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FOREWORD

The world today is increasingly urban. While urbanisation is an important determinant of national
growth, it also brings its own set of challenges. India’s proportion of urban population has grown
rapidly from 28% in 2001 to 31% in 2011 and will keep on increasing. As one of the fastest growing
economies in the world, India today is trying to strike a balance between the various pillars of
development - social, economic and environmental. While it works to achieve inclusive and
sustainable growth, the country also needs to manage urbanisation without additional stress on
city’s infrastructure.

The city managers, planners and local bodies have a very important role to play in this regard. They
have to ensure the protection of the environment, a better quality of life for the people and an
inclusive and sustainable development for the cities. In this process, the urban development
officials and professionals are constantly looking for innovative, environmentally friendly and
achievable solutions.

Housing and Urban Development Corporation (HUDCO), as the premier techno-financial
organisation, involved in housing and urban development sector, has undertaken various initiatives
for sustainable development, in keeping with its vision of promoting sustainable habitat
development. HUDCO recognises and rewards good practices at the national as well as local levels
for improving the urban areas of our country and thereby improving the quality of life of the urban
citizens through various initiatives, including its Best Practice Awards.

Recognition can spur not only the project teams to further excellence but also provide a benchmark
for other similar projects. The idea behind the documentation of the award winning entries of
HUDCO Best Practices Awards is to share good practices and experiences with other local bodies and
stakeholders in urban development. The sharing of knowledge of best practices among Urban Local
Bodies and other organisations can help improve planning practices in India.

| commend HUDCQ'’s HSMI for bringing out this compendium as an effort towards documenting and
disseminating good practices. The publication of this compendium on the occasion of the World
Habitat Day, 2018, will help wide sharing of these Best practices.

| extend my heartiest congratulations to all the winners of the awards for their achievement. | also
appreciate all those who sent in their entries for the awards. | hope that HSMI will receive good

participation in future as well for these prestigious awards.

Dr. M Ravi Kanth, IAS (KL: 86)
Chairman & Managing Director, HUDCO
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ABOUT THE HUDCO AWARDS FOR
BEST PRACTICES 2017-18

lin order to promote and propagate best practices, HUDCO has initiated “HUDCO Awards for Best Practices to Improve the
Living Environment” in the year 2011-12 to encourage efforts in these areas and to motivate Government Departments/
Parastatals Agencies/Local Bodies/Authorities/NGQ’s/Private and Corporate Sector/ Research and Academic Institutions
etc. who have demonstrated outstanding initiatives to encourage innovative and sustainable projects. HUDCO gives
award under the following 7 themes:-

Urban Governance

Housing, Urban Poverty and Infrastructure

Urban Transport

Environment Management, Energy Conservation and Green Building

Sanitation

Urban Design & Regional Planning, Inner City Revitalization & Conservation

No v s wDN e

Disaster Preparedness, Mitigation and Rehabilitation

Each Theme had the following sub-themes:
THEME 1- URBAN GOVERNANCE

Sub-themes: Urban management and administration, E-governance/M-governance, Partnerships with civil society,
Participatory budgeting and decision making, Human Resources and leadership development, Decentralization/
Devolution of powers, Institutional reform, Transparency and accountability, Empowerment of Women, Innovative
methods of collection of property tax/other taxes/bills, Municipal double entry pure accrual accounting & Improved
service delivery initiatives.

THEME 2- HOUSING, URBAN POVERTY & INFRASTRUCTURE

Sub-themes: Affordable housing, Access to housing ,Access to housing finance/credit, Slum and settlement upgrading
and improvement, Application of environment friendly building materials, Cost effective urban housing including
innovative, emerging and disaster resistant technologies in housing, Access to land/services for urban poor, Provision
of basic services, Public-Private partnerships/Public-Private-Community partnerships & Community based capacity
building/livelihood generation solutions.

THEME 3- URBAN TRANSPORT

Sub-themes: Mass public transport, Environmentally friendly public transport, Traffic bottleneck reduction planning, GPS
based initiatives for transport improvement, Urban transport planning, Parking solutions, Transit Oriented Development/
Transit Corridor development & Last Mile connectivity.

THEME 4- ENVIRONMENTAL MANAGEMENT, ENERGY CONSERVATION & GREEN BUILDING

Sub-theme: Innovative pollution reduction measures at city level, Urban greening, Application of Environmentally friendly
technologies at city/building level, integrated assessment, monitoring and control, and “Green” accounting, Tangible
measures for ecological sustainability at city/zone level, Energy conservation practices at building/city level, Appropriate
and cost effective building materials and construction technology, Green buildings and Green building indicators & water
conservation measures/Rain water harvesting at City/building level.

THEME 5-SANITATION

Sub-themes: Solid Waste Management, Sewerage management, Cost effective/eco-friendly/Innovative sanitation
solutions & Waste to energy solutions.

THEME 6-URBAN DESIGN & REGIONAL PLANNING, INNERCITY REVITALIZATION & CONSERVATION

Sub-themes: Smart City solutions, Sustainable/inclusive city planning, Innovative Urban design/New township designs,
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Innovative regional planning approaches, Urban renewal/Heritage conservation or retrofitting, Inner city renewal/
revitalization & Accessibility improvement for differently abled/vulnerable groups.

THEME 7-DISASTER PREPAREDNESS, MITIGATION & REHABILITATION

Sub-themes: Reduction of vulnerability, Civic awareness and preparedness. Contingency planning and early warning
systems. Response capacity, Hazard and risk reduction and mitigation, Post disaster rehabilitation/reconstruction, Risk
assessment and zoning, Gender specific risks and needs, Building bye-laws for disaster mitigation.

The selection criteria are based on Planning and Implementation Processes, Innovativeness, Stakeholder’s Participation,
Resource Mobilisation and Impact, Sustainability and Explicability. A jury comprising of eminent professionals with
diverse background scrutinise each received entry as per selection criteria.

This year HUDCO received 101 entries for this award, of which 10 winners were selected by a jury of eminent professionals.
This Award consists of cash prize of Rupees One lakh each to 10 winning entries along with a commemorative plaque
and certificate. Awards were given in six categories as no entry was found suitable by Jury for Award under the Disaster
preparedness, mitigation and rehabilitation category. Additionally, this year, six entries were also selected for a certificate
for appreciation as upcoming projects of excellence in the field of urban development. The list of award winners is given
below:

HUDCO Awards for Best Practices 2017-18:

Sl. No. Title of the Best Practice State Name of the Organization
THEME 1 : Urban Governance
Urban Governance through Technology Enabled Maharashtra | Navi Mumbai Municipal
Reforms in Grievance Redressal Corporation
1 ‘etc’ Education, Training & Services Centre for
Persons with Disabilities
2 Creating a Roadmap for Financial Sustainability of Rajasthan Directorate of Local Bodies,
ULBs in Rajasthan Rajasthan
3 Property Mapping in Urban Local Bodies Telangana Municipal Administration
Department, Govt. of Telangana
GIS based Revenue Improvement in Urban Local
Bodies
THEME 2: Housing, Urban poverty & Infrastructure
4 Janaadhar Mangala - Integrated Township under Gujarat Janaadhar (India) Private Limited
Public-Private-Partnership Model with a Focus on
Affordable Housing
THEME 3: Urban Transport
5 Seamless Transport — Kochi Metro Kerala Kochi Metro Rail Limited
THEME 4: Environmental Management, Energy conservation and Green Building
6 HERMA- Sustainable Habitat Tripura NB Institute for Rural Technology
7 Pune Street Lighting Project under Public-Private- | Maharashtra | Pune Municipal Corporation
Partnership Model
THEME 5: Sanitation
8 System Integrator for Radio-Frequency Madhya Bhopal Municipal Corporation
Identification (RFID), Internet of Things (loT) based Pradesh
Smart Bin Implementation as well as Real Time
Vehicle Tracking System (RTVTS) and Fuel Tracking
System for Solid Waste Vehicles in Bhopal
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Non-Sewered Sanitation and Faecal Sludge and
Septage Management in Warangal City

Telangana

Greater Warangal Municipal
Corporation

THEME 6: Urban Design and regional Planning, Inner city Revitalization and Conservation

10

Tender S.U.R.E. - Specifications for Urban Roads

Execution

Karnataka

Jana Urban Space Foundation
(India), Bangalore

Certificate for Appreciation under HUDCO Awards for Best Practices 2017-18:

Campaign

SI No Title of the Best Practice State Name of the Organization
THEME 2: Housing, Urban poverty & Infrastructure
Direct Benefit Transfer - Online Payment System Odisha Housing & Urban Development
(DBT-OPS) for Beneficiary Led Construction under Department, Govt. of Odisha
1 Pradhan Mantri Aawas Yojana- Urban
Land Rights to Slum Dwellers in Urban Areas of
Odisha
2 Urban Resource Center(URC) Guijarat Saath Charitable Trust
THEME 3: Urban Transport
3 Introduction and Running Bi-Cycling Sharing Sys- | West Bengal New Town Kolkata Development
tem in New Town, Kolkata Authority
THEME 4: Environmental Management, Energy conservation and Green Building
4 Urban Greening Initiatives in Andhra Pradesh Andhra Andhra Pradesh Urban Greening
Pradesh &
Beautification Corporation
THEME 5: Sanitation
5 IEC Chhattisgarh : Chhota Bheem, Captain Clean | Chhattisgarh | State Urban Development

Agency, Chhattisgarh

THEME 6: Urban Design and regional Planning, Inner city Revita

lization and Conservation

6

Rejuvenation of J.M. Road under Pune Street
Program, Inclusiveness of Urban Street Design
Guidelines

Maharashtra

Pune Municipal Corporation
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DISCLAIMER:

The projects featured in this publication are the compilation of Award winning entries of HUDCO Best practices award
2017-18, and are selected by the awards jury based upon the information provided by the participating agencies for
the awards, in form of write-ups and presentations. HUDCO does not take responsibility for the accuracy, technical
soundness or completeness of the content of these entries and shall not be liable for any loss or damage that may be
occasioned directly or indirectly through the use or reliance on the contents of this publication.

The contents given in this publication are for general reference only and not intended to replace the need for professional
advice in any particular area.
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URBAN GOVERNANCE THROUGH TECHNOLOGY
ENABLED REFORMS IN GRIEVANCE REDRESSAL

With an objective of providing simple, faceless and transparent services to all its stakeholders through multiple service delivery
channels such as web portal, mobile and citizen facilitation centers, the Navi Mumbai Municipal Corporation (NMMC) embarked
onaninnovation led journey to improve citizen service delivery by introducing robotics driven unique online grievance mechanism
which not only helped citizens in filing their complaints, but also helped the Corporation to incorporate various policy making
decisions based on the feedback and nature of complaints submitted by the citizens. More than 10,000 complaints have been
received till month of February 2018, out of which 98.84% have been resolved with an average resolution time of 5.85 days only.
This initiative has transformed the way in which the Corporation is working which has enabled them to improve service delivery
to citizens and to meet ever increasing demand for greater efficiency, transparency, effectiveness and accountability.

BACKGROUND

The e-Grievance Management System is specifically
designed to ease the process of logging grievances
and getting them serviced for the citizens, and
floating population of Navi Mumbai. A total of
around 14,00,000 (fourteen lakh) citizens from
across Mumbai Metropolitan area are benefitted.

KEY DATES
DATES Significance/ Achievement
27% Sep 2016 Launch of Robotics driven

e-Grievance system on web
portal

5t December 2017 | Launch of Mobile application
(NMMC e-Connect)

24 January 2018 | Short listing of the project for
the final round of presentation
for National E-Governance

project (NCEG-2017)

ESTABLISHMENT OF PRIORITIES

Under the ambit of e-Governance initiatives
umbrella, Navi Mumbai Municipal Corporation
(NMMC) senior management identified a need
to overhaul the grievances redressal system
and consulted various officers including the
Municipal Commissioner, Heads of Departments in
NMMC, Sectoral Experts, Private Consultants and
Developers to formulate the following priorities
in order - (i) Understanding the current/existing
situation, (i) Business Process Re-engineering,
(iiif) Stakeholders’ consultation, (iv) Taking Citizen’s
feedback, (v) Standardization of forms and making

HUDCO Awards for Best Practices to Improve the Living Environment

system more user friendly, (vi) Leverage existing
applications and infrastructure, (vii) Changes in
the software, (viii) Capacity building of employees,
(ix) Launch of revamped application, and (x)
Continuous improvement and monitoring.

PROCESS

The earlier process of lodging complaints and
concerns of the citizens of Navi Mumbai was very
cumbersome and difficult. The citizens had to visit
the office physically to lodge a grievance and were
also required to know the minute details about
their concerns such as the name of the department,
ward etc. in order to file a complaint which many
of the people were not aware of. Further, due to
the manual system in place, the problems and
grievances lodged by citizens were not addressed
on a timely basis. This led the citizens running from
pillar to post to get their problems addressed and
grievances resolved.

Citizens felt ignored as their views, opinions and
feedback were not considered in the planning and
running of the city. No provision of alert mechanism
for citizens/officers was available. Considerable
paperwork and trips to NMMC office were required
to follow up on the status of the application. The
system neither had defined timelines nor had any
provision for complaints and there was minimal
accountability in addressing issues of citizens.

To overcome all the problems and difficulties
of citizens, NMMC conducted BPR exercise and
came up with a unique Citizen Centric Grievance
Module that bridges the gap between citizens and
Municipal Corporation as the system offers Instant
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notifications, real time tracking, citizen’s feedback,
built in accountability, automated workflow with
auto escalation and reopening of grievances

Regular monitoring and evaluation of the initiative
has changed the work pattern of the Corporation.
Citizens come online and not in line. Every Head
of the Department, Additional Commissioners
and Commissioner have an illustrative dashboard
with dynamic real time data. Additionally, real time
reports are available for internal monitoring and for
preventive actions.

Analytics driven proactive and preventive measures
been undertaken to ensure efficient governance
(e.g. weekly data analyzed to identify repeated
complaints regarding a particular service or areas
and the same is addressed proactively). System also
automatically generates a list based on random
sampling on weekly basis for review of the quality
of resolution.

The data obtained through the system is analyzed
on weekly basis for trends, proactive measures to
be undertaken and planning. Ratings provided
by the citizens are taken as a benchmark by the
Municipal Commissioner to evaluate the individual
performance for official(s) Annual Confidential
Report. Meeting on weekly basis is also taken
by the Municipal Commissioner with all Head
of the Departments to review and monitor each

MOBILISATION OF RESOURCES

O U - e S S S T - (S g

1 Facaless : i Simplo I’ ] Cashbess
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suggestion and complaint and any problem arisen
there to is resolved so that better services can be
provided to the citizens. This is the first time that a
Municipal Commissioner of a large city is directly
interacting with citizens and resolving the issues
with the use of ICT.

RESULTS ACHIEVED

Better citizen services: 82.99% of grievances
(total of 10, 357 grievances have been registered
in the system since 27" September 2016 to 31
December 2017) have been resolved within 7 days
with an overall resolution percentage of 98.85%
which led to reduction in average resolution days
from 45 days to 5.85 days. Direct participation of
Citizens in online grievances has also instilled trust
and confidence in public that the problems are
getting heard directly without paying any visit to
NMMC offices.

Impact on Decision and Policy making: Based
on the data and analytics derived from the online
feedback / suggestions, citizen participation
materialized resulted in the reduction of
encroachment activities, opened of e-toilets and
repaired public and community toilets to make
Navi Mumbai open defecation free city which also
helped Navi Mumbai to bag 15t rank in Maharashtra
in Swachh Survekshan 2017. Also, several roads, pot
holes etc. got repaired due to active participation.

Lewvars Driving Change

Preparation of

Enterprise

Arehitecture
Business
Process
Re-anginearing

Solution

Design and

Implementation
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There has been the introduction of new bus routes
for public convenience. Mosquito nuisance areas
were studied through system data and appropriate
action taken on all affected areas. Feedback and
suggestions from online grievances are used for
city planning, development and improvement.

Impact in terms of enhanced accountability,
transparency and participation: Built in system
accountability has empowered citizens for real
time tracking, instant notifications which has
made officers responsive as system generates
automatic notices to defaulters. This has brought
transparency for both citizens and officers.
Grievance redressal system data is used to
conduct proactive and predictive analytics to help
the Corporation to address various issuesin a
proactive manner.

Dashboard
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Civic Services
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Birth Reglstration Death Registration
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Ward map certificate
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Building Permission
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Grievance Link Mobile application
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SUSTAINABILITY

The initiative has a defined standard operating
procedure(s) for all the stakeholders which have
been developed after carefully examining the
citizens’ and stakeholders’ feedback. The activities
which makes it sustainable are - (i) Formulated
Standard Operating Procedures, (ii) Capacity
building of employees, (iii) Aligning data entry
operators with departments for IT support, (iv)
Regular review meetings, (v) Monitoring and
Analyzing data, (vi) Continuous improvement
in software by standardizing the forms, (vii)
Awareness amongst citizens about the initiatives,
and (viii) Preventive measures in all sections of the
society.

TRANSFERABILITY

Through adopting NMMC’s Standard Operating
Procedure, it can be used in any environment/
department. The software is easily transferable as
the application is developed on an Open Source
platform and the ownership of the source code lies
with the Corporation and can be shared with any
Government set up.

LESSONS LEARNED

The important takeaways from the project are
that monitoring mechanism has to be robust, as
it can increase employee accountability. Real time
tracking fosters trust in Corporation’s actions.
Simplification and standardization increases ease
for citizens' participation and it increases if the
service delivery methods are transparent and
accountable, which comes through awareness.
Provision of online services hasreducedtherushand
over crowdedness at offices. With increased smart
phone penetration and technologically advanced
population, the Government organizations have
to match the pace and increase services on the
mobile platform.

Preventive  interventions, connected and
participative governance is a key component
in improving standard of living by increasing
community participation in the planning and
development of the city. In order to build lasting
relationships with citizens as well as to ensure their
lasting contribution towards the overall growth of
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the city, engage citizens’ prior implementation of | reforms. Assess various suggestions, views and

key policies. complaints of all stakeholders and enact new
Just one month on, NMMC’s | proposals and initiatives.
online services a major hit

Chvic| T
| Py i i

Curative interventions, which stem from stringent
enforcement mechanism and strong institutional
arrangements are the key for decision making
process, for identification of gaps and weaknesses

in institutional arrangements and to suggest " Photograph of Award Function
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‘ETC’- EDUCATION, TRAINING & SERVICES CENTRE FOR
PERSONS WITH DISABILITIES

‘etc’ (Education, Training & Services Centre for persons with disabilities) is an initiative by Navi Mumbai Municipal Corporation
(NMMC). It is a one stop resource Centre which provides educational and rehabilitative facilities to Divyaang Children and adults
from Navi Mumbai Municipal corporation area. The Centre serves the special children with education, training and other allied
services as well as the adult Divyaanjan by providing them with required assistive aids, economical support and giving benefits
through various innovation schemes designed for People with Disabilities (PWDs) by the project ‘etc! The Centre serves the special
children as well as the adult persons with disabilities (CWDs/PWDs) by providing them with required assistive aids, economical
support and giving benefits through various schemes designed for PWDs. The awareness programmes conducted by ‘etc’ Centre
help CWDs to know their rights and empower them to live life with dignity which is the vision of ‘etc! Students gain special
education, learn skills to develop independence, develop socialization skills, and cognitive skills. Vocational training is also being
provided to widen their employment opportunities. Along with the vocational training ‘etc’ centre started various vocational
courses as well as the placements of candidates after finishing the course. The environment at the centre is disabled friendly.

BACKGROUND

The‘etc’ (Education, Training and Service Centre for
Persons with disabilities) is a project initiated and
comprehensively implemented by Navi Mumbai
Municipal Corporation (NMMC) since 2007. It
started as a school for children with hearing
impairment and within a span of three years, it gain
the magnitude of a centre dealing with Child with

the population residing within NMMC area during
2006-07 was 9.25 lakhs. This survey was used as a
checklist for initial screening, and the suspected
cases were diagnosed at various camps organized
by the ‘etc’ Centre. The survey results indicated
that children with different abilities comprise 2.5
percent of the sample population.

The survey indicated to the Municipal Corporation

disabilities (CWDs) of all disabilities with a motto
to make them to live life with confidence and
dignity. The Institute provides services to all age
groups with various disabilities under one roof. This
project initiated by Local Municipal Corporation is
an example to be followed to serve the population
of about 15-20% (mild to profound level disability).

* For * Professionals
Administrative Ratio &
& Budgetary eligibility
Provisions Criteria
et
PRBAC Ak By Disability
Managsment  £ode 1995
Committos
ate’ NMMC
Accreditation Process
Manual Manual
Qcl -NABET [Revise
* To maintain & ovary year]  warking
improve the systam in the

standard of
Institute

Institute

Institutional Framework of ‘ETC’

A survey was conducted by the Corporation in
2006-07 on the number of children who are out of
school, normal and differently-abled. As per survey,
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of the huge financial burden that was borne by
parents of Children with Different Abilities (CWDAs)
for special education as well the society’s lack of
awareness on issues pertaining to different abilities.
So this project was designed to make education
accessible and affordable for CWDs.

KEY DATES

DATES Significance/Achievement

2007 Centre for Education and Training for
Children with Hearing Impairment
started.

2008 Education and Training Centre for
Children with Different Abilities was
founded in 2008.

2010-11 The centre extended educational
and rehabilitative facilities to Home
Based Training unit.

2012 Procured a plot of 2.5 acres with

the permission of 4,000 sq meter
construction area opposite Vashi
railway station, Navi Mumbai to
develop an advance resource centre.
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2014-2015 | The centre extended educational
and rehabilitative facilities to
children with visual impairment by

initiating new unitJIVAN KIRAN-

The centre started Sign Language
classes for Rehab Professionals.

National award 2017 by Hon'ble
President of India for outstanding
performance for providing holistic
comprehensive services to the
personwith disabilities (Divyangjan).

2015-2016

2017-2018

ESTABLISHMENT OF PRIORITIES

The managing committee provides leadership
to the centre run by NMMC. The committee
includes NMMC’s Commissioner as a President,
Dy. Commissioner of Administration & Dy.
Commissioner of Schemes as Members, CAFO of
NMMC as treasurer, the Director of ‘etc’ holds the
position of Member Secretary in management
committee. The Director of the Centre develops
various strategies and plans for the Centre and
discusses these in the managing committee
meeting for approval, mobilization of funds for
different projects.

Beneficiaries by various Schemes
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Beneficiaries by various Schemes

‘etc’ has established a formal Quality Management
System (QMS) and is effectively maintaining and
continually improving it in accordance with the
requirements of the Accreditation Standard for
Quality Centre Governance.

‘etc’ has adopted a Process Approach, wherein,
processes required for establishment of QMS have
been determined along with their general and
specific applications and the same is reflected in
various procedures, lists, charts, plans & formats.
This effort is directed to define and describe the
QMS and to provide general outline of all activities.
This system refers to all the supporting quality
procedures, and quality documents and activities
to be carried out on day-to-day basis as well as to
prepare an annual action plan. This has also defined
individual duties and responsibilities as a staff, as a
process owner and as a part of society.

PROCESS

Pre & post scenario to NMMC:

As per MMC Act, 1949 Section 66, Corporations
must fund institutes to look after persons with
disabilities and other who need extra care due to
illness & health issues. There is also a 3% budget
reservation for the poor. By starting ‘etc’ project
NMMC has made optimal utilization of the
resources and has become the first Corporation to
start a one stop resource Centre for CWDs/PWDs.

Pre & post scenario to Children:

Many children with disability were earlier left
without intervention and education due to dearth
of professionals in special schools, children did not
receive proper, timely intervention or children had
to be taken to different places. This has been eased
out due to availability of such professionals at ‘etc’
Centre.

Children at the Centre are well trained and so their
socialization improves drastically as intervention
process starts at ‘etc. The children are taken for
educational visits, picnic, other co-curricular events
and competitions. They also get to interact with
people on the occasions like exhibition, workshop,
Institute’s annual program, etc. and also obtain
prevocational training, guidance & counseling for
various vocational courses.

Pre & post scenario to Parents:

Parents of special children have to bear a financial
burden during the rehabilitation process of the
child. Many parents are daily wage earners or single
parents without employment. Needy parents are

il HUDCO Awards for Best Practices to Improve the Living Environment



hired on contract basis as class assistants or as care
takers based on their qualifications and get stipend
for class observation and financial help to attend
parent-training programs conducted within and
outside the Institute. Parents at the Centre also
share a special bond with teacher, therapist, staff
and the Director, which makes them feel, secured
& looked after.

Pre & post scenario to Rehab professionals:

In the course of five years a total of 110 professionals
got employment at the Centre. In future, more iob
opportunities will be created in government set
up for the Rehabilitation professionals, special
educators, and paramedical professionals with
replication of this initiative.

Pre & post scenario to CWDs/PWDs:

Persons with disabilities face difficulty procuring
aids and appliances for themselves. ‘etc’ provides
various aids and appliances to such persons. They
also have chances of employment at ‘etc’ " Post
of Class assistant and Caretaker are especially
reserved for PWDs. Persons with different abilities
get financial help for self- employment.

Pre & post scenario to Society:

Awareness programs are successful in creating
recognition and directing attention of the society
towards the education, problems and needs of
children / persons with different abilities. They also
help to create awareness in general public and
sensitize society towards the cause.

Pre & post scenario to Government
Organizations and NGOs:

NMMC’s initiative has encouraged other local
government bodies to start similar initiatives. Etc
has been a medium to deal with cases of CWDs
in areas like crime, Aaganwadi education and
community workers ‘etc Centre’ could successfully
create and explore networking amongst the
organizations and agencies. It has also empowered
the other Institutes working in the field of special

education.

MOBILISATION OF RESOURCES

The Centre is completely funded by Navi Mumbai
Municipal Corporation utilizing the provision of 3%
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budgetreservation existingin the local government
bodies for the progress of unprivileged section
of society and for the rehabilitation of the CWDs/
PWDs. Timely electronic transfer of funds is in
effect to the ‘etc’ centre’s bank account once the
proposed budget by the ‘etc’ centre gets approval
in the Board Meeting. Budget provisions for the
centre have been increased to satisfy the growing
needs of NMMC ‘etc’ Centre. Land was allotted by
CIDCO at minimal cost so the expenditure on land
cost was almost negligible. Technical expertise as
well as administrative monitoring were provided
by NMMC. Cost of construction of disabled friendly
infrastructure was 4.2% and on equipmentwas 8.5%
of the overall cost. Under CBR various preventive
programs and society intervention projects
are conducted. Schemes contribute for 16%
expenditure of which training and empowerment
of CWDs and parents is a major chunk. Awareness
and prevention programs contribute 10% of total
expenditure. Facilities and services provided to the
CWDs apart from schemes comprises of 14% of
office expenditure, 7% for maintenance and 3% are
other expenditures of the center.
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RESULTS ACHIEVED

Benefit to children with disabilities:

Vocational training provided to children made
them employable and helping them to develop
self-esteem. Before the existence of this centre the
children with special needs had to adjust according
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to the others’ environment. But at this centre the
environment is tuned as per the requirements of
the special children. As a result, they enjoy their
childhood thoroughly by playing and learning with
their peer.

Benefits to parents:

Many parents who are daily wage earners or single
parents without employment, are relieved of
the financial burden of their child’s rehabilitative
expenses.

Benefits to Persons with Different Abilities:

PWDs get financial help for self- employment.
Children with Different Abilities get financial aid up
to 1 lakh for cochlear implant surgery. Persons with
Different Abilities who are home bound and cannot
pursue any kind of employment because of the
limitations imposed upon them due to disability are
given monthly financial aid. Financial assistance for
academic and vocational training programs for PWDs
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Benefits to Society:

Print, audio and visual media have appreciated the
work and have given wide publicity to most of the
activities conducted by ‘etc’ Centre. The articles
and interviews served as a platform for solving
queries and give much needed feedback to the
target population of the society.

Individual from society gets information about
the Institute through different mass media. The

quality of work done in the centre creates a positive
impact on individuals. With training and help for
self-employment or recruitments, the income
generating group is widening.

Benefits to Government Organizations and
NGOs:

NMMC’s initiative has encouraged other local
government bodies to start similar initiatives for
PWDs. ‘etc Centre’ could successfully create and
explore networking amongst the organizations
and agencies. It has also empowered the other
institutes working in the field of special education.

Benefits to Rehabilitation professionals:

In the course of five years a total of 110 professionals
got employment at the Centre. In future more job
opportunities will be created in Govt. set up for the
rehabilitation professionals, special educators, and
paramedical professionals with replication of this
initiative.

SUSTAINABILITY

The initiative addresses a crucial need of looking
after a section of differently abled persons and
fulfills an important social need, hence it is socially
sustainable. It also helps participants to gain
confidence and employment. Professionals move
to take training in specialized field within their
profession or related to rehab profession. They
go for bridge courses or to learn new trends and
technological updates in the field to study the
global change in rehab profession and to update
with it and the centre automatically.

The State Disability code 1995 has brought about
increase in pay scale. Different abled get financial
aid up to 1 Lakh for cochlear implant surgery.
Persons with different abilities who are home
bound and cannot pursue any kind of employment
because of the limitations imposed upon them due
to disability are given monthly financial aid.

The Center encourages rehabilitation professionals
for updating their knowledge and upgrading
professional skills. The Center conducts various
indoor and encourages participation in outdoor
conferences, seminars and informative lectures
for professionals, associating staff and parents.
This enrichment in knowledge and experience
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enhances the productivity of the center. The
center has monitoring system, which controls
and communicates with all the staff. The financial
sustainability of the center is with support from the
local body fund.

TRANSFERABILITY

The concept can be transferred to other urban local
body, with the following possibilities:

Possibility due to availability of master plan:

NMMC ‘etc’ already has a master plan with proper
process manual that can be easily replicable, if any
local body is ready to take initiative. The process
manual gives in depth information of day-to-day
working process as an ideal rehabilitation center.

Possibility of flexibility in regard to Funding
from 3% budget reservation of local body:

Minimal budget required (Essential/ Optional
services) for the replication with different
combinations of services

Possibility with limited professional backup:

Initially management can appoint limited rehab
professionals. Project can initially be started with
smaller group of CWDs concentrating on quality of
rehabilitation services. On later date, with increase
in resources, the strength can be increased.

Possibility of limited infrastructure:

The project may start in small setup of 2-3 rooms.
It will grow as per the demand of CWDs and
availability of infrastructure! etc’ also grown-up in
similar manner.

Possibility in any kind of set up (urban/rural):

Projects like ‘etc’ can be set in urban as well as rural
area. The requirements and the available sources
have to be put to use optimally. There may be
transportation difficulty so home base program
option can work on.

Possibility of partnership and various sectors:

In some case it may not be possible for a single
sector like Government, Local Government or NGO
to independently handle a centre for CWDs/PWDs.
In such a scenario various sector willing to work for
the cause can come together and give in their best
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to start a centre. The causes will surly benefit a lot
with Public Private Partnership.

Possibility of flexibility in regard to
Administration:

NMMC ‘etc’” Centre is self-monitored and
administered by local government body. Similar
option can be opted for or local government body
or can be outsourced. Policy can be made at Central
and State Level to initiate projects like ‘etc’ at local
government level with Modality of ‘Uniform System:

LESSONS LEARNED

Normally GOs and NGOs working in field of special
education in India concentrate only one or two
educational options. Generally special schools or
institutes provide option of segregation or/and
integration but‘etc’is providing all educational options
under one roof for the choice of parent and PWDs.

‘etc’ had screened 4000 students & after diagnosis,
8 % to 9 % students were found with learning
disabilities in regular school. The Centre supports
them by providing remedial education as well
curriculum support and personal intervention on
1: 8 basis to help them to cope with mainstream
education. The Center gives periodical training to
regular school classroom teachers & Principals to
handle all above mainstreamed students.

MMC Act, chapter 6, section 66 (1) directs to give
services for CWDs as optional area which motivates
the local bodies from working for CWDs/PWDs. This
can be dealt with by making CWDs a mandatory
service area. The initiative can be taken only after
the master plan is ready.

The laws about disabled friendly infrastructure should
be firmly imposed so that resource centers and small
setups can be started in any available structure.

|
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CREATING A ROAD MAP FOR FINANCIAL
SUSTAINABILITY OF URBAN LOCAL BODIES
IN RAJASTHAN

The Govt. of Rajasthan in partnership with Janaagraha Centre for Citizenship and Democracy initiated Accounting and Audit
reforms in 188 Urban Local Bodies (ULBs) in May 2015. Phase — | of the engagement commenced with the signing of an MOU
between Directorate of Local Bodies (DLB), Govt. of Rajasthan and Janaagraha for constitution of Municipal Finance Reforms Cell
to facilitate preparation of audited annual accounts for all ULBs. Phase - Il of the engagement commenced in November 2017 for

development of a Municipal Finance Blueprint for the state.

ULBs in Rajasthan achieved a major milestone in migrating from single entry accounting to double entry accounting, producing
audited financial statements through empanelled Chartered Accountants (CAs) and took the first step towards financial
sustainability. Through a process of empanelment all 188 ULBs in Rajasthan have appointed CAs, and in less than a year, more
than 500 audited annual accounts have been produced for the first time in ULBs of Rajasthan. Phase - Il reforms would undertake
transformative reforms for financial self-sufficiency and financial accountability of ULBs.

BACKGROUND

India’s urban infrastructure is estimated to require
Rs.40 trillion of investments in a 20-year period
from 2011 to 2031. Today, municipal revenues
are approximately Rs.1.5 trillion and account for
approximately 1% of the country’s GDP as against
6% plus in Brazil, South Africa.

A large majority of the 4,000 plus municipalities in
India do not have balance sheets, as many of them
continue to follow cash basis of accounting. In
several states, municipal laws don’t even mandate
audit of annual accounts. Municipalities have not
carried out physical verification of their assets

and inventories for decades. They also do not
provide for any uniform accounting standards to
be followed, rendering municipal accounts largely
incomparable across states and sometimes even
within the same state.

More recently there have been two significant
developments which provided impetus to
Accounting reforms in Municipalities. Publication
of audited annual accounts was made a mandatory
condition to avail close to Rs. 17,500 crores of
performance grants under the Fourteenth Finance
Commission (14 FC) and also a mandatory reform
condition under the Atal Mission for Rejuvenation
and Urban Transformation (AMRUT).

KEY DATES
DATES Significance/Achievement
11 May, 2015 Phase-I :- Signing of MoU with Janaagraha.

13 January, 2016

Request for Proposal in national newspaper.

15 February, 2016

Empanelment of Chartered Accountants (CAs) for providing services of accounting
and audit financial year 2013-14 (and 2012-13 for AMRUT Cities) to 2015-16.

14 March, 2016

Creation of Municipal Finance Reform Cell.

30 September, 2016

Receipt of 100 audited annual financial statements from the empanelled CAs for
various ULBs.

09 February, 2017

Order of DLB for uploading of Audit Reports on the ULB website

22 August, 2017

Award Event for Felicitation of ULBs in Rajasthan for outstanding performance in
Accounting and Audit Reforms.

06 September, 2017

Order for uploading of audit reports on the central website of Department.

30 November, 2017

Receipt of over 500 audited annual financial statements.

23 January, 2018

Order for empanelment of CAs for FY 2017-18 and FY 2018-19.
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ESTABLISHMENT OF PRIORITIES

As per 14" FC, publication of audited annual
accounts is a mandatory condition to avail
performance grants. The same is also a mandatory
reform condition under AMRUT. An MoU was
executed with Janaagraha for forming a Municipal
Reforms Cell (MRC) to facilitate publishing audited
financial statements of all ULBs. The Municipal
Reform Cell (MRC) monitored empanelment
process of external Chartered Accountants (CAs).
One group of CAs was created for preparation
of account statements for all ULBs while other
group was created for auditing the same. MRC was
supported with staff by nominees from Directorate
of Local Bodies and Janaagraha. In the second
phase of the reforms, a Municipal Finance Blueprint
was published to improve municipal revenues and
strengthen financial accounting.

PROCESS
Engagement of DLB and ULB staff

The office of the DLB and his team were
appreciative of the need for the reforms and were
very supportive of the initiative, however for the
initiative to be successful and sustainable it was
important for ULBs to be engaged in the project
and be motivated to cooperate with the CAs to
fulfill the desired objectives. Initially there was lack
of support from the ULBs which manifested itself
in delays in submission of financial information
to the CAs. The DLB team organized division
level meetings attended by the Chief Account
Officer (CAQ), Assistant Account Officer (AAO) and
representatives of the ULBs to sensitize them and
seek their cooperation. The DLB team undertook
several field visits to get a firsthand account of the
ground realities to understand the concerns of the
ULBS and address them. The DLB also organized
camps for submission of audited reports

CA Empanelment Challenges:

Empanelment of the CAs was proposed to be
based on technical criteria on a fixed rate contract.
However, in order to ensure that the process was
transparent and not subject to scrutiny later, the
Govt. of Rajasthan opted for an L 1 based tender for
empanelment of CAs.
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Coordination challenges:

The DLB office had limited manpower to manage
the project and ensure coordination. Additional
resources were hired and were supplemented by
Janaagraha by deputing a CA to assist the DLB in
vetting the applications and on boarding the CAs.
The team also ensured coordination between ULBs
and the CAs for timely preparation of account
statements and audit reports.

In 2017, the Local Self Government (LSG) with
Janagraha's support held an Awards event to
felicitate the best performing ULBs in the area
of Accounting and Audit reforms. It was a first
of its kind event not only for the state but also
nationwide where ULBs were ranked and awarded
on their financial performance. The winners were
felicitated by the Honorable Urban Development
and Housing Minister of Rajasthan.

MOBILISATION OF RESOURCES

As per MoU, Janaagraha deployed an onsite and
offsite team to support the reforms process and
deputed a CA at the DLB office to oversee the
empanelment process and provide technical
guidance. Janaagraha offsite team provided
technical guidance and support on data analysis
and policy reforms. The Principal Secretary — Urban
Development, Directorate of Local Body, and Chief
Account Officer (CAO) played key roles in guiding
and supporting the reforms and ensuring that
ULBs were on board.

Since the beginning of the project, over 30 CA
firms have been working with 160 ULBs across
the length and breadth of the state. One group
of CAs were tasked with preparation of Account
Statements for all ULBs and another group of CAs
were responsible for auditing the same. The CAs
were chosen through a tendering process.

RESULTS ACHIEVED

Over 160 ULBs published their audited accounts
for FY 2014-15 and over 140 ULBs published their
audited accounts for FY 2015-16. All audited
accounts are accessible at a single location on
the website of the Department of Local Self
Government.
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Table: No. of ULBs submitted audit reports per year

Total No. of No. of ULBs submitted Audit Report
Division ULBs 2012-13* 2013-14 2014-15 2015-16 2016-17
Ajmer 31 13 29 27 27 3
Bharatpur 18 5 14 14 13 0
Bikaner 30 2 26 26 20 1
Jaipur 43 5 38 38 35 2
Jodhpur 25 4 21 19 19 2
Kota 20 8 19 19 19 1
Udaipur 21 5 18 18 16 0
Total 188 42 165 161 149 9
SUSTAINABILITY experience, a Guidelines document was published

Availability of audited accounts facilitated accurate
financial analysis and reporting and helped in
providing timely, relevant information for planning,
decision making and control at each level of
management. Further, they assisted in effective
follow-up of receivables by the ULBs and proper
ascertainment of payables. More importantly, it
helped in meeting the objectives of the Smart
Cities mission on tapping private capital by easing
financial appraisals and facilitating credit rating,
one of the pre-requisites for mobilizing funds
through Municipal bonds.

TRANSFERABILITY

ULBs need to undertake financial transparency by
ensuring that Financial Accounts are published
on a war footing. Annual and Quarterly reports
including audited accounts and management
analysis of the same are the principal instruments
that build trust and credibility.

Empanelling external chartered accountants to
prepare and audit municipal balance sheets would
jump-start sound financial governance in ULBs by
creating a pan-India municipal fiscal landscape. The
recent experience of empanelment of chartered
accountants in Rajasthan suggests that at a cost of
not more than Rs.100 crore a year all 4,000 plus ULBs
in India can have their balance sheets audited by
independent chartered accountants. Based on the

for Accounting and Audit reforms in ULBs.

The experience of Rajasthan, where empanelled
CAs produced audited financial statements could
be the roadmap for other states across India.
These would be first steps towards improving
transparency in accounting processes and audits,
better decision making and most importantly
access to private capital.

LESSONS LEARNED

Urban local bodies need to be financially

sustainable, in order to provide a good quality of
life in our cities. However, in order to assess their
financial health and draw up financial sustainability
roadmap including tapping private capital, it
is important to be able to understand the true
financial position of the ULBs.

Photograph of Award Function
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PROPERTY MAPPING IN URBAN LOCAL BODIES

The Commissioner & Directorate of Department of Municipal Administration, Govt. of Telangana (C&DMA) has embarked on a
task to map all the properties in the urban areas along with the vacant plots, government properties and geotag them as part of
Ease of Doing business . The main objective is to integrate the property information with Geo spatial data and put it in the public
domain for easy access of property information. The Commissioner and Director Municipal Administration, 72 Urban Local Bodies
and Indian Space Research Organization’s National Remote Sensing Centre (NRSC) are the participatory agencies in the initiative.

BACKGROUND

The Commissioner & Directorate of Department
of Municipal Administration (C&DMA), Govt. of
Telangana in partnership with the Indian Space
Research Organization’s National Remote Sensing
Centre (NRSC), Hyderabad has developed a special
mobile application on android platform to geo-
tag all the properties with the help of ‘Bhuvan |
the online platform which provides images and
map visualization. Field survey of properties was
undertaken using the mobile app to geo-tag each
property in the ULB. The entire process took three
months and all the existing 12.5 lakh assessments
were mapped with 18000 new / un-assessed
properties also tagged. The initiative has been
implemented in all the 72 Urban Local Bodies (ULBs)
of the state. Prior to the initiative, citizens were not
ina position to access details of their properties. The
authorities of Urban Local Bodies were also notin a
position to view the complete details of property at
a single platform. Lots of queries and disputes were
encountered at ULB level on the levy & collection of
tax. On the other hand, in absence of proper data
base, the ULB authorities faced revenue leakage.
To bridge the gap of transparency of information
and levy of correct tax, the technology intervention
has been brought into place.

KEY DATES

DATES Significance/

Achievement

19% June, 2017 to 31°t | Multiple Property
October, 2017 information at one
platform

Use of the database for
revenue improvement
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ESTABLISHMENT OF PRIORITIES

In property mapping, the NRSC has provided
technical support in terms of satellite maps and
mobile application. The data provided by the
NRSC has to be initially authorized by following
hierarchical order i.e., C&RDMA, Regional Directors,
Municipal Commissioners, Revenue Officers
and field staff. After authorization of concerned
officials, the data was incorporated in the mobile
application of field staff which he has to register
following the decided procedures. The Revenue
Officer moderated the collection of point data
on day to day basis. The progress was monitored
on the dashboard at the state level. The technical
issues were addressed by the NRSC.

PROCESS

Data collection with the help of mobile application as a part of
Survey

The mobile application is user-friendly and a server
based solution which enables. The data collector
to systematically record generated assets with
spatial position (Longitude, Latitude and Attribute
the status), time stamped with geo-tagged
photograph. This mobile app provides a platform
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to build a spatial database on Bhuvan Geo-
platform. The user can download the mobile app
from ‘Bhuvan Geo-platform’ using web browser in
mobile by putting key in the URL. The installation
procedure requires enabling of unknown source
application in the android settings. The profile page
consists of basic observer’s parameter details such
as Bhuvan User ID, Name, Mobile number and ULB.
The profile filling is one-time registration activity
by the observer. These parameters are tagged with
each observation. The ID can be used for query/
search of individual points from the geo-spatial
database. This can be used to monitor day-to-day
activities of an observer on Bhuvan geo-platform.
Along with above said parameters, user will be
selecting the State, ULBs to download property
data of the ULB to be geo-tagged. The user needs
to click on registration icon and register.

.. . * Ry 5 e
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of the properties with the help of mobile
application

Geo-tagging

The mobile app has a secured login and is accessible
to only the registered users such as C&DMA,
RDMA, Municipal Commissioner, Revenue officer
and Bill Collectors. Each user is authorized by his
supervising officer. As part of the survey process,
each bill collector is designated an area in the ULB
and he / she has to perform five tasks using the app
which are:

1. Select the property from the assigned list and
opt for house number / assessment number.

2. Capture the GPS position.

3. Take photographs of the work (two photographs)
one at the front side and other at the side angle
of the property at a distance within 10 meters.

4. Add information if any about the work.

5. Send the collected information. Once the user is
satisfied with the information collected and the
data is uploaded.

The concerned revenue officer of the ULB cross
verifies the same and will accept or reject the

property.

The geo-tagged properties are linked to property
data base of the ULB which provides all information
on the property such as name of the owner, tax
details, building details, encumbrance, prohibited
properties details and disputed properties to the
citizen or buyer. Other than tax the details such as
encumbrance, prohibited properties and disputed
properties are captured with due integration of
data base of registration department. The user /
citizen have to just login to ULB website or C&DMA
website using the property tax assessment number
or house number to search for the property
information. The entire process took three months
period and all the existing 12.5 lakh assessments are
mapped with 18000 new / un-assessed properties.

~m em

A Mabile app to geo-tag the prope 4
Telangana for COMA and GHIy

il 8e% §

GPS Accuracy: 5.0 m

©°

A Mobile App developed to geo-tag the Properties
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Property survey at a large scale using technology
was a big challenge. Training was provided by
NRSC about the usage of the mobile application
at various levels and a user manual was made
available for trouble shooting.

The entire survey was undertaken by the field staff
or bill collectors with supervision by the Revenue
Inspectors, Municipal Commissioner, Regional
Directors and officers at the state level through a
constant monitoring. Targets for the survey and
coverage of properties were set for each field staff.
The process of the survey was linked to the dash
board which was reviewed on daily basis. The
geo- spatial survey is entirely carried out by the bill
collectors. The NRSC has trained 1498 bill collectors
to carry out the survey over 2 months and is
extending the technical support.

MOBILISATION OF RESOURCES

The technical resources were garnered with
support of NRSC who provided the technical
support, the satellite maps using Bhuvan dash
board for daily monitoring and the training of the
field staff. On completion of the process, NRSC also
helped to develop the mobile application. NRSC
has integrated the property data base with‘Bhuvan'.

The property mapping is entirely carried out by
the bill collectors in the ULBs in economical way by
using smart phones with android applications. The

entire project was implemented by the in-house
staff of ULBs and no other expenditure has been
incurred in the project.

RESULTS ACHIEVED

The outcome of the intervention is that 12.5 lakh
properties in the 72 Urban Local Bodies (ULBs)
have been mapped using this process. The geo-
spatial database of properties is now available on
the public domain and the citizens can view every
information in detail of the property, online without
visiting the ULB office. The initiative has given
access to citizens to obtain online information and
ensuring transparent, time bound and hassle-free
services about the property information.

Further, the data base of C&DMA can be used
to identify the under-assessed or un-assessed
properties which would augment the revenue in
terms of property tax.

SUSTAINABILITY

The initiative has resulted in easy access of
information on a single click of button to the
citizens about the property which is reform
mandated under the ease of doing business. This
would reduce the transaction time for business or
individual to seek relevant information related to
a property transaction. The user can access to ULB
website or C&RDMA website using the property tax

Web portal showing the tax data mapping after assessment of the properties with the help of mobile application
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assessment number or house number to search for
the property information. The data base could be
also used development of digital door numbering
for all the properties.

TRANSFERABILITY

The property mapping is very useful database and
the initiative can be replicated for several urban
areas. ULBs can utilize the integrated database of
spatial and non-spatial information for property
tax, mutations and property details. Further, based
upon the success of the property mapping, the
department has also planned to use the data base
to identify the under-assessed or un-assessed
properties which would augment the revenue
in terms of property tax and vacant land tax by
identifying the under assessed and un-assessed
properties.

LESSONS LEARNED

In the past, no spatial database was available at
the ULBs about the properties in Telangana. Access

to any information related to property such as
location, encumbrance, property tax details, and
disputes was cumbersome and it was a time-
consuming process. The property tax information
was never integrated with the property information
like encumbrance, disputes since there was no
convergence of information. The introduction of
property mapping along with the integration of
property information has helped the citizens to
view the property details very easily and quickly.

Photograph of Award Function
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GIS BASED REVENUE IMPROVEMENT IN
URBAN LOCAL BODIES

Property Tax is one of the major sources of income for an urban local body. Due to improper levy the ULBs are generally not
in a position to mitigate to meet the mandatory provisions. As per the norms, the ULBs are supposed revise the tax every five
years. To improve the revenue of the ULB and make it self-sufficient it is important to find out un-assessed and under assessed
properties, so that the resources are charged fairly. The Commissioner & Directorate of Department of Municipal Administration,
Govt. of Telangana (C&DMA) have undertaken the project of GIS based revenue improvement in ULBs to achieve the revenue

improvement by improving the property tax coverage.

BACKGROUND

In Telangana state, out of 67 ULBs , the new
Municipal Tax was brought into effect in 2015
in 27 Nagar Panchayats which were upgraded
from Gram Panchayat. The property tax was last
revised during 2002 for residential properties and
2007 for non-residential properties. The revision
for every five years was not undertaken various
reasons. Further, as per the norms the new /
under assessed properties were to be assessed on
a monthly basis which was only done for limited
number of properties against the potential. The
measures by the state department undertaken to
improve property tax through manual surveys of
un-assessed and under assessed properties only
had yielded limited results.

Allocation of unique Geo reference number to each property

Under the 74™ Constitutional Amendment Act,
it is mandated for providing basic services to the
citizens residing in the Municipalities or Urban Local
Bodies. As per the norms, the Urban Local Bodies
are obligated to provide mandatory services and
ULBs has to rely on their own sources of revenue.
Henceforth, augmentation of revenue is one of
primary responsibility of an Urban Local Body.
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KEY DATES

DATES Significance/Achievement

Increase of Revenue to a tune of
Rs.40.00 Crores i.e. 28% incidental
growth, without actually
increasing rate of tax.

04t April, 2016

ESTABLISHMENT OF PRIORITIES

The orientation and training of the officials and
field staff was of high priority. The Centre for
Environment Development (CED), developed &
provided the necessary support in training the
field staff about the usage of the GIS maps. Each
bill collector was assigned an area with supervisory
officer. The survey data was cross verified with
an existing MIS data by the field staff and special
notices were issued to the property owners on the
variance.

PROCESS

The GIS based property tax information survey
was taken up by the Commissioner & Directorate
of Department of Municipal Administration, Govt.
of Telangana (C&DMA) in 34 ULBs with objective
of using the geo-spatial information to be made
available in the base maps. The initiative was
undertaken through the Municipal officials and
field staff of the respective ULBs and was trained
to carry out the survey. The survey was carried out
in 642091 properties and property tax has been
rationalized in 195594 properties in 34 ULBs of the
state. The initiative has resulted in an increase of
28% of the property tax collected by bringing the
un-assessed and under assessed properties under
tax.
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As per the provisions of the Municipal Act, the levy
of tax on new assessments and under assessments
has been carried out by drawing monthly list by
the filed officer’s regular basis. But, it has been
observed that in manual surveys there were gaps
in identification the assessment of new or under
assessed properties. Instructions to ULBs from

C&DMA / MA&UD department have not yielded
the desired results in augmenting the property
tax revenues resulting in revenue shortfall to ULBs
with growing expenditure in terms increased
wages, payment of power bills, running day to day
administration and providing of basic services. In
context of the above, it was felt highly desirable to

use the GIS base maps for survey of the properties
which spatially represented the property locations.

GIS Mapping: Initially satellite image of the entire
municipality was obtained and the mapped with
each structures of the urban area, allotted with
unique geo reference numbers, so that, every
structure is covered in survey and no property is
over sighted.

Field Survey: Field surveyors of the relevant field
were identified and trained about the questionnaire
format, software usage and field survey. A team
of two members was formed, with predefined
area for mapping. Each team was allotted areas
day wise for field data collection. This procedure
eliminated accidental missing of survey and survey
area. Activities were monitored in real time by
supervisors from their login. Data validation was
done right at the software for wrong numbers or
missing fields so that the important information
could be captured and in few fields where
documentation was mandatory, the documental
proofs were provided as evidence.

On capturing details of each property, the tax was
revised for the properties wherever variation was
found and the tax was levied for the properties
which were un-assessed. All these details were
updated in property tax module maintained by the
Department. Subsequently, due process of issuing
special notices and collection of tax was made.
In respect of any objections, they were revised
through revision petitions. After completing
all the mandatory process, the tax was levied
as per the norms and captured in the property
module maintained by the department and also
in municipal records. Since the process has been

Grid of 250 m X 250 m size was demarcated on A1 size paper with 1: 500 Scale to map the features very accurately on ground
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completed without actually increasing the rate of
tax, there was no résistance among the property
owners.

Creation of Data Base on GIS

MOBILISATION OF RESOURCES

Under Telangana Municipal Development Project,
the World Bank support was made available in
order to procure the GIS maps. The Center for
Environment Development, Hyderabad (CED) was
involved in developing the base maps and training
of the field staff to carry out the surveys using the
base maps. Subsequently, training was given to
field staff for carrying out survey and identification
of property using the GIS maps. Training program
was undertaken to all field staff.

RESULTS ACHIEVED

The revenue in tax base increased without
increasing the property tax rates. The GIS based
property tax survey in the 34 ULBs has resulted in
an increase of 28% of the property tax by bringing
the un-assessed and under assessed properties
under tax net. Totally, about 195594 under assessed
properties and 16355 un-assessed properties
were identified and results into improvement in
the revenue in terms of property tax and better
financial health of ULBs as noted below:

Total assessments surveyed (nos.) 642091
Modified Assessments (nos.) 195594
Increased Tax Amount (Rs./lacs) 1619.03
No of New assessments (nos.) 16355
New Assessment demand (Rs./lacs) 382.45
Total amount increased per year (Rs./lacs) | 4002.96
% increase 28
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SUSTAINABILITY

The initiative has resulted in revenue increase in
property tax by bringing in additional revenue from
the under-assessed and un-assessed properties.
It has improved the financial situation in the ULBs
to meet the growing expenditure and thereby
improving the cost recovery. The process adopted
is transparent and the database is made available
on public domain. The property tax database
has been updated and demands are being
raised accordingly. The database also serves as
information for rationalization of user charges for
water supply, solid waste management and other
taxes. The capacities of the in-house field staff have
been enhanced to use of the GIS based maps for
revenue improvement.

TRANSFERABILITY

The use of GIS based technology has ensured
proper capture of revenue apart from providing
transparent information. Training the field staff for
using of the technology has improved efficiency
and transparency in property tax assessment.
The GIS property tax can also be used as base
data for collection of other taxes and extending
urban services to citizens. The initiative can be
easily replicated elsewhere with the availability of
updated base maps on GIS platform.

LESSONS LEARNED

The process of GIS based property tax survey is one
of the unique initiatives which enable to strengthen
the financial resources of an urban local body. The
process is done purely in transparent manner and
opportunity is given to property owner through
issue of special notice.
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JANAADHAR MANGALA - INTEGRATED TOWNSHIP
UNDER PUBLIC-PRIVATE-PARTNERSHIP MODEL WITH A
FOCUS ON AFFORDABLE HOUSING

Gujarat International Finance Tec-City (GIFT City) is an upcoming international global financial services hub, situated in
Gandhinagar, Gujarat, being developed by GIFT Company Limited (GIFTCL), a joint venture between Government of Gujarat and
IL&FS. Spread across 886 acres, GIFT City is estimated to generate 30,000 job opportunities by the end of 2018. As a result, there
is a need for development of a sustainable housing solution which would cater not only to the housing demand, but also take
an integrated approach to ensure that the housing is affordable to the employees with all necessary amenities such as schools,
hospitals and market places.

GIFTCL found its partner in Janaadhar, an affordable housing company that aims to address the housing shortage of the urban
poor. GIFTCL and Janaadhar have jointly developed an Integrated Township in the Domestic Tariff Zone (DTZ) of GIFT City-
Janaadhar Mangala - with a focus on affordable housing and wholesome living and facilities such as health clinic, community
centre, market place, and plenty of open space. It also encourages a walk-to-work environment, and is the pilot project for IBFC's
Green Building Certification for Affordable Housing Project.

BACKGROUND

99 years. Janaadhar was granted the development
rights to develop the project and was given the
responsibility to design, finance, procure, construct,
operate, sell, and maintain the township. To ensure
the township caters to the EWS and LIG segments,
it was agreed between Janaadhar, GIFTCL, and the
Government of Gujarat that the units would only
be sold to employees of GIFT City who earn less
than Rs 6 lakh annually, or organizations based
in GIFT City who wish to provide housing to their
employees.

Janaadhar Mangala is spread across 5.7 acres in
GIFT City - Domestic Tariff Zone (DTZ). With 330
affordable housing units that cater to the housing
demand of the Economically Weaker Section (EWS)
and Lower Income Group (LIG) GIFT City employees,
the township is expected to have a population of
around 1,300, all of whom would belong to families
with an annual income of less than Rs. 6 Lakhs.

KEY DATES

DATES PROCESS

January, 2016

Significance/Achievement

Signing of Agreement to Lease
cum Development Agreement

GIFTCL invited proposals for the development of
an integrated township within GIFT City DTZ, which
would cater to the housing, social and commercial
needs of its EWS and LIG employees, through a
fair and transparent bidding process. The model
proposed was Public Private Partnership, where
development rights to land would be given to a
private developer. Land would be leased to the
developer on a nominal rate, since land cost makes
up for a large part of the total construction cost.

April, 2018 Handover of residential,
commercial, and community

centre

ESTABLISHMENT OF PRIORITIES

The foremost priority is to provide high quality
affordable housing to the EWS and LIG employees
of GIFT City and to create a sustainable and

integrated environment by promoting a walk to
work culture and a high quality of life by providing
necessary urban infrastructure.

The Project was awarded to Janaadhar through
a competitive bid process. The land is owned by
GIFTCL and is leased to Janaadhar for a period of

Janaadhar (India) Pvt. Ltd, an affordable housing
developer with a deep understanding of urban
development, was awarded the tender to develop
the Township. Initially, high cost of construction
was making the project untenable for EWS and
LIG households. To further bring down cost of
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construction, the parties agreed that the cost of
internal infrastructure and community centre
would be borne by GIFTCL. Hence, the cost saving
per unit was passed on to the EWS or LIG buyer.

The units are designed keeping in mind the
affordability as well as to minimize the maintenance
costs, which will be incurred by the residents.

MOBILISATION OF RESOURCES

As is the case with any affordable housing project,
land is the key resource for development. Lack
of availability and high costs of land often make
affordable housing projects untenable for private
developers. GIFTCL leased out 5.7 acres of land
to Janaadhar at a nominal rate for a period of 99
years, after the latter was awarded the tender.
This brought down the cost of development
significantly. Janaadhar Mangala was financed,
designed, and constructed by Janaadhar (India)
Private Limited (JIPL). Bringing its expertise in the
affordable housing segment, JIPL contributed
financial, technical and human resources utilized in
the development of Janaadhar Mangala.

RESULTS ACHIEVED

The Township was designed to provide affordable
housing to households employed by GIFT City with
the prerequisites for a high quality of life such as

Rendered images of the project
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primary school, community center and market
place. The market place has found significant
takers willing to buy the units and set shop. Out of
51 commercial units planned, 42 are already sold
out till February 2018. For the families residing in
Janaadhar Mangala, staying in the township has
significantly reduced the cost and time of commute
to travel to and fro work. It also has improved their
quality of life and given them a sense of dignity
since they now own a quality home which they can
call their own.

SUSTAINABILITY

The development was made feasible through a PPP
model where land owned by a Special Economic
Zone (SEZ) was leased out to a private developer at
a nominal rate for a period of 99 years. This, along
with efficient construction technology, was able to
bring down cost of construction significantly. As a
result, the affordable housing units are priced at
just Rs. 8.7 Lakhs. Since most families opt for a bank
loan, this results in a comfortable monthly EMI of
less than Rs. 8,500.

There is a cap on the annual household income of
the buyer of the affordable housing units. The buyer
must also be an employee of an organization that
owns commercial space in GIFT City. Organizations
based in GIFT City are also eligible to buy housing
units in Janaadhar Mangala, to provide housing
to employees who cannot afford to buy their own
units.

Janaadhar Mangala is the pilot project for IBFC's
Green Building Certification for Affordable Housing
Projects. Green measures such as minimum
excavation, top soil conservation, fly ash, and
China Mosaic flooring for terrace were adopted.
The Township has a Rain Water Harvesting system.

GIFTCL- GIFT City is being developed by GIFTCL
which realized the growing need for housing within
the geographical limits of the DTZ, especially for
the EWS and LIG segments. Bids were invited to
attract the right partner for the development of
the integrated township with a focus on affordable
housing, under a Public Private Partnership model.

The Government of Gujarat has supported the
development of Janaadhar Mangala by providing
a friendly policy framework for approvals. Also, the
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allotment of the affordable housing units to the
buyers is made as per the criteria given in Gujarat
Housing Board’s Mukhya Mantri Gruh Yojana -
the State’s Affordable Housing Policy. Janaadhar
Mangala shares the Central Government’s vision
of Housing for All. The affordable housing units
are eligible for the subsidies available under the
CLSS component of PMAY-U. The scheme provides
financial assistance to EWS and LIG first time
home buyers, which is also the target audience for
Janaadhar Mangala.

F¥xI51017

F10°x8'0"

Plan of 1BHK apartment

TRANSFERABILITY

To necessitate capacity building to sustain the
population that is expected to rise from the present
30 percent to an estimated 50 percent by 2030, PPP
model of development should be married with
other urban programmes to make housing not just
affordable but also guarantee a good quality of life.

Janaadhar Mangala has been a perfect example
where housing in an integrated township with
necessary social & commercial amenities like
school, health centre, commercial complex, etc.
This approach is a win-win state of affairs to marry
social responsibility with economic growth leading
to a progressive and inclusive development. This
model of affordable housing development can
be a prototype to be replicated in the smart cities
mission to efficiently support the infrastructure
with integrated townships for the employees.

LESSONS LEARNED

Janaadhar is founded on principles of social
responsibility towards the bottom of the pyramid
modeled at tapping the market where most of
the housing gap is prevalent in the country. While
this cannot be spearheaded purely by private
participation, the government must pool in
land parcels within the city limits that have been
unexploited for a long time now. Although cross
subsidization has been the fashion of housing
development in most metro cities, it cannot be
replicated in all Tier-1 and Tier-2 cities as the
appetite of the market to absorb high end products
is low and the developer would end up sitting
on inventory. Janaadhar Mangala has worked
exceptionally well as it was a part of the SEZ
where the land is owned by GIFTCL, a joint venture
between Government of Gujarat and IL&FS with
GIFTCL's model comforting our financial interests.

Photograph of Award Function
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DIRECT BENEFIT TRANSFER - ONLINE PAYMENT SYSTEM
(DBT-OPS) FOR BENEFICIARY LED CONSTRUCTION
UNDER PRADHAN MANTRI AAWAS YOJANA - URBAN

Government of Odisha, through Odisha Urban Housing Mission (OUHM) which is the State Level Nodal Agency (SLNA)
responsible for providing housing for all in the urban areas under Pradhan Mantri Aawas Yojana (PMAY), has undertaken a
number of noteworthy initiatives. Beneficiary Led Construction (BLC) has been one of the verticals under PMAY, where the eligible
beneficiaries are provided Rs.2.00 lakh in four installments for construction of houses. OUHM, in collaboration with banking
partner (Axis Bank), have developed an Electronic Fund Management System (EFMS) facilitating direct transfer of financial
assistance (installments) to PMAY beneficiaries through their bank accounts. Leveraging DBT-OPS mechanism, benefits go to
individuals’ bank accounts electronically, minimizing tiers involved in fund flow and thereby reducing delay in payment. This has
led to money transfer to targeted beneficiaries, curbing pilferage and duplication. More than Rs.404 Crore has been disbursed till
January 2018, through the application. Besides, the application is effectively addressing the capacity and resource issues at ULBs.

BACKGROUND

In Odisha, as per Socio Economic and Caste Census
(SECCQ) survey, out of a total housing shortage of
6,77,277 in urban areas, about 2,00,000 households
were projected to be covered under Beneficiary
Led Construction (BLC) vertical of Pradhan Mantri
Aawas Yojana, Urban (PMAY-U). As ULBs were least
prepared to deliver this model, Government of
Odisha, had taken an initiative to address issues
of capacity, resources and red-tapism so that
vulnerable sections could be reached and targets
could be achieved within the specific timeframe.

KEY DATES

DATES Significance/Achievement

25.12.2016 |Hon. Chief Minister of Odisha
launched an application enabling
direct fund transfer system at OUHM
and 113 ULBs.

District Collectors and Municipal
Commissioners were authorized to
electronically transfer payment for
BLC through direct benefit transfer
- online payment system (DBT-OPS).

08.02.2018

ESTABLISHMENT OF PRIORITIES

It was estimated that disbursement of payment
would require 8,00,000 transactions of funds at
various time periods into the bank accounts for
2,00,000 beneficiaries, as the guidelines on payment
of subsidy to beneficiaries involve transfer of funds
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at four phases based on progress in the stages of
construction. If this data was to be processed at
levels of Initiator, Approver and the Bank, the data
would involve multiple transactions. Thus, to curb
delay, duplication and to ensure transparency in
transaction, direct benefit transfer—online payment
system (DBT-OPS) was considered as a top priority
through which fund could be transferred directly
into the beneficiary’s account with the least human
intervention.

PROCESS

The system was initially made to function centrally
from OUHM. The software was made robust enough
to handle business for the whole state. All the
ULBs were made to use the platform and suggest
changes suitable for easier operation and greater
utility. Confidence of the beneficiaries was restored
in the system through active complaint redressal
mechanism. Subsequently, the Collectors have
been introduced into the system as ‘Approvers’ of
payment by decentralizing financial powers. ULBs
have been transformed into facilitators. Axis Bank
has been made to contribute as partnering the
initiative of change. The application was accepted
as a powerful tool for positive change by all the
stake-holders right from the level of the beneficiary
to the Government of India.

All the housing projects implemented earlier
were having serious operational and functional
issues due to delayed payments. There was lack of
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transparency in the system and the confidence of
the people in the ULBs was low. There was not much
of an interaction between the State government
and the ULBs. The funds released by the state
government to ULBs remained unutilized and the
UCs were pending for huge amounts of money
even after closure of the schemes. There was no
middle level institution to act as link between the
State Govt. and the ULBs. The process had taken
a toll on the motivation of the people to rely on
the credentials and capacity of the ULBs to deliver
services on housing schemes. This web-based
application has not only ensured transparency in
transaction of financial business, it has established
coordination between all the agencies involved in
implementation of the project and confidence in
the poor and vulnerable people.

RESULT ACHIEVED

Payment to beneficiaries is disbursed in a T+1
day time frame. The level of motivation of the
beneficiaries has been increased. Earlier they were
reluctant to demolish their old houses in the fear
that they might not receive the payments in time
and would not be able to complete their houses,
because the labourers and other workers would not
wait till clearance of files in the government offices.
They were also not in a position to afford the rentals
for a prolonged duration affecting livelihood. Now
the scenario has changed. As their confidence level
raised, they participate in this endeavour of Govt.
without hesitation. Their livelihood as well as state
of wellness has also risen.

The ULBs have become more responsive and
facilitate redressal of the grievances more
enthusiastically. Their capacity to deliver has
improved significantly. The application has brought
all the actors into the loop and ensured seamless
flow of information in real-time, ensuring complete

THE TASK
Transfer of subsidy
under BLC-PMAY to

2,00,000
beneficiaries

Four-fold

Txd

beneficiary.

Difficulty becomes

The fund is transferredin
four phases to each

£,00,000 beneficlaries

transparency in the process. More than Rs. 404
Crore has been disbursed till December 2017 and
more than 32000 beneficiaries have come forward
to avail the benefit. Submission of report, returns
and UCs has improved significantly. Rectification of
defects such as correction of the account number,
conversion of the Jan-Dhan accounts or limited
balance accounts have become easier. A lot of time,
manpower and resources are being saved allowing
the organizations to pay more attention to other
subjects. DBT-OPS most definitely ensured cashless
transaction at least in 8,00,000 cases.

MOBILISATION OF RESOURCES

Financial: The banking partner i.e. Axis Bank
has borne all the expenses of developing and
maintaining the software.

Technical: DBT-OPS is an web-based application
featuring recommendation and approval, funds
transfer tracking, real time MIS and status updates
for all levels designed. It also provides the portal
space for running this application.

Human Resources: OUHM has conducted several
rounds of training of officials and SLTC/CLTC
professionals for capacity building. The existing
manpower at the ULBs, District Urban Housing
Societies (DUHS), OUHM and the bank are now
successfully managing the initiative.

SUSTAINABILITY

DBT-OPS is an user-friendly web-based application
capable of updating and up-scaling itself from
time to time depending upon the need of the
user. The low technical, financial and legal support
required to run the application works towards its
sustainability. Since introduction of the application
into the system and it is delivering the desired
outcomes in a flawless manner. The application is

Difficulty becomes
Twelve-fold

The Beneficiary datais
handled at three levels
1. ULE (Initiator)

2. Approver
3. Bank
Data passes through
24,00,000 hands

Txdx3
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acceptable by the officials at the ULB, District and
State level and transfer benefits to people and thus
it is sustainable.

TRANSFERABILITY

DBT-OPS has been developed in keeping with the
stated objectives of PMAY. This has successfully
achieved the objectives of transparency, efficiency
(capacity building) and confidence building.
This has redefined the process of transaction of
Govt. money. The concepts of time and resource
management have been given a new perspective
through this application. This application has
protected the interest of the poor beneficiaries and
ensured their financial and social inclusion. This
module being transferable and replicable, helps
all the government organizations, who intend
to disburse benefits to the poor and vulnerable
sections of the society. With a little intervention
from the Government, the software can be either
utilized in the current format or replicated with
some modification at a reasonable expenditure.

LESSONS LEARNED

DBT-OPS has unfolded a range of possibilities,
which remained up till now unexplored in the earlier
system of fund-flow. Previously enormous amount
of time was spent at the ULB level to verify and
validate the primary data received from the field.
Similarly, the data which was generated manually,
at the level of the approver, used to be filled with
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the risk of human errors owing to oversight, fatigue
and other attitudinal issues which was resulting
into manipulation and corruption. The cumulative
impact was the loss of trust of the people in
the system leading to exclusion of the genuine
beneficiaries.

DBT-OPS have completely done away with manual
verification/ validation of data. Lot of time and
human resources at different level is saved which
can be used for other priority sectors. Monitoring
and supervision have become robust and flow of
information is now real time. Scopes of corruption
and unwholesome practices have been completely
eliminated. This has empowered the people
and scaled down the quantum of vulnerability.
The initiative has once again proved that a small
intervention in the right direction can work
wonders. Transparency is the key to redemption
of trust of the citizens and technology is good, if
leveraged to the advantage of the masses.

Photograph of Award Function
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LAND RIGHTS TO SLUM DWELLERS IN URBAN
AREAS OF ODISHA

A historic legislation - Odisha Land Rights to Slum Dwellers Act, 2017 has been enacted by the Government of Odisha to issue
land rights to slum dwellers in 109 Municipalities and Notified Area Councils of the State. The land rights would be heritable,
mortgageable but not transferable. The settlement would be on the basis of actual occupation of dwelling and on in-situ basis,
up to a maximum limit of 646 sq.ft. in Notified Area Councils (NACs), 484 sq.ft. in Municipalities and maximum 323 sq.ft of land
both at Municipality and NACs in case of untenable slums on relocation basis. Programme was piloted in 9 towns of Ganjam and
Puri districts. Implementation has been scaled up to rest 100 towns incorporating the lessons learnt from the pilot. Housing and
Urban Development (H&UD) Department is the nodal department to implement the legislation.

BACKGROUND

The demographic shift from rural to urban areas
over the decades has resulted in large chunks of
government land being converted into informal
settlements. In Odisha as per census 2011, 23.1%

of urban population (around 16 lakh) lives in slums
without security of land tenure and are under
constant threat of evictions. In view of this, Odisha
Land Rights to Slum Dwellers Act, 2017 has been
enacted by the Government of Odisha to issue land
rights to slum dwellers in 109 Municipalities and
Notified Area Councils of the State.

KEY DATES

DATES SIGNIFICANCE / ACHIEVEMENT

10" Aug 2017 Odisha Land Rights to Slum Dwellers Ordinance, 2017 passed by Govt. of Odisha.

16" Sept 2017 Odisha Land Rights to Slum Dwellers Rules, 2017 notified.

16" Oct 2017 Odisha Land Rights to Slum Dwellers Act, 2017 passed by Odisha Legislative
Assembly.

4t Oct 2017 1%t Sensitization Workshop with Collector and other district and ULB officials of the
piloted towns of Ganjam District held.

28" Oct 2017 Sensitised RDCs & Collectors on Act and Rules.

20t Oct to 24" Nov 2017 | Cluster level Sensitisation Workshops (7 nos.) involving officials of 109 towns
covering all 30 districts done.

23" to 28" Oct 2017 Drone Survey conducted in around 64 slums of 9 pilot towns.
25% Oct to 3 Nov 2017 | Formed of around 62 Slum Dwellers Association (SDA) in pilot towns.
29% Jan to 9" Feb 2018 | Training Programme for all Executive Officers, Tehsildar, Community Organisers &

NGO representatives conducted.

ESTABLISHMENT OF PRIORITIES

Extensive interactions were carried out with various
stakeholderstoformulateaction plansforsuccessful
implementation of the Odisha Land Rights to Slum
Dwellers Act, 2017. Pilot implementation was
prioritizedtoidentifykeyissuesandtostreamlinethe
implementation process. The standard operating
procedures were notified and the responsibility
was shared amongst the departments, partner
agencies and the concerned ULBs for carrying
out the key activities including delineation of
slum boundaries, engagement of NGOs / CBOs for

facilitating community mobilization, formation of
slum dwellers association (SDA) for preparing list
of eligible beneficiaries for approval by the Urban
Area Slum Rehabilitation and Redevelopment
Committee (UASRRC) and issue of land rights
certificates.

MOBILISATION OF RESOURCES

A core group was formed consisting the officials
from the H&UD Department, experts from PMU,
representatives from partner organizations
and key officials from ULBs for development of
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implementation strategy. A technical agency was
engaged for conducting drone survey. Key roles of
the actors were as follows:

H&UD Department: Engagement of technology
partners for slum mapping, fixing of slum
boundaries, measuring foot-print of households by
drone survey, monitoring & engagement of NGOs/
CBOs etc.

NGOs/ CBOs: Carrying out door-to-door
household survey and collection of required
documents, numbering & stickering of households,
facilitating community dialogues, listing of eligible
beneficiaries, preparation of slum re-layout plan
etc.

PROCESS

Challenges: The key hurdles that the Department
had to come across during the commencement
of the implementation included stakeholder
management and coordination, aerial drone survey
of land with involvement of community members,
community mobilization and participation in
planning and designing slum plan convergence.

Survey of slum area by using drone

Key strategies: Key elements of the strategy were:

o Well-conceived and well-drafted legislation.

e Technology aided implementation leveraging
innovative technologies like drones for survey
and GIS based information system.

e Regular & direct monitoring & evaluation by
the  Commissioner-cum-Secretary,  H&UD
Department.

e Swift and effective mobilization of resources.
e.g. Policy & Regulatory expert from in-house
PMU was engaged in formulation of legislation
and a core group of resources with diversified
background was created for
implementation.

piloting the

Images captured through drone survey

It was decided to pilot the implementation in 9
towns of Ganjam and Puri districts. Standard
operating procedures and associated action plans
were preparedinconsultationwithexpertsfromTata
Trust, PMU, selected ULB officials and NGO partners.
Extensive sensitization workshops were conducted
with the ULB and district officials of ULBs selected
for pilot implementation. The communication
needs were analyzed and accordingly various IEC
materials were prepared including frequently
asked questions (FAQs), information brochures,
documentaries and translation of acts and rules
in the regional language. Both aerial drone survey
and conventional field survey through revenue
functionaries were experimented for demarcation
and measurement of dwelling footprints. Finally,
drone survey was selected as the most appropriate
methodology for ensuring time-bound execution,
thereby ensuring accuracy and reducing the
scope for manipulation. All the stakeholders for
implementation of the initiative (Commissioner-
cum-Secretary, Senior officials of the Department,
Sectoral Experts, District Collectors, Executive
Officers of the concerned ULBs, Tehsildars,
Implementing partners etc.), were brought under
one forum through creation of a group for better

HUDCO Awards for Best Practices to Improve the Living Environment | &4




coordination, sharing of information, resolution
of issues and supportive supervision by the
department.

Pilot Intervention: Key activities in pilot
intervention included engagement of NGOs for
community mobilization, delineation of slum
boundaries, extensive community dialogues,
formation of slum dwellers association, drone
survey, door to door household survey, collection of
required documents, preparation of list of eligible
beneficiaries, publication of the list in conspicuous
places for inviting objections and suggestions,
verification of the documents by the scrutiny
sub-committee, incorporation of suggestions,
preparation of final list of beneficiaries, approval
of the list by UASRRC and finally the issue of land
rights certificates to the eligible slum dwellers.

Community Involvement: The implementation
started with community mobilization, continuous
dialogues with slum dwellers, conducting door-
to-door survey, stickering and numbering of
dwellings with the help of slum dwellers. SDA was
responsible for resolving dispute (if any) between
the slum residents, preparing list of eligible
beneficiaries and slum re-layout plan with the
help of NGOs and community organizers. Special
attention was given to include women members,
differently abled, local leaders in the community
mobilization and planning process. Further, it was
mandatory to issue the certificate of the land right
jointly in the name of both the spouses in case of
married beneficiaries.

Urban Area Slum Redevelopment and Rehabilitation Committee

RESULTS ACHIEVED

Benefits: The legislation provides for assigning
land rights to the poor slum dwellers and for
redevelopment, rehabilitation and upgradation
of slums to benefit approximately 2,00,000
households (approx. 16 lakhs population) living in

2500 slums across 109 towns of the state.

Till February 2018, community mobilization has
been completed for more than 1,00,000 slum
residentsand 1075 slum dweller associations (SDAs)
have been formed across the 107 ULBs. Through
the pilot program, around 2000 households have
received land right certificates at the State level
event held on 7" May, 2018.

Expansion: The Department has initiated the
expansion of the implementation in the remaining
100 towns of 30 districts in the State. Around 25
NGOs have been engaged to carry out community
mobilization activities and conducting door-to-
door survey in the remaining ULBs. Two days
training programme which included classroom
sessions and one-day field exposure to Konark
(one of the pilot ULB) has been undertaken
for a composite group of personnel from each
ULB including the Executive Officers, Tehsildar,
Community Organizers and NGO representatives.
Around 520 personals in the batch of 5 participated
in the training which was organized from 29" Jan
to 9™ February 2018. Technical agencies have
also been selected for conducting drone survey
in approximately 2500 slums of the State. The
intervention of providing land rights to the slum
dwellers is a small initiative in converting a slum to
a livable habitat.

SUSTAINABILITY

The objective of the legislation is to convert slums
to livable habitats and provision for assigning land
rights is the first step in providing an in-situ and
sustainable land tenure. For untenable settlements,
relocation shall be done with the voluntary consent
of slum dwellers thereby ensuring sustainability
of habitation. Recently, on 7*" May 2018, Govt.
of Odisha has also launched Odisha Livable
Habitat Mission — “JAAGA” with focus on priority
infrastructure development in the slums such as
piped water supply, sanitation & health facility,
LED street lighting etc. in addition to affordable
housing.

The money collected from slum dwellers while
settling the land shall be credited to Urban Poor
Welfare Fund, constituted in each ULB. Further,
25% of the municipal fund earmarked for poor shall
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also be transferred to said fund that will be used for
the creation of requisite infrastructure.

TRANSFERABILTY

The replication of pilot implementation has
been initiated in remaining 100 ULBs of the
State. The acts, rules and Standard operating
procedures (SOPs) drafted in a simplistic manner
acted as an enabler to successful replication.
Leveraging the activities of pilot interventions
including establishment of the institutional
framework, partnership with implementation
partners, orientation and capacity building of
key stakeholders, information dissemination,
technology intervention, community mobilization
etc. shall help in successful replication of the
initiative.

Stakeholder Training

LESSON LEARNED

A strong political will believing in inclusive growth
is the motivation behind the landmark legislation.
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The success of such legislation is functional upon
exhaustive deliberations and formulation of
effectiveimplementation strategies. Involvement of
local and state level actors with clearly defined roles
and responsibilities is the instrumental to achieve
success of the initiatives within defined timeframe.
Identification of local level partners helped in
facilitating effective community mobilization
through extensive dialogues taking cognizance of
local dynamics and priorities. Choice of requisite
technology improves transparency, accountability
and minimizes the scope of manipulation.

Effective coordination between various
stakeholders isimperative forimproved monitoring
of the implementation. Periodic training programs
including classroom sessions and field exposures
shall accelerate the replication of interventions.
Usage of social media toolsincreases the probability
of success manifold.

Photograph of Award Function
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URBAN RESOURCE CENTRE (URC)

Migration has become an integral aspect of urbanization. When informal sector workers migrate to urban areas, they tend to miss
out many opportunities which a resident of the city is normally entitled to. Saath Charitable Trust with over a decade of experience
with informal settlement dwellers realized that there is a need to connect them to various services in order to achieve betterment
in their living condition. Urban Resource Centre (URC) was set up with a vision to connect them to as many benefits as they can
avail with the help of emerging leadership from within the community. The center helps in the process of service facilitation by
acting as a bridge between the community and relevant service provider. Impacting 1,80,000 people till date, it continues to
operate through three centers in Ahmadabad and three in other states. This has helped the community members receive larger
benefits such as credit, house, medical facilities, etc. leading to integrated development.

BACKGROUND (URCs) are established in informal settlements
of Ahmadabad, Jaipur, Varanasi and Ranchi for
making these services accessible through one-stop
center to over 40,000 households.

Slum residents lack awareness about the process
of availing government entitlements and services
they are eligible for. The Urban Resource Centers
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Various work fields of Urban Resource Center (URC)

KEY DATES

DATES Significance/Achievement

2005 Urban Resource Centre conceptualized & feasibility study was conducted

2007 Urban Resource Centres piloted

2009 Operations and implementation began with one centre in Ahmadabad and scaled up to
multiple centres within the city

2012 Expanded to other cities of Gujarat

2016-17 Expanded to major cities of Rajasthan, Uttar Pradesh and Jharkhand
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ESTABLISHMENT OF PRIORITIES

The government services meant for the benefit
of the urban poor largely remain inaccessible
to the targeted population leading to greater
vulnerability. Urban poor lack awareness and are
unable to provide basic identification documents
to become eligible for certain government
schemes. This affects diverse aspects such as
children’s education, youth’s livelihood, residents’
health and hygiene, living conditions of families,
etc. based on the need of the people. The Trust has
identified local leaders from the community and
were empowered to reach out to more people for
service facilitation in collaboration with the Trust.
These leaders then served as agents of change for
any service requirement.

MOBILISATION OF RESOURCES

The project included field officers, data manager,
project coordinator and program director. They
jointly identified the people who could get
benefit from the services. They facilitated and
monitored the process until service was received
by the individual through rigorous follow-up
mechanism. The initiative was partly supported
by external Foundations and partly through local
contribution received from the community in lieu
of services provided. Support of relevant Municipal
Corporation Departments was received for service
facilitation.

PROCESS

Saath works on need-based, integrated, and
participatory approach. While working on Slum

Gavernmant and ANT
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URC model showing its four major components
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Networking Project, various CBOs were formed
to empower the communities and address the
issues with greater involvement. They were the
active agents and decision makers in programme
implementation. They got experience to work with
multiple stakeholders such as NGOs, corporates,
government, other localities, etc. Having seen the
requirements being met, people used to put forth
their needs of various documents and applications
to the CBOs, which in turn facilitated receiving
services. These CBOs, however were formed to
address issues of specific localities and looked into
legal implications.

In order to reach out to larger communities, the
URC model was thought out for expansion, which
would operate simultaneously at multiple locations
with minimal formalities. Financial investment was
also of utmost importance for the functionality of
this initiative. Involvement of community leader
and their contribution were seen as crucial aspect
for its successful implementation. The URC model
had four major components, i.e, information,
advocacy, service delivery and monitoring, which
were achieved through creation of community
awareness and relationship building. The activities
included regarding health awareness, check-up
camps, importance of identification documents
in availing different benefits, awareness on health
issues, importance of education, cleanliness of
the surroundings, livelihood linkages, housing
facilitation, consumerrights, etc. Community played
an important role through active participation at
all the stages of program implementation.

e g,

Interaction with participants / clients

A team of each centre ensured process of
implementation. Information dissemination and
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need identification was generally done through
door-to-door visit.  Alternatively, community
members used to visit URC centre with specific
requirements. Based on the needs of that particular
area, concentrated efforts were put towards service
delivery. Their queries were recorded and followed
up with participants to ensure whether they
received the services. Their entitlements were cross
checked to offer better opportunities. Monthly and
quarterly monitoring meetings were organized by
management team for better implementation of
the program.

RESULTS ACHIEVED

As Urban Resource Centre (URC) functions at
multiple facets, it upon the diverse spheres
of one’s life. Since its inception, it has directly
impacted about 1,80,000 individuals. The more
the people get benefit of the project, the larger
the neighborhood gets awareness of their
entitlements. More than 14,000 people participated
through 235 no. of awareness and re