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PREFACE 
 

Rakshak Foundation was founded in 2006 by a group of concerned citizens from 

India’s elite educational institutions working in USA. It was in the manner of giving 

back in a small way to United States and India, countries that had provided them so 

much in terms of opportunities. The Foundation seeks to create an informed society, 

aware of its rights and duties, and attempts to address barriers to an equitable and 

just society. Rakshak Foundation has been submitting well researched opinions on 

various bills being considered for presentation to the Indian Parliament. Rakshak 

Foundation has been invited by the Parliamentary Committees of the Rajya Sabha 

three times in the past three years to depose before them and present their views 

on proposed Bills which would affect the entire nation once they are enacted by the 

Parliament. 

The intern is a third year student of Birla Institute of Technology and Science, Pilani, 

pursuing B.E. (Hons.) Chemical Engineering and has keen interest in public policy 

and social research with ardent desire to contribute in nation building. 

The project undertaken deals with the existing system of administrative processes 

in India with the focus on introducing certain improvements and modifications in 

the system so as to make it more robust and citizen-centric. The intern has made 

tiring efforts to bring about a holistic and comprehensive project with germane and 

appropriate recommendations that can be adopted to usher in positive changes and 

improvements in the current eroding and debilitating system.  
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Executive Summary 

 

The report on ‘Improvement in Administrative Processes’ is a guide to understand 

what administrative process is, how the machinery functions and what is its 

structure in the parlance of public administration in India. It tries to find out the 

underlying problems and loopholes in the administrative setup and to suggest the 

measures to improve upon the same. 

Public administration is a product of political dynamics. It is a resultant of public 

policy drawn with the aim of achieving public welfare and interest. Thus the most 

important attribute of public administration is its place in political system.  

It is multifaceted in nature encompassing 4 major aspects: The role of State, public 

policy management, voices of policy process and the imperative use of ICT in 

administration. Why the administration is poor? The probable reasons based on 

literature study, field visit and survey have been incorporated. Majorly, inordinate 

delay in getting work done, rampant corruption, indifferent nature of officials and 

ill treatment meted out to public, negligent and lackadaisical attitude and red-

tapism are some of the problems that people frequently encounter. Several model 

administrative setups have been suggested one of which was referred by DARPG is 

Sevottam model which highlights the need of – i) Effective Charter implementation, 

ii) Public Grievance Redressal mechanism, iii) Excellence in public service delivery. 

Australian policy of evidenced-based policy-making has also indicated to be a more 

appropriate way of policy formation for effective and inclusive administration. 

Similarly, in UK, model Executive Agencies, a semi-autonomous body, have been 

successful in their performance as well as ensuring transparency and accountability.  

Meanwhile, the few steps taken by government in this direction are also worth 

appreciating. A major program initiated by Department of Electronics and 

Information Systems to e-enable most of the departments in the country. This was 

run under mission mode plan (MMP) within National e-Governance Plan (NeGP) 

which has so far covered 31 departments including both Central and State. In other 
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instances of progressive move, in Delhi registered architects have been authorized 

to pass the building plan thus reducing work load on civic bodies and in Chandigarh 

self-certification has been approved to do away with attestation problems. 

Meticulous field visits and surveys have helped in identifying entrenched problems 

in the setup and have therefore encouraged to come out with germane and feasible 

recommendations underpinning the necessity for having – ‘Single Window 

Approach’, internal grievance redress mechanism, appointment of Public Grievance 

Officer, external and independent evaluation of offices, incentives for better 

performing officials, Social audit of administrative works, concept of Lok Adalats to 

settle consumer disputes and a market based administrative setup and functioning. 
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“The sublimity of administration consists in knowing the proper 

degree of power that should be exerted on different occasions.”  

                                                                         - Charles de Montesquieu 

 

1. Introduction 
 

1.1 Background Information 

India’s institutional capacity is generally fragile, incapable and inadequate, both 

inside as well as outside the government. Such a weak institutional base has 

frequently resulted in sterile and unproductive policy debates and the absence of 

feedback about policy impacts.  

Public administration is the avenue wherein technical applications and methods 

synthesize with political mandates and social sensitivities in the pursuit of the public 

welfare and interest. Public administration is indubitably a product of political 

dynamics. It is a part of the web of governance, deriving its form and substance from 

public policy. Thus, the most important and quintessential attribute of public 

administration is its place in political system.  

Five major aspects concerning public administration that should be looked into are: 

1) The evolving role of the State     

The role of State in national development is paramount in nature. However, there 

has been a protracted cry and consensus in delineating the precise functions of the 

State vis-à-vis other institutions and non-governmental organizations. And the 

germane modalities for discharging different State functions. 

2) Public policy management 

The increased speed of and access to communication have catapulted national 

dysfunctioning and problems into international arenas. Greater autonomy, 

decentralization and devolution is being demanded and an urgent need to get rid of 

unitary system of planning and administration. 
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3) Myriad voices of policy process 

A need for overhaul of administrative policy and structure with increased inclusivity 

and broader coverage is being felt not only in major parts and sections of India, but 

also internationally.  Emerging concerns have dramatically shifted social agenda. 

4) The exigent use of Information Technology 

With the advent and increased use of computerization, communication technologies 

and information systems, there has been a pressing demand for improving the 

effectiveness and efficiency of public administration and an organic part of 

economic and social development process. 
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1.2 Main Problems, their scope and impact on the society 

The general perception and concern of citizens of India regarding work in 

administrative departments, which to quite an extent is true, is not well and they 

have time and again voiced their grievances pertaining to the same some of which 

are: 

i) Officials are indifferent to public and their grievances 

ii) Officials do not stick to their schedule 

iii) Procedures are cumbersome and involves a great deal of inconvenience 

iv) ‘Bribery’ has become the rule rather than work in government offices 

v) Public is not treated with due respect and are often harassed 

vi) Rampant corruption and inordinate delay in public work 

vii) Negligence on the part of government officials, and even complaints going un-

heeded and un-punished 

The interaction between officials/staffs and citizens is a critical area of concern. 

These are, generally, the only points of contact for most of the citizens. These 

administrative offices are the place where one goes to discharge his obligations, 

claim his rights, seek redress of his grievances and receive services promised by the 

government. The image of government in the mind of an individual is largely formed 

by the treatment meted out to him in government and administrative offices.  

Another major problem eroding our administrative process is a lack of coordination, 

both horizontally and vertically, between various departments and authorities. This 

leads to the work being lengthy and time-consuming and often amounts to poor 

quality or no implementation at all.  
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1.3 Goals and Objectives 

The primary objective of administration should be to meet the basic needs of 

citizens through the provision of social services, economic opportunities and social 

welfare programmes. 

Government should be formally committed to at least three objectives: 

1) Survival of State and strengthening of national political and economic 

independence. 

2) Modernization of State through industrialization, social development, the 

application of science and technology and changes in socio-economic relationships 

and behaviour. 

3) Increased participation, bringing representative institutions, political equality, 

participative governance and the guarantee of collective and individual rights.  

Thus, goal should be to effectively use the administrative institutions and resources, 

speeding up of development work, targeted training and resource utilization and to 

further strengthen inter-institutional cooperation. 

In contrast to law and order administration, the aim of development administration 

should be change and innovation. The reforms should be brought in which need to 

include the codification of rules and regulations to eliminate conflicts and 

confusions as well as revision of old laws or enactment of new laws to reflect 

changed conditions.  
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2. Methodology 

 

The methodology to pursue the project incorporates multifarious aspects 

subsuming fastidious perusal of literature including reports and articles; extensive 

field-visits, field surveys and guidance and mentoring of my mentor Shri Vipen 

Mahajan. 

2.1 Literature Search 

A lot of primary and secondary literature search was involved throughout the 

duration. The key findings during the process were from 2nd Administrative Reforms 

Commission’s 12th and 15th reports, The Citizen’s Charter : Indian Experience, 

‘Sevottam’ model of administration developed by Department of Administrative 

Reforms and Public Grievances, understanding UK model of Agencification, 

Challenges of evidence-based policy making: from Australian Archive. The major 

features of these reports are delineated below: 

‘Sevottam’ Model1 

The objective of this model is to improve the quality of public service delivery in the 

country            

 

Fig 1. Sevottam Model1 

Effective 
Charter 

Implementation 

Excellence in 
Service Delivery

Public 
Grievance 
Redressal 

System
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 Effective charter implementation: Opening up a channel for receiving 

citizens’ input into the way of service delivery system.  

 Public Grievance Redress: A system that will make the citizen satisfied with 

the way the organization address their grievances. 

 Excellence in Service Delivery: An organization must manage the key 

ingredients for good service delivery well and then build its own capacity to 

continuously improve its delivery system. 

Thus it can be inferred that a synergy of all the three aspects is necessary for 

having sound administrative process and bring in excellence in public service 

delivery. 

The Citizens’ Charter of India1 

It is a guideline that tries to solve the citizens’ day to day problem which it faces 

while dealing with public service delivery organisations. Evaluation of Citizens’ 

Charter of various agencies is carried out by DARPG. The key recommendations that 

it suggested were : 

i) need of citizens and staff to be consulted at every stage of formation of charter 

ii) skill development in staffs such as team building, problem solving, handling of 

grievances, etc. 

iii) wider publicity of charter through print and electronic advertisements 

iv) need for database creation on consumer grievance and redress 
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Fig 2. Attributes of Citizens’ Charter1 

From The Citizens’ Charter objectives it can be inferred that proper exercise 

of Charter is necessary in bringing transparency, accountability and 

responsiveness of administration which are quintessential features of good 

governance. Also in order to develop a sound administrative system and 

create a healthy competitive environment in the field of public service 

delivery system, this framework is very helpful in guiding as well as assessing 

them. 

 

2.2  Field Visits 

Field visits were conducted majorly in two departments: 

1) Motor License Vehicle Office          2) Central Public Work Department 

A case study on Transport Office, Vasant Vihar, New Delhi 

This pilot study involved getting Learner’s License in order to derive thorough 

analysis of how this department works. During the process, I made several 

observations which lay open the loopholes and mismanagement of the system. Some 

of which are enlisted below: 

1) No Citizens’ Charter in the office, against the recommendation of DARPG 
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2) Long standing queue just to avail the form necessary for applying for license 

3) Absence of inspector, authorizing officer for license, on two occasions led to great 

hassle and inconvenience to applicants. This led not only to the wastage of valuable 

time of people but also had negative impact on economy since these works are done 

during office/working hours. 

4) Office was crowded with public and frequent cases of jumping of queue was 

encountered. 

5) Although system was computerized and biometric devices were used, the system 

frequently got hang up, causing inordinate delay 
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Fig 3. Procedure for issuing Motor Vehicle Driving License1 
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A note on Central Public Works Department Service Centre, R.K.Puram, New 

Delhi 

Service Centre deals with addressing grievances of the complainants pertaining to 

maintenance of the quarters. All the complaints are registered telephonically or 

online. Call has to be made on a toll free number which is received by a call centre 

and is then directed to corresponding CPWD service centre. These complaints are 

generally addressed, generally, within one to two days depending on the urgency of 

complaint. A proper feedback mechanism is also available wherein status regarding 

the redress of complaint is undertaken. 

   

2.3  Surveys 

A survey on people’s perception and experience about Motor Vehicle Transport 

Office was carried out and following information was conveyed by the people: 

Inordinate delay, computer hang, poor management, frequent jumping of queues by 

mischievous people, online portal not functional, no centralized system or official to 

get desired and necessary information, most of the staffs indifferent to public and 

not at all helpful, etc.  

 

  

 

2.4  Meetings and Interviews 

 Our discussion started with the need to revamp our archaic administrative 

processes and structures.  

 Focus was laid on to think out of the box and design a new or re-engineered 

administrative structure. 

 To start with, use of RACI analysis for a particular process was discussed in 

length. The detailed description of this tool is :                                                                       



    
 

18 | P a g e  
 

 RACI is a matrix listing the process steps, and columnar entries of the 

organization component/department. 

a) R- Responsible for actually doing the task 

b) A- Authorizes the task 

c) C- is Consulted while performing the task 

d) I- is Informed of the task 

 RACI is a very effective high level analytical tool to visually highlight that all 

tasks have proper organizational support and minimize overlaps or missing 

responsibilities. 

 Decision table can come in handy where automatic workflow and decision-

making is involved. Its structure is as mentioned below: 

            a) A table is created which gives the various states/conditions. 

            b) Against each condition, is entered a Yes/No answer, or a particular value, and   

                a list of the actions to be taken. 

            c) Then for each set/combination of input conditions the actions which are to be  

                taken is decided. 

 This help to focus the decision making parameters, and reduces subjectivity, 

allowing the action/decisions to be taken by a clerical level operator. 

Re-engineering can make dramatic leaps into better governance, especially when 

designed innovatively, it is fraught with risk, needs superb management skills, 

strong will and support of the existing power structure. Even when this 

environment is there, re-engineering can be effective when the organization, has an 

open culture, trust, respect, etc. 
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Field visit details: 

Date Name Institution Topic of Discussion 

29/05/14 Satish Kumar 

Naveen Singh 

Vijay Tomar 

CPWD Service centre Complaint and 

Grievances redress 

system 

05/06/14 Surendra Kumar Delhi Jal Board Complaint and service 

delivery 

12/06/14 Prakash Singh Transport Office Shortcomings in the 

existing process and 

service delivery 

mechanism 

 

Table 1. Details of Field Visits 
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3. Measures taken by government 
 

The Department of Electronics and Information Technology under Government of 

India propounded a mission mode project (MMP) within the National e-Governance 

Plan (NeGP) which mainly focuses on electronic governance such as banking, land 

records or commercial taxes etc.  

“Within NeGP, "mission mode" implies that projects have clearly defined objectives, 

scopes, and implementation timelines and milestones, as well as measurable 

outcomes and service levels. 

NeGP comprises 31 mission mode projects (MMPs), which are further classified as 

state, central or integrated projects. Each state government can also define five 

MMPs specific to its individual needs.” 

In Delhi, the procedure for grant of building permissions has been simplified and 

registered architects have been authorized to certify building plans for houses. This 

is a positive step towards involving citizens’ groups and professional organizations 

in the regulation activities. 

In yet another instance of progressive step by government, Chandigarh 

administration decided to introduce the provision of self-certification in its various 

departments thus doing away with the old and obsolete system of attestation from 

gazetted officer. However, the system thus introduced in theory has yet not been 

brought to practice even after more than seven months of proclamation of this 

decision 
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4. Reforming Public Services 

4.1 A New Management Policy 

The administrative machinery is not designed to provide public friendly services, as 

inefficacy and malfunctioning is entrenched into the bureaucracy. The Second 

Administrative Reforms Commission, in its 10th report on Personnel Administration, 

had observed that “Often systematic rigidities, needless complexities and over 

centralization make public servants ineffective and helpless in achieving positive 

outcomes. On the other hand, negative power of abuse of authority through flagrant 

violation of law, petty tyranny and nuisance value is virtually unchecked.”[12] 

One of the big problems that we face in the country at present is to reform the public 

management systems. A big part of the problem is due to our following the Weberian 

model of bureaucracy. This model emphasise on a system that is based on seniority, 

fixed remuneration for officials, organized on hierarchy and following rigid rules.  

An important point to note is that Commonwealth countries such as UK, New 

Zealand, Australia, Canada, Singapore have jettisoned the Weberian model of 

bureaucracy and adopted a new policy known as New Public Management which 

has led to drastic increase in Public Service Efficiency. What this NPM philosophy’s 

main component is the devolution and delegation of power of authority, 

performance contracting and customer/citizen focus. 

Another important point is that in countries which have adopted the philosophy of 

New Public Management such as UK, Australia, New Zealand, etc. all top positions in 

Civil Services have been let open to competition and selection is done by Public 

Service Commission. These countries have revamped their bureaucratic systems 

and shifted to professional management of the bulk of the government activity 

through creation of ‘Agency’ or ‘Performance Based Organizations’. In Britain which 

took the lead in reforming public services, the Chief Executives of Agency are 

selected through competition open to public and private sector and are hired on the 

basis of a contract. 
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4.2 Administering in an age of Global Regulation 

There are three facets of administration that could be dealt with to ensure that 

administrative mechanisms are better able to deal with future challenges – capacity 

building, better knowledge management and improved responsiveness to local 

concerns. 

The meteoric growth of technology often supersedes the ability of governments to 

fathom the implications of new technologies that are transpiring and take counter-

measures to ensure that these are regulated in the public interest and welfare. 

Advances in communication technologies dramatically improves access to 

information, but also raises concerns about privacy. These policy responses often 

have to be coordinated not just at a national level, but even globally. However, 

regulation, if it is to be efficacious, has to keep pace with technology development 

and it is here that administrative systems need to develop better capabilities. 

Capacity advancements for technology planning and forecasting are critical for 

effective regulation. A sufficient understanding of technology developments and 

their implications is also critical for those in government who participate in 

international negotiations and deliberations where global regulations are framed.  

Knowledge management is another area that needs greater focus. In the past, when 

the pace of technology advancement was relatively slower, administrators could 

seek the help of subject experts to fathom the implication of such technology 

developments.  They could then put in place appropriate policy responses, to ensure 

that the negative effects of changes are reduced to a great extent. However, at a time 

of rapid technological change the timeliness of responses to changes in technology 

ambience is critical. Administrators have to respond promptly if the response is to 

be efficacious. This requires adequate information. In such a case Knowledge 

management systems could be a constructive way of delivering important 

information into the hands of administrators. It lets the organizations to tap the 

knowledge that exists within the organization at different levels, on a particular 

issue and how best to deal with the difficulties that arise in them. Large 

administrative systems are vast founts of implicit knowledge on how are problems 

are to be addressed and resolved. Often, this knowledge remains with a particular 

individual administrator, or at best with one government department, without the 

information trickling down to other levels of government that would find this 

information purposeful. Large corporations and even some governments abroad 

have developed effectual knowledge management tools that safeguard that 

organizational knowledge is captured and available to those who might find it 

useful. Administrators could be motivated to share their knowledge and experience 

of dealing with specific issues in a systematized framework which would then be 

accessible to others in the system to access. Knowledge management systems could 
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also provide access to information, or to subject experts who could instruct and help 

administrators in overcoming problems that thy face.  

While regulation is becoming more normalized and global, the effect of such 

regulation is often felt domestically. The same regulatory framework can have a 

differential implication on different stakeholders. 

The subsequent and frequent growth of technology, the globalization of production 

and service delivery and the easing of barriers to domestic investment will force 

government to harmonize domestic regulations to global standards at a speedy pace 

than ever before.   

However, national governments have the responsibility to ensure that the positive 

effects of such harmonization outweigh its negatives, and that the harmonization is 

welfare enhancing. 

 

4.2.1 Harmonization and its Impact 

While global regulation is nothing new, the extent of its coverage has significantly 

widened in recent past. In domains as diverse as trade, investment, banking, 

environment, health and intellectual property rights, governments have accepted 

global standards that are then applied domestically. Though harmonization has its 

advantages, it also has its costs. Global standards often constrain domestic firms in 

their ability access markets abroad, increase competition in domestic markets and 

sometimes deprive domestic consumers of access to necessary products by 

increasing costs. The globalization of regulation thus, imposes additional 

responsibilities on administrative system worldwide. For administration in   

developing countries, the challenge is two-fold – not only do they need to 

understand the implications of global regulation in a national context, they also need 

to develop national administrative mechanisms to cope with some of the welfare-

reducing implications of such globalized regulation. The global financial crisis has 

led to a realization worldwide that, even in a globalized world, domestic policy 

responses are critical to deal with the aftermath of the miscarriage of globalization. 

Harmonization of regulation has been deepening ever since the end of the cold war. 

The collapse of the eastern bloc and the subsequent opening up of economies that 

were until then protected behind high protectionist walls, led to a remarkable 

increase in global trade and investment. It also significantly increased the role of 

multi-lateral organizations which were mandated with the task of developing global 

trade, environmental and financial regulations. The creation of World Trade 

Organisation in 1995 was a noteworthy milestone in this regard. The erstwhile 

GATT agreement that had, until then covered only barriers to trade in manufactured 

goods, expanded into a global multilateral trade organization that covered trade in 
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services and domestic rules in trade-related areas such as intellectual property 

rights and investment. The General Agreement on Trade in Services sought to open 

up services markets worldwide. The Trade Related Aspects of Intellectual Property 

Rights Agreement (TRIPS) mandated minimum standards of intellectual property 

rights protection in developing countries. The Trade Related Investment Measures 

Agreement (TRIMS) required WTO member-states to liberalize their investment 

regulations and make it easier for foreign firms to invest domestically. 

In addition to trade liberalization, there was a greater emphasis on harmonizing 

labour and environmental policies as well. Though successfully resisted by 

developing countries, there was a move to introduce minimum environmental 

standards into international trade regulation. In the area of environment, the Kyoto 

Protocol was a concerted global effort to reduce emissions by adopting targets for 

reduction of emissions. Though it was not mandatory on them, many developing 

countries such as India, have targets of their own with regard to greenhouse gas 

emissions in line with global efforts. 

International financial organizations such as the Bank for International Settlements 

also began to develop rules for capital adequacy and reserve requirements for 

capital adequacy and reserve requirements for banks in member states. 

While the increasing harmonization of policy has undoubtedly increased global 

trade and investment, and ensured that there are coordinated efforts to address 

global concerns such as the environment, there are deep concerns about both, the 

process of deciding on the parameters of harmonization and also the impact of 

harmonization. The negotiation of global agreements follow a process quite 

different from that followed when national legislation is formulated. Negotiated by 

government representatives within international agreements most often do not go 

through the process of debate and scrutiny that domestic legislation goes through. 

In many countries, including India, international agreements negotiated and signed 

by the government do not have to be approved by national legislatures before 

coming into effect. This creates concern about the legitimacy about of such 

agreements.  

Some international agreements do have a welfare-reducing effect domestically that 

governments around the world find difficult to overcome. The Trade Related 

Aspects of Intellectual Property Rights Agreement, for example, has made it much 

more difficult for firms in developing countries to produce generic version of 

patented drugs. While the agreement does have provisions that allow countries 

which are faced with national health emergencies to override patenting regulations, 

to ensure access to drugs, they often have to negotiate a number of international 

regulations to ensure that such actions will not lead to retaliatory sanctions by other 

countries. As more and more countries around the world enter into regional trade 

agreements, they are often forced to give concessions in the area of environmental 
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standards and labour standards that hurt the interests of domestic industry and 

workers.  
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4.3 Administration in the Globalisation Era 

Globalisation is affecting the public administrative system as it is embedded in the 

framework of the state. This is, to a great extent, due to the impact of pressures 

generated especially on developing countries by global institutions, information 

technology and increasing concern for efficiency and economy. The aid provided by 

the international financial institutions, especially to developing countries has wider 

repercussions as it increases their financial, military and political dependencies on 

the West.  

Globalization is resulting in a transition from centrally planned economies to 

market, structures and their integration with the global economy. This has an impact 

on the administrative framework, functioning of state machinery along with 

acquiring new skills, capabilities and transformation in the peoples’ mindset to 

adjust to the new environment.  

The nature and the processes of administration have been severely affected by the 

changing perceptions of the role of State, market driven approach to development 

and also working towards a synergy between government, market and civil society. 

While the administration is expected to move towards protection of citizens’ rights, 

ensuring accountability, creating transparency, and fostering ethical values, 

globalization is also leading to shrinking of public space, violation of human rights 

and commodification of citizens. 

Public administration always had the major obligation of adhering to rule of law, 

promoting public interest, assuring equity, representativeness and responsiveness 

to the citizens. The excessive reliance of the traditional administration on 

bureaucracy, hierarchy, rules and regulations, in course of time, raised significant 

questions of their efficacy and effectiveness.   

 

4.3.1 Managerial Orientation in Administration 

Public administration, has been experiencing transformation since 1960s in tune 

with socio-economic and environmental pressures. Public administration, which all 

along has given prominence to processes, procedures and public service orientation, 

seems to be giving way to efficiency, economy and effectiveness in achievement of 

results. Managerial improvements aimed at ushering in business management 

techniques and market mechanisms, competition and client orientation began 

gaining prominence, under the rubric of ‘New Public Management’. 
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4.3.2 Emerging Challenges in Administration 

Globally, in the current scenario, administration as an instrument of government is 

undergoing a major transformation. It is expected to be flexible, proactive, risk 

taking, entrepreneurial, and move towards reinventing government, public service 

reforms, application of information technology, good governance measures and so 

on. There is place for government, market, society and what is needed is to 

reconfigure them in an enabling manner to assume global responsibilities on the 

road to development. This poses new challenges to public administration. 
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4.4 Concept of NPM and Administrative Reforms 

The globalization of public administration spread the concept of NPM and its 

attendant reforms in the developing countries as well. The NPM paradigm, on the 

whole, provides for a caring government that is transparent, focused on the people 

and characterized by commitment, accountability, responsiveness and 

inclusiveness. 

 

4.4.1 NPM Concept in India 

Government of India should endeavour hard to make improvements in the working 

atmosphere of the government institutions and offices to reflect a new work culture 

and a changed administrative behaviour incorporating the principles of 

transparency, responsiveness, accountability, participative, and citizen-friendly 

management and to revamp the bureaucracy in terms of changed orientation, 

behaviour and attitude.  

Apart from the changes in the traditional values and norms of work culture, it has to 

demonstrate its willingness to accept new technical innovations and values of 

achievement and competition, equity and egalitarianism and concern for broader 

collective and social goals.  

 

4.4.2 Governance and Administrative Development 

There are a number of serious distortions creeping in the system. The foremost and 

fundamental reason for all these aberrations has firstly, been the existence of dual 

system of values on the part of political and administrative elites in India, who have 

basic responsibility of implementing the system. 

Secondly, the total lack of notion of accountability and responsiveness on the part of 

both legislators and administrators has eroded the very essence of a responsible 

government.  

Thirdly, the government’s capacity to perform is still weak, resources available for 

public investment and development are still scarce, local jurisdiction are 

particularly starved.  

 



    
 

29 | P a g e  
 

 

The important requisite for ensuring ethical conduct and probity in governance is 

absence of corruption, effective laws, rules and regulations governing every aspect 

of public life and more importantly, an effective and fair implementation of those 

laws. 

The concept of NPM promotes transparency, idea of consumer orientation, signifies 

innovating forms like contracting out, outsourcing of public service, which places a 

new focus of public ethics on the part of both the administrative officials and the 

new functionaries employed by private and outsourcing agencies for delivery of 

public services on behalf of the State.  
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4.5 People Centric Administration 

Good governance has been emphasised by successive five year plans. The 12th Five 

Year Plan focuses on effective use of resources and deliverance of services to the 

citizens and provides social legitimacy to the system.  This problem has to be tackled 

in three ways: 

The first relates to systemic improvements, which increase the effectiveness of plan 

expenditure on new programmes. 

The second relates to improvements in consumer satisfaction on the delivery of 

services by government agencies. 

The third relates to the perception of corruption and what can be done to tackle it. 

To meet these goals, Citizens’ Charters have been drawn up. Each organization is 

expected to spell out the services it has to perform and then supply the standards 

and norms for these services to enable both the service provider and the citizens. 

The government has also set up an elaborate machinery for redressal of public 

grievances. 

Several initiatives taken by the government which led to the decentralisation of 

administration, redressal of public grievances, elimination of corruption and 

deliberate delays, elimination of intermediaries, while enabling the poor and 

weaker sections to avail of government aid through the existing schemes in an 

efficient manner. 

 

 

 

Mukti Dvar Prashasan 

Open Door Administration is based on the similar lines as File to Field Programme. 

This was launched in Mahendragarh district in Haryana. Under the programme 

village panchayats were used as catalytic agents in disseminating information and 

developing attitudes of cooperation. Demystifiacation of procedures was an 

important factor in reducing the gap between the common man and bureaucracy. 

The Mukt Dvar Prashasan Shivir was a mobile secretariat under which a functional 

team of district officers reached a centrally located village and established their 

office from where they discharged their functions for two days for a group of 

villages. Issue of certificates (domicile, caste, income, character, backward area, 
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etc.), issue of free conductor licenses, processing of loan applications, registration of 

employment, immunization, etc. 

 

The Ganganagar Experiment 

This was conducted in Ganganagar district of Rajasthan aimed at scaling down the 

traditional over-reliance on clerks minimized the need for the public to contact 

them. To achieve this, the ‘single-window’ concept, supported by ‘token system’ was 

introduced. Separate windows were provided for judicial, revenue, copying, civil 

supply, revenue account sections where applications were received and disposed of. 

Records management was also given priority. This resulted in the emergence of a 

responsive, accountable and result-oriented administration.  

Individual efforts of the District Collectors have been recognised and awarded by 

the Department of Administrative Reforms and Public Grievances which has 

instituted awards like the Prime Minister’s awards for Governance. Many such 

initiatives aim to provide citizen centric services. 

 

 New Concept of Service Delivery 

In order to improve the management of public services so that they would be 

responsive to the needs of the population, the government of Nagaland introduced 

a new concept of service delivery. The citizens themselves were to be responsible 

for the delivery of public services and directly involved in the collection of fees and 

payments necessary to keep them running.  

These changes led to desirable qualitative outcomes like greater transparency, 

accountability, responsiveness, improved service levels and quality, enhanced 

citizens’ role, facilitation of democratic process and improved functioning of public 

institutions. The leveraging of social capital and reduced corruption were one of the 

major results of this initiative. Villagers started debating among themselves and 

then decided on what was good for them collectively, which resulted in a feeling of 

empowerment and a sense of greater satisfaction. 

This increased the faith of the people in the working of public institutions, resulting 

in better service delivery in quality and quantity.  

 

Initiatives in Participatory Governance 
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There is now a growing realization that stakeholder participation essential for the 

efficient delivery of services to the people and for improving transparency, 

accountability and responsiveness in public services.  

e-Governance Initiatives 

e-Governance initiatives have transformed the administrative landscape in the 

country. ICT provided the ideal solution by speeding up governmental processes 

and increasing accountability and transparency in the government. A number of e-

Governance initiatives have been taken up throughout the country.  

Common Service Centres  

Common Service Centres aim to provide access to information to rural citizens, 

delivery of public services for empowerment of socially disadvantaged people for 

inclusive growth; access to quality education/skill upgradation; access to cost 

efficient and quality health services, etc. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



    
 

33 | P a g e  
 

 

 

  

4.6 Transparency and Accountability   

Social Audit 

Social Audit is a tool which empowers ordinary citizens to turn into auditors. It is a 

process by which official records are reviewed to see whether the reported 

expenditure reflects the money spent on the ground. Social audit reduces 

corruption, spreads awareness among people and ensures good governance. Social 

audit is an intrinsic part of MNREGA. 

The Right to Information Act 2005 

It has revolutionized the scenario and ensured that transparency is observed in 

administrative and government functions. Under RTI, a citizen may request 

information from a public authority which has to respond within a timeframe of 30 

days. 

Right to Public Service Delivery Act 

It guarantees the delivery of certain time bound services to the citizens which have 

been framed by number of state governments such as Madhya Pradesh, Jammu and 

Kashmir, Delhi, Rajasthan, Bihar, Uttar Pradesh, Uttarakhand, Himachal Pradesh and 

Punjab. 

 

Innovative measures like ‘File to Field’ programme were undertaken to bring the 

administration to the doorstep of the people. Most of these innovative programmes 

remained islands of excellence which were seldom replicated across the state. The 

innovation, earlier, focussed primarily on the efficient delivery of services. The IT 

revolution has changed all that. Information technology has changed the entire 

administrative landscape, by effectively eliminating the middleman and facilitating 

other inconvenient works. While the ‘single window’ payment of taxes was hailed as 

a major reform, today online payment of taxes has changed the entire scenario and 

serpentine queues for payment of bills have become a thing of the past. Online 

application for admissions, railway and flight reservations, income tax, etc. has 

improved efficiency and is a boon to the citizens. Direct benefit transfer for 

beneficiary oriented programmes, is also an excellent initiative to curb corruption. 

Social audit has placed a potent weapon in the hands of the people to ensure 

accountability of public servants. However, an enlightened and educated public is 
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the best mechanism to enforce accountability and transparency in Government 

dealings and to ensure efficient and effective delivery of services. 

 

 
 

4.7 Use of Google+ Hangouts for Official Meetings 

There have been blatant misuse and wastage of public money on official meetings 

in administrative departments. Moreover, it also makes the process delayed and 

time consuming causing further inconvenience. 

By utilizing Google+ Hangouts administrative departments could stream live 

broadcasts directly from their website, You tube channel or Google+ profile with 

just a few clicks and no additional software. Even better, they could save their 

Hangouts and post them on their site. There will also be no need of maintaining 

minute-meetings. Also documents can be uploaded on the Google+ Hangouts 

channel instantaneously for everyone’s perusal. 

Some suggestions: 

1. Office Meetings 

Meetings are the bane of many people’s existence. They’re often mindless, 

unproductive and time consuming. 

e.g. InQuicker, a health-care IT company, began using Google hangouts to revamp 

their in office meetings. By allowing their 10-person team to use Google+ to share 

the screen, InQuicker found that the less formal meeting were both more 

productive and happier. It helped them to stop looking at meetings as a “speed 

bump” and let everyone stay focused on the task at hand – doing the actual work. 

2. Brainstorming Sessions 

By holding virtual brainstorming sessions it allows everyone to get together and 

pitch ideas in a rich, collaborative environment. You can invite staff members to 

participate, other business owners, customers. 
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3. Results and Discussions 
 

3.1 Findings from the literature 

1) The Citizens’ Charter enlists various facets of administration and governance 

which must be met so as to have a sound and robust administrative process. These 

include: 

 Consensus Oriented 

 Participatory 

 Follows the rule of Law 

 Effective and efficient 

 Accountable 

 Transparent 

 Responsive 

 Equitable and inclusive 

2) Policies should be revamped in the process of implementation by field 

organizations. National policies can become redundant if divorced from ground 

realities. An absence of clear policy affirmation from the top and critical feedback 

from below is necessary. 

3) Evidence-based policy making: This concept was propounded by Australian 

Government. It aimed policy design to be driven by analysis of all the available 

options, and not by ideology. The objective was to look at the best interests of the 

general community rather than to serve a particular group or sector.                        e.g. 

In Australia tariff reform was evidence-based and it identified and galvanised 

potential beneficiaries – the farmers and the miners – who started to appreciate the 

implicit taxes and costs they were bearing and soon became a potent force for tariff 

reform. 
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Another instance was that the gambling industry got a lot of political support based 

on the premise that it would generate many jobs and minor adverse social impacts. 

However, the commission’s result showed otherwise. Establishing that gave 

community groups a stronger platform to push for reforms to gambling regulation. 

4)     In UK, Executive Agencies, a distinctive category of semi-autonomous public 

body has come to dominate the structure of UK Central government. Executive 

agencies combine managerial autonomy with performance accountability to 

executive politicians. These bodies remain close to the core of central government 

and operate under the supervision of politicians, in stark contrast to bodies set up 

to ensure independence from politicians. 

Executives have considerable freedom in how they use resources. The Executive 

Agency emerged with the aim of improving the economy, responsiveness and 

effectiveness of central government services through the adoption of more 

business-like and output-focused management practices. 

5) The ARC Seven Step Model for Citizen Centricity: This model encompasses both 

the Sevottam model and the Customer Service Excellence Model of the UK. Each 

organization should strive for becoming increasingly more citizen centric. Each 

office has to have its Citizens’ Charter and autonomy to set standards, these must be 

in congruence with the organizational policies. 

 

Define   :   The services that the department provides 

Set          :    Standards of service to be delivered. 

Develop: Capability to meet the standards 

Perform: to achieve the standards 

Monitor:  the work being done and the service being delivered 

Evaluate: using an external and independent institution 

Continuous Improvement: based on feedback and assessment results 
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3.2 Finding from the fields and impact on the theoretical focus of the project 

Most conspicuous finding was that people lack confidence and trust in the 

administrative machinery and its officials. The day-to-day inconvenience and 

hassles that they face while getting their work done underpins the ingrained 

malady, mismanagement and dysfunctioning endemic in the system and the laxity 

and indifference on the part of the authorities and officials. 

These problems necessitate the State and administration to adopt steps that will 

enable people to be more participative in the process, system to be more citizen-

centric and officials more accountable.  
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5. Recommendations, Scope and Strategy for Implementation 

Re-engineering of administrative system is the way to revamp our archaic 

administrative processes and structures.  With the advent and extensive use of e-

Governance, internet, computers and the penetration of ICT, a new dimension is 

available. This provides us the opportunity to think out of the box and design a new 

or re-engineered administrative structure which will see India thrive into the new 

century. 

5.1 Recommendation & Scope 

Following recommendations can be made on the basis of meticulous study done so 

far pertaining to the project: 

1) Internal grievance redress mechanism, so that citizens do not have to resort to 

costly alternatives like judicial interventions.  

2) Public Grievance officers can be appointed on the lines of Public Information 

Officer in each administrative department. 

3) Each organisation should designate an appellate authority and devolve adequate 

powers upon them including the power to impose fines on the defaulting officers. 

4) Feedback from citizens should be used to monitor the performance of 

government offices. 

5) In order to evaluate a department on the nominal parameters an external and 

independent evaluation should be conducted.  

6) A proper evaluation mechanism will encourage competition among different 

offices of same department, across departments, between staffs and officials. Thus 

incentivizing them and inculcating in them the spirit and zeal to perform their duties 

outrightly and uprightly. 

7) Social audit of various government activities and administrative functions should 

be promoted, thus delegating the power to the people and providing an instrument 

for society to itself – seek information, conduct verifications and arrive at 

conclusion. 

8) Lok Adalats can be set up biweekly or monthly so as to settle consumer disputes 

and avoid costly alternatives like judicial intervention. 
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9) As administrative system has failed to keep current with emerging issues, a 

growing demand for market principles and market based system is being raised 

heavily from all strata of society. 

10) A ‘Single Window Approach’ can be good initiative to improve administrative 

processes and make it more hassle-free and convenient for citizens. People face a lot 

of problems when they have to run from one department to another submitting 

documents or filing application.  

e.g. While moving in a new house one has to run to several different departments to 

get electricity connection, water connection, gas connection, etc. causing inordinate 

delay and inconvenience to the people. However, with the introduction of ‘Single 

Window Approach’ they will have to submit all the documents at one centralized 

place from where it can be further processed accordingly. 
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6. Suggestions for future work 
 

Further analysis can be done like: 

1. Interdepartmental comparisons, like if similar work is done by different RTOs, 

then an RTO-wise performance comparison. 

2. If targets are set for the elapsed time of the elapsed time of the application 

processes then the average, minimum, maximum time taken. 

3. This analysis can be expanded to inter-district, or even –interstate basis etc. 

These, especially the interstate comparisons would be a very transparent way to 

judge the performance of each state. 

4. Analyzing the front runners, to reward those teams or make them give them 

recognition for their better performance i.e. have a friendly competitive 

environment. 

5. Use the better departments to study the way they work, and let others emulate 

them. Eventually, with this system we can measure the status of each unit, and also 

set performance improvement measures.  

6. Start a ‘suggestion scheme’ where people can give suggestions to improve the 

working, and use such talented people to train others. This would improve staff 

morale, and also can be built into the annual performance reports etc. So eventually 

the annual appraisals have metrics to back up the recommendations. 

7. The recent significant raises were given to officers by the pay commission, and 

justified by the reduction of the excess staff and better productivity.  

 

 

 

 

 

 

 

 

  



    
 

41 | P a g e  
 

7. Conclusion 

 There is an urgent need to revamp the archaic administrative processes and 

structures. India, at present, has weak institutional base which is eroding the 

edifice of public administration and good governance. Thus a complete 

overhaul of the existing system is the dire need of the time. 

 There must be a pressing demand for the increased use of computerization, 

communication technologies and information systems, which not only brings 

in transparency but also improves the effectiveness and efficiency of public 

administration and an organic part of economic and social development 

process. 

 Focus should be put on effective use of the administrative institutions and 

resources, speeding up of development work, targeted training and resource 

utilization and to further strengthen inter-institutional cooperation.  

 Each department should have its autonomous Citizens’ Charter explicitly 

delineating its Vision & Mission, work that it undertakes and the services that 

it provide with emphasis on excellence in public service delivery system and 

increased citizen participation. 

 Effective implementation of ‘Sevottam’ model propounded by Department of 

Administrative Reforms and Public Grievances, or any such effective model 

may act as an instrument in ensuring improved administrative process. 

 Win the confidence of people and build their trust in administrative 

machinery and its officials. Make the process convenient and hassle-free for 

public. 

 Recommendations suggested in the project may also act as an effective tool 

in overcoming the entrenched problem of red-tapism, inordinate delay, 

lackadaisical and indifferent approach of officials in the administrative setup 

and usher in an improved and robust administration. 
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