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“Doorstep Delivery of Public Services”

In reference to the Cabinet Decision No.2522 Dated 16.11.2017, the
Administrative Reforms Department, Government of NCT of Delhi has launched the
project "Doorstep Delivery of Public Services” on 10.09.2018. This project enables the
citizen to get Public services like Certificates of SC/ST/0OBC, new Water/Sewer
connection, Domicile, Driving License etc. at his/her doorstep by paying a facilitation fee

@ Rs.50/- in addition to Government fee prescribed for that service.

A Call Center has been established to facilitate the citizens through call helpline
number 1076. Government has also engaged an Intermediary Agency namely M/s VFS
Global Services Private Limited to execute the project smoothly. Initially project was
rolled out with 40 Public Services and subsequent, 30 more public Services have also

been added in the second phase. Further, 30 more services are also added in the project
In phase III.

For getting the public services at doorstep, the citizen is required to call helpline
No.1076 and then Call Centre dispatches a Mobile Sahayak to facilitate the citizen at the
convenient time of citizen, for submitting his/her service request for desired service
online through tablet device having suitable specifications available with Mobile
Sahayaks. Thus, the Citizen of Delhi would not have to stand in queues to get their job
done for the services listed under the project. The Call Centre will be remained open

24x7. The Mobile Sahayak visits from 08.00 am to 10.00 pm on all days including
Gazetted Holidays and Sundays.

The Mobile Sahayak collects documents prescribed for desired service and
submits it to the department concerned. This project is monitored by Project Monitoring

Unit constituted by Administrative Reforms Department, Government of NCT of Delhi.

/‘:Yf ".’T\"'
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Key Objective of Doorstep Project

1. No Visits to Govt. Offices and Hassle-Free Public Services
 Get service at your doorstep
2. Remove the Role of Touts/Intermediaries
e Getting hassle from public services doing away with intermediaries
and touts thereby reduce corruption
3. Delivery Assurance
» Faster delivery of citizen services at the Doorstep
4. Multi-Department (G2C) services under one Umbrella
e Provide a one stop solution for citizens to avail multiple public
services at one go thereby saving time, cost and getting a better

customer experience

High-level Process

- Step 1: Dial 1076

* Step 2: Understand requirements for availing the service.

* Step 3: Book appointment .SMS to citizen.

* Step 4: 2nd SMS to applicant, day before the appointment

* Step 5: System generated OTP to applicant before the visit of Mobile Sahayak.

* Step 6: Visit of MS on appointment day. Online application filling.

* Step 7: Verification / Examination, by DA. Approval by concern officer in case of
query MS to visit again and get the missing documents.

+ Step 8: Once the document / Certificate is ready, SMS to applicant.

+ Step 9: Delivery of Service.

* Step 10: Feedback from Applicant by Call Centre

H
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Role of Implementing Field Level Agency

Manage Mobile Sahayaks across Delhi to ensure complete geographical as well as

time-wise coverage.
Develop and maintain the IT infrastructure for handling of citizens’ requests by the

Call Center, handling of those requests by Mobile Sahayaks and seamless integration
with departmental websites

Coordination with concerned Departments to ensure a thorough solution right from
the collection of information/documents from the citizen through the Mobile Sahayak
till the delivery of service

Preparation of Training Modules and Training to all Sahayaks for all Services.
Updation of the training(modules) for any upcoming changes or upcoming new
services.

Responsible for overall delivery experience.

Few of the Project Outcomes are:

a. Information Disseminator

i. 24x7 call center emerged as a one stop solution for the common
public.
ii. Approx. 29Lk+ calls were answered by the call center and offered
suitable solutions for availing diverse government services.
b. Visits
. Mobile Sahayak Visits at Doorstep
il. More than 4+ Lk doorstep visits done till date
iii. MS equipped with tabs and application submitted / Discarded
c. Delivery Assurance
I. Application Discard/rejection is low around 5-7%
ii. 15 Days SLA for most of the services
iii. No presence of applicant at government office if any gaps mobile
Sahayak visit the citizen again.
b) Costs & Time Saved
I. Huge saving on time to avail information & application submission
c) Citizen Feedback
I. Only scheme where feedback is taken from all the applicant.
Il. Immediate action on any issue reported.
iii.  Single Number for request/complain/ information request

d) Service Disposed

I. ~ 90+ % Service request is disposed
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List of Services under Doorstep Project

S. No Department Name of 100 Services
1 Revenue Department [ssuance of Caste Certificate (OBC) il
2 Revenue Department Issuance of Caste Certificate (SC)
3 Revenue Department Issuance of Caste Certificate (ST)
4 Revenue Department [ssuance of Domicile Certificate
S Revenue Department Issuance of Income Certificate 1
6 Revenue Department [ssuance of Delayed Birth Order *_
7 Revenue Department Issuance of Delayed Death Order
8 Revenue Department Issuance of Lal Dora Certificate
9 Revenue Department Issuance of Land Status Report
10 Revenue Department Isﬁsuance of Permanent ID Card to the
Disabled Person
1l Revenue Department Issuance of ROR
12 Revenue Department Issuance of Solvency Certificate
3 Revenue Department Issuance of Surviving Member Certificate
14 Revenue Department Registration of Marriage
15 Revenue Department Enrolment as Civil Defence Volunteer
16 Transport Department Issue of PSV Badge
17 Transport Department Issue of Conductor License/Badge
18 Transport Department Issue of Duplicate Conductor License
19 Transport Department Renewal of Conductor License
20 Transport Department Renewal of Permit
21 Transport Department Issue of Duplicate Permit
22 Transport Department Duplicate RC Certificate
23 Transport Department Change of Address in RC
24 Transport Department Transfer of ownership
25 Transport Department Hypothecation Addition
26 Transport Department Hypothecation Termination
27 Transport Department Issuance of NOC
28 Transport Department Learner’s License
29 Transport Department Permanent Driving License
30 Transport Department Renewal of Driving Licence
31 Transport Department Duplicate Driving License
32 Transport Department Change of Address in D/L
53 Transport Department A‘dditinn of new class of vehicle to a Driving
License
34 Transport Department Motor Vehicle Tax
35 Delhi Jal Board New Water/sewer Connection
36 Delhi Jal Board Mutation
37 Delhi Jal Board Re-Opening (After rebuilding of house etc.)
38 Delhi Jal Board Disconnection
39 Delhi Pharmacy Council | Fresh Registration
40 Delhi Pharmacy Council | Renewal of Registration
Delhi Tourism and
41 g:g:i;r:iftn Booking of Tour Package
Corporation (DTTDC)
47 Delhi Transport Issuance of general all route Bus pass for
Corporation AC &Non AC Buses
43 Delhi Tra_nspurt — ,
N Corporation ce of Delhi-NCR bus passes
:w\"' 44 Delhi Transport Issuance of Concessional BPL/AAY monthly
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pewen "_Bu_s_ Passes
45 Delhi Tra'nSpnrt Issqance of Concessional Bus Passes (o
S Corporation b Senlqr_gj_t[;:_eg_&c_&_ Non AC buses
46 Delhi Transport Issuance of free Bus Passes for disabled
| COrDOratiON _persons (Blind) -
47 Delhi Transport Issuance of free Bus Passes for disabled
Corporation persons (Deaf & Dumb)
48 Delhi Transport Issuance of free Bus Passes for disabled
Corporation persons (orthopaedics) )
49 Delhi Transport Issuance of free Bus Passes for freedom
Corporation fighters with one attendant -
50 Delhi Transport Issuance of free Bus Passes for MLA passes
Corporation with one attendant
51 Delhi Transport Issuance of free Bus Passes for National
Corporation Award Winner o
52 Delhi Transport Issuance of free Bus Passes for Sportsman
Corporation (International) S
53 Delhi Transport Issuance of free Bus Passes for war widows
Corporation & their dependents
Issuance of student concessional
. destination/all rout bus passes
Delhi
54 Cnrpc}g?ir;f}pmt (Monthly/quarterly/six monthly) for
Educational institution and
permission/authorization provided
Drugs Control
55 ' '
Department Grant of Licence to Chemist -
56 Drugs Control Grant of Licence for sale of Homeopathic
Department drug
Drugs Control .
57
Department Grant of Licence for sale of schedule X drug |
Drugs Control . . |
5
8 Deépartment Addition/deletion of Competent person
Drugs Control . . i ,
59 Department Addition/deletion of Registered Pharmacist
Drugs Control .
60 Department Renewal of License
Drugs Control . ;
61 Department Addition of Premises
Drugs Control : ;
62 Department Change in Premises
Drugs Control : -
63 Department Change in constitution
Drugs Control .
64 Departmerit Surrender of Licence
65 rood and Supplies Issuance of Priority Household Card
Department
66 Food and Supplies Updation of Member Details in the
Department AAY/Priority Household Card
67 rood and Supplies Addition of Members in the ration Card
Department
Food and Supplies . .
f
68 Department Change in Head of family
Food and Supplies i . .
69 liebattment Change in Residential Address
70 Food and Supplies Deletion of Members in the Ration card
Department -
71 Food and Supplies Issuance of Duplicate Ration Card
; Department )
Food and Supplies F et . .
t I
- _72 BEDAFIHERL Transfer of ration card wmhm_D_e. hl_ -
73 Food and Supplies Updation of mobile no. of the beneficiary
A Department T o
_JL.:';R » Higher Education Higher Education and Skill Development
< _f B Department Guarantee Scheme of Delhi Higher



Education Aid Trust ;l

Higher Education

Merit-cum-Means Income Linked Financial |
Assistance Scheme of Delhi Higher |

75
Department Education Aid Trust _ |
Approval of Installation of Passenger Lift,
76 Labour Department Lift Shaft & Machine Room
77 Labour Department Delhi Shops & Establishment Act, 1954 |
Grant of License for Contractor under |
78 Labour Department Section 12 of Contract Labour (Regulation & ‘
Abolition) Act, 1970
icense for working of Passenger
79 Labour Department I(iSfr;ant e§IEEECD ’ 4 » |
Grant of Registration of Establishment |
80 Labour Department employing building workers of BOCW 1
(RE&CS) Act, 1996 |
Grant of Registration Certificate of Principal |
81 Labour Department Employer under Section 7 of Contract
Labour (Regulation & Abolition) Act, 1970
82 Labour Department Periodical Inspection of Lift
83 Labour Department Grant of Electrical Contractor License |
[ssuance of Certificate of Competency Class
=4 Labour Department I (Electrical Supervisor)
Registration of Construction Workers under
85 Labour Department Building and other Construction Workers
(RE&CS) Act, 1996
Renewal of Construction Workers under |
86 Labour Department Building and other Construction Workers
| (RE&CS) Act, 1996 |
Renewal of License to Contractor under |
87
-aBoyr Departmient Contract Labour Act, 1970 |:
88 SC/ST Welfare Financial Assistant for purchase of |
Department Stationery to SC/ST/OBC/Minority Category |
89 SC/ST Welfare Reimbursement of Tuition fees for students
Department Belonging to SC/ST/OBC/ Minority Category
Scholarship/Merit Scholarship to |
90 SC/ST Welfare SC/ST/OBC/ Minority Students for the in
Department School (for Class I to XII) and for OBC
(Class VI to XII)
SC/ST Welfare :
91 Department Post Matric Scheme for SC Students
SC/ST Welfare ;
92 Department Pre Matric Scheme for SC Students
93 SC/ST Welfare Post Matric Scholarship for OBC Student of
Department Collage / Professional Institution
94 SC/ST Welfare Post Matric Scholarship for OBC Student
Department (PMS-0BCQC)
95 SC/ST Welfare Pre Matric Scholarship for OBC Student
Department (PMS-0BC)
Social Welfare . ,
96 Departrriant Delhi Family Benefit Scheme
97 Social Welfare ; .
Department Handicap Pension Scheme
98 Social Welfare :
Department Grievances of Old Age Pension Scheme
99 Tourism Registration of Bed & Breakfast
establishments
100 Women and Child Delhi Pension Scheme to Women in Distress

Development

(Widow Pension Scheme)
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