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Brief History in Uttarakhand

The RTS Act was passed in the year 2011.

The Commission was set up in 2014 with a Chief
Commissioner and Commissioner.

Between 2014-2019 approximately 149 new services of
17 departments were notified or approximately an
average of 30 services being notified per year for 5
years.

By 2019, the number of notified services rose to 243
(27 departments).

18051 cases/complaints were decided during this
period



Progress From 2020 Onwards

* The biggest challenge before me when | joined
the Commission in June, 2020 was to make it

relevant to the people and as user friendly as
possible.

* This quest for relevance led to reforms,
innovations or whatever you may call it.



Basic questions were

Appropriate Staffing was probably the most important
Challenge.

How to make the Commission more accessible to the
common man

How to rapidly ramp up services from 243 to a
respectable figure?

Cut down procedural delays?

Use of technology to improve user experience and
help officials with faster data analytics.

How to (i)ensure accountability among the
bureaucracy and (ii) how to incentivise it?



Staffing

Apart from a Chief Commissioner, Commissioner and a
Secretary, there were 2 Review Officers, 2 PAs, 2 data

entry operators and 2-3 drivers and similar number of
messengers.

It took a few months, but

(i) we recruited 2 Deputy Secretaries and 2 Section
Officers with a knack of doing quasi-judicial work
and inspections,

(ii) repurposed the PAs to work as research assistants,

(iii) during this time, we furnished our bare office
building too



Making the Commission more
accessible to the Common Man

Initially, we held hearings using Video Conferencing with complainants
and the officers concerned reaching NIC Kendras in the Districts. But
this was not enough.

e We got 4 mobile numbers with Whatsapp facility. We publicised
these numbers. The complainant could lodge an oral complaint on
these numbers, or he could write down his complaint on a piece of
paper sitting in his home and send it through whatsapp.

 All future communication with the complainant would be through
the Commission’s whatsapp number to the complainant’s mobile.

* But the biggest innovation was that complainant could participate in
the Commission’s Proceedings by making a Whatsapp Video call to
the Commission from his home.

 Lodging a complaint/participating in proceedings was made
accessible to the common man.
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Ramping up of Notified Services from
243 upwards

Two Groups were set up in the Commission to download the notified
service of each State (about 22 States had notified their services) and
make a chart service wise /department wise.

Against each Service, it was highlighted how many States had already
notified it. The question put to the Government Department was why the
Uttarakhand Government had not notified it.

We engaged with each department, discussed the business processes
threadbare, addressed departmental concerns. Where need be, we even
drafted the Government Order and sent it on pen drive to the concerned
department.

To be fair to the Government of Uttarakhand, it executed one of the
fastest ramp up of notified services, going from 243 in 2019 to 1015 in
2024 beginning and now heading towards 1100. We probably will rest our
oars at 1200.



Transport Department Services
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Status of Notified Services in Uttarakhand

Currently about 100 services are under
consideration of government for notification

At the Time of
Enactment of the
Act

2011: 94 of 10
Departments

After Formation of
the Commission
and Its
Recommendations

2016-17:160 of 18
Departments

2018-19: 217 of 22
Departments

2019-20: 243 of 27
Departments

2020-21: 265 of 30
Departments

2021-22:329 of 34
Departments

2022-23:485 of 39
Departments

2023-24:1015 of 53
Departments
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Cutting Down Procedural Delays

 The Act envisaged two stages of appeal (30 days to decide first
appeal, 60 days to decide second appeal followed by an
Appeal/Revision at the Commission Level (60 days). With 15
days notice to the officers to reply at each stage and 150 days
at all three levels, the Law had lost sight of its purpose i.e.
Quick service to the Citizen. The service itself was to be
delivered in 7 — 15 days.

e The Commission (Chief Commissioner and 2 Commissioners)
sat down and drafted an amendment to the Right to Service
Act removing the Second Appellate Level and vesting it in the
Commission. The Government saw the logic of the argument
and passed the amendment to the Act in the year 2023

* This cut down at least 75 days from the appeal process



Cutting Down Procedural Delays

The Commission makes wide use of its suo-motu powers under section
17(1)(b) of the Act to summon records of pendency and initiate hearings.

e Earlier hearing were based on spot inspection and analysis of monthly
progress report.

e With hardly 4-6 people in the Commission for 13 districts, the
Commission decided to motivate the government to use technology.

* In September 2020, at a meeting presided by the Chief Minister the
Commission proposed creation of an Unified Service Portal which was
approved by the CM.

* The Portal was commissioned in November, 2021.

* Everyday any Secretary/Minister can see what the pendency in regard
to his department is service wise, district wise.

 With the Portal being commissioned, the We take suo motu notice of
the pendency and issue notice



Year-wise details of cases received and resolved by
the Commission

Total

127539

.No. Year Total Cases Received Disposed

1 2014-16 83 49

2 2016-17 263 242

3 2017-18 335 281

4 2018-19 4832 4661

5 2019-20 14433 12818
6 2020-21 14818 11101
7 2021-22 18152 16709
8 2022-22 26018 19598
9 2023-24 48605 32796

98255
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Cutting down Procedural Delays - 2

VIDLOLPLOLOOLOLOXIIOIOXDIPYOIDIOLDLOXOROROL
e
=

@ forg
TR ST GREPIR 2023
(%)
@
U] RPN
P yeH fhar o 8

Government of India

Department of Administrative Reforms and Public Grievances
is pleased to present

National Award for e-Governance 2023
(Silver)
to
Apuni Sarkar
of

Information Technology Development Agency, ITDA Dehradun, ‘

Government of Uttarakhand
for
Application of Emerging Technolo.gies for Providing Citizen
Centric Services
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Uttarakhand is a pioneer
in the field of Unified Service
Portal. Our portal “Apuni Sarkar”
is GIGW  complaint and
accessible to the differently
abled  (visually challenged)
persons. It won the prestigious
National Award for e-
Governance 2023 (Silver) given
by Government of India. This
was for application of Emerging
Technologies  for  Providing
Citizen Centric Services
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S S 2023 INDIA = WER 9 W, §HE °,
SECRETARY el GOVERNMENT OF INDIA
MINISTRY OF PERSONNEL, PUBLIC GRIEVANCES & PENSIONS,
DEPARTMENT OF ADMINISTRATIVE REFORMS & PUBLIC GRIEVANCES
SARDAR PATEL BHAWAN, SANSAD MARG,
NEW DELHI-110001
D.0O.No.N23/4/2023-eGov-DARPG(8279) Dated: July 4, 2023

Prak Shv <. Ramagueity s
| write with reference to your DO letter No.830/23-3(80)/2023 dated June 16,
2023 on the steps taken by the Uttarakhand Right to Service Commission in

improving service delivery.

2. The Government of Uttarakhand and the Right to Service Commission (RTS)
Uttarakhand have been successful in enhancing eService delivery and streamlining
administrative processes. The “Apuni Sarkar’ unified portal of Government of
Uttarakhand has been featured in the NeSDA way Forward monthly report for May
2023 under the chapter Best Practices. Copy of the report is enclosed.

Yours sincerely,
.

(V. Srinivas)

Lotk beat sugands

Encl: As above

Shri S. Ramaswamy, IAS (Retd.)

Chief Commissioner

Uttarakhand Right to Service Commission
Chalang Hills, Post Office: Kulhan
Sahastradhara Road, Dehradun — 248013
Email: secy-urtsc-uk ov.in

Clous
atﬁ:ram

Please Visit our Website : http://darpg.gov.in, http://goicharters.nic.in

Ph. : 91-11-23742133, Fax : 91-11-23742546 Email : vsrinivas@nic.in, secy-arpg@nic.in
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Further Modifications

We have asked our software team (ITDA) to build in the Suo Motu
notice and directions of the Commissions into the software itself.

 Whenever a service provider exceeds the time limit fixed for that
service, immediately an email direction on behalf of the
Commission will be issued, directing him to dispose of the service
request within a fixed number of days, failing which he should
appear before the Commission on the date fixed.

e These email directions will be issued on behalf of the Chief
Commissioner and 2 Commissioners on a 1(Chief Commissioner)
2(Commissioner-1) and 3(Commissioner -2) roster.

e The date for appearance will also be software driven. This is a
work in progress and it is expected to cut down 15-20 days delay.

 We are also trying to build into the software to track how many
times a successful applicant has applied in the portal for a
particular service. This will help weed out corruption.
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Using the portal’'s data
we started ranking the Districts
and the District Magistrates and
awarding them. We plan to
extend this soon to government
departments also.



Disincentives
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Towards the end of
2022, the Hon’ble CM and
Chief Secretary reviewed the
functioning of Notified services
and directed that the
Commission be given the
power to impose penalties.

To speed up the matter
Commission drafted the
enabling provision, which was
duly vetted by government and
passed by the Vidhan Sabha in
April 2023.



Modifying the Business Process

From time to time, the Commission studies the business process underlying each
service in consultation with the government department concerned and suggests
modification to the government wherever required.
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Recommendation by
Commission to change
the procedure for issue
of Caste Certificate as

reported in newspaper

Amar Ujala 25.05.2024

19



700

600

500

400

300

200

100

On-lining of services in Uttarakhand

597
500
275
. I

2021-22

2022-23

2023-24

2024-25
22.8.2024)

(as on

20



Thank you



