The Maharashtra State Commission for Right to

Public Services

First
Annual Report
(2017-18)

OFFICE OF STATE CHIEF COMMISSIONER FOR
RIGHT TO PUBLIC SERVICES
Nirmal Building, 2nd Floor, Nariman Point, Mumbai 400 021






Contents

Section Particulars Page
Preface V-VI
Chapters
Maharashtra Right To Public Services Act, 2015 1-9
Genesis 1
Unique [eatures of the Act 1
Chapter I — _ _ _
The Maharashtra State Commission for Right To Public Services 2
Aaplc Sarkar Service Portal & Mobilc App 4
Training — Oricentation/Technical 4-5
Journcy of MRTPS at a glance: 2015-16, 16 — 17 & 17-18 5-9
Chapter IT Activities of the Commission 11-21
Chapter I | Aaple Sarkar Service Portal &Mobile App 23-34
Training & capacity building 35-37
Chapter IV
- Orientation training 35-36
- Technical training 37
Use of Right To Public Services by Citizens 39-55
Chapter V _ _ _
Department wise Nolified Services 39-41
Statistical Data and Analysis 41-55
Chapter VI Suggestions, Recommendations & the Way Forward 7-63

Annexures

MRTPS Act

Annexure A

MRTPS Rules

Annexure B

Important Government Resolutions

Annexure C

List of Notified Public Services

Annexure D

Ha 1223-1a







Preface

The Maharashtra Right to Public Services Act, 2015 was cnacted with the objcctive of
cnsuring transparent, cfficient and time-bound delivery of Public Services to Citizens. It is a
Revolutionary Act because it empowers the Citizens and makes the administration responsible,
answerable and accountable. Delivery of Public Service at the last point is often the weakest link
in administration and this Act aims at improving the cfficicncy at the cutting cdge level of
administration.

In the very first Cabinet Meeting of the present Government held on 31* Oct. 2014,
decision was taken Lo take steps lo enact the Legislation providing the Right (o Public Services to
the Citizens. Accordingly, The Maharashtra Right to Public Scrvices Act, 2015 was cnacted and
came into cffect from 28" April 2015. The Maharashtra Right to Public Scrvices Rules were
published on 6™ November 2016. Shri Swadheen Kshatriya, Former Chief Secretary, was
appointed as the first State Chief Commissioner for Right to Service on 1* March 2017.

As per section 19 (1) ol the Act, “The Commission shall, after the end of each financial
year, prepare a report on its working during the preceding year as well as on the evaluation of
performance ol delivery ol Public Services by the Public Authorities and present the same (o the
State Government.” As per section 19 (2) “The State Government shall lay the report presented
by the Commission before each House of the State Legislature.”

This is the First Annual Report by The Maharashtra State Commission for Right to Public
Services. It ought to have covered the financial year 2017-2018 only. However, since the Act
came into cffect from 28" April 2015 and Commission was cstablished on 1% March 2017, as an
exception, the First Annual Report covers the information for the [inancial years 2015-2016,
2016-2017 and 2017-2018. This will enable complete developments Lo be presented.

Tt is seen that there has been rapid progress in the implementation of the Right to Public
Services Act. Maharashtra State is leading in the number of services being provided online. As
on 31% March 2018, the number of services notified was 492 out of which 406 services are
available online. The Aaple Sarkar Portal as well as RTS Mobile Application are providing
online facility. In addition there are over 26,000 Aaple Sarkar Seva Kendras where online
facilities are provided to Citizens. During the last three Financial years a total of 4,58.26,987
applications have been received using these online facilities. It is undersiood that large number

of applications have also been received offline. However figures of the total number of offline
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applications received and their disposal are not available despile repeated atlemplts by the
Commission in the prescribed proforma “A” *B” and “C”. Hence this Report is based only on
the online application figures provided by Mahaonline.

Statc Government has taken action on somc of the Suggestion and rccommendations
made by the Commission. These include declaring Collector as the Controlling officer for
implementation of the Right to Public Scrvices Act and decision to provide all notified scrvices
at all Aaplc Sarkar Scva Kendras. These decisions would give greater impetus to the
implementation of Right to Public Services Act. However greater efforls are required (o create
wider public awareness.

Yashwantrao Chavan Academy of Development Administration (YASHADA) Pune and
Mahaonline have rendered invaluable support in preparation of the First Annual Report on the
implementation of The Maharashtra Right to Public Scrvices Act, 2015. This Annual Report
traces the evolution during last three years, evaluates the performance of various Departments,
and highlights how different Districts and Divisions have performed. It enumerates some of the
important Suggestions and recommendations made (o the Government and their present status.
Finally, it suggests the way forward [or [urther improvements in implementation of the Right to

Public Services Act.

SWADHEEN KSHATRIYA

State Chief Commissioner for
Right to Public Services
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Chapter I:
The Maharashtra Right to Public Services Act, 2015

1.1Genesis

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 Territorics. 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.

Maharashira, being one of the leading slates in good governance. has always focused on its
citizens as nucleus ol its development. On the back drop of the Prevention of Delay in Discharge
of Official Dutics Act, 2005 and subscquent Privatc Member’s Bill for the Guarantee of Public
Scrvices to Citizens in 2009, the legislature has passed the Maharashtra Right to Public Scrvices
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 shill because it gives cilizens 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 manner.

Section 3 of the RTS Act makes it mandatory for all departments (o notifly their Public Services,

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



each nolified service within three months from the enactment of the Act and thereafier [rom lime
to time. Accordingly, out of 31 departments 24 departments have notitied 492 services under
this Act until 31/3/2018.

1.3 The Maharashtra State Commission for Right To Public Services

In order to supervisc, monitor, regulate and improve overall delivery of public scrvices by
various dcpartments of the statc government, a Commission was constituted under the scction
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 (o make suggestions for
ensuring effective public delivery of these public
services. The Commission is also empowered o lake
suomotu cognizance of the failure of the services,
carry out inspections of the offices, recommend
departmental cnquiry in casc 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

. ) o Call on to the Honorable Governor of
recommendations of the Commission made under the  njaharashtra

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 officc. At present a total of 18 Staff/Officers are working in the Commission which
include one Deputy Sccrctary, four Desk Officers along with two assistants cach and ministerial
staff. The State Chief Commissioner for Right to Public Services was appointed with effect from
1* March 2017.

Figure 1.1: Organogram of the Commission
State Chief Commissioner

Right to Service
(CCRTS)

v

Dcputy Secretary > Commissioner RTPS
Aurangabad Division

i l ‘L l’ Commissioner RTPS
>

Desk Officer Desk Officer Desk Officer Desk Officer Nashik Division
Assistant Assistant Assistant AssistantDes Commissioner RTPS
Desk Desk Officer Dexk OfTicer K Officer —> -
Officer Pune Division
Clerk. Clerk. Clerk Clerk

Commissioner RTPS
Kokan Division

Commissioner RTPS
—>  Amravati Division

Commissioner RTPS
Nagpur Division
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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 Comumission has insisted that all notified public

scrvices should come under single platform.

1.4.1 Aaple Sarkar Service Portal

The Aaple Sarkar Service Portal is made available for providing online services to the public. At
present Maharashtra is the first state providing maximum services (406 as on 31/3/2018) 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 4,58,26,987 applications have been received online

and 4,49,84,950 have been disposed by the concerned Designated Officers.

1.4.2 Mobile Application

Considering (he huge response (o the online services. special mobile application for Right o
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:/ituncs.applc.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 (raining was imparted with the specific objective of crealing awareness among the
Designated Officers, Appellate Authorities and other government employees through

Yashwantrao Chavan Academy of Development Administration (YASHADA), Pune.



1.5.1 Training by Yashwantrao Chavan Academy of Develop Administration
(YASHADA), Pune

YASHADA being an apex training institute of the Government of Maharashtra in cntrusted with
the task of conducting “Oricntation Training” programmc under the Statc Training Policy for the
effective implementation of the Act and to create overall awareness about the MRTPS Act
among thc government staff and ofticers. Scnsitization about the Act, its objectives and

provisions under various sections were explained in training for all cadres at district level.

Table 1.1 Training Programmes by YASHADA
(2015-16, 2016-17 & 2017-18)

S. No Year No of Trainees
1 2015-16 84,757
2 2016-17
3 2017-18 16,962
Total 2,24,130

1.5.2 Technical Training

Technical training sessions are conducted by Mahaonline 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.

Mahaonline is a joint venture between Tata Consultancy Services and Government of
Maharashtra. Its District Coordinators impart knowledge of portal to concerned department stafl
which cover services process flow from citizen to department on how to dispose applications,
provide services or reject the application alter recording reasons, how to dispose appeals online,
tracking & verification.

1.6 Journey of MRTPS at a glance

1.6.1 The Act and Notifications
After recciving 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,
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2015 and the Rules were published on 16™ November, 2016. It made mandatory [or all
government departments to notify within three months public services which eligible person can
avail under the Act. Accordingly, various departments published the first list of the notified
public services, with the names of Designated Officers, first and sccond Appellate Authoritics

and time limit for each service.

1.6.2 Constitution of the Maharashtra State Commission for Right to Public Services
For the elfective implementation of the MRTPS Act, Shri Swadheen Kshauiya (IAS Rid.),
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.

1.6.3 Online services

It has been decided o 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. Up to 31™ March 2018 a total of 4,58.26,987
applications have been received online. Maharashtra Statc has maximum number of public

services available online.

1.6.4 Divisional Review Meetings

For elfective implementation and to understand difficulties in implementation of the Act the
Commission visited all revenuc divisions and reviewed activitics relating to the cffcctive public
scrvice delivery. These Review Meetings were attended by the Divisional Commissioners,
Collectors, CEO Zilla Parishads, Municipal Commissioners and Regional Heads of all
Departments.

Table 1.2 Dates of the Visit made by the Commission to various Divisions

Division Date of review

Nashik 6 April 2017

Aurangabad

20 April 2017

Pune 26 April 2017 & 6 July 2017
Nagpur 14 July 2017

Amravati 13 July 2017

Kokan 25 May 2017 & 4 October 2017
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1.6.5 Review Meetings with Secretaries of Government Departments
The Commission held regular review and interaction with the secretaries of various government

departments and reviewed the situation for effective implementation of the Act.

Table 1.3 Dates of Review Meetings of various departments

Departments Date of review
Housing, Transport, Animal husbandry,
Agriculture, Municipal Administration, Tourism, School 6 Seplember 2017
Education
Public Health, Water Supply, Forests, Industry, Finance, 7 September 2017

‘Women and Child Development

Mecdical Education, Environment, Food and Civil Supply,
Cooperation, Tribal Development, Law and Judiciary, Skill 8 September 2017
and Entrepreneurship Development
Waler conservation, Minority, Social Justice, Water Supply, | || September 2017

Cooperation

Rural Development and Panchayat Raj, Tourism, 12 Seplember 2017
Food and Civil Supply

Mecdical Education 13 September 2017
‘Women and Child Development, Rural Development, 14 Seplember 2017
‘Water Supply

Secretaries of All Departments 1 February 2018

1.6.6 Video Conference with all District Collectors
To know the current status and review field situation the Commission held a video conference

with all Divisional Commissioners and District Collectors on 5% February 2018,

1.6.7 Visits to different offices and Reviews

The Commission held regular interaction and reviewed the activities relating to the
implementation of MRTPS, number of applications received and their disposal within stipulated
time period, difficulties in providing time bound disposal, need for simplification in the

application forms and proper functioning of the online services at all levels.



Table 1.4 Dates of Review Meetings

Review / Field Visit

Date

Review of function of Aaple Sarkar Portal

19 June 2017, 21 July 2017

Tnspection of RTS activities at Tahsil office and
Municipal Corporation Pune

29 August 2017

Mumbai Municipal Corporation

4 October 2017

Mumbai Police Commissioner

5 October 2017

Review [or integration of services

29 December 2017

Visit to various Government offices at Palghar

8-9 February 2018

Mccting with Govt. Departments and Mahaonline

regarding integration.

21 February 2018

Finance Department and General Administration

Department

27 April 2017

Meeting with Hon Chiel Minister and Secretaries of
all departments

30 November 2017

Meeting with Hon. Chief Minister and Secretaries




1.6.8 Television interview

The popular media of television was used for creating awareness and provide information about
the activities of the Commission. An interview was broadcasted on Sahyadri channel of the
Doordarshan. In the interview on programme entitled Jai Maharashtra and Janta Darbar, the State
Chief Commissioner provided information through answers to various questions relating to the
Act and efforts [or its elfective implementation in the state. Shri. Naresh Zurmure, Deputy
Dircctor General, YASHADA also participaled in the Jai Maharashira programme broadcasted

on Sahyadri channel.






Chapter II:

Activities of the Commission

The Commission cngaged in extensive review and interactions with the government departments,
nodal authorities at divisional and district level and also with various social networks and
citizens. The Commission also visited two States to understand the setup and implementation of
Right to Public Secrvices there. An overview of the Commission’s interactions is as follows:

Table No. 2.1 Details of Meetings, Visits and Interactions with Citizens by the Commission

Meetings with Secretaries of the Departments

1 Mcctings
Divisional and District Meelings

Divisional Commissioners’ office

District Collectorate
Tahsil Office

Municipal Corporation

Municipal Council

2 Visits Office of the Deputy Superintendent of Land Records

Police Station

Gram Panchayat officc

Office of the Deputy Commissioner Labour

Camp organized by Collcctor Palghar
Camp organized by CEO ZP Palghar
V - Can, NGO, Mumbai

Symbiosis Law College , Pune

Presentation and Interaction at K.C. Law College

Interaction Bar Council — Bombay High Court

with citizens Bombay Chamber of Commerce

Seminar on RTS organized by Navi Mumbai First

Indo Global Education Summit

Presentation and Interaction Organised by Skoch Consultancy

4 Press and Jai Maharashtra

Ha 1223-3 11



Mcdia Janta Darbar
Press conlerence held at :
Nagpur, Nashik, Amravati,Aurangabad, Pune and Thane
Review
5 Meetings Held regularly
Review
Meeling With h
6 Hon. Chief 30" November 2017
Minister
Karnalaka Stale
7 Study Tour
Utlarakhand State

2.1 Study Tour to Other States
The Commission visited Karnataka and Utlarakhand states 1o study the implementation of the
Right to Public Services Act and functions of thc Commission in the states which arc

implementing the Right to Public Services Act.

2.1.1 Karnataka:

The state of Karnataka is
implementing the Right to
Public Services Acl since
2011. This visit was
undertaken in August 2017,
During this visit, Chief
Commissioner met the
Additional Chief Secretary (E

Governance) and Directlor,

Sakala Mission and discussed

< T T

vatious points relevant to the Commission’s visit to Nada Kacher - field office at Circle level in
online implementation of the Mandya district, where RT'S services are provided

Act. He also visited call center of Sakala to understand and study practical difficultics of the call

center. During the study tour the commissioner visited the ficld Offices in Mysorc and Mandya

12



District. These Olfices includes Tehsil office, Circle office. Municipal office, Olfice of the
District Magistrate, Office of the Superintendent of Police, Sub divisional office and other
offices. At the end of the visit the Chief Commissioner had a meeting and discussion with the

Chicf Sccretary of Karnataka along with the Director, Sakala Mission.

2.1.2 Uttarakhand:

To understand the
implementation of the Act
and to get first-hand
information about the
challenges faced by the
ficld machincry involved
in implementation of the

Act, the Commission

visited Uttarakhand

during March 2018. Visit to Utta;akhand RTS Comnmission office
The Commission had detailed discussion with the Uttarakhand Chief Commissioner for RTS,
and visited Tahsil offices and Municipal offices. During the visit the Commission studied the
practical implementation of the Act, interacted with field officers and discussed comparative

study of Maharashtra and Uttarakhand RTS Acts.

2.2Review Meetings
To understand difficulties at field level and create awareness [or ellective public service delivery

among officers, Commission reviewed the current situation in all Divisions across the state.

2.2.1 Divisional Reviews
The Commission undertook periodic review of the implementation of the Act at division level.
This enabled the Chiel Commissioner to understand the practical difficulties in implementation

as well as the realistic picture of the implementation of the Act.
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Table 2.2 Divisional Review Meeting

Confcrence)

. No. Division Date
1 Nashik 6 April 2017
2 Aurangabad 20 April 2017
3 Konkan 25 May 2017
4 Pune 6 July 2017
5 Amravali 13 July 2017
6 Nagpur 14 July 2017
7 All Divisional Commissioners and Collectors (Video 5 February 2018

Review of Pune Division




Review of Nashik Division
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Review of Nagpur Division
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Apart [rom the above Review Meelings the Commission reviewed the working at block level

in the block level workshop on 7" April 2017 at Sangammer Dist. Ahmednagar. The

Commissioner also reviewed and guided the officers at Palghar District during his visit (8 — 9

February 2018).

2.2.2 Important suggestions made by the Commission during Review Meetings

a.

b.

Dclivery of scrvices to the cligible persons should be within the prescribed time limit.

All offices should invariably display notified services, name ol the Designated
Officers, First Appellate Officer, and Second Appellate Officer along with email,
mobile etc. at the prominent place of the office.

The Head of Department should take periodic review of the implementation of the Act

and the public scrvices being provided.

. Departments should give wide publicity to the Notified Services so as to make the

citizens aware.
Status of offline services should also be reported regularly to the Government and the
Commission.

All Public Authorities should integrate their services with Aaple Sarkar Service Portal.

g. The officers should encourage public (o use online services.

. All departments should develop Master Trainers [or training of Designated Olficers,

First and Sccond Appellatc Authoritics.
Automatic alert systems should be developed for Designated Officers, First and

Second Appellate Authorities.

2.2.3 Review of the Departments

On the basis of their performance, the Departments are ranked every month as Good

pertformance (Green), Satisfactory (Amber), and Unsatisfactory (Red). The Commission was

constantly in touch with the Secrelaries of various Government Departments so as (o update

and understand the stages of implementation of the Act across the state. Review meetings

with the Secretaries of departments in red zone for the effective implementation were

conducted in detail.



2.3 Interactive Sessions

From the date of the enactment the Act has raised lot of expectations and queries among various
groups of the society and social groups. Considering the unique nature and importance of the Act
the commission addressed various groups in the society. This includes students, working

persons, teachers and voluntary organizations.

Table 2.3 Interactive sessions

S. No Organization Date
1 SKOCH Consultancy and Bombay Stock Exchange 20 Junc 2017
2 V-CAN Social Sanchar — an NGO 22 June 2017
3 Bombay Chamber of Commerce S July 2017
4 Bombay Bar Council 8 August 2017
5] Tndo — Global Education Summit 17 July 2017
6 Symbiosis Law College Pune 29 August 2017

7 | Seminar at Navi Mumbai on RTS D Sl

2017
8 Indian Institute of Public Administration, Mumbai 25 Oclober 2017
9 Principals and faculty members of various colleges —-K.C. Law 3 March 2018

College, Mumbai.

TogetherveAN's Social Sanchar

Interaction with citizens organized by V-CAN (NGO)
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2.4 Symbiosis Law College,
Pune

The RTPS Chicf Commissioner
delivered a key note address on
the occasion of the 6th Late Shri
B.G.Deshmukh Memorial Lecture

organized jointly by Symbiosis

Law School and Public Concern
- ey i ‘ ! =
for Good Governance Trust, Pune 1 tion of RTPS Seminar organized by Symbiosis Law
on 29"‘ August, 2017. The topic School and Public Concern for Governance Trust, Pune
was “Citizens” Concerns and Right
to Public Scrvices Act, 20157,

In the keynote address the Chief
Commissioner made  detailed
presentation on the salient
featuresof the RTS Act. its
benefits and empowerment (o the
citizens. He made an appeal to the

members of the Public Concern

i

for Good Governance Trust, - . -
Visit to Grampanchayat Manor in Palghar District

faculty and students of Symbiosis Law
College to undertake an awareness
campaign for the cilizens regarding the
Right To Public Services Act. He
reminded the audience that delivery of
public service is a statutory obligation.
The Commissioner emphasised that the

citizens of Maharashira must have access

to transparent, accountable, efficient and

Visit to Police Station Jawhar in Palghar District

timely public services.
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RTPS Workshop at Sangamner in Ahmednagar District
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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 [or citizens (o apply [or Government-To-
Citizen services o[ various departments by using computer or mobile phone as well as user can
also avail the services through over 26,000 Aaple Sarkar Seva Kendra 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 (ransparency and accountability in the Departments
and Public Authoritics of the Government

S S————— o

MAHARASHTRA RIGHT TO PUBLIC SERVICES ACT -

TBCNOTAMSHVCS  @OSEOODNGSUSIESS  LOONACTUS  4aDASHBOARD

Crcote your proe wan . poral 1o Py
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Integrated with Integrated with
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Citizens can avail following benefits [rom Aapale Sarkar Portal as well as [rom Mobile

Application.

- 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 any time 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.

- Cilizen 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-scrvice portal https://aapl gov.in. It the reach
of the citizen services. To facilitate online application [or services & creation of sell profile
26,000 Aaple Sarkar Seva Kendra have been established in the state.The technical
architccture of Aaple Sarkar Scva Scrvice Portal is such that all the scrvices were launched
simultancously at both the service channcls - Aaple Sarkar Scva Kendras and Aaple Sarkar
Service Portal. The Mahaonline team is providing training to the Aaple Sarkar Scva Kendras
VLE on how to use Aaple Sarkar Service Portal to provide government services. A total of
12,18.336 persons have created self-profile on Aaple Sarkar Service Portal until 31% March
2018.

kar

3.1.2 Process Re-engineering

The backend integration ol the processes requires business process re-engineering (BPR). In
the absence of process re-engineering IT adoption adds additional process layer. BPR was
done simultaneously in multiple departments. Tt was done through brainstorming sessions
between a department’s leam & Mahaonline team. All the depariments have gone through the

BPR exercise.



3.1.3 Digital Workflow -

The entire workllow 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.

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

- Language Change Option (Marathi & English)
- [Delail of RTS Services,

verify approved application for authentication
Citizen can track applied application

MAHARASHTRA RIGHT TO PUBLIC SERVICES ACT e e

THDUIGSCOMISSIN UM MIIOSIOCS  SUSOORKGUSNSS  CCMCIUS  @OASIooND

SERVICES AVAILABLE ONLINE

P ey —

i e ot £
. cow U ? R .| VLE Lo
Aready g sersosLognere
T—
Sy € Cotus

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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Right to Sevioe has been establshed. This commissicr is headed by the Stawe Chief Cemmissiones for

Rightlo Servioe Shri Swadheen Kshairya, wio was formerly he Chief Secretary of Maharsshire State

Ditze1s can get complste informalion ragarding wich senvicss are available nder this Act by accessing

sitherthe mabile app RTS Naharashia or ‘Aaple Sarka” Web Forl. Ciizens oan even apply online for |

sualing thess zemicss. In cas 3f 3 saiay in providing the semices o Sanisl of the snices wihau - =
i i g " e Shri. Swadhsen Kshalriya,
adequate justfeation, cifzens can file first Appeal and second Appeal wth senir offcers witin the LA (retd)
depariment and trrd and final Apgeal can be Fled tefore this commission. ‘Chist Commissioner
The Maharsshiz: State Commission
for Right to Pubic Servoes

Office Order, 27t -une 1017

2 Download Mabarashirs Right o public servces Act. 2015 [ Downlosd RTS Rules Gaztte:
m Office Address of the Commission . Telephone No : 022-85500912
Offcaof the Chist Commisionet or Rght toSeriiees. W Eai: cons@naharsshs govin

Nirmal Bukino. Sesond Fioor Narima Poin: Mumasi 400021, & Deguty Seoretory of the Commission: Shiri. Ssniay 4athat
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= Department Nolified Services — Citizen can download Gazette Nolification for Notified
services which contain information about stipulated time period, details of Designated

Officer and Appellate Authorities.
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© Cick on departmants to know more
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3.1.4 Steps for Aaple Sarkar Service Portal Registration
a + RIGIT TO STRVIET ACT ANPAYINIAT WOTITND SRAES SIS OF MOING RISIISS. L DONTACT IS VSRR

‘SERVICES AVAILABLE ONLINE

n s pota 1 apply

A, Click the link “New Uscr? Register Here...”
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B. Select any one mode [rom given oplions lo create user name and password i.e. User ID and

Password by veritying UID or Create own user profile using OTP verification on your mobile
number

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

» Informaion e-tevad on his page wi be tised a5 base ‘or mas cerifeates that wil 56 sy by fme Cavermment Plexse tase youi fme and patienly il p 21
Uhe Ut Phiase ks sprcial Lane 10 cchece soulb gs o al oo Uil o e ler. You can aso basn mdily and ale: ivonmalion on i pe

» e Marmihi Keyfoard Press GTR1 Y

» Kindy doubhe Uick on tyced word 1o el opior s

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

C. Option 1 — Regisler by using Aadhaar Number.
Or

Option 2- Fill Aaple Sarkar Service Portal Registration [orm in 6 steps i.e.

Step 1 - Applicant Detail

Fus Hameiarainig

sautason Fut amerEngesn
™ ] Ameys sarvanuar T T
FamersSataton®  Famers Name{Engesn) - e —
w [ wsananear o e
e ot i - At Genow oceupanon
v = A B | oowmmenenafg]

Step 2 - Applicant’s Address
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Step 3 - Mobile No & Username Verification

10 digh Mebde Nasber Ove Tme Password (OTF) * D Numbes
(L]
ameynsars stkarpmal com
Confem Passwond ©

et o

| Step 4 - Upload Photograph

Instructions for issued photo: Add Prato 5 Crom Phete

- it a1 frRE -

M o S0t have photo n This mentisced aize

th 20 Do B bakow dek 1o i &
= Siepa are a3 e

~ * Cick on belw fnk which will get you

2 crop page

H + Seinc ot for“Crso ot

g . or gy

5 e youe et 3031 £ st e 12
T

1g el on “crop image” sed
e cick on Dawnbed butoe” 1 oat
e grcta

Step 5 - Proof of Identity (Any -one)

% PAN Car Voter D Card (POY) Passpont (POY)

Document Fomat shou be JPEG/ POF. - ) .
Bowse...| Aadhar cad pg Aadhaat Card (POI) D Licenise (POY

The sze f e dscumsnts betweea 75 K510 100 Goverment/ Semi- VHREGA ki Cart RSBY Card

(] Government I Proot
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Step 6 - Proof of Address (Any -one)

Dicument Fomat shoukd be JPEG! POF I et Gt Paryod 0 AaBiaar Card FOR)
Browse... | Aadhar card jpg Oriving License (PO} Woler D Card (POA}
Tha sizs of the documsnts bstween 75 KBto 100 Extracts of T2 and A Propeny Tax Receipt Property Agreement Copy
K Water Bl Elecircty 64 Teleghone B
Rent Recept

D. After login with User Name & Password, on lcft side user can sce Department names like
Agriculturc, Home Department, Industrics Encrgy and Labour Department, on sclection of

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

{E3) SEARCH SERVICE

| © YOURTRANSACTION HISTORY

Total Rucords Page ot |

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 verily the authenticity of certificates issued to them. This makes
the Aaple Sarkar Service Portal a citizen friendly application and the citizens can avail the

scrvices anywhere anytime. Even without the Mobile App, the applications can be accessed by
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the citizens through a mobile browser in a seamless manner. RTS Maharashtra is accessible

through Android & T-Phone system for free in two languages i.e. Marathi & English,

3.2.1 Select Language

At the start of RTS Mobile App User has to sclect Language option i.c. 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

Services Sub Category

E_mﬂ

Approval and Renewal cf Manufacturer,
Registration of Establishment Employ n
Registration of Fstablishment Frploy n
Licence for Recruitment

Licence for Recruitment of Laboueres
Licence for Employment

Soller ard Economiser Registration Ins
Renewal of Certificate of Bolers & Eco.
Shop and Establishment Renewal

Principal Employer Reglstration

ot:actiahoy Ber
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3.2.3 Sub category details Sub Category Details

This provides information of cach service, Time Limit

Jor disposal of service, Designated Officer designation,

First & Second Appellate Authorities designation & the

o
First Appelite officer Additonsl Collector

list of documents which are required with the | secomampermeoncr  collstor

spplication.

) PAN Card
X 2 pasprt
3.24 Login and Registration Uscr can register through | | .o, e
mobile application with two methods i.e. Using Aadhaar | *"*"

5 Asanaar Cara
Number or Detail Registration. &) Voter D Card
) MNRCGA Job Gard
#)Driving License
) Phts of Appicant
10) Property Tax Recerpt

1) Identity card ssued by Govt. or Semi Govt. organisations:

Login Aadhaar Number Registration

»
9wt

g OTP and thet

ity el ) 1
e st

bie’
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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 reccived online through Aaple Sarkar portal for authentication and validation purposc.

Track Verify Call
a &
= [ o servic

e e == ,

Rysraen sis @S wenEardt Riaraen 51t e wenErd Riasraen sits o wend
. - e s e e o B s s ot 5 ;’-;E‘Er_{:?—=
R B T e are T
e e
[— = " o

For Quertes Contact numbers for clatfications
022 4029 3000
022 6120 8900

3.2.6 Benefits
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3.2.7 View Transaction History

User can access applied applications history through Transaction History option.

_q

052141804009 109000
Parmiacion fokong e igntcn

i

It is very encouraging lo observe that the number ol online applications for public services has
been increasing rapidly. It is observed that 12,18,336 applicants have registered and created self-
profile and 4,58,26,987 applications for public services have been received online through Aaple
Sarkar Scva Kendra. As per scction 7 of MRTPS Act, the Government shall cncourage and
aspire all the Public Authorities to utilize Information Technology to deliver their respective
public scrvices within the stipulated time limit.
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Chapter IV:
Training & Capacity Building

4.1 Training& Capacity Building

Training is an imporlant part in the implementation of any new policy or technology. It enables
Staff and Officers to perform effectively and with betler efficiency. The MRTPS Act, 2015
Scction 20 (4) has stipulated that all the Designated Officers and the Appcllate Authoritics shall
undergo periodic training for the cffective 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 elfective 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) sincc 2011 under which various training programmes arc 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
Maharashtra 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/lilms 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
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Training of Trainers (ToT) Workshop was conducted on 30" September 2015 and second ToT
‘Workshop was conducted on Sth 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 gencral awarcness about the Act and important provisions in it the
above mentioned trainers conducted Phasc [ training for government staff and officers during
and imparted (raining to 28,733 participants. Similarly, in Phase II training was imparted (o
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-1I (2016-17)

After creating general awareness about the MRTPS Act 2015 among the government employees
a need was [ell to impart training to the Designated Officers of the departments. In the year
2016-17 YASHADA developed department wise master lrainers in the subject. The Revenue
Department, Rural Development Department, Animal Husbandry Department, Fisheries & Dairy
Development Department and the ICDS Departments were selected.

Table 4.1 Training Programmes by YASHADA 2016-17

No Department Trainers Trainee
1 Revenue 81 7,298
5 Animal Husbandry, Fisheries and Dairy 138 3077

Development
3 Rural Development 125 12,943
4 ICDS 131 90,305
5 Agriculture, Home (Police) and other 0 8,313
Total 475 1.21,936
Source: YASHADA, Punc

4.2.3 Awareness Training Programme during Foundation Training Programme

During the year 2017-18 total 16,962 officers were given awareness training by YASHADA.
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4.3 Technical Training by Mahaonline

For the implementation of MRTPS Act 2013, Mahaonline Limited - A Joint Venture between
State Government and the Tata Consultancy Services is appointed as system integrator to
develop online portal to process end to end online application and integration with other

department.

Mahaonline Business Analyst was allotted to every department to understand the process of
public services which contributed in standardization of application form, rate harmonization and
to develop business process re-engineering of process flow. Mahaonline 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 was organized for all department Nodal Officers.

At district level Mahaonline has appointed district coordinator in each district to coordinate with
field level department officers. District coordinators of district conducted more than 510

trainings to district and taluka level officers of departments.

® 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 Appcllate Authority for appcal Icvel process flow.

e Dashboard trainings [or MIS Reports.

Training Statistics: Technical training was provided by Mahaonline for various departments.
Mahaonline has conducted 510 training programmes and imparted training to 10,275 officers and
staff.
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Chapter V:
Use of Right to Public Service by Citizens

5.1 Department wise Notified Services

Out of total 31 Decpartments, 24 Departments have notified 492 services under the Right to
Public Services Act.There are 4 departments that have notificd the highest number of services —
Revenue Department (64),Urban Development Department (57), Labour Department (40). and
Tourism Department (20). There are 7 Departments that have not notified any services - General
Administration Department;Finance Department; Planning Department;Parliamentary Affairs
Department; Marathi Language Department; Vimukta Jatis, Nomadic Tribes, Other Backward
Classes and Special Backward Classcs welfare Department and Soil & Water Conscrvation

Department.

Table 5.1: Department wise List of Notified Services(As on 31" March 2018)
S.No. | Name of Department Name of Sub-Department Total Notified
S

Home Department
Transport Department
1 Home Department State Excise @
Mabharashtra Maritime Board 7
Revenue Department 20
Revenue (Land Record & 44A & 7/12) 18
2 Ieremie & e Entertainment duty 12
Department .
Forest Department 11
Department of Registration and Stamp 14
Agriculture, Animal Agriculture - Vidyapeeth 9
N Husbandry, Dairy Agriculture - Other 15
° Development & Fisheries | Animal Husbandry, Dairy Development 16
Department Fisheries Department
4 Urban Development Urban Development Department 57
Department
5 Law and Judiciary Law and Judiciary Department 3
Dcpartment
6 Rural Development & Rural Development Department 13

Panchayat Raj Department
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S.No. | Name of Department Name of Sub-Department Total Notified
Services
Food, Civil Supplies & Food, Civil Supplies & Consumer 18
7 Consumer Protection Protection Dept.
Department.
MHADA 12
. Bombay Building Repairs and 4
8 | Housing Department Recons?ruclion Bgoarcr
Slum Rehabilitation Authority 4
9 ‘Women & Child ‘Women & Child Development 13
Development Department | Department
Skill Development and Skill Development and 2
10 | Entrepreneurship Entrepreneurship Department
Department
1 Minority Development Minority Development Department 1
Department
Industry Department 10
MIDC 7
- Industry Labour &, g:zit:;?;e of Government Printing & 2
Encrgy Department. Labour Department 40
Encrgy 10
MSEDCL 3
13 Watcr Resources Water Resources Department 10
Department
Dept of Co-Operation, Dept of Co-Operation, Marketing and 5
15 Marketing and Textiles Textiles
s Wal_er _Supply & Ig/[aharcaishlra Jeevan Pradhl]l;alar} 2
Sanitation Department. roundwater Surveys and Development 3
Agency
16 | Public Health Department | Public Health Department 4
7 Social Justice & Special Social Justice Department 10
ance Department
18 al Development Tribal Department 5
Department
19 School Education and School Education and Sport Department 18
Sport Department
MEDD (AYUSH) 7
. ) Directlorate Medical Education 8
20 rl\;[ff'sc?_;:‘dufal'on & Research (DMER)
gs Department MEDD (MIMH) 6
Food Drug Administration (FDA) 4
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S.No. | Name of Department Name of Sub-Department Total Notified
Services
21 | Tourism department Tourism department 20
¥l sl I];/[dajlca;aizk:]ma State board of Technical 4
22 | Education Department PR
Universities 6
% | B Dapae; ?&;(a;;hlra Pollution Control Board. 4
24 | Public Works Department | Public Works Department. (PWD) 10
Gencral Administration General Administration Department. Nil
25 | Department
26 | Finance Department Finance Department Nil
27 | Planning Department Planning Department Nil
28 Parliamentary Affairs Parliamentary Affairs Department Nil
- Department
29 Marathi Language Marathi Language Department Nil
Department
Vimukta Jatis, Nomadic Vimukta Jati’s, Nomadic Tribes, Other Nil
Tribes, Other Backward Backward Classcs and Special
30 | Classes and Special Backward Classcs welfare Department.
Backward Classcs welfarc
Department.
31 Soil & Water Soil & Water Conservation Department Nil
Conscrvation Department
31 53 492

5.2 Department wise status of applications

The review of total status of applications for the duration of October 2015 to March 2018 shows

that 4,58,26,987applications were received by all the 31 Departments for which data is available
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Graph No. 5.1 Total No. of Applications Received (2015-18)

m2015-16 ®2016-17 =2017-18

1,88,15,885 2,03,00,005
67,11,097
2015-16 2016-17 2017-18

5.2.1 Applications disposed and in process

Graph No. 5.2 Status of all applications (2015-18)

ETotal Disposed M Total In process

Out of the lotal applications received across 31 Departments, 98% ol the applications have been

disposed and 2 % werc in process on 31" March 2018.



Graph No. 5.3 Total applications received and disposed The performance of

by Revenue Dept (2015-18) every department
mRevenue Dept varies from cach

other.  Out  of

42080000 31 Departments
4,16,15.439 some  Departments

- consistently top the
. / list of applications
pd P

received and

Total Received Total Disposed
di d. Revenue

P

Graph No. 5.4 Total applications received and disposed Department has
by Labour Dept (2015-18) reported the highest

= Labour Dept number of

applications
17,94,727 received and
disposed as shown
in Graph No. 5.3.
The other 2

17,79,058

Departments  that
Total Received Total Disposed

arc in top three arc

Labour Department
Graph No. 5.5 Total applications received and disposed .
by Home Dept (2015-18) shown in  Graph
mHome Dept No. 54 & Home
Department shown
10,85,306 in graph §.5.
9,69,528
- /
Total Received Total Disposed
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5.2.2 Applications approved and rejected

In the period of 3 years the total Graph No. 5.6 Total approved and rejected
applications (2015-18)

number of disposed applications is
4,49,84,950. Oul of these disposed
applications, approved applications
were 4.47,40,495 i.e 99%. Hence it
is seen that the percentage of

applications rejected is only 1%.

The details ol these applications
Approved

can be scen in the Graph No. 5.6.

Rejected

A yearwise number of the approved and rejected applications can be seen in the Graph No. 5.7.

® Approved  ERejected

1,85,55,310

Graph No. 5.7 Yearwise total approved and rejected applications

1,95,45,772

2015-16 2016-17

2017-18

66,39,413
30,038 79,247 1,35,170

Table No. 5.2 Departmentwise applications approved and rejected (2015-18)

S.No Department Disposed Approved Rejected
1. Revenue Dept 4,16,15,439 4,14,90,381 1,25,058
2. Labour Dept 17,79,058 17,08.263 70.795
3. Homce Dept 9,69,528 9,68.858 670
4. Industries Dept 3,68,468 3,42.209 26.259
5 Food, Civil Supp]i_cs and 120228 129228 0
Consumer Protection Dept.
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S.No Department Disposed Approved Rejected

6. S()cfal Justice & Special 48210 45212 2.998
Assistance Dept

7. Energy Dept 30.810 27.156 3.654

3. Ru.r'dl Development & Panchayat 15253 2,620 12.624
Raj Dept

9. Higher & Technical Education 8384 8370 14
Dept

10. | State Excisc Dept 7467 7.135 332

1L School Education and Sports 3,900 302 878
Dept

12. | Industries Dept.(DOT) 2,730 362 368

13. | MPCB 1,821 1.700 121

14. | Transport Dept 1,776 1.776 0

15. | UDD 779 223 556

16. | Law & Judiciary Dept 743 743 0

7. Dept of (;o—Opsralmn, Marketing 506 581 is
and Textiles

18 Maharashtra State Llectricity 53

" | Distribution co Ltd 182 129 N

19. | Water Resource Dept 141 141 0

20. | Public Health Dept 128 128 0

21. | Animal Husbandry Dept 89 70 19

2. Minorities Development 76 7 5
Department

23. | Housing Dept 50 50 0

24, | Agriculture Dept 28 6 22

25. | Industries (MIDC) 21 15 6

2% Department of Registration & 5

" | Stamps 18 13

27, Women And Child Development i5 15 0
Department

28. | Tourism and Cultural Affair Dept 5 5 0

29. | Waler Supply and Sanilation 4 1 3

30. | Housing Dept (MHADA) 3 3 0

31. | Tribal Development Dept 0 0 0
Grand Total 4,498,950 | 4,47,40,495 2,44,455

Source : Mahaonline (As on 31st March 2018)
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5.2.3 Applications disposed on-time and not-on-time

Graph No. 5.8 Applications dispesed on-
time and not-on-time (2015-18)

B OnTime Delivery NotOnTime Delivery

Out of the total applications
4.49,84,950 that were disposed by all
2015-18,

i.e. 63% applications were disposed

the Departments in

on time.

5.3 Delivery Channel wise applications in the State

Graph No. 5.9 Channelwise Applications received & disposed (2015-18)

M Total Received

25,28,927
Aaple Sarkar Portal 24,15,957

1,42,675
Aaple Sarkar Seva Kendra - GP 1,33,053

Total Disposed

3,30,64,830
Aaple Sarkar Seva Kendra - VLE 3,25,50,241
1,00,90,555
Aaple Sarkar Seva Kendra - SETU 98,85,699

Graph No. 5.10 Channel wise proportion of
applications processed on-time (2015-18)

= OnTime Delivery

2,02,87,923
58,62,434

* 19,05,729
5 74,806

Aaple Sarkar Seva Kendra - VLE
Aaple Sarkar Seva Kendra -...
Aaple Sarkar Portal

Aaple Sarkar Seva Kendra - GP

The applications under the Right to
Public Services Act was received
through different channels across
the state, namely — Aaple Sarkar
Seva Kendra -VLE, Aaple Sarkar
Seva Kendra - SETU, Aaple
Sarkar Portal and Aaple Sarkar
Scva Kendra - GP.



5.4 Revenue Division wise status of services

The applications made

Graph No. 5.11 Total applications
received, disposed and approved (2015-18) under the Right to Public
uTotal Received W Total Disposed = Total Approved Services Act can be seen

across various Revenuc

1,42,16,891 Divisions. In  these
Aurangabad 1,40,78,085 L i
1,40,52,224 administrative units we
1,00,81,800 find that Aurangabad
Amravati ;’9?23?565445 Division is leading in the
disposal and approval of
79,02,029 P PP
Nashik 77,12,092 the  applications  as
76,75,657
against the number of
60,84,364 —
Pune 58,63,820 total applications
58,15,490 .
received.
40,41,787
Nagpur 39,53,325
38,93,568
35,00,107
Konkan 33,72,083
33,18,452

5.5 Districtwise status of application

The review of applications by the districts of their origins provides a further disaggregated
picture. Aurangabad district tops the list of the districts that have disposed the received
applications. A detailed overview of the performance of the districts can be perused from the

graphs in this section.



Graph No. 5.12 Districtwise Total Applications Received (2015-18)

B Total Received

Aurangabad 82,26,094
Amravati
Punc 25,19,088
Ahmednagar 20,55,646
Nashik 20,36,411
Jalgaon 19,39,772
Yavatmal 19,05,225
Buldana 15,01,437
Nanded 13,35,157
Thane 13,01,858
Akola 12,93,499
Jalna 12,83,934
Kolhapur 12,59,976
Beed 9,78,385
Dhule 9,73,950
‘Wardha 9,66,938
Satara 9,08,231
Nandurbar 8,96,641
Nagpur 8,25,864
Latur 7,64,875
Sangli 7,57,887
Bhandara 7,40,421
Gondiya 7,34,817
Washim 7,25,857
Parbhani 6,92,259
Mumbai
Solapur
Chandrapur
Hingoli

Osmanabad
Sindhudurg
Ratnagiri

Mumbai Suburban
Raigarh

Palghar
Gadchiroli
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Graph No. 5.13 Districtwise Total Applications Disposed (2015-18)

Aurangabad
Amravati
Punc
Ahmednagar
Nushik
Tulgaon
Yavatmal
Buldana
Nanded
Akola

Jalna

Thane
Kolhapur
Beed
Wardha
Dhule
Satara
Nandurbar
Nagpur
Sungli
Latur
Bhandara
Gondiya
Washim
Parbhani
Mumbai
Solapur
Chandrapur
Hingoli
Osmanabad
Sindhudurg
Ratnagiri
Mumbai Suburban
Raigarh
Palghar
Gadchiroli

2,60,847
2,13,672
1,75,266

= Total Disposed

82,06,933
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Graph No. 5.14 Districtwise Total Applications Approved (2015-18)

= Total Approved

Aurangabad 82,01,759
Amravati
Pune

23,84,954
20,10,257

Ahmednagar
Nashik 19,73,156
Jalgaon 19,02,978

Yavatmal 18,76,494
Buldana 14,70,029
Nanded 13,07,703
Akola 12,83,897
Jalna 12,56,912
Thane 12,38,007
Kolhapur 12,10,046
Beed 9,48,845
‘Wardha 9,45,578
Dhule 9,23,922
Satara 8,71,529
Nandurbar 8,65,553
Nagpur 7,84,648
Sangli 7,42,367
Latur 7,39,154
Bhandara 7,29,885
‘Washim 7,13,343
Gondiya 6,93,469
Parbhani 6,81,133
Mumbai 5,07,132
Solapur 5,06,174
Chandrapur 5,66,014
Hingoli 4,81,438
Osmanabad 435,472
Sindhudurg 3,95,206
Ratnagiri 3,16,898
Mumbai Suburban 2,95,302
Raigarh 2,55,706
Palghar 2,10,218
Gadchiroli 1,73,974
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Graph No. 5.15 Status of First Appeal (2015-18)

W Received M Disposed In process
7
4
3
A
S
Received Disposed In process
Graph No. 5.16 Status of Second Appeal
(2015-18)
M Received M Disposed In process
5
3
2,
/
Received Disposed In process

Graph No. 5.17 Status of Third Appeal
(2015-18)

mReceived W Disposed

//' '

Received

In process

h/

In process

Disposed
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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 casc the
first appeal is also incffective
then within the given duration
the applicant can make second
appeal (o an authority designated
by the department. The third
appeal by the applicant can be

made to the RTS Commission.



5.7 Classification of Departments as per the public services provided

The number of public services provided vary from department to department. Accordingly the
applications received and the response to them also is variable. The departments are categorized
on the lines of their performance with reference to notification of services and applications
received for those services. The categorization is demarcated with colours and the criteria for the

categorization is given below —

S.No Criteria for Green Zone

End to end process for application acceptance, Digital workflow of department and
delivery of citizen scrvices using Aaple Sarkar Portal.

2 Zero services response - application count is very less.
3 Good Response - Greater than 1,000 application received [or each service.
4 Medium Responsc - Less than 1,000 application reeeived for cach scrvice.

5 Zero Response - Zero application received for service.

S.No Criteria for Amber Zone

Few services only using application acceptance, Digital workflow of department and
delivery of citizen services using Aaple Sarkar Portal.

2 Good Responsc - Greater than 1,000 application received for cach scrvice.
3 Medium Response - Less than 1,000 application received for each service.

4 Zero Response - Zero application received [or service.

S.No Criteria for Red Zone
1 No efforts from department to use Aaple Sarkar portal for delivery of citizen services.
5 Integration completed with Aaple Sarkar portal, however not following single service
- and single payment platform policy.
3 Because on-line system is not used, number of applications received and disposed is

not available.




Based on their performance the departments have been categorized as follows —
Table No.5.4 Departments classified in Green Zone

1 Revenue and Land Records 51 19 14 18

2 Labour Department 39 11 10 18

3 Encrgy Department 3 3 0 0
Industry (DGPS)

Source : Mahaonline(As on 31st March 2018)

Table No.5.5 Departments classified in Amber Zone

Home
2 Environment (MPCB) 4 3 0 1
3 Higher & Technical Dept. 10 1 7 2

Rural Development&
4 Panchayat Raj. 13 3 8 2
5 Social Justice & Special

Assistance Dept. 9 3 2 4
6 Public Health 4 1 3 0
7 Industries 10 3 1 6
8  Transport (Maritime Board) 7 0 7 0
9  Home Dept & State Excise 14 3 10 1
10 Water Resource Dept 10 0 4 6

Energy Dept (MSEDCL).

Source : Mahaonline(As on 31st March 2018)
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Table No. 5.6 Departments classified in Red Zone

Sr. Good Medium Zero
Departments
No Response Respons: Response
1

Agriculture Dept
2 School Education and Sports 17 1 9 7

Dept
3 Tourism and Cultural Affair
~  Dept 20 0 5 15
4 Urban Development 15 1 0 14
S Transport Dept 14 1 12 1
6  Housing Dept (MHADA) 12 0 8 4
7 Housing Dept (SRA) 4 0 4 0
3 Housing Dept (Building

Repairs Board) 4 0 0 4
9 Medical Education and Drugs

Department 21 0 1 20
10 Dept of Co-Operation,

Marketing and Textiles 5 0 4 1
1 Food, Civil Supplies and

consumer prolection Dept 1 0 1 0
12 Forest Department 10 0 0 10
13 Animal Husbandry Dept 10 0 8 2
14 Fisheries Department 6 0 3 3
15 Water Supply (GSDA) 3 0 3 0
16 Water Supply (MJP) 2 0 0 2
17 Dept. of Registration &

Stamps 15 1 0 14



Good Medinm Zero
Response Response Response

Departments Services

Law & Judiciary Dept

19 Tribal Development Dept 5 0 5 0
2 ‘Women And Child

Development 12 0 7 5
21  Skill Development Dept. 2 0 0 2
22 Industries Dept (MIDC) 7 0 2 5

Minority Development Dept.

-----

Source : Mahaonline(As on 31st March 2018)

Note :

1.The above analysis and categorization is on the basis of online applications received.
Departments / scrvices 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 dispite prescribing proforma ‘A’, ‘B and
‘C’” and repeated instructions.

2. Similarly, some departments have provided online applications [acility but they have not
integrated with Aaple Sarkar Seva Portal. Information regarding applications received and
disposed [rom systems not integrated with Aaple Sarkar Seva Portal is not available, hence not
captured in the above analysis.






Chapter VI:

Suggestions, Recommendations and the Way Forward

According to the Act Sec 16 (1) the Commission is expected to “ensure proper

implementation of this Act and to make suggestions to the State Government for cnsuring

better delivery of public services. Following are some of the important suggestions and

rccommendations made by the Commission.

6.1 General Suggestions and Recommendations

No Recommendations Status
All Departments should prepare a Master List of the services
1 being provided and this Master List of services should be put in Pending
public domain. Departments should also prepare a time table for ©
notifying all services in the Master List under the RTS Act.
General Administration Department (O&M) should prepare a
2 | consolidatcd centralized list of services being provided by all Pending
g(!VCl‘lll"ﬂdl]l dt?p'dl’[ﬂ]t?l“i.
Government has
. o . issucd
3 Go_vemmenl_may demgn_ale lhelDlslncL collector as Cpnlrolhng instructions vide
officer for Right to Public Services Act for each district. .
circular dated
12.03.2018.
All Departments should integrate delivery of Public Services y .
4 with Azplc Sarkar Portal. ’ Partly Complied.
All Departments should provide detailed of information of on
5 | line as well as oflline applications in the prescribed proforma A, | Pending
B and C to thc Commission.
Rural
Development
Dcpartment has
issued
instructions
accordingly.
6 Facility for availing all notilied services should be available to However, similar
the citizens at all Aaple Sarkar Seva Kendra. instructions from
Urban
Development
Department and
Revenue
Dcpartment arc
awaited.
All Departments must ensure that the List of Notified Public
7 Scryvices along with dctails of stipulated time-limit, Designated Partly Complied
Ofticer and Appellate Authorities is displayed at the prominent .
place of every office. as per rule 3.
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No R dations Status
As per scction 13 of the RTS Act, Six RTS Commissioncrs for
8 | Six Revenue Divisions are (o be appointed by Government. Pending
Same may be expedited.
Sceretarics of the Departments which have been catcgorized in
9 | RED ZONE on basis of their performance should take steps Pending
within one month to improve their performance.
All Departments should regularly review the services provided
10 undcr Right to Public Scrvice Act and denotify outdated scrvices Pending
like Salcs Tax and Entertainment Tax in view of GST and notify =
new services.
1 There is no unilormity in the Services notified by the collectors P
in Kokan Division. This discrcpancy nceds to be corrected. =
Information Technology Department and Mahaonline should
1o | ensure that Revenue collected towards services being provided Pending
by local bodics by using Aaple Sarkar Portal is madc available to <
them immediately.
13 It’s necessary to carry out Third party Audit of the online system Pending
and its usc. =
All Departments should publish and keep updated list of all
14 | Designated Officers, First and Second Appellate Olficers along | Partly Complied
with namc, designation, address, c-mail and phone numbers.
Information Technology Department should make available a ComP LEULE
15 needs
Dash Board for every Collector. .
1mproyv ement
16 Mahaonline should provide SMS alert services to all concerned Partly Complied
Designated Officers and Appcllate Authoritics. Y P
All Departments should prepare, as per the provisions of the Act,
17 | a scheme for incentives to the best performing officers for Pending
providing time bound and efficient services to the citizens.
All Collectors should conduct a monthly review regarding
18 implementation ol RTPS Act in the district. Similar review Instructions
meeting should also be conducted by the Divisional issued
Commissioners.
Mahaonline and Department of Information Technology should X
. L P Action
19 | facilitate the citizens by providing online facility [or Appeal Completed
through Aaple Sarkar Portal. P
All Departments should continuously review simplification of
20 | the procedures and make continuous cfforts to simplify Pending
procedures.
In the Gram Sabha meeting to be held on 15" August, 2017 égltulnoﬁeted by
21 | detailed information regarding the RTPS Act and Services GR d};w d -
notificd may be explained to the citizens. 0'5 08.2017




No

R dations

Status

All Designated Officers and Appellate Authorities must be
provided Dash Board so as to monitor time bound
implementation of scrvices.

Pending

23

The First Appellate Authority and Second Appellate Authority
must give a hearing to both parties and record reasons for those
decisions.

Partly Complied

ATl Departments should instruct their ficld officers to creatc
public awareness about the Act and the public services made
available. They can usc various media, posters, banners,
involvement ol popular artists, folk art and artists, weekly bazar
and many more modes.

Compliance
Report awaited

6.2 Department Specific Suggestions and Recommendations

and offline applications and submit compliance report to

No Recommendations Status
Revenue Department
1. Services notified by the Revenue Department should apply
to all districts. In somc Districts the list of services
1 notilied varies. This discrepancy needs to be corrected. Pending
2. Entertainment Tax Services need to be deleted because of
GST.
Home Department
Most of the online services of the Home Department have not
received good response except Character Certificate service.
2 | Therefore it is suggested that the department should hold special | Pending
campaign and make people aware that services of the department
are also available online.
Urban Develop Department
Intcgration of scrvices being provided by Municipal Bodics with
3 Aaple Sarkar Portal is an important challenge. Urban Pending
Development Department must ensure that this integration is °
achicved.
Transport Department
1. Mahaonline should intcgrate the scrvices of Transport
Department with Aaple Sarkar Portal.
n 2. The_ Depanmem -shnul.d re_vievs online applications and Pending
revise formats of applications.
3. Alert SMS system should be developed for the
Commissioner First and Second Appellate Authority.
Forest Department
1. The Department should integrate its online services portal | Complicd
5 with Aaple Sarkar Portal before 15 September 2015.
2. The Department should provide information about online .
Pending
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No Recommendations Status
the Commission.
3. Thc Department should create public awarcness about its .
Pending

services through banners, workshops and by giving
information in Gram Sabha.

Industries Department

The Secretary Industries should review and update list of notified

6 services by the Department. Pending
1. Mahaonline should integrate online portal of Labour
7 Dcpartment with the Aaple Sarkar Portal. Complied
2. The Department should arrange training of First and P
Second Appellate Authorities for disposal of applications.
MHADA
8 MHADA has already developed separate portal and same should Pendin
be integrated with Aaple Sarkar portal. 2
School Education and Sports
The Department has notificd 18 services under Right to Public
9 | Services Act. The Department should submit information in Pending
prescribed A, B and C proforma every month.
‘Women and Child Development Department
1. The Department should review and take decision about
10 deletion and addition of services under the Act. Pendin
2. The Department should inform Mahaonline the number of =
beneliciaries under various schemes.
Water Supply and Sanitation Department
1. Both Departments should co-ordinate and avoid
duplication of services under the Act.
2. Simplify application forms
3. Application forms should be updated with information
11 (Name and Mobile) about First Appellate Authority. Pending
4. Display information about schemes
5. Create public awareness through advertisement.
6. Publish information about all services provided by the
department.
Public Health Department
1. The Department should review and take decision about
1n denotitication and addition of services under the Act. Pending
2. Display information about First and Second Appellate °
Authority in the regional offices.
Environment Department
The Commission appreciated that all four notified Services by
13 | Environment Department are being provided online by The Complied
Maharashtra Pollution Control Board.
Social Justice Department
14 | Ten Services have been notified by Social Justice Department of | Pending
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No

Recommendations Status

which only five are being provided online. Department must
provide the remaining five services also onlinc.

Out of 71,938 applications for senior citizen identity card, 68,161
have been provided within time limit.

But over 14,139 applications of physically challenged persons arc
pending Decision on these pending applications should be taken
expeditiously.

Some of these scrvices arc now provided by Govt. of India on
DBT portal. Statc Government nceds to take immediate decision
whether services available on DBT portal need to be continued on
Aaple Sarkar Portal or not.

Agriculture Department

Soil and Waler testing is a notified service. However Mahaonline

5 has not developed its software. Same may be done expeditiously. Fatling
16 Mahaonline should intcgratc APEDA System being used by Pending
Agriculture Department with Aaple Sarkar Portal. ©
The Department should arrange Secretary and Commissioner
17 | Ievel meeting and decide the new services for notification under Pending
the Act.
6.3 The Way Forward

The focus of The Maharashtra Right to Public Services Act is the Common Man. The

objective ol the Act is (o provide services to the citizens in an eflicient, ransparent and time-

bound manner. If implemented scrupulously this Act can transform administration and bring

about paradigm shift and will make administration citizen [riendly. The Commission

Recommends the [ollowing steps for further improvements:-

=)

3

1) Major awareness campaign needs (o be launched. All Government Departments,
Local Bodies, Elected Representative, Civil Society, Social Media, Non-
Governmental Organisations need lo participate in this campaign. The Right to
Public Services fortnight needs to be observed every year.

Master Tist of all public services must be published by every Department and same
be put in public domain. State Government must publish the consolidated,

centralised Master List of all services.

A time-table may be published by the State Government indicating the Time-frame
by when all the public services would be notified under the Right to Public Services

Act.
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4) Integration all notified services with Aaple Sarkar Portal and Mobile Application is
very essential. During last review meeling Commission had observed that 88
services were not integrated with Aaple Sarkar Portal. Large number ol services are
provided by the Local Bodies like Municipal Corporations, Councils, but services
notilied by the Urban Development Department have not been integrated with Aaple
Sarkar Portal.

5)

Large number ol applications demanding services are received oflline. It is
necessary that all the applications received offline are entered into the online system
so that their disposal can be monitored.

6

There are over 26,000 Aaple Sarkar Seva Kendra in the State where online service
facility is provided to citizens. But the number of centres needs to be increased
substantially.

7) It is necessary, that all notified services are provided at every Aaple Sarkar Seva
Kendra. Government has decided vide Government Resolution dated 19 January,
2018 that all such centres will henceforth be known as Aaple Sarkar Seva Kendra.
This is a welcome decision.

8

The decision to declare Collector as the Controlling Officer for Right to Public
Scrvices Act implementation is a step in the right dircction. Every Collector must
review the progress on monthly basis. Monthly review should also be conducted by
the Divisional Commissioncrs.

9

All Hon. Guardian Ministers may be requested to review the implementation of
Right to Public Scrvices Act during their visit to the District.
10

There arc large number of notificd public services which have reccived negligible
responsc or no responsc at all. Concerned Departments must analysc reasons for the
poor responsc 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 onlinc and offlinc systems nceds to be done.

12) Mahaonline must ensure that the revenue due to the I.ocal Bodies, Departments for
the services provided by using Aaple Sarkar Portal is transferred immediately.

13) Incentives and Awards scheme for Best Performance needs to be prepared by every

Department.
14) Information and Technology infrastructure needs to be provided to every Designated

Officer, Appellate Authorities, Collectors and Divisional Commissioners.
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15) According to section 7 ol the Maharashira Right to Public Service Act, “The

16

17

Government shall encourage and aspire all The Public Authorilies to utilize
Information and Technology to deliver their respective public services within the
stipulated time limit.” It is reported that a very large number ol applications under
the Right to Public Service Act are received oflline. Exact ligures ol oflline
applications received. disposed and pending are not available despite repeated
attempts by this Commission.

Information Technology Department has informed that over 26,000 Aaple Sarkar
Scva Kendra have been cstablished in the state. Hence, it is recommended that
Government may prepare a timebound policy for migrating to hundred percent
online application and their disposal under the Right to Public Service Act.

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.
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In pursuance of clause (3) of article 348 of the Constitution of India, the following translation
in English of the Maharashtra Right to Public Services Act, 2015 (Mah. Act No. XXXT of 2015), is
hercby published under the authority of the Governor.

By order and in the name of the Governor of Maharashtra,

Dr. MANGALA THOMBARE,
Lc. Draftsman-cum-Joint Secretary to Government,
Law and Judiciary Department.

MAHARASHTRA ACT No. XXXI OF 2015.
(First published, after having received the assent of the Governor in the

“Maharashira Government Gazette”, on the 21st August 2015).

An Act to provide for delivery of transparent, cfficient and timely public
services to the eligible persons in the State of Maharashtra and for
matters connected therewith or incidental thereto.

WHEREAS both Houses of the State Legislature were not in session ;

AND WHEREAS the Governor of Maharashtra was satisticd that
circumstances existed which rendered it necessary for him to take immediate
action to make a comprehensive law 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 agencies of the Government and other Public Authorities
which provide public scrvices to the cligible persons and for matters
connected therewith or incidental thereto ; and, therefore, promulgated the

Mah. Maharashtra Right to Public Services Ordinance, 2015 on the 28th April

0rd. V9015,
of 2015.

3]
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AND WHEREAS it is expedient to replace the said Ordinance by an

Act of the State Legislature: it is hereby enacted in the Sixty-sixth Year of
the Republic of India as follows :—

1. (1) This Act may be called the Maharashtra Right to Public Services

Act, 2015.

(2) 1t extends to the whole of the State of Maharashtra.
(3) It shall be deemed to have come into foree on the 28th April 2015.
(4) Tt shall apply to such Public Authorities which provide public

services to the eligible persons as per the provisions of any laws, rules,
notifications, orders, Government Resolutions or any other instruments.

2. In this Act, unless the context otherwise requires,—

(a) “Chief Commissioner” or “Commissioner” means the State Chief
Commissioner for Right to Service or the State Commissioner for Right
to Service, as the case may be, appointed under sub-section (2) of section
13;

(b) “Commission” means the Maharashtra State Commission for
Right to Service constituted under sub-section (1) of section 13;

(c) “Compectent Authority” means the Disciplinary Authority or the
Controlling Officer, as the casc may be;

(d) “Department” means a Department of the State Government
or of a Public Authority, as the case may be;

(e) “Designated Officer” means an officer who is required to provide
public services to the eligible person;

(f) “Divisional Commissioner” means the Commissioner appointed
by the State Government under section 6 of the Maharashtra Land
Revenue Code, 1966;

(2) “eligible person” means a person who is eligible for obtaining a
public scrvice and also includes a legal person;

(h) “First Appellate Authority” means an officer appointed by the
concerned Public Authority under sub-section (1) of section 8;

(i) “Government” or “State Government” means the Government
of Maharashtra;

() “local authority” means any authority, Municipal Corporation,
Municipal Council, Nagar Panchayat, Industrial Township, Planning
Authority, Zilla Parishad, Panchayat Samiti and Village Panchayat and
other local sclf-Governments constituted by law; and also includes
Development Authoritics or other statutory or non-statutory bodics;

(k) “prescribed” means prescribed by the rules made under this
Act;

() “Public Authority” mcans,—

(¢) any Department or authorities of the Government;

(b) any organisation or authority or body or corporation or
institution or a local authority, established or constituted,—

(@) by or under the Constitution of India, in the State;
(ii) by any other law made by the State Legislature;
(i11) by notification issued by the Government;
(c) and includes,—
(/) an institution, a co-operative society, a Government

Company or an authority owned, controlled or financed by the
State Government; or
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(ii) any non-Governmental organization recciving financial
assistance from the State Government;

(m) “public services” means such services as may be notified by the
Public Authority under scetion 3;

(n) “right to service” means right of an eligible person to obtain
the public services within the stipulated time limit as notified by the
Public Authority, from time to time;

(0) “Second Appellate Authority” means an officer appointed by
the concerned Public Authority under sub-section (2) of section 8;

(p) “stipulated time limit” means the time limit as notified under
section 3 within which the public service is to be provided by the
Designated Officer to any cligible person.

3. (1) The Public Authority shall, within a period of three months from
the date of commencement of this Act, and thereafter from time to time,
notify the public services rendered by it along with Designated Officers,
First and Second Appellate Authorities and stipulated time limit.

(2) The Public Authority shall display or cause to be displayed on the
notice board of the office and also on its website or portal, if any, the list of
the public services rendered by it alongwith the details of the stipulated
time limit, form or fee, if any, Designated Officers, First Appellate Authorities
and Second Appellate Authorities.

4. (I) Subjcet to the legal, technical and financial feasibility, cvery
eligible person shall have a right to obtain public services in the State in
accordance with this Act, within the stipulated time limit.

(2) Subjcct to the legal, technical and financial feasibility, every
Designated Officer of the Public Authority shall provide the public services
to the cligible person, within the stipulated time limit:

Provided that, the stipulated time limit may be extended by the State
Government during the period of election as well as in natural calamities to
such cxtent, as may be preseribed.

5. (I) An application for obtaining public services may be made by any
eligible person to the Designated Officer. The receipt of an application shall
be duly acknowledged and the applicant shall be intimated in writing or
through cleetronic means, specifying date and place of receipt of application,
unique application number alongwith stipulated time limit for the disposal
of such application.The stipulated time shall be counted from the date when
the requisite application, complete in all respects, for obtaining the public
scrvice is received by the Designated Officer or a person who is duly
authorised to receive the application.

(2) The Designated Officer shall, on receipt of an application under
sub-section (Z), either directly provide or sanction the public service within
the stipulated time limit or reject the application after recording the reasons
in writing for such rcjection. The Designated Officer shall also communicate
in writing to the applicant about the period within which an appceal may be
made against his order and the name, designation and official address of the
First Appellate Authority.

6. (1) Every cligible person having applied for any public services shall
be provided with unique application number by the concerned Public
Authority so that he can monitor status of his application online, where such
system is in operation.
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(2) Every Public Authority shall be duty bound to update the status of
all applications regarding public services online, where such system is in
operation.

7. The Government shall encourage and aspire all the Public Authorities
to utilise Information Technology to deliver their respective public services
within the stipulated time limit.

8. (1) The Public Authority shall appoint an officcr not below the rank
of Group “B” or its equivalent rank, who is superior in rank to the Designated
Officer, to act as First Appellate Authority to hear and decide the appeal
filed by an eligible person against rejection of his application or delay in
providing public services, after following due procedure as may be prescribed.

(2) The Public Authority shall appoint an officer who is superior in rank
to the First Appellate Authority, to act as Second Appellate Authority to
hear and decide the appeal filed by an eligible person as well as by the
Designated Officer against the order of the First Appellate Authority.

9. (1) Any eligible person, whose application is rejected under sub-
scction (2) of section 5 or who is not provided the public service within the
stipulated time limit, may file an appeal before the First Appellate Authority
within the period of thirty days from the date of receipt of, order of rejection
of the application or, the expiry of the stipulated time limit:

Provided that, the First Appellate Authority may, in exceptional cases,
admit the appeal even after the expiry of the period of thirty days, subject to
the maximum period of ninety days, if it is satisfied that the Appellant was
prevented by sufficient cause from filing the appeal in time.

(2) The First Appellate Authority may direct the Designated Officer to
provide the service to the eligible person within such period as he may
specify in his order but which shall not ordinarily exceed the stipulated
time limit, or he may reject the appeal within the period of thirty days from
the date of filing of the appeal, after recording the reasons in writing for
such rejection :

Provided that, before deciding the appeal, the First Appellate Authority
shall give an opportunity of being heard to the Appellant as well as to the
Designated Officer or any of his subordinate duly authorized for this purpose.

(3) A second appeal against the order of the First Appellate Authority
shall lie to the Second Appellate Authority within the period of thirty days
from the date on which the order of the First Appellate Authority is received
or after forty-five days from the date of filing of the first appeal in case where
the Appellant does not receive any order from the First Appellate Authority:

Provided that, the Second Appellate Authority may, in exceptional cases,
admit the appeal even after the expiry of the period of thirty days or forty-
five days, as the case may be, subject to the maximum period of ninety days,
if it is satisfied that the Appellant was prevented by sufficient cause from
filing the appeal in time.

(4) The Second Appellate Authority may direct the Designated Officer
to provide the service to the Appellant within such period as he may specify
in his order or he may reject the appeal within the period of forty-five days
from the date of filing of the appeal, after recording reasons in writing for
such rcjection :

Provided that, before issuing any order, the Second Appellate Authority
shall give an opportunity of being heard to the Appellant as well as to the
Designated Officer or any of his subordinate duly authorised for this purposec.
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(5) The First Appellate Authority and Second Appellate Authority while
deciding an appeal under this section, shall have the same powers as are
5 of vested in civil court while trying a suit under the Code of Civil Procedure,
1908. 1908 in respect of the following matters, namely :—
(a) requiring the production and inspection of documents or records;
(b) issuing summons for hearing ; and
(c) any other matter which may be prescribed.

10. (I)(a) If the First Appellate Authority is of the opinion that the Penalty.
Designated Officer has failed to provide public service without sufficient
and rcasonablc cause, then he shall impose a penalty which shall not be less
than rupees five hundred, but which may extend to rupees five thousand, or
of such amount as may be revised by the State Government, from time to
time, by notification in the Official Gazette.

(b) If the Second Appellate Authority is also of the opinion that the
Designated Officer has made default in providing the public service within
the stipulated time limit without sufficient and reasonable cause, he may
confirm or vary the penalty imposed by the First Appellate Authority, after
recording reasons in writing :

Provided that, the Designated Officer shall be given a reasonable
opportunity of being heard before any penalty is imposed on him by the First
Appellate Authority or Second Appellate Authority.

(2) If the Chief Commissioner or the Commissioner is of the opinion
that the First Appecllate Authority had repeatedly failed to decide the appeal
within the specified time without any sufficient and reasonable cause, or
unduly tried to protect the erring Designated Officer, then he shall impose
a penalty on the First Appellate Authority which shall not be less than rupees
five hundred, but which may extend to rupees five thousand, or of such
amount as may be revised by the State Government, from time to time, by
notification in the Official Gazette :

Provided that, the First Appellate Authority shall be given a reasonable
opportunity of being heard before any penalty is imposed on him.

11. The Appellate Authority concerned or the Commission shall Procedure for
communicate to the Designated Officer or the First Appellate Authority, as recovery of
well as to the Public Authority about the amount of penalty imposed in Penalty-
writing. The Designated Officer or the First Appellate Authority, as the
case may be, shall pay the amount of penalty within a period of thirty days
from the date of receipt of such communication, failing which the Competent
Authority shall recover the amount of penalty from the salary of the concerned
Designated Officer or the First Appellate Authority, as the case may be.

12. (1) The Competent Authority, after receiving an intimation from Procedure for
the Second Appellate Authority about the repeated failures committed by fixing
the concerned Designated Officer to provide public scrvices or repeated responsibility
delays in providing public services as well as repeated failure to comply Unne;; nated

with the dircetion of the Appellate Authorities, shall issuc a show causc Ofﬁcir for
notice to the Designated Officer within a period of fifteen days, why a repeated
disciplinary action should not be initiated against him. The Competent failures.
Authority shall initiate appropriate disciplinary proceedings against the
Designated Officer under the Conduct and Discipline Rules as applicable.

(2) The Designated Officer against whom such notice is issued may

represent to the Competent Authority concerned, within a period of fifteen
days from the date of receipt of such notice. In case no such representation
is received by the Competent Authority within the specified period or
explanation received is not found satisfactory, the Competent Authority shall
proceed with the departmental inquiry as laid down in the Conduct and
Disciplinary Rules of the Public Authority :
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Provided that, if the Competent Authority finds reasonable and justified
grounds in favour of the Designated Officer and comes to the conclusion
that the delay in delivery of services to the cligible person was not
attributable to him, but was attributable to some other Designated Officer,
it shall be lawful for the Competent Authority to withdraw the notice against
him.

(3) While fixing the responsibility on such Designated Officer under
this Act, the Competent Authority shall follow the principles of natural justice
before passing the order in that respect and give reasonable opportunity of
being heard to the Designated Officer.

13. (1) The State Government shall, by notification in the Official Gazette,
constitute for the purposes of this Act, a Commission to be called as “the
Maharashtra State Commission for Right to Service” :

Provided that, till the time the Commission is constituted by the State
Government, the Government may, by notification in the Official Gazette,
entrust the powers and functions of the Commission to the Divisional
Commissioners in each Revenue Division or any other Government Officer.

(2) The Maharashtra State Right to Service Commission shall consists of,—

(a) the State Chief Commissioner for Right to Service having
jurisdiction for Mumbai City District and Mumbai Suburban District ;
and

(b) onc Statc Commissioner for Right to Scrvice having jurisdiction
for each corresponding Revenue Division, excluding the area of Mumbai

City District and Mumbai Suburban District.

(3) The Chief Commissioner and the Commissioners shall be appointed
by the Governor on the recommendation of a Committee consisting of ,—

(i) the Chief Minister, who shall be the Chairman of the Committee ;

(i) the Leader of Opposition in the Legislative Assembly; and

(i17) a Cabinet Minister to be nominated by the Chief Minister.

Explanation.— For the purposes of removal of doubts, it is hereby
declared that where the Leader of Opposition in the Legislative Assembly
has not been recognised as such, the Leader of the single largest group in
opposition in the Legislative Assembly shall be deemed to be the Leader of
Opposition.

(4) The general superintendence, direction and management of the
affairs of the Commission shall vest in the Chief Commissioner who shall be
assisted by the Commissioners and he may cxercisce all such powers and do
all such acts which may be exercised or done by the Commission.

(5) The Chief Commissioner and the Commissioners shall be persons
of eminence in public life with wide knowledge and experience in
administration in Government or Public Authority.

(6) The Chief Commissioner or a Commissioner shall not be a Member
of Parliament or Member of the Legislature of any State or hold any other
office of profit or connected with any political party or carrying on any
busincess or profession.

(7) The headguarters of the Commission shall be at Mumbai and the
offices of the Commissioners shall be at every Revenue Division.
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14. (I) The Chief Commissioner and the Commissioners shall hold

office for a term of five years from the date on which they enter upon the &

respective offices, or until they attain the age of sixty-five years, whichever
is carlicr, and shall not be entitled for re-appointment.

(2) The Chief Commissioner or a Commissioner shall, before he enters
upon his office, make and subscribe before the Governor or some other person
appointed by him in that bchalf, an oath or affirmation according to the
preseribed Form.

(3) The Chief Commissioner or a Commissioner may, at any time, by
writing under his hand addressed to the Governor, resign from his office.

(4) The salaries and allowances payable to and other terms and
conditions of service of the Chief Commissioner and the Commissioners shall
be the same as those of State Chicf Information Commissioner and the Chict
Secretary to the State Government, respectively. No pensionary benefits or
other post-retirement benefits shall accrue from the posts of Chief
Commissioner or Commissioner, as the case may be :

Provided that, if the Chief Commissioner or a Commissioner, at the
time of his appointment is in receipt of a pension, other than a disability or
wound pension, in respect of any previous service under the Government of
India or under the State Government, his salary in respect of the service as
the Chief Commissioner or a Commissioner shall be reduced by the amount
of that pension including any portion of pension which was commuted and
pension equivalent of other forms of retirement benefits excluding pension
equivalent of retirement gratuity :

Provided further that, where the Chicf Commissioner or a Commissioner
if, at the time of his appointment, is in reccipt of retirement benefits in
respect of any previous service rendered in Government or Corporation
cstablished by or under any Central Act or Statc Act or a Government
Company owned or controlled by the Central Government or the State
Government, his salary in respect of the service as the Chief Commissioner
or the Commissioner shall be reduced by the amount of pension equivalent
to the retivement benefits:

Provided also that, the salaries, allowances and other conditions of scrvice
of the Chief Commissioner and the Commissioners shall not be varied to
their disadvantage after their appointments.

(5) The Government shall provide the Chief Commissioner and the
Commissioners with such officers and employees as may be necessary for
the efficient performance of their functions under this Act, and the salaries
and allowances payable to and the terms and conditions of service of the
officers and other employees appointed for the purposcs of this Act shall be
such as may be preseribed.

15. (I) Notwithstanding anything contained in this Act, the Governor
may, by order remove from office of the Chief Commissioner or any
Commissioner, if the Chief Commissioner or a Commissioner, as the case
may be,—

(a) is adjudged an insolvent; or

(b) has been convicted of an offence which, in the opinion of the
Governor, involves moral turpitude; or

(c) engages during his term of office in any paid employment outside
the duties of his office; or

(d) is, in the opinion of the Governor, unfit to continue in office by
reason of infirmity of mind or body; or
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(e) has acquired such financial or other interest as is likely to affect
prejudicially his functions as the Chicf Commissioner or a Commissioner.
(2) Notwithstanding anything contained in sub-section (1), the Chief

Commissioncr or any Commissioner, shall not be removed from his office,
unless a reference is made by the State Government to the Chief Justice of
High Court of Judicature at Bombay seeking an enquiry and recommendation
on the proposed removal of the Chief Commissioner or the Commissioner
along with the grounds for the removal and material supporting such
proposal.
Powers and 16. (1) It shall be the duty of the Commission to ensure proper
functions of jmplementation of this Act and to make suggestions to the State Government
Commission. . B . . N .
for ensuring better delivery of public services. For this purpose, the
Commission may,—

(a) take suo motu notice of failurc to dcliver public services in
accordance with this Act and refer such cases for disposal as it may
deem appropriate;

(b) carry out inspections of offices entrusted with the delivery of
public services and the offices of the First Appellate Authority and the
Second Appellate Authority;

(¢) recommend Departmental inquiry against any Designated
Officer or Appellate Authorities who have failed in due discharge of
functions cast on them under this Act ;

(d) recommend changes in procedures for delivery of public
services which will make the delivery more transparent and easier :

Provided that, before making such a recommendation, the
Commission shall consult the Administrative Secretary in-charge of the
Department which is to deliver the public service;

(e) recommend steps to be taken by the Public Authorities for
efficient delivery of public services;

(H monitor delivery of the public services by Public Authorities;

(g) hear and decide the appeal filed before it as per section 18.

(2) The Commission shall, while inquiring into any matter under this
scetion, have the same powers as are vested in a Civil Court while trying a
suit under the Code of Civil Procedure, 1908, in respect of the following
matters, namely :(—

(a) summoning and enforcing the attendance of persons, compelling
them to give oral or written evidence on oath and producing documents
or things;

(b) requiring the discovery and inspection of documents;

(¢) receiving evidence on affidavits;

(d) requisitioning any public records or copies thereof from any
court or office;

(e) issuing summons for examination of witnesses or documents;

(f) any other matter which may be prescribed.

Action by 17. The State Covernment shall consider the recommendations made
Jﬁfﬁﬁf:«;ﬁ by the Commission under clauses (¢), (d) and (e) of sub-section (7) of section
of Commission, 16 and sent information to the Commission of action taken within a period

of thirty days or such time thereafter as may be decided in consultation with
the Commission.
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18. (I) The eligible person or the Designated Officer being aggrieved
by an order of Second Appellate Authority may file an appeal before the
Commission within the period of sixty days from the date of receipt of such
order.

(2) The Chief Commissioner or the Commissioner, as the case may be,
shall dispose of such appeal within a period of ninety days from the date of
receipt of the appeal, after giving all the parties an opportunity of being
heard. The Commission may impose the penalty on the Designated Officer
or First Appcllate Authority or vary or cancel the penalty imposed and may
order to refund such penalty paid, if any.

19. (1) The Commission shall, after the end of each financial year,
prepare a report on its working during the preceding year as well as on the
cvaluation of performance of delivery of public scrvices by the Public
Authorities and present the same to the State Government.

(2) The State Government shall lay the annual report presented by the
Commission before each House of the State Legislature.

20. (I) All Public Authoritics may take time bound cffective steps to
reduce the demand from an eligible persons to submit various certificates,
documents, affidavits, etc. for obtaining public services. The Public Authority
shall make concerted efforts to obtain requisite information directly from
other Departments or Public Authorities.

(2) The failurce on the part of the Designated Officer to deliver public
services within stipulated time limit shall not be counted towards misconduct
as the purpose and the aim is to sensitize the Designated Officers towards
the aspirations of the eligible persons and to use information technology
and adopt e-governance culture to deliver the public services to the eligible
persons within stipulated time limit.

(3) On receipt of communication in writing from the Second Appellate
Authority or the Chief Commissioner or the Commissioner, as the case may
be, regarding repeated defaults on the part of the Designated Officer, the
head of the Public Authority concerned shall be competent to take
appropriate administrative action after recording a finding to that effect,
but not before giving a show cause notice and an opportunity of being heard
to the defaulting officer.

Explanation.—For the purpose of this sub-section, a Designated Officer
shall be deemed to be a repeated defaulter, if he commits ten per cent. defaults
in total eligible cases he has received in a year.

(4) All the Designated Officers and Appellate Authorities shall undergo
a periodic training to enhance and ensure time bound delivery of the public
services. The State Government shall facilitate the training process for all
concerned officers and it may be part of syllabus in foundation course of the
officers or employees.

(5) (a) Toencourage and enhance the efficiency of the Designated Officer,
the head of the Public Authority may grant cash incentive of such amount as
may be notified by the Government to a Designated Officer against whom no
default is reported in a year and who is delivering public services within the
stipulated time limit along with a Certificate of Appreciation and also take
a corresponding entry in the service record of the concerned officer.

(b) The State Government may give appropriate awards to felicitate
the Public Authorities which perform best in achieving the purposes of this
Act.

21. The Government shall allocate adequate funds for implementation
of the provisions of this Act and for training of the Designated Officers,
Appellate Authorities and their staff.

Ha 1223-11 75

Appeal to
Commission,

Annual
Teport.

Developing
culture to
deliver public
services
within
stipulated
time limit,

Allocation of
funds.



g0

Provisions to
e
supplemental
to disciplinary
rules.

Action against
eligible person
for giving false
or frivolous
information,
ete.

Power of
Government to
issue
directions.

=

Protection of
action taken in
good faith.

Bar of
jurisdiction.

Act to override
other laws.

Power to make
rules.

Power to
remove
difficulties.

WERTE IE TWT JWER HOT A16, HAWE IR, 0%/ 3o, Tk 2330

22, The provisions of sections 9, 12 and sub-section (3) of section 20 of
this Act shall be supplemental to the disciplinary and financial rules and
such other service rules and regulations as applicable to the employees of
the Government or Public Authority concerned, as the case may be.

23. If an eligible person deliberately gives false or frivolous information
in the application or submits false documents along with the application
and obtain the public services under this Act on the basis of such information
or documents, in that case an action shall be taken against him under the
relevant provisions of the penal law in force.

24. The State Government may issue to the Public Authority such
general or special directions in writing for the purpose of effective
implementation of this Act and the Public Authority shall be bound to follow
and act upon such dircctions.

25. No suit, prosecution or other legal proceedings shall lie against
any person for anything which is done or purported to have been done in
good faith in pursuance of the provisions of this Act or the rules made
thereunder.

26. No civil court, tribunal or other authorities shall have jurisdiction
in respect of any matter which the Commission and the Appellate Authorities
are empowered by or under this Act to determine.

27. Tn relation to the services notified under this Act and its
implementation, the provisions of this Act shall have cffect notwithstanding
anything inconsistent therewith contained in any other law for the time being
in force or in any rules having effect by virtue of any law other than this Act.

28. (1) The Government may, subject to the condition of previous
publication, by notification in the Official Gazette, make rules to carry out
the purposes of this Act.

(2) Every rule made under this Act, shall be laid, as soon as may be,
after it is made, before each House of the State Legislature, while it is in
scssion for a total period of thirty days, which may be comprised in one
session or in two or more successive sessions, and if, before the expiry of the
session in which it is so laid or the session immediately following, both
Houses agree in making any modification in any rule or both Houses agree
that the rule should not be made, and notify their decision to that effect in
the Official Gazette, the rule shall, from the date of publication of a notification
in the Official Gazette, of such decision have effect only in such modified
form or be of no effect, as the case may be; so, however, that any such
modification or annulment shall be without prejudice to the validity of
anything previously done or omitted to be done under that rule.

29. (I) If any difficulty ariscs in giving cffcet to the provisions of this
Act, the State Government may, as occasion arises, by an order published in
the Official Guzette, do anything not inconsistent with the provisions of this
Act, which appcars to it to be necessary or expedient for the purpose of
removing the difficulty :

Provided that, no such order shall be made after the expiry of a period
of two years from the commencement of this Act.

(2) Every order made under sub-section (1) shall be laid, as soon as may
be, after it is made, before each House of the State Legislature.
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Mah. 80. (7) The Maharashtra Right to Public Services Ordinance 2015 is Repeal of
Ord. V heyeby repealed. Mah, Ord. V
of 2015. . . . of 2015 and
(2) Notwithstanding such repeal, anything done or any action taken gaying

(including any notification or order issucd) under the said Ordinance shall
be deemed to have been done, taken or issued, as the case may be, under the
corresponding provisions of this Act.
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GENERAL ADMINISTRATION DEPARTMENT

Madam Cama Marg, Hutatma Rajguru Chowk, Mantralaya
Mumbai 400 032, dated the 16th November 2016

NOTIFICATION

ManArasHTRA RicHT To PUBLIC SERVICES AcT, 2015.

No. Misc.2015/ C.R. 135/ 18 (O & M).—In cxercisc of the power conferred by sub-section (1) of
scction 28 of the Maharashtra Right to Public Services Act, 2015 (Mah. XXXI of 2015), the
Government of Maharashtra hercby makes the following rules, the same having been previously
published as required by sub-section (i) of section 28 of the said Act namely :—

1.  Short title.—These rules may be called the Maharashtra Right to Public Scrvices Rules,
2016.

2. Definitions.—(1) In these rules, unless the context otherwise requires,—

(a) “Act” means the Maharashtra Right to Public Services Act, 2015;
(b) “Form” means the forms appended to these rules;
(c) “section” means section of the Act.

(2) Words and expressions used, but not defined in these rules and defined in the Act, shall
have the same meanings, respectively, assigned to them in the Act.

3. Display of information on notice board.—(1) Every Public Authority shall display or cause
to display the list of public services to be rendered by it, stipulated time limit, names of Designated
Officers, First Appellate Authoritics and Sccond Appellate Authorities, Form or fee, if any, on
the notice-board of it's office and also on it's website or portal of the Government or Department
or office, if any.

(2) List of documents that are required to be enclosed with the application form or forms
for receiving the service and the forms appended to thesc rules shall also be displayed on the
notice board of its office and also on website or portal of the Government or Department or office.

(3) Such display shall be in Marathi language and where needed in English language and
shall be placed at conspicuous place so that visitor is able to notice it easily.

(4) In the event of non-display of such information in the public domain or office or website
or portal, the Chief Commissioner or the concerned Commissioner may take suo moto cognizance
and initiate appropriate action against the concerned office or Department or Designated Officer.

4. Extending stipulated time limit during period of election as well as natural calamities.—
The concerned administrative department, with the concurrence of the General Administration
Department may, by an order, extend the stipulated time limit for notified public services under
section 3 of the Act for specific period of time mentioned in the order, if necessary, during elections
of local authorities, State Legislature, Parliament or in the event of natural calamities like
earthquake, flood, fire or any other such natural calamity.

5. Authorisation by Designated Officer for receiving application.—The Designated Officer
may authorise, by order, any of his subordinate officer or employee to receive the applications
made by the eligible persons to obtain any notified service under the Act and issue the
acknowledgment thereof to the applicant. The name of such subordinate officer or employee who
is duly authorised to receive the applications shall also be displayed on the notice board or on
website or portal of the Department or office.

6. Issue of acknowledgement to applicant.—On rcceipt of an application for public scrvice
by an cligible person, the Designated Officer or the authorised subordinate officer or employce,
as the casc may be, shall give acknowledgment to the applicant in Form I. In case, any document
required for providing the service has not been enclosed with the application, the same shall be

81



R TERTE TAA TATT AR A AT, FEaT 8¢, 0% /FMH 9, Th Wi¢

clearly mentioned in the acknowledgement and the stipulated time limit for providing such service
shall start from the date of production of the required document.

7. Format of application, necessary documents to be attached thereto.—(1) Every Public
Authority shall prepare the Form of Application for obtaining public service in casc the same is
not provided under the provisions of the concerned Act, Rules, Notifications, Orders, Government
Resolutions or any other Instrument.

(2) The Application Form shall be in Marathi and English language. The list of documents to
be furnished along with the Application Form should be mentioned in the form itself.

(3) The Application Forms shall be easily available at the office of the Designated Officer
and at the office of in charge of SETU Suvidha Kendra, Mah E-scva Kendra, Sangram Centre and
any other Citizen Service Centres. Copy of the said application forms shall also be made available
on the website of the office or Department or Aaple Sarkar portal which could be downloaded on
mobile apps or online.

(4) The Designated Officer shall ensurc that only necessary information for receiving public
services is sought from the applicant.

(5) The Designated Officer shall ensure that, as far as possible, only the complete applications
with necessary documents are accepted at the time of submission of the application. Application
submitted online shall also be accepted by the Designated Officer.

(6) The application shall be duly acknowledged by the Designated Officer or its sub-ordinate
officer or employee authorised by him, specifying date, time and place of receipt, unique
identification number, name of the employee receiving the application, stipulated time within
which the public services will be provided.

(7) If the application is received manually the acknowledgement of the same shall be given
manually. If the application is received through online portal facility, the acknowledgement shall
be through email or SMS or any other electronic means. Online acknowledgement will also be
treated as acknowledgement given to the applicant.

8. Payment of fee.—The applicant is required to make payment of a fee, if any, for each
service as notified by the concerned authority from time to time, either directly to the Authority
or through electronic facility available online for availing of service.

9. Intimation of rejection of application.—In case, where the concerned Designated Officer,
for valid reasons comes to the conclusion that the notified public services cannot be provided to
the applicant, the same shall be intimated to the applicant with the reasons, in writing, within a
stipulated time limit provided to give the particular service for which the application has been
made. Along with the intimation of rcjection, the name and designation of Appellate Authority,
its address along with all available contact information of the Appcllate Authority, time limit
within which the appcal may be made shall also be mentioned. If the application is made online
then rejection order shall be sent to the applicant online or on mobile apps.

10. Mechanism to monitor status of application.—(1) The Public Authority shall, as far as
possible, create a mechanism for monitoring the status of applications using the unique
identification number provided to the applicant.

(2) The Public Authority shall, as far as possible, create a mechanism through which timely
updates on the status of application can be sent to the eligible person through SMS or email or
through any other means so that the eligible person who has applied for the services will be
able to monitor the status of his application online.

11. Procedure for appeal.—(1) An appeal to the First Appellate Authority under sub-section
(1) of section 9 shall be filed in Form II, cither manually or online.

(2) An appeal to the Second Appellate Authority under sub-section (3) of section 9 shall be
filed in Form III, either manually or online.
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12. Documents to be attached with appeal.—(1) Along with the first or second appeal, the
appellant shall enclose the following documents, namely :—
(a) List of documents cnclosed with the appeal.
(b) Self attested copy of the order against which the first or second appeal is being made.
(¢c) Copies of the documents relied upon and referred to by the appellant in the first or
second appeal.

13. Service of notice of hearing.—The notice of hearing of the first or the second appeal, as
the casc may be, shall be scrved in any of the following manners :—

(Z) by hand delivery through special messenger or process server;

(i1) by registered post with duc acknowledgement;

(iii) online through email or SMS or Mobile Apps;

(iv) in case of Government Servant, through his controlling officer or online or email or
SMS or Mobile Apps.

14. Individual presence of applicant or Designated Officer.—(1) In all first or second appeals,
the date of hearing shall be communicated to the appellant and the Designated Officer as well as
to the First Appellate Authority in case of Second Appeal, at least seven clear days in advance.

(2) If any party remains absent even after due service of notice of hearing, then the appeal
shall be disposed of in his absence.

15. Procedure for deciding appeal.—While deciding the appeal, the Appellate Authority
shall,—

(2) summon the Designated Officer and appellant at the time of hearing of Appeal;
(ii) serutinise the relevant documents or copies thereof ;
(#ii) hear the Designated Officer and the appellant at the time of hearing of the appeal.

16. Order in first or second appeal.—(1) The order in the first or second appeal shall be in
writing.

(2) Copy of the order in appeal shall be given to the appellant who has filed the appeal,
Designated Officer or the First Appcllate Authority, as the case may be.

17. Maintenance of register of cases under Act.—The Designated Officer, the First Appellate
Authority and the Second Appellate Authority shall maintain Register of the cases in Form IV,
either manually or in electronic form.

18. Appeal filed with Commission.—The appeal against the order of the Second Appellate
Authority shall be filed to the Commission in Form V.

19. Salaries and allowances, terms and conditions of service of officers and other employees
appointed on deputation to office of Chief Commissioner or Commissioners.—(1) The officers and
employees appointed on deputation to office of Chief Commissioner or Commissioners from any
Department of the State Government, Board, Corporation or other statutory body of the State
Government, shall be paid such salaries and allowances as admissible to them under the rules
applicable to them and they shall be governed under the said rules and relevant instructions
issued by the State Government, from time to time.

(2) The rules governing conditions of service and disciplinary matter of the State Government
employees shall, mutatis mutandis, apply to the other officers and other employees of the
Commission.

(3) The term of office of the other officers and other employees shall be such as the State
Government may specify by order :
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Form I
(See rule 6)

Acknowledgement
From
.................................. (The Designated Officer | Authorised Officer)
To
AAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAA (Name and address of the eligible person)
Ref :—Your application dated .......c..ooeeviiiiiiiieiiiiiiiinieineees
I hereby acknowledge your application referred above.
The following defects in the application may be rectified, urgently:
(Specify defects, if any)
(1) i
[0
(€3 R
The following required documents or NOC’s may please be submitted immediately:-
(1) e
(2) ceiieiii
()t
Place :
Date : Yours sincerely,

(Designated Officer / Authorised Officer)
(Office Seal)
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FORM 11
[See rule 11(1)]
Form of first appeal to the First Appellate Authority.

Before the ...
Authority) ..

.. (Designation and office address of the First Appellate

............................................. (Name and address of the eligible person)

.............................................. (Name and address of the Designated Officer)

(1) Date of application produced
before Designated Officer for
providing service

(2) Date of acknowledgement

(3) Date of production of documents, if any

(4) Details of public service required

(5) Decision of the Designated Officer
(6) Stipulated time limit

(7) Date of intimation of rejection of
application received by the
cligible person.

(8) Grounds for Appeal

(i) Public scrvice not provided
within stipulated time; or

(ii) Rejection of Application
(9) Relief sought

10) Any other information necessary
for filling appeal

List of Documents enclosed.

Declaration

The particulars given above arc truc and corrcct to the best of my knowledge, information
and belicf.

Dated the ... day of ..ovevevveniiriiiiinian 20 ....cceeeeene. (yeoar)

Signature of the eligible person.

AT -0 -39
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FORM I11
[See rule 11(2)]
Form of d appeal to the S d Appellate Authority.
Before the oo (Designation and office address of the First Appellate Authority)

. (Name and address of the eligible person)

........................................... (Name and address of the Designated Officer)

........................................... (Name and address of the First Appellate Authority)

(1) Date of application to the
Designated Officer

(2) Datec of acknowledgement

(3) Details of public service required

(4) Decision of the Designated Officer

(5) Decision of the First Appellate
Authority

(6) Stipulated time limit

(7) Date of first appeal

(8) Date or cxpected date to receive
any order from the First Appellate
Authority

(9) Grounds for Appeal

(i) No decision on first appeal; or

(ii) Rejection of appeal or

(iii) Order on first appeal not
satisfactory (rcasons)

List of Documents enclosed.

Declaration

The particulars given above arc truc and corrcct to the best of my knowledge,
information and belief.

Dated the . .. day of .. .. 20.......(ycar)

Signature of the eligible person /
Designated Officer.
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FORM IV
(See rule 17)

Register of cases.
A. To be maintained by the Designated Officer.

Sr.| Date of receipt Date of Namec and Public service Date on which
No.| of application | acknowle- | address of the requested application/appeal
dgement cligible person is disposcd of/
of the If rejected the
application reasons thereof.
(1) (2) (3) 4) (5)

B. To be maintained by the First Appellate Authority.

Sr. Date of Date of Name and | Public service| Datc on Details of
No. | receipt of acknowled- address of requested which fine, if any

first appeal gement of first | the cligible application |imposcd or
appeal person is disposed | collected

of/ If rejected
the reasons

thercof
1) (2) (3) 4 (5) (8) )
C. To be maintained by the Second Appellate Authority.
Sr. Date of Date of Name and Public Datc on which| Dctails of
No.| receipt of acknowled- | address of the service second fine, if any
sccond appeal gement of | cligible person/| requested appeal is imposcd or
second appeal | Designated disposed of/ collected
Officer / First If rejected
Appellate the reasons
Authority thercof
1) (2) 3) 4) (5) (6) (7)
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FORM V
(See rule 18)

Form of Appeal to Maharashtra State Commission for Right to Public Service.

To,
Before the (Maharashtra State Commission for Right to Public Service /
Divisional Commissioner / Government Officer entrusted powers of the Commission)

. (Name and address of the eligible person with
contact number and e-mail address, if any)

........................................ (Name and address of the Designated Officer)

.. (Name and address of the First Appellate Authority)

. (Name and address of the Second Appellate Authority)

(1) Date of making application to the
Designated Officer

(2) Date of acknowledgement

(3) Details of public service sought

(4) Name of the Department / office
from which service sought

(5) Date of disposal of application by
the Designated Officer

(6) Date of filing of first appeal

(7) Date of acknowledgement of first appeal

(8) Date of decision of first appeal and
its acknowledgement

(9) Date of filing of sccond appcal

(10) Date of disposal of second appeal

Grounds for filing appeal before Commission (in brief) :

Date: (Signature of the eligible person /
Place: Designated Officer)
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Note:—Certified copy of the order against which the appeal has been filed by the eligible
person shall be enclosed herewith.

Declaration

The particulars given above are truc and correct to the best of my knowledge, information
and belief.
Dated the .............. day of ...cccovennnns 20....... (ycar)

Signature of the eligible person /
Designated Officer.

By order and in the name of the Governor of Maharashra,

DR. BHAGWAN SAHAI,
Additional Chicf Scerctary (A. R. and O & M),
Government of Maharashtra.

ON BELALL OF GOVERNMENT PRINTING, STATIONERY AND PUBLICALION, PRINTED AND PUBLISILED BY SLIRI PARSIURAM JAGANNATLL GOSAVL, PRINTED
AT GOVERNMFNT CENTRAL PRESS, 21-A, NETAJT SURHASH ROAD, CHARNT ROAT, MUMBAT 400 U4 AND PURLISHED AT DIRECTORATR OF GOVERNMENT PRINTING,
STATIONERY AND PUBLICATION, 21-A, NETATT SUBHASH ROAD, CHARNT ROAD, MUMBAT 40 004, EDITOR : SHRT PARSHURAM JAGANNATH GOSAVI,
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