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About this Manual

This Manual is designed forTrainers to use for conductingraining prograns on
recommendations ofthe 2 Administrative Reforms CommissigARC)and related
concepts The2" ARChas come out witH.5 reports covering topics ranging from Ethics
to Egovernance and Citizerentric service deliverylhis manuakontainsa concise and
systematically arraged compilation ofelevantmaterialsincludinggood/best practices
which exemplify administrative reform initiatives from across the couniaterial
contained in this manual is supplemented liyns which can be downloaded fronthe
following link provided o DARPG website

http://darpg.gov.in/darpgwebsite cms/Document/file/List of Films.htm#



http://darpg.gov.in/darpgwebsite_cms/Document/file/List_of_Films.htm

Chapter 1

Administrative Reform



Administrative Reform

At the end of the session, the participants should understand what administrative
reform is, why it is needed, and how it has evolved over the years across the world and
in India.

Administrative Reform is different from the usual argzational development through
which all kinds of organizations go through, irrespective of whether they are private
business organizations, government ministries/departments, or civil society.
Administrative Reform encompasses the changes in fundamstnattures and world
view of the institutions through which governance and public administration activities
are carried out.With notions of governance changing from the traditional regulatory
and serviceprovider role of the State to responsive and citizentric administration,
administrative reform has come about in various forms.

In developed countries like US and UK, it has largely been seen as an overall reduction in
GKS {d1ri8Qa NRtS YR SELR&adzNBE 2F 3I2e@gSNYy YSy
often from the private sector.

In developing countries, the focus of Administrative Reform is more on phasing out the
feudalistic and colonial approach to governance, and making government more
accountable to citizens.

What is Administrative Reform?

Traditionally, the relationship between the government and the citizens was looked
upon as a command and control system. Government was seen as performing the role
of collecting taxes and maintaining law and order. Both functions implied government
agencis telling citizens what to do and what not to do. However, current trends are
changing this relationship of ongay traffic, where the government tells citizens what

to do or not do. In democratic societies, there is citizen pressure on the government to
be more effective and efficient. Today citizens are not only demanding excellence in
service delivery by government, but also shaping the patieking function. Recent
developments related to the citizen movement in the country against corruption have
brought this issue to the forefront. Clearly, the feudalist mindset where government is
WNI 21 Q 61Ay30 FyR OAGATSya | NB WLINY2FQ 64adz

With such a paradigm shift, there are famaching changes needed in the way
government functions. Sysins and processes built for an era of command and control
must give way to consultative poliegaking and better value for the tax money citizens
are paying. The changes needed to be made for implementing the new paradigm can be
seen as coming together uadthe umbrella of Administrative Reform.

Distinction between Administrative Refornand
Organizational Development

Administrative Reform is different from the ongoing organizational development that is
anyway taking place as governnteinstitutions mature. Administrative Reform is
focused and planned inducement of administrative transformation as against
incremental changes in the working of government institutions to cope up with
everyday incremental change.
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prepares us to think of resistance as an inevitable reaction to any reform effort.
Therefore any effort at Administrative Reform must include not only the changes that
are needed to government functioning, but also give due consideration to anticipated
resistance and how to overcome it from a change management perspective.

Why is Administrative Reform needed?

Till the 1970s, in the developed countries, emphasis was on institution building,
bureaucratization, nationalization and a wide variety of organizational and
administrative capacity building for national and economic developmd@ihie last

quarter of the 28' century, has seen an opposite treqdeversal of the traditional role

of Governmentsg LJ2 LJdzf I NAT SoR O & R FWNIKISE 'Y FyR ! {®
capability of the private sector to take on more activities, focus of ARghadually

shifted to reducing the role of government. In developed countries therefore, this
reduction is often seen as an end in itself. The purpose of AR can thus be seen as
NBERdzOAYy3 (GKS NRBftS 2N LINBaSyoOS 27F rimedSNYyyYS
enterprise to deliver.

In developing countries, however, AR is meant to improve administrative capability and
capacity, for the purpose of achieving national goals effectively. With high poverty levels
and undeveloped institutions, infrastructurendustry and other manifestations of
modern economic development, AR is more concerned with having an effective
administration capable of bringing about economic, political and social development.
The focus is therefore not on reducing the role of goveenimitself, but on changing it

so that government can divert more and more resources to developmental activities in
line with emerging aspirations of citizens.

Administrative Reform across the world

There are six popular phrases summarize the variougtitirgs in which AR thinking has
emerged in the developed countries.

1. Reinventing Government

The reinventing government movement has spawned an incredible amount of research
and has changed practices at all levels of government both in the United Stadkes
outside. The Osborn&aebler book of 1992 popularized the reinventing theme based
on the principles of citizen empowerment, leadership to give direction, competition,
total quality management, decentralization, performance budgeting, civil service
reform, and privatization. It is based on the thinking that government finds itself with a
lot of very dedicated people trapped in bad systembudget systems that provide
incentives to waste money, personnel management systems that are cumbersome and
yet offer little incentive to achieve results. In the new scheme of things, government
needs to be more productive, and therefore fundamental changes are required instead
of quick fixes.



Despite its popularity, the reinventing theme has invited criticism as surags that
government should be markdike, that citizens should be regarded as customers, that
government employees (including bureaucrats) are the problem, and that downsizing,
cost reduction, and deregulation are the way to increase government eftigiemd
effectiveness.

2. National Performance Review (NPR)

Having promised a comprehensive reorganization and change in government in his
election campaign, President Clinton initiated the National Performance Review in
March 1993,. The first phase of N&fhounced on September 7, 1993 is a redistribution

of control over administration between the president and Congress, and among
government agencies. This phase focuses on how government works rather than on
what government does. The second phase announeftér the November 1994
elections addresses what government does. NPR 1l advocates consolidating, developing,
privatizing, and terminating programs. It addresses perceived public concerns not only
with how government works but also with the size, scope] anrusiveness of federal
operations.

Criticism of NPR: The focus on technical compliance has led to agencies interpreting
compliance as implementing NPR tools rather than finding solutions to policy problems.
The accountability system measures outpather than outcome. Under such a system
guestions about implementation become questions about compliance and therefore
what counts becomes what matters, rather than what matters being what counts. To a
large extent, this problem continues with the preseddy Office of Management and
Budget (OMB) Program Assessment Rating Tool (PART) assessment in the US.

3. New Public Management (NPM)

New Public Management (NPM) emphasizes market efficiency in the public sector. It has
also highlighted critical managerissues such as pdgr-performance, performance
measurement, participatory decisiemaking processes and flexible organizational
culture. NPM vision is that of public managers as entrepreneurs of a newer, leaner and
increasingly privatized government, eratihg not only the practices but also the values

of business. We have already seen private players competing successfully with the
LJzof AO &SOU2NJNT YR Ay GKS LINRPBOS&aa AyRdzail!
advantage. Banking, telecom and courier g&g are obvious examples of today. In fact,
even without direct competition, agencies like Railways have improved to a great
extent, thanks to technology and adoption of basic management principles like
inventory management and turnaround time.

Criticisn: Behind the business practices and values found so attractive by the
proponents of NPM lies the simple principlenaximize value for money. However, it is

not simple to figure out how costs will be minimum for a certain value or vice versa.

NPM can prome government agencies a good reference point to enhance service
delivery only in weltlefined areas. But when it comes to issues like serving vulnerable
constituencies, handling multiple and conflicting citizen needs, and managing different
interestgrollJi > bta R2SayQid NBFIffte KIS OSNE Ylye
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4. Compulsory Competitive Tendering (CCT)

Introduced in the 1980s, Compulsory Competitive Tendering (CCT) requires
procurement of services through competitive bidding. Initially applied to a relatively
narrow se of functions, CCT was extended to most manual services and then to a
number of white collar functions in Britain.

By the mid 90s, however, there was widespread dissatisfaction with CCT. Theory
suggested that competitive supply would prove more efficigmain monopoly provision,
except where transaction costs neutralized the effect. But in practice, CCT often failed to
deliver genuine competition. Costs associated with monitoring contract compliance
turned out to be higher because the relationships betwemntracting parties started
turning into shortterm, low trust relationships. Cases were also seen where authorities
were determined to avoid outsourcing and therefore ended up manipulating the
process.

By 1997 it became clear that while CCT had mdde ¢osts of services more
transparent, the detailed prescription of the form and timing of competition led to
unimaginative tendering and often frustrated rather than enhanced real competition.
CCT was therefore withdrawn in the UK and replaced with tls Balue regime.

5. Best Value

Best Value thinking about government functioning emphasizes the need to ensure that
services meet the needs of the citizens, not the convenience of service providers. Best
Value programs in the UK were designed to promote useolvement in a range of

local services including social care, housing management and, more recently, education.
This has put pressure on government agencies to engage with the public, and more so
with communities who are less vocal.

Almostallofthe Ba G =+ f dzS LAt 20a KIS O2yRdzOG0SR NB:
deficiencies in services and test out public reaction to proposals. A number of
authorities have consulted local people about the sorts of information they want access
to, the issues abut which they wish to be consulted and their preferred mechanisms for
O2yadzZ GFraA2y® . NAGIAYQa [20lf D2@SNYyYSyl
not only the service users but also the tax payers.

Critics claim that in practice most of the consultations have been a charade.
Authorities had already made up their minds about what was needed, but tried to give

the appearance of consultative decistaraking. Another issue with Best Value is that of
consultation fatigue among local people. &8sy S 2 F (G KS . Sad I f dzS L.
usually ask a question ten times and use the information once. We must learn to ask
2y0S yR dzaS GKS |yagSNI Sy GAYSa Ay RAFTS



6. Alternative Service Delivery (ASD)

Alternative Service Delive(ASD) is a Canadian phenomenon that has spread and made

a wider impact. ASD refers to the many and varied organizational forms and delivery
mechanisms governments use to achieve their objectives. Lessons learnt from ASD
experiences across Canada and inrtgas like Tanzania, Latvia and New Zealand
improve the prospects of getting service delivery right. Unbundling bureaucracy through
ASD is seen by many as an innovative response to the pressures of scarce resources and
LJdzo t A OQ& Ay aA il kBe ASD isaylattbrii FONE@BHNg @&IStididghips
among the public, private and voluntary sectors.

ASD reflects the reality that governing is an untidy business, and will remain so. The
challenge is to take ASD to the next level and serve greater iriteie® ¢ 2 Rl @ Q& LJ
service must be flexible, consultative, outcome focused and proactive in supporting
innovation from the bottom up. As a new generation of public managers take over,
there is renewed emphasis on innovative means to deliver governmentssrv

History of Administrative Reform in India

1% Administrative Reforms Commission (ARC) as a Commission of Inquiry was set up in
January, 1966, to examine the public administration of the country and make
recommendation for reform and reorganizatiorhen necessary.

The 1* ARC was initially chaired by Shri Morarji R Desai, afi@, later by Shri
Hanumanthaiya, when Shri Desai became Deputy PVARC set up 20 Study Teams, 13
Working Groups and one Task Force. Working Groups made detailed studjgscific
agencies and organizations such as Customs & Central Excise, Post & Telegraphs, Life
Insurance, Income Tax, Police and Developmental Control and regulatory organizations.
It submitted 20 reports containing 537 major recommendations.

2" ARC cortituted as a Commission of Inquiry on 31.08,2005 was chaired by Shri
Veerappa Moily. It was required to prepare a blueprint for revamping the public
administrative system and suggest measures to achieve a proactive, responsive,
accountable, sustainable arafficient administration for the country at all levels of the
Government. It has presented 15 Reports to the Government for consideration.

ARC recommendations are first considered by the concerned administrative
ministries/departments. Their views arehndn considered by the Core Group on
Administrative Reforms (CGAR) headed by the Cabinet Secretary. Subsequently, they are
placed before the Group of Ministers (GoM) for its consideration. The views and
recommendations of the GoM are then submitted for timormation/directions of the

Prime Minister.



Quiz on Administrative Reform

1) Administrative Reform includes the changes required for
a) Creating new government posts due to increasing work load
b) Increasing the salary of public servants to keep pace with inflation

c) Introducing egovernance to reduce the need for direct citizgavernment
interface

d) None of the above

e) All of the above

2) The need for Administrative Reform arises from
a) Changes iskill level of government employees
b) Citizen demands for greater transparency in administrative decisions
c) Transfer of power from one political party to another
d) None of the above

f) All of the above

3) Which of the following is an initiative in the nature &dministrative Reform?
a) Change in the Bank Rate
b) Setting up a Commission of Enquiry
c) Introducing Green Procurement Policies
d) of the above

e) All of the above

10



4) Which of the following is an initiative in the nature of Administrative Reform?
a) LYLX SYSYERFI2ZF FIKAOAQ F2NJ Lzt AO aSND
b) Devolution of power to local bodies
c) Passing of SAKALA Act
d) None of the above

e) All of the above

pU 2 KI G -ARR0SBY (MwS3 D2OSNYYSYyiQ AyOf dzZRSK
a) Setting up of a new computer training centre
b) Implementing austerityneasures
c) Taking steps to increase productivity of government agencies
d) None of the above

e) All of the above

cO 2KIFG R2Sa Wbl aAz2ylFf tSNF2NXYIYyOS wSOASEQ
a) Annual performance report of individual officers
b) Evaluating the performance of government agesci
c) Recruitment ban for a specific period of time
d) None of the above

e) All of the above

TO 2KIO R2Sa W.Sadg =+ ftdzSQ AyOf dzRSK
a) Procurement based only on least price
b) Procurement based only on highest technical score
c) Procurement based on a combination of pricedaechnical score
d) None of the above

e) All of the above

11



8) Number of Administrative Reforms Commissions set up in independent India
a) One
b) Two
c) Three

d) Four

9) ARC recommendations are examined in the first instance by
a) Prime Minister
b) Group of Ministers
c) CoreGroup on Administrative Reforms

d) Concerned Administrative Department

10) Number of recommendations made by First ARC
a) Less than 200
b) Between 200 and 500
c) Between 500 and 600

d) More than 600

11) Number of reports submitted by Second ARC
a) 5
b) 10
c) 15

d) 20

12



Answers to Quiz on Administrative Reforms

1) ¢
2) b
3) d
4) e
5) ¢
6) b
7) ¢
8) b
9) d
10)c

11)c

13



Case Study

Enhancing Value from Tax Payer Dollars:
Promoting Government Performance Excellence in the United States

This case study describes the operations of six organizations, viz. National Institute of
Standards and Technology (NIST), Office of Management and Budgeting (OMB),
Government Accountability Organization (GAO), Senate Committee on Government
Affairs, RobdrWood Johnson University Hospital (RWJUH), and Council for Excellence in
Government. These organizations span a range of governmentpradit and private
aSOG2NR L FeAy3d | AAIAYATFTAOLIYG NRES Ay Syk
promoting perfamance excellence ipublic servicesThe following figure shows the

dominant functions performed by these organizations and the linkages across them in

the context of the overall institutional arrangements.

) I 2 (Council for
o = <| Excellence in Govt)
Evaluation for ‘3“’76,, e :
Outcomes and 0/;7 e 3 a Nl
(NIST) Phasing out of Non- OL @ 7 Partisan Forum for
: ) 2.8 2 Discussion &
Value-Adding (2 oc o Traini
Excellence Program Initiatives °. 537 L
. (¢) ; ;
Tools/Methodologies “a Conducting Studies,
Best Practice Sharing % Training to increase
: (GAO) ‘3 Outcome-orientation
‘ Performance "6
: Audit in addition @
2 to Financial Audit (w]
I ; (RWJUH) L
: &
> Self-Assessment
O (Senate
: and Improvement Committee)
4 Political oversight
) .'QQ ! over Citizen-
S [ related Issues
$\° i
o i Handholding
AWARD ;

Studer Group
(Private Consultancy)

Specializing in
Excellence Program
Tools/Methodologies

Figurel: Institutional Linkages across Six US Organizations

National Institute of Standards & Technology (NIST)

Founded in 1901, NIST is a nmgulatory federal agency within the U.S. Commerce
Department's Technology Administration. NTs mission is to develop and promote
measurement, standards, and technology to enhance productivity, facilitate trade, and
improve the quality of life. NIST carries out its mission in four cooperative programs:

14



1 NIST Laboratories, conducting research thdtances the nation's technology
infrastructure and is needed by U.S. industry to continually improve products
and services

1 Baldrige National Quality Program, which promotes performance excellence
among U.S. manufacturers, service companies, educatiorsitutions, and
health care providers; conducts outreach programs and manages the annual
Malcolm Baldrige National Quality Award which recognizes performance
excellence and quality achievement

1 Manufacturing Extension Partnership, a nationwide network aifal centers
offering technical and business assistance to smaller manufacturers

1 Advanced Technology Program, which accelerates the development of
innovative technologies for broad national benefit by -fonding R&D
partnerships with the private sector

UndSNJ 6KS aSO2yR LINRPINIYI bL{¢ NHz/da (GKS g2N
Program that takes independently run organizations as the unit of analysis. The
following writeup summarizes how NIST currently views the Baldrige program in a
mannerrelevanf 2 NJ LY RALFY 3JI2@FSNYYSyid 2NBIFYAT FGA2YQ:

The Baldrige National Quality Program

For 16 years, the Baldrige Criteria have been used by thousands of U.S. organizations to
stay abreast of the dynamically changing environment and to improve performahee. T
Baldrige criteria help organizations respond to current challenges: openness and
transparency in governance and ethics; the need to create value for customers and the
organization; and the challenges of rapid innovation and capitalizing on organidationa
learning and development. Whether the organization is small or large, is involved in
service or manufacturing, or has one office or multiple sites across the globe, the criteria
provide a valuable framework that can help manage and plan in an uncertain
environment. The criteria can be used to assess performance on a wide range of key
performance indicators: customer, product and service, financial, human resource, and
operational. The criteria help align resources and approaches, such as ISO 9000, Lean
Erterprise, Balanced Scorecard, and Six Sigma; improve communication, productivity,
and effectiveness; and achieve strategic goals in all aspects of performance, including
service delivery.

How to begin that first Baldrige assessment? The first step isatothe questions in the
Organizational Profile of the Baldrige criteria booklet. A discussion of the answers to
these questions is practically the first Baldrige assessment. For additional guidance,
organizations can refer to the bookl€etting Started wth the Baldrige National Quality
Program Criteria for Performance Excellence: A Guide tASsdtsment and ActioH.

the organization is ready to take the full Baldrige challenge, it needs to perform-a self
assessment as an internal improvement eff@ahd can use this sefflssessment as the
basis for an Award application. Assessment against all seven Categories of the criteria
allows identification of strengths and helps to address opportunities for improving both
processes and results.

15



All organizatios need to know what their employees and their managers think. Even
though they have been making progress they will want to accelerate or better focus
their efforts. For such issues, the simple questions contained in the bosk&etWe
Making Progresare very useful. The employee questionnaire addresses topics from the
SYLX 288SaQ LISNRLISOGAGSS 2NHIYyAI SR o6& GKS
the results with the perceptions of managers using #hee We Making Progress as
LeadersQuestionnairewill help check progress toward meeting organizational goals
and will improve communication among employees and the leadership team. Even if the
organization does not expect to win the Baldrige Award, submitting an Award
application has valuable benefitEvery applicant receives a detailed feedback report
based on an independent, external assessment conducted by a panel of specially trained
and recognized experts. The criteria are available to everyone, and MBNQA program
views this as an opportunity avallle to organizations desirous of improving
performance and encourages them to take the challenge. Regardless of the
2NBFYATIFGAZ2Yy Qa LI ad &adz00Saaxz ¢KSy Al R
corner toward performance excellence.

Baldrige Criteria for Performance Excellence Framework: A Systems Perspective

_— Organizational Profile: e
Environment, Relationships, and Challenges

1 .
Strategic

Flannimg

I
Leadership

|«
!

3
K\" Customer and
Market Focus

5
Worforce

Focus

T
[ Results

Pr::'c-ss //' 1

Management f

4
Messurement, Analysis, and Enowledge Management

Figure2: Malcolm Balridge Award Criteria

Office of Management and Budget (OMB)

¢tKS t NBAARSY(iQa @AaArAz2y FT2N AYLINROAY3
have accurate and timely financial information to manage costs. The Br#'sid
Management Agenda (PMA), announced in the summer of 2001, is an aggressive
strategy for improving the management of the Federal government. It focuses on five
areas of management weakness across the government where improvements and the
most progres€an be made. OMB is one of the five divisions set up to take the outcome
oriented perspective forward.

One measure of how agencies are progressing toward achieving the vision is the
Improving Financial Performance initiative under the PMA. As the ingiawner for

LYLINRGAY3A CAYFYyOALFf tSNF2NXIYyOSs 2yS 27
meeting the Improving Financial Performance standards of success, particularly in areas
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where the Federal government as a whole has room for improvemé&here are
multiple layers to the effort that will collectively make possible these improved results.
At the first level, the effort is to standardize financial processes across the Federal
Government. Standardizing is expected to reduce the costs andaisksplementing
financial systems by only having to design systems according to a single set of business
processes rather than multiple unique processes. At the second level, opportunities are
created for agencies to move financial systems to sh&exdce providers where a
single provider supports multiple customers. The arrangement allows the Federal
Government to leverage economies of skills and scale where financial system experts
run these systems and Federal agencies focus on their programmatiomsisét the

third level, there is emphasis on increasing the transparency of the available solutions
by establishing performance measures to evaluate the results of these efforts.

The OMB spearheads an ongoing assessment of government programs andcpéyiodi
reviews the list of projects with Federal spending to weed out those that are not
delivering value for money. A list of the projects from which funding will be withdrawn is
prepared periodically. Although at times constituencies interested in thosggts may

resent this, the office has nevertheless made it an accepted fact that projects need to be
closed midway if they are not meeting the objectives. The criteria for closure or
continuation may be debatable, but are fully transparent. The offic&eaagproactive

efforts to publicize its website through events marked by distribution of items like- post

its, small magnets with the Expectmore.gov logo to increase public recall of its efforts in
making government spending more transparent and outcesmented. The most
elaborate assessments managed by OMB is the Program Assessment Rating Tool (PART)
which is administered as wdbased seHassessment tool. To put it simply, PART
requires government agencies to submit a detailed report on program performance
from an outcomeoriented perspective which is used by OMB to come up with
assessment ratings and as an input to Congress decisions on continuation or otherwise
2F (GKS LINPINIYP ¢KSNBE Aa | LINBPGAAAZ2Y F2NJ I

Exensive information on the PMA availablevatvw.results.govincludes updates on the

Executive Branch Management Scoregaegorts frominitiative leads and information

aboutbest practicedbeing used by agencies tyet better results for improving the Cost,

vdzl f A YR t SNF2NXIYyOS 2F CAYylFLYyOAlLf {@&ail:
covered in the following publications available on its website:

U Expanding £5overnmentimproved Service Delivery for thenérican People
Using Information Technolodipecember 2005)

U Expanding £5overnmentPartnering for a Resuk®riented Government
(December 2004)

U The Federal Government is Restltsented,A Report to Federal Employees
(August 2004)
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Senate Committee ofdomeland Security and Government Affairs

CKAA /2YYAOGGSSQa INBF 2F ¢g2N)] AyOfdzRSa |
functioning and service delivery to citizens. The Committee receives and examines
reports of the Comptroller General of the UnitéStates of America and submits such
recommendations to the Senate as it deems necessary and desirable in connection with
the subject matter of such reports. The Committee also studies the efficiency, economy,
and effectiveness of all agencies and depanttseof the Government. As such, the
operational work of this Committee offered a very good perspective on service delivery
iIssues as viewed by the legislature.

While elements of the Committee on Governmental Affairs can be traced back into the
19th centunz G KS /2YYAGGSSQa AYYSRAFGS 2NRAIAYA
on Expenditures in the Executive Departments which was created and organized on
April 18, 1921. The Committee on Expenditures in the Executive Department was
renamed the Committee oGovernment Operations in 195h 1978 the Committee

on Government Operations was reorganized as the Committee on Governmental Affairs.

Of the three current subcommittees, the Permanent Subcommittee on Investigations is
the oldest being created at theame time as the Committee on Government Operations

in 1952. The Subcommittee on the Oversight of Government Management, the Federal
Workforce, and the District of Columbia came into being after the creation of the
Committee on Governmental Affairs in 1978he Subcommittee on Financial
Management, the Budget, and International Security was created at the beginning of
the 108th Congress.

The Committee on Governmental Affairs is the chief oversight committee for the United
States Senate. Over the years, tl@mmittee on Governmental Affairs and its
predecessors have dealt with a number of important issulssignificant issue
AYy@SaGA3arGSR o6& GKAAa O2YYAOGGSS 41 a (GKS
disaster, and much of the work done by the committeas been welpublicized,
appreciated and accepted for implementation.

Government Accountability Office (GAO)

The role of GAO is primarily to help the Congress in reviewing and reconsidering the
base of federal spending and tax programs. GAO reports are intended to be one input
among many that Congress will receive as it decides what its agenda will be for
oversidht and program review. In some of its reports, GAO frames the issues presented
as illustrative questions for policymakers to consider as a supplement to their own
efforts. The questions are drawn from GAO's issued work, their strategic plan prepared
in corsultation with the Congress, input from several inspectors and the institutional
knowledge of their staff. They cover discretionary spending, mandatory spending
including entitlements, as well as tax policies and programs. The GAO takes a stance
that while answers to these questions may draw on the work of GAO and others, only
elected officials can and should decide which questions to address as well as how and
when to address them.
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and activities have on the economy, efficiency, effectiveness, and equity of federal
programs supporting Americans everywhere has steadily increased. Each year, GAO
strives to provide Congress with the information it needs to improve the adedility

of the federal government in an objective, fazased, and reliable manner.

GAO claims to have helped the federal government achieve a total of $51 billion in
financial benefits which equals a $105 return on every dollar the Congress invested in
them. They also documented 1,342 nbinancial benefits that helped to improve
services to the public, change laws, and transform government operations. Senior GAO
executives delivered testimonies at 240 hearings covering a range of topics, including
the tax gap and tax reform, US border security, Iraq and Hurricane Katrina activities, and
issues affecting the health and pay of military service members.

D! hQa ¢2N] KlFra F20dzaSR 2y AaadzSa tA1S GKS
the devastation 6 hurricanes Katrina and Rita and improve disaster preparedness and
coordination for the future. GAGasalso examinedssues like hoviederal government
managed the cost of prescription drugs for Medicare enrollees; safeguarded sensitive
information systens to protect US citizens from unauthorized use of their social security
numbers, passports, and other personal information. In several of these areas, average
Americans would have benefited from the recommendations that were subsequently
implemented by vaous federal agencies and the Congress.

GAO helps members of the Congress and the public better understand the trends and
challenges facing the US and its position in the world, and to grasp thedomgand

collateral implications of current policy thes. Through a number of reports,
testimonies, presentations, and partnerships, they have further developed the ideas
presented in an earlier report title@1st Century Challenges: Reexamining the Base of

the Federal GovernmentThis effort highlights seral demographic, economic, and

other trends such as longer life spans, slowing workforce growth, and a large national
RSTAOAGET GKIFG oAttt KI@S | aA3YyAFAOIYd | R@S
also asks a series of questions about, oagother things, mandatory and discretionary

spending and tax policy, along with representatives from a broad range of concerned
groups, discussed the serious fiscal imbalances facing the United States at town hall
meetings in 10 different cities ac®s G KS 02 dzy (i NB -dzItIK & 2 dzNIC4 a
all2yaz2zNBR o0& (KS /2y O02NR [ 21 fAGA2Yy S KI & |
worsening financial situation and encourage discussion about possible solutions. GAO

also continued to examine federal areas gmwgrams at risk of fraud, waste, abuse,

and mismanagement and those in need of brdmbed transformations, and added

another troubled program to its highsk list, viz. the National Flood Insurance Program.

Internally, GAOhasimplemented a number ofthanges to help itself move towards the
goal of becoming a worldlass professional services organization. It restructured its
midlevel, policy analyst staff into two separate pay ranges and also established market
based pay ranges for its professional aamministrative support staff. In addition, a
comprehensive review focusing on five broad areas: college recruitment, candidate
assessment, annual hiring, negotiating and processing job offers, and recruiting issues
affecting administrative and supportaft was initiated. An outreach program to recruit
candidates for a new executive exchange program that will give private sector
employees at various companies, including accounting firms and think tanks, a direct
handson experience in the public sector$also been taken up.
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health care reform, and the need to transform the Department of DedeMhey work
towards enhancing collaboration with other agencies in theslegjive branch and build
partnerships with various accountability and other good government organizations.
When it comes to improving government performance, strengthening accountability,
and enhancing public trust, GAO is committed to help improve gwuent delivery for

the benefit of the people.lt has a welarticulated vision and strategic plan to
operationalize the visionsupported bya measurement framewdr to gauge its own
usefulnessThe data cited by GAO shows that for every dollar of tax gager Y2y S @
spent on its own operations, there is a corresponding saving of over $ 80 as a result of
policies, recommendations emerging out of its work. Although the methodology used
for making these calculations is not fully transparent, nevertheless itesemts the
pressure on government agencies to justify their existence in viaueoney terms

and an awakening that this needs to be measured.

Council for Excellence in Government

The Council for Excellence in Government is a public/private partnersggniaation
designed to improve the effectiveness of federal, state, and local government in the
United States. Originally, the Council was a brainchild of seveigdwrnment officials

who had moved on to success in the private sector. They felt thegrgment services

and responsiveness to public needs would improve if there were an organization that
could bring the private and the public together to meet and exchange ideas. The Council
commissions public polls, attempts to engage citizens and genémggeest in public
service, and provides generous awards for innovation in government. Council
supporters, called principals, provide advice, assistance, and monetary sponsorship for
the Council's activitiesSThe Council is nepartisan in nature, and hdsad exPresidents

Ford, Carter, Bush, and Clinton as honorary chairs of its board. Virginia philanthropist

Alan Voorhees, whose architectural firm designed the Metro system in Washington, D.C.
and many other capital cities around the world in the 1960d &4a70s, provided seed
money and office space in the early 1980s. Voorhees was always interested in
applications of technology to public problems, and was the inventor of the "gravity
theory" of traffic flow which was used in designing interstate highwayke 1950s.

The Council for Excellence in Government works to improve the performance of
government at all levels; and government's place in the lives and esteem of American
citizens. With its experienced staff, network of experts and members, and deser
partners, the Council helps to create stronger public sector leadership and management,
driven by innovation and focused on results; and increased citizen confidence and
participation in government, through better understanding of government and its rol

The Council's primary work focuses on four important goals:
U To attract and develop talented people for public service;
U To encourage innovation and resutisented performance in government;

U To promote egovernment as a revolutionary tool for improvipgrformance
and better connecting people tgovernment; and

U To improve the connection between citizens and government and encourage
their participation in governance.
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The Council is supported by members (called Principals) comprising private sector and
nonprofit leaders who have served in government and are united by a strong, sustaining
commitment to Council objectives. Financial support comes from project grants and
other funding from government agencies, corporations and foundatioRsrmer
PresidentLCarter, Ford, and Clinton are honorary chairs of the Council.

Robert Wood Johnson University Hospital (RWJUH)

hyS 2F (KS ylFIGA2yQa fSFRAY3I | OFRSYAO YSRAO

Hospital provides statef-the-art care across the full raegof health care services.
Specialties include cardiac care from screening to heart surgery and transplantation,
cancer care, emergency medicine, pediatrics and matefetal medicine. The hospital
has earned significant national recognition for clinigahlity and patient safety. Most

NEOSyidfesxs w2wW I NIryYy{SR FY2y3a GKS [ St LI¥FNR3

quality and safety. Consumers Digest magazine ranked the hospital fifth in the nation in
patient safety initiatives. Harvard University resggers, in a study commissioned by
The Commonwealth Fund, identified RWJUH as one of the top 10 hospitals in the nation
for clinical quality. RWJUH has also been a-tw@ winner of the MBNQA, and is
looking forward to receiving it a third time.

RWJUH ha®een supported by Studer Group in undertaking the Malcolm Baldrige
journey to Excellence. The hospital received the award on its third application. The first
time it did not even earn a site visit, the second time it reached up to the stage of site
visit but did not receive the Award. Finally, on the third attempt, it won the Award and
has been a twai A YS GAYYSNJ aAyOS (KSyod w2 W | Qa
illustrates the rigor of the assessment process as well as the sustained determination
required by an aspiring organization to actually win the Award. RWJUH started from a

c:
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and today it is the fastest growing, mesteferred hospital in the region for its areas of
speaalty.

In the case ofRWJUHthe criteria requirements were met over three successive
attempts to win. The improvement in ratings given by its customers was clearly visible,
as also the improvement in parameters on which rating has improved. Among the major
achievements cited by théospital was the fact that it reported no anthrax deaths
despite all odds like the first patient coming in on a weekend, and lack of clarity on
anthraxtreatment related policy.

RWJUH personnel were extremely enthusiastic and passionate about their Woek.

CEO came across as a very dynamic and involved person, and she knew every inch of the

hospital, including the current construction as well as the planned expansion. She
seemed to command a lot of respect and admiration from her staff. One of the

prach OS&a G(GKIFIG GKS K2aLWAdlf KlFa AyadAiaddziazyl f

through theWall of Fame concepOne of the walls in the hospital was kept for pictures
of staff members who had put in some exceptional performance, and small oaiem
were organized to share such honors.

21



POINTS TO PONDER

The specific objective of thsase study i$o understand howa set of organizationare
working towards achieving excellence governmentand resolve the complexities in
implemening service excellenc& herefore, the main discussigssues can be focused
aroundthe following issues:

0 Institutional Arrangements supporting these organizations that have enabled
them to achieve the position vltde today

U Strategic interventions undertaken to support service delivery organizations
deliver better services and value for money to citizens

U Budgeting and financial sustainability of efforts towards service delivery
excellence with focus on public sexes

0 Strategies for ensuring that the initiatives conceptualized by these organizations
are taken up by service delivery organizations and actually put into practice for
service delivery improvements

0 Vision for the future and how the anticipated challenges expected to be
overcome

U Experience of organizations that have undertaken the journey and how they
have succeeded in motivating their frontline staff to strive for and achieve
excellence

Some key messages coming acrosm this discussiomwill bein the nature of universal
truths like senior leadership being critical to organizational performance, and
importance of maintaining motivation levels of frontline staff through positive strokes.
Although these issues remain as critical as ethate will bemore practical aspects of
how excellence is understood and applied in the current American context with specific
reference to government organization$his can be a significant learning, not only
because it has influenced the way excellence is understodke United States, but has
also shaped similar initiatives across the developed and developing world.
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Presentation Slides

AdministrativeReform

What is Admin Reform

A In the traditional relationship between ]
A2 SNYYSYld YR OAGAT S
the government what to do or not do

ALY G2RIFIedQad RSY2ONJ OA €
shifting- citizens are demanding more say in
government functioning

A Administrative Reform (AR) can be described
as the totality of changes needed to keep pace
with the new demands on government
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Distinction between AR and OD

A AR is not the same thing as Organizational
Development (OD)

A OD refers to systems and processes becoming
more mature as an organization itself matures

A AR refers to fundamental changes in the ideas
around what government should do or not do

A By definition AR will meet with resistance and
must therefore prepare to manage resistance

Why is AR needed

A AR is needed to enable government to do
what it does best, and do it in the best way

A In developed countries, this has been seen as
WNREf oFO1Q 2F 3I23SNJ

A In developing countries, we need faster
growth and meet emerging citizen aspirations

A Administrators therefore need to be change
agentsand innovatorsnstead of being
perpetrators of the existing system

24



AR across the World

A Reinventing Government

A National Performance Review (NPR)

A New Public Management (NPM)

A Compulsory Competitive Tendering (CCT)
A Best Value

A Alternate Service Delivery (ASD)

Reinventing Government

A Make government more productive, deliver
WY2NBEQ 6A0K WiSaa NB3
Competition Total Quality Management
Performance Budgetindprivatization, etc.

A Assumeslownsizing, cost reduction, and
deregulation are the way to increase
government efficiency and effectiveness
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National Performance Review

A Focuses on managing performance of govt
agencies using measurement tools

A Projects/programs not performing well are
reviewed and recommended for closure

A Criticism: Focus is on implementing the tools
for measurement rather than improving policy
impact and performance

New Public Management

A Based on principles of market efficiency
through competition

A Indian examples of competition leading to
iImproved services include banking, telecom

A Critique: Market efficiency principles work
when service requirements are welefined
and citizens can pay for the service; but not
for developmental work and activities to serve
the poor and vulnerable
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Compulsory Competitive Tendering

A Purpose was to enhance supply efficiencies
through competitive tendering

A Made government procurement and
outsourcing more transparent

A Critique: Led to shotterm, low trust
relationships which increased costs of
monitoring contract compliance

AwSLI I OSR o0¢é& W. Saiu +1I f

Best Value

A Emphasis is on meeting citizen needs and not
daSNIAOS LINPYARSNRQ O2Yy
A Mandates consultative decisiemaking, wide

enough to include all stakeholders: not only
service users, but tax payers as well

A Critique: Risk of consultative meets being held
only as a show whereas decisions are actually
taken internally; and of stakeholders not taking
much interest in the consultative process
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A Concept of Canadian origgremphasizes a
mix of institutions providing public services:
governmental and noigovernmental

A Focus is on innovative means of delivering
services based on bottomp ideas

A Can be a useful platform to build
collaborations and partnerships across
multiple agencies

Alternative Service Delivery

A First ARC set up in 1966 chaired by Btariarji Desai
and later by KHanumanthaiya submitted 20 reports
with 537 major recommendations

A Second ARC set up in 2005 chaired by\&heppa
Moily ¢ has submitted 15 reports

A Process of considering/implementing ARC
recommendations;

History of AR In India

' Considered by concerned administrative department
| Then considered by Core Group on Administrative Reform:
' Then considered by Group of Ministers
" Finally considered by PM
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Reports of $ ARC

AProblems of Redress of Citizens AAdministration ofUTs& NEFA
Grievances (Interim)

AMachinery for Planning
APublic Sector Undertakings
AFinance, Accounts & Audit
AMachinery for Planning (Final)
AEconomic Administration

AThe Machinery of GOI and its
procedures of work

ALife Insurance Administration

APersonnel Administration

ADelegation of Financial &
Administrative Powers

ACenterState Relationships
AState Administration
ASmall Scale Sector
ARailways

ATreasuries

AReserve Bank of India
ACentral Direct Taxes Administrationi posts and Telegraphs

AScientific Departments

Reports of 24 ARC

Right to Information Master Key to 9.
Good Governance (09.06.2006)

Unlocking Human Capital
Entitlements and Governanee Case
Study (31.07.2006)

Crisis ManagementFrom Despair to11.

Hope (31.10.2006)
Ethics in Governangd 2.02.2007)

Public Order Justice for each.....
peace for all. (25.06.2007)

Local Governance|12| 3 13.
(27.11.2007)

Capacity Building for Conflict 14.
Resolution Friction to Fusion
(17.3.2008) 15.

Combating Terrorisr(il7.9.2008)

10.

12.

Social CapitalA Shared Destiny
(8.10.2008)

Refurbishing of Personnel
Administration- Scaling New
Heights (27.11.2008)

Promoting eGovernance The
Smart Way Forward (20.01.2009)
Citizen Centric Administration
The Heart of Governance
(30.3.2009)
Organisationabtructure of
Government of Indi19.5.2009)
Strengthening Financial
Management System&@6.5.2009)
State & District Administration
(29.5.2009)
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Chapter 2

Second Administrative Reforms Commission
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Second Administrative Reforms Commission

At the end of the session, the participants should understand how {HeARC has
approached the vast gamut of administrative reforms needed in India. Over the last two
to three decades India has made significant progress in reguymverty levels,but
income disparities have also growand regional imbalances continue to bewere.The

2" ARChasalsonoted Indianl RYAYA &GN} GA2Yy Q& FoAftAGe G2
periodic elections, as alsihe remarkable efficiency in managing some recent natural
calamities However the quality of governance as indicated by respons®as to citizen
needs, effective and accountable administration leaves much to be desired.

Strengths and Weaknesses of Indian Administration

The reasonably swift and efficient response of our administration to a series of major
natural calamities; the Tsunami of December 2004, the Mumbai floods of July, 2005,
and the recent earthquake in Jammu & Kashntdiemonstrates that in times of crisis we

are able to marshal our resources effectively. All these and competent election
management show that we havan impressive administrative infrastructure and it
responds well when objectives are clearly defined, resources are made available and
accountability is surely enforced.

However, a lot more remains to be done. The state apparatus is generally perceived to
be largely inefficient, with most functionaries serving no useful purpose. The
bureaucracy is generally seen to be tardy, inefficient, and unresponsive. Corruption is
undermining economic growth, distorting competition, and disproportionately hurting
the poor and marginalized citizens. Criminalization of poliibswsmoney and muscle
power to play a large role in elections. In general there is high degreksehtisfaction

in society on account of unfulfilled expectations and poor delivénye reasorwhy we

are not able to overcome our weaknesses is the incapacity to institutionalize the best
practices from our own country and elsewhefeor this, aconscious effort not only to
identify and document best practices but also build policy and create stewctures

and institutions to allow mass replication needs to be made.

In general, the positive power to promote public good seems to be severely restricted,
making it difficult for even the most conscientious and competent functionaries to
deliver optimal results. The systemic rigidities, needless complexity and over
centralization have made most elected politicians and appointed public servants
ineffective and helpless. But the negative power of abuse of authority in pursuit of pelf,
privilege and patroage, or harassment of public through flagrant violation of law, petty
tyranny and nuisance value is virtually unchecked. This imbalance in the exercise of
power is at the heart of the crisis of governance. As a result most agencies of
government are fungbning suboptimally, and government programmes have not
yielded the desired results. At most levels authority is divorced from accountability,
leading to a system of realistic and plausible alibis for -performance. Most
functionaries are thus caught avicious cycle.
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Priority Action Areas

There are two fundamental, interrelated objectives, which need to be achieved in the
coming decadesThe first is the fulfilment of human and national potentighis entails
prevention of avoidable suffering and ensuring human dignity, access to justice and
opportunity to all Indians so that every citizen is a fulfilled and productive human being.
Only then can weealiz our potential fully and playour rightful role in theglobal arena
protecting the vital interests of present and future generations, and promoting global
peace, stability and prosperity.

Human development takes placethrough access to good quality education and
healthcare to make every citizen productivedafulfilled. Despite our longtanding
commitment to these goals, the results are uneven and far from satisfactory. Allocation
of resources is undoubtedly inadequate leading to huge unmet demand. Even what is
spent is not very productive in outcomes. M&tF G KS yIFdAz2yQa 3ISyS
because of inadequate and poquality of school educatiodigher education too is not

very successful in promoting excellence of producing service providers, leaders,
managers and wealth creators, for the futurBhe public health system haalsobeen
unsatisfactory and inadequate, private health expenditure, which already accounts for
about 80% of total expenditure, is growing (14% per annum) much faster than GDP. The
resultant high cost and poor access seriously undees human development.

The third broad area is infrastructure and sustainable natural resource development.

While the economic aspects of theaee wellrecognized, the governance challenges are

not adequately addressed. For instance, effective land agnation is crucial to capital

formation in agriculture and soil conservation. Energy plantation and biofuel production

would require great administrative innovation and grassroots coordination. Urban
management involves much more than resource allocafar infrastructure and poses
formidable challenges of governance. Power distribution management through local

LIS2 L) SQa Ay @2t gSYSyl [|fyeRdly fvay ysIndk & goudmange | O2
issue than an economic or tariff problem. We need to creameovative modes of
governance in dealing with such challenges.

Another area which needs special attention is the changing nature of federalism. The
last decade has witnessed significant maturing of our federalism. The states are
increasingly empowered taletermine their own policies and programmes, and the
union is ever more sensitive to local needs. However, the role of the Wsmxpanding

in a substantial measure in recent years in new ways. Education, healthcare, rural and
urban development and smal security are either state subjects, or largely under state
jurisdiction. And yet, the services are increasingly driven by union policies and funds.
Paucity of resources at state level, need for standardization of services, compulsions of
reducing reional disparities, and the imperatives of meeting the challenges of a
ANRgAYyI SO2y2Y& Ay GKS Y2RSNY 62NI R KI @S
these sectorsHowever, weneed to carefully design mechanisms to monitor these
programmes and enforcaccountabilityat the local leveleven as the desired outcomes

are achieved, and the constitutional scheme of divisibpawers is fully respected.
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Propensity to centralize has been the dominant feature of our administration. We need
to truly redesigngovernment on the basis of the principle of subsidiary. A task which
can be performed by a small unit should never be entrusted to a large unit. Only when
economies of scale and technical complexity demand entrustment to the larger tier
should it be doe so. All the financial devolution and personnel transfer should match
functional domain determined on this basis. Only then will the citizen see the link
between his vote and public good, and monies can be traced to services delivered. The
structure of local governments envisaged in the ¥3and 74" Constitutional
amendments is now in place, but the soul of ggfrernance and empowerment is
largely missing. As a result of the economic reform process, the states have come into
their own, and yet the bion has in recent years discovered a more meaningful and
strategic role for itself. Similarly, local government empowerment need not mean
weakening of states. States must be enabled to discover their vital role in providing
strategic inputs and leadergh even as local governments deliver most of the basic
services.

Pervasive corruption is the most disturbing element of our governance. Happily, recent
years witnessed encouraging trends in certain sectors. Wherever competition, choice,
transparency andtechnology have been introduced, corruption has dramatically
RSOt AYSR® |1 26SOSNE Ay 20KSNJ O2NB &aSO02NE
continues unchecked. There are signs of growing corruption in some of these state
controlled sectors, indating a shift from the traditional forms of corruption. Police,
criminal justice system, healthcare delivery, public procurement and contracting
transfers and postings of officials, tax collection and land administration are areas,
which are by nature fily or substantially stateontrolled. Corruption is either
continuing or growing in these sectors, as the inexhaustible demand for illegitimate
funds in our governance system continues unabated. Clearyefarhing political and
electoral reforms to trasform our political culture and alter the nature of incentives in
public life are the need of the hour.

Good Governance

Governance is admittedly a weak link in our quest for prosperity and equity. We have an
impressive governance infrastructure and significant successes to our credit. But we
need to refashion the instruments to suit the emerging challengé& quest for god
governance governance which is efficiertitizen centric and is rooted in a sound value
system, is based on three integlated fundamental ideas

The first is rule of law. Rule of law requires that laws and their implementation should
be transparent predictable and credible, and that those who make and implement laws
should be accountable for their decisions. While the government of the day is
accountable to the legislature, at the operating levels of administrations this
accountability is often ldgng. A steady pulse in the recommendations of the
Commission is thus the emphasis on accountability at each level of administration and
minimization of unfettered discretion in decision making. From accountability of
decision making flows credibility, pietability and transparency.

The second fundamental idea to put the citizen first. All too often the relationship
between the State and the citizen is a master client relationship, with the citizen
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reduced to the status of a supplicant. This has to §gstemic changes along with
information technology makes it possible to reduce, if not eliminate altogether, the time

YR GNRdzof S Ay@2ft SR Ay (GKS OAGAT SyqQa Oz2yi
introduce automaticity in decision making. & Btate has no look upon itself as a service
provider, and, as in many cases the State is a natural monopoly, the Commission has
made a number of recommendation to curtail monopatistbehaviour by State

agencies.

The third nost importantideais the citiSy Q& LI NOAOA LI GA2Y AYy RS
scheme of things the Union Government being the furthest removed from thetatay
day life of the citizen represents the principle of rationality. The State Governments,
because of the sheer size of constituewialso tends to be removed from the daily
concerns of the citizen. It is the third tier of governance, the panchayats and the
municipal bodies, which is the closest to the citizen and can represent the principle of
concern. Hence, it is necessary that rtha@s greater devolution of powers, from the
Union to the State Governments and from the State Governments to local bodies, and
that the local bodies function in appropriate units that allow participation of every
citizen in decision making. This devolutivill not weaken either the Union or the
States: in fact it will strengthen them by enabling them to focus on matters they are
uniquely equipped to address.

Recommendations

The 29 ARC has notedhe need forreal decentralization of power with effective
institutional checkdor greater control bycitizenson how they are governedJudicial

and police reformaeed to ensue speedy, efficient and accessible justice and swift,
sure and severe punishment for abuse of office. -Bsgulatory mechanisms to uphl
standards in professional groups are another area that requires urgent attention in the
changing context. Finally, measures of accountability including the recently enacted
Right to Information, welRSaA 3y SR OAGAT SyQa OKLIF NI SN&
performance, independenaind effective antcorruption agencies, citizemvolvement

in the fight against graft and leakages will surely expose corruption much more easily
and enforce compliance with acceptable norms of public conduct.

Political and Executie Capability

Political direction of the administration is the essence of democeawy the 73% and

74" amendments to the Constitution have expanded the scope of political decision
making. This casts a great responsibility on the political parties, tcadd and train
their functionaries in administrative decision making.

9PSNE {0FdS KFra Al WSaidlofAaKYSYGiQs 6KAOK
0KS OAQGAf aSNBAOSaE KIF@S LINPOARSR (KS wSadl
difficult and trying times. The structured mebiased recruitment and placement of civil

servants in different cadres was seen as one of the methods of unifying the country

after Independence. Today there is considerable managerial talent available outside the

civil services. Ministers can draw upon a very large base of intellectual expertise not
available in the Government. The Commission has made several suggestions

VAN dzNAYy 3 GFfSyd F2N) 0KS WwWSaidloftAaKYSyiQ 2
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their morale and skills, upgrading the Services throughout their career and the induction
of fresh talent at appropriate stages.

Functional Review and Rationalization

Efficient discharge of government business is hampered by horizontal and vertical
dispersl of decision making. Single or strongly related subjects are often administered
in different ministries. The resultant narrow focus of Ministries entail that coherent
points of view, or policy, emerges only after extensive and prolonged consultations.
Swch delay could be avoided by having Ministries that can take a holistic view of the
subject. This would also result in governments which are more compact and in which
coordination is quicker and easiein the existing government structure issues are
examned at too many levels, and the contribution of some of them is minimal. These
levels need to be reduced to a rational number. The commission has made suggestions
on internal working of ministries and departments. The Commission has also
recommended creatin of effective Executive Agencies with well defined role and
functions. This would facilitate the Ministries to focus more on policy making and
analysis while the projects/programmes are implemented by the Executive Agencies.

Budgeting and Audit

Budgeting and Audit are critically important tools of governance. The -mitch
between plan and budget classification needs to be ironed out to permit rigorous
monitoring of expenditure. An expert group needs to look at accrual based budgeting.
Ministries need tobe realistic in making their estimates of expenditure so that large
unspent balances do not remain at the end of the year. A nayeltir perspective would

be helpful indealing withthis. Audit is often seen as an adversarial exercise, which it
need not be.While Auditors have to be sensitive to administrative compulsions,
Ministries and Department need to understand that audit is an instrument for
enhancing administrative efficiency. There is a need for better understanding and
synergy between auditor ancuditee for improved accountability and audit impact.
Through its 15 report2™ ARC has presenteaier 1500recommendationsas shown in

the following table

Number of
# Report Name Recommendations Topics
Accepted Total

1 Right to Information Master Key to Good 62 21
Governance (09.06.2006)

5 Unlocking Human CapitaEntitlements and 114 36
Governancea Case Study (31.07.2006)

3 Crisis ManagementFrom Despair to Hope 142 40

(31.10.2006)

4 | Ethics in Governance (12.02.2007) 134 48

Public Order Justice for each..... peace for

all. (25.06.2007) NA 47

6 | Local Governance (27.11.2007) 256 67
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Number of
Accepted Total
7 Capacity Building for Conflict Resolution 12 27
Friction to Fusion (17.3.2008)
8 | Combating Terrorism (17.9.2008) NA {Q)@ O 18
9 | SociaCapitak A Shared Destiny (8.10.2008 /%@ 66| 20
10 Refurbishing of Personnel Administration L)® 13
Scaling New Heights (27.11.2008)
Promoting eGovernance The Smart W
11 Forward (20.01.2009) S ar 17
12 Citizen Centric Administratj » N2 0f 50 15
Governance (30.3.2009)
Organisational S @ pf Government of
13 India (19.5.2 37 10
Str Q \§<Anancial Management
14 Sys\ '@5.2009) 36 17
15 | State & District Administration (29.5.2009) 158 57
TOTAL 1,228 453

Most of the recommendations of the Commission impinge upon State Governments.
The principles underlying reforms in the Union Government are also applicable to State
Governments. One area of change in governance is the administration of districts. The
Commssion has suggested a dual role for the District Administration (headed by the
District Magistrate) the first as the secretariat and executive in District Councils and
secondly as an agency of the State Government.

The recommendations of the Commissifail into two groups. The first is the set of
changes which need to be made in administrative structures, processes and techniques.
The second is a work progamme in which a number of issues need to be examined by
the Government. Implementing the suggestetianges and carrying out the work
programmes will require strong political will and sustained political guidance at the
highest level. The Commission is confident that both will be forthcoming.
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Quiz on Second Administrative Reforms Commission

1) 2" ARC has noted the following as important factors for poverty reduction

a) Egovernance

b) Good governance
c) Control of terrorism
d) None of the above

e) All of the above

2) Good governance includes
a) Citizencentricity
b) Rule of Law
c) Transparency and Accountability
d) None of the above

e) All of the above

3) Which of the following is identified as strength of Indian administration?

a) Democratic set up
b) Seltsufficiency in food
c) Election management
d) None of the above

e) All of the above

37



4) Which of the following is identifiechs a weakness of Indian administration?

a) Insufficient accountability

b) Abuse of authority

c) Noninstitutionalization of good/best practice
d) None of the above

e) All of the above

5) What are the priority areas for reform identified by"2ARC?

a) Human development

b) Infrastructure development
c) Prevention of Corruption
d) None of the above

e) All of the above

6) Key characteristics of Good Governance identified ByA2RC
a) Efficiency
b) Citizencentricity
c) Value system
d) None of the above

e) All of the above

7) Citizencentricity means
a) Citizen patrticipation in decisiemaking
b) Convenience to citizen in availing interacting with public authorities
c) Availability of choice in availing public services
d) None of the above

e) All of the above



8) Rule of Law means

a) Unfetteredpowers to Judiciary
b) Unfettered powers to Executive
c) Unfettered powers to legislature

d) Predictability in implementation of laws

Answers to Quiz on Second Administrative Reforms Commission

1) b
2) e

3) ¢

5) e
6) e
7) e

8) d
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Case Study

Case summary to be prepared from BestEtices available at:

http://indiagovernance.gov.in/map.php @

P
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Presentation Slides

Highlights of 24 ARC Approach Paper

A Good Governance is the single most important factor to redug
poverty- poor governance subverts the efforts to reduce it

A Governance means exercise of economic, political and
F RYAYAAGNI GABS | dziK2NRAGE (2

A It consists of the mechanisms, processes and institutions for:
I Articulating citizen interests
I Exercising their legal rights
I Meeting their obligations

I Mediating their differences

Our Strengths in Governance

A Competent election management

A Swift and efficient response to a series of major
natural calamitieg, 2004 Tsunami, 2005 Mumbai
floods, J&K earthquake, 2013 Orissa cyclone

A Indicates an impressive administrative infrastructure

A It responds well when objectives are clearly defined,
resources are available and accountability is enforce
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Our Weaknesses in Governance

A Abuse of authority at all levels in all organs of state
A Systemic rigidities, complexity making the good
politician and administrator ineffective and helpless

A Imbalance in exercise of power leading to unchecked
violations of law, petty tyranny and nuisance

A Flawed distribution of power owing to huge
unorganized workforce and business enterprise

A Lack of capability to institutionalize good/best
practices from within and/or outside

2d ARC Priorities Areas

A Good Governance to prevent avoidable suffering and
ensuring dignity of our people; and a rightful role for
our country in the comity of nations

A Human development through access to good quality
education and healthcare

A Infrastructure and sustainable natural resource
development

A Real decentralization of power
A Prevention of corruption

42



2d ARC View of Good Governancs

A Governance that is efficient, citizerentric, and
rooted in a sound value system

A Based on three interrelated fundamental ideas
T Rule of law
T Put the citizen first

T Fair and ethical

Rule of Law

A Laws and their implementation should be
transparent, predictable, and credible

A Those who make and implement laws should be
accountable for their decisions

A 2nd ARC has observed that while the government is
accountable to the legislature, accountability is often
lacking at the operating levels of administration

A Accountability and minimizing unfettered discretion
IS needed at each level of the administration
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Put the Citizen First

Prevalent scenario of governmeaittizen interaction is
very negative and things need to change drastically

I Excessive time and trouble involved in this interaction
must be reduced: technology is one way to do this

I State is a natural monopoly and measures must be taken
to curtail monopolistic behavior by State agencies

I Citizen participation in decisiemaking must increase:
greater devolution of powers to local bodies is needed

Fair and Ethical

System of governance and administration has to be
based on strong ethical foundations

I Richness of diversity also leads to conflicts which must be
resolved fairly

i Politics is a competitive activity and all political parties
need to draw lines that must not be crossed

I Conduct of civil servants visvis public needs to be
governed by an ethical code
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2d ARC Recommendations

Right to Information

Unlocking Human Capital

Crisis Management

Ethics in Governance

Public Order

Local Governance

Capacity Building for Conflict Resolution
Combating Terrorism

Social Capital

Refurbishing of Personnel Administration
. Promoting eGovernance

Citizen Centric Administration

© 0Nk~ wDdhPR

el ol el =
w N PO

Organisationabtructure of Government of India

[EnY
&

Strengthening Financial Management Systems

[EnY
o1

State & District Administration

Note on ARC Recommendations

A Most recommendations of ARC impinge upon the
State governments

A Recommendations of ARC fall into two groups:

I Changes in administrative structures, processes and
techniques

I Work programmes to examine problem areas and
implement solutions
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Chapter3

Good Governance
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Good Governance

At the end of the session, the participants should understand the importance of good
governance in accelerating economic growth and development. They should know
about the internationally accepted indicators of good gamaerce and how India ranks

on various indicators as compared to its peers.

The concept of good governance should not be seen as some esoteric concept which is
meant only for arrchair discussion. Participants should be able to relate the concept
and itsindicators to their day to day work and their experience of dealing with ordinary
citizens and catering to their needs.

22NI R .lFyl1Qa 5STFAYAGA2Y 2F D22R D2@S

The World Bank set out its definition of good governance in the 1992 report titled

GD2 S8YIHYR 5S@PSt2LIYSyliéd D2OSNYyFyOS Aa RST,
Ad SESNOAASR Ay GKS YIFyF3sSySyid 27F 02 dzy |
RSOSt2LIYSyliéd 22NIR .+Fyl KFra Fy AyadSNBaid
concerned with the sstainability of the projects it helps finance in that country. It takes

the view that in any country sustainable development can take place only if a
predictable and transparent framework of rules and institutions exists for the conduct of

private and pubt business. The essence of good governance is described as predictable,

open and enlightened policgJongwith a bureaucracy imbued with a professional ethos

and an executive arm of government accountable for its actions. All these elements are
expectedto be present in any country with a strong civil society participating in public

affairs, and where all members of the society act under the rule of law.

In analyzing governance, the World Bank has drawn a clear distinction between the
political and econmic dimensions of good governance. It has identified three distinct
aspects of governance: (a) the form of the political regime; (b) the process by which
 dZiK2NAG& A& SESNOA&ASR Ay GKS YlLylF3SySyid 2
for development;and (c) the capacity of governments to design, formulate and
implement policies and discharge functions.

Ly Ada wmdopn NBLRNIG SydAiAdt SR aD2@SNYlFyOSY
made by the Bank in this area is set out under four differenteaty (a) Publisector
management which includes changing the organizational structure of a sector agency to
reflect new objectives, making budgets work better, sharpening-g@riice objectives

and placing publienterprise managers under performance ontracts; (b)
Accountability, which means that governments and their employees should be held
responsible for their actions; (c) Legal framework for development, which refers to
appropriate legal systems that provide stability and predictability, which thes
essential elements in creating an economic environment for business; and (d)
Transparency and information, which pervade good governance and reinforce
accountability because access to information is essential for the various stakeholders to
understandd 2 @S NJ/ Y S y unfaking précésa and rdsypond effectively.
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b9{/ hQa RSTAYAGAZ2Y 2F D22R -D22S NI/ i(ytOSR AW/ .
as Partners- Information, Consultation and Public Participatiam Policya | { Ay 3 ®Q
According to this definition, Good governance has 8 major characteristics. It is
participatory, consensus oriented, accountable, transparent, responsive, effective and
efficient, equitable and inclusive and follows the rule of law. $uass that corruption is
minimized, the views of minorities are taken into account and that the voices of the
most vulnerable in society are heard in decisioaking. These eight characteristics are
explained briefly as under.

'b9{/ hQa 5STAYAIA2Y 2F D22R D2OSNYI Y

Participation by both men ad women is a key cornerstone of good governance.
Participation could be either direct or through legitimate intermediate institutions or
representatives. It is important to point out that representative democracy does not
necessarily mean that the concerrof the most vulnerable in society would be taken
into consideration in decision making. Participation needs to be informed and
organized. This means freedom of association and expression on the one hand and an
organized civil society on the other hand.

Transparencymeans that decisions taken and their enforcement are done in a manner
that follows rules and regulations. It also means that information is freely available and
directly accessible to those who will be affected by such decisions and their
enforcement. It also means that enough information is provided and that it is provided
in easily understandable forms and media.

Effectiveness and efficiencyGood governance means that processes and institutions
produce results that meet the needs of societhile making the best use of resources

at their disposal. The concept of efficiency in the context of good governance also
covers the sustainable use of natural resources and the protection of the environment.

Responsivenesssood governance requiréisat institutions and processes try to serve
all stakeholders within a reasonable timeframe.

Accountability is a key requirement of good governance. Not only governmental

institutions but also the private sector and civil society organizations must be
acountable to the public and to their institutional stakeholders. Who is accountable to

whom varies depending on whether decisions or actions taken are internal or external
to an organization or institution. In general an organization or an institution is

accountable to those who will be affected by its decisions or actions. Accountability
cannot be enforced without transparency and the rule of law.

Consensus orientedThere are several actors and as many view points in a given
society. Good governance reges mediation of the different interests in society to
reach a broad consensus in society on what is in the best interest of the whole
community and how this can be achieved. It also requires a broad andtdomg
perspective on what is needed for sustait@ human development and how to achieve
the goals of such development. This can only result from an understanding of the
historical, cultural and social contexts of a given society or community.
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Xth Five Year Plabocument Referencen Good Governance

The Tenth Plan document identified good governance as the single most important
factor in ensuring that the Plan objectives are achieved. Among other things,
RSOSYUNItATIGAR2Y 2F LIR6SNI YR OAGAT SyaqQ Sy
through stateand nonstate mechanisms, greater synergy and consolidation among
various agencies and programmes of government, civil service reforms, transparency,
rationalization of government schemes and mode of financial assistance to states,
improved access to fornhgustice system to enforce rights, reforms and strengthening

of land administration and harnessing the power of technology for governance have
been identified as the key priorities. As per the Xth Five Year Plan document, a useful
approach to examine thessues of governance is to view the process of intermediation
as involving a continuous interplay of three elements, Viwtitutions, Delivery
Mechanism, and Supportive Framework of Rules and Procedures.

Efficient governance requires efficient institut® The efficiency and effectiveness of
institutions, in turn, depends on their adopted delivery mechanism and the supportive
framework of rules and procedures, each of which has to work in harmony with the
other to discharge the functions for which thestitutions have been created. Only then
would one expect the institutions to fulfill their stated objectives and carry out their
assigned responsibilities in managing the affairs of the society. More importantly, with
the changing context; domestic as wélas global¢ a change in the profile and
requirements of society and development, there has to be a capacity for evolution, a
continuous adaptation in each of these elements. Successful implementation of
development programmes requires adequate funds, rayppiate policy framework and
effective institutional capacity to deliver. Past experience in the country has shown that
availability of resources is not enough to tackle poverty, disparities and backwardness. It
is a necessary, but not sufficient conditioThe determining factor is the institutional
capacity to formulate viable needased schemes/projects, and implement efficient
delivery systems to utilize the available resources optimally.

2nd ARC View of Good Governance

Governance is the exercise otamomic, political and administrative authority to
YIEYylFr3S | O2dzyiNEQa FFFFIANR |G it fS@Stao
institutions through which citizens and groups articulate their interests, exercise their

legal rights, meet their oldations and mediate their differences. Without good
governance, no amount of developmental schemes can bring in improvements in the
quality of life of the citizens. On the contrary., if the power of the state is abused, or
exercised in weak or improper ws, those with the least power in the societythe

poor- are most likely to suffer. In that sense, poor governance generates and reinforces
poverty and subverts efforts to reduce it. Strengthening governance is an essential

precondition to improving theives of the poor.

L v R Rahkihd on Good Governance

Based on a longtanding research program of the World Bank, Worldwide Governance
Indicators (WGIs)capture six key dimensions of governance (Voic&countability,
Political Stability and Lack of Violence, Government Effectiveness, Regulatory Quality,
Rule of Law, and Control of Corruption) between 1996 and present. They measure the
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quality of governance in over 200 countries, based on close to #0sdaurces produced
by over 30 organizations worldwide and are updated annually since 2002.

2DLA 2FFSNI I dzaSTdzA aylLBAK2d 2F az2yYS LISNDS
These indicators are a compilation of the perceptions of a very diverse gobup
respondents, collected in large number of surveys and other erosatry assessments

of governance. Some of these instruments capture the views of firms, individuals, and

public officials in the countries being assessed. Others reflect the views®@$ @& aid

donors with considerable experience in the countries being assessed, while others are
based on the assessments of commercialraikng agencies.

The snapshot provided by the WGIs, however has to be taken only as a very high level
indication off  O2dzy GNE Q& a0l 0SS 2F 3IA20SNYyI yOSz I a
methodological issues like oveomplexity, likelihood of bias, preonceived notions,

etc. in constructing these indicators.

Service Deliverspecs

In a diverse country like ours, gernance issues are particularly diverse and one size
can never fit all. Therefore implementation of good governance has to meet the
requirements of different states, regions, districts, and even at times of communities.
Currently there are serious resetians on efficiency of government services and the
ability of administrations to actually create the impact that projects meant for citizens
are intended to create. They need to enhance their capability and add value in
accelerating the pace of reform iro@&rnment.

In terms of proposing a model that differentiates best practices in governance and
separates the grain from the chaff three kinds of issues need to be kept in mind. First
and foremost is the issue of relevance to the Indian context. This cals view that
considers our national priorities in terms of economic growth and development and
making the basic needs of food, shelter and clothing accessible to all. Secondly, we need
to learn how better management can enhance the quality of servicévetgl in
institutions that are closest to the common people. Finally, we must also consider how
we measure up in comparison to global best practices prevalent in the developed world
and older democracies.

In the context of our country, where large sections of the population still exist below the
poverty line and are vulnerable to inequitable exploitation, good governance must have
an urgent focus on ensuring access to basic needs and services and inctbasing
efficiency of service delivery. These two dimensions are the kernel within the overall
context of internationally acknowledged indicators of good governance.
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Quiz on Good Governance

1) Good Governance is a concept that is relevant for:

a) India

b) Developing countries
c) Developed countries
d) European countries

e) All of the above

2,) Acpording to the PJanning Comrpissipn, lack gf good governance is consideredAto be
UKS aAy3atsS tIFNBHSau FTFOU2NJI NbBalLl2yaaAaotsS F2N|
a) Territorial disputes
b) Poverty
c) Gender bias
d) High birth rate

e) Low tax collection

3) Xth Five Year Plan document considers the following to be important in determining
the state of governance in India:

a) Form of political regime

b) Regularity of Elections

c) Framework of Rules and Laws
d) Federal structure

e) Extent of computerization

4) According to 2nd ARC, which of the following is NOT included as a parameter of
good governance?

a) Efficient
b) Ethical
c) Citizencentric
d) Rule of Law

e) Inter-state dispute resolution
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5) According to World Bank Good Governance Indidéid >

on the

following parameter:

a) Voice and Accountability

b) Control of Corruption

c) Political stability and absence of violence
d) Regulatory Quality

e) None of the above

6) According to World Bank Good Governance Indicattrs/ RA I Q&
on the following parameter:

a) Voice and Accountability

b) Control of Corruption

c) Political stability and absence of violence
d) Regulatory Quality

e) None of the above

Answers to Quiz osood Governance

1)
2)
3)
4)
5)

6)

(@)

D

(@]

LYRAI Qa

g 2 NA (
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Case Study

Case summary to be prepared from Best Practices available at:
http://indiagovernance.gov.in/map.php
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Presentation Slides

Good Governance

Good Governance: World Bank 1992

A Manner in which power is exercised in the
YFEYFEIASYSyd 2F | O2dzy(
social resources for development

A Three distinct aspects of governance
I Form of the political regime (e.g. democracy)
I Way in which authority is exercised to manage the

O2dzy UNEBEQa SO2y2YAO I YR
I Capacity of government to design, formulate and
implement policies and discharge functions
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Good GovernanceJNESCAP

Consensus Accoumtabhle
oriented
Participatory Transparent
GOOD
GOVERNANCE
Follows the Hesponsive

rule of law

Equitable and

Effective and inclusive

Efficient

Source: UNESCAP Website

GovernanceX Five Year Plan

Governance — An Alternative Model

Planned/Anticipated Deliberate but Adhoc
Changes Changesin Institutions

',' Dwliver 1
}  Machanizsm |

Changesin Global Economic Unanticipated
And Political Order Changes
Source: Planning Commission X Plan Paper Chapter 6
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2d ARC View of Good Governanct

A Governance that is efficient, citizerentric, and
rooted in a sound value system

A Based on three interrelated fundamental ideas
T Rule of law
T Put the citizen first
T Fair and ethical

2012, Voice and Accountability
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2012, Rule of Law

Bermuda
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2012, Government Effectiveness

M o-10th M 10-25th [ ] 25-s0th [] so-7stn O 7s-coth M 90-100th

57



2012, Regulatory Quality

M o-10th M 10-25th [] 25-50th [] s0-7stn O 7s-coth M 90-100th

2012, Control of Corruption

M o-10th M 10-25th [ ] 25-s0th [] so-7stn O 7s-coth M 90-100th
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2012, Political Stability and Absence of Violence/Terrorism

M o-10th W 10-25th [ ] 25-50th [] 50-7sth O 75-o0th M 90-100th

LYRAI Q&

w I Gdvérnante 2

Indicator

Voice and Accountability

Palitical Stability and
Absence of
Vioclence/Terrorism

Government Effectiveness

Regulatery Quality

Rule of Law

Control of Cerruption

Source: http://info.worldbank.org/governance/wgi/index.aspx#reports
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A Practical View of Good Governance

Basic minimunmeeds of food,
shelter and clothing?LUS basic
education, healthcleanliness Service Delivery

Sustainable
Development

Efficient and effective
service delivery tthe
satisfaction of oucitizens

Economic Growth

Basic Needs &
Amenities

A Practical View of Good Governance

International Best Practice

Service Delivery

Sustainable
Development

Economic Growth

Basic Needs &

International Parameters: Amenities

Doingwell on democracy,
stability, freedom

Very Poorly on Control of
Corruption, Quality of
Implementation
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Good Governance Priorities for India

Basic needs

Ethics in Public Life
Control of Corruption

Quality

Service efficiency

Fixing ServicBeliverylssues

IMPROVING SERVICE DELIVERY

Define benchmarks, evaluation
criteria, improvement mechanisms

PLANNING FOR SERVICE DELIVERY

Design and prepare outcome based

plans across key govt functions

EGOVERNANCE

Design and implementation of IT
solutions to improve service deliver

Y

enabling environment

FUNCTIONAL REVIEW

Define role, responsibilities, functions of
apex, departmental and grassroots

institutions of governance

©
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Chapter4

Ethics in Governance
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Bhicsin Governance

At the end of the session, the participants should understand the nature of corruption in
Indian society and the factors that inhibit corruption by public servants.

Participants should appreciate that increasingly corrupt behaviour is getting identified
and punished. While it may be true that there are examples where the corrupt have not
been brought to book yet, this is not something that should be encouraged.

2nd ARCTerms of reference

Terms of referencef the Administrative Reforms Commission pertaining to ethics in
governancegovering the following aspects:

A. Vigilance and Corruption:

w { 0 NBy 3 tastiGeywigilgnde td édinate corruption and harassmenhomest
civil servants including, wherever necessary, limiting executive discretion

w ! RRNBaaiAy3d aeaidSYAO RSTAOASYOASaA YIFyAFSa

w 00 LRSY(GAFe LINRPOSRdAZNBaszX NHzZA S&a FyR NBIdzZ |
suggest measures to combat corruption and arbitrary decision making, and (c)
suggest a framework for their periodical review in consultation with the
stakeholders.

B. Relationship between Political Executive and Permanent Civil Service:

w ¢2 & dzB@Bents in thevinsiidtional arrangements for smooth, efficient and
harmonious relationship between civil service and the political executive.

C. Code of Conduct for different organgGadvernment:
w t2ftA0GAOFE 9ESOdziA@S: / A@GAft {SNBAOSazr SGO

While the Commission has examined items A & C in considerable detail in this Report;
itemBisRSIf G gA0GK O2YLINBKSyaia@gSte Ay (GKS 1w/ Q
Commission has examined the relevant laws, codes and manuals, which deal with ethics

and caruption. It has critically studied the institutional framework that investigates
corruption and brings the corrupt tbook. It has also looked at the corruption prone
processes in government and examined the systems, rules and procedures, which
govern these processes.

2nd ARC Definition of Ethi& Corruption

Ethics is a set of standards that society places on itself and which helps guide behaviour,
choices and actions. The Commission is painfully aware that standards do not, by
themselves, ensure ethitdehaviour; that requires a robust culture of integrity. The
crux of ethical behaviour does not lie in bold words and expressions enshrined as
standards, but in their adoption in action, in sanctions against their violations, in putting
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in place competentdisciplinary bodies to investigate allegations of violations and
impose sanctions quickly and in promoting a culture of integrity.

[ 2NNHzLIGA2Y A& |y AYLRZNIFIYG YIYyATSadgqgraazy 2
RSNAGSR FTNRY (KA PIAOXY YSEMRY POFNRI ONBI | :
WSGKAOAQ Aa FTNRY (GKS 2NAIAYILE DNBS]T GSNY
unfortunate that corruption has, for many, become a matter of habit, ranging from

grand corruption involving persons inghi places to retail corruption touching the

everyday life of common people.

Anti-corruption interventions so far made are seen to be ineffectual and there is

widespread public cynicism about them. The interventions are seen as mere posturing
without any real intention to bring the corrupt to book. They are also seen as handy
weapms for partisan, political use to harass opponents. Corruption is so deeply
entrenched in the system that most people regard corruption as inevitable and any
effort to fight it as futile. This cynicism is spreading so fast that it bodes ill for our

democrdic system itself.

Factors Aggravating Corruption in India
In our society, corruption and abuse of office has been aggravated by three factors.

First, there is a colonial legacy of unchallenged authority and propensity to exercise
power arbitrarily. In asociety which worships power, it is easy for public officials to
deviate from ethical conduct

Second, there is enormous asymmetry of power in our society. N&&% of our

people are in the unorganized sector. Quite a number of them lead a precarious
existence, depending on subsistence wages with no job security. And nearly 70% of the
organized workers with job security and regular monthly wage are employed éy th

state directly or through public sector undertakings. Almost all these employees are
WSRdzOF GSRQ Ay I fFNBSte&e AffAGSNIXrGS FyR as
lowliest of public servants are better off than most people in the country. Whaibis,

their employment in government comes with all the trappings of power. Such
asymmetry of power reduces societal pressure to conform to ethical behaviour and
makes it easy to indulge in corruption

Third, as a conscious choice, the Indian state ingady decades after Independence

chose a set of policies whose unintended consequence was to put the citizen at the

mercy of the State. Over regulation, severe restrictions on economic activity, excessive

state control, neaimonopoly of the government imany sectors and an economy of

scarcity all created conditions conducive to unbridled corruption. In addition, many

state subsidies and beneficiagyiented programmes in a situation of asymmetry of

power converted the public servant into patron and maséed reduced most citizens

into mendicants. This at once enhanced opportunities to indulge in corruption and
NBRdzOSR GKS OAGAT SyaqQ OF LI OAGE G2 NBarad S

The experience of the past six decades in our country and elsewhere offers uslealuab
lessons in curbing corruption. It is generally recognized that monopoly and discretion
increase the propensity to corruption while competition and transparency reduce
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corruption. This has been dramatically witnessed in India in the wake of economic
liberalization. As competition came in and choice expanded, corruption plummeted.
Telephones, steel, cement, sugar and even-iMeeelers are among the many sectors,
which have seen enhanced supply and choice, reducing or even eliminating corruption.
Similarly,wherever technology and transparency have been introduced, corruption has
been significantly contained. Computerization and access to information have made
many services from railway reservation to issuing of driving licenses increasingly free
from corrugtion.

A factor which increases corruption is ov@mtralization. The more remotely power is
exercised from the people, the greater is the distance between authority and
accountability. The large number of functionaries between the citizen and finadideci
makers makes accountability diffused and the temptation to abuse authority strong. For
a large democracy, India probably has the smallest number of final decision makers.
Local Government is not allowed to take root and power has been concentratdd bot
horizontally and vertically in a few hands. The net results are weakened citizenry and
mounting corruption.

Viewpoints on Dealing with Corruption

There are two, somewhat contrary, approaches in dealing with corruption and abuse of
office.

The first isoveremphasis on values and character. Many people lament the decline in
values and the consequent rise in corruption. The implicit assumption is that until values
are restored, nothing much can be done to improve the conduct of human beings

The second appiach is based on the belief that most human beings are fundamentally
decent and socially conscious, but there is always a small proportion of people, which
cannot reconcile individual goals with the good of society. Such deviant people tend to
pursue persaal gain at the cost of public good and the purpose of organized
government is to punish such deviant behaviour. If good behaviour is consistently
rewarded and bad behaviour consistently punished, the bulk of the people follow the
straight and narrow pathHowever, if good behaviour is not only not rewarded, but is
actually fraught with difficulties and bad behaviour is not only not punished, but is often
extravagantly rewarded, then the bulk of the people tend to stray from the honourable
path.

2" w/ Q&8 +*+ASHLRAYI
In the real world, both values and institutions matter.

Values are needed to serve as guiding stars, and they exist in abundance in our society.
A sense of right and wrong is intrinsic to our culture and civilizaBom.values need to

be sustained by institutions to be durable and to serve as an example to others. Values
without institutional support will soon be weakened and dissipated.

Institutions provide the container, which gives shape and content to values. This is the
basis of alktatecraft and laws and institutions. While incentives and institutions matter
for all people, they are critical in dealing with the army of public servargkected or
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appointed¢ endowed with authority to make decisions and impact on human lives and
exercising the power to determine allocation of resources. Public office and control over
public purse offer enormous temptation and opportunity to promote private gain at
public cost. Therefore, creation of institutions and designing of incentives arerafsiit
importance in promoting ethical conduct of public servants.

Controlling Corruption

It is well recognized that every democracy requires the empowerment of citizens in
order to hold those in authority to account. Right to Information, effective gftizZeQ
charters, opportunity and incentives to promote proactive approach of citizens, stake

K2f RSNAQ Ay@2f dSYSyid Ay RSEtAOGSNE 2F Lzt AO

making and social auditing are some of the instruments of accountability that
dramatically curbed corruption and promoted integrity and quality of decision making.

In the ultimate analysis, the state and a system of laws exist in order to enforce
compliance and promote desirable behaviour. Therefore, enforcement of rule of law
and dderrent punishment against corruption are critical to build an ethically sound
society. A detailed analysis of our aotirruption mechanisms and the causes of their
failure is necessary in order to strengthen the forces of law and deter the corrupt public
servants.

Perhaps the most important determinant of the integrity of a society or the prevalence
of corruption is the quality of politics. If politics attracts and rewards men and women of
integrity, competence and passion for public good, then theetgas safe and integrity

IS maintained. But if honesty is incompatible with survival in politics, and if public life
attracts undesirable and corrupt elements seeking private gain, then abuse of authority
and corruption become the norm. In such a politicaulture and climate, desirable
initiatives will not yield adequate dividends. Competition and decentralization certainly
reduce corruption in certain sectors. But if the demand for corruption is fuelled by
inexhaustible appetite for illegitimate funds politics, then other avenues of corruption

will be forcibly opened up. As a result, even as corruption declines in certain areas, it
shifts to other, sometimes more dangerous, areas in which competition cannot be
introduced and the state exercises a nalurmonopoly. What is needed with
liberalisation is corresponding political and governance reform to alter the incentives in
politics and public office and to promote integrity and ethical conduct.

Forms of Corruption

All forms of corruption are repreheride and we need to promote a culture agéro
toleranceof corruption. But some forms of corruption are much more pernicious than
others and deserve closer attention. In a vast majority of cases of bribery, the citizen is a
victim of extortion and is compled to pay a bribe in order to get a service to which he

is entitled. Experience has taught most citizens that there is a vicious cycle of corruption
operating and they often end up losing much more by resisting corruption. Delays,
harassment, lost oppounity, loss of precious time and wages, uncertainty and, at
times, potential danger of loss of life or limb could result from resistance to corruption
and norrcompliance with demands. In such cases, the citizen is an unwilling victim of
coercive corruptionBut there are several cases of collusion between the bribe giver and
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corrupt public servant. In such cases of collusive corruption, both parties benefit at
immense cost to society. Awarding of contracts for public works and procurement of
goods and serges, recruitment of employees, evasion of taxes, substandard projects,
collusive violation of regulations, adulteration of foods and drugs, obstruction of justice
and concealing or doctoring evidence in investigation are all examples of such
dangerous forms of corruption. As the economy is freed from state controls,
extortionary corruption declines and collusive corruption tends to increase. We need to
fashion strong and effective instruments to deal with this growing menace of collusive
corruption, which $ undermining the very foundations of our democracy and
endangering society.

Corruption is a global phenomenon and has also become a serious global concern. The
United Nations Convention against Corruption was adopted by the UN General
Assembly in Octolre2003, providing an international instrument against corruption.
The ADBOECD Af@orruption Action Plan, which has been signed by the Government
of India, is a broad understanding to further the cause of knégjional cooperation in

the matter of prevetion of corruption. The World Bank has also declared war against
corruption by refusing to fund projects whose implementation is tainted by corrupt
practices. At the annual meeting of the International Monetary Fund and the World
Bank Group in Singapore 2006, a joint statement was issued with major multilateral
financial institutions agreeing on a framework for preventing and combating fraud and
corruption in the activities and operations of their institutions.

MeasuresAlready Tken

In India, someecent anticorruption initiatives have already been taken. The Supreme
Court has ruled that candidates contesting elections should file details regarding their
wealth, educational qualifications and criminal antecedents along with their nomination
papers. The Right to Information Act, which has recently been enacted, is a potent
weapon to fight corruption. The introduction of information communication
technologies, egovernance initiatives and automation of corruption prone processes in
administration havesucceeded in reducing corruption.

Much more remains to be done however, and beyond the realm of existing regulation.
The escalating levels of corruption in various segments of our economy resulting in large
scale generation of black money, serious eaoiw offences and fraud, and money
laundering leading even to the funding of terrorist activities against the State, have
created a grave situation which needs to be dealt with severely. Benami properties of
corrupt public servants need to be forfeited, also the assets illegally acquired from
corrupt practices. Whistleblower legislation has to be put in place to protect informants
against retribution. Also, we have to suitably strengthen the institutional framework for
investigating corrupt practices andwarding exemplary punishment to the corrupt
thereby raising the risk associated with corrupt behaviour.

Additional Measures Needed

Ethics in governance, however, has a much wider import than what happens in the
different arms of the government. An acregse-board effort is needed to fight
deviations from ethical norms. Such an effort needs to include corporate ethics and
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ethicsinb@d Ay SaaT Ay Tl OG> GKSNBX &aKz2dZ R oS | LI
SGKAOAQ G2 WSGKAOA AYy o0dzAaAySaaQd ¢KSNB Aa
organization and civil society structure as these entities are now vitally involvi in

process of governance. Finally, there should be ethics in citizen behaviour because such
behaviour impinges directly on ethics in government and administration.

Global Responses to Corruption

Corruption is a global phenomenon and has also becomeiauseglobal concern. The
United Nations Convention against Corruption was adopted by the UN General
Assembly in October 2003, providing an international instrument against corruption.
The ADBOECD Af@orruption Action Plan, which has been signed by tbee@Gment

of India, is a broad understanding to further the cause of inégyional cooperation in

the matter of prevention of corruption. The World Bank has also declared war against
corruption by refusing to fund projects whose implementation is taintsd corrupt
practices. At the annual meeting of the International Monetary Fund and the World
Bank Group in Singapore in 2006, a joint statement was issued with major multilateral
financial institutions agreeing on a framework for preventing and combatauggdfand
corruption in the activities and operations of their institutions.
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Questionnaireon Ethics in Governance

I-LEGAL FRAMEWORK

1.

2.

w

Should there be a national policy for eradication of corruption? What should
such a policy enunciate?

Is the definition of corruption as per the Prevention of Corruption Act,
adequate? Is there a need to expand the definition in view of thectfiVention
to which India is a signatory? Should corruption in the private sector also get
included in the definion?

Should India have a law similar to the U.S. False Claims Act?

Is India over regulated? Are there laws/rules which create a climate for which
facilitates corruption?

Shortages of goods and services lead to creation. How can these shortages be
eliminated?

Does the Constitution and laws give undue protection to the civil servants? Is
there a case to revisit Article 3117

Should controlling officers be held answerable for misdemeanours of their
subordinates for not exercising proper supervision?

Are new lavg required, such as dealing with the wealth acquired through
illegitimate means?

[I-ETIHICS INFRASTRUCTURE

1.

W

What specific measures are required to strengthen the ethical foundations of the
fight against corruption?

What legal/institutional/administrative reasures are required to effectively

tame political corruption?

Should we have a Code a Conduct for Ministers? What should it include?
Should we have a Code of Conduct for elected members? What should it
include?

What should be the necessary ingredientadfode of Conduct for civil

servants?

Should there be a Code of Conduct for professionals and professional bodies?

H-INSTITUTIONAL MECHANISM

AT THE GOVERNMENT OF INDIA

1.

2.

Is the existing institutional mechanism, comprising the CVC and the CBI adequate
to combat corruption?

Have controlling officers, over period of time been giving less attention to curb
corruption among their subordinates? Would creation of institutions by itself
eliminate corruption? Are external institutional mechanisms a substitute to

internal vigilance? How to strengthen internal vigilance?
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3.

4.

Is the procedure for obtaining vigilance clearance for officers before posting
them in Government of India, effective? If not what measures should be taken to
improve it?

What mechanisnis required b ensure that only upright officers are posted to
sensitive jobs?

IV-INSTITUTIONAL MECHANISM

AT THE STATE GOVERNMENTS

1.

2.

What should be the relation between the Lokayukta, the State Vigilance
Commissioner and the Anti Corruption Bureaus?

The institution ofLokayukta differs from state to state. Can best features of each
one of these be picked up to have a uniform framework in all states?

How to ensure autonomy for these institutions and at the same time holding
them accountable?

Corruption at cutting edge els hurts the common man. Are special measures
required to combat this?

What needs to be done to transfer power closer to people so that the decision
making power point is near to the people? Would this increase accountability?

V-PROCEDURAL ISSUES

=

Howto ensure that persons with integrity are posted in sensitive posts?

Should there be a mechanism for keeping a watch over the integrity of civil
servants? Which agency should be entrusted this task?

At present there is a system of getting vigilance cleae@How can this be
improved?

What safeguards are required to protect honest officials from harassment? Does
the existing provision of taking prior sanction of Government before registration
of cases, necessary? How to ensure that this does not becomeld &br

corrupt officers?

Is the requirement of taking prior sanction of government before registering a
case, a hindrance in fight against corruption? How does one safeguard honest
official from harassment?

Would outsourcing of some functions by regulat@gencies lead to reduction in
corruption? What functions could be outsourced?

VI-PREVENTIVE MEASURES

1.

2.

Introducing competition gives choice to users/consumers. How can competition
be introduced in service delivery by governmental agencies?

Overregulation increases scope for corruption. Which are the areas where
regulation can be reduced?

Should mandatory praudit of all major procurements/contracts be carried out?
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4. Systemic reforms can help in reducing scope for corruption. Which are the
sectors which Ied themselves for such systemic reforms? How can such
systemic reforms be brought about?

5. Use of technology can help in reducing discretion and thus bring in objectivity?

What are the obstacles in use of modern technology in governance? How can

these be oercome?

Should there be a Whistle Blowers Act?

7.La GKSNB | ySOSaaArde G2 KIFGS W AGAt { SNJ
Services Law?

o

VIFCITIZENS INITIATIVES

1. What mechanism is required to actively involve citizens in fight against
corruption?
QdzZ R (KS WadAy3a 2LISNraGA2yaQ 6S 3IABSY |
3. How can the stakeholders be involved in monitoring corruption in service
delivery organizations?
4. Should there be a system of evaluating and ranking offices based on corruption
indices and then linkingncentives to such evaluation.

N
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Quiz onEthics in Governance

1) Ethics in Governance can be brought about by:

a) Having a code of ethics or societal standards for behaviour
b) Ensuring that the standards are implemented

c) Investigating any violations reported

d) Taking swift action against violators

e) All of theabove

2) Among the factors considered to have aggravated corruption in India are:

a) Arbitrary exercise of power

b) Huge scope for discretionary decisioraking
c) Overregulation

d) Subsidies and beneficiapriented programs

e) All of the above

3) According to the 2nd ARC, what measures are needed for combating
corruption:

a) Moral Science education

b) Salary increases

c) Consistently rewarding honesty dpunishing corruption
d) All of the above

e) None of the above

4) According to 2ndARC, which of the following are listed as instruments for
corruption control:

a) Right to Information

by / AGAT Sy Q& / KI NIi SN&
c) Social Auditing

d) All of the above

e) None of the above
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5) Coercive corruption has a seriously adverse impact on:

6) Collusive corruption has a seriously adverse impact on:

1)
2)
3)
4)
5)

6)

a) Society at large
b) Ordinary @tizens
c) Politicians

d) Industrialists

e) Regulators

a) Society at large
b) Ordinary citizens
c) Politicians

d) Industrialists

e) Regulators

Answers to Quiz ortthics in Governance

D

D

(@]

D
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Case Study
Two Initiatives linking eGovernance with Control of Corruption

It is often said that the biggest problem in developing countries is not poverty; it is the
lack of good governance that perpetuates poverty. It is common knowledge that only a
small proportion of the funds expended on development, disaster relief, or
rehabilitation eventually filters down to the intended recipients. Leakages occur at
G NA2dza LRAYGA YR F2NJ OFNA2dza NBlFaz2ya NI
share to bribes extracted bystionest government officials themselves.

The traditional anonymity associated with administrative positions represents the
special feature of a government official as a civil servant. Roles and responsibilities are
associated with positions, not with indduals; and the internal allocation of
responsibilities is not open to public scrutiny. In theory, anonymity symbolizes the
impartiality of administration. In practice, anonymity makes it difficult for the public to

I 00S&aa apgK2 Aa Kl yfdafioyf Hhilegdéalingéwithligdveibmerz ¥ A
offices. This opacity of administration leads to unequal information among government
officials and the public. The inequality of information combined with concentration of
power makes government structures vulnelalio dishonest exploitation and abuse of
public power for personal gain. It is a phenomenon well known in public life. The
flreyYlyQa ¢2NR F2NJAG A& d/ 2NNHZII A2y ¢ D

¢C2RI& G/ 2y0NBE 2F / 2NNHzZIJiA2Yy ¢ Aa NBO23yATl:
Admittedly, corruption undermines the foundation of government and perpetuates

poverty, especially among the weak and vulnerable sections of society. Because of the
secrecy associated with corruption, it is difficult to collect evidence around overall

impact of varils measures taken by governments to control corruption. This paper
summarizes contemporary understanding of howsGevernance initiatives are being

used for controlling corruption, and some early empirical evidence linkiBgeernance

with control of corrytion.

Role of eGovernance in reducing Information Inequalities

For the purposes of thisase studye-Governance is interpreted as the application of
Information and Communication Technology to Government workifgoeernance has
changed the way in which Government can share information, engage communities, and
deliver services to its citizensor example, with the advent of the internet, it is possible

to have a public website where information about every high value government
transaction can be put up for citizens, public interest groups, and the media to peruse.
Every transaction can be publichatehed, and every decision can be fiercely debated.
From this perspective,-&overnance is not just about process automation and removal
of inefficiencies. Rather, it is about the creation of new relationships between the
government and the governed and dection of inequality of information across
government officials and the public.

The example given in the preceding paragraph illustrates control of corruption as an

explicit objective of ICT application. However, there are other ways in which ICT

applicaion to government processes can lead to reduction of corruption opportunities

as an incidental benefit. Here the role ofgevernance as a corruption deterrent is
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subtle, but can be highly effective if features that can lead to greater transparency and
accountability are consciously built into the design. From this perspecti@gwernance

is not just about creating forums to display and debate public expenditure decisions, but
also about empowering the citizen with information about every day servidézge®s

are often ignorant of procedures, and of their rights. They often need counseling or
advice before they can choose their preferred option. Such advice, however, may not be
made is often denied or made available only at a price.-loweerned sociaees, where
citizens can access interactive help routines or video films to make baftermed
decisions, there is no need to pay a price for basic advice or information. At the same
time, it must be recognized that these benefits ofGevernance do not ane in
isolation. In general, -governed societies will benefit the bettémformed citizens,
because even to search and access the right information requires a higher level of
understanding about the world around and the power of ICT. Nevertheless, aases
cited from a number of Latin American countries and some states in our own country
where petty corruption has been reduced byGovernance e.gnformation System for
Rural Development in Peru, aneSeva Project in Andhra Pradesh.

Case StudySeoulMunicipality - South Korea

The best known example of@overnance being used for combating corruption is the
OPEN system of South Korea. ®yistem implemented by Seoul Municipality enables
on-line tracking of individual applications for a variety of nuipal licenses. Earlier,
extensive municipal regulations, spurred by the expansion of the municipal bureaucracy,
had created new opportunities for corruption. In 1998, the Mayor of the city declared
an allout war on corruption through preventive and ptise measures, increased
transparency in administration, and enhanced pudplitvate partnership. The decision
making processes and actions of individual civil servants have now been made
transparent to the public through this system.

The introduction of egovernance in Seoul Municipality was one element of a broad
range of initiatives. The-governance side of the war on corruption involved setting up
a portal called OPENNline Procedures Enhancement for Civil Applications. The portal,
in effect, performghe following functions:

A Explains to users the elements of the anticorruption drive

A Displays an anticorruption index (comparing five services most susceptible to
corruption)

A Educates citizens on rules and procedures

A Enables realime monitoring ofprogress ofan application for a permit dicense

As such, the administrative practices which were most vulnerable to corruption are
made open and transparent. The OPEN system was extended to 54 government
services. In the first 13 months of launching teystem, civil applications published by
each city departmentotalled 28,000, and the number of visits to the OPEN site reached

2 million by the end of year 2000. It must, however, be noted that although IT was used
as the enabling tool, the focus of tlaaticorruption program was on:

A Simplification of regulations and procedures
A Reengineering of work practices
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A Transparency in procedures
A Effective communication with the citizens

Case StudyElectronic Graft ManagementKenya

A different way to use €owernance for corruption control was conceived of in Kenya.
The Kenya AnCorruption Authority (KACA) was established in1997 and had mainly
been dealing with historical, larggcale corruption cases. In 2001, the Information
Technology Standards AssociatigiTSA) of Kenya launched dflectronic Graft
Management (EGM) pilot project, with the aim to increase public awareness and
encourage public participation in fighting corrupt practices. ITSA's EGM project was
conceived to offer a corruption reporting fagyl in six townswith existing Internet
infrastructurg and two remote locationsAnonymity of users was ensured and reports
were transmitted to EGM centres for analysis and follgswith relevant authorities.

The EGM Centre was set up to monitor thewoé of corruption reporting on a monthly
basis. An increase in the volume of cases reported does not indicate increase in the
incidence of corruption. Rather, it indicates that the number of people using this
channel is increasing, which in turn impliesrgased public awareness, and trust in this
channel. The EGM Centre would filter this information electronically and channelize it to
the relevant authorities for action. It would also solicit statistical feedback from the
implementing bodies on the actientaken, and make the feedback available to the
public, and motivate them to continue using the channel. This was considered necessary
because the greatest challenge facing the EGM project is to get the public to report
genuine corruption voluntarily. ITSAad proposed to use highly motivated youth
volunteers to inform the public in the selected areas about the availability of the online
channel, and to back the youth's campaign through news media, -ttedoor
campaigning for offices, shops, and other sestablishments. The target audience for

the awareness campaign will target groups such as teachers and traders associations,
NGOs, communitpased organizations, churches and religious organizations, as well as
private and public institutions.

POINTS TBONDER

Among the lessons learnt from the South Korean initiative is the understanding
reformers must look beyond individual instances of corrupt behavior and focus on the
structural factors that allow corruption to flourish. The aotrruption drive in Seoul
was successful because sfrong leadership, widespread citizen participation, and last
but not the least, strategic use of technology.

The Kenya example is among the early known cases of a government agency soliciting
information from the public on corruptio incidents and following up on them. In
subsequent years, a number of sites hosted by civil society groups and other interested
parties have proliferated in several countries to expose instances of corruption and to
provide information about assets owndxy individuals holding public offices and their
family members.
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Presentation Slides

Ethicsin Governance

2d ARC Terms of Reference

A Vigilance and Corruption

I Strengthening preactive vigilance to eliminate corruption and
harassment to honest civil servants

T Addressing systemic deficiencies preventing punishment for corrupt
A Political Executive and Permanent Civil Service Relations

T Institutional arrangements for smooth, efficient and harmonious
relationship between civil service and the political executive

A Code of Conduct for different organs of Government
T Political Executive
T Civil Services, etc.

Commission has detailed 1 & 3 in this Report
2 is dealt with in the report on Civil Services Reforms

77



2"d ARC Definition of Ethics & Corruption

A Ethics- societal standards to guide behavior and actid

A Standards should not be only on paper, they must be
I Adopted in action
i Allegations of violation should be investigated
I Swift action should be taken against their violation

A Corruption is a manifestation of the failure of ethics

I Ranges from grand corruption by persons in high places to
retail corruption impacting everyday life of common people

T Anti-corruption interventions today are seen as lip service
without real intention to book the corrupt; or as handy
weapons for partisan, political use to harass opponents

Factors Aggravating Corruption in Indii

A Colonial legacy of unchallenged authority and
arbitrary exercise of power

A Enormous power and discretion of public servants

A Policies putting the citizen at the mercy of the State

I Over regulation, severe restrictions on economic activity,
excessive state control, nearonopoly of the government
In many sectors, economy of scarcity

i Subsidies and beneficiapriented programs enhancing
2LILIZ2 NI dzy AGASE F2NJ O2 NNHzLIG A
capacity to resist demand for bribes
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Viewpoints on Dealing with Corruption

Two view points have been noted b{#2ARC

A Emphasis on values and charactassumes that the conduct
of human beings will not improve until values are restored

A Emphasis on Institutionsassumes that most people are
fundamentally honest, but there are a few who are not so

Role of Institutions
A If honesty is consistently rewarded and corruption
consistently punished, most people will stay honest

A If honesty not only goes urewarded, but is also difficult to
follow; and corruption not only goes gpunished, but is also
rewarded, fewer people will stay honest

ondl w/ Q&4 +ASG L.

Both values and institutions are important

A Sense of right and wrong is ingrained in human beings,
but without institutional support the sense weakens

A Control over the public money carries enormous
temptation and opportunity to for private gain at public
cost, hence appropriate institutions and incentives are
vital for promoting ethical conduct of public servants

A With such a vast number of elected/appointed public
servants having authority to make decisions & exercise
power over resource allocation, Institutions are critical
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Controlling Corruption

A Instruments of accountability
i Right to Information
i 9FFSOGABS OAGAT SyaqQ OKI NI SNk
i Proactive approach of citizens
i StakeK2f RSNEQ Ay@2ft dSYSyid Ay RS
T Public consultation in decision making
i Social auditing

A Quality of Politics

i Attract/reward integrity, competence, passion for public good
i Discouragedisincentivizecorrupt elements seeking private gain

Forms of Corruption

Coercive Corruptiog where the citizen is a victim of extortion and is
compelled to pay a bribe in order to get a service to which he/she is
entitled

Collusive corruptiorg both parties benefit at immense cost to society.
Awarding of contracts for public works and procurement of goods and
services, recruitment of employees, evasion of taxes, substandard
projects, collusive violation of regulations, adulteration of foods and
drugs, obstruction of justice and concealing or doctoring evidence in
investigation

As the economy is freed from state contratxfortionary corruption
declines and collusive corruption tends to increase

Collusive corruption undermines the very foundations of democracy
and endangers society
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Measures already Taken

A Existing Anttorruption initiatives noted by ® ARC

I Candidates contesting elections to file details of wealtl

educational qualifications and criminal antecedents
along with their nomination papers (SC Ruling)

I Right to Information Act

I Introduction of ICT, -governance initiatives and
automation of corruption prone processes

Additional Measures Needed

More remains to be done beyond existing regulation

A Forfeiture ofBenamiproperties and assets illegally
acquired from corrupt practices

A Whistleblower legislation to protect informants

A Institutional framework for investigating corrupt
practices and awarding exemplary punishment

A Corporate ethics and ethics in business

A Ethics in every profession, voluntary organization and
civil society now vitally involved in governance

A Ethics in citizen behavior that impinges directly on ethics

In government and administration
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2'd ARC Recommendations

Range from those seeking to change the legal
framework to those which could be implemented in
shorter time frames through executive directions

A Political Reform

A Code of Ethics

A Legal Framework

A Institutional Framework

A Social Infrastructure

A Systemic Reforms

A Protecting the Honest Civil Servant

Global Responses to Corruption

A Corruption is also a serious global concern

A The UN Convention against Corruption adopted by the
UN General Assembly in October 2003 provides an
international instrument against corruption

A ADB/OECD AnGorruption Action Plan furthers the
cause of inteiregional cooperation for prevention of
corruption (It is signed by Govt of India)

A The World Bank refuses to fund projects whose
implementation is tainted by corrupt practices
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Chapter5

Efficiency in Government
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Efficiency in Government

Efficiencyhas widelyvarying meanings in different disciplinela general,it describes

the extent to which time, effort or cost is well used for the intended task or purpose. In
many cases, efficiencxan be expressed as a percentage of winatuld ideally be
expected So if a task could have been completed in 10 days, but is actually done in 15,
efficiency is 10/15, i.e. 66.67%.

Efficiency and Effectiveness

A discussion on efficiency will be best appated if the distinction between efficiency
and effectiveness is well understoodvery often the two terms are used
interchangeably, but management science makes a clear conceptual distinction
between the two. The difference betweesificient andeffective is thatefficiencyrefers

to how well you do something, whereaffectivenessrefers to how useful it is.

For example, if a company is not doing well and in order to improve productivity, they
decide to train their workforce on a new technolagphe traning goes really wellthey

train all their employees in record time and tests show they have absorbed the training
well. But overall productivity doesn't improve. In this case the company's has been
efficient but not effective. The reasons could be anyn® or both of the followingor

even something else:

1. Low productivity was caused by factors other than lack of employee skills in the new
technology
OR
2. Even though low productivity was caused by lack of employee skills in the new
technology, they were notable to use their newly acquired skills due to non
availability of new equipment required to use the new technology

The example shows while it is important to accomplish assigned tasks, it may even be
more important to determine which task must be accompéd to achieve the desired
outcome.

In general Hficiency is a measurable concept, quantitatively determined by the ratio of
output to input. Compared to Efficiencffectivenessis a relatively vagudifficult-to-
qguantify concept, mainly concerned with achieving objectivé&sfectivenessis the
capability of producing a desired result. When something is deemed effectivesit ha
been successful in achievitite intended orexpected outcome,

The following table summarizes the distinction.

Effectiveness Efficiency

Doing the right thing Doing things right

Producing the intended resulh a
way that may or may not be the
fastest or least expensive but is
adequate to accomplish a
purpose

Performing or functioning in the
best possible manner with the leas]
possibleresourcest{ime, effort,
money, etc.)

Definitions
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Effectiveness Efficiency
Efficiency is about doingjven task
Effectiveness is abo@nsuing in an optimalway, for example
: that the right tasks and activities | doingthemin the fastest or in the
Meaning .
are done AND thgoalsare least expensive way. thay or may
achieved not result in achieving the final
goal but it was done optimally
Effort needed To select the rightasks To do the selected tasks
Standardzation | May or may not help Generally helps
Focus Achieving Goals Completing Tasks
Time Saving May be Certainly
Money Saving | May be Certainly

EfficiencyEffectiveness is not a Zero Sum Game

Very often, effectiveness is considered to be a higher level accomplishment as
compared to efficiency. In order to do something innovative and solve adtamgling
problem, trial and error methods are needed to discover what will actually work.
However, tial and error also leads to wastage of resources, thereby compromising on
efficiency. On the other hand, in certain situations, it may just not be possible to find
and implement a solution without trial and error. Therefore, when a repetitive task is to
be done, doing it efficiently will be the top priority because the outcome is clear and has
been achieved several times earlier. However, when something new is to be done to
solve a longstanding problem, doing it effectively will be the top priority becauisis

more important to solve the problem rather than complete given tasks in the minimum
possible time. Theoretically, efficiency and effectiveness could be positioned as a zero
sum game but in practice, the luxury of doing one at the cost of the atheften not

I @Attt ofS® hyS KFra (2 06S STFAOASYy Oz odzi
use. In common parlance therefore, effectiveness is often subsumed in efficiency.

Efficiency in Government

In the current Indian context,the government functioning is often blamed for being
both inefficient and ineffective. While the debate over whether there is enough
justification for the government functionaries to end up being ineffective and inefficient
because of the constraints they fa@nd the enormity of the work they need to
accomplish goes on, it is difficult to debate that there is vast scope for improvement.
This chapter looks at the issue from an improvement perspective and brings out the
competencies required to become more eféiot and effective As per the Competency
Dictionary for Civil Services released by Department of Personnel and Training,
Government of India, the following twelve competencies are required for Efficiency:

1 Result Orientation 1 Planning and coordination { Developing others

1 Conceptual Thinking 9 Desire for knowledge i Selfawareness and SeGontrol
1 Initiative and Drive 1 Innovative thinking 9 Communication Skills
1 Seeking information § Problem solving 1 Teamworking
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Result Orientation

Result orientation means having a highive for achieving targets and competing
againsta standard of excellence. Various levels of Result Orientation are listed below:

Level 1 Focuses on doing what is Expected
Tries to do the job well and as expected
Works towards meeting timelines and expresses a desire to do better
Is mindful of waste, inefficiency and r¢apism while discharging duties

Level 2: Creates Own Measures of Better Results
Keeps track of and measures outcomes against a higher stanfipstformance
Consistently ensures eiime delivery of quality work
Exhibits creative ways to meet Departmental goals and priorities
Makes suggestions on how work processes can be improved

Level 3: Consistently Improves Systems as well as Performance
Regularly makes specific changes in the system or in own work methods to
improve performance
Takes the initiative to ensure that key objectives are consistently achieved
Monitors efficiency of work practices and modifies them to provide better
service

Works to achieve tasks better, faster, and more efficiently; and looks to improve
quality, community satisfaction, and morale, without setting any specific goal

Level 4: Sets Challenging Goals for the Organisation and works to meet them
Helps set stretced but achievable goals by the team

Benchmarks against standards of excellence and continually strives for superior

performance
Motivates, encourages others to set higher benchmarks and strive for superior
performance

Continually looks to adapt leadimgactices from other
Departments/organisations to improve performance

Level 5: Creates a Culture of Achieving Challenging Goals
Uses a variety of methods to help team members to attain higher levels of
performance

Recognises and rewards innovation, st higher benchmarks to create a
culture of high achievement

Encourages and rewards continuous review and improvement of work processes
Inspires individuals to consistently exceed performance targets
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Conceptual Thinking

Conceptual Thinkingneans understanding a situation or environment by putting the
pieces together and identifying patterns that may not be obviously relaliecheans
connecting the dots while resisting stereotypingarious levels o€onceptual Thinking
are listed below:

Level 1Applies Basic Rules

Applies basic rules, common sense, and past experiences to identify causal
relations, patterns etc or their absence

Is able to recognise when a current situation is exactly the same as / similar to a
past situation

Level 2: Recogses Patterns
Quickly identifies key issues or patterns indayday situations

Able to derive conscious rationale or its absence from recurring situations or
events

Creates own hypothesis to current situation or problem

Level 3: Applies Learning
Uses welchosen analogies to illustrate an issue or a situation
Applies and modifies complex learned concepts appropriately
Considers how well situations are described by existing models

Reaches conclusions by identifying the similarities and difiegs between
situations

Steps back in order to see the bigger picture

Level 4: Clarifies Complex Situations to Stakeholders
/| 2YYdzy AOI 1Sa GKS WoA3T LIAOGIINBQ Of SIFNIe
Makes complex ideas or situations clear, simple, and understandable
Breals- down a complex issue into a useful model or illustration
Assembles ideas, issues, and observations into a clear and useful explanation

Level 5: Develops New Understanding /Meaning

Develops new ideas that lead to greater efficiency amdusiveness, for eg by
analysing global best practices

Willing to experiment without being constrained by bias, stereotypes and
traditional views

Proposes new approaches to the department and / or Civil Services
Proposes alternative, radicaypotheses and tests them / keeps them in play
Redefines the understanding of stakeholder and community needs
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Initiative and Drive

Initiative and Drive means contributing more than what is expected in the job, refusing
to give up when faced with cHahges and finding or creating newpportunities.
Various levels dhitiative and Drivare listed below:

Level 1: Takes Actions on Immediate Priorities
Addresses present issues immediately without waiting to be told to act on them
Is actionorientated and selmotivated towards his/her work
Makes more than one attempt to resolve issues

Level 2: Identifies Opportunities and Responds Adequately
Spots opportunities and is quick to respond to them
Overcomes obstacles to ermmeucompletion of work
CNASa (2 LINBRAOG OftASydlaqQ ySSRaA O6AYyISNY
addresses them
Uses own judgement to escalate issues

Level 3: Creates Opportunities for the Shderm
Proactively engages in new initisg and partnerships with the objective of
creating a future opportunity or bringing about an improvement

Introduces process changes that alleviates pressure during busy periods

Anticipates potential problems and keeps superiors informed about
developments

Acts quickly to seize an opportunity or address a crisis by drawing on required
resources and similar experiences

Level 4: Anticipates and Acts for the MediIrarm
Takes initiative in creating solutions that would support organisation in future
Acts proactively by planning ahead, and pursues specific opportunities

Anticipates situations up to a year in advance, in order to plan action and build in
contingencies

Encourages others to take initiative

Level 5: Nurtures environment that is conducive to taking initiative
Plans for long term to anticipate and take action on possible opportunities or
crises
Creates an environment where individuals are wgland able to take initiative
without fearing consequences of failure

Persists at the problem to overcome obstacles

Creates and supports environment that allows team members to make mistakes
and learn from them

Nurturesan environment of acceptinguistakes and learn from them
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Seeking Information

Seeking information meansaunderlying curiosity to know more about things, people, R
2N AadadsSe ¢KAA AyOfdzRSAa G RA 33 Awp-date with2 NI SE |
relevant knowledgeVarious levels ofeeking Informatioare listed below:

Level 1: Conducts Basic Search
Uses available information in the organisation
Asks direct questions from those who are directly involved in the situation
Conducts basic search to obtain more information in books, journals and internet

Level 2: Investigates Situation
Investigates each situation beyond routine questioning
Checks assumptions against facts by asking questions
Identifies people who areetated and investigates the situation further

Connects all the information available and conducts field visits, if needed, to gain
a comprehensive understanding of the situation

Level 3: Digs Deeper

Asks a series of probing questions to get at thetraf a situation or a potential
opportunity

Consults with experts and practitioners to get their independent perspective,
background information, experience, etc.

Seeks to develop deeper understanding and get adejoth perspective of the
subject

Level 4: Conducts Research
Makes a systematic effort within limited time to obtain needed data or feedback
Conducts irdepth investigation from different and a wide range of sources
Studies best practices of other states, sectors, regions organisagic

Tries to obtain new insight or meaning by conducting or commissioning a formal
research if required

Level 5: Develops Own Sources of Direct Information
Conducts field visits (if needed) to gain a comprehensive understanding of

situation

Idertifies individuals or develops trusted sources to conduct regular information
gathering

Validates the veracity of informal information through other means and
Resources
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Planning and Coordination

Planning and coordinatiomeans theability to plan, organise and monitor work with
effective utilzation of resources such as time, money, and peoplatious levels of
Planning and Coordinaticare listed below:

Level 1: Organises and Schedules Own Work

Demonstrates good time management skills to mehort and mediumterm
objectives

Plans own work schedule and monitors progress against it optimally
Uses available resources optimally to meet work objective
Identifies and tries to solve bottlenecks in own area of work

Level 2: Monitoring Own Pgoess
Monitors progress periodically and revises work plans as required

Keeps oneself up-date and makes necessary adjustments to timelines, work
plan, and resource allocation as necessary

Identifies risks and early warning signals and modifiekwtan accordingly

Level 3: Considers Interrelated Activities

Produces an integrated plan taking into account imgated activities to
achieve the overall objectives

Clearly prioritises multiple, interrelated tasks when working with others

Consilers a range of factors in the planning process (for example, costs, timing,
public needs, resources available, etc.)

Anticipates risks and incorporates mitigation plan into overall work plan

Level 4: Manages Competing Priorities

Steers planning andoordination of Department activities to achieve sustainable
enabling environment in respective fields

Manages resources to meet competing objectives

Establishes alternative courses of action, organises people, and prioritises
activities to achieve restd more effectively

Sets, communicates, and regularly assesses priorities

Balances the priorities of different interest groups keeping in mind the bigger
picture

Level 5: Londerm Planning Focus

Creates a stable and predictable environmente@aable organisation ineaching
its full potential

Incentivises to create Bevelplaying field for cizens to be able to harness their
capabilities
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Desire for Knowledge

Desire for knowledgemeans kepng up-to-date with relevant knowledge and
technology, share latest developments with others, and adviocpthe application of
acquired knowledgeVarious levels dDesire for Knowledgare listed below:

Level 1: Maintains upp-date Knowledge
Maintains upto-date knowledge about practices and policies that assist in
performing dayto-day work
Keeps own policy and procedure binders (circulars, memorandums, OMS),
working papers, and ensures that files aretopdate

Level 2: Proactively Keepbreast of Change in Environment
Seeks to understand policies and procedures in the related work area,
Proactively reads relevant literature to enhance knowledge of relevant practices
Keeps abreast of changes in internal and external environmertt ithpacts
work area
Identifies and utilises learning opportunities to improve knowledge (for example,
courses, observation of others, assignments, etc.)

Level 3: Develops Broader Conceptual Knowledge
Draws opportunities for learning from day to day experience
Seeks to enhance knowledge through interaction with experts and by reading
articles and journals
Consults closely with other Departments and relevant stake holders to develop
broader conceptue.  dzy RSNAR Gl YRAY 3IQ
Pursues challenging assignments to develop expertise

Level 4: Prepares for the Long Term
Develops an external orientation, by keeping-topdate with professional
bodies, trends, and new legislation
Reads widely, such as policy dotents, external reports, or professional and
Government journals
Explores best practices and identifies opportunities for implementation in the
existing environment
Encourages knowledge and experience sharing
Looks beyond the short term and makesnbes in systems and processes which
focuses on long term knowledge enhancement (capacity development, planning,
research etc)

Level 5: Seen as a Role Model
Is identified as a thought leader in own professional or technical field
Encourages and faitdtes the acquisition of knowledge in others
{dz33Sada aidNraGS3IASa (2 RSOSE 2L 5SLI NI Y
base
Creates an environment for development of knowledge of self and others
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Innovative Thinking

Innovative thinkingmeans @ennessto change, approachg issues differently, and
offering alternate / out of box solutions and sting for efficiency by working smartly
Various levels adhnovativeThinkingare listed below:

Level 1: Is Open to New Ideas and Change
Identifies pasibilities of improvements in current areas of work
Open to the possibilities of change and considers ways to implement and adapt
change in current area of work
Improvises in case of issues of urgent importance

Level 2. Suggests Innovative Ways olvi8g Issues and Improving Current Ways of
Working
Suggests ideas and feedback for improvements with others in a constructive
manner
Applies learning from experiences and observations and implements to improve
efficiency in the area of work
Conducts regular reviews of the progress and identifies possible areas of
improvements
Puts aside preconceptions and considers new ideas on their merits

Level 3: Proactively Seeks Opportunities to Initiate New ldeas / Change
Seeks improvement in publservice delivery through multiple methods such as
technology, efficient work practices etc
Proactively engages with stakeholders for continuous improvement in service
delivery
Identifies bottlenecks and warning signs and initiates preventive action
Prepared to meet the challenges of difficult change and encourages others in
doing the same
Challenges the status quo and looks for unconventional solutions

Level 4: Encourages Innovation
Encourages ideas, improvements and measuredtaking to mprove services
Identifies & implements changes to transform flexibility, responsiveness, and
quality of service
Articulates and demonstrates the change messages, on possible occasions, to
possible audience
Creates comprehensive plans and redesigns control mechanisms to respond
promptly to critical events and to manage change.

Level 5: Creates a Culture of Innovative Thinking and Ability to Handle Change
Critically Challenges decision making and allocatioresources
Promotes innovative thinking and welcomes game changing ideas
Tolerates genuine mistakes and measured risk taking to achieve transformation
Rethinks systems and partnership approaches to achieve desired outcomes
Creates a culture oinovation, flexibility and responsiveness, mobilising the
Department to respond swiftly to changing priorities

92



Problem Solving

Problem solvingmeans uderstanding a situation by breaking it into small parts,
organising information systematically and settipgorities. Various levels oProblem
Solvingare listed below:

Level 1: Breaks Down Problems
Breaks down complex issues into smaller parts for easier analysis
Collects and analyses related information from a variety of sources
Is able to effectively sift through information
Identifies the links between situations and given information

Levé 2: Identifies Basic Relationships
Identifies the causand-effect relationship between two aspects of a situation
Develops an action plan based on causal relations and pros and cons
Weighs pros and cons of different options

Level 3: Identifies Mtiple Relationships

Able to diagnose multiple cause and effect relationships in a problem (ability to
see several potential causes of an event or several events)

Develops potential solutions and identifies risks involved

Level 4: Develops Solutiotts Complex Problems
Ability to see the holistic picture
Identifies interdependencies between various components
Communicates complex problems in a simple manner
Develops a solution that attempts to address the complexities at different
Generateoptions to address the problem in its entirety

Creates solutions that address not only immediate issues (quick fixes) but also
takes steps for mediurnto longterm impact of the solutions
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Developing Others

Developing othersneansgenuinely belieingA Yy 2 6 KSNBRQ OF LI 6 Af AGASA
personal responsibility for their developmentreating a positive environment for

learning and proviohg developmental opportunities for individual and teafdarious

levels ofDeveloping Otherare listed below

Level 1: Expresses Positive Expectations of others
al 1Sa LRaAlGAGS O2YYSyda NBIFNRAy3I 2GKSI
those who may be perceived as not having high potential
Believes that others want to and can learn to improve their perfance

Level 2: Provides Guidance and Detailed Instructions
Explains how to do a task, with detailed instructions and demonstration
Provides practical support with the aim of developing others depending on their
needs
Expresses positive expectatidios the development of others

Level 3: Ensures Learning and Development and Provides Specific Feedback
Reviews work delivery and providienely, constructive, and specific feedback in
key strengths and areas for improvement
Encourages team members tlevelop learning and career plans and follows up
to guide their development and measure progress
Values different personal needs of the team members and uses this
understanding to promote inclusiveness
Ensures diversified exposure for team membeos, gxample, opportunities to
work on stretched projects

Level 4: Empowers for Lofigerm Development
Takes risks on others to enable them to grow, by delegating responsibility and
decisionmaking
Allows others to learn from mistakes in naritical settings
t NPOARSE YSYU2NRY 3 &dzLIL2 NI YR RANBOUGAZ2
needs for the longerm development
Creates an inclusive environment, from which all staff, including
underrepresented groups, can develop

Level 5: Develops Future Leaders
Continuously assesses the talent requirements and proactively manages talent
pipeline to ensure operational excellem
Institutionalises mechanisms that support continuous learning and improvement
Manages and develops teams with an acute awareness of inclusiveness, equality,
and diversity
Builds capacityglevelopment strategies to support career developméat all
employees
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SelfAwareness and Seltontrol

Selfawareness and Se@ontrol meansidentifying2 Yy SQa 26y SY20A 2y | f

O2yGNRfa 2ySQa S mankigyserse oNJprafesgiofialisna and
emotional restraint when provoked, faced with hostility or working under increased
stress. It includes resilience and stamina despite prolonged adverditg®uslevels of
SelfAwareness and Se@ontrolare listedbelow:

Level 1: Is Aware of Self and Restrains Emotional Impulses
Aware of own feelings, strengths and weaknesses
Aware of the connection between own feelings and their impact on own actions
and performance
Reads situations rationally
Resists the tempt#on to act impulsively
wSYIFrAya OFtY Ay adNBaaFfdzZ aArddza GA2ya

Level 2: Responds Calmly

by

g NB 2F K29 2ySQa SyzG4A2ya FyR OGA2Ya

Conducts rationally even under strong internal emotions

Knows whate@ G A2y f WK2(0 o0dzidi2yaQ KSkaks$s
cause emotional responses

Acts calmly and respectfully towards others despite difficult situations

Has an honest understanding of own weaknesses and strengths

Level 3: Manages Stress Effectively
Actively manages seffffectiveness in different situations by thoroughly
dzy RSNR G YRAY3 2F 2ySQa 24y NBalLRyaSa
Uses stress management techniques to deal with stress and control responses

Responds constructively amtofessionally to extreme challenges, provocation
and/or professional disappointments

Continues providing effective leadership in situations of stress or adversity

Level 4: Managing Self and Others Under High Stress or Adversity
Calms others duringtressful situations (by remaining calm, listening attentively)

Diffuses stressful situation and lightens the environment for example by humour,
presenting analogies etc

Coaches and mentors others on ways to manage stress
Accepts negative feedbackammature manner

Level 5: Nurtures a Culture of Rationality and Calm Behaviour
Able to maintain focus and stamina for self and others in prolonged adversity
Nurtures a culture to identify and dissolve stressors by better planning and
analyzing the past instances
Creates and promotes culture of calm behavior in a large group or aegem
Improvises and innovates to cutanoeuvre stressful situations to attain
expected results
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Communication Skills

Communication Skillsieans aticulating information to others in language that is clear,
concise, and easy to understand. It also includes the ability to listen and understand
unspoken feelings and concerns of othev&arious levels o€Communication Skillare

listed below:

Level 1: Listens Attentively and Presents Information Clearly
Listens actively and objectively without interrupting

/| KSOl1a 26y dzyRSNAGIYRAY3I 2F 20KSNAQ

paraphrases, asks additional questions)

Is able to ask questionsearly to gather basic understanding of issues at hand
Presents basic facts in a clear and concise manner, both orally and in writing
Keeps superiors and other relevant stakeholders informed

Level 2: Fosters Twé&ay Communication
Conveys information, opinions and arguments fluently and confidently in a

(

YFYYSN GKFEG Ot SIN¥eé& SELXIAya GKS oSyST¥

people in the society

Elicits feedback on what has been said

Is able to ask leading and opended questions to allow for deeper thoughts to
surface during communication

Understands complex neverbal cues and incorporates the understanding to
achieve better tweway communication of ideas

Maintains an open communication channel with others

Communicag information likely to be perceived negatively with sensitivity and
tact

Supports messages with relevant data and examples to create better impact and
to enhance understanding

Is able to write complex ideas in an easy to read, coherent, accurate manne
devoid of jargon

Level 3: Adapts Communication to Others
Adapts communication style to suit the situation

¢F1Sa 20KSNARQ LISNRLISOGAGSa Ayaz I 002dzyi

Times communication effectively keeping in mind the overall context and public
opinion

Anticipates the response to messages and adapts communications accordingly
Is able to understand the neverbal cues of the speaker

Level 4: Communicates Complex Messages Clearly and Credibly
Does not bluff, acknowledges lack of informati@ats tactfully and follows up
response in agreed time
Communicates complex issues clearly and credibly, to widely varied audiences
{KFNBa GKS ARSI ¢gAGK 2LIAYAZ2Y YI{SNERZ
Uses varied communication methodologies to promote dialogne shared
understanding through interesting examples (stories, myths, cases, best
practices etc)

Level 5Communicates Strategically
Uses different forums, media vehicles, tailors messages accordingbhieve
optimum results
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TeamWorking

TeamWorking means verking together as a unit for the common gaahd huilding
teams through mutual trust, respect and cooperatidfarious levels ofeamWorking
are listed below:

Level 1: Cooperates with Others
Willingly complies with the team decisions,a good team player, does his or her
share of the work
Willingly gives support to eworkers and works collaboratively rather than
competitively
Shares all relevant information with the team members, provides ideas, inputs
and suggestions
Deals honstly and fairly with others, showing consideration and respect

Level 2: Appreciates Positive Attitudes and Expresses Positive Expectations of Team
Has a positive attitude towards team members
Communicates their expectations towards others positivalyterms of their
abilities, expected contributions, etc.
Acknowledges the work of others
Speaks positively about the team members , when either communicating with
them directly or to a third party
Shares experiences, knowledge, and best practicdsteam members
Assumes responsibility for own work activities and coordinating efforts

Level 3: Solicits Inputs
Solicits ideas and opinions to help form specific decisions or plans
Displays willingness to learn from others, including subordinates and peers
DSydzAiySte @l fdSa 20KSNARQ SELISNIA&S
LYO2NLI2 NI 1Sa 20KSNARQ adzZa3aSadrazya Ayaz2 LI

Level 4: Encourages Others
Publicly and formally credits others who have performed well
Encourages and empowers others, making them feel strong and important
Builds relationships with team members and with other intdr intra-
Department work units
Encourages others to shaexperience, knowledge and best practices with the
team

Level 5: Works to Build Team Commitment
Promotes good working relationships rising above the bias
Collaborates with other Departments to work towards a larger goal
Capitalises on opportunitieand efficiently utilises diverse talents of the team
members
Works towards building positive team environment and addresses descriptive
behavior such as theds, insults, stereotyping or exaggerations
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Quiz on Efficiency in Government
1) Efficiency means:

a) Being Innovative

b) Being Confident

c) Being Sympathetic

d) Being Productive (correct answer)

e) All of the above

2) Effectiveness means:

a) Doing the right things (correct answer)
b) Doing things right

c) Working very hard

d) Documenting neatly

e) None of the above

3) In reallife, Efficiency and Effectiveness:

a) Can be distinguished in a clezut way
b) Can always be done together

c) Can never be done together

d) Are equally important

e) None of the above (correct answer)

4) According to the Competency Dictionary released by DoPT, nunaber
competencies under Efficiency is:

a) 6
b) 8
c) 10
d) 12
e) 14
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5)

6)

7

According to the Competency Dictionary released by DoPT, which of the
following is a Competency for Efficiency:

a) Result Orientation
b) Conceptual Thinking
c) Initiative and Drive
d) Seeking information

e) All of the above (correct answer)

According to the Competency Dictionary released by DoPT, which of the
following is a Competency for Efficiency:

a) Planning and coordination
b) Desire for knowledge

c) Innovative thinking

d) Problem solving

e) All of the above (correcnswer)

According to the Competency Dictionary released by DoPT, which of the
following is a Competency for Efficiency:

a) Developing others

b) Seltawareness and Se@ontrol
c) Communication Skills

d) Teamworking

e) All of the above (correct answer)

Answers toQuiz onEfficiency in Government

1)
2)
3)
4)
5)
6)
7)

d
a

o o

99



Case Study

Case summary to be prepared from Best Practices availahle at
http://indiagovernance.gov.in/map.php
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highlights the standards of service delivery that it subscribes to, availability of choice for
consumers, avenues for grievance redress and othéated information. In other

words, it is a set of commitments made by a department regarding the services which it

RSt AGSNE® ¢KS /AGAT SyQa / KFENISNI Aa AyiSyRS
can demand committed standards of service and avamedies in case of nen

O2YLJX AlyOS o6& aSNWAOS LINPJGARSNI 2NHIYATFGAz2
to render public services citizen centric by making them demand driven rather than

supply driven.

I AGAT Sy Qa [/ KI NIi S Niase i lth@Bxican ®fSybliclserviceé délivdryifdr NJ LIK
quite some time now In theory they are a potent tool for citizen empowerment

through proactive and prominently displayed information on services to be rendered by
government agencies, including servitanglards and the process for laying down these
standards. Proper implementation of the Charter concept automatically ensures
transparency, openness and access to relevant information in the public service delivery
domain.

In India there have been severditeanpts by successive governments to bring about
greater accountability and transparency across the governance machinery and
particularly, in service delivery. However, despiteNsB I OKAy 3 OKIlI y3Sa Ay
governance structure, government has lahg been seen as dictating its own terms,

neither offering good service, nor providing enough information to citizens that would
enable them to understand how they can get better service. While on the one hand, the
government took concrete steps towardsegter openness in service delivery by
YIYRFGAY3 GKS AYyiNRRdzOGA2Y 2F [ AGAT SyQa |/
theoretical exercise with little impact on service delivery to vulnerable sections that
were in dire need of change. It has been widelgegded that the journey is arduous

and there is much that remains to be done.

The Conference of Chief Ministers that was addressed by the Prime Minister in May
MpdT YIYRFEGSR AYyiNRRdAzOGA2Y 2F [ AGAT SyQa |
government depaments to publicly declare their obligations of service delivery.

¢ KSNBIIFTUSNE RAFFSNBYG 2NHFyATlIGA2ya OFYS o
progress across the country was not uniform. Many times the exercise remained on

paper and there were mumerable instances where organizations formulated their

Charters in response to government guidelines without really understanding the logic of

these guidelines.

Implementation Assessment

' FGSNI GKS AYUNRBRAzOGAZ2Y 27F ibwielekcises ViaveibeenK | NIi S
conducted to gauge the effectiveness of Charters as a tool to improve service delivery

by empowering citizens through better information. The following table summarizes the

more weltknown studies conducted.

! Called Service Charters in many countries
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Year

Participant/s

Reviewer

1998

Delhi Government Organizations

NGO - Consumer Co-ordination Council

2000 Three Banks

Management

Training Institute - National Institute of Bank

2002

Delhi Government Organizations

NGO- Transparency International

2003

Pradesh)

Five Central Government Organisations
and 15 Departments/ Organisations
(Andhra Pradesh, Maharashtra, Uttar

Professional Consultants

/I AGAT Sy:@ssessnfert Stlid®INO2B03(India)

The results of these studies, though encouraging from the viewpoina ofascent

initiative, nevertheless throw up several areas for improvement, especially on
implementation realities. It is clear that many organizations formulated Charters more
in letter rather than spirit. Many a time, high degree of cynicism was prevalerihe

ground over the efficacy of such an initiative. In general, it was found that the
improvements were few and far between and there was no established mechanism
within the government to guard against poor service delivery or to ensure minimum

standdNRa Ay | ff

480G2NE YR

LINR INBaaArg@gSt e

expectations. Citizens still continue to experience and perceive government agencies as
largely inaccessible, inscrutable, unsympathetic and unfair. In many forums, it was
observed hat without a mechanism to assess implementation of Charters with

NEFSNBYyOS G2
to deliver the desired benefits.
HYR | w/

I AGAT Sy Qa

OSNI I Ay

OAS o

2y

| KKRI BINEX&Aa68F aBRU2VKS

adl yRIFINRa&ax

I AGAT 8y Qa

GKS [/ AGAT S

/ KI' NI S NA

I AGAT Sy Aa

organizations exist not to rule but to serve the Citizens. In order to ensure that
both the service providers as well as Citizens realize that public agencies are
meant to provide service, each orgaripa should spell out the services it has to

LISNF 2NY | YR

GKSY

aLsSoOATe GKS

ail yRFNRAKY 2N

Charter is a set of commitments made by an organization regarding the standards
of service which it delivers, seeking to make arganization transparent,
accountable and citizen friendly.

I AGAT Sy&aQ

/ KI NI S N&

aKz2dzZ R 068

T One size does not fit all

T [/ AGAT SyaqQ
overall umbrelt 27

/] KI NIISNJ aK2dzZ R
idKS

YIRS STTSOGAO

0S LINBLJI NBR T2

2NHBI yYAAlI GA2YyAaQ OKI NI SNJ

1 Wide consultation which include Civil Society in the process
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Firm commitments to be made

Internal processes and structure should be reformed to meet the
commitments given in the Charter

| Redressal mechanism in case of default

f tSNA2RAO SGIfdzZ A2y 2F [/ AGAT Sy&aQ [/ KI NI S
1 Benchmark using endser feedback

1 Hold officers accountable for results.

DdZA RSt Ay Sa 2y [/ AGAT SyQa / KFENISNER Ay

The last guideline8 y F2 NXdzf | GA2Yy 2F [ A byDefayngeat of/ K| NI S
Administrative Reforms and Public Grievange2011 and disseminated through four
workshops covering all central and state government departments during September
November 2011. The guidelines provide as under:

C2NXYIFG 2F /mAGAT SyQa / KIFNIS

TheCitizen'sChater shouldcontainthe followingninesections:
i. CoverPage

ii. Vision

iii. Mission

iv. Servic&Sandads

v. GrievanceRedressMechanism

vi. Sakeholdes/ Cliets

vii. ResponsibilitfCenters

viii. Indicative expedationsfromservicerecipienii & Q

ix. MonthandYearfor nextreview of the charter

i. Cover Page - To ensue instant recogntion and userfriendliness,it is important
that all Citizen's/Client's Chatershave auniform cover pageasunder:

National
Emblem

Logo (if any) CITIZEN'S / CLIENT'S
CHARTER

NAME OF THRINISTRY /DEPARTMENT
Address with website ID

Month and Year of Issue

ii. Vision
iii. Mission
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iv.

Servicegandards - The informationinthissectionshouldbe presentedinthe
followingformat:

SERVICE STANDARDS

SNo/Main Services| Timelines

Officer responsibldor | Contact details of
delivery of service the officer

* Main Servicesinclude servicesthat are being provided on a regular basis,services
rendered occasionallyunder exceptional orextraordinary circumstancesshouldnot be
a part of Main ServicesMain servicesshouldalso rave supportinggrievanceredress
processes.

* Timelines are the most common form of service standard

vi.

Vii.

viii.

Grievance Redress Mechanistthissectionshouldcontaininformation relatingto
thefollowingitems

a. Nameandcontactdetails of PublicGrievanceCfficer

b. HelplinenumberMebsite URLtolodgegrievance

c. Responsdobeexpededbypersonlodgingthe grievance
d. Timelinedorredress

Sakeholders/ Clients - Thissection shouldontain the lgt of stakeholde's / clients
who have beenconsuted for stting servicestandads. Thestakeholderconsutations
donefor the Strategydevelopment processmay beusedfor the purposeof setting
standadsaswell.

Responsibilitycentersand Subadinate organizations - Thissectionshould contain a
list of the ResponsibilityCenters and Subadinate Organizations under the
admingtrative control of the Mnistry/Department. hformation in this £ction
should includereferencesto the service standads of the Responsibility Centers
and Subadinate Crganizations,howto lodgeagrievanceagainst them,andthe role
of the Ministry/Departmentin ensuringhat they have setstandardsfor serviceand
aredeliveringservicesaccadingly.

Indicati ve expedationsfromservicerecipients - Thissectionshouldcontain
responsibilitiesof the Citizens/ Clients if they are to avail efficient servicedelivery
at the standadsstatedin the Chater. Examplesof thiswouldincludesubmiting
compktedappliation formsalongwith allthe requiredenclosues,dulyattested
whererequired; aosscheckingfor information or the latest positionon a matter on
the Department's website beforeraisingaqueryor agrievanceetc.

. Month andYearfor the next review of the Chater - Thissectionshouldindicate the

monthandyearfor the next review of the Chater. Thisallowsthe citizensto be
patient till the next majorrevision.Thenext date of review shouldnot betoo distant.
Uppertime limit of oncein ayearor oncein two yearsmay beprescribed.
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2 KAETS GKS [/ AGAT SyQa / KI NI Shaorckable iH & go&NaF f £ &
law, over the last two yearsguarantee oftime-bound delivery of services by
government agencies is gaining acceptance &gal righ of citizens in India. Till date

17 States have enacted legislation to this effeantid aCentral Bilhas alsobeenon the

anvil Although there are differences across States on how this is being implemented; in
general those services are chosen where-faquisites for providing the service are not
complex and it is possible to make the internal departmental process transparent to
applicants The following table shows a compilation of Service Guarantee Acts passed by
various Indian States as on Februasy 2013.

Table 1: States with Legislation on Time Bound Services to Citizens

# State Act Name& Date
1 | Assam Right to Public Services Act
2 | Bihar Right to Public Services Act
3 | Chhattisgarh Lok Seva Gurantee Adhiniyam
4 | Delhi Right of Citizen to Time Bound Delivery of Services Act
5 | Goa Right of Citizens to TiriBound. Delivery of Public Services Bill
6 | Gujarat Rightof Citizens to Public ServicBsl
7 Himachal Lok Seva Guarantee Adhiniyam
Pradesh
8 Jammq & Public Services Guarantee Act
Kashmir
9 | Jharkhand Rajya Seva Dene Ki Guarantee Vidheyak
10 | Karnataka KarnatakaSAKAL/Services Act
11 | Kerala Government Service Assurance Bill

12 | Madhya Pradesh Lok Sewaon ke Pradan ki Guarantee Adhiniyam

13 | Orissa Right to Public Services Act
14 | Punjab Right to Service Ordinance
15 | Rajasthan Lok Sevaon Ke Pradan Ki Guarantee Adhiniyam

16 | Uttar Pradesh Janhit Guarantee Adhiniyam

17 | Uttarakhand Right to Services Act
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vdzAT 2y [/ AGAT SyQa / KIF NI SNJ

1) / A G AGh&t¢r@were introduced in India in:

a) 1990
b) 1997
c) 2005
d) 2011

e) None of the above

2) ¢KS NBFf LlzN1}R2&asS 2F KIFI@Ay3a | [/ AGAT SyQa |

a) Get publicity for government departments

b) Make a list of work done by the department

c) Empower citizens through preciggormation about departrental
services

d) Comply with government instructions

e) All of the above

3) According to the reviews conducted till 2005 by Department of Administrative
WSF2N¥Ya 9 tdzof AO DNASOIyOSas D2OSNYyYSyi
Charers had:

a) Improved service delivery

b) Been highly appreciated by civil society

c) Clearly laid down service standards

d) Been conducted largely as exercises on paper

e) All of the above
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41 O02NRAY3I (2 HYR ! w/ X [/ AGAT Sagoting theK | NII S NJ
following:

a) Preparing separate Charter for each independent unit

b) Conducting periodic evaluation of their effectiveness

c) Holding officers accountable for results

d) Changing internal processes to ensure commitments made in the
Charters are fulfiéd

e) All of the above

5) According to guidelines issued Department of Administrative Reforms & Public
DNAS@IyOSaszs D2@SNYYSyid 2F LYRAI Ay
Charter should be:

a) 3
b) 5
c) 7
d) 9
e) 11

6) The following clauses are mandatory toincludey’ | / AGAT Sy Qa

a) List of Services without service standards

b) List of Services with service standards

c) Month and Year of next review of the Charter
d a&c

e) b&c

Answersto Quizoh A GAT Sy Qa / KI NI SNJ

1)
2)
3)
4)
5)
6)

o o O (o

o

D
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Case Study

Excellence in Citizen Centkdministrationg9 @2 t gAy 3 { S@2G Gt Y / 2YLX
[ fTASYdQa / KFNISNI YR /2YLIzi SNAT SR / dzad2 YSN
Mechanism (GRM) in the Department of Posts

The Citizen Centric Administratian9 @2 t @Ay 3 { S@2G 01 X /1 WISyAI QA
Charter and Sevottam Compliant web based Computerized Customer Care System
(CCC) Grievance Redress Mechanism (GRM) in the Department of Posts was launched to
redress, monitor and prevent public complaints, as mandated by RFD12011

With an dea to bring a change in public service delivery, the up gradation process
ensured transparency, easier access to public and intense dynamic monitoring in the
organization through Sevottam CompliancEhe following steps were taken by the
Department toimplement the new process.

1 Assessment of the network, infrastructure, HR related bottlenecks and logistics for
creation of a Sevottam compliant Public Grievance Redressal system for the
Department of Posts

1 Providing a documented procedure for systematioptaint handling uniquely
identifying and recording relevant details of complaint, remedy requested, due date
of redress and immediate action to be taken

1 Categorization of the complaint based on the sevetiBrompt acknowledgement
of each complaint indatting the complaint number, redress time expected and the
name, designation and telephone number of the contact person

1 Investigation of the complaint for immediate resolution and information to the
complainant, if delayed

Communication of the decision the complainant and getting feedback

Nomination of Ombudsman who could be approached if normal service delivery
mechanism fails to respond

T /2YLX AlLYyOS F2NJ ljdzZ tAGe 2F LINRPOSaasSa 27F [ A
Service delivery

1 Formation of a cee team involving the software development experts of the
Department and senior officers of the PG Division, DOP to rigorously test the GRM in
a closed system for accuracy and continual successful operation of the features
before its release in the publdomain

Through this initiative, the Department has been able to achieve the following.

1 With the Citizens/Clients component extending to all the 1,54,866 post offices in the
country, the CCC GRM component extends to 24,969 computerized post offices,
which hclude 19,890 post offices with internet connectivity. The complaints are
grouped into 13 categories for 24 major services.

T ¢KS {S@20GFY [/ 2YLXALYd [/ AGAT SyQak [/ EASYylQ
formulated into a standardized module for a post office i K N2 dzZ3 K Wt NR 2S Ol
through which more than 15,000 post offices have been covered.
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1 The daily log in status reports generated by the CCC GRM system have facilitated for
better monitoring in the system, which have increased the efficiency ofeervi
delivery

1 The classification of the complaints as critical, major, minor and pending has
resulted in increased transparency and effective service delivery. The automatic
generation of replies, acknowledgements to complaints and the revised GRM has
significanty reduced tle number of customer complaints

1 The simplification of the processes and the dissemination of revised processes
through training at all the levels have ensured efficiency of service delivery to the
customers

¢KS /AGAT SyQa |/ feht RgurSdNid tBeTsix fin&sS ChartSre vaAIEDN in
Government of India as determined by the Performance Monitoring Division of Cabinet
Secretariat and a trophy of Excellence was conferred on the Department'oMagch

2012 for evolving and implementinghe present version. Extracts from the
5SLI NIYSydQa / KIEINIGSNI FNBE aKz2gy o0St260

Service Standards of services provided by the Department of Posts (DOF)

5.No. Services/Transaction Success Indicators Service Standards Unit
1Y Service Standards of various services for Departmental Post Offices
1 Mails lime from posting / booking to = xciuges aoy of posfing. noligays and sunaavs. | Unit in Days
Helivery o LA e ) IMinutes
» Aricies posted before cut off fime.
etc.
1.2 Delivery of First class mail Local* and between Metro
i.e. letiers, postcards, Inland | Cities** 2
letter cards, etc. * Loc:al — within Municipal City limits Days
** Metro- Delni, Mumbai, Kokata,
Chennai, Hyderabad and
Bengalun.
Rest of India 4-4
1.3 Delivery of : Local* and between Metro
P Registered [ Insured articles, | Cities** 3
b Express Parcel Post * Loc:al — within Municipal City limits Days
b Second Class Mails i.e = Metro- Deini, Mumbai, Kolieata,
N Chennai Hyderobod and Bengglury.
Parcels, Book Packets,
Registered Newspapers, efc| Rest of India 5.7

D |Miscellaneous

0.1 | Expectations from Service Recipients

1. Mails

1.1 |» Address of addressee and sender should contain House Number, Name of Street, City, District, State and Pin Code.
* Name of vilage of addressee and the name of the delivery Branch Post Office of the addressee.

* Phone number of the sender and addressee [optional).

To conform to packing. size and content requirements for registered and Insured articles and parcels.
hitp://www.indigpost.gov.in/Mail_Prohibited_Ardicles.aspx

To comply with instructions for articles prohibited by Post. hitip://www.indigpost.gov.in/Mail_Prohibited_Ardicles.aspx

To affix comect amount of postage on mail ardicles.

To provide Mail Box on the ground flocr for each address in the mulfi storied building.

To notify the delivery post office of the change of address and provide the forwarding address.

To give proper authorization to his/her representative for receiving delivery of registered | insured, money orders and Speed
Post etc. in his/her absence.

Meoney Order/Mails Services

To cooperate by preducing ID on demand by Postmen or at the counter.

To insist on obtaining receipts for aricles and money orders booked.

Savings Bank / Cash Certificate Services

To provide Know Your Customer [KYC) documents as prescribed.

[&]

o |in | d |

o feafpafra|ma
[&]

24.08.12 Citizen's Charter of DOP
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POINTS TO PONDER

What is special about the Charter that it has been considered one among the best
Charters in Government of India?

What is the significance of putting tliate of issue of Charter at the end of each page?

What was the process followed by the Department to ensure that the norms laid down
in the Charter are actually met?
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Public Service Delivery

The dd! w/ NBO23yAl Sa GKIFG I /AGATSyaQ / KI NS
means to an end a tool to ensure that the citizen is always at the heart of any service

delivery mechanism. The Commission is of the view that any attempt to make
adminigration citizen centric should be easy to understand both by the citizens and the
2NBFYATIFGAZ2yad {AyOS GKS YIEAYdzY AydSNI OF
F2NXIFGA2yaE A0 A& ySOSaalNR GKFEG NBF2Nya 7
take place at that level rather than following a trickle down approach by concentrating

on reforms at the apex level.

During its visit to various States and organizations, the Commission met citizens who
observed that the large number of reforms carried outH#adquarters do not trickle

R2gy G2 GKS OdzidAy3 SR3IS tS@St IyR GKSNBTF?2
number of citizens. Examples most often cited, pertain to lack of citizen centric reforms

at the village level because of which Patwaris ghdi KSNJ 2 YOALlf asx 02y
AYRAGSNBY (G IyR O2NNHzZLIi® ¢KS &l yYS I LILINERIF OK
¢t2RF&> Yz2ald 2F GKS UStR F2NX¥YIFIGA2ya SAGKSNI
a generic one provided by the Headquarters.

The ARC $en Step Model for Citizen Centricity

This model draws from the principles of the IS 15700:2005, the Sevottam model and the
Customer Service Excellence Model of the UK. Each organization should follow a step by
step approach which would help it in becomiimgreasingly more citizen centric. This
approach should be followed not only by the top management but also by each unit of

the organization that has a public interface. e top management has the dual
responsibility of setting standards for itself as welh JdzA RAy 3 GKS &dz 2 NR
setting their own standards. Besides, all supervisory levels should ensure that the
alidlyRFNRAE a4S0G o0& (GUKS adzow2NRAYIFGS 2Y0Sa | NB
2NBFYATFGAZ2YFE 321 f ad  Ideh&vdzihg auibriomydad Ket ST OK
standards, these would have to be in consonance with the organizational policies.

I ® 5S0yS it aSNIBAOSAE VKAOK @&2dz LINPOARS Iy
b. Set standards and norms for each service.

c. Develop capability to meet ¢hset standards.

d. Perform to achieve the standards

e. Monitor performance against the set standards.

f. Evaluate the impact through an independent mechanism.

g. Continuous improvement based on monitoring and evaluation results.

{GSLI mY 5S50yS {SNWAOSa

All organizational units should clearly identify the services they provide. Here the term

service should have a broad connotation. Enforcement departments may think that
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enforcement is not a service. But this view is not correct. Even the task of enforcement

of regulations has many elements of service delivery like issue of licenses, courteous
behaviour etc. Normally, any legitimate expectation by a citizen should be included in

0KS GSNY WYaSNIBAOSQ® 5SUyAy3 (KS aSmBAOSa
understanding the links between what they do and the mission of the organization. In
addition, the unit should also identify its clients and if the number of clients is too large

Al aK2dzZ R OFGS3I2NRAT S GKSY Ayi2 pimhNRinzghd ¢ L&
AyiGz2z OAGAT SyaQ ySSRao

Step 2: Set Standards

LG KlFra 0SSy ¢Stf alAR GKIG WgKFEG OFyy2id 0S5
aSNDAOSaE KI @GS 06SSy ARSYGAUSR IyR RSUyYySR:
important step is to set staratds for each one of these services. A good starting point

would be getting an input from the clients as to what their expectations are about each

2yS 2F GKS ARSYGAUSR aSNBAOSa® ¢ KSNBI FiSN
overallgoals and® O2dzNBES G(KS OAGAT SyaQ SELSOGEHGAZY
which they could commit. It is very important that these standards are realistic and

achievable. Complaints redressal mechanism should form an integral part of this
exercise. ThesestRl NRa &aK2dzZ R GKSYy F2NX |y AyadSINI

Step 3: Develop Capacity

aSNBfe REIYyAaFgRERPAOSaAa FyR aStiay3a adl yRINRA
each unit has the capability for achieving them. Moreover since the standardse &e t
upgraded periodically, it is necessary that capacity building also becomes a continuous
process. Capacity building would include conventional training but also imbibing the

right values, developing a customer centric culture within the organizati@hrarsing
0KS Y20AQFGA2Y YR Y2NXtS 2F GKS adlao

Step 4: Perform

|  Ay3 RSUYSR GKS aidlyRIFINRa +ta ¢Sttt |a RSQ
mechanisms have to be evolved to ensure that each individual and unit in the
organization performs toachieve the standards. Having a sound performance
YIYylI3SYSyiG aeadSy ¢2dZ R SylroftS GKS 2NAEFYyAI
towards organizational goals.

Step 5: Monitor

Well articulated standardsf performance would be meaningful only if theyeaadhered

to. Each organization should develop a monitoring mechanism to ensure that the
commitments made regarding the quality of service are kept. Since all commitments
KFaS G2 F2NX | LINI 2F GKS /AGAT SyaqQ [/ KI N
mechanism is provided which signals any breach of committed stand#wdwould

involve taking corrective measures continuously till the system stabilizes. Compliance to
standards would be better if it is backed up by a system of rewards and punishments.
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Step 6: Evaluate

It is necessary that there is an evaluation of the extent of customer satisfaction by an
external agency:A & S @I fdz2 GA2y O2dzZ R 6S GKNRBdAZAK NI yF
obtaining feedback from citizens during periodic interactions or even an assessment by

a professional body. Such an evaluation would bring out the degree to which the unit is

citizen entric or otherwise. It would also highlight the areas wherein there have been
improvements and those which require further improvemeiitis would become an

input in the continuous review of the system.

Step 7: Continuous Improvement

Improvement in the gality of services is a continuous process. With rising aspirations of
the citizens, new services would have to be introduced, based on the monitoring and
evaluation, standards would have to be revised and even the internal capability and
systems would regre continuous umradation.

The Commission is of the view that the approach outlined in the model described is

jdZA S aAYLI S YR GKSNB akKz2dzZ R 0S y2 RAYOd#
adopt this approach and make it citizen centrithe Commission would like to
recommend that the Union Government as well as State Governments should make this
model mandatory for all public service organizations.
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Quiz on Public Service Delivery

1) According to the 2nd ARC, reforms for public servitsivery must be
concentrated at:

a) Central Ministry level
b) State Secretariat level
c) Country level

d) City level

e) Field Office level (correct answer)

2) bdzY o SNJ 2F { (0 SLIA -cenffic sexdie delivery && OAGAT Sy

a) 3
b) 5
c) 7 (correct answer)
d) 9
e) 11

3) ThefirststepA Y HY R | weénfidser@de delivier$ ryfodel is:

a) ldentification of Services (correct answer)

b) Reducing time taken in service delivery

c) Providing drinking water facility for citizens in the office

d C2NXNdzZ FGAYy3 + /JAGAT SyQa / KI NIi SNJ

e) None of the above

A ¢KS t1ad adSLI -tegtricseyvive delwery@radel®A G AT Sy

a) Display of Citizen Charter at a prominent place

b) Matching Charter commitments with actual delivery

)t NPGARAY I GUNIAYAYy3I (G2 SYLI28SSa 2y [ Al
d) Continuous improvement in servistandards based on monitoring and

evaluation results (correct answer)

116



51 O0O2NRAY3 (2 -eeptrk servive daliery@bdelMbriiofing
performance against the set standards requires:

a) Providing avenues for citizens to lodge complaints

b) Mechanism tosignal any breach of committed stand&abrrect answer)
c) Ensuring punctuality in office

d) Setting up Information and Facilitation counter

e) None of the above

6) ! OO0O2 NRA Yy 3 {isep citifeRcentriv $efige delivery model should be:

a) Used fortrainings in State ATlIs

b) Made mandatory only in Central Government organizations

c) Only in State Government organizations

d) In both State and Central Government organizati@srect answer)

e) None of the above

Answers to Quiz oPublic Service Delivery
1) e
2) c
3) a
4) d
5) b

6) d
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Case StudySAKALA

This case study describes howGevernance has been used to implement one of the

Y240 Y2YSydG2dza AYyAGAlI G0A@SAa 2y 322R 3J20SNY
legislation guaranteeing time bound delivery of servicescitizens by government
departments. As we write, there are 15 Indian States that have enacted such legislation,

and an overarching Central Act is also on the anvil. Today the legislative framework for

right of citizens to receive timbound services is weéstablished, but it will be

premature to draw any inferences about its effective implementation. Wherever
positive results are seen, they are more about honest efforts, intermediate progress and

limited gains. Largscale beneficial outcomes for citizerespecially the weaker sections

are yet to catch the eye.

While it is too early in the day to assess how effectively the Acts already promulgated

are delivering results, some insights are clearly visible even now. As a general rule,
legislation alone iseddom effective in achieving the desired results. In the present

context, timebound services to citizens will not get delivered only by legislating
penalties for delays. While the provision for penalty will make frontline employees

accord higher priorityo time-bound service, actual delivery on time will happen when
legislation is accompanied by complementary governance reforms that build systems

and capability for timely delivery as a matter of routine. The capability needs multiple
interventions like snplification and standardization of delivery process, use of e
Governance solutions, adequate and efficient support infrastructure, capacity building

and attitudinal change among frofiine staff. If adequate attention is not paid to these

enabling intervations, energies of government employees will be directed towards

L I yYyAy3 2y WK2g (G2 Sa0FLIS O2yaSljdsSyoSa 27
WK2g (2 SyadiNB (AYSte aSNBAOS a2z GKIFIG OAGAI
While we pride ourselves in brgj the largest democracy in the world, we are still far

gl & FNRY KIFI@Ay3a | a3I20SNYYSyld 2F GKS LIS21
attempts at making India a welfare state have been hindered by bureaucratic delays, red

tape, and lack of transparep@and accountability in the system. More than six decades

after Independence, the distance between the government and its citizens in not only
continues, but in certain aspects it is growing. Barring some exceptions, getting routine
services from governmerdepartments in this country is associated with running from
LIAEEFN G2 Lad FyR LI e&Ay3a oNRoSa G2 3ISa ws
G2 3F20SNYYSyld 2FFAOSE F2NJ FAYRAy3 2dzi GKS
for granted.

INh QG 20SNJ HAaMME RdAzZNAYy3 2yS 2F KAa aWHyl iKI
Chief Minister of Karnataka found that many citizens approaching him were asking for
routine services that should have been provided by some or the other department in

the normal course. He directed the Chief Secretary (CS) to Government of Karnataka
(GoK) to examine this issue and come up with a legislation to guarantee some basic
services being provided to citizens within stipulated time norms. Pursuant to this,
Secreary, Department of Personnel and Administrative Reforms (DPAR), GoK was
entrusted with the responsibility of seeing this legislation through. In two States,
Madhya Pradesh and Bihar, such Acts had already been passed more than a year ago

and a team of GoHfficers visited Bihar to understand the modalities.
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By December 2011, the Karnataka Guarantee of Services to Citizens Act (KGSCA) was
passed and Rules were notified in January 2012. Briefings for Secretariat officers were
conducted from February 13 to 16, 2012 as per schedule shown in Annexure 1. Initially
four districts viz. Udupi, Mangalore, Bidar and Dharwad were identified as pilots to
commence implementation from March 07, 2012 and #day workshops for
implementing officers in each of these districts were conducted within February itself.
Subsequentlythere were some changes in the districts selected for pilot, but eventually
the two-day workshop agenda was formally structured and scheduled for delivery to all
districts as shown in Annexure 2. Implementation of the Act across all districts in
Karnatakawas announced from April 02, 2013uch prompt action is attributable to
strong political will with the Act being passed unanimously by the Legislative Assembly
and Council, and the Law Minister being appointed as the Nodal Minister. Despite
political deelopments leading to change in Chief Ministerial incumbency, the
establishment remains committed to making this experiment successful.

MIS and Analytics

GAnything that is measured and watched imprayes

As a result of data capture on an individual serveguest basis, a phenomenal amount

of data can be accessed through the portal. This includes applications received,
accepted, returned, disposed in time, disposed with delays, and pending. Data on
individual applications can be sorted by district, Talukpadtment, and service. The
portal is thus able to provide the functionality of a Decision Support System (DSS) and
the SAKALAMission has been using it as such. Table 2 shows examples of specific
decision support use of data available through the portal.

Table 2: Using SAKALA System for Decision Support

Data Decision/Action

Offices/services for which | Determine if it is actually zero receipts, or bypass of the
applications received are | portal due to manual processing of applications
negligible

Officesthat are delivering at| Determine whether the process followed by them can be
a faster pace than others | used as a benchmark

Offices that are continuous | Guidance for reducing/removing default
defaulters

Application disposal trends | Continuous process imprement methodologies to adapt tq
smarter ways of working and service delivery

Application rejection/ return| Corrective action (e.g. where information deficiency amon
trends citizens was to return or rejection of service requests led
setting up of 19elpdesk across the state and bringing
down rejections

Time series data Distinguish issues that stand resolved from those that still
need corrective action

Performance Ranking acro| To foster a spirit of competition to vie for the top spot in
Taluks monthly performance. reviews

Analytics Discovered that officials/citizens do not enter their mobile
numbers while applying, this was rectified and a jump fron
22% to 35% in mobile numbers being entered was seen
between January and February, 2013
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Annexure 4 shows the distribution of applications received through tBAKALA
software across departments, services, and districts, along with disposal rates as per
record.

SAKALAMIission

The State government has set upSAKALAMission which is assigned exclugiv to
oversee implementation of the Act. In addition, 31 District IT consultants are appointed
by the Mission on contract basis to assist the Deputy Commissioners, who are the Nodal
officers for managing and monitorirgAKALAor all departments.

SAKALMranding
Gb2 Y2NB RSflLeaz oS RSTtAGSNI 2y GAYSE

The caption, logo and name of the Act were selected through a campaign inviting
citizens to send in their entries and win cash prizA#er filtering through thousands of
entries, the nameSAKALAvas selected WA OK AY YI YVIARISQY @INy aW 3P A

GAYSQsS YyR GKS afz23ry &aStSOGSR Aa Wb2 Y2NB
clock for time consciousness with the hammer to indicate justice.

ore de
RO

&
SAKALA

Figure 9:SAKALA 0go

Communication Strategy

It is a weHaccepted fact of life that effective communication with various stakeholders
is critical to the success of any initiative. If stakeholders do not understand the logic or
the provisions of the initiative, it will remain undetilized or may egn be misused. In

the case oSAKALAit is extremely critical for citizens to know and understand what the
government is doing for their benefit so that they can use the new mechanisms in the
right way and get the benefit that is due to them. Communicatadoout SAKALAO
citizens has been done through various means and channels as described below.

In February 2012, citizens were invited to participate in a contest to come up with a logo
and slogan foSAKALANd a cash prize 0f1.00 lac was offered to thwinner. Inviting
citizens to participate in the contest and the publicity around it has served as an initial
communication to spread awareness about the initiative among the public.

A media plan was drawn up jointly by trfeAKALAMission and the Information
Department which includes use of radio (All India Radio), television (Chandana TV of DD,
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Suvarna TV, TV9, Janasri & Udaya TV), newspapers (Deccan Herald, Times of India, The

Hindu, India Express among English dailies and Kgayataka and Prajavaani among
Local dailies), posters and hoardings (placed at important junctions of public
congregations like alongside the bridge on the way to the Airport, high traffic signal
points), facebook posts, and street plays (knowrbasdhinatakain local language) in
villages for widespread citizen awareness. With a budgét1o85 lacs per district and

2,500 per play, 1620 plays were planned in rural areas of all 30 districts of the state. A
formal workshop was conducted in March 2012set the expectations for the plays and
training were organized for the teams in Mysore, Belgaum, Gulbarga, Bengaluru Urban,
and Bengaluru Rural. The plays were conducted as per plan with 54 of them being done
in each districtAnnexure 5 shows sample dent of one such Beedhi Natak conducted

at Yadgir in August 2012.

Regular seminars and workshops are conducted by various organizations like Resident

Welfare Associations, Women Self Help Groups, Consumer Forums, NGOs where

SAKALAMission officers and sakers from ISEC, IIM are invited to deliver talks on
SAKALASAKALAMission is using the interaction platforms at such seminars to receive
suggestions and feedback for making further improvements in the system.

Innovative methods of awareness generatidmdugh students are also being used. The
9RdzOF GA2Yy S5SLINIYSYyd NHzya | LINPBINIY OIf
children participate in contests such as meacting, essay writing, debates, and
dramas. Under this program, children are encouragetake upSAKALAS a topic for

the contests. Under another initiative by tHRAKALAMMIission, students from the Jain
Group of Institutions were asked to develop a facebook accounS#IKALAA third
initiative has students from the Aditi Mallya schooluedting themselves and also
spreading awareness abo®AKALAAdIti Mallya is a premiere educational institution
providing aHround education to its wards in Bengaluru. As part of its curriculum,
students are required to develop a working knowledge of ggoment set up that
provides citizen services. The faculty at the school were looking for ways to fulfill this
requirement. Incidentally that was also the time when Government of Karnataka came
up with the SAKALAAct, which was making the headlines. Adtallya School has
chosen SAKALAss the case study for its students and sent a group of students to
Information Department (which is a nodal agency for the publicity woiRAKALA This
group of students then went on to spread awareness abBAKALAn the Yelahanka
region of Bangalore.

Employee Training

"The wisest mind has something yet to | earn.

In order to enable frontline employees understand the implications of the Act without
0SAYy3 dzyRdzt & | f I N¥YSRX (NI AYAYy IghdoSustiranS |
but also to pay attention to the content of training and what messages participants
went back with. InitialSAKALArainings were used as opportunities for participants to
understand the provisions of the Act and to develop drawing boaatlel processes
which could lead to compliance with the time norms laid down in the Act. These
drawing board models later graduated into standardized workflow steps which are
currently accessible to one and all, including the public, through SAKALAortal.
Modules for training were drawn which included clear demarcated daysSAIKALA
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training as well as attitudinal aspects. Extensive use of SATCOM to train employees
online has resulted in much wider coverage though with some compromises on the
power atributable to interactive training.

Awards and Accolades

TheSAKALAroject is among the four projects that won the Google Innovation award at

the Google and Karnataka State Innovation Council (KSINC) event in March 2013
Fyy2dzyOAy3 (GKS WROYWFAKAA K GBIONIOINRIOK { OKYAF
Google exclaimed, "What USA could not-dgou have done; converging government

RSLI NLIYSyda YR RAAOALE AyAy3a (KS ¢2NJ] F2ND
to NIC for takingsAKAL#his far andsaid that the brand image of the government needs

to change from a lethargic, inefficient, ndéransparent, uraccountable, corrupt lot to

just the reverse. To an extent it has changed over the past 11 months, and will further
improve in the coming daysséSAKALAmMplementation will go online through cyber

cafes and booking centres as well. Any vendor with a working computer, scanner and a
Frad AYyOGSNySia 02yySOGAz2zy O2dZ R o6S | 3208
commitment was to simplify the procesd provide access to such an extent that

citizens can freely take advantage of information technology.

Reference letters appreciating the work done under SAKALA have been issued-by well
known organizations including Department of Administrative Reformd &wblic
Grievances (Government of India), Institute for Social and Economic Change, Lal
Bahadur Shastri National Academy of Administration, Zachman International, and World
Bank. Annexure 6 shows a compilation of the appreciation letters.

Citizen Feedbdc

Citizen feedback received B§AKALAMiIssion indicates that in general citizens are
pleased with the professional approach®AKALMission officials and the intervention

of SAKALAMission has helped them in getting the work done which was otherwise held
up. Citizens have also given feedback on the working of a specific department (Revenue)
and asked for the procedures to be simplified and made citfriendly. Annexure?

quotes clizen communications received SIAKALMission.

Project Benefits

1 History is being made in the country with public servants actually becoming
WEASNDIFyida 2F (KS LlzotAO0Qr FfoSAG G GKS N

1 Credibility of government is being restored by premg something and then seeing
to it that the promise is keptonsistently

1 Recorded data has replaced anecdotal information on service requests and their
disposal to support decisiemaking. Between April 2, 2012 and March 13, 2013 a
total of 2, 09,26,39hpplications were routed through the SAKALA software of
which 97.85% are recorded as disposed

1 Reduction in hidden costs borne by citizens on making repeated visits or paying
bribes only to find out procedure and status of application
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1 Anytime anywhere accegoints in addition to usual office locations accessible
during office hours

1 Citizen contact information available in 35% cases (as on January 2013)
1 Improvement in turnaround times:

o Passport verification (1.94 lakhs applications so far) initigtuired 90 days.
After 4 months of SAKALA Act it has been brought down to 20 days only. Backlog
of over 60,000 applications was successfully cleared in the process)

0 Rejections have come down from 7.65% to 3.67%

o Disposal rates have improved from the lastagter from 97.35% in November
2012 to 97.85% in February 2013 for over 2 crore applications

1 Reduction in number of complaints received for seven specific services after their
inclusion under SAKALA

1 Reduction in government revenue leakages is expectedey epplication for
service is now being entered in the system.

1 Specific initiatives by certain districts to simplify procedures and reduce time taken
for delivery of services. A case in point is thaiative of Deputy Commissioner,
Dharwad. Whilgime limit under Land Revenue Act for conversion from agriculture
to nonragricultural purposes is 120 days, process has been simplified for reducing
time taken to 45 days.

POINTS TO PONDER

How is SAKALA implementation different from the way similar Acts bmiag
implemented in other States?

What are the success factors behind progress made in service delivery to citizens after
passing of SAKALA?

What areas do you think are still in need of improvement?
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