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Chapter I:
The Maharashtra Right to Public Services Act, 2015

1.1 Genesis

Provision of hassle-free delivery of public services was recommended by the Second
Administrative Reforms Commission in its report in 2005. Accordingly, the Central
Government has stressed the need for review and revision of Citizen’s Charters of various
departments in Central as well as in State Government along with the Union Territories.
However, there was no penalty if the time limit prescribed by the Citizen’s Charters was not
adhered. The Maharashtra Right To Public Services Act, 2015 removes this lacuna.
Maharashtra, being one of the leading states in good governance, has always focused on its
citizens as nucleus of its development. On the back drop of the Maharashtra Government
Servants Regulation of Transfers and Prevention of Delay in Discharge of Official Duties
Act, 2005 and subsequent Private Member’s Bill for the Guarantee of Public Services to
Citizens in 2009, the legislature has passed the Maharashtra Right to Public Services Act
(MRTPS) on 28™ April 2015 which provides for transparent and accountable governance for

the citizens of the State.

1.2 Unique features of the Act

The revolutionary ‘The Maharashtra Right to Public Services Act, 2015” has several unique
features which make it different from Acts of other states in the country. The State Act
stressed need for creating work culture, promoting use of digital platform and improving
quality of public delivery system. The Act stresses need to provide public services to the
eligible person and assures transparency, accountability and timeliness in governance. The
objective of the Act is to empower citizens by improving public grievances redressal system
and enhancing capacity of the public delivery system. It marks a paradigm shift because it
gives citizens right to demand services and casts statutory obligation on the government to
provide the public services within prescribed time frame in an efficient and transparent

manncr.

Section 3 of the RTS Act makes it mandatory for all departments to notify their Public

Services, Designated Officers along with First and Second Appellate Authority, specific time

HA 1571-3
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limit for each notified service within three months from the enactment of the Act and
thereafter from time to time. Accordingly, out of 31 departments 28 departments have

notified 506 services under this Act until 31 March 2021.

1.3 The Maharashtra State Commission for Right To Public Services

In order to supervise, monitor, regulate and improve overall delivery of public services by
various departments of the state government, a Commission was constituted under section 13
(1) of the Act and the State Chief Commissioner was appointed on 1% March 2017. In case
of delay in providing services or denial without adequate justification, eligible person can file

first and second appeal within the department and the third appeal before the Commission.

1.3.1 Functions

Under the Act the Commission has been assigned with various duties and functions
which give it unique identity along with the responsibility of implementation of the Act in the
state. As per Section 16, the Commission is entrusted with effective implementation of the
Act and to make suggestions for ensuring effective public delivery of these public services.
The Commission is also empowered to take SUomotu cognizance of the failure of the services,
carry out inspections of the offices, recommend departmental enquiry in case of failure of the
public services, monitor delivery of public services by public authorities, and take decisions
on the appeals.

The Commission is vested with the powers of the Civil Court under Code of Civil
Procedure, 1908. The Government is bound to consider and implement recommendations of

the Commission made under section 16 of the MRTPS Act.

1.3.2 Organizational Structure

The office of the Commission is located in Mumbai. There are 34 sanctioned posts in
the Commission office, out of which 24 Government Officers / Staff and Contractual Staff
working at present. The State Chief Commissioner for Right to Public Services was

appointed with effect from 1* March 2017.
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1.4 RTPS Delivery Channels: Aaple Sarkar Service Portal and Mobile
App

The Commission, on priority took up the matter of providing single e-platform for availing
notified services by the eligible persons. Another issue that was given importance was the
awareness training by YASHADA to the government officers. This helped in efficient and
effective implementation of the Act in the state. The Commission has insisted that all notified

public services should come under single platform.

1.4.1 Aaple Sarkar Service Portal

The Aaple Sarkar Service Portal is made available for the providing online services to
the public. At present Maharashtra is the first state providing maximum services in online
mode. This platform is not only useful for availing services but also gives real time data
regarding online services provided by the departments, number of services made available
for public by the concerned department, applications received and applications disposed and
the number of pending of applications. So far 9,78,81,812 applications have been received
online and 9,40,65,732 have been disposed by the concerned Designated Officers by 31
March 2021.

1.4.2 Mobile Application
Considering the huge response to the online services, special mobile application for
Right to Service is made available to the public. The main purpose is to provide easy search
for department wise services and tracking of the application. The mobile application is

available for downloading on https://itunes.apple.com/in/app/rts-maharashtra/ or RTS

Maharashtra. It can be downloaded on Android or I-phone free of cost. Citizen can apply

online using this mobile application.

1.5 Training

The Act provides for training component for its effective implementation and enhancing
work culture among the officers and staff responsible for the service delivery. Recognizing its
importance training was imparted with the specific objective of creating awareness among the
Designated Officers, Appellate Authorities and other government employees through
Yashwantrao Chavan Academy of Development Administration (YASHADA), Pune.
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1.5.1 Training by Yashwantrao Chavan Academy of Development
Administration (YASHADA), Pune

YASHADA being an apex training institute of the Government of Maharashtra in
entrusted with the task of conducting “Orientation Training” programme under the State
Training Policy for the effective implementation of the Act and to create overall awareness
about the MRTPS Act among the government staff and officers. Sensitization about the Act,
its objectives and provisions under various sections were explained in training for all cadres
at district level.

The year 2020-21 was the year of Pandemic and lockdown due to situation of
COVID-19 in the state. The training programme in YASHADA were arranged mostly online.
The programmes arranged by YASHADA in the month of January and February 2021 only.
The subject of Maharashtra Public Service Rights Act, 2015 has been included for training

during the foundation, refresher and post-promotion training programs for category "A"

officers..
Table 1.1 Training Programmes by YASHADA
(2015-16 to 2020-21)
S. No Year No. of Trainees

1 2015-16 84,930
2 2016-17 1,22,285
3 2017-18 15,170
4 2018 - 19 9,194
5 2019 -20 5,764
6 2020-21 389

Total 2,37,732

1.5.2 Technical Training

Technical training sessions are conducted by Maharashtra Information Technology
Corporation (Maha IT) district-wise for respective departments whose services are
covered under MRTPS Act. Training is imparted to department staff & officers in

respect to the usage of Aaple Sarkar Service Portal and mobile app.
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Mabharashtra Information Technology Corporation (Maha IT) is wholly owned
by the State Government of Maharashtra. Its District Managers impart knowledge of
portal to concerned department staff which cover service process flow from citizen to
department on how to dispose applications, provide services or reject the application

after recording reasons, how to dispose appeals online, tracking & verification.

Table 1.2 Technical Training Programme by Maha IT

Sr. No Year No. of Trainees
1 2015-18 10,275
2 2018-19 7,900
3 2019 - 20 5,004
4 2020 - 21 866
Total 24,045

1.6 Journey of MRTPS at a glance

1.6.1 The Act and Notifications

After receiving the assent of the Hon. Governor of Maharashtra, the Act was
published in the Maharashtra Government Gazette on 21% August 2015. The Act came in
force from 28™ April, 2015 and the Rules were published on 16" November, 2016. It made
mandatory for all government departments to notify within three months public services
which eligible person can avail under the Act. Accordingly, various departments published
the list of the notified public services, with the names of Designated Officers, first and second

Appellate Authorities and time limit for each service.

1.6.2 Constitution of the Maharashtra State Commission for Right to

Public Services
For the effective implementation of the MRTPS Act, Shri Swadheen Kshatriya (IAS
Rtd.), former Chief Secretary to the Government of Maharashtra, was appointed as the first

State Chief Commissioner for Right to Public Services on 1% March 2017.
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1.6.3 Online services

It has been decided to provide all services online through Aaple Sarkar Service Portal
and mobile app. Mahaonline developed the software and various departments were asked to
integrate their service portals with Aaple Sarkar Service Portal. During the period 2015 to
31% March 2021 a total of 9,78,81,812 applications have been received online. Out of 506
Notified Services 409 Services are available online. The software development of remaining
97 Services is in progress.
1.7 Review Meetings
The Commission had several meetings and reviewed with various departments for

effective implementation of the Act.

1.7.1 Meetings with Secretary and other officers in Mantralaya
The Commission held regular meetings with Secretary and other officers of
Government of Maharashtra. During meetings the Commission reviewed various issues
relating to effective implementation of Maharashtra Right to Public Service Act. Following
points were reviewed with Secretaries of all Departments:
e Preparation of master list of notified Public Services by all departments
e Need to Notify all public services by the departments
e Review of services which have less response from public
e Ascertain reasons why a service has been de-notified.
e Integration of online services with Aaple Sarkar Portal.
e Collection of information of offline data in forms “A” “B” and “C”
e Scheme of incentives for Designated Officers with excellent performance.
e Implementation of public awareness programmes about MRTPS Act
e Organizing more training programmes for Designated Officers and Appellate
Authorities
e Using Tagline and Logo of the Commission on notified services.
e Analyzing and identifying reasons for delay and poor response to some notified
services.

e Increasing the number of Aaple Sarkar Seva Kendra.
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1.7.2 Review Meetings with Secretaries of Government Departments
The Commission held regular review and interaction with the secretaries of various

government departments and reviewed the implementation of the Act.

Table 1.3 Review Meetings of various Departments

Commissioner RTS Konkan Division, Principal Secretary | 16 March, 2021
Information and Technology, Administrative Director Maha IT
and Joint Secretary GAD.

Principal Secretary Energy Department, Administrative Director | 24 and26 March,
Maha IT, Joint Secretary, Food, Civil Supplies Department , | 2021

Medical Education and Drugs Department, Soil and Water
Conservation Department, Urban Development Department,
Public Works Department, Additional Commissioner Food and
Civil Supply and Deputy Director, Directorate of Municipal
Corporation.

1.7.3 Video Conferences with all Divisional Commissioners and District
Collectors

All District Collectors were designated as “Controlling Officers” for the district vide
the GR dated 12 March 2018. As such, the Commission interacted with all Divisional
Commissioners and District Collectors and Commissioner RTS Konkan Division, Principal
Secretary, Information and Technology, Administrative Director, Maha IT and Joint
Secretary, GAD on 10 November 2020. All Chief Executive Officers, Commissioner RTS
Konkan Division, Joint Secretary, GAD, Deputy Secretary, Rural Development Department
24 November 2020 and all Divisional Commissioners and District Collectors and
Commissioner RTS Konkan Division, Principal Secretary Information and Technology,
Administrative Director Maha IT and Joint Secretary, GAD on 2 February 2021 and insisted
on effective implementation of the Act. Similarly, the Commission also expressed concern
about delay in service over stipulated time, pendency of appeals, online complaints, review of
nonfunctional Seva Kendras, permission to new Seva Kendras, advertising notified public

services, reducing unnecessary demand of documents, providing information about off line

” 113

applications through forms “A”, “B” and “C”, providing information about penal action, fine

imposed, monthly report of inspection, information about training programmes, information

about Best Practices, use of Logo and Tagline. The Commission also insisted that the role of
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the District Collector as controlling officer for MRTPS is very important for effective

implementation of the Act.

Table 1.4 Review Meetings

Rights Act

Administrative Director, Maha IT
and Joint Secretary, GAD.

Topic Departments Date
Presentation to Department of | Online  Presentation to  the | 8 September, 2020
Administrative Reforms and | Screening Committee on
Public Grievances (DARPG), | Maharashtra Right to Public
Government of India Service Act
Suggestions made by | General Administration | 29 September, 2020
Commission  in  Annual | Department
Report for 2018-19 for
proper implementation of Act
Effective use of online system | General Administration | 01 December, 2020
for implementation of | Department and  Information
Maharashtra Public Service | Technology Department
Rights Act
Presentation to the National | Online Presentation on | 24 December, 2020
Centre for Good Governance, | Maharashtra Right to Public
Government of India on | Service Act.

“Citizen Centric Governance

— Improved Service Delivery”

Effective use of online system | Commissioner, = RTS  Konkan | 16 March, 2021
for implementation of | Division,  Principal  Secretary,

Mabharashtra Public Service | Information and  Technology,

21

Integration of  Notified | Principal Secretary, Energy | 24 and 26 March,
Services Department, Administrative | 2021
Director, Maha IT, Joint Secretary,
Food, Civil Supplies Department,
Medical Education and Drugs
Department, Soil and Water
Conservation Department, Urban
Development Department, Public
Works Department,
HA 1571-4
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Workshop organised by Thane Municipal Corporation

28




Presentation by Chief Commissioner in the workshop
organised by Thane Municipal Corporation

Visit to Service Centre of Thane Municipal Corporation

HA 1571-5
29



Visit to Service Centre of Thane Municipal Corporation
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Visit to Service Centre of Thane Municipal Corporation
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Board Displaying notified services at Majivada/Manpada Prabhag
Samiti Office

Visit to Pimpri — Chinchwad Service Centre with Municipal
Commissioner
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Visit to PCMC Service Centre with Municipal Commissioner
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Visit to PCMC Service Centre with Municipal Commissioner

Review meeting with Officers of Pimpri-Chinchwad
Municipal Corporation
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Meeting at commission office to prepare Draft of Annual Report
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Chapter III:
Aaple Sarkar Service Portal & Mobile App

3.1 Information about Aaple Sarkar Service Portal:

Aaple Sarkar Service Portal is a common platform for citizens to apply for Government-To-Citizen
services of various departments by using computer or mobile phone as well as user can also avail
the services through 32,543 Aaple Sarkar Seva Kendras spread across all districts of Maharashtra.
The online application facility provided by Aaple Sarkar Service Portal and Mobile Application is

available in Marathi as well as in English.

Government of Maharashtra has introduced the Right to Public Services Act, 2015 to provide for
delivery of transparent, efficient and timely public services to the eligible persons in the
State of Maharashtra and to bring transparency and accountability in the Departments and
Public Authorities of the Government.

Citizens can avail following benefits from Aaple Sarkar Portal as well as from Mobile Application.

HA 1571-6
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- Citizen can create self-profile on online portal to avail these benefits. Once self-profile is
created the user can avail online facilities for any notified services anytime by using the
same profile.

- This portal facilitates to make online fees payment, upload required documents.

- Grant final certificate in citizen registered profile and one copy is forwarded to Digital-
Locker.

- Citizen can also track the status of applied application through online portal.

- Any third party can verify certificate received online through Aaple Sarkar Service Portal.

- It generates unique number for the application and acknowledgement immediately.

3.1.1 Self-service portal

All the services that can be availed at the Aaple Sarkar Seva Kendras can also be availed through
the self-service portal https://aaplesarkar.mahaonline.gov.in. It enhances the reach of the
citizen services. To facilitate online application for services & creation of self profile. 32,543
Aaple Sarkar Seva Kendra have been established in the state. The technical architecture of Aaple
Sarkar Seva Service Portal is such that all the services were launched simultaneously at both the
service channels — Aaple Sarkar Seva Kendras and Aaple Sarkar Service Portal. The Maha IT
team is providing training to the Aaple Sarkar Seva Kendras VLE on how to use Aaple Sarkar
Service Portal to provide government services. A total of 42,70,097 persons have created self-

profile on Aaple Sarkar Service Portal until 31 March 2021.

3.1.2 Process Re-engineering

The backend integration of the processes requires business process re-engineering (BPR). In the
absence of process re-engineering I'T adoption adds additional process layer. BPR was done
simultaneously in multiple departments. It was done through brainstorming sessions between a

department’s team & Maha IT team. All the departments have gone through the BPR exercise.

3.1.3 Digital Workflow

The entire workflow of departments has been made digital, with no manual process in place
anymore. For instance, if a citizen makes an online application for obtaining a document, such
as an income certificate, the entire workflow would be digital and there is no movement of
papers. The officers involved in the process would update the action taken on the service request
online. The citizen can then check the status online and get to know at what stage the application

is pending.
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Registration for Online Verification of

User Name & Password on ) - Application form,
Aaple Sarkar attachment &
Payment

Application Form

Reject
Designated
I Officer
Document Upload
I
Certificate will
PG for dept. fees Approved be digitally
signed.
Applicant will
receive eMail
& SMS.

= Home — Page information of aaplesarkar.mahaonline.gov.in

- Language Option (Marathi & English)




- 1 Detail of RTS Services,

- | verify approved application for authentication

- | Citizen Can Track applied application

Track applied Application from Aaple Sarkar Portal -

Applicant can Track the application status. Simply enter the Application ID which is received while
apply for certificate. After entering valid Application ID user can able to find the status of applied

application without entering of login credentials.
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After submission of details, Authenticated application details and status of application will

auto populate.

Verify authenticated Certificate from Aaple Sarkar Portal-

Any third party can verify certificate received online through Aaple Sarkar portal for authentication and
validation propose. In Verification process user has entered require details in verification window like

department name, certificate barcode number and Submit.

After submission of details, Authenticated Certificate details will auto populate for verification.

About RTS Commission — Provides Brief information about RTS Commission & also Citizen

can download Maharashtra Right to Public Services Act, 2015 and Rules.
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= Department Notified Services — Citizen can download information regarding Notified

Services which contain information about stipulated time period, details of Designated

Officer and Appellate Authorities.
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3.1.4 Steps for Aaple Sarkar Service Portal Registration

A) Click the link “New User? Register Here...

B) Select any one mode from given options to create user name and password i.e. User ID and
Password by verifying UID or Create own user profile using OTP verification on your mobile
number

CREATE YOUR PROFILE WITH THIS PORTALTO APPLY ONLINE FOR NOTIFIED SERVICES UNDER MAHARASHTRA RIGHT TO PUBLIC SERVICES
ACT2015

» Information entered on this page will be used as base for most certificates that will be issued by the Government. Please take your time and patiently fill up all
the details. Please take special care to recheck spellings in all information that you enter. You can also later modify and alter information on this page.

» For Marathi KeyBoard Press CTRL + Y.
» Kindly double click on typed word to get options.

SELECT ANY ONE FROM BELOW GIVEN OPTIONS TO APPLY ON THIS PORTAL

OPTION 1 .

Create UserlD and Password by verifying UID. pload complete self details, photo,Identity
Proof, Address Proof once and Create own
user profile using OTP verification on your

mobile number

Your information will be downloaded here and will After this process while applying online for
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C) Option 1 — Register by using Aadhaar Number.Or
Option 2- Fill Aaple Sarkar Service Portal Registration form in 6 steps i.e.

Step 1 - Applicant Detail

Step 2 - Applicant’s Address

Step 3 - Mobile No & Username Verification

44



Step 4 - Upload Photograph

Step 5 - Proof of Identity (Any -one)

Step 6 - Proof of Address (Any -one)

HA 1571-7
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D) After login with User Name & Password, on left side user can see Department names like
Agriculture, Home Department, Industries Energy and Labour Department, on selection of

department user will get list of services of respective department for application.

E) User can file an Online Appeal through Aaple Sarkar portal, in case of a delay in providing the
services or denial of the services without adequate justification, citizens can file first Appeal and
second Appeal with appellate authorities within the department and third and final Appeal can be

filed before this commission.

3.2 Information about Aaple Sarkar Service Portal and Mobile App

A mobile app named RTS Maharashtra has been developed for availing the notified public services
under the Maharashtra Right to Public Service Act, 2015. Citizens can apply online, track the
application status, and verify the authenticity of certificates issued to them. This makes the Aaple
Sarkar Service Portal a citizen friendly application and the citizens can avail the services anywhere
anytime. Even without the Mobile App, the applications can be accessed by the citizens through a
mobile browser in a seamless manner. RTS Maharashtra is accessible through Android & I-Phone

system for free in two languages i.e. Marathi & English.
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3.2.1 Select Language

At the start of RTS Mobile User has to select Language option i.e. English or Marathi.

3.2.2 Dashboard & List of Online Services

This provides information of RTS Mobile App like information about RTS Act, list of department

& Services which are available under this act.

Select Language Dashboard ServicesSub-Category

HA 1571-7a
47



3.2.3 Sub category details Sub Category Details

This provides information of each service, Time Limit
for disposal of service, Designated Officer designation,
First & Second Appellate Authorities designation & the
list of documents which are required with the

application.

3.2.4 Login and Registration

User can register through Mobile application with two methods i.e. Using Aadhaar Number or

Detail Registration.

Login Aadhaar Number Registration
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3.2.5 Track / Verify / Call

User can track the status of applied application through online portal & any third party can verify

certificate received online through Aaple Sarkar Portal for authentication and validation purpose.

Track Verify Call

3.2.6 Benefits
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3.2.7 View Transaction History

User can access applied applications history through Transaction History option.

3.2.8 Significant Increase in Registration on Aaple Sarkar Portal

For availing services online the applicant is required to register only once on the Aaple
Sarkar Portal. After registering the applicant can himself apply directly for notified service online.
It is very encouraging to note that the number of citizens who have registered on Aaple Sarkar RTS
Portal is increasing rapidly. The number of citizens registered on Aaple Sarkar RTS Portal increased

significantly during the Covid-19 pandemic period from 28 Lakhs to 42 Lakhs up to March 2021.

It is very encouraging to observe that the number of online applications for public services

has been increasing rapidly. Total 9,78,81,812 applications for public services have been received
online upto 13March0203 ,. As per section 7 of MRTPS Act, the Government shall encourage and

aspire all the Public Authorities to utilize Information Technology to deliver their respective public
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services within the stipulated time limit. The Commission would like to insist on the implementation

of the aforesaid provision.

No. of Applications Registered on Aaple Sarkar Portal
42,70,097

28,29,795

19,50,823

12,18,336

2017-18 2018-19 2019-20 2020-21
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Chapter IV:
Training & Capacity Building

4.1 Training & Capacity Building

Training is an important part in the implementation of any new policy or technology. It enables
Staff and Officers to perform effectively and with better efficiency. The MRTPS Act, 2015
Section 20 (4) has stipulated that all the Designated Officers and the Appellate Authorities shall
undergo periodic training for the effective implementation of the Act. The Act also mentions that
government will make adequate provision for the training. It has been decided that the training on
the MRTPS Act will be integral part of the syllabus of the foundation training for all officers. As

such, training becomes a vital component for the effective implementation of the Act.

4.2 Orientation Training by YASHADA

Yashwantrao Chavan Academy of Development Administration (YASHADA), Pune is an apex
training institute for the Government of Maharashtra. The academy is implementing State
Training Policy (STP) since 2011 under which various training programmes are designed and
executed through Regional Administrative Training Institutes (RATIs) and District Administrative
Training Institutes (DATIs).

4.2.1 Awareness Training Phase 1 ( 2015-16)

After the enactment of the MRTPS Act, YASHADA was given the responsibility for creating
awareness among government employees for the implementation of the Act. YASHADA
designed contents for training programme which was called “Orientation Training Program on

Mabharashtra Right to Public Services Act, 2015 and was to be implemented in a campaign mode.

After analyzing training needs, specific clauses and other contents from the Act were finalized
for the inclusion in training. Accordingly, related documentaries/films were selected, reading
materials containing provisions of the Act, and presentations and frequently asked questions along
with the model answers were prepared. After this initial preparation first state level Training of

Trainers (ToT) Workshop was conducted on 30" September 2015 and second ToT Workshop was

HA 1571-8 53



conducted on 5th October 2015 at YASHADA. Through this programme 130 state level trainers
were developed and these trainers conducted district level ToTs during 2015 across 36 districts

and developed 2,815 district level trainers or resource persons for further training.

For the purpose of creating general awareness about the Act and important provisions in it the
above mentioned trainers conducted Phase I training for government staff and officers during and
imparted training to 28,733 participants. Similarly, in Phase II training was imparted to 52,779
participants. These efforts of YASHADA were appreciated and recognized by the Department of
Personal and Training, Government of India by awarding “Excellence in Training” for the year

2015-16.

4.2.2 Awareness Training Phase I1 (2016-17)

After creating general awareness about the MRTPS Act, 2015 among the government
employees a need was felt to impart training to the Designated Officers of the departments. In the
year 2016-17 YASHADA developed department wise master trainers in the subject. The Revenue
Department, Rural Development and Panchayatraj Department, Animal Husbandry Department,
Fisheries & Dairy Development Department and the Women and Child Development

Departments were selected.

Table 4.1 Training Programmes by YASHADA 2016-17

Department Trainer Trainee

Revenue 81 7,298
Animal Husbundary, Fishries and Dairy 138 3,077
Development
Rural Development and Panchayat Raj 125 12,943
Women and Child Development (ICDS) 131 90, 305
Agriculture, Home (Police ) Police and 0 8313
Other

Total 475 1,21,936
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4.2.3 Awareness Training Programme during Foundation Training Programme

During the year 2020-21 total 389 (185 Group “A” and 204 Group “B” and “C”) officers
were given awareness training by YASHADA. However, since 2015 till 31% March 2021
YASHADA has trained in all 2,37,732 officers.

Table 4.2 Year wise Trainee officers Group “A”, “B” and Group “C”

Sr. No Year Trainee Officers Trainee Officers
Group “A” Group “B” and “C”

1 2015-16 652 84,278
2 2016-17 359 1,21,926
3 2017-18 1,366 13,804
4 2018-19 1,058 8,136
5 2019-20 1,711 4,053
6 2020-21 185 204

Total 5,331 2,32,401

4.3 Technical Training by Maha IT

For the implementation of MRTPS Act 2015 Maharashtra Information Technology Corporation
(Mabha IT) is appointed as system integrator to develop online portal to process end to end online
application and integration with other departments.
Maha IT Business Analyst is allotted to every department to understand the process of public
services and standardize application form, rate harmonization and to develop business process re-
engineering of process flow. Maha IT carried out this activity so that it could bring about ease of
doing application to citizen on Aaple Sarkar Service Portal. A post development hands on training
is organized for all department’s Nodal Officers.
At district level Maha IT has appointed District Manager in each district to co-ordinate with field
level Department Officers. District Manager of district conducted more than 177 trainings to
district and Taluka level officers of departments.

e These trainings covered reviewing the application form and documents to be attached.

e Utilization of tracking and third party verification mechanism.

e Training to Designated Officer for department level process flow.

e Training to Appellate Authority for appeal level process flow.

HA 1571-8
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e Dashboard trainings for MIS Reports
Training Statistics: Technical training was provided by Maha-IT for various departments.

Maha IT has conducted 177 training programmes and imparted training to 866 officers and staff.

During 2020-21 YASHADA imparted training to 389 officers and Maha IT imparted
training to 866 Officers. Thus in 2020-21 a total of 1,255 Officers and Staff received training.

The number of officers and staffs imparted training during this year is significantly less

due to Covid pandemic situation.
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Graph No.5.1 No.of Applications Received (2015-21)

2,03,00,005

1,88,15,885 1,86,38,681 1,81,79,975
—— S 1,52,36,169
67,11,097 I I l

2015-16 2016-17 2017-18 2018-19 2019-20 2020-21

Note :- It is observed that there is a decline in the number of applications received during last
two years. This is due to the unprecedented Covid pandemic situation and because the most
popular services of providing 7/12 and 8 (A) have been discountinued from Aaple Sarkar
Portal. These two services are now provided from Mahabhulekh Portal of Revenue

Department.
5.2.1 Applications Disposed and In Process

Graph No.5.2 Status of Applications 2015-21

m Applications Disposed = Applications In process

3.90

96.10

During the period 2015-21, the total no. of applications received is 9,78,81,812 and disposal
is 9,40,65,732. Thus 96.10 % of the applications have been disposed and 3.90 % were in
process on 31% March 2021.

60



Graph No.5-2 (A) Status of Applications 2020-21
IApplicatigl;s2 Disposed B Applications in process

93.08

Out of the total applications 1,52,36,169 received during 2020-21 the disposal was
1,41,81,272. Thus, 93.08% of the applications have been disposed and 6.92% were in process
on 31% March 2021.

The performance of every department varies from each other. Out of 31 Departments
some Departments consistently top the list of applications received and disposed. Revenue
Department has received the highest number of applications and disposed as shown in Graph
No. 5.3. The other two Departments that are in top three are Labour Department shown in

Graph No. 5.4 & Home Department shown in Graph 5.5.

Graph No. 5.3 Applications Received and Disposed by
Revenue Dept.(2020-21)

1,23,88,294 1,17,39,771

o

Applications Received Applications Disposed
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Graph No.5.4 Applications Received and Disposed by
Labour Dept. (2020-21)

12,49,308 12,46,282

Applications Received Applications Disposed

Graph No.5.5 Applications Received and Disposed by
Home Dept. (2020-21)

5,44,258 4,74,803

Applications Received Applications Disposed




5.2.2 Applications Approved and Rejected

In the year of 2020-21 the total number of disposed applications is 1,41,81,272. Out
of these disposed applications, approved applications were 1,40,78,215 i.e 99.27%. Hence it
is seen that the percentage of applications rejected is only 0.73 %.This extermly low
percentage of rejection deserved appriciation. The details of these applications can be seen in

the Graph No. 5.6.

Graph No.5.6 Approved and Rejected Applications (2020-21)

1,40,78,215

Approved (99.27 % ) Rejected (0.73 % )

The yearwise number of the approved and rejected applications can be seen in the Graph No.

5.7
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Graph No.5.7 Yearwise Apporoved and Rejected
Applications

® Approved = Rejected

66,39,413
2015-16
30,038
1,85,55,310
2016-17
79,247
1,95,45,772
2017-18
1,35,170
1,75,03,348
2018-19
1,18,343
1,71,63,602
2019-20
1,14,217
1,40,78,215
2020-21
1,03,057

It is observed from the above graph that during the period 2015-21 in all years the rejection
of applications for service continues to be very low consistently i.e. below one percent.
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Table No. 5.2 Departmentwise Applications Received,Disposed,Approved &

Rejected (2020-21)

Sr.
No.

W N -

o 0 I N W

12
13

14

15

16

17

18

19

20

21
22

23
24

25

26

Department

Revenue Dept

Labour Dept

Home and Transport Dept
Social Justice and Special
Assistant Dept

Industries Dept

State Excise Dept

Tribal Development Dept

Energy Dept

Rural Development
&Panchyat Raj Dept

Law & Judiciary Dept
Higher & Technical
Education Dept

Housing Dept

Urban Development
Department

Maharashtra Pollution
Control Board

Dept of Co-Operation,
Marketing and Textiles
Food Civil Supplies and
consumer protection Dept
Women And Child
Development Department

Maharashtra Maritime
Board

School Education and
Sports Dept

Legal Metrology
Department

Forest Department

Finance Department

Agriculture Dept
Minorities Development
Department

Water Resource Dept

Water Supply and
Sanitation
Grand Total

Total
Received

1,23,88,294
12,49,308
5,44,258
3,61,289
2,81,317

1,76,804
61,981

61,816
39,668

20,757
11,409

7,099
6,869

6,733

6,046

4,641

2,522

1,795

1,690

897

351
239

203
107

66

10

1,52,36,169

Source: Maha IT , (As on 31st March 2021)
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Total
Disposed

1,17,39,771
12,46,282
4,74,803
1,03,989
2,81,080

1,66,041
57,966

60,959
18,119

2,057
6,054

7,098
3,601

6,005
1,198
4,641
0

154
735
45

351
236

14
65

1,41,81,272

Approved

1,16,96,966
12,35,667
4,74,801
1,00,588
2,59,876

1,65,402
54,388

57,422
2,842

2,057
6,027

7,098
3,381

4,676

1,156

4,641

0

154

397

16

351
236

65

1,40,78,215

Rejected

42,805
10,615
2
3,401

21,204

639
3,578

3,537
15,277

0

27
220
1,329

42

338

29

1,03,057




5.2.3 Applications Disposed on-time and not-on-time

Graph No.5.8 Applications Disposed on-time and not-on-
time (2020-21)

®On-Time Delivery  ®Not on Time Delivery
5%

95%

In the year 2020-21 total number of applications disposed by all the Departments is
1,41,81,272 . Out of these on-time disposed applications were 1,34,19,961, i.e. 95%.

5.3 Delivery Channel wise Applications Received and Disposed

The applications under the Right to Public Services Act were received through different
channels across the state, namely — Aaple Sarkar Seva Kendra —VLE, Aaple Sarkar Seva

Kendra — SETU, Aaple Sarkar Portal and Aaple Sarkar Seva Kendra — Gram Panchayat.
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Graph No.5.9 Channelwise Applications Received &
Disposed (2020-21)

B Application Received = Application Disposed

93,81,528
AapleSarkar Sewa Kendra - VLE
86,74,306
AapleSarkar Sewa Kendra - SETU 2245’1463’395956
19,69,954
AapleSarkar Portal 18,73,458
13,40,691
AapleSarkar Sewa Kendra - GP 12,17,153

Graph No.5.10 Channelwise Apllications processed on-time
(2020-21)

82,46,692

AapleSarkar Sewa Kendra - VLE

AapleSarkar Sewa Kendra - SETU 23,01,962

AapleSarkar Portal 17,16,087

AapleSarkar Sewa Kendra - GP ' 11,55,220
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5.4 Revenue Division wise status of services
The applications made under the Right to Public Services Act can be seen across Six
Revenue Divisions. Amongst these Six Revenue Divisions it is observed that Pune Division

is leading in the disposal and approval of the applications.

Graph No.5.11 Divisionwise Applications Received,
Disposed and Approved (2020-21)

® Applications Received [ Applications Disposed ™ Applications Approved
34,11,103

Pune

27,84,124
27,69,989

D 26,04,636

24,71,881
24,66,695

Nashik

Amravati

D 22,93,208

20,63,206

Aurangabad
20,51,163

) 21,41,607

19,71,752

Nagpur
&P 19,47,494

D 18,17,008

16,96,513
16,69,689

Konkan

5.5 Districtwise Status of Applications

An analysis of the number of applications received and disposal by the districts provides a
further disaggregated picture. It is observed that Pune district has received and disposed
highest no. of applications and ranks first. A detailed overview of the performance of the

districts can be perused from the graphs in this section.

68



HA 1571-10

69



I

70



HA 1571-10a

71



5.6 Status of Appeals made under the Right to Public Services Act

As per the Right to Public Services Act if the services are not provided to the applicant in the
stipulated duration or the application is rejected without justifiable reasons, then the applicant
is eligible for first appeal to an authority identified by the department. In case the first appeal
is also ineffective then within the given duration the applicant can make second appeal to an
authority designated by the department.The third appeal by the applicant can be made to the

RTS Commission.

Graph No.5.15 Status of First Appeal 2020-21
B Received M Disposed ©OIn Process
13,688
12,747
941
Received Disposed In Process

Graph No.5.16 Status of Second Appeal 2020-21
EReceived ®EDisposed OlIn Process
94
77
17
Received Disposed In Process
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Graph No.5.17 Status of Third Appeal 2020-21

EReceived MEDisposed OIn Process

406 402

Received Disposed In Process

5.7 Classification of Departments as per the Response Received to Notified

Services

The number of notified public services vary from department to department. Similarly, the
applications received and the response to them also is variable. The departments are
categorized on the basis of the response received with reference to notified services and
disposal using Aaple Sarkar portal for services. The categorization is demarcated with

colours and the criteria for the categorization is given below —

Sr.No Criteria for Green Zone
1 Acceptance and Disposal of Applications is done entirely by using Digital process
and service 1s provided by using ‘Aaple Sarkar Portal’.
2 Maximum Services have received very good response.
3 Good Response - Greater than 1000 application received for each service.
4 Medium Response - Less than 1000 application received for each service.
5 Zero Response - Zero application received for service.
Sr.No Criteria for Amber Zone
1 Few services only using application acceptance, Digital workflow of department
and delivery of citizen services using ‘Aaple Sarkar Portal’.
2 Good Response - Greater than 1000 application received for each service.
Medium Response - Less than 1000 application received for each service.
4 Zero Response - Zero application received for service.
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Development

13 MIDC 7 1 1 5

14 Tribal Development 1 1 0 0
Dept.
Dept. of Registration

15 2 Slizumse 14 2 5 7
Housing Dept. -

16 MHADA 12 2 7 3
Housing Dept. -

17  Building Repairing 4 2 2 0
Board
Dept. of Co-

18  Operation, Marketing 5 4 0 1
and Textiles

19  Urban Development 39 1 22 16
Food Civil Supplies

20  and consumer 10 1 5 4
protection

21  Planning Department 1 0 1 0
Minority

22 Development ! L . b
School Education and

23 Sports Dept. 12 : 2 >

Total 216 51 92 73

Source : (Maha IT - As on 31% March 2021)

Table No. 5.6 Departments classified in Red Zone (Unsatisfactory Performance)

Sr Good Medium Zero
Departments Services
Response Res ponse Res ponse

Agrlculture Dept. 0
Tourism and Cultural
2| pemi o 20 0 0 20
3 Transport Dept. 14 1 13 0
4  Finance 1 0 1 0
5 Housing Dept. - SRA 4 0 4 0
Medical Education
< and Drugs Department 2l g 2 2l
7  Forest Department 10 1 3 6
2 Animal Husbandry 3 0 3 0
Dept.
9 Fisheries Department 6 0 3 3
Water Supply - MJP 2 0 1

Source : (Maha IT - As on 31st March 2021)
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Note :

1.

It is observed that the number of services and departments in the red zone has
declined. In 2017-18 there were 23 departments, in 2018-19 there were 13 departments
and in 2019-20 there were 12 departments in the red zone. In the year 2020-21 the

number of departments in the red zone has declined to 10.

The above analysis and categorization is on the basis of online applications received.
Departments / services catagorised in Amber / Red Zone may have received significant
number of offline applications. However, information regarding offline applications
received and disposed was not made available to the Commission despite prescribing
proforma A, B and C and repeated instructions.

Similarly, some departments have provided online application facility but they have
not integrated with Aaple Sarkar Seva Portal. Information regarding applications
received and disposed from systems not integrated with Aaple Sarkar Seva Portal is

not available, hence not captured in the above analysis.
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8. The decision to declare Collector as the “Controlling Officer” for Right to Public
Services Act implementation is a step in the right direction. Every Collector must
review the progress on monthly basis. Monthly review should also be conducted by
the Divisional Commissioners.

9. All Hon. Guardian Ministers may be requested to review the implementation of Right
to Public Services Act during their visit to the District.

10. There are large number of notified public services which have received negligible
response or no response at all. Concerned Departments must analyse reasons for the
poor response to these public services. Opinion of the citizens may be sought why
these services have not received any response.

11. Third Party Audit of functioning of online and oftline systems needs to be done.

12. IT Department must ensure that the revenue due to the local bodies, Departments for
the services provided by using Aaple Sarkar portal is transferred immediately.

13. Incentives and Awards scheme for Designated Officer needs to be prepared by the
Government.

14. Information and Technology infrastructure needs to be provided to every Designated
Officer, Appellate Authorities and Collectors / Divisional Commissioners and CEO,
Zilla Parishads.

15. According to section 7 of the Maharashtra Right to Public Service Act, “The
Government shall encourage and aspire all the Public Authorities to utilize
Information and Technology to deliver their respective public services within the
stipulated time limit.” It is reported that a very large number of applications under the
Right to Public Service Act are received offline. Exact figures of offline applications
received, disposed and pending are not available despite repeated attempts by this
Commission. This is a major lacuna faced by the Commission.

16. Information Technology Department has informed that 32,543 Aaple Sarkar Seva
Kendra have been established in the state. Hence, it is recommended that Government
may prepare a policy for migrating to hundred percent online application and their
disposal under the Right to Public Service Act.

17. As per Section 13 (2) (b) of the Maharashtra Right to Public Services Act, it is
necessary to appoint Six Commissioners for Right to Public Services, one each for the
Six Revenue Divisions on priority. Six posts of Commissioners (RTS) are vacant.
They need to be appointed at the earliest.

18. The policy regarding providing notified services through a single platform needs to be
clearly spelt out and enunciated because the Commission has observed that several

departments have developed different portals. The Commission has been insisting
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FORM IV
(See rule 17)

Register of cases.
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