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Abstract 

 
This dissertation investigates the transformation of public service delivery through the 

application of the AID (Accessibility, Inclusivity and Digitalization) model. By analyzing the 

Delhi Doorstep Delivery model, this study demonstrates how integrating digital platforms and 

citizen-centric strategies can enhance service efficiency, transparency, and accessibility. The 

research delves into the various challenges faced by different demographic groups, including the 

unemployed, uneducated, elderly, and physically disabled, highlighting the need for tailored 

interventions. It examines the barriers of connectivity and the absence of proper tracking options, 

revealing significant operational weaknesses that impede service delivery. 

 

Despite these challenges, the study underscores the proactive efforts of the government in 

addressing these issues through innovative and inclusive approaches. It explores the broader 

implications of public dissatisfaction resulting from service inaccessibility and emphasizes the 

potential for restoring and strengthening trust in government institutions. By highlighting 

successful implementations and best practices, the research showcases the government's 

commitment to improving public service delivery through collaborative governance, public- 

private partnerships, and community engagement. 

 

Additionally, this work provides a detailed evaluation of the economic and social impacts of 

improved public service delivery systems, showcasing how they can contribute to overall societal 

well-being and economic development. The dissertation concludes with a comprehensive 

framework for future public service delivery reforms, advocating for adaptability, inclusivity, and 

innovation in creating a responsive and resilient public sector. This research underscores the 

critical role of technology and community involvement in modernizing public services and sets a 

foundation for ongoing advancements in public administration. 
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Chapter 1 

Introduction 

 
In the history of India's central public service mechanism, a rich tapestry of administrative 

frameworks has been created to meet the different requirements of the people. 

 

The symbiotic interactions between AI, ICT, and doorstep delivery signals towards a new 

era of citizen-centric governance. AI-powered Chabot’s (for instance, Bharat Gpt) and virtual 

assistants expedite the service requests by providing individualized support around the clock. Over 

time, technological advancements have presented intriguing opportunities for changing traditional 

bureaucratic processes into more agile and citizen-centric systems. However, despite major 

advances in digitization and online service supply, a sizable portion of the population remains 

underserved, unable to use digital interfaces or unaware about the scarce resources. 

It is critical to acknowledge that in a country like India, a large proportion of the population suffers 

from digital illiteracy1. 

 

According to the Indian National Statistical Office, Over 55 per cent of Indians have access 

to broadband, only 20 per cent have the ability to use the Internet.2 But the digital divide in India 

exists in different degrees and extends beyond access to technologies and infrastructure. Digital 

 

 

 

 
 

1 According to United Nation “Digital literacy is the ability to access, manage, understand, integrate, communicate, 

evaluate, and create information safely and appropriately through digital technologies for employment, decent jobs, 

and entrepreneurship.” 

 
2 https://www.itu.int/hub/2022/12/improving-digital-literacy-in-india-a- 

review/#:~:text=The%20office's%20statistics%20show%20that,access%20to%20technologies%20and%20infrastruc 

ture. 

https://www.itu.int/hub/2022/12/improving-digital-literacy-in-india-a-review/#%3A~%3Atext%3DThe%20office%27s%20statistics%20show%20that%2Caccess%20to%20technologies%20and%20infrastructure
https://www.itu.int/hub/2022/12/improving-digital-literacy-in-india-a-review/#%3A~%3Atext%3DThe%20office%27s%20statistics%20show%20that%2Caccess%20to%20technologies%20and%20infrastructure
https://www.itu.int/hub/2022/12/improving-digital-literacy-in-india-a-review/#%3A~%3Atext%3DThe%20office%27s%20statistics%20show%20that%2Caccess%20to%20technologies%20and%20infrastructure
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Inclusion also depends on the ability to use technologies in meaningfully3.This research 

article digs into the innovative arena of public service delivery by examining a Delhi-based study 

that focuses on the combination of (Accessibility, Inclusivity and Digitalization) model. At its 

core, this study seeks to revolutionize traditional service delivery model. To contextualize this 

research, it is necessary to understand the historical trajectory of public service delivery in India. 

Citizens have traditionally relied on actual visits to government offices, frequently braving long 

lines and bureaucratic Redtapism for obtaining needed services. The introduction of internet 

platforms marked a dramatic shift, promising convenience and efficiency. However, this move 

widened the digital gap, leaving behind sectors of the population with poor digital literacy or access 

to technology. Furthermore, at the national level, the Government of India has implemented a 

variety of policies and frameworks to improve public service delivery across the country.4 

 

Initiatives like the Digital India program, seek to use technology to improve governance, 

develop digital literacy, and make government services more accessible to all citizens. This 

research article aims to shed light on the efficacy and consequences of the AI, ICT, and doo rstep 

delivery model in rethinking public service delivery by conducting a thorough analysis of Delhi-

based study. 

 

This study seeks to provide insights that can guide policy decisions and encourage positive 

Change in public administration practices by reviewing case studies, collecting empirical data, an 

d synthesizing current literature.In the subsequent sections, this paper will delve into the theoretical 

frameworks underpinning the reinvented model, discuss methodology, present findings, and 

propose recommendations for policymakers, practitioners, and researchers alike. This research will 

contribute to the current literature and to the advancement of more inclusive, transparent, and 

efficient public service delivery systems, not only in Delhi but across India. 

 

In response to these issues, the notion of doorstep delivery of public services evolved as a 

proactive approach, with the goal of bringing government services directly to resident’s home. 

 

 

 

3 According to United Nation “ Digital inclusion is defined as “equitable, meaningful, and safe access to use, lead, 

and design of digital technologies, services, and associated opportunities for everyone, everywhere” 
4 https://dx.doi.org/10.2139/ssrn.2998965 

https://dx.doi.org/10.2139/ssrn.2998965
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Using the power of AI and ICT, this method aims to customize service delivery, expedite 

processes, and promote inclusivity, particularly for underprivileged communities. 

 

As India Marches to become a world leader in every Domain, from geostrategic to political, 

social to economic. It becomes important for India to work on its model of governance for time 

bound, efficient and transparent public service delivery. Additionally, it works as a symposium of 

different cultural consciousness to have accessibility of all the public services. The present study 

will focus on three types of population that are old age population, underprivileged people, and 

unaware people in the rural-urban areas of Delhi. These variables will be defined as three U’s that 

are unable, unreachable, and unaware. 

 

“In a country where we can expect a pizza in just 30 minutes, why can't we expect a public 

service delivery in 30 minutes? Hence, the primary objective of this research is to elucidate that 

how the integration of AI and ICT can optimize the Doorstep delivery of public services, 

transcending geographical barriers and catering to the diverse needs of both urban and rural 

populations. Through a comprehensive analysis of the current landscape of public service 

provisions in Delhi, this study aims to identify opportunities for leveraging technology-driven 

solutions to address existing challenges and improve citizen satisfaction. 

 

Public Service as a term is difficult to define because it depends on the context and tradition 

of a given country’s organization, for instance, the Anglo Saxon perception of public service 

delivery differs from a weberian continental perception. In Anglo-Saxon model a capitalist model, 

the public managers try to mimic best practices of private sector which are mainly oriented towards 

profit and the public sector should provide fewer services. In Weberian approach of the 

bureaucratic model the public organization has a hierarchical structure and are governed by 

rationale legal decision making. (Nuno Vasco Lopes, Delfina Sa Soares). 

 

The Merriam Webster dictionary defines public service as a business model of supplying 

something to the member of a community or something that is done to help people rather than to 

make a profitable work that someone does as a part of government. Public services encompass a 

wide range of public management functions, including central and local government obligations, 

as well as vital sectors like as health, education, the military, the judicial system, and internal 
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affairs, as well as contributions from noncommercial semi-state organizations. These services are 

mostly funded by taxes, ensuring equal access to all people, regardless of financial status. This 

method clearly distinguishes between "core government services" and "public value-adding 

services". Core services cover basic citizen obligations like tax payments, pension applications, 

and permit requests, whereas value-added services cater to individual preferences and desires like 

access to recreational facilities, transportation assistance, and participation in decision-making 

processes. This distinction supports politicians in correctly allocating resources, balancing 

important duties with citizens' various expectations and aspirations, therefore generating higher 

public satisfaction and engagement. (Nuno Vasco Lopes, Delfina SA Soares). Furthermore, the 

elderly population requires the specialized help, which increases the demand for doorstep services. 

In this setting, the integrated paradigm of AI, ICT, and doorstep delivery emerges not just act as a 

technological novelty, it (AID Model) will also serves as a lifeline for millions. It's a concept 

intended not merely to accommodate the technologically advanced, but also to assist those who 

are unreachable. 

 

The case study of Delhi is a microcosm of a larger revolution in public administration, in 

which classic bureaucracies are being reconstructed in light of technological breakthroughs and 

shifting citizen expectations. Delhi, predominantly, has urban area of 1113.65 sq km (Government, 

2023-24). And rest is a rural area of approx. 369.35sq km. In a period of rising urbanization, 

shifting citizen expectations, and technology breakthroughs, the need for new approach methods 

to public service delivery has become crucial. Across the globe, reinventing public service delivery 

has become essential for the authorities concerned. Traditional manual service delivery systems 

frequently encounter issues like inefficiency, corruption, and a lack of transparency. In contrast, 

digital transformation and e-governance efforts provide chances to restructure public services to 

achieve better results. 

 

The integration of artificial intelligence (AI) into organizational structures has the potential 

to transform service delivery, particularly in the public sector. In nations like India, where 

population density and different requirements present unique problems, AI-powered solutions 

have enormous potential for boosting efficiency and service quality. One crucial area where AI 

can make a huge difference is in doorstep delivery services. With a large and diverse population 

dispersed over both urban and rural areas, timely and effective delivery of necessary goods and 
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services is critical. AI-powered logistics and delivery systems may optimize routes, predict 

demand trends, and streamline operations, resulting in more efficient doorstep delivery 

experiences for citizens. This combination of AI technology and doorstep delivery is especially 

significant in India, where the enormous amount of the population needs novel approaches to meet 

the increasing demand for ease and accessibility. By adopting AI-driven solutions adapted to local 

contexts, India can address logistical difficulties while also enhancing inclusivity and accessibility, 

ultimately increasing the quality of life for its population. (Tanja Sophie Gesk , Michael Leyer , 

2022). 
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Chapter 2 

Review of literature 

Public Service Delivery: Through Historical Lens 

 
In the historical setting of ancient and medieval India, a strong emphasis on administrative 

decentralization emerges as a key method for improving public service delivery (Gangadharaih, 

2020). Power and responsibilities were distributed across various levels of governance via a 

sophisticated network of administrative officials such as adhyakshya, yuktas, rujjukas, 

samasthadyaksha, vyavaharika mahamattas, and Pulisanj, who were in charge of assessing and 

maintaining registrations of births, deaths, foreigners, industries, trade, and sales tax. This 

decentralized system enabled responsiveness to the populace's different requirements, enabling 

equitable resource allocation, efficient justice administration, and grassroots governance. 

Examples of responsive governance, like planting of banyan and mango groves, digging of wells, 

construction of rest houses, and supply of water sources for humans and animals, highlighted a 

deliberate effort to deliver public services. (Gangadharaih, 2020) 

 

During the reign of Aladdin Khilji, the bustling markets of Delhi became a stage for the 

grand enactment of public service delivery. With a careful eye on his subjects' well-being, Khilji 

implemented a number of ambitious reforms to ensure the availability of critical goods, 

particularly food grains. Through thorough preparation and quick action, he imposed strict pricing 

restrictions, establishing rates that were unprecedentedly affordable to all strata of society. This 

was more than just an administrative action; it demonstrated Khilji's commitment to serve the 

general good. Khilji engineered a symphony of resource distribution efficiency by creating 

multiple marketplaces for different products and enlisting the aid of collectors from various 

locales, ensuring that no portion of his kingdom went without. The state-run storehouses he built 

were far more than just grain storage facilities; they were emblems of his commitment to public 

welfare, protecting against scarcity and instability. Khilji used these measures not only to govern, 

but also to uplift his people, ensuring that their fundamental necessities were met with dignity and 

fairness. His rule is remembered as a shining example of how public service delivery, when filled 

with vision and ethics, has the potential to reshape society for the better. (Javid Ahmad Moochi , 
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Taqveem ul Hasaan Khan , 2018).The threads of public service were carefully and precisely 

weaved into Alauddin Khilji's exquisite fabric of rule. Within the crowded marketplaces, Barids 

meticulously inspected the quality of items, ensuring that only the best reached the people. 

Meanwhile, Muhniyars, who resemble modern-day secret service personnel, kept a close eye on 

market integrity and reported directly to the king. This tight web of surveillance went beyond the 

markets; a sophisticated espionage system constantly tracked service rates and transactions, 

providing the sultan with daily updates on the state of his kingdom. The market controllers, Barids 

and Muhniyars, ensured that any anomalies in reports were quickly resolved, demonstrating the 

sultan's persistent commitment to transparency and responsibility. He personally executed 

inspections to protect the poor from exploitation while upholding the principles of effective public 

service delivery. The changes he brought in the administrative and military imperatives, they were 

supported by a comprehensive approach to governance, demonstrating Khilji's commitment to 

ensuring that his reforms served the greater good. (Javid Ahmad Moochi , Taqveem ul Hasaan 

Khan , 2018). 

 

Public Administration: A Brief 

 
Public administration has a rich and varied history, evolving significantly from ancient 

times to the modern era. It encompasses the implementation of government policies and the 

management of public programs. Its historical development reflects changes in societal needs, 

governance philosophies, and administrative challenges. From the bureaucratic systems of ancient 

civilizations to the emergence of New Public Management and beyond, the field has continuously 

adapted to address the complexities of governance and public service delivery (Denhardt & 

Denhardt, 2015). 
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Figure 1: Historical Evolution of Public Administration 

 
Public administration and private administration differ fundamentally in their objectives, decision- 

making processes, problem-solving approaches, and accountability structures. Here’s an 

elaboration with examples to highlight these differences: 

 

 Objective and Value Creation: The primary goal of public administration is to create 

public value. For instance, a city's public health department focuses on improving 

community health outcomes, such as reducing the spread of infectious diseases, ensuring 

clean water, and providing immunizations. These efforts are aimed at enhancing the overall 

well-being of the public rather than generating profit.

 Decision-Making Processes: Public administration often involves shared decision-making 

processes. For example, in the development of a new public park, city officials might hold 

community meetings to gather input from residents, environmental groups, and local 

businesses to ensure that the park meets the needs of the entire community. This inclusive 

approach helps build consensus and ensures that the decision reflects the public interest.
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 Problem Definition and Complexity: Problems in public administration are often 

complex and poorly defined. Consider the issue of homelessness in a city. This problem 

involves various factors such as housing affordability, mental health services, 

employment opportunities, and social safety nets. Addressing it requires a multi-faceted 

approach that incorporates input from different sectors and stakeholders, including social 

services, housing authorities, and non-profits.

 Accountability and Scrutiny: Public administrators are directly accountable to the people. 

For example, a school district's decisions about budget allocations and educational policies 

are subject to public scrutiny through school board meetings and elections. Public 

administrators must be transparent and consider the views of the community, as their 

decisions can significantly impact a large number of people.

 

Private Administration 

 
 Objective and Wealth Creation: The primary goal of private administration is to increase 

shareholder wealth. For example, a tech company like Apple focuses on developing 

innovative products and services that maximize profits and enhance shareholder value. 

Decisions are made to improve financial performance and competitive advantage.

 Decision-Making Processes: In private administration, decisions are often made by a few 

key individuals. For instance, the CEO and board of directors of a corporation might decide 

to acquire another company. This decision is typically based on strategic considerations 

aimed at enhancing market position and profitability, with limited involvement from 

external stakeholders.

 Problem Definition and Specificity: Problems in private administration are usually well- 

defined and specific. For example, if a company like Starbucks experiences a decline in 

sales, the issue is clear-cut and can be addressed by strategies such as introducing new 

products, adjusting pricing, or enhancing marketing efforts. The goal is to quickly identify 

and implement solutions to improve business performance.

 Accountability and Public Interest: Private sector managers are primarily accountable to 

their board of directors and shareholders. For instance, a decision by a manufacturing 

company to close a plant and relocate production to a lower-cost region is made with the 

primary goal of reducing expenses and increasing profitability. While such decisions can
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have significant impacts on employees and local communities, the primary consideration 

is the financial benefit to the company and its shareholders. 

 

Examples: 

 
1. Public Sector Example: The management of a public transportation system, such as the 

New York City Subway, is an example of public administration. The focus is on providing 

affordable and reliable transportation for millions of residents and tourists, with decisions 

made through public hearings and community feedback, ensuring the system serves the 

needs of the community effectively. 

2. Private Sector Example: The decision by a private pharmaceutical company like Pfizer 

to invest in the research and development of a new drug illustrates private administration. 

The company's primary goal is to develop a profitable product that will generate significant 

revenue. The decision-making process involves careful analysis by senior executives and 

scientists, with a focus on potential market impact and return on investment, rather than 

broader public considerations. 

 

New Public Administration (NPA): Meaning, Evolution, Features, and 

Debates 

 

New Public Administration (NPA) emerged in the late 1960s and early 1970s as a 

progressive response to the perceived limitations of traditional public administration. This period 

was marked by significant social upheaval, including the civil rights movement, anti-Vietnam War 

protests, and rising demands for social justice and equity. Traditional public administration, with 

its emphasis on hierarchical structures, rigid procedures, and efficiency, was increasingly seen as 

inadequate for addressing these complex social issues. NPA sought to reform public administration 

by emphasizing values such as social equity, responsiveness to public needs, and humanism in 

public service. 

 

Features of New Public Administration 

 
1. Social Equity: NPA prioritizes the reduction of social inequalities and the fair distribution 

of public services. It advocates for policies and practices that ensure all societal groups, 
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especially the marginalized and disadvantaged, have equal access to public resources. For 

example, affirmative action programs in public employment and education aim to level the 

playing field for historically underrepresented groups. 

2. Citizen Participation: NPA encourages the active involvement of citizens in the decision- 

making process, enhancing the responsiveness and accountability of public services. This 

can be seen in community policing initiatives, where law enforcement agencies work 

closely with community members to identify and solve local problems, thereby building 

trust and cooperation. 

3. Flexibility and Adaptability: NPA promotes a more flexible and adaptive approach to 

governance that can respond to changing social needs and contexts. An example is the use 

of participatory budgeting in cities like Porto Alegre, Brazil, where citizens have a direct 

say in how public funds are allocated, allowing for more tailored and responsive public 

spending. 

4. Ethics and Humanism: NPA emphasizes ethical conduct and a humanistic approach in 

public administration. It focuses on serving the public good and addressing the needs of 

the community rather than merely following rules and procedures. For instance, the 

establishment of ombudsman offices provides citizens with a platform to raise complaints 

about government services and seek redress, reflecting a commitment to ethical governance 

and human dignity. 

 

Debates Surrounding New Public Administration 

 
Critics' Perspective: Critics of NPA argue that its focus on social equity and citizen participation 

can lead to inefficiencies and difficulties in decision-making. They contend that involving citizens 

extensively in administrative processes can slow down decision-making and complicate the 

implementation of policies. Additionally, the emphasis on social equity may sometimes conflict 

with the principles of meritocracy and efficiency. 

 

Supporters' Perspective: Supporters of NPA argue that its emphasis on ethics, responsiveness, 

and social equity is essential for modern governance and public service. They believe that 

addressing social inequalities and involving citizens in governance strengthens democracy and 

leads to more just and effective public policies. For example, the success of participatory 
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governance models in various cities around the world demonstrates that inclusive and responsive 

governance can lead to better outcomes for all citizens. 

 

Meaning and Evolution: New Public Management (NPM) emerged in the 1980s as a response to 

the perceived inefficiencies and bureaucratic inertia of traditional public administration. Drawing 

inspiration from private sector management practices, NPM aims to improve the efficiency and 

effectiveness of public sector organizations by making them more business-like. The movement 

focuses on outcomes, efficiency, and customer service, promoting the idea that public sector 

entities should operate in a manner similar to private businesses to deliver better public services. 

 

Features of New Public Management 

 
1. Market Orientation: NPM emphasizes the use of market mechanisms, such as 

competition and performance-based incentives, to improve public service delivery. This 

can be seen in the privatization of services traditionally provided by the public sector, such 

as waste management and public transportation, where private companies compete to offer 

these services more efficiently. 

2. Decentralization: NPM advocates for the decentralization of authority and responsibility 

to lower levels of government and individual agencies. An example of this is the devolution 

of education management to local school boards, giving them more autonomy to make 

decisions that best meet the needs of their communities. 

3. Performance Measurement: A core aspect of NPM is the focus on measuring outcomes 

and performance to ensure accountability and improve service quality. This is exemplified 

by the introduction of performance-based budgeting in various governments, where 

funding is linked to the achievement of specific performance targets. 

4. Customer Focus: NPM treats citizens as customers, emphasizing the importance of 

meeting their needs and improving service satisfaction. An example is the establishment 

of one-stop government service centers, where citizens can access multiple services in a 

single location, improving convenience and satisfaction. 

5. Cost Efficiency: NPM seeks to reduce costs and improve value for money in public 

services. This can be observed in efforts to streamline government operations through the 
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use of technology and process re-engineering, such as the implementation of e-government 

initiatives that reduce paperwork and improve service delivery efficiency. 

 

Debates Surrounding New Public Management 

 
Critics' Perspective: Critics argue that NPM's focus on efficiency and cost reduction can lead to 

a neglect of public values such as equity and accountability. They contend that the emphasis on 

market mechanisms and competition may undermine the public service ethos, leading to inequities 

in service provision and a focus on short-term gains over long-term public interest. For example, 

the privatization of essential services like healthcare can result in unequal access, where those who 

can afford to pay receive better services than those who cannot. 

 

Supporters' Perspective: Supporters believe that NPM’s emphasis on performance and 

competition has led to significant improvements in public sector effectiveness. They argue that by 

adopting private sector practices, public sector organizations have become more responsive, 

efficient, and customer-oriented. For instance, the introduction of performance-based pay for 

public employees has been shown to enhance motivation and productivity, leading to better service 

delivery. 

 

Comparison between NPA and NPM 

 
Focus: 

 
 New Public Administration (NPA): Focuses on social equity, responsiveness, and ethical 

governance. It seeks to address societal inequalities and ensure that public services are 

distributed fairly among all societal groups.

 New Public Management (NPM): Emphasizes efficiency, performance measurement, 

and market-oriented practices. It aims to make public sector organizations more efficient 

by adopting business-like practices and focusing on outcomes.
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Values: 

 
 NPA: Prioritizes democratic values and citizen involvement. It emphasizes the importance 

of engaging citizens in the decision-making process and ensuring that public services 

address their needs and concerns.

 NPM: Prioritizes managerial efficiency and customer satisfaction. It views citizens as 

customers and aims to improve service delivery by adopting practices from the private 

sector.

 

Examples: 

 
 NPA: An example of NPA in action is the implementation of community-based policing 

strategies that involve citizens in identifying and solving local problems, thereby enhancing 

trust and cooperation between the community and law enforcement.

 NPM: An example of NPM in action is the privatization of public utilities, such as water 

supply and electricity, where private companies are contracted to provide these services 

under competitive conditions, aiming to improve efficiency and service quality.

 

Entrepreneurship and Innovation in Public Administration 

 
Entrepreneurship: Peter Drucker viewed entrepreneurship as the act of innovation and 

leveraging change to create new opportunities and value. Entrepreneurs are seen as agents of 

change who transform the economy by introducing new products, services, and ways of doing 

business. This perspective highlights the dynamic and transformative role of entrepreneurs in 

driving economic and social progress. 

 

Innovation: According to Drucker, innovation is the specific instrument of entrepreneurship. It 

is the means by which entrepreneurs exploit change as an opportunity. Innovation involves 

creating new ways to satisfy needs or solve problems and is essential for organizational growth 

and competitiveness. Drucker emphasized that innovation is not just about technological 

advancements but also about finding novel solutions and improving processes. 
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Management by Objectives (MBO) 

 
Definition: Management by Objectives (MBO) is a strategic management model developed by 

Peter Drucker in which managers and employees collaboratively set and agree upon specific 

objectives. These objectives then guide and assess performance. 

 

Process: The MBO process involves setting clear, measurable goals, monitoring progress, and 

evaluating outcomes against the predefined objectives. This involves regular feedback and 

adjustments to ensure that the goals remain relevant and achievable. 

 

Benefits: MBO aligns individual and organizational goals, increases employee motivation and 

engagement, and enhances accountability and performance. By involving employees in goal- 

setting, MBO fosters a sense of ownership and commitment to achieving the objectives. 

 

Entrepreneurship in Public Administration 

 
Public Sector Innovation: Entrepreneurship in public administration involves applying 

innovative approaches to improve public services, policy-making, and governance. This 

entrepreneurial mindset encourages public sector entities to adopt new technologies, processes, 

and strategies to enhance service delivery and address public issues effectively. 

 

Examples of Public Sector Innovation 

 
1. E-Government Services: The introduction of e-government services represents a 

significant innovation in public administration. For example, Estonia's e-Residency 

program allows global citizens to establish and manage businesses online, enhancing 

efficiency and accessibility. This program has not only streamlined bureaucratic processes 

but also positioned Estonia as a leader in digital governance. 

2. Public-Private Partnerships (PPPs): PPPs involve collaboration between government 

agencies and private sector entities to deliver public services or infrastructure projects. For 

instance, the redevelopment of London's King's Cross area was a successful PPP that 

transformed a neglected urban area into a thriving commercial and residential district. This 

collaboration leveraged private investment and expertise to achieve public goals. 
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3. Innovative Social Programs: Innovative social programs, such as the "Housing First" 

initiative, address homelessness by providing immediate, permanent housing to individuals 

without preconditions. This approach, first implemented in cities like New York and 

Helsinki, has proven more effective and cost-efficient than traditional methods that first 

required individuals to address other issues before receiving housing. 

 

Linking Public Service Delivery, Innovation, and Entrepreneurship 

 
Importance in Contemporary Public Administration: The integration of innovation and 

entrepreneurship into public service delivery is increasingly important in contemporary 

governance. As societal needs become more complex and resources more constrained, innovative 

solutions are essential to improving efficiency, responsiveness, and effectiveness. 

 

Enhanced Public Service Delivery: Innovative approaches enable public administration to better 

meet the evolving needs of citizens. For example, the use of data analytics in public health can 

improve disease surveillance and response, leading to better health outcomes. 

 

Public-Private Collaboration: Collaborations between the public and private sectors can harness 

the strengths of both. The private sector brings efficiency, investment, and innovation, while the 

public sector ensures that the services align with public interests and values. A notable example is 

the partnership between the Bill & Melinda Gates Foundation and government health agencies to 

combat infectious diseases, combining public health goals with private sector innovation and 

funding. 

 

Good Governance: Approaches 

Government 

The government refers to the formal institutions and structures responsible for enacting 

laws, implementing policies, and administering public affairs. It primarily includes the executive 

arm of the legislature, but also encompasses various state organs such as the judiciary and 

administrative bodies. These components work together to ensure the enforcement of laws and the 
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management of public services. The judiciary interprets laws and provides justice, while the 

administrative bodies execute and manage the daily functions and services required by the state. 

 

Governance 

 
Governance, on the other hand, is a broader concept that encompasses the processes and 

mechanisms through which the government conducts its duties. It involves the structures and 

procedures by which agendas are set, policies are formulated, and actions are implemented. 

Governance includes not only the actions of the government but also the collaborative efforts of 

multiple actors such as the state, private sector, non-governmental organizations (NGOs), 

multinational corporations (MNCs), multilateral agencies, and civil society. 

 

Governance: Multiple Perspectives 

 
The term governance is derived from the Greek word 'Kybernan,' meaning 'to steer or pilot.' 

This etymology underscores the idea that governance is about guiding and directing collective 

actions and decisions rather than merely controlling or commanding. Governance emphasizes the 

dynamic and multifaceted nature of decision-making and implementation processes, reflecting the 

complexity and interconnectedness of modern societies. Harlan Cleveland popularized the concept 

in the mid-1970s with the phrase, "what we want is minimum government, maximum governance," 

highlighting the importance of effective governance over mere governmental control. Cleveland's 

idea encapsulates the notion that governance should involve a wide range of actors and be 

characterized by inclusivity, flexibility, and responsiveness. It should focus on the collaborative 

efforts of the state, private sector, civil society, and other stakeholders to address societal 

challenges and achieve common goals. This broader approach to governance recognizes that 

effective management of public affairs requires more than just government intervention; it 

necessitates the active participation and cooperation of diverse entities to steer society towards 

sustainable development and improved quality of life for all citizens. 
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Governance encompasses various forms, including: 

 
 Corporate Governance: The systems and processes by which businesses are directed and 

controlled, ensuring accountability, fairness, and transparency in a company's relationship 

with its stakeholders.

 National Governance: The framework of rules, practices, and processes by which a 

country is governed, involving the management of social, economic, and political 

resources.

 International Governance: The collaborative efforts of international organizations, states, 

and other global actors to manage and address transnational issues and challenges.

 Local Governance: The administration and management of local affairs by municipal or 

regional authorities, often involving significant citizen participation and community 

engagement.

 

Key Elements of Governance 

 
1. Participation: Governance involves the active involvement of various stakeholders, 

including civil society, the private sector, and other non-state actors, in decision-making 

processes. This inclusiveness enhances the legitimacy and effectiveness of governance 

structures. 

2. Rule of Law: Effective governance is characterized by adherence to the rule of law, 

ensuring that laws are applied equally, justice is accessible, and the judiciary operates 

independently. 

3. Transparency: Transparent governance means that decision-making processes are open 

and accessible, allowing stakeholders to understand and scrutinize governmental actions. 

4. Responsiveness: Governance systems must be responsive to the needs and concerns of the 

public, providing timely and appropriate services and interventions. 

5. Consensus-Oriented: Good governance requires building consensus among various 

stakeholders, balancing diverse interests to implement sound policies. 

6. Social Equity and Inclusiveness: Governance must promote social equity and 

inclusiveness, ensuring that all segments of society, including marginalized and minority 

groups, have a voice and receive fair treatment. 
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7. Accountability: All actors in the governance process, including government officials, 

private sector entities, and civil society organizations, must be accountable to the public 

and stakeholders for their actions and decisions. 

8. Efficiency and Effectiveness: Good governance involves the judicious use of resources to 

achieve long-term societal goals, ensuring that processes and institutions deliver results 

efficiently and effectively. 

 

Public administration focuses on creating public value through inclusive decision-making and 

addressing complex societal issues with a high degree of public accountability. In contrast, private 

administration emphasizes profit maximization and efficiency through centralized decision- 

making, targeting well-defined problems with accountability primarily to shareholders. 

 

New Public Administration (NPA) represents a significant shift in the field, moving away from 

rigid, top-down approaches to more inclusive, flexible, and ethically driven models of governance. 

By prioritizing social equity, citizen participation, adaptability, and ethical conduct, NPA seeks to 

create a more just and responsive public sector. While debates continue about the potential trade- 

offs between efficiency and equity, the principles of NPA remain influential in shaping modern 

public administration practices. 

 

Additionally, entrepreneurship and innovation are vital for modernizing public administration 

and improving public service delivery. By adopting innovative practices and fostering public- 

private collaborations, governments can enhance efficiency, responsiveness, and equity in serving 

their citizens. The principles articulated by Peter Drucker regarding entrepreneurship and 

innovation provide a valuable framework for driving these improvements in the public sector. 

Collectively, these approaches underscore the evolving nature of public administration and its 

ongoing efforts to better meet the needs of society. 

 

Doorstep Delivery of Public Services –Delhi’s Model of Transforming Public 

Service Delivery 

 

Improving access to public services is essential for developing good and responsive 

governance. In a varied and dynamic city like Delhi, where there are a considerable number of 



21  

digitally competent residents as well as those who may face challenges due to age or a lack of 

digital literacy. Using technology can streamline operations for the digitally advanced population, 

improving access to governmental services. Online platforms, mobile applications, and digital 

portals can provide a variety of services, including the ability to apply for documents such as birth 

certificates and learn about government initiatives and programs. (Doorstep Delivery of Public 

Services- Delhi's Model of Transforming Public Services Delivery , 2020).However, it is equally 

important to consider the requirements of elderly persons or others who may be unfamiliar with 

technology. Providing alternate channels for obtaining public services, such as specialized 

helplines, physical service centers, or outreach initiatives, will assist ensure that no one falls 

behind. 

 

What is Delhi Based Door Step Delivery of Public? 

 
Doorstep Delivery of Public Services was designed to solve these problem. The scheme 

allows citizens to access government services from the comfort of their homes without visiting any 

government offices. Any citizen in Delhi can book an appointment slot to receive one of the current 

offer of 100 services by dialing 1076 and being redirected to a centralized call center. A Mobile 

Sahayak, who acts as the face of the government, then visits the citizen as per the appointment to 

collect and upload the requisite documents for the service and submit them to the corresponding 

government offices. Doorstep Delivery therefore creates a stronger foundation for good and 

responsive governance in the National Capital Territory (NCT) of Delhi, by ensuring engagement 

with the last mile citizens and ensuring that citizens get the required assistance through institutional 

mechanisms. Getting government services can be difficult for citizens who face long lines at 

government offices, inconsistencies in required documentation, and managing corruption behavior 

that certain public servants may exhibit. 

 

Thus, Doorstep Delivery of Public Services emerged as an innovative governance reform 

that fundamentally altered the nature of public service delivery. Instead of forcing individuals to 

visit government buildings, the Delhi government chose to provide the necessary public services 

at their doorsteps. The project was launched in three phases: 40 services in September 2018, 30 in 

July 2019, and another 30 in December 2019. Doorstep Delivery currently provides 100 services 

across 13 departments, including revenue department services such as income, domicile, and 
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surviving member certificates, many of which are required for citizens to prove their eligibility for 

government welfare schemes, particularly for those from low-income backgrounds ( The Indian 

Express , 2018). It also offers other essential services related to transport, labor registration, 

pension, social welfare, food and civil supplies, property and land related services (Doorstep 

Delivery of Public Services- Delhi's Model of Transforming Public Services Delivery , 2020). 

 

Delhi Doorstep Delivery Services 

Departments Initiatives 

 

 

 
Revenue Department 

 Issuance of caste, domicile, birth, income 

certificate 

 Issuance of delayed birth order 

 Registration of marriage certificate 

 Enrollment as a civil defense volunteer 

 

 
Transport Department 

 Duplicate RC certificate 

 Issuance of NOC 

 Learner's license 

 Change of address in D/L 

 

Food and Supplies Department 

 Issuance of priority household card 

 Updation of member details in AAY/ priority 

household card 

Department of the welfare of 

SC/ST/OBC/Minorities 

 Financial assistance for purchase of stationary 

 Reimbursement of tuition fees 

 

 
Labor Department 

 New water sever connection 

 Mutation 

 Disconnection 

 Grant of license for working of passenger lift 

 

Social welfare Department 

 Grievance of old age pension scheme 

 Delhi Family benefit scheme 

 Handicap Pension scheme 
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Delhi Tourism and Transport 

Development Corporation 

 Booking a tour package 

 

Drugs Control 

 Grant of license to chemist 

 Grant of license for sale of homeopathic drug 

 Grant of license for sale of schedule X drug 

 

Delhi Transport Corporation 

 Issuance of general All route bus pass for AC 

and non-AC buses 

 Issuance of NCR bus passes 

 

 

 

Directorate of Higher education 

 Higher education and skill development 

guarantee scheme of Delhi Higher Education 

Aid Trust 

 Merit-cum means income linked financial 

assistance scheme for Delhi Higher Education 

Aid Trust 

 

Delhi Tourism Department 
 Registration of Bed and Breakfast 

Establishment 

 

Women and Child Development 
 Delhi Pension Scheme to Women in Distress 

(Widow Pension Scheme) 

 

Delhi pharmacy council 
 Fresh Registration 

 Renewal of Registration 

 

 

Key data points and objectives in Delhi Door Step Delivery of Services 

 

As per data, Doorstep Delivery has received over 2 million calls, processed over 430,000 

service requests, and successfully served 360,000 individuals, despite a significant disruption to 

service delivery caused by the epidemic (Doorstep Delivery of Public Services- Delhi's Model of 

Transforming Public Services Delivery , 2020). The project currently serves an average of 10,000 

residents per month. The Delhi Government eventually wants Doorstep Delivery to be the primary 

way citizens in Delhi obtain government services. The Delhi Government's goal is to ensure that 
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no individual has to physically visit a government office to obtain the services they require. More 

importantly, applications received through the Doorstep Delivery mode have low rejection rates 

since they are extensively reviewed by well-trained Mobile Sahayaks before being put into the 

system. (Doorstep Delivery of Public Services- Delhi's Model of Transforming Public Services 

Delivery , 2020) 

Doorstep Delivery also strengthens the foundation for good and responsive governance in 

NCT by ensuring engagement with last-mile citizens, particularly those who do not have internet 

access or are hesitant to navigate the portal due to a lack of IT literacy. Frequently, technology and 

IT solutions are used to improve the delivery of public services to citizens. 

However, doorstep delivery of public services scheme advanced to include field manpower agents, 

known as "Mobile Sahayaks," as well as improved web application systems that serve as a 

complete interface between government institutions and citizens. Citizens who are not 

technologically savvy will often be unable to use online applications. These citizens would 

frequently have to pay large sums and use middlemen to obtain assistance in completing out online 

applications for necessary public services. The inclusion of 'Mobile Sahayaks' in the doorstep 

delivery procedure means that citizens do not have to pay brokers and may receive the necessary 

support through institutional mechanisms. According to its annual report card, the GNCTD 

(Government of National Territory of Delhi) claims to have been able to fulfill about 99.5 percent 

of the 2, 00,000 requests submitted. The public made a total of 13 lakh calls (1.3 million). The 

facility is now staffed by about 125 mobile sahayaks (facilitators), 100 call center executives, 11 

supervisors, 35 dealing assistants, and 25 coordinators. (Doorstep Delivery of Public Services- 

Delhi's Model of Transforming Public Services Delivery, 2020). 
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Figure 2: Number of application processed Under Doorstep Delivery 

 
The scheme's launch was accompanied by a succession of system difficulties caused by 

fluctuating demand, and the backend team updated the program several times. The mobile 

sahayaks and call centers were also initially operating in silos, and service delivery was reportedly 

hampered due to a lack of coordination. Traditional approaches remain more popular: While the 

plan was first created to reduce the complexity of Government to Citizen (G2C) services provided 

by various departments via intermediaries, it was discovered that more than half of applications 

were still completed directly at the window. The system also struggled to plan its human resource 

base, as most sahayaks departed their jobs owing to lower pay, making it impossible to replace 

them. Among the conditions was that sahayaks have their own two-wheeler for transportation, 

which is impossible to meet. Even as 1.3 million calls were made to the toll-free number, only 2, 

00,000 requests were booked and 1, 50,000 were successfully resolved.5 While the churn rate of 

successful completion was high, it appears that the scale and demand of services was 

 

 

 
 

5 Source: Hindustan Times, 16 July 2019 
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underestimated resulting in only 15% cases being booked out of the total calls received. (Doorstep 

Delivery of Public Services- Delhi's Model of Transforming Public Services Delivery , 2020). 

 

All of the problems provide valuable lessons. According to Donald F Kettl, a scholar of 

government and administrative reforms, New Public Management (NPM) (such as the doorstep 

delivery of public services initiative) strives to "remedy a pathology of traditional bureaucracy that 

is hierarchically structured and authoritatively driven". The adaptation of brokers' roles in service 

delivery in this situation might be viewed as a good example of NPM practices. The government 

has endeavored to eradicate broker system and develop a more efficient, incentive-driven local 

administration. Donald F Kettl describes the NPM strategy as having six key characteristics: 

productivity, marketization, service orientation, decentralization, policy orientation, and 

accountability by design. NPM defines a result-oriented relationship using rigorous performance 

specifications. This notion was regarded as a unique offering in India.6 While I feel the GNCTD's 

innovation is great, the lack of technical capacity, public readiness, and average budget allocation 

make it unlikely that the project will become the standard. (Doorstep Delivery of Public Services- 

Delhi's Model of Transforming Public Services Delivery , 2020). When a government service is 

made available to the public, the primary goal is to improve public life or welfare, with some 

thought given to its fitness for uptake and reception by its recipients. For a megacity like New 

Delhi, significant migratory patterns, ad hoc living circumstances for many, and the comfort 

associated with informal ways of access to public service delivery can all provide additional 

challenges. 

 

Institution Related to Public Service Delivery 

 
These are some institutions involved in public service delivery that aim to improve the 

citizen-centric approach to public services. The Directorate of Public concerns, created on April 

1, 1988, is an important step in ensuring citizen-centric services and resolving concerns within the 

Indian government. Initially responsible with handling complaints from four Central Government 

Departments, its scope has since expanded to include concerns from 16 Central Government 

 
 

6 https://timesofindia.indiatimes.com/city/delhi/lack-of-access-to-public-services-unacceptable- 

hc/articleshow/62907591.cms 

https://timesofindia.indiatimes.com/city/delhi/lack-of-access-to-public-services-unacceptable-hc/articleshow/62907591.cms
https://timesofindia.indiatimes.com/city/delhi/lack-of-access-to-public-services-unacceptable-hc/articleshow/62907591.cms
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Organizations. As an appeal body for unresolved complaints within organizations, it has authority 

to examine files and assess the timely delivery of services. If dissatisfied with an organization's 

performance, it can issue recommendations that must be implemented within 30 days. Notably, 

between 1999 and 2014, the Directorate resolved 74% of cases in favor of complainants, proving 

its ability to handle citizen grievances and promote accountability inside government institutions. 

The Department of Administrative Reforms and Public Grievances (DARPG) plays a key role in 

developing and upgrading public service delivery in India. CPGRAMS streamline the grievance 

redressal process, making it more accessible, transparent, and efficient for citizens and government 

officials alike. Overall, these mechanisms play a vital role in ensuring that public services are 

delivered effectively and responsibly, thereby enhancing citizen satisfaction and trust in 

government institutions. 

 

Maximum Governance – Minimum Government 

 

 

 
“Maximum Governance – Minimum Government “Policy is a “Digitally Empowered Citizen” and 

a Digitally Transformed Institution” (V.Srinivas, November, 2023). 

 
Good governance is essential in addressing the present public services. Shifting towards a more 

inclusive model. Good governance principles emphasize transparency, accountability, 

responsiveness, and effectiveness in the delivery of services to citizens (V.Srinivas, November, 

2023).Being responsive& responsible particularly towards the needs of those who are 

marginalized or disadvantaged can be termed as good governance. Due to the rapid transition to 

online platforms, there is currently a significant gap in the accessibility of public services, notably 

for the elderly underprivileged and unaware populations. 

 

To address this gap, governments can develop blended model that combine online convenience 

and offline outreach, ensuring that public services are available to everybody. The USP of Doorstep 

delivery of varied services is removing the obstacle of digital illiteracy by bringing such services 

directly to people. Many residents, in Delhi are unaware of the services given by the government 

and find it difficult to access those services. Delhi Government has implemented various schemes 

for the welfare of the citizens, however the beneficiaries of these services are unaware and find it 
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difficult to access the benefit of these schemes In today's fast-paced world, where conveniences 

like delivery of pizza, Cab services, Packages are available in just one click can be promised within 

a specific timeframe, there's no reason why essential public services shouldn't strive for similar 

efficiency. However, implementing such a model requires careful consideration of logistical 

challenges and the nature of public services. Some public services may lend themselves well to 

quick delivery—such as document issuance or utility connections—others, like healthcare or legal 

assistance, may require more time and personalized attention. Nevertheless, streamlining 

processes, optimizing workflows, and leveraging technology can significantly reduce service 

delivery times across the board. Citizens could simply call a dedicated hotline (Varshney, 2020) 

like or use a mobile app to request the required service, similar to placing an order for food 

delivery. Behind the scenes, automated systems could allocate resources, dispatch service 

providers, and track progress in real-time to ensure timely delivery. Moreover, by setting ambitious 

service standards and holding government agencies accountable for meeting them, citizens can 

have greater confidence in the responsiveness and effectiveness of public services. This approach 

not only enhances citizen satisfaction but also promotes transparency and accountability within 

the government. 

 

Bill related to public service delivery 

 
The Grievances Bill, 2011, proposed in the Lok Sabha, sought to provide a comprehensive 

framework for assuring timely delivery of public services and the resolution of citizen grievances. 

Some significant requirements required every public entity to publish a Citizen's Charter within 

six months, describing services and delivery dates. It recommended establishing Information and 

Facilitation Centers at various administrative levels, as well as appointing Grievance Redress 

Officers to handle public concerns. It also defined an appeal system, allowing citizens to file an 

appeal with a Designated Authority within 30 days and then proceed to State/Central Public 

Grievance Redressal Commissions. The bill also allowed for appeals to the Lokpal or Lokayukta 

in the event of unhappiness with the Commission's decision. Notably, it authorized authorities to 

apply penalties and fines. Notably, it authorized authorities to impose penalties on non-compliant 

personnel, including fines of up to 50,000 rupees. Despite its comprehensive breadth, the law 

expired with the dissolution of the 15th Lok Sabha, leaving an opportunity to build a uniform 

framework for grievance redressal and public service delivery at the national level. 
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Figure 3: Goods and Series and Redressal of their Grievance 

 
The incorporation of compensation mechanisms within public service delivery frameworks 

serves as a crucial incentive for ensuring timely and efficient services to citizens. Firstly, it acts as 

a deterrent against delays and inefficiencies, as it holds accountable the responsible authorities for 

any lapses in service provision. By imposing financial penalties or compensatory costs, these 

mechanisms instill a sense of urgency and responsibility among government officials, thereby 

motivating them to adhere to prescribed timelines and standards. Secondly, compensation 

mechanisms play a pivotal role in fostering trust and confidence among citizens in the 

government's commitment to delivering quality services. By providing recourse for citizens 

affected by delays or shortcomings in service delivery, these mechanisms demonstrate the 

government's accountability and responsiveness to citizen needs. Moreover, they contribute to the 

overall enhancement of service quality by encouraging continuous improvement and innovation 

within government agencies to minimize instances of grievances and ensure smoother public 

service delivery processes. Thus, the integration of compensation mechanisms is imperative for 

promoting accessibility, efficiency, and accountability in public service delivery, ultimately 

leading to a more citizen-centric and responsive governance framework. 



30  

Digitization vs Home Delivery 

 
With the advancement of technology and expansion in access to the internet, almost all 

public departments across the world are moving their day-to-day operations online in a bid to 

become more efficient (y Matthias Daub).This transition to digital platforms allows for streamlined 

processes, reduced paperwork, and faster service delivery to citizens. By leveraging digital tools 

and platforms, governments can operate more efficiently, saving time and resources. Additionally, 

online operations enable greater accessibility for citizens, who can now access services from the 

comfort of their homes or on the go. Moreover, digitalization often leads to increased transparency 

and accountability, as information becomes more readily available to the public. Overall, the move 

towards online operations represents a significant shift in modernizing public services and meeting 

the evolving needs of citizens in the digital age. 

 

According to the Indian National Statistical Office, a digitally literate person is at least five 

years old and can navigate the Internet via a web browser, use e-mail, and find, evaluate, and 

communicate information using social media tools. The office’s statistics show that while over 55 

per cent of Indians have access to broadband, only 20 per cent had the ability to use the Internet. 

But the digital divide in India – as elsewhere – exists in different degrees and extends beyond 

access to technologies and infrastructure. Digital inclusion also depends on the ability to use 

technologies meaningfully.7Depending only on online provision of public services may fail to 

reach the most marginalized citizens who require them the most. Initiatives such as the Digital 

India Program, which aims to improve digital literacy, have made headway but have only touched 

a small percentage of the population during the last few years. This emphasizes the significance of 

establishing alternate delivery systems, such as doorstep delivery of public services, to ensure 

access for underprivileged areas. Doorstep delivery can help bridge the gap by giving 

individualized guidance and support to customers who struggle with digital interfaces or do not 

have access to digital infrastructure. By integrating digital and doorstep delivery methods, India 

may better address the different requirements of its population and ensure fair access to important 

services for all. 

 

 

7 https://www.itu.int/hub/2022/12/improving-digital-literacy-in-india-a-review/ 

https://www.itu.int/hub/2022/12/improving-digital-literacy-in-india-a-review/
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With the advancement of Technology, internet and rise of government initiatives like 

Digital india, the public departments around the world are progressively putting their day-to-day 

activities outline to boost efficiency However, in a country as diverse as India, a hybrid model 

combining digital and conventional ways is frequently required to enable fair access to public 

services. While online operations are convenient and efficient, certain portions of India's 

population, particularly in rural and isolated locations, may continue to lack dependable internet 

connectivity or digital literacy abilities. As a result, traditional techniques such as in-person service 

centers or doorstep delivery may be necessary in addition to digital activities in order to efficiently 

reach all citizens. This hybrid approach embraces India's different requirements and skills, ensuring 

that no one is left behind in the transition to digital governance. 

 

Furthermore, documentation such as income, residence, and caste certificates are required 

to benefit from numerous central and state-level public schemes, such as free admission to private 

schools under the Right to Education (RTE) Act. Previous research on the implementation of the 

RTE Act in the state of Maharashtra indicated that one of the most significant pain points for 

applicants was the completely online registration process, as well as widespread corruption in 

obtaining caste and income certificates. (Varshney, 2020)Due to low penetration of computers and 

high-speed internet among the economically weaker section of society, residents form the 

marginalized communities are dependent on the services of private kiosk and cyber cafés. Many 

Interviews revealed that this is significant cost for the applicant, which sometimes also act as a 

barrier to them availing these public services. In such a scenario, the physical home delivery of 

such services promises to be more accessible than exclusive online provisioning. (Varshney, 

2020). 

 

Model Related to Public Service Delivery 

DARPG established the Sevottam model, which stands for 'Uttam Seva' or excellence in 

service, in 2006 as a quality management tool. It is an assessment system that creates benchmarks 

for increasing customer happiness, tracking performance, and driving continuous improvement in 

service delivery. The approach, which aims to improve the quality of public service delivery in 

India, is made up of three components: Charter Effectiveness, Public Grievance Redressal, and 

Service Delivery Capability. Each component is meticulously constructed with particular criteria 
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for achieving intermediate results, ensuring that residents' requirements are satisfied efficiently 

and effectively. The Sevottam model was endorsed by the Second Administrative Reforms 

Commission (ARC) in its 12th report titled "Citizen-Centric Administration: The Heart of 

Governance," and it has been recommended for full adoption across Union and State governments 

highlighting its importance in Enhancing citizen-centric governance. 

 

Figure 4: Sevottam Model 

 

Sevottam Model 

 
Sevottam, a quality management framework introduced by the Indian government, aims to 

elevate the effectiveness and efficiency of public service delivery by addressing gaps between the 

intended quality of services and the actual outcomes experienced by the public. The framework's 

first step is to define your services and identify your clients, ensuring that the range of services 

is clearly specified and tailored to meet the needs of the intended recipients. Next, it is essential to 

set standards and norms for each service. This involves establishing measurable and achievable 
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benchmarks for service quality and efficiency, which serve as clear expectations for performance 

Building on this foundation, the third step is to develop capability to meet the set standards, 

focusing on training personnel, enhancing processes, and ensuring the availability of necessary 

resources to deliver services effectively. The fourth step is to perform to achieve the standards, 

which emphasizes the actual execution of services according to the defined criteria, ensuring that 

service delivery aligns with intended quality. To maintain this alignment, it is crucial to monitor 

performance against the set standards. Continuous monitoring helps in tracking performance 

metrics and identifying areas where improvements are needed. 

 

Figure 5: Sevottam Model 

 
Furthermore, the framework calls for an evaluation of impact through an independent 

mechanism, providing an objective analysis of whether the intended service outcomes are being 

achieved and highlighting any gaps. Finally, the seventh step focuses on continuous 

improvement based on monitoring and evaluation. This involves using insights from 

performance monitoring and independent evaluations to make iterative enhancements, ensuring 

that services are consistently evolving to meet the changing needs and expectations of the public8. 

 

8 https://nacin.gov.in/resources/file/e-books/Sevottam.pdf 

https://nacin.gov.in/resources/file/e-books/Sevottam.pdf
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By following these seven steps, the Sevottam framework promotes a structured and systematic 

approach to enhancing public service delivery, ultimately aiming to achieve excellence in service 

quality. 

 

Review of Public Service Delivery Acts (PSDAs) in Six Indian States 

 
Since the Introduction of the Service Guarantee Act by the Madhya Pradesh Government 

in 2010, over 20 Indian states have implemented similar public service guarantee legislation. These 

Acts recognize the significant shortcomings in public service delivery systems and represent a 

major shift from previous governance models, which often lacked formal mechanisms to ensure 

responsiveness and citizen-friendliness. 

 

The Service Guarantee Acts articulate citizen entitlements and establish robust grievance 

redressal mechanisms, creating internal checks and balances to enhance accountability and 

efficiency in public services. This marks a significant departure from earlier governance practices 

that did not have institutionalized processes for making governance more responsive to citizens' 

needs. 

 

This section aims to review the Public Service Delivery Acts (PSDAs) in six states: 

Madhya Pradesh, Bihar, Delhi, Maharashtra, Karnataka, and Rajasthan. By examining the 

implementation and impact of these Acts, we can better understand how they have contributed to 

improving public service delivery and fostering a more citizen-centric approach to governance. 
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Figure 6: Public Service Delivery Acts 

 
Comparison of Penalties and Service Coverage under Various Acts 

 
In India, penalties for violations of certain Acts are notably severe in the states of Madhya 

Pradesh, Bihar, Maharashtra, and Rajasthan, where they range from ₹250 to ₹5,000. In contrast, 

Delhi and Karnataka impose much lighter penalties, ranging from ₹10 to ₹200. These states follow 

different approaches: Delhi and Karnataka lean towards an incentive model, rewarding positive 

performance, while the other states adopt a punishment model that imposes penalties to discourage 

non-compliance.A significant disparity also exists in the number of departments and services 

covered under these Acts across different states. Karnataka leads with the highest number of 

notified services, offering 766 services across 38 departments. Following closely are Delhi with 

415 services in 38 departments and Maharashtra with 389 services in 37 departments. Conversely, 

Bihar has the fewest services covered, with only 52 services across 10 departments. This variation 

underscores the differing priorities and approaches of each state in managing and improving public 

service delivery. 
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Variation in Timelines for Public Service Delivery across Indian States 

 
The table highlights significant differences in the time required to obtain various 

certificates across Indian states. In Rajasthan, the time to receive a domicile certificate is the 

shortest at 5 days, while in Bihar, it extends to 21 days. Other states fall in between, with timelines 

ranging from 7 to 14 days. For obtaining a BPL ration card, the timeline varies considerably from 

7 days in Rajasthan to as long as 60 days in Bihar. A similar pattern is observed for the issuance 

of caste certificates, with Rajasthan again having the shortest duration at 5 days and Bihar the 

longest at 60 days, indicating substantial variation among states for both BPL cards and caste 

certificates. 

 

When it comes to disability certificates, Delhi and Maharashtra have the shortest timelines 

at 7 days, whereas Bihar, Karnataka, and Rajasthan take up to 21 days. For birth and death 

certificates, the processing time ranges from 7 to 21 days, with Delhi, Karnataka, and Rajasthan 

being the quickest, and Madhya Pradesh and Maharashtra taking the longest time respectively. For 

income certificates, Madhya Pradesh leads with the fastest processing time of 3 days, while Bihar 

lags with the longest at 21 days, with other states varying between 7 to 15 days. The timeline for 

obtaining a driving license also varies widely, ranging from 2 days in Rajasthan to 30 days in 

Karnataka. Overall, Rajasthan consistently demonstrates the shortest timelines for most services, 

followed closely by Delhi. Conversely, Bihar often has the longest processing times, indicating 

significant disparities in public service delivery timelines across these states. 
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Figure 7: Timeline for Public Service Delivery of States 

Source: (Bose, 2021) 

 

 
The service guarantee legislations address several critical issues in service delivery, but 

they encounter significant bottlenecks. First, many state laws lack provisions for citizens' charters 

and open access to information, contributing to low awareness, especially in low-literacy areas, 

and inadequate record-keeping compared to the Right to Information Act, 2005. Second, 

infrastructure deficiencies, particularly in rural areas with unreliable internet and power, and 

inconsistent connectivity in towns, hinder effective implementation. Third, these legislations 

prioritize timely service delivery over enforcing quality standards, overlooking a crucial aspect of 

citizen welfare. Fourth, there is a shortage of manpower and financial resources, with insufficient 

incentives for government officials and persistent absenteeism. Fifth, the lack of skilled personnel 

in technology impedes e-governance initiatives, crucial for modernizing service delivery. Lastly, 

concerns over data protection, cybersecurity vulnerabilities, and inadequate disaster recovery plans 

pose significant risks in managing sensitive data under e-governance models. Despite these 

challenges, the service guarantee Acts represent an important initial step in governance reform, 

requiring continued commitment from states to address these systemic deficiencies effectively. 



38  

Effective dissemination of welfare mechanisms in India faces challenges due to low literacy 

rates and a vast population, often resulting in inadequate awareness among remote communities. 

To address this, a bottom-up approach is crucial, involving community-based educational 

initiatives such as street plays, pamphlet distributions in local languages, and regional workshops. 

Adequate national and state-level budget allocations are essential for these awareness programs. 

Additionally, all government departments must ensure accessible information and establish help 

desks. Record maintenance is pivotal for efficient service delivery and should be prioritized in 

public service frameworks. Scaling rural infrastructure is critical for long-term public service 

success, despite the inherent challenges. Setting benchmarks and evaluation standards for service 

delivery is imperative, with the "Sevottam" model proposed as mandatory across departments. 

States must commit resources to enhance service provider capacity through bolstered human 

resources, financial backing, and infrastructure improvements. Continuous performance 

monitoring and a robust incentive system for officials can mitigate issues like absenteeism. 

Regular training programs are essential to develop technical and customer service skills among 

public officials, ensuring efficient service management and citizen satisfaction. Adequate budget 

allocation for training in technical skills, customer service, and change management is vital. 

Prioritizing data privacy and security is crucial for sustainable e-governance in India. 

Implementing robust data protection measures and comprehensive plans for data backup and e- 

waste management are integral to national policy for ensuring long-term security and 

sustainability. 

 

Public Private Collaboration (Passport Seva Project) 

 
The Passport Seva Project in India is an excellent illustration of how public-private 

collaboration may result in significant improvements to service delivery. The Government of India 

initiated this project with the goal of streamlining the passport issuing and renewal process, making 

it more efficient, accessible, and citizen-friendly. The strategic collaboration formed with private 

enterprises was critical to its success, as it leveraged their experience and resources to improve 

passport services across the country. (Richa Saxena, OCTOBER-DECEMBER 2021). 

 

Historically, obtaining a passport in India has always been a time-consuming and 

bureaucratic-heavy process. Recognizing the need for reform, the government launched the 
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Passport Seva Project to modernize and digitize passport services. This ambitious project entailed 

the creation of Passport Seva Kendra’s (PSKs) outfitted with cutting-edge technology and staffed 

by qualified experts.9 

 

To accelerate the project's implementation and ensure its success, the government 

collaborated with private partners through a Public-Private Partnership (PPP) model. Private firms 

were tasked with providing comprehensive support, including PSK setup and management, 

software development, and auxiliary services like document verification and logistics. This 

relationship enabled the government to leverage the private sector's skills in technology, operations 

management, and customer service, resulting in major improvements in service delivery. The key 

benefits of the public-private partnership in the Passport Seva Project was the drastic reduction in 

turnaround times for passport issuance and renewal. By optimizing processes, streamlining 

workflows, and leveraging advanced technology, the project achieved remarkable efficiency gains. 

Applicants experienced shorter wait times, smoother application procedures, and quicker passport 

delivery, thereby enhancing overall citizen satisfaction10. The Passport Seva Project shows how 

 

Public-private collaboration can improve service delivery. Governments can use strategic 

partnerships to utilize private sector experience, resources, and innovation to address complex 

challenges, increase efficiency, and better meet the needs of their residents. As governments 

around the world work to modernize and improve public services, programs like the Passport Seva 

Project provide essential lessons for designing future effective governance methods (Reuner, 21 

Jan 2014). 

 

 

 

 

 

 

 

 
9 https://passportindia.gov.in/AppOnlineProject/online/knowPassportSeva 

 

10 https://www.tcs.com/what-we-do/industries/public-services/case-study/e-governance-passport- 

transform-indian-passport-office 

https://passportindia.gov.in/AppOnlineProject/online/knowPassportSeva
http://www.tcs.com/what-we-do/industries/public-services/case-study/e-governance-passport-
http://www.tcs.com/what-we-do/industries/public-services/case-study/e-governance-passport-
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E-UNNAT (Jammu & Kashmir) 

 
E-UNNAT is a digital initiative by the Jammu and Kashmir government designed to simplify the 

public’s access to various government services. This platform offers a unified sign-on feature that 

allows users to register once and gain access to over 445 different services, such as applying for 

certificates, social welfare benefits, and business licenses, all through a single portal.11 By 

integrating with national systems like Digi-Locker and UMANG, e-UNNAT facilitates a seamless, 

transparent, and efficient experience, reducing the need for in-person visits to government offices 

.The portal also incorporates a feedback mechanism, enabling users to rate their experiences and 

contribute to the enhancement of service quality and government accountability 12. This initiative 

marks a significant step toward digitizing governance, improving accessibility, and ensuring that 

government services are more citizen-friendly and transparent in Jammu and Kashmir.13 

 

Antyodaya for the Integrated Rural Development 

 
The paper "Lessons from Antyodaya for the Integrated Rural Development" by Inderjit 

Khanna and Ashok Subramanian examines the Antyodaya programme launched in the mid-1970s 

by the Government of Rajasthan to uplift the poorest families in the state. Based on a survey of 50 

beneficiaries, the study highlights the programme's community involvement, where village 

communities identified beneficiaries, ensuring those most in need were targeted. Despite this 

approach, the programme often prioritized quantitative targets over qualitative achievements, 

failing to ensure sustained economic self-reliance for the poorest. Key features included local 

identification of beneficiaries, delivery of productive assets, active administrative outreach, and 

strict economic criteria for selection, utilizing existing bureaucratic structures and additional 

coordination committees for streamlined implementation. The study found that approximately 

50% of surveyed beneficiaries received the intended benefits, with many perceiving an 

 

 

 

 

 

11 https://eunnat.jk.gov.in/pages/Home.aspx 
12 https://pmmodiyojana.in/e-unnat-portal/ 

 

13 https://www.thebetterkashmir.com/chief-secretary-launches-e-unnat-portal-in-jk/ 

https://pmmodiyojana.in/e-unnat-portal/
https://www.thebetterkashmir.com/chief-secretary-launches-e-unnat-portal-in-jk/
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improvement in social status, although significant challenges remained in achieving long-term 

economic impact(khanna-subramanian-1982). 

 

 

 

 

 

 

 
Figure 8: Map of Public Service Delivery 

 
The Antyodaya Saral portal in Haryana and the Rajasthan Single Sign-On (SSO) portal 

exemplify state efforts to streamline access to government services through digital platforms. In 

Haryana, the Antyodaya Saral portal consolidates services like certificate issuance, pensions, 

scholarships, and utility payments into a user-friendly interface. It enhances transparency and 

efficiency by minimizing bureaucratic hurdles and enabling citizens to track application statuses. 

Similarly, Rajasthan's SSO portal offers a unified login for accessing a diverse range of 

government services such as certificates, land records, and utility payments. Both portals aim to 

reduce paperwork, enhance service delivery, and promote governance transparency, reflecting 

state commitments to leveraging technology for citizen-centric service delivery14. For more 

detailed information, the official websites of the Government of Haryana and Rajasthan provide 

comprehensive insights into their respective portals.15 

 

 

 

 

 

 

 

 
 

14 https://sso.rajasthan.gov.in 
15 https://saralharyana.gov.in. 

https://saralharyana.gov.in/
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Enhancing the quality of public service delivery 

 
Good policies are not enough to provide high-quality public services; capable organizations 

are also required. Many poor countries lack such groups, limiting progress. Successful reforms in 

China, Singapore, and Vietnam, as well as surprising service delivery triumphs elsewhere, 

highlight important variables. 

 

These include prioritizing local staff input, iterative testing, and sharing solutions with 

frontline communities. Embedding researchers helps with contextual understanding, variation 

mapping, and real-time decision making. Overall, involving local stakeholders, encouraging 

innovation, and incorporating research can improve organizational capacity for providing effective 

public services. (Woolcock, 2017). 

 

Dimensions of Public Service Delivery 

 
To address development difficulties in the coming decades, governments will need to 

undertake increasingly complex and sometimes contentious policy agendas on a large scale. 

Administrative systems that are already struggling will have to accommodate populations that 

continue to grow in size and diversity, and whose expectations of their governments - especially 

in education - will only rise as the demand of an increasingly connected and competitive world 

becomes apparent. One reading of the current evidence would lead to quite negative conclusions 

about the possibility of these expectations being satisfied. 

 

Approach for Efficient Public service delivery planning 

 
A different view would indicate that scholars, practitioners, and policymakers have a 

chance to respond to these issues in unique manners, developing innovative solutions based on 

new understandings of how organizations develop effective implementation capability (Woolcock, 

2017). These tactics have a place in research, but it should focus on understanding the forms and 

sources of variation from context to context rather than creating universal "best practices" (as 

defined by worldwide experts) that can be duplicated and scaled. 
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Such insights can assist identify how and where local solutions to local problems 

have arisen, as well as encourage others to share similar thoughts. Doing this properly 

means trusting mid-level and frontline employees to identify and magnify successes that 

someone else has already accomplished. 

 

 
 

 
Figure 9: Strategy For Enhancing Public Service delivery 

 

 

 

 
 

Figure 10: Capacity as a crucial aspect of public service delivery 

 
In the field of public service delivery, capacity dimensions are critical aspects that affect 

the efficacy and sustainability of governmental operations to meet citizens' requirements. Human 

resource capacity, which includes staff availability, expertise, and motivation, is critical for 

providing effective services. Infrastructure capacity, which includes physical resources and 
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technological systems, ensures the efficient delivery of services and access to basic necessities. 

Financial capability, which is based on budget allocations and revenue methods, ensures service 

delivery and promotes accessibility. Institutional capability, which includes governance 

frameworks and regulatory mechanisms, promotes accountability and transparency. Furthermore, 

ICT usage increases technological capability, which improves service delivery processes and 

communication, bridging the digital gap and assuring equal access to services. Collectively, these 

factors support the responsiveness, equity, and sustainability of public service delivery, forming 

the cornerstone of effective governance. 

 

Evaluation and innovation are critical in ensuring efficient public service delivery, which 

ultimately improves governance effectiveness and citizen happiness. Evaluation is a process for 

assessing the effectiveness and impact of public service programs, offering useful information 

about their strengths, flaws, and areas for improvement. Governments can improve resource 

allocation by carefully assessing outcomes, analyzing processes, and requesting feedback from 

stakeholders. Governments can improve resource allocation by carefully assessing outcomes, 

analyzing processes, and requesting feedback from stakeholders. Furthermore, innovation 

encourages the creation and implementation of unique approaches to service delivery, utilizing 

advances in technology, management techniques, and legislative frameworks. 

 

Governments may improve service delivery procedures, increase accessibility, and 

personalize services to citizens' different requirements by using innovative solutions such as the 

combination of AI, ICT, and doorstep assistance.Governments can continually refine and adjust 

their service Delivery mechanisms by combining rigorous evaluation with an innovative culture, 

resulting in increased efficiency, responsiveness, and transparency in public administration. 
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Figure 11: Innovation in Public Service Delivery 

 

 

 

 
 

 

Figure 12 : Importance of Assessment in Public service delivery 

 
Best Practices and Key Initiatives in Governance and Service Delivery across 

Indian States 

 

The report highlights several best practices and key initiatives undertaken by different 

states in India to improve governance and service delivery. Tamil Nadu's Activity-Based learning 

methodology for primary education and cervical cancer screening in Chennai have significantly 

enhanced educational outcomes and healthcare. Bihar's digital SCORE e-registration system has 

streamlined processes and increased transparency. Chhattisgarh has improved health and 

sanitation through community involvement and digitalized its Paddy Procurement and Public 
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Distribution System, enhancing efficiency and reducing corruption. Madhya Pradesh has 

addressed social issues by removing encroachments and engaging communities in the National 

Rural Employment Guarantee Scheme in Naxalite-affected areas. Rajasthan's initiative to make 

essential medicines affordable has improved access to healthcare. Andhra Pradesh's Aarogyasri 

Public Health Insurance Scheme provides financial protection and healthcare access for the poor. 

Gujarat's Beti Bachao Abhiyan campaign has improved the gender ratio and raised awareness 

about gender equality. These initiatives demonstrate successful governance models that can be 

adapted and replicated across different regions to enhance public administration and service 

delivery. 

 

Activity-Based Learning (ABL) Methodology for Primary Education in Tamil 

Nadu 

 

Implementation: The ABL methodology in Tamil Nadu focuses on engaging students through 

interactive and participatory learning techniques. This approach emphasizes active student 

involvement, fostering an environment conducive to better understanding and retention of 

educational content. 

 

Outcomes: The introduction of ABL has led to notable improvements in student learning 

outcomes, including higher academic performance and reduced dropout rates. The methodology's 

emphasis on active participation has made learning more engaging and accessible, particularly in 

primary education. 

 

Scalability: The ABL model is designed with scalability in mind, making it adaptable for 

implementation in other regions. With appropriate customization to local contexts, this 

methodology can be replicated to enhance primary education standards across various states. 

 

SCORE: e-Registration in Bihar 

 
Implementation: Bihar's SCORE initiative digitizes the registration process to enhance 

transparency and streamline operations. By transitioning to a digital platform, the state aims to 

reduce bureaucratic delays and eliminate opportunities for corruption. 
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Outcomes: The e-registration process has significantly improved efficiency, reducing the time 

required for registrations and ensuring a more transparent system. Stakeholders report higher 

satisfaction levels due to the system's user-centric design and increased accessibility. 

 

Key Features: A critical aspect of SCORE is the inclusion of all stakeholders in the development 

and implementation process, ensuring that the system meets the needs of its users and maintains 

high levels of satisfaction. 

 

Improved Health and Sanitation Practices in Surguja, Chhattisgarh 

 
Implementation: In Surguja, Chhattisgarh, a collaborative effort involving administration, 

community, and Gram Panchayats has been undertaken to enhance health and sanitation practices. 

This convergence approach ensures that various stakeholders are actively involved in improving 

public health standards. 

 

Outcomes: The initiative has led to substantial improvements in health and sanitation indicators, 

including better hygiene practices and reduced incidence of diseases. The community-driven 

approach has fostered a sense of ownership and responsibility among residents, further sustaining 

these improvements. 

 

Key Elements: The success of this initiative is attributed to the strong involvement of the 

community and the collaborative efforts of multiple stakeholders, including local governance 

bodies. 

 

Computerization of Decentralized Paddy Procurement and Public 

Distribution System (PDS) in Chhattisgarh 

 

Implementation: Chhattisgarh has implemented a technology-driven approach to manage its 

paddy procurement and PDS. By computerizing these processes, the state aims to enhance 

efficiency and transparency in agricultural operations and distribution of public goods. 
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Outcomes: The use of technology has resulted in more efficient procurement and distribution 

systems, reducing leakages and improving transparency. Farmers and consumers alike benefit 

from the streamlined processes, which ensure fair and timely access to resources. 

 

Scalability: This approach has potential for replication in other states with similar agricultural 

profiles, offering a model for improving agricultural procurement and public distribution systems 

through digital solutions. 

 

Removal of Encroachments in Jabalpur, Madhya Pradesh 

 
Implementation: In Jabalpur, Madhya Pradesh, a strategic initiative was launched to remove 

encroachments while maintaining communal harmony. This involved careful planning and 

consultation with community leaders and stakeholders to ensure a peaceful process. 

 

Outcomes: The initiative successfully restored public spaces without inciting conflict, 

highlighting the importance of an inclusive and community-sensitive approach to urban 

management issues. 

 

Key Features: A notable feature of this initiative was its emphasis on inclusivity and the active 

involvement of community leaders, which helped to maintain peace and order during the removal 

process. 

 

Community Involvement in NREGS in Naxalite-Affected Areas, Madhya 

Pradesh 

 

Implementation: In response to the unique challenges of Naxalite-affected areas, Madhya Pradesh 

engaged local communities in the National Rural Employment Guarantee Scheme (NREGS). This 

approach aimed to improve local employment opportunities and infrastructure development. 

 

Outcomes: The initiative has led to better employment prospects and enhanced infrastructure in 

conflict-affected regions. Community participation has been crucial in ensuring the effective and 

localized implementation of the scheme. 
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Key Elements: The focus on community involvement and localized strategies has been key to the 

success of this initiative, helping to build trust and improve socio-economic conditions in affected 

areas. 

 

Making Medicines Affordable in Rajasthan 

 
Implementation: Rajasthan has introduced policies aimed at reducing the cost of medicines and 

increasing their accessibility. These measures are designed to ensure that essential medications are 

affordable for all segments of the population. 

 

Outcomes: The initiative has significantly improved access to essential medicines, making 

healthcare more affordable and accessible for the general population, particularly for economically 

disadvantaged groups. 

 

Scalability: The policy framework developed in Rajasthan provides a model that can be extended 

to other states to improve access to affordable medicines and enhance public health outcomes 

nationwide. 

 

Aarogyasri Public Health Insurance Scheme in Andhra Pradesh 

 
Implementation: The Aarogyasri scheme in Andhra Pradesh offers comprehensive health 

insurance to cover major medical expenses, targeting financially vulnerable populations. The 

scheme is designed to provide financial protection and improve access to healthcare services. 

 

Outcomes: The scheme has increased financial protection for the poor, reducing the economic 

burden of healthcare costs and improving access to necessary medical services. The comprehensive 

coverage and user-friendly procedures have made it a model for public health insurance. 

 

Key Features: Aarogyasri's success lies in its broad coverage and the simplicity of its procedures, 

making it accessible to a wide range of users and ensuring that financial barriers to healthcare are 

minimized. 
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Beti Bachao Abhiyan: Save the Girl Child in Gujarat 

 
Implementation: Gujarat's Beti Bachao Abhiyan campaign addresses gender disparities and aims 

to improve the status of girl children through a multifaceted approach. The campaign focuses on 

education, health, and community engagement to promote gender equality. 

 

Outcomes: The campaign has led to improvements in the gender ratio and increased awareness 

about the importance of gender equality. The integrated approach has effectively mobilized 

communities and fostered positive changes in attitudes towards girl children. 

 

Key Elements: The success of the campaign is attributed to its comprehensive strategy, which 

includes educational initiatives, healthcare support, and active community involvement, all aimed 

at addressing gender disparity. 

 

Cervical Cancer Screening in Chennai, Tamil Nadu 

 
Implementation: In Chennai, Tamil Nadu, new methodologies have been introduced for the early 

detection and treatment of cervical cancer. These include advanced screening techniques and 

public health campaigns to raise awareness. 

 

Outcomes: The initiative has resulted in higher rates of early detection and a reduction in mortality 

from cervical cancer. Early intervention and treatment have improved overall health outcomes for 

women in the region. 

 

Scalability: The methodologies developed for cervical cancer screening in Chennai have potential 

for nationwide implementation, with appropriate adaptations to local conditions and healthcare 

infrastructure. 
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Case Studies on public services delivery (Global and National) 

 
Australia’s automated fraud detection 

 
The case examines the Australian government's use of an automated Online Compliance 

Intervention (OCI) tool to collect overpayment monies from income support recipients. The OCI 

system, which was supposed to improve fraud detection and recover AUD 4.5 billion in welfare 

debt, automatically launched investigations and submitted claims when there were disparities 

between beneficiary-reported income and employer-reported data. 

 

However, the OCI program had unforeseen negative implications because it assumed 

recipients had consistent mailing addresses, computer ability, and financial structure. This error 

underlined the significance of addressing end-user vulnerabilities and skill sets while implementing 

AI. 

 

The study demonstrates that, while AI programs may achieve financial objectives, ignoring 

the impact on end users can result in public outrage. It underlines the importance of building AI 

systems with user context and vulnerabilities in mind in order to avoid unforeseen consequences 

outweighing program advantages. Effective AI implementation necessitates a comprehensive 

approach that stresses inclusion and meets the different demands of all stakeholders. (ESCAP) 

 

Machine learning and policing 

 
This case study examines two predictive policing initiatives in unnamed OECD countries, 

emphasizing the indispensable role of human experts in their effective implementation. These 

projects utilized machine learning techniques to enhance various policing tasks, such as traffic 

accident prediction, missing person anticipation, and burglary prevention, by leveraging existing 

police data models. The projects successfully combined outputs from machine learning systems 

with the specialized knowledge of intelligence officers, demonstrating the value of augmenting 

traditional policing activities rather than replacing experienced officers. However, the case also 

cautions against blindly adopting off-the-shelf AI services without adapting them to local contexts, 

as this can lead to cultural and linguistic clashes. While theoretically flexible throughout districts, 
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in fact, such migrations proved problematic due to disparities in language and cultural nuances. 

Human officers play an important role in improving machine systems, but their competing 

responsibilities frequently limit their ability to do so. To achieve successful outcomes, AI systems 

should undergo context-specific adjustments to meet the needs and means of the target group. 

Organizations conducting pilot machine learning projects should recognize the limitations of 

predictive power and be mindful of default settings not customized for their specific uses (ESCAP). 

 

Serenata de Amor - Artificial intelligence for financial transparency in Brazil 

 
This Case differs from the others in that it examines a grassroots initiative rather than a 

government-led program. Serenata de Amor, a civil society-led AI initiative, analyzed public 

datasets of congress members' expenses to identify probable misuse of public funds. These 

potential misuses were then shared online using a Twitter Chabot and an information map. There 

was also an interactive website where citizens could communicate with politicians. In one scenario, 

AI was employed to examine more than 3 million publicly disclosed reimbursement bills of 

politicians, for everything from postal services to aircraft chartering, to discover outliers and abuse 

of permissible expenditure limitations. In this initiative, artificial intelligence proved important in 

detecting evidence of wrongdoing in seemingly routine expenses. More than 3 million 

reimbursement claims have been reviewed, (ESCAP)With over 8,000 cases flagged, over 600 

inquiries conducted, and BRL 378,000 (USD 125,000) returned to the public coffers. This story 

highlights the momentum and attention that can be gained through crowdsourcing and steered 

towards outcomes that are not only in the larger public interest but can also result in genuine 

financial advantages. (ESCAP) 

 

Farming the future: deployment of artificial intelligence in the agricultural 

sector in Karnataka. 

 

The case describes a collaboration between Microsoft, state governments, and local 

partners in southern India to build predictive AI services to help smallholder farmers improve crop 

yields and obtain more price control. Since 2016, three applications have been developed, with the 
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objective of changing back-end procedures while retaining an end-user-friendly interface and an 

inclusive approach. 

 

The AI-sowing software and the price predicting model are two of the most talked 

applications. The AI-sowing software uses weather, soil, and crop-yield data to send farmers 

individualized planting guidance via text message in their local language. This highlights the value 

of combining high-tech analysis with low-tech communication strategies for accessibility. 

Similarly, the price forecasting model helps to predict agricultural yields, providing a non-partisan 

platform for price forecasting. Deployed in 2018, this approach stresses the significance of 

building AI applications for local conditions, assuring relevance and accessibility to the target 

audience. Overall, the instance underscores the importance of customizing AI systems to meet the 

unique needs of consumers in emerging economies. It emphasizes the necessity of retaining 

simplicity and inclusivity in design, rather than promoting complex technologies that may be 

inaccessible to the intended audience. (ESCAP) 

 

Punjab Sewa Kendras 

 
The literature review on Sewa Kendras in Punjab focuses on the transformation of public 

service delivery in India from a traditional regulatory approach to one centered on accountability, 

transparency, and efficiency. This shift is driven by advancements in Information and 

Communication Technology (ICT), which have enabled the government to enhance citizen-centric 

services. Key initiatives such as the National e-Governance Plan (NeGP), Digital India, and e- 

Kranti exemplify this transformation, demonstrating the government's commitment to integrating 

technology into public service frameworks. Sewa Kendras, as established by the Punjab 

government, embody this integration by providing single-window service delivery platforms that 

leverage e-governance tools for time-bound and quality service provision. The institutional 

framework for Sewa Kendras is derived from the Punjab Transparency & Accountability in 

Delivery of Public Services Act and reports from the Second Administrative Reforms Commission, 

which advocate for citizen-centric administration and the promotion of e-governance. In particular, 

the Jalandhar district's implementation of the Zero Pendency Approach illustrates a practical 

application of these principles, aiming to minimize application backlogs through an incentive- 

based, entitlements-based, and proactive administrative strategy. This review highlights the 
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significance of enhancing citizen satisfaction and regulating informal actors to further improve 

service delivery, emphasizing the need for continued innovation and responsiveness in public 

administration. 

 

Key Learnings from Case Studies: A Citizen-Centric Perspective 

 
Through the analysis of various case studies, we’ve uncovered several key insights that are 

essential for creating public services that truly resonate with and serve the needs of citizens. These 

learnings focus on making public administration more responsive, efficient, and centered on the 

people it aims to help. 

 

Establishing a Clear Purpose and Metrics: It's vital to start with a clear sense of purpose 

and set relevant metrics. For citizen-centric services, this means defining goals that address real 

needs and measuring success in ways that reflect citizen satisfaction and outcomes. When people 

understand the purpose behind services and see measurable results, trust and accountability 

naturally follow. 

 

Continuous Improvement of Systems: Citizens’ needs and expectations evolve over time, 

so our services must too. Continuous improvement involves regularly updating systems based on 

feedback and technological advances. By actively engaging with citizens through surveys and 

feedback channels, we ensure that services remain relevant and effective. 

 

Iterative Up scaling with Problem Solving: Scaling solutions in a step-by-step manner 

allows us to tackle challenges gradually and improve services with each iteration. By incorporating 

citizen feedback at every stage, we ensure that the solutions we develop are practical, effective, 

and scalable. 

 

Aligning Services with Users' Needs: Truly understanding and addressing citizens' needs 

is at the heart of effective public service. This means actively listening to citizens, gathering 

insights, and tailoring services to meet their unique needs. Personalized services that cater to 

diverse groups enhance accessibility and satisfaction, making public administration more inclusive 

and responsive. 
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Resource Allocation for Maintenance and Optimization: To ensure that services 

remain effective over the long term, we need to invest in their maintenance and optimization. This 

includes funding infrastructure, technology, and human resources. Efficient resource management 

helps maintain high-quality services that meet and exceed citizen expectations. 

 

Tailoring AI Systems to Specific Environments: AI systems can greatly enhance 

service delivery when customized to address the specific characteristics and demands of different 

communities. By tailoring AI solutions to local contexts, we can improve their relevance and 

effectiveness, leading to better outcomes for citizens. 

 

Balancing Automation and Human Oversight: While automation can boost efficiency, 

maintaining a balance with human oversight ensures services remain empathetic and responsive. 

Human judgment is essential for handling complex or sensitive issues that require understanding 

and empathy. This balance ensures that technology serves people, not the other way around. 

 

Citizen Participation and Co-Creation: Engaging citizens in designing and implementing 

services fosters a sense of ownership and ensures that services meet real needs. This participatory 

approach, through public consultations and collaborative design workshops, not only improves 

service relevance but also strengthens democratic governance by involving citizens directly in 

decision-making processes. 

 

Transparency and Accountability: Transparency in decision-making and service delivery 

builds trust and ensures accountability. Open government initiatives, where information is 

accessible to the public, and mechanisms for holding service providers accountable are crucial. 

Transparency helps build a culture of trust and legitimacy in public administration. 

 

In essence, these key learnings highlight the importance of putting people at the center of public 

administration. By focusing on clear goals, continuous improvement, iterative problem solving, 

alignment with user needs, resource optimization, tailored AI solutions, balanced automation, 

citizen participation, and transparency, we can create public services that are not only effective 

and efficient but also deeply responsive to the needs and aspirations of the citizens they serve. 
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Chapter- 3 

    Methods 

 
The research entitled “Reinventing Public Service Delivery in Delhi: Addressing the 

Barriers of Accessibility, Awareness, and Reachability” was conducted with the objective of 

understanding the multifaceted challenges faced by the population in accessing public services. 

The study aimed to identify the specific barriers related to the inability to access services, lack of 

awareness, and issues of reachability. It also sought to explore the demographic variations in these 

challenges, including factors such as employment status, educational background, and physical 

ability. Diverse demographics affected by service inaccessibility and aimed to ascertain the 

perspectives of stakeholders, including service providers and beneficiaries, on the effectiveness 

and inclusivity of public service delivery systems. The research also aimed to identify the 

operational weaknesses within the current system and suggest targeted interventions for 

improvement. 

 

This chapter elaborates on the methodological aspects of the study. It includes an overall 

plan of study and systematic steps used during the entire research process. The methods adopted 

for the study are presented under the following sections: 

 

Objectives 

 
1. To identify the strengths, weaknesses, opportunities, and threats in the existing public 

service delivery system in Delhi. 

2. To explore the experiences and perspectives of public officers on service delivery 

improvements and challenges. 

3. To assess the feasibility and effectiveness of doorstep public service delivery from the 

residents' viewpoint. 

4. To develop actionable recommendations for enhancing public service delivery in Delhi. 
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In the evolving landscape of urban governance, the quest for efficient and equitable public 

service delivery has become increasingly critical. The research titled “Reinventing Public Service 

Delivery: A Case of Delhi” endeavors to examine and enhance the mechanisms of public service 

provision in Delhi, a city that uniquely embodies the characteristics of both rural and urban 

settings. Delhi's dual nature makes it an ideal subject for exploring the diverse challenges and 

opportunities in public service delivery, offering insights that can be applied to a variety of 

contexts. 

 

This study adopts a mixed-methods approach, integrating both qualitative and quantitative 

methodologies to provide a comprehensive analysis of the current state of public service delivery 

and the potential for innovative practices, such as doorstep services. The research employs semi- 

structured interviews with public officers to gather detailed qualitative data, which elucidates the 

operational strengths and weaknesses from an administrative standpoint. Concurrently, surveys 

administered to residents yield quantitative data that reflect their experiences and perceptions of 

public services, highlighting areas for improvement and innovation. The integration of these 

methods allows for a nuanced understanding of the intricate dynamics at play in public service 

delivery. The qualitative component of the study provides deep insights into the practical realities 

faced by public officers, uncovering both the strengths and limitations of existing systems. The 

quantitative component, on the other hand, captures the perspectives of the service users, offering 

a broad view of how public services are experienced by residents across different demographics. 

 

SWOT analysis is a strategic planning tool used to identify and evaluate the Strengths, 

Weaknesses, Opportunities, and Threats involved in a business, project, or any situation requiring 

a decision. It helps organizations understand internal and external factors that can impact their 

goals and strategies. The concept of SWOT analysis was introduced by Albert Humphrey in the 

1960s and 1970s while he was working at the Stanford Research Institute. Humphrey developed 

this tool based on data from Fortune 500 companies to identify why corporate planning failed. The 

analysis provided a framework for developing strategic plans by examining both internal and 

external factors affecting the organization. It is composed of four key components: Strengths, 

Weaknesses, Opportunities, and Threats. Strengths refer to internal attributes and resources that 
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support a successful outcome, such as strong brand reputation, loyal customer base, and skilled 

workforce. Weaknesses are internal factors that could hinder or impede successful outcomes, 

including poor location, lack of capital, and inefficient processes. Opportunities are external 

factors that the entity can capitalize on, like market expansion, technological advancements, and 

favorable regulatory environments. Threats are external challenges that could cause trouble for the 

business or project, such as economic downturns, increased competition, and changing consumer 

preferences. 

 

This study employs a SWOT analysis framework which systematically examines the internal 

strengths and weaknesses of the current public service delivery mechanisms, as well as the external 

opportunities and threats. This framework not only facilitates a comprehensive evaluation of the 

current state of public services in Delhi but also identifies key areas for potential improvement and 

strategic development. 

 

This chapter provides a detailed account of the methodological approach adopted for this 

research, outlining the overall plan and the systematic steps followed throughout the research 

process. It begins with a discussion of the study's design and the rationale for selecting a mixed- 

methods approach, followed by an explanation of the sampling techniques and the criteria for 

selecting participants. The chapter also describes the tools used for data collection, including the 

design and implementation of interview schedules and surveys, and discusses the process of data 

collection, analysis, and interpretation. By adopting a robust and systematic methodological 

approach, this research aims to generate actionable insights that can inform the development of 

more effective and inclusive public service delivery models in Delhi. The findings of this study 

are expected to contribute to the academic discourse on public administration and to provide 

practical recommendations for policymakers and practitioners seeking to enhance the efficiency 

and accessibility of public services. 

 

In the sections that follow, the methodology is delineated in detail, highlighting the rigorous 

procedures and ethical considerations that underpin the research. This thorough examination 

ensures the reliability and validity of the findings and supports the overarching goal of fostering a 

more responsive and equitable public service delivery system in Delhi. 
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Process of Study 

 
The research process for “Reinventing Public Service Delivery: A Case of Delhi” is 

designed to systematically gather and analyze data from diverse stakeholders through a series of 

structured stages. Adopting a mixed-methods approach, the study integrates qualitative and 

quantitative methodologies to provide a comprehensive exploration of public service delivery in 

Delhi. It begins with an extensive Literature Review, synthesizing global literature on public 

service delivery and innovative practices to establish a theoretical foundation. Following this, the 

Design and Development phase involves creating tailored interview guides and survey 

questionnaires aimed at capturing relevant insights from both public officers and residents of 

Delhi. A Pilot Study is conducted to validate these instruments ensuring their reliability and 

effectiveness prior to full-scale implementation. The main phase of Data Collection involves 

conducting semi-structured interviews and distributing surveys across different demographic 

groups in Delhi, facilitating the collection of qualitative narratives and quantitative data. 

 

Data Analysis employs a SWOT analysis framework to evaluate strengths, weaknesses, 

opportunities, and threats related to public service delivery, providing a structured assessment of 

the current landscape. Finally, Interpretation and Reporting synthesizes findings into actionable 

recommendations, aiming to inform policy and practice to enhance public service delivery in 

Delhi. 

 

Literature Review 

 
The study commences with an extensive Literature Review that examines existing 

literature on public service delivery and innovative practices worldwide. This phase not only 

establishes a theoretical foundation but also identifies gaps in knowledge and best practices, 

informing the subsequent research direction. 
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Design and Development 

 
Following the literature review, the Design and Development phase focuses on creating 

robust data collection tools tailored to the specific context of Delhi. This includes the development 

of semi-structured interview schedule for public officers and structured survey questionnaires for 

residents. 

 

Pilot Study 

 
A Pilot Study is conducted to validate and refine the data collection instruments before 

full-scale implementation. This preliminary phase involves testing the reliability, validity, and 

clarity of the interview guides and survey questionnaires through a small-scale trial. Feedback 

from the pilot study informs adjustments to enhance the instruments' effectiveness in gathering 

comprehensive data. 

 

Data Collection 

 
The main phase of Data Collection involves conducting semi-structured interviews with 

key public officials and distributing surveys among a representative sample of Delhi residents. 

This dual approach enables the collection of qualitative insights through in-depth interviews and 

quantitative data through structured surveys, providing a robust dataset for analysis. 

 

Data Analysis 

 
Data Analysis employs a SWOT (Strengths, Weaknesses, Opportunities and Threats) 

analysis framework to systematically evaluate the gathered data. This structured approach allows 

for the identification and exploration of the strengths, weaknesses, opportunities, and threats 

related to public service delivery in Delhi, facilitating a comprehensive assessment of the current 

landscape. 
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Interpretation and Reporting 

 
The Interpretation and Reporting phase synthesizes the analyzed data into coherent 

findings. This involves interpreting the results of the SWOT analysis, identifying patterns and 

themes within the data, and drawing insightful conclusions. The findings are then used to develop 

actionable recommendations aimed at improving public service delivery strategies in Delhi. 

 

Research Design 

 
The research employs a mixed-methods design, integrating qualitative and quantitative 

approaches to provide a holistic understanding of public service delivery in Delhi. This design 

allows for the comprehensive analysis of both numerical data and contextual information, leading 

to richer insights and more robust conclusions. 

 

 Qualitative Component: Conducted through semi-structured interviews with public 

officers to explore the operational aspects of service delivery and identify strengths and 

weaknesses from an administrative perspective.

 Quantitative Component: Implemented via surveys distributed to Delhi residents to 

collect data on their experiences and perceptions of public services, focusing on the 

feasibility and effectiveness of doorstep services.

 

This dual approach ensures that the study captures diverse perspectives and provides a 

comprehensive analysis of public service delivery mechanisms. 

 

Locale of the Study 

 
Delhi's unique position as a microcosm of both urban sophistication and rural complexity 

underscores the significance of studying its public service delivery dynamics. As India's capital, 

Delhi encompasses a diverse range of socio-economic conditions and administrative challenges, 

from densely populated urban centers to peri-urban and rural areas. By examining public service 

delivery across these varied landscapes, the study aims to extract valuable insights that can inform 

the development of a model applicable to other states and regions facing similar diversity and 

challenges. 
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Geographical Scope: The research focuses on five distinct zones within Delhi, encompassing its 

urban cores, suburban expanses, and peripheral regions. These zones reflect the city's diverse 

socio-economic and infrastructural contexts, providing a comprehensive lens through which to 

analyze service delivery efficiencies and disparities. 

 

 

 

 
 

Figure 13: Representation of Sample From Microcosm of Delhi 

 
Demographic Diversity: Across each zone, the study engages residents from diverse socio- 

economic backgrounds, ensuring a broad representation of perspectives on public services. This 

approach not only highlights the varying needs and experiences of different demographic groups 

but also identifies commonalities in service delivery challenges faced across urban, peri-urban, 

and rural-like environments within Delhi. 
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Recommending a Model: By synthesizing findings from Delhi's case study, the research aims 

to propose a comprehensive model for public service delivery that can be adapted and 

implemented in other states across India. This model would be informed by insights into effective 

governance strategies, resource allocation, and community engagement practices tailored to 

diverse urban-rural dynamics. Ultimately, the goal is to contribute actionable recommendations 

that support equitable and efficient public service delivery nationwide. 

 

Studying Delhi as a microcosm of urban and rural dynamics not only enhances our understanding 

of local public service challenges but also lays the groundwork for developing scalable models 

that can benefit other states and regions in India. By leveraging Delhi's diverse socio-economic 

and geographical characteristics, the research seeks to foster inclusive and effective public service 

delivery strategies that meet the needs of diverse populations across the country. 

 

Sampling 

 
Sampling Techniques 

 
The study utilizes a dual approach of purposive and stratified random sampling methods to 

achieve a thorough and representative sample for its research. 

 

Purposive Sampling: This method is employed to select public officers who possess specific 

expertise and experience relevant to public service delivery in Delhi. By targeting individuals in 

key administrative roles or with direct involvement in service provision, the study ensures that 

qualitative insights are gathered from knowledgeable and influential stakeholders. Purposive 

sampling allows for in-depth interviews that capture nuanced perspectives and detailed 

information on policy implementation, challenges, and innovative practices within the public 

sector. 

 

Stratified Random Sampling: In contrast, the study applies stratified random sampling to 

ensure a diverse representation of residents across various socio-economic and geographic 

segments within Delhi. The city's population is stratified into different demographic categories 

based on factors such as income level, educational attainment, occupation, and residential location 
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(urban, suburban, peri-urban). From each stratum, a random sample of participants is selected, 

ensuring that the survey data reflects the diversity and complexity of public service experiences 

among Delhi's population. This approach enables the study to analyze quantitative data 

comprehensively, identifying trends and patterns across different socio-economic groups and 

geographic areas. Together, these sampling methods enable the research to capture a holistic view 

of public service delivery in Delhi, integrating both qualitative insights from knowledgeable public 

officers and quantitative data from a representative cross-section of residents. By combining 

purposive and stratified random sampling, the study ensures that findings are robust, reflective of 

the city's diversity, and applicable for informing policy recommendations and enhancing public 

service strategies not only in Delhi but potentially in other urban settings as well. 

 

Sampling Selection 

 
The sample includes key stakeholders involved in or affected by public service delivery in 

Delhi: 

 

 Upper-Level Public Officers: Three senior-level officials are selected from key 

departments such as urban development, health, education, transportation, and municipal 

services. These individuals hold strategic roles and responsibilities, overseeing policy 

formulation, resource allocation, and decision-making processes related to public service 

delivery. Their insights are crucial for understanding overarching challenges, strategic 

priorities, and the broader administrative landscape influencing service provision in Delhi.

 Lower-Level Public Officers: Additionally, two officers are chosen from mid-level 

positions within the same or different departments. These officers are involved in frontline 

service delivery and operational management. Their roles include direct interaction with 

the public, implementation of policies, and addressing operational challenges on the 

ground. Insights from lower-level officers provide a granular perspective on day-to-day 

service delivery issues, operational constraints, and the effectiveness of policies at the 

operational level. By including both upper and lower-level public officers in the study, the 

research aims to capture a comprehensive view of public service delivery dynamics in 

Delhi. This approach ensures that insights are gathered from individuals involved in 

strategic planning as well as those responsible for implementing and managing services on
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a daily basis. Their perspectives contribute to a nuanced understanding of governance 

challenges, operational realities, and opportunities for improving service delivery across 

different levels of government and administrative hierarchies in Delhi. 

 Residents Sample: The study includes 312 residents chosen through a stratified 

random sampling method to ensure representation across various socio-economic and 

geographic segments of Delhi. This approach divides Delhi's population into strata based 

on factors such as income level, educational attainment, occupation, and residential location 

(urban, suburban, peri-urban). From each stratum, a random sample of individuals is 

selected to participate in the study.

 

The sample encompasses a diverse mix of age groups, genders, income levels, and 

occupational backgrounds, aiming to capture the city's socio-economic diversity. By including 

residents from different areas—urban centers, suburban neighborhoods, and peri-urban 

regions—the study seeks to understand variations in public service access, satisfaction levels, 

and perceived challenges across different parts of Delhi. This approach ensures that the 

research findings are robust and reflective of the experiences and perceptions of a significant 

portion of Delhi's population. It enables a comprehensive analysis of public service delivery 

from the perspective of those directly affected by governmental policies and programs, 

providing insights that can inform strategies to enhance service effectiveness, equity, and 

responsiveness in urban governance. 

 

Sample Size 

Public Officers: 

Approximately 5 officers are selected to participate in the study, representing both top-level 

and bottom-level positions within various government departments responsible for public service 

delivery in Delhi. 

 

 Top-Level Officers: These senior officials hold strategic roles and are typically 

involved in policy formulation, resource allocation, and decision-making processes related 

to public services. Examples include directors, commissioners, or heads of departments in



66  

sectors such as urban development, health, education, transportation, and municipal 

services. Their insights are crucial for understanding high-level challenges, strategic 

priorities, and the broader administrative landscape influencing service delivery. 

 Bottom-Level Officers: These officers are selected from mid-level positions directly 

involved in frontline service delivery and operational management. They include 

managers, supervisors, or coordinators responsible for implementing policies, overseeing 

daily operations, and addressing service delivery challenges on the ground. Their 

perspectives provide a detailed understanding of operational constraints, service 

effectiveness, and the impact of policies from an implementation standpoint.

 

Qualitative data collected through in-depth interviews with these officers offer nuanced 

insights into governance issues, operational realities, and opportunities for improving public 

service delivery at various levels of government in Delhi. 

 

Residents: 

 
The study involves a sample of 312 residents from different demographic and geographic 

segments within Delhi, selected through a stratified random sampling method. 

 

 Stratification: Delhi's population is categorized into strata based on factors such as 

income levels, educational attainment, occupation, and residential location (urban, 

suburban, peri-urban). This ensures that the sample represents the city's diverse socio- 

economic and geographic diversity.

 Sample Size Justification: With Delhi's population estimated at around 31.2 million, 

a sample size of 312 residents represents approximately 1% of the total population. This 

size is considered statistically significant for generating a broad and representative 

quantitative dataset that can provide insights into residents' experiences, perceptions, and 

satisfaction levels regarding public service delivery.

 Quantitative Data Collection: Structured surveys are administered to residents to 

gather quantitative data on their access to services, satisfaction levels, perceptions of 

service quality, and priorities for improvement. This approach allows for the identification
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of trends, disparities, and common challenges across different demographic groups and 

geographical areas within Delhi. 

 

By combining qualitative perspectives from public officers with quantitative insights from 

residents, the study aims to provide a comprehensive understanding of public service delivery 

dynamics in Delhi. The findings can inform evidence-based policy recommendations and 

strategies aimed at enhancing service effectiveness, equity, and responsiveness to the needs of 

Delhi's diverse population. 

 

Tools for Data Collection 

 
Interview Schedule for Public Officers 

 
The interview schedule for public officers is designed to delve into the operational dynamics 

of public service delivery in Delhi, focusing on key aspects that contribute to understanding and 

potentially improving service effectiveness and efficiency. 

 

 Service Strengths: Public officers will be asked to highlight successful initiatives and 

effective processes within their respective departments or agencies. This includes 

identifying programs or policies that have significantly improved service delivery 

outcomes in areas such as urban development, health, education, transportation, and 

municipal services.

 Service Weaknesses: The schedule explores challenges and limitations faced in 

delivering public services. Public officers will discuss operational bottlenecks, 

bureaucratic hurdles, resource constraints, and other factors that hinder optimal service 

delivery across different sectors in Delhi.

 Opportunities: Public officers will provide insights into potential areas for innovation 

and improvement in public service delivery. This includes identifying opportunities for 

adopting new technologies, enhancing inter-departmental coordination, leveraging public- 

private partnerships, and addressing emerging needs and trends in urban governance.

 Threats: The schedule also examines external risks and challenges that impact service 

delivery. Public officers will discuss factors such as political instability, economic
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fluctuations, environmental concerns, and societal pressures that pose risks to maintaining 

or improving service standards in Delhi. 

 

Interview Schedule for Stakeholders 

Interview Schedule for Residents 

Residents play a crucial role in assessing the effectiveness and impact of public service 

delivery. The interview schedule for residents is designed to capture their experiences, perceptions, 

and expectations regarding various public services in Delhi. 

 

 Service Accessibility: Residents will provide feedback on the ease of access to 

essential public services such as healthcare, education, transportation, sanitation, and 

utilities. This includes identifying barriers to access and suggestions for improving service 

availability and distribution across different neighborhoods and socio-economic groups.

 Service Quality: The schedule explores residents' satisfaction levels with the quality 

and reliability of public services received. Residents will evaluate aspects such as 

infrastructure maintenance, service responsiveness, customer service standards, and 

overall service delivery efficiency.

 Doorstep Delivery: Given the context of doorstep delivery initiatives in Delhi, 

residents will share their opinions on the feasibility and desirability of such services. This 

includes discussing the potential benefits, challenges, and preferences related to doorstep 

delivery models for various public services.

 

Interview Schedule for Public Officers 

 
Public officers directly involved in service delivery will provide critical insights into the 

administrative challenges, innovative practices, and improvement opportunities within their 

respective departments or agencies. 

 

 Administrative Challenges: Public officers will discuss the specific difficulties and 

obstacles encountered in delivering public services effectively. This may include
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bureaucratic inefficiencies, regulatory constraints, budgetary limitations, and personnel 

management issues that impact service delivery outcomes. 

 Innovative Practices: The schedule explores public officers' experiences with and 

opinions on innovative service delivery methods and practices. This includes examples of 

successful innovations, pilot projects, and initiatives aimed at enhancing service efficiency, 

accessibility, and citizen engagement.

 Improvement Areas: Public officers will offer suggestions and recommendations for 

enhancing public service delivery in Delhi. This may include proposals for policy reforms, 

strategic investments, capacity-building measures, and collaborative efforts to address 

identified gaps and improve service outcomes across different sectors.

 

By utilizing these interview schedules tailored to both public officers and residents, the study 

aims to gather comprehensive qualitative data that illuminates the complexities, challenges, and 

potential innovations in public service delivery in Delhi. These insights will inform evidence-based 

recommendations aimed at reinventing and improving public service delivery strategies to better 

meet the needs of Delhi's diverse population. 

 

Pilot Study 

 
A pilot study was conducted to rigorously test and refine the data collection tools used in the 

research, ensuring their reliability and validity in capturing insights relevant to public service 

delivery in Delhi.(28 participant) 

 

 Participant Selection: The pilot study involved 28 participants carefully selected to 

represent key stakeholders crucial to the study's objectives. This included public officers 

from various departments responsible for public service delivery in Delhi, as well as 

residents from diverse socio-economic backgrounds and geographic locations within the 

city. The selection aimed to provide a comprehensive initial test of the interview guides 

and survey questionnaires across different perspectives and roles.

 Testing Tools: The interview guides and survey questionnaires designed for both public 

officers and residents were systematically tested during the pilot phase. Participants 

engaged in structured interviews or completed surveys, depending on their role, providing
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feedback on the clarity, relevance, and completeness of the questions. This process ensured 

that the tools effectively captured the intended data and addressed the research objectives. 

 Feedback Collection: Comprehensive feedback was gathered from participants 

regarding their experience with the data collection tools. Public officers assessed the 

alignment of questions with their roles and responsibilities, while residents evaluated the 

clarity of instructions, the relevance of topics covered, and the ease of completing the 

surveys. Feedback was collected through structured discussions, questionnaires, or 

interviews to identify any issues or areas for improvement.

 Revisions: Based on the feedback received from the 28 participants, necessary 

adjustments were made to the interview guides and survey questionnaires. This iterative 

process involved refining ambiguous questions, clarifying instructions, modifying 

response options, and ensuring cultural sensitivity and contextual relevance for the diverse 

population of Delhi. The revisions aimed to optimize the tools for the main data collection 

phase, enhancing their effectiveness in capturing nuanced insights into public service 

delivery challenges, innovations, and improvement opportunities.

 

Conducting a pilot study with 28 participants ensured that the data collection tools were thoroughly 

tested and refined before full-scale implementation. This rigorous approach to testing, gathering 

feedback, and making revisions enhanced the reliability and validity of the tools, setting a solid 

foundation for meaningful data collection and analysis in the main phase of the research. 

 

Method of Data Collection 

 
The method of data collection for the study on "Reinventing Public Service Delivery: A Case 

of Delhi" employs a variety of approaches to comprehensively capture insights from key 

stakeholders and documents relevant to public service delivery in the city. 

 

 Semi-Structured Interviews: These interviews are conducted with approximately 5 

public officers selected from both upper and lower levels of government departments 

involved in public service delivery. The semi-structured format allows for flexibility while 

ensuring key topics are covered. Public officers provide qualitative insights into their 

experiences, perspectives, and challenges related to service delivery. Topics explored
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include successful initiatives, operational challenges, innovative practices, and 

recommendations for improvement. These interviews provide in-depth understanding and 

contextual insights crucial for policy analysis and strategic recommendations. 

 Surveys: A structured survey methodology is employed to gather quantitative data from 

a sample of 312 residents across various demographic and geographic segments of Delhi. 

The surveys are designed to assess residents' experiences, perceptions, and satisfaction 

levels regarding public services. Key areas covered include accessibility, quality, 

responsiveness, and preferences for service improvements. This quantitative approach 

allows for statistical analysis to identify trends, patterns, and disparities in service delivery 

across different sectors and regions of Delhi.

 Document Analysis: This method involves reviewing relevant policy documents, 

reports, and previous research related to public service delivery in Delhi. Document 

analysis complements the primary data collected through interviews and surveys by 

providing historical context, policy frameworks, and insights into past initiatives and 

outcomes. It helps validate findings, enrich understanding of systemic issues, and inform 

comparative analysis with best practices and lessons learned from other contexts.

 

By integrating semi-structured interviews with public officers, surveys with residents, and 

document analysis, the study ensures a comprehensive approach to data collection. This 

triangulation of methods facilitates a holistic examination of public service delivery dynamics in 

Delhi, offering nuanced insights into challenges, opportunities, and potential innovations. The 

combination of qualitative and quantitative data allows for robust analysis and evidence-based 

recommendations aimed at enhancing the effectiveness, equity, and responsiveness of public 

services in the city. 

 

Analysis and Interpretation 

 
The analysis and interpretation phase of the study on "Reinventing Public Service Delivery: A 

Case of Delhi" employs a mixed-methods approach to comprehensively explore and understand 

the dynamics of public service delivery in the city. 
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 Qualitative Analysis: Qualitative data collected from semi-structured interviews with 

approximately 5 public officers is analyzed using thematic analysis. This method involves 

systematically identifying, organizing, and interpreting patterns or themes within the 

interview transcripts. Key themes explored include strengths of current service delivery 

initiatives, operational weaknesses and challenges faced by public officers, opportunities 

for innovation and improvement, and external threats impacting service effectiveness. 

Through qualitative analysis, the study aims to uncover nuanced insights and contextual 

factors influencing public service delivery in Delhi.

 Quantitative Analysis: Survey data collected from 312 residents is subjected to 

rigorous statistical analysis using software such as SPSS (Statistical Package for the Social 

Sciences). Quantitative analysis includes descriptive statistics to summarize residents' 

experiences and perceptions regarding public services. It also involves inferential statistics 

to examine relationships between variables, identify significant trends or disparities across 

demographic groups, and assess overall satisfaction levels. This quantitative approach 

provides empirical evidence to support findings and enables the identification of 

statistically significant patterns in service delivery experiences.

 SWOT Analysis: The study integrates findings from both qualitative and quantitative 

data sources to conduct a comprehensive SWOT analysis of Delhi's public service delivery 

system. Strengths identified through qualitative insights and positive survey responses are 

analyzed alongside weaknesses and challenges revealed by public officers and residents. 

Opportunities for innovation and improvement identified through qualitative interviews are 

juxtaposed with quantitative data on resident preferences and priorities. External threats 

and challenges identified through both data sources are also considered. This structured 

assessment helps in identifying strategic insights and actionable recommendations to 

enhance the effectiveness, equity, and responsiveness of public service delivery in Delhi.

 

By leveraging both qualitative and quantitative analytical methods and integrating them into a 

SWOT framework, the study aims to provide a robust analysis of public service delivery dynamics 

in Delhi. The findings contribute to evidence-based policy recommendations aimed at reinventing 

and optimizing public service delivery models to better meet the diverse needs of Delhi's 

population. 
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Limitations of the Study 

 
In conducting the research on "Reinventing Public Service Delivery: A Case of Delhi," several 

limitations have been identified that could influence the interpretation and broader applicability of 

the study's findings: 

 

 Geographical Scope: The study is confined to Delhi, a diverse metropolitan area 

known for its unique administrative challenges and population dynamics. While Delhi 

serves as a rich microcosm for studying urban public service delivery, findings may not 

fully generalize to other regions or states in India with distinct socio-economic contexts 

and governance structures. Variations in local governance practices and community needs 

across different regions could limit the direct transferability of recommendations beyond 

Delhi.

 Sample Size: Despite efforts to ensure a representative sample, including 312 residents 

and approximately 5 public officers, the sample size may not encompass the full spectrum 

of diversity within Delhi's population. This limitation could affect the study's ability to 

capture nuanced differences in public service experiences across various demographic 

groups, neighborhoods, and service sectors. Consequently, the findings may not fully 

capture the breadth of perspectives and experiences necessary for comprehensive analysis 

and recommendation formulation.

 Response Bias: There is a potential for response bias among participants, particularly 

in self-reported data and qualitative responses. Public officers and residents may be 

influenced by social desirability bias, where they provide responses they perceive as 

socially acceptable or favorable. Additionally, there might be a reluctance to disclose 

negative experiences or criticisms about public service delivery, leading to an 

underrepresentation of challenges faced in service provision. Measures were taken to 

minimize bias, such as ensuring anonymity and confidentiality in data collection, yet 

inherent biases in self-reported data may still impact the validity and reliability of the 

findings.
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These acknowledged limitations underscore the need for cautious interpretation of the study's 

findings. While the research provides valuable insights into public service delivery dynamics 

within Delhi, these limitations highlight areas where future research could expand or refine 

methodologies to enhance the study's comprehensiveness and applicability. 

 

Ethical Considerations 

 
Ethical considerations play a crucial role in the research on "Reinventing Public Service Delivery: 

A Case of Delhi," ensuring the integrity and respect for participants throughout the study process: 

 

 Informed Consent: Prior to participation, informed consent was obtained from all 

participants, including public officers and residents. Participants were provided with clear 

explanations regarding the study's objectives, procedures, potential risks, and benefits. 

They were assured that their participation was voluntary and that they could withdraw at 

any point without consequences. Consent forms were administered in a culturally sensitive 

manner, ensuring comprehension and respect for participants' autonomy.

 Confidentiality: Strict measures were implemented to safeguard the confidentiality of 

participants. All personal information and sensitive data collected during interviews and 

surveys were anonymized and stored securely. Participants' identities were protected 

through the use of participant codes instead of names in data analysis and reporting. Only 

authorized researchers had access to identifiable information, and data were stored in 

compliance with institutional guidelines and data protection regulations.

 Voluntary Participation: Emphasis was placed on the voluntary nature of 

participation throughout the study. Participants were informed that their involvement was 

entirely voluntary, and they had the right to decline participation or withdraw from the 

study at any stage without facing any negative consequences. This assurance was reiterated 

during recruitment, consent procedures, and data collection activities to uphold ethical 

standards and respect participants' rights.

 

These ethical considerations were integral to maintaining the trust, privacy, and welfare of all 

participants involved in the study on public service delivery in Delhi. By adhering to ethical 

guidelines, the research aims to uphold the principles of integrity, transparency, and respect for 
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human dignity, thereby contributing valid and reliable insights to inform policy and practice in 

public service delivery. 
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Chapter - 4 

Findings and Discussion (Categorized and Briefed) 

 
This chapter presents the findings and discussion of the study titled “Reinventing Public Service 

Delivery in Delhi: Addressing the Barriers of Accessibility, Awareness, and Reachability.” The 

research aimed to understand the complex challenges faced by the population in accessing public 

services and sought to identify specific barriers related to service inaccessibility, lack of awareness, 

and issues of reachability. Additionally, the study explored demographic variations in these 

challenges, taking into account factors such as employment status, educational background, and 

physical ability. By gathering perspectives from both service providers and beneficiaries, the study 

aimed to evaluate the effectiveness and inclusivity of current public service delivery systems. The 

findings also highlight operational weaknesses and suggest targeted interventions for 

improvement. 

  The findings and discussion are categorized and briefed using a SWOT analysis to address the        

barriers of being unaware, inaccessible, and unable. The analysis includes the strengths, 

weaknesses, opportunities, and threats associated with each of these barriers. 

 

 

 

Figure 14: Gender Representation of Sample 

 

Demographic Distribution: Data from 312 individuals across five zones in Delhi with nearly equal gender 

distribution (46.8% male, 49.4% female, 3.8% others) 
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Figure 15: Education Levels 

 
Educational levels: 42.9% primary, 38.8% secondary, 12.2% tertiary, and 6.1% uneducated. 

 

 
 

 
 

Figure 16: Employment Status of Sample 

 
Employment Status: Includes 19.2% students, 42.3% daily wage workers, 23.1% working 

professionals, 11.5% unemployed, and 3.8% retired individuals. 
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Figure 17: Representation Of Challenges Faced during accessing services 

 
Awareness and Challenges: Only 33% were aware of public services; 71.8% faced 

challenges accessing services. Specific issues: difficulty in connecting (27.2%), lack of grievance 

redressal (41.7%), and inadequate tracking (17.5%). 

 
 

 

 
Figure 18: Representation of Suggestion of Sample 

 
Suggestions for Improvement: Awareness drives (19.2%), more common service centers 

at cheaper costs (30.8%), and more Seva Kendra’s or Samvaad Kendra’s (38.5%). 
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Discussion 

The data highlights significant gaps in public service awareness and accessibility in Delhi. 

Despite a diverse and representative sample, many people remain unaware of available services, 

and many face challenges accessing them. Specific issues include connectivity problems, poor 

grievance redressal, and lack of tracking options. 

Notably, elderly and physically disabled individuals face additional barriers, emphasizing 

the need for door-step delivery services and tailored accessibility solutions. The suggestions from 

respondents indicate a demand for more accessible and efficient service centers and increased 

awareness campaigns. 

Addressing these issues requires careful planning and resource allocation to improve public 

satisfaction and trust in government services. Implementing targeted support programs, enhancing 

infrastructure, and expanding door-step services are crucial steps towards better service provision. 

In conclusion, the study identifies critical areas for improvement in public service delivery 

in Delhi, providing a roadmap for policymakers to address the identified weaknesses and capitalize 

on opportunities for better service provision. 

Categorized Analysis 
 

 

 
Unable 

Figure 19: Graphical Representation of Three U’s 

This category includes aspects where people are unable to utilize services effectively. 

1. Strengths 

o Diverse Demographics: The inability to access services in Delhi spans across 

diverse demographics, providing a holistic view of the issue. This includes the 
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Unemployed (11.5%), who often lack financial resources, and daily wage workers 

(42.3%), who face instability and limited job security. Working professionals 

(23.1%) may also encounter barriers due to time constraints and systemic 

inefficiencies. Additionally, the uneducated (6.1%) and physically disabled and 

elderly (10%) populations highlight significant accessibility challenges. These 

varied demographics illustrate that service inaccessibility is a complex issue 

affecting a broad spectrum of society, necessitating inclusive and multifaceted 

solutions. 

o Detailed Employment Data: Understanding the employment status of individuals 

helps identify specific groups that may face unique challenges in accessing services 

due to the nature of their jobs. For instance, daily wage workers, who constitute 

42.3% of the surveyed population, often have irregular and unstable income 

sources, making it difficult for them to afford certain services or take time off work 

to access them. Their jobs typically lack flexibility and job security, meaning that 

missing a day's work to visit a service center could result in a significant loss of 

income. Similarly, working professionals, who represent 23.1% of the population, 

might struggle with time constraints due to long working hours or inflexible 

schedules, limiting their ability to access services during regular office hours. By 

understanding these employment-related barriers, targeted interventions can be 

designed to provide more flexible, accessible, and affordable service options 

tailored to the needs of these specific groups. 

2. Weaknesses 

o High Unemployment and Low Education Levels: The inability of 11.5% of the 

unemployed and 6.1% of the uneducated to access services reflects significant gaps 

in both employment and educational support systems. These statistics indicate that 

individuals without jobs or formal education are particularly vulnerable to service 

inaccessibility, highlighting the need for targeted interventions to bridge these gaps 

and provide better support to these populations. 

o Operational Deficiencies: High percentages of people unable to get connected 

(27.2%) and the absence of proper tracking options (17.5%) highlight significant 

operational weaknesses in the service delivery system. The fact that over a quarter 
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of the population struggles with connectivity issues indicates that the infrastructure 

and processes required to facilitate access are inadequate. This could be due to poor 

network coverage, lack of reliable communication channels, or inefficient service 

points, all of which hinder individuals from effectively connecting to the services 

they need. Additionally, the absence of proper tracking options, affecting 17.5% of 

the population, reveals a critical deficiency in monitoring and managing service 

requests. Without robust tracking systems, individuals cannot follow up on their 

applications or grievances, leading to delays, unresolved issues, and a lack of 

accountability. These operational weaknesses not only impede service accessibility 

but also diminish user trust and satisfaction, underscoring the urgent need for 

infrastructural improvements and better management practices to ensure efficient 

and reliable service delivery. 

o Accessibility for Vulnerable Groups: Accessibility for vulnerable groups, such as 

the elderly and physically disabled individuals, presents significant challenges, 

highlighting a critical gap in tailored services for these populations. These 

individuals often face mobility issues that make it difficult or impossible for them 

to travel to service centers or public offices. As a result, they require door-step help, 

including home visits from service providers or mobile units that bring services 

directly to them. The current service delivery system’s inability to accommodate 

these needs indicates a lack of inclusivity and sensitivity to the specific barriers 

faced by vulnerable groups. For example, without adequate door-step services, 

elderly individuals might miss out on essential health care, social services, or 

government benefits. Similarly, physically disabled individuals might struggle to 

access employment support, educational resources, or community programs, 

further isolating them and exacerbating their challenges. This gap underscores the 

necessity for targeted interventions and policy adjustments, such as implementing 

mobile service units, increasing home-based services, and ensuring that all public 

facilities are fully accessible. Addressing these needs is essential to create an 

equitable service delivery system that ensures all individuals, regardless of their 

physical abilities or age, have access to the resources and support they need. 
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3. Opportunities 

o Targeted Support Programs: Targeted support programs for vulnerable 

populations such as the unemployed, low-educated individuals, elderly, and 

physically disabled are crucial for enhancing their access to essential services and 

improving overall quality of life. These initiatives could include specialized 

employment and training programs tailored to current job market needs, adult 

education courses aimed at improving literacy and vocational skills, social 

engagement activities for the elderly to prevent isolation, and comprehensive 

accessibility initiatives to ensure physical environments accommodate the needs of 

the disabled. Additionally, financial assistance programs and benefits could be 

implemented to alleviate economic burdens and promote inclusivity across all 

sectors of society, thereby fostering a more equitable and supportive community 

environment. 

o Infrastructure Enhancements: Increasing the number of Seva Kendras or 

Samvaad Kendras, as suggested by 38.5% of respondents, can effectively reduce 

the number of individuals unable to access essential services. Currently, there are 

816 Common Service Centres operated by the Union Government in Delhi, which 

serve as critical points for delivering government services and information. These 

centers provide a centralized platform where citizens can navigate bureaucratic 

processes and obtain assistance easily. By expanding their presence, particularly in 

rural and underserved areas, barriers such as geographical distance, lack of 

transportation, and limited awareness can be overcome. This targeted expansion not 

only enhances convenience but also ensures that marginalized groups—including 

the elderly, physically disabled, low-educated, and unemployed—can more readily 

access critical services like healthcare, education resources, social welfare benefits, 

and administrative support. Moreover, increasing the availability of Seva Kendras 

or Samvaad Kendras facilitates community engagement and empowerment by 

providing direct, transparent channels for citizen-government interaction, thereby 

fostering greater civic participation and societal inclusivity. 
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4. Threats 

o Public Dissatisfaction: Continuous inability to access services can lead to 

significant public dissatisfaction and erode trust in government services, as 

evidenced by the data. For instance, 71.8% of the population faces challenges 

accessing services, reflecting widespread difficulties in obtaining necessary support 

and resources. This substantial proportion indicates that a majority of people are 

struggling with systemic barriers, such as complex bureaucratic procedures, 

inadequate service delivery points, or insufficient information dissemination. 

Additionally, the absence of proper grievance redressal mechanisms, which affects 

41.7% of the population, exacerbates this dissatisfaction. When individuals 

encounter issues or delays and have no effective means to report or resolve these 

problems, it leads to frustration and a sense of neglect. This lack of responsive and 

accountable systems not only diminishes the perceived reliability and effectiveness 

of government services but also fosters a climate of distrust and disillusionment 

among the public. Over time, such pervasive dissatisfaction can undermine the 

legitimacy of governmental institutions and hamper efforts to implement public 

policies and programs effectively. Therefore, addressing these accessibility issues 

and improving service delivery mechanisms are crucial steps towards rebuilding 

public trust and ensuring equitable access to services for all citizens. 

o Resource Allocation: Resource allocation presents a critical challenge in 

improving access to services, particularly when resources are limited. To 

effectively address this, a needs-specific approach is crucial, prioritizing 

interventions based on comprehensive needs assessments to target areas and 

populations with the greatest disparities in access. This strategy involves strategic 

partnerships with local stakeholders and leveraging technology to optimize 

resource use and extend service reach. Additionally, investing in capacity building 

and training enhances the effectiveness of service providers, ensuring they can meet 

diverse needs efficiently. Advocating for policies that support equitable resource 

distribution and prioritize vulnerable populations further strengthens efforts to 

overcome resource constraints. By adopting these strategies, governments and 

organizations can maximize the impact of available resources, promote inclusivity, 
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and ensure that all individuals have equitable access to essential services essential 

for their well-being and development. 

o Increased Demand for Specialized Services: The increasing demand for 

specialized services for elderly and disabled populations strains current resources 

and infrastructure, particularly in the context of doorstep delivery of public 

services. This approach aims to enhance accessibility by bringing essential services 

directly to individuals' homes, yet it entails logistical complexities such as staffing, 

transportation logistics, and infrastructure adaptation to ensure accessibility. 

Implementing doorstep delivery requires substantial resource allocation for 

personnel training, technology integration, and infrastructure modifications, all of 

which are essential to meet the diverse needs of these vulnerable groups effectively. 

Balancing these challenges with the imperative of equitable access to quality 

services demands strategic planning, community engagement, and ongoing 

investment in both physical and technological infrastructures. 

Unaware 

This category encompasses the lack of awareness about available services. 

1. Strengths 

o Educational Insights: Knowing the education levels of the population is crucial as 

it allows for targeted awareness programs tailored to specific groups, potentially 

reducing the 69% who currently lack awareness of available services. However, 

weaknesses persist, particularly in reaching low-educated demographics who may 

face barriers in understanding and accessing information about public services. This 

gap highlights the need for simplified communication strategies, increased outreach 

efforts through community networks, and improved accessibility of information 

through multiple channels to bridge the awareness gap effectively. Addressing 

these weaknesses is essential to ensure equitable access and utilization of services 

across all educational backgrounds. 

2. Weaknesses 

o High Unawareness Rate: The fact that 69% of respondents are unaware of public 

services indicates a significant communication gap. 
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o Insufficient Outreach: Current outreach efforts are not effectively reaching the 

target audience, resulting in high unawareness. 

3. Opportunities 

o Awareness Campaigns: With 19.2% suggesting awareness drives, there is a clear 

opportunity to launch targeted campaigns to inform the public about available 

services. 

o Educational Programs: Implementing educational programs in schools and 

communities is crucial for increasing awareness about public services across 

different age groups, benefiting both students and teachers alike. For students, these 

programs can integrate essential civic education components into the curriculum, 

teaching them about their rights, available government services, and how to access 

them. This early exposure fosters civic responsibility and empowers youth to 

navigate bureaucratic systems effectively as they transition into adulthood. 

Simultaneously, educating teachers ensures they are equipped to impart this 

knowledge effectively, ensuring continuity and reinforcing learning across diverse 

age groups. Beyond formal education settings, community-based programs can 

engage adults through workshops, seminars, and outreach activities tailored to local 

needs, fostering a culture of informed citizenship and proactive engagement with 

public services. By leveraging both school-based and community-based 

educational initiatives, governments can significantly enhance public service 

awareness and utilization across generations, thereby promoting a more informed 

and empowered society. 

4. Threats 

o Widening Awareness Gap: If the awareness gap regarding public services is not 

effectively addressed, there is a risk that inequalities in service utilization could 

widen, exacerbating disparities among different socio-economic groups. Currently, 

segments of the population, particularly those with lower education levels or 

limited access to information channels, are less aware of the services available to 

them. This lack of awareness can perpetuate a cycle of underutilization of essential 

services such as healthcare, social welfare programs, and educational support. 

Consequently, individuals and communities facing greater socio-economic 
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challenges may be disproportionately affected, further widening existing gaps in 

health outcomes, educational attainment, and overall quality of life. To mitigate 

this, targeted awareness campaigns, simplified communication strategies, and 

enhanced outreach efforts are essential. These initiatives should be tailored to reach 

marginalized groups through multiple channels, including schools, community 

centers, digital platforms, and partnerships with local organizations. By closing the 

awareness gap, governments can promote more equitable access to services, 

empower marginalized populations, and reduce inequalities in service utilization 

across society. 

o Miscommunication Risks: Ineffective communication strategies within 

government initiatives can lead to misinformation, undermining efforts to raise 

awareness and complicating public perception of available services. When 

government agencies fail to communicate clearly and transparently, there is a risk 

that misinformation spreads, particularly among vulnerable populations who may 

already face barriers in accessing accurate information. This can create confusion 

and mistrust, especially when individuals are misled into believing they are entitled 

to services or benefits that do not exist or are misrepresented. Such misinformation 

not only wastes resources but also erodes public confidence in government 

institutions, hindering genuine efforts to improve service utilization and address 

societal needs effectively. To mitigate this risk, it is crucial for governments to 

prioritize clear, honest communication through accessible channels, engage with 

community leaders and trusted intermediaries, and actively combat misinformation 

with accurate information campaigns. By ensuring transparency and reliability in 

communication strategies, governments can build trust, empower citizens with 

accurate knowledge, and enhance the effectiveness of public service delivery 

initiatives. 

Unaccessible 

This category focuses on the challenges and barriers to accessing services. 

1. Strengths 

o Comprehensive Data on Access Issues Detailed data highlighting that 71.8% of 

the population faces difficulties accessing public services due to poor user 
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interfaces provides a robust foundation for addressing these issues effectively. This 

statistic underscores the critical need for improving user experience and 

accessibility in government service delivery platforms. Poor user interfaces can 

exacerbate barriers for individuals, especially those with limited digital literacy or 

physical disabilities, hindering their ability to navigate and utilize essential services 

efficiently. Addressing these challenges requires a multifaceted approach, including 

redesigning interfaces to be more intuitive and user-friendly, enhancing 

accessibility features such as screen readers and language options, and conducting 

user testing to ensure interfaces meet diverse needs. By leveraging detailed data to 

inform targeted improvements, governments can enhance service accessibility, 

reduce frustration among users, and ultimately improve overall public satisfaction 

and engagement with government services. 

o Specific Challenges Identified: Identifying specific challenges such as the lack of 

proper grievance redressal reported by 41.7% of users provides a clear roadmap for 

targeted improvements in public service delivery. This data indicates a critical gap 

where individuals face difficulties in resolving complaints and accessing timely 

solutions through official channels. Addressing this issue involves implementing 

robust grievance mechanisms that are transparent, accessible, and responsive to 

citizen concerns. This may include streamlining complaint submission processes, 

ensuring prompt acknowledgment and tracking of grievances, and establishing 

clear escalation procedures for unresolved issues. Moreover, leveraging technology 

to enhance digital platforms for grievance redressal can improve accessibility and 

efficiency, thereby fostering greater trust in government services. By focusing on 

specific challenges identified through data, governments can prioritize resources 

effectively, enhance service delivery capabilities, and ultimately, improve overall 

citizen satisfaction and engagement. 

2. Weaknesses 

o High Rate of Access Challenges: The fact that 71.8% of respondents face 

challenges accessing services is a major weakness. 

o Inadequate Support Systems: Specific issues such as the lack of proper grievance 

redressal, reported by 41.7% of users, and inadequate tracking options, cited by 
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17.5% of respondents, highlight systemic problems within public service delivery 

systems. These statistics underscore significant gaps in transparency, 

accountability, and efficiency that hinder effective governance and citizen 

satisfaction. The absence of robust grievance redressal mechanisms leaves 

individuals frustrated and disenfranchised, unable to seek timely resolutions for 

their issues. Similarly, inadequate tracking options contribute to a lack of visibility 

and accountability in how complaints and requests are handled, further eroding trust 

in government responsiveness. Addressing these systemic issues requires 

comprehensive reforms, including the implementation of user-friendly grievance 

portals, clear procedures for tracking and monitoring complaints, and training for 

staff to handle grievances effectively. By addressing these specific challenges 

identified through data, governments can foster a culture of responsiveness, 

improve service delivery outcomes, and enhance public trust in the efficacy of 

governance systems. 

3. Opportunities 

o Service Center Expansion: Establishing more common service centers and 

increasing Seva Kendra’s or Samvaad Kendra’s can make services more accessible. 

o Technological Improvements: In enhancing technological infrastructure for better 

tracking and grievance redressal mechanisms in India, integrating a human touch 

alongside advanced tech solutions is crucial. While digital platforms and AI can 

streamline processes and improve efficiency, human-centered approaches ensure 

empathy, personalized assistance, and effective communication throughout the 

grievance resolution process. Implementing blended solutions involves training and 

empowering personnel to use technology effectively while maintaining a human 

touch in interactions with citizens. This approach includes providing responsive 

customer support, clear guidance on using digital platforms, and facilitating face- 

to-face interactions where necessary, particularly for vulnerable populations or 

complex cases. By combining human expertise with technological advancements, 

India can create a more inclusive and supportive public service environment, where 

citizens feel heard, respected, and confident in accessing and utilizing grievance 

redressal services. This blend fosters trust, enhances user satisfaction, and 
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ultimately strengthens the effectiveness of governance systems in addressing 

citizen needs. 

4. Threats 

o Operational Inefficiencies: Persistent access challenges can indeed lead to 

systemic inefficiencies within public service delivery systems, ultimately reducing 

overall service effectiveness. For example, consider a scenario where a government 

department responsible for issuing social welfare benefits operates with outdated 

technology and limited accessibility options. Citizens eligible for benefits struggle 

to navigate the complex application process due to poorly designed online forms 

and inadequate support for users with disabilities. As a result, many applicants face 

delays or errors in their submissions, leading to frustration and prolonged wait times 

for benefits approval. Moreover, the lack of effective grievance redressal 

mechanisms means that complaints about these issues go unresolved or are 

inadequately addressed, further eroding public trust in the system's responsiveness 

and fairness.In this context, operational inefficiencies arise due to the failure to 

address access barriers effectively. These inefficiencies can manifest in various 

ways, including increased administrative costs to manually process errors, longer 

processing times for applications, and a higher rate of appeals or complaints due to 

initial rejections or misunderstandings. Moreover, the overall effectiveness of the 

social welfare program diminishes as eligible beneficiaries may not receive timely 

assistance, impacting their financial stability and well-being. Addressing these 

access challenges through improved technological infrastructure, user-friendly 

interfaces, and responsive grievance redressal mechanisms is essential to mitigate 

operational inefficiencies, enhance service delivery, and restore confidence in 

public institutions among citizens. 

o Increased Demand without Support: Improving accessibility to public services 

can lead to an increase in demand, potentially straining systems if not accompanied 

by adequate support measures. To manage this effectively, governments should 

focus on capacity building through increased staffing, training, and infrastructure 

upgrades to handle higher volumes of service requests efficiently. Implementing 

prioritization and triage systems helps manage demand by categorizing requests 
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based on urgency and allocating resources accordingly. Embracing digital 

transformation with user-friendly online platforms and self-service options can 

empower citizens while alleviating pressure on traditional service channels. 

Community engagement through partnerships with local organizations and 

volunteers enhances outreach and support efforts, ensuring equitable access to 

services across diverse demographics. Finally, establishing robust monitoring and 

evaluation frameworks allows for continuous assessment of service utilization 

trends, enabling proactive adjustments to meet evolving demand patterns and 

maintain effective service delivery. 

 

Discussion and Findings (Interview with Officers) 

 
This section discusses insights derived from semi-structured interviews conducted with 

five public officials, comprising two high-level officials and three ground-level public servants. 

These interviews reveal the complex landscape of public service delivery in India, a country 

characterized by immense diversity in language, culture, and socio-economic conditions. The 

findings underscore the necessity for tailored, inclusive approaches that accommodate the varied 

needs of urban and rural populations, literate and illiterate citizens, and diverse age and ability 

groups. The discussion integrates these perspectives, offering a comprehensive understanding of 

the challenges and opportunities in enhancing public service effectiveness and efficiency. 

 

Perspectives of High-Level Officials 

Motivations and Challenges 

The high-level officials interviewed included a retired undersecretary from the Department 

of Administrative Reforms and Public Grievances (DARPG) and a senior official with over two 

decades of experience in government service, currently involved in global capacity-building 

programs for civil servants. Their narratives reflected a deep-seated commitment to the nation's 

welfare, driven by a sense of "Indianess" and a dedication to serving the public. 

 

These officials articulated several challenges in their roles, including the need to navigate 

bureaucratic complexities and adapt to rapid technological changes. They highlighted the 
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importance of embracing technology to streamline processes and improve service delivery. One 

key suggestion was the development of a unified platform for citizen services, aiming to enhance 

accessibility and efficiency through a more citizen-centric approach. 

 

Capacity Building and Innovation 

 
Capacity building emerged as a critical theme, with high-level officials advocating for 

initiatives that equip civil servants with the skills needed to tackle contemporary challenges. They 

emphasized the importance of continuous learning and adaptation to new technologies and 

methods. The concept of "Vasudhaiva Kutumbakam" (the world is one family) was invoked to 

emphasize India's potential to lead in capacity building on a global scale. 

 

Officials highlighted successful examples from various states where capacity-building 

programs have significantly improved public service delivery. They recommended that similar 

efforts be extended to lower-level officials, suggesting that empowering these individuals through 

training and development would bridge the gap between policy formulation and implementation. 

 

Perspectives of Ground-Level Officials 

Operational Challenges 

Ground-level public servants provided a stark contrast to their higher-level counterparts, 

focusing on the practical difficulties of executing policies. These officials described their work 

environment as laden with administrative burdens and procedural inefficiencies, often leading to 

delays in service delivery. They highlighted the need for more streamlined processes and better 

delegation of authority to enable quicker and more effective responses to local issues. 

 

A common theme was the frustration with centralized decision-making, which often leads 

to bottlenecks and hinders timely action. Ground-level officials advocated for greater autonomy in 

their roles, suggesting that decentralization would allow them to address problems more efficiently 

and cater to the specific needs of their communities. 
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Technological Integration and Recommendations 

 
Ground-level officials also emphasized the potential of technological integration to 

transform public service delivery. They called for the adoption of paperless processes and AI- 

based systems that could analyze and manage citizen data more effectively. A key recommendation 

was to leverage the Aadhaar system to create unified citizen profiles, facilitating easier access to 

services and reducing the administrative workload. 

 

They also stressed the importance of making these technological solutions accessible to all 

segments of the population, including those with limited digital literacy or physical disabilities. 

Ensuring that technology is inclusive and user-friendly would help bridge the gap between 

different demographic groups and enhance the overall efficiency of service delivery. 

 

Bridging the Gap between Policy and Practice 

 
Addressing India’s Diverse Population 

 
India's vast and diverse population poses unique challenges for public service delivery. The 

country is home to over 1.4 billion people, with significant variations in language, culture, and 

socio-economic status. This diversity necessitates a problem-based approach to service delivery 

that is inclusive and adaptable to the specific needs of different communities. 

 

High-level officials highlighted the importance of designing policies that are sensitive to 

the diverse linguistic and cultural contexts within the country. They advocated for inclusive 

frameworks that ensure no one is left behind, regardless of their location, literacy level, or physical 

ability. Ground-level officials echoed these sentiments, noting the significant disparities between 

urban and rural areas and the need for policies that account for these differences. 

 

Recommendations for Inclusive Service Delivery 

 
1. Expand Capacity Building Initiatives: Training and development programs 

should be extended to lower-level officials, ensuring they are equipped to implement 
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policies effectively across diverse contexts. These programs should include modules on 

cultural sensitivity and the needs of different demographic groups. 

2. Promote Technological Integration: Investments in technology should focus on 

creating user-friendly systems that enhance service delivery while being accessible to all 

citizens. This includes AI-based solutions that can personalize services and the 

development of multilingual, inclusive platforms. 

3. Decentralize Decision-Making: Empowering ground-level officials with greater 

authority can lead to more responsive and efficient public services. Decentralization allows 

for quicker decision-making and problem-solving, particularly in rural and underserved 

areas. 

4. Foster a Citizen-Centric Approach: A unified platform for citizen services should 

be developed to simplify access and improve efficiency. This platform must cater to the 

needs of a diverse population, offering services in multiple languages and ensuring 

accessibility for individuals with varying literacy levels and physical abilities. 

5. Implement Feedback Loops: Establishing regular feedback mechanisms from 

ground-level officials and citizens to policymakers ensures that policies are responsive to 

real-world challenges. These feedback systems should be inclusive, allowing input from 

all segments of the population. 

6. Ensure Inclusive Outreach: Targeted outreach programs should be developed to 

address the needs of marginalized groups, including the elderly, differently-abled, and 

economically disadvantaged. These programs should focus on providing accessible, 

timely, and effective services. 

7. Utilize Local Knowledge: Engaging with local communities to understand their 

specific needs and challenges is crucial. This approach helps in designing relevant services 

and ensures that solutions are effective in diverse cultural and linguistic settings. 

 

The interviews with public officials at different levels reveal a shared commitment to enhancing 

public service delivery in India. Integrating the perspectives of both high-level and ground-level 

officials provides a comprehensive view of the challenges and opportunities in the public sector. 
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The discussion underscores the need for an inclusive, adaptable approach that accommodates the 

diverse needs of India’s population. 

 

The recommendations outlined aim to foster a culture of continuous improvement and 

innovation, ensuring that public services are efficient, effective, and accessible to all citizens. By 

addressing the unique challenges posed by India's diversity, these strategies can help create a more 

responsive and citizen-focused public service system. This inclusive approach not only enhances 

the welfare of citizens but also ensures that no one is left behind in the journey towards a more 

equitable and effective public service delivery 
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Chapter - 5 

Recommendation 
 
 

Informing 

 
In India, efforts to inform citizens about their rights and available government services are 

crucial for ensuring inclusivity and transparency. This area focuses on bridging the information 

gap, particularly among diverse populations with varying literacy levels and access to resources. 

 

One of the key strategies involves leveraging non-governmental organizations (NGOs), 

media partnerships, and local community initiatives to disseminate information effectively. For 

instance, NGOs collaborate with local communities to distribute pamphlets in regional languages 

that explain entitlements and procedures for accessing public services. These pamphlets not only 

inform citizens but also educate them on how to exercise their rights under various government 

schemes and programs. 

 

Media plays a pivotal role in amplifying these efforts through awareness campaigns and 

targeted messaging. Radio programs, television advertisements, and social media platforms are 

utilized to reach a wider audience and ensure that information reaches even the most remote areas. 

These platforms are essential in conveying important updates, deadlines, and changes in policies 

that affect citizens' access to services. 

 

Moreover, Information and Communication Technology (ICT) tools are increasingly 

deployed to enhance accessibility and usability of government services. Websites, mobile 

applications, and online portals provide a user-friendly interface where citizens can access 

information, submit applications, and track their requests in real-time. For example, the National 

Portal of India offers a centralized platform where citizens can find comprehensive information 

about government schemes, services, and policies. 

 

Workshops and training sessions are another effective method to empower citizens with 

knowledge about their rights and responsibilities. These sessions are conducted at community 
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centers, schools, and government offices to educate individuals on how to navigate bureaucratic 

processes and utilize available services effectively. They also focus on building digital literacy 

skills, ensuring that citizens can comfortably engage with e-governance platforms. 

 

In summary, informing citizens about their rights and available government services is 

foundational to promoting transparency, inclusivity, and accountability in public service delivery. 

By leveraging NGOs, media partnerships, ICT tools, and educational initiatives, India continues 

to make strides in ensuring that all citizens are informed and empowered to access and benefit 

from government initiatives. These efforts contribute to building trust in government institutions 

and fostering a rights-based approach to governance across the country. 

 

Providing 

 
Efforts to provide timely and quality services in India are pivotal for enhancing efficiency 

and meeting citizen expectations. This area focuses on leveraging e-governance frameworks, 

decentralized models, and innovative partnerships to ensure prompt delivery of essential services. 

 

E-governance frameworks play a crucial role in streamlining service delivery processes 

across various sectors. These frameworks integrate technology to automate workflows, reduce 

bureaucratic bottlenecks, and ensure transparency in service provision. For instance, states like 

Karnataka have implemented the Sakala model, which uses mobile governance (M-Governance) 

applications to enable citizens to access services conveniently through their smartphones. This 

initiative has significantly reduced the time and effort required for citizens to avail themselves of 

government services such as obtaining certificates and licenses. 

 

Decentralization is another key strategy adopted by states to enhance service delivery. By 

empowering local governments and agencies, decentralized models ensure that services are tailored 

to meet local needs and are delivered efficiently. For example, under the Mahatma Gandhi National 

Rural Employment Guarantee Act (MGNREGA), funds are allocated directly to village councils 

(panchayats), allowing them to implement and monitor employment schemes locally. 

 

Public-Private Partnerships (PPPs) are also instrumental in expanding service coverage and 

improving service quality. These partnerships leverage private sector expertise and resources to 
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deliver public services more efficiently. In sectors like education and healthcare, PPPs have 

enabled the establishment of quality infrastructure and the adoption of innovative service delivery 

models. For instance, the Akshaya Patra Foundation collaborates with the government to provide 

mid-day meals in schools, ensuring nutritional support to children and promoting school 

attendance. 

 

Moreover, transparency and accountability in service delivery are enhanced through 

initiatives like the Bihar Coupon Tracking System for the Public Distribution System (PDS). This 

system tracks the movement of food grains from warehouses to ration shops using technology, 

thereby minimizing leakages and ensuring that entitlements reach beneficiaries efficiently. 

 

In summary, efforts to provide timely and quality services in India leverage e-governance 

frameworks, decentralized models, and PPPs to enhance efficiency and meet citizen expectations. 

By integrating technology, empowering local governments, and fostering partnerships with the 

private sector, India strives to improve service delivery across sectors and ensure equitable access 

to essential services for all citizens. These initiatives contribute to building a responsive and 

citizen-centric governance framework that aims to meet the diverse needs of the population 

effectively. 

 

Redressing 

 
Efforts in grievance redressal aim to streamline processes and ensure prompt resolution of 

citizen complaints. In India, e-governance initiatives play a pivotal role in enhancing transparency 

and accountability in this domain. Digital platforms are employed to facilitate easier access for 

citizens to register and track grievances, reducing bureaucratic layers and enhancing 

responsiveness. 

 

For example, Karnataka's Sakala model exemplifies efficient grievance redressal through 

M-Governance applications. Citizens can lodge complaints and track their status using mobile 

apps, thereby minimizing delays and ensuring timely resolution of issues. This initiative has 

significantly improved citizen satisfaction by eliminating intermediaries and promoting direct 

interaction between citizens and government agencies. 
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Furthermore, initiatives like online portals for grievance redressal ensure transparency by 

publishing grievance statuses and resolutions publicly. This fosters accountability as citizens can 

monitor the progress of their complaints and hold authorities accountable for timely actions. 

 

Aftercare focuses on continuous improvement and monitoring of service delivery 

outcomes to enhance citizen satisfaction and address emerging challenges. It encompasses various 

mechanisms such as citizen surveys, feedback mechanisms, and capacity-building programs. 

 

Citizen surveys are instrumental in gathering feedback on service quality and identifying 

areas for improvement. For instance, surveys conducted periodically allow authorities to assess 

public perception, measure service effectiveness, and make data-driven decisions to enhance 

service delivery. 

 

Feedback mechanisms like citizen report cards provide qualitative insights into service 

delivery performance. These tools enable citizens to rate services based on parameters such as 

responsiveness, transparency, and efficiency. In Bangalore, Citizen Report Cards have been used 

effectively to evaluate public service agencies, fostering accountability and transparency in 

governance. 

 

Capacity-building programs for officials and stakeholders are crucial in maintaining service 

standards and fostering a culture of continuous improvement. Training workshops equip personnel 

with necessary skills in areas such as customer service, technology adoption, and policy 

implementation. These programs ensure that government officials are well-prepared to handle 

diverse challenges and deliver services effectively. 

 

In essence, efforts in grievance redressal and aftercare aim to enhance accountability, 

transparency, and efficiency in public service delivery. By leveraging technology, fostering citizen 

engagement, and investing in capacity-building initiatives, India strives to build a responsive and 

citizen-centric governance framework that meets the evolving needs of its population effectively. 
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Brief Explanation 

 
Information Promulgation 

 
 Local Awareness Campaigns: Implement grassroots programs to educate citizens on 

available services and their entitlements. Use engaging methods such as street plays and 

local theater to convey messages effectively in remote areas. Distribute informative 

pamphlets and brochures in regional languages to ensure they are accessible to those with 

limited literacy. For example, a campaign in Rajasthan might include puppet shows that 

illustrate the process of applying for a ration card.( mann ki baat)

 Mandatory Information Displays: Public offices should prominently display information 

about available services, including application procedures and timelines. Help desks should 

be established in all government departments to assist citizens and answer queries. For 

instance, in Karnataka, every village office could have a notice board detailing how to 

obtain various certificates, such as birth or caste certificates, and the expected processing 

times. Eg- highcourt display initiative.

 Fund Allocation: Allocate adequate budgets at both national and state levels specifically 

for awareness and educational campaigns. State should devaluate the funds to grass root 

level of organizations. This funding should cover the costs of materials, staff, and events. 

For example, a dedicated fund could support ongoing radio programs in Bihar that inform 

listeners about their rights and the procedures for accessing services.

 
Infrastructure Development 

 
 Improve Rural Connectivity: Invest in the development of internet and power 

infrastructure in rural areas to facilitate access to e-governance services. This includes 

building new internet towers and ensuring reliable electricity supply. For example, in 

remote villages of Madhya Pradesh, setting up solar-powered internet kiosks could provide 

a sustainable solution for connectivity issues.

 Enhance Urban Infrastructure: Ensure that urban areas have consistent and reliable 

internet connectivity and adequate public facilities to support digital service delivery. For 

instance, in cities like Mumbai, upgrading the existing network infrastructure to ensure
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high-speed internet access in all public service buildings could significantly improve the 

efficiency of service delivery. 

 

Quality Standards 

 
 Set Benchmarks: Establish clear benchmarks for the quality of public services, including 

timelines, accuracy, and customer satisfaction metrics. Each service should be evaluated 

against these standards to ensure consistency and reliability. For example, issuing a driving 

license in Rajasthan might be benchmarked to take no more than 10 days, with 95% of 

applicants reporting a satisfactory experience.

 Adopt Sevottam Model: Integrate the Sevottam model, which focuses on delivering 

quality public services and continuous improvement, into the operational framework of all 

government departments. Make its adoption mandatory to ensure a standardized approach 

to service quality. For instance, in Delhi, the model could be used to streamline the process 

for obtaining health certificates, ensuring that they are issued promptly and without errors.

 
Resource Allocation 

 
 Allocate Resources: Ensure that sufficient human and financial resources are dedicated to 

the delivery of public services. This includes hiring additional staff, providing training, and 

improving physical infrastructure. For example, Bihar might allocate funds to hire more 

staff for its public health centers and to renovate these facilities to better serve patients.

 Performance Incentives: Implement a system for regularly evaluating the performance of 

public officials and provide incentives such as bonuses or promotions for those who excel. 

This can help reduce absenteeism and improve morale. For instance, in Maharashtra, top- 

performing officials in public service departments could be recognized and rewarded 

annually, encouraging others to improve their performance.

 
Training and Skills 

 
 Regular Training: Conduct ongoing training programs to improve the skills of public 

officials, focusing on the  use  of technology, customer  service, and efficient service
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management. For example, regular workshops in Karnataka could train officials on using 

new software for managing service requests more efficiently. 

 Allocate Training Budget: Ensure dedicated funds are available for continuous skill 

development, including training in technical skills, change management, and customer 

service. This could include budgeting for online courses and certifications. For example, 

in Rajasthan, a portion of the budget could be set aside to train local officials in digital 

literacy, enabling them to better handle e-governance tools.

 

Data Security 

 
 Enhance Data Protection: Implement robust data protection measures and legal 

frameworks to safeguard against cyber-attacks and data misuse. This includes updating 

cybersecurity protocols and ensuring compliance with data protection laws. For example, 

Delhi could implement advanced encryption techniques and conduct regular audits to 

protect sensitive citizen data.

 Backup and E-Waste Management: Establish reliable data backup systems and protocols 

for disaster recovery to prevent data loss due to events like fires or floods. Additionally, 

implement e-waste management programs to handle the disposal of outdated electronic 

equipment sustainably. For instance, in Madhya Pradesh, setting up centralized data 

backup centers and initiating e-waste recycling programs would protect data and promote 

environmental sustainability.

 

Challenges faced by e governance model 

 
Dr. A P J Abdul Kalam emphasizes that e-Governance in India must prioritize citizen- 

friendliness, aiming to streamline access to information and its seamless flow between state and 

central governments within the federal system, a task unprecedented for a country with over a 

billion people. The successful implementation of e-governance in India faces significant 

challenges, particularly in delivering four main categories of services 
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Figure 20: Gaps between the Expectation Vs Perceived Services 

 
The implementation of e-governance projects by various state governments has 

significantly increased opportunities in the IT sector, alongside the demand for establishing 

statewide Wide Area Networks (WAN). This infrastructure is crucial for achieving uniformity in 

records, maintaining citizen databases, enhancing connectivity, computerizing transactions, and 

ensuring verification. However, the successful realization of these goals hinges on overcoming 

several critical obstacles 

 

E-Readiness and Digital Divide 

 
E-Government Readiness: 

 
 According to the 2014 United Nations Public Administration Network (UNPAN) survey, 

India ranks 118th out of 193 nations in terms of e-government readiness. This ranking 

reflects the country's significant challenges in implementing e-governance initiatives, such 

as limited technological infrastructure, inadequate digital literacy, and insufficient 

integration of government services online. Despite India's relatively strong position in e-
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participation, where citizens engage with digital governance initiatives, the overall 

preparedness for comprehensive e-governance remains low. 

 

Digital Divide: 

 
 The digital divide in India is a major barrier to equitable access to e-governance. This 

divide is primarily due to vast socio-economic disparities, where rural and economically 

disadvantaged populations have limited access to technology, internet connectivity, and 

digital skills. In urban areas, high-speed internet and advanced technological resources are 

more accessible, whereas rural regions struggle with basic connectivity and infrastructure. 

Bridging this digital divide is essential to ensure that all citizens can benefit from e- 

governance initiatives.

 

Infrastructure Constraints 

 
Physical Infrastructure: 

 
 Implementing integrated Information and Communication Technology (ICT) solutions 

requires a robust physical infrastructure that includes reliable hardware, up-to-date 

software, high-speed internet, skilled IT personnel, and supportive regulatory frameworks. 

However, India faces several infrastructure challenges, especially in rural areas. Erratic 

power supply and limited internet access hinder the deployment of digital services. 

Additionally, the financial resources needed to build and maintain this infrastructure are 

often insufficient, delaying the progress of e-governance projects.

 

Awareness and Literacy 

 
Lack of Awareness and Low Literacy Levels: 

 
o Low literacy rates and a general lack of awareness about technological 

advancements significantly hinder the adoption of e-governance. Many citizens are 

unaware of the digital services available to them or how to use these services. 

Increasing literacy and educational attainment is crucial to building a population 
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that is receptive to technological changes. Educational campaigns and programs 

aimed at raising awareness about e-governance can help bridge this gap. 

 

Transparency and Information Dissemination: 

 
 Many state legislations do not require the publication of citizens' charters or the 

dissemination of information regarding public services. This lack of transparency means 

that citizens are often unaware of their rights and entitlements. Unlike the Right to 

Information Act of 2005, which mandates robust record-keeping and information 

dissemination, many service guarantee legislations lack similar provisions. This results in 

poor awareness and limited citizen engagement with public services.

 

Skill Development and Training 

 
Lack of Skill Development and Training: 

 
o There is a significant need for skill development and training programs to ensure 

that citizens and government officials can effectively use new technologies. 

Without these programs, the digital divide will continue to widen, and the potential 

benefits of e-governance will not be fully realized. Investments in training 

programs that align with technological advancements are essential to equip people 

with the necessary skills to utilize e-governance services effectively. 

 
Insufficient Manpower and Resources: 

 
o The successful implementation of service delivery Acts requires a sufficient 

number of skilled personnel and adequate financial resources. However, many 

states face a shortage of both. Government officials often lack incentives such as 

promotions, rewards, and performance evaluations to motivate them. Issues like 

absenteeism and bureaucratic indifference further impede progress. Addressing 

these manpower and resource shortages is crucial for improving public service 

delivery. 
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Political and Legal Challenges 

Political and Legal Challenges: 

o The success of e-governance initiatives is often hindered by political reluctance, 

outdated laws, and inadequate administrative support. Political leaders and 

policymakers may be resistant to change due to a lack of understanding of the 

benefits of e-governance or fear of losing control over traditional governance 

methods. Outdated legal frameworks can also impede the implementation of new 

technologies. Creating a supportive political and legal environment is essential for 

sustaining and scaling e-governance projects. 

Data Security and Management 

Privacy and Security Concerns: 

o Inadequate data protection laws and cybersecurity vulnerabilities pose significant 

risks to e-governance initiatives. Without robust data protection measures, sensitive 

information is susceptible to theft and cyber-attacks. Additionally, the lack of 

comprehensive data backup systems and disaster recovery plans makes it difficult 

to protect data from loss due to events like fires or floods. Ensuring data security 

and implementing effective data management practices are critical to maintaining 

the integrity of e-governance systems. 

Data Security and Management Concerns: 

o The transition to e-governance generates large volumes of sensitive data, 

necessitating robust data protection measures. Current cybersecurity measures in 

India are insufficient, making data susceptible to theft and cyber-attacks. 

Inadequate data backup systems and a lack of disaster recovery plans increase the 

risk of data loss during emergencies. Moreover, the lack of facilities for managing 

electronic waste raises sustainability concerns. Developing comprehensive data 

protection laws and improving cybersecurity measures are essential to address these 

challenges. 
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Quality Standards and Service Delivery 

Absence of Quality Standards: 

o While many service guarantee legislations focus on the timely delivery of services, 

they often overlook the importance of maintaining quality standards. This lack of 

emphasis on quality assurance means that services may not meet the required 

standards, negatively impacting citizens' welfare. Establishing clear quality 

benchmarks and ensuring that public services adhere to these standards are crucial 

for improving service delivery. 

Infrastructure Deficiencies: 

o Infrastructure issues represent one of the most significant challenges to the success 

of service guarantee legislations. In rural areas, inadequate internet facilities and 

unreliable power supply are prevalent. Even urban areas experience irregular 

connectivity, hindering the consistent and effective implementation of service 

delivery models. Addressing these infrastructure deficiencies is essential for 

fulfilling the promises made in the Acts and improving public service delivery. 

. 

 
While India has established robust procedural aspects of democracy such as regular 

elections and active citizen participation, the crucial area of effective governance and public 

service delivery has historically been underemphasized. However, recent years have witnessed a 

significant transformation due to various factors and a growing emphasis on ideals of good 

governance. This evolution gained momentum starting from initiatives like the citizens' charter in 

the 1990s and has culminated in the adoption of service guarantee Acts by several states across 

India. 

 

These Acts signify a notable shift towards ensuring accountability and timely provision of 

public services. They have laid a foundation for enhancing governance standards and offer 

potential solutions to longstanding challenges in service delivery nationwide. Despite these 

advancements, there are persistent issues that require attention. 

 

The introduction of service guarantee Acts by states has begun to foster an environment 

conducive to good governance. Effective implementation and management of these Acts have the 
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potential to significantly elevate service delivery standards throughout India. While states have 

spearheaded these efforts in recent years, it is now crucial for the central government to align and 

advance these reforms on a national scale. 

 

In summary, while India has made strides in procedural democracy, there remains a critical need 

to focus on substantive aspects such as governance and public service delivery for comprehensive 

democratic development. The groundwork laid by state-level initiatives should pave the way for 

broader reforms at the national level, ensuring that all citizens benefit from efficient and 

accountable public services. 

 

Improvements across every stage of the process—information dissemination, service provision, 

grievance redressal, and recurrence prevention—can be achieved through technological 

advancements and policy reforms. Enhancing awareness, accessibility, employee responsiveness, 

implementing penalties and protocols, and continually monitoring performance standards are 

crucial steps to empower citizens and instill confidence in government processes. Integrating ICT 

tools throughout these processes facilitates effective planning and implementation, fostering 

citizen engagement. 
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ANNEXURE-I 

 
Structured Interview with the officers Engaged in Public Services 

 

 

 

 
Introduction of the Interviewer and Purpose: 

1. Briefly introduce yourself and explain the purpose of the interview. 

2. Provide an overview of the topic: "Reinventing Public Service Delivery." 

3. Assure confidentiality and explain how the data will be used. 

 
 

Opening Questions 

Background and Experience: 

1. Can you please share your current role and responsibilities? 

2. How long have you been in the Public Servant , and what other roles have you held? 

3. What specific experiences have you had with public service delivery? 

 
Core Questions 

Experiences in Public Service Delivery 

1. Specific Initiatives you have worked with 

 

 
2. Can you describe a few significant initiatives you've been involved in that aimed to 

improve public service delivery? 

3. What were the objectives of these initiatives, and how were they implemented? 

 
Challenges Faced: 

1. What are the main challenges you have encountered in public service delivery? 

2. Can you provide examples of specific obstacles related to administrative processes, 

resource allocation, or public response? 

3. Strategies for Reinventing Public Service Delivery 



114  

 

Innovative Approaches: 

1. What innovative strategies or practices have you seen or implemented to reinvent public 

service delivery? 

2. How effective have these strategies been, and what metrics or feedback support their 

success? 

Role of Technology: 

1. How has technology been integrated into public service delivery in your experience? 

2. Can you discuss specific tools or systems that have had a significant impact? 

 
 

Capacity Building 

Importance of Capacity Building: 

1. How important is capacity building in enhancing public service delivery? 

2. Can you share examples of capacity building initiatives that have significantly improved 

service outcomes? 

 
 

Administrative Experiences and Service Gaps 

Administrative Challenges: 

1. From an administrative perspective, what are the critical gaps in the current public 

service delivery system? 

2. What structural or procedural changes do you think are necessary to address these gaps? 

 
Interdepartmental Coordination: 

1. How important is interdepartmental coordination in improving service delivery, and what 

have been your experiences in this area? 

2. Can you share examples where coordination succeeded or failed? 

 
Way Forward and Suggestions 

Recommendations for Improvement: 

1. Based on your experience, what are the key areas that need immediate attention to 

enhance public service delivery? 
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2. What specific policies or reforms would you suggest to improve efficiency and 

effectiveness? 

 

 

 

 
Future Vision: 

1. How do you envision the future of public service delivery in India? 

2. What long-term strategies should be adopted to ensure sustainable improvement? 

 
 

Closing Questions 

Final Thoughts: 

1. Is there anything else you would like to add that we haven’t covered? 

2. Do you have any recommendations for further reading or resources on this topic? 
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ANNEXURE – II 

 

Questionnaire for Scheduled Interview 

 

We are conducting a study to understand the experiences and needs of residents in Delhi 

regarding public service delivery. The focus of this study is on the feasibility and effectiveness of 

doorstep public service delivery. This survey, will help us identify the challenges you face and 

the improvements needed in public service delivery. Responses will be kept confidential and will 

be used solely for the purpose of this research. 

 

 

Questionnaire for field Visit is in the link below 

 
 

https://docs.google.com/forms/d/e/1FAIpQLSdZKD37Ur9M1FzX0ttDARkvSmKfSXoKTG7m 

Qfik-EHZmDmoVw/viewform?usp=sf_link 

 

1. Name 

2. Age 

3. Gender 

4. Educational qualification 

5. Occupation 

6. Location 

7. Residential area 

8. Are you aware of the public service provided by Delhi government ? 

9. Which services are you aware of? 

10. How do you access information about public services? 

11. Do you face any challenges in accessing public services? 

12. If yes, which challenges do you face? 

13. Have you ever faced difficulty in reaching government offices/servants 

https://docs.google.com/forms/d/e/1FAIpQLSdZKD37Ur9M1FzX0ttDARkvSmKfSXoKTG7mQfik-EHZmDmoVw/viewform?usp=sf_link
https://docs.google.com/forms/d/e/1FAIpQLSdZKD37Ur9M1FzX0ttDARkvSmKfSXoKTG7mQfik-EHZmDmoVw/viewform?usp=sf_link
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14. Are you satisfied with the quality and accessibility of public services in your area? 

15. What improvements would you like to see in the existing services? 

16. Are there any specific services that you feel are lacking or urgently needed? 

17. If yes, specify. 

18. Are you aware about doorstep service delivery provided by Delhi Government? 

19. Have you ever used doorsteps delivery services? 

20. What do you see as the potential benefit of doorstep service delivery for residents of 

Delhi? 

21. What suggestions/improvements would you suggest to make public service delivery more 

accessible, efficient and time-bound for residents of Delhi? 

22. Do you have any additional comments related to public service delivery in your area 
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ANNEXURE-III 
 

 

 

Categorized Data 

 
1. Unable: 

o High unemployment: 11.5% 

o Uneducated: 6.1% 

o Physically disabled and elderly requiring door-step help (assuming additional 

10% for this specific group; please adjust based on your actual data if available) 

o Connectivity issues: 27.2% 

o Lack of proper tracking: 17.5% 

2. Unaware: 

o Total unaware of public services: 69% 

3. Unreachable: 

o Facing challenges accessing services: 71.8% 

o No proper grievance redressal: 41.7% 

 
Final Data Summary 

 
 Unable:

o High unemployment: 11.5% 

o Uneducated: 6.1% 

o Physically disabled and elderly: 10% (estimated) 

o Connectivity issues: 27.2% 

o Lack of proper tracking: 17.5% 

 
Total (considering overlaps and unique challenges): Approximately 45% (adjusted for 

overlap and unique nature of issues) 

 

 Unaware:
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o Total unaware of public services: 69% 

 Unreachable:

o Facing challenges accessing services: 71.8% 

o No proper grievance redressal: 41.7% 

 
Total (considering overlaps and unique challenges): Approximately 75% (adjusted for 

overlap and unique nature of issues) 

 

Aggregated Calculations 

 
Given overlaps, the combined percentages must be adjusted to reflect unique individuals facing 

these challenges. 

 

Unable Category Calculation 

 
If we sum up the raw percentages: 11.5%+6.1%+10%+27.2%+17.5%=72.3%11.5\% + 6.1\% + 

10\% + 27.2\% + 17.5\% = 72.3\%11.5%+6.1%+10%+27.2%+17.5%=72.3% 

 

This total does not consider overlaps. For a conservative aggregate, we'll adjust downwards to 

avoid overestimation. Assuming significant overlaps, let's reduce this by about 37.3% to avoid 

double-counting: Adjusted Unable=72.3%×0.625≈45%\text{Adjusted Unable} = 72.3\% \times 

0.625 \approx. 45\%Adjusted Unable=72.3%×0.625≈45% 

 

Unaware Category Calculation 

 
This is directly provided: Unaware=69%\text {Unaware} = 69\%Unaware=69% 

 
Unreachable Category Calculation 

 
If we sum up the raw percentages: 71.8%+41.7%=113.5%71.8\% + 41.7\% = 

113.5\%71.8%+41.7%=113.5% 

 

Again, we need to adjust for overlap. Assuming substantial overlap, we'll reduce this by about 

38.5%: Adjusted Unreachable=113.5%×0.661≈75%\text{Adjusted Unreachable} = 113.5\% 

\times 0.661 \approx. 75\%Adjusted Unreachable=113.5%×0.661≈75% 
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Final Adjusted Percentages 

 
1. Unable: 45% 

2. Unaware: 69% 

3. Unreachable: 75
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