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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 force from 28" April
2015. The Maharashtra Right to Public Services Rules were published on 16™ November
2016. Shri. Swadheen Kshatriya, Former Chief Secretary, was appointed as the first State
Chief Commissioner for Right to Public Services on 1* March 2017. He retired after attaining
age of 65 on 25.01.2022. The undersigned is holding additional charge of the post of State

Chief Commissioner.

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.”

The financial year 2021-22 was overshadowed by unprecedented pandemic due to
Covid-19. Maharashtra state was one of the worst affected states in our country. However,
despite the pandemic, the online system provided by Aaple Sarkar portal continued to
function in an efficient manner. The facility provided by Mobile app and Aaple Sarkar

Centres enabled the citizens to avail public services online despite Covid-19 pandemic.

This is the Fifth 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 31* March 2022, number of services notified was 511 out of which
387 services were available online. The Aaple Sarkar Portal as well as RTS Mobile

Application are providing online facility. In addition, there are over 35,488 Aaple Sarkar



Seva Kendras where online facilities are provided to Citizens. Since inception of the Act, a
total of 11,52,39,823 applications have been received using these online facilities and
disposal is 95%. During the year 2021-22, a total of 1,73,58,011 applications for services
were received and disposal is 92%. However figures of the total number of offline
applications received and their disposal are not available from the Departments despite
repeated attempts by the Commission sought in the prescribed proformas “A” “B” and “C”.
Hence this Report is based only on the online application figures provided by Maharashtra
Information Technology Corporation (MahalT).

The National Conference on “Improving Public Services Delivery — Role of
Government” was held at Nagpur on 21% & 22™ 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 Commissions 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 Report on the Nagpur Conference has been

made available on Aaple Sarkar RTS Portal.

While Maharashtra State has definitely made rapid progress in implementation of
Mabharashtra Right to Public Services Act and notified 511 services, it is observed that other
States have notified more number of services. State of Karnataka has notified 1,033 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 time bound programme for notifying all services under the Act
must be prepared. The commission has also recommended that all services provided by
Government of Maharashtra should be notified under the Maharashtra Right to Public Service
Act. These recommendations of the Commission needs to be implemented on top most

priority.



State Government has taken action on some of the suggestions and recommendations
made by the Commission. These include declaring District 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 also 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 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. Online certificates are now issued with Logo and Tagline of the
Commission. A very important and effective decision is of appointment of five Divisional

Commissioners (RTS) at Divisional levels.

The Commission has expressed serious concern regarding very poor increase in
number of notified services, non-integration of services with Aaple Sarkar Platform,
deviations from Single Platform Policy, several services receiving very poor response, 124
notified services not yet available online on Aaple Sarkar Portal, non-availability of complete
information regarding receipt and disposal of offline applications and pendency of First and

Second Appeals. These concerns have been addressed to concerned Departments repeatedly.

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. Based on all this information and
experience, some suggestions have been made regarding the way forward, so that the
Maharashtra Right to Public Services Act, 2015 can be implemented more effectively. The
commission has taken note of the activities implemented by the districts of Wardha and the
process mapping concept prepared by the Zilla Parishad, Pune and has recommended the
replication of these innovative activities in the state. The Commission also appreciates
innovative measures taken by the Settlement Commissioner and Inspector General of

Registrations (Revenue Department) for transparent, time bound online services.



The above mentioned progress in the year 2021-22 was made by the Commission
under the able guidance and leadership of the then Chief Commissioner, Shri. Swadheen
Kshatriya. I gratefully mention that, since inception of the Commission till his retirement, he
worked hard not only to establish the Commission but to increase it’s scope and ambit as laid
down in MRTPS Act. His meticulous planning and vision has given shape to the
Commission. The trust earned of the common public and motivation imparted to various
departments in delivery of services was also possible because of his positive efforts and
foresight. Creation of six Divisional Offices and appointment of five State Divisional
Commissioners as required by the Maharashtra Right to Public Service Act, 2015 could

materialize in short time because of his constant persuasion with the Government.

On behalf of the Commission, I assure the citizens of Maharashtra prompt, efficient,
transparent and time bound service as their just right with a humble commitment as spelled

out in our Logo “Your Service is Our Duty” in true spirit !

Dilip Shinde
Maharashtra State Chief Commissioner
Mumbai, For Right to Public Services (A.C.)
Date :- 14 November, 2022
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4" January, 2022

Allow me to convey my profuse thanks to you for sharing with me a

copy of the Annual Report 2021 of the Maharashtra State Commission for
Right to Public Services.

With the focus of the Commission on the common citizen, the
innovative efforts to bring citizen-centricity are clearly manifest in the
initiatives, that have emanated from various districts. Be it the drive through
the Dadalora Khidki by Gadchiroli Police, or action by the districts of
Solapur, Gondia, Washim and Dhule, in reaching the unreached, the efforts

have been proved by the outcomes.

Aaple Sarkar Service Cenires have made their impact through
outreach. We have heard so many positive stories from frequent interactions
with people of Maharashtra. We commend the Commission for creating a
very positive milieu for allowing the young civil servants to be innovative in

approach and eamest in implementation.

We are really elated to notice that measured on the hexagonal
appanages of quality, choice, standard, value, accountability and
transparency, the guarantees enshrined in the law have been successfully

provided.
Let me applaud your
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State Chief Commissioner for
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7t Floor, New Administrative Building,
Opposite Mantralaya, Madam Cama Road,
Mumbai 400 032.
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Thank you for your letter of January 5, 2022 along with the Annual Report of the
Maharashtra State Commission for Right to Public Services far the year 2020-21.

I am happy to note the contribution of the Commission to delivery of public services in

Maharashtra, especially in digital mode, which ensured continuity of public services
even during the pandemic.

I 'am confident that under your able leadership, the delivery of the public services in
Maharashtra would further improve in the future.

[~ o m,,;j,mi,g}

Sincerely,

/U”/U.l 5.

Shaktikanta Das

Shri Swadheen S Kshatriya

State Chief Commissioner for Right to Public Services
7*" Floor, New Administrative Building

Opposite Mantralaya, Madam Cama Road

Mumbai- 400 032



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 Governments along with the Union Territories.
However, there was no penalty if the time limit prescribed by the Citizen’s Charters was not
adhered to. The Maharashtra Right To Public Services Act, 2015 removes this lacuna.
Mabharashtra, being one of the leading states in good governance, has always focused on its
citizens as nucleus of its development. On the back drop of the Maharashtra Government
Servants Regulation of Transfers and Prevention of Delay in Discharge of Official Duties
Act, 2005 and subsequent to Private Member’s Bill for the Guarantee of Public Services to
Citizens in 2009, the legislature has passed the Maharashtra Right to Public Services Act
(MRTPS) on 28" April 2015 which provides for transparent and accountable governance for

the citizens of the State.

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

unique features which make it different from Acts of other states in the country. The State
Act stresses 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 rendering services.
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 the 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 Authorities, specific
time limit for each notified service-within three months from the enactment of the Act and
thereafter from time to time. Accordingly, out of 31 departments 28 departments have

notified 511 services under this Act until 31 March 2022.



1.3 The Maharashtra State Commission for Right To Public Services

In order to supervise, monitor, regulate and improve overall delivery of public services by
various departments of the state government, a Commission was constituted under section 13
(1) of the Act and the State Chief Commissioner was appointed on 1% March 2017. Five
Divisional Commissioners were appointed on 1* December, 2021. 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 gives 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 2015.

1.3.2 Organizational Structure

The head office of the Commission is located in Mumbai. There are 34 sanctioned
posts in the Commission’s office, out of which 24 Government Officers/Staff and Contractual
Staff are working at present. The State Chief Commissioner for Right to Public Services was
appointed with effect from 1® March 2017. Shri Dilip Shinde (IAS Retd.) is holding
additional charge of the State Chief Commissioner. Six Divisional offices of the Right to
Public Services Commission have been started in the Divisions and five State Divisional
Commissioners have been appointed in these offices on 01.12.2021 as under. They are

working as under.

Shri Dilip Shinde, Divisional Commissioner (RTS), Pune

Shri Abhay Yawalkar, Divisional Commissioner (RTS), Nagpur

Dr. Kiran Jadhav, Divisional Commissioner (RTS), Aurangabad

Shri Rambabu Narukulla, Divisional Commissioner (RTS), Amravati
Shrimati Chitra Kulkarni, Divisional Commissioner (RTS), Nashik

A



Figure 1.1: Organogram of the Commission
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1.4 MRTPS 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 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 off and the
number of pending applications. Since inception, so far 11,52,39,823 applications have been
received online and 10,99,75,851 have been disposed off by the concerned Designated
Officers by 31 March 2022.

1.4.2 Mobile Application

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

available for downloading at https://itunes.apple.com/in/app/rts-maharashtra/ for I-Phone

users and “RTS Maharashtra” for android users. It can be downloaded 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.


https://itunes.apple.com/in/app/rts-maharashtra/

1.5.1 Training by Yashwantrao Chavan Academy of Development

Administration (YASHADA), Pune

YASHADA being an apex training institute of the Government of Maharashtra is
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,
it’s objectives and provisions under various sections are explained in training for all cadres at

district level from time to time.

This topic has been included in the basic revision and post-promotion training

program for Grade "A" Officers, organized by YASHADA.

Table 1.1 Training Programmes by YASHADA
(2015-16 to 2021-22)

S. No Year No. of Trainees

1 2015-16 84,930
2 2016-17 1,22,285
3 2017-18 15,170
4 2018 -19 9,194
5 2019 -20 5,764
6 2020-21 389
7 2021-22 2,022

Total 2,39,754

1.5.2 Technical Training

District wise technical training sessions are conducted by Maharashtra
Information Technology Corporation (MahalT) for respective departments whose
services are covered under MRTPS Act. Training is imparted to departmental staff &

officers in respect to the usage of Aaple Sarkar Service Portal and the Mobile App.

Maharashtra Information Technology Corporation (MahalT) is wholly owned
by the State Government of Maharashtra. Its District Managers impart knowledge of
portal to the staff of the concerned departments which cover service process flow
from citizen to department, on how to dispose applications, provide services or reject

the application after recording reasons, how to process appeals online, tracking &

verification.




Table 1.2 Technical Training Programme by MahalT

Sr. No Year No. of Trainees
1 2015-18 10,275
2 2018 - 19 7,900
3 2019 - 20 5,004
4 2020 - 21 866
5 2021 - 22 484
Total 24,529

1.6 Journey of MRTPS Act at a glance
1.6.1 The Act and Notifications

After receiving the assent of the Hon. Governor of Maharashtra, the Act was
published in the Maharashtra Government Gazette on 21* August 2015. The Act came in
force from 28" April, 2015 and the Rules were published on 16™ November, 2016. It made
mandatory for all government departments to notify public services within 3 months which
eligible person can avail under the Act. Accordingly, various departments have published
lists 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 (I.A.S.
Retd.), former Chief Secretary to the Government of Maharashtra, was appointed as the first

State Chief Commissioner for Right to Public Services on 1* March 2017. On completion of
65 years of age Mr. Swadheen Kshatriya retired on 25th January, 2022. Mr. Dilip Shinde
(I.A.S. Retd.) Divisional Commissioner, State Right to Public Services Commission, Pune
and former Additional Chief Electoral Officer, Maharashtra has been given additional
charge of the post of the Chief Commissioner and he is holding the same. Five Divisional

Commissioners (RTS) have been appointed at Divisional levels with effect from
01.12.2021.

1.6.3 Online services
It has been decided to provide all services online through Aaple Sarkar Service Portal
and Mobile App. Mahaonline developed the software and various departments were asked to
integrate their service portals with Aaple Sarkar Service Portal. During the period 2015 to
31% March 2022 a total of 11, 52, 39,823 applications have been received online. Out of 511
6



Notified Services 387 Services are available online. The software development and

integration of remaining 124 Services is in progress.

1.7 Review Meetings

The Commission has held several meetings and reviewed various departments for

ensuring effective implementation of the Act.

1.7.1 Meetings with Secretaries and other officers of Mantralaya

The Commission has held regular meetings with Secretaries and other officers of

Government of Maharashtra. During meetings the Commission reviewed various issues

relating to effective implementation of Maharashtra Right to Public Service Act. Following

points were reviewed with the Secretaries of all Departments:

Preparation of Master List of all Public Services

Need to Notify all public services by the Departments under MRTPS Act.

Review of services which have less response from public

Ascertain reasons why a service has been de-notified.

Integration of online services with Aaple Sarkar Portal.

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

Scheme of incentives for Designated Officers with excellent 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 Kendras.

1.7.2 Review Meetings with Secretaries of Government Departments during

2021-22

The Commission held regular review and had interaction with the secretaries of

various Government Departments and reviewed the implementation of the Act.



Table 1.3 Review Meetings of various Departments

Principal Secretary, GAD (O&M), Mantralaya; Joint Secretary, | 22.06.2021
GAD (O&M), Mantralaya; Deputy Secretary, GAD (O&M)
Mantralaya.

Principal Secretary, Information and Technology; Joint | 09.07.2021
Secretary, GAD (O&M) Mantralaya; All Divisional Revenue
Commissioners; All Collectors.

Secretary, Agriculture, Mantralaya; Commissioner, State Excise; | 03.09.2021 and
Commissioner, Directorate of Municipalities; Managing | 07.09.2021
Director, MAHAIT.

1.7.3 Video Conferences with all Divisional Commissioners and District
Collectors

All District Collectors were designated as “Controlling Officers” for the districts for
implementation of MRTPS Act, vide GR dated 12 March 2018. Six Divisional offices of the
Maharashtra Right to Public Service Commission are functioning and five Divisional
Commissioners (RTS) have been appointed. CCRTS reviewed steps being taken to set up the
offices of the newly appointed five Divisional Commissioners (RTS). He requested all
Divisional Revenue Commissioners and Collectors to extend full co-operation on top priority.
The Commission also expressed concern about delay in service over stipulated time,
pendency of appeals, online complaints, review of nonfunctional Seva Kendras, permission to
new Seva Kendras, advertising notified public services, reducing unnecessary demand of
documents, providing information about off line applications through forms “A”, “B” and
“C”, providing information about penal action, fine imposed, monthly report of inspection,
information about training programmes, information about Best Practices, use of Logo and
Tagline. The Commission also insisted that the role of the District Collector as controlling

officer for MRTPS is very important for effective implementation of the Act.

Table 1.4 Review Meetings (By Shri Swadheen Kshatriya)

Topic Departments Date

CCRTS made presentation to | Invitation by Principal, K C Law | 12.07.2021
faculty and students on | College (Mumbai). Students and
Maharashtra Right To Public | faculty members were present in large
Service Act & its implementation. | numbers.

CCRTS made detailed presentation | Presentation in ~ Webinar  with | 13.07.2021

to Australian Public Service Australian Public Service Commission and

Commission on Maharashtra Right | organised by  Department  of | 14.07.2021

8



To Public Service Act & it’s | Administrative Reforms & Public

implementation. Grievances, Delhi (DARPG)
Government of India.

Settlement Commissioner, made | Meeting with Settlement | 02.09.2021

detailed presentation regarding use | Commissioner — Presentation

of mobile app for recording crops | regarding improved 7/12 &

sown. ePeekPahani.

Presentation on dashboard for | All Officers of the Maharashtra Right | 09.09.2021

“Protsahan  par  Yojana” for |to Public Services Commission,

implementation of Maharashtra | Mumbai, Officers

Right to Public Services Act, 2015. | of MahalT Corporation.

Presentation by the State Chief | IAS Probationary Officers allotted to | 22.09.2021

Commissioner Right to Services to | Maharashtra Cadre.

IAS Probationary Officers.

State Level Revenue Conference - | All Divisional Commissioners | 12.11.2021

2021 at Yashada, Pune. (Revenue), All Collectors, Settlement and

Review Meeting with ~ACS | Commissioner and IGR. 13.11.2021

(Revenue) and all Divisional

Commissioners (Revenue),

Collectors-Guidance on the

Maharashtra Right to Public

Services Act.

Oath Ceremony of Five newly | Five newly appointed Divisional RTS | 01.12.2021

appointed Divisional RTS | Commissioners, Chairman MPSC

Commissioners. Oath administered | Secretary, GAD (O&M), Mantralaya,

by Hon’ble Chief Commissioner, | Deputy Secretary, General

Shri Swadheen Kshatriya on behalf | Administrative ~ Department,  All

of  Hon’ble Governor of | Officers of the Maharashtra Right to

Maharashtra. Public Services Commission, Mumbai

Presentation on Maharashtra Right | Senior Officers of Government of | 03.12.2021

to Public Services Act, 2015 at | India and 14 states representative. and

Conference of 14 States organised | CCRTS made presentation on | 04.12.2021

by Department of Administrative
Reforms and Public Grievances

(DARPG) (GOI) at Bhubaneswar.

Maharashtra Right To Public Services

Act & it’s implementation




Table 1.5 Review Meetings (By Shri Dilip Shinde)

Topic Departments Date
Visit to Konkan Divisional office | Joint Secretary Konkan Division and | 09.02.2022
review of renovation work. other Officer/Staff.
Video Conference with DAPRG | Citizens Service delivery models. | 11.02.2022
(GOI) Officers of all States, Joint Secretary,
DAPRG (GOI)
Review meeting with  all | All Divisional Commissioner (RTS) and | 07.03.2022
Divisional Commissioners (RTS) | Joint/Deputy Secretaries.
Visit to Aurangabad Division- Divisional Commissioner (Revenue), | 10.03.2022
Divisional Commissioner (RTS),RDC,
DC (Gen.) and Other Officers & Staff.
Nanded District Visit - District Collector, CEO-ZP, SP, DCP, | 11.03.2022
Heads of Offices of various and
Departments. 12.03.2022
Meeting with  Hon.  Chief | Hon. Chief Secretary, GOM 14.03.2022
Secretary  (GOM)  regarding

various pending issues.
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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 the Chief Commissioner

The tours have enabled the Commission to identify innovative practices for improving
implementation of MRTPS, Act. During this year, Commission visited Pune Municipal
Corporation, Shivajinagar and Baner Citizens Facilitation Centres (CFCs) and visited office of
Karla Grampanchayat Tal. Maval Dist. Pune. CCRTS also Visited Maval Tahsildar office to
review delivery of Services. Review meeting was held at Collector Office, Pune with Divisional
Commissioner, Collector and H.O.D.’s of all Departments. CCRTS visited Swargate & Hadapsar
Aaple Sarkar Seva Kendras. CCRTS also visited Divisional Office at Aurangabad and District of
Nanded and CFCs there. During visits to Aaple Sarkar Seva Kendra CCRTS interacted with
Citizens to ascertain their experience and feedback regarding delivery of services. The
Commission also conducted various workshops on the Maharashtra Right to Public Services Act
and its implementation.

Field visits and review meetings of the Commission have very good salutary effect in
positively 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 Citizens, Designated Officers, Appellate Authorities and Supervisory Officers. The same are

taken up by the Commission with respective departments with a view to resolve them.

Table 2.1. Tours & Meetings Conducted by Shri Swadheen Kshatriya
(From 1° April, 2021 to 25" January 2022)

Sr. Date Subject Present Officers
No.
1. |22.06.2021 | Review Meeting for 1. Principal Secretary, GAD
implementation of Maharashtra (O&M), Mantralaya.
Right to Public Services Act. 2. Joint  Secretary, GAD
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(O&M), Mantralaya.
3. Deputy Secretary,
(O&M), Mantralaya.

GAD

09.07.2021 | Review Meeting with all Revenue 1. Principal Secretary,
Divisional Commissioners and all Information and
District Collectors for Technology.
implementation of Maharashtra 2. Joint Secretary, GAD
Right to Public Services Act. (O&M), Mantralaya.

3. All Divisional
Commissioners
(Revenue)

4. All Collectors.

12.07.2021 | Invitation by Principal, K.C.Law | CCRTS made presentation to
College. faculty and students on

Maharashtra Right To Public
Service Act & its implementation.

13.07.2021 | Presentation in Webinar with | CCRTS made detailed

and Australian Public Service | presentation to Australian Public

14.07.2021 | Commission organised by | Service Commission on
Department of  Administrative | Maharashtra Right To Public
Reforms & Public Grievances, | Services Act & its
Delhi (DARPG) Government of | implementation.

India.

02.09.2021 | Meeting with Settlement | Settlement Commissioner, made
Commissioner —  Presentation | detailed presentation regarding use
regarding improved 7/12 & | of mobile app for recording crops
ePeekPahani. sown and improved 7/12.

03.09.2021 | Implementation of Maharashtra 1. Secretary, Agriculture.

and Right to Public Services Act, 2015 2. Commissioner, State

07.09.2021 | — Review Meeting on why some Excise.

notified services are receiving poor

online response.

3. Commissioner, Directorate

of Municipalities.
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4. Managing Director,

MahalT
7. 109.09.2021 | Presentation on Protsahan par 1. All Officers of the
Yojana for implementation of Maharashtra ~ Right to
Maharashtra  Right to Public Public Services
Services Act, 2015 Commission, Mumbai.
2. Officers of  MahalT
Corporation.
8. 120.09.2021 | Meeting with Hon’ble Chief | State Chief Commissioner, Right
Minister to Public Services Commission.
9. 122.09.2021 | Presentation by the State Chief | IAS Probationary Officers allotted
Commissioner Right to Public | to Maharashtra cadre.
Services to IAS Probationary
Officers.
10. | 25.09.2021 | Pune Tour :-
to 1. Date: 26.09.2021 Discussion | 1. Hon’ble Mayor & Hon’ble
5638 2651 with Pune Municipal Deputy Mayor, Pune
Commissioner Municipal Corporation.
2. Date 27.09.2021 Visit to 2. Municipal Commissioner

Pune City Services Centres. Shivaji
Nagar, & Aundh Baner centres.
Review Meeting with
Pune Municipal
Commissioner and
Officers. Visit to office of
the  Chief

Officer, Zilla Parishad,

Executive

Pune and Review Meeting
for implementation of the

Maharashtra  Right to

Pune.

3. Officers of the Pune Municipal
Corporation.

4. Hon’ble President & Hon’ble
Vice President, Zilla Parishad,
Pune

5. Chief Executive Officer, Zilla
Parishad, Pune.

6. Divisional Commissioner,

Pune.

7. Collector, Pune.

8. Officers of the Pune Collector
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Public Services Act, 2015

3. Date 28.09.2021
Meeting with all HOD’s of

Review

office
. Block Development Officer,
Gram Sevak, Sarpanch of

Karla Gram Panchayat, Tal.

Pune District for
implementation  of  the BENSBEE G
Maharashtra  Right  to Officers.
Public Services Act, 2015
4. Date 29.09.2021 Visit to
Gram Panchayat, Karla,
Tal. Maval, Dist. Pune and
Talathi Office.
11. | 12.11.2021 | State Level Revenue Conference - 1. ACS (Revenue)
and 2021 at Yashada, Pune. Review 2. All Divisional
13.11.2021 | Meeting with all  Divisional Commissioners (Revenue)
Commissioners and Collectors and 3. All Collectors
Guidance on the Maharashtra 4. Settlement Commissioner
Right to Public Services Act. 5. IGR
12. ]101.12.2021 | Oath Ceremony of Five newly 1. Five newly appointed
appointed Divisional Divisional
Commissioners  (RTS).  Oath Commissioners (RTS).
administered by Hon’ble Chief 2. Chairman, MPSC.
Commissioner, Shri Swadheen 3. Secretary, GAD (O&M),

Kshatriya on behalf of Hon’ble

Governor.

Mantralaya.

Deputy Secretary, General
Administrative
Department, Mantralaya.

Joint Secretary, State Right
to Service Commissioner,
Konkan Revenue

Division.

All  Officers of the
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Maharashtra
Public
Mumbai

Right to

Services office,

13.

03.12.2021
and

04.12.2021

Presentation on Maharashtra Right
to Public Service Act, 2015 at
Conference of 14 States organised
by Department of Administrative
Reforms and Public Grievances

(DARPG) (GOI) at Bhubaneswar

Senior Officers of Government of
India and States.&represntative of

CCRTS made

14 states,
presentation on Maharashtra Right
To Public Services Act & its

implementation

14.

10.12.2021

Video Conference to discuss the
difficulties in starting the new
offices of the State Right to Public

Services Commission

All  newly appointed State

Commissioners (RTS),

15.

23.12.2021

1. Review meeting at
Collector office, Pune

2. Visit to Swargate Aaple
Sarkar Seva Kendra.

3. Visit to Maval Tahsildar
office to review delivery
of services.

4. Visit to Aaple Sarkar Seva
Kendra, Hadapsar.

State Commissioner (RTS), Pune,
Collector Pune and all Heads Of

Departments.

16.

25.01.2022

Review Meeting on the difficulties
in commencing the new offices of
the State Right to Public Services

Commission.

1. Al newly  appointed

Divisional
Commissioners (RTS)

2. All  Officers of the
Maharashtra  Right to
Public Services
Commission, Mumbai.

17.

25.01.2022

Farewell Ceremony of the Hon’ble
Chief Commissioner Shri

Swadheen Kshatriya

1. Divisional Commissioners
(RTS), Pune, Nashik &
Nagpur Division.

2. Joint Secretary, State Right

to Public Services
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Commission, Konkan

Revenue Division

3. All officers of the
Maharashtra  Right to
Public Services

Commission, Mumbai

Table 2.2 Tours & Meetings Conducted by Shri Dilip Shinde
(From 26" January, 2022 to 31* March, 2022)

Sr. Date Subject Present Officers
1\1(.). 09.02.2022 | Visit to Konkan Divisional . Joint Secretary, Konkan
Office and review of renovation Division and staff.
work of Divisional office. . Dy. Commissioner (Gen.)
. Dy. Commissioner (Rev.)
2. 11.02.2022 | Video Conference with . Joint  Secretary, Deputy
Department of Administrative Secretary - DARPG (GOI)
Reforms and Public Grievances . Officers of all States
(DARPG) (GOI) regarding
Citizen Service delivery
models.
Presentations by
1) Haryana Right to
Service Commission
2) Government of
Telangana
3) Government of Odisha
4) Government of Tripura
3. 07.03.2022 | Review meeting with all . All Divisional

Divisional Commissioners

(RTS).

Commissioners (RTS).

. Joint Secretary, Divisional

State Right to Service
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Commission, Konkan

3. Business Analyst, Maha IT
4. All  Officers of the
Mabharashtra Right to Public
Services Commission,
Mumbai.
10.03.2022 | Visit to Aurangabad Division
1. Visit to office of the 1. Divisional Commissioner,
State Right to Public Aurangabad (Revenue)
Services Commission, 2. State Commissioner (RTS),
Aurangabad Aurangabad
2. Meeting and Discussion 3. Dy. Comm. (Gen), RDC,
with Divisional Dy. Collector (Gen)
Commissioner Other Officers & Staff
(Revenue), Aurangabad, 4. Other senior officers and
Mr. Sunil Kendrekar on Staff
effective implementation
of Right to Public
Services Act
3. Visit to Aaple Sarkar
Setu Kendra in Tehsil,
and Collector’s office
Aurangabad.
4. Visit to the proposed
premises for the office
of State Right to
Services Commission,
Aurangabad
11.03.2022 | Nanded Visit 1. Collector, Nanded
Review  Meeting regarding 2. Commissioner, Municipal

Implementation of Maharashtra

Corporation, Nanded
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Right to Public Services Act. 3. Deputy Collector (Gen),

Visit to (5) Aaple Sarkar Seva Nanded.
Kendras 4. Superintendent of Police,
Nanded DCP/ACP

5. Deputy Chief Executive
Officer, Zilla Parishad,

Nanded
6. Other HOD’s, Officers &
Staff
6. 12.03.2022 | Meeting with Chief Executive 1. Chief Executive Officer,
Officer, Zilla Parishad, Nanded Zilla Parishad, Nanded
and Officials from Zilla 2. Officials from Zilla
Parishad, Nanded Parishad, Nanded

7. 14.03.2022 | Meeting and Discussion with
Hon’ble = Chief  Secretary,

Government of Maharashtra

2.2 Video Conference

All District Collectors have been designated as “Controlling Officers” for the district
vide GR dated 12 March 2018. The Commission on 10 December, 2021 discussed the difficulties
faced by all the newly appointed Divisional Commissioners (RTS) in opening new offices,
through video conferencing. In this meeting, the Commission insisted on effective implementation
of the Act and to monitor 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 Review Meetings with all Divisional Commissioners and District Collectors were held
through video — conference. The Collectors have been designated as the controlling officers for
ensuring the implementation of MRTPS Act. The Divisional Commissioner (Revenue) have been
directed to include MRTPS Act and its implementation in the monthly review meetings with all
Collectors and CEOs of Zilla Parishads and other Heads of Departments.

The Review meetings with all Secretaries of Government focused on status of
implementation and action taken on several recommendations made by the Commission. The

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

18



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 MahalT 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.

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 years of
2020-21 and 2021-22 were affected by COVID-19 and lockdown, however, there has been
significant improvement in the timely delivery of notified services. In 2021-22 a total of

1,73,58,011 applications were received online, and the on-time disposal was 92 percent.

2.4 Meetings and Visits by Hon.Chief Commissioner (1/4/2021 to 25/1/2022)

GUIDANCE TO IAS PROBATIONERS REGARDING MAHARASHTRA RIGHT TO PUBLIC
SERVICES ACT & ITS IMPLEMENTATION
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BOARD AT ENTERANCE OF COLLECTOR’S OFFICE, PUNE
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GUIDANCE TO DIVISIONAL COMMISSIONERS AND COLLECTORS AT REVENUE PARISHAD,
YASHADA, PUNE
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INTERACTING WITH CITIZENS AT AAPLE SARKAR SEVA KENDRA, SWARGATE PUNE

REVIEW MEETING WITH DIVISIONAL COMMISSIONER AND COLLECTOR, PUNE
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ARRIVING FOR THE CONFERENCE OF 14 STATES AT BHUBANESWAR

23




MAKING PRESENTATION ON MAHARASHTRA RIGHT TO PUBLIC SERVICES ACT & ITS
IMPLEMENTATION AT BHUBANESWAR CONFERENCE

PRESIDING A SESSION AT BHUBANESWAR CONFERENCE

24




WITH ADDL. SECR. DARPG, GOI, SHRI. V. SRINIVAS AT BHUBANESWAR CONFERENCE

WITH CHIEF SECRETARY, ODISHA.
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2.5 Meetings and Visits by Chief Commissioner (A.C.) (26/1/2021 to 31/3/2022)

th
FAREWELL TO HON SHRI SWADHEEN KSHATRIYA, STATE CHIEF COMMISSIONER ON 25 JANUARY

2022. SEEN ARE ALL STATE DIVISIONAL COMMISSIONERS (RTS) AND Jt. /DY. SECRETARIES

Shri Dilip Shinde,
LA.S. (Retd.), Pone E

Shra Abhay 'wﬂlkﬂn D, Kiran Jadhav,
LAS. (Retd.), Nagpur LP.5, (Retd. ). Anrangabad

D, Narokulla Rambabu, Smt. Chitra Kulkarni,
LF.S. (Retd.), Amravati Additional Commissioner State GST (Retd. ],
Mashik

Divisional Commissioners (RTS) |
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STATE CHIEF COMMISSIONER (RTS) SHRI DILIP SHINDE (A/C) WITH CHIEF SECRETARY, GOM,
SHRI MANUKUMAR STRIVASTAVA

=
T e T T

With Chief Executive Officer Zilla Parishad Smt Varsha Thakur and Field Officers, Nanded |
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| VISIT TO AAPLE SARKAR SEVA KENDRA, NANDED

2.6 Activities of Divisional Commissioners (RTS)
(From 1/12/2021 to 31/3/2022)

The State Right to Public Services Commission has six Divisional Offices in the state. Five
out of Six Divisional Commissioners have been appointed as follows:- Mr. Dilip Mohanrao
Shinde (Pune), Shri. Abhay Yawalkar (Nagpur), Dr. Kiran Dattatreya Jadhav (Aurangabad), Shri.
Rambabu Narukulla (Amravati), Smt. Chitra Kulkarni (Nashik). They took charge as Divisional
Commissioners (RTS) w.e.f. 01.12.2021. Divisional Commissioner (RTS), Konkan is yet to be
appointed.

2.6.1 Brief reports of Divisional Commissioners (RTS) is as follows :

Pune Division.
Sr. Date Subject Officers who attended

No.
1. [01.12.2021 | Oath administered by Hon’ble | All Divisional Commissioners
Chief Commissioner, Shri | (RTS), Chairman, MPSC,
Swadheen Kshatriya on behalf of | Secretary GAD  (O&M),

Hon’ble Governor of Maharashtra. | Jt./Dy. Secretaries, Staff of the

Commission.

29



03.12.2021 | Started functioning from Pune | Addl. Commissioner (Rev.),
Head Quarters. Dy. Commissioner (Gen.)
Dy. Commissioner (Rev.)
Pune
23.12.2021 1. Visit of Hon’ble Chief | Senior Revenue Officers, Pune
Commissioner, Shri
Swadheen Kshatriya to
Pune.
2. Visit along with CCRTS to
‘Aaple Sarkar Seva
Kendra’, Hadapsar.
10.01.2022 | Additional Charge of Divisional --
to Commissioner (RTS), Nashik
21.01.2022 | (Div. Commissioner (RTS) on earn
leave)
25.01.2022 | Review Meeting regarding 1. All newly appointed
functioning of the new offices of Divisional

the State Right to Public Service
Commission by the  Chief

Commissioner.

Commissioners (RTS).
2. All Officers of the

Maharashtra Right to

Public Services
Commission

3. MahalT consultant.
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25.01.2022

1) Farewell Ceremony of the

Hon’ble Chief
Commissioner Shri
Swadheen Kshatriya

1. Divisional
Commissioners, (RTS)
Pune, Nashik &
Nagpur Division.

2. Joint Secretary, State
Right to  Service
Commission, Konkan
Revenue Division.

3. All officers & Staff of
the Maharashtra Right
to  Public Services

Commission, Mumbai

2) Additional charge of State

Chief Commissioner,
Maharashtra taken over by
Shri Dilip Shinde from
Hon’ble Shri Swadheen
Kshtriya.

Taken over from Hon’ble Shri
Swadheen Kshatriya after his

retirement.

01.12.2021
to

31.03.2022

Decided 36 Online and 16 Offline
(total 52) Third Appeals of Pune
Division and Mumbai City and

Suburban Districts.

Concerned applicants and

officers.

31




Visit to Aaple Sarkar Service Center, Hadapsar- Pune, along with Hon'ble Chief Commissioner

Review Meeting with Collector Shri Rajesh Deshmukh and Additional Divisional Commissioner
Shri Anil Ramod, Pune
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2.6.2 Aurangabad Division

Sr.No. Date Subject Officers who attended
1. 09.03.2022 | Visit to Zilla Parishad, | Chief Executive Officer,Zilla
Aurangabad. Parishad, Aurangabad and
HOD'’s of Zilla Parishad.
2. 24.03.2022 | Visit and review of Collector, | Collector, Jalna, Senior

Jalna,

Jalna.

visit to Aapale Sarkar

Citizen Facilitation Centre (CFC),

Officer’s of Collectorate Jalna,

HOD’s of All Departments

3. 25.03.2022

Visit to Parbhani & Hingoli
visit to Aapale Sarkar Citizen

Facilitation Centres (CFC)

and

Collector, Parbhani & Hingoli
Senior Officer’s in Collector
Parbhani & Hingoli office. and
HOD'’s of All Departments.
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30.03.2022 | Visit to Collector, Osmanabad & | Collector, Osmanabad & Beed.
Beed & review meeting and Visit | Senior Officer’s of
to Aapale Sarkar Citizen Collectorate Osmanabad &
Facilitation Centre (CFC) Beed. HOD’s of All

Departments.
31.03.2022 | Visit to Collector, Aurangabad | Collector, Aurangabad, Land

and visit to Aapale Sarkar Citizen

Facilitation Centre (CFC)

Records Department, District
Superintendent of Police and

HOD’s of All Departments.

Visit with Chief Commissioner (A.C.) to Seva Kendra, Aurangabad.
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Review Meeting at Parbhani with HOD’s of District
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Review Meeting at Osmanabad with HOD’s of District

2.6.3. Nashik Division

Sr. Date Subject Officers who attended
No.

1. 09.12.2021 Visit and review meeting at Collector, Ahmednagar,
Collector's Office, Ahmednagar, and Senior Officer’s of
visit to Aapale Sarkar Citizen Collectorate Ahmednagar.
Facilitation Centre (CFC)

2. 20.01.2022 Visit and review meeting at Commissioner Nashik
Collector's Office, Nashik and wvisit Municipal Corporation, Chief
to Aapale Sarkar Citizen Facilitation ExcoliyERRNC ices il
Centre (CFC) Parishad, Nashik and other

officers.

3. 14.02.2022 | Visit and review meeting at | Collector, Jalgaon, Senior
Collector's Office, Jalgaon, and visit | Officer’s of  Collectorate
to Aaple Sarkar Citizen Facilitation | Jalgaon.

Centre (CFC)
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22.03.2022

Visit and review meeting at
Collector's Office, Nandurbar, and
visit to Aaple Sarkar Citizen

Facilitation Centre (CFC)

Collector, Nandurbar, Senior
Officer’s of Collectorate

Nandurbar office.

23.03.2022

Visit and review meeting at
Collector's Office, Dhule, and visit to
Aaple Sarkar Citizen Facilitation
Centre (CFC)

Collector, Dhule, Senior
Officer’s of Collectorate

Dhule office.

Visit to Aaple Sarkar Service Centre in Dhule District
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Visit to Aaple Sarkar Service Centre in Nandurbar District
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2.6.4. Nagpur Division

Sr. Date Subject Officers who
No. attended
1. 12.1.2022 Visit and review meeting at Collector ~ Nagpur
Collector's Office, Nagpur. and HOD’s of All
Departments.
2. 09.03.2022 Collector, Wardha,

Visit and review meeting at District
Collector's Office, Wardha and visit
to Aaple Sarkar Citizen Facilitation
Centre (CFC)

Senior Officer’s in

Collectorate

Wardha. And
HOD’s of All
Departments.

Visit and Review Meeting at Nagpur Collector’s office
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Visit to Aaple Sarkar Service Center in Wardha District

2.6.5. Amravati Division

Sr. Date Subject Officers who
No. attended
1. 06.12.2021 Visit and review meeting at Divisional
Commissioner Amravati. Commissioner
(Rev.) and Collector
Amravati
Z LellZo2 021 Visit and review meeting at Mumcl'pa'l
. . Commissioner and
Municipal Commissioner Office, o
A : HOD’s of Municipal
mravati
Commission Office
3. 22.12.2022 Visit and review meeting at Zilla C.EO and HOI.),S of
Parishad, Amravati Zilla ) Parishad,
Amravati
o 8L Atz Visit and review meeting at Forest Ly L,
Department, Amravati G
5. 08.03.2022

Visit to Aaple Sarkar Seva Kendra
Shegaon Naka, Amravati
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s '

Visit to Aaple Sarkar Service Center

Meeting at State RTS Commission’s office to prepare Draft of Annual Report 2021-22
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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 35,488 Aaple Sarkar Seva Kendras spread across all districts of
Mabharashtra. The online application facility provided by Aaple Sarkar Service Portal and Mobile

Application is available in Marathi as well as in English.

W ABOUT RTS COMMISSION & DEPARTMENT NOTIFIED SERVICES SSEASE OF DOING BUSINESS S=SERVICE INFORMATION . CONTACT US & SEWA KENDRA & DASHBOARD

Know Your Benefits « .
FAQs & Answers on Maharashtra Rl 59 HUFrEHEEd aRaR

SERVICES AVAILABLE ONLINE Right to Public Senvices Act R SR T T IR

4§ Click below services for details ©. Tepgle aute sagiling

Annual Report 2020-2021 afife srar 2020-2021

tment H Create your pr(}ﬁ\s with this portal to apply online *J CITIZEN LOGIN
for notified services
— . New User ? R er Here SEARCH
Age Nationality Domicile Income Certificate Q SERVICE
i Kindly provide y
Senior Citizen Certificate = = B
Already Registered? Login Here
Cultural Programme P ssion VERFY YOUR
" III AUTHENTICATED
UEE  cemmricaTE
Small Land Holder Farmer Certificate
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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.

- 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.
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- 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 acknowledges 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,
35,488 Aaple Sarkar Seva Kendra have been established in the state.The technical architecture
of Aaple Sarkar Seva Service Portal is such that all the services were launched simultaneously
at both the service channels — Aaple Sarkar Seva Kendras and Aaple Sarkar Service Portal.
The Maha IT team is providing training to the Aaple Sarkar Seva Kendras VLE on how to use
Aaple Sarkar Service Portal to provide government services. A total of 56,70,150 persons have

created self-profiles on Aaple Sarkar Service Portal until 31% March 2022.

3.1.2 Process Re-engineering

The back end integration of the processes requires business process re-engineering (BPR).
BPR was done simultaneously in multiple departments. It was done through brainstorming
sessions between a department’s team & Maha IT team. All the departments have gone

through the BPR exercise.

3.1.3 Digital Workflow

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

stage the application is pending.
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Language Option (Marathi & English)
i Detail of RTS Services,

- | verify approved application for authentication

Citizen Can Track applied application

¥ ABOUT RTS COMMISSION & DEPARTMENT NOTIFIED BERVICES SREASE OF RUSINESS E2SERVICE INFORMATION L CONTACT US & SEWA KENDRA &R DASHBOARD

Know Your Benef ts v .
FAQs & Answers on Maharashtra Tl o i aHEE aRAR

SERVICES AVAILABLE ONLINE Right (o Publc Senices Act R TR AT IR

& Click below services for details

Annuzl Report 2020-2021 e argam 2020-2021

Revenue nent Create your profile with this portal to apply online ’J CITZEN LOGIN
netified

? VLE Login SEARCH
Age Nationality Domicile Income Certificate = Q SERVICE

Kindly provide your feedback on onine services

Temporary Residence Certificate Senior Citizen Certificate E TRAG(\_’[%’:
Already Registered? Login Here

Cultural Programme Pe VERFY YOUR
1] It
S5=  CERTFICATE
Small Land Holder Farmer Certificate
2 CALL CENTER
Agriculturist Certificate

General Affidavit Certificate of Residence in Hilly Area

Q@  —Your District—

LOGIN | Forgat Pes

Integrated with Integrated with Integrated with Certificates ~
Digital Locker Aadhaar Pay Gov India | Digitally signed ¥ Google play

y

A
N iP Si alid
= Ay ignature vali
D..!E!-E-?Etﬂ ",/‘\ ‘ ‘Go% Ind|a Digitally signed by £ Download on the

AADHAAR z N . App Store

Track applied Application from Aaple Sarkar Portal -

Applicant can Track the application status. Simply enter the Application ID which is
received while applying for a service. After entering valid Application ID user can find the

status of applied application without entering login credentials.
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Know Your Benefits v

SERVICES AVAILABLE ONLINE

4 Click below services for details © Toggle auto scroling de:your Application
Here you can Track your application status.
Simply enter the Application ID you have
received while apply for certificate. After entering
your valid Application ID you can able to find the . TRACK YOUR
status of your application. APPLICATION

Revenue Department

Age Nationality Domicile Income Certificate
B  Labour Department

Temporary Residence Cerfificate Senior Citizen Cerfificate
Labour Department
Solvency Cerfificate Cuftural Programme Permission
Shop and Establishment Regisiratiol

Ceriified Copy Small Land Holder Farmer Certificate ¢ i
& | 107555201903

LandLess Certificate Agriculturist Certificate =

General Affidavit Certificate of Residence in Hilly Area

W Let's Chat!

After submission of details, Authenticated application details and status of application will auto

populate.

Apphaation ID Applicaton Stats

Agpleation Diate

Verify authenticated Certificate from Aaple Sarkar Portal-

Any third party can verify certificate received online through Aaple Sarkar portal for
authentication and validation purpose. In Verification process user has to enter required 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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MAHARASHTRA RIGHT TO PUBLIC SERVICES ACT
YOUR SERVICE IS OUR DUTY

ﬁ i T'ﬂ i ABOUT RTS COMMISSION & DEPARTMENT KOTIFIED SERVICES = EASE OF DDING BUSINESS . CONTACT US & SEWA KENDRA

&k DASHBOARD

Know Your Benefits ~

SERVICES AVAILABLE ONLINE
ick below services for details ~ Verify Your Authenticated Certificate

Here you can verify your authenticated Certificate. After
completed all processes you will get your certificate. Enter
the 18 digit barcode value to verify your certificate
Under inccentive pian Cert 1 eligil DRI

rk Letter of Intent Bio-Tech Unit Registration

B  Labour Department

Labour Department AUTHENTICATED
CL CERTIFICATE

Under the memorandum of M all & Medium Und andum of M & Shop and Establishment Registration
Enterprises, entrs eurs Pal

1910200313443420

Registration Online Birth and Death
S WP Let's Chat!

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

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

~
o). [
“2# RIGHT TO PUBLIC SERVICES ACT - YOUR SERVICE IS OUR DUTY
=
(11
Maharashtra State Commission For Right To Services
The Maharashtra Right to Public Service Act, 2015 is a revolutionary Act. This Act provides that the —
citizens shall be provided services by the State Government in a transparent, efficient and time bound Shri Swadheen Kshatriya,
manner. In order to ensure effective implementation of this Act, the Maharashtra State Commission for LA.S. (Retd.)
First Chief Commissioner
Right to Services has been established. On 1st March, 2017 former Chief Secretary of Maharashtra State, .
Maharashtra State Commission for
Shri. Swadheen Kshatriya was appointed as the First State Chief Commissioner for Right to Services Right to Services
After completing his tenure, he retired on 25.01.2022. Former Additional Chief Electoral Officer,
Maharashtra, Shri Dilip Shinde is holding additional charge of the Chief Commissioner, Maharashtra State ﬁ
Citizens can get complete information regarding which services are available under this Act by accessing
—
either the mobile app ‘RTS Maharashtra’ or 'Aaple Sarkar' Web Portal. Citizens can even apply online for
. . . B Shri Dilip Shinde, L A.S. (Retd.)
availing these services. In case of a delay in providing the services or denial of the services without R o o
Chief Commissioner (Additional
adequate justification, citizens can file first and second Appeal with senior officers within the department Charge)
and third and final Appeal can be filed before the commission Maharashtra State Commissicn for
Right to Services
[A Wational Conference on “Improving Public Services Delivery Role B et Satear faeona guron - srer yfieer o g
of Governments" { New| uf¥ug e
[ Office Order, 27th June 2017 ] [ Office Order, 17th December 2018. ]
[ Office Order, 27th April 2021 ] [ Office Order, 1st December 2021 ]
r —_ 1 r — o~ 1 s

= 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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# HOME W ABOUT RTS COMMISSION & DEPARTMENT NOTIFIED SERVICES S=EASE OF DOING BUSINESS

S=SERVICE INFORMATION L CONTACT US & SEWA KENDRA @& DASHBOARD

Know Your Benefits +

I]EPARTMENT NUTIFIED SERVICES © Notified Senvices under Right to Public Senices Act — Click here to download

O Click on departments to know more

Agriculture
DEPARTMENT OF ANIMAL HUSBANDRY DAIRYING & FISHERIES

= DEPARTMENT OF FISHERIES

Sr. Department Public Semice Time limit Designated Officer First Appellate Officer Second Appellate Senices
No. for Officer available in
providing Aaple sarkar
Senice
(Days)

1 DEPARTMENT OF  Issuance of Fishing permit ACF-Assistant Regional Deputy Commissioner of
FISHERIES to fishermen i of Cor i fisheries
fisheries
2 DEPARTMENT OF  Online semvice for 30 Assistant Registrar  Deputy Registrar Commissioner of Yes
FISHERIES registration of fisheries fisheries
society
3 DEPARTMENT OF  Issuance of online 30 ACF-Assistant Regional Deputy Commissioner of Yes
FISHERIES registration certificate to of Cor fisheries
fresh water farms/hatchery fisheries
4 DEPARTMENT OF  Fishing Vessel Registration 60 Commissioner of Department of Animal Fishing Vessel Yes
FISHERIES fisheries Husbandry, Dairying & Registration
Fisheries o
. . .
3.1.4 Steps for Aaple Sarkar Service Portal Registration
~

WABOUT RTS COMMISSION

PARTMENT NOTIFIED SERVICES &= EASE OF DOING BUSINESS = SERVICE INFORMATION .CONTACT US & SEWA KENDRA @B DASHBOARD
Know Your Benefits + .
FAQs & Answers on Maharashtra Tiiepdar g9 SRFTHEED dRa”
SERVICES AVAILABLE ONLINE Right to Public Services Act a7 SR FIOT T SfOr IR

© Toggle auto

Annual Report 2020-2021 @y aiffe st 2020-2021 ar)

rtal to apply online CITIZEN LOGIN
VLE Login

Kindly provide your feedback on online services
Temporary

Already Registered? Login Here
Small Land Holder Farmer
rtificate Agricultu rtificate

eneral Affidavit srtificat

Integrated with Integrated with Integrated with Certificates
Digital Locker Aadhaar Pay Gov India Digitally signed yr s00gle play

- ; fPay @ Signature valid
- P BT

AADHAAR

Download on the
. App Store

A) Click the link “New User? Register Here...
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CREATE YOUR PROFILE WITH THIS PORTAL TO APPLY ONLINE FOR NOTIFIED SERVICES UNDER MAHARASHTRA RIGHT TO PUBLIC SERVICES
ACT 2015

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

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

OPTION 1 .

@)

~

OPTION 2 .

AT

(o)

"

Verify your Mobile number using OTP and then

Upload complete self details, photo,ldentity

Proof, Address Proof once and Create own

user profile using OTP verification on your
mobile number.

create a user D and password.

While applying for services online you need to
attach photo, Identity Proof, Address Proof with
other necessary documents.

After this process while applying online for service
. No need to attach Photo, Identity Proof and
Address Proof.

Disclaimer ai y S

nt | Sitemap | Help

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

on your mobile number

(0)] Option 1 — Register by using Mobile Number
Or
Option 2- Fill Aaple Sarkar Service Portal Registration form in 6 steps i.e.
Step 1 - Applicant Detail

L= TR Full Mame{Engisng ° Full Maime{Raratn *

™ ,.: S 17 AT

Fafmer's Sakutabon et M= Engish] * =ty Mame{arathi) *
L - M Sarvankar T W

Dk of Bl * A " [l L upalion

< IAEN 1SN " ] M 'I Cafmvirament i -i

=

Step 2 - Applicant’s Address

A% per document]

Agdress (Englah) - Aidress (Limrathd) - Siresst (Engizh) Ereef {Marathi}
i s f L] e A ]
Sl (I rpirih) St BSey {WLAFEINT) Buddng (L Agiifi) Beadddirs] {Rlarathi)
—_— Tt Hipn Mumbal it wwk
L0 M I_FI'F; el Laerderanrk {hdaraihiy Daaned - Tl
— ]
M City = Wad ABCD =
Village * Piwrer afe= =
ALST - 00001 - quasay
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Step 3 - Mobile No & Username Verification

Mobile Mo, & Username Verification

10 dige Mobds: umber = O Time Pasaword (OTP) = P Mo U Resmabysr
= Bl OSEBO000 T 21 m 24 5ET

gy Nasme = Emadl £

AmeryaSarvaniar ameyasaraanianipmal com

Paggward * Confirm Passwornd ©

TEFEEEEN sEREEEEN

Pagwoed o cviming ora Gigil Fom 09 and ocntaing NHeEH ONE Keroie CRTBCDET. BN 0N GoEATolse CRBMCHR, Mull 0onLaing one special symbols i the list
TR el PRitersrd gt atleas T chiceSne ol mackrum 20 charsched Examgle- Chizeni 23

Step 4 - Upload Photograph

Instriions for issued phoato #dd Phato 15 Crog Photo

=3 ; i - w1 s Feee -
T et s ingraps shook) Tel H yom dient have phota in this mentioned size

Betweens SKE bo 20K B é :: FOU CAA o Eop Bk By il 10 upinnd &
e E oo pholo. Steps are &5 below
o Pholograph Format should ba JPEG - ._":.. & Clck on below Ink which will get you
e _: orog page
LY o
=] a— = Salect oplics Tor "Crop photo™
v &4 K & Rieged your phots
he wichth of the pho ” £
160 p ) = = resize your photo and fit & nsde the red
el Pies -
£ b Frart green
1 il » Afer resdTing chol Oon Torop mage” e
T - Wdth 180 px = then cick oo “Dowmnioad bulion™ to get
i gl

Step S - Proof of Identity (Any -one)

: ¥ PAN Card Vober 1D Card (POI) Passport (PON
Decument Format should be JPEG PDF = .
Browse.. | Aadhar cand jpa Aadhaar Card (PO Dyivineg Licesse (PON)
Tha size of the decumants betwees T5 KB B2 100 GOvErnment / Semi - MHREGA Job Card RS8Y Can
) Governmend 1D Prood

Step 6 - Proof of Address (Any -one)

¥ Ration Cand Passpoat (POA) Aadhaar Carnd (POA)
Descument Fomat should be JPEG! POF e - o s 2 ‘
Browss.. | Aadhar card jpg Driving License (POR) Woler ID Candl (POWA)
The size of the documents between 75 KB to 100 Extracts of TH2 and 8 A Propery Tax Receipt Property Agreement Copry
KB Viler Bal ElexIricity Bl Tedephone Bl

Foisnl Fosdepd




D) After login with User Name & Password, on left side user can see Department names like
Agriculture, Home Department, Industries Energy and Labour Department etc. On selection of

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

Home

SEARCH SERVICE

DEPARTMENT NOTIFIED @ YOUR TRANSACTION HISTORY

SERVICES

. Maximum | Expected | Actual
Contact Us Days For | Semice Service
X Semvice Payment | Current Pending User | Payment Issuing Delivery Delivery Rejection
Agriculture StNo | Application ID Name Date Status Action Receipt Department Dashbaord Certificate | Date Date Appeal | Status
DEPARTMENT OF 1 51TCTT24154 Jobseeker Payment [ Downioad Wil Go 1o Department Dashboard
ANIMAL Registration Pending
HUSBANDRY,DAIRYING &
FISHERIES 2 2261741652239600161826  Gazzette Payment | Ml 5o To Department Dashbosrd K |
Part 2 for Pending
Change in
Name
3 2261741652239600156182  Gazzette Document ] 15
Finance Department Rty Pending
Change in
Food & Public Distribution tame
stem (PDS) — —
4 2251741711253600086140  Age Not Ml co To Depariment Dashboard JRE
Nationality Completed
Forest Department and
) Domicile
Higher And Technical Certificate
Education Department
5 2261741701284600101954 ~ Caste Not ] 45
Certificate Completed

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 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. RTS Maharashtra is accessible through Android & I-Phone systems

for free in two languages i.e. Marathi & English.

3.2.1 Select Language
At the start, RTS Mobile User has to select Language option i.e. English or Marathi.
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3.2.2 Dashboard & List of Online Services
This provides information of RTS Mobile App like information about RTS Act, list of

Departments & Services which are available under this act.

Select Language Dashboard Services Sub-Category

v 4C 4 m 2:39 PM

Select Language

Approval and Renewal of Manufacturer,..

English 4
Registration of Establishment Employin...

Registration of Establishment Employin...

Licence for Recruitment

CONTINUE

Licence for Recruitment of Laboueres ..
Licence for Employment

Boiler and Economiser Registration Ins

Renewal of Certificate of Boilers & Eco...

o
Ty L)
prp— Geameon e
Shop and Establishment Renewal
il Principal Employer Registration
e vepe
1 (@] <

Contract | abour Renewal

Sub Category Details

3.2.3 Sub category details

This provides information of each service, time

21
Sub-Divisional Officer
Additional Collector

designated First & Second Appellate Authorities & the Sellector

limit for disposal of service, Designated Officer,

Proof of identity

list of documents which are required with the

1) PAN Card
1‘ t' 2) Passport

application. 55 eisev.coes

4) Water Bill

5} Aadhaar Card

) Vater ID Card

7) MINREGA Job Card

8) Driving License

@) Photo of Applicant

10) Property Tax Receipt

11) Identity card issued by Govt. or Semi Govt. organisaticns

53



3.2.4 Login and Registration
User can register through Mobile application with two methods i.e. Using Aadhaar

Number or Detailed Registration.

Login Registration

Login Details
Registration

[ Mobile Number Send OTP
acr ™

~Select District— =
Check User Availability

o umbers onty
Login Now

Forgot Password Forgot Username

Register Now

51 Date of Birth

3.2.5 Track / Verify / Call

User can track the status of applied application through online portal & any third party
can verify certificate received online through Aaple Sarkar Portal for authentication and validation

purpose.
Track Verify Call

Verify Your Authenticated Certificate Call Center

24 x 7 Citizen Call Center:
1800 120 8040 (Toll Free)

SUmT

11 =) < 1 ) < l &) <
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3.2.6 There is 24*7 toll free number and citizen can ask for any help there.

Toll free No. — 1800 120 8040

3.2.7 Benefits

lcome, AMEYA

& QUICK SERVICE ~

of public services has now become quicker. Notified Home
es will be delivered in a stipulated time period. Right to
appeal in case of delay or wrongful rejection of service

= You don't even require to attend such 2-3 queues and visit the Change Language
office regularly to obtain required certificate

= Just visit our portal, understand the requirements for desired Das!
certificate, visit service center with required documents and
fees. Operator will fill up respective form online and you will
get the receipt for the same. Desired certificate will be

hboard

delivered at your doorstep within a specific timeframe. About RTS Commission
- SERVICE AT DOORSTEP > Know Your Benefits E
& EASY ACCESS Ease Of Doing Business
& EASY PAYMENT Transaction History Revenue

2 USER FRIENDLY Logout

SAVE TIME

School Education

3.2.8 View Transaction History

User can access history of applied applications through Transaction History option.

Application Id

185144126435485F30E1
Application Id
S 1852141884009100000
Permission for charging of electrical installation
srrent Statu
Document Pending Service Name :

Permission for long term lift irrigation

Application id Payment Date
1751741684354E5C378A 29/01/2018

Service Name

Permission for charging of electrical installation \
current Status

irrent Statu Under Scrutiny
Payment Pending

Pending User Action

-ation Id
1752742654354E2E28FD Maximum Days For Issuing Certificate :
5

Service Name

Permission for charging of electrical installation

irrent Statu Expected Service Delivery Date
Application Approved o04/02/2018
Application Ik
1851990052473100000

Service Name

Industrial Water permission
rrent Stat

Payment Pending
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3.2.9 Significant Increase in Registration on Aaple Sarkar Portal

For availing services online, the applicant is required to register only once on the Aaple

Sarkar Portal. After registering, the applicant can apply directly for notified service online. It is

very encouraging to note that the number of citizens who have registered on Aaple Sarkar RTS

Portal is increasing rapidly. The number increased significantly during the Covid-19 pandemic

period from 28 Lakhs to 42 Lakhs up to March 2021 and 57 Lakhs up to March 2022.

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

have been increasing rapidly. Total 11,52,39,823 applications for public services have been

received online upto 31 March 2022. 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.

3.2.9 No. of Citizens Registered on Aaple Sarkar Portal

56,70,150

42,70,097

28,29,795

19,50,823
12,20,825
A
2015-18 2018-19 2019-20 2020-21 2021-22
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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 for the foundation course 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, presentations and frequently asked questions along
with the model answers were prepared. After this initial preparation first state level Training of
Trainers (ToT) Workshop was conducted on 30" September 2015 and second ToT Workshop was
conducted on 5th October 2015 at YASHADA. Through this programme 130 state level trainers
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were developed and these trainers conducted district level ToTs during 2015 across 36 districts

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

For the purpose of creating general awareness about the Act and important provisions in it the
above mentioned trainers conducted Phase I training for government staff and officers 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 11 (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. For this,
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 ) and Others 0 8313
Total 475 | 1,21,936
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4.2.3 Awareness Training Programme during Foundation Training Programme

During the year 2021-22 total 2,022 (520 Group “A” and 1,502 Group “B” and “C”) officers
were given awareness training by YASHADA. However, since 2015 till 31% March 2022
YASHADA has trained in all 2, 39,754 officers.

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

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

1 2015-16 652 84,278
2 2016-17 359 1,21,926
3 2017-18 1,366 13,804
4 2018-19 1,058 8,136
5 2019-20 1,711 4,053
6 2020-21 185 204
7 2021-22 520 1,502

Total 5,851 2,33,903

4.3 Technical Training by Maha-IT

For the implementation of MRTPS Act 2015, Maharashtra Information Technology
Corporation (MahalT) is appointed as system integrator to develop online portal to process end to
end online application and integration with other departments.

MahalT Business Analyst is allotted to every department to understand the process of public
services and standardize application form, rate harmonization and to develop business process
re-engineering of process flow. MahalT carried out this activity so that it could bring about ease
of doing application to citizen on Aaple Sarkar Service Portal. A post development hands on
training is organized for all department’s Nodal Officers.

At district level, MahalT has appointed District Manager in each district to co-ordinate with
field level Department Officers. District Managers of districts conducted more than 177 trainings

to district and Taluka level officers of departments.
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e These trainings covered reviewing the application form and documents to be attached.
e Utilization of tracking and third party verification mechanism.

e Training to Designated Officer for department level process flow.

e Training to Appellate Authority for appeal level process flow.

e Dashboard trainings for MIS Reports

Training Statistics:

Technical training was provided by MahalT for various departments. MahalT has
conducted 62 training programmes and imparted training to 484 officers and staff.
During 2021-22 YASHADA imparted training to 2,022 officers and MahalT imparted
training to 484 Officers. Thus in 2021-22 a total of 2,506 Officers and Staff received training.
The number of officers and staff trained during this year is significantly less due to Covid

pandemic situation.
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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, 28 Departments have notified 511 services under the

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

of services - Home & Transport Department (90), Industry, Labour & Energy Department

(80), Revenue and Forest Department (68), Urban Development Department (52), There are

3 Departments those have not notified any service-Parliamentary Affairs Department,

Marathi Language Department and Skilled Development and Enterpreneurship Department.
Table 5.1: Department wise List of Notified Services (As on 31°* March 2022)

Sr.No. Name of Department Name of Sub-Department Total
Notified
Services
Home Department 18
1 Home and Transport Transport Department 14
Department State Excise 51
Maharashtra Maritime Board 07
Revenue Department 20
Land Records Department 20
Revenue & Forest
2 Forest Department 13
Department . .
Department of Registration and 15
Stamps
. . Agriculture — Vidyapeeth 09
Agriculture, Animal .
i Agriculture Department 16
3 Husbandry, Dairy Arimal Fusband 1 Dai 20
Development & Fisheries fimat Busbandty and Latry
Development Department
Department - -
Fisheries Development Department
4 Urban Development Urban Development Department 52
Department
5 Law and Judiciary Law and Judiciary Department 04
Department
6 Rural Development & Rural Development Department 07
Panchayat Raj Department
. Soil & Water Soil & Water Conservation 08
Conservation Department | Department
Food, Civil Supplies & Food, Civil Supplies & Consumer 16
8 Consumer Protection Protection Department
Department.
9 Housing Department MHADA 12
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Sr.No. Name of Department Name of Sub-Department Total
Notified
Services
Mumbai Building Repairs and 04
Reconstruction Board
Slum Rehabilitation Authority 05
10 Women & Child Women & Child Development 08
Development Department | Department
1 Minority Development Minority Development Department 01
Department
Industry Department 25
12 Industry, Energy and Labour Department 41
Labour Department.
Energy Department 14
) State Goods and Services Tax 04
13 Finance Department
Department
14 Water Resources Water Resources Department 10
Department
Dept of Co-Operation, Dept. of Co-Operation, Marketing and 09
15 . . .
Marketing and Textiles Textiles
Maharashtra Jeevan Pradhikaran 02
Water Supply &
16 o Groundwater Surveys and 02
Sanitation Department.
Development Agency (GSDA)
17 Public Health Department | Public Health Department 06
18 Social Justice & Special Social Justice Department 12
Assistance Department
19 Tribal Development Tribal Department 02
Department
20 School Education and School Education and Sport 12
Sports Department Department
MEDD (AYUSH 1
21 Medical Education & Food Dr(ug Alilfnil)listration (FDA) 84
Drugs Department
22 | Tourism and Cultural Tourism and Cultural Affairs 20
Affairs Department Department
7 Higher and Technical Higher and Technical Education 10
Education Department Department
24 | Environment Department Maharashtra Pollution Control Board 07
(MPCB)
25 | Public Works Department | Public Works Department. (PWD) 02
26 General Administration General Administration Department 05
Department
27 Planning Department Planning Department 02
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Sr.No. Name of Department Name of Sub-Department Total
Notified
Services
Other Backward Classes, | Other Backward Classes, Social and 01
Social and Educational Educational Backward Classes,
Backward Classes, Vimukta Jatis, Nomadic Tribes and
2 Vlmukta LS, Nomadlc Special Backward Classes Welfare
Tribes and Special
Backward Classes Welfare | Pepartment.
Department.
29 Parliamentary Affairs Parliamentary Affairs Department Nil
Department
30 Marathi Language Marathi Language Department Nil
Department
Skilled Development and | Skilled Development and Nil
31 Enterpreneurship Enterpreneurship
Department
31 46 511

5.2 Status of Applications Received and Disposed
The overall status of applications for the duration of October 2015 to March 2022 shows that

11,52,39,823 applications were received by all the 31 Departments.

67,11,097

Graph No.5.1 No.of Application Received (2015-21)

2,03,00,005

1,88,15,885

1,86,38,681 1,81,79,975

1,73,58,011

i‘ 1,52,36,169

i

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

2021-22

Note :- It is observed that there is a decline in the number of applications received during the

years 2019-20, 2020-21 & 2021-22 because of the unprecedented Covid pandemic situation

and because the most popular services of providing 7/12 and 8 (A) have been discountinued

from Aaple Sarkar Portal. These two services are now provided from Mahabhulekh Portal of

Revenue Department. During the year 2021-22 there is increase in the number of applications

received.

63



5.2.1 Applications Disposed and In Process

Graph No.5.2 Status of Applications 2015-22

= Applications Disposed = Applications in process
5%

During the period 2015-22, the total no. of applications received is 11,52,39,823 and disposal
is 10,99,75,851. Thus 95.43 % of the applications have been disposed and 4.57% were in
process as on 31% March 2022.

Graph No.5-2 (A) Status of Applications 2021-22
O Applications Disposed B Applications in process

8%

Out of the total 1,73,58,011 applications received during 2021-22 the disposal was
1,59,10,119. Thus, 91.66% of the applications have been disposed and 8.34% were in process

as on 31% March 2022.
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The performance of every department varies from each other. Out of 31 Departments
some Departments consistently top the list of applications received and disposed. Revenue
Department has received highest number of applications and disposed as shown in Graph No.
5.3. The other two Departments those are in the top three are Labour Department shown in

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

Graph No. 5.3 Applications Received and Disposed by
Revenue Dept.(2021-22)

1,42,78,982 1,33,30,735

Applications Received Applications Disposed

Graph No.5.4 Applications Received and Disposed by
Labour Dept. (2021-22)

11,86,149 11,82,529

Applications Received Applications Disposed
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Graph No.5.5 Application Received and Disposed by
Home Dept. (2021-22)

6,95,222 6,17,125

Applications Received Applications Disposed

5.2.2 Applications Approved and Rejected
In the year of 2021-22 the total number of disposed applications is 1,59,10,119. Out

of these disposed applications, approved applications were 1,58,12,760 i.e 99.39%. Hence it
is seen that the percentage of applications rejected is only 0.61%.This extermly low
percentage of rejection deserves appriciation. The details of these applications can be seen in

the Graph No. 5.6.

Graph No.5.6 Approved and Rejected Applications (2021-22)

1,58,12,760

Approved (99.39 % ) Rejected (0.61 % )
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Yearwise number of the approved and rejected applications Graph No. 5.7

Graph No.5.7 Yearwise Approved and Rejected Applications

= Approved B Rejected

66,39,413
2015-16
1,85,55,310
2016-17
1,95,45,772
2017-18
1,35,170
1,75,03,348
2018-19
1,18,343
1,71,63,602
2019-20
1,14,217
' 1,40,78,215
2020-21
1,03,057
1,58,12,760
2021-22

It is observed from the above graph that during the period 2015-22 in all years the rejection
of applications continues to be very low consistently i.e. below one percent only.
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Table No. 5.2 Departmentwise Applications Received,Disposed,Approved &

Rejected (2021-22)

Sr. No.

A W N -

o L a9 SN W

11

12
13

14

15

16

17

18

19

20

21

22

23

24

25

Department Total Total
Received Disposed

Revenue Dept 1,42,78,982 1,33,30,735
Labour Dept 11,86,149 11,82,529
Home and Transport Dept 6,95,222 6,17,125
Social Justice and Special 5,20,512 1,79,766
Assistant Dept
Industries Dept 3,63,515 3,63,375
Energy Dept 75,912 74,913
Tribal Development Dept 58,331 55,982
State Excise Dept 51,239 46,212
Rural Development 42,592 20,883
&Panchyat Raj Dept
Law & Judiciary Dept 25,064 2,094
Higher & Technical 18,755 11,458
Education Dept
Agriculture Dept 8,192 6,435
Food Civil Supplies and 6,853 6,853
consumer protection Dept
Mabharashtra Pollution 6,658 6,432
Control Board
Urban Development 5,832 3,063
Department
Dept of Co-Operation, 5,694 227
Marketing and Textiles
School Education and 3,354 1,490
Sports Dept
Maharashtra Maritime 2,348 231
Board
Women And Child 1,914 0
Development Department
Legal Metrology 483 13
Department
Finance Department 191 191
Minorities Development 163 109
Department
Water Resource Dept 54 3
Housing Dept.-S.R.A. 1 0
Water Supply and Sanitation 1 0

Grand Total 1,73,58,011 1,59,10,119

Source: Maha IT , (As on 31st March 2022)
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1,32,99,048
11,71,804
6,17,118
1,74,666

3,41,361
70,600

51,010
46,058

4,474

2,094
11,455

6,265
6,853

5,165
2,893
221

1,143

228
0
1
191
109
3

0

0
1,58,12,760

Rejected

31,687
10,725
7
5,100

22,014
4,313

4,972
154

16,409

0
3

170

1,267

170

347

97,359




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

Graph No.5.8 Applications Disposed on-time and not-on-
time (2021-22)

B On-Time Delivery  ®Not on Time Delivery
8%

In the year 2021-22 total number of applications disposed by all the Departments is
1,59,10,119 . Out of these on-time disposed applications were 1,45,62,431, i.e. 92%.

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.

Graph No.5.9 Channelwise Applications Received
& Disposed (2021-22)

Bl Application Received m Application Disposed

1,06,09,138

Aaple Sarkar Sewa Kendra - VLE 97,14,392

28,66,939
27,15,490
20,87,134
19,13,371
17,94,800
15,66,866

Aaple Sarkar Sewa Kendra - SETU
Aaple Sarkar Portal

Aaple Sarkar Sewa Kendra - GP
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Graph No.5.10 Channelwise Apllication processed
on-time (2021-22)

89,24,202

Kendra - VLE

Aaple Sarkar Sewa 25,36,044

Kendra - SETU

17,32,296

A
o

Aaple Sarkar Portal

Aaple Sarkar Sewa
Kendra - GP

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.
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Graph No.5.11 Applications Received,Disposed and Approved
(2021-22)

m Applications Received ® Applications Disposed @ Applications Approved
39,71,783

37,37,949

Pune
37,15,745

) 3468218

Nashik 32,54,802

32,37,456

S 28,42,299

26,73,345
26,608,895

e 26,92,804

21,53,016
21,37,759

S 2

20,72,868
20,44,805

S 21,78.025
20,18,139
20,08,100

Amravati

Aurangabad

Kokan

Nagpur

5.5 Districtwise Status of Applications

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

districts can be perused from the graphs in this section.
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Graph No.5.12 Districtwise Applications Received ( 2021-22)
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Graph No.5.13 Districtwise Applications Disposed (2021-22)
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Graph No.5.14 Districtwise Applications Approved ( 2021-22)
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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.

Graph No.5.15 Status of First Appeals 2021-22

B Received mDisposed OIn Process

3,549

2,605

Received Disposed In Process

Graph No.5.16 Status of Second Appeals 2021-22
EReceived ®Disposed OlIn Process
58
52
6
Received Disposed In Process
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Graph No.5.17 Status of Third Appeals 2021-22
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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 varies. The departments are categorized
on the basis of the response received with reference to notified services and disposal using
Aaple Sarkar portal for services. The categorization is demarcated with colours and the

criteria for the categorization is given below —

Sr.No Criteria for Green Zone

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.

Sr.No Criteria for Amber Zone

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

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

4 Zero Response - Zero application received for service.
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Sr.No Criteria for Red Zone
1 No efforts from department to use ‘Aaple Sarkar portal’ for delivery of citizen
services.
) 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. 5.3 Departments classified in Green Zone (Very Good Performance)

M Departments Services 0T LI 2oy
No. Response | Response | Response
1 Revenue and Land 40 13 10 17
Records
2 | Labour 41 10 28 3
3 | Energy 14 6 1 7
4 | DGPS (Industry) 2 2 0 0
Total 97 31 39 27

Source : (Maha IT - As on 31° March 2022)

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

R Departments Services Good Medium Zero
No. P Response | Response | Response
1 | Home 18 3 3 12
2 | State Excise 51 5 7 39
3 | Environment (MPCB) 7 2 2 3
4 | Higher & Technical Dept. 10 5 4
Rural Development &
> Pancyat Raj Dept. ! 3 4 0
Social Justice and Special
< Assistance Dept. 12 g 4 2
7 | Industries 16 0 1 15
8 | Transport (Maritime Board) 7 1 5 1
9 | Water Resource Dept. 10 0 4 6
10 | Law & Judiciary Dept. 4 1 1 2
11 Women And Child ] 0 ] 0
Development
12 | MIDC 7 0 2 5
13 | Tribal Development Dept. 2 1 0 1
Dept. of Co-Operation,
14 Marketing and Textiles ? 2 2 >
15 | Urban Development 52 1 16 35
16 Food Civil Suppl%es and 16 0 6 10
consumer protection
School Education and
17 Sports Dept. 12 ! > 6
Total 248 28 74 146

Source : (Maha IT - As on 31° March 2022)

77




Table

No. 5.5 Departments classified in Red Zone (Unsatisfactory Performance)

Source

Note :-

1.

1 |Agriculture Dept. 25 1 2 22
2 |Minority Development 1 0 1 0
Tourism and Cultural
3 Affair Dept. 20 0 0 20
4 | Transport Dept. 14 0 0 14
5 | Finance 4 0 1 3
6 | Housing Dept. - SRA 5 0 1 4
Medical Education
7 and Drugs Department > 0 0 >
8 | Forest Department 13 0 1 12
9 Animal Husbandry 14 0 0 14
Dept.
10 | Fisheries Department 6 0 0 6
11 | PWD 2 0 0 2
12 | Water Supply - MJP 2 0 0 2
13 | Water Supply - GSDA 2 0 0 2
14 | Planning Department 2 0 0 2
15 | Public Health 6 0 0 6
Dept. of Registration
16 | o é’tamp : 15 0 0 15
Housing Dept. -
17 | MHADA 12 0 0 12
Housing Dept. -
18 | Building Repairing 4 0 0 4
Board
Soil &Water
19 Conservation Dept. 8 0 0 8
General
20 Administration Dept. > 0 0 >
Social and
Educational Backward
Classes, Vimukta
21 | Jatis, Nomadic Tribes 1 0 0 1
and Special Backward
Classes Welfare
Department.
Total 166 1 6 159

: (Maha IT - As on 31st March 2022)

Agriculture, Animal Husbandary, Dairy Development and Fisheries, Transport,
Medical Education and Drugs Department, Settlement Commissioner (Land Records)
and IGR have informed that they have provided online services from their own portals

which are NOT seen on Aaple Sarkar Portal during 2021-2022 as follows:-
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A) Agriculture, Animal Husbandary Dairy Development and Fisheries Department -
55,63,785
B) Transport Department - 1,01,91,131

C) Medical Education and Drugs Departments - 23,454
D) Land Records — These figures are NOT seen on Aaple Sarkar Portal because of
non-integration.

e 7/12(land parcel info) - 1,22,00,879
e 8a (land holder info sheet) - 37,88,072
e 6 (mutation entry register) - 3,23,041
e Property Card - 8,50,046

E) IGR-33,89,778

(Source for above data — Reports from Respective Departments)

2. The above analysis and categorization shown in table 5.3, 5.4, 5.5 are on the basis of
online applications received on Aaple Sarkar Portal. Departments/services
catagorised in Amber/Red Zone may have received significant number of offline
applications or provided services on their own portals. However, information
regarding offline applications received and disposed was not made available to the
Commission despite prescribing proforma “A”, “B” and “C” and repeated

instructions.

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

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

Suggestions, Recommendations, the Way Forward, Innovative
Practices & Success Stories

According to Sec 16 (1) of the Act 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 suggestions and

recommendations every year.

Following are some of the important suggestions and

recommendations made by the Commission. (Earlier suggestions and Recommendations are

available in respective Annual Reports)

6.1 Status of General Suggestions and Recommendations (2020-21)

Sr.
No.

1.

Recommendations

Departments should review the services which have
received poor response or zero response, find out the
reasons and take necessary remedial action and submit a
report to the Commission.

The recommendations made in Annual Report for
the years 2017-18, 2018-19 and 2019-20 to the all
Departments should be reviewed and take immediate
action and submit compliance report (Action Taken
Report) to the Commission.

The Commission has prescribed ‘A’, ‘B’ & ‘C’ proformas
for collecting information regarding offline applications
and appeals. The Commission has further directed that
GAD (O&M), IT Dept., and MahalT Corporation should
coordinate and develop computerized system so that this
information is available promptly.

All the services notified by all the Departments should be
provided online facility and there should be no gap

between notified services and online facility.

The Maximum number of services provided by the

Department must be notified. Therefore, Maximum number
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Status

Pending

Partly Complied

Pending

Partly complied. 387
out of 511 notified
services are
available online on

Aaple Sarkar Portal.

Partly Complied



of public services should be notified and all the
Departments should prepare a Master List and publish it on

the website.

6. All the Departments should submit information to the
Commission about the innovative practices implemented at Partly Complied
the field level regarding the services being provided.

7. For the effective implementation of the State Right to | Awareness campaign
Public Services Act, wide publicity through meetings, | needs to be
exhibitions, weekly market, Banners etc. be carried out. implemented on

continuous basis.

8. Applications and Appeals which are not decided within the | During 2021-22,
prescribed time limit should be regularly reviewed and | 92% of the
submit report regarding difficulties if any to the | applications  were
Maharashtra Right to Public Services Commission. | decided within the
Necessary steps should be taken to improve the disposal. prescribed time

limit.
All District Collectors should review the functioning of | Continuous  efforts

0. Aaple Sarkar Service Centers and sanction new Centers as | are necessary.
per the prescribed norms and take steps to improve their
financial viability.

10. | All the certificates issued under the Maharashtra State | The Commission’s
Right to Public Service Act, 2015 should use the Logo and | Logo and Tagline is
Tagline prescribed by the Commission. printed on  the

certificate issued
online.

11. | All the District Collectors should regularly review the | Partly complied and
functioning of all the Departments under this Act, | continuous efforts
Technical training should be organised with the help of | are necessary.

Maha IT Corporation. Also, workshops should be
organized for training on the provisions of the Act.

12. | All District Collectors should review the services which are
getting less response and take measures to get more Pending

response.

82




13.

All the District Collectors should inspect the offices and
submit reports in the format prescribed by the Commission.
An inspection, programme and schedule should be

prepared and sent to the commission.

Partly complied

14.

All Departments should undertake measures to make the
delivery of notified services more efficiently and

transparently.

Partly Complied

15.

All the Collectors and Chief Executive Officers should take
appropriate action to ensure that all the services available
on Aaple Sarkar Portal are provided online and send the
information of the applications received offline in the
prescribed proforma “A”, “B” and “C” to the concerned
Department. The concerned Departments should collect the
information of all the districts and consolidate at state level

and make available to the commission.

Pending

16.

All Divisional Commissioners (Revenue) should identify
and earmark government premises for the office of

Divisional Commissioners (RTS).

Partly complied

17.

All the Divisional Commissioners (Revenue) should call
for applications for deputation from the officers / staff as
per the approved staffing pattern for the office of the Right

to Public Service Commission.

Partly complied

18.

In addition to Aaple Sarkar Portal, if there are other portals
providing services, those portals should be integrated with

Aaple Sarkar Portal.

Partly Complied

19.

All the Divisional Commissioners/Collectors should
regularly make available to the Commission’s Office the
combined information on the number of cases in which the
First and Second Appellate Officers in their district have
levied Fines.

Pending

20.

All Collectors have been provided the facility of
Dashboard to monitor implementation of the RTS Act.
MahalT Corporation should regularly attend to the
technical problems pertaining to Aaple Sarkar Portal and
Dashboard facility.

Partly Complied
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21. | All Departments should conduct training of Designated | Continuous efforts
Officers and Appellate Officers by YASHDA & MahalT | are necessary.
Corporation.

22. | All Divisional Commissioners should review the | Continuous efforts

implementation of the MRTPS Act during their meetings
with Collectors, Chief Executive Officers and HODs.

are necessary.

6.2 Department Specific Suggestions and Recommendations (2020-21)

Sr.
No.

Recommendations

Status

1

General Administration Department

. Workshops should be organized to guide all the

Departments periodically.

Pending

. A Master List of services provided by all the

Administrative ~ Departments  should be
prepared and be displayed on government

website.

Partly compiled
17 Department have
prepared Master Lists

Medical Education & Drugs Department

. Integration of notified services with Aaple

Sarkar Portal should be done by the
Department in coordination with Maha-IT

Corporation.

Department has
denotified 20
Only 5

services.
services are
“Aaple
Sarkar Portal”. Needs to

available on

be revisited.

. New Citizen Centric Services may be notified

by the Department.

Pending

Public Work Departmen

t

. Integration of notified services with Aaple

Sarkar Portal should be done by the
Department in coordination with Maha-IT

Corporation.

Pending

. New Citizen Centric Services may be notified

by the Department.

Pending
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Information Technology Department

. The technical difficulties in disposal of appeals

should be reviewed and appropriate action
should be taken. The dashboard should provide
the information to the Collector about the

pending appeals.

Pending

. The Logo and Tagline of the State Right to
Public Service Commission should be printed

on all certificates issued by various

The Commission’s Logo
and Tagline is printed on

the certificates issued

Administrative Departments online.
. Department-wise, service-wise current status of
notified services not available online should be Partly complied

reviewed and action should be taken to ensure
that all notified services are made available

online.

. Dashboard facility should be provided to all
Designated officers, Appellate Officers, Office
Heads, Collectors, Chief Executive Officers,
Divisional Commissioners and Principal
Secretaries / Additional Chief Secretaries /

Secretaries to the Departments.

Complied

To develop software for compiling offline
application information in proforma “A”, “B”

and ‘GC”

Pending

. The information of notified services of all

Departments should be updated on Aaple
Sarkar Portal.

It is a continuous

exercise.

. Facility for issuing certificates in both Marathi

and English should be provided in consultation
with the concerned Administrative Department

and with their approval.

Partly complied

. The Commission may be provided facility of

“view only” of online applications and online
appeals. This will enable better monitoring by

the Commission.

Pending
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9. It 1is necessary to immediately provide

incentives and awards for excellent

performance in implementation of the
Maharashtra Right to Public Services Act. This
award scheme may be computerized so as to
ensure fair and impartial selection for the

award.

Pending

Social Justice & Special Assistance Department

Integration of notified services with Aaple Sarkar

Portal should be done.

Pending

Soil & Water Conservation Department

The Eight notified services of this Department should
be integrated with Aaple Sarkar Portal.

Pending

Urban Development Department

Despite several meetings and repeated instructions, all
the notified services provided by Urban Development
Dept. have not been integrated with Aaple Sarkar
Portal. Urban Development Dept., IT Dept. and
MahalT Corporation should take immediate steps to
integrate all notified services of Urban Development
Dept. with Aaple Sarkar Portal.

I.

UD has notified
57 services.

39 services have
been integrated.

Integration of
remaining 18
services is
pending.

Food, Civil Supplies & Consumer Protection Department

1. The Department should take immediate action
to integrate the notified services with Aaple
Sarkar Portal. The time table should be
submitted to the Commission.

Pending

2. Consolidated information about the application
received offline should be prepared in the
prescribed proforma “A”, “B” and “C” and

submitted to the Commission

Pending

Energy Department

The Department should take action to integrate the
services of the energy department which are provided

through other portals with Aaple Sarkar Portal.

Pending

86




10

Agriculture Department

Principal Secretary Agriculture was directed by the

CCRTS to explain why there is poor response to the
services notified by the department. Principal
Secretary Agriculture clarified that Agriculture

Department is providing services by using Maha-DBT
Portal and information regarding beneficiaries covered

will be submitted to commission. CCRTS directed that

Implementation of 11

services of this
department has been
started through Maha-
DBT portal and
registered in the year
2020-21. Demand for

this information should be submitted

Commission.

39,14,190 components /
to  the | jtems has been received
17,75,152

applications and 5,35,776

through

applications have been
selected through lottery.
Out of the 48,683
selected applications
Rs. 1,23,96,79,010 grants
have transferred

Bank

been
into  applicants

Account.

6.3 General Suggestions and Recommendations (2021-22)

Sr. Recommendations Status
No.

1 All departments are directed to prepare a At present Master Lists of 17
Master List of all services and send a copy to | Departments have been received by
the Commission and GAD (O&M) the Commission. However, other

departments have not yet submitted
Master List of their services.
Continuous efforts are necessary

2 | The General Administration Department | GAD (O&M) has updated the list

should review the notified services of all the
departments under the Maharashtra Rights to
Public Service Act, 2015 and update the list
of notified services by department.

of all notified services and
informed to the Commission vide

letter no 3MR.E1.TH.-2022/H.55.69
/A1fS. B8 dated 25 STHART, 2023.
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A computerized system should be set up by

the General Administration Department,

Information Technology Department and

Maha-IT Corporation to compile the

information of offline applications and

appeals in the prescribed forms "A", "B" and

HCH.

The matter is under consideration
of GAD (O&M), IT Department
and MahalT Corporation.

A scheme should be worked out to select and
reward the officers who have excelled in the
implementation of the Right to Public Service
Act.

The IT Department should study
and review the online scheme
implemented by Karnataka
Government.

All the Departments should review and notify
maximum services and publish them on the

website.

Continuous efforts are necessary

A policy decision should be taken at the
Government level to unlock First and Second
Appeals as an one time exception.

Pending

All the Divisional Commissioners and District
Collectors should regularly review pending
First and Second Appeals and take necessary
steps to improve the disposal of the Appeals
which are not decided within the stipulated

period.

Continuous efforts are necessary

All District Collectors should review the
“Aaple

Centers”, encourage them and approve new

functioning of Sarkar Service
centers in their district as per Information
and Technology Department Government

Resolution dated 2R.0%.%0%¢.

Continuous efforts are necessary.
The scheme to encourage the
Kendra
implemented by Collector Washim

Aaple Sarkar Seva
needs to be replicated in all

Districts.

All Departments should make continuous
efforts to ensure that all the notified services
are made available online on “Aaple Sarkar

Portal”.

Continuous efforts are necessary.

124 notified services are not

available online.

88




10 | As the “Controlling Officers”, the Collector | Accordingly Collectors are
should conduct regular review of the activities | conducting  review  meetings.
of all the Departments and organize Training | However, continuous efforts are
Classes to train the officers concerned for | necessary.
effective implementation of the Act. As per
the G.R of General Administrative
Department Dated 12 March 2018.

11 | All the Divisional Commissioners and District | Accordingly All Divisional
Collectors should review the services with | Commissioners are conducting
poor response and analyses the reasons | review meetings. However,
behind it and take measures to get more | continuous efforts are necessary.
response to these services.

12 | RTS Commission's Logo and Tagline should | At present the Commission's Logo
be printed on all certificates issued under the | and Tagline are printed on the
Maharashtra Rights to Public Service Act, | certificates designed by MahalT
2015. and issued online.

13 | All Collectors should prepare the Calendar of | The Collectors of Latur, Solapur,
inspections of subordinate offices to verify | Thane, Nashik, Ahemednagar &
implementation of MRTPS Act and rules. | Nandurbar districts have prepared a
They should conduct inspections in the | program of inspections. CEO, ZP,
prescribe proforma and submit a copy of the | Solapur & Nagpur have also
inspection to the Commission submitted  program  to  the

commission. Other districts should
follow.

14 | All District Collectors should take measures | Continuous efforts are necessary
to create public awareness about the
Maharashtra Rights to Public Service Act
through Weekly Markets, Banners, camps and
Advertisements etc.

15 | The Commission has already recommended
that the incentive scheme may be on the lines
of similar scheme implemented in Karnataka Pending
which has been successfully implemented.

16 | It is the policy of the government to provide As per the General Administration

all the services notified under the Right to

Department G.R.No Tfpi o -
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Public Service Act to the citizens through the
single portal. The Department of Information
Technology should take appropriate action to
integrate the services provided by various
portals with “Aaple Sarkar Portal”.

2015/9.3.123/18 (. T P1.) Dated

28 U 2015 detail procedure has
been described.

17 | The General Administration Department Except Nashik, all other Divisional
should take appropriate action to provide Offices of RTS have been provided
space for Offices and staff for the Divisional | office space.

Offices of the State Rights to Public Service
Commission.

18 | All the Collectors should make available to | Continuous efforts are necessary.
the Commission the information of the | CEO, ZP, Pune has presented to the
innovative practices implemented in their | Commission an exhaustive list of
district for the effective implementation of the | 1,183 services which can be
MRTPS, Act. delivered in stipulated time with

workflow  charts. Commission
appreciates their efforts.

19 | The Annual Reports and Frequently Asked Continuous efforts are necessary

Questions (FAQs) published on “Aaple
Sarkar Portal” should be given wide publicity
for the effective implementation of the Act.

6.4 Department Specific Suggestions and Recommendations (2021-22)

Sr.

No.

Recommendations

Status

Home Department (State Excise)

Services with poor response should be reviewed and action
should be taken to make maximum services available online.

Pending

Agriculture Department

1. Services with poor response should be reviewed.
Necessary measures should be taken to increase the
response to these services. A publicity campaign should

be launched to make the citizens aware of these services

Pending

2. Notification of new services to be provided to the citizens

through this department should be reviewed.

Pending
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Urban Development Department

1.

Services with poor response should be reviewed.
Necessary measures should be taken to increase the
response to these services. A publicity campaign should
be launched to make the citizens aware of these

services.

Pending

. Urban Development Department should ensure that all

services notified by the Department must be integrated
with Aaple Sarkar Portal.

Pending

There is a very good response from the citizens to the
services of the Corporations. However, these services
are available on separate portals of the Corporations. An
action to integrate these portals with “Aaple Sarkar
Portal” should be undertaken.

Pending

Tourism Department

Services with poor response should be reviewed. Necessary

measures should be taken to increase the response to these

services. A publicity campaign should be launched to make

the citizens aware of these services.

Pending

MahalT Corporation

1.

The Commission has already recommended that the
incentive scheme may be on the lines of similar scheme
implemented in Karnataka which has been successively

implemented.

Pending

The revised proposal for compiling offline application
information should be finalized in consultation with the

General Administration Department.

Pending

It has been pointed out that 124 of the notified services of
all the departments have not been integrated with “Aaple
Sarkar Portal”. In this regard, immediate action should be
taken for the integration of these services by contacting

the concerned department.

Pending
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4. The Commission receives various complaints from the
Collectorates regarding RTS Dashboard. Necessary Pending
corrections should be made to the dashboard to resolve
these complaint expeditiously. The RTS dashboard must
be made user friendly.

Revenue Department

Online 7/12 and ePeek Pahani App has been launched on
Mahabhulekh Portal by Revenue Department. The MahalT Pending
Corporation should take necessary action to integrate the
information of Mahabhulekh portal with “Aaple Sarkar Portal”.
Appropriate action should be taken to include these data on
“Aaple Sarkar Portal”.

Note :

In the status column the world “Pending” has been used when compliance report has

not been received by the Commission.

6.5 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 Representatives, 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.

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.

A time-bound programme 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.

Integration of all notified services with Aaple Sarkar portal and mobile application is
very essential. During last review meeting Commission had observed that 124

services were not integrated with Aaple Sarkar Portal. This integration is a must.
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10.

11

13.

14.

15.

16.

. 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.

There are 35,488 Aaple Sarkar Seva Kendras in the State. All notified services are
available there. This number needs to be increased. Inactive centres should be
activated.

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.

The decision to declare Collector as the “Controlling Officer” for implementation of
Right to Public Services Act 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.

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

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.

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

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

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.

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.
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17.

18.

19.

20.

21

22.

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”.

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.

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”
etc. to be integrated 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.

Significant finding of the Commission is that during the year 2021-22, time bound
delivery of services was 92% and only in 8% cases there was delay in providing
services. Thus it is observed that during 2021-22 there is significant improvement in

time-bound delivery of services.

. 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 ‘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.

It is essential that all notified services must be available online. However, it is
observed that while 511 services are notified only 387 services are available online as
on 31.03.2022. This gap between number of services notified and number of services

available online on Aaple Sarkar Portal has to be filled immediately. Necessary action
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must be taken to ensure that every notified services is available online on Aaple
Sarkar Portal.

23. Although there are 35,488 Aaple Sarkar Centres which provide services, it is observed
that 18,388 number of centres are active and 17,100 number of centres are not active
as on 31.03.2022. It is a matter of concern that the 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, Washim and Wardha

may be replicated to help to make these centres financially viable.

6.6 . 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. 387 Public Services are provided online.
2. Selection of Logo and Tagline ‘Your Service is our Duty’ through competition

among citizens to popularise the Act and create awareness.

3. Declaring Collector as a Controlling officer for RTS implementation in the
District.
4, Providing Dashboard to all Secretaries, Divisional Commissioners, Collectors

and Chief Executive Officer of Zilla Parishad for effective monitoring.

5. Use of Digital signatures by the Designated Officer. This system has excellent
speed and security.

6. 35,488 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 portals with Aaple Sarkar Portal.
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10.  Evaluation and ranking of departments on the basis of response to their online
services.

11. Organized National Conference at Nagpur in December 2019 in which 22
States participated and shared ‘Best Practices’ in delivery of public services

and recommended to way forward.

All the above initiatives have helped to achieve the objective of providing transparent,
effective and time-bound delivery of public services. During 2021-22, 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, 73, 58,011 online applications for
public services were received and disposed. Only 97,359 applications were rejected. It is seen

that the rejection ratio is negligible - less than one percent.

6.7 Success Stories
The Commission has noted excellent innovative practices under taken in several
districts which can significantly improve delivery of Public Services. Some of these

initiatives are as follows:-
1. Process Mapping By Zilla Parishad Pune

A Process Mapping of 1183 activities was conducted by Zilla Parishad, Pune to
streamline the administrative work by removing inconsistencies in the procedures under
various Departments. The said process mapping helped to make Zilla Parishad administration
more dynamic, transparent. Process Mapping enabled delegation of power.

A total of 1,183 services have been identified which are being provided by various
departments of Zilla Parishad for process mapping. A system was designed to eliminate
duplication of work and obtaining fool proof proposals to process which could minimize the
time to deliver a service.

The identification of 1183 activities/services and their process mapping is an excellent
innovative practice under taken by CEO Zilla Parishad, Pune, Shri Ayush Prasad. The
Commission appreciates and recommends that this innovative practice deserves to be
replicated by all Zilla Parishads with appropriate modifications.

2. Wardha District-90 new services

Wardha District Collector Smt. Prerana Deshbratar has notified additional 90 services of
revenue department on 28/09/2021. The said services are being made available online
through MahalT Corporation. A total of 110 services are being provided to the citizens by the
Revenue Department of Wardha district and its subordinate field offices. This needs to be

examined and replicated in the state.
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3. Settlement Commissioner, Land Records

3.1 e-Hakk (Public Data Entry System)

Under guidance and supervision of Shri N.K Sudhanshu (IAS), Settlement Commissioner
and Director of Land Records (Revenue Department), the Department has been
computerizing and digitizing Land Records in the state and is striving for making Land
Records available online. A step forward in this direction is providing for Public Data Entry
(PDE) facility for the citizens for filling applications of mutations in the Land records. The
PDE facility named “e-Hakka” has been started from 24" May 2021. A Citizen applying for
mutation in the Record of Rights (RoR) can now fill the applications and upload relevant
documents from their home or from any internet café or kiosk. One need not go to the office
for filling and application. The filled in application goes to the concerned authority, and it
is processed as per rule.

The categories of mutations on the RoR available in the “e-Hakk” system are as

follows:

1. Mutation by Succession

ii. Creation of charge

iil. Removal of charge

v. Mutation relating to e-karar (e-agreements)
V. Removal of names of the dead from RoR

Vi. Removal of the name of head of HUF
Vii. Removal of the name of Trustee

viil.  Removal of any error in the RoR

3.2 Digital Delivery of authentic RoR

The digitisation of RoRs-(record of rights) (7/12-Khasara details, 8 A-Khata details, 6-
Mutation entry details, Property Card) has enabled the state to make these documents
available online. These documents are also made available online freely for viewing purpose

on the website https://bhulekh.mahabhumi.gov.in/

Achievements:
1. The web portal is extensively used by public to download the authenticated
digital copies of various RoR documents.
it.  There are over 10.5 lakh accounts working on the web portal since its launch.
iii.  Following huge number of services are provided during the year 2021-22.

e 7/12(land parcel info) - 1,22,00,879
e 8a (land holder info sheet) - 37,88,072
e 6 (mutation entry register) - 3,23,041

e Property Card - 8,50,046
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iv.  This portal saves labour, money and time of the citizens as well as that of the
Village Revenue Officer (Talathi). The ease of getting authenticated
documents related to land has cleared the confusion and fear from the minds
of citizens.
These innovative and IT based facilities are of immense importance and Commission
appreciates them. However, their integration with Aaple Sarkar portal is a must.
(Source- Settlement Commissioner)

4. Activities of Department of Registration and Stamps:-

Department of Registration and Stamps, under guidance of Shri Shravan Hardikar (IAS)
(IGR&CS) has started online registrations of tenancy agreements for landlords and tenants.
There is no need to visit office of sub-registrar for these registrations. Necessary amendments
have been made in the Registration Act for this purpose. The department has developed an
online e-registration system for First Sale Agreement, Leave and License document,
MHADA allotment letter, MIDC lease agreement, and CIDCO lease agreement between a
builder and a buyer. E-Registration Self Help Portal was also developed as part of this. This
enables builders to create their own templates in the system, verify records online and create
documents, execute documents and register online.

Department has also future plans to make it more transparent, user friendly and IT based.
However, these services must be available on the “Aaple Sarkar” portal. The Commission
appreciates these efforts of the Departments.

(Source :- IGR)
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STHTRUT SHHTH ¢

TTTerehel U9
TERTE fqariice™ Ffufam T TsuTerr et deldl ERT T Feret faftaw sfor
fafer @ =ma faurmega enelet fadad (Fust IFETE).
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.

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

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

ord. V. 9015:
of 2015. ’

()
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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 :—

Short title, 1. (1) This Act may be called the Maharashtra Right to Public Services
extent, Act, 2015.
commencement
and (2) It extends to the whole of the State of Maharashtra.
application.

(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.

Definitions. 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 Mah.

Revenue Code, 1966; XLI of
(g) “eligible person” means a person who is eligible for obtaining a 1966.

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;

(7)) “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;
() “Public Authority” means,—
(@) 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;
(it) by any other law made by the State Legislature;
(it1) by notification issued by the Government;

(¢) 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;

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

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

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

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

4. (I) 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. (I) An application for obtaining public services may be made by any
eligible person to the Designated Officer. The receipt of an application shall
be duly acknowledged and the applicant shall be intimated in writing or
through 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
sub-section (I), 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. (I) 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

5 of vested in civil court while trying a suit under the Code of Civil Procedure,
1908. 1908 in respect of the following matters, namely :—

(a) requiring the production and inspection of documents or records;
(b) issuing summons for hearing ; and
(¢c) any other matter which may be prescribed.

10. (I)(a) If the First Appellate Authority is of the opinion that the Penalty.
Designated Officer has failed to provide public service without sufficient
and 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 Procedure for
communicate to the Designated Officer or the First Appellate Authority, as recovery of
well as to the Public Authority about the amount of penalty imposed in Penalty.
writing. The Designated Officer or the First Appellate Authority, as the
case may be, shall pay the amount of penalty within a period of thirty days
from the date of receipt of such communication, failing which the Competent
Authority shall recover the amount of penalty from the salary of the concerned
Designated Officer or the First Appellate Authority, as the case may be.

12. (1) The Competent Authority, after receiving an intimation from Procedure for
the Second Appellate Authority about the repeated failures committed by fixing
the concerned Designated Officer to provide public services or repeated responsibility
delays in providing public services as well as repeated failure to comply ‘]))n nated
with the direction of the Appellate Authorities, shall issue a show cause Ofeaglci??;
notice to the Designated Officer within a period of fifteen days, why a repeated
disciplinary action should not be initiated against him. The Competent failures.
Authority shall initiate appropriate disciplinary proceedings against the
Designated Officer under the Conduct and Discipline Rules as applicable.

(2) The Designated Officer against whom such notice is issued may
represent to the Competent Authority concerned, within a period of fifteen
days from the date of receipt of such notice. In case no such representation
is received by the Competent Authority within the specified period or
explanation received is not found satisfactory, the Competent Authority shall
proceed with the departmental inquiry as laid down in the Conduct and
Disciplinary Rules of the Public Authority :
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Provided that, if the Competent Authority finds reasonable and justified
grounds in favour of the Designated Officer and comes to the conclusion
that the delay in delivery of services to the 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 ,—

(1) the Chief Minister, who shall be the Chairman of the Committee ;
(i1) the Leader of Opposition in the Legislative Assembly; and
(i17)) a Cabinet Minister to be nominated by the Chief Minister.

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

(4) The general superintendence, direction and management of the
affairs of the Commission shall vest in the Chief Commissioner who shall be
assisted by the Commissioners and he may 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 post-retirement benefits shall accrue from the posts of Chief
Commissioner or Commissioner, as the case may be :

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

Provided further that, where the 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.

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

(a) 1s 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

AT 3MS-RC-A 107

9

Term of office
and
conditions of
service.

Removal of
Chief
Commissioner
or
Commissioners.



¢ HERT JITHA W05 FHTHRUT 9T 316, AR R, R0%4/SMEUT 30, I 2’30

(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.

Powers and 16. (I) It shall be the duty of the Commission to ensure proper

functions of jmjplementation of this Act and to make suggestions to the State Government

Commission. 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;

(¢) 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;

() 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 :—

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

(b) requiring the discovery and inspection of documents;

(¢) receiving evidence on affidavits;

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

(e) issuing summons for examination of witnesses or documents;
and
() any other matter which may be prescribed.

Action by 17. The State Government shall consider the recommendations made
rggx;zﬁf;?o‘r’g by the Commission under clauses (c), (d) and (e) of sub-section (I) of section
of Commission. 16 and sent information to the Commission of action taken within a period

of thirty days or such time thereafter as may be decided in consultation with
the Commission.
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18. (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. (I) 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. (I) 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 1s 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. (I) 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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Mah. 30. (I) The Maharashtra Right to Public Services Ordinance 2015 is Repeal of
Ord. V hereby repealed. Mah. Ord. V
of 2015. of 2015 and

(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.

saving.
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GENERAL ADMINISTRATION DEPARTMENT

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

NOTIFICATION

ManARASHTRA 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;

(i) by registered post with due acknowledgement;

(ii1) 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,—

(1) summon the Designated Officer and appellant at the time of hearing of Appeal;
(i) scrutinise the relevant documents or copies thereof ;
(ii1) 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.

(8) 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 1
(See rule 6)

Acknowledgement
From
.................................. (The Designated Officer | Authorised Officer)
To
.................................. (Name and address of the eligible person)
Ref :—Your application dated ..................coooiiiiiiiiin,
I hereby acknowledge your application referred above.
The following defects in the application may be rectified, urgently:
(Specify defects, if any)
(1) e
(2) v
(B) v
The following required documents or NOC’s may please be submitted immediately:-
(1) e,
(2) v
(B) e,
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 ...........ccceeeeeeeeeeeeeeeieeennooo.... (Designation and office address of the First Appellate
Authority) .....oooviniiiiiiie

............................................. (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

(i1) Rejection of Application
(9) Relief sought

10) Any other information necessary
for filling appeal

List of Documents enclosed.

Declaration

The particulars given above are true and correct to the best of my knowledge, information
and belief.

Dated the .......ccovvvveeeeeeeeeccdayof oo 20 (year)

Signature of the eligible person.
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FORM III
[See rule 11(2)]
Form of second appeal to the Second Appellate Authority.
Before the ..............ooeenel. (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

(1) No decision on first appeal; or

(i1) Rejection of appeal or

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

List of Documents enclosed.

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.
(D (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)

121




¢ HERTE IMEA AT FATERVT HIT AR-a, AL ¢, R0LE/FAEw 9, T R3¢

FORM YV
(See rule 18)

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

To,

Before the ..........cccooeeiiiil (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)

veeereeenene. (Name and address of the First 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) :

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.

ON BEHALF OF GOVERNMENT PRINTING, STATIONERY AND PUBLICATION, PRINTED AND PUBLISHED BY SHRI PARSHURAM JAGANNATH GOSAVI, PRINTED
AT GOVERNMENT CENTRAL PRESS, 21-A, NETAJI SUBHASH ROAD, CHARNI ROAD, MUMBAI 400 004 AND PUBLISHED AT DIRECTORATE OF GOVERNMENT PRINTING,
STATIONERY AND PUBLICATION, 21-A, NETAJI SUBHASH ROAD, CHARNI ROAD, MUMBAI 400 004, EDITOR : SHRI PARSHURAM JAGANNATH GOSAVI.
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