AWARDS SCHEME FOR EXEMPLARY IMPLEMENTATION
OF e-GOVERNANCE INITIATIVES

PROFORMA OF MAIN APPLICATION FORM
for

NATIONAL AWARDS FOR e-GOVERNANCE

1. Name of the Organization:

Vadodara Municipal Corporation

2. Name of the Department:

E.D.P. Department, Vadodara Municipal Corporation

3. Name of State/UT/Central Government/Others:

Gujarat

4. Name of the Project:

Innovative improvement in CITIZENS REDRESSAL MODULE

5. Nature of the project:

Services Providing to Citizens — G2C

6. Category of Award Applying for:

Innovative use of Technology in e-Governance




7. Objective of the Project:

(Please provide the brief summary of the project being nominated
for the National Award for e-Governance along with salient
features (in 500 words approx)

Main objective was to provide prompt service to the citizen in best
possible manner. Provide Toll free number (24 x 7) to resolve complaints

and status of complaint updated online.

Module must have local language support. Citizens can log their complaint

in Gujarati and English in easy way.

Complaint should be identified to whom it may concern for resolving
purpose. It should be transferred to the responsible employee for

resolving the complaint at grass root level.

Higher authorities can monitor and guide their employee in complaint

resolving process.

Citizen can check the status of his complaint easily and may come to

know about delay in resolving process.

Solution : Improvement in Citizen Services, Citizens can logged
complaint on toll free no and via internet also, Centralized system, Auto
Escalation, 24 x 7 working environment, Higher authority can view
complaint online, SMS forwarded to VMC employees for quick resolution,

Citizens can view their complaint status online.

8. Date of Launch of Project (please see para 6.2 for eligibility of
the project with reference to launch date):

(i) For all categories except Incremental Innovation
(dd/mm/Zyyyy):

Nov-2008 (Manual and decentralized)
12-JUN-2013 (Online, 24 x 7)




(ii) For Incremental innovation (period during which
substantial incremental innovation has been made in the

project)-
As it is new project not applicable.

9. Beneficiary of the Project:

The citizens of Vadodara city, i.e. Approx.18 Lacs.




AWARDS SCHEME FOR EXEMPLARY

IMPLEMENTATION OF e-GOVERNANCE INITIATIVES

111. NAME OF CATEGORY- ‘INNOVATIVE USE OF TECHNOLOGY IN

e-GOVERNANCE'

Coverage — Geographical and Demographic:

(i) Comprehensiveness of reach of delivery centres,

Area : City limit increased in last decade from 108 Sq. Kms. to 158.70 Sq.
Kms.
Population : Increased in last decade from Approx. 13 Lacs to Approx. 18

Lacs.

(ii) Number of delivery centres

At present call center has been started on 12" August, 2013.

Call center is completely outsourced and vendor has provided
infrastructure of 12 pcs, servers and 10 hunting telephone lines.
Municipal Corporation has acquired Toll Free Number (1800 233
0265) line which cost approx. INR 24000/ month.

10 Nos. of call center agents available 24X7 at Call center.

(iii) Geographical

(a) National level — Number of State covered I:I
(b) State/UT level- Number of District covered

(c) District level- Number of Blocks covered




Please give specific details:-

13 Wards, 4 Civic Centers (Zone Offices), Main Office of Vadodara Municipal
Corporation, Vadodara City.

(iv) Demographic spread (percentage of population covered)

100% of Population covered.(i.e. Approx. 18 Lacs)

2. Situation Before the Initiative (Bottlenecks, Challenges,

constraints etc with specific details as to what triggered the
Organization to conceptualize this project #):

Earlier Complaint Redrassal was manual & decentralized at ward level.
Complaint registered but not properly organised and monitored. Citizen

had

to go to particular ward or call on local number on particular time

(mainly during his/her working hours). This lead to dis-satisfaction of
citizens for complaint resolution. Citizen can’t view or check the status of
complaint.

3.

Scope of Services/ Activities Covered (Relevance of choice of
application for client/ agency, Extent of e-enablement in terms of
number of services, Extent to which step in each service have been
ICT- enabled #)

Main objective was to provide prompt service to the citizen in best

possible manner. VMC started toll free number (24 x 7) to resolve

complaints and status of complaint updated online.

The complaint redressal module is developed in latest (asp.NET)
language.

Highest level of computerisation is used in the application (for e.g.
Photo upload, mobile application, SMS facility, Transfer of complaint,
online tracking, Auto Escalation etc.)

Test run of application was done by employee for one month.
Training provided to VMC employees and call center.

After Go-Live, daily basis monitoring and invited suggestion for betterment of
system.




4.

Strategy Adopted

(i) The details of base line study done,

VMC took input from employees, citizens and elected wing.

Citizen can logged any complaint regarding the services to be
provided by Municipal Corporation at anywhere, anytime.

Call center takes full details of complaint with category & sub-
category and address of citizen.

Call center allocate complaint number to Citizen.

Call center forward complaint to concern employee of Municipal
Corporation.

Employee of Municipal Corporation has individual online account to
view/close his complaints.

Employee of Municipal Corporation gets SMS as well as full details in
his account.

After completion employee get close complaint online.

Employees also transfer complaints online, if irrelevant.

IF Employee of Municipal Corporation, does not resolve complaint in
prescribed time frame then automatically it will escalate to higher

level with SMS & online.

(i) Problems identified,

Initially citizens are not much more aware of such system is made

available by Municipal Corporation.

Similarly, non active employee dislikes this facility as if they fail to
respond the complaint within the stipulated time; it transfers from their

court to higher authority due to auto escalation.




(iii) Roll out/implementation model,

New Technology is on platform online and using mobile technology
ease to user to understand complaint.

Highest level of computerisation is used in the application (for e.g.
Photo upload, mobile application, SMS facility, Transfer of complaint,
online tracking, Auto Escalation etc.)

Test run of application was done by employee for one month.
Training provided to VMC employees and call center.

After Go-Live, daily basis monitoring and invited suggestion for
betterment of system.

Due to Auto escalation complaint will escalate to higher authority, it
enhances the effectiveness.

Web application and mobile technology is used.

Secure password authentication for user (employee) login

(iv) Communication and dissemination strategy and approach
used :

e Published in News Paper / Press Note
e Ward level messages

e Put Hoardings
e Message broadcast on website

5.

Technology Platform used-

(i) Description,

New Technology is on platform online and using mobile technology
ease to user to understand complaint.

Highest level of computerisation is used in the application (for e.g.
Photo upload, mobile application, SMS facility, Transfer of complaint,
online tracking, Auto Escalation etc.)

Web application and mobile technology is used.




(i) Interoperability

e Citizen can logged any complaint regarding the services to be
provided by Municipal Corporation.

e Call center takes full details of complaint with category & sub-
category and address of citizen.

e Call center allocate complaint number to Citizen.

e Call center forward complaint to concern employee of Municipal
Corporation.

e Employee of Municipal Corporation has individual online account to
view/close his complaints.

¢ Employee of Municipal Corporation gets SMS as well as full details in
his account.

e After completion employee get close complaint online.

e Employees also transfer complaints online, if irrelevant.

e IF Employee of Municipal Corporation, does not resolve complaint in
prescribed time frame then automatically it will escalate to higher

level with SMS & online.

i) Security concerns

Used latest anti-virus software along with firewall as preventive steps for

web module.

(iv) Any issue with the technology used

There is no issue, as latest technology for call center is utilized.




) Service level Agreements(SLAs) (Give details about
presence of SLA, whether documented, whether
referred etc. #)

Service level Agreement (SLA) is done with vendor to provide the
services for at least two years and that may extended as per the
evaluation of the vendor services and requirement of the
corporation. Municipal Corporation has done 5 years Memorandum

of Understanding with vendor.

. Demonstrate innovative use of ICT for development (Give
details about use of new and emerging technology, innovative usage
of ICT for process change to improve quality of the life/
organizational effectiveness, relevance of technology to provide the

service #)

New Technology is on platform online and using mobile technology
ease to user to understand complaint.

In online complaint system, citizens can log complaint via Internet
or Toll free number (1800 233 0265) so, no needs to travel.

Due to Auto escalation complaint will escalate to higher authority, it
enhances the effectiveness.

Due to online monitoring and daily report available of incomplete &
complete application status it strengthens the system.

Web application and mobile technology is used.

Secure password authentication for user login




7. Citizen Centricity (Give specific details on the following#)

(i) Impact on effort, time and cost incurred by user,

e Citizen has not to go anywhere to logged their complaint.

e Grievance redressal module is following as per the citizen charter

e rules.

e There is no cost to be bear by the citizen as he/she has to logged

e complaint on toll free no.

e Concerned employees are having mobile sims with CUG facility that

e provide cost free communication among the group.

(i) Feedback/grievance redressal mechanism,

Higher authority is monitoring the project. No grievance feedback yet

received.

(i)  Audit Trails,

(iv) Interactive platform for service delivery,

Latest digital equipments for call center purpose are utilized.

(v) Stakeholder consultation




8. Adaptability and Scalability (Give details about Local
language support, ability to leverage shared Government
infrastructure, Standardization of technology used
(hardware, software, application etc. #)

e Complaint Module is developed in Gujarati (Local Language) and
English & Call center agent responds in Gujarati, Hindi & English as
per citizen’s language.

e Call center solution is completely outsourced and vendor has
provided infrastructure of 12 pcs, servers and 10 hunting telephone
lines.

e Municipal Corporation has acquired Toll Free Number (1800 233
0265) line which cost approx. INR 24000/ month.

e Software is in ASP.NET and application developed by vendor in
consultation with Municipal Corporation.

e Municipal Corporation has done 5 years Memorandum of
Understanding with vendor.

e 10 Nos. of call center agents available 24X7 at Call center.

e 10 hunting line available at call center.

9. Adaptability Analysis

(i) Measures to ensure adaptability and scalability

(ii) Measures to ensure replicability

Other municipalities may adopt such innovative project for their
municipalities.

(iii) Restrictions, if any, in replication and or scalability




(iv)

Risk Analysis

10. New Models of Service Delivery (Give details about type of
partnership model use, Links to/Supported by Public/Private
Organization Links provided to relevant websites etc. #)

Link for employee
vmssdial24hrs.net

Link for Citizen
http://reqister.dial24hrs.in/ReqgisterComplaint.aspx

11. Efficiency Enhancement (Give specific details about the
following #)

(i) Volume of transactions processed

Decentralized process is now centralized.

24 x 7 complaints are recorded by call center.

24 x 7 SMS received on mobile phones of employees.

Due to auto escalation process higher authority monitors and
controls the system.

e Due to monitoring by higher authority, staff will resolve each and
every complaint effectively in time.

(ii) Coping with transaction volume growth

Giii)

Time taken to process transactions,

As per citizen charter.

(iv)

Accuracy of output,

100% accuracy of output.




(v) Number of delays in service delivery

Complaints are being almost resolved during stipulated time as per citizen
charter.

12. User convenience (Give specific details about the followings #)

(i) Service delivery channels (Web, email, SMS etc.)

e All Complaints are centralized

e Call center receives complaint from Toll Free Number (1800 233
0265), through online website & through email.

e Received complaints are forwarded to concern person based on “sub
category” of complaint & area.

e Due to Computerized (Atomized) system SMS forwarded to
employees of Municipal Corporation, quickly and in time round the
clock.

e Vendor records each & every complaint.

¢ Vendor having backup internet line so, down time is minimized.

e No distance required to travel by citizen.

(ii) Completeness of information provided to the users,

Improvement in Citizen Services, Citizens can logged complaint on toll
free no and via internet also, Centralized system, Auto Escalation, 24 x
7 working environment, Higher authority view complaint online, SMS
forwarded to VMC employees for quick resolution, Citizens can view

their complaint status online.

(iii) Accessibility (Time Window),

Citizen can logged their complaint at anytime, anywhere.

i.e. 24 x 7 working environment




(iv) Distance required to travel to Access Points

In online complaint system, citizens can log complaint via Internet or Toll

free number (1800 233 0265) so, no needs to travel.

(v) Facility for online/offline download and online submission
of forms,

Citizen can submit any complaint through web link, no need of
physical form to download.

Full details of complaint can be filled in by citizen easily through
online submission of complaint.

On the submission of complaint, a number generates and display to

Citizen for further reference and acknowledgement.

(vi) status tracking

Citizen as well as employee can check the status of complaint submitted

or received.

13.

Sustainability (Give details about sustainability w.r.t. technology
(technology used, user privacy, security of information shared —
Digital Encryption etc. #), Organization (hiring trained staff, training
etc. #), financial (Scope for revenue generation etc. #)

Latest & robust technology is used after Black Box & White Box
testing.

Demonstration & presentation is given to Municipal Corporation
employees to get their inputs/suggestions.

Training about module given to all concerned employees.

About rules and regulations & geographical information of Municipal

Corporation, the training is provided to call center agents. (Area,




Election Ward, service category for complaint like Water, Street
light, Drainage, Road and Sanitary etc.)
e Municipal Corporation is bearing approx. INR 60,000/Monthly for (10
hunting lines/10 agents) for call center charges
Municipal Corporation bearing approx. INR 24000/Monthly for Toll Free

Number Charges.

14. Result Achieved/ Value Delivered to the beneficiary of the
project-(share the results, matrices, key learning’s, feedback
and stakeholders statements that show a positive difference is
being made etc):

(i) To organization / To citizen

Type Complaint Started on
s
Complaints Registered using toll free no 47496 From 12/06/2013 to till
Complaints Registered using Internet-Online 4211 date
Open Complaint 1707
Complaint Resolved 50006
(i) To citizen

As above

(iii) Other stakeholders

15. Extent to which the Objective of the Project is fulfilled-(benefit
to the target audience i.e.G2G, G2C, G2B, G2E or any other,
size and category of population/stakeholder benefited etc):

G2C
Services to citizen is improved, Citizens can logged complaint on toll free
no and via internet also, Centralized system, Auto Escalation, 24 x 7

working environment, Higher authority view complaint online, SMS




forwarded to VMC employees for quick resolution, Citizens can view their
complaint status online. 100% of Population covered.(i.e. Approx. 18

Lacs)

16. Comparative Analysis of earlier Vs new system with respect to
the BPR, Change Management, Outcome/benefit, change in
legal system, rules and regulations

Previously Complaint Redrassal was manual and decentralized at ward

level. Complaint registered in but not properly organised and monitored.

Citizen had to go to particular ward or call on local number on particular

time (mainly during his/her working hours). This lead to dis-satisfaction of

citizens for complaint resolution.

New system provides prompt services to the citizen in the best possible

manner. VMC started toll free number (24 x 7) to resolve complaints and

status of complaint updated online.

e The complaint redressal module is developed in latest (asp.NET)
language.

e Highest level of computerisation is used in the application (for e.g. Photo upload,
mobile application, SMS facility, Transfer of complaint, online tracking, Auto
Escalation etc.) After Go-Live, daily basis monitoring and invited

suggestion for betterment of system.

17. Other distinctive features/ accomplishments of the project:

Services to citizen is improved, Citizens can logged complaint on toll free
no and via internet.

Centralized system

Auto Escalation

24 x 7 working environment




Higher authority view complaint online
SMS facilities for quick resolution
Citizens can view their complaint status online.

100% of Population covered.(i.e. Approx. 18 Lacs)

# This is just an indicative list of indicators. Applicant can add on more
information based on suitability of the project nominated.

Note : In case of award winning for this category please mention it in
the favor of Municipal Commissioner, Vadodara only.
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VADODARA MAENAGAR Seva Sapan

AsIERN HEIoANT
Aan et

Your IPAddress is : 117.239.82.66

Full Name : '
Landline Number : (0265 4
Landline Or Mobile Number Is Mandatory.

Mobile : (+91)s
Email :
Address :
Property Census #: Future Use for Better Citizen Services
Area : Ward : --Select-- ¢ - (OR) ~-Select--
Election Ward : Department :
Complaint Category :  ( well yzasl ) Water Supply |
Complaint Type :

e e ( ume 53l ) —Select-- -

Describe Complaint :
Maximum 250 characters.

Choose File Mo file chosen

Upload Image :

ONLING ReCISTRATION



Your IPAddress Is: 117.239.82.66

Complaint# / Contact# : D14138

D14138 Water Supply Not Received ( wdl yaasl sl =2l ) Completed
Personal Information
Complainant Name : AYYUB*****¥¥* (Contact: 9B2******% Registered Date : 04/07/2013
Zone : East Ward: 9 Census # : Area : Ekta Nagar

Complaint Description : 2 DAYS THI - WATER SUPPLY NOT RECEIVED

Complaint Assigned Information
Department : Water Work Project Category : Water Supply ( well yiadl )
Complaint Status Information

&y

_ Remark : ---

COMPLAINT  STADS - ON (IN






Vadodara Mahanagar Seva Sadan

Username :man®727 Employee Name :MANISH BHATT Zone/Ward
* Register Complaint + Daily Complaint (3)
+View Complaint Status «Empl Team C 1t
+Employee Team
Daily Complaint List
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DeTAIL CoMPLAINT Repopr

Vadodara Mahanagar Seva Sadan

Usemame :man%727 Employee Name ‘MANISH BHATT Zone/MWard 1 Post :‘WebAdmin Date 111072013

.+ Open Complaint _ Closed Complaint No Scope Complaint
From Date : 09/07/2013 To Date : 09/07/2013
Select Report Type :  Ward : Select Report By : 2 ;

Vadodara Mahanagar Seva Sadan

PrintDate: 11/07/2013 Report By : 2
Printed By : MANISH BHATT Report Type :Ward
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Vadodara Mahanagar Seva Sadan

CL TR T E T
Sun Aot

I I I

Username :man9727 Employee Name :MANISH BHATT Zone/Ward :1 Post :WebAdmin Date :31/08/2014

From Date : 12/06/2013 To Date : 31/08/2014

Vadodara Mahanagar Seva Sadan

Print Date: 31/08/2014 Printed By : MANISH BHATT
Open Complaints 1701
ICall Center Call Attend 47496 Closed Complaints 44758
Online Complaint Register 4211 No Scope Complaints 4987
Total Complaints 51707 Not Forwarded Complaints 248
Total Complaints 51446
East | 20612 1876 436 61 22989 1 1263 148 43 3 1457
South| 11967 1831 517 64 14380 2 7679 331 99 27 8137
North 6323 646 392 58 7423 3 5660 622 246 22 6550
West| 5856 634 356 65 6915 4 3806 638 119 19 4582
Total| 44758 | 4987 | 1701 248 51707 s 1406 163 89 9 L
: 6 1909 149 165 15 2238
7 2523 309 220 39 3094
8 2394 174 83 10 2662
9 11670 1397 294 31 13395
10 2073 206 65 22 2366
11 1874 279 126 28 2311‘
12 2501 571 152 23 3248‘
Total : 44758 4987 1701 248 51707‘

Drainage And Storm Drain 17111 1881 362 3 19361
Street Light 11219 425 345 9 12001

Garbage And Cleanliness 6465 132 212 9 6820
Water Supply 4621 914 150 21 5710

Road and Footpath 1938 1136 263 30 3367
Public Health 1405 44 121 16 1586

Dead Animals 886 18 26 o 939|
Property Tax 326 54 144 134 658|

Road Project 170 228 24 6 428
Parks_And_Garden 171 36 27 (1] 234
Drainage Project 160 30 12 1 203

E Waste 180 9 2 0 191

Storm Water Drainage Project 52 31 13 0 96
Public Toilet 41 11 1] 1 53

Birth And Death 10 19 V] 4 33
Gujarat Ru;::‘:::n Housing o 17 0 4 21
Hospital and Dispensary 3 2 1] 1 6
Total : 44758 4987 1701 248 51707

© Copyright. All Rights Reserved. Designed by C. S. Comsoft Pvt Ltd



EScALATION MATRIX

Name of The Department : Raod Project

Zone | Ward# [Electionk Add. AsstErfAsst.Er. Dy. Exe.Er. Mobiles Exe.Er. Mobil AMC Mobile# | Commissioner | N MHead Mobiles
2 47 ‘Bhavin Paramar 099971160
East 9 56 Ranak Shah 9587639159  Pushpal Shah SEETEIN0T
1 17 Ekta Soshi 9727799535 -
11 1213 Kapil Tiwari 9537639135 ] - = “ z - = @
West |5 14,15 Sachin Saluke 9537639138| Bhargav Pandit 98TIE19935 _E § S = E = 2 E
10,5 10,11,16,20 Ohamendra Shah 9879519935 = g 3 2 E g £ &
3 Atul Raj 25807104 » ~ 3 ~ - i~ = o
:: a_L: mm:;;muupa :usaussn 2| e & L = ® 5 . e "
3 15,19 iayraj Patel 9579519938
South 4 21,2223 Meanish Chandani 9777849571| DruveshDhanani | 9909342030
12 24,25 Arving Ninama 9727744334
Name of The Department : Drainage Project
Zone| Ward# [Blections Add. AsstErfasst.Er. Mobiles Dy. Exe.Er. Michiles Exe.Er. Mobiles Commissi Mobiles MHead Miobik
21,22.24,35 Kameshbhai Patel 9727784399
1 a1z 2 tesinesh Dave 9875801479| Divynag ¥ Upadhay| 9625107544
3 Rajerdra panchal 9909008358 .
-
£ —_—
1,3,3589 |4,567,8,1617,18 Vinodbhai Patel 2875801138 z = ES - # @
2 El P. M. Bhativa $825801295| Kigneshistail Shah| 9825221675 E o z = 2 E
15,20 Shalendra Rauli s23E4aTES S g & g £ q
4] o = 5 5 Iy
6711 [131314 INikha Panchal SEaT539148 R [— ] o g ° = -
15 Vinodbkai Arya 5209392023 £
3
11,12 Mikhil Pznchal 9687539148
10 [
= & e 2oag Maiikban Fathan| 5819535038
Name of The Department : Strom Water Drainage Project
done | Ward¥ |Elections Add. AsstErfAsst.Er. Mabiles Dy. Exe.Er. Iobile# Exe.Er. Mobile# | Addl.City Enginner(HOD] | Mobile# | Commissioner bil ITHead Mobileg
East |19 4557 Rajanbhai Khanva SAIS2NEEET| g2 3 .- 3 e Y § 2
o . = -
West [6,50,11 10,11,12,13,14,15, |Rasanbhai Chana oEIS2N58ER| , e §5 g 5 ‘g’ E i ; g 2 g
Morth |57,8 1,2,38,6,16,17,20 Raanibhai Kharva SIS 2058E7 2 i— 5 -EE =5 =E 2 E b
o > o -
Sauth {212 18,15.71,22,23,24 75 |Raarbhai Kharva S9I5205ET
Mame of The Department : Hospital & Dispenceries
"mao. Dy.H.O. | Add. MO, MHO. Dy.M.C. M.C.
Zone | Ward? |Election® Name Mobilet Narne Mobiles Narne Mobi et Narme WMiobile# Name Mobiles Name Mobile#
4 Dr. Bemab 90093 77415,
s Dr. Bamesh Nayak 93093 17435 -
East [17% 3
132, = =5 =5 arg] Dt BonFatel SO095TII0
.17 Dr. Bhavraben 99095 19543
10 Dr. Sejalban SO0 ITALS
11 Dr layshreeben SO0 TIALT|
West 163070 |12 Dr. Ashish 9909515358 | Dr.Eajendrs Desai | 9905977421 g - =
13 . Ashok Shah ITIEES2I] s ) = £ x 2 2 E
14,15 Dr.Adiya Arya 9093525730 = g - 2 EY 3 2 2
1 0. Parul Tank 2309327425 £ g H g v 2 = B
2 . Nizalben S909577835, £ ] - 5 = a 5 &
3 O Abhishet Rached 92403363 a o z
Morth 578 - Chi
7 E e — O ChistuZam | 290927434
s . Chardra prashabe 1 S994T7E52T
1520 . Pragoati 9996212853
38 v, Mausemaiben SBSESEATT
sevthfzam |3z [ ) 9325075358 | Dr.SeeraTripaty | SEXSCIEIEG
s s . Parthivbhai Shan 990v9T7ANS




EscALATION MATRIY

Name of The Department : Faileria

Supervisor M.O.H. Dy. M.C. M.C.
Tone | Wards [Elections Name Mobile# Name [ Name Mobiles Name Mobiles
1 17 Dipakkurnar R Pandit 9824375721
1 17 \ogdishbhai B Patel 9553350742
2 47 Matvarbhai V Patel -
2 47 Chandrakant M Pammar 9904562042 P .
3 18,19 Pankajbhai N Patel 9724292393 = - _ - Z .
4 21,22.3 Naginbhai C Patel 2426547752 = g g E E 4
s 16,20 Jagdishbhai M Patel STFITO05TS g g 5 g @ |
611 18,15,12,13 Pravinchandra V Rajgor 9712902288 g = = 5 3 =
7 123 Shashiant & Patel 9727751387 e . “ 2 “
B EE) C Pandya
£ 5.6 Bhanuprashed R Jani 9558140994
|1n 10,11 Ashakbhai K Jasval 2623006759
J12 24,25 Chandrakant R Gandhi 9824681261
Name of The Department : Food Adulteration
Food Sefety Officer Name Dy. M.C. M.C.
Zone | Ward? |Election# MName Mohile# Name Mobile# Name
3 18,19 V.0 Rana SEIS305430
7 123 ALH.Shaikh a87% _
9 5.5 A.D.Shah 9824435917 o -, 3 o~
B 1520 LK Gl S8TES1TIET 2 ] E =
18 1789 V.HMNisarta 9924125397 a £ = &
10 10,11 M.C Rathwa 2095068471 = s 5 3
611 14,15,12.13 F.M.Bhavsar SBI5076081 g £ =
412 21,22,23,24.35 M.G.Shah 2925135793
2 47 BA Khant 5687623335,
MName of The Department : Street Light
Dy.Exe.Er.
Zone | Wards |Elections AE Mobiles  |Add.AstErfAst.Er]  Mobiles fExe.Engr. Mobiles Additional City Engr. | Mobiles Mobi
East |12 17,87 | Kalpeshbhai Prajepati SOTBISESIN ¢ Makawana| SETSGI363 z o
B 56 famchandrs Rathva SE7S613683 = £
Sowth |3 18,19 ay . Patel 9909515759 = § T
B 21,2023  Ashsin R Sitligar 9ETI615034 Nirav Patel S657606304 _-2'! 5 - 5 2 g
12 4,25 ipul . Dashratha 9O7R558585 & A = 9 £ 2
West |6 14,15 [Dipak v. tagoat SeTRSSESET i - = 2 = 5
10 10,11 LAnvird C. Wasava 9879615030]  Rajesh Gandhi 9879613681 i g = L < L~
m 12,13 Day R. Pandya co78ssE5oY E g £
Noda [BS 89,1520 Uirgam Gingar 2378323012 20l ) R 5
Iz 123 [ligresh Medowan 8530767538
Name of The Department : PARK & GARDEN
Zone | Werdt | e Garden Supr.Work Mistri Mcbiles Asst.Director Mohi Director 4 AMC Mobdes M obiled MHead Mohiless
10 10,11 Nittnabna B Fatsl 9727758354 = 2
ls11 14,15,12,13 [Ninubbai 0. Patel S727736353| & o Fl 2 = - £ v E —
13589 [17,18,1895206,4.55 |Sudhirbumar 3. Limbachiva 9727796351 o G = £ E 5 £ = x =
lalz__ anzads Muabeshirai & Patel s727788352 i S z g g i e 2 & g
7 123 Eharattre ¥_Koladira 727798355, 2 & 2 | E 5 5 & z =
_I = A o = ™ u = ] L
[2 g = <
47 Eshvartuinh V. Makum 02552734170 =




ESCALATION

MATRIX

Name of The Department : SANITATION

Zone | Ward# [Elections Election Ward Sani. Insp. Mobiles Se.5anitary Insp. | Mobiles Ward Officer il Dy. Health OFf. | Mobile# | AMC | Mobile# | Dy. mc biles i Mobile# | THead | Mobile#
& 14 Jzgdish Parmar 5909008335 " i
Dhanesh A. Vasava 9587654940
15 Suresh R_ Patel 5879550219 = g | 2 & = S 2 o & a
10 10 Niraj Rao 9427848856 Es 2 €S| 8 = = gz E £ 2
West Himatsinh Jadhav  |9879615029  [Suresh Tuwver 9225803116 = B = = 3 2 A =2 ze 3 4 4
11 Vishnu D. Patel 9905312243 = o - & un 2 o <% @ = ~
st tid 9825112048 A g | 27| & pr g =z = z B
L i‘; :f;:‘:si',::; s-lm:zams Naredrasioh B.Vasava | 9825801947 g & = o = L = S o
1 L
Wards |Election® Election Ward Sani. Insp. Mobiles Ward Officer Mokbilet | Dy. Health Off. | Mob AMC | Mobiles | Dy. MC | Mobile# jissi Mobile# | MHead | Mobiles
7 1 Shri Kirit Salanki 9909008331 2
z Shri Pravin Patel 9909982203 Shri Pravin Thakkar 997899059 £ e = = B - = . E -
ke = ~ ~ ] @ > ~ 2 - < a
i 3 Shri Dhiren Trivedi 9909008330 P = 2 = & w % o E =
B B Shri Lakit Shah 9902008334 . . = ol & g 2 9 = 2 x &
9 Shei Ashish Dave 9662018472 R i S 2 5 3 = E s g z 8
5 16 [Stwi Ashok Rohit 9925212005 B ) & & & - £ - Z o s -
Shei Bhupendra Vidja 9825801938 <
20 Shri Tulsidas Solanki 5879567253 = =z
Warddl |Electionst 5.5./5.1 Mobited Nodal Officer Moksiles Ward Officer Mobile® | Dy. Health Off. | Mobilez [ amc Dy. MC | Mobile# issi Mobile# | MHead | Mobile
2 1A Aol i S90S083IT) e ech vasava | 9879615948 [Digneshihai Damor 9657654937 2
19 Shailesh Patel 9737490177 c - - = .~ @ z - £ -
4 n Ravindrabhai M. Joshi 9879550212 = = g 2 g = = e} z =
B Soloman 5. Parmar 9978953405 Nitinbhai A. Solanki 9825801254 s B 5 = 2 # z 3 g z a
23 Devanghumar Bhatt 9978950354| Robins L Katara | 2009008366 : = % ':E ;'; : E g E g E
12 24 . 0. Mirja i 9825118216 O P = = =
25 Komalsinh Sclanki 9879567251 it =
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17 Shiri Balkrishna Vala 9303008331 [Vasavs 9873515045 [Shri Maheshbhai Rabari | 9815801548 £ § = = S 2 g g = < a
East [2 3 Shri Shantilal K. Solanki 9909008336 . 3 ® ] s o = o = 2 = g2
Shri fignesh Gahil 958 3 e 1] (=3 = =] z B = un
7 \r. Rzjesh K Patel 5509008338] ShriBabubhai | ooy o0 s s = 2 =2 8 s g 8- 2 iza S
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Vadodara Mahanagar Seva Sadan

The time limit for disposal of complaints under

Ifl(r).. Complaint Details Iilmiet
REVENUE DEPARTMENT
1 |Application for Addresses or Spelling Error 7 Days
2 |Application for exemption of Property Tax under Non-usage of 7 Days
Property.
3 |Application for correction of the status, as water connection is not 7 Days
belonging still shown as existing at site,
4 |Application for Regrestration for Enrollment number of Prof. Tax 7 Days
(EC Number)
5 |Application for RC Number 7 Days
6 |Application for Buliding Transfar/ Allotment 15 Days
7 |Application for refund of empty patterns 15 Days
8 |Application for Building Demolished on Completion of Assessment | 15 Days
of Deficiency
9 |Application for Dubar Bill 15 Days
10 |Application for Change the name of Rented Shop 15 Days
11 |Water charge Conection Non-Resi in to Resi 15 Days
12 |Application for reduce weight of Education cess/ Property Tax 15 Days




Vadodara Mahanagar Seva Sadan

The time limit for disposal of complaints under
Right to Information Act (Bill) Citizen Charter

Sr. : : Time
No. Complaint Details Limit
SANITATION DEPARTMENT

Lifting and Disposal of dead animals 24 Hours

Lifting and Disposal of garbage heaps 24 Hours

Cleaning of Regular Beats 24 Hours

Cleaning of Public Toilet and Urinals 48 Hours

Sprinkling of insecticides at dirty places 48 Hours

1
2
3
4 [Complaints regarding non cleaning 48 Hours
5
6
7

Sale of stale foods in hotels and restaurants 48 Hours




Vadodara Mahanagar Seva Sadan

The time limit for disposal of complaints under
Right to Information Act (Bill) Citizen Charter

s;'. Complaint Details Iilrrr?i?c
ENGINEERING DEPARTMENT
1 |Overflowing drainage 24 Hours
2 [Water Leakage 24 Hours
3 |Leakage of public stand post 24 Hours
4 |impure/ contaminated water 24 Hours
5 |chlorine content not proper 24 Hours
6 |Change broken manhole cover 24 Hours
7 |Disposal of storm water 24 Hours
8 |Removing Of takem trees 3 Days
9 |Complains regarding jungle cutting 3 Days
10 |Complains regarding broken dividas footpath & raling 3 Days
11 |[Removal of debris due to broken and divierders,draning repair| 3 Days
waterline repair electicity lite repair & telephone reparing etc.
12 |Repairing of standpost 3 Days
13 |Complains regarding streetlight 3 Days
14 |Complains regarding repair tank overfolw 3 Days
15 |Complains regarding fallow sreetlight pole 3 Days
16 [New water connection application (Aapplication By made threw| 7 Days
licenced plumber)
17 [New drange connection application (app by made threw licenced| 7 Days
plumber)
18 |[Filling of pathholes & charies of public roads 7 Days
19 |Reparing of Broken Railing / Devider 7 Days
20 |Repairing of damage footpath 7 Days
21 |Regarding jungle extra cutting 7 Days
22 |Permission Regarding Stand Post 7 Days
23 |Cleaning of Deviders 7 Days




T

Hiatofl Hupicl] ) oidegold MED a e 2 31.20 SASeN WA
oflAotl @siuspile] disndel, viidgd ial geiier w1 [Ead sapi 2114

spiledl [@o1d v 3R

aidlol Btticiol ules dc AoilRedlof clsidel 1530
4élad] dIS .3 ial ¢ ofl sidlot 5Aall Hslellof clsidel 3 52s

¥ 2R a1gglAis Ad1A2s \A2ghlof cilsiies 5.u 82

ldls Ao220f : 0.u 530S

< aidlet Slct Ae22 (W x ) of cdlside 0.u 52s

m 0.u 53s
100 did1IYISlo] via¥gd ¢ sAs

HElo121R Adl e dY| A¥2IIR el dicdl viidiell 245 Gusi
sl didly sivell gjeiRe

W 2w
3 ofl(Qeteng u2a 24dl i1eidlclol v
ietella 2430 : anii, 2113154, ietella iofl8l] : %32yd, grsia-2ed,
dellofl Riziel, uRdiz sciler 2ial wflai 2uire, Ye:aaiz, yei:rilel,
digel cdgiR [@Qeii1, 2¥Rid ABIR HPl Mslol, Wizator2 Alyell, AR AsiA

24 2gdl sgelepiler Reit, fwaid 48R

2] 2leieng v2d
Histofl2t 3xf18]] : 6o 240 UABMsc,

viiel vidfl, gdle Geilal, »lsi Geilal, orus,
QAuiat 214201, 2iRilwe, Mo, ddivilks Ggae,

2 2al A%2112 o, ywud A8

— — W@ @AY -

3 Wdegend Auislal

Hioiofly GRIRiCAM]-2A1Doi%

2] A%¥egond HA€)

Histofly urRRieA -2y

GuUBuct 289,

(o9 y561)
Hiololly 2RieAn044 :
gslel

Al sliagser viduy gysd

4] AdAeng v2d

Mistofly &Rizeus-HivayR

slhid Alevida gsld

Hiotofl2l aRIRICAM -8R

diflvi : 1R Yal, 2093 ofgdR
AHY  : AHI¥ U.00 SHIB

YN : YsdleiE 2RI Rl AIBes, siRdlGiRI, GsIER.

i1 SIRISWAI VIR vl Bl [AsI1Mi AscH20 4l i1l sIEs [pisiel 8.

HoflN CIRGIY,
YRR shtierz

sl [Acel usl
EET)



GUJARAT SAMACHAR (March 7 2013)

dsiezle] SRRUR2I #GEleIRicid SuciRilell 22(A

s FI1sid 2 Sid Aee? W S2AA
24 sdiScll SieRice? HI2 Slegis2 UIRI

dSIERI,dI.7 - dSIERI
fiRuc SRl R viidiAl el diS 2Bl coid] sRUEK Bisic Hi2 3 ol 9 5224 52 54
S\a Aezz 22 Slezis22 2R s2aAR MRl ASIER! 251 SIRRIetel 16! AE! WIdRAIS Viet dIS A1B2llel
@oId) 3oy, uiel), oi, As, 22 clige, Sk 2 Sk SR SAsA Uy alled] diS [Rieilel I R
sR2EleN 2RI Vil BsuR]l BrRIs2el 21d d &l Sl ez Bay s2al M 2esal Hollaami Biiddl el
Jo12E1R 2052 ol &l vl 22l A Gild eRetIR Sueflell 22 Slezise HiRis 1.uy,uoo/- wuel s

\ . «\ N\
R1.5,85,000/- 212 ©. Vil SuUeile] 20152 2dlsRal SAZR 2212 2AMCRI E2uiIRd 2 53] ©.



NGwWs PANER

ARTICL& C MARCH -(Y)

Aaiieati 2lAsfeis dauaida 249 AuiRiigde U <1218 Uldiel slRae 112 [&s 4519l : Fasdd?)
. ARASIASA] Asel] 2viRAl y 2dIsiaiHi 2419

15 oo elcuaecl 3 aIRsda Aal 213 S29)

gkuau& q&w

e ARl @ch RIEACCERERECERTEE
el A2l 3wl Wid [y araHl sRute
H12 AAdl deual S o A3 sl #idla deuse
Uz gRule w2l [R5 3ysarl Moty 540D, 2idam
Ylaa1s Bauui wadl aadl asl 8.
adletarflai=a Masddzl zar did 2B
UL Ll Yy, ddien aymémae{l o5 A8
52U AL Y. °es’ AR 6,10 A 11 <dléel 1.20
R AL 2l Gurid i dsisall sl
ol Brasdariq e ozl asig well, 34%, 2l
2 451 cul sui-l sRute dlf 532 Gurid
el deuard uz uel 53 wsidl. de-i
aidl sRael dsaidedl veedl wel 531 usidl. 2
HIE Z5uMAHL A2 UR 25 Al Ris 48141,

a2 Al He
uel [GarRen

AdRicddll A2 cnaifés\s
#28 dl oS 1516yl
Al o onie gd v ad)
@|d2ell el 213 Sdled]
[GuRel 8. NS 1 Hie]
Aoz OS] 2A1de
Aot S2aiq 01iS] 8.

idIRAE Sl
Aoe2 A3 SAA

ds‘leai QISEOH o1|o;[%5‘laﬂ

sRaieoliadl AaiAeot

AAIRIE Sldl Aoz A3

5291, 21B0s & sdls

il o212 A3Vidoell

duisS 10 digfetef] ¥
Cyoll B,

oI 5RAE)A Asaicll el caidel

Saudigd uR o211 S[RAIE) sl A el
2idold & Slot $ Ada 24168) u22l) 211d) sRatE) 219 A
si0i2 § Ada 24199) S1HAGIG €120 vdls S2A9).

GI€l1 HHIRNYololl HHE SHRI: 29

’ 21182) o401 Ui A1 A 11voll © Yl 244d

s421: 291, Basddi #12 Os 41A9f NsIel %el
dISHi 29\, lIRGIIE 10 Baini daudidet 213 219).
Hofl (43, siids22, 21168, w1,

disidlafien a4 102016
mé URliva aa Qdio)
g(c)a» dgnRdl £9 QUVRAINI OIS

A2 108]) 4 eFHyi01
Fiasdd?) 2dlsiRa.
oisHi 32a1 s1312012) 2118
o 21 s1H03) 5291,
wendl €4, &s, Hadoisai.

¥129] 11 il 8.
Bicsdd?) eiral 312
agy Sox) #naiell dislef]
sldis] g2 a9,

VIR, 5. YR, 5. 32ykr.sbigier



Indian Express, Date:12th June 2013

————————— e —

gy

“CM tovisit Vadodara today to 1
inaugurate VMC’s new projects'

EXPRESS NEWS SERVICE
VADODARA JUNE 11

CHIEF Mmlster Narendra Modi
is scheduled to visit Vadodara
Wednesday, where he will inaugu-
rate a host of new facilities by the
Vadodara Municipal Corporation
(VMC), including two flyovers, a
call centre and a training institute,
which together involve an invest-
ment of Rs 71 crore. ;
He will also address the people
at city’s Muktanand Ground, which
will be his second public appear-
ance after he was elevated as the
chairman of the BJP’s campaign

for 2014 general elections.

Apart from two flyovers in
Karelibaug and Sama areas, which
have been built at a cost of Rs 31
crore and Rs 20 crore, respectively,
Modi will also inaugurate a call
centre being started by the VMC
to address complaints of the locals
regarding civicissues in the city.

“Call centre is one of the many
services that the CM will inaugu-
rate during hisvisit to the city. Call
centre helps public can make a call
on a given number or log on to a
website to send their complaints

‘regarding services given by the

VMC,” deputy municipal commis-

sioner CM Makwana said.

Modiis also scheduled to mnau- —
gurate smart classes for primary *
schools run by VMG, a II'lOdel:Ill AL 1
public health facility, a hydrauhc
lift platform to be used by the cxty
fire department to be used in rescue
operations, two ward offices, a civic ;‘j f
centre, a Kaushalya Talim Kendra ,
to train workers employed by the . |
VMC and its contractors.

Health Minister Nitin Patel, 3
Urban Development Minister ;-
Anandi Patel, Industries Minister , |
Saurabh Patel, Vadodara MP
Balkrishna Shukla will accompany &l

him during his visit. a1

ery
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