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AWARDS SCHEME FOR EXEMPLARY
IMPLEMENTATION OF e-GOVERNANCE INITIATIVES

PERFORMA OF MAIN APPLICATION FORM

1. Name of the Organization: Directorate of Social Security,
Government of Jharkhand

2. Name of the Department: Labour, Employment & Training Department
3. Name of State/UT/Central Government/Others: Jharkhand
4. Name of the Project : Swawlamban

5. Nature of the project :

Direct Benefit Transfer (DBT) Pension scheme named “Swawlamban”; an
e-Governance itiative of the State Government for the welfare of needy and
poorest of the poor beneficiaries who are elderly (above 60), widows, lepers,
physically disabled from Below Poverty Line (BPL) families and also
belonging to very low-income group from non-BPL families under National
Social Assistance Program (NSAP) and State Social Security Old Age
Pension Scheme.

6. Category of Award Applying for:

‘OUTSTANDING PERFORMANCE IN CITIZEN CENTRIC SERVICE
DELIVERY’

7. Objective of the Project :
National Social Assistance Program (NSAP) is the largest centrally sponsored
social security scheme meant for the welfare of needy and poorest ofthe poor
beneficiaries who are Old Aged (above 60), Widows, Lepers, physically
disabled selected from BPL families and also belonging to very low-income
group from non-BPL families. It was observed during review meetings at the



state & district level, inspection of blocks and panchayats that time lag in
disbursement of pension was a critical bottleneck. Due to manual preparation
of data base of the beneficiary, examples of double payment to single
pensioner and other related issues often used to crop up. Some of these
examples are as follows:

Case Study of bank accounts where pension is being deposited twice or more
times in an account.

Account No. 472210110002127 whichis in the name of
RADHA DEVI belonging to Mahuda branch of Bank of India in

Baghmara Block of Dhanbad District was associated with three
pension IDs.

First Pension ID 250810024711/62 was of Sandhya Devi,

father/husband name -Nepal Dhiwar for scheme IGNOAPS.

. The second Pension ID 250810024825/63 was of Radha Devi,

father/husband name- Mohan Dhiwar for scheme IGNOAPS

The third Pension ID 270511034637/8 was of RadhaDevi,

father/husband name Mohan Dhiwar for scheme IGNOAPS.

In the last one year a total of Rs 10800 was found to be
deposited in the said account. It was observed that pension

amount for single scheme was being credited regularly in the
name of three benificiaries.




Account No. 487010110000284 which is in the name of SAHDEO
YADAYV belonging to Bank Of India MOTIYA DUMARIA Branch in
GODDA Block of GODDA District was associated with three
pension IDs.

First Pension ID JH-S-05601931was of Sahdeo Yadav,
father/husband name -Charan Yadav for scheme IGNOAPS.

The second Pension ID JH-S-05603173 was of Sahdev Yadav,
father/husband name-Charan Yadav for scheme IGNOAPS.

The third Pension ID JH-S-05603181 was of Sahdeo Yadav,
father/husband name- Charan Yadav for scheme IGNOAPS.

It was observed thatin the last one year a total of Rs 16800
was deposited for all the three pension IDswhich belonged to
the same person.




Account No. 487010110000220 which was in the name of
Girdhari Mandal belonging to Bank Of India MOTIYADUMARIA
Branch in GODDA Block of GODDA District was associated with
three pension IDs.

First Pension 1D JH-S-05602964 was of beneficiary Sumitra Devi,
father/husband name Rajendra Mandal for scheme IGNOAPS.

The second Pension ID JH-S-05602974 was of beneficiary
Girdhari Mandal, father/husband name Gurucharan Mandal for
scheme IGNOAPS.

The third Pension IDJH-S-05614976 was of beneficiary Girdhari
Mandal, father/husband name Gurucharan Mandal for scheme
IGNDPS.

It was observed that during last one year both disability and old
age pensions of two persons were being deposited. in the same
account.




Account No. 446310510000033 which was in the name of
Sushila Devi belonging to BIRKITTI Branch of BANK OF INDIAin

MAHESHPUR Block of PAKUR District was linked with two
pension IDs.

First Pension ID 23177 was of beneficiary Sushila Devi ,

father/husband name- Late Sadhin maal for scheme IGNWPS.

The second Pension 1D 24452 was of beneficiary Aklima Bewa ,

father/husband name- Late Sikandar Seikh for scheme IGNWPS.

In the last one year a total of Rs. 11200 was been deposited in

the Account. It was observed that single Account was availing
the benefits of two beneficiaries.




Account No. 487010100000312 which was in the name of Dip
Narayan Mandal belonging to Bank Of India MOTIYA DUMARIA

Branch in GODDA Block of GODDA District was associated with
two pension IDs.

First Pension ID JH-S-05580597 was of beneficiary Dip Narayan

Mandal, father/husband name -Maha Deo Mandal for scheme
SSSOAPS.

The second Pension 1D JH-S-05603448 was of beneficiary Dip

Narayan Mandal with father/husband - Mada Deo Mandal for
scheme IGNOAPS.

In was observed that same beneficiary was availing benefits of

both central and state schemes.




Such was the magnitude ofthe problem that often directions had to be
issued from Chief Secretary level. The scheme had to be monitored at the
apex level of administrative hierarchy. During one such coordination
meetings the then Chief Secretary, Govt. of Jharkhand, Sri Ram
Sewak Sharma, IAS conceived and conceptualized the idea of a separate
dedicated portal that would provide single window solution to the ailing
system. Feedback was sought from various stake holders to stream line the
system. During the course of study it was found that a large chunk of target
group households are without access to banking facilities. Most of the
households have no access to formal credit, with Scheduled Castes (SCs) and
Scheduled Tribes (STs) being the worst hit. It was observed that even with
reduced Know Your Customer (KYC) norms, banks corroborate the identity
and address of a resident, before opening a bank account.

Lack of access to banking services for the pooralso makes the safety
of their savings, which the middleclass takes for granted. Due to the limited
safety of savings stored at home, the poorresortto other means to ensure the
security of their money, including converting it into investments in gold or
livestock, or lending it to friends and family. The lack of access to
institutional services for savings means that the poor pay a premium to
private agents such as moneylenders to store their cash securely and ensure
the safety of their money.

It was felt that financial inclusion programme will be successful only
when subscription to financial services is made mandatory for the target
group. Fimancial Inclusion will be more successful when social
marginalisation in the rural areas is eliminated. With the implementation of
Pradhan Mantri Jan- Dhan Yojana this endeavor of financial inclusion
has gained prominence at the national level and now the state shall be in
better position to address this issue.

Report on indebtedness among Rural Labour Households by Labour
Bureau, Ministry of Labour and Employment reveals that most of the rural
labour households prefer to raise loan from the non-institutional sources.
About 71 per cent of the total debtrequirement of these households was met



by the non-institutional sources. Money lenders alone provided debt to the
tune of about 44 per cent of the total debt. Relatives and friends and
shopkeepers have been two other sources which together accounted for about
19 per cent of the total debt. This increases the vulnerability of our target
group.

To address all the above mentioned issues the then Chief Secretary
Government of Jharkhand initiated this project in year 2013 with a vision to
do away with the discrepancies in delivery system of pension and complete
financial inclusion of the targeted beneficiaries.

The main objective of the project is as follows —
e Bring transparency in delivery of pension through direct transfer of
pension in the account of the beneficiaries
o Transfer of pension i least time by use of information and
communication technology (ICT).
e Use of UID for authentication and de-duplication of beneficiaries.
e Financial inclusion of the target group

This project has been mitiated under National Social Assistance
Program (NSAP) and State Social Security Old Age Pension Scheme which
is the largest centrally sponsored social security scheme meant for the
welfare of needy and poorest of the poor beneficiaries who are old aged
(above 60), widows, lepers, physical disabled selected from BPL families
and also belong to very low-income group from non-BPL families. Under
this program, monthly pension of Rs. 600 is paid to the pensioner. In
Jharkhand every year over Rs. 500 Crores is disbursed to more than 10 lakhs
beneficiaries. As cash payment is not permissible and all payment is directly
linked to Bank Accounts and Post Office Accounts, more than 9.66 lakh
Accounts have been opened and linked to this software to facilitate direct

transfer of pension to a particular account. More than 5.89 lakh accounts have
been linked with Aadhaar so far.

Salient features of the project are: —

» Single Source of Truth for Pension Payment System.
e Cash disbursement at doorstep using biometric card or biometric
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authentication in hard to reach areas

e Timely payment

* Selection of eligible beneficiaries in time.

* Total financial inclusion achieved and saving tendency increased

* SMS alerts in certain cases

* Leakages into the system checked, cleanup ofdata created nearly 15%-
20% new vacancies.

* Total transparency

* Burden from government officials lessened

* No bill at block level

* No manual advice

* Verification with every advice not required

* No manual reporting or off-line database updation

* Burden from bankers lessened

* Paperless, uploading digital data directly to their server, Cash
management became easy

* Paperless transactions

* Low cost of delivery

* Ideal of Least Governance achieved

* Integrated with Aadhaar Enabled Payment System.

8. Date of Launch of Project: 11.05.2013

9. Beneficiary of the Project:
Currently 6,10, 733 pensioners are availing pension under Indira Gandhi
National Old Age Pension Scheme, 2,49, 927 under Indira Gandhi National
Widow Pension Scheme, 16, 267 under Indira Gandhi National Disability
Pension Scheme and 1,39, 075 under State Social Security Pension Scheme.
Thus more than 9.68 lakh beneficiaries are availing benefits through this
software.
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AWARDS SCHEME FOR EXEMPLARY
IMPLEMENTATION OF e-GOVERNANCE INITIATIVES

Details of Head of the nominated project
Name of the Project: Swawlamban

Head of the project: Rahul Sharma A.s)

Designation

Contact Address

E-mail Address :

Fax:

Govt. of Jharkhand.

Doranda, Ranchi.

: Secretary, Labour, Employment & Training Department,

: Labour, Employment & Traming Department, Nepal House,

erahulsharma@gmail.com

0651-2490956

Telephone: 0651-2490514
Mobile Number: 9431118199

Details of team for the nominated project

Key Team Members with their Role Designation [Please mention key officers/
staffs (not more than 7 including project head) whose contributions were most
significant for the success of the Initiative]

SL NO

Name(s) :

Designation:

1

Sri Rahul Sharma @.A.s)

Secretary, Labour, Employment & Training
Department, Govt. of Jharkhand.

Dr. Manish Ranjan (.A.5)

Labour Commissioner-cum-Director Social
Security

Sr1 Prabhat Kumar

Dy. Labour Commissioner (HQ)

Sri Mahendra Narayan Singh

Scientist C , NIC

Sr1 Ambarish Kumar

MIS Specialist, Urban Development Deptt.

N S | R RN
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AWARDS SCHEME FOR EXEMPLARY
IMPLEMENTATION OF e-GOVERNANCE INITIATIVES
#

nal A vernance for the o n
Central/ State Government

This is to certifyon behalf of the Organization and all team members involved in the
Projectthat’

{a) The particutars furnished above are correct and true to the best of my/ our
knowledge.

(b) UWe have read and understcod the information on the Award Scheme Published
on the Website of the Department of Administrative Reforms and Public
Grievances (httpJ//darpg.gov.in) and agree to the terms and conditions given
therein. |/ We shall abide by the decision of the Jury for declaration of the award.

(c) IWe agred with the terms and condition stipulated in the Award Scheme and shall
abide by the decision of the DARPG.

(d) there is no vigilance or disciplinary proceedings contemplated or pending against
me or any team member(s).

(e) the organization is not blacklisted/ debarred by any government bady.

() In the event of any information given by me/,us are found faise or misrepresented
at a later stage, IWe shall return the award and all consequential benefit to the
Govemment of India and will be liable to such departmental and legal action as
deemed fit by the Government of India.

0 [
Place: €<ty B Sgnatu oﬂ’\t}:pd Head)
Date: 3| #{ A
i g ;xoal of Organisation
Note: }

}* %/
1. Nominations of all orga Belanging 1o Government/ State
Government must accompany -\ ‘y,‘“'-‘e ertification

2. The original Self Certification may be kept safely by the designated
authority of the organization and should be produced to authorized
representative of DARPG on demand for verification. In case of non-
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II. NAME OF CATEGORY-‘OUTSTANDING PERFORMANCE IN
CITIZEN CENTRIC SERVICE DELIVERY’

1. Coverage — Geographical and Demographic:-

Comprehensiveness of reach of delivery centers:

The state of Jharkhand is one of the newer states, which was carved out
of the southern part of the erstwhile undivided state of Bihar in 2000. Known
for its mineral wealth and forest products, it has 24 districts, covering the area
0f 79,714 Sq km and has a population of 3.29 crore as per the census of 2011.
The State of Jharkhand is a predominantly rural state with approximately 76%
of population residing in rural areas. The State is mapped with hilly terrain
and has a number of far flung areas with small pockets of habitation Forest
occupies more than 29 percent of the geographical area in the state, amongst
one of the highest in the country. Ethnic and linguistic diversity, sparse and
dispersed population poses challenges to delivery of social security services.
22 of the 24 districts are affected by Left Wing Extremism making effective
service delivery a major challenge.

Services through this website is available across the territorial
jurisdiction ofthe state of Jharkhand. On line services of this website may be
obtained through out 24 District Head Quarters, 257 Block Head Quarters,
5474 Panchayat Head Quarters and 2842 CSCs known as Pragya Kendras.
Currently 6,10, 733 pensioners are availing pension under Indira Gandhi
National Old Age Pension Scheme, 2,49, 927 under Indira Gandhi National
Widow Pension Scheme, 16, 267 under Indira Gandhi National Disability
Pension Scheme and 1,39, 075 under State Social Security Pension Scheme.
This Website is catering to their needs.

2. Situation Before the Initiative:

National Social Assistance Program (NSAP) is the largest centrally
sponsored social security scheme meant for the welfare of needy and poorest
of the poor beneficiaries who are old aged (above 60), widows, lepers,
physical disabled selected from BPL families and also belonging to very low-
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income group from non-BPL families.

There are several individual based NSAP programmes run by the Central and
State Government having large number of beneficiaries. These are: -

» Indira Gandhi National Old Age Pension Scheme.
» State Old Age Pension Scheme.

» Indira Gandhi National Widow Pension Scheme.
» Indira Gandhi National Disability Pension Scheme.

Under these programmes, monthly pension of minimum Rs. 600/- is
paid to the pensioner. In India, there are more than 15 million beneficiaries to
whom over Rs. 7,500 Crores is disbursed every year. State of Jharkhand
disburses approximately Rs. 500 Crores every year to approximately 10 lakh
beneficiaries.

Challenges & Constraints

The process of disbursement of monthly pension was very
cumbersome, tedious, inefficient, non- transparent and unaccountable. It
involved a lot of paper work and had to undergo 11 different layers of
processes before final disbursement.

The process of disbursement before the e-nitiative was to allocate fund
to the districts from state and further sub-allocation to the Block Development
Officers (BDO), who used to prepare bill, draw amount from treasury. BDOs
further used to direct Panchayat Secretary in the respective Gram Panchayats
to prepare pensioners’ acquaintance role/payment advice for cash/ payment
through Bank/Post Office as the case may be as all beneficiaries did not have
savings account opened in bank or post office. Based on acquaintance
role/payment advice BDOs used to issue cheques to the Panchayat Secretary,
who in turn used to hold camps to disburse cash amount or send cheques to
the respective Bank/ Post Office to beneficiaries. Work Flow of manual
system is described as follows:

14



Work Flow : Manual System

| Fund from 1. Block wise T 2. Preparation of 3. Block wise
Sub allotment ¢ Panchayat-wise List of i

by district I Pensioners

State to
District

Encashment
by GP.

Cheque to GP.
by BDO

-

compilation of List

Cash Dishursement

4. BDO to submit
bill to treasury

A
‘ Credit in
pensioner’s account

ank 10

Cheque deposited
in PO/ Bank

Passed Billdposted in
Treasury Branch

y
iy

Treaswry Branch

Draft by Treasury branch
in favour of BDO

~ Draft deposited in
Branch BDO’s A/C and
(learance

BDO Office
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Under manual system, pension amount was disbursed at block
headquarters in a camp mode and pensioners had to visit the same. Most of
them being too old were unable to travel alone and somebody had to
accompany them. This meant double travel costing in addition to loss of
wages for the day for the person who used to accompany the old pensioner.
In hilly and forest areas, often vehicles are not easily available and old people
had to walk on foot or to be carried on bed by their relatives. It added to the
misery of the poor people of the state.

Due to multiple steps and intricacies involved in the process, it took
about 3 months to complete one payment cycle. Disbursement of pension
was not being done on monthly basis violating the order passed by
the Hon’ble Supreme Court of India. Disbursement happened
approximately in every six months which translated into pathetic condition of
the beneficiaries that needs no further explanation. They had to run from pillar
to postto know the date of camp, disbursal of amount etc. Sometimes they
had to pay bribes to get entitlements. Apart from these, disbursement of
money to such a large number of beneficiaries was another daunting task.
Further, since Panchayat Secretary is the sole representative from the
Government at that level, every issue used to boil down to his/her availability
and priority.

Also the process of sanctioning of new pension to the eligible
beneficiary was not possible due to lack of proper and authentic database
about the vacancies. Moreover, the process was also cumbersome, inefficient,
non- transparent and unaccountable. In view of the complexities involved in
the process new sanction was hardly done without the personal intervention
of the District Head.

Scope of Service/ Activities :

The above scenario substantiated the need of an Information and
communication technology (ICT) application in National Social Assistance
Programme (NSAP). It was observed during review meetings at the state &
district level & mspection of blocks and panchayats that time lag in
disbursement of pension was a critical bottleneck. Further process of
sanctioning of new pension to the eligible beneficiary was not possible due to
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lack of proper and authentic database about the vacancies. Monitoring of this
important Flagship Scheme was very difficult and resources at all levels was
being inefficiently used in issuing operational guidelines for day to day
functioning of the scheme. Need was felt to have an online solution that
catered to the needs of the target group. Transfer of pension amount directly
to the pensioners’ account became need of the hour and a user friendly ICT
solution had to be worked out.

This mitiative was made in the first quarter of financial year 2013-14 at
the behest of the then Chief Secretary, Govt. of Jharkhand, Sri Ram
Sewak Sharma IAS. Shri Sharma constituted an inter-departmental task
force in which experts from all fields were incorporated. Each team member
was assigned specific task. Under his enlightened and graceful guidance, this
task force deliberated on the project design, strategy, implementation steps
and the timeline of the project implementation. Separate modules were
prepared and he was personally mstrumental in foreseeing and executing the
design, architecture and process flow.

Under his guidance the entire project was broken into number of tasks.
Each task was assigned to the particular institution responsible for it. As part
of the strategy, it was decided to go with direct cash transfer (DCT) model
under which pension amount was to be directly transferred to the pensioner’s
savings account. Therefore opening of bank/post-office account was a pre-
condition for the success of the initiative.

To accomplish this objective a web based software for the STATE
DBT PENSION PORTAL named “Swawlamban” was conceived and
designed through multiple deliberations and discussions with all stakeholders
and expert solution architects. Such was the level of commitment and desire
to deliver within the stipulated timeline that the software was made ready
within two months. It was persistent guidance, close supervision, acumen and
immaculate planning that brought about the best dedicated team effort. The
software has provisions for online entry of pensioner’s details, query modules,
online advice generation, etc.

After the software was ready, the mapping of pensioner’s details and their
account numbers were entered manually. On completion of mapping,
information was digitized with the help of the ready software.

After completion of above mentioned tasks, the government processes were
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re-engineered with respect to fund sub-allocation, DCT to pensioners
account, advice generation etc. System of sub-allotment of fund to the Block
authorities was done away with and a new system of DCT to the pensioners
Account from the district level was introduced for the first time in the history
of the NSAP scheme. Necessary training was imparted and mstructions were
issued to adhere to the new processes.

In the new process, Bank/ Post Office wise advice is automatically
generated online, based on the latest pensioners data. Based on this advice,
one consolidated Bill is prepared by the Assistant Director of Social Security
at the district level for all the pensioners of the district. The bill is then
presented to the treasury, which is sent to the treasury bank branch through
electronic means. Thereafter the treasury branch transfers the fund to the
parking accounts of the nodal Branch/ Head Post Office through RTGS. The
Banks/ Branches, which are on core banking system (CBS) transfer pension
amount directly to the pensioners’ account. In other case nodal Bank
Branch/Head Post Office sends credit note with softcopy ofadvice note to the
respective Branch/ Post Office. In new system, the amount is transferred to
the pensioners’ account in one single day in case of CBS branch and in 2-7
days in case of non- CBS banks/post office. Then an automatic SMS is sent
to the pensioners’ registered mobile number.

This is the best example of how implementation of the project is
important and how ICT and banking solutions can be leveraged to
ease out the implementation problem. This is being implemented in
the entire state of Jharkhand by the government. It may be further
scaled to all India level.

Moreover use of Unique Identification (UID) will add a new dimension in the
identification and de-duplication of data. UID coupled with ICT will
revolutionize the delivery process and expedite the pace of development.
Firstly, transaction through the banking sector will be totally revolutionized
when customer starts operating his bank accounts using own UID number.
Secondly, All Government-to-Citizen (G2C) transactions may be simplified
to the extent that money may get transferred directly to the beneficiary account
from State/ Central headquarters, which government of India has recently
mtroduced in the form of ‘Direct Cash Transfer (DCT)’. Thirdly duplicity,
leakages, pilferage etc. can be totally checked. Fourthly, the doorstep delivery
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ofall services may be done through some business correspondent ( BC) model
or through community service centre (CSC) / Internet or mobile service will
result in mainstreaming of the marginalized with noble goal of financial
inclusion.

Certain additional features were added later on. The first was to make
payment with the use of biometric card in certain cases by Business
Correspondent of the bank. Secondly, mobile phone nos. of beneficiary or his
kith and kin was collected and transaction based SMS is sent to the registered
mobile number.

Work Flow: New System

@ Advice prepared and DC Bill deposited in

g Wi ' = lxc.um from dastrict Jevel Passed Bill deposited in Treasury
" H ‘L, d : b L Y
Lt ) L
.lnnuoy h-ub‘
Amount trazsferred o
Nodal Bank /| HPO
3 | tweush RTGS

Layers reduced from 11 to 4
Max time 7 days
Paperless & Transparent

Stakeholder Consultation :

State Administration Officials from district to panchayat level,
Members from Panchayati Raj Institutions, State Level Bankers Committee
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(SLBC), Banks & Post Office Officials, and Treasury Officials were involved
in the dialogue. Citizen and pensioner meetings, seminars & workshops were
organized at state, district & panchayat levels. In addition to above rural
training camps, Rashtriya Swasthya Bima Yojna (RSBY) health camps,
RSBY enrolment stations were used in the consultation process. All
government functionaries monitoring and implementing the scheme, elected
representatives, existing beneficiaries & prominent citizens were part of the
consultation process. Their view point was taken at different stages.

Stages at which stakeholder input was sought:

e Conceptualization level

e Processes re-engineering level
e Project design Level

e Pilot Testing

e Implementation level

e Post Implementation Feedback

5. Strategy Adopted :

Entire project was broken into number of tasks. Each task was assigned to the
particular institution responsible for:

» As a part of the strategy it was decided to directly transfer the cash
amount to the pensioner’s account therefore opening of bank/post-
office account was a pre-condition for the success of the mitiative. It
was taken on a priority basis and completed simultaneously with the
development of Web based software.

» Development of Web based software namely STATE DBT PENSION
PORTAL named “Swawlamban” was mandatory for the mitiative.
The software has provisions to online entry of pensioner’s details, query
modules, online advice generation, etc.

» After the development of software the mapping of pensioner’s details
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and therr account numbers were done manually. After mapping
complete information was digitized with the help of the ready software.

After completion of above mentioned tasks the government processes
were re-engineered with respect to fund sub-allocation, direct cash
transfer in pensioners account, advice generation etc. The sub-allotment
of fund to the block was done away with and new system of direct cash
transfer to the pensioners account from the district level was introduced
for the first time in the history of the scheme. Necessary training was
imparted and instructions were issued to adhere to the new processes.

In the new process, Bank/ Post Office wise advice is automatically
generated online, based on the latest pensioners data. Based on this
advice, one consolidated Bill is prepared by the Assistant Director of
Social Security at the district level for all the pensioners of the district.
The bill is then presented to the treasury, which is sent to the treasury
bank branch through electronic means. Thereafter the treasury branch
transfers the fund to the parking accounts of the nodal Branch/ Head
Post Office through RTGS. The Banks/ Branches, which are on core
banking system (CBS) transfer pension amount directly to the
pensioners’ account. In other case nodal Bank Branch/Head Post Office
sends credit note with softcopy ofadvice note to the respective Branch/
Post Office. In new system, the amount is transferred to the pensioners’
account in one single day in case of CBS branchand in 2-7 days in case
of non- CBS banks/post office. Then an automatic SMS is sent to the
pensioners’ registered mobile number.

Workshop and training programme were organized for Social Security
Staff, Block development officers, Panchayat Sewaks and all other
stakeholders for direct cash transfer of monthly pension. It took about
one month.
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Date - 13

=R ar

DBT Workshop Chaired by Hon’ble Chief Minister Shri Hemant Soren

DBT Workshop attended by Ex-Chief Secretary Shri R.S.Shrama and Senior Officials
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» The project was implemented from 11.05.13

» Certain additional features were added later on. The first was to make
payment with the use of biometric card in certain cases by Business
Correspondent ofthe bank. Secondly, mobile phone nos. of beneficiary
or his kith and kin was collected and transaction based SMS is sent to
the registered mobile number.

(i) Problems identified:

» The main problem was existing process of disbursement. Also process
of' sanction of new beneficiary was very cumbersome, tedious, involved
lot of paper work, mefficient, non-transparent and above all reliability
of the information was questionable.

» A pensioner had to wait days, weeks or months and sometimes had to
pay bribes to get entitlements was major issue before administration.
Sanction of pension to the eligible beneficiary could not be done due to
lack of consolidated authentic information regarding vacancies.

» It used to take about 3 months to complete one cycle therefore,
disbursement of monthly pension was not done on monthly basis
violating the order passed by the Hon’ble Supreme Court of India. For
this the beneficiaries had to run from pillar to postto know the date of
camp, disbursal of amount etc. Not only the payment was irregular and
uncertain but it also violated the government norms of monthly
disbursement of pension.

» Underutilization of the ear marked fund. Due to time lag in
disbursement of pension to target group, time taking procedure for
identification of beneficiary and sanction of the scheme very often
allotted money remained unspent. For a state like Jharkhand having
majority of population living below poverty line and belonging to SC,
ST & OBC segment of the society it was a huge drawback and it
required urgent redressal mechanism to be developed.

23



(i)

» In the backdrop of above, need for systemic change of Direct Benefit
Transfer (DBT) of monthly pension in the account of the pensioners
was called for to ameliorate the hardship of senior citizens. With this
view project of “State DBT Pension Portal” named “Swawlamban”
was conceived, developed and implemented. This is the first project in
India pertaining to Direct Benefit Transfer of amount in the account of
beneficiary in a most efficient, transparent and accountable manner.

» Enormous routine paperwork compromised the pension disbursement
cycle.

Communication and dissemination strategy and approach used:

Government of Jharkhand, Directorate of Social Security constantly
tries to improve quality and effectiveness of deliverables, information about
common, relevant issues and technologies to serve the needs of pensioners,
Bankers, Government Officials and other end users. We feel that findings
from periodical review meetings, interaction with all stakeholders during
information dissemination camps need to be communicated and disseminated
effectively to influence optimal and timely practice. It is understood that Clear
communication and active dissemination of evidence to all relevant audiences
in easy-to-understand formats are critical to increasing awareness,
consideration, adoption, and use of evidence, and to accomplishing Pension
to all mission.

Our goal is to focus on promoting informed decisions about pension
related rules, norms and relevant issues among various stake holders. Our
strategy addresses the comparative -effectiveness of communicating
evidence in various contents and formats that increase the likelihood that
target audiences will both understand and use the information. It examines
the comparative effectiveness of a variety of approaches for disseminating
evidence from those who develop it to those who are expected to use it.

For this we have used multipronged strategy. Apart from focusing on
analysis of Management Information System (MIS) Data and design suitable
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interventions accordingly we use convergence approach to disseminate
information. The department organizes Rural Training Camps, Health Camps
and uses RSBY enrolment centres to disseminate information. During the
last one year more than 200 rural training camps, 785 health camps
and approximately 4500 enrolment camps have been organised for the
benefit of the target group. To sensitize the target group “Jan
Sampark yatra’ was organised in fifteen districts under the leader ship
of Hon’ble Minister Labour, Employment & Training. Special
“Adhikar Camps” were organised at panchayat level where apart
from identifying new eligible pensioners information dissemination
was the focus area.
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Sensitization of Stakeholders through Hoardings
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Dissemination of Information through Nukkad-Nataks
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Government agencies and institutions, Non-Government Organizations
(NGOs), media groups, and other interested stakeholders have been involved
to carry out communication activities. They used various strategies to
communicate evidence so that target audiences can better understand it; the
strategies are meant to increase the probability that recipients pay attention to
the messages conveyed. Area specific awareness generation activities are
being carried out in coordination with Civil Society. Leaflets, pamphlets, wall
writing, Hoardings and messages have been designed in area specific local
languages to have greater impact. Nukkad Nataks are being used as an
important awareness generation tool. Even Jharkhand Legal Services
Authority (JHALSA), is working in close association of the
department and it is involved through its legal volunteers.

Core constructs of this activity includes:
» Tailoring the message
» Targeting the message to audience segments
» Using narratives—Communication delivered in the form of a story,
testimonial, or entertainment education
» Framing the message—Communication that conveys the same
messages in alternative ways

It has been characterized as a necessary but not sufficient
antecedent of adoption and implementation. Our activities are a formal
planned process with the intent of spreading knowledge and associated
evidence-based interventions to stimulate adoption and enhance the
mtegration of the evidence, information, intervention, or combinations
of these into routine practice.

In fact our dissemination model and approach identifies several
broad goals or outcomes for the dissemination of evidence and
mformation:

» Increase reach to a variety of audiences—Distributing
evidence widely to many audiences and across many settings to
increase the reach of information

» Increase motivation to use and apply such information—
Increasing interest in the evidence through leaders, or
social networks
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» Increase ability actually to use and apply evidence—
Providing additional resources about the evidence, such as how it
can be incorporated into current practice or specific suggestions
for change, to enhance a traditional dissemination

7

‘ Collect and Systematically Review the System and Requirment
)\

‘ Comunicate and Translate

|

‘ Diffuse and Disseminate

[

‘ Adopt and Implementation

/

Sustain, Evaluate, Impact and Adjust

V4
6. Technology Platform used :

@) Description: The application has been developed in ASP. NET
with VB.NET & C# 4.0 as front end and SQL Server 2008 R2 as
back end.

(ii) Interoperability: This application has significant functionality
dedicated to interoperating with Microsoft / non-Microsoft
products. While our application focused on the design of our
software, we are also mvolved m work that contributes to
interoperability across the system. We have collaborated and
share different services with this application.
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7. Citizen centricity and relevance :

The Government of Jharkhand is receptive to the potentials of
mformation communication technologies (ICT) to achieve good
governance in its implementation. This application of ICTs f is
expected to maximize citizen satisfaction by not just improving
responsiveness of public service delivery mechanisms but also by
augmenting citizens’ participation in governance mechanism. Our
understanding has been that any e-governance initiative to be totally
acceptable, citizens’ needs and aspirations need to be its starting point
and the core nuclei.

Existing Scenario in Jharkhand
Jharkhand has a diverse social and cultural profile where each
region has different ecology, language and traditions. In Jharkhand
close to 40% population is illiterate, and majority of them are small
farmers, artisans or labourers.

Poverty affects majority of the population. To ameliorate this
reality being confronted by the residents of Jharkhand several rural ICT
mterventions with varied functional objectives such as providing ICT
infrastructure such as radio, video and TV or other hardware facilities,
rural connectivity, computer based training / employment, establishing
tele-centre setup, ensuring e-governance implementation or other ICT
based application or content, have been incubated and established. Our
experience has shown that some of these failed to meet the need and
expectations of citizens in the longer run because these were heavily
technology-centric, adopted from the environment of other developed
states and thus fail to assure rural development in a developing state
such as Jharkhand.

After all in a state as diverse and rich as Jharkhand, reality tends
to be beset with many complex events and typical indigenous
knowledge systems. These cultural and aspects would vary from region
to region, community to community and tribe to tribe and has unique
influence on the needs and expectations of its inhabitants, thereby
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exerting dissimilar influences on its regional e-Governance
implementation too.

We understand that that the salient influents on usage intention
of citizens for e-governance initiative may differ contextually and are
dependent on demographics, cultural norms and so on. Therefore
before designing this e-governance initiative diverse needs of the
citizens has been given proper consideration from the perspective ofthe
people’s potentialities, needs and aspirations defined by their respective
rural reality. After in design of a lot of consultation a customised e-
governance initiative that would be more responsive to the contextual
reality ofits respective area of delivery and hence better utilised by the
locales and therefore prove to be more sustainable was conceptualized
and delivered.

Services provided by our website are citizen-driven and
ethnographically sensitive, rather than a mere understanding of
technology and its acceptance by users. Its design focuses on the
citizens needs from the point-of-view of citizens themselves, and
therefore citizen-participation and their representatives have been the
core-essence. For us citizen is the core-nucleus of all governance
activities. It has been designed in consultation with pensioners and
elected Panchayati Raj representatives. It is user friendly and very easy
to use. Our feedback suggests that people from rural areas have used it
the most. The have availed these services mostly through Pragya
Kendras and Panchayat Headquarters.

In spite of our commitment and hard work we still need to
move forward. Given the ethnic and linguistic diversity, and literacy
level of the state we are supposed to extend more facilities through a
multilingual and a more imteractive interface. Our dedicated team
members are working on the issue and very soon we may be able to add
more features like online application, and sanction facility with
application tracking facility. A separate Grievance Redressal Module is
being developed through which the user may be able to lodge and track
the status ofhis grievance. SMS based system shall keep him posted on
every step of the grievance resolution system. A separate payment
Gateway mterface 1s being added for faster delivery of services.
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8 User convenience :

)

Service delivery channels: This s a user friendly Web based
application with facility of SMS alert on advice generation. One can
access information about any beneficiary anytime by simply logging on

the website.
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(i) Completeness of information provided to the users: This website

has been designed with a view so that different stakeholders can access
instant & free of cost information immediately. It can be used by
different stakeholders like pensioners, treasury, bankers, and
administrative officials etc. to fulfil their respective objects. Some of
these are as follows
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A)Pensioners: Pensioners can view there record & payment status by
clicking on relevant radio buttons PID, PPO No., Bank A/C No.,
Name & UID in the dropdown menu of the concerned district. For
the convenience of the beneficiaries, this service is being offered at
all Panchayats and Pragya Kendras.
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If a pensioner doesn’t get her/ his pension in time or some discrepancy
1s brought to her/ his knowledge he may contact concerned officials
on displayed mobile number or email id and her/ his grievance is
addressed immediately. This feature has proved to be immense
benefit to them.
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(B) Bankers: - Linkage with Aadhaar and Bank A/c of the beneficiaries is
of key importance for proper identification, de-duplication and transfer
of pension amount to the account of pensioner. Concerned bank can log
in byusing user ID and encrypted Password. Screen shot of'this facility
is displayed as follows:
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(C) District level Administrative officials: Pensioner record may be
added, edited, deleted or updated by used log n ID and encrypted

password.
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Through this software advice can be generated for direct transfer of
pension to the beneficiaries account.
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This software has been designed for Automated Aadhaar seeding. It has
following algorithm based in built facilities that makes the task easier
for the user:

A) Soundex: Soundex is a phonetic algorithm used for indexing names
by sound, as pronounced in English. The goal is to match despite
minor differences in spelling.

B) Double Metaphone: Double Metaphone is used for indexing
words by their English pronunciation, using information about
variations and inconsistencies in English spelling and
pronunciation. The goal is to better job of matching words and
names which sound similar.

C) Hindi Sound Ex: Hindi Sound Ex is a phonetic algorithm used for
indexing names by sound, as pronounced in Hindi. The goal is to
match despite minor differences in Hindi spelling. Screen Shotis as
follows:
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For proper verification of the beneficiary and deduplication of the data
Aadhaar verification has been enabled through State Resident Data Hub
(SRDH). Screen Shot of this system is as follows:
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Generation of various MIS reports is required for proper information
management, monitoring and implementation of pension scheme. It is key
to success of the system. This software provides easy solution and
readymade analysis through automated MIS system. Screen shot of this
system is as follows:
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(D) State level monitoring system: This software has provision for month
wise, year wise financial report and is quite handy for state level monitoring
tools. Screen shot is as follows:

Select Financial Year 2014-2015 v TB = Total Beneficiary, TA = Total Amount(in Lacs)
| MOWM-> | APRL | MAY | MWE_ | WY | AUGUST | SEPTEMBER | OCTOBER | NOVEMBER DECEMBER | JAWUARY | FEBRUARY | MARCH |
(Eme A m o m h oo mmom oo mlmmimomlaomwn o
BOKARO 38739 | 700.896 46855 | 540.029
ICHATRA 46105 | 254.281 || 30543 | 240.837 | 34778 | 211.97

IDEOGHAR 31366 || 376.894 | 31354 | 188.381
|DUMKA 59131 | 1064.689 | 59761 | 358.735
|GARHWA 30205 | 717.303
|GIR]DIH 56930 || 686.658 | 56770 | 342.366 | 56726 || 342.105
|GODDA 40200 | 242,17 | 4826 | 28.956 | 46371 | 502.664 48458 | 670.74
foumLa 38495 | 691.696

Hazaribag 32768 [ 303.216 | 47885 | 200.311 | 47970 | 200.882

JAMTARA 27193 [ 323.662 | 27372 | 165.08 | 27736 || 179.598

KHUNTI 19010 | 114.65 | 19010 || 114.65 | 19225 | 118.537

KODERMA 26933 | 489.738

LATEHAR 51700 || 621.958 | 34528 | 212.997 | 32029 | 199.879
LOHARDAGA 10876 | 65.588 | 10876 | 65.588 | 10917 | 66.087 | 11031 | 66.519
PAKUR 28893 | 521.286
PALAMU
PURBI 435576 | 827.166 | 44954 || 271.802
|STNGHBHUM
RAMGARH 18921 | 114.671 | 18921 | 114.671 | 19847 | 120.266 | 20878 || 126.254
RANCHI 56581 | 342.051 | 53490 || 323.520 20788 | 565.661
{SAHEBGAN) 57726 || 695.12 41505 | 505.413

ARATKELA 32657 | 592.767
tHARSAWAN
l?[MDEGA 25452 || 152.825 | 25511 [ 153.167 | 25515 | 153.25 | 25543 || 153.585

EST 36341 | 661.221 | 36461 | 220.575
EMHBHUM
IEFHE' 48068 | 577.746 48316 || 584.376
Click on District to view Detail Report
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This software contains the facility of activity log which simplifies
monitoring of scheme by studying records added, updated, deleted, Aadhaar
entry, updating, seeding, verification, rejections, delicacy of Aadhaar and
Bank a/c. at the district level. Screen shot is as follows:
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Thus this software has been designed to suit every stakeholder and end user.
Its broad parameters are as follows:

Citizen / Old Pensioner (Beneficiary) :

Services:

Benefits:

Payment directly through Bank /PO account nearest to his /her
Panchayat.

Can check his /her pension payment status as well as advice generation
status.

Receives system generated SMS when advice is generated.

Timely and regular payment of pension

Cost and Time saving for beneficiary

No need to wait for any announcement of camps for the payment on a
date fixed by the block administration.

Elimmation of Middlemen.

Inculcation of saving tendency amongst beneficiaries.

Panchavyat Sewak :

Services :

Benefits :

Online Tracking of pensioner’s detail as well as payment detail

Online availability of monthly advice report.

Panchayat /village wise, Bank wise & category wise listing of
pensioners & report generation

No manual Record keeping. Hard Copy generated from S/W serves the
purpose.
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Manual advice preparation not required.
Verification of payment status becomes easy.
Time saving

Updation of records in case of death simplified

Block Development Officer :

Services :

Benefits :

Bank /Post office wise availability of advice detail
Monthly report generation.
Category wise report / listing.

Duplicity checked in sanction of new beneficiary under pension
schemes.

No need of getting status of vacancy from panchayat monthly.
Number of queries at Block offices reduced drastically

Bank /PO’s have become centre of orientation instead of block.

No burden of distributing money by organizing camps thus reducing
time & cost for disbursal of money.

Tracking of pension payment requires no time.

Better fund utilization

Greater transparency and accountability.

Elimination impersonation at panchayat level

No need to maintain accounts of a bundle of financials instruments.

Assistant Director (social security) :

Services :

Online facility for advice generation

Secure user role based updation of pensioner’s date.
Preparation of treasury bill made simple & effortless.
Tracking of pensioner’s record simpler.
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Benefits :

Better Monitoring of fund allocation and Block wise fund utilization
report made simpler.

Advice preparation time reduce to few hours. Earlier used to take at
least a week.

Timely pension disbursal through nodal banks /PO’s
Better fund management.

Timely compliance of Govt. orders.

Transparency in record keeping and fund management.

Govt. Treasury:

Services :
e Online availability of Nodal Bank /PO wise advice list
e Online availability of Panchayat / village wise pension list
Benefits :
e No Advance Contingency (AC) Bill drawn at Treasury.
e Monthly A/C preparation of treasury made simple.
e Bill passing process simplified.
e Bank wise Advice generation became possible.
Bank /Post Office :
Services :
e Nodal bank / PO wise Advice Available in soft copies.
Benefits :

No financial instruments
Disbursement through RTGS.
Reduction in cost, time and power.
Online verification of Advice
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(iii) Accessibility (Time Window): This website offers 24 X7 round the clock
service. Its service is being maintained by state NIC unit.

(iv) Distance required to travel to Access Points: Services through this
website are available through all computers, laptops, smart phones, tablets
and smart gadgets capable of using internet facility. So it is easily accessible
to everybody.

9 Cost to User :

No additional costhas been incurred by the Government as this website
has been developed by are dedicated committee of government officials and
consultants and this website is hosted by NIC. Only a token amount was spent
on procurement of necessary accessories i.e. Printer Cartridges, Pen drives
etc.

For pensioner and citizen this website service is available through all
internet using visual device including smart phones, tablets etc. Previously
pension amount was disbursed at block headquarters in a camp mode and
pensioner had to visit the same. Most of them being too old were unable to
travel alone and somebody had to accompany them. This meant double travel
costing in addition to loss of wages for the day for the person who used to
accompany the old pensioner. In hilly and forest areas, often vehicle are not
available and old people had to walk on foot or to be carried on bed by their
relatives. It added to the misery of the poor people of the state. Delivery
mechanism developed through this website has solved all these problems.

10 Citizen Charter :
Department of Labour, Employment & Training has issued directions
to dispose of all applications for pension within 21 days of its receipt. A
monitoring system has been evolved and detailed formats have been designed
for Block to Divisional level so that all issues are disposed of within the
stipulated framework of time.
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11 Privacy & Security Policy:

This application is hosted on the NIC data center so we follow the
standard Privacy & Security policy of NIC.

Security Technology Used:

» The MD5 message-digest algorithm is a used for password encryption.

» Role based user for different type of users.

» Use of digital signature in the case of signing ofxml files (under testing
phase).

» SFTP used for Server to server integration (under testing phase).

» One time password (OTP) at the time of Advice generation (under
testing phase).

12 Innovation:

This website has been developed with a view to ensure fast, timely and
transparent delivery of the benefits. Proper identification of the beneficiary
for this State Resident Data Hub (SRDH) database is used which ensures
proper identification, deduplication, verification and transfer of pension in the
Account of Pensioner. Automated Aadhaar seeding facility, less response
time, greater accuracy and upto date dashboard designed to monitor timely
interventions are the key features of this website.

Sustainability :
We understand that that the salient influents on usage intention of

citizens for e-governance initiative may differ contextually and are dependent
on demographics, cultural norms and so on. Therefore before designing this
e-governance initiative diverse needs of the citizens has been given proper
consideration from the perspective of the people’s potentialities, needs and
aspirations defined by their respective rural reality. After in design of a lot of
consultation a customised e-governance initiative that would be more
responsive to the contextual reality ofits respective area of delivery and hence
better utilised by the locales and therefore prove to be more sustainable was
conceptualized and delivered.
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Services provided by our website are citizen-driven and
ethnographically sensitive, rather than a mere understanding of technology
and its acceptance by users. Its design focuses on the citizens needs from the
point-of-view of citizens themselves, and therefore citizen-participation and
their representatives have been the core-essence.

Given the ethnic and linguistic diversity, and literacy level of the state
we are supposed to extend more facilities through a multilingual and a more
interactive interface. Our dedicated team members are working on the issue
and very soon we may be able to add more features like online application,
and sanction facility with application tracking facility. A separate Grievance
Redressal Module is being developed through which the user may be able to
lodge and track the status of his grievance. SMS based system shall keep him
posted on every step of the grievance resolution system. A separate payment
Gateway interface is being added for faster delivery of services. All these
features designed in consultation with Stake holders & end users shall provide
a sustainable model.

Number of users and services:

Role based user module is integrated with application for proper user &
role management. No any limitation is fixed for the number of user in State
level, District Level or even in block level.

Result Achieved/ Value Delivered to the beneficiary of the

Project:
This portal has changed the whole dynamics of services being offered.

This new system of pension delivery mechanism with convergence of the
concept of financial inclusion, economic empowerment and social security
has been instrumental in bringing change to existing social relationships. The
poor old man, widow and destitute who were hitherto compelled to live in
seclusion are gaining social attention. Old people are no longer dependent on
their kin and they get their due respect in the family and society. Apart from
this angle from purely administrative and end user perspective also it has
proved to be a game changer.

Citizen / Old Pensioner (Beneficiary):
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Benefits:

Panchayat Sewak :

Benefits :

Timely and regular payment of pension

Cost and Time saving for beneficiary

No need to wait for any announcement of camps for
the payment on a date fixed by the block
administration.

Elimination of Middlemen.
Inculcation of saving tendency amongst
beneficiaries.

No manual Record keeping. Hard Copy generated
from S/W serves the purpose.

Manual advice preparation not required.
Verification of payment status becomes easy.
Time saving

Updation of records in case of death simplified

Block Development Officer:

Benefits:

Duplicity checked in sanction of new beneficiary
under IGNOAP.

No need of getting status of vacancy from
panchayat monthly.

Number of queries at Block offices reduced
drastically

Bank /PO’s have become centre of orientation
instead of block.

No burden of distributing money by organizing
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camps thus reducing time & cost for disbursal of
money.

Tracking of pension payment requires no time.
Better fund utilization

Greater transparency and accountability.
Elimmation impersonation at panchayat level

No need to maintain accounts of a bundle of
financials instruments.

Assistant Director (Social Security):

Benefits:

Govt. Treasury :

Benefits:

Bank /Post Office :

Benefits:

Advice preparation time reduced to few hours,
earlier used to take at least a week.

Timely pension disbursal through nodal banks
/PO’s

Better fund management.

Timely compliance of Govt. orders.

Transparency in record keeping and fund
management.

No Advance Contingency (AC) Bill drawn at
Treasury.

Monthly A/C preparation of treasury made simple.
Bill passing process simplified.
Bank wise Advice generation became possible.
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¢ No financial instruments

e Disbursement through RTGS.

e Reduction in cost, time and power.
e Online verification of Advice

16 Extent to which the Objective of the Project is fulfilled:

This portal has been successful in delivering all the desired
services.

This portal 1s Single solution center for all Pension Payment
related issues. It has facilitated Cash disbursement at doorstep
using biometric card or biometric authentication in hard to reach
areas through business correspondent model. It has ensured timely
payment. It helps in identification of vacancies and due to this
portal more than two lacks vacancies were identified and eligible
beneficiaries were able to get pension benefits in time. All the
beneficiaries have their own accounts. This resulted in total
financial inclusion and increased saving tendency. Leakages into
the system have been checked, Cleanup of data created nearly
15%-20% new vacancies. This has brought total transparency in
the system, lightened the burden of government officials, and
removed practice of manual advice generation and processing of
bill. Verification with every advice is not required, manual
reporting or off-line database updation is not required. Further it
has lightened the burden of Bankers. Now Paperless, digital data
1s directly Uploaded to their server and cash management becomes
easy. It is functioning at its optimal level and no complaints have
been received so far.

Adaptability Analysis :

The application has been developed in ASP. NET with VB.NET
& C# 4.0 as front end and SQL Server 2008 R2 as back end. This
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application has significant functionality dedicated to interoperating
with Microsoft / non-Microsoft products. While our application
focused on the design of our software, we are also mvolved in work that
contributes to interoperability across the system. We have collaborated
and share different services with this application. Therefore this system
may be easily edited & upgraded. As this application is hosted by
secured NIC server securities related issues are addressed by NIC state
unit. This application was developed by dedicated team of Government
Officials hence we do not have any issues related to replication or
scalability.

18 Comparative Analysis of earlier Vs new system :
This application is first one of its class to be implemented. Prior

to this state government didn’t have any application in this field. So
comparative analysis is not possible.

Overall the positive impact of the e-Governance model vis a vis
the manual system which was being implemented earlier has been
elaborated earlier in the document
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