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Preface 

The Maharashtra Right to Public Services Act, 2015 was enacted with the objective of 

ensuring transparent, efficient, 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 efficiency at the 

cutting-edge level of administration.  

The Maharashtra Right to Public Services Act, 2015 came into effect from 28th April 

2015. The Maharashtra Right to Public Services Rules were published on 16th November 

2016. Shri.Swadheen Kshatriya, Former Chief Secretary, was appointed as the first State 

Chief Commissioner for Right to Service on 1st March 2017. 

As per section 19 (1) of 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 of delivery of Public Services by the Public Authorities and 

present the same to 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 Third Annual Report by The Maharashtra State Commission for Right to 

Public Services. It 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 31st March 2020, the number of services notified was 486 out of 

which 403 services are available online. The Aaple Sarkar Portal as well as RTS Mobile 

Application are providing online facility. In addition, there are over 32,075 Aaple Sarkar 

Seva Kendras where online facilities are provided to Citizens. Since inception of the Act, a 

total of 8,26,45,643 applications have been received using these online facilities and disposal 

is 97%. During the year 2019-20, a total of 1,81,79,975 applications for services received and 

disposal is 95 percent. However figures of the total number of offline applications received 

and their disposal are not available despite repeated attempts by the Commission in the 
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prescribed proforma “A” “B” and “C”. Hence this Report is based only on the online 

application figures provided by Mahaonline.  

A major event during 2019-20 was hosting of the National Conference on “Improving 

Public Services Delivery – Role of Government” at Nagpur on 21st& 22nd December 2019. 

This Conference was jointly organized by the DAR&PG, Government of India, Government 

of Maharashtra and the Maharashtra Right to Public Services Commission. This conference 

deliberated upon ‘Improving Public Services Delivery’. Best practices were presented by all 

the participating states. It was a great learning experience for everyone. Presently Twenty 

States in India have enacted a Legislation giving Citizens the Right to Public Services 

Delivery in a time-bound, transparent and efficient manner. Five States have set-up 

independent Commission to monitor the implementation of the RTS Act – Maharashtra, 

Punjab, Haryana, Uttarakhand and West-Bengal. States which have made use of information 

technology and are providing on-line Public Services have witnessed significant 

improvement in delivery of Public Services. The Conference unanimously adopted the major 

recommendations in ‘Nagpur Resolution’ which describes the way forward. A separate 

chapter on Nagpur Conference has been included in this Annual Report.  

While Maharashtra State has definitely made rapid progress in implementation of 

Maharashtra Right to Public Services Act and notified 486 services, it is observed that other 

States have notified more number of services.  State of Karnataka has notified 1033 services, 

State of Punjab has notified 568 services and State of Assam has notified 506 services.  The 

Commission has already recommended that a master list of all services provided by the State 

Govt. must be prepared and a timetable for notifying all services under the Act must be 

prepared.  This recommendation of the Commission needs to be implemented on priority. 

State Government has taken action on some of the Suggestion and recommendations 

made by the Commission. These include declaring Collector as the “Controlling Officer” 

vide circular dated 12.03.2018, for implementation of the Right to Public Services Act and 

decision to provide all notified services at all Aaple Sarkar Seva Kendras. These decisions 

would give greater impetus to the implementation of Right to Public Services Act. However 

greater efforts are required to create wider public awareness. The Commission has finalised 

the Logo and Tagline for popularising the Act.  The Commission has requested the Govt. that 

the Logo and Tagline must be used by all departments. Accordingly, Government has issued 
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circular dated 15 February 2020 that the Logo and Tagline of the Commission can be used for 

all services being provided under the Maharashtra Right to Public Services Act. 

The Commission has expressed concern regarding number of notified services not 

increasing, non-integration of services with Aaple Sarkar Platform, deviations from Single 

Platform Policy, several services receiving very poor response and 83 notified services not 

yet available online on Aaple Sarkar Portal, non-availability of complete information 

regarding receipt and disposal of offline applications, pendency of First and Second Appeals. 

These concerns have been addressed to concerned Departments repeatedly. The RTS 

Commissioner for Konkan Division has been appointed on 13th September 2019. However, 

the RTS Commissioners for five other Divisions have not yet been appointed. This needs to 

be done at the earliest. 

Yashwantrao Chavan Academy of Development Administration (YASHADA), Pune 

and Mahaonline has rendered invaluable support in preparation of the Third Annual Report 

on the implementation of The Maharashtra Right to Public Services Act, 2015. This Annual 

Report traces the evolution since inception of the Act, 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 to the 

Government and their present status. Finally, it suggests the way forward for further 

improvements in implementation of the Right to Public Services Act and highlights the 

innovative practices, which the Commission has observed in the districts of Nashik and Pune 

and recommends their replicability in other districts. 

Swadheen Kshatriya 

Maharashtra State Chief Commissioner 

For Right to Public Services 
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Call on the Hon'ble Governor of Maharashtra 
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Call on the Hon'ble Chief Minister & Hon'ble Minister Industries 
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Chapter I:  
The Maharashtra Right to Public Services Act, 2015 

1.1  Genesis 
Provision of hassle-free delivery of public services was recommended by the Second 

Administrative Reforms Commission in its report in 2005. Accordingly, the Central 

Government has stressed the need for review and revision of Citizen’s Charters of various 

departments in Central as well as in State Government along with the Union Territories. 

However, there was no penalty if the time limit prescribed by the Citizen’s Charters was not 

adhered. The Maharashtra Right To Public Services Act, 2015 removes this lacuna. 

Maharashtra, being one of the leading states in good governance, has always focused on its 

citizens as nucleus of its development. On the back drop of the Prevention of Delay in 

Discharge of Official Duties Act, 2005 and subsequent Private Member’s Bill for the 

Guarantee of Public Services to Citizens in 2009, the legislature has passed the Maharashtra 

Right to Public Services Act (MRTPS) on 28th April 2015 which provides for transparent and 

accountable governance for the citizens of the State. 

1.2  Unique features of the Act 
The revolutionary ‘The Maharashtra Right to Public Services Act, 2015’ has several unique 

features which make it different from Acts of other states in the country. The State Act 

stressed need for creating work culture, promoting use of digital platform and improving 

quality of public delivery system. The Act stresses need to provide public services to the 

eligible person and assures transparency, accountability and timeliness in governance. The 

objective of the Act is to empower citizens by improving public grievances redressal system 

and enhancing capacity of the public delivery system. It marks a paradigm shift because it 

gives citizens right to demand services and casts statutory obligation on the government to 

provide the public services within prescribed time frame in an efficient and transparent 

manner.  

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

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

limit for each notified service within three months from the enactment of the Act and 
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thereafter from time to time.  Accordingly, out of 31 departments 26 departments have 

notified 486 services under this Act until 31/3/2020.  

1.3  The Maharashtra State Commission for Right To Public Services 
In order to supervise, monitor, regulate and improve overall delivery of public services by 

various  departments of the state government, a Commission was constituted under section 13 

(1) of the Act and the State Chief Commissioner was appointed on 1st   March 2017. In case

of delay in providing services or denial without adequate justification, eligible person can file

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

1.3.1 Functions 

Under the Act the Commission has been assigned with various duties and functions 

which give it unique identity along with the responsibility of implementation of the 

Act in the state. As per Section 16, the Commission is entrusted with effective 

implementation of the Act and to make suggestions for ensuring effective public 

delivery of these public services. The Commission is also empowered to take suomotu 

cognizance of the failure of the services, carry out inspections of the offices, 

recommend departmental enquiry in case of failure of the public services, monitor 

delivery of public services by public authorities, and take decisions on the appeals. 

The Commission is vested with the powers of the Civil Court under Code of Civil 

Procedure, 1908. The Government is bound to consider and implement 

recommendations of the Commission made under section 16 of the MRTPS Act. 

1.3.2 Organizational Structure  

The office of the Commission is located in Mumbai. There are 34 sanctioned posts in 

the Commission office. At present a total of 24 Staff/Officers are working in the 

Commission which include one Deputy Secretary, four Desk Officers along with two 

assistants each and ministerial staff. The State Chief Commissioner for Right to 

Public Services was appointed with effect from 1st March 2017.  
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Figure 1.1: Organogram of the Commission 

11



1.4  RTPS Delivery Channels: Aaple Sarkar Service Portal and Mobile 

App 
The Commission, on priority took up the matter of providing single e-platform for availing 

notified services by the eligible persons. Another issue that was given importance was the 

awareness training by YASHADA to the government officers. This helped in efficient and 

effective implementation of the Act in the state. The Commission has insisted that all notified 

public services should come under single platform.   

1.4.1 Aaple Sarkar Service Portal 
The Aaple Sarkar Service Portal is made available for the providing online services to 

the public. At present Maharashtra is the first state providing maximum services in 

online mode. This platform is not only useful for availing services but also gives real 

time data regarding online services provided by the departments,  number of services 

made available for public by the concerned department, applications received and 

applications disposed and the number of  pending of applications. So far 8,26,45,643 

applications have been received online and 7,98,84,460 have been disposed by the 

concerned Designated Officers by 31.03.2020. 

1.4.2 Mobile Application 

Considering the huge response to the online services, special mobile application for 

Right to Service is made available to the public. The main purpose is to provide easy 

search for department wise services and tracking of the application. The mobile 

application is available for downloading on https://itunes.apple.com/in/app/rts-

maharashtra/ or RTS Maharashtra. It can be downloaded on Android or I-phone free 

of cost. Citizen can apply online using this mobile application. 

1.5  Training 
The Act provides for training component for its effective implementation and enhancing 

work culture among the officers and staff responsible for the service delivery. Recognizing its 

importance training was imparted with the specific objective of creating awareness among the 

Designated Officers, Appellate Authorities and other government employees through 

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

Administration (YASHADA), Pune 

YASHADA being an apex training institute of the Government of Maharashtra in 

entrusted with the task of conducting “Orientation Training” programme under the 

State Training Policy for the effective implementation of the Act and to create overall 

awareness about the MRTPS Act among the government staff and officers. 

Sensitization about the Act, its objectives and provisions under various sections were 

explained in training for all cadres at district level.  

Table 1.1 Training Programmes by YASHADA 
 (2015-16 to 2019 -20) 

S. No Year No of Trainees 

1 2015–16 84,930 

2 2016–17 1,22,285 

3 2017–18 15,170 

4 2018 – 19 9,194 

5 2019 – 20 5,764 

Total 2,37,343 

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 staff which cover services process flow from citizen to department on how 

to dispose applications, provide services or reject the application after recording 

reasons, how to dispose appeals online, tracking & verification.  
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Table 1.2 Technical Training Programmes by Mahaonline 

S. No Year No of Trainees 

1 2015–18 10,275 

2 2018–19 7,900 

3 2019 – 20 5,004 

Total 23,179 

1.6 Journey of MRTPS at a glance 

1.6.1 The Act and Notifications 

After receiving the assent of the Hon. Governor of Maharashtra, the Act was 

published in the Maharashtra Government Gazette on 21st August 2015.  The Act 

came in force from 28th April, 2015 and the Rules were published on 16th November, 

2016. It made mandatory for all government departments to notify within three 

months public services which eligible person can avail under the Act. Accordingly, 

various departments published the list of the notified public services, with the names 

of Designated Officers, first and second Appellate Authorities and time limit for each 

service.    

1.6.2 Constitution of the Maharashtra State Commission for Right to Public 

Services 
For the effective implementation of the MRTPS Act, Shri Swadheen Kshatriya (IAS 

Rtd.), former Chief Secretary to the Government of Maharashtra, was appointed as 

the first State Chief Commissioner for Right to Public Services on 1st March 2017. 

1.6.3 Online services 
It has been decided to provide all services online through Aaple Sarkar Service Portal 

and mobile app. Mahaonline developed the software and various departments were 

asked to integrate their service portals with Aaple Sarkar Service Portal. During the 

period 2015 to 31st March 2020 a total of 8,26,45,643 applications have been received 

online. Out of 486 Notified Services 403 Services are available online. The software 

development of remaining 83 Services is in progress.  
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 1.7 Review Meetings 
 The Commission had several meetings and reviewed with various departments for 

 effective implementation of the Act. 

1.7.1 Meeting with Hon. Chief Secretary 
The Commission had a meeting with Hon Chief Secretary, Government of 

Maharashtra on 18 April 2019, to brief him about the activities of the Commission 

and reviewed various issues relating to its effective implementation. Following points 

were reviewed with Secretaries of all Departments: 

 Preparation of master list of notified Public Services by all departments

 Notifying all public services by the departments

 Reviewing services which have less response from public

 Notifying more or de-notifying services.

 Integrating of online services with Aaple Sarkar Portal

 Collection of information for offline data in forms “A” “B” and “C”

 Scheme for incentives to employees with good performance

 Implementation of public awareness programmes about MRTPS Act

 Organizing more training programmes for Designated Officers and Appellate

Authorities

 Using tagline and logo of the Commission on notified services.

 Analyzing and identifying reasons for delay and poor response to some

notified services.

 Increasing the number of Aaple Sarkar Seva Kendra.

1.7.2 Review Meetings with Secretaries of Government Departments 
The Commission held regular review and interaction with the secretaries of various 

government departments and reviewed the implementation of the Act. 
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Table 1.3 Dates of Review Meetings of various Departments 

Departments Date 
Forest, Animal Husbandry, Dairy and Fisheries, Food and Civil 
Supplies, Medical Education and Drugs, Transport, General 
Administration, School Education and Sports, Aayush, Tourism 
Development, Maharashtra Jeevan Pradhikaran, MTDC, F.D.A. 

12-15 June 2019

School Education and Sports, Information Technology, Social 
Justice & Special Assistance, Water Supply and Sanitation, 
General Administration, Urban Development, Public Health, 
Industry, Women and Child Development  

16 -25 
September, 2019 

1.7.3 Video Conferences with all Divisional Commissioners and District 

Collectors 
All District Collectors were designated as “Controlling Officers” for the district 

through the GR dated 12 March 2018.As such, the Commission interacted with all 

Divisional Commissioners and District Collectors on 11 June 2019, 6 September 

2019 and on 26 February 2020 and insisted on effective implementation of the Act. 

Similarly, the Commission also expressed concern about delay in service over 

stipulated time, pendency of appeals, online complaints, review of nonfunctional Seva 

Kendras, permission to new Seva Kendras, advertising notified public services, 

reducing unnecessary demand of papers and case of business through BPR, providing 

information about off line applications through forms A, B and C, providing 

information about penal action, fine imposed, monthly report of inspection, 

information about organization of training programmes, information about best 

practices, use of  logo and tagline. The Commission also insisted that the role of the 

District Collector as controlling officer for RTSA is very important for effective 

implementation of the act. 
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Table 1.4 Dates of Review Meetings for Specific Purpose 

Topic Departments Date 

Presentation of software about 
forms “A,” “B” & “C” for 
offline data 

General Administration Department 
and Information Technology 
Department 

9 April, 2019 

Integration of services of 
BMC with Aaple Sarkar 
Portal 

Additional Commissioners BMC, 
Director of Municipal 
Administration, Dy Secretary IT, 
Representative of Mahaonline 

10 June 2019 

Technical difficulties from 
some districts, receiving 
statistical information etc. 

Secretary IT GoM, Secretary GAD, 
Representative of Mahaonline 

31 January 2020 

Review about Aaple Sarkar 
Portal – Notified Services 

Secretary of GAD, Secretary 
Information Technology , 
General Manager of Maha IT,  

9 March 2020 
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Chapter II:  
Activities of the Commission 

For effective implementation of the Act, the Commission was engaged in extensive review 

and interactions with the government departments, nodal authorities at divisional and district 

level and also with students and citizens. An overview of the Commission’s activities is as 

follows: 

2.1 Tours undertaken by Hon’ble Chief Commissioner 

The highlights of the tours undertaken by the Chief Commissioner include 

organisation of the National Conference on “Improving Public Services Delivery – Role of 

Governments” at Nagpur in which 22 states participated and shared Best Practices, 

presentation on MRTPS Act and its implementation, at the National Conference at 

Thiruvananthapuram, at Lal Bahadur Shashtri National Academy of Administration, 

Mussoorie to Officer Trainees and at The National Centre for Good Governance. At all 

these forums The MRTPS Act and its implementation has been widely appreciated and 

emulated.  

The tours have enabled the Commission to identify innovative practices for improving 

implementation of MRTPS, Act. During visit to Nashik District the Commission 

observed that the Collector has notified 81 additional services under The MRTPS Act. A 

review and monitoring mechanism has also been set up. The Commission has noted 

the innovative practice of SEVA Centre at the Commissioner of Police Office, Pune. 

Field visits and review meetings have very good salutary effect in motivating the 

officers and staff implementing the MRTPS, Act. It also provides excellent feedback to The 

Commission regarding the problems / difficulties being encountered by the Designated 

Officers, Appellate Authorities and Supervisory Officers. The same are taken up by the 

Commission with respective departments with a view to resolve them.   
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Table 2.1Tours undertaken by Hon’ble Chief Commissioner 

No. Date Details of Visit’s 

1. 03rd April, 2019 Students from Tata Institute of Social Science (TISS) 
Meeting. 

2. 14th June, 2019 Programme organised by Women and Child Development 
Dept. and Bachpan Bachao Andolan. 

3. 10th July, 2019 Nagpur Visit - 
1. Review Meeting.
2. Guidance on Right to Public Service Act, 2015 to

State Government Officers at Nagpur.
3. Visit to Aaple Sarkar Centres.

4. 18th July, 2019 Indian Merchant Chamber (IMC) Programme Churchgate. 
Guidance on Right to Public Service Act, 2015 

5. 17th August, 2019 Maharashtra State Gazetted Officers Federation - 
Guidance on Right to Public Service Act, 2015. 

6. 26 & 27 August, 2019 National Seminar on e-governance for better governance 
– at Thiruvananthapuram.
Presentation on Maharashtra Right To Public Services
Act.

7. 13th September, 2019 Oath Ceremony of Commissioner (RTS) Konkan 
Division. 

8. 23rd September, 2019 Visit and training program for probationary officers of the 
Indian Administrative Service 2018 batch. 

9. 05th November, 2019 Nagpur – Review Meeting regarding RTS and National 
Conference. 

10. 06th  November, 2019 Bhandara Visit 
1. Review Meeting at Collectorate.
2. Visit to Municipal Council Office.
3. Visit to Aaple Sarkar Seva Kendra.
4. Visit and Review of DILR office, Bhandara
5. Visit to Gram Panchayat, Ganeshpur Aaple Sarkar

Kendra.
11. 22nd November, 2019 Presentation on MRTPS to officer Trainees at Lal 

Bahadur Shashtri National Academy of Administration 
(LBSNAA), Mussoorie. (Organised by GOI ) 

12. 23rd November, 2019 Presentation on MRTPS to Officers from Maldives at 
National Centre for Good Governance, Mussoorie. 
(Organised by DARPG,GOI) 

13. 25th November, 2019 Presentation and interaction with Law Students. 
14. 04th December, 2019 Presentation and Interaction on MRTPS to Delegation 

from Gambia. (Organised by DARPG, GOI) 
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15. 09th December, 2019 Visit and Review Meeting at Purandar Tahsil in Pune 
District 

16. 10th December, 2019 Visit and Meeting at Pune collector office. 
Meeting at C.P. Office regarding review & 
implementation of Right to Public Services Act –
Inauguration of SEVA Service Centre at Commissioner of 
Police Office, Pune. 

17. 21 & 22  December, 
2019  

National Conference On “Improving Public Services 
Delivery - Role Of Governments” Organised jointly by 
DARPG, GOI, GOM and MRTPS Commission at 
Nagpur. 

18. 11,12,13 February, 
2020 

PUNE – YASHADA – Meeting regarding Annual Report 
Preparation and Training Programmes. 

19. 26 & 27 February, 
2020 

Nasik Visit – 
1) Review meeting at Zilla Parishad, Nasik with Chief

Executive Officer regarding implementation of State
Public Service Rights Act.

2) Review meeting at Nasik Municipal Corporation
regarding implementation of State Public Service
Rights Act.

3) Visit and Review Meeting at DILR Office, Nasik.
4) Review Meeting with Collector, Divisional

Commissioner and all concerned officers at Nasik
Collector Office.

2.2 Video Conference 
All District Collectors have been designated as “Controlling Officers” for the district through 

the GR dated 12 March 2018. As such the Commission interacted with all District Collectors 

and Divisional Commissioners on 11 June 2019, 6 September 2019 and 26 February 2020. 

The Commission insisted on effective implementation of the Act and see that the notified 

services are provided in stipulated time. The Commission also insisted that the First and 

Second Appeals are cleared within the stipulated time. 

2.3 Meetings Conducted 

The Meetings include call on and briefing to Hon’ Governor and Hon’ Chief Minister. 

They were also presented a copy of the Annual Report as it covers the evolution and 

implementation of the MRTPS, Act since 2015. 
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The Review Meetings with all Divisional Commissioners and District Collectors were 

held through video – conference. The Collectors have been designated as the controlling 

officer for ensuring the implementation of MRTPS Act. The Divisional Commissioners have 

been directed to include MRTPS Act and its implementation in the monthly review meeting 

of all Collectors and CEOs of Zilla Parishad. 

The Review meetings with all secretaries of Government focused on status of 

implementation and action taken on the several recommendations made by the Commission. 

The attention of all secretaries have been repeatedly drawn to large number of services which 

have received very poor response, large number of services which are not yet available 

online. Similarly, these review meetings have emphasized the Government Policy of 

providing all services online and on single platform. 

Several meetings were held to ensure that information regarding offline applications 

and its disposal is made available to the Commission. The Commission has prescribed 

proforma “A”, “B” & “C” to collect this information. Commission has repeatedly requested 

Government that software needs to be developed urgently by Maha IT Corporation so that 

this information can be collected by using IT. However this system has not yet been 

developed. The Commission expects that the same would be done on topmost priority. 
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Table 2.2 Meetings Conducted 

S.R. Date Subject Officer Who Attended 
1. 09.04.2019 Providing information 

regarding offline services in 
“A”, “B” & “C” proforma – 
Software Development 

Additional Chief Secretary / Principal 
Secretary, General Administration 
Department & Information Technology, 
CEO, Mahaonline 

2. 18.04.2019 Review by Chief 
Commissioner, Right to 
Service & Chief Secretary 
regarding implementation of 
Maharashtra Right to Public 
Services, Act 

All Additional Chief Secretaries, 
Principal Secretaries, Secretaries 

3. 07.05.2019 Meeting with Former Chief 
Secretary Shri. D. M. 
Sukhtankar, Chairman, 
AGNI, NGO and other 
Officers bearers 

Chairman and Office bearers of AGNI, 
NGO 

4. 10.06.2019 Integration of MCGM 
services with Aaple Sarkar 
Portal  

All AMCs of MCGM, Director 
Municipal Administration, Officers of 
Information Technology Department  

5. 11.06.2019 Review of implementation of 
MRTPS Act in all Districts 

All Divisional Commissioners and 
Collectors participated through Video 
Conference 

6. 12.06.2019
to
15.06.2019

Review regarding 
implementation of MRTPS 
Act 

Principal Secretary / Joint Secretary / 
Deputy Secretary of Forest Dept., 
Animal Husbandry, Dairy & Fisheries 
Dept., Food & PDS Dept., Medical Edu. 
Dept., Transport Dept., GAD, School 
Edu. & Sports Dept.   

7. 06.07.2019 Review of notified services 
which have received very 
poor response 

Secretary, Agriculture Dept. & other 
Officers 

8. 09.07.2019 Law students / interns from 
Maharashtra Human Rights 
Commission for study of 
MRTPS, Act  

Law students / interns from Maharashtra 
Human Rights Commission 

9. 06.09.2019 Review of  implementation of 
MRTPS, Act with all 
Divisional Commissioners 
and Collectors 

All Divisional Commissioners and 
Collectors – Through Video Conference 

10. 16.09.2019 Courtesy call on and briefing 
about MRTPS, Act to 

Hon’ble Chief Commissioner, MRTPS 
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Hon’ble Governor 
11. 16.09.2019 

to 
25.09.2019 

Review regarding 
implementation of 
recommendations made by 
the Commission in its Annual 
Report 2017-18 

Additional Chief Secretary / Principal 
Secretary / Secretary of School Edu. & 
Sports Dept., IT Dept., Water Supply & 
Sanitation Dept., Public Health Dept., 
Social Justice & Special Assistance 
Dept., Urban Development Dept., 
Industries Dept., Human & Child 
Development Dept. 

12. 27.09.2019 Meeting regarding issues 
pertaining to IT Dept. and 
GAD (O&M) 

Joint Secretary IT Dept. & Officers of 
GAD (O&M) 

13. 28.11.2019 
to 
30.11.2019 

Review of services notified 
under MRTPS, Act but not 
yet integrated with Aaple 
Sarkar 

Principal Secretary / Secretary, 
Industries, Energy & Labour Dept., 
Urban Development Dept. (II), 
Agriculture Dept., Soil & Water 
Conservation Dept. & Officers 

14. 06.12.2020 Courtesy call on and briefing 
regarding MRTPS, Act and 
proposed National 
Conference to Hon’ble Chief 
Minister  

Hon’ble Chief Commissioner, MRTPS 
& Principal Secretary, GAD (O&M) 

15. 31.01.2020 Mahaonline & Maha IT 
Corporation to provide 
statistical information and 
technical support to the 
commission 

Principal Secretary, Secretary, IT Dept., 
GAD (O&M), Mahaonline & Maha IT 
Corporation Officers 

16. 26.02.2020 Review regarding 
implementation of MRTPS, 
Act 

All Divisional Commissioners and 
Collectors – through Video Conference 

17. 09.03.2020 Review regarding Aaple 
Sarkar portal 

Secretary, GAD (O&M), Managing 
Director and MD of Maha IT 
Corporation 

Thus, by a combination of undertaking tours and conducting regular review meetings, the 

Commission has ensured effective implementation of MRTPS, Act. It is observed that in 

2019-20 there has been significant improvement in the timely delivery of notified services. In 

2019-20 a total of 1,81,79,975 applications were received online, and the on-time disposal 

was 96 percent.  
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Review meeting at Nashik with Divisional Commissioner, 
Collector and CEO ZP 
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  Address to Police Officers at Police Commissionerate, Pune
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  Addressing Officers of Nagpur Division 

 Inauguration of Workshop at Nagpur with Divisional 
Commissioner, Collector and Municipal Commissioner 
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  Board Displaying notified services at Nashik Collectorate 
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Presentation to Officer Trainees at Lal Bahadur Shastri National 

Academy of Administration, Mussoorie 

29Ha- 344-5



  Review Meeting at Collectorate, Bhandara 
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  Visit to Aaple Sarkar Seva Kendra at Nagpur 
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 Visit to Aaple Sarkar Seva Kendra at Nagpur 
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 Visit & Review meeting at Zilla Parishad, Nashik 
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  Visit & Review meeting at DILR Office, Nashik 

Presentation at the National Centre for Good Governance, GOI, Mussoorie 
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 Address to Chamber of Commerce & Industry 

Visit & Review at Tahsil office, Purandar 
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Presentation on RTS to Maharashtra Rajya Rajpatrit Adhikari Mahasangh 

Visit to Aaple Sarkar Seva Kendra, Bhandara 
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 Visit and Review Meeting at Collectorate, Pune 

Presentation at National Seminar, Thiruvananthapuram 
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Meeting at YASHADA to prepare a draft of Annual Report 
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Chapter III:  

Aaple Sarkar Service Portal & Mobile App 

3.1 Information about Aaple Sarkar Service Portal: 
Aaple Sarkar Service Portal is a common platform for citizens to apply for Government-To-

Citizen services of various departments by using computer or mobile phone as well as user 

can also avail the services through 32,075 Aaple Sarkar Seva Kendras spread across all 

districts of Maharashtra. The online application facility provided by Aaple Sarkar Service 

Portal and Mobile Application is available in Marathi as well as in English. 

Government of Maharashtra has introduced the Right to Public Services Act, 2015 to provide 

for  delivery  of  transparent, efficient  and  timely  public  services  to  the  eligible  persons 

in  the  State  of Maharashtra  and  to  bring  transparency  and  accountability  in  the 

Departments  and  Public Authorities of  the  Government. 

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

Application. 
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- Citizen can create self-profile on online portal to avail these benefits. Once self-

profile is created the user can avail online facilities for any notified services anytime

by using the same profile.

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

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

Digital-Locker.

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

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

Portal.

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

3.1.1 Self-service portal 
All the services that can be availed at the Aaple Sarkar Seva Kendras can also be availed 

through the self-service portal https://aaplesarkar.mahaonline.gov.in. It enhances the 

reach of the citizen services.  To facilitate online application for services & creation of 

self profile. 32,075 Aaple Sarkar Seva Kendra have been established in the state.The 

technical architecture of Aaple Sarkar Seva Service Portal is such that all the services 

were launched simultaneously at both the service channels – Aaple Sarkar Seva Kendras 

and Aaple Sarkar Service Portal.  The MahaOnline team is providing training to the Aaple 

Sarkar Seva Kendras VLE on how to use Aaple Sarkar Service Portal to provide 

government services. A total of 28, 29,795 persons have created self-profile on Aaple 

Sarkar Service Portal until 31st March 2020. 

3.1.2 Process Re-engineering 
The backend integration of the processes requires business process re-engineering (BPR). 

In the absence of process re-engineering IT adoption adds additional process layer. BPR 

was done simultaneously in multiple departments. It was done through brainstorming 

sessions between a department’s team & MahaOnline team. All the departments have 

gone through the BPR exercise.  

3.1.3 Digital Workflow 
The entire workflow of departments has been made digital, with no manual process in 

place anymore. For instance, if a citizen makes an online application for obtaining a 

document, such as an income certificate, the entire workflow would be digital and there is 
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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. 

 

 

 

 Registration for 
User Name & Password on Aaple 

Sarkar 

Application Form 

 Document Upload 

PG for dept. fees 

Rectification in Application as per 
remarks by Designated Officer 

 Department 
Designated Officer

 Online Verification of - 
Application form, 

attachment & Payment 

Designated 
Officer 

Reject 

Approve
d 

Certificate will 
be digitally 

signed.  
Applicant will 

receive eMail & 
SMS.    
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 Home – Page information of aaplesarkar.mahaonline.gov.in

- Language Option (Marathi & English)

- Detail of RTS Services, 

- verify approved application for authentication 

- Citizen Can Track applied application 

Track applied Application from Aaple Sarkar Portal - Applicant can Track the application 

status. Simply enter the Application ID which is received while apply for certificate. After 

entering valid Application ID user can able to find the status of applied application without 

entering of login credentials. 
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After submission of details, Authenticated application details and status of application 

will auto populate. 

Verify authenticated Certificate from Aaple Sarkar Portal- Any third party can verify 

certificate received online through Aaple Sarkar portal for authentication and validation propose. 

In Verification process user has entered require details in verification window like department 

name, certificate barcode number and Submit.  

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

verification. 
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About RTS Commission – Provides Brief information about RTS Commission & also 

Citizen can download Maharashtra Right to Public Services Act, 2015 and Rules. 

 Department Notified Services – Citizen can download information regarding Notified

Services which contain information about stipulated time period, details of

Designated Officer and Appellate Authorities.
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3.1.4 Steps for Aaple Sarkar Service Portal Registration 
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A) Click the link “New User? Register Here…

B) Select any one mode from given options to create user name and password i.e. User ID

and Password by verifying UID or Create own user profile using OTP verification on your

mobile number

C) Option 1 – Register by using Aadhaar Number.Or

Option 2- Fill Aaple Sarkar Service Portal Registration form in 6 steps i.e.
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Step 1 - Applicant Detail 

Step 2 - Applicant’s Address 

Step 3 - Mobile No & Username Verification 
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Step 4 - Upload Photograph 

Step 5 - Proof of Identity (Any -one) 

Step 6 - Proof of Address (Any -one) 

D) After login with User Name & Password, on left side user can see Department names like

Agriculture, Home Department, Industries Energy and Labour Department, on selection of

department user will get list of services of respective department for application.
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E) User can file an Online Appeal through Aaple Sarkar portal, in case of a delay in

providing the services or denial of the services without adequate justification, citizens can file

first Appeal and second Appeal with appellate authorities within the department and third and

final Appeal can be filed before this commission.

3.2 Information about Aaple Sarkar Service Portal and Mobile App 

A mobile app named RTS Maharashtra has been developed for availing the notified public 

services under the Maharashtra Right to Public Service Act, 2015.  Citizens can apply online, 

track the application status, and verify the authenticity of certificates issued to them.  This 

makes the Aaple Sarkar Service Portal a citizen friendly application and the citizens can avail 

the services anywhere anytime.  Even without the Mobile App, the applications can be 

accessed by the citizens through a mobile browser in a seamless manner. RTS Maharashtra is 

accessible through Android & I-Phone system for free in two languages i.e. Marathi & 

English.     
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3.2.1 Select Language 

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

3.2.2 Dashboard & List of Online Services  

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

department & Services which are available under this act. 

Select Language Dashboard Services Sub-Category 

50



Sub Category Details 3.2.3 Sub category details 

This provides information of each service, Time Limit  

for disposal of service, Designated Officer designation,  

First & Second Appellate Authorities designation & the 

list of documents which are required with the  

application.  

3.2.4 Login and Registration 
User can register through Mobile application with two 

methods i.e. Using Aadhaar Number or Detail 

Registration. 

Login  Aadhaar Number  Registration 
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3.2.5 Track / Verify / Call 
User can track the status of applied application through online portal & any third party can 

verify certificate received online through Aaple Sarkar Portal for authentication and 

validation purpose. 

3.2.6 Benefits 

 Track  Verify  Call 
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3.2.7 View Transaction History  
User can access applied applications history through Transaction History option. 

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

has been increasing rapidly. It is observed that 28,29,795 (up-to March 2020) applicants have 

registered and created self-profile. Total 8,26,45,643 applications for public services have 

been received online. As per section 7 of MRTPS Act, the Government shall encourage and 

aspire all the Public Authorities to utilize Information Technology to deliver their respective 

public services within the stipulated time limit. The Commission would like to insist on the 

implementation of the aforesaid provision. 
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Chapter IV:  
Training & Capacity Building 

4.1 Training & Capacity Building 
Training is an important part in the implementation of any new policy or technology. It 

enables Staff and Officers to perform effectively and with better efficiency. The MRTPS Act, 

2015 Section 20 (4) has stipulated that all the Designated Officers and the Appellate 

Authorities shall undergo periodic training for the effective implementation of the Act. The 

Act also mentions that government will make adequate provision for the training. It has been 

decided that the training on the MRTPS Act will be integral part of the syllabus of the 

foundation training for all officers. As such, training becomes a vital component for the 

effective implementation of the Act. 

4.2 Orientation Training by YASHADA 
Yashwantrao Chavan Academy of Development Administration (YASHADA), Pune is an 

apex training institute for the Government of Maharashtra. The academy is implementing 

State Training Policy (STP) since 2011 under which various training programmes are 

designed and executed through Regional Administrative Training Institutes (RATIs) and 

District Administrative Training Institutes (DATIs). 

4.2.1 Awareness Training  Phase I  ( 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/films were 

selected, reading materials containing provisions of the Act, and presentations and 

frequently asked questions along with the model answers were prepared. After this initial 

preparation first state level Training of Trainers (ToT) Workshop was conducted on 30th 

September 2015 and second ToT Workshop was conducted on 5th October 2015 at 

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

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

For the purpose of creating general awareness about the Act and important provisions in it 

the above mentioned trainers conducted Phase I training for government staff and officers 

during and imparted training to 28,733 participants. Similarly, in Phase II training was 

imparted to 52,779 participants. These efforts of YASHADA were appreciated and 

recognized by the Department of Personal and Training, Government of India by 

awarding “Excellence in Training” for the year 2015-16. 

4.2.2 Awareness Training Phase II (2016-17) 
After creating general awareness about the MRTPS Act, 2015 among the government 

employees a need was felt to impart training to the Designated Officers of the 

departments. In the year 2016-17 YASHADA developed department wise master trainers 

in the subject. The Revenue Department, Rural Development and Panchayatraj 

Department, Animal Husbandry Department, Fisheries & Dairy Development Department 

and the Women and Child Development Departments were selected.  

Table 4.1 Training Programmes by YASHADA 2016-17 

Department Trainer Trainee 
Revenue 81 7,298 
Animal Husbundary, Fishries and Dairy 
Development  

138 3,077 

Rural Development and Panchayat Raj 125 12,943 
Women and Child Development  (ICDS) 131 90, 305 
Agriculture, Home (Police ) Police and 
Other 

0 8313 

Total 475 1,21,936 

4.2.3 Awareness Training Programme during Foundation Training Programme 

During the year 2019-20 total 5,764 (1,711 Group “A” and 4,053 Group “B” and “C”) 
officers were given awareness training by YASHADA. However, since 2015 till 31st 
March 2020 YASHADA has trained in all 2,37,343 officers. 
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Table 4.2 Year wise Trainee officers Group “A”, “B” and Group “C” 

Sr No Year Trainee Officers 
Group “A” 

Trainee Officers 
Group “B” and “C” 

1 2015-16 652 84,278 
2 2016-17 359 1,21,926 
3 2017-18 1366 13,804 
4 2018-19 1058 8,136 
5 2019-20 1711 4,053 

Total 5146 2,32,197 

4.3 Technical Training by Mahaonline 

For the implementation of MRTPS Act 2015 Mahaonline - 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 co-ordinator in each district to co-ordinate 

with field level department officers. District co-ordinators of district conducted more than 

445 trainings to district and taluka level officers of departments. 

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

 Utilization of tracking and third party verification mechanism.
 Training to Designated Officer for department level process flow.
 Training to Appellate Authority for appeal level process flow.
 Dashboard trainings for MIS Reports.

Training Statistics: Technical training was provided by Maha-IT for various departments. 
Mahaonline has[ht1] conducted 445 training programmes and imparted training to 5,004 
officers and staff. 

During 2019-20 YASHADA imparted training to 5,764 officers and Mahaonline imparted 

training to 5,004 Officers. Thus in 2019-20 a total of 10,768 Officers received training 
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Chapter V:  
Use of Right to Public Service by Citizens 

5.1 Department wise Notified Services 

Out of total 31 Departments, 26 Departments have notified 486 services under the Right to 

Public Services Act. There are 4 departments that have notified the highest number of 

services – Industry, Labour & Energy Department (73), Revenue and Forest Department 

(63),Urban Development Department (57), Home and Transport Department (52). There are 

5 Departments that have not notified any services – General Administration Department; 

Planning Department; Parliamentary Affairs Department; Marathi Language Department, 

Other Backward Classes, Social and Educational Backward Classes, Vimukta Jatis, Nomadic 

Tribes and Special Backward Classes Welfare Department. 

Table 5.1: Department wise List of Notified Services (As on 31st March 2020) 

S.No. Name of Department Name of Sub-Department Total 
Notified 
Services 

1 Home and Transport 
Department 

Home Department 17 
Transport Department 14 
State Excise 14 
Maharashtra Maritime Board 7 

2 Revenue & Forest 
Department 

Revenue Department 20 
Land Records Department 18 
Forest Department 11 
Department of Registration and Stamps 14 

3 

Agriculture, Animal 
Husbandry, Dairy 
Development & Fisheries 
Department 

Agriculture – Vidyapeeth 09 
Agriculture Department 15 
Animal Husbandry and Dairy 
Development Department 

16 

Fisheries Development Department 

4 Urban Development 
Department 

Urban Development Department 57 

5 Law and Judiciary 
Department 

Law and Judiciary Department 04 

6 Rural Development & 
Panchayat Raj Department  

Rural Development Department 13 

7 Soil & Water Soil & Water Conservation Department 08 
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S.No. Name of Department Name of Sub-Department Total 
Notified 
Services 

Conservation Department 

8 
Food, Civil Supplies & 
Consumer Protection 
Department. 

Food, Civil Supplies & Consumer 
Protection Department 

18 

9 Housing Department 

MHADA 12 
Mumbai Building Repairs and 
Reconstruction Board 

04 

Slum Rehabilitation Authority 04 

10 Women & Child 
Development Department 

Women & Child Development Department 13 

11 
Skill Development and 
Entrepreneurship 
Department 

Skill Development and Entrepreneurship 
Department 

02 

12 Minority Development 
Department 

 Minority Development Department 01 

13 Industry, Energy and 
Labour Department. 

Industry Department 10 
MIDC 07 
Directorate of Government Printing & 
Stationary 

02 

Labour Department 41 
Energy Department 10 
MSEDCL 03 

14 Finance Department State Goods and Services Tax Department 04 

15 Water Resources 
Department Water Resources Department 10 

16 Dept of Co-Operation, 
Marketing and Textiles 

Dept of Co-Operation, Marketing and 
Textiles 

05 

17 Water Supply & 
Sanitation Department. 

Maharashtra Jeevan Pradhikaran 02 
Groundwater Surveys and Development 
Agency (GSDA) 

02 

18 Public Health Department Public Health Department 04 

19 Social Justice & Special 
Assistance Department 

Social Justice Department 12 

20 Tribal  Development 
Department 

Tribal Department 02 

21 School Education and 
Sports Department 

School Education and Sport Department 12 

22 Medical Education & 
Drugs Department 

MEDD (AYUSH) 07 
Directorate Medical Education Research 
(DMER) 

08 

MEDD (MIMH) 06 
Food Drug Administration (FDA) 04 
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S.No. Name of Department Name of Sub-Department Total 
Notified 
Services 

23 Tourism and Cultural 
Affairs Department Tourism and Cultural Affairs Department 20 

24 
Higher and Technical 
Education Department 

Maharashtra State Board of Technical 
Education 

04 

Universities 06 

25 Environment Department Maharashtra Pollution Control Board 
(MPCB) 

04 

26 Public Works Department Public Works Department. (PWD) 10 

27 General Administration 
Department 

General Administration Department Nil 

28 Planning Department Planning Department Nil 

29 Parliamentary Affairs 
Department 

Parliamentary Affairs Department Nil 

30 Marathi Language 
Department 

Marathi Language Department Nil 

31 

Other Backward Classes, 
Social and Educational 
Backward Classes, 
Vimukta Jatis, Nomadic 
Tribes and Special 
Backward Classes 
Welfare Department. 

Other Backward Classes, Social and 
Educational Backward Classes, Vimukta 
Jatis, Nomadic Tribes and Special 
Backward Classes Welfare Department.  

Nil 

31 52 486 

61
Ha- 344-9



5.2 Status of Applications Received and Disposed 

The review of total status of applications for the duration of October 2015 to March 2020 

shows that 8,26,45,6,43 applications were received by all the 31 Departments.

Note :- The main reason for shortfall of applications during 2018-19 and 2019-20  is due 7/12 
extracts through separate “Mahabhulekh’’ portal of Revenue Department. Earlier 7/12 
extracts were mostly issued through Aaple Sarkar Portal.   

5.2.1 Application Disposed and In Process

During the period 2015-20, the total no. of applications received is 8,26,45,643, and disposal 

is 7,98,84,460. Thus 96.66 % of the applications have been disposed and 3.34 % were  in 

process on 31st March 2020. 

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

67,11,097

1,88,15,885 2,03,00,005 1,86,38,681 1,81,79,975

Graph No. 5.1 Total no. of Applications Received (2015-20)

2015-16 2016-17 2017-18 2018-19 2019-20
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Out of the total applications 1,81,79,975 received during 2019-20 the disposal was 

1,72,77,819. Thus, 95.04% of the applications have been disposed and 4.96% were in process 

on 31st March 2020.  

The performance of every department varies from each other. Out of 31 Departments some 

Departments consistently top the list of applications received and disposed. Revenue 

Department has reported the highest number of applications received and disposed as shown 

in Graph No. 5.3. The other 2 Departments that are in  top three are Labour Department 

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

95.04

4.96

Graph No. 5.2 (A) Status of  Applications 2019-20

Total Disposed Total In process

Total Received Total Disposed

1,52,06,772 1,48,18,302

Graph No. 5.3 Total Applications Received and Disposed by 
Revenue Dept. (2019-20)
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5.2.2 Applications Approved and Rejected 

In the year of 2019-20 the total number of disposed applications is 1,72,77,819. Out of these 

disposed applications, approved applications were 1,71,63,602 i.e 99.34%. Hence it is seen 

that the percentage of applications rejected is only 0.66 %.This extermly low percentage of 

rejection deserved appriciation.  The details of these applications can be seen in the Graph 

No. 5.6.  
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The yearwise number of the approved and rejected applications can be seen in the Graph No. 

5.7 

It is observed from the above graph that during the period 2015-20 in all years the rejection 
of applications for service continues to be very low consistently i.e. below one percent. 

Approved (99.34%) Rejected (0.66%)

1,71,63,602

1,14,217 

Graph No. 5.6 Total Approved and Rejected Applications (2019-20)
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Table No. 5.2 Departmentwise Applications Received,Disposed,Approved and 
Rejected (2019-20) 

S.No Department Recieved Disposed Approved Rejected 
1. Revenue Dept 1,52,06,772 1,48,18,302 1,47,82,805 35,497 
2. Labour Dept 10,55,569 10,51,724 10,39,748 11,976 
3. Home and Transport Dept 8,20,984 6,77,187 6,77,172 15 
4. Social Justice and Special Assistance

Dept 4,63,479 1,33,605 1,27,884 5,721 

5. Industries Dept 3,60,632 3,60,416 3,17,368 43,048 
6. Energy Dept 87,456 85,387 78,258 7,129 
7. Tribal Development Dept 69,005 66,579 60,714 5,865 
8. State Excise Dept 40,580 36,613 36,418 195 
9. Higher & Technical Education Dept 14,747 10,130 10,107 23 
10. Housing Dept 13,797 11,764 10,298 1,466 
11. Dept of Co-Operation, Marketing and

Textiles 11,032 4,750 4,498 252 

12. Urban Development Department 7,620 2,851 2,214 637 
13. Maharashtra Pollution Control Board 7,611 7,286 5,994 1,292 
14. School Education and Sports Dept 6,417 2,793 2,033 760 
15. Food, Civil Supplies and Consumer

Protection Dept 5,958 5,955 5,955 0 

16. Maharashtra Maritime Board 2,494 775 742 33 
17. Women And Child Development

Department 1,589 0 0 0 

18. Law & Judiciary Dept 1,572 6 4 2 
19. Maharashtra Industrial Development

Corporation 899 850 661 189 

20. Legal Metrology Department 740 58 58 0 
21. Forest Department 313 313 313 0 
22. Finance Department 249 244 244 0 
23. Minorities Development Department 171 103 100 3 
24. Agriculture Dept 136 4 0 4 
25. Department of Registration & Stamps

(IGR) 116 116 8 108 

26. Water Resource Dept 18 5 5 0 
27. Slum Rehabilitation Authority 10 0 0 0 
28. Rural Development & Panchyat Raj

Dept 6 3 1 2 

29. Water Supply and Sanitation 3 0 0 0 
Grand Total 1,81,79,975 1,72,77,819 1,71,63,602 1,14,217 

Source: MahaOnline, 31st March 2020 
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5.2.3 Applications Disposed on-time and not-on-time 

Out of the total applications 1,72,77,819 that were disposed by all the Departments in 2019-20, 

96% applications were disposed on time.  

5.3 Delivery Channel wise Applications Received and Disposed 

The applications under the Right to Public Services Act were received through different 

channels across the state, namely – Aaple Sarkar Seva Kendra –VLE, Aaple Sarkar Seva 

Kendra – SETU, Aaple Sarkar Portal and Aaple Sarkar Seva Kendra – Gram Panchayat.  

96%

4%

Graph No. 5.8  Applications Disposed on-time 
and not-on-time (2019-20)

OnTime Delivery Not OnTime Delivery

7,30,015

16,67,870

38,24,289

1,10,55,645

7,64,647

17,30,653

40,04,901

1,16,79,774

Aaple Sarkar Seva Kendra - GP

Aaple Sarkar Portal

Aaple Sarkar Seva Kendra - SETU

Aaple Sarkar Seva Kendra - VLE

Graph No. 5.9 Channelwise Applications Received & Disposed (2019-
20)

Total Received Total Disposed

67



5.4 Revenue Division wise status of services 
The applications made under the Right to Public Services Act can be seen across Six 

Revenue Divisions. Amongst these Six Revenue Divisions it is observed that Pune Division 

is leading in the disposal and approval of the applications.   

18,16,488

22,03,450

28,20,911

27,15,717

35,78,048

40,28,988

18,42,619

22,49,576

28,24,681

27,24,767

35,89,492

40,46,684

19,70,130

23,47,085

29,16,603

29,29,001

37,53,786

42,63,370

Nagpur

Konkan

Amravati

Aurangabad

Nashik

Pune

Graph No. 5.11  Total Applications Received, Disposed and 
Approved  (2019-20)

Total Received Total Disposed Total Approved
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5.5 Districtwise Status of Application 

An analysis of the number of applications received and disposal by the districts provides a 

further disaggregated picture. It is observed that Pune district has received and disposed 

highest no. of applications and ranks first. A detailed overview of the performance of the 

districts can be perused from the graphs in this section.  
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Graph No. 5.12  Districtwise Total Applications Received (2019-
20)
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Graph No. 5.13 Districtwise Total Applications Disposed 
(2019-20)

Applicaitons Disposed
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Graph No. 5.14 Districtwise Total Applications Approved (2019-
20)
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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 case the first appeal 

is also ineffective then within the given duration the applicant can make second appeal to an 

authority designated by the department.The third appeal by the applicant can be made to the 

RTS Commission.  

 Received  Disposed  In Process

13,050 

1,194 

11,856 

Graph No. 5.15 Status of First Appeal 2019-20
 Received  Disposed  In Process

 Received  Disposed  In Process

8,022 

103 

7,919 

Graph No. 5.16 Status of Second Appeal 2019-20
 Received  Disposed  In Process
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5.7 Classification of Departments as per the Response Received to Notified 

Services 
The number of notified public services vary from department to department. Similarly, the 

applications received and the response to them also is variable. The departments are 

categorized on the basis of the response received with reference to notified services and 

disposal using Aaple Sarkar portal for services. The categorization is demarcated with 

colours and the criteria for the categorization is given below –  

S.No Criteria for Green Zone 

1 Acceptance and Disposal of Applications is done entirely by using Digital process and 
service is provided by using Aaple Sarkar Portal. 

2 Maximum Services have received very good response. 
3 Good Response - Greater than 1000 application received for each service. 

4 Medium Response - Less than 1000 application received for each service. 

5 Zero Response - Zero application received for service. 

S.No Criteria for Amber Zone 

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

2 Good Response - Greater than 1000 application received for each service. 

3 Medium Response - Less than 1000 application received for each service. 

4 Zero Response - Zero application received for service. 

 Received  Disposed  In Process

367 353 

14

Graph No. 5.17 Status of Third Appeal 2019-20

 Received  Disposed  In Process
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S.No Criteria for Red Zone 

1  No efforts from department to use Aaple Sarkar portal for delivery of citizen services. 

2 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 the responses received to the Notified Services by using Aaple Sarkar Online 
Portal, the departments have been classified as follows –

Table No. 5.4 Departments classified in Green Zone (Very Good Performance) 

Sr. 
No. Departments Services Good 

Response 
Medium 
Response 

Zero 
Response 

1 Revenue and Land 
Records 38 19 13 6 

2 Labour 41 14 24 3 
3 Energy 7 6 1 0 
4 DGPS (Industry) 2 2 0 0 

Total 88 41 38 9 
Source : (MahaOnline - As on 31st March 2020) 

Table No. 5.5 Departments classified in Amber Zone ( Good Performance) 

Sr. 
No. Departments Services Good 

Response 
Medium 
Response 

Zero 
Response 

1 Home 15 4 4 7 
2 State Excise 14 5 7 2 
3 Environment (MPCB) 4 2 2 0 
4 Higher & Technical Dept. 10 5 4 1 

5 Rural Development & 
Panchayat Raj Dept. 7 3 2 2 

6 Social Justice and Special 
Assistance Dept. 8 4 3 1 

7 Public Health 1 1 0 0 
8 Industries 10 3 2 5 

9 Transport (Maritime 
Board) 7 3 4 0 

10 Water Resource Dept. 10 0 8 2 
11 Law & Judiciary Dept. 3 1 1 1 

12 Women And Child 
Development 8 2 6 0 
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13 MIDC 7 1 1 5 
14 Tribal Development Dept. 1 1 0 0 

15 Dept. of Registration & 
Stamps 14 3 4 7 

16 Housing Dept. - MHADA 12 4 8 0 

17 Housing Dept. - Building 
Repairing Board 4 1 3 0 

18 Dept. of Co-Operation, 
Marketing and Textiles 5 5 0 0 

19 Urban Development 39 1 21 17 

20 Food Civil Supplies and 
Consumer Protection 10 1 5 4 

21 Planning Department 1 0 1 0 
Total 190 50 86 54 

Source : (MahaOnline - As on 31st March 2020) 

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

Sr. 
No. Departments Services Good 

Response 
Medium 
Response 

Zero 
Response 

1 Agriculture Dept. 24 0 4 20 
2 School Education and Sports Dept. 12 2 7 3 
3 Tourism and Cultural Affair Dept. 20 0 0 20 
4 Transport Dept. 14 1 13 0 
5 Finance 1 0 1 0 
6 Housing Dept. - SRA 4 0 4 0 
7 Medical Education and Drugs Department 21 0 0 21 
8 Forest Department 10 1 1 8 
9 Animal Husbandry Dept. 10 0 9 1 

10 Fisheries Department 6 0 3 3 
11 Water Supply - MJP 2 0 1 1 
12 Minority Development 1 0 1 0 

Total 125 4 44 77 
Source : (MahaOnline - As on 31st March 2020) 

Note : 

1. It is observed that the number of services and departments in the red zone has declined.

In the last annual report for 2018-19 there were 13 departments in the red zone and in

2019-20 the number of departments in the red zone has declined to 12.

2. The above analysis and categorization is on the basis of online applications received.

Departments / services catagorised in Amber / Red Zone may have received significant

number of offline applications. However, information regarding offline applications
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received and disposed was not made available to the Commission despite prescribing 

proforma A, B and C and repeated instructions. 

3. Similarly, some departments have provided online applications facility but they have

not integrated with Aaple Sarkar Seva Portal. Information regarding applications

received and disposed from systems not integrated with Aaple Sarkar Seva Portal is

not available, hence not captured in the above analysis.
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 Chapter VI: 

 

  

National Conference on “Improving Public 
Services Delivery ̶ Role of Governments 

Shri Nitin Gadkari, Hon’ble Union Minister for Road Transport & Highways and Micro Small 
& Medium Enterprises and Dr. Jitendra Singh, Hon’ble Union Minister of State (Independent 
Charge) Development of North Eastern Region; MOS-PMO, Personnel, Public Grievances & 

Pensions, Department of Atomic Energy and Department of Space with participants in the 
Regional Conference 
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Jointly organized by DAR&PG, Govt. of India; Government of 
Maharashtra; and Maharashtra State Right to Public Services Commission 

Held at Nagpur on 21st & 22nd Dec, 2019 





 Introduction 

Twenty-Two States participated in the National Conference on “Improving Public 

Services Delivery – Role of Governments” held at Nagpur on 21st& 22nd December 2019. 

This Conference was jointly organized by the DAR&PG, Government of India, Government 

of Maharashtra and the Maharashtra Right to Public Services Commission. It was 

inaugurated by Shri Sanjay Kothari, Secretary to the Hon’ble President of India. The 

valedictory session was graced by Hon’ble Union Ministers - Shri Nitin Gadkariji and Dr. 

Jitendra Singhji to guide the participants. Chief Commissioners of Maharashtra, Punjab, 

Haryana, Uttarakhand, West Bengal and other senior officials of States and Government of 

India participated.  

For two days the conference deliberated upon ‘Improving Public Services Delivery’. 

The best practices were presented by all the participating states. It was a great learning 

experience for everyone. Presently Twenty States in India have enacted a Legislation giving 

Citizens the Right to Public Services Delivery in a time-bound, transparent and efficient 

manner. Five States have set-up independent Commission to monitor the implementation of 

the RTS Act – Maharashtra, Punjab, Haryana, Uttarakhand and West-Bengal. States which 

have made use of information technology and are providing on-line Public Services have 

witnessed significant improvement in delivery of Public Services. 

The Conference unanimously adopted the major recommendations in ‘Nagpur 

Resolution’ which describes the way forward. The recommendations of this conference will 

help in further improving the delivery of Public Services.    
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Inaugural 

 

Inaugural address by Shri Sanjay Kothari, Secretary to the Hon’ble 
President of India 

Shri Sanjay Kothari, Secretary to Hon’ble President of India inaugurated the National 

Conference by lighting a lamp. He expressed happiness that such a Conference has been 

organized jointly by DARPG, Govt. of India, Govt. of Maharashtra and Maharashtra Right to 

Public Services Commission at Nagpur.  He congratulated and thanked the organizers for the 

excellent arrangements. 

On the theme of the National Conference on “Improving Public Services Delivery – 

Role of Governments”, he expressed his happiness that 20 States have enacted the Law 

giving citizens the Right to Public Services in a time bound manner.  He stated that such an 

Inauguration of the conference by Shri Sanjay Kothari, Secretary to 
the Hon’ble President of India

83



Act is necessary for benefit of the citizens.  Giving example of Maharashtra Right to Public 

Services Act, 2015 he described it as a comprehensive Act.  He added that the Act brings 

about a shift of power from bureaucracy to the Citizens.  It also provides that the services be 

delivered within the time frame or rejected after recording reasons.  It makes the system 

transparent and provides information to be put in Public Domain.  He also pointed out that 

the MRTPS Act provides penalty to be imposed on the Designated Officer and the First 

Appellate Authority.  However, he said that the objective of the Act is not to punish Officers, 

but to motivate them.  

   Shri Sanjay Kothari emphasized that the objective of improving Public Services 

Delivery is to make life easy for citizens.  He suggested that all application forms for services 

must be very simple, not more than half page and should be available in Public Domain with 

facility to download them.  He drew attention of all participants to the policy decision of the 

Govt. that citizens should not be asked to furnish affidavits for public services, instead they 

may be asked to file self declaration.  He also suggested that students belonging to 

SC/ST/OBC categories may be given Caste certificate in the school.  He emphasized the need 

for encouraging innovative thinking and advised all the participants that field visit is essential 

to find out whether the Act is being implemented in letter and spirit. 

Themes covered in the Conference 

There were six experience sharing themes in the Conference. 

 “How enactment of Law has helped in improving delivery of Public Services”,

 “Electronic Delivery of Public Services”

 “Creating awareness in the Society regarding Right to Public Services”

 “Centralised Public Grievances – Redress and Monitoring System (CPGRAMS)”

 “Innovative practices regarding delivery of Public Services”

 “Ek Bharat-Shreshta Bharat”
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Theme One: 

How enactment of Law has helped in improving delivery of Pubic Services 

For the first theme Chairman was Shri. Sanjay Kothari, Secretary to the President of 

India and speakers were Shri. S. S. Kshatriya, Chief Commissioner, RTS Maharashtra, Shri. 

Mandeep Singh Sandhu, Chief Commissioner, Transparency & Accountability Commission, 

Punjab and Shri. Hardeep Kumar, Chief Commissioner, RTS, Haryana. 

Session 1 : Shri S.S. Kshatriya, Chief Commissioner RTS Maharashtra 

Shri Kshtriya informed that in India, Five States namely, Maharashtra, West Bengal, 

Punjab, Haryana, and Uttarakhad have formed Commission for Right to Services and 20 

States of India have enacted the law under Right to Public Services. All the RTS laws are 

almost similar in nature with some minor differences and they endeavor towards imparting 
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right to citizens for delivery of public services in a transparent, time bound and efficient 

manner.   

He explained the objectives of the Conference and the commitment of the government 

towards transparent, efficient and time bound public services. Further he explained the 

Maharashtra Right to Public Services Act as citizen - friendly, citizen centric, and truly 

making the administration responsive. The MRTPS Act translates these objectives into 

reality.  

While discussing importance of this Act in the state he presented statistical 

information. In Maharashtra 486 public services which have been provided to the citizens 

under this Act. More than 7.55 Crore online applications have been received till now out of 

which 98%  are  disposed off positively and services have been provided.  The rejection ratio 

is very negligible.  For helping the citizens to apply online 30,878 centers have been set up 

across the state. This was a huge figure and without getting the help of information 

technology it was impossible to dispose of the cases. Therefore, he said, in this Conference 

during next two days we will discuss use of the information technology for bringing our 

dream into reality He explained process of application under RTS in the State. The 

application can be made with two modes for electronic delivery of service. First mode is an 

applicant applies through mobile application “Maharashtra RTS App” – which can be 

downloaded freely. Another way is applicant can apply online through web portal “Aaple 

Sarkar” for which applicant has to register himself on this portal only once.  For citizens 

who     need help in applying online there are 30,878 “Aaple Sarkar” centers in the state.  Shri 

Kshatriya emphasized the main objective of this conference will be to implement the Act 

effectively so that the purpose behind enactment of the Act can be served. 

While discussing activities of the commission he added that Commission is regularly 

carrying out monitoring and evaluation of departments and has categorized the performance 

of the departments in three categories, i.e. “very good”, “good” and “unsatisfactory” 

performance with different colours. The commission also demands explanation from low 

performing departments on the disposal. The commission prepares the annual report which is 

presented to the Government and then finally goes to the legislature.  He further added that 

Commission evaluated departments, districts, and various services and accordingly informed 

the Government to take steps and make changes required in procedures. Commission 

recommended for simplification of procedures. 
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Commission has always appreciated innovative practices in the service delivery. 

Competition in use of information technology and encouraging innovating practices is the 

way that the Commission has adopted to achieve the goal of the Act.  Shri Kshatriya 

appreciated that with the help of “touch screen” it is possible to provide services to the 

citizens without the application.  He urged all the participants to share such innovative 

practices. He also urged to have holistic approach towards providing public services.  He 

informed that the recommendation adopted in this Conference will be sent to Government of 

India for further appropriate action.    

Session 2 : Shri. Mandeep Singh Sandhu, Chief Commissioner, 
Transparency and Accountability Commission, Punjab 

Shri. Mandeep Singh Sandhu threw light on formation of the Commission for Right to 

Public Services in Punjab, which was set up in 2011. Initially it had Chief Commissioner 

along with 4 Commissioners.   The Commission is now known as “Transparency and 

Accountability Commission for delivery of Public Services” The new Act has three important 

provisions, (1) There is no 2nd appellate authority; (2) All services must be provided through 

electronic media; (3) To develop new work culture for time bound delivery of services. 

Further Shri Mandeep Singh urged the need to set up quality standards for governance and 

also have a mechanism to seek feedback from the citizens regarding the services delivered. 

Punjab has notified 568 Services under the Act.  

Session 3: Shri Hardeep Kumar, Chief Commissioner RTS Haryana 

Shri. Hardeep Kumar gave brief history of the Act in Haryana. He mentioned that the 

Act is similar to the Punjab act. However, in the Haryana act there is provision of two 

Appellate Authorities and also revision by the Commission. Shri Hardeep Kumar mentioned 

that the Commission has great impact on administration and it endeavours to include all 

services under the Act. Haryana has notified 370 Services under the Act. The Commission 

can impose fine up to Rs. 20,000.   
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Theme Two: 

Electronic Delivery of Public Services 

The Chairman for the sessions was Shri. Mandeep Singh Sandhu, Commissioner, 

Punjab Transparency & Accountability and the speakers were Shri. S.V.R. Srinivas, Principal 

Secretary, IT, Government of Maharashtra Shri. Santosh K. Mishra, Commissioner, (IT), 

Govt. of Tamil Nadu. and Shri. Nand Kumarum, Managing Director, M.P. State Electronics 

Development Corporation and CEO, M.P. Agency for Promotion of IT, Govt. of Madhya 

Pradesh. 

Session 1 : Shri. S R V Srinivas, Principal Secretary, IT, Government of 

Maharashtra 

Shri. S.V.R. Srinivas pointed out the need for electronic services firstly to value and 

respect citizen’s time and secondly reduction in transaction cost as well as in the opportunity 

cost.  He further mentioned that it is also possible to have real time monitoring, avoid 

discretion of the officer and real time governance through electronic service delivery. He 

stressed importance of robust platform for communication like Bharat-Net and suggested to 

have a cloud policy for the success of electronic service delivery. 

He further added that Aaple Sarkar RTS portal, grievance redress system and Maha-

Mygov (for citizens to interact with the government) are integrated with CM helpline.  These 

four pillars run the entire electronic delivery of services. At present through Mahanet optical 

fiber connectivity about 28,000 Gram Panchyats have already been connected. Within one 

year every Gram Panchayat in the State shall be connected with Mahanet.  Similarly, through 

the Urban Mahanet, each and every government office, are connected at extremely low prices. 

So, citizens are connected through Mahanet and government offices through Urban Mahanet.  

Shri Srinivas gave importance to the Single Window Clearance system for all 

applicants for any service.  He pointed out that in Maharashtra the Government has policy to 

provide all services using single platform called Aaple Sarkar. 
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Session 2: Shri. Santosh K Mishra, Commissioner (IT) Government of 

Tamilnadu 

Mr. Mishra told that Government of Tamil Nadu provides all services online to the 

citizens and the Tagline is “No line …only Online”.  In the state officers help and convert 

applications online for those who are not conversant for online application formats. The 

services are divided in three categories. The main category of services are Government to 

Citizen, Government to Government, and Corporate to Government.  All these services are 

now made available through one portal and quality is monitored by the district collector 

through dashboard.   

Session 3:  Shri. Nand Kumarum, MD State Electronics Development 
Corporation and CEO, Agency for Promotion of IT, Government of 

Madhya Pradesh 
Shri. Nand Kumarum told that Madhya Pradesh is the first State in the country to have 

a Right to Service Act, in 2010. Activities of the act are monitored through the public portal 

‘Samadhan’. It is operated through Chief Minister’s office. Grievances of citizen are solved 

online every month on a fixed day.  All the Government services are to be made accessible to 

the common man, through Common Service Delivery Outlets across the state.  

Session 4 : Shri. Varaprasad Reddy, Addl. Mission Director, Sakala 
Mission, Govt. of Karnataka 

Shri. Varaprasad Reddy gave detailed presentation on the important features of Sakala 

system in Karnataka.  The Tagline of Sakala is: “No more Delays… We deliver on time”. 

Sakala is simple to operate, it transformed work culture created transparency.  

  In Karnataka 1033 Public services have been notified.  At present 846 are available 

online. To ensure accountability in administration compensation of minimum of Rs. 50/- per 

day and maximum Rs. 500/- is provided under the act for delay. 

Sakala has simple and fast service delivery mechanism. It has robust data analytics.  It 

has enhanced transparency and accountability and imbibed work culture. It has empowered 

citizens. After implementing Sakala multiple visits of citizens are not required. Sakala has on 

line call based grievances redressal system.  
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Theme Three: 

Creating Awareness regarding Right to Public Services 

Chairperson for this session was Smt. Sheela Thomas, Member Secretary (ARC), 

Kerala. The speakers were Shri. Debajyoti Dutta, Addl. Secretary (Pers. AR & Trg.), Govt. of 

Assam; Shri. Supriyo Ghoshal, Secretary WBRTPS Commission, W. Bengal; Shri. Pankaj 

Nathani, Secretary, RTPS Commission, Uttarakhand and Shri. Sanjay Gihar, Secretary 

(Public Grievances) Govt. of Goa. 

Session 1: Shri. Debajyoti Dutta, Addl. Secretary (Pers.AR & Trg) Govt. of 

Assam 

Addressing the Conference, Shri. Debajyoti Dutta informed that in Assam, Right to 

Public Services Act was enacted in the year 2012 and it is amended in 2019. He added that 

Government initially notified 55 services and now 506 services. He stated that though the Act 

came in force in the year 2012, there is need to create greater awareness. As such, community 

awareness programmes, group discussions, series of meetings, workshops, and seminars were 

held with different groups of people representing different sections of the society.  On the 

basis of the findings of Communication Assessment Needs, the government is taking action 

in this regard. Measures like strengthening the linkages and conversions with special 

categories, women classes, self-help groups, persons with disabilities, senior citizens were on 

priority. Similarly, soft IEC tools like deliberations, messages, SMS services, radio messages 

are being used. He further added that to promote awareness, audio-video clippings have been 

prepared and Whatsapp is also used and now they are planning to publish quarterly 

newsletters. 

Session 2: Shri. Supriyo Ghoshal Secretary, WBRPTS Commission, West 

Bengal 

Shri. Supriyo Ghoshal gave detailed information on WBRTPS Act.  Mr. Ghoshal 

informed that so far 23 departments have notified 206 services. Explaining the role of 

Commission, he told that regular inspection of the offices have been made about the service 

delivery at the cutting edge level. For creating awareness among officers regular workshops 
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are organized. For promoting awareness among the public about services, a committee has 

been set up and it regularly develops radio jingles, video-clippings apart from leaflets and 

other means of advertisement.  He added that services are notified in vernacular and local 

languages including Nepali, Bengali, Urdu & Hindi. 

Session 3: Shri. Pankaj Nathani, Secretary, RPTS Commission Uttarkhand 

Shri. Pankaj Nathani informed that on 4th October, 2011, the RTPS Act was enacted in 

Uttarakhand State.  The State Government of Uttarakhand has notified 242 services so far 

More than two crore applications have been received for Notified services under the Act since 

inception.  He added that unfortunately Act does not have a penalty clause for 2nd appellate 

authority. The commission has come-up with advertisements time to time, various booklets, 

pamphlets, hoardings and boards are displayed at various tehsils and public places like bus 

stand and railway stations. Similarly, orientation programmes are organized for designated 

officers and appellate authorities as well as for civil society, public representative and NGO 

people. For wider publicity of the provisions of the Act, posters, jingles are played on FM 

Radio and Press releases. 

Session 4: Shri. Sanjay Gihar, Secretary, (Public Grievances) Government 

of Goa 

Shri. Sanjay Gihar stated that Goa is a small State with a population of a few lacs and 

the complexity of other States are not found in Goa. Goa has few departments which are 

more critical like Municipal Bodies, Panchayats, and the Licensing Department.  Eighty 

percent of Goa is covered by Panchayats.  He then added there is issue of realistic timeline; 

he told some departments are overloaded with work and some have less volume of work, but 

the timelines are same for all the departments.  He stressed the need for rationalization of 

time limits taking into consideration the volume of work on the Department. 

91



Theme Four: 

Centralised Public Grievances – Redress and Monitoring System 

(CPGRAMS) 

The chairperson for this theme was Smt. Anshu Sinha, Secretary, GAD (O&M), Govt. 

of Maharashtra and speakers were Smt. Prisca Mathew, Deputy Secretary, DARPG – 

CPGRAMS, Shri. Vivek Srivastava, ED, Ministry of Railways, Smt. Alka Mishra, DDG 

(NIC) and Shri. Ganesh Dutt, Scientist ‘F’ NIC, Haryana. 

Session 1: Shri. Vivek Srivastva, ED, Ministry of Railways 

Shri. Vivek Shrivastava made a detailed presentation regarding ‘Rail Madad’ system. 

Indian Railways has the largest number of employees in the country. It has well established 

Public Grievance Management system called ‘RAIL MADAD’ based on  imperatives like 

easily accessible to everyone, availability at little or no cost, supports all languages, 

acknowledgement to complaint, objective definition of complaint, identification of deficient 

unit/worker/root cause, alerting the response unit, redressal of complaint & closure and 

feedback mechanism. Rail Madad is a very popular portal for passenger grievance Redressal. 

It converges all channels of grievances and all Railway Helpline numbers. It connects 

complaint directly to concern person therefore it is fast.  

Session 2: Smt. Alka Misra, DDG, NIC 

NIC has undertaken lot of activities under E – Kranti project. For the success of the 

project India Broadband Highways are created in all rural as well as in urban areas using 

National Information Infrastructure (NII). Similarly, under universal access to mobile 

connectivity, cheap mobile and mobile internet are made available to large number of 

citizens. For fast delivery of public services, Post offices (Multi service centers) and common 

service centers are connected. For the success of E – Kranti project NIC has used, process re-

engineering to simplify and make the government processes more efficient. Based on 

requirement various applications were developed. 
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Session 3: Shri. Ganesh Datt, Scientists ‘F’ NIC, Haryana 

Shri. Dutt explained a customized Public Grievances Redressal & Monitoring System 

which is Flagship Programme of Govt. of Haryana. Through this system citizens can directly 

get connected to the office of the CM. Citizens can lodge complaint and get their problem 

solved. The system is directly under the control of the CM office  and it directly monitors the 

grievences and their disposal.  

Session 4 : Mrs. Prisca Mathew, Deputy Secretary, DAR&PG - CPGRAMS 

A detailed presentation was made regarding CPGRAMS by Mrs. Prisca Mathew. 

CPGRAMS is established for: 

 Redress of public grievances,

 Grievances pertaining to central government agencies.

 Citizen Centric Initiatives which includes Citizens’ Charter.

 Enhancement of Public Service Delivery Capability involving systemic changes to

ensure better service delivery.

Following mechanism was adopted for the Redressal of Public Grievances: 

 An online Central Public Grievance Redressal and Monitoring system (CPGRAMS)
facilitating lodging of grievances from anywhere, anytime 24x7.

 It interlinks 86 Central Ministries/Departments and all States/UTs.
 More than 51,000 Sub-ordinate users have been created on CPGRAMS.
 The PMO, President Sect., DPG of Cabinet Secretariat, DARPG & the Pensioner’s

Portal are integrated through CPGRAMS.
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Theme Five: 

Innovative practices regarding delivery of Public Services 

Shri. Swadheen Kshatriya, Chief Commissioner RTS, Maharashtra was in Chair and 

the speakers were Ms. Anandhi, DC, Udaipur, Rajasthan., Shri. Ramesh Merja, Add. 

Collector, Kheda, Gujarat. Shri. Alok Srivastava, NIC, Haryana. 

Session 1 : Ms. Anandi, District Collector Udaipur, Rajasthan 

Ms. Anandi elaborated novel project called ‘Chuppi todo khulke bolo abhiyan’. The 

purpose of abhiyan was to establish a public grievances forum for those who cannot reach 

government offices. It was also for closing the gap between people and government and 

provide doorstep delivery of services on the day of the chaupal. The same event was used as 

an opportunity to share government schemes/projects with public and to understand the gaps 

in effective implementation of schemes. It was to get first-hand experience and knowledge 

about the local issues in their context. The feedback was shared with officers for policy 

decisions and quick response of cutting-edge officers of departments. 

Session 2: Shri. Ramesh Merja, Additional Collector, Kheda, Gujarat 

Shri. Ramesh Merja gave detailed information about Gujrat Right to Public Services 

Act 2013. He discussed about the salient features of the Act which are legally enforceable 

right of every individual citizen to time bound delivery of services and redressal of 

grievances. There is grievances redressal mechanism for solving problems of the citizens 

called Statewide Attention on Grievances by Application of Technology (SWAGAT) The 

SWAGAT initiative started in 2003. It is a very effective mechanism that enables direct 

communication between citizens and CMO and functionaries of the Government.  On every 

fourth Thursday of every month is designated as SWAGAT day, wherein highest office in 

administration attends to the grievances of the common man. 
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Session 3: Shri. Alok Srivastav, NIC, Haryana 

The government launched Antodaya programme which is a prestigious project for the 

government. The State Government has set up 150 Antodaya Saral Kendra.  They are state of 

the art centers where citizens can avail of the services. When an application has been 

submitted, a govt official has to act on it.  

Theme Six: 

Ek Bharat-Shreshta Bharat:  With focus on Improving Public Services 

Delivery in the District of Maharashtra 

For this theme Chairman was Shri. S.S. Kshatriya, Chief Commissioner, RTS 

Maharashtra and the speakers were Shri. Rahul Dwivedi, Collector Ahmednagar, 

Maharashtra and Shri. Shekhar Singh, Collector, Gadchiroli, Maharashtra. 

Session 1: Shri. Rahul Dwivedi, District Collector Ahmednagar 

Maharashtra. 

Shri. Rahul Dwivedi, Collector of Ahmednagar District made a detailed presentation 

regarding All Time Document Machine (ATDM) which provides several certificates, 

documents, copies of record by using touch-screen these documents include 7/12 extract, 

mutation extract, Hakk Nondani Register, Kotwal Book Nakkal, Pere Patrak. This KIOSK 

Machine has been installed in Ahmednagar, Collector office. This system does not require 

any application to be made and services provided immediately through touchscreen. 

  Session 2: Shri. Shekhar Singh, District Collector, Gadcharoli, 

Maharashtra 

Mr. Shekhar Singh is the Collector of most challenging district of Gadchiroli, in 

Maharashtra. It is the farthest district from the state capital of Mumbai and borders Telangana 

and Chattisgarh. It has vast areas under forest. Its population is predominantly tribal. The 

administration organized campaigns at different locations for specific purposes to overcome 
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these difficulties.  Caste certificates issued through “Doorstep Delivery” approach in the 

remotest hamlets and villages in 100% saturation mode. Through Maharashtra Energy 

Development Authority (MEDA) solar based electrification was done in 71 villages. Street 

plays were used as awareness campaign to overcome linguistic barriers for social and cultural 

issues related to education, health and disaster management.  

Valedictory Session 

1. Address by Dr. Jitendra Singh, Hon’ble Minister of State
(Independent Charge) Development of North Eastern Region;
Minister of State in Prime Minister’s Office, and for Personnel,
Public Grievances & Pensions, Department of Atomic Energy and
Department of Space, Government of India.

Dr. Jitendra Singh thanked the Hon’ble Minister, Shri. Nitin Gadkari for having 

spared his valuable time to guide the national conference. He expressed his happiness that 

this conference has been jointly organized by Department of Administrative Reforms & 

Public Grievances (DARPG), Govt. of India and Govt. of Maharashtra and Maharashtra 

Right to Public Service Commission.  He appreciated the Chief Commissioner, Shri 

Swadheen Kshatriya for organizing this conference in a very successful manner at Nagpur. 

He recalled that in 2016, Maharashtra State had supported the decision to abolish interview 
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for recruitment of Group ‘C’ & ‘D’ when Shri Swadheen Kshatriya was the Chief Secretary 

of Maharashtra. 

He stated that Hon’ble Prime Minister has emphasized the principle ‘Minimum 

Government, Maximum Governance.’ The important aspects of maximum governance 

include transparency in functioning, use of digital platforms for grievances redressal and 

monitoring, follow-up and random cross-checking. Accordingly, the grievance redressal 

system has been made more responsible and prompt.  The number of grievances lodged with 

the Govt. has gone up from 1.5 lakhs to 16 lakhs.  He described the objective of governance 

as “Perform, Reform and Transform”.  He also described the success of Centralized Public 

Grievances Redressal and Monitoring System (CPGRAMS) introduced by Govt. of India.  He 

felt confident that the message of “Perform, Reform and Transform” will be adopted by all 

the participating States. 

The DARPG is continuously promoting simplification of procedures and reforms.  He 

pointed out how GOI has substituted self-declaration instead of Affidavit and self-

certification instead of attestation by Gazetted officer.  During the last few months the 

DARPG has organized Conferences at Shillong and Jammu.  He expressed confidence that 

this Nagpur Conference will help the GOI and State Governments to move forward with the 

agenda on “Improving Public Services Delivery”.   
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2. Address by Shri. Nitin Gadkari, Hon’ble Minister of Road Transport
and Highways and Minister of Micro, Small and Medium
Enterprises, Government of India.

Hon’ble Union Minister, Shri. Nitin Gadkari, presided over the Valedictory Session. 

In his address, he thanked the Hon’ble Minister of State (Independent Charge) Dr. Jitendra 

Singh, Chief Commissioner, Shri S. S. Kshatriya and all delegates participating in the 

National Conference on “Improving Public Services Delivery – Role of Governments”.  He 

pointed out that administrative services are a very important stake holder in the development 

of a country.  He also compared the role of administrative services to that of a Railway 

Engine because administrative services play a leading role in accelerating the development of 

a country.  He emphasized that such National Conference provides a platform for providing 

training to the administrative services and sharing innovative/ best practices. 

In view of the revolution in the field Information Technology, a major challenge 

before the administrative service is the use of new Technology for providing better services. 

Another challenge of new technology is how to convert knowledge into wealth for 

development of the country. He gave example of ‘Fastag’, which resulted in increase of toll 

collection from Rs. 58 crores to Rs. 81 crores per day.  Hence, technology enables providing 
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convenience to the citizen, transparency in delivery of services and increases revenue of the 

Government. 

Describing essentials of Good Governance, Hon’ble Minister appreciated the need for 

positive approach, transparency, corruption-free-system, fast-track decision making, time 

bound implementation of decisions, good leadership with emphasis on human relationship 

and social sensitivity. He advised the administrative officers to adopt these essentials of good 

governance.  Administrative Officers need to be good leaders to get the work done from 

subordinates. For this purpose, they need to inculcate collective team spirit for human 

approach towards subordinates. At the same time the administrative officers also need to take 

decisions in a fast-track manner.  The officers need to understand the Law in letter as well as 

in spirit. He also emphasized that performance audit was more important than financial audit. 

He expressed hope and confidence that this Conference will inculcate positive approach 

amongst the officers and bring about Improvement in Public Services Delivery. 
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3. Adoption of Nagpur Conference Resolution
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NAGPUR RESOLUTION 
A HOLISTIC APPROACH FOR EMPOWERING CITIZENS 

 December 22, 2019 

The Department of Administrative Reforms & Public Grievances (DARPG), Ministry 

of Personnel, Public Grievances & Pensions and the Government of Maharashtra and 

Maharashtra State Commission for Right to Public Services organized the Regional 

Conference on “Improving Public Services Delivery – Role of Governments” at Nagpur 

during December 21 - 22, 2019. 

The Conference has unanimously adopted the Nagpur Resolution: A Holistic Approach for 

Empowering Citizens outlined below after intensive deliberations during the sessions held 

over two days. 

The Conference resolved that the Government of India, the Government of Maharashtra, the 

Maharashtra State Commission for Right to Public Services and the participating State 

Governments shall collaborate to: 

1. To empower the citizens by policy interventions for better service delivery through

timely updating of citizens charters, implementation of enactments and benchmarking

standards for continuous improvement.

2. To empower citizens by adopting a bottom-up approach to bring massive

improvements in quality of grievance redressal and reduction in timelines of

grievance redressal.

3. To adopt a holistic approach of systemic public grievance reforms through improved

mapping, formulation of monitoring matrix, data collection and evaluation in quality

of grievance redressal;

4. To provide an enabling environment for States and Ministries/ Departments of the

Government of India for creating web portals and to adopt a holistic approach for

improved service delivery through digital platforms;

5. To focus on dynamic policy making and strategic decisions, monitoring of

implementation, appointment of key personnel, coordination and evaluation.
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6. To achieve a sense of common identity by exchange of technical expertise in the areas

of Improved Service Delivery between the paired States under the Ek Bharat –

Shreshtha Bharat Program.

7. To work towards long-term engagements in the areas of Improved Service Delivery

for Empowering Citizens through greater co-operation between the DARPG and the

participating States [and]

8. To ensure timely publication of Good Governance Index to identify the quality of

governance in 10 sectors especially those pertaining to welfare and infrastructure at

the Union, State and District levels.

….. 
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Chapter VII : 

Suggestions, Recommendations, the Way Forward, 

Innovative Practices & Success Stories 

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 ensuring 

better delivery of public services.  Accordingly, the Commission has made recommendations. 

Following are some of the important suggestions and recommendations made by the 

Commission.  

7.1 Status of General Suggestions and Recommendations (2017-18) 

Sr. 
No. 

Recommendations Status 

1 All Departments should prepare a Master List of the 
services being provided and this Master List of 
services should be put in public domain. Departments 
should also prepare a time table for notifying all 
services in the Master List under the RTS Act. 

1) Transport Dept.,
2) Revenue Dept.,
3) Agriculture Dept.,
4) Industries & Labour Dept.,
5) Urban Development
Dept.-I,
6) Tourism Dept.
7) School Education and
Sports Department
8) Water Supply & Sanitation
Dept.,
9) Co-Operation, Marketing
& Textile Dept.,
10) Public Health Dept.,
11) Soil & Water
Conservation Dept.,
12) Water Resources Dept.,
13) Higher & Technical
Education
14) Woman & Child
Development Dept.,
– From the above fourteen
departments Master Lists
have been received by the
Commission.  However, other
departments have not yet
submitted Master Lists of all
services.
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2 General Administration Department (O&M) should 
prepare a consolidated centralized list of services 
being provided by all government departments.  

Pending 

3 Government may designate the District collector as 
Controlling officer for Right to Public Services Act 
for each district. 

Complied 

4 All Departments should integrate delivery of Public 
Services with Aaple Sarkar Portal.  

Out of 486 services, 83 
services are not yet integrated 
with Aaple Sarkar Portal.  

5 All Departments should provide detailed information 
of off line applications in the prescribed Proforma 
‘A’, ‘B’ & ‘C’ to the Commission. 

Pending 

6 
Facility for availing all notified services should be 
available to the citizens at all Aaple Sarkar Seva 
Kendra. 

Urban Development Dept., 
Rural Development Dept. & 
Revenue Dept. have issued 
instructions accordingly.  

7 All Departments must ensure that the List of Notified 
Public Services along with details of stipulated time-
limit, Designated Officer and Appellate Authorities is 
displayed at the prominent place of every office as 
per rule 3. 

Partly complied 

8 As per section 13 of the RTS Act, Six RTS 
Commissioners for Six Revenue Divisions are to be 
appointed by Government. Same may be expedited.  

RTS Commissioner for the 
Konkan Division has been 
appointed. Appointment of 
other 5 RTS Commissioners 
is awaited. 

9 Secretaries of the Departments which have been 
categorized in RED ZONE on basis of their 
performance should take steps within one month to 
improve their performance. 

Partly complied. The number 
of Departments under Red 
Zone has decreased from 23 
to 12. 

10 All Departments should regularly review the services 
provided under Right to Public Service Act and 
denotify outdated services like Sales Tax and 
Entertainment tax in view of GST and notify new 
services.  

Complied 

11 There is no uniformity in the Services notified by the 
collectors in Konkan Division. This discrepancy 
needs to be corrected. 

Complied 

12 Information Technology Department and Mahaonline 
should ensure that Revenue collected towards 
services being provided by local bodies by using 
Aaple Sarkar Portal is made available to them 
immediately. 

Complied 

13 It’s necessary to carry out Third party Audit of the 
online system and its use. 

Pending 
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14 All Departments should publish and keep updated list 
of all Designated Officers, first and second Appellate 
Officers along with name, designation, address, e-
mail and phone numbers.  

Needs to be updated 
continuously. 

15 Information and Technology Department should 
make available a Dash Board for every collector. 

Complied 

16 Mahaonline should provide SMS alert services to all 
concerned Designated Officers and Appellate 
Authorities. 

Partly Complied 

17 All Departments should prepare, as per the provisions 
of the Act, a scheme for incentives to the best 
performing officers for providing time bound and 
efficient services to the citizens. 

Pending 

18 All Collectors should conduct a monthly review 
regarding implementation of RTPS Act in the district. 
Similar review meeting should also be conducted by 
the Divisional Commissioners.   

Instructions issued 

19 Mahaonline and Department of Information and 
Technology should facilitate the citizens by providing 
online facility for Appeal through Aaple Sarkar 
Portal. 

Complied 

20 All Departments should continuously review 
simplification of the procedures and make continuous 
efforts to simplify procedures.   

Continuous efforts are 
necessary 

21 In the Gram Sabha meeting to be held on 15th August, 
2017 detailed information regarding the RTS Act and 
Services notified may be explained to the citizens. 

Complied 

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

Partly Complied 

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

Instructions given 

24 All Departments should instruct their field officers to 
create public awareness about the Act and the public 
services made available. They can use various media, 
posters, banners, involvement of popular artists, folk 
art and artists, weekly bazar and many more modes.  

Collectors of Pune, Nagpur, 
Buldhana, Gondia, Nanded, 
Bhandara and Divisional 
Commissioner, Konkan have 
submitted compliance report 
to the Commission. 
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7.2 Status of Department Specific Suggestions and Recommendations (2017-18) 

Sr. 
No. 

Recommendations Status 

1 Revenue Department 
1. Services notified by the Revenue Department should

apply to all districts. In some Districts the list of services
notified varies. This discrepancy needs to be corrected. Complied 2. Entertainment Tax Services need to be deleted because
of GST.

2 Home Department 
Most of the online services of the Home Department have not 
received good response except Character Certificate service. 
Therefore it is suggested that the department should hold special 
campaign and make people aware that services of the department 
are also available online. 

Pending 

3 Urban Development Department 
Integration of services being provided by Municipal Bodies with 
Aaple Sarkar Portal is an important challenge. Urban 
Development Department must ensure that this integration is 
achieved. 

Partly Complied 

4 Transport Department 

1. Mahaonline should integrate the services of Transport
department with Aaple Sarkar Portal.

Partly complied 

2. The Department should review online applications and
revise formats of applications.

Pending 

3. Alert SMS system should be developed for the
Commissioner, First and Second Appellate Authority.

Pending 

5  Forest Department 
1. The Department should integrate its on line services

portal with Aaple Sarkar Portal.
Complied 

2. The Department should provide information about on
line and off line applications and submit compliance
report to the Commission.

Pending 

3. The Department should create public awareness about its
services through banners, workshops and by giving
information in Gram Sabha

Pending 

6 Industries Department 
1. The Secretary Industries should review and update list of

notified services by the Department.
Pending 

2. Mahaonline should integrate online portal of Labour
Department with the Aaple Sarkar Portal.

3. The Department should arrange training of First and

Complied 

It is continuous 
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Second Appellate Authorities for disposal of 
applications. 

process 

7 MHADA 
MHADA has already developed separate portal and same should 
be integrated with Aaple Sarkar portal. 

Complied 

8 School Education and Sports 

The Department has notified 18 services under Right to Public 
Services Act. The Department should submit information in 
prescribed ‘A’, ‘B,’ ‘C’ proforma every month. 

Pending 

9 Women and Child Development Department 

1. The Department should review and take decision about
deletion and addition of services under the Act.

Vide notification 
dated 20.08.2019 
the department has 
denotified five 
services 

2. The Department should inform Mahaonline the number
of beneficiaries under various schemes.

Pending 

10 Water Supply and Sanitation Department 
1. Both Departments should coordinate and avoid

duplication of services under the Act.

Pending 

2. Simplify application forms

3. Application forms should be updated with information
(Name and Mobile) about First Appellate Authority.

4. Display information about schemes

5. Create public awareness through advertisement.

6. Publish information about all services provided by the
department.

Department has 
published Master 
List on 26.12.2019 

11 Public Health Department 

1. The Department should review and take decision about
de-notification and addition of services under the Act. Pending 2. Display information about First and Second Appellate
Authority in the regional offices.

12 Environment Department 

The Commission appreciated that all four notified Services by 
Environment Department are being provided online by The 
Maharashtra Pollution Control Board. 

Complied 

13 Social Justice and Special Assistance, Department 

Ten Services have been notified by Social Justice and Special 
Assistance, Department of which only five are being provided 

Pending 
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online. Department must provide the remaining five services 
also on line. 
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 
are pending Decision on these pending applications should be 
taken expeditiously. 
Some of these services are now provided by Govt. of India on 
DBT portal. State Government needs to take immediate decision 
whether services available on DBT portal need to be continued 
on Aaple Sarkar portal or not. 

14 Agriculture Department 

1. Soil and Water testing is a notified service. However
Mahaonline has not developed its software. Same may be
done expeditiously.

Complied 

2. Mahaonline should integrate APEDA System being used
by Agriculture Department with Aaple Sarkar Portal.

Mahaonline has 
informed the 
Agriculture Dept. 
that due to 
technical issues, 
integration of 
“APEDA” and 
“Aaple Sarkar 
portal” is not 
feasible. 

3. The Department should arrange Secretary and
Commissioner Level meeting to examine inclusion of the
new services for notification under the Act.

Pending 

7.3 Status of General Suggestions and Recommendations (2018-19) 

Sr. No. Recommendations Status 
1 The heads of the concerned Departments should review the 

cases in which delay has taken place and analyse the same. 
In this regard, the difficulties of the regional offices should 
be considered and take steps to solve them. 

Continuous efforts are 
required. 

2 Apart from “Aaple Sarkar Portal”, if there are other portals 
related to the services then that portal should be integrated 
with “Aaple Sarkar Portal”.  

Partly complied 

3 For the effective implementation of Maharashtra Right to 
Public Service Act, 2015 with the help of Information and 
Public Relations Department, publicity / dissemination 
campaign, advertisement.  Action should be taken for 
widespread publicity. Awareness campaign should be 
undertaken. 

Awareness campaign needs 
to be implemented on 
continuous basis. 

4 The General Administration Department should update the 
list of services notified by various departments at present.   

GAD (O&M) to publish 
updated list of notified 
services. 
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5 The District Collectors should review of all “Aaple Sarkar 
Service Centers” and it’s functioning.   Measures should be 
taken to provide information to citizens for submitting 
applications through the Centers. 

Partly complied 

6 Dropdown facility should be made available on the Dash 
Board for the number of Department wise and District wise 
pending applications.   

Complied. 

7 It has been reported that Digitally signed Solvency 
Certificates and Caste Certificates are not accepted in some 
cases. Information Technology Department should 
examine and solve this issue 

Pending 

8 A time table must be prepared to ensure that all services 
are provided online.  The ‘Sunset Clause’ Policy needs to 
be prepared.  

Pending 

9 
When the response to any notified service is very poor / 
negligible, the Secretary of the Department should review 
and analyse the reasons for poor response.  Department 
should undertake awareness campaign to popularize these 
services. 

Pending 

10  It is necessary to integrate all notified services with ‘Aaple 
Sarkar Portal’.  Some departments have developed 
separate portal.  Integration is essential so that citizen is 
not required to apply on different portals.   

Pending 

11 1. All Departments and their subordinate offices shall
submit the information of the offline applications
received under this Act to the Commission through
the General Administration Department, filling in
the prescribed Proforma “A”,“B”and “C”.

Pending 

2. Mahaonline has proposed computerised system for
collection of this information. General
Administration Department should take immediate
decision and finalize the system.

Pending 

12 Some certificates are issued only in English language. 
Many citizens are unable to understand.  Hence, 
certificates may be issued in English and Marathi also. 

Pending 

13 The Commission has published the Logo and Tagline for 
the Maharashtra State Right to Public Service Act.  All 
departments should consider using this Logo and Tagline 
so as to popularize this Act.  

Complied 

14 All Departments should simplify the application forms 
prescribed for the services to be provided to the citizens. 

Instructions given to all 
Departments. Continuous 
efforts are necessary. 

15 The concerned Administrative Departments should take 
immediate action to provide their services online through 
the “Aaple Sarkar Portal”, and all the notified services of 
the Departments should be made online. 

Partly complied 
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16 All Collectors should ensure that the list of “Aaple Sarkar 
Centers” in the district is published and made available on 
the district website. 

Partly complied. 

17 Detailed instructions have been issued vide General 
Administration Department Circular dated 28/09/2015 - 
how the notified services under the Act are to be provided. 
The main objective of the circular is that citizens need to 
be provided all notified services on a single platform called 
‘Aaple Sarkar Portal’.  However, several departments have 
developed separate portal, which is not conforming with 
the Govt. Policy of single platform.  Hence, Information 
Technology Department should issue instructions 
regarding implementation of single platform policy. 

Pending. This needs to be 
done on top priority. 

18 Government Decisions and Circulars issued by various 
Departments regarding the State Right to Public Service 
Act should be marked to the Commission. 

Complied 

7.4 Status of Department Specific Suggestions and Recommendations (2018-19) 

Sr. No. Recommendations Status 
1 Labour Department 

1. Some services of the Labour Department have received very
poor / negligible response.  The Department should carry
out the review and analyse reasons for poor response.

Pending 

2. A master list of the total 41 services of the Labour
Department has been prepared and 10 of these have not yet
been notified. Decision should be made at the Department
level as to whether or not to notify the 10 services.

Master list has 
been prepared 

2 Home Department 
1. Home Department has notified 17 services.  While some

services like Character Certificate, NOC for Passport have
received huge response and the disposal has been very good,
other services have not received good response.

2. The Secretary of the Department should review and analyse
why some of the notified services have not received good
response.

Pending 

3 Transport Department 
1. The Commission was informed that a master list of 110

services of the Transport Department has been prepared.  It
was also stated that process for notifying 36 services is
under consideration.

Master List 
prepared. 

2. Decision regarding these 36 services needs to be taken
early.  Transport Dept. must integrate all the notified
services with “Aaple Sarkar Portal”.

Pending 
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4 Revenue Department 
1. Instructions may be issued to provide all Notified services at

all Centers
Complied 

2. The 14 services of the Registration and Stamps Department
have not yet been fully integrated with “Aaple Sarkar
Portal”, so immediate action should be taken on that.

5 Agriculture Department 
1. There are 5 services pertaining to Soil Testing which has

received very poor response.  The Department should
review and analyse the reasons for the same.

Pending 

2. Regarding 4 services pertaining to Export of Fruits which
are provided on APEDA Portal, Department should examine
with permission of Govt. of India whether integration is
permissible.  Meanwhile, Department should update the
information on monthly basis of how many applications
received and disposed.

Pending 

6 Social Justice and Special Assistance, Department 
Some of the schemes of this Department have received very poor 
response on “Aaple Sarkar Portal”. However, these schemes have 
received a great deal of offline response. The software of such 
schemes should be prepared and tested so that all services are 
provided online. 

Pending 

7 Women and Child Development Department 
1. Total 13 services of this Department are notified and most

of the services are being provided door to door through
Anganwadi Sevikas.  Hence, response to online application
is poor.  The Department should examine how to provide
information of services provided on “Aaple Sarkar Portal”.

Vide notification 
dated 20.08.2019 
Dept. has notified 
eight services & 
denotified five 
services 

2. Although the actual number of beneficiary is large, the
application is not submitted on the online system. The
Department should collect the beneficiary number by the
10th of every month and give it to Mahaonline. Mahaonline
should update the number of beneficiaries on “Aaple Sarkar
Portal”.

Pending 

8 Food, Civil Supplies & Consumer Protection Department 

Since the number of beneficiaries covered by the Department is 
large, all services should be integrated with “Aaple Sarkar Portal”. 

Pending 

9 Animal Husbandry, Dairy Development & Fisheries 
Department 

There is very poor response to services notified by the Animal 
Husbandry Department.  It has been pointed out that the main 

Pending 
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reason for the poor response is that for the treatment of the animal a 
nominal fee of Rs.1/- is levied.  For online application, more than 
Rs.20/- fees have to be paid.  Hence, number of application is less. 
Department may report number of services provided to Mahaonine. 

10 Tribal Development Department 
The Tribal Development Dept. has created its own portal called 
‘SWAYAM’.  According to Govt. Policy of single platform for the 
citizens, it is necessary to integrate SWAYAM portal with “Aaple 
Sarkar Portal”  

Pending 

11 Law and Judiciary Department 
1. For providing free legal aid to the citizens, the Govt. of

India has created a separate portal called “NALSA”.  For
carrying out integration for Govt. of India portal with
“Aaple Sarkar Portal”, it will be necessary to obtain prior
permission of Govt. of India.

Pending 

2. It is reported that large number of applications for free legal
aid are being received offline. The department should
examine how these applications can be received online also.

Pending 

12 Housing Department 

1. MHADA must integrate its online services with “Aaple
Sarkar Portal”.

Complied 

13 Minority Development Department 

1. NSPT is a Central Government scholarship portal. A new
portal is being launched through the Information
Technology Department of the State Government. This
portal is meant for scholarships of all Departments. This
portal may be integrated with “Apple Sarkar Portal”.

Pending 

14 Urban Development Department 

1. Due to the large number of people interacting with
Municipal Bodies, all their services should be integrated.

Pending 

2. Some services are being provided by using Govt. of India
Portal.  It may be examined whether these services can be
integrated with “Aaple Sarkar Portal”.

Pending 

3. “Apple Sarkar Portal” centers / citizen facilitation centre of
urban bodies should provide all notified services under the
Act.

GR issued by 
Urban 
Development Dept. 

15 Rural Development & Panchayat Raj Department 
1. The Pune Zilla Parishad has notified 200 services under the

Right to Public Services Act.  The Commission appreciated
this excellent initiative by Zilla Parishad, Pune.  The
Commission has recommended that RDD Dept. should
examine the replicability of these 200 services by all Zilla
Parishads in the State.

RDD has set up a 
Committee vide 
Govt. Circular 
dated 14/3/19. 
Matter is under 
consideration of 
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Govt. 

2. A compilation of success stories, innovative projects and
good practices of the Rural Development Department
should be submitted to the Commission.

Pending 

3. The Dash Board created by Mahaonline should be made
available to all CEOs and BDOs. All the pending
applications, appeals and all cases of delay are to be
supervised by the Chief Executive Officer and the Block
Development Officer.

4. The services of the various Departments should be made
available through a single window system from “Aaple
Sarkar Service Centers” at the Gram Panchayat level.

5. The Logo and Tagline of the Maharashtra Rights to Public
Service Act should be used by the Gram Panchayat,
Panchayat Samiti and Zilla Parishad.

16 Higher and Technical Education Department 
1. A total of 10 services of Higher and Technical Education

Department are notified and these services are provided
online. However, the master list of this Department is not
ready and should be prepared.

Master List has 
been prepared. 

2. Maharashtra Right to Public Services Act may be included
in the curriculum of High School and Jr. College.

Pending 

17 School Education and Sports Department 
The master list should be prepared and sent to the General 
Administration Department.  The department had notified 18 
services but has now denotified 6 services.  Hence, presently there 
are 12 services notified by this Department. 

Master List has 
been prepared 

18 Tourism Department 
1. Tourism Department has notified 20 services and all of

them are available online.  However, the response to the
online services of Tourism Dept. is not very good.

Pending 

2. Since Tourism is an important and growing Sector, the
Department should review why there is poor response to
their online services.

Pending 

19 Medical Education and Drugs Department 
1. Department has notified 25 services.  However, 18 services

are available online.   Department should take action to
ensure that all 25 services are made available online.

Pending  

2. Department should prepare a master list of all the services
being provided and submit the same to GAD (O&M)

Pending 
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7.5 General Suggestions and Recommendations (2019-20) 

No Recommendations Status 
 1. By using Information Technology, system needs to be 

developed to collect information regarding offline 
applications received and disposed. IT Department and 
GAD (O&M) should decide on this recommendation at 
the earliest. 

Pending 

2.  All Departments should prepare a Master List of all the 
services they provide to the public and publish it on 
their website. 

14 departments have prepared 
Master List. 
Partially complied. 

3.  All the services notified by all the Departments should 
be made online. 

Partly complied. 403 out of 
486 notified services are 
available online on Aaple 
Sarkar Portal. 

4.  The services of the Departments which have received 
poor response should be reviewed by the concerned 
departments and public awareness, publicity and 
dissemination campaigns etc. should be conducted 
about such services.  

Pending 

5.  The services of the Departments which are online, 
however, they are providing to the public through their 
own portals, the Departments should integrate the 
respective portals with Aaple Sarkar portal. A 
timetable should be prepared and submitted to the 
Commission. 

Partly complied 

6. As per the Government Resolution issued respectively 
by Rural Development, Urban Development and 
Revenue Department all the services notified by all the 
Departments should be made available to the public at
“Aaple Sarkar Service Centre”. 

Partly complied 

7. In order to create awareness about the Maharashtra 
Public Service Rights Act, all Departments should 
carry out public awareness campaign for the 
widespread dissemination of the Act. 

Partly complied 

8. All the Departments should prepare incentive schemes 
for the designated officers and for the best performing 
public authority. 

Pending 

 

9. According to the circular dated 15.02.2020 of the 
General Administration Department on the certificates 
issued under the Maharashtra Public Service Rights 
Act, the Logo and Tagline of the State Public Service 

Partly complied 
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Rights Commission should be printed on the 
certificates issued by various Government 
Departments. This will be useful for the promotion / 
dissemination of the Act. 

10. All departments should provide computers and other 
ancillary facilities to their Designated Officers / First / 
Second Appellate Officers. 

Partly complied 

11. All Heads of Administrative Departments should 
periodically review the applications and appeals 
received and pending. Reasons should be mentioned 
while rejecting the application. Speaking orders should 
be passed on appeals. Necessary instructions should be 
issued for disposal of applications within the stipulated 
time. 

Continuous efforts are 
necessary 

12. The Commission should be informed of the innovative 
measures implemented at the Departmental / District 
level for effective implementation of the Act. 

Nasik Collector has notified 
81 new services on 
26.01.2020. 

13. All the Divisional Commissioners / Collectors should 
conduct regular monthly reviews for the effective 
implementation of the Right to Service Act and take 
steps to make the implementation of the Act more 
effective. 

Partly complied 

14. All the Collectors should regularly make available to 
the Commission Office the information on the number 
of cases in which the First and Second Appellate 
Officers of all the Departments in their district have 
levied fines. 

Instruction issued to all 
Department/Collectors 

15. 

All the Departments should review the Applications / 
Appeals which have not been disposed of within the 
prescribed time and prepare an abstract and make it 
available to the Right to Public Service Commission 
and take appropriate measures accordingly. 

Pending 

16. All the Collectors should take necessary action through 
the Mahaonline regarding solving technical difficulties 
of dashboards, online system for disposal of online 
applications / appeals district wise for effective use of 
‘Aaple Sarkar Portal’. 

Partly complied 

17. All the District Collectors should regularly review 
their District ‘Aaple Sarkar Service Centers’ which are 
functioning and closed and how to make them 
financially viable. 

Pending 

18. All the Departments should conduct Awareness and 
Technical training to Designated Officers and 

Continuous efforts are 
necessary 
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Appellate Officers in all the divisions of the district at 
the district / divisional level, through the YASHADA 
& Mahaonline under the State Training Policy on 
Right to Public Service Act. 

19. All Divisional Commissioners should review the 
implementation of the Maharashtra Public Service 
Rights Act during the meetings with Collectors and 
Chief Executive Officers. 

Partly complied 

20. Collector, Nashik has notified additional 81 new 
services under the Maharashtra Right to Public 
Services Act with effect from 26.01.2020. The 
Commission has recorded its appreciation of this 
excellent initiative which is receiving very good 
response form citizens. The Commission has 
recommended to Revenue Department vide letter dated 
04.03.2020 to examine the replicability in other 
Districts also. 

Pending 

21. Pune Police Commissionerate has implemented 
“Services Excellence and Victim Assistance” 
(S.E.V.A) scheme for Grievance Redressal of 
complaints. The Commission has appreciated this 
initiative and recommended to the Home Department 
vide letter dated 13.12.2019 to examine its replicability 
in other Police Commissionerates. 

Pending 
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7.6 Department Specific Suggestions and Recommendations (2019-20) 

No. Recommendations Status 

1 General Administration Department (O&M) 
1. Some of the services notified by the Administrative Departments

have very little / no response. The General Administration
Department should issue instructions to the concerned
Departments to review such services.

GAD (O & M) 
has issued 
instructions 
accordingly. 

2. A master list of services provided by all the Administrative
Departments should be prepared and orders should be issued to
make it available to the citizens on the website of the concerned
Department.

Partly Complied. 
14 Departments 
have prepared 
Master List. 

3. As per the provisions of Section 3 of the Act, all the Field
Offices should be directed to display the information about the
services rendered by it along with the details of the stipulated
time limit, form or fee, if any ,Designated Officers, First and
Second Appellate Authorities.

Partly Complied. 

4. An incentive scheme should be prepared as per the provisions of
Section 20 (5) (a) of the Act to give cash and commendation
certificate as an incentive to the ex-officio officer as well as the
authority

Pending 

5. Administrative Departments to provide computer and other
ancillary technical facilities to all the Designated Officers /
Appellate Officers from their financial provisions.

Partly Complied. 

2 School Education and Sports Department 
1. The "Saral Portal" of this Department is developed by NIC.

There is very poor response to these services on ‘Aaple
Sarkar Portal’. A study group of representatives from
Information Technology, NIC, Maha IT Corporation to
decide on the integration of ‘Saral Portal’ with ‘Aaple Sarkar
Portal’.

Pending 

2. Independent Portal of Maharashtra Board of Higher
Secondary Education exists. All services are provided to
students / teachers / management through that portal. These
services should be integrated with ‘Aaple Sarkar Portal’.

Pending 

3 Tourism Department 
1. The services rendered by this Department are mostly offline.

This information should be submitted to the Commission in
the prescribed proforma “A”, “B” and “C”.

Pending 
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2. List of public services to be provided by Maharashtra
Tourism Development Corporation as well as details of
stipulated time-limit, Designated Officer, First and Second
Appellate Authorities should be displayed on the notice board
of the office and on their website.

Pending 

4 Forest Department 
1. The Principal Secretary, Forest Department has directed the

Department of Information Technology, Maha IT Corporation to
integrate the services on Maha Forest system with ‘Apple Sarkar
Portal’.

Complied. 

2. There are no service charges for Maha Forest website. However
if the application is submitted through ‘Apple Sarkar Portal’, the
applicant has to pay service charges. Hence policy needs to be
decided by the Government to correct this anomaly.

Pending 

5 Transport Department 
The Central Government has given permission for the integration 
of the "Vahan and Sarathi” independent portals developed by 
NIC. with ‘Apple Sarkar Portal’. This integration should be 
completed early. 

Pending 

6 Medical Education  Department 
 The Principal Secretary, Department of Medical Education should 
 review and evaluate the services for which there is poor response 
 as well as consider notifying some other services that are in 
 demand by the citizens. These service should be integrated with 
 ‘Apple Sarkar Portal’. 

Pending 

7 Food, Civil Supplies & Consumer Protection Department 
1. Department should undertake publicity   / dissemination

campaign, advertisement. Regarding notified services.
Pending 

2. All notified services should be made available through ‘Apple
Sarkar Service Centre’.

Pending 

8 Industries Department 
  The details of the Application Received for the notified services 

on the "MAITRI" portal should be reflected on ‘Apple Sarkar 
Portal’. Measures should be taken to integrate the two portals. 

Pending 

9 Maharashtra Jeevan Pradhikaran 

1. In order to effectively implement the Maharashtra  Right to
Public Service Act 2015, a notice board should be put up in
the front of the office showing the details of public services
its stipulated time-limit, Designated Officer, First and Second
Appellate Authorities

Pending 
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2. The Act should be propagated through Camps / meetings etc.
among the staff / citizens.

Pending 

3. The combined state level information of the applications
/ appeals received offline should provide in the prescribed
Proforma “A”, “B” and “C”.

Pending 

10 Animal Husbandry, Dairy Development & Fisheries Department 
1. Many of the services of this Department are provided offline.

These services have zero response on the online system.
Department should give wide publicity to the services. The
Department should review all the services and notify the
required services.

Pending 

2. Taraporewala Aquarium ticket distribution service is provided
online, but citizens have to pay an additional registration fee
of Rs. 20/-, while applying from ‘Apple Sarkar Portal’,
therefore, this service is availed mostly offline.

Pending 

11 Agriculture Department 
1. Some services of the Department of Agriculture are provided

through GOI portal "APEDA". Since APEDA portal belongs
to GOI, permission may be sought from GOI whether it can
be integrated with Aaple Sarkar portal.

Pending 

2. In case of services which cannot be integrated with ‘Apple
Sarkar Portal’, the Information in the prescribed Proforma
“A”, “B” and “C” may be provided to the Commission.

Pending 

3. The web-based application "E-Parwana" developed by NIC
Pune may be linked with ‘Apple Sarkar Portal’.

Pending 

4. The Department should examine and consider whether
services like Soil testing, application for drip and sprinkler
irrigation, supply of seeds can be notified under the MRTPS
Act.

Pending 

12 Information Technology Department 
1. Services provided by Municipal Corporations, Municipalities,

Zilla Parishads, Panchayat Samiti, are provided through their
separate portals. These portals should be integrated with the
‘Apple   Sarkar Portal’.

Pending 

2. Dashboard facility be provided to Divisional Commissioners,
Collectors, Designated Officers as well as Appellate Officers.

Partly complied 

3. The Department of Information Technology, with the help of
the concerned Department, should take care to update the
information and mobile phone of the new officer who has
joined.

Continuous 
efforts are 
necessary 

4. Separate portals of Forest, Agriculture, Transport and Other
Departments should be integrated with ‘Apple Sarkar Portal’.

Partly complied 
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5. The updated information of ‘Apple Sarkar Service Centre. In
the state should be made available to the Commission
regularly

Continuous 
efforts are 
necessary 

6. Government may decide policy regarding integration of DBT
Portal with “Aaple Sarkar Portal”.

Pending 

13 Home Department 

1. A Master list of services provided by the Department should
be prepared and published on the website of the Department,
and a copy should be given to the General Administration
Department and the Commission.

Partly complied 

2. List of Notified Public Services along with details of
stipulated time-limit, Designated Officer, First and Second
Appellate Authorities is displayed at the prominent place of
office.

Partly complied 

14 Urban Development Department 
1. Master list of Urban Development Department should be

finalized. The list of services notified by the Urban
Development Department should be published and made
available to the citizens.

Pending 

2. The online portal of the Municipal Corporations should be
integrated with ‘Apple Sarkar Portal’.

Pending 

3. A total of 57 services of Urban Development Department
have been notified. The integration of these services should
be completed immediately.

Pending 

4. All the services provided by MCGM should be made
available at ‘Apple Sarkar Portal’ also.

Pending 

15 Women and Child Development Department 

1. Department may examine which new services may be notified.
2. The Information in the prescribed Proforma “A”, “B” and “C”,

should be submitted to the Commission.

Pending 

16 Water Supply and Sanitation Department 
1. Master list of services of this Department should be prepared

and communicate to the Commission.
Compiled 

2. The Information in the prescribed Proforma “A”, “B” and “C”,
should be submitted to the Commission.

Pending 

17 Public Health Department 
1. Department may examine which new services may be notified.
2. The Information in the prescribed Proforma “A”, “B” and “C”,

should be submitted to the Commission.

Pending 
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18 Social Justice & Special Assistance Department 
1. Training programme for field officers may be organized with

the help of Yashada and IT Department.
Pending 

2. The Information in the prescribed Proforma “A”, “B” and
“C”, should be submitted to the Commission.

Pending 

3. Scholarship related services are provided on the Central
Government's "DBT" portal. Policy need to be decided
whether DBT services are to be integrated with Aaple Sarkar
portal.

Pending 

19 Soil & Water Conservation Department 
The eight notified services of Soil and Water Conservation 
Department may be integrated with Aaple Sarkar portal. 

Pending 

20 Energy Department 
All the services provided by MSEDCL should be integrated with 
‘Apple Sarkar Portal’. 

Pending 

7.7 The Way Forward 

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

objective of the Act is to provide services to the citizens in an efficient, transparent and time-

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

about paradigm shift and will make administration citizen friendly. The Commission 

reiterates its earlier recommendations for further improvements. 

1) Major awareness campaign needs to be launched. All Government Departments, local

bodies, Elected Representative, Civil Society, Social Media, Non-Governmental

Organisations need to participate in this campaign. The Right to Public Services fortnight

needs to be observed every year.

2) Master List 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.

3) 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.

4) Integration all notified services with Aaple Sarkar portal and mobile application is very

essential. During last review meeting Commission had observed that 83 services were not

integrated with Aaple Sarkar Portal. Large numbers of services are provided by the local

bodies like Municipal Corporations, Councils, but services notified by the Urban

Development Department have not been integrated with Aaple Sarkar Portal.
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5) Large numbers of applications demanding services are received offline. 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 32,075 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

Services Act implementation is a step in the right direction. Every Collector must review

the progress on monthly basis. Monthly review should also be conducted by the

Divisional Commissioners.

9) All Hon. Guardian Ministers may be requested to review the implementation of Right to

Public Services Act during their visit to the District.

10) There are large number of notified public services which have received negligible

response or no response at all. Concerned Departments must analyse reasons for the poor

response to these public services. Opinion of the citizens may be sought why these

services have not received any response.

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

12) IT Department must ensure that the revenue due to the local bodies, Departments for the

services provided by using Aaple Sarkar portal is transferred immediately.

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

Government.

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

Officer, Appellate Authorities and Collectors / Divisional Commissioners.

15) According to section 7 of the Maharashtra Right to Public Service Act, “The Government

shall encourage and aspire all the Public Authorities to utilize Information and

Technology to deliver their respective public services within the stipulated time limit.”  It

is reported that a very large number of applications under the Right to Public Service Act

are received offline. Exact figures of offline applications received, disposed and pending

are not available despite repeated attempts by this Commission. This is a major lacuna

faced by the Commission.
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16) Information Technology Department has informed that 32,075 Aaple Sarkar Seva Kendra

have been established in the state. Hence, it is recommended that Government may

prepare a policy for migrating to hundred percent online application and their disposal

under the Right to Public Service Act.

17) As per Section 13 (2) (b) of the Maharashtra Right to Public Services Act,  it is  necessary

to appoint Six Commissioners for Right to Public Services, one each for the Six Revenue

Divisions on priority. Commissioner (RTS) for Konkan Division has been appointed.

Five posts of Commissioners (RTS) are vacant. They need to be appointed at the earliest.

18) The policy regarding providing notified services through a single platform needs to be

clearly spelt out and enunciated because the Commission has observed that several

departments have developed different portals.  The Commission has been insisting that

the different portals developed by various department needs to be integrated with the

single platform called “Aaple Sarkar portal”.  Despite continuous review and instructions,

it is observed that 83 numbers of services have not yet been integrated with “Aaple Sarkar

portal” as on 31/03/2020.

19) The Department of Urban Development has not yet integrated 18 services with “Aaple

Sarkar portal”.   This is a very significant shortcoming of the single platform policy

because almost 50% population of our State now resides in urban areas.  The Commission

has held several meetings with Urban Development Department but the integration of 18

number of services of Urban Development Department is yet to be achieved.

20) Another important policy decision is required in view of the Direct Benefit Transfer

(DBT) portal and several portals of Govt. of India like “APEDA, VAHAN, SARTHI”

integration with “Aaple Sarkar portal”.  This situation is causing confusion amongst the

citizens. However, integration with any portal developed by Govt. of India will require

prior permission of Central Govt. Clear policy needs to be decided regarding notified

services which are available on DBT or on Government of India portals.

21) Significant finding of the Commission is that during the year 2019-20, time bound

delivery of services was 96% and only in 4% cases there was delay in providing services.

Thus it is observed that during 2019-20 there is significant improvement in time-bound

delivery of services.

22) Non availability of offline applications received and their disposal continues to be major

handicap to the Commission.  In the absence of this data, the Commission is not able to

present analysis of the pendency of offline cases, delay in disposal of the offline cases.

To facilitate collection of this information, the Commission has prescribed Proformas
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‘A’, ‘B’ & ‘C’ and circulated to all departments of Government.  Despite repeated 

attempts, this information has not been submitted in a consolidated manner by the 

department to the Commission.  The Commission has also recommended collection of 

this information may be done by using Information Technology.  This proposal needs to 

be finalised by the Government at the earliest. 

23) It is essential that all notified services must be available online. However, it is observed

that while 486 services are notified only 403 services are available online as on

31.03.2020. Therefore, the balance 83 services can be availed only by offline application.

This gap between number of services notified and number of services available online has

to be filled immediately. Necessary action must be taken to ensure that every notified

services is available online.

24) Although there are 32,075 Aaple Sarkar Centres which provide services, it is observed

that 15,747 number of centres are active and 16,328 number of centres are not active as

on 31.03.2020. It is a matter of concern that 16,328 centres are not active. Necessary

action should be taken to ensure the financial viability of these centres. The innovative

practices undertaken by the districts of Chandrapur and Wardha may be replicated to help

to make these centres financially viable.

7.8 Innovative Practices 

The Maharashtra State Commission for Right to Public Services was established in 

2017 to ensure effective implementation of the Maharashtra Right to Public Services Act, 

2015. The objective of the Act is to provide public services by the State Government in a 

transparent, efficient and time-bound manner to eligible persons. For achieving this objective 

section 7 of the Act mandates that “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 “The Commission and the Information Technology 

Department of the Govt. of Maharashtra, have undertaken several initiatives to achieve these 

objectives. 

 The initiatives include:- 

1. 403 Public Services are provided on line.

2. Selection of Logo and Tagline ‘Your Service is our Duty’ through competition

among citizens to popularise the Act and create awareness.
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3. Declaring Collector as a Controlling officer for RTS implementation in the

District.

4. Providing Dashboard to every collector for effective monitoring.

5. Use of Digital signatures by the Designated Officer. This system enables

10,000 Digital Signatures within short time. This system has excellent

security.

6. 32,075 Aaple Sarkar Seva Kendra in the State provide online service facility to

the citizens.

7. SMS alerts to the Designated and Appellate Authorities.

8. Insisted on single platform for all services notified under the Act.

9. Integration of different modules with Aaple Sarkar Portal.

10. Evaluation and ranking of departments on the basis of response to their online

services.

11. Organising National Conference at Nagpur to share ‘Best Practices’ in the

delivery of public services and recommend the way forward.

All the above initiatives have helped to achieve the objective of providing transparent, 

effective and time-bound delivery of public services. During 2019-20, The Maharashtra State 

Commission for Right to Public Services ensured transparent, efficient and time – bound 

delivery of public services. During this period a total of 1,81,79,975 online applications for 

public services were received and disposed. Only 1,14,217 applications were rejected. It is 

seen that the rejection ratio is negligible – less than one percent. 

7.9 Success Stories 

The Commission has observed excellent innovations by Collector, Nashik and by 

Commissioner of Police, Pune. The initiatives under taken by them are as follows : 

1.Nashik District – 81 new services

Collector, Nashik Shri. Suraj Mandhre, has notified additional new 81 services of the 

Revenue Department. These new additional services have come into effect from 26 January 

2020. The Commission has been informed that there has been a very good response to the 

new services and 10,39,404 services have been provided to the citizens. The Commission has 

recorded its appreciations of this excellent initiative and recommended that this initiative 

needs to be replicated in other districts also vide its letter dated 04.03.2020 addressed to ACS 
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(Revenue). In addition to the 20 services already notified by the Revenue Department, the 

Collector, Nashik has notified 81 additional/new services under the Act. Hence, Revenue 

Department in Nashik is providing 101 services to the citizens. Collector  Nashik has further 

informed that monitoring mechanism and grievance redressal system have been provided to 

ensure time-bound delivery of public services.  

2. Service Excellence and Victim Assistance (S.E.V.A) CP, Pune

Keeping in mind the Maharashtra Right to Services Act, 2015, Pune Commissionerate

has implemented “Service Excellence and Victim Assistance” (S.E.V.A) scheme for 

grievance redressal of complainants in which basic details are captured in a handheld tablet at 

police station citizen facilitation centers and later on feedback is taken by the centralized 

SEVA Cell at CP Office. More than 1,82,888 visitors have registered in the system. The in 

house SEVA cell calls the complaints after a gap of 3 days and takes a feedback on the 

resolution of their complaints and the treatment received at police station. In case the 

complaints are not resolved, the list is shared with the Senior Inspector of Police and 

escalated to ACP, DCP. 

The SEVA scheme implemented by Pune Commissionerate is a very important step in 

the direction of making Police Administration citizen friendly, ensuring time bound disposal 

of grievance, transparency and efficiency. Chief Commissioner visited the SEVA Cell at CP 

Pune Office on 10th December 2019. Chief Commissioner, Right to Public Services was 
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explained in detail how the system functions and practical demonstration of sample case was 

also shown. Several citizens narrated their experience of how the SEVA scheme is citizen 

friendly. The team led by Dr. Venkatesham, CP Pune and his colleagues deserve highest 

appreciation. Hence, the Commission has recommended vide letter dated 13.12.2019 

addressed to ACS (Home) to examine in detail and consider its replicability in other 

commissionerates / districts.    
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MAHARASHTRA ACT No. XXXI OF 2015.

(First published, after having received the assent of the Governor in the
“Maharashtra Government Gazette”, on the 21st August 2015).

An Act to provide for delivery of transparent, efficient 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 satisfied 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 services to the eligible persons and for matters
connected therewith or incidental thereto ; and, therefore, promulgated the
Maharashtra Right to Public Services Ordinance, 2015 on the 28th April
2015;

Mah.
Ord. V

of 2015.

¨É½þÉ®úÉ¹]Åõ ¶ÉÉºÉxÉ ®úÉVÉ{ÉjÉ
+ºÉÉvÉÉ®úhÉ ¦ÉÉMÉ +É`ö

´É¹ÉÇ 1, +ÆEò 50(3)] ¶ÉÖGò´ÉÉ®ú, +ÉìMÉº]õ 21, 2015/¸ÉÉ´ÉhÉ 30, ¶ÉEäò 1937 [ {ÉÞ¹`äö 11, ËEò¨ÉiÉ : ¯û{ÉªÉä 27.00
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Ê´ÉÊvÉ ´É xªÉÉªÉ Ê´É¦ÉÉMÉÉEòbÚ÷xÉ +É±Éä±ÉÒ Ê´ÉvÉäªÉEäò (<ÆOÉVÉÒ +xÉÖ́ ÉÉnù).
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. XXXI of 2015), is
hereby published under the authority of the Governor.

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

DR. MANGALA THOMBARE,
I.c. Draftsman-cum-Joint Secretary to Government,

Law and Judiciary Department.

RNI No. MAHENG/2009/35528

(1)
¦ÉÉMÉ +É`ö--98--1
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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) It extends to the whole of the State of Maharashtra.
(3) It shall be deemed to have come into force on the 28th April 2015.
(4) It 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) “Competent Authority” means the Disciplinary Authority or the
Controlling Officer, as the case 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;

(g) “eligible person” means a person who is eligible for obtaining a
public service 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;

(j) “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 self-Governments constituted by law; and also includes
Development Authorities or other statutory or non-statutory bodies;

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

(l) “Public Authority” means,—
(a) 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,—
(i) by or under the Constitution of India, in the State;
(ii) by any other law made by the State Legislature;
(iii) by notification issued by the Government;

(c) and includes,—
(i) 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 receiving financial
assistance from the State Government;
(m) “public services” means such services as may be notified by the

Public Authority under section 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;

(o) “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 eligible 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. (1) Subject to the legal, technical and financial feasibility, every
eligible person shall have a right to obtain public services in the State in
accordance with this Act, within the stipulated time limit.

(2) Subject to the legal, technical and financial feasibility, every
Designated Officer of the Public Authority shall provide the public services
to the eligible 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 extent, as may be prescribed.

5. (1) 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 electronic 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
service 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
sub­section (1), 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 rejection. The Designated Officer shall also communicate
in writing to the applicant about the period within which an appeal may be
made against his order and the name, designation and official address of the
First Appellate Authority.

6. (1) Every eligible 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 officer 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-
section (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 rejection :

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 purpose.
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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
vested in civil court while trying a suit under the Code of Civil Procedure,
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. (1)(a) If the First Appellate Authority is of the opinion that the
Designated Officer has failed to provide public service without sufficient
and reasonable 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 Appellate 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
communicate to the Designated Officer or the First Appellate Authority, as
well as to the Public Authority about the amount of penalty imposed in
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
the Second Appellate Authority about the repeated failures committed by
the concerned Designated Officer to provide public services or repeated
delays in providing public services as well as repeated failure to comply
with the direction of the Appellate Authorities, shall issue a show cause
notice to the Designated Officer within a period of fifteen days, why a
disciplinary action should not be initiated against him. The Competent
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 eligible 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) one State Commissioner for Right to Service 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 ;
(ii) the Leader of Opposition in the Legislative Assembly; and
(iii) 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 exercise 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
business or profession.

(7) The headquarters of the Commission shall be at Mumbai and the
offices of the Commissioners shall be at every Revenue Division.
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14. (1) 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 earlier, 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 behalf, an oath or affirmation according to the
prescribed 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 Chief Information Commissioner and the Chief
Secretary to the State Government, respectively. No pensionary benefits or
other post­retirement 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 Chief Commissioner or a Commissioner
if, at the time of his appointment, is in receipt of retirement benefits in
respect of any previous service rendered in Government or Corporation
established by or under any Central Act or State 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 retirement benefits:

Provided also that, the salaries, allowances and other conditions of service
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 purposes of this Act shall be
such as may be prescribed.

15. (1) 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
¦ÉÉMÉ +É`ö--98--2+
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(e) has acquired such financial or other interest as is likely to affect
prejudicially his functions as the Chief Commissioner or a Commissioner.
(2) Notwithstanding anything contained in sub-section (1), the Chief

Commissioner 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.

16. (1) It shall be the duty of the Commission to ensure proper
implementation of this Act and to make suggestions to the State Government
for ensuring better delivery of public services. For this purpose, the
Commission may,—

(a) take suo motu notice of failure to deliver 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;

(c) 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;

(f) 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
section, 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;
(c) 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;

and
(f) any other matter which may be prescribed.

17. The State Government shall consider the recommendations made
by the Commission under clauses (c), (d) and (e) of sub-section (1) of section
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. (1) 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 Appellate 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
evaluation of performance of delivery of public services 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. (1) All Public Authorities may take time bound effective 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 failure 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) To encourage 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.
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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 directions.

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. In relation to the services notified under this Act and its
implementation, the provisions of this Act shall have effect 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
session 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. (1) If any difficulty arises in giving effect to the provisions of this
Act, the State Government may, as occasion arises, by an order published in
the Official Gazette, do anything not inconsistent with the provisions of this
Act, which appears 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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30. (1) The Maharashtra Right to Public Services Ordinance 2015 is
hereby repealed.

(2) Notwithstanding such repeal, anything done or any action taken
(including any notification or order issued) 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

MAHARASHTRA RIGHT TO PUBLIC SERVICES ACT, 2015.
No. Misc.2015 / C.R. 135 / 18 (O & M).—In exercise of the power conferred by sub-section (1) of

section 28 of the Maharashtra Right to Public Services Act, 2015 (Mah. XXXI of 2015), the
Government of Maharashtra hereby 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 Services 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 Authorities and Second 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 these 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 receipt of an application for public service
by an eligible person, the Designated Officer or the authorised subordinate officer or employee,
as the case 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
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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 case 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-seva 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 ensure 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 rejection, the name and designation of Appellate Authority,
its address along with all available contact information of the Appellate Authority, time limit
within which the appeal 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, either 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 enclosed 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 case may be, shall be served in any of the following manners :—
(i) by hand delivery through special messenger or process server;
(ii) by registered post with due 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,—

(i) summon the Designated Officer and appellant at the time of hearing of Appeal;
(ii) scrutinise the relevant documents or copies thereof ;
(iii) 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 Appellate 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

………………………………

………………………………

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

Ref :—Your application dated ……………………………………..

I hereby acknowledge your application referred above.

The following defects in the application may be rectified, urgently:

(Specify defects, if any)

(1) ……………………………

(2) ……………………………

(3) ……………………………

The following required documents or NOC’s may please be submitted immediately:-

(1) …………………………….

(2) …………………………….

(3) …………………………….

Place :

Date : Yours sincerely,
 (Designated Officer / Authorised Officer)

(Office Seal)
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 FORM II

[See rule 11(1)]

Form of first appeal to the First Appellate Authority.

Before the …………..........................………… (Designation and office address of the First Appellate
Authority) …………....................………………

……………….............……..…… (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
eligible person. :

(8) Grounds for Appeal :

(i) Public service 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.

(1) ………………………….

(2) ………………………….

Declaration

The particulars given above are true and correct to the best of my knowledge, information
and belief.

Dated the ……....................…….. day of …………..........… 20 …..........…. (year)

Signature of the eligible person.
¦ÉÉMÉ SÉÉ®ú--¤É--295--3+
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FORM III

[See rule 11(2)]

Form of second appeal to the Second Appellate Authority.

Before the ………………..…… (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) Date 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 expected 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 (reasons)

List of Documents enclosed.
(1) ………………………….

(2) ………………………….

Declaration

The particulars given above are true and correct to the best of my knowledge,
information and belief.

Dated the ………….. day of …………… 20…….(year)

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 Name and Public service Date on which
No. of application acknowle- address of the  requested  application/appeal

dgement  eligible person is disposed of/
of the  If rejected the

application reasons thereof.
(1) (2) (3) (4) (5) (6)

B. To be maintained by the First Appellate Authority.

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

first appeal gement of first the eligible application imposed or
appeal  person is disposed collected

of/ If rejected
the reasons

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

C. To be maintained by the Second Appellate Authority.

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

second appeal gement of eligible person/ requested appeal is imposed or
second appeal Designated disposed of/ collected

Officer / First If rejected
Appellate the reasons
Authority thereof

(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 second appeal

(10) Date of disposal of second appeal :

Grounds for filing appeal before Commission (in brief) :

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

Relief sought:

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

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 true and correct to the best of my knowledge, information
and belief.

Dated the ………….. day of …………… 20…….(year)

Signature of the eligible person /
Designated Officer.

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

 DR. BHAGWAN SAHAI,
 Additional Chief Secretary (A. R. and O & M),

 Government of Maharashtra.
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