀƴǘǊƛ ±ƛǾŀƘ {ƘŀƎǳƴ ¸ƻƧƴŀ  ώŦǊƻƳ м ǘƻ омΧ

Re-Allotment Letter  [from 1 to 31 January 2023]

5ǊΦ !ƳōŜŘƪŀǊ aŜŘƘŀǾƛ /ƘŀǘǘŀǊ ¸ƻƧƴŀ  ώŦǊƻƳ м ǘƻ омΧ

CƛƭƛƴƎ ƻŦ ƳŀƴŘŀǘƻǊȅ ŀƴƴǳŀƭ ǊŜǘǳǊƴǎ ǳκǎ рлόмύ ƻŦ ǘƘŜΧ

/ƘŀƴƎŜ ƻŦ hǿƴŜǊκhŎŎǳǇƛŜǊ ƛƴ tǊƻǇŜǊǘȅ ¢ŀȄ wŜƎƛǎǘŜǊΧ

LƴƧǳǊȅ κ 5ŜŀǘƘ ǿƘŜǊŜ ŀǇǇƭƛŎŀǘƛƻƴ ǎǳōƳƛǘǘŜŘ ǿƛǘƘƛƴ нΧ

hŎŎǳǇŀƴŎȅ /ŜǊǘƛŦƛŎŀǘŜκ/ƻƳǇƭŜǘƛƻƴ /ŜǊǘƛŦƛŎŀǘŜ ώŦǊƻƳ м ǘƻ омΧ

LƴƧǳǊȅ κ 5ŜŀǘƘ ǿƘŜǊŜ ŀǇǇƭƛŎŀǘƛƻƴ ǎǳōƳƛǘǘŜŘ ŀŦǘŜǊ н ƳƻƴǘƘǎΧ

Kanyadaan Scheme [from 1 to 31 January 2023]

CƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ŦƻǊ 9ŘǳŎŀǘƛƻƴ ƻŦ ŎƘƛƭŘǊŜƴ ƻŦ ǊŜƎƛǎǘŜǊŜŘΧ

Old Age Samman Allowance  [from 1 to 31 January 2023]
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Table 2.41 Services/Schemes Wise Percentages of Applications Completion Outside 
Timeline 

Services/Schemes [from 1 to 31 January 2023] Based on the System's 
generated RTS date 

Based on the Notified 
Timeline 

Financial Assistance for the Education of children of registered Workers (71.55) (83.12) 

Re-Allotment 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 case) (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 but 
no FSL report is required 

(12.63) (20.00) 

Old Age Samman Allowance (11.11) (22.22) 

Registration of Non-Transport Vehicles through Dealer-RLA (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 
and Regulation of Societies Act, 2012 (Act 1 of 2012) 

(5.79) (31.94) 

Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ς Replace 
slow/fast/meters/Creeping or stuck meters 

(5.62) (10.64) 

Dakshin Haryana Bijli Vitran Nigam: Billing Complaints (4.13) (10.56) 

Application For Issuance of Birth/Death/Non Availability Certificate (NAC) (4.04) (17.04) 

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

(3.85) (15.38) 

Uttar Haryana Bijli Vitran Nigam: Meter Complaint ς Replace 
slow/fast/meters/Creeping or stuck meters 

(3.48) (25.35) 

Character Certificate (2.65) (7.68) 

Application for Inclusion of Child Name in Birth Record (2.27) (19.07) 

Uttar Haryana Bijli Vitran Nigam: 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 workers (0.00) (36.07) 

Mukhya Mantri Vivah Shagun Yojna [from 1 to 31 December 2022] * (0.00) (0.00) 

Figure 2.3 Service/Scheme wise percentages of Application Completion Outside Timeline: 
Based on the System's Generated Timeline 

 

(0.00)
(0.00)
(0.00)
(1.65)
(1.73)
(2.27)
(2.65)
(3.48)
(3.85)
(4.04)
(4.13)
(5.62)
(5.79)
(6.93)
(7.27)

(9.45)
(11.11)
(12.63)

(15.60)
(16.36)

(21.14)
(39.94)

(44.48)
(71.55)

(0.00) (10.00)(20.00)(30.00)(40.00)(50.00)(60.00)(70.00)(80.00)

CƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ƛƴ ƳŀǊǊƛŀƎŜ ƻŦ ǿƻƳŜƴ ǿƻǊƪŜǊϥǎΧ
aǳƪƘȅŀ aŀƴǘǊƛ ±ƛǾŀƘ {ƘŀƎǳƴ ¸ƻƧƴŀΧ

!ŀǇƪƛ .Ŝǘƛ IŀƳŀǊƛ .ŜǘƛΧ
wŜǎƛŘŜƴǘ /ŜǊǘƛŦƛŎŀǘŜΧ

¦ǘǘŀǊ IŀǊȅŀƴŀ .ƛƧƭƛ ±ƛǘǊŀƴ bƛƎŀƳΥ .ƛƭƭƛƴƎ /ƻƳǇƭŀƛƴǘǎΧ
!ǇǇƭƛŎŀǘƛƻƴ ŦƻǊ LƴŎƭǳǎƛƻƴ ƻŦ /ƘƛƭŘ bŀƳŜ ƛƴ .ƛǊǘƘΧ

/ƘŀǊŀŎǘŜǊ /ŜǊǘƛŦƛŎŀǘŜΧ
Uttar Haryana Bijli Vitran Nigam: Meter Complaint ςΧ
LƴƧǳǊȅ κ 5ŜŀǘƘ ǿƘŜǊŜ ŀǇǇƭƛŎŀǘƛƻƴ ǎǳōƳƛǘǘŜŘ ŀŦǘŜǊ нΧ

!ǇǇƭƛŎŀǘƛƻƴ CƻǊ LǎǎǳŀƴŎŜ ƻŦ .ƛǊǘƘκ5ŜŀǘƘκbƻƴΧ
5ŀƪǎƘƛƴ IŀǊȅŀƴŀ .ƛƧƭƛ ±ƛǘǊŀƴ bƛƎŀƳΥ .ƛƭƭƛƴƎΧ
Dakshin Haryana Bijli Vitran Nigam: Meter Χ

CƛƭƛƴƎ ƻŦ ƳŀƴŘŀǘƻǊȅ ŀƴƴǳŀƭ ǊŜǘǳǊƴǎ ǳκǎ рлόмύ ƻŦ ǘƘŜΧ
YŀƴȅŀŘŀŀƴ {ŎƘŜƳŜΧ

²ŀǘŜǊ [ŜŀƪŀƎŜκ hǾŜǊ Cƭƻǿ tƛǇŜǎΧ
wŜƎƛǎǘǊŀǘƛƻƴ ƻŦ bƻƴπ¢ǊŀƴǎǇƻǊǘ ±ŜƘƛŎƭŜǎ ǘƘǊƻǳƎƘΧ

hƭŘ !ƎŜ {ŀƳƳŀƴ !ƭƭƻǿŀƴŎŜΧ
LƴƧǳǊȅ κ 5ŜŀǘƘ ǿƘŜǊŜ ŀǇǇƭƛŎŀǘƛƻƴ ǎǳōƳƛǘǘŜŘ ǿƛǘƘƛƴ нΧ

5ǊΦ !ƳōŜŘƪŀǊ aŜŘƘŀǾƛ /ƘŀǘǘŀǊ ¸ƻƧƴŀΧ
hŎŎǳǇŀƴŎȅ /ŜǊǘƛŦƛŎŀǘŜκ/ƻƳǇƭŜǘƛƻƴ /ŜǊǘƛŦƛŎŀǘŜΧ

/ƘŀƴƎŜ ƻŦ hǿƴŜǊκhŎŎǳǇƛŜǊ ƛƴ tǊƻǇŜǊǘȅ ¢ŀȄ wŜƎƛǎǘŜǊΧ
LƴŎƻƳŜ /ŜǊǘƛŦƛŎŀǘŜ όŦƻǊ 9ŘǳŎŀǘƛƻƴ tǳǊǇƻǎŜύΧ

wŜπ!ƭƭƻǘƳŜƴǘ [ŜǘǘŜǊΧ
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Figure 2.4 Service/Scheme wise percentages of Application Completion Outside Timeline: 
Based on the Notified Timeline 
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Note: Scores are calculated based on both the ά{ȅǎǘŜƳϥǎ DŜƴŜǊŀǘŜŘ w¢{ ŘŀǘŜέ and the 

άbƻǘƛŦƛŜŘ ¢ƛƳŜƭƛƴŜέ to allow for comparison. 

Table 2.42 Services/Schemes Wise Performance Score  
Services/Schemes [from 1 to 31 January 2023] Score Based on the 

System's generated RTS 
date 

Score Based on the 
Notified Timeline 

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 Vitran Nigam: Billing Complaints (195.87) (189.44) 

Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ς Replace 
slow/fast/meters/Creeping or stuck meters (194.38) (189.36) 

Uttar Haryana Bijli Vitran Nigam: Meter Complaint ς 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 of Birth/Death/Non Availability Certificate (NAC) (188.56) (175.72) 

Registration of Non-Transport Vehicles through Dealer-RLA (188.26) (148.50) 

Resident Certificate (187.89) (185.85) 

Mukhya Mantri Vivah Shagun Yojna [from 1 to 31 December 2022] * (183.33) (183.33) 

Financial Assistance in marriage of women workers or daughters of workers (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 case) (147.10) (122.75) 

Injury / Death where application 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 but 
no FSL report is required (145.96) (138.95) 

Occupancy Certificate/Completion Certificate (136.01) (68.32) 

Re-Allotment 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) 

.ŀǎŜŘ ƻƴ ǘƘŜ άǎŎƻǊŜǎέ ŎŀƭŎǳƭŀǘŜŘ ŎƻƴǎƛŘŜǊƛƴƎ the ά{ȅǎǘŜƳϥǎ DŜƴŜǊŀǘŜŘ w¢{ 5ŀǘŜέ as a 

criterion to grant the status of disposal of application either within or outside RTS, the 

following is the list of five top-performing services/schemes. 

Table 2.43 Five Best services/schemes for effective service delivery considering the 
ά{ȅǎǘŜƳϥǎ DŜƴŜǊŀǘŜŘ w¢{ 5ŀǘŜέ 

Five Best Services/Schemes  

Aapki Beti Hamari Beti 

Character Certificate 

Uttar Haryana Bijli Vitran Nigam: Billing Complaints 

Dakshin Haryana Bijli Vitran Nigam: Billing Complaints 

Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ς Replace slow/fast/meters/Creeping or stuck meters 

Score Methodology 
To identify the best-performing services/schemes, each one is assigned a score. This score 
is calculated by adding: 

1. The number of applications completed with the delivery/distribution of the 
service/scheme out of 100 disposed of applications in a month. 

2. The number of applications disposed of with the delivery/distribution of the 
service/scheme within the timeline out of 100 disposed of applications with the 
delivery/distribution of the service/scheme in a month.  

The resulting score can range from a minimum of zero to a maximum of 200. 
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.ŀǎŜŘ ƻƴ ǘƘŜ άǎŎƻǊŜǎέ ŎŀƭŎǳƭŀǘŜŘ ŎƻƴǎƛŘŜǊƛƴƎ the άNotified Timelineέ as a criterion to grant 

the status of disposal of application either within or outside RTS, the following is the list of 

five top-performing services/schemes. 

Table 2.44 Five Best services/schemes for effective service delivery considering the 
άNotified Timelineέ 

Five Best Services/Schemes 

Aapki Beti Hamari Beti 

Character Certificate 

Dakshin Haryana Bijli Vitran Nigam: Billing Complaints 

Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ς Replace slow/fast/meters/Creeping or stuck meters 

Resident Certificate 

However, it is essential to note that in the case of the ά!ŀǇƪƛ .Ŝǘƛ IŀƳŀǊƛ .Ŝǘƛέ scheme, the 

number of ά!ǇǇƭƛŎŀǘƛƻƴ tŜƴŘƛƴƎ ǿƛǘƘ [L/έ has been counted as ά{ŜǊǾƛŎŜ /ƻƳǇƭŜǘŜŘέΦ If we 

do not consider this a completed service, then the ά/ƘŀǊŀŎǘŜǊ /ŜǊǘƛŦƛŎŀǘŜέ service provided 

by the Police Department emerges as the most effective for service delivery. (See Screenshot 

25 in Annexure) 

The following is the list of services/schemes with the least effective service delivery.  

Table 2.45 Services/schemes with the least effective service delivery 
Five Best Services/Schemes  

Financial Assistance for the Education of children of registered Workers 

Old Age Samman Allowance 

Figure 2.5 Comparative Performance in Delivery of Different Services/Schemes: Adhering 
to System's Generated Timeline 
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Figure 2.6 Comparative Performance in Delivery of Different Services/Schemes: Adhering 
to Notified Timeline 
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Data Entry Inaccuracy  

While reviewing ά5ŜǘŀƛƭŜŘ {ŜǊǾƛŎŜ [ŜǾŜƭ wŜǇƻǊǘǎέ for various services examined in this study, 

instances of incomplete and unvalidated data were identified. In some records, beneficiary 

addresses were incomplete, contact numbers were either missing or unvalidated, and 

ƛƴŎƻǊǊŜŎǘ ǾŀƭǳŜǎ ƭƛƪŜ άмнопрстуфлέ were used for cell numbers. Such missing or 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 and 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 report. (See Screenshot 26, 27, and 28 in Annexure) 

Mismatched between the {ȅǎǘŜƳΩǎ DŜƴŜǊŀǘŜŘ w¢{ 5ŀǘŜ ŀƴŘ bƻǘƛŦƛŜŘ ¢ƛƳŜƭƛƴŜ 

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,' often does not align with the days specified in the officially 'Notified Timeline' for 

service delivery. 

MAJOR FINDINGS  

PERFORMANCE-.!{95 hb {¸¸{¢9a D9b9w!¢95 ά{/hw9έ 

¶ Twenty-four services offered by 16 different departments were examined. 

Remarkably, three departmentsτthe Haryana Labour Welfare Board (HLWB), the 

Police Department and the Women and Child Development Departmentτachieved 

a systems-generated perfect score of 10, underscoring their efficient performance. 

¶ Among the 24 selected services and schemes scrutinized in this study: άCƛƴŀƴŎƛŀƭ 

!ǎǎƛǎǘŀƴŎŜ ƛƴ aŀǊǊƛŀƎŜ ƻŦ ²ƻƳŜƴ ²ƻǊƪŜǊǎ ƻǊ 5ŀǳƎƘǘŜǊǎ ƻŦ ²ƻǊƪŜǊǎέ offered by the 

άIŀǊȅŀƴŀ [ŀōƻǳǊ ²ŜƭŦŀǊŜ .ƻŀǊŘ όI[².ύΣέ ά/ƘŀǊŀŎǘŜǊ /ŜǊǘƛŦƛŎŀǘŜέ provided by the 

άtƻƭƛŎŜ 5ŜǇŀǊǘƳŜƴǘΣέ ŀƴŘ ǘƘŜ ά!ŀǇƪƛ .Ŝǘƛ IŀƳŀǊƛ .Ŝǘƛέ scheme offered by the 

ά²ƻƳŜƴ ŀƴŘ /ƘƛƭŘ 5ŜǾŜƭƻǇƳŜƴǘ 5ŜǇŀǊǘƳŜƴǘέ ǎǘƻƻŘ ƻǳǘ ŀƳƻƴƎ ǘƘŜ мну ǘƻǇ 

performers with a systems-ƎŜƴŜǊŀǘŜŘ ǇŜǊŦŜŎǘ άǎŎƻǊŜέ млΦ 

¶ The remaining 21 selected services and schemes did not meet the performance 

expectations on the specified cutoff date and time. The following seven services and 

schemes recorded the lowest performance levels, resulting in a lower systems-
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ƎŜƴŜǊŀǘŜŘ ά{ŎƻǊŜΦέ /ƻƴǎŜǉǳŜƴǘƭȅΣ ǘƘŜǎŜ ǎŜƭŜŎǘŜŘ ǎŜǊǾƛŎŜǎ ǿŜǊŜ ŎƭŀǎǎƛŦƛŜŘ ŀƳƻƴƎ ǘƘŜ 

lower-ǇŜǊŦƻǊƳƛƴƎ ƻƴŜǎΦέ  

1. Registration of Non-Transport Vehicles through Dealer-RLA 
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 within 2 months of accident but no 

FSL report is required. 
5. Re-Allotment Letter 
6. Injury / Death where application submitted after 2 months of accident but no 

FSL report is required. 
7. Mukhya Mantri Vivah Shagun Yojna 

¶ An analysis shows that the άCƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ in Marriage of Women Workers or 

5ŀǳƎƘǘŜǊǎ ƻŦ ²ƻǊƪŜǊǎέ ǎŎƘŜƳŜ ƻŦŦŜǊŜŘ ōȅ ǘƘŜ άIŀǊȅŀƴŀ [ŀōƻǳǊ ²ŜƭŦŀǊŜ .ƻŀǊŘ 

όI[².ύΣέ ǘƘŜ ά!ǇǇƭƛŎŀǘƛƻƴ ŦƻǊ LƴŎƭǳǎƛƻƴ ƻŦ /ƘƛƭŘ bŀƳŜ ƛƴ .ƛǊǘƘ wŜŎƻǊŘέ service from 

ǘƘŜ άIŜŀƭǘƘ {ŜǊǾƛŎŜǎ 5ŜǇŀǊǘƳŜƴǘΣέ ǘƘŜ ά/ƘŀǊŀŎǘŜǊ /ŜǊǘƛŦƛŎŀǘŜέ service provided by the 

άtƻƭƛŎŜ 5ŜǇŀǊǘƳŜƴǘΣέ ŀƴŘ ǘƘŜ ά!ŀǇƪƛ .Ŝǘƛ IŀƳŀǊƛ .Ŝǘƛέ ǎŎƘŜƳŜ ƻŦ ǘƘŜ ά²ƻƳŜƴ ŀƴŘ 

/ƘƛƭŘ 5ŜǾŜƭƻǇƳŜƴǘ 5ŜǇŀǊǘƳŜƴǘέ ǎǘƻƻŘ ƻǳǘ ŀǎ ǘƘŜ Ƴƻǎǘ ŎƻƳƳŜƴŘŀōƭȅ ŘŜƭƛǾŜǊŜŘ 

services or schemes within their respective departments. This recognition was based 

on their exceptional systems-generated "Score" as of the specified cutoff date and 

time when the comprehensive report was generated. 

¶ The delivery and distribution performance of certain services and schemes, such as 

the "Registration of Non-Transport Vehicles through Dealer-RLA" offered by the 

"Transport Department," "Meter Complaints ς Replace slow/fast/meters/Creeping 

or stuck meters," and "Billing Complaints" provided by the "Uttar Haryana Bijli Vitran 

Nigam," as well as the "Financial Assistance for Education of children of registered 

worker-HBOCWWB" scheme of the "Building and Other Construction Workers 

(BOCW) Board," was subpar, resulting in lower a systems-generated "Scores" and 

correspondingly lower rankings when compared to other services within their 

respective departments. 

REJECTION PERCENTAGE 
Based on the άRTS CompreƘŜƴǎƛǾŜ wŜǇƻǊǘέ till 31/07/2023 

¶ Among the 16 departments included in this study, the 'Building and Other 

Construction Workers (BOCW) Board' had a rejection percentage of 60.2 out of the 

total completed applications. 
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¶ The service άCƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ŦƻǊ 9ŘǳŎŀǘƛƻƴ ƻŦ /ƘƛƭŘǊŜƴ ƻŦ wŜƎƛǎǘŜǊŜŘ ²ƻǊƪŜǊǎέ 

had a total rejection rate as of 31/07/23 exceeding 50 per cent. In comparison, the 

ǎŎƘŜƳŜ άhƭŘ !ƎŜ {ŀƳƳŀƴ !ƭƭƻǿŀƴŎŜέ recorded a recent rejection rate of 100 per 

cent. 

Based on the ά5ŜǘŀƛƭŜŘ {ŜǊǾƛŎŜ [ŜǾŜƭ wŜǇƻǊǘέ for January 2023, 

¶ Following is the list of services for which the percentage of applications rejected out 

of the total applications disposed of was high, as 50 per cent or more were disposed 

of with rejection.  

1. Injury / Death where application submitted after two months of accident but 
no FSL report is required [from 1 to 31 January 2023]  

2. Kanyadaan Scheme [from 1 to 31 January 2023]  
3. Financial Assistance for Education of children of registered worker [from 1 to 

31 January 2023]  
4. Old Age Samman Allowance [from 1 to 31 January 2023]  

¶ The following four services achieved a perfect completion 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 Vitran Nigam: Meter Complaint ς Replace 

slow/fast/meters/Creeping or stuck meters [from 1 to 31 January 2023] 
4. Water Leakage/OverFlow Pipes [from 1 to 31 January 2023] 

¶ The causes of the rejection are not recorded. 

APPLICATION COMPLETED OUTSIDE RTS 
Based on the άw¢{ /ƻƳǇǊŜƘŜƴǎƛǾŜ wŜǇƻǊǘέ till 31/07/2023 

¶ The district with the highest percentage of applications completed outside the RTS 

was Panchkula, where, as of date 31/07/2023, it reached 11.32 per cent. The districts 

of Nuh, Faridabad, Hisar, Sonipat, and Gurugram followed closely, all of which had 

more than 10 per cent of applications completed outside the RTS timeline. 

¶ Out of 16 departments under study, for eight departments, 25 per cent or more of the 

applications were completed outside RTS timelines. The Haryana Women 

Development Corporation had the highest application completion rate outside RTS, 

reaching 86.21 per cent, the highest among all departments. 

¶ In the case of the 24 selected services and schemes, such as άLƴƧǳǊȅκ5ŜŀǘƘ ǿƘŜǊŜ ǘƘŜ 

application is submitted more than two months after the accident but no FSL report 
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ƛǎ ǊŜǉǳƛǊŜŘέ and άhŎŎǳǇŀƴŎȅ /ŜǊǘƛŦƛŎŀǘŜκ/ƻƳǇƭŜǘƛƻƴ /ŜǊǘƛŦƛŎŀǘŜέ, the percentage of 

applications completed outside the RTS timeline exceeded 50 per cent as of cut-off 

date and time. 

Based on the ά5ŜǘŀƛƭŜŘ {ŜǊǾƛŎŜ [ŜǾŜƭ wŜǇƻǊǘέ for January 2023 

¶ ²ƘƛƭŜ ŘƛǎǘǊƛōǳǘƛƴƎ ǘƘŜ άCƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ŦƻǊ ǘƘŜ 9ŘǳŎŀǘƛƻƴ ƻŦ /ƘƛƭŘǊŜƴ ƻŦ wŜƎƛǎǘŜǊŜŘ 

²ƻǊƪŜǊǎέ ǎŎƘŜƳŜ, the lowest adherence to the System's Generated Timeline was 

observed, as 71.55 per cent of the completed applications fell outside the specified 

timeline. 

¶ For the following four services/schemes, the percentage of completion of applications 

outside the RTS-notified timeline was more than 50 per cent of the total applications 

disposed of. 

1. Financial Assistance for the Education of children of registered Workers 
2. Re-Allotment Letter 
3. Occupancy Certificate/Completion Certificate 
4. Kanyadaan Scheme 

¶ The reasons for service delivery delays are not currently documented. 

COMPARATIVE PERFORMANCE BASED ON SCORE GENERATED AFTER ANALYSIS OF DATA 
TAKEN FROM Ȱ$%4!),%$ 3%26)#% ,%6%, 2%0/24ȱ 

¶ Based on the score calculated using the ά{ȅǎǘŜƳϥǎ DŜƴŜǊŀǘŜŘ w¢{ 5ŀǘŜέ for the 

monthly performance, the following are the top five services/schemes regarding 

delivery and distribution effectiveness. 

1. Aapki Beti Hamari Beti 
2. Character Certificate 
3. Uttar Haryana Bijli Vitran Nigam: Billing Complaints 
4. Dakshin Haryana Bijli Vitran Nigam: Billing Complaints 
5. Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ς Replace 

slow/fast/meters/Creeping or stuck meters 

¶ However, it is essential to note that in the case of the ά!ŀǇƪƛ .Ŝǘƛ IŀƳŀǊƛ .Ŝǘƛέ 

scheme, the number of ά!ǇǇƭƛŎŀǘƛƻƴ tŜƴŘƛƴƎ ǿƛǘƘ [L/έ has been counted as ά{ŜǊǾƛŎŜ 

/ƻƳǇƭŜǘŜŘέΦ If we do not consider this as completion, then the ά/ƘŀǊŀŎǘŜǊ 

/ŜǊǘƛŦƛŎŀǘŜέ service provided by the Police Department emerges as the most effective 

for service delivery. 

¶ The following two services/schemes have the least effective service delivery.  

1. Financial Assistance for the Education of children of registered Workers 
2. Old Age Samman Allowance 
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AUTO-APPEAL SYSTEM 

¶ The Auto-Appeal System has positively impacted service delivery performance, with 

the percentage of services delivered within the RTS timeline out of the total services 

completed increasing by more than 1.5 per cent. However, it is worth noting that the 

percentage of rejected applications has also increased by more than two per cent, 

which requires careful monitoring. Because there are chances that to avoid the 

escalation of service requests to Auto-Appeal, officials may reject an application 

within the RTS timeline as the rejection does not lead to auto-escalation to appeal. 

MISSING AND UNVALIDATED DATA  

¶ In some records, beneficiary addresses were incomplete, contact numbers were either 

ƳƛǎǎƛƴƎ ƻǊ ǳƴǾŀƭƛŘŀǘŜŘΣ ŀƴŘ ƛƴŎƻǊǊŜŎǘ ǾŀƭǳŜǎ ƭƛƪŜ άмнопрстуфлέ were used for cell 

numbers. Such missing or 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. 

CHALLENGES WITH PORTAL PERFORMANCE AND OUTDATED INFORMATION 

¶ 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 departments complained about portal issues, 

including slow processing and outdated application disposal status. 

MISMATCHING OF SYSTEM-GENERATED TIMELINE AND NOTIFIED TIMELINE 

¶ 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,' often does not align with the days specified in the officially 'Notified 

Timeline' for service delivery.
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{ŜŎǘƛƻƴ LLΦ wƛƎƘǘ ǘƻ {ŜǊǾƛŎŜ !ŎǘΥ !ƴ LƴǘŜǊπ{ǘŀǘŜ /ƻƳǇŀǊƛǎƻƴπōŀǎŜŘ !ƴŀƭȅǎƛǎ 

Modern governance 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 within stipulated 

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 inter-state analysis. Exploring this intricate tapestry of public service 

delivery across different states of the country, this analytical approach 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 improvement, and illuminating opportunities for 

policy-refinement. The analysis is based on secondary sources of data, i.e., policy reports, 

research papers, states' Right to Service Acts and their enactment, amendments, services 

delivered, etc.  

The regional variation across Indian States poses several intricacies to efficiently delivering 

public services. Given the backdrop of changing socio-political and economic landscapes, 

these complexities need to be understood in a holistic view, as well as how different states 

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 Service legislation 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 within a single 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 multi-dimensional context has proved 

essential for crafting policies and strategies that are efficient and effective at the state level 

and also resonates with the national agenda of holistic and all-inclusive 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 in 

all the Acts, mandatory penalties for any delay in providing services, similar time-limit for filing 

first and second appeal, and provision of compensation for the aggrieved citizen. Along with 

these, in the majority of the states, the department in question 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 resonated in the United Kingdom's Citizen Charter. This Citizen 

Charter movement also influenced the demands for citizen-centric service delivery in India. 

However, given the backdrop of red-tapism and other administrative malfunctions, the idea 

of the Citizen Charter 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 effectively. Against the backdrop of these failures, the 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' commitment to 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. Within a two-year 

gap, Bihar and other states followed. The enactment of these states can be divided into three 

major phases. 

¶ Early Enactments (2010-2012): 

Among the early enactments, after Madhya Pradesh and Bihar, states like Uttar Pradesh, 

Jammu & Kashmir, Delhi, Rajasthan, Uttarakhand, 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 for the rest of the states to adopt the same to address citizen 

grievances and enhance administrative efficiency. 
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¶ Mid-term Enactments (2014-2017): 

This phase reflects a second wave of states prioritizing improved public service delivery. Based 

on the drawn observation 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 after. These states further tailored their legislation 

accordingly based on early adopters' experiences and observations.  

¶ Recent Enactments (2020-2022): 

The states that recently enacted this Act are Lakshadweep (2022), Tripura (2020), Meghalaya 

(2020) and Manipur (2021). The recent adoption of the Acts by these 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 good governance and citizens' satisfaction.  

Table 2.46 Enactment of Right to Service Acts Across Various States of India- A Timeline 

Sr. 
No. 

State Title of the Act 
Date of 

Enactment 

1 Madhya Pradesh 
Madhya Pradesh Lok Sewaon ke Pradan Ki Guarantee 
Adhiniyam, 2010 

18-Aug-10 

2 Uttar Pradesh Uttar Pradesh Janhit Guarantee Act, 2011 13-Jan-11 

3 Jammu & Kashmir The Jammu and Kashmir Public Service Guarantee Act, 2011 13-Apr-11 

4 Delhi 
Delhi (Right of Citizen to Time Bound Delivery of Services 
Act, 2011) 

28-Apr-11 

5 Bihar Bihar Right to Public Services Act, 2011  15-Aug-11 

6 Rajasthan Rajasthan Public Service Guarantee Act, 2011 21-Sep-11 

7 Uttarakhand The Uttarakhand Right to Service Act, 2011 04-Oct-11 

8 Himachal Pradesh Himachal Pradesh Public Service Guarantee Act, 2011 17-Oct-11 

9 Punjab The Punjab Right to Service Act, 2011 20-Oct-11 

10 Jharkhand Right to Service Act, 2011 15-Nov-11 

11 Chhattisgarh Chhattisgarh Lok Seva Guarantee Bill, 2011 12-Dec-11 

12 Karnataka 
The Karnataka (Right of Citizens to Time Bound Delivery of 
Services) Bill, 2011 (SAKALA) 

02-Apr-12 

13 Kerala The Kerala State Right to Service Act, 2012 27-July-12 

14 Odisha Odisha Right to Public Services Act, 2012 06-Sep-12 

15 Gujarat Gujarat (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-Sep-13 

18 Goa 
Goa (Right of Citizens to Time Bound Delivery of Services) 
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 
Arunachal 
Pradesh 

Arunachal Pradesh Right to Public Services Act, 2016 28-Apr-16 

23 Chandigarh Chandigarh Right to Service Act, 2017 14-Aug-17 
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Sr. 
No. 

State Title of the Act 
Date of 

Enactment 

24 Andhra Pradesh 
Andhra Pradesh Public Services Delivery Guarantee Act, 
2017 

18-Oct-17 

25 Meghalaya The Meghalaya Right to Public Services Act, 2020 20-Nov-20 

26 Tripura The Tripura Guaranteed Services to Citizens Rules, 2020 04-Dec-20 

27 Manipur The Manipur Public Services Delivery Guarantee Act, 2021 25-Feb-21 

28 Lakshadweep 
Lakshadweep (Right to Public Services) 
Regulation, 2022 

19-Sep-22 

29 Sikkim Sikkim Public Services Delivery (Right to Service) Act, 2022 2022 

Nagaland; Tamil Nadu; Telangana; Andaman and Nicobar Island; Dadra and Nagar Haveli; 
Daman and Diu; Ladakh; and Puducherry 

Not Enacted 
Yet 

Regarding enactment, Haryana stands at the 19th position and falls under the mid-term 

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, some states 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 periods. As some 

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 mandate 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 penalties vary across 

different states. However, the diverse range of penalties reflects a thoughtful approach, given 

the backdrop of these states' varying socio-economic and political landscape, as it is 

imperative to strike the right balance between flexibility and deterrence 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 Severity Penalties and High Severity Penalties. 

¶ Low Severity Penalties: 

The states with low-severity 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 day 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' faith in the 

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. 

¶ Moderate Severity Penalties: 

The states with moderate-severity 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 

these states 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 delivery of services. 

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. 

¶ High Severity Penalties: 

The states with high-severity penalties include Andhra Pradesh, Lakshadweep, Himachal 

Pradesh, Sikkim, Gujarat, Haryana and Meghalaya. The penalty imposed across these states 

ranges between a minimum of Rs. 100 per day to Rs. 1000 and Rs. 5000 per application/case 

to a maximum penalty of Rs. 5000, Rs. 10,000, Rs. 20000 and Rs. 25,000 per application/case. 

The imposition of high-severity penalties indicates a strong commitment to holding officials 

and authorities accountable for service delivery timelines or any inconvenience 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 of Haryana, it falls under the category of states with "High 

Severity Penalties" for delays in service delivery. This means that the penalties imposed 

in Haryana for delays caused by service providers range between a minimum of Rs. 250 

and Rs. 500 per day, with a maximum penalty of Rs. 1000 and Rs. 5000 per 

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 stipulated time limit and amount. For example, in Haryana, apart 

from the penalties (Rs. 250/- Per Day upto  maximum Rs. 5000/- as per Section 9, Haryana 

Right to Service Act) imposed by the Second Grievance Redressal Authority (SGRA), the 

commission can also impose a lump sum penalty of Rs. 20,000 against the designated 

officer/any other official involved and can also allow compensation up to Rs. 5,000/, to be 

paid to the eligible person by the defaulter (as per Section 17, Haryana 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 2.47 Provision of Penalty for Delaying the Delivery of the Service 

Sr. 
No. 

Penalty 
Class 

States Penalty Per Day to Per Application/Per Case 

1 

L
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e
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ri
ty
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e
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e
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Delhi Rs. 10 per day to a maximum of Rs. 200 per application/case 

2 Tripura Rs. 20 per day to a maximum of Rs. 500 per application/case 

3 Karnataka Rs. 20 per day to a maximum of Rs. 500 per application/case 

4 Goa Rs. 50 per day to a maximum of Rs. 2500 per application/case 

5 Chhattisgarh Rs. 100 per day to a maximum of Rs. 1000 per application/case 

6 West Bengal Rs. 250 per day to a maximum of Rs. 1000 per application/case 

7 

M
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d
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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. 5000 per application/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 Uttar Pradesh Rs. 250 per day to a maximum of Rs. 5000 per application/case 

12 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. 5000 per application/case 

15 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 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. 500 per day to a maximum of Rs. 5000 per application/case 

22 
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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/case 

24 Sikkim Rs. 100 per day to a maximum of Rs. 10,000 per application/case 

25 Gujarat Rs. 1000 minimum to a maximum of Rs. 10000 per application/case 

26 Haryana Rs. 250 per day to a maximum of Rs. 20,000 per application/case 

27 Meghalaya Rs. 5000 to a maximum 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 
Applicable 

Manipur, Nagaland, Tamil Nadu, Telangana, Andaman and Nicobar Island, Dadra and Nagar 
Haveli, Daman and Diu, Ladakh, and Puducherry. 

Source: The data for the penalties imposed is taken from respective States' Right to Service Acts, available on the State 
Governments' official websites. 
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Overall, the provision of penalties takes into account the severity of the delay and the specific 

circumstance acting as a barrier to hassle-free 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 reminder to adhere to timeliness as well as less 

requirement of strong measures. 

NODAL DEPARTMENT, NUMBER OF SERVICES AND DEPARTMENT COVERED UNDER RIGHT 

TO SERVICE LEGISLATION: AN INTER-STATE LEVEL ANALYSIS 

In the context of the nodal department, the 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 Focus, and Home 

Affairs and Law Focus. 

¶ Theme I. Administrative Reforms Focus: The 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 delivery. 

¶ Theme II. Revenue and Governance Focus: The state, with its major focus on effective 

resource allocation and public service management, revenue and governance, 

includes Uttar Pradesh, Bihar, Uttarakhand, Haryana, and Maharashtra. 

¶ Theme III: Legal and Legislative Affairs Focus: Showcasing a multi-faceted 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, highlighting a strong focus on the legal aspect of governance. 

¶ Theme IV. Information Technology and Consumer Affairs Focus: The States of Delhi 

and West Bengal have their nodal department associated with information technology 

and consumer affairs, indicating a strong commitment to leveraging rapidly advancing 

technological-based public service delivery. 

¶ Theme V. Home Affairs and Law Focus: The 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 and 

Governance." This suggests that Haryana places a significant emphasis on effective 

resource allocation and public service management, particularly in the context of revenue 

and governance.  

To summarize, the selection of the nodal departments by the different states reflects the wide 

range of strategic priorities 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 legislation. The states can be divided into three major 

classes based on the department coverage. 

¶ Class I. States with High Department Coverage (Above 40): The 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. 

¶ Class II. States with Moderate Department Coverage (Between 20-40): 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, West Bengal, Andhra Pradesh, Delhi, Jharkhand, Odisha, Gujarat, and Mizoram 

respectively. 

¶ Class III. States with Lower Department Coverage (Below 20): The states with low 

department coverage with a major focused approach towards the specific sectors include 

Rajasthan (18), Chhattisgarh (16), Manipur (16), and Jammu & Kashmir (13). 

Haryana falls into Class I, consisting of states with high department coverage 

(above 40) and 45 departments covered. 

Based on the number of services notified under the Right to Service legislation, the states 

can be divided into three major categories, i.e., High Notified Services (Above 500), High to 

Moderate Notified Services (100-500), and Moderate to Low Notified Services (Below 100). 
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¶ High Notified Services (Above 500): Karnataka (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 Maharashtra (511).  

¶ High to Moderate Notified Services (200-500): 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. 

¶ Moderate to Low Notified Services (Below 100): The states of Manipur (42) and Andhra 

Pradesh (74) remain at the bottom in the context of services notified under the Right to 

Service Act. The moderate to low category also comprises states like West Bengal, Jammu 

& Kashmir, Arunachal Pradesh, Rajasthan, Meghalaya, Mizoram and Chhattisgarh. 

Haryana also falls into the "High Notified Services (Above 500)" category based 

on the number of services notified under the Right to Service legislation. This 

suggests that Haryana demonstrates a substantial dedication to providing a wide 

array of notified services. 

To summarize, the varying difference in the department 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 resource-management-based 

capacity to ensure accountable and 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. 
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Table 2.48 Nodal Department, Number of Services and Department Covered Under Right to Service Legislation 

Sr. No. States Nodal Department Department Covered 
Number of Notified Services 

(Till November 2023) 

1 Madhya Pradesh Public Service Management Department 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 of Personnel, Administrative Reform & Rajbhasha 22 363 

11 Chhattisgarh General Administration Department 16  Approx. 100 

12 Karnataka Department of Personnel & Administrative Reforms 31 1181 

13 Odisha General Administration Department 22 293 

14 Gujarat 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 of Administrative Reforms 45 655 

19 Maharashtra Public Service Management Department 28 511 

20 Mizoram Department of Personnel & Administrative Reforms 21 140 

21 Chandigarh Department of Personnel  31 436 

22 Andhra Pradesh Legal and Legislative Affairs & 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 of Administrative Reforms 42 154 

27 Tripura Law & Parliamentary Affairs Department 

Not Available 28 Lakshadweep Legislative Department  

29 Sikkim Home Department 

Nagaland; Tamil Nadu; Telangana; Andaman and Nicobar Island; Dadra and Nagar Haveli; Daman and Diu; Ladakh; and Puducherry Not Applicable 

Note: The data taken for the departments covered and notified service under the Right to Service Commission is from various government and non-government websites, such as newspaper 
articles and evaluation-based reports, due to the unavailability of the same on the commission's official websites. The Nodal Departments and Circle Offices of the different States were also 
contacted telephonically for the same. 
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The state of Haryana is majorly an agricultural State. The Department of Administrative 

Reforms, being its nodal department, falls under the Revenue and Governance Focus-based 

department category and stands among the top categories of High department coverage and 

high number of notified services being covered under the Act.  

An Inter-state Level Analysis of Right to Service Legislation: A Literature Context 

In the realm of good governance and accountable administration, the practice of adopting 

the Right to Service legislation 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 

servants 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 inter-state comparative analysis of Right to Service 

legislation by illuminating nuances, impacts and evolving landscape of citizen-centric 

governance. A literature-based approach offers a diverse array of perspectives, 

methodologies, and observations, thereby being crucial to understanding the motivations 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 citizen-centric governance and public 

service administration.  

Pareek and Sole (2019), while 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 that followed more or less formulated similar acts. Even 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), while evaluating the delivery of time-bound public services to citizens 

across various states, found that Punjab, Delhi, Karnataka, Bihar and Rajasthan introduced 

the legislation with some of their own innovations and modifications.  

¶ 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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¶ The national capital, 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.  

¶ The bottom-up approach-based innovation known as Sakala was brought in by the 

Karnataka government, which involves a stakeholder tasked with guaranteed time-

bound service delivery, periodic quality control checks and measures like data 

analytics and feedback-based reporting mechanisms. 

¶ On the other hand, a state like Bihar introduced two legislationsτone for guaranteed 

public services and another for addressing grievance redressal. 

¶ 5ŜǎǇƛǘŜ ŜȄǇŜǊƛƳŜƴǘƛƴƎ ƭŀǊƎŜƭȅ ǿƛǘƘ ŜƴǎǳǊƛƴƎ ŎƛǘƛȊŜƴǎΩ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ƛƴ ŀŘƳƛƴƛǎǘǊŀǘƛƻƴ 

through various innovations like setting up the first Panchayati Raj institution, service 

ƎǳŀǊŀƴǘŜŜ ƭŜƎƛǎƭŀǘƛƻƴΣ /ƛǘƛȊŜƴǎΩ ŎƘŀǊǘŜǊΣ ƎǊƛŜǾŀƴŎŜ ǊŜŘǊŜǎǎŀƭΣ ŜǘŎΦΣ wŀƧŀǎǘƘŀƴ ƭŀŎƪǎ 

proactivity. 

Pandey (2019) and Thulaseedharan (2013) state that each Act adopted by different States 

varies significantly in the context of the number of notified services, the provisions for the 

penalty, compensation, official hierarchy, hearing appeals, appellate authority, nodal 

department, measures for monitoring and the implementation process. 

¶ Madhya Pradesh is the only state with a separate department to control and 

coordinate the public service delivery mechanism. 

¶ States like Delhi, Bihar, Rajasthan, and Uttar Pradesh have nodal departments like 

revenue administration, Information Technology, etc. 

¶ E-governance has emerged as an effective monitoring mechanism and has been 

adopted by Delhi and Karnataka governments.  

¶ In Chhattisgarh, Delhi and Karnataka, the low-rank officer can impose costs on their 

senior officer, and both public servants and citizens have the right to appeal and go 

against the competent officer. 

¶ In most states, nominated officers exist, except in Uttarakhand and Punjab, as the 

commission manages the revisions of power. Whereas Karnataka, Delhi, and 

Chhattisgarh have no such provision for revision, the competent officer manages the 

liability. On the other hand, Bihar and, Jammu & Kashmir are the only states with a 

provision of revising authority for modifying the orders of the appellate authority.  
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Negi (2020) analyses the public service delivery and grievance redressal initiatives mechanism 

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 the Right to Service Acts in India with a 

ǎǇŜŎƛŀƭ ŦƻŎǳǎ ƻƴ 5ŜƭƘƛΣ ǎǘŀǘŜǎ ǘƘŀǘ ŘŜǎǇƛǘŜ ǘƘŜ ƎƻǾŜǊƴƳŜƴǘΩǎ ōŜǎǘ ŜŦŦƻǊǘǎΣ ǘƘŜ ƛƳǇŀŎǘ ƻƴ ǘƘŜ 

level of awareness is not promising, and the low increase of service users over the period.  

GandhiΩǎ (2015) 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. Along ǿƛǘƘ ǘƘŜ ƎƻǾŜǊƴƳŜƴǘΩǎ ƛƴŜŦŦƛŎƛŜƴŎȅΣ 

the AŎǘ Ƙŀǎ ǎƻƳŜ ŦƭŀǿǎΣ ǎǳŎƘ ŀǎ ŎƛǘƛȊŜƴǎΩ ǊƛƎƘǘ ǘƻ ŎƘŀƭƭŜƴƎŜ ǘƘŜ ǊŜƧŜŎǘƛƻƴ ŀǘ ŀƭƭ ƭŜǾŜƭǎ ƻŦ 

ŀǳǘƘƻǊƛǘȅΣ ŦǳǊǘƘŜǊ ŘŜƭŀȅƛƴƎ ǘƘŜ ǎŜǊǾƛŎŜ ŘŜƭƛǾŜǊȅΣ ǇǳōƭƛŎ ǎŜǊǾŀƴǘǎΩ ƭŜƴƛŜƴǘ ǊŜŀŎǘƛƻƴ ǘƻ ǇŜƴŀƭǘȅΣ 

services being notified by the government, etc. 

In a nutshell, in this dynamic landscape with constantly evolving public services, adaptability 

and upgradation are imperative, and constant monitoring, data analytics, and feedback-based 

mechanisms from all the states must be utilised to eradicate 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 the states 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 

decision-making and 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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III  
CITIZENS' AWARENESS 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 are the applicants/beneficiaries 

who sought that service/scheme for themselves or some other eligible member of their 

families. In total, 2,386 persons were interviewed, and their service/schemes-wise 

distribution is as follows. 

Table 3.1 Department and Servies/Schemes wise Number of Respondents 
Department Name of the service applied Count 

Building and Other Construction 
Workers (BOCW) Board 

Financial Assistance for Education of Children of Registered worker-
HBOCWWB 

114 

Kanyadaan Scheme -HBOCWWB 115 

Haryana Labour Welfare Board (HLWB) Financial Assistance in Marriage of Women Workers or daughters of 
workers 

118 

Haryana Shehri Vikas Pradhikaran Occupancy Certificate/Completion Certificate 113 

Re-Allotment Letter 108 

Haryana State Agricultural Marketing 
Board (HSAMB) 

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 

Health Services Department Application For Issuance of Birth/Death/Non-Availability Certificate 
(NAC) 

110 

Application for Inclusion of Child Name in Birth Record 113 

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) 

82 

Police Department Character Certificate 128 

Public Health And Engineering 
Department 

Water Leakage/ Overflow pipes 106 

Revenue & Disaster Management 
Department 

Resident Certificate 105 

Income Certificate (for Education Purposes) 116 

Social Justice and Empowerment Old Age Samman Allowance 107 

Transport Department Registration of Non-Transport Vehicles through Dealer-RLA 111 

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

104 

The welfare of SCs And BCs Dr. Ambedkar Medhavi Chattar Yojna 122 

Mukhya Mantri Vivah Shagun Yojna 140 

Women and Child Development 
Department 

Aapki Beti Hamari Beti 129 

Uttar Haryana Bijli Vitran Nigam-
UHBVN 

Billing Complaints 49 

Meter Complaint - Replace slow/fast/meters/Creeping or stuck 
meters 

49 

Dakshin Haryana Bijli Vitran Nigam-
DHBVN 

Billing Complaints 60 

Meter Complaint - Replace slow/fast/meters/Creeping or stuck 
meters 

57 

  Total 2386 
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SERVICE/SCHEME APPLICATION SUBMISSION: PRECTICES AND EXPERIENCES 

Practice to Self-Applying or Not Self-Applying 

In the total sample, 62.9 per cent of the applicants/beneficiaries applied independently for 

the respective service/scheme. However, in certain instances, applicants/beneficiaries 

sought assistance from family members, particularly illiterate individuals accompanied by 

educated family members or acquaintances.  

Of the applicants/beneficiaries, 37.1 per cent did not submit their applications. Out of these: 

¶ 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 of a firm or agency. 

In our study, for the service "Filing of mandatory annual returns u/s 50(1) of the Haryana 

Registration and Regulation of Societies Act, 2012 (Act 1 of 2012),"  100 per cent of annual 

returns were filed by the office staff or hired professionals. 

In the case of the scheme "Financial Assistance in Marriage of Women Workers or Daughters 

of Workers," the officer staff of the industry submitted 93.22 per cent of applications on 

behalf of the eligible workers. 

For the service "Registration of Non-Transport Vehicles through Dealer-RLA,"  36.04 per 

cent of applications were submitted by the dealership's staff. 

Regarding the service "Character Certificate," 60.94 per cent of applications were also 

submitted by office staff to get the character certificate of a person their office was going to 

recruit. 
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Figure 3.1 Service/Scheme wise Percentage of Applicants who Self-Applied and Not Self-
Applied Applications  

 

Application Submission Preferences for Place/Medium 

Those who self-applied mostly did that by physically visiting the office (27.9 per cent) or the 

website/portal (28.6 per cent) of the specific department to which the service/scheme 

belongs. The Saral Haryana portal was another preferred option for the applicants (25.3 per 

cent). Some applicants applied through the Common Services Centers (CSCs) (17.5 per cent).1 

 
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.  
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CƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ŦƻǊ 9ŘǳŎŀǘƛƻƴ ƻŦ /ƘƛƭŘǊŜƴ ƻŦΧ

Kanyadaan Scheme -HBOCWWB

CƛƴŀƴŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ƛƴ aŀǊǊƛŀƎŜ ƻŦ ²ƻƳŜƴ ²ƻǊƪŜǊΧ

Occupancy Certificate/Completion Certificate

Re-Allotment Letter

LƴƧǳǊȅ κ 5ŜŀǘƘ ǿƘŜǊŜ ŀǇǇƭƛŎŀǘƛƻƴ ǎǳōƳƛǘǘŜŘ ŀŦǘŜǊ нΧ

LƴƧǳǊȅ κ 5ŜŀǘƘ ǿƘŜǊŜ ŀǇǇƭƛŎŀǘƛƻƴ ǎǳōƳƛǘǘŜŘ ǿƛǘƘƛƴ нΧ

!ǇǇƭƛŎŀǘƛƻƴ CƻǊ LǎǎǳŀƴŎŜ ƻŦ .ƛǊǘƘκ5ŜŀǘƘκbƻƴπΧ

Application for Inclusion of Child Name in Birth Record

CƛƭƛƴƎ ƻŦ ƳŀƴŘŀǘƻǊȅ ŀƴƴǳŀƭ ǊŜǘǳǊƴǎ ǳκǎ рлόмύ ƻŦ ǘƘŜΧ

Character Certificate

Billing Complaints

aŜǘŜǊ /ƻƳǇƭŀƛƴǘ π wŜǇƭŀŎŜΧ

Water Leakage/ Over Flow Pipes

Resident Certificate

Income Certificate (for Education Purposes)

Old Age Samman Allowance

wŜƎƛǎǘǊŀǘƛƻƴ ƻŦ bƻƴπ¢ǊŀƴǎǇƻǊǘ ±ŜƘƛŎƭŜǎ ǘƘǊƻǳƎƘΧ

/ƘŀƴƎŜ ƻŦ hǿƴŜǊκhŎŎǳǇƛŜǊ ƛƴ tǊƻǇŜǊǘȅ ¢ŀȄ wŜƎƛǎǘŜǊΧ

Dr. Ambedkar Medhavi Chattar Yojna

Mukhya Mantri Vivah Shagun Yojna

Aapki Beti Hamari Beti

Self Applied Not Self Applied
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A few applicants also applied for service/scheme by visiting e-Disha "Electronic Delivery of 

Integrated Services of Haryana" centres. 

Figure 3.2 Those who Self-Applied Place where Application Submitted 

 

Of those who applied for the service/scheme independently, 78.5 per cent of them reported 

that their applications were successfully submitted in a single attempt. However, 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 as a non-functional 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 Status of the Application 

A mere 15.6 per cent of applicants/beneficiaries stated that they had received an SMS 

notifying them about the status of their application for the service or scheme. In contrast, 

46.7 per cent reported not receiving any such message. Meanwhile, 37.7 per 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 had not personally submitted their applications speculated 

that this lack of self-application might be the reason for not receiving the notification 

message. 
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Figure 3.3 SMS confirmation received during application submission, telling status  
or at the time of final delivery of the Service/Scheme 

 

Success Rate in Service/Scheme Delivery and Distribution 

Figure 3.4 Service/Scheme wise Delivery/Distribution Ratio 

 

An impressive 72.8 per cent of 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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¶ All applicants of the service named "Filing 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.  

¶ "Financial Assistance in Marriage of Women Worker or Daughters of Workers", "Re-

Allotment Letter", and "Character Certificate"  were the other three efficiently 

delivered or distributed schemes or services, of which more than 90 per cent of the 

applicants/beneficiaries received the benefit.  

¶ "Old Age Samman Allowance" , "Occupancy Certificate/Completion Certificate" , and 

"Change of Owner/Occupier in Property Tax Register (Except in death case)"  were 

other effectively distributed/delivered schemes/services as more than 80 per cent of 

the applicants/beneficiaries got benefits.  

Table 3.2 Service/Scheme wise Delivery/Distribution Percentage 

Service/Scheme Service 
Delivered 

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

100.0 

Financial Assistance in Marriage of Women Worker or daughters of worker's-Haryana Labour Welfare 
Board 

96.6 

Re-Allotment Letter 94.4 

Character Certificate 90.6 

Old Age Samman Allowance 87.9 

Occupancy Certificate/Completion Certificate 83.2 

Change of Owner/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 Non-Transport Vehicles through Dealer-RLA 72.1 

Kanyadaan Scheme -HBOCWWB 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 but no FSL 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 required 61.4 

Financial Assistance for Education of Children of Registered worker-HBOCWWB 61.4 

Application For Issuance of Birth/Death/Non-Availability 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, namely "Aapki Beti Hamari Beti" and 

"Income Certificate (for Education Purposes)," said that the service was not delivered.  

In the case of the "Aapki Beti Hamari Beti" scheme, there is a provision for making an 

investment with the Life Insurance Corporation (LIC) in the name of the girl child and would 

be given to her when she attains 18 years of age. However, 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 the service or scheme they had 

applied for (which accounted for 27.2 per cent of applicants), a significant 93.4 per cent were 

unaware of the status of their application. Only 6.6 per cent knew that their application had 

been rejected. Among those who knew their application had been rejected, 90.7 per cent 

were informed about the reason for rejection, while 9.3 per cent reported that they did not 

receive any explanation for the rejection. 

However, among the applicants who said that the service had not been delivered to them, 

only 6 per cent were 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/beneficiaries and 

non-beneficiaries, were first asked about their awareness of the "Sewa ka Adhikaar Kanoon", 

many admitted to not knowing about it. However, after receiving some explanation and 

information about the Act, some of them claimed to be familiar 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 Act. Among male 

applicants/beneficiaries, 6.6 per cent, and among female applicants/beneficiaries, 3.3 per 

cent reported familiarisation with the HRTS Act. Notably, most of the schemes examined in 

this study were designed 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, 77.91 per cent of the 

applicants were of 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.  



88 
 

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 10.57 per cent, 43.06 per cent, and 31.58 per 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 3.5 Awareness of the HRTS Act among the Applicants 

 

The objective of the Right to Service Act is to provide citizens with the right to prompt service 

delivery, which was known to 8.13 per cent of applicants out of the applicants who were 

aware of the Right to Service Act. 

The Source of awareness of the Haryana Right to Service (HRTS) Act 
 

Figure 3.6 Applicants who were aware of the HRTS Act for those the source of Awareness  
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Media such as newspapers, radio, and television were the source of information about the 

HRTS Act for the majority of applicants (64.2 per cent) who were aware 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 where they went to apply for the 

service/scheme. 

Out of the total sample of applicants/beneficiaries, 3.3 per cent were aware of the HRTS 

Act because of the media, like Newspapers, Radio and TV. 

Applicants/Beneficiaries' Awareness of the notification of service schemes they applied 
under the Haryana Right to Service (HRTS) Act and the timeline for service 

Even those who were aware of the HRTS Act, 67.5 per cent of 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 per cent, were unaware that the requested service had a 

timeline within which it had to be delivered. 

Out of the total sample of applicants/beneficiaries, only 1.7 per cent were 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 for were only 1.3 per cent of the 

total sample. 

Received Information about the Service Delivery Date 

Irrespective of whether the applicant was aware or not that the service applied was notified 

under the RTS Act, 28.5 per cent of the applicants who were aware of the HRTS Act said they 

received the information about the service delivery date, and 71.5 per cent said they did 

not.  

Only 1.5 per cent of 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, 57.1 per cent said they received the decision on their application within time, 22.9 per 

cent denied that, and 20.0 per cent expressed ignorance.  
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Less than one per cent of the applicants, 0.8 per cent in 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, 20.3 per cent said they saw some display board 

mentioning the service timeline at the centre or office where they applied for service. 

However, in the entire sample, the percentage of applicants/beneficiaries who saw such a 

board was only 1 per 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 Act. Information about the right 

to appeal was in the knowledge of 23.58 per cent of the applicants who were aware of the 

HRTS Act.  

Figure 3.7 Awareness of the Right to Appeal among Applicants Aware of the HRTS Act 

 

However, in the total sample of applicants/beneficiaries, only 1.2 per cent were aware of 

the right to appeal. None of the applicants/beneficiaries appealed.  

Auto-Appeal System 

An Auto-Appeal System is functioning to make the service delivery more effective and 

accountable; it was known to 13.79 per cent of applicants out of the applicants who were 

aware of the Right to Appeal, and all of them expressed their satisfaction with the Auto 

Appeal System. 
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Figure 3.8 Awareness of the Auto Appeal System among Applicants  
Aware of the Right to Appeal 

 

Only 0.2 per cent of the total sample of applicants or beneficiaries were aware of the Auto 

Appeal System. 

Appellate Authority 

Of respondents who were aware of the Right to Appeal, 20.69 per cent of 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. Officials whom one can approach in case of grievance 

are precisely called the first and second grievance redressal authorities; this information was 

only with 13.79 per cent. 

Figure 3.9 Awareness of the Appellate Authority among Applicants  
Aware of the Right to Appeal 

 

Only 0.3 per cent of the total sample of applicants or beneficiaries knew that there were 

officials whom one could approach in case of any service-related problem, and only 0.2 per 

cent were aware of the proper nomenclature given to them by the Act.  
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Right to Service Commission 

There were 11.38 per cent of the applicants who were aware of the Right to Service Act and 

also familiar with the Right to Service Commission. 

 
Figure 3.10 Awareness of the Right to Service Commission among Applicants  

Aware of the Haryana Right to Service Act 

 

In the total sample, only 0.6 per cent of 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 not, of those who were aware of the Right to Service Act, 26.83 per 

cent of them believed that there exists a mechanism for the redressal of grievances and 

that too is accountable and transparent. They 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 satisfied with that. The remaining applicants 

(73.17 per cent) expressed their ignorance or did not respond. 

Figure 3.11 The Accountable and Transparent Grievance Redressal Mechanism 

 

In the total sample, 1.4 per cent of applicants/beneficiaries believed there was 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 corruption-related complaints, Antyodaya 

SARAL Helpline and Tracking of service status through a number was very low among the 

applicants/beneficiaries. 

Figure 3.12 Awareness of the Different Helpline Numbers 

 

DIFFICULTIES PROBLEMS FACED WHILE APPLYING FOR SERVICE/SCHEME 

Of those who applied for the service/scheme themselves, only 5.93 per cent of the applicants 

who self-applied for the service/scheme reported difficulty while applying. The difficulties 

they reported were "Server error/non-functional website", "Unclarity on the list of 

documents to be attached", "Non-availability of an official at the department's 

window/desk", "Web Portal/Server Error", "CSC/e-Disha Centre at Distance", and "Time-

consuming". The major one was the unclarity of the document to be attached. 

Figure 3.13 Difficulties Faced while Applying by Those Who Self-Applied  

 

3.19

0.96

0.34

0.00

0.50

1.00

1.50

2.00

2.50

3.00

3.50

Aware of the Helpline No. (1064)
for corruption-related complaints

Aware of the Antyodaya SARAL
Helpline No. (0172-3968400)

Aware of Status  tracking through
SMS (By typing SARAL and send to

Mobile No.  9954699899)

0.00
10.00
20.00
30.00
40.00
50.00
60.00
70.00
80.00
90.00

Y
e

s

N
o

N
o

 r
e

sp
o

n
se

S
e

rv
e

r 
e

rr
o
r/

n
o

n
-f

u
n
ct

io
n
a

l
w

e
b
si

te

U
n
-c

la
ri
ty

 o
n
 t
h
e

 l
is

t 
o
f

d
o

cu
m

e
n
ts

 t
o
 b

e
 a

tt
a

c
h
e

d

N
o

n
-a

v
a

ila
b

ili
ty

 o
f 
a

n
o
ff

ic
ia

l a
t 
th

e
 d

e
p

a
rt

m
e

n
t's

w
in

d
o
w

/d
e

sk

W
e

b
 P

o
rt

a
l/
S

e
rv

e
r 

E
rr

o
r

C
S

C
/e

-D
is

h
a

 C
e

n
tr

e
 a

t
D

is
ta

n
ce

T
im

e
 C

o
n

su
m

in
g

Faced Difficulty in Applying for
Service

Nature of Difficulty

5.93

86.07

8.00
16.85

69.66

2.25 3.37 2.25 5.62



94 
 

In the sample, only 3.7 per cent of the applicants/beneficiaries self-applied and reported 

difficulty while applying. The 2.6 per cent self-applied faced difficulty, and that difficulty 

was unclear about the documents to be attached.  

OFFICIALS/DEALING STAFF CONDUCT AND SATISFACTION LEVEL OF APPLICANTS 

Of the applicants who self-applied for the service/scheme, 57.87 per cent had to enquire 

about different aspects of the application process, the majority, 70.51 per cent, were 

satisfied, and 1.7 per cent were highly satisfied with the conduct of the official/dealing person. 

None of these applicants reported corrupt practices by any official/dealing person. Those 

who expressed dissatisfaction were resented due to the non-delivery of service and not 

because of the conduct of staff per se.  

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

 

In the entire sample, 36.0 per cent of the applicants/beneficiaries inquired about something 

from the staff or dealing person while applying. 25.6 per cent of applicants/beneficiaries in 

the sample enquired something from the staff and were satisfied with the staff's conduct 

while they made any inquiries. 

SATISFACTION LEVEL WITH THE OVERALL APPLICATION PROCESS AND SUGGESTIONS FOR 
THE IMPROVEMENT OF SERVICE DELIVERY  

In the majority, the application process was appreciated by the applicants who self-applied 

for the service/scheme, as 67.73 per cent and 4.60 per cent were satisfied and highly satisfied 

with the application process. There was also dissatisfaction among the applicants because 

15.87 per cent expressed so. Non-delivery of the service/scheme and having to visit the 

office/ centre to apply or inquire about the service were the main causes of dissatisfaction. 
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Figure 3.15 Satisfaction Level of Applicants Who Self-applied with the  
Overall Application Process 

 
 

Figure 3.16 Service-wise Satisfaction Level of applicants who self-applied with the Overall 
Application Process 
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Table 3.3 Satisfaction with the overall application process was expressed in the  
the highest proportion of applicants for the following five services 

Occupancy Certificate/Completion Certificate 

Re-Allotment Letter 

Billing Complaints 

Meter Complaint - Replace slow/fast/meters/Creeping or stuck meters 

Registration of Non-Transport Vehicles through Dealer-RLA 

Of the total sample, 42.6 per cent of applicants/beneficiaries were satisfied, and 2.9 per cent 

were highly satisfied with the overall application process. 

SUGGESTIONS BY APPLICANTS/BENEFICIARIES TO IMPROVE THE SERVICE DELIVERY 
MECHANISM 

One of the survey's findings is that most applicants were unaware of the HRTS Act, and those 

who were aware did not have in-depth knowledge. After the interview, when 

applicants/beneficiaries learned a little bit about the HRTS Act, one of the suggestions by 

25.8 per cent of the applicants/beneficiaries was to spread awareness about the Act.  

Ensuring the single-visit delivery was the suggestion-cum-demand of 28.6 per cent of 

applicants, and ensuring hassle-free and time-bound service delivery was suggested by 16.6 

per cent. 

Figure 3.17 Suggestions for the Improvement of the Service Delivery 

 
 

MAJOR FINDINGS: [APPLICANTS/BENEFICIARIES] 

¶ Of those who applied for the service/scheme independently, 78.5 per cent of them 

reported that their applications were successfully submitted in a single attempt. 

¶ A mere 15.6 per cent of applicants/beneficiaries stated that they had received an 

SMS notifying them about the status of their application for the service or scheme. 

¶ An impressive 72.8 per cent of the applicants/beneficiaries received the 

services/schemes they requested. 
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o All applicants of the service named "Filing 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 Daughters of 

Workers", "Re-Allotment Letter", and "Character Certificate"  were the other 

three efficiently delivered or distributed schemes or services, of which more 

than 90 per cent of the applicants/beneficiaries received the benefit.  

o "Old Age Samman Allowance" , "Occupancy Certificate/Completion 

Certificate" , and "Change of Owner/Occupier in Property Tax Register 

(Except in death case)"  were other effectively distributed/delivered 

schemes/services as more than 80 per cent of the applicants/beneficiaries got 

benefits.  

¶ Among the applicants who did not receive the benefit of the service or scheme they 

had applied for (which accounted for 27.2 per cent of applicants), a significant 93.4 

per cent were unaware of the status of their application. 

¶ Among the applicants who said that the service had not been delivered to them, only 

six per cent were informed about the rejection of their application and provided 

with the reason for it. 

¶ Only 5.16 per cent of the applicants knew of the Haryana Right to Service Act. 

¶ Media such as newspapers, radio, and television were the source of information about 

the HRTS Act for the majority of applicants (64.2 per cent) who were aware of the 

HRTS Act. 

¶ Out of the total sample of applicants/beneficiaries, 3.3 per cent were aware of the 

HRTS Act because of the media, like Newspapers, Radio, and TV. 

¶ Even those who were aware of the HRTS Act, 67.5 per cent of 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 per cent, was unaware that the 

requested service had a timeline within which it had to be delivered. 

¶ Out of the total sample of applicants/beneficiaries, only 1.7 per cent were 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 for were 

only 1.3 per cent of the total sample. 
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¶ 28.5 per cent of the applicants who were aware of the HRTS Act said they received the 

information about the service delivery date, and out of them, 57.1 per cent said they 

received the decision on their application within time. 

¶ Only 1.5 per cent of the applicants in the total sample received information about 

the service delivery date.  

¶ Less than one per cent of the applicants, 0.8 per cent in the total sample, said that 

they received the decision on their application right on or before the date the 

delivery was committed.  

¶ 23.58 per cent of 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 1.2 per cent knew the 

right to appeal. None of the applicants/beneficiaries appealed.  

¶ Of those aware of the right to appeal, 13.79 per cent were aware of the Auto Appeal 

System.  

¶ Only 0.2 per cent of the total sample of applicants or beneficiaries were aware of 

the Auto Appeal System. 

¶ Of respondents who were aware of the Right to Appeal, 20.69 per cent of 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 0.3 per cent of the total sample of applicants or beneficiaries knew that there 

were officials whom one could approach in case of any service-related problem. 

¶ 11.38 per cent of the applicants aware of the Right to Service Act were also familiar 

with the Right to Service Commission. 

¶ Of those who were aware of the Right to Service Act, 26.83 per cent of them believed 

that a mechanism exists for the redressal of grievances, which is also accountable 

and transparent. 

¶ Of those who applied for the service/scheme themselves, only 5.93 per cent of the 

applicants who self-applied for the service/schemes reported difficulty while applying. 

The difficulties problems they reported were "Server error/non-functional website", 

"Unclarity on the list of documents to be attached", "Non-availability of an official 

at the department's window/desk", "Web Portal/Server Error", "CSC/e-Disha 

Centre at Distance", and "Time-consuming". 
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¶ In the entire sample, only 3.7 per cent of the applicants/beneficiaries reported that 

they faced some difficulty while applying. For the 2.6 per cent, the difficulty faced 

was the unclear of the documents to be attached.  

¶ Of the applicants who self-applied for the service/scheme, 57.87 per cent had to 

enquire about different aspects of the application process. The majority, 70.51 per 

cent, were satisfied, and 1.7 per cent were highly satisfied with the conduct of the 

official/dealing person. 

¶ In the entire sample, 36.0 per cent of the applicants/beneficiaries enquired something 

from the staff or dealing person while applying. 25.6 per cent of 

applicants/beneficiaries in the sample enquired something from the staff and were 

satisfied with the staff's conduct while they made any enquiries. 

¶ In the majority, the application process was appreciated by the applicants who self-

applied for the service/scheme, as 67.73 per cent and 4.60 per cent were satisfied and 

highly satisfied with the application process. 

¶ Of the total sample, 42.6 per cent of applicants/beneficiaries were satisfied, and 2.9 

per cent were highly satisfied 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 

o Re-Allotment Letter 

o Billing Complaints 

o Meter Complaint - Replace slow/fast/meters/Creeping or stuck meters 

o Registration of Non-Transport Vehicles through Dealer-RLA 

¶ 25.8 per cent of applicants suggested spreading awareness about the Act. HRTS Act. 

¶ Ensuring the single-visit delivery was the suggestion-cum-demand of 28.6 per cent 

of applicants, and ensuring hassle-free and time-bound service delivery was 

suggested by 16.6 per cent. 
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Feedback: Non-Beneficiaries  

A diverse sample of citizens encompassing various 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, and the conclusions 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 Kanoon" was reported by 20.1 per cent of 

the surveyed citizens. When analyzed separately by gender, 23.9 per cent of male and 15.7 

per cent of female respondents indicated awareness of this term. A location-wise analysis of 

the respondents revealed that urban residents exhibited a higher level of awareness (24.2 per 

cent) than the rural residents 18.1 per cent regarding the term "Sewa ka Adhikaar Kanoon," 

and it was observed that individuals with higher levels of education were more likely to be 

familiar with the Act. 

Figure 3.18 Location, 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 television emerged as the primary channels for 

spreading awareness, with 37.1 per cent of informed citizens relying on them for information. 

Furthermore, notice boards within various departments played a substantial role in 

disseminating information, reaching 23.5 per cent of 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 of information dissemination, newspapers, radio, and television 

turned out to be the most effective means of mass information dissemination, reaching 7.5 

per cent of 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 3.19 Citizens who were aware of the HRTS Act for those the Source of Awareness 

 
 
Awareness of the Objectives of the Haryana Right to Service (HRTS) Act 

Among those who were informed about the HRTS Act, a substantial 84.16 per cent indicated 

some understanding of its objectives. Notably, a majority of this group, comprising 52.15 per 

cent, highlighted the Act's central objective as being the assurance of time-bound 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 3.20 Among those who were aware of the RTS Act, awareness Regarding the  
Objectives of the HRTS Act  

 

In the total sample, 16.9 per cent demonstrated awareness of the RTS Act and its associated 

objectives. 

Awareness of the Haryana Right to Service Commission  

In the survey sample who were aware of the RTS Act, 71.04 per cent of respondents also knew 

of the existence of the Haryana Right to Service Commission. When probed about the 

commission's objectives and responsibilities, approximately half of them, or 50 per cent, 

identified the commission's role as ensuring the timely and hassle-free delivery of services to 

citizens. Some of them mentioned that the commission was established to hold those officials 

who failed to deliver services punctually accountable and to facilitate the effective 

implementation of the HRTS Act within the state. A few believed that the commission served 

as a mechanism to provide justice to individuals seeking services. 

Figure 3.21 Objectives of the Haryana Right-to-Service Commission 
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Among citizens who were informed about the HRTS Commission, 80.89 per cent were familiar 

with its geographical location. Of these, 58.27 per cent accurately pinpointed its headquarters 

in Chandigarh. 

In the overall survey population, 14.3 per cent were aware of both the RTS Act and the HRTS 

Commission. Only 2.1 per cent of respondents understood the HRTS Commission's function 

as implementing the RTS Act in Haryana, and 7.1 per cent recognized its role in ensuring the 

delivery of timely and hassle-free services to citizens. 6.7 per cent of the sample population 

knew that the HRTS Commission was in Chandigarh  

Awareness of the Auto-Appeal System (AAS) 

Familiarization with the Auto Appeal System was acknowledged by 15.84 per cent of citizens 

who were aware of the HRTS Act, and all of them mentioned that they were satisfied with the 

AAS.  

However, in the total sample, only 3.2 per cent were aware of the Auto-Appeal System 

(AAS). 

Citizens' Perception of Time-Bound Delivery of Service 

Due to the implementation of the HRTS Act, services were being delivered within the 

prescribed timeline, which was the belief that 21.27 per cent of the citizens were aware of 

the HRTS Act.  

Only 4.3 per cent of the sample knew of the RTS Act and believed services were being 

delivered within the specified timeline. 

 

SATISFACTION LEVEL OF CITIZENS WITH SERVICE DELIVERY AND OFFICERS' BEHAVIOUR 

Irrespective of whether they had knowledge of 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. 

This means they neither expressed satisfaction nor dissatisfaction with both service delivery 

and officers' conduct. About 20 per cent of the respondents expressed dissatisfaction or high 

dissatisfaction with both service delivery and officers' conduct when interacting with citizens. 

On the other hand, 28 per cent of the respondents conveyed their satisfaction or high 

satisfaction with both service delivery and officers' conduct during interactions with citizens.  
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Figure 3.22 Satisfaction Level of Citizens with Service Delivery and Officers'  
Behaviour with Public 

 
 

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 means to get work done. 

Furthermore, they mentioned that the basic services are not properly provided, which could 

be attributed to the government's limited presence in villages. They also said public 

awareness and information about the right to service is lacking. There 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. 

CITIZENS' SUGGESTIONS TO IMPROVE THE SERVICE DELIVERY MECHANISM 

The main demands and suggestions from citizens include the government ensuring a one-

time visit for hassle-free and time-bound service delivery, as 45.2 per cent said so. A notable 

portion of respondents, accounting for 12.5 per cent, urged an awareness campaign to inform 

people about the provisions of the HRTS Act. Additionally, 5.8 per cent of respondents 

emphasized the importance of addressing corruption within government departments. 
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Figure 3.23 Citizens' Suggestions to Improve Service Delivery 

 
 

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 awareness programmes. 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 corruption. They highlighted the significance of regular monitoring and 

transparency in service delivery.  

MAJOR FINDINGS [NON BENEFICIARIES] 

¶ 20.1 per cent of the citizens were familiar with "Sewa ka Adhikaar Kanoon." 

¶ 23.9 per cent of male and 15.7 per cent of female respondents indicated awareness 

of "Sewa ka Adhikaar Kanoon".  

¶ Urban residents exhibited a higher level of awareness (24.2 per cent) than rural 

residents, i.e., 18.1 per cent, regarding the term "Sewa ka Adhikaar Kanoon," and it 

was observed that individuals with higher levels of education were more likely to be 

familiar with the Act. 

¶ Media such as newspapers, radio, and TV were the most quoted sources of awareness, 

as this was mentioned by 37.1 per cent of the aware citizens and among different 

mediums of information dissemination, newspapers, radio, and television stood out 
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as the most effective means of mass information dissemination, reaching 7.5 per cent 

of the total sample. 

¶ Of those aware of the HRTS Act, 84.16 per cent claimed they knew its objectives. 

¶ In the total sample, 16.9 per cent demonstrated awareness of the RTS Act and its 

associated objectives. 

¶ 71.04 per cent of the citizens who were aware of the HRTS Act knew about the 

Haryana Right to Service Commission. 

¶ In the overall survey population, 14.3 per cent were aware of both the RTS Act and 

the HRTS Commission. Only 2.1 per cent of respondents understood the HRTS 

Commission's function as implementing the RTS Act in Haryana, and 7.1 per cent 

recognized its role in ensuring the delivery of timely and hassle-free services to 

citizens. 6.7 per cent of the sample population knew that the HRTS Commission was 

in Chandigarh. 

¶ Acquaintance with the Auto Appeal System was expressed by 15.84 per cent of 

citizens aware of the HRTS Act, and all of them (100 per cent) mentioned that they 

were satisfied with the AAS. However, in the total sample, only 3.2 per cent were 

aware of the Auto Appeal System (AAS). 

¶ Due to the implementation of the HRTS Act, services are being delivered within the 

prescribed timeline, and 21.27 per cent of the citizens are aware of the HRTS Act. Only 

4.3 per cent of the sample knew of the RTS Act and believed services were being 

delivered within the specified timeline. 

¶ Approximately 20 per 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 officers' conduct in their interactions with 

citizens. 

¶ 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 

means to get work done. Furthermore, they mentioned that the basic services are not 

properly provided, which could be attributed to the government's limited presence in 

villages. They also said public awareness and information about the right to service is 
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lacking. There 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. 

¶ The main demands and suggestions from citizens include the government ensuring a 

one-time visit for hassle-free and time-bound service delivery, as 45.2 per cent said 

so. 

¶ 12.5 per cent of respondents called for an awareness campaign about the provisions 

of the HRTS Act. 

¶ 5.8 per cent of respondents emphasized 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 system, and conducting surprise audits was also suggested 

to curb corruption. They highlighted the significance of regular monitoring and 

transparency in service delivery. 
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IV  

{¢!CC !b5 hCCL/L![Ω{ AWARENESS OF RTS ACT, 
PERSPECTIVE ON SERVICE DELIVERY UNDER RTS 

MECHANISM: PRIMARY DATA ANALYSIS 

Government Officials: General Staff, Designated Officers, First Grievance 

Redressal Authority (FGRA) and Second Grievance Redressal Authority (SGRA) 

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 Redressal 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) Act. A two-pronged approach was 

employed to gather this data: we distributed 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: 

¶ Building and Other Construction Workers (BOCW) Board 

¶ Haryana Labour Welfare Board (HLWB) 

¶ Haryana Shehri Vikas 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 Child Development Department 

¶ Uttar Haryana Bijli Vitran Nigam-UHBVN 

¶ Dakshin Haryana Bijli Vitran Nigam-DHBVN 
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FAMILIARISATION WITH THE HRTS ACT 

While every government official exhibited familiarity with the HRTS Act, there were 

variations in awareness among different designations regarding its specific objectives. The 

Act primarily aims to establish citizensΩ rights to receive services within stipulated timelines, 

a goal known to a majority of officials. However, other 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 4.1 Rank and Designation-wise proportion of government officials aware of the  
different Objectives of the HRTS Act 

 

Note: The sum of the proportions of officials aware of different objectives of the HRTS Act is not equal to 100 per 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 11.36 per cent of government officials said they received some guidance or 

information material on the HRTS Act.  
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Figure 4.2 Received Guidance or Information Material on the HRTS Act 

 

Designated Officers are the nodal officers in the delivery mechanism to provide notified 

services/schemes. Most of them, 92.5 per cent, were working as Designated Officers without 

receiving any training or informative material on the HRTS Act and its implementation. As per 

the responses, 88.7 per cent of the government officials were working without 

formal/informal training or receiving any material on the HRTS Act and its implementation. 

Only 11.3 per cent of government officials specified that they were provided 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, and they occasionally receive 

information on that group. Of those who received some information material or occasional 

guidance, 80 per cent expressed satisfaction.  

Figure 4.3 Requirement of Training 
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Training is required, and 92.9 per cent of government officials believed so; however, 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 training 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 cent of government officials claimed they knew what services/schemes are 

notified under the HRTS Act and their timelines. The prevalence of awareness was 

comparatively less among the general staff.  

Figure 4.4 Awareness of Notified Services and Timeline 

 

CLAIM ABOUT THE TIMEBOUND DELIVERY OF SERVICES 

Sometimes, the delay also happens in delivering notified services; 19.9 per cent of 

government officials acknowledged this. Acceptance for delayed service delivery was more 

among the grievance redressal authorities.    

Figure 4.5 Officials' Claim about the within-timeline Delivery of Services 
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Out of 16 departments, officials of five departments named άUrban Local Bodiesέ, άTransport 

Departmentέ, άRevenue & Disaster Management Departmentέ, άIndustries and Commerce 

DepartmentέΣ and άBuilding and Other Construction Workers (BOCW) BoardέΣ claimed that 

they always manage to delivery services within the notified timeline. Officials of the other 11 

departments confessed to occasional delays in the delivery of services.  

Figure 4.6 Department-wise Claim about the within-notified timeline delivery of services 
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The officials of three departments, the άPublic Health and Engineering Departmentέ for their 

άWater Leakage / Overflow Pipesέ service, and officials of άDakshin Haryana Bijli Vitran 

Nigamέ and άUttar Haryana Bijli Vitran Nigamέ for their άBilling Complaintsέ and άMeter 

Complaint-Replace slow/fast/meters/creeping or stuck meterέ services, confessed 

occasional delivery delays in the higher proportion that is 88.2 per cent, 70.0 per cent and 

50.0 per cent respectively. 

Reasons behind Delay in Service Delivery 

Officials who professed the occasional delays in service deliveries invoke mainly the 

άshortage of staffέ and άprocedural issuesέ as reasons. Some officials of the άPublic Health 

And Engineering Departmentέ mentioned that the notified timeline for their service άWater 

Leakage/ Overflow Pipesέ is impossible to meet.   

Figure 4.7 Reasons behind Delay in Service Delivery 

 

Note: The sum of the proportions of officials who cited various reasons for the delay in service delivery is not equal to 100 
per cent, as there were multiple responses. 
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which often results in a lengthy verification process, causing service requests to 

escalate to the appeal stage within the department. 

¶ 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 services/schemes. They further explained that sometimes, with just 

a general assessment and sometimes due to personal acquaintance with the 

applicant, they were aware that the applicant belonged to a low-income category and 

was eligible for a scheme that considered income as one of the 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) 

¶ Department officers attributed delays in service delivery to the online application 

process, emphasising 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 applications. They pointed 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) 

¶ The department's absence of dedicated IT personnel contributes to delays in prompt 

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 the problem.  

Haryana State Agricultural Marketing Board (HSAMB) 

¶ 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 a requirement for a Post-Mortem 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 comes, the timeline to apply ends. 
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¶ The notified timeline is impractical, and there is poor coordination both between 

departments and within the department. This lack of coordination results in delays in 

obtaining post-mortem reports, causing inconvenience to applicants who cannot 

apply for the scheme within the specified timeframe. Consequently, this also leads to 

the departmentΩs failure to deliver the intended service. 

Health Service Department 

¶ Officers believed that Village Level Entrepreneurs (VLE) and Common Service 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 applicantsΩ numbers. 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 delays in 

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. 

¶ ¢ƘŜ {ŀǊŀƭ ǇƻǊǘŀƭΩǎ ǎƭƻǿ ŦǳƴŎǘƛƻƴƛƴƎ ŎƻƴǘǊƛōǳǘŜǎ ǘƻ ǎŜǊǾƛŎŜ ŘŜƭƛǾŜǊȅ ŘŜƭŀȅǎ. According to 

officers, there are instances where staff members are compelled to work late hours 

to meet the specified timeline. 

¶ The shortage of clerical staff at health centres often compels doctors and nurses to 

undertake additional tasks related to certificates, leading to delays in service. 

¶ Officers have noted that sometimes delays are attributed to errors made by 

applicants. For instance, when applying for a Non-Availability Certificate, they may 

incorrectly specify the health centre, causing unnecessary delays. 

¶ Officers have also expressed frustration with the service portal, which occasionally 

displays a pending status 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 Service 

 

Industry and Commerce Department 

¶ Filing Mandatory Annual Returns under Section 50(1) of the Haryana Registration and 

Regulation of Societies Act 2012 requires submitting several scanned documents 

along with the application. Department officials stated that verifying the extensive list 

of documents consumes a significant amount of time and sometimes causes delays. 

Police Department   

¶ 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 causes 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. 

¶ Harsamay Portal is another digital platform for applying for police services online. 

They complained that the Saral Portal and Harsamay Portal sometimes work slowly. 

They said that even the Crime and Criminal Tracking Network & Systems (CCTNS) 

Portal sometimes works slowly, on which queries have to be run to check the criminal 

antecedents of the person whose character is to be verified, and this causes delays. 

¶ The officials also reported the issue of more than one application with the same 

application number. They reasoned that such a glitch causes a delay in service 

delivery, as those applications can not be processed until the clarification is received 

from the office monitoring the backend server. They provided a screenshot in support 

of their claim, which was for one of their RTS-notified service named Police Clearance 

Certificate (PCC). 

 
Two PCC Applications with the same Application Number 

Public Health Engineering Department (PHED)  

¶ Regarding άWater Leakage/ Overflow Pipesέ complaints, officials said these are two 

different services: Water Leakage of Pipes and Overflow wastewater. Department 

officials purported that specifically, Water Leakage complaints include water leakage, 

no water supply or muddy water supply. Officials explained 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 people also lodge FIR. Moreover, before 

digging any road, permissions from other departments like MC are often required; this 

causes delay; hence, a notified 7-day timeline is insufficient. 

¶ Other than the SARAL Portal, there are multiple portals and channels to register 

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. 

¶ In rural areas, a Village Water Sanitation Committee (VWSC) is headed by village 

sarpanch to maintain the water pipes. Sometimes, due to the lackadaisical attitude of 

these committees and lack of funds, the complaint remains pending with VWSC. As a 

result, these unresolved complaints contribute to the backlog or pending cases within 

the department responsible for water supply and sanitation. 

Revenue and Disaster Management Department 

¶ Officials from the Revenue and Disaster Management Department have emphasised 

that their department no longer has a role in issuing Income Certificates. Instead, if 

income is already verified in the Family 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 Subdivisional Magistrate (SDM); however, 

the pertinent authority to approach for redressal is the Additional Deputy 

Commissioner (ADC).  

¶ In the case of Resident Certificates, they stated that there is a restriction on the portal 

that prevents the opening of applications 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. However, they 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 for various reasons, it prevents the 

processing of new applications. This, in turn, contributes 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 permitted. They 

suggested that the government should consider introducing a άTatkaalέ service, 

allowing expedited processing for a fee in situations where it is imperative. 

¶ Shortage of staff was another issue they cited that needed to be addressed, as staff 

optimisation is necessary for the timely delivery of services. 

Social Justice and Empowerment 

¶ Social Justice and Empowerment Department officials also raised the staff shortage 

problem, which increases the work burden and causes delays in service delivery. 

¶ They also held the beneficiaries responsible for the delay in service 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. However, because 

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 social networking is 

not as good as in villages.  

¶ 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 schemeΩs benefit.  

Transport Department 

¶ Incomplete documentation and poor photocopies of the documents cause delays in 

vehicle registration beyond the notified timeline.  

¶ Officials also reported the mismatch between the actual pendency and disposal status 

and the displayed status on the portal dashboard. They said that the dashboard shows 

pending often despite the service being disposed of and completed. 
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Application Pending on SARAL Portal 

 

The same Application was Completed on the Department Portal. 

 

 

Urban Local Bodies 

¶ Compared to the workload, the lack of staff in the department is a concern for the 

officials. 
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¶ Regarding the service titled ΨChange of Owner/Occupier in Property Tax Register 

(Except in Death Cases)Ω it involves property matters. It 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 

¶ Both Dr. Ambedkar Medhavi Chattar Yojna and the Mukhya Mantri Vivah Shagun 

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 mentioned that this 

verification process is time-consuming. 

¶ 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 cited incomplete applications, wrong particulars, not attaching all the 

mandatory documents, and wrong bank account numbers (which were required for 

the Direct Benefit Transfer) as reasons for rejecting the application or delay. Officials 

elucidated that the contact numbers provided in the applications happened to be 

sometimes wrong, or instead of the actual beneficiariesΩ contact numbers were of the 

centre operator or of a third person who was a friend or family member of the actual 

beneficiary and had applied on 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 systemΩs restriction to dealing with newly uploaded applications 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 

¶ Officials complained that the non-release 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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¶ Officials explained that the distribution process of the scheme άAapki Beti Hamari 

Betiέ, 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 and Life Insurance Corporation); this makes the process time-consuming and 

difficult to deliver the service in time. They also complained about the occasional 

problem of unresponsiveness and slackness of the SARAL portal.   

¶ LIC issues the final certificates for the scheme, but 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 departmentΩs control. 

Power Department (UHBVN, DHBVN) 

¶ The correction procedure for billing complaints involves several time-consuming 

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 office decides, and 

only then can the Designated Officer inform the applicant. This process often exceeds 

the notified timeline. 

¶ Officials mentioned a άBinder Periodέ 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. 

¶ Staff shortage is also an issue that needs to be addressed. 

¶ Officials revealed that while dealing with the Meter Complaints, the unavailability of 

meters or other related material causes delays, which is rare, they appended. 

AWARENESS OF /L¢L½9b{Ω wLDI¢ ¢h !tt9![ 

Except for some general staff officers expressing ignorance, all others were aware of the 

citizenΩs right to appeal if a service request is rejected or not delivered within the notified 

timeline.  
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Figure 4.8 Awareness Among Officers Regarding CitizensΩ Right to Appeal in case a service  
request is rejected or not delivered within the timeline 

 

¢ƘŜ ƻŦŦƛŎƛŀƭǎ ŀǿŀǊŜ ƻŦ ŎƛǘƛȊŜƴǎΩ wƛƎƘǘ ǘƻ !ǇǇŜŀƭΣ who specifically could not mention the 

nomenclature used for the appellate authority, said that citizens can approach higher officials 

if they want to appeal. 

Figure 4.9 Awareness among officers who were aware of citizensΩ right to appeal  
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AWARENESS OF THE FIRST APPEAL TIME LIMIT AND RELATED RULES AMONG THOSE WHO 
²9w9 !²!w9 hC /L¢L½9b{Ω wLDI¢ ¢h !tt9![  

Among government officials who were aware of the Right to Appeal, it was found that: 

¶ 51.9 per cent of general staff members did not know if there was a time limit to file 

the first appeal. 

¶ 6.3 per cent of Designated Officers also mentioned that they did not know if there was 

a time limit for the first appeal. 

¶ 2.3 per cent of general staff members believed there was no time limit for the first 

appeal. 

Overall, 70.9 per cent of government officials who were aware of the Right to Appeal knew 

that citizens had a time limit to file an appeal.  

Figure 4.10 Awareness among officers who were aware of citizensΩ right to appeal  
Regarding the time limit to file the first appeal 
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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 order or 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 ignorant or were or did not have correct 

information about the exact number of days fixed as the time limit. Government Officials who 

45.7%

93.8%
100.0% 100.0%

70.9%

2.3% 0.0% 0.0% 0.0% 1.2%

51.9%

6.3%
0.0% 0.0%

27.9%

0.0%

20.0%

40.0%

60.0%

80.0%

100.0%

120.0%

Staff DO FGRA SGRA Total

Yes No Do not Know



125 
 

were aware of the Right to Appeal and the time limit to appeal: 91.8 per cent of them knew 

there was a 30-day time limit.  

Figure 4.11 Awareness among officers who were aware of citizensΩ right to appeal and the  
Time Limit to Appeal Regarding Duration of the Time Limit  

 

However, in the total sample, only 63.2 per cent of government officials knew that citizens 
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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 

30-day period had expired. 

!ǿŀǊŜƴŜǎǎ ƻŦ CDw!Ωǎ tƻǿŜǊǎ ǘƻ ŀǎƪ 5hǎ ǘƻ ŘŜƭƛǾŜǊ {ŜǊǾƛŎŜ ǿƛǘƘƛƴ ǘƘŜ ǎǇŜŎƛŦƛŜŘ ǘƛmeline or, 
in case of Default, to Summon DOs to explain the reason thereof or Responsibility to Pass a 
written Order against Appeal and to share Decision by Registered Post 

First, being FGRA, an officer, if it is found that the grievance is genuine, can direct the 

Designated Officer to provide the service within seven working days or, in the case of default, 

ask the Designated Officer to appear in person and explain the reasons thereof. Second, after 

giving a hearing opportunity to the Designated Officer and the service seeker, an FGRA is 

supposed to pass a reasoned order in writing, either accepting or rejecting the appeal. Among 

the Officers who were aware of the Right to Appeal, all appellate authority officers were 

knowledgeable about these two mandates mentioned above; in contrast, a significant 

proportion of general staff officials and Designated Officers, as high as 57 to 77 per cent, were 

ignorant. 

Figure 4.13 Awareness among officers who were aware of citizensΩ right to appeal 
wŜƎŀǊŘƛƴƎ CDw!Ωǎ tƻǿŜǊǎ ǘƻ {ǳƳƳƻƴ 5hǎΣ wŜǎǇƻƴǎƛōƛƭƛǘȅ ǘƻ tŀǎǎ ŀƴ hǊŘŜǊ ŀƎŀƛƴǎǘ !ǇǇŜŀƭ  

in Writing, and Decision to be shared by Registered Post 
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Additionally, if FGRA took a decision that needed to be shared with the Designated Officer 

and Service Seeker by the registered post, 81.4 per cent of the general staff officers and 67.5 

per cent of the Designated Officers were unaware of this. 

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

awareness regarding key aspects of FGRA procedures: 

57.5 per cent of the designated officers were unaware that, upon finding the appellantΩs 

grievance genuine, the FGRA has the authority to direct the 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. 

Additionally, 61.3 per cent of the designated officers were uninformed about the FGRAΩs 

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. 

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

communicate their decision 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 FGRA, there is a timeline from 

receipt of the appeal to disposal of an appeal. Among the officers who were aware of the right 

to appeal, 59.7 per cent of the general staff officers and 12.5 per cent of Designated Officers 

were unaware of this clause.  

Figure 4.14 Awareness among officers who were aware of citizensΩ right to appeal  
Regarding the Timeline for FGRAs 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 were aware 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 4.15 Awareness among officers who were aware of the Timeline for the Disposal of 
an Appeal by the FGRA Regarding Days given to FGRA for the Disposal of an Appeal  

 

AWARENESS OF THE SECOND APPEAL TIME LIMIT AND RELATED RULES AMONG THOSE 
²Ih ²9w9 !²!w9 hC /L¢L½9b{Ω wLDI¢ ¢h !tt9![ 

Citizens have the right to make a second appeal to the SGRA if an appeal obtaining service is 

rejected by FGRA or not provided with the service within the time specified in the order 

accepting the appeal by the FGRA. All Grievance Redressal Authority officials knew about this 

right and the timeline attached to make a second appeal. Among general staff and Designated 

Officers who were otherwise aware of the right to appeal, 54.3 per cent of general staff 

officers and roughly 3.8 per cent of Designated Officers were unaware of the right to a second 

appeal. Additionally, among general staff officers and Designated Officers aware of citizensΩ 

right to make a second appeal, 43.9 per cent and 28.9 per cent, respectively, were unaware 

of the time limit for such an appeal.  
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Figure 4.16 Awareness among officers who were aware of citizensΩ right to appeal  
Regarding the Right to Make a Second Appeal with SGRA  

 

 
Figure 4.17 Awareness among officers who were aware of citizensΩ right to the second 

appeal Regarding the time limit to file the Second Appeal with SGRA,  

 

In the overall sample, 58.4 per cent of general staff officials and 5 per cent of Designated 

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. 

Of those who claimed that they knew about the time limit to make the second 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 4.18 Awareness among officers who were aware of the Timeline associated with  
making a second appeal Regarding the exact time limit to file the Second Appeal  

 

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 second appeal is 60 days.  

SGRA may admit the appeal after the expiry of the time limit if satisfied that the appellant 

was prevented by sufficient cause from filling the appeal in time; this was 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 4.19 Awareness among officers who were aware of the Timeline associated with 
making a second appeal Regarding the SGRAΩǎ power to condone the delay and admit 
appeal if satisfied that the Appellant was prevented by sufficient cause from filling the  

appeal in time  
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However, in the entire sample, 91.2 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 admit the appeal even after the 

expiry of the timeline. 

!ǿŀǊŜƴŜǎǎ ƻŦ {Dw!Ωǎ wŜǎǇƻƴǎƛōƛƭƛǘȅ ǘƻ ƘŜŀǊ ǘƘŜ !ǇǇŜƭƭŀƴǘ ōŜŦƻǊŜ ǊŜƧŜŎǘƛƴƎ ǘƘŜ !ǇǇŜŀƭΣ 
Passing a written Order against the Appeal and sharing the Decision by Registered Post. 

Of the officers aware of the right to a second 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 officers 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 Officer were unaware).   

Figure 4.20 Awareness among officers who were aware of citizensΩ right to second appeal 
wŜƎŀǊŘƛƴƎ {Dw!Ωǎ wŜǎǇƻƴǎƛōƛƭƛǘȅ ǘƻ ƘŜŀǊ ǘƘŜ !ǇǇŜƭƭŀƴǘ ōŜŦƻǊŜ ǊŜƧŜŎǘƛƴƎ ǘƘŜ !ǇǇŜŀƭ ŀƴŘ ǘƻ 
Pass an Order against the Appeal in Writing and the Decision to be shared by Registered  

Post  

 

However, 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. 
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Awareness of Timeline for SGRAs to Dispose an !ǇǇŜŀƭ ŀƳƻƴƎ hŦŦƛŎŜǊǎ !ǿŀǊŜ ƻŦ /ƛǘƛȊŜƴǎΩ 
Right to Make a Second Appeal 

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, 43.9 per cent of the general staff officers and 19.7 per cent of Designated Officers 

were unaware of this clause. Few believed there was no such timeline.  

Figure 4.21 Awareness among officers who were aware of citizensΩ right to the second 
appeal Regarding the Timeline for SGRAs to Dispose of an Appeal  

 

In the entire sample, among general staff officers, only 23.4 per cent, 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. 

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 30-day timeline, which, as per the Act, is 60 as far as possible. The 30-day 

timeline to dispose of an appeal is for the FGRA.  
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Figure 4.22 Awareness among officers who were aware of citizensΩ right to the second 
appeal and the Timeline for SGRA to Dispose of regarding Days given to SGRA for the 

Disposal  

 

Within the sample, awareness of the precise 60-day time limit for disposing of the second 

appeal was very low. Only 1.5 per cent of general staff officers, 3.8 per cent of designated 

officers, and 13.3 per cent of the SGRAs were knowledgeable about the correct 60-day time 

limit for second appeal disposition. Among the FGRAs, none could accurately mention the 

timeline. 

AWARENESS OF GRIEVANCE REDRESSAL AUTHORITIESΩ POWER  

Awareness Of Grievance Redressal AuthoritiesΩ Power To Summon And Inspect Among 
Officers !ǿŀǊŜ hŦ /ƛǘƛȊŜƴǎΩ wƛƎƘǘ ¢ƻ !ǇǇŜŀƭ 

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 have the power to demand the production and inspection of 

documents; all GRAs knew that, but 80.6 per cent of general staff officers and 35.0 per cent 

of Designated Officers were unaware of this power. Similarly, 80.6 per cent of the general 

staff officers and 22.5 per cent of Designated Officers were unaware of the GRAsΩ power to 

summon DOs and Appellants for hearing. 
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Figure 4.23 Awareness among officers who were aware of citizensΩ right to appeal  
Regarding GRAs' Powers To Summon and Inspect  

 

In the total sample, 81.8 per cent of the general staff officers and 35 per cent of the 

designated officers were ignorant of the GRAΩs 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, and an additional 2.9 per cent of FGRA 

ǿŜǊŜ ƛƎƴƻǊŀƴǘ ƻŦ ǘƘŜ Dw!Ωǎ ǇƻǿŜǊ ǘƻ ǎǳƳƳƻƴ ǘƘŜ ŘŜǎƛƎƴŀǘŜŘ ƻŦŦƛŎŜǊǎ ŀƴŘ ŀǇǇŜƭƭŀƴǘǎ ŦƻǊ 

hearing.   

Awareness Of Second Grievance Redressal AuthoritiesΩ Power To Impose Penalty Among 
hŦŦƛŎŜǊǎ !ǿŀǊŜ hŦ /ƛǘƛȊŜƴǎΩ wƛƎƘǘ ¢ƻ !ǇǇŜŀƭ 

SGRAs can impose 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 58.9 per cent were unaware, most of the officers 

of other categories were knowledgeable of SGRAsΩ power to impose penalties in such a 

scenario.  
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Figure 4.24 Awareness among officers who were aware of citizensΩ right to appeal  
Regarding SGRAsΩ Power to Impose Penalties 

 

In the overall sample, 61.3 per cent of the general staff officers, 6.3 per cent of the 

designated officers, and 2.9 per cent of the FGRAs were unaware of the SGRAΩs power to 

impose the penalty. 

Of those officers who professed awareness of SGRAsΩ power to impose a penalty, the majority 

knew the extent of the penalty that could be imposed, that is, 250 rupees to 5000 rupees. 

However, 32.1 per cent of the general staff officers said they did not know the extent of the 

penalty.  

Figure 4.25 Awareness among officers who were aware of {Dw!Ωǎ tƻǿŜǊ ǘƻ LƳǇƻǎŜ  
Penalty Regarding the Extent of Penalty SGRA Can Impose.  

 

In the 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 Second Grievance Redressal AuthoritiesΩ Power To Award Compensation 
Among Officers AǿŀǊŜ hŦ /ƛǘƛȊŜƴǎΩ wƛƎƘǘ ¢ƻ !ǇǇŜŀƭ 

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 has the power to Award Compensation to the appellant.  

Figure 4.26 Awareness among officers who were aware of citizensΩ right to appeal  
Regarding SGRAsΩ Power to Award Compensation 

 

In the overall sample, 89 per cent of the general staff officers, 68.8 per cent of the 

Designated 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.  

The majority of those who claimed to be aware of SGRAΩs power to award compensation 

correctly mentioned the specific amount of compensation (up to 1000 rupees) that SGRA 

could grant. However, in the entire sample, only 8.8 per cent of the general staff officers, 

28.8 per cent of the designated officers, 88.2 per cent of the FGRAs, 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 Service Commission. 
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Figure 4.27 Awareness among Officers regarding The Haryana Right to Service Commission 

 

Figure 4.28 Among officers who were aware of The Haryana Right to Service Commission,  
their understanding of the Objectives of the Commission 

 
Note: The sum of the proportions of officials aware of different objectives of the HRTSC is not equal to 100 per cent, as 
there were multiple responses. 
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objectives mentioned were to penalise the officers in case of delay in service delivery, to take 

legal action against the officers in case of dereliction in delivery of service, to take suo-moto 

action, to provide justice to the service seekers, and to update the service delivery mechanism 

from time to time, were other objectives as mentioned by the officers, however less by the 

general staff and designated officers and more by the Grievance Redressal Authorities.   

Awareness among Officers Aware of  the RTS Commission Regarding CitizensΩ Right To File 
Revision Before The RTS Commission 

Section 10 of the HRTS Act states that a citizen aggrieved by any order of the SGRA may file a 

revision before the RTS Commission within ninety days from the date of such order. 27.3 per 

cent of the general staff officers and 5 per cent of the designated officers who knew about 

ǘƘŜ w¢{ ŎƻƳƳƛǎǎƛƻƴ ǿŜǊŜ ǳƴŀǿŀǊŜ ƻŦ ǘƘŜ ŎƛǘƛȊŜƴǎΩ ǊƛƎƘǘ ǘƻ ŦƛƭŜ ǊŜǾƛǎƛƻƴ ōŜŦƻǊŜ ǘƘŜ w¢{ 

commission if aggrieved by any order of the SGRA. 

In the total sample, 29.9 per cent of general staff officers and five per cent of designated 

officers were unaware that service seekers who were aggrieved about the decision of SGRA 

could file an appeal with the RTS commission. 

Figure 4.29 Awareness among officers aware of the RTS Commission Regarding the 
/ƛǘƛȊŜƴǎΩ wƛƎƘǘ ǘƻ CƛƭŜ wŜǾƛsion before the RTS Commission 

 

Of those who were aware of the right to file revision before the RTS commission, some 

officers were ignorant that there is a time limit within which revision can be filed; 55 per cent 

of the general staff officers and about 40 per cent of the designated officers were ignorant of 

this clause.  
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Figure 4.30 Awareness among officers who were aware of /ƛǘƛȊŜƴΩǎ wƛƎƘǘ ǘƻ CƛƭŜ wŜǾƛǎƛƻƴ 
before the RTS Commission Regarding the Time Limit to file the Revision from the Date of  

{Dw!Ωǎ hǊŘŜǊ 

 

Whereas, within the sample, 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. 

Among the officers who were aware of the revision filing timeline before the RTS Commission, 

awareness levels regarding the timeline duration varied as follows: 18.6 per cent of the 

general staff officers, 71.7 per cent of the Designated officers, 97.1 per cent of the FGRAs, and 

86.7 per cent of the SGRAs knew the timeline was 90 days. 

Figure 4.31 Awareness among officers who were aware of Timeline to File Revision before 
the RTS Commission Regarding Days Notified as Time Line  
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Within the sample, awareness of the precise 90-day time limit for filing revisions with the 

RTS commission was low among general staff officers and designated officers compared to 

the GRAs. 5.8 per cent of general staff officers, 41.3 per cent of designated officers, 97.1 per 

cent of the FSGRAs and 86.7 per cent of the SGRAs were knowledgeable about the correct 

90-day time limit for revision.  

Rules and instructions had been 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 cent of Designated Officers, half of the FGRAs and a significant 86.7 per cent of SGRAs 

were aware of these modifications. 

Figure 4.32 Awareness of Updates in Rules/Instructions, Process Re-engineering, and  
Timelines for Notified Services 

 

Among the officers who claimed awareness of past updates in rules, process re-engineering, 

and timeline adjustments for certain notified services, the following perspectives emerged: 

51.2 per cent believed these updates had enhanced workflow efficiency, 16.3 per cent 

expressed the view that unnecessary workflow steps had been eliminated, 27.9 per cent 

stated that these changes facilitated quicker service delivery and 4.7 per cent acknowledged 

a reduction in staff workload due to these updates. 

  

0.0%

100.0%

16.3%

83.8%

50.0% 50.0%

86.7%

13.3%16.2%

83.8%

0.0%

20.0%

40.0%

60.0%

80.0%

100.0%

120.0%

Yes No

Are you aware that the rules/instructions have been updated, processes re-engineered, and timelines
for Notified Services changed?

Staff DO FGRA SGRA Total



141 
 

Figure 4.33 Perception of Impact of Updates in Rules, Process Re-engineering, and  
Timelines for Notified Services 

 

AWARENESS OF THE AUTO APPEAL SYSTEM [AAS] 

Except for a handful of general staff officers who admitted to being unaware of AAS, all 

designated officers, FGRAs, and SGRAs they affirmed their awareness. Among those who 

asserted awareness, every one of them believed that AAS had enhanced service delivery 

efficiency. 

Figure 4.34 Awareness of the Auto Appeal System 

 

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 has expired. 

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 frame. This Auto Appeal System 

also ensures the timely resolution of grievances for the affected service seeker.  

0.0%

10.0%

20.0%

30.0%

40.0%

50.0%

60.0%

70.0%

Helped in
streamlining the

workflow

Removal of
unnecessary steps

Enabled faster
delivery of services

The low burden on
staff

6
1

.5
%

2
3

.1
%

1
5

.4
%

0
.0

%

5
8
.8

%

1
1

.8
% 2

9
.4

%

0
.0

%

3
0

.8
%

1
5

.4
%

3
8

.5
%

1
5

.4
%

5
1

.2
%

1
6

.3
% 2
7

.9
%

4
.7

%

DO FGRA SGRA Total

9
7
.8

%

2
.2

%

1
0

0
.0

%

0
.0

%

1
0

0
.0

%

0
.0

%

1
0

0
.0

%

0
.0

%

9
8

.9
%

1
.1

%

0.0%

20.0%

40.0%

60.0%

80.0%

100.0%

120.0%

Yes No

Staff DO FGRA SGRA Total



142 
 

Most officers who were aware of the Auto Appeal System expressed satisfaction, while some 

mentioned they were highly satisfied. However, a few officers chose to remain neutral and 

did not offer a specific opinion regarding their level of satisfaction. 

Figure 4.35 The level of satisfaction of the officers aware of the Auto Appeal System with 
the AAS contribution in enhancing the efficiency in the delivery of services and grievance 

redressal 

 

Figure 4.36 Perception of the officers aware of the Auto Appeal System about the 
enhancement in accountability and transparency of the Grievance redressal mechanism 

after the launch of AAS 

 

Except for 20.1 per cent of the general staff officers and 5 per cent of the Designated officers, 
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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 

expires, 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 to the Second Grievance 

Redressal Authority, thus maintaining efficiency in the disposal process. Above all, the RTS 

Commission oversees and keeps everyone in check. 

OFFICERSΩ OPINIONS REGARDING STAFF STRENGTH, ABSENTEEISM, WORKING HOURS, AND 
INTER- AND INTRA-DEPARTMENTAL COORDINATION IN RELEVANCE TO SERVICE DELIVERY  

Officers thought 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 if there 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 senior officer 

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 THE SERVICE DELIVERY MECHANISM 

Figure 4.37 Suggestions to Improve the Service Delivery Mechanism 

 

When asked about suggestions to enhance the service delivery mechanism, the most 
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an adequate staff was another commonly cited suggestion by the officers. Some officers also 

suggested better inter- and intra-departmental coordination. 

MAJOR FINDINGS 

¶ Though all government officials knew the HRTS Act, no one received formal induction 

training.  

¶ Only 11.36 per cent of government officials said they received some guidance or 

information material on the HRTS Act.  

¶ 88.7 per cent of the government officials were working without formal/informal 

training or receiving any material on the HRTS Act and its implementation.  

¶ Training is required; 92.9 per cent of government officials believed so.  

¶ Overall, 19.9 per cent of government officials acknowledged that occasional delays 

happen in service delivery, and they gave various explanations and reasons for the 

delays.  

¶ Except for some general staff officers (5.8 per cent) expressing ignorance, all others 

ǿŜǊŜ ŀǿŀǊŜ ƻŦ ǘƘŜ ŎƛǘƛȊŜƴΩǎ ǊƛƎƘǘ ǘƻ ŀǇǇŜŀƭ ƛŦ ŀ ǎŜǊǾƛŎŜ ǊŜǉǳŜǎǘ ƛǎ ǊŜƧŜŎǘŜŘ ƻǊ ƴƻǘ 

delivered within the notified timeline.  

¶ In the sample, 68.8 per cent of government officials knew about the citizens' right to 

appeal and the associated time limit. 

¶ In the 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 notified time 

limit.  

¶ 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 thirty-day period had expired.  

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

of awareness regarding key aspects of FGRA procedures: 

o 57.5 per cent of the designated officers were unaware that, upon finding the 

ŀǇǇŜƭƭŀƴǘΩǎ ƎǊƛŜǾŀƴŎŜ ƎŜƴǳƛƴŜΣ ǘƘŜ CDw! Ƙŀǎ ǘƘŜ ŀǳǘƘƻǊƛǘȅ ǘƻ ŘƛǊŜŎt the 
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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. 

o Additionally, 61.3 per cent of the designated officers were uninformed about 

ǘƘŜ CDw!Ωǎ ǊŜǎǇƻƴǎƛōƛƭƛǘȅ ǘƻ ƛǎǎǳŜ ŀ ǿǊƛǘǘŜƴΣ ǊŜŀǎƻƴŜŘ ƻǊŘŜǊ ŀŦǘŜǊ ŀŦŦƻǊŘƛƴƎ 

both the Designated Officer and the service seeker a hearing, either accepting 

or rejecting the appeal. 

o Furthermore, 68.8 per cent of the designated officers were unaware that the 

FGRA must communicate its 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, 58.4 per cent of general staff officials and 5 per cent of 

Designated 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 FGRAs, and 86.7 per cent of the SGRA were 

aware that the time limit to make a second appeal is 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 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. 
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¶ In the entire sample, among general staff officers, only 23.4 per cent, 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. 

¶ Within the sample, awareness of the precise 60-day time limit for disposing of the 

second appeal was very low. Only 1.5 per cent of general staff officers, 3.8 per cent of 

designated officers, and 13.3 per cent of 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, 81.8 per cent of the general staff officers and 35 per cent of the 

ŘŜǎƛƎƴŀǘŜŘ ƻŦŦƛŎŜǊǎ ǿŜǊŜ ƛƎƴƻǊŀƴǘ ƻŦ ǘƘŜ Dw!Ωǎ ǇƻǿŜǊǎ 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, and an additional 2.9 per cent of 

CDw! ǿŜǊŜ ƛƎƴƻǊŀƴǘ ƻŦ ǘƘŜ Dw!Ωǎ ǇƻǿŜǊ ǘƻ ǎǳƳƳƻƴ ǘƘŜ ŘŜsignated officers and 

appellants for hearing.   

¶ In the overall sample, 61.3 per cent of the general staff officers, 6.3 per cent of the 

designated officers, and 2.9 per cent ƻŦ ǘƘŜ CDw!ǎ ǿŜǊŜ ǳƴŀǿŀǊŜ ƻŦ ǘƘŜ {Dw!Ωǎ ǇƻǿŜǊ 

to impose the penalty. 

¶ In the 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.  

¶ In the overall sample, 89 per cent of the general staff officers, 68.8 per cent of the 

Designated 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.  

¶ However, in the entire sample, only 8.8 per cent of the general staff officers, 28.8 per 

cent of the designated officers, 88.2 per cent of the FGRAs, and 80.0 per cent of the 

SGRAs knew the exact amount of compensation.   

¶ All officers, except 3.6 per cent of the general staff officers, were aware of the Haryana 

Right to Service Commission. 
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¶ In the total sample, 29.9 per cent of general staff officers and 5 per cent of designated 

officers were unaware that service seekers who were aggrieved about the decision of 

SGRA could file an appeal with the RTS commission.  

¶ In the sample, 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 precise 90-day time limit for filing revisions with 

the RTS commission was low among general staff officers and designated officers 

compared to the GRAs. 5.8 per cent of general staff officers, 41.3 per cent of 

designated officers, 97.1 per cent of the FSGRAs, and 86.7 per cent of the SGRAs were 

knowledgeable about the correct 90-day time limit for revision.  

¶ Except for a handful of general staff officers who admitted to being unaware of AAS, 

all designated officers, FGRAs, and SGRAs they affirmed their awareness.  

¶ Among those who asserted awareness, every one of them believed that AAS had 

enhanced service delivery efficiency. 
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V  
AUTO APPEAL SYSTEM 

 
Every statutory law is crafted with specific objectives, and the laws about the right to 

government services are no exception. These legislations are designed to safeguard and 

uphold the entitlement of citizens to receive government services promptly. These right-to-

government services laws aim to ensure the acknowledgement of service applications 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 for addressing 

grievances if a service is unreasonably denied or delayed from the specified timeframe. This 

built-in grievance redressal mechanism involves appellate authorities and a State/Union 

Territory (UT)-level commission, providing an avenue for individuals to 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 and UTs have 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, prioritizing the well-being of the people. 

However, all states and UTs experienced that merely enacting an Act does not guarantee the 

realization of anticipated outcomes. Faced with a prolonged history marked by corrupt, 

inefficient, and non-accountable government service delivery mechanisms, a prevailing sense 

ƻŦ ƘƻǇŜƭŜǎǎƴŜǎǎ ŀƴŘ ƛƴŘƛŦŦŜǊŜƴŎŜ ǇŜǊƳŜŀǘŜŘ ǘƘŜ ǇǳōƭƛŎΩǎ ǇŜǊŎŜǇǘƛƻƴ ƻŦ ǘƘŜ ƎƻǾŜǊƴƳŜƴǘ ŀƴŘ 

its service delivery. 

As citizens became accustomed to feeling helpless, tolerating delays in service delivery, and 

paying bribes to expedite the process, they remained indifferent and doubtful even toward 

ǘƘŜ ƎƻǾŜǊƴƳŜƴǘΩǎ ǎǳǇǇƭȅ-side reforms in service delivery. 

Lƴ нлмтΣ ŀƴ ŜǾŀƭǳŀǘƛƻƴ ǎǘǳŘȅ ǘƛǘƭŜŘ ά9Ǿŀƭǳŀǘƛƻƴ ƻŦ wƛƎƘǘ ǘƻ {ŜǊǾƛŎŜ !Ŏǘ IŀǊȅŀƴŀέ ŀǇǇǊŀƛǎŜŘ ǘƘŜ 

implementation of the Haryana Right to Service Act, 2014. The findings empirically supported 

the earlier-mentioned issues. Government statistics also hinted at implementation 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![ ǇƻǊǘŀƭ όIŀǊȅŀƴŀΩǎ ƻƴƭƛƴŜ ǎŜǊǾƛŎŜ ŘŜƭƛǾŜǊȅ ǇƻǊǘŀƭ) were disposed of outside RTS 

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 citizens, cultural indifference, and a trust 

deficit in public-ŦǊƛŜƴŘƭȅ ƎƻǾŜǊƴƳŜƴǘ ƛƴƛǘƛŀǘƛǾŜǎΦ ¢ƘŜ ǇǳōƭƛŎΩǎ ƴƻƴ-assertiveness towards the 

ǊƛƎƘǘǎ ƎǊŀƴǘŜŘ ōȅ ǘƘŜ !Ŏǘ ŎƻƴǘǊƛōǳǘŜŘ ǘƻ ƎƻǾŜǊƴƳŜƴǘ ƻŦŦƛŎƛŀƭǎΩ ƭŀŎƪ ƻŦ ǊŜǎǇƻƴǎƛǾŜƴŜǎǎ ƛƴ 

improving service delivery despite the Act imposing liability for delays and unjustified denials. 

The procedure of filing appeals was not IT-enabled through any digital platform. Because of 

inconvenient procedures of filing appeals and the geographical distance that one travels to 

approach appellatŜ ŀǳǘƘƻǊƛǘƛŜǎ ŀƴŘ ǘƘŜ ǎǘŀǘŜΩǎ ǊƛƎƘǘ 

to service commission situated far from most of the 

ǎǘŀǘŜΩǎ ŘƛǎǘǊƛŎǘǎΣ ǇŜƻǇƭŜ ǿŜǊŜ ƴƻǘ ŀǇǇŜŀƭƛƴƎ ƛƴ ŎŀǎŜ 

of delay and denial of service. Therefore, an 

inefficient system of monitoring and tracking of 

applications received, service denied and delayed, 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, and the need for imperative 

government intervention to make the implementation of The Haryana Right to Service Act 

effective was realized. Mr T.C. Gupta, who was Additional Chief Secretary of the 

Administrative Reforms Department, Haryana and the Power Department, Haryana, 

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 revision procedures. Comprehensive 

draft rules and specialized software were developed, and ¦I.±bΩǎ ƻƴƭƛƴŜ ƴƻǘƛŦƛŜŘ ǎŜǊǾƛŎŜǎ 

data was seamlessly integrated into the software, forming the foundation for this innovative 

system. 

The micro initiative taken in the power department pioneered the appeal and revision process 

automation. Subsequently, in June 2021, when Mr Gupta was appointed as the Chief 

Problems regarding the filing of appeals 

before the Auto Appeal System  

¶ Lack of awareness among citizens. 

¶ Inconvenient procedure for manual 
filing of appeals 

¶ No IT-enabled platform for filing 
appeals  
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Commissioner of 

the Haryana Right 

to Service 

Commission, he 

remained 

committed to the 

cause of the 

implementation of 

the auto appeal 

system at the 

macro level in the 

state. Under his 

leadership, rules 

were amended to enable the filing of system-generated appeals across all departments and 

organizations in the state of Haryana. 

Lƴ ŀ ƳƻƳŜƴǘƻǳǎ ŘŜǾŜƭƻǇƳŜƴǘΣ aǊ aŀƴƻƘŀǊ [ŀƭΣ ǘƘŜ IƻƴΩōƭŜ /ƘƛŜŦ aƛƴƛǎǘŜǊ ƻŦ IŀǊȅŀƴŀΣ 

officially launched the Auto Appeal System on лмκлфκнлнмΣ ŘŜƳƻƴǎǘǊŀǘƛƴƎ ǘƘŜ ǎǘŀǘŜΩǎ 

commitment to transparent and efficient governance. 

  

AAS Auto Appeal System Portal 

 

For the implementation of AAS, changes made in processes through 

legislative intervention by Amendment in Rule 3 of the Haryana Right to 

Service Rules, 2015
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About Auto Appeal System-AAS: How does it work? 

The data on service delivery performance for 

notified services from different departments 

and organizations, accessible on the 

Antyodaya SARAL portal and department-

specific portals, has been integrated with the 

Auto Appeal System. This system 

automatically escalates an appeal to the 

relevant First Grievance Redressal Authority 

(FGRA) once the notified timeline for the 

respective service has expired. If the FGRA fails 

to dispose of the appeal within the designated 

time, the system autonomously escalates the 

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 (RTSC) for resolution.  

Furthermore, the system 

facilitates one-click filing of 

appeals in cases of wrong 

rejection, as rejection does 

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 

authority over AAS. The 

transparency of the Auto Appeal System is upheld, as the status of every appeal is made 

publicly accessible through a dedicated dashboard 

(https://status.saralharyana.nic.in/home/aasdash). This dashboard also provides information 

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

 

A Dedicated Dashboard to check the status of applications and file 
appeal 

 

https://status.saralharyana.nic.in/home/aasdash
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on the pending appeals with various authorities across the state. The appeal can be filed 

online on the Antyodha Saral portal (https://status.saralharyana.nic.in/) or simply by calling 

the SARAL Helpline at 0172-3968400.  

Salient Features of the Auto Appeal System (AAS) 

1. Automated Operation System: The Auto Appeal System is integrated with the Single Service 

Delivery Portal for citizens, named ά!ƴǘȅƻŘŀȅŀ {!w![έΦ The Auto Appeal System collects 

information on the services applied for. It 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 Authority. The status of the appeal becomes visible on the AAS 

portalΩǎ 5ŀǎƘōƻŀǊŘ. In case of further escalation, the subsequent status of the appeal, such 

as being with the Second Grievance Redressal Authority or with the Right to Service 

Commission, is also visible on the portal. 

2. Promote Transparency: Its transparency is such that the appeal status on the AAS portal is 

ŀŎŎŜǎǎƛōƭŜ ƛƴ ǘƘŜ ŎƛǘƛȊŜƴΩǎ ŘƻƳŀƛƴΣ ŀƭƭƻǿƛƴƎ ǘƘŜƳ ǘƻ ŎƘŜŎƪ ƛǘ ŦǊƻƳ ŀƴȅǿƘŜǊŜ ŀƴŘ ǎǘŀȅ ƛƴŦƻǊƳŜŘ 

about the status of their appeal. 

3. Promote Accountability through Live Digital Oversight: The AAS portal ensures accountability 

through automated operations using computer algorithms, eliminating the possibility of 

human interference. Accessible to department heads via department-specific login IDs, the 

portal provides remote oversight, allowing them to monitor their ǊŜǎǇŜŎǘƛǾŜ ŘŜǇŀǊǘƳŜƴǘǎΩ ƭƛǾŜ 

service delivery status. On the AAS portal, department heads can track the number of cases 

https://status.saralharyana.nic.in/
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where service delivery is delayed and appeals have been filed, gaining insights into the real-

time situation. With every service delivery, delay, and appeal under the live surveillance of 

higher officials, officers responsible for service delivery are compelled to prioritize timely 

disposal to avoid automatic appeals. Consequently, the AAS system strengthens the grievance 

redressal mechanism by automatically assigning responsibility through its algorithm. 

4. Online Appeal and Revision Process for Grievance Redressal: In the event of a service request 

being wrongly 

rejected or in 

case of 

disagreement 

on the decision 

on appeal by the 

grievance 

redressal 

authority, the 

AAS portal 

provides a 

convenient 

online option 

for applicants to 

file an appeal or revision with subsequent appellate authority. After filing the appeal, the Auto 

Appeal System autonomously manages the appeal/revision process and continually updates 

the applicant on the status via SMS. 

5. Paperless Working: AAS guarantees the digitization of appeals, potentially numbering in the 

hundreds of thousands, thereby conserving an equivalent amount of paper and contributing 

to environmental preservation. 

6. Reduce Legal Burden and Cost: The Indian judicial system is overburdened with many civil 

and criminal matters to decide. The concept of state-sponsored appeals only existed in 

criminal litigation in India. In the case of civil matters, petitioners must file the case and bear 

the cost of litigation themselves. This innovative administrative approach involves the State 

filing an appeal in civil matters before the application can escalate into a court case, 

addressing instances of wrongful denial or delayed delivery of services by government 

departments that might otherwise lead to court proceedings. This feature will go a long way 

in reducing civil cases. 

SMS update at every stage of the appeal 

 

Dear Citizen,

First Grievance Redressal  Authority 

(ADC, Ambala)  Commission has 

directed  Designated Officer <DSWO,  

Ambala) to deliver Old Age  Samman 

Allowance to you by  June 29, 2019 

against Appeal  Ref No. AAS/1924. 

You can track  your RTS appeal by 

visiting  aas.saralharyana.nic.in

Regards

Dear Sir/Ma'am,

With reference to Appeal Ref No  

AAS/1924, First Grievance  

Redressal Authority (ADC,  Ambala) 

has directed you to  deliver Old Age 

Samman  Allowance to citizen by 

June 29,  2019. You are required to 

send  confirmation of the  

scheme/service provision to the  First 

Grievance Redressal  Authority.

Please visit  aas.saralharyana.nic.in to 

review  the direction and track the  

appeal.

Regards

Message for DO Message for Eligible Person
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7. Good Governance: By ensuring the timely delivery of services to people, the Auto Appeal 

{ȅǎǘŜƳ ǿƛƭƭ ǘǳǊƴ ǘƘŜ άǘǊŀƴǎǇŀǊŜƴǘΣ ǘƛƳŜ-ōƻǳƴŘΣ ŀƴŘ ŀŎŎƻǳƴǘŀōƭŜέ Ǿƛǎƛƻƴ ƻŦ ǘƘŜ DƻǾŜǊƴƳŜƴǘ 

into reality. 

Population and Institutions Utilizing the Auto Appeal System 

The project benefits the population residing in Haryana and people from outside the state. 

Anyone, regardless of 

their location, can avail 

themselves of services 

provided by the Haryana 

Government, such as 

obtaining licenses for 

factory establishment, 

allotment of plots, 

payment of subsidies, 

mutation, etc. The 

commission receives 

appeals from 

government institutions seeking services from other governmental bodies. 

Impact of AAS 

Proactive Interventions by Authorities: The implementation of the Auto Appeal 

System has 

heightened 

awareness and 

proactivity 

among the First 

Grievance 

Redressal 

Authority (FGRA) 

and Second 

Grievance 

Redressal 

Authority (SGRA) 

A Case Study 
Municipal Corporation, Faridabad applied for a New 
Electricity Connection for a sewage disposal plant 
affecting a population of about 10,000 people. The 
application was submitted on 09.03.2022 with RTS due 
date was 22.04.2022. Since the service was not delivered, 
an automatic appeal was escalated to FGRA and SGRA 
subsequently. Since the service was not provided, a 
revision was automatically escalated to the Commission 
on 21.07.2022. The Commission conducted an inquiry in 
the matter and the connection was released on 
18.08.2022. In the absence of AAS, nobody from 
Municipal Corporation, Faridabad would have followed it 
up adversely affecting services to these 10,000 persons. 

FGRA issued letters to the DO regarding delay in delivery of 
service, as monitored through AAS 
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regarding their responsibilities under the Haryana Right to Service Act. 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 from various departments. 

Daily, an impressive average of 820 official logins is recorded, underscoring 

ƎƻǾŜǊƴƳŜƴǘ ƻŦŦƛŎƛŀƭǎΩ ŀŎǘƛǾŜ ŀƴŘ ǿƛŘŜǎǇǊŜŀŘ ǳǘƛƭƛȊŀǘƛƻƴ ƻŦ ǘƘŜ ǇƻǊǘŀƭΦ !ǎ ƻŦ bƻǾŜƳōŜǊ 

30, 2023, SGRAs have conducted over 1200 inquiries, imposing penalties in over 70 

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 

  

More People Using the Complaint System and Asserting their Rights to Service: Only seven 

people filed complaints independently from 2017 to November 30, 2023. However, there has 

been a significant increase, with 12,010 self-filed appeals on the complaint portal; this 

suggests that more people trust and express their concerns through the system.  

Outcomes: 
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As of November 30, 2023, 38 departments of the 

Haryana Government have adopted the Auto Appeal 

System. A total of 416 services are now part of this 

system. During this period, 9,47,572 appeals were 

automatically escalated to the First Grievance 

Redressal Authority (FGRA), 1,24,625 appeals went to 

the Second Grievance Redressal Authority (SGRA), 

and 1744 appeals were auto-escalated to the Right to 

Service Commission (RTSC). In total, 10,73,941 

appeals were processed, and 9,41,183 were 

successfully resolved, which is 87.64 per cent of the total. 

The Auto Appeal System has positively impacted service delivery performance, with the 

percentage of services delivered within the RTS timeline out of the total services completed 

increasing by more than 1.5 per cent. (See Report 1 and 4 in Annexure)  

Table 5.1 Impact of Auto Appeal System on Service Delivery (All Departments) 

 Applications Received & Completed Total 
Completed 
Within RTS 

Completed 
Outside RTS 

Rejected 

Period 
Total 

Received 
Total 

Completed 
Completed 
Within RTS 

Completed 
Outside 

RTS 
Rejected % age % age % age 

till 31 August 
2021 

0 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 to 31 July 
2023* 

  2,20,59,896 2,03,31,155 17,27,897 25,43,615 92.16 7.83 11.53 

.ŜǎƛŘŜǎ ǘƘŜ tŜǊƛƻŘ ǘƛƭƭ ом !ǳƎǳǎǘ нлнмΣ ǘƘŜ ¢ƻǘŀƭ wŜŎŜƛǾŜŘ ƛǎ άлέΦ Lǘ ƛǎ ŀǎ ƳŜƴǘƛƻƴŜŘ ƛƴ ǘƘŜ ǊŜǇƻǊǘΦ  
*Calculated by deducting the figures under respective variable of respective heading as per the comprehensive report generated to date 
31 August 2021 from the figures of the generated report to date 31 July 2023 to compare the pre and post-AAS launch service delivery.  

Conclusion 

The journey from enacting the Haryana Right to Service Act in 2014 to implementing the Auto 

Appeal System (AAS) is a ǘŜǎǘŀƳŜƴǘ ǘƻ ǘƘŜ ǎǘŀǘŜΩǎ ŎƻƳƳƛǘƳŜƴǘ ǘƻ ǘǊŀƴǎǇŀǊŜƴǘ ŀƴŘ ŜŦŦƛŎƛŜƴǘ 

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 delivery 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. 

Highlights  

1. No. of Official Login IDs on AAS: 
4429 

2. Average number of Logins per day 
by Officials on AAS: 820 

 3. Self-Filed appeals: 12010 

4. Entities On-Boarded: 38 

5. Services On-Boarded: 416 

6. Appeals Filed: 1073941 

7. Appeals Disposed: 941183 

8. Appeals Filed at FGRA: 947572 

9. Appeals Filed at SGRA: 124625 

10. Appeals Filed at RTSC: 1744 
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The AAS promotes transparency 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 

ŎƻƴǘǊƛōǳǘŜ ǘƻ ǘƘŜ ǎȅǎǘŜƳΩǎ ƭƻƴƎ-term 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 actively address 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 paradigm for 

other states and territories to consider similar 

innovative approaches for a citizen-centric and 

efficient governance model. The Auto Appeal 

System is praised by the Honourable Prime 

aƛƴƛǎǘŜǊ ƻŦ LƴŘƛŀ ŀƴŘ ƛƴǎǇƛǊŜŘ ōȅ IŀǊȅŀƴŀΩǎ !ǳǘƻ 

Appeal System of Haryana; on 4 March 2023, 

Jammu and Kashmir (UT) launched the auto-appeal system for public services notified under 

the Public Services Guarantee Act (PSGA).   

Jammu and Kashmir incorporate AAS 

 

 

IƻƴΩōƭŜ tǊƛƳŜ aƛƴƛǎǘŜǊ ŀǇǇǊŜŎƛŀǘŜǎ ǘƘŜ 
Auto Appeal System (AAS) 
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VI  
CONCLUSION: MAJOR FINDINGS AND RECOMMENDATIONS 

 

The evaluation of the Implementation of the Haryana Right to Service Act 2014 was aimed at 

gauging its effectiveness within the state of Haryana and offering recommendations for 

improvement. The objectives of the study are as follows: 

¶ Assessing the Effectiveness of the Public Service Delivery Process, Grievance Redressal 

Mechanism, and Auto Appeal System implemented under the Right to Service Act; 

¶ Identifying and Analysing Key Concerns and Deficiencies within the Service Delivery Portal.  

¶ To measure the extent of awareness and provisions of the Right to Service Act among 

service providers and citizens (service seekers, non-service seekers, beneficiaries, non-

beneficiaries; 

¶ To assess the citizens' satisfaction level and identify challenges encountered by service 

providers and issues faced by service seekers in accessing the services; 

¶ To perform an Inter-state comparative analysis of the implementation of the Right to 

Service Legislation and the time-series analysis of the services. 

Three categories of respondents were taken as sample units to achieve the above-said 

objectives; these were: 

1. Applicants who applied for the services under study; 

2. General Public non-beneficiaries; 

3. Department officials who handle the service delivery process and Designated Officers 

and Appellate Authorities are responsible for service delivery and addressing the 

applicants' grievances in case of service delivery delay or non-receiving services. 

Three distinct interview schedules were prepared for each category of respondents to collect 

relevant information. Specifically, 2,386 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, and its mechanisms. Further, 1100 citizens were interviewed to 

gauge their general awareness of the RTS Act. Two hundred sixty-six (266) government 

officials, including staff members, Nodal Officers, and First and Second Appellate Authorities, 

were also interviewed to know their level of awareness of the RTS Act and their understanding 
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of its provisions. The following are the major findings based on the field data collected from 

the survey. 

MAJOR FINDINGS FROM APPLICANTS/BENEFICIARIESΩ FEEDBACK 
Awareness 

It is found that the level of awareness among the applicants is very low. Only 5.16 per cent of 

the applicants knew of the Haryana Right to Service Act.  

Even those who were aware of the HRTS Act, 67.5 per cent of 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. Even the 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 is not up to the satisfaction level. Only 11.38 per cent of the applicants who were 

aware of the Act were aware of the commission. Of those aware of the Right to Appeal, 13.39 

per cent were aware of the Auto-Appeal System. Surprisingly, a very small percentage of 

applicants were aware of the different Help-Line numbers. 

Media has become the best source of their awareness, as admitted by 64.2 per cent of those 

who were aware of the Act. The notice board displayed at the office has not yet played a very 

important role in disseminating the public's awareness. 

Submission of Applications 

There were 62.9 per cent of the applicants who submitted their applications themselves for 

the desired service. Those who did not self-applied asked someone to apply on their behalf. 

In some cases, the applications 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 1 OF 2012), 100 per cent of 

applications were filed by office staff or hired professionals, 93.22 per cent of 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 Non- Transport Vehicles 
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through Dealers- the dealership staff submitted RLA 36.04 per cent of the applications, the 

office staff submitted 60.94 per cent of the applications for Character Certificate. 

Regarding the preference of place of submission of applications, an almost equal percentage 

was found, that is, 28.6 per cent preferred website/ portal followed by 27.9 per cent office 

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

As far as information regarding the status of the application is concerned, 15.6 per cent of 

them confirmed that they received the SMS on this issue. 

Service Delivery  

A total number of 27.2 per cent of the applicants did not receive the service they applied for. 

Whereas the majority, 72.8 per cent of the applicants of all the 24 services under study, 

received the benefits of the service they had applied for. Out of the total services under study, 

seven services are such where the range of received service varies from 80 per cent to 100 

per cent. These services are "Filing of Mandatory annual Returns u/s 50(1) of the Haryana 

Registration and Regulation of Societies Act, 2012 (Act 1 of 2012)" (100 per cent), followed by 

"Financial Assistance in Marriage of Women Worker" (96.6 per cent), "Re-Allotment Letter" 

94.4 per cent, "Character Certificate" (90.6 per cent), "Old Age Samman Allowance" (87.9 per 

cent), "Occupancy Certificate/Completion Certificate" (83.2 per cent), and "Change of 

Owner/Occupier in Property Tax Register (Except in death case) (80.8 per centύέ of the 

applicants received the service. There are services/schemes for which more than (70 per cent) 

of the service seekers received the service. These services are as "Billing Complaints (78.0 per 

cent)", "Meter Complaints- Replace slow/fast/creeping or stuck meters (77.4 per cent)", 

"Resident Certificate (75.2 per cent)", "Mukhya Mantri Vivah Shagun Yojna (74.3 per cent)", 

"Registration of Non-Transport Vehicles through Dealer-RLA (72.1 per cent)", and "Kanyadaan 

Scheme-HBOCWWB (70.4 per cent)". 

More than half of the applicants did not receive the service when they applied for services 

named "Income Certificate (For Education Purpose) (58.6 per cent)" and "Apki Beti Hamari 

Beti (57.4 per cent)".  

Out of the applicants who did not receive the service they requested, only six per cent were 

aware that their application had been rejected and were informed about the reason for 

rejection. 
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Difficulties faced While Applying 

86.07 per cent of the applicants who self-applied did not face any difficulty while applying. 

Some applicants (5.93 per cent) said they faced difficulties, and they mentioned some 

difficulties: unclarity on the list of documents to be attached, a non-functional website, server 

error, and lack of staff. 

Satisfaction Level 

It was found that more than two-thirds of the applicants, that is, 67.73 per cent, were satisfied 

with the application process. For services under the study named "Occupancy Certificate/ 

Completion Certificate", "Re-Allotment Letter", "Billing Complaints", "Meter Complaint-

Replace slow/fast/meters/Creeping or stuck meters", and "Registration of Non-Transport 

Vehicle through Dealer-RLA" applicants expressed the highest proportion of the satisfaction. 

4.6 per cent of applicants were highly-satisfied. On the other hand, 15.87 per cent of the total 

applicants showed their dissatisfaction regarding the overall process of application 

MAJOR FINDINGS FROM PUBLIC NON-BENEFICIARIES FEEDBACK  

Awareness 

Within the citizen sample, 20.1 per cent displayed awareness of the Haryana Right to Service 

Act. Gender disparities in awareness were evident, with 23.9 per cent of male respondents 

and 15.7 per cent of female respondents being acquainted with the "Sewa ka Adhikaar 

Kanoon." Moreover, disparities based on location were observed as well. Among the 

respondents familiar with the RTS Act, 24.2 per cent were urban residents, while 18.1 per 

cent were rural residents. Furthermore, educational levels also played a role in the degree of 

familiarity with the "Sewa ka Adhikaar Kanoon." Notably, as the level of education increased, 

so did awareness of the Act. 

Of those citizens familiar with the Act, 84.16 per cent knew the objectives of the Act, while 

71.04 confirmed that they knew about the Haryana Right to Service Commission; however, in 

the total sample, 16.9 per cent demonstrated awareness of the RTS Act and its associated 

objectives. Similarly, in the overall sample, 14.3 per cent were 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 37.1 per cent of the citizens who were aware of the RTS Act got information from this 
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source. Significantly, 23.5 per cent of citizens got information from the notice board displayed 

at various departments'' buildings. 

 In the total sample, it was found that only 3.2 per cent were aware of the Auto-Appeal 

System. 

 Satisfaction level 

Irrespective of whether they knew 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 cent of the respondents expressed dissatisfaction or high dissatisfaction with both 

service delivery and officers'' conduct when interacting with citizens. On the other hand, 28 

per cent of the respondents conveyed their satisfaction or high satisfaction with both service 

delivery and officers'' conduct during interactions with citizens.  

Dissatisfied respondents identified several issues requiring attention. They criticized 

government officials as they perceived their lack of 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 citizens were that they want the government to 

ensure a one-time visit for hassle-free and time-bound 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. Additionally, 5.8 per cent of 

respondents emphasized addressing corruption within government departments. 

MAJOR FINDINGS FROM OFFICIALS'' FEEDBACK 

Awareness: 

While every government official exhibited familiarity with the HRTS Act, there were variations 

in awareness among different designations regarding its specific objectives. The Act primarily 

aims to establish citizens'' rights to receive services within stipulated timelines, a goal known 

to a majority of officials. However, other 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 
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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, 95 per cent of the officials knew that the service they were dealing with comes 

under the HRTS Act and the stipulated time for the concerned service. 

In the sample, 68.8 percent of government officials knew about citizens' right to appeal and 

the associated time limit. 

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 30-

day period had expired. 

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

awareness regarding key aspects of FGRA procedures: 

There were 57.5 per cent of the designated officers who were unaware that upon finding the 

appellant's grievance genuine, the FGRA has the authority to direct the 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. 

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

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 sample, 58.4 per cent of general staff officials and five per cent of designated 

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 FGRAs, and 86.7 per cent of the SGRA were aware that the time 

limit to make a second 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 appeal, SGRA 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, among 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 the general 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 designated officers, 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, 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 of 19.9 per cent of the officials in all the departments under study admit that services 

are not delivered to the service seekers in time. A maximum of 88.2 per cent of 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, Department of Transport, and 

Department of Urban Local Bodies, all the officials confirmed service delivery within the 

timeline. 
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Reasons for Delay in Services 

The reason for the 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 and incomplete documentation, Lengthy 

verification process, System restrictions on dealing with new applications until previous 

applications not disposed of, Inter and intra departmental coordination, Lack of 

infrastructure, and Lack of funds. 

MAJOR FINDINGS FROM THE 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 promotes transparency 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 

ŎƻƴǘǊƛōǳǘŜ ǘƻ ǘƘŜ ǎȅǎǘŜƳΩǎ ƭƻƴƎ-term 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 actively address 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 paradigm for other states and territories to consider similar 

innovative approaches for a citizen-centric and efficient governance model. 

A TIME GAP COMPARISON 

A time series analysis has been performed hereunder comparing the results of the previous 

study titled "Evaluation of Right to Service Act, Haryana"  conducted by the Institute for 

Development and Communication (IDC) in 2017 with the findings of our current study." 

Methodological differences between the two studies 

In the previous study, only eight 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 

consisting of 2,386 service seekers (both applicants and beneficiaries), 1100 non-

beneficiaries, and 266 staff members and officials. 

In 2017, the study focused on only five high-volume 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 awareness of the RTS Act, the Right to Appeal, the 

Grievance Redressal mechanism, and difficulties faced in submitting applications. The findings 

of this analysis are outlined below: 

Awareness about the RTS Act: 

In 2017, only 0.50 per cent of service seekers were aware of the HRTS Act. However, in the 

2023 study, we found that a significantly higher percentage, a total of 5.16 per cent of 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 the previous and current studies, the awareness among applicants that the services 

they were applying for fall under the RTS Act and have 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 better in the current 

study. Specifically, in the current study, only 1.7 per cent of 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, applicants were unaware of the Right to Appeal. However, in the 

current study, we observed a slight improvement, with 1.2 per 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 and 2nd Appellate 

authorities. In the earlier study, citizens exhibited a lack of awareness regarding these officials 

or authorities, which has not significantly improved in the current study. Merely 0.3 per cent 

of the total sample of applicants or beneficiaries were aware that officials were available to 

address service-related issues. 

Difficulties faced while applying for service: 

During the previous study, applicants reported difficulties in submitting their applications. 

However, a significant improvement is evident in the current study, as 86.1 per cent of those 

who self-applied reported no difficulties. 

SERVICE DELIVERY ANALYSIS AND INTERSTATE COMPARISON: CONCLUSION AND 

RECOMMENDATIONS 

1. High Rejection Percentage: Among departments, the "Building and Other 

Construction Workers (BOCW) Board" had a rejection percentage of 60.2% out of the 

total completed applications till 31/07/23. 

The service "Financial Assistance for Education of Children of Registered Workers" 

had a total rejection rate of July 31st 2023, exceeding 50 per cent, while the scheme 

"Old Age Samman Allowance"  recorded a recent rejection rate of 100 per cent. 

Several services recorded a high percentage of applications rejected out of the total 

disposed of in a month [January 2023], with rates exceeding 50 percent. These 

services include "Injury/Death where application submitted after 2 months of 

accident but no FSL report is required," "Kanyadaan Scheme," "Financial Assistance 

for Education of children of registered worker," and "Old Age Samman Allowance."   

In January 2023 reports, four services achieved a perfect completion rate, indicating 

that they were delivered for every disposed application. These services include 

"Character Certificate," "Dakshin Haryana Bijli Vitran Nigam: Billing Complaints," 

"Dakshin Haryana Bijli Vitran Nigam: Meter Complaint ς Replace 

slow/fast/meters/Creeping or stuck meters," and "Water Leakage/ Over Flow Pipes. 

"  

2. Application Completed Outside RTS: In total applications completed till 31/07/23, 

Panchkula had the 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 Corporation, as of 31/07/23, had the highest 

completion rate outside RTS, reaching 86.21 per cent, the highest among all 

departments. 

Per the monthly report for four services/schemes, the percentage of applications 

completed outside the notified timeline exceeded 50 per cent of the total applications 

disposed of. These services 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 Workers" scheme had the 

lowest adherence to the system's Generated Timeline, with 71.55 per cent of 

completed applications falling outside the specified timeline. 

3. Top-Performing Services/Schemes: Based on the score calculated for the monthly 

performance using the data from "System's Generated RTS Date", the top five 

services/schemes in terms of delivery and distribution effectiveness are "Aapki Beti 

Hamari Beti," "Character Certificate," "Uttar Haryana Bijli Vitran Nigam: Billing 

Complaints," "Dakshin Haryana Bijli Vitran Nigam: Billing Complaints," and "Dakshin 

Haryana Bijli Vitran Nigam: Meter Complaint ς Replace slow/fast/meters/Creeping or 

stuck meters." 

4. Least Effective Services/Schemes: The "Financial Assistance for the Education of 

Children of Registered Workers" and "Old Age Samman Allowance" are the two 

services/schemes with the least effective service delivery. 

5. Incomplete and Unvalidated Data: Incomplete and unvalidated data were identified 

in "Detailed Service Level Reports."  These issues raised concerns about data 

authenticity and impacted the system's responsiveness and effectiveness. They were 

a possible reason why some applicants did not receive status update messages. 

6. Slow Portal and Outdated Status: Officials from various departments have raised 

concerns regarding the portal's performance, highlighting problems such as slow 

processing and outdated information related to application disposal status. These 

issues must be addressed to enhance the portal's efficiency and reliability. 



169 
 

7. Misalignment of Timelines: The system's 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 Impact: 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, suggesting 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 performed exceptionally well, there 

were also instances of subpar performance, high rejection rates, incomplete data, and 

discrepancies in service delivery timelines.  

Inter-State Level Comparative Analysis-based Findings: Despite the several commonalities 

among the Acts adopted by the different states, such 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 delay in providing 

services, similar time-limit 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 socio-cultural and economic landscape of the state. The State 

of Haryana falls under the category of states with mid-term enactment, which suggests that 

the State had improvised the terms in the Act rather than directly imitated them from the 

states where legislation was enacted or adopted in the early terms. In the context of the 

penalties imposed to ensure the time-bound delivery of the services, the State of Haryana 

falls under the category of states with "Moderate Severity Penalties" for delays in service 

delivery. Regarding department coverage and the number of notified services, the state 

stands among the top categories of high coverage and effective delivery of other services. 

RECOMMENDATION 

Minimise Rejection Percentage: Ensure that reasons for rejection are recorded for all services 

and schemes, and take proactive measures to minimize the rejection rate. 
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Reduce Application Completion Outside RTS: Record the cause of delay in the 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 delays, take corrective actions, and, if required, optimize the 

timeline or revisit and reengineer the service delivery process.  

Auto Appeal System: Monitor 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 Unvalidated Data: Strengthen data integrity by ensuring complete beneficiary 

addresses, validated contact numbers, and accurate information. Implement data validation 

checks to enhance the system's responsiveness and effectiveness. 

Slow Portal and Outdated Status: Invest in optimizing the portal's performance to address 

issues related to slow processing. Implement regular updates and maintenance to keep 

application disposal status up-to-date and reliable. Provide user support and guidance to 

promptly address issues and complaints, improving user satisfaction and trust in the system. 

Mismatching of System-Generated Timeline and Notified Timeline: Ensure that the system-

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 Performers: Acknowledge and recognize the exceptionally performing 

department and nodal officers. For encouragement, some felicitating ceremonies may be 

organized annually on the anniversary of implementing the HRTS Act in Haryana.  

These recommendations aim to improve the efficiency, transparency, and performance of the 

services and schemes offered by various departments, leading to better service delivery and 

enhanced citizen satisfaction. 

CITIZENS' AWARENESS OF THE RTS ACT, EXPERIENCE, AND SATISFACTION WITH THE 

SERVICE DELIVERY UNDER RTS MECHANISM: CONCLUSION AND RECOMMENDATIONS 

Applicants/Beneficiaries of Services/Schemes 

1. Application Success: A significant proportion (78.5 per cent) of those who applied for 

the service or scheme on their own reported successful submission in a single attempt, 

indicating that most applicants had a smooth application process. 
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2. Application Status Communication: Only a small percentage (15.6 per cent) received 

SMS notifications about the status of their applications, highlighting a need for 

improved communication with applicants. Additionally, feedback on the outcome of 

applications was limited, with only 6 per cent of those not receiving the service being 

informed of the rejection and reasons. 

3. Service Delivery: A substantial number of applicants (72.8 per cent) received the 

services or schemes they applied for, with certain services having high delivery rates, 

particularly "Filing of mandatory annual returns", "Financial Assistance in Marriage of 

Women Worker or Daughters of Workers", "Re-Allotment Letter", and "Character 

Certificate." 

4. Awareness of the HRTS Act: Awareness of the Haryana Right to Service (HRTS) Act 

was relatively low, with only 5.16 per cent of applicants being 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 was found limited, with only a small percentage 

(1.2 per cent) of the sample being aware of the Act. However, among these, none of 

the applicants/beneficiaries had appealed. 

5. Timeliness: Many applicants, even those aware of the HRTS Act, were unaware of the 

timeline within which services should be delivered, suggesting a lack of clarity and 

information dissemination regarding service delivery timelines. 

6. User Experience: A small percentage (3.7 per cent) 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 services (all 

by themselves) were generally satisfied with the application process. 

7. Applicants provided feedback and suggestions for improvement, including spreading 

awareness about the HRTS Act, ensuring single-visit service delivery, and making the 

process hassle-free and time-bound. 

In summary, the findings highlight 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 delivery's effectiveness and efficiency while 

increasing 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 HRTS Act has introduced positive changes, its lack of awareness 

has constrained its impact. 

The Act's influence is limited in isolation, but realizing its full potential necessitates a 

concerted effort to raise public awareness. When citizens are informed about the Act, 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. 

RECOMMENDATIONS  

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 Campaigns: Launch comprehensive awareness campaigns to inform 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 Mechanism: Develop 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 Mechanism: Establish 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 System: Enhance awareness of the Auto Appeal System. 

Simplify Application Process: Address the reported difficulties applicants face during the 

application process, particularly concerning document requirements. Streamline and simplify 

the application process, providing clear guidance to applicants. 

Single-Visit Service Delivery: Strive to achieve single-visit service delivery wherever possible.  
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Monitoring and Evaluation: Implement a robust monitoring and evaluation system to assess 

the effectiveness of the HRTS Act's implementation continuously. Use this data to make 

informed policy and administrative changes. 

Non-Beneficiaries  

In conclusion, the study reveals a low level of awareness regarding the "Sewa ka Adhikaar 

Kanoon" (Right to Service Act) and the associated Haryana Right to Service Commission. 

Approximately 20.1 per cent of the citizens were familiar with the Act, 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 still much to do to improve awareness among the population. 

Furthermore, many citizens expressed dissatisfaction with the government's service 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 officers, and increased transparency in 

service delivery. Overall, the study underscores the importance of addressing these concerns 

to enhance public satisfaction and ensure effective implementation of Haryana's Right to 

Service Act. 

A well-structured awareness campaign is essential to inform citizens about the "Sewa ka 

Adhikaar Kanoon," the services covered by the Act, and its appeal provisions. 

RECOMMENDATIONS 

1. Awareness Campaigns: It is crucial to launch extensive awareness campaigns. These 

campaigns should target both urban and rural areas, with a special focus on less-

educated individuals. Effective media channels like newspapers, radio, and television 

can be impactful. 

2. Education and Outreach: To increase awareness 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. 

3. Promotion of Auto Appeal System: There should be more efforts to promote 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 Engagement: Channels 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 and Accountability: Acts 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 awareness among the public 

and training for government officials. 

STAFF AND OFFICIAL'S AWARENESS OF RTS ACT, PERSPECTIVE ON SERVICE DELIVERY 
UNDER RTS MECHANISM: MAJOR FINDINGS AND RECOMMENDATIONS 

Lack of Formal Training: A 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 Training: The vast majority of government officials, around 92.9 per cent, 

believe that training is required, highlighting the recognition of the need to improve 

awareness and understanding of the HRTS Act. 

Awareness of Key Provisions: Awareness regarding specific provisions of the HRTS Act, such 

as the citizen's right to appeal, timelines for appeals, and the role of various authorities, is 

generally low among government officials. 

Ignorance of Penalties and Compensation: Many government officials, including designated 

officers, are unaware of the penalties, compensation, and powers of the Second Grievance 

Redressal Authority (SGRA). 

Awareness of Haryana Right to Service Commission: The awareness of the Haryana Right to 

Service Commission 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 Commission: A notable percentage of officials, particularly 

among general staff officers and designated officers, are unaware that service seekers 

aggrieved by the SGRA's decision can file an appeal with the RTS Commission. 

Awareness of Auto Appeal System(AAS): While 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, the 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 

Commission. 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 Training: Organize 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 

campaigns, especially targeting designated officers, to ensure they know the Act's specifics, 

including timelines, penalties, and compensation. 

6. Information Dissemination: Develop and distribute guidance materials and information about 

the HRTS Act to government officials. This could include handbooks, online resources, and 

regular updates. 

7. Communication and Notification: Implement 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 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. 
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8. Monitoring and Evaluation: Establish a system 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 the Government Level  

Revalidation of family ID data: As 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 Citizen Resources Information Department (CRID) 

is recommended as the cross-verifications of the eligible applicants for many government 

schemes are 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 Awareness: Train the Common Service Centres (CSC) and village-level 

entrepreneurs (VLE) operators on the importance of accurately feeding data and attaching 

legible, properly scanned copies of all mandatory documents.  

Accountability of VLEs and CSC Operators:  

¶ Establish clear guidelines and accountability measures for Village Level Entrepreneurs 

(VLE) and Common Service Centre (CSC) operators. 

¶ Implement a validation system that accurately records applicants' contact information 

and penalizes operators for inputting incorrect details. 

¶ Regulate the fees charged by VLEs to ensure they align with the actual cost of services 

and schemes. 

Improve Saral Portal Performance: 

¶ Invest in upgrading the Saral portal's infrastructure and software to enhance its speed 

and reliability. 

¶ Conduct regular maintenance and performance testing to identify and address 

bottlenecks. 

¶ Provide training to staff on efficient portal usage to mitigate delays caused by system 

issues. 

¶ Ensure real-time updated information and service delivery status on the portal 

regarding disposal and pendency. 
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¶ Ensure the resolution of data errors, such as more than one application with the same 

application number. 

Applicant Error Mitigation: 

¶ Develop a user-friendly interface on the Saral portal with validation checks to help 

applicants select the correct information, such as a police station, health centre, etc. 

¶ Offer user guidance and tooltips during the application process to minimize common 

errors. 

Dedicated IT Personnel: There shall be dedicated IT personnel in each department who, in 

case of any technical or other issues with the portal, can take instant steps to correct faults 

to save any delay in the service delivery process. 

Review and Adjust Timelines: Feedback 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 notified timeline of any particular service if they want. 

Enhance Coordination between Departments: Establish effective communication channels 

and coordination mechanisms so that in case of the 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: 

¶ Allocate additional clerical staff wherever required. 

¶ Provide training to existing staff to streamline administrative processes and improve 

efficiency. 

Unified Complaint Management System: Multiple portals or channels to apply for service or 

scheme multiply 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 integrate all channels and portals for requesting service or scheme 

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 Restrictions: Restrictions on the portal that prevent the 

opening 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 officials. Clear 

criteria, guidelines and options on the portal may be established so that expedited service for 

faster and out-of-queue processing of applications in urgent situations can be availed with 

fairness and transparency. 

By implementing these recommendations, the government can improve awareness, compliance, and 

overall service delivery under the Haryana Right to Service Act, ensuring that citizens' rights are 

protected and services are delivered efficiently and promptly. 

Inter-State Level Comparative Analysis: Recommendations 

The rapidly changing needs of society 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 feedback-based mechanisms from all the states must be utilized to 

eradicate ineffective 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 

service 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 provision for revision. 

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. 

To conclude, assessing the HRTS Act implementation in Haryana reveals a mixed picture. 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 the importance of these initiatives 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 government. The 

assessments suggested that the citizens' awareness regarding the specific provisions of the 

Act, such as designated timelines for service delivery and the right to appeal, remain 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 attributed partly 

to newspapers and social media's crucial roles in disseminating information. 
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Similarly, the establishment of Grievance Redressal mechanisms through the 1st and 2nd 

Appellate authorities remains an underutilized resource due to the applicants' lack of 

knowledge about the same. The study suggested that more efforts are needed to ensure that 

the citizens are well-informed of their rights and the mechanism made available by the 

government. Therefore, continued education and outreach efforts will significantly enhance 

the efficiency of measures like the auto-appeal system. The Act has improved service delivery 

and established the system. 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 timelines, 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 citizens of Haryana. 

  



180 
 

BIBLIOGRAPHY 

¶ Gandhi, S. (2015). A Difficult Law to Implement: The Right to Public Services Act, 2015. 

Economic and Political Weekly, Vol. 50, No. 43, pp. 23-25. 

¶ Garg, M. (2017). Right to Service Acts in Indiaτ Fundamental Governance Reforms or an 

Exercise in Political Rhetoric?: A Case Study of Delhi Administration. Indian Journal of 

Public Administration. 63(4), pp. 537ς556. 

¶ Muñoz-Seca, B. (2019). How to Get Things Right: A Guide to Finding and Fixing Service 

Delivery Problems. IESE Business Collection. Palgrave Macmillan. 

¶ Negi, B. (2020). Public Services Delivery and Grievance Redressal Initiatives: A Case Study 

of Himachal Pradesh. Indian Journal of Public Administration. 66(3), pp. 380ς389. 

¶ Official website of various State Governments, Nodal Departments, and District Circle 

Offices. 

¶ Pandey, H. (2019). Right to Public Services Provided by the State Government: A 

Comparative Study of State Laws and Need for a Parliamentary Enactment. Indian Journal 

of Public Administration. 1ς11. 

¶ Parreek, U. and Sole, N. A. (2019).  A Comparative Study of Various StatesPublic Service 

Guarantee Acts in India. Emerging Trends in Public Administration. pp. 28-53. 

¶ Parreek, U. and Sole, N. A. (2020). Delivery of Time-Bound Public Services to Citizens: 

Indian Experience. Indian Journal of Public Administration. 1ς13. 

¶ Shrivastava, A. (2014). Study of Right to Service Acts of Selected Indian States. Atal Bihari 

Vajpayee Institute of Good Governance and Policy Analysis (AIGGPA). 

¶ Thulaseedharan, S. (2013). Right To Public Services In India-A New Legal Scenario. Journal 

of the Indian Law Institute. Vol. 55, No. 1, pp. 59-72. 

  



181 
 

ANNEXURE 

 
INSTITUTE FOR DEVELOPMENT AND COMMUNICATION, CHANDIGARH 

Comparative Evaluation of Implementation of the Haryana Right to Service Act, 2014 
(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. Haryana Shehri Vikas Pradhikaran 
4. Haryana State Agricultural Marketing Board(HSAMB) 
5. Health Services Department 
6. Industries and Commerce Department 
7. Police Department 
8. Public Health And Engineering Department-PHED 
9. Revenue & Disaster Management Department 
10. Social Justice 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 Nigam-UHBVN 
16. Dakshin Haryana Bijli Vitran Nigam-DHBVN 

 
Q. Authority/ Staff:   Staff-1  DO-2  FGRA-3  SGRA-4  

SECTION-I 
(Profile of the Respondent) 

Q.  Name of the Official: _______________________________________________________ 
Q. Gender:  Male-1  Female-2 Third Gender-3 
Q. Post and Designation: ________________________________________________________ 
Q.  Contact Number  
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SECTION-II 
(Level of Awareness) 

Q. Are you aware of the HRTS Act 2014? 
 Yes-1 
 No-2 
 
Q. If aware, what are the objectives of the Act? 
 To ensure citizens' right to get Service-1 
 To ensure Time-bound Service Delivery-2  
 To provide provision of penalty for officers in case of delay in Service Delivery-3 
 To Provide provision of appeal to 1st and 2nd Appellate Authority-4 
 To provision an appeal to the Commission-5  
 Any Other (Specify):__________________  
 
Q. Were you provided any training on implementing the Right to Service Act?  
 Yes-1 
 No-2 
 
Q.  If yes, what was the content of the training? 
 
Q. Are you satisfied with the training imparted on RTS Act implementation?  
 Yes-1 
 No-2 
 Not Applicable-3 
Q. If not imparted training, do you think that is necessary?  
 Yes-1 
 No-2 
Q. If yes, what could be the mode of training?  
   Online mode-1 
   Offline mode-2 
   No Opinion-3 
Q.  Are you aware of all your department's services notified under the HRTS Act 2014? 
 Yes-1 
 No-2 
Q.  Are you aware of the timeline of each service? 
 Yes-1 
 No-2 
Q. Do you manage to deliver the RTS Notified service/s within the prescribed timeline?  
 Yes-1 
  No-2 
 Sometimes, delays also happens-3 
Q. If No or sometimes with a delay, then what are the reasons for the delay: 
 Timelines fixed are impossible to meet-1 
  Shortage of staff-2 
 Lack of infrastructure-3 
 Procedural Issues-4 
 Unclear instructions from higher authorities-5 
 Technical issues-6 
 Others (Specify):___________________________________________ 
Q. Explain factors that 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?  
 Yes-1  
 No-2  
 Do not Know-3 
Q. If yes, then to whom service seeker can appeal? 
 Higher Official-1 
 First Grievance Redressal Authority-2 
 Second Grievance Redressal Authority-3 
 Right to Service Commission-4 
 Not Applicable-5 
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 of the notified 
time limit? 

 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
Q. If yes, within what time limit can a service seeker make the first appeal? 
 No time limit-1 
 Within 7 days-2 
 Within 15 days-3 
 Within 30 days-4 
 Do not Know-5 
 Not Applicable-6 
Q. Does FGRA, if satisfied with the reason cited by the service seeker, supposed to admit the appeal 

even after the expiry of the time limit? 
 Yes-1 
 No-2 
 Do not Know- 3  
 Not applicable-4  
Q. Does the FGRA, finding the grievance of the service seeker genuine, authorized to ask the Designated 

Officer to appear in person and explain the reason for rejection or to provide the service? 
 Yes-1 
 No-2 
 Do not Know- 3  
 Not applicable-4  
Q. After giving a hearing opportunity to the Designated Officer and the service seeker, can an FGRA 

pass an order in writing either accepting or rejecting the appeal? 
 Yes-1 
 No-2 
 Do not Know- 3  
 Not applicable-4  
Q. Is it mandatory to communicate the decision taken by FGRA to the Designated officer and Service 

Seeker by the registered post? 
 Yes-1 
 No-2 
 Do not Know- 3  
 Not applicable-4  
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Q. Is there any time limit from the date of receipt of the appeal for FGRA to dispose of an appeal? 
 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
Q. If yes, then what is the time limit? 
 No time limit-1 
 Within 7 days-2 
 Within 15 days-3 
 Within 30 days-4 
 Do not Know-5 
 Not Applicable-6 
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 FGRA file an appeal to the SGRA?  
 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
Q. 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 deliver service? 
 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
Q. If yes, within what time limit can a service seeker make the second appeal? 
 No time limit-1 
 Within 15 days-2 
 Within 30 days-3 
 Within 60 days-4 
 Do not Know-5 
 Not Applicable-6 
Q. Does SGRA, if satisfied with the reason cited by the service seeker, supposed to admit the appeal 

even after the expiry of the time limit? 
 Yes-1 
 No-2 
 Do not Know- 3  
 Not applicable-4  
Q. Is SGRA supposed to give the appellant an opportunity to hear before rejecting the appeal?   
 Yes-1 
 No-2 
 Do not Know- 3  
 Not applicable-4  
Q. Is it mandatory to communicate the decision taken by SGRA to the Designated officer and Service 

Seeker by the registered post? 
 Yes-1 
 No-2 
 Do not Know- 3  
 Not applicable-4  
Q. Is there any time limit from the date of receipt of the appeal for SGRA to dispose of an appeal? 
 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
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Q. If yes, then what is the time limit? 
 No time limit-1 
  Within 15 days-2 
 Within 30 days-3 
  Within 60 days-4 
 Do not Know-5 
 Not Applicable-6 
 
Power to Summon and Inspection 
Q. Do the GRAs have powers to require the production and inspection of documents? 
 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
Q. Do the GRAs have powers to issue summons for hearing of the Designated Officer and the 

appellant? 
 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
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 to provide service or has caused an undue delay, have the power to 
impose a penalty? 

 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
Q. If yes, what could be the penalty amount?   
 100 Rupees-1 
 250 Rupees-2 
 250 Rupees to a maximum of 5000 Rupees-3 
 Do not Know-4 
 Not Applicable-5 
 
Compensation  
Q. Does the SGRA can award compensation to the appellant? 
 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
Q. If yes, then what could be the amount of the compensation?   
 1000 Rupees-1 
 2500 Rupees-2 
 5000 Rupees-3 
 Do not Know-4 
 Not Applicable-5 
Revision  
Q. Are you aware of the Haryana Right to Service Commission? 
 Yes-1 No-2 
Q. If Yes, what are the functions of the Commission? 
 To Implement HRTS Act 2014-1 
 To ensure delivery of hassle-free and time-bound services to the citizens-2 
 To penalize the Officers in case of delay in Service Delivery-3 
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 To take legal action against the officers-4 
  Commission Can take suo-moto action-5 
 To provide justice to the service seekers-6 
 To update the service delivery mechanism From time to time -7 

Any Other (Specify): ___________________________________________________ 
Q. Can a service seeker aggrieved by the decision of SGRA file a revision before the RTS commission? 
 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
Q. Is there any time limit to file the revision before the RTS commission? 
 Yes-1 
 No-2  
 Do not Know-3 
 Not Applicable-4 
Q. If yes, within what time limit a service seeker can make the revision appeal? 
 No time limit-1 
  Within 30 days-2 
 Within 60 days-3 
 Within 90 days-4 
 Do not Know-5 
 Not Applicable-6 
Q. Are you aware of the updated rules/instructions about the process re-engineering and changes in 

prescribed timelines?  
 Yes-1 
 No-2 
Q. If Yes, how does it impact the department's functioning and service delivery mechanism? 
 Helped in streamlining the workflow-1 
 Removal of unnecessary steps-2 
 Enabled faster delivery of services-3 
 The low burden on staff-4 
 Others (Specify): ____________________ 

 
 

SECTION-III 
 

(Level of Satisfaction with AAS & Grievance Redressal) 
Q. Are you aware of the Auto Appeal System (AAS) initiated by the HRTS Commission?  
   Yes-1 No-2 
Q. Do you think AAS has helped in improving service delivery efficiency? 
   Yes-1 No-2 5ƻƴΩǘ Yƴƻǿ-3 
Q. Explain how?: _______________________________________________________. 

 
Q. 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 
   Dissatisfied-2 
   Neutral-3 
   Satisfied-4 
   Highly Satisfied-5 
   Not Applicable-6 
Q. Do you believe that the grievance redressal mechanism has become more accountable and 

transparent after the launch of AAS? Yes-1 No-2 Don't Know -3 
Q. In your opinion, what are the noticeable changes after the launch of AAS?  
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SECTION-IV 
(Function, Opinion & Suggestions) 

 
Q. Expresses your Opinion on the following: 

Strength of Staff in Department _________________________________________ 
Absenteeism in Department ___________________________________________  
Working Hours in Department ______________________________________ 
Interdepartmental Coordination _______________________ 
Intra-departmental Coordination ____________________________ 
 

Q. Suggestions to improve the service delivery mechanism: 
 

Simplification of Procedures-1 
Increase in the level of awareness among citizens-2 
Better inter/intra-departmental coordination-3 
Provision of adequate staff-4 
Provision of adequate infrastructure-5 
Increase in the timeline-6 
No  Opinion-7 

   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:   Rural-1  Urban-2 
 

 
 
 

SECTION-I 
 

(Profile of the Respondent) 
 

Q. Name of the Respondent: ________________________________________________ 
Q. Sex:  Male-1  Female-2 Other-3 
Q. Religion:  Hindu-1  Sikh-2 Muslim-3 Jain-4 Bodh-5  Other-6 
Q. Category: SC-1  ST-2  OBC-3  General-4  Other-с  5ƻƴΩǘ ǿŀƴǘ ǘƻ ǘŜƭƭ-5 
Q. Qualification: 
 Illiterate-1   Below Primary-2 Primary-3 Middle-4 Matric-5 
 Sen. Sec.-6   ITI/Diploma-7 Graduate-8 Post Graduate-9 
 Professional-10   M.Phil./Ph.D.-11 Other-12 (Specify):____________________  
Q. Occupation: 
 Unemployed-1      Student-2        Service (Govt.)-3  Service (Pvt.)-4 
 Self-Employed-5     Labour (Agr)-6   Labour (Non-Agr)-7 Homemaker-8 
 Retired-9      Professional-10 
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SECTION-II 
 

(Service Applied [Out of the Identified Services for the Evaluation]) 
Q. Name of the service applied: ____________________________________________ 
1. Financial Assistance for Education of Children of Registered worker-HBOCWWB 
2. Kanyadaan Scheme -HBOCWWB 
3. Financial Assistance in Marriage of Women Worker or daughters of worker's-Haryana Labour 

Welfare Board 
4. Occupancy Certificate/Completion Certificate 
5. Re-Allotment Letter 
6. Injury / Death where application submitted after 2 months of accident but no FSL report is required 
7. Injury / Death where application submitted within 2 months of accident but no FSL report is required 
8. Application For Issuance of Birth/Death/Non-Availability Certificate (NAC) 
9. Application for Inclusion of Child Name in Birth Record 
10. Filing of mandatory annual returns u/s 50(1) of the Haryana Registration and Regulation of Societies 

Act, 2012 (Act 1 of 2012) 
11. Character Certificate 
12. Billing Complaints 
13. Meter Complaint ς Replace slow/fast/meters/Creeping or stuck meters 
14. Water Leakage/ Over Flow Pipes 
15. Resident Certificate 
16. Income Certificate (for Education Purposes) 
17. Old Age Samman Allowance 
18. Registration of Non-Transport Vehicles through Dealer-RLA  
19. Change of Owner/Occupier in Property Tax Register (Except in death case) 
20. Dr. Ambedkar Medhavi Chattar Yojna 
21 Mukhya Mantri Vivah Shagun Yojna 
22. Aapki Beti Hamari Beti 
 
Q. Department: _________________________________________________________ 
1. Building and Other Construction Workers (BOCW) Board 
2. Haryana Labour Welfare Board (HLWB) 
3. Haryana Shehri Vikas Pradhikaran 
4. Haryana State Agricultural Marketing Board(HSAMB) 
5. Health Services Department 
6. Industries and Commerce Department 
7. Police Department 
8. Power Department 
9. Public Health And Engineering Department-PHED 
10. Revenue & Disaster Management Department 
11. Social Justice and Empowerment 
12. Transport Department 
13. Urban Local Bodies 
14. Welfare of SCs And BCs 
15. Women and Child Development Department 
16. Uttar Haryana Bijli Vitran Nigam-UHBVN 
17. Dakshin Haryana Bijli Vitran Nigam-DHBVN 
  
Q. Did you apply for the service on your own? Yes-1 No-2 
 
Q.  If yes, where was the application submitted? 
 
 Departments' Window/Desk-1 

Department's Webportal-2 
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Saral Haryana Portal-3 
e-Disha Centre-4 
Community Service Centre (CSC)-5 
Village Level Entrepreneur (VLE)-6 
Not applicable-7 
 

Q. If No, who applied for the service on your behalf? 
 Family Member-1 
 Friend/Neighbour-2 

PRI Member-3 
Not-applicable-4 
Other (Specify)- __________________________ 
 

Q. Was your application accepted on the first visit to the department/webportal/e-Disha centre/CSC?
 Yes-1 No-н      5ƻƴΩǘ Yƴƻǿ-3 

 
Q. If No, reason/s for non-acceptance? 
 Unaware of the documents to be attached-1 
 Unaware of the fee to be paid-2 
 Server error/non-functional website-3 

The concerned official was not available at the department's window/ desk-4 
CSC closed/ village level entrepreneur (VLE) not available on first visit-5 
Don't Know-6 
Not applicable-7 
Others (specify)- ___________________________ 
 

Q. Did you receive any SMS confirmation during application submissionςstatusςand final delivery of 
service?  
Yes-1  No-2  5ƻƴΩǘ Yƴƻǿ-3 

 
Q. Did the service deliver to you?  

Yes-1  No-2   
Q. If not delivered, did you get a rejection?  

Yes-1  No intimation-2  Not Applicable-3   
Q. If you got a rejection, were you informed about the reason?  

Yes-1  No-2  Not Applicable-3 
  

 
 

SECTION-III 
 

(Level of Awareness about the HRTS Act 2014) 
 
Q. Are you aware of the HRTS Act 2014 {Sewa Ka Adhikaar Kanoon] ?  Yes-1 No-2 
 
Q. If Yes, where did you learn about the Act? 
 Media (Newspaper/Radio/TV)-1 
 Officials of the concerned Department-2 
 Notice board at the Department-3 
 Service Delivery Centre-4 
 Social media Platforms-5 
 Friends/Family/Relatives-6 
 Not Applicable-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? 
 Yes-1  No-2 Not Applicable-3 
 
 
Q.  Were you aware that there is a fixed timeline for delivering the service to which you applied? 
 Yes-1  No-2 Not Applicable-3 
 
Q.  Did you get the information about the date of service delivery?  
 Yes-1  No-2 Not Applicable-3 
 
Q.  Did you receive the service/rejection order within the prescribed timeline?  
 Yes-1  No-2 5ƻƴΩǘ ƪƴƻǿ-3 Not Applicable-4  
 
Q. Was any information/ notice board available mentioning timelines for service delivery?  
 Yes-1  No-2  5ƻƴΩǘ Yƴƻǿ-3 Not Applicable-4 
 
Q. Do you know there is a right to appeal if a service request is rejected or not delivered within the 

prescribed timeline? 
 Yes-1  No-2  5ƻƴΩǘ ƪƴƻǿ-3 Not Applicable-4 
Q.  In your case, was there any appeal? 
 Yes-1  No-2   
Q.   If yes, what was the reason to appeal? 
 Got the rejection order -1 
 Service was not delivered within the RTS timeline -2 
 
Q. Do you know there is an Auto Appeal System? 
 Yes-1  No-2   
 
Q. Did you appeal, or was the same auto-escalated to appeal to get the service? 
 Yes-1  No-2  5ƻƴΩǘ ƪƴƻǿ-3 Not Applicable-4 
 
Q. What is Your level of satisfaction with the functioning of the Auto Appeal System? 
 Highly Dissatisfied 1 
 Dissatisfied-2 
 Neutral-3 
 Satisfied-4 
 Highly Satisfied-5 
Q. Were you aware of the appellate authorities? 
 Yes-1  No-2  5ƻƴΩǘ ƪƴƻǿ-3 Not Applicable-4 
Q. Do you know that under the Right to Service Act, there is a first appellate authority called the First 

Grievance Redressal Authority?  
 Yes-1  No-2  5ƻƴΩǘ ƪƴƻǿ-3 Not Applicable-4 
Q. Do you know that under the Right to Service Act, there is a second appellate authority called Second 

Grievance Redressal Authority?  
 Yes-1  No-2  5ƻƴΩǘ ƪƴƻǿ-3 Not Applicable-4 
Q. Do you know that under the Right to Service Act, there is the Right to Service Commission?  
 Yes-1  No-2  5ƻƴΩǘ ƪƴƻǿ-3 Not Applicable-4 
 
Q.  Are you also aware of the objectives of the HRTS Act, 2014? Yes-1 No-2 Not Applicable-3 
 
Q. If Yes, mention objectives: 
 Citizens' Right to Get Service-1 
 Time-bound Service Delivery-2  
 Provision of Penalty for Officers in case of delay in Service Delivery-3 
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 Provision of appeal to 1st and 2nd Appellate Authority-4 
 Provision of appeal to the Commission-5  
 Not Applicable-6 
 Any Other (Specify):__________________ 

 
Q. Do you believe that in case of the grievance redressal mechanism is accountable and transparent? 
 Yes-1 No-2 5ƻƴΩǘ Yƴƻǿ-3 Not Applicable-4 
 
Q. Are you satisfied with the overall grievance redressal mechanism? 
 Yes -1 No-2 5ƻƴΩǘ Yƴƻǿ-3 Not Applicable-4 
 
Q. If No, explain: ______________________________________________________ 
 
Q. Are you aware of the Helpline No. (1064) for corruption-related complaints? 
 Yes-1 No-2 
 
Q. Are you aware of the Antyodaya SARAL Helpline No. (0172-3968400)?  
 Yes-1 No-2 
 
Q. Do you know you can also track the status of your service request/ appeal through SMS (By typing 

SARAL and sending it to Mobile No.  9954699899)? 
 Yes-1 No-2 

 
 
 

SECTION-IV 
 

(Level of Satisfaction with the Application Process) 
 

Q. Did you face any difficulty while applying for the service? 
Yes-1 No-2      No Response / Cannot say-3  
 

Q. If Yes, mention reason/s: 
   Server error/non-functional website-1 
   Un-clarity on the list of documents to be attached-2 
 Non-availability of an  official at the department's window/desk-3 
   Unaware of the Web Portal-4 
   Web Portal/Server Error-5 
   CSC/e-Disha Centre at Distance-6 
              Took a lot of time-7 
   Not Applicable-8 
   Other (Specify) _________________ 
 
Q.  If you enquired at the department/service centre before applying, did any official help you? 
  Did not enquire anything-1  They Helped-2 They did not help-3 Not Applicable-4 
 
Q.   If Yes, what level of satisfaction with the conduct of the official? 
   Highly Dissatisfied 1 
   Dissatisfied-2 
   Neutral-3 
   Satisfied-4 
   Highly Satisfied-5 
   Not Applicable-6 
 



193 
 

Q.   If dissatisfied, reason/s: _________________________________________________  
 
Q.   Were you asked by any official for any favour in exchange for service delivery? 
   Yes-1 No-2 Not Applicable-5 
 
Q.   What is Your level of satisfaction with the overall service application process? 
   Highly Dissatisfied 1 
   Dissatisfied-2 
   Neutral-3 
   Satisfied-4 
   Highly Satisfied-5 
   Not Applicable-6 
 
 

SECTION-V 
 

(Suggestions) 
 

Q. Any suggestion/s to improve the overall service delivery mechanism: 
 
 Awareness campaigns about the provisions of the Act-1 
 Ensure a single visit by the citizen-2 
 Ensure hassle-free and time-bound delivery of services-3 
 No Response/ Cannot say-4 
 Others (Specify): ___________________________________________________ 
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INSTITUTE FOR DEVELOPMENT 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:   Rural-1  Urban-2 

SECTION-I 
(Profile of the Respondent) 

Q. Name of the Respondent: ________________________________________________ 
Q. Sex:  Male-1  Female-2 Third Gender-3 
Q. Religion:  Hindu-1  Sikh-2 Muslim-3 Jain-4 Bodh-5  Other-6 
Q. Category:  SC-1  ST-2  OBC-3  General-п 5ƻƴΩǘ ǿŀƴǘ ǘƻ ǘŜƭƭ-5 
Q. Qualification: 
 Illiterate-1 Below Primary-2 Primary-3 Middle-4 Matric-5 
 Sen. Sec.-6 ITI/Diploma-7  Graduate-8 Post Graduate-9 
 Professional-10 M.Phil./Ph.D.-11 Other-12 (Specify):__________________________  
Q. Occupation: 
 Unemployed-1  Student-2 Service (Govt.)-3 Service (Pvt.)-4 
 Self-Employed-5  Labour (Agr)-6   Labour (Non-Agr)-7 Homemaker-8 
 Retired-9   Professional-10 

 
SECTION-II 

(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 Kanoon)? Yes-1 No-2 
 
Q. If Yes, from where did you come to know about the Act? 
  Media (Newspaper/Radio/TV)-1 
  Officials of the concerned Department-2 
  Notice Board at the Department-3 
  Service Delivery Centre-4 
  Social Media Platforms-5 
  Friends/Family/Relatives-6 
 Not Applicable-7 
  Any other (Specify):________________________________ 
 
Q.  Are you also aware of the objectives of the HRTS Act 2014?   
 Yes-1 No-2     Not Applicable-3 
 
Q. If Yes, mention objectives: 
 Citizens' Right to Get Service-1 
 Time-bound Service Delivery-2  
 Provision of Penalty for Officers in case of delay in Service Delivery-3 
 Provision of appeal to 1st and 2nd Appellate Authority-4 
 Provision of appeal to the Commission-5  
 Not Applicable-6 
 Any Other (Specify):__________________________________ 
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SECTION-III 
(Awareness about the Haryana Right to Service Commission-HRTSC and its Functions) 

 
Q.  Have you heard about the Haryana Right to Service Commission? Yes-1 No-2  Not Applicable-3 
 
 
Q. What are the functions of the Commission? 
 Implement HRTS Act 2014-1 
 Ensure delivery of hassle-free and time-bound services to the citizens-2 
 Penalize the Officers in case of delay in Service Delivery-3 
 Take legal action against the officers-4 
 Take suo-moto action-5 
 Provide justice to the service seekers-6 
 Time to time re-engineering of the service delivery mechanism-7 
 Do not Know-8 
  Not Applicable-9 
 Any Other (Specify): __________________________________________________________ 
 
Q. Do you also have any idea where the commission is located? Yes-1  No-2  Not 

Applicable-3 
 
Q. If Yes, mention Location: 
 New Delhi-1 
 Gurugram-2 
 Chandigarh-3 
 Panchkula-4 
  Not Applicable-5 
 Other: ______________________________ 
Q. Are you aware of the Auto Appeal System (AAS) initiated by the HRTSC? Yes-1 No-2   Not 

Applicable-3 
 
 
Q. If Yes, are you satisfied with the effectiveness of AAS? 
 
 Highly Dissatisfied 1 
 Dissatisfied-2 
 Neutral-3 
 Satisfied-4 
 Highly Satisfied-5 
  Not Applicable-6 
  

SECTION-IV 
(Level of Satisfaction) 

 
Q. Do you think citizens get the services notified under the HRTS Act 2014 within the prescribed timeline? 
 Yes-1 No-2 5ƻƴΩǘ Yƴƻǿ-3  Not Applicable-4 
 
 
Q. If No, mention reason/s: ______________________________________________________ 
 
Q. Do you think citizens are generally satisfied with service delivery? 
 
 Highly Dissatisfied 1 
 Dissatisfied-2 
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 Neutral-3 
 Satisfied-4 
 Highly Satisfied-5 
  Not Applicable-6 
 
Q. Whether satisfied/ somewhat satisfied/ not satisfied, mention reason/s: 

__________________________________________________________________________ 
 
Q. Do you think citizens are satisfied with the behaviour of the officials: 
 
 Highly Dissatisfied 1 
 Dissatisfied-2 
 Neutral-3 
 Satisfied-4 
 Highly Satisfied-5 
  Not Applicable-6 
 
Q. Whether satisfied/ somewhat satisfied/ not satisfied, mention reason/s: 

__________________________________________________________________________ 
 

 
SECTION-V 

(Suggestions) 
 

Q. Any suggestion/s to improve the service delivery mechanism: 
 
 Awareness campaigns about the provisions of the Act-1 
 Ensure a single visit by the citizen-2 
 Ensure hassle-free and time-bound delivery of services-3 
 Check Corruption at the Department-4 
 Others (Specify): ____________________________________________________________ 
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Annexure  
Report 1 

Department-wise RTS Comprehensive Report ( To Date 31/07/2023 ) Generated on 8 August 2023  
      Application Currently 

Underway 
Applications Received & Completed 
Recently [i.e. in the last 3-6 months] 

Applications Received & Completed Total Percentag
e 

Rejected % 

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 

Rank 
Base
d on 
Score 

Departments Score Total 
Underw

ay 

Within 
RTS 

Outsid
e RTS 

Total 
Complet

ed 

Complet
ed 

Within 
RTS 

Complet
ed 

Outside 
RTS 

Rejecte
d 

Total 
Received 

Total 
Complete

d 

Complete
d Within 

RTS 

Complet
ed 

Outside 
RTS 

Rejecte
d 

Complete
d Outside 

RTS 
[Col14/ 

Col12]*10
0 

Recently 
[Col10/ 

Col7]*10
0  

Total till 
31/07/23 
[Col15/ 

Col12]*1
00 

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 11.5 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 Nigam-UHBVN 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 Nigam-DHBVN 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 

19 Revenue & Disaster Management Department 9.5 61,813 30,408 31,405 
10,99,61

0 
10,74,74

9 24,861 34,374 1,55,74,276 
1,55,12,46

3 
1,49,22,34

6 5,90,117 519589 3.80 3.1 3.3 

19 Urban Local Bodies 9.5 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 

23 Transport Department 9.2 2,873 579 2,294 7,45,807 6,87,840 57,967 95 1,70,82,632 
1,70,79,75

9 
1,51,15,52

8 
19,64,23

1 14145 11.50 0.0 0.1 

25 
Haryana Scheduled Castes Finance and Development 
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 1,07,209 1,06,908 301 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 Engineering-PHED 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 1.5 

30 
Haryana State Ind and Infrastructure Development Co 
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 Haryana Shehri Vikas Pradhikaran 7.1 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 
Underway 

Applications Received & Completed 
Recently [i.e. in the last 3-6 months] 

Applications Received & Completed Total Percentag
e 

Rejected % 

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 

Rank 
Base
d on 
Score 

Departments Score Total 
Underw

ay 

Within 
RTS 

Outsid
e RTS 

Total 
Complet

ed 

Complet
ed 

Within 
RTS 

Complet
ed 

Outside 
RTS 

Rejecte
d 

Total 
Received 

Total 
Complete

d 

Complete
d Within 

RTS 

Complet
ed 

Outside 
RTS 

Rejecte
d 

Complete
d Outside 

RTS 
[Col14/ 

Col12]*10
0 

Recently 
[Col10/ 

Col7]*10
0  

Total till 
31/07/23 
[Col15/ 

Col12]*1
00 

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 

41 
Haryana Backward Classes and Economically Weaker 
Sections Kalyan Nigam 0 4 0 4 0 0 0 0 24,966 24,962 21,947 3,015 5626 12.08     

41 
Dada Lakhmi Chand State University of Performing and 
Visual Arts 0 2 0 2 0 0 0 0 2 0 0 0 0       

41 
Deenbandhu Chhotu Ram University Of Science & 
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  Antyodaya- Saral Portal  Through  TAB "RTS Comprehensive LeaderBoard" 
Score: Formula [Recently completed within RTS/ (Application Completed Recently +Application Pending Outside RTS)]*10 
Coloured-filled records are of the departments under the study's purview. 
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Report 2 
Selected Services wise RTS Comprehensive Report (To Date 31/07/2023) Generated on 8 August 2023 

        Application Currently 
Underway 

Applications Received & Completed Recently 
[i.e. in the last 3-6 months] 

Applications Received & Completed Total Percentage Rejected % 

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 

Rank Service  Departments Score Total 
Underway 

Within 
RTS 

Outside 
RTS 

Total 
Completed 

Completed 
Within 

RTS 

Completed 
Outside 

RTS 

Rejected Total 
Received 

Total 
Completed 

Completed 
Within RTS 

Completed 
Outside 

RTS 

Rejected Completed 
Outside RTS 

[Col15/ 
Col13]*100 

Recently 
[Col11/ 

Col8]*100   

Total till 
31/07/23 
[Col16/ 

Col13]*100  
10 Kanyadaan Scheme -

HBOCWWB 
Building and 
Other 
Construction 
Workers 
(BOCW) Board 

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 58.5 48.3 

15 Financial Assistance for 
Education of Children of 
Registered worker-
HBOCWWB 

9.1 38,596 38,470 126 70,530 64,280 6,250 42,224 7,35,435 6,96,839 5,13,568 1,83,271 380063 26.30 59.9 54.5 

11 Billing Complaints Dakshin 
Haryana Bijli 
Vitran Nigam-
DHBVN 

9.6 556 503 53 11,494 11,068 426 0 3,19,279 3,18,723 2,64,329 54,394 4 17.07 0.0 0.0 

13 Meter Complaint ς 
Replace 
slow/fast/meters/Creepi
ng or stuck meters 

 
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 

1 Financial Assistance in 
Marriage of Women 
Worker or Daughters of 
worker's-Haryana Labour 
Welfare Board 

Haryana 
Labour 
Welfare Board 
(HLWB) 

10 97 97 0 887 887 0 28 8,023 7,926 6,984 942 978 11.88 3.2 12.3 

8 OC 
Certificate/Completion 
Certificate 

Haryana 
Shehri Vikas 
Pradhikaran 

8 99 39 60 263 260 3 79 15,475 15,376 7,626 7,750 3970 50.40 30.0 25.8 

11 Re-Allotment Letter 7.4 77 24 53 3,050 2,299 751 317 80,206 80,129 53,822 26,307 8111 32.83 10.4 10.1 

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

Haryana State 
Agricultural 
Marketing 
Board(HSAMB
) 

7.5 165 105 60 209 203 6 63 1,699 1,534 1,195 339 560 22.10 30.1 36.5 

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

6.7 63 23 40 81 81 0 41 6,172 6,109 2,925 3,184 2541 52.12 50.6 41.6 

1 Application for Inclusion 
of Child Name in Birth 
Record 

Health 
Services 
Department 

9.8 14,821 14,731 90 64,711 63,235 1,476 4,981 8,60,481 8,45,660 8,14,092 31,568 59648 3.73 7.7 7.1 

5 Application For Issuance 
of Birth/Death/Non 
Availability Certificate 
(NAC) 

9.6 22,569 22,157 412 1,26,332 1,22,154 4,178 8,372 21,87,35
9 

21,64,79
0 

20,15,58
3 

1,49,207 162468 6.89 6.6 7.5 
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        Application Currently 
Underway 

Applications Received & Completed Recently 
[i.e. in the last 3-6 months] 

Applications Received & Completed Total Percentage Rejected % 

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 

Rank Service  Departments Score Total 
Underway 

Within 
RTS 

Outside 
RTS 

Total 
Completed 

Completed 
Within 

RTS 

Completed 
Outside 

RTS 

Rejected Total 
Received 

Total 
Completed 

Completed 
Within RTS 

Completed 
Outside 

RTS 

Rejected Completed 
Outside RTS 

[Col15/ 
Col13]*100 

Recently 
[Col11/ 

Col8]*100   

Total till 
31/07/23 
[Col16/ 

Col13]*100  
11 Filing of mandatory 

annual returns u/s 50(1) 
of the Haryana 
Registration and 
Regulation of Societies 
Act, 2012 (Act 1 of 2012) 

Industries and 
Commerce 
Department 

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 

1 Character Certificate Police 
Department 

10 9,160 9,160 0 94,990 94,911 79 173 15,87,15
3 

15,77,99
3 

12,71,33
5 

3,06,658 1037 19.43 0.2 0.1 

4 Water Leakage/ Over 
Flow Pipes 

Public Health 
And 
Engineering-
PHED 

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 

2 Resident Certificate Revenue & 
Disaster 
Management 
Department 

9.8 19,980 17,062 2,918 3,56,843 3,52,506 4,337 16,657 58,05,90
2 

57,85,92
2 

56,71,72
7 

1,14,195 160574 1.97 4.7 2.8 

13 Income Certificate (for 
Education Purpose) 

9.2 13,095 4,345 8,750 1,75,315 1,68,663 6,652 31 26,02,85
5 

25,89,76
0 

24,16,11
4 

1,73,646 88640 6.71 0.0 3.4 

8 Old Age Samman 
Allowance 

Social Justice 
And 
Empowermen
t 

9.5 4 4 0 21 20 1 21 11,60,01
1 

11,60,00
7 

9,77,673 1,82,334 426039 15.72 100.0 36.7 

28 Registration of Non-
Transport Vehicles 
through Dealer-RLA 

Transport 
Department 

8.8 998 177 821 1,53,603 1,35,720 17,883 0 34,04,03
0 

34,03,03
2 

29,43,11
9 

4,59,913 0 13.51 0.0 0.0 

5 Change of 
Owner/Occupier in 
Property Tax Register 
(Except in death case) 

Urban Local 
Bodies 

9.7 409 234 175 63,326 61,804 1,522 1,600 3,32,788 3,32,379 2,67,956 64,423 86624 19.38 2.5 26.1 

17 Meter Complaint ς 
Replace 
slow/fast/meters/Creepi
ng or stuck meters 

Uttar Haryana 
Bijli Vitran 
Nigam-
UHBVN 

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 

17 Billing Complaints 9.6 1,412 1,206 206 16,567 16,072 495 329 3,94,928 3,93,516 3,44,848 48,668 6226 12.37 2.0 1.6 

2 Dr. Ambedkar Medhavi 
Chattar Yojna 

Welfare of 
SCs And BCs 

9.4 486 301 185 2,760 2,760 0 564 3,48,567 3,48,081 3,01,012 47,069 94031 13.52 20.4 27.0 

6 Mukhya Mantri Vivah 
Shagun Yojna 

0 358 0 358 0 0 0 0 1,87,207 1,86,849 1,69,379 17,470 48685 9.35 0.0 26.1 

1 Aapki Beti Hamari Beti Women and 
Child 
Development 
Department 

10 513 510 3 11,226 11,225 1 30 3,25,073 3,24,560 2,81,396 43,164 23319 13.30 0.3 7.2 

Source: https://login.saralharyana.nic.in  Antyodaya- Saral Portal  Through  TAB "RTS Comprehensive LeaderBoard" 
Score: Formula [Recently completed within RTS/ (Application Completed Recently +Application Pending Outside RTS)]*10 
Rank: Rank respective to other services within the same department  
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Report 3 
District-wise RTS Comprehensive Report ( To Date 31/07/2023 ) Generated on 16 August 2023 

  Application Currently 

Underway  

Applications Received & Completed Recently 

[i.e. in the last 3 -6 months]  

Applications Received & Completed Total  Percentage  Rejected %  

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 

District  Total 

Underway  

Within 

RTS 

Outside 

RTS 

Total 

Completed  

Completed 

Within RTS  

Completed 

Outside 

RTS 

Rejected  Total 

Received  

Total 

Completed  

Completed 

Within RTS  

Completed 

Outside 

RTS 

Rejected  Completed 

Outside RTS  

[Col12/  

Col10]*100  

Recently  

[Col8/  

Col5]*100   

Total till 

31/07/23  

[Col13/  

Col10]*100  

Panchkula  4,509 3,763 746 69,902 66,851 3,051 4,209 12,01,712 11,97,203 10,61,677 1,35,525 88,867 11.32 6.02 7.42 

Nuh  30,582 27,596 2,986 1,15,042 1,11,552 3,490 12,424 20,47,861 20,17,279 18,02,369 2,14,908 2,58,628 10.65 10.80 12.82 

Faridabad  17,941 14,297 3,644 2,34,895 2,26,135 8,760 14,147 42,09,144 41,91,203 37,56,749 4,34,422 3,74,028 10.37 6.02 8.92 

Hisar  66,701 63,228 3,473 2,81,893 2,69,071 12,822 33,654 47,18,470 46,51,769 41,71,251 4,80,431 6,17,828 10.33 11.94 13.28 

Sonipat  17,274 13,956 3,318 1,70,644 1,64,428 6,216 12,600 32,56,807 32,39,533 29,13,966 3,25,546 2,95,862 10.05 7.38 9.13 

Gurgaon  24,295 20,994 3,301 3,29,244 3,10,546 18,698 17,453 53,84,160 53,59,865 48,21,299 5,38,541 4,18,806 10.05 5.30 7.81 

Jind 31,225 28,325 2,900 1,55,273 1,49,561 5,712 18,282 31,29,906 30,98,681 27,91,225 3,07,444 4,03,026 9.92 11.77 13.01 

Panipat  17,604 14,864 2,740 2,05,851 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 

Bhiwani  41,409 38,229 3,180 1,61,327 1,55,258 6,069 18,089 32,02,088 31,60,679 28,76,191 2,84,452 4,21,874 9.00 11.21 13.35 

Sirsa  22,323 19,183 3,140 1,34,977 1,30,478 4,499 11,698 27,12,134 26,89,811 24,51,313 2,38,293 2,93,478 8.86 8.67 10.91 

Fatehabad  22,823 21,126 1,697 1,26,216 1,21,933 4,283 8,899 23,32,310 23,09,487 21,08,616 2,00,819 2,35,809 8.70 7.05 10.21 

Palwal  22,313 20,245 2,068 1,07,132 1,03,324 3,808 8,602 19,53,765 19,31,452 17,67,724 1,63,705 2,41,410 8.48 8.03 12.50 

Rohtak  11,874 9,281 2,593 1,52,806 1,47,865 4,941 10,104 27,14,419 27,02,545 24,75,072 2,27,442 2,38,697 8.42 6.61 8.83 

Kaithal  26,367 24,125 2,242 1,50,742 1,44,593 6,149 20,518 27,56,633 27,30,266 25,06,009 2,24,255 3,24,588 8.21 13.61 11.89 

Mahendragarh  19,060 16,789 2,271 1,31,562 1,26,997 4,565 5,841 23,02,109 22,83,049 20,97,818 1,85,189 2,01,545 8.11 4.44 8.83 

Jhajjar  12,404 10,125 2,279 1,37,817 1,34,709 3,108 7,062 23,60,699 23,48,295 21,65,439 1,82,830 1,68,828 7.79 5.12 7.19 

Ambala  14,995 11,735 3,260 1,83,974 1,78,768 5,206 7,139 27,42,572 27,27,577 25,18,747 2,08,752 2,60,257 7.65 3.88 9.54 

Karnal  14,249 12,519 1,730 1,80,004 1,75,387 4,617 8,866 34,70,659 34,56,410 31,99,081 2,57,273 2,87,088 7.44 4.93 8.31 

Yamunanagar  20,793 19,298 1,495 1,54,653 1,50,171 4,482 7,594 26,73,232 26,52,439 24,55,490 1,96,932 2,18,630 7.42 4.91 8.24 

Rewari  15,337 13,533 1,804 1,35,349 1,32,002 3,347 7,473 25,73,985 25,58,648 23,78,528 1,80,104 2,29,228 7.04 5.52 8.96 

Charkhi Dadri  13,544 10,376 3,168 65,590 63,838 1,752 3,809 11,13,815 11,00,271 10,24,702 75,555 77,744 6.87 5.81 7.07 

Kurukshetra  9,484 7,838 1,646 98,452 95,862 2,590 5,404 22,48,372 22,38,888 20,99,970 1,38,846 1,80,378 6.20 5.49 8.06 

Haryana HQ  31,575 14,794 16,781 24,306 21,337 2,969 4,144 2,81,917 2,50,342 2,40,935 9,407 12,334 3.76 17.05 4.93 

Total  5,08,681 4,36,219 72,462 35,07,651 33,79,267 1,28,384 2,60,578 6,25,78,907  6,20,70,226  5,65,57,017  55,12,341 62,19,657 8.88 7.43 10.02 

Source: https://login.saralharyana.nic.in  Antyodaya- Saral Portal  Through  TAB "RTS Comprehensive LeaderBoard" 
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Report 4 
Department-wise RTS Comprehensive Report ( To Date 31/08/2021 ) Generated on 8 August 2023  

    Application Currently Underway Applications Received & Completed Recently 
[i.e. in the last 3-6 months] 

Applications Received & Completed Total 

Departments Score Total 
Underway 

Within 
RTS 

Outside 
RTS 

Total 
Completed 

Completed 
Within RTS 

Completed 
Outside 

RTS 

Rejected Total 
Received 

Total 
Completed 

Completed 
Within RTS 

Completed 
Outside 

RTS 

Rejected 

Printing And Stationery Department 10 10 10 0 82 82 0 16 NaN 1,183 1,077 106 184 

Public Health And Engineering-PHED 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 1,53,388 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 Nigam-UHBVN 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 Nigam-DHBVN 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 & Consumer 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 

Haryana Shehri Vikas 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 Nigam   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  Antyodaya- Saral Portal  Through  TAB "RTS Comprehensive LeaderBoard" 
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Screenshot1: Name of the Department ς Building and Other Construction Workers Board 
Service ς Financial Assistance for the Education of Children of registered worker 

Notified Timeline ς 90 Days System generated timeline ς 180 days approx. 

 
 

Screenshot2: Name of the Department ς Building and Other Construction Workers Board 
Service ς Kanyadaan Scheme  

Notified Timeline ς 90 Days System generated timeline ς 150 days approx. 
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Screenshot3: Name of the Department ςHaryana Labour Welfare Board 
Service ς Financial Assistance in the Marriage of women workers or daughters of workers  

Notified Timeline ς 90 Days System generated timeline ς 150 days approx. 

 
 

Screenshot4: Name of the Department ς Haryana Shehri Vikas Pradhikaran  
Service ς OC Certificate  

Notified Timeline ς 5/8 Days System generated timeline ς 15 days approx. 
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Screenshot5:Name of the Department ς Haryana Shehri Vikas Pradhikaran  
Service ς Re-Allotment Letter 

Notified Timeline ς 4 Days System generated timeline ς 7 days approx. 

 
 

Screenshot6: Name of the Department ς Haryana State Agricultural Marketing Board  
Service ς Injury/Death where application submitted after 2 months of accident but no FSL report is 

required.  
Notified Timeline ς 60 Days System generated timeline ς 120 days approx. 
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Screenshot7: Name of the Department ς Haryana State Agricultural Marketing Board  
Service ς Injury/Death where application submitted within 2 months of accident but no FSL report 

is required.  
Notified Timeline ς 60 Days System generated timeline ς 70 days approx. 

 
 

Screenshot8: Name of the Department ς Health Services Department 
Service ς Application for Issuance of Birth/Death/Non-Availability Certificate (NAC) 

Notified Timeline ς 30 Days System generated timeline ς 45 days approx. 
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Screenshot9: Name of the Department ς Health Services Department 
Service ς Application for Inclusion of Child Name in Birth Record 

Notified Timeline ς 30 Days System generated timeline ς 45 days approx. 

 
 

Screenshot10: Name of the Department ς Industry and Commerce Department 
Service ς Filling of mandatory annual returns u/s 50(1) of the Haryana Registration and Regulation 

of Societies Act, 2012 (Act 1 of 2012)  
Notified Timeline ς 30 Days System generated timeline ς 45 days approx. 
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Screenshot11: Name of the Department ς Police Department 
Service ς Character Certificate 

Notified Timeline ς 21 Days System generated timeline ς 30 days approx. 

 
 

Screenshot12: Name of the Department ς Dakshin Haryana Bijli Vitran Nigam 
Service ς Billing Complaints  

Notified Timeline ς 7 Days System generated timeline ς 10 days approx. 
 

 
 

 
  


