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MoPR Mandate and about Citizen
Charter Campaign



Gram Panchayats (GPs): Drivers for Rural Transformation

Gram Panchayats; Seats of village level governance, with mandate to deliver on activities of 18

departments covering 29 sectors (As per 11" Schedule of the Constitution)

MoPR Mandate Strength in Numbers

HHH Strengthening of government systems
through building institutional capacities for e 2.55 Lakh Gram Panchayats
more transparent, accountable, PRIs . 16,189 TLBs

@ Provide Thematic support on 17 SDGs that '
* 6711 Intermediate Panchayats
have been devolved to Panchayats for

effective local governance. * 665 District Panchayats
Programmatic support through several * 46.41 Lakh Panchayati Raj
programs/ initiatives viz. RGSA, PDI, e- representatives*

Gram SWARAJ, PDP, People’s Plan

_ _ *including Sarpanch, Ward members, Block level ERs,
Campaign, SVAMITVA, etc. along with District Level ERs, GP Secretaries, State level
devolution of funds. officials, Block and District level functionaries



Citizen Charter Campaign
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Gram Panchayats: Drivers for Rural
Transformation

» Grassroots level governance;
mandate across 29 sectors

»Improving quality of life of
residents through doorstep
delivery of services

»Inclusive and sustainable
growth, fostering collaborative
spirit without any prejudice

»Embracing innovation, leveraging
e-Governance & ICT tools

MERI PANCHAYAT, MERA ADHIKAAR

AN SEVAAYEIN HAMAARE DWAAR

Campaign Objectives

Soam m

Panchayats as Transparency &
Service enablers Accountability

&

Effective Monitoring

Time bound
service delivery

Citizen

& Evaluation Empowerment

Citizen Charter campaign under the aegis of Meri Panchayat, Mera Adhikaar- Jan Sevaayein Hamare Dwaar
carried out from 01st July- 30" September 2021
2.15 lakh GPs with Citizen Charter approved



Mysuru Declaration
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Service Delivery Landmarks Panchayati Raj

May 1997: Action Plan for

Effective and  Responsive 2011: Right to Public Nov 2021: Mysuru

Government Services Act Declaration

@ O B @ oo ® @ oo °

- 'Action Plan for Effective * Right to Public Services * Citizen Charter campaign
and Responsive legislation was * Mysuru Declaration to
Government' at  the introduced by  the provide core common
Centre and State levels Government of India services (7) by the
was adopted in the e Guarantee time-bound Panchayats
Conference  of  Chief delivery of services and Birth/ Death/ Marriage/
Ministers  of various grievance redressal Residence certificate,
States and Union mechanism Construction permit,
Territories held on 24 e Several states have MGNREGA- related and
May 1997 in New Delhi enacted public service TPDS- related services

legislation



Mysuru Declaration at a Glance bt frocd

. Death |Residence| Marriage MGNREGA Constructi 1EDS
Services e o e o Related .. | Related
... ,|Certificate|Certificate|Certificate|Certificate . on Permit .
Identified Services Services
Andhra 45 Y Y Y Y Y Y Y .
Pradesh (Online) (Online) (Online) (Online) (Offline) (Online) (Online)
\WEL ] 191 Y Y Y Y Y Y 5
Pradesh (Online) (Online) (Online) (Offline) (Offline) (Online)
Y Y Y
40 (Online) (Online) (Offline) 3

Information not available -
Information not available -
Information not available -

[ 120 = Information not available -
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Service Delivery by Panchayats Y o

Aim to provide Ease of Living and quality of life at O\
grassroots <a9/f7)

Jammu & Kashmir

° I i (2/23)
Panchayats to act as centre of delivery of services Punis \ s s N
(3/39)
* Wi U khand ikki
Panchayat Bhawans, computer and connectivity as enablers Hanyana *‘t' Ryl S«k)/knm ’Z?Z’%m
Regulatory Services Trade licenses, Building

construction permit

-
;M / Sharnang (0,13a (18/31)
. Issuance of Birth / Death Madhya Pradesh (53/ 3)
Mi
Statutnry Services certificates (26/115) | ,,_,ng,\ (I(Z);)ll’(’;l)m
// @”’@ Tnpura

Odisha est (4/6)

(
Rajasthan Uttar Prades Nagaland
(5/5) (7/33) Blha (0/12)
(14/23 Man ipur
Meg hal

D u n u Egg:: Maharashtra (17/34) B(S/”?gs";"
haveli
\\\ Developmental Services under Gol (0/25)
| .
Services welfare schemes
Goa ‘ Andhra Pradesh
Panchayats (0/19) (16/44)
Driving engines for Rural . .
geng Consumer utilities Bill payment, Railway
Development through services ticket booking Tamil Nadu
convergence Korala (11/44)
c - - . 214/214) States with Published Citizen Charters
>900 Services (267 unique services) already being offered across ( (Online services/ Total Services delivered at

Gram Panchayat)

the Panchayats in 30 States/ UTs; Role of Panchayats to be
mainstreamed in Online Service Delivery




Current Status of Service Delivery
Status of core common services



Analysis of Service Delivery: Andhra Pradesh g‘c,,a,'a?,,é,

. o +» Analysis of services

« # of Services resolved in Service deliveryin  Panchayat as service
Mysuru Declaration: 7 Panchayat owner

| * # of services delivered now: 7 Service category I Total |

i Tota . Tota . :

¢ Analysis of core common services services online Services Online services

services

Panchayat Panchayatas Panchayat Pancha No

: . . Certificate/
as service service owner as a yatasa servi .
. License 8 0 6 6
owner (online stakehold stakeho ce c T 4 0 1 0
(Offline services) er Ider deliv ommunlt\( .ssets
services) (online (offline ered Conf\ectlwty 1 0 1 0
services)  Service) Public Health 2 0 1 0
: Development 2 2 2 2
- * Birth Cert. * TPDS - - Digital Services 2 1 1 0
) Death Cert. relat.ed Drinking Water 5 1 3 1
. g/largage Cert. i services S Tl 3 1 1 1
esidence Street Lighting 3 2 3 0
. (Ii/elchtI.\IREGA Taxation 2 0 2 1
Iated Welfare 13 11 2 1
relate , Grand Total 45 27 21 12
* Const. Permit ==
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Analysis of Service Delivery: Andhra Pradesh é,,c,,ym,é,

Call to Action




Analysis of Service Delivery: Gujarat
Panchayati Raj

o e Analysis of services

* # of Services resolved in ice deli . h .
Mysuru Declaration: NA Service de ivery in Panc ayat as service

e # of services delivered now: 7 Panchayat owner

Service category
Analysis of core common services Total . Online

services Services services

Panchay Panchayat Panchayatasa Pancha No services

at as as service stakeholder yatasa servi Certificate/Licen
service owner (online services) stakeho ce se/Permission 30 30 4 4
owner (online Ider deliv
(Offline  services) (offline ered Development 10 10 0 0
services) Service)
_ Residence : * Birth Cert. _ _ Welfare 281 281 0 0
cert. e Death Cert. Grand Total 321 321 4 4
* Marriage Cert.
* MGNREGA
related

Const. permit
TPDS 13




Analysis of Service Delivery: Gujarat 2T

Panchayati Raj

Call to Action




Analysis of Service Delivery: Jharkhand AT

Panchayati Raj

. Analysis of services

* # of Services resolved in Service delivery in Panchayat as service
Mysuru Declaration: 3 . Panchayat owner
«  # of services delivered now: 6 Service
category Total
° , , Total : Total Online
Analysis of core common services online

services . Services services
services

Certificate/
Permissions 7 7 0 0
Development 15 15 14 14
Public Health 2 2 0 0
_ MGNRE : ¢ Birth Cert. _ Const. Welfare 30 30 0 0
GA * Death Cert. permit
* Residence Grand Total 54 54 14 14
Cert.
* Marriage Cert.
 TPDS 15




Analysis of Service Delivery: Jharkhand 2T S

Panchayati Raj

Call to Action




Const.
permit

Analysis of Service Delivery: Madhya Pradesh

AT

Panchayati Raj

MGNREGA

* # of Services resolved in
Mysuru Declaration: 6
* # of services delivered now: 7

Analysis of core common services

Birth Cert.
Death
Cert.
Residence
Cert.
Marriage
Cert.
TPDS

Analysis of services

Service delivery in

Panchayat as service

Panchayat owner
Service category Total .
Total . Total Online
services onll.ne Services services
services
Certificate/
Permissions 15 3 4 0
Community Assets 4 0 3 0
Public Health 6 0 3 0
Development 10 2 8 2
Digital Services 2 0 0 0
Drinking Water 11 0 6 0
Public Libraries 1 0 1 0
Sanitation 8 0 7 0
Street Lighting 5 1 4 1
Taxation 2 0 1 0
Welfare 51 20 10 1
Grand Total 115 26 47 4
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Analysis of Service Delivery: Madhya Pradesh AT

Panchayati Raj

Call to Action




Panchay
at as
service

owner
(Offline
services)

Analysis of Service Delivery: Mizoram

Panchayati Raj

Pancha
yat as
service
owner
(online
service

)

Panchay
at as a
stakehol
der
(online
services)

Panchayat
as a
stakeholder

(offline
Service)

* Residence
Cert.

* Constructi
on permit

 TPDS

# of Services resolved in
Mysuru Declaration: NA
# of services delivered now: 3

Analysis of core common services

No service
delivered

Birth Cert
Death
Cert.
Marriage
Cert.
MGNREG
A related

Analysis of services

Service deliveryin  Panchayat as service

Panchayat owner
Service category
Total nli Online
services . Services services
services
Certificate/
License/

Permissions 3 0 0 0
Public Health 1 0 0 0
Development 1 0 0 0
Drinking Water 1 0 0 0
Sanitation 3 0 0 0
Welfare 1 0 0 0

Grand Total 10 0 0 0

19
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Analysis of Service Delivery: Mizoram STy
Panchayati Raj

Call to Action




Analysis of Service Delivery: Odisha
Panchayati Raj

. . Analysis of services
[ J
« # of Services resolved in Service delivery in  Panchayat as service
i Mysuru Declaration: NA Panchayat owner
i * # of services delivered now: 2 Service category Total
i Total . Total Online
¢ Analysis of core common services T e online ST - S —

services

Panchay Pancha Panchay Pancha No service e
. Certificate/
at as yat as atasa vyatasa delivered .

. . Permissions 2 0 2 0

service service stakehol stakeho .
Community Assets 2 0 2 0
owner owner der Ider c tivit 1 0 1 0
(Offline (online (online (offline Donr:ec WITY B = B 7

services) service services) Service) feve. BRINENt

Drinking Water 4 0 4 0
Sanitation 5 1 5 1
TPDS MGNRE _ _ * Birth Cert. Street Lighting 1 0 1 0
GA ) Dea.th Cert. Taxation 2 0 2 0
* Residence Welfare 9 9 9 9
Cert. Grand Total 34 17 34 17

Marriage Cert.
Construction
Permit 21




Analysis of Service Delivery: Odisha AT

Panchayati Raj

Call to Action




=] =]
Analysis of Service Delivery: Telangana =
Panchayati Raj
]
. . Analysis of services
. . # of Services resolved in Service deliveryin  Panchayat as service
Mysuru Declaration: NA Panchayat owner
« # of services delivered now: 7 Service category Total Total  Total
J - .a online Service Online services
Analysis of core common services AERMSE e S
Panchay Panchayat Panchayat Pancha No Certificate/
at as as service as a yatasa service Permissions 7 6 6 5
service owner SElC e SEE 0 CE TS |Community Assets 5 1 1 1
owner (online (online Ider d Connectivity 1 0 1 1
(Offline services) services) (offline Public Health 3 3 3 0
services) Service) Development 3 2 2 0
Marriage : ¢ Birth Cert. : « TPDS _ _ Di?‘ta{' Services 2 0 2 0
Cert. * Death * Residence Drinking Water > 0 S 1
Cert. Cert. Sanitation 3 0 3 0
« MGNREGA Street Lighting 3 0 3 1
related Taxation 2 2 2 2
¢ Constructi Welfare 13 7 4 0
on permit Grand Total 46 21 32 11




Analysis of Service Delivery: Telangana Pi‘.hi':,g
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Call to Action







Roadmap to Deepening Service Delivery

AT

Panchayati Raj

What has
been done...

What States need to do further...

*

L 4

Outcome...

L 4

o
v

P
) 4

Amendments to State acts and rules: Introducing
legislative and/ or procedural changes (where feasible) to
facilitate service delivery at the grassroots level

e.g. 25 States/ UTs have provisions for property tax/ house
tax collection under the respective State PR acts, however,
operations guidelines/ rules are yet to be established

Definite Roles of Gram Panchayats: Clearly defining the

specific roles and responsibilities of Gram Panchayats in
the service delivery process

Digital Transformation: Transitioning offline services to
online platforms, making them more accessible to rural
populations. Services mapping offline and online

Ease of living & Quality of
Life for the citizens through
Guaranteed delivery of
services at the doorsteps of

residents in a timely manner

PANCHAM - Platform for accessing information on Services & Service Delivery channels by local populace
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* Ambit of core common services needs to be increased to include Drinking water related services such

as Water testing/ Quality of Water and taxation-related services such as assessment & collection of
property tax

Making Panchayats the epicentre for service delivery and developing strong forward and backward
linkages

o Forward linkage: Front-ending services delivery at the grassroots level under its ambit

o Backward linkage: Liaison with the relevant line department for effective service delivery

= States to undertake Business Process Reengineering, amend the Panchayati Raj Act, formulate rules and

issue gazette notifications etc.

Increasing the scope of online mode for service delivery to include maximum services under core-
common services

Improving the quality-of-service delivery at the grassroots level and establishing an effective grievance
redressal mechanism

27



Key Initiatives by the Ministry of

Panchayati Raj
ServicePlus, PANCHAM



ServicePlus- An e-Service Delivery TS

Framework

Panchayati Raj

Objective — Anytime, Anywhere, 24X7 Access to Services

L

Exemplary Product
: Award

0 IO
J Bl {\\ ServicePlus
:__.-..'-. culture ; \
B B | i
porervesall sl i - GOLD in Digital India Awards 2020
Single Window Real time transparent <+ Hassle free & Time for Exemplary Product
latform for submission information sharing bound service s
g trackin mechanism delivery Accountability ‘@L ;i ﬁé
g o F aster GZC an d G 2 G & Q UiCk ReSO| Uti on WORLD SUMM;N THE ;;;ORiAﬂON SOCIETY Y
communication CERTIFICATE OF RECOGNITION '

ServicePlus made available under e-Panchayat Mission Mode Programme
to encourage integrated electronic service delivery at Panchayat level

The International | Telecommunication Union is prou: d to award

ServicePlus - A Metadata Based eService Delivery Framework
National Informatics Centre
India

Winner of WSIS Prizes 2021 ;
Category 7
ICT Applications: e-Business

( http / / Se er ceOn | | ne.gov. | n) o it it B s . s
Services % Applications g .Gzll !
¢ states adopted 82 overed =] S s o |
ServicePlus R\ @ S '
L Winner of WSIS 2021
statistics

Category of ICT Applications: Benefits
in all aspects of life : e-Business


http://serviceonline.gov.in/

PANCHAM: Panchayat Assistance and X
Messaging Chatbot Panchayati Raj

I. Direct engagement with ERs and PFs through mobile-based
iInformation delivery

li. Serve as a first level of support for Panchayat Functionaries and
Elected Representatives on Panchayati Raj programmatic areas

lii. Strengthening of institutional capacity of Panchayati Raj
Institutes through direct engagement

Iv. Provide handholding support to Panchayat functionaries and
elected representatives on key thematic areas of Panchayats viz.
Bal Sabhas, Mahila Sabha, Jal Samiti

V. Integrate with other Line Ministries: Expand Chatbot to
Incorporate messaging from other line ministries (in a phased
manner).

vi. Multi-linguistic support leveraging Bhashini
30
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’Backend Opertions
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Bapuji Sewa Kendra, Karnataka




Use Case 1: Karnataka

et e N, oo g

New Water Connection

Requisites

Particular

Designated officer for New Water
Connection

Panchayat Development Officer

Centre for submitting form

Bapuji Seva Kendra

Documents required

ID. Proof / Ration card & Tax
Paid Receipt

Fees / Charges

NIL

Maximum number of days to wait
to get this service delivered

3 Working days

15' Level Escalation

Executive officer
(Taluka Panchayat)

Max. no. of days for 1% level
resolution

7 Working days

2"d evel Escalation
(Appellate Authority)

Dy. Secretary, ZP Office

Work Flow

Receipt of
Application

Investigation of
Location

New Water
Connection to be
provided

No. of Days




Use Case 2: Karnataka
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Panchayati ‘Raj

Advertisement License

Requisites

Particular

Designated officer for processing
application

Panchayat Development Officer

Centre for submitting form

Bapuji Seva Kendra & Seva Sindhu

Documents required

Advertisement Copy, Conversion
order, Fee Paid Receipt, ID. Proof/
Ration card, Location Photo, NOCs
from concerned authority
(whichever is applicable) etc

Fees / Charges

NIL

Maximum number of days to wait
to get this service delivered

30 Working days

15t Level Escalation

Executive officer
(Taluka Panchayat)

Max. no. of days for 1% level
resolution

45 Working days

2"d | evel Escalation

(Appellate Authority)

Dy. Secretary, ZP Office

Work Flow

Receipt of Application

@

Notification to the
concerned party

@

Document verification &
follow up action

<

Approval in Gram
Sabha

Issue of license as per
decision in GS

No. of Days




Panéhayatl Raj

Birth & Death Registration

Requisites

Particular

Designated officer for processing
application

Panchayat Secretary

Centre for submitting form

Village Secretariat

Documents required

Application Form; ID proof

Fees / Charges

Free service for 1% copy; Rs. 50
for subsequent copies

Maximum number of days to wait
to get this service delivered

3 days

15' Level Escalation

Max. no. of days for 1% level
resolution

2" | evel Escalation
(Appellate Authority)

Work Flow

Receipt of Application

&

Verification of
Application including
physical verification

=

Registration of Event

@

Issue of Certificate

No. of Days

37
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