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Executive Summary
The Government of Karnataka has set up the Sixth State Pay Commission (6th SPC) to examine the
revision of pay and allowances of the state government employees and evolve a new pay structure. It
was also given the additional responsibility of providing a roadmap for improving their efficiency
through capacity building. In response to a request from 6th SPC, Public Affairs Centre (PAC),
Bangalore carried out a study on ‘Improving Performance of Government Employees of Karnataka
through Training and Capacity building’ by providing an implementable training model. The primary
objective of this study is to understand whether training is provided at every level of group C and D
category of staff in the government. The study involved collecting feedback from staff and officials
on current training programmes and suggestions to improve the same.
The objectives of the study were as follows:
1. To assess current job-specific functions of Group C and Group D employees of the
Government of Karnataka at the state, district and taluk panchayat level.
2. To understand current training programme structures and processes, and training needs of
Group C and D employees of the Government of Karnataka.
3. To develop an effective training model targeting their functional skills and their
contribution to the government, and society; improve employee productivity based on
training and development of functional skills, job-specific skills, and abilities to address
quality issues and problem solving.
Upon completion of fieldwork and analysis of data the following findings and recommendations have
been presented in the report.
1. Needs assessment required to understand training requirements of staff
It was found that there is no systematic training needs assessment conducted in the departments to
understand staff training requirements. The participants for training programmes are decided on
an ad-hoc basis.
Set up a training needs assessment wing
Once in a year, every department should conduct training needs assessment for its staff by setting
up a training wing within the department. This training wing should assess staff training
requirements, create a database and give access to training institutes for better training plans.
2. Training mandate required for new staff, promotion and increments
It was noted during the interaction with officials that there is no training mandate for promotion
and increments.
Government should create a training mandate for staff at three levels – Induction training for new
staff members; subjective training to those who are moving up as a result of promotion/increment;
and refresher training related to current schemes and programmes of their departments. For
example, the State Audit and Accounts Department and Treasury Department have made a
training provision in the Cadre and Recruitment rules which is mandatory for promotions and
increments.

3. Developing relevant training modules:
The study found that there are no department-wise training modules.
Comprehensive training modules should be developed for each department to address specific
structures and processes to be followed in the department to implement schemes/programmes,

relevant Acts, rules and regulations, grievance redressal mechanisms, and delivery of public
services. For example, the Karnataka State Audit and Accounts department came out with 9
training modules for its staff members.

4. Departmental wise training
The study cleary showed that the staff is more interested in trainings that relate to their routine
work.
Each department should conduct a separate training for its staff based on their roles and
responsibility for which it can develop its own training plan. This will increase productivity of the
staff.

5. Budget provision
There is no separate budget for the staff capacity building within the department.
Government should create a separate budget for every department for implementing its training
plan.

6. Strengthening and monitoring of training centres
Most of the staff felt that the training institutes need to be strengthened by providing good
infrastructure, quality faculty and free refreshments, along with relevant training materials.
The quality of the training institutes needs to be measured and monitored by the Administrative
Training Institutes (ATIs) through evaluations or social/financial audits which can be conducted
by external agencies. Government should provide adequate budget to District training centres and
other training institutes.

7. Staff shortage
Shortage of staff is a major concern that was expressed across all levels in both the departments as
well as the training institutes.

8. Implementation of training module
The training implementation module gives a clear picture of the implementation process that
includes all the critical parameters of an implementation plan – conducting the training needs
assessment; maintaining a database; developing training materials, duration and frequency,
budget, human resources; e-trainings, monitoring and evaluation and a broader view on
‘Individual Development Plan’.
The study strongly recommends the full-scale implementation of the State Training Policy.

1. INTRODUCTION
1.1 Study Background
The Government of Karnataka has set up the Sixth State Pay Commission to examine the revision of
pay and allowances of the state government employees and evolve a new pay structure. Its terms of
reference (ToR) includes examining the present pay structure of employees of the State Government,
the Dearness Allowance formula, the quantum of other allowances, the existing pattern of pension
benefits, and other matters, keeping in view the resources and commitments of the State Government1.
However, in a subsequent Addendum to the ToR the scope of work of the Commission was widened
to include recommending ‘measures to improve the performance of government servants and suggest
incentives, if any, for improvement of their performance’2.
While incentives are a matter where the Commission would need to take into consideration the
availability of resources, both human and financial, and work out solutions in discussion with the
relevant departments, another aspect that the Commission observed with concern was the absence of
regular functional skills training of the state government employees. In a few preliminary meetings
with Public Affairs Centre, the Commission expressed the view that the capacities of the government
employees are not being utilised to their full potential. This could be either due to lack of facilities for
in-house training or lack of relevant training from other institutions outside government, as well. The
Commission was of the view that regular training programmes on functional skills will be important
for improving productivity of government employees, especially those belonging to the Group C and
Group D categories, as being at the bottom of the staff pyramid, they not only form a substantial
proportion of the government workforce but also represent the face of the government during citizen
interactions.
Thus, in response to a request from the Commission, Public Affairs Centre (PAC) undertook a shortduration pilot project to understand the training needs of the government employees of some of the
critical departments of the government of Karnataka. The Commission requested that a method be
suggested that would enable every Group C and D employee in government in receiving regular
training, during the span of their careers. Such training should focus on skills relevant to the tasks
undertaken by them (enhancement of functional skills). Additionally, they should also be familiarised
with the big picture of their department - vision, mission, objective, role in society (and therefore the
importance of their contribution).
1.2 About Public Affairs Centre
Public Affairs Centre (PAC) is a non-partisan not-for-profit civil society led think tank dedicated to
mobilizing demand for good governance in India. PAC focuses primarily in areas where citizens and
civil society organizations can play a proactive role in improving governance. PAC’s uniqueness lies
in synthesizing research and action in its activities and approaches. Its research aims to provide a
stimulus for its action and, in turn, is powered by knowledge derived from research. PAC’s work is
primarily organized on the premise that an informed citizenry is the key to improved governance.
PAC has pioneered the use of Citizen Report Cards (CRC) among other social accountability tools
such as CRC+, Climate Change Score Cards (CCSCs), Community Led Environmental Impact
Assessment (CLEIA), and Community Score Cards (CSCs), undertakes public policy research, and
1
2

http://www.karnataka.gov.in/paycommission/english/Govt%20Order%20%20Circulars/1_6SPC-Cons.pdf
http://www.karnataka.gov.in/paycommission/english/Govt%20Order%20%20Circulars/3_Addendum_ToR.pdf
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channelizes funds to improve accountability in public. In fact, the Citizen Report Card (CRC), has
received much acclaim globally, earning extensive mention in the World Bank’s World Development
Report 2004, ‘Making Services Work for Poor People’. PAC believes in ‘learning by doing’ and
therefore has implemented many advocacy initiatives that include training and capacity-building to
improve knowledge of social accountability tools and their application. As a result, PAC feels that it
would be able to carry out this study smoothly and successfully.
1.3 Research Objectives
The objectives of the study were as follows:
1. To assess current job-specific functions of Group C and Group D employees of the
Government of Karnataka at the state, district and taluk panchayat level offices.
2. To understand current training programme structures and processes, and training needs of
Group C and D employees of the Government of Karnataka.
3. To develop an effective training model targeting their functional skills and their contribution
to government, and society; improve employee productivity based on training and
development of functional skills, job-specific skills, and abilities to address quality issues and
problem solving.
1.4 Research Design
The study followed a systematic implementation process comprising the following steps:
1. Discussions with the Sixth State Pay Commission
A study team from PAC met with the Chairman, Members and other senior officials of the
Commission to finalise the study design. Accordingly, the scope of the study included:
1. Visit to five districts that comprised of Raichuru (Hyderabad Karnataka), Udupi (coastal
Karnataka), Bengaluru Rural (adjacent to the state capital), Mysuru (South Karnataka) and a
special case study of Ramanagara distric;
2. Within each district, visit to offices at three levels – the District office, one taluk office and
one Gram Panchayat office, to interact with senior officials and Group C and Group D staff
members in each office;
3. Within each district visit the District Training Centre and meet with relevant officials.
2. Collection of secondary and primary data/information
 Checklists on aspects to be covered with employees at different levels were finalised at
PAC, semi-structured interview schedules were prepared to cover all aspects of training
on which information was sought from the respondents;
 The study team visited all the selected offices and interacted with designated staff
members ranging from senior officials to Group C and Group D employees;
 This was then analysed at two levels – information from employees at the government
offices and that collected from staff of the training institutes in each district;
 Simultaneously, a quick literature review through desk research was carried out to
understand training curriculums in some countries and training policies followed by
national level training institutes.
The following table presents a quick overview of the offices visited and the stakeholders covered in
the study

Table 1: Sample design of the study
Sl.
No
1

Places visited

Interaction with officials

Office of the Deputy CommissionerBengaluru Rural District

2

District Training Institute (DTI) Bengaluru

3

Taluk Office and Taluk Panchayath OfficeDoddaballapura
Office of the Deputy CommissionerRaichuru

Deputy Commissioner, Additional Deputy
Commissioner, Personal Assistant to DC, FDA,
SDA, Case worker, Shirastedar and group D
staff – Bengaluru Rural District
Principals’ (Urban and Rural DTI), FDA and
group interaction with trainees
Deputy Tahsildar, FDA, Case worker, SDA,
Village Accountant and group D staff
Deputy Commissioner, Additional Deputy
Commissioner, FDA, Shirastedar, SDA and
group D
Principal, Vice Principal, Instructor
Tahsildar, FDA, Case worker, SDA and group D
staff
Additional Deputy Commissioner,
Superintendent, FDA, SDA, Sherathedar and
group D staff.
Principal and Instructor
Deputy Tahsildar, FDA, SDA, and group D staff
Additional Deputy Commissioner,

4

5
6

District Training Institute
Taluk Office –Manvi

7

Office of the Deputy Commissioner- Udupi

8
9
10

District Training Institute -Mangalore
Karkala
Office of Deputy
Commissioner- Mysuru
State Institute for Rural DevelopmentMysuru
Administrative Training Institute- Mysuru
Taluk Office –Nanjanagudu
District Deputy Commissioner office, Zilla
Panchayath Office, Mini Vidhana Soudha,
Backward Caste girls’ hostels in
Ramanagara District.

11
12
13
14

Director and Deputy Director
Deputy Director
Deputy Tahsildar, FDA, SDA and group
District Deputy Commissioner, Additional
Deputy Commissioner, Assistant to Deputy
Commissioner, Joint Director of Agriculture
department, Deputy Secretary of Zilla
Panchayath, Deputy Director of Social Welfare
Department, Grade 2 Tashildar, Superintendents
in hostels and revenue department, Shirathedar,
Revenue Inspector, FDA, SDA, Village
Accountant, Assistant Agricultural Officer and
group D staffs.

3. Preparation of a Model Implementation Plan on training
•

•

The data collected was compiled, collated and an assessment carried out to understand the
concerns faced by various stakeholders regarding conducting of training programmes for
the target employee groups;
Based on the findings a draft model of a training programme implementation plan has
been prepared and added to this report.

The following chapters address the two critical components of the study – findings from the ground
level assessment carried out, a training implementation plan for Group C and Group D employees of
the Government of Karnataka.

2. An Assessment of Current Training Processes
Training and capacity building of employees is a critical component of any organisation to ensure
efficiency, productivity and retention and is equally applicable across all types or levels of
organisations – government offices, corporate or private sector, and the development sector. While
many organisations including governments have laid down rules for preparing and participating in
training programmes with separate budgets, others follow informal processes.
This chapter focuses on a literature review on international and national practices related to training
and capacity building of government employees.
Literature Review
2.1 International Training Practices
A quick scan of available literature on international practices shows that while some training
programmes are classroom oriented there are others that are online-based. It is also interesting to note
that many of the courses that come up are those provided by academic institutions. For example, the
University of Notre Dame, Indiana, U.S.A offers programmes that aim at skill development of
government employees3. The courses being online have their own set of advantages – they are
convenient, easily accessible, the employees can keep updating their skill which eventually leads to
all round growth and development. The courses include:
• Professional leadership in management
• Executive certificate in leadership
• Executive certificate in negotiation
• Executive certificate in business administration
• Executive certificate in transformational nonprofit leadership
• Advance specialised certificate in inter-culture management
However, as can be easily understood from the courses, these are targeted at mid and senior level
officials who are aiming towards leadership positions or those where skilled negotiations for
interdepartmental cooperation is required.
On the other hand, are the courses offered by the Civil Service Commission in the Philippines
following their Omnibus Rules Implementing Book and other Pertinent Civil Service Laws4. These
are offered to all ‘agency personnel’ across all departments, the cause being that ‘every official and
employee of the government is an asset or resource to be valued, developed and utilised in the
delivery of basic services to the public’. The programmes include:
1.
2.
3.
4.
5.
6.
3
4

Induction.
Orientation.
Re-orientation.
Professional/technical/scientific.
Employee development.
Middle management development.

https://www.notredameonline.com/enrollment/government-training/
https://www.slideshare.net/edmarcornejo/training-and-development-40619615

7. Values development.
8. Pre-retirement
9. Executive Development programmes.
Then there are local scholarship programmes, provision to go on study leave, and provision for
incentives, rewards and recognition through PRAISE (Programme on Awards and Incentives for
Service Excellence) and HAP (Honor Awards Programme).
2.2 National Training Practices
India has very clearly outlined training policies both at the Central and State levels and there are
designated institutes providing the same to government employees across all levels. The following is a
quick overview of the institutes that implement these training policies.
2.3 Training in Government
The primary objective of this study is to understand whether training is provided at each and every
level in a government organisation. It is a known fact that considerable effort goes into the training
and capacity building at the group A & B staff levels and there are well established training
procedures. This is not the case with regard to the Group C & D level personnel, for whom training is
all the more necessary as they represent the face of the government and are responsible for the
outreach to the general public. The special focus for upgrading skills and improving productivity must
be on the Group C & D level employees in government. While there is a plethora of training institutes
and facilities at the state and district levels the moot question is whether they are effective and
whether they have made a difference to the lower rungs in government. Empirical evidence suggests
that this tier of the government employees have not been mainstreamed from the training perspective.
It is not just that there has to be a paradigm shift that needs to be implemented, adopting a training
standard that defines standard operating practices to provide functional skills training to Group C & D
employees should receive higher priority in Government, especially at the district and the taluks
levels.
Some notable facilities include the Indian Institute for training and development, an institute which is
based in various cities across the nation, which hosts training and development at various levels.
Other successful state level government training institutions include those in Gujarat and Karnataka.
In Karnataka the SIUD, SIRD and the ATI under the ATI umbrella in Mysuru provides excellent
training, though primarily to Group A and B staff.
2.4 National Training Policy
The National Training Policy (NTP) issued in April 1996 for the development of human resources of
the Government, underlines the fact that training should be provided at different levels to make the
government organisations more functional. The Human Resource Management function has also
undergone a significant change in the government sector. Organisations are attaching importance to
the management and development of their people. There is increasing recognition that the individual
in an organisation is a key resource and should not be simply looked upon as a cost. Government
systems of personnel administration continue to focus largely on the rules and procedures governing
the recruitment, retention and career development of the civil service. Systematic training of civil
servants has continued to be mainly for the higher civil services with a large number of Group B and
C employees receiving sporadic training, if any at all. With the creation of the third tier of
Government, the training of functionaries in the Panchayat and Municipal bodies has become an

important concern. For transforming the civil service, it is imperative to move to a strategic human
resource management system, which would look at the individual as a vital resource to be valued,
motivated, developed and enabled to achieve the Ministry, Department, Organisation’s mission and
objectives. Within this transformational process, it is essential to match the individual’s functional
competencies with the jobs they have to do and bridge functional skill gaps for current and future
roles, through training.
The NTP sets out the objectives of training - to develop a professional, impartial and efficient civil
service that is responsive to the needs of the citizens. In doing so, care will be taken to emphasize the
development of proper ethics, commitment to work and empathy for the vulnerable sections such as
differently-abled, senior citizens, SCs, STs etc. The competency framework will be used to ensure
that civil servants have the requisite knowledge, skills and attitude to effectively perform the functions
they are entrusted with. The success of training will lie in actual improvement in the performance of
civil servants. All the civil servants will be provided with training to equip them with the
competencies for their current or future jobs, and such training will be imparted
1. At the time of their entry into service
2. At appropriate intervals in the course of their careers.
Such training will be made available for all civil servants from the lowest level functionaries to the
highest levels. The opportunities for training will not be restricted only at mandated points in a career
but will be available to meet needs as they arise through a mix of conventional courses, distance and
e learning. Priority will be given to the training of front line staff, including training on soft skills,
so as to improve customer orientation as well as quality of service delivery to the citizens.
2.5 State Training Policy
The State Training Policy is a step towards up-gradation of knowledge, improvement of skills,
enhancement of efficiency and effectiveness in delivery of services. The main objective is to empower
the employees for better participation and make them to be duty conscious at every level of
governance, through training and capacity building enabling the governance mechanism to become
the agent of change.
The training policy envisages continuous improvement in skill development at all levels. It is
necessary and desirable for government employees to be trained periodically so that they can improve
in performance of official duties. Training will systematically move from supply based to need based
training and learning. It will build competencies and skills at each level of Government, at the
induction stage as well as through in-service training at suitable intervals. The expected outcome
would be an improved Public Services System for State, with improved quality in governance.
State training policy mainly works on the principles laid down by the government in the national
training policy; the framework is similar with the procedure as required, varying from state to state.
The guidelines that would circumscribe the State Training policy would be on the lines that the
council headed by the Chief Secretary of the state (Karnataka), including the administrative heads of
major departments and other major organizations of the Government, major training institutions and
organizations in and outside the Government, as well as reputed training experts.
The guidelines for the state training policy also emphasizes on the following
• Training for all to develop capacities of government employees.

• Enhance professional requirements of individuals and organizations through appropriate
training.
• Promote better understanding of the professional, socio-economic and political environment
in which work is done and bring about the right attitudinal orientation.
• To strengthen training institutions & their infrastructure, and faculty development.
• To Lead and Manage Change.
2.6 Indian Society for Training and Development (ISTD)
The ISTD was established in April 1970, it is a national level professional & non-profit society
registered under the Societies Registration Act, 1860. It has a large membership of individuals and
institutions involved in the area of training and development of Human Resource from Government,
Public and Private Sector Organizations & Enterprises; Educational and Training Institutions and
other Professional Bodies. This is a national level institute in India that conducts research in
development of training for different stakeholders, on an economy wide basis. ISTD seeks to bring
together individuals from Government, industry, education and such other institutions to evolve and
develop improved and effective HRD/Training practices tools and technologies.
2.7 Sardar Patel Institute of Public Administration
This institute was established by the government of Gujarat in the year 1962. The head office is
located in Ahmedabad Gujarat, with other branches in six different parts of the state. Its training
programmes are divided into the following categories:
2.7.1

Foundation course

These courses are arranged for direct recruit officers to orient them for their new duties. The
underlying aim is to educate them in government laws, rules and regulations, policies and
functioning, also encourage greater co-operation and co-ordination among various categories
of officers by building an environment of togetherness and team spirit.
2.7.2

Executive development programmes

This course offers 'soft skills' courses to help government officials better their personality and
cope with their duties in a more positive way. The aim is to develop an efficient and vibrant
public administration system by instilling its executives with skills of professionalism, the
ability to cope with change and efficient workplace management.
2.7.3

Government of India sponsored programmes:

Sponsored by various departments of the Government of India, such as the Department of
Personnel & Training, Department of Administrative Reforms & Public Grievances, Ministry
of Panchayati Raj, Ministry of Rural Development and the Ministry of Urban Development,
these programmes are in the nature of in-service training and cater to multiple needs of central
government employees. Personality development, stress management, management of change
etc. are some of the important topics addressed under these courses.
All of these are then followed by C++ training and other software skills training, followed by
departmental exams, all of this is schedule based.

2.8 The Administrative Training Institute, Mysuru, Karnataka5
The Administrative Training Institute (ATI), Mysuru is an apex Training Institute in the State. There
are several training institutes primarily responsible for training the officers and officials of their
departments. The ATI acts as coordinating agency for training all the departmental officers and
conducts foundation and mid-career training for them. It also conducts training in
A. Human Resources Development, including Inter alia, ethics in administration, building
accountability in Government.
B. Social and rural sectors, including poverty alleviation, child labour, gender and orientation on
disabilities.
C. Financial Management, which includes roles and responsibilities of drawing and disbursing
officers.
D. Law, which includes human rights, court procedure, right to information and
E. Information Technology.
The ATI also acts as a networking agency by organizing seminars, workshops, conferences to share
and promote good practices. The ATI assists the departments in analyzing training needs, designing
training modules and preparing departmental manuals. While it monitors and coordinates the training
programmes of other Departments, it also conducts Training of Trainers (ToT) courses like Training
Needs Analysis, Direct Training Skills, Design of Training and Evaluation of Training to all trainers
working in different training institutions in the state.
http://dopt.gov.in/ccs-cca-rules-1965
https://spipa.gujarat.gov.in/training-programme
http://www.istd.co.in/
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http://www.atiMysuru.gov.in/

3. An Overview of Training Institutes
3.1 District Training Institute
The District Training Institute is the nodal agency that provides training to all government
departments and corporations within the District. DTIs are currently providing training to only Group
‘C’ and ‘D’ staff from different departments. The staff members who come under Group C are:
• FDA
• SDA
• Superintendent
• Shirasthedar
• Typist
• Stenographer.
• Caseworker.
• Accountants and others in similar grades.
DTIs prepare the annual training plan during the period of December to January; the plan is prepared
on the instructions from the Administration Training Institution (ATI), participants’ feedback from
previous trainings and requests from the departments.
The Induction or Fundamental Training Course is conducted for fresh/newly recruited Group ‘C’
staff. The duration of the course is 35 to 45 days. The course includes the following subjects 1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

KCSR rules.
Karnataka Financial Code (finance management).
Karnataka Treasury Code.
Karnataka Transparency in Public Procurement Act(KTPP).
Classification Control Appeal (CCA) Rules.
Conduct Rules (don’ts).
Stress management.
Personality development.
Communication skills.
Public relationship and Leadership quality and other trainings.

Apart from the induction training, institutes conduct subjective training to departments and Municipal
Corporations upon their request. The trainings are conducted through power point presentation,
sometimes in the form of lectures but includes group discussions, group presentations, quiz and
exposure visits/ study tours (induction training participants). All sessions include practical experience
– starting from drafting letters to file management. DTIs conduct doorstep training for different
departments as well. DTI staff members visit the department and conduct training in their regular
offices, these trainings are upon departmental request only.
3.1.1

Feedback from the DTIs staff

The PAC study team visited five District Training Institutes in Mysuru, Bengaluru Rural, Bengaluru
Urban, Mangaluru and Raichuru to understand the functions, roles and responsibilities of the DTIs. In
all the five institutes, the team interacted with the Principal and other staff members. Four institutes
had a Principal on a permanent basis, but one DTI had a Principal in-charge from another department.

The following feedback and suggestions were given by the DTI staff related to different aspects of
training delivery.
3.1.2

Organizing the training

All DTIs develop an Annual Training Plan as per the instruction and guidance from the
Administration Training Institute. This training plan (TP) has information on the number of Training
Programmes (TP) to be conducted in the coming year for Group C and D staff, the topics to be
covered and the training model to be followed. The DTI takes the responsibility of organizing
trainings in its respective district jurisdiction. It conducts the Management Committee Meeting every
year under the chairmanship of the District Deputy Commissioner and sends out letters to all the
departments for collecting details such as expected number of participants and training requirements.
The topics for training and the evaluation format are then developed by the DTI under the supervision
of the Administrative Training Institute based on departmental requirements and feedback from
participants of previous TPs. DTIs incorporate all the feedback and suggestions from the participants
to enrich the training sessions. The final Annual Training Plan is then presented to the District Deputy
Commissioner for approval. Once the plan is approved, the Institute sends out letters with training
information to concerned departments and request for staff details for upcoming TPs. Departments
send a tentative participant list with their contact numbers. Collecting lists of participants is a big
challenge for the DTIs; previous experiences have shown inaccurate lists and many absentees during
TPs. To prevent absenteeism, Institutes follow up with listed staff members to confirm their
participation for the training. Most of the time expected staff do not attend the training due to work
pressure and staff in their department. If minimum quorum is not fulfilled, the TP gets cancelled.
DTIs conduct two types of trainings:
a) Sponsored Programme
b) Regular Programme.
The sponsored programmes are conducted for SIRD and SIUD or Government Corporations upon
their request. These institutes or departments provide funds, resource persons to DTIs for conducting
trainings. Regular programmes are scheduled programmes.
3.1.3

Developing training materials

The training schedule is developed by the Administrative Training Institute after taking inputs from
the DTIs. But the syllabuses are developed by the DTIs based on the government order, reference
materials from the department and information from resource persons. Training sessions are
conducted through power point presentations and lecturing methods. There is no common pattern
followed for distribution of training materials to the participants; soft copies if available are sent
across by email, hard copies if available are distributed or at the end of a session, all materials are
given in a CD to the participants.
3.1.4

Resource Persons

The staff of the DTIs also conduct the TPs since there is a shortage of trainers. Sometimes guest
lecturers, domain experts or consultants are hired by paying honorarium. Retired government officials
are also hired for conducting the TPs. These guest faculty members are not trained teachers but they

come with lot of experience. All staff members recommended quality instructors to be taken in on
permanent basis.
3.1.5

DTIs recommend training for Group D staff members

The DTI senior officials have strongly recommended training for the Group D staff. The DTIs do
have a separate training programme for Group D staff members but the same is not happening
regularly. The training course deals with work distribution, cleanliness, behavioural and
communication skills, attending phone calls, stress management, duties and responsibilities, operating
electronic devices, taking Photostat copies, scanning, and fire accident management, and others. In
addition to these, they would also be trained on service rules, pension and other facilities provided to
them. These topics are covered in three days; the class has practical sessions and role play exercises as
well.
3.1.6

Training requirements for the DTI staff

The Principals and staff members in the DTIs visited expressed their own felt need for training on the
current issues as well as refresher training. Departmental staff sometimes come to DTIs on transfers
as faculty members based on their work experience, but are not trained on facilitation skills or subject
matters before they start regular classes. DTI staff members felt that there should be Training of
Trainers (TOT) for new faculty members of DTIs. Master trainers should also get regular refresher
training every quarter to update themselves on current department programmes, amended Acts,
schemes and procedure to train the others.
3.1.7

Infrastructure and other facilities

During the visit to the DTIs, it was observed that there are gaps in basic facilities and resources. DTIs
have boarding and lodging facility for the trainees but they are not in good condition, including beds,
blankets which have not been kept clean neither ever replaced.
District training institutes are not providing free food and refreshment for the participants. But some
departments/ corporations release funds to provide food and refreshment to the participants, otherwise
participants have to make their own arrangements; these come through only in the form of
reimbursements/Daily Allowance after participants spend their own money to get food.
3.1.8 Problems faced by DTIs and suggestions for improvement
• Staff shortage is a major problem in all the DTIs as sanctioned posts have not been filled.
• There is a budget provision for DTIs for expenses, but they do not have the power to spend
the funds. DTIs have to take financial approval from the ATI for each expense and this does
not happen on time at times. Funds and powers should be decentralized.
• Infrastructure at the DTIs need to upgraded and replaced.
• The DTI in Mysuru has not conducted computer classes for the last one and half years as
computers are under repair. The institute has no Internet facility either.
• DTIs hire guest faculty from outside, but as the honorarium provided to them is very less,
they face problems attracting quality faculty members. Also, since SIRD/SIUD pay more,
after being hired by them, the faculty members refuse to work for lesser amounts.
• DTI staff needs to be trained once in six months by a Master trainer.
3.1.9

Other suggestions from the DTI Principals and Staff

1. Government should provide grants to all DTI to provide free food for TP participants.
2. Incentives should be provided to DTI Principals and faculty to motivate them.
3. Honorarium of guest lecturers needs to be increased along with provision of TA. Presently
Rs. 300 per hour is given to them; it has to be increased upto Rs. 1000.
4. All DTI staff should be trained once in three months on various new government schemes and
policies of the government.
5. A separate amount should be provided to DTIs for repair works and maintenance that can be
spent by the DTI principal for Aqua guards, electrical works, cleanliness of cleanliness of
water source, purchase of stationeries and other expenditure at DTI.

3.2 The Abdul Nazeer Sab State Institute for Rural Development (ANSSIRD)
The Abdul Nazeer Sab State Institute for Rural Development & Panchayat Raj (ANSSIRD & PR)
established in 1989 has been conducting training for elected representatives of Panchayat Raj
Institutions as well as officers of these Institutions. It was declared autonomous in 2016. SIRD
provides training generally to the staff of RDPR department and also to other Department officials on
request. Food is provided free to the trainees. Mode of training in classrooms include face to face
sessions, field visits and classes through SATCOM. SIRD has tied up with ISRO to provide 24 hrs
SATCOM service. There are 176 receivers at the block level accessing through video (one-way) and
audio (two-way). However, telephones and mobiles make the sessions interactive.
Before preparing the training calendar for the year, a request is sent to all the departmental heads and
the ZPs seeking their training requirements. Most of their training programmes are on government
schemes, their provisions and implementation methods, IT related training for implementation of
schemes as well as management of the GP, role of third tier functionaries in terms of following rules
and regulations as well as their duties, use of SATCOM for providing skill development training for
educated and uneducated youth in the GPs.
PAC team interacted with the senior-most officials of the SIRD. The following suggestions were
given by them to improve the training and capacity building of the staff, which more or less echo
those given by officials and Group C employees in the district and taluka offices. The important ones
include –
1. Training to be carried out either in-house or at the nearest venue.
2. Every department should come out with their own training manual that echoes the ethos of
that department.
3. Selection of faculty should follow the Faculty Development Programme.
4. Training should be designed based on Systematic Approach Training pedagogy.
5. Computer skills training both basic and advanced need to be given on a regular basis.
6. Government should create a separate budget provision within every department for carrying
out TPs.
7. Maintenance grant should be given to ensure smooth running of DTIs.

3.3 Administrative Training Institute (ATI): An Overview

The PAC Study team had a comprehensive interaction with the Joint Director, whose observations
were as follows –
ATI is the State nodal agency to conduct training programme for Group B and above. ATI has a 35acre campus with both SIRD and SIUD located here. Currently, there are 13 faculty members from
different subject backgrounds. ATI gets funds from state government, central government, ATIs from
other states (for requisition programme), Universities, and for conducting autonomous-sponsored
programme and preparation of models for government. ATI develops training models for different
programmes. ATI supervises 29 DTIs – they prepare the Annual Training Plan that should have 1 or 2
Common Foundation Courses (mandatory) and other trainings. ATI has the authority to carry out
capacity building of DTIs, upgradation of DTI infrastructure, and monitoring. All DTIs prepare their
Annual Training Plan that have to be sent to the ATI.
The ATI also prepares their Annual Training Plan along with a training budget. The Annual training
plan includes the number of regular trainings to be conducted for the year, sponsorship programmes,
requisition trainings and other training details and budget. In the month of March, a consolidated ATI
and DTIs training plan needs is submitted to the Department of Personal Administrative Reforms
(DPAR) for approval from the Member Committee. In the meantime, they have to prepare the training
modules for each training and the same has to be approved by the Member Committee as well. Budget
is not a constraint in ATI.
3.3.1 Suggestions from Joint Director to improve trainings and upgradation of DTIs
Physical infrastructure (facilities and training)
 Presently institutes are following the old training modules; new training modules have to be
developed for the ATI and DTIs with innovative ideas. Presently the ATI is working on these
aspects.
 Internal and External Audit needs to be conducted every year in all DTIs and the ATI for
more visibility and transparency.
 A centralised training design should be there to evaluate the TPs carried out by DTIs, the
models they are developing, the resource persons they hire, and their infrastructure, funds,
allotments, etc.
 All sanctioned posts need to be filled in DTIs and the ATI.
 Technology based training needs to be given all faculty members of DTIs.
 Technology based training needs to be given all faculty members of DTIs.
 All staff should get trainings at regular intervals. Annually at least 3 trainings need to be
given to the staff. All the staff they should undergo for three compulsory trainings in their
carrier.
1) Induction training.
2) Before moving into the next promotion.
3) Refresher trainings related to current schemes and programmes for their department.
Apart from these trainings, staff needs to be trained on accountability, transparency, financial
literacy, and E- governance. The ATI staff should be trained on tender rules, KTPP Acts.
 Training place should be close to their work place; free food and refreshment needs to be
given in all DTIs.
 Basic infrastructure should be provided to the all departments.
Human infrastructure
 Experienced Research Officer/Research Assistant need to be recruited in all DTIs and the
ATI. These officers should conduct extensive research on what the training requirements are,

identify infrastructure gaps in the ATI and DTIs. Accordingly, they should develop a new
training model for the faculty. DTI staff need to be trained annually.
 DTIs and the ATI should have experienced and trained faculty members. Most of the time
institutes are hiring the faculty members; they may not be very good.
 The ATI should have regular meetings with all DTIs to monitor and evaluate their work. The
ATI officials should visit DTIs to monitor and review their work.
Financial infrastructure
 Annual maintenance cost needs to be given to DTIs to maintain their infrastructure.
 DTI related fund and tender requirements need to be processed on a priority basis.
 Delegation of monetory power should be given to the DTI Principal by sealing upper limit.
Presently DTIs can spend Rs.750 without taking counter signature from ATIs.

4. Findings from the Needs Assessment of Group C and D staff
4.1 Background
Government employees of the Group C category play a major role in delivering public services to the
community as they are the direct interface with citizens in general and users in particular. The
successful implementation of various schemes, policies and programmes depends on the level of
understanding and involvement of these staff at the ground level. Most policies come with
commitments on on-time service delivery that the government intends to keep. However,
implementation of the intent of such policies is always a major challenge to the government. Effective
implementation of a policy is at the heart of any service, as the programme arising out of the policy
would be deemed successful if it reaches the last mile beneficiary. Working up the implementation
value chain, it is then logical that only comprehensive and regular training of the programme
implementing staff can help the programmes to be efficiently implemented.
Training and capacity building programmes make a big difference in improving the skills, efficiency
and productivity of personnel. The State Training Policy envisages compulsory training at the
induction level. It also recommends that every officer/ official must undergo a minimum of three
training programmes in his/her career.
1) Induction training for the freshers or newly recruited staff.
2) Before moving into next promotion.
3) Refreshing trainings related current schemes and programmes for their department.
Training of the cutting-edge staff leads to effective service implementation processes. Staff should be
provided with advanced training on functional, professional and behaviour skills. Departments like
social welfare, health, education, revenue, urban and rural development, agriculture, police, women
and child development have more cutting-edge staff (group C) and support staff that comprise of
Group D.
During the ground-level assessment, it was widely observed that Group D staff members are not able
to perceive or express their training needs. Most of them had not attended any training programmes
(TP); among the 4 districts that the study team visited and numerous interactions with Group D staff
members, only 4 Group D employees had attended 2-day TP at the District Training Institute (DTI).
On a positive note, most of them are willing to attend trainings; however, they don’t know what their
training needs are.
4.2 Perspectives from senior officials on training and capacity building of Group C and D staff
As part of the needs assessment on training and capacity building for Group C and D employees, the
PAC study team met senior officials (Group A & B) at the district offices of Mysuru, Bangaluru
Rural, Raichuru and Udupi districts and one taluk office each in these districts namely Nanjanagudu,
Doddaballapur, Manvi and Karkala respectively and supplemented by a special case study of
Ramanagara District.
All senior officials felt that training is essential for Group C and D staff and should be made
mandatory during their service - it has to be on a regular basis and specific to their roles. Below are a

few suggestions and feedback by senior officials on improving the productivity of the Group C and D
staff:

Training-related
a) A comprehensive training manual should be developed for each department related to their
department specific work and processes.
b) Staff should go through the Office Training Manual (a process manual) and refer to it
frequently whenever they need clarification.
c) All employees should undergo induction training; it should be comprehensive and
compulsory.
d) Few staff members are recruited on compassionate ground without evaluation of their fitness
for the role; there should be an entry level exam for them before their recruitment. Then
during their probationary period, they should be trained to be able to clear the departmental
exam.
e) In-house training would be preferred which will help all staff in effective learning at the same
time.
f) Every staff member due for promotion or change of cadre, should attend the relevant TP and
clear the basic exam.
g) Advanced TP on e-governance and the use of new technology should be given to the staff at
regular intervals, so they can be utilized effectively.
h) The government comes up with new programmes frequently; staff members should attend a
minimum of two TP every year, one on functional skills and other on technical skills.
i) Now that the government has taken initiatives towards paperless / e-governance, getting
computer training and an understanding of basic concepts of e-governance is mandatory.
j) District Training Institutes and NIC do provide short-term computer TPs but they are not
enough for effective implementation.
k) Staff should be trained not only with regard to functional aspects but also implementation of
concepts of public relationship, accountability and responsibility.
Facility-related
l) There is no training institute in Udupi district, the staff has to go to Mangalore for training.
Every district should have one training institute.
m) Infrastructure needs to be upgraded; offices should have basic facilities like drinking water,
separate toilet for public and staff, seating arrangements for visitors.
n) Basic facilities such as quality food, refreshment and good accommodation should be
available in the District Training Institutes free of cost for trainees.
Staffing-related
o) Staffing pattern and plans need to be revised as staffing patterns planned in 1983 are still
being followed. Sufficient and efficient staffing are prerequisites for delivering good services,
which requires filling up sanctioned but currently vacant posts.
p) Work and performance targets need to be given to the staff and annual performance
assessment needs to be done for all categories of staff.
4.3 Perspectives from Group C employees

During the assessment, it was observed that most of the Group C staff are not going for the TPs due to
habitual practice, work pressure and insufficient staffing. They expressed that they are willing to
attend more trainings if these issues are addressed.
4.3.1 Internal training needs assessment
All staff members expressed their training interests in different aspects. However, due to work
pressure and shortage of staff in their offices, many of them are unable to avail the opportunity to
undergo training on time. There are no internal training needs assessment conducted in the
department. If DTI sends requests to send employees for training, some staff members are deputed.
Most of the time staff are not trained on new schemes and their benefits. Whenever any new schemes
and programmes are launched by the government, the staff implements them based on inputs from
Government Orders and guidance from senior officials. This approach may attract the risk of wrong
interpretation of the provisions of the programmes/ schemes. Respondents suggested that they should
get training before implementing the programmes and schemes.
Staff are sent to TP as per instructions from senior officials but not on a needs basis. However, a few
newly recruited staff have undergone induction training before joining the service. The induction
training covers following aspects.
a)
b)
c)
d)
e)
f)
g)
h)

Government Rules and Acts.
Human Resource Management System (HRMS).
Kajane-2
Right to Information Act(RTI)
Pay fixation
Life skills
Computer training (one week to two months)
Other aspects designed by DTIs.

Staff expressed their training interest in other areas of:
a)
b)
c)
d)
e)
f)
g)
h)
i)
j)
k)

Functional skill development.
Soft skills development.
Basic computer training.
Advanced computer training.
Human resource management.
Behavioural and communication skills.
E-Governance.
Time management.
Stress management.
GST
Subjective trainings related to each department.

To increase work efficiency, staff members asked for separate TPs for programmes and schemes
within the department before implementing them. The training can be given in their offices. Each
department should conduct a needs assessment of its staff and department should work out the
functional skills requirements within the department. Accordingly training plans should be prepared
and implemented.
4.3.2 New initiatives

The Udupi District Deputy Commissioner’s office has taken up internal capacity building initiatives
by training their staff at regular intervals. These training programmes are related to new scheme and
programme related activities. Such initiatives should be more structured and adopted by other
districts.
4.3.3 Training Database
It was observed that there is no centralised training-related database in the department. But Human
Resource Management System has space to enter training information in the staff service register.
This information is available on individual basis, but there is no data on the number of staff members
who have undergone training on a yearly basis.
All departments and offices should maintain a central database on trainings. A Nodal/Training Officer
should be responsible for this task so that any duplication or inaccuracy of data can be avoided. The
Nodal Officer can also feed the data into a state level centralized database that is accessible to senior
officials in the state government and to DTI and ATI.
4.3.4 Training Place
Most of the staff felt that they need training at their own office. Due to work pressure, many times
staff members are not sent for training. Few respondents suggested that every staff member will get an
opportunity to attend trainings if organised at home offices; however, some respondents felt that if the
training happens in the same office, staff may not participate fully due to work pressure and may
absent themselves.
The place for training should be decided based on the duration and type of training. Induction or
fundamental trainings and long duration trainings that require peripherals like computers and also
need proper boarding and lodging facilities, should be conducted in the District Training Institutes.
A decentralised training system should be followed. It was suggested that the training centre should
be close to the office, e.g., trainings with shorter duration which do not require technical resources can
be conducted at Taluka level offices. Comprehensive trainings that require long duration and technical
and other training resources should be organised as in-house programmes at District Training
Institutes. In-house training, away from regular offices, are important for staff as they can be free of
their routine leading to more participatory learning.
4.3.5 Training methodology and information materials
Most of the staff suggested that they want training at regular intervals in a classroom session through
PowerPoint presentation, more interaction such as group discussions and practical experience. During
the training course some participants were given information materials in some DTIs but not in all.
All the staff members felt that after the training sessions, information materials should be given to all
participants. Newly recruited and young staff members wanted the information in soft copy, but those
who are not very familiar with computer applications, should be given hard copies.
Most of the respondents expressed their discomfort with the SATCOM training, they felt that it is not
interactive hence they lose interest. It is conducted through a one-way video and two-way audio basis.
After the sessions, staff members get an opportunity to clarify their queries, but most of the staff
expressed their lack of interest to call and clarify their doubts. All staff members felt that training
should be interactive with group discussions and presentations.

To reach a larger number of staff members at one go and especially for new schemes, SATCOM
training would be ideal as it is cost and time effective. After the SATCOM session, senior officials
could facilitate discussions with the staff, and provide more clarity.
4.3.6 Need for Computer Training
It was observed that the newly recruited staff are somewhat tech savvy and come with reasonable
computer skills. But the older staff members face problems in working with computers. While the
government is moving to a paperless office system as part of its e-governance campaign, lack of
proper training in computer operating skills has withheld rapid progress. Adding to this, staff above
50 years of age have been given relaxation to learn computer work. Some of the middle-aged staff
members have received formal training from DTI (which have not been effective) and some of them
are learning on their own, but a few have not attended either of these. This has led to increased
dependence on outsourced staff. Respondents suggested that a minimum of one to two months of
computer training needs to be given with hands-on experience. The department can tie up with local
computer agencies to provide comprehensive training to the staff.
4.3.7 Training duration
Duration of various TP is an important aspect of training. The staff was happy about the duration of
the foundation course - 45 working days covering all the procedures, rules, Acts, behaviour skills,
time management, stress management, functional skills. But there are major variations in computer
application related TP ranging from 3 days to one month. Staff felt that the duration of the computer
training should be one month. Except induction and computer trainings other TP should not exceed
more than 7 days.
4.3.8 Staff strength
All staff mentioned about the staff shortage in their department. Every year departments are coming
up with new schemes, programmes and new talukas have also been delineated, but new staff have not
been recruited according to the workload or to the proportion of population growth. The existing staff
is sent for establishment of new departments and programmes following the old staffing pattern. As a
result, staff members are overburdened; this could be one of the reasons for staff not being sent to
TPs.
4.3.9 Roles and Responsibilities
All staff should be issued roles and responsibility charters from the department. It will be easy to
deliver services to the citizens effectively if employees are fully aware of their duties.
4.3.10 Orientation
There is no formal orientation system followed within the department when new staff members join
work or older staff is promoted leading to informal in-situ support being extended by some senior
officials. A proper orientation on department vision, mission/objective, their present job roles and
responsibility.
4.3.11 Citizen’s Charter
It was noticed that most of the staff do not know what a Citizen’s Charter is and where it can be
accessed. Some staff did mention that they have the Citizen’s Charter in their office - it has
information on the RTI Act and details on Sakala. Staff should be oriented on the Citizen’s Charter

specific to their department to help understand the rights of citizens and the obligations of the staff in
implementing the provisions of the Charter.
4.4 Perspectives from Group D employees
Group D staff members may not deliver services directly to the public, but as support staff and being
accessible to people within offices (especially people with low literacy and backward classes) they are
approached for basic information and assistance. The nature of job for Group D staff is not very
similar across all departments. They need specialized skills to deliver specific services in health,
education, social welfare, agricultural and other services. In such cases, they should be trained
separately in their home department on these specific requirements in addition to general trainings.
Increasing the frequency of trainings is very important in reinforcing job knowledge, their role and
work culture. It was observed that most of the group D staff are not wore uniform while performing
their duties.
Group D staff should also be trained in many aspects like
a.
b.
c.
d.
e.
f.
g.
h.
i.

Public relations and communication
Telephone operation, receiving complaints
Housekeeping, office cleanliness and personal hygiene
Confidentiality of departmental information
Record room maintenance
Personality development, stress management
General information like fire services information
Handling the electronic facilities, maintaining office assets and garden work,
Basic understanding of service rules, pension, leave and other facilities.

4.5 Ramanagara: A case study
To understand the training requirements of Group C and D staff members in various departments, the
PAC Study Team visited Ramanagara district Deputy Commissioner office, Zilla Panchayat office,
and the Taluk Office (Mini Vidhana soudha) where they visited the Agriculture, Revenue and Social
Welfare departments.
The team met the district Deputy Commissioner, Additional district deputy Commissioner, Zilla
Panchayat deputy secretary and joint director of Agricultural department, Assistant Agriculture
Officer, Superintendents, Grade 2 Tashildar, Deputy Tashildar, FDA, SDA, Shirasthedar, Revenue
Inspector, Village Accountant, Typists, Stenographer and group D staff members. Observations by
the respondents are as follows:
A. Revenue Department
In the revenue department the team interacted with the district Deputy Commissioner, Additional
deputy Commissioner, Assistant to Commissioner and group C staff like Superintendent, Deputy
Tashildar, FDA, SDA, Shirasthedar, Revenue Inspector, Village Accountant, Typists, Stenographer
and Drivers, as well as the Dhaphedhar and Daftarband (Group D).
4.5.1 Feedback/Suggestions from higher officials on training requirements of group C and D
staff

The Revenue Department is called as the ‘mother department’ as it provides several services for the
citizens. Group C staff play a major role in delivering these services. All the senior officials felt that
Group C staff need regular trainings at regular intervals. Due to staff shortage and work burden, staff
members are not able to attend the trainings; so, cadre strength needs to be increased based on the size
of the population, and number of schemes and programmes that come under the department. To
strengthen staff capacity, the district deputy commissioner organised a TP for the staff on morale
building, stress management, team building, and disaster management in the office.
The following suggestions were given to improve the capacity of the staff:
a)
b)
c)
d)
e)
f)
g)
h)
i)
j)

Hierarchy-wise training for all group C staff.
Training on core functional skills related to their routine work for Group C staff.
Maintenance of records and computer training.
Improvement in quality of faculty in the District Training Institutes; these institutes should
have a research wing to identify training gaps.
Training on transparency and accountability needs to be provided.
The training should have practical sessions.
To improve their skills and ability, sabbatical opportunities need to be given for higher
education.
To conduct internal trainings within the department, government should make a budget
provision.
To increase the competency of the staff they should be trained annually for 15 days.
Group D staff should be trained on behaviour skills, cleanliness, communication skills and
their roles and responsibility.

4.5.2 Feedback on training
Category-wise group interaction was carried with group C staff to assess their training needs. Most of
the staff have not attended trainings due to work pressure. Some of them received trainings on HRMS,
bill preparation, public relations, and survey training. All the staff felt that they need an orientation
session before the launch of any programmes or schemes. This department works closely on land
related issues and related schemes and benefits, that requires information sharing on related acts and
policies. Bi-annual training for 7 to 10 days was voiced; a detailed list of training requests are as
follows:






a. Training requirements of Sherasthedars
Implementation processes of new Schemes
Relevant Acts and Rules
New software related schemes
Office procedures.







b. Training requirements of First Division Assistants
Computer uses
Relevant Acts and Rules.
Office procedures
Stress management
RTI and public communication.

c. Training requirements of Second Division Assistants
 Relevant Acts, Rules and relevant sections.
 Induction training for new recruitees.
 Comprehensive computer training








New schemes and programmes.
Stress management.
Provision of stationery, printers and internet facilities for effective work.
Bi-annual training of three days each.
Better staff strength.
Training on new software.








d. Training requirements of Village Accountants
Computer training
Public Communication Skills
Report writing
Collection of supporting documents for newly recruited staff.
Subjective training.
Relevant Acts and Rules






e. Training requirements of Group –D
Record room maintenance.
Behavioural skills
Communication with staff and public.
Specific roles and responsibilities.






f. General feedback from all category staff of C
Department-wise training by the DTI in classroom mode.
Cadre specific training in classroom mode
Training needs assessment should be conducted before any TP.
Compulsory training to newly recruited employees.

In general, all staff members felt that there should be an intensive TP on the following Acts, Rules
and its sections:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.

Karnataka Land Revenue Act 1964.
Karnataka Land Revenue Rules 1966.
Karnataka Land Grant Rules 1969.
Karnataka Land Reforms Act 1961.
Land Acquisition Act 1891.
Village Offices Inam abolition Act 1961 and Rules
Mysore (R&C) Inam abolition Act 1955.
Mysore (P&M) Inam abolition Act 1954.
Survey Manual.
Karnataka Civil Service Rules.
Karnataka Civil Service (CCA) Rules 1957.
Karnataka Civil Service (Conduct) Rules 1966.
Karnataka Financial Code.
Karnataka Treasury Code.
IPC
CrPC
CPC
Karnataka cinemas Act
Petroliam Act
Explosives Act
Right to Information Act.
Sakala Act 2011.

23.
24.
25.
26.
27.
28.
29.
30.
31.
32.

Bonded Labour Act.
Forest Right Act.
Police Act.
Stamp and Registration Act.
Child Labour Act.
Hindu Religious and Charitable Act.
Karnataka Municipals Act.
Senior Citizen Act.
SARFAACI Act 2002.
Arms Act

4.6 Agricultural Department
Agricultural department has two types of group C staff:
1. Technical staff: Assistant Agricultural Officer (AAO), Agricultural Officer (AO).
2. Ministerial staff: Office Superintendent, FDA, SDA, Typist, Stenographer.
Since the technical staff interacts directly with the farmers, they are trained separately –
Agricultural university and department of Agricultural Training Centres. For the ministerial staff,
DTIs, the ATI and SIRD conducts TPs.
4.6.1 Feedback/Suggestions from higher officials on training requirements of group C and D
staff
 Staff needs to be trained separately on sector-specific aspects.
 For administration and establishment issues staff should be trained on office procedure,
related Acts and rules, computers, as well as stress management, communication skills.
 Technical staff should be trained on new technology related to agricultural schemes,
Apps, Communication skills, new circulars and guidelines.
 For each staff, training needs should be assessed – e.g., non-technical staff can be trained
in the ATI or DTI.
 Agricultural department has a separate training centre for the technical staff; Agricultural
university also gives training to this staff.
 More than 30 schemes and services are provided by the agricultural department, staff
should be trained on them. Cadre-wise separate training should be given.
 Staff strength needs to be increased. Due to insufficient staff, not everyone is not sent for
training.
 Compulsory training on administration and maintenance of accounts should be provided.
4.6.2 Feedback on training
Some staff members received training on Induction training, computer, maintenance of pension
records, CCA rules, KFC, KCSR and mobile apps etc. But most of the staff have not received regular
training. Staff felt that they need category-wise training separately 





a. Superintendent (Non-technical staff)
CCA Rules
KFC
CKSR
Computer training
Pension related rules

b. Second Division Assistant:( Non technical staff)
 Office procedure
 RTI training













KCSR Rules
Maintenance of pension records
HRMS
Recruitment procedure for staff taken on compassionate grounds
New pension schemes.
Service Register Maintenance.
Leave Rules
General Provident Funds Rules
CCA Rules
Pay fixation
DC Bill process

c. Assistant Agriculture Officer: (Technical staff)
 Before commencement of the Kharif season, staff needs to be trained on various new
schemes, technology introduced by the government. There should be detailed training on
adoption and implementation of technology.
 Mobile App downloading and operating.
 Crop survey
 GPS records
 Crop insurance
 Crop cutting experiments
d. Group D
 Work related training needed.

4.6.3 Recommendation
One-week training on an annual basis should be given to all staff members.
In this department two types of group C staff are working. The training programme needs to be
developed based on their work.
• All staff should undergo training on Common Foundation Course, department mandates, Acts and
Rules.
• Technical staff needs to be trained separately. Though they are working in the field they need to
be trained on technology, new Apps and scheme introduced by governments.
• Training on natural resource management and disaster management is required.

•
•

4.7 Social Welfare Department
Social Welfare department is one of the important departments in Karnataka. This department
executes various welfare schemes for SC, ST and other weaker sections of the population. In this
department the team interacted with Deputy Director, FDA and Superintendent of the Girls and Boys
hostels. In the hostel except the Superintendent all other staff members are outsourced staff (Group D
- watch women, cook, helpers). Hostel superintendents are B.Ed., and have received training. The
department has taken some initiatives to improve work efficiency and to exchange information with
public. Among the staff they created ‘SC and ST citizen telegram group’ to share new schemes and
programmes related information details; staff members also exchange queries here.
4.7.1 Higher officials’ feedback/suggestions
1. Staff needs to be trained on Public Relationship.
2. Administration and Establishment related work
3. Job specific training for all staff members.

4.7.2 Group C officials’ feedback and suggestions
First Division Assistants
 Accountability and Responsibility related training.
 Induction training for all the staff.
 Schemes and programme related trainings before implementation.
 One-month computer training.
 Public relationship and communication training.
4.7.3 Superintendents in the Backward Caste hostels for Girls and Boys
All superintendents are recruited based on their educational qualification - they should hold a degree
on B.Ed. Training for them includes - how to behave with students, communication with them and
before that Induction training, HRMS and short duration computer training, hostel management and
office management. For effective work, staff should be trained once in two years for three days on a
refresher basis. Except Hostel superintendent all are contract-based staff.
Training requirements of Superintendents in the Backward caste hostels for Girls and Boys
1. Computer training
2. Trainings on new schemes.
4.7.4 Recommendations
1. Staff strength needs to be increased and yearly training should be provided.
2. Especially in the Government hostels, permanent group C and D staff should be recruited and
proper training provided to them. There is no accountability among the contract staff.
3. For safety and security of the hostel children, superintendent or permanent staff should be
stay in the hostel.
4. All staff needs to be trained on their department schemes, services, and most critically
communication and behaviour.

5. Current strength of Group C and D Staff: An Analysis
5.1 Background
To get a better understanding of the number and composition of the Group C and D staff working in
various departments of the Government of Karnataka, the PAC Study team collected a list from GoK,
the analysis of which is given below.
Table 2: Overall staff details

Group Wise abstract 2017-18

Sl.No
1
2
3
4
5

Group
Group A
Group B
Group C
Group D
Others
Total

Sanctioned
Vacant
Working Strength
26179
9928
16251
39758
7489
32269
586104
166104
420000
105733
62908
42825
15680
6196
9484
773454
252625
520829

The table above gives an overall picture of the staff strength in the state government. The analysis
was done based on the working strength of the staff. The following diagram shows that majority of
the staff strength comes under group C (81%), followed by group D (8%), group B (6%) and group A
(3%).

Figure 1: Percentage of different group

Table 3: Percentage of staff working strength in different groups

Group

Sanctioned Working Strength

Group A
Group B
Group C
Group D
Others
Total

26179
39758
586104
105733
15680
773454

% of working strength

16251
32269
420000
42825
9484
520829

62
81
72
41
60
67

Following tables provide the number of staff strength in each department and percentage of group C
staff against total strength.
Table 4: Group C staff strength

Sl.No Name of the department

No. of Group C staff

%

1 Ecology & Environment

1

0.0

2 Information Technology and
Bio-Technology

7

0.0

3 Handloom & Textiles

25

0.0

4 Tourism

47

0.0

5 Youth Services

70

0.0

6 Energy

78

0.0

7 Medical Education

90

0.0

8 Major & Medium Industries

102

0.0

9 Kannada & Culture

164

0.0

10 Information

210

0.1

11 Mining

235

0.1

12 Urban Development

240

0.1

13 Fisheries

267

0.1

14 Minority Welfare

343

0.1

15 ST Welfare

346

0.1

16 Horticulture

452

0.1

17 Major Irrigation

454

0.1

18 Parliamentary Affairs

476

0.1

19 Planning, Statistics, Science
& Technology

661

0.2

20 Minor Irrigation

1022

0.2

21 Food & Civil Supplies

1037

0.2

22 Small Scale Industries

1080

0.3

23 Transport

1110

0.3

24 Sericulture

1237

0.3

Sl.No Name of the department

No. of Group C staff

%

25 Labour

1262

0.3

26 Skill Development

1988

0.5

27 Cooperation

2213

0.5

28 BC Welfare

2429

0.6

29 Agriculture

2672

0.6

30 SC Welfare

2853

0.7

31 Higher Education

2867

0.7

32 Women & Child
Development

3236

0.8

33 Public Works

3906

0.9

34 Department of Personnel &
Administrative Reforms

4671

1.1

35 Animal Husbandry

5301

1.3

36 Forest

5406

1.3

37 Finance

7998

1.9

38 Law

8872

2.1

39 Rural Development &
Panchayati Raj

13598

3.2

40 Revenue

17959

4.3

41 Health

25415

6.1

42 Home

81510

19.4

215893

51.4

419803

100.0

43 Primary & Secondary
Education
Total

Above tables shows that the Group C staff is not equally distributed among all the departments.
Majority of (51%) the staff are in the department of Primary & Secondary Education followed by
Home (19.4%), Health (6.1%), Revenue (4.3%), Rural development and Panchayati Raj (3.2%), Law
(2.1%), Finance (1.9%), Animal Husbandry and Forest (1.3%) department of
personnel
administration (1.1%); remaining departments have 8% working strength of group C staff.

Figure 2: Percent of group c staff in various departments

5.2 Proposed training plan for group C staff
Group C staff are highest in number in each department. Some group C staff roles and responsibilities
are not very similar across all departments. Based on the staff strength they have to be trained yearly
once. Considering the staff strength and their work, the department should have a yearly action plan.
The following table gives self explanatory information on how many staff members need to be sent
for the training.
Table 5: Training plan for group C staff

Sl.No Name of the
department

1 Ecology &
Environment
2 Information
Technology and BioTechnology
3 Handloom & Textiles

Total
1st
2nd
3rd
4th
No. of quarter- quarter- quarter- quarterGroup 30%
30%
20%
20%
C staff
1
1
0
0
0
7

2

2

2

1

25

8

8

5

5

4 Tourism

47

14

14

9

9

5 Youth Services
6 Energy

70
78

21
23

21
23

14
16

14
16

7 Medical Education
8 Major & Medium
Industries
9 Kannada & Culture
10 Information
11 Mining

90
102

27
31

27
31

18
20

18
20

164
210
235

49
63
71

49
63
71

33
42
47

33
42
47

12 Urban Development

240

72

72

48

48

13 Fisheries

267

80

80

53

53

Sl.No Name of the
department

14
15
16
17
18
19
20
21
22
23

Minority Welfare
ST Welfare
Horticulture
Major Irrigation
Parliamentary Affairs
Planning, Statistics,
Science & Technology
Minor Irrigation
Food & Civil Supplies
Small Scale Industries
Transport

Total
1st
2nd
3rd
4th
No. of quarter- quarter- quarter- quarterGroup 30%
30%
20%
20%
C staff
343
103
103
69
69
346
104
104
69
69
452
136
136
90
90
454
136
136
91
91
476
143
143
95
95
661
198
198
132
132
1022
1037
1080
1110

307
311
324
333

307
311
324
333

204
207
216
222

204
207
216
222

24 Sericulture

1237

371

371

247

247

25 Labour

1262

379

379

252

252

26
27
28
29
30
31
32

Skill Development
Cooperation
BC Welfare
Agriculture
SC Welfare
Higher Education
Women & Child
Development
33 Public Works
34 Department of
Personnel &
Administrative
Reforms
35 Animal Husbandry

1988
2213
2429
2672
2853
2867
3236

596
664
729
802
856
860
971

596
664
729
802
856
860
971

398
443
486
534
571
573
647

398
443
486
534
571
573
647

3906
4671

1172
1401

1172
1401

781
934

781
934

5301

1590

1590

1060

1060

36 Forest

5406

1622

1622

1081

1081

37 Finance

7998

2399

2399

1600

1600

38 Law

8872

2662

2662

1774

1774

39 Rural Development &
Panchayati Raj

13598

4079

4079

2720

2720

40 Revenue

17959

5388

5388

3592

3592

41 Health

25415

7624.5

7624.5

5083.0

5083.0

42 Home

81510

24453

24453

16302

16302

215893

64768

64768

43179

43179

43 Primary & Secondary
Education
Total

419803 125941

125941

83961

83961

Table 6: No. of group D staff in various departments

% of D category staff in various departments
Sl.No Department
D staff
% of Staff
1
Information Technology and Bio2
0.0
Technology
2

Handloom & Textiles

7

0.0

3

Energy

15

0.0

4

Tourism

15

0.0

5

Medical Education

30

0.1

6

Major & Medium Industries

31

0.1

7

Minority Welfare

43

0.1

8

Youth Services

45

0.1

9

Urban Development

55

0.1

10

Mining

58

0.1

11

Planning, Statistics, Science & Technology

72

0.2

12

Information

76

0.2

13

Kannada & Culture

124

0.3

14

Transport

212

0.5

15

Fisheries

214

0.5

16

Food & Civil Supplies

224

0.5

17

Skill Development

258

0.6

18
19

Small Scale Industries
ST Welfare

258
266

0.6
0.6

20

Major Irrigation

267

0.6

21

Parliamentary Affairs

305

0.7

22

Sericulture

329

0.8

23
24

Women & Child Development
Labour

387
426

0.9
1.0

25

Minor Irrigation

486

1.1

26

Cooperation

505

1.2

27

Rural Development & Panchayati Raj

833

1.9

28

Agriculture

903

2.1

29

Horticulture

910

2.1

30

Finance

965

2.3

31

Higher Education

1028

2.4

32

Department of Personnel & Administrative
Reforms

1282

3.0

33

Home

1679

3.9

% of D category staff in various departments
Sl.No Department
D staff
% of Staff
34
Forest
1937
4.5
35

BC Welfare

2022

4.7

36

Public Works

2261

5.3

37

SC Welfare

2317

5.4

38

Revenue

2771

6.5

39

Animal Husbandry

3006

7.0

40

Law

3547

8.3

41
42

Primary & Secondary Education
Health

5009
7643

11.7
17.8

42823

100.0

Below mention picture shows that Health department has the highest proportion of Group D
staff (18%) followed by Primary and Secondary Education (12%) and Law (8%). In critical
departments such as Health, Education, SC Welfare, BC Welfare, the roles and responsibilities of
group D staff is different. These department staff members need to be trained separately.

Figure 3 Percentage of group C staff in various departments

Table 7: Percentage of group D staff training plan in a year

% group D staff training plan in a year
Sl.No

D
staff
2

1

1

0

4th
quarter20%
0

7

2

2

1

1

7

15

5

5

3

3

15

Tourism

15

5

5

3

3

15

5

Medical Education

30

9

9

6

6

30

6

31

9

9

6

6

31

7

Major & Medium
Industries
Minority Welfare

43

13

13

9

9

43

8

Youth Services

45

14

14

9

9

45

9

Urban
Development
Mining

55

17

17

11

11

55

58

17

17

12

12

58

Planning,
Statistics, Science
& Technology
Information

72

22

22

14

14

72

76

23

23

15

15

76

1

Department

3

Information
Technology and
Bio-Technology
Handloom &
Textiles
Energy

4

2

10
11

12
13

1st quarter30%

2nd
quarter30%

3rd
quarter20%

Total
%
2

124

37

37

25

25

124

14

Kannada &
Culture
Transport

212

64

64

42

42

212

15

Fisheries

214

64

64

43

43

214

16

Food & Civil
Supplies
Skill Development

224

67

67

45

45

224

258

77

77

52

52

258

258

77

77

52

52

258

19

Small Scale
Industries
ST Welfare

266

80

80

53

53

266

20

Major Irrigation

267

80

80

53

53

267

21

Parliamentary
Affairs
Sericulture

305

92

92

61

61

305

329

99

99

66

66

329

17
18

22
23

Women & Child
Development

387

116

116

77

77

387

24

Labour

426

128

128

85

85

426

25

Minor Irrigation

486

146

146

97

97

486

26

Cooperation

505

152

152

101

101

505

27

Rural
Development &
Panchayati Raj
Agriculture

833

250

250

167

167

833

903

271

271

181

181

903

28

29

Horticulture

910

273

273

182

182

910

30

Finance

965

290

290

193

193

965

31

Higher Education

1028

308

308

206

206

1028

32

1282

385

385

256

256

1282

33

Department of
Personnel &
Administrative
Reforms
Home

1679

504

504

336

336

1679

34

Forest

1937

581

581

387

387

1937

35

BC Welfare

2022

607

607

404

404

2022

36

Public Works

2261

678

678

452

452

2261

37

SC Welfare

2317

695

695

463

463

2317

38

Revenue

2771

831

831

554

554

2771

39

Animal Husbandry

3006

902

902

601

601

3006

40

Law

3547

1064

1064

709

709

3547

41

Primary &
Secondary
Education
Health

5009

1503

1503

1002

1002

5009

7643

2293

2293

1529

1529

7643

42823

12847

12847

8565

8565 42823

42

Total

6. TRAINING IMPLEMENTATION MODEL
Delivering services on time is a big challenge for any Government. Improving capacity and skills of
ground level staff through regular trainings will bring about incredible changes in service delivery. A
citizen friendly environment can be created at district and taluka level offices as trained staff comes
with increased productivity and efficiency. Government needs to provide special attention to groundlevel staff such as Group C & D employees.
Based on the feedback received from all the stakeholders in this value chain, a Training
Implementation Model has been developed taking into account the most critical parameters which
include
6.1 Training needs assessment and O&M of a database
To ensure effective and efficient service in the government sector, staff needs to be trained
periodically. To know the training requirements, a needs assessment exercise should be carried out
within the department. Such assessments need to be conducted every year.
Departments should maintain a training database to monitor training requirements. One nodal officer
should be designated at the district level for maintaining the database on all trainings conducted,
participant details and training topics covered. He/she can also help in taking up simple surveys to
assess the training needs in the departments. The survey format should have the previous training
details and present training requirement of each staff member. This format should be shared with all
the staff and requirements need to be filled accordingly. The nodal officer should compile the training
needs and requirements from each section and create the training requirement plan for the year that
should be submitted to the person in-charge for final approval, and further actions should be initiated.
6.2 Following a Four-Tier Training approach6
The Karnataka State Training policy recommends that every official must undergo a minimum of 3
trainings during his/her service. The study team strongly recommends that, State training policy’s four
tier training approach be followed for the group C staff.
a) Induction Training: Upon joining service, job-oriented induction training to be given, to
familiarize the employee with the functioning of government, rules, acts and procedures
(6 to 8 weeks). Subjects like office procedure, communication skills, office and record
management may be included at this level of training.
b) Functional: Between 9 to 16 years of service (3-week training including a 1-week field
visit). Subjects like administrative law, project management, new policies and schemes of
government may be included at this level of training.
c) Managerial: Between 16 to 25 years of service (3-week training including a 1-week field
visit). Subjects like problems solving and decision-making skills, public private
partnership, monitoring and evaluation may be included at this level of training.
d) Job oriented: Need based training connected with the current assignment should be
given.
6

Karnataka state training policy

At all levels of training, computer proficiency programmes should be inbuilt.
6.3 Developing relevant training material
Developing a training module for each department is quite a big challenge. DTI has standard training
templates for the Common Foundational Course and government rules and regulations. Apart from
these trainings, every department has specific training requirements. Each department should create a
training plan, submit the same to its DTI with all relevant supportive information related to
programme implementation policy, its norms, rules and regulations. Based on this information, the
DTI should come up with training materials by minimising the content without affecting the main
purpose. The training itself should be conducted in a detailed manner, but the study materials or
supporting information documents should be very crisp and self-explanatory. After the training,
institutes should share the information materials with all the participants. The materials can be shared
through e-mail or CD/pendrive. The same materials should be uploaded in the departmental website
as well.

6.4 Providing adequate training infrastructure, both physical and human
Good training facilities also attract participants to attend the TPs and effectively participate in the
learning process. Trainings should be conducted in their workplace or it has to be decentralized to the
Taluk or District levels depending on the nature and duration of training. But most of the time,
training depends on the funding source, space, resource persons, basic infrastructure and venue. The
Training institutes needs to be upgraded by providing all facilities like good infrastructure, boarding
and lodging facility, clean environment, friendly and experienced teaching staff and upgraded library.
Government should provide sufficient funds for conducting trainings. Training Institutes should
provide free and good quality food and refreshment to all trainees. Furniture in the training rooms
needs to be of good quality, and at least once in five years, institutes should replace beds and blankets.

6.5 Allocating appropriate training duration for each type of TP
Training duration plays a major role in the overall effectiveness of trainings. The foundation course,
and basic computer courses are conducted once in the service lifetime of a staff. The duration of the
foundation course or induction training course is 35 to 45 working days. This training is very
important in understanding the service rules, various Acts, guidelines and procedures, etc. Apart from
this, other trainings need a proper timetable based on the content and nature and impact of the various
programmes and schemes.
6.6 Training Methodology
The training methodology depends on the duration of the course, number of participants and cost.
Subjects that require more discussion and lot of hands-on exercise need face to face training in the
Institutes rather than distant training. These can be a long or short-term trainings, depending on the
scope to understand the issues more deeply. To reach large number of staff at one go, and especially
for new schemes, the SATCOM training model would be ideal as it is cost and time effective. If the
government is implementing new schemes or programmes, this method would good to reach larger
number of staff.

6.6.1

E-learning as a training delivery methodology

E-learning methodology is widely implemented now-a-days and is very cost effective and convenient,
but staff members should have the basic computer skills to navigate through the modules. This would
be an easy methodology for the younger staff, however, the older ones may need handholding. DTIs
and the ATI should explore using e-learning methodology in a stage-wise manner. Public-Private
partnership option can be implemented for developing e-learning platforms.
Training champions (or Digi buddies) should be identified in each department who can assist other
staff in accessing and taking sessions through e-learning platforms. Each training provided through elearning method should also be concluded with staff taking exams on real-time basis.
6.7 Create excitement among staff about trainings
Training sessions are considered to be an obligation rather than a key resource of personal
development and increase in efficiency. Departments should create excitement around these training
programmes by using various methods, e.g., trainings should be inaugurated by senior officers like
DCs, Directors of the departments. There should be rewards (prizes) and recognition programmes for
good performers during the training and each training should have a certification. Best performers
should be recognised in their respective departments as well, they can put up photographs of such
staff including display in departmental website.
6.8 Documentation
Each participant of a training comes from a different department with different experience. Hence the
discussions happening during these sessions and the experiences shared by participants can provide a
rich resource of learning for future batches. Each training session should be documented properly, the
learnings can be shared with new participants and used in revisiting training contents.
6.9 Monitoring and Evaluation training
Monitoring and Evaluation is an effective and powerful tool to measure quality and efficacy of the
trainings. Participants’ evaluation is the main event in the overall training programme to assess its
effectiveness. Details of test scores and performance of the participants in overall training should be
shared with their supervisors for further feedback and monitoring.
Training institutes should also implement a trainer’s evaluation mechanism by providing a participant
feedback form at the end of each training programme. The format can be filled without providing
identity of trainees so that such feedback can be real and useful for overall development of the
training faculty. These feedback forms should also include parameters on quality of training resources
provided like training hall, food, accommodation facility etc. It will help to increase overall
productivity of the teaching staff and other facilities related to training.
6.10

Funds for training

The National Training Policy of 1996 had recommended that 1.5 percent of the salary budget be set
aside by each department to be used solely for the purpose of training. Given the likely increase in the
need for training by moving to a competency-based system, it is recommended that each
Ministry/Department/Organisation set aside at least 2.5 percent of its salary budget for training.
The group C and D work force in government represents a large and diverse group working in a wide
range of sectors discharging varied responsibilities. The functional skills necessary will therefore vary

considerably. The training implementation must therefore be context specific keeping in mind local
needs and resource sensitive, considering the infrastructure and human resources extant. Our first
recommendation, therefore, is that the training effort should be decentralized keeping the district as
the basic unit for training policy and programmes. To ensure standard procedures are adopted to
provide for uniformity of approach, the functional skills training should be based on some
foundational principles for successful employee learning experiences. The goal should be to instil a
sense of pride in the work they do and must include the following:
•
•
•
•
•
•
•

The objective of the employee training must be clear – to improve work related functional skills.
The employees must be involved in determining the knowledge, skills and abilities to be learned.
The training methods must ensure employee participation in the learning process.
The work experience and knowledge that employees bring must serve as a resource
A practical and problem-solving approach based on real examples is used
The employees are given an opportunity to reinforce what they learn by practical training
The learning environment is informal, supportive, and promotes self-esteem

The employee learning process for functional skills happens all the time whether or not the employee
is fully aware of it. Typically, in government, this is described as on the job training, the employee
learning by observing his peers. This type of learning is called incidental learning; you have learned
without really thinking about it or meaning to. On the other hand, intentional learning happens when
training is undertaken as a planned and structured activity targeting specific outcomes based on a
needs assessment.
Employee training is the responsibility of the department. Development of the capacities of the Group
C and D employees and helping them improve productivity and the quality of their interface with the
citizens should be the targeted outcome across sectors and job types. Such focused employee
development must be the shared responsibility of the management and the individual employee. The
responsibility of the district administration should be to provide the right resources and a planned and
structured programme that supports the growth and development needs of the individual employee.
For employee training and development to be successful, the following steps must be undertaken at
the district level:
a. Provide a well-defined job description – this is the foundation upon which employee training
for specific functional skills is built. This must be done by the district officer.
b. Identify basic competencies required by the employees for the job. This must be done by the
immediate supervisor, and approved by the unit head.
c. Set out in practical terms the knowledge, skills and abilities that the organization will need to
impart the training successfully. This should be the responsibility of the district officer of the
department concerned and overseen by the Deputy Commissioner of the district.
d. Explain the employee development process and encourage staff to develop individual
development plans
For the employee development process to be sustainable and successful, the employees also need to
be encouraged to take responsibility and prepare individual development plans. These must be set
down as an employee training card that will document:
a. Goals and activities for development for each year
b. An individual development plan (IDP) for the medium term, say three to five years.
An individual development plan must be prepared by each employee in partnership with his or her
supervisor. The plan must be based on the needs of the employee, her/his position in the organization.

A good individual development plan should be need based, achievable, practical and realistic. It
should be implemented under the supervision and with the approval of the employee's immediate
supervisor, who will take primary responsibility for its implementation.
For a quick understanding of the steps that need to be taken to carry out training, a diagrammatic
representation of a training implementation model is provided:

Figure 4: Training implemenation model

The implementation plan must be carried out in four seamless, sequential steps:
Step 1 - Self-assessment
The employee identifies his or her skills, abilities, values, strengths and weaknesses. The supervisor
has an important role in helping the employee complete the process by providing guidance. The selfassessment should be based on (a) the competencies, functional skills, and abilities identified in the
job description (b) performance assessments or reviews conducted in the past (c) citizen or client
feedback on service delivery or the supervisor feedback on performance.
Step 2 - Assess the current position and work environment
The employee does an assessment of the requirement of his or her position at the present time and the
skill shortages or constraints she/he experiences in improving performance. How new developments
or the introduction of new schemes are impacting their performance or productivity because of the
changing demands on her/his skills.
To conduct a position assessment it will be necessary, and perhaps advisable to Identify the job
requirements and performance expectations of the different groups of job profiles that group C and D
employees currently are positioned in, department wise, at the district level. Based on the job
descriptions, the district officer should Identify the knowledge, skills and abilities that will enhance
their specific abilities to perform their current job better. This must be documented and should
constitute the basis for designing the training programme.
Based on Steps 1 and 2, the Individual Development Plans should be developed for each C and D
employee addressing the following questions:
a. What functional skills and abilities can help you progress in your work and career?
b. Which career development goals are mutually beneficial to you and your
organization?
c. Select two or three goals to work on at a time. Set a time frame for accomplishing
your goals.
A broad template for an IDP is given below for purposes of illustration: The template format is
attached in Annexure 2.
Individual Development Plan
Instructions
Once you have completed your Self-assessment (Step 1) and an Assessment of Your Position and
Your Work Environment (Step 2) as outlined in the Individual Development Planning Process, you
are ready to fill in the IDP form.
Individual development plan purpose
a.
b.
c.
d.

Set learning priorities for enhancing job performance – identify specific needs
Identify job goals that are mutually beneficial to you and your employer
Select the best available activities and the resources needed to help you achieve your goals
Set a timeline for achieving your goals

Individual development plan sections

Training goals for the coming year
a.
b.
c.
d.

What specific functional skills do you want to learn?
How will the organization benefit from your training goal?
What knowledge and abilities will you learn?
What are the best training activities for the goals identified?

Resources
•

What resources are required for you to engage in the development activities –
trainers/mentors, time, funds, help from supervisor/ others, and so forth?

Date for completion
•

IDPs are usually written for a one - year period, but some employees prefer to set shortterm (1 year), medium-term (2 years), and long-term (3 years) goals. The longer time
frame may be necessary to sustain the learning process among group C and D employees
who have so far not received training and capacity building policy attention.

Step 3 - Identify the training and development activities
The district officers in consultation with the immediate supervisors of the C and D employees
concerned (grouped as per job types), should then draw up and action plan for imparting training and
development activities that should be decentralized in a manner that the plan can be implemented at
the local office level by the head of the office.
The preparation of the plan must focus on:
•
•
•

Identifying the best ways (in the local context and resource endowment) to achieve the
training goals.
What training methods will best suit the needs of the C and D employees concerned and
should be used?
What resources will be required to make the training sustainable and successful?

Step 4 – Implement the training plan
The district officer of the department concerned must formally assume the role of the Head of
Training with the district as the basic unit for training. His responsibilities will include preparation of
the district training plan and implementing it. The deputy Commissioner of the district must serve as
the District Training Mentor, to oversee the department wise implementation and to provide advice
and enable problem solving interventions, as and when necessary. It is important that cost-effective
methods for employee training and development be adopted. Each department or district must respond
to the employee training and development needs to suit the specific office context, job descriptions,
employment contracts and the resources available locally. What is important is to ensure that every C
and D employee in every department in the district is trained at least once every year. Similarly, at the
state level, the head of the field formation concerned, usually the head of the department should serve
as the mentor and the Heads of offices should serve as the heads of training.
When selecting employee training and development methods, it is important to remember the learning
process. There are many ways to provide employees with learning opportunities, including:
•

On-the-job training (in-situ), where they are mentored on the right way of discharging their
duties with standard operating practices and existing manuals serving as benchmarks.

•

•
•

Critical incident notes, day-to-day activities are always a source of learning opportunities. Select
the best of these opportunities and write up critical incident notes for staff to learn from. Maybe a
citizen complaint was handled effectively. Write a brief summary of the incident and identify the
employee's actions that led to a successful resolution. If the situation was not handled well, again
write a brief description of the situation identifying areas for improvement.
Field trips, If the organization has staff at more than one site (hostels for instance), provide
employees with an opportunity to visit the other sites. This helps employees gain a better
understanding of the full range of programmes and citizens that your organization serves.
Job aids and tools would best serve C and D group employees to improve their knowledge and
skills.
These tools must include:
 Simplified check lists.
 Standardised forms.
 Standard procedure guidelines that are easy to understand and implement.

Job aids are useful for new employees, employees taking on new responsibilities and for activities that
happen infrequently.
a. Learning alerts - newspaper articles, government announcements and reports can be used as
learning alerts. Prepare a brief (with covering page), which could include a short summary and
one or two key questions for the employees to consider. Then circulate the item and include the
item on the agenda of the next staff meeting for a brief discussion.
b. Classroom training through courses, seminars, workshops - these are formal training
opportunities that can be offered to employees either internally or externally. A trainer, facilitator
and/or subject matter expert can be brought in to provide the training session or an employee can
be sent to one of these learning opportunities during work time.
c. Guided Study groups (also called learning circles or reading circles), should be encouraged. A
group of staff meets to discuss work related challenges, exchanges experiences and shares books
or articles relevant to the workplace/organization. Meetings usually take place outside normal
working hours, such as noon hour or right after work. These should be mentored by the head of
the office and/or senior staff, targeting specific outcomes.
It is however recommended that structured or classroom type training be made mandatory either in the
DTI or the office for all Group C and D employees. It must also be made mandatory to collect
feedback from all participants for every training programme attended; a template of a feedback form
has been attached in the Annexure.
Finally, a Theory of Change/Impact has been worked out to highlight that a systematic approach to
plan and implement training and capacity building programmes for Group C and Group D employees
can bring about systemic change within government departments and offices making more effective,
efficient and productive.

Theory of Change/Impact
Sl.
No
1.

Specific
Objective
Create
training
programmes
related to
current jobspecific
functions of
Group C and
Group D
employees

Inputs

Activities

Output(s)

Selection of
Training
Manager/Officer in
every
District/Taluka
office and
departments having
most citizen
interface

Create a profile
mapping repository of
all Group C and Group
D employees that
includes their education
levels, job tenure, tenure
in the particular
department, TPs
attended - type, duration,
venue.

Employee
Training
Database
maintained
in-house
and sharable
at the State
and
ATI/DTI
level

Carry out training
needs assessment for
• Group C – use a
two-page semiSelection of dates
structured
and arrangements
questionnaire
for assessment
covering current job
exercise for Group C
description;
and Group D
induction,
employees
functional, job and
programmematic
Data analysis and
skill requirements;
interpretation
and Individual and
Career Development
Plans as a two-hour
Conduct of
exercise in the office
workshop to review • Group D – conduct
and finalise TM
Focus Group
(Training Manual
Discussions using a
checklist to cover
current job
description, assess
functional, job and
programmematic
skill requirements
within the office

Assessment
Report with
findings

Training of Training
Manager/Officer to
handle roles and
responsibilities

Draft a Training
Manual (TM) for Group
C and D employees with
Department Vision,
Mission, and Services,
followed by targeted
training modules and
plan, for functional, job
and programmematic
skill enhancement
incorporating training
needs feedback.

Training
Manual for
Group C
and Group
D
employees
for every
department /
office

Outcome(s)/
Impact
Aware
employees in
departments
and offices

Theory of Change/Impact
Sl.
No

Specific
Objective

Inputs

Activities

Output(s)

Outcome(s)/
Impact

MoUs with
Resource
Persons

Responsible
and
responsive
employees
across
departments
and offices

Internal peer-review of
TM through half-day
workshop, or exchange
of TMs between
departments/offices for
review
Finalisation of TM to be
shared with all Group C
and Group D employees

2.

Enhance
overall skills
of Group C
and Group D
employees

Continuous updation
of training data base

Travel arrangements
for out-of-office
training programmes
Conduct of in-situ
training programmes
on time
Arrangement of
equipment,
Resource Persons,
training materials
and food

Identify and sign MoUs
with Resource Persons
with relevant experience
in training and capacity
building of Group C and
D employees
Select Group C and
Group D employees for
different training
programmes and inform
them in advance on
dates, type of training,
venue and preparations,
if required
Send advance notices to
employees and their
senior officials before
training programmes
Assign all employees to
different type of TPs –
induction (for
newcomers); and
functional, job and
programmematic TPs as
per their job tenure and
previous participation
Collect feedback on
various indicators /
parameters –
infrastructure, quality of
training and trainers,
applicability of learning
on job immediately upon
return to office.

Updated
training and
feedback
data base

Theory of Change/Impact
Sl.
No
3.

Specific
Objective
Enhance
quality of
service
delivery and
employee
productivity

Inputs

Activities

Budget to upgrade
facilities in DTIs
and for payment of
Resource Persons

Impact Assessment of
training – experiencesharing on application of
learning from TPs in
current job

Provision of
equipment, boarding
and lodging facility,
training material,
access to internet,
food arrangements
across DTIs

Feedback from senior
officials regarding
impact of training on
employee productivity
and efficiency within 6
months after every TP
Continuous
improvements in DTIs,
offices to provide
higher-quality TPs

Output(s)

Outcome(s)/
Impact
High quality
training
institutions
and TPs
within offices

7. Recommendations...
One of the objectives of the study was to assist 6th State Pay Commission to use the information and
knowledge generated through the study so that actionable policies and remedies could be formulated.
The State training policy needs to be implemented effectively in all departments. Based on the study
findings, the PAC study team made a presentation to the Chairman and his team and recommends the
following.
7.1 Training mandate for promotion and increment
This study strongly recommends that each officer/ official must undergo a minimum of three training
programmes in his/her career.

Figure 5: Presentation by the PAC team to the Chairman and his team

1. Induction training for the new staff.
2. Before moving into next promotion.
3. Refresher training related to current schemes and programmes for their department.
Government should make training provision compulsory in the cadre and recruitment rules.
Mandatory clearance of training to get promotion and increments. All categories of staff should clear
the trainings before entering into the next position. There should be a clause in their service register if the concerned staff has not attended the relevant training, promotion and increments should be
withheld until cleared. Participation in relevant TPs and clearing a basic examination should be a
necessary precondition for promotions.

The State Audit and Accounts Department and Treasury Department have made training provision in
the Cadre and Recruitment rules mandatory for staff promotion and increments. Hence, following the
above-mentioned institutions, other departments should also make training provision in their C and R
rules mandatory. Similarly, Karnataka government’s general recruitment rules may also be amended
and make provisions for training.
7.2 Developing Training Modules
All departments should form an Expert Committee, who have to design the training modules for the
department staff based on departmental requirements. These training modules should be updated and
reviewed by the committee periodically. All the information should be put up in their departmental
website for reference and usage purposes.
The State Audit and Accounts department has come out with 9 training modules. Similarly, a
comprehensive training manual should be developed for each department related to their department
specific Acts, rules and regulation and Acts.
7.3 Developing the Office Training Manual:
A comprehensive office training manual should be developed for each department addressing its
specific structure and processes. All departments should come with simplified Office Training Manual
for their day-to-day work. This document should have information on procedures to be followed in
the office, guidelines on how to implement programmes, files management, public relationship, public
grievance information, working timings, roles and responsibility of each category of staff etc. Staff
should go through the Office Training Manual (a process manual) and refer to it frequently whenever
they need clarification. For easy access, it should made available in their website.
7.4 Setup a training need assessment wing
Every department should have a training need assessment wing, which should be headed by senior
officials with the help of a Training Officer. Once in a year, every department of the Government of
Karnataka should conduct training needs assessment for its staff, by adopting the following steps:
a. Every department should have one Training Officer as a nodal person to ensure proper
selection of trainees and their participation in relevant Training Programmes (TP).
b. Carry out / oversee the annual needs assessment exercise
c. Work out the functional skills requirements within the department as per its Mission
d. Suggest training plans to the local training institute accordingly or
Create and update an MIS of the training history of every employee in the department.
7.5 Maintaince of a centralised database system
A state-level Master server needs to be set up. Some departments have separate training
institutes. For administrative and monitoring purpose each department should have one
central database system. The department should have one nodal person who should be
incharge of training and capacity building. S/he should be given the responsibility with
adequate support to maintain and update the database (name of participants who attended the
training programme/s, name of the training programme, location, duration, feedback and
suggestions to improve the training) accurately. The nodal person can also feed the data into a
state-level centralised database for ease of access to state-level administrators, ATIs, DTIs
and other training institutes for monitoring and evaluation of TPs implemented, and work
towards improving them.

7.6 Strengthening the training institutes
The state and district training institutes are conducting the trainings as per their schedule. But the
quality of training needs to be assessed. All staff members at the District Training Institute need
to be trained periodically on various new schemes and policies and software programmes of the
government. All Training Institutes should be provided quality faculty members, free boarding
and lodging facility, well-equipped library, good infrasture, drinking water, cleanliness in the
institution, good ventilation and provision of reference materials. For effective training,
government should provide grants to all training institutes for providing free food, refreshments,
development of training materials.
7.7 Monitoring and evalution of the training institutes
To measure the accountability and responsibility of the training institutes, internal and external
audit should be conducted. This audit can be done in two ways;
a. Social Audit
The training institute’s quality needs to be assessed by doing a social audit or quality
evaluation. The staff who received training from these institutions need to be interviewed
and feedback should be collected, this assessment should be conducted by an external
agency. They should prepare the report and share with the training institutes. The
evaluation can be based on aspects of quality of training, maintenance of infrastructure,
course design, training materials used, quality of the content and faculty etc. Apart from
this external social audit, institutes should have a quarterly monitoring and evaluation
mechanism.
b. Financial Audit
Internal and external financial audit should be conducted for better financial
management. It gives a clear picture of usage of funds, tendering/allotments, expenditure.
7.8 Institutionalise the training system
The departments can also adopt an ‘in-house training’ option to increase productivity of the
staff. To find out service gaps and skills gaps in the department, senior officials should have
monthly meetings with all staff members to discuss issues and solutions for the same. Senior
officials can conduct a monthly or quarterly half-day training to their staff in their office.
Special emphasis needs to be given to enhancing computer skills to institutionalise egovernance within each department.
7.9 Training for Group D staff
Group D are the supporting staff in all the departments. They should be trained periodically.
Departments like Social welfare, health, education, revenue, urban and rural development,
agriculture, police, women and child development have more supportive staff of group D.
Based on their roles and responsibilities, a separate sensitisation training needs to be given. A
yearly refresher training along with a comprehensive training once in three years is needed.
They should undergo basic training on professional skills, politeness, dress code, language,
cleanliness, behaviour and communication. The training institutes should innovate
continuously to make training more attractive for Group D.
7.10

Technology Based Training System should be adopted in training

a. SATCOM

To reach larger number of staff at one go and to share information on new schemes,
SATCOM training would be ideal as it is cost and time effective. After the SATCOM
session, senior officials should facilitate discussions with the implementing staff to
provide more clarity.
b. E-learning
E-learning method is widely implemented and is cost effective and convenient, but staff
should have the basic computer skills to navigate through the e-course; therefore, can be
used for newly recruited personnel. DTIs and ATI should explore using e-learning
methods in a stage-wise manner. Public-Private partnership option can be tried out for
developing e-learning platforms. Each training provided through e-learning method
should also be concluded with staff taking exams on real-time basis.
c. Digi buddies
Training champions (or ‘Digi buddies’) should be identified in each department who can
assist colleagues in accessing and taking sessions through e-learning platforms.

7.11

Other suggestions
 Internal and External Audit needs to be conducted every year in all DTIs and ATI for
more visibility and transparency.
 Training institutes should have experienced and trained faculty members.
 Government should provide grants to all training institutes to serve good quality food,
refreshment and good accommodation for all the participants free of cost.
 For staff members who are recruited on compassionate grounds without evaluation of
their fitness for the role; there should be an entry level exam for them before their
recruitment. Then during their probationary period, they should be trained to be able
to clear the departmental exam.

Annexure

Annexure: 1
Highlights of Ramanagara case study

A. Revenue Department
Sl.
No
1

Department

Revenue
department

Higher officials
feedback/Suggestion
6. Hierarchy wise
training needs to
be given
separately for
all group C staff.
7. All C category
staff need to be
trained on core
functional skills
related to their
routine work.
8. Maintenance of
record and
computer
training needs to
be given on
priority basis.
9. District Training
Institutes faculty
quality needs to
be improved.
10. These institutes
should have a
research wing to
identify training
gaps.
11. Transparency
and
accountability
needs to be
trained.
12. Cadre strength
needs to be
increased based
on the size of the
population, no.
of schemes and
programmes that
come under the
department.
13. The training
should have
practical
sessions.

Group C officials’
suggestions
Group C- staff
category:
Superintendent,
Deputy Tashildar,
FDA, SDA,
Shirasthedar, Revenue
Inspector, Village
Accountant, Typists,
Stenographer, Drivers
FDA:
-

-

-

-

-

-

Computer
training
Acts and
Rules.
Office
procedure
Stress
management
RTI and
public
communicatio
n.
Bi-annual
training for 7
to 10 days.
SDA:
All SDAs felt
they need
detailed
trainings on
Acts, relevant
sections and
Rules.
Induction
training for
new
recruitments.
Comprehensiv
e computer
training
should be
given.
New schemes
and

Recommendation
•
•

•

•

•

•
•

Compulsory training
to newly recruited
employees.
Revenue department
related Acts and
Rules needs to be
imparted properly.
Every year staff
should undergo
training for 10 days
on new Acts and its
amendments.
Department should
make a crisp and
concise document
for each Act.
DTI faculty needs to
be strengthened in
terms of quality
teaching.
Cadre wise staff
strength needs to be
increased.
All group D staff
should be trained
once in two years.
Office cleanliness,
maintenance,
communication
skills with public
and staff,
maintenance of
record rooms, their
other roles and
responsibilities
related to their job.

A. Revenue Department
Sl.
No

Department

Higher officials
feedback/Suggestion
14. Sabbatical
opportunity
needs to be
given to them for
higher education.
It will help them
to improve their
skill and ability.
15. To strengthen
the staff
capacity, District
deputy
commissioner
organised a TP
for the staff on
morale building,
stress
management,
team building,
disaster
management in
the office.
16. To conduct
internal trainings
within the
department,
government
should make
budget
provision.
17. To increase the
competency of
the staff they
should be trained
once in a year
for 15days.
18. The training
should have
practical
sessions and it
should be out of
office.
19. Group –D staff
(Group D,
Dhaphedhar,
Dhathar Bandh).
Group D staff should
be trained on
Behaviour skills,
cleanliness,

Group C officials’
suggestions
programmes.
- Stress
management
training.
- Provision of
stationery,
printers and
internet
facilities for
effective
work.
- Bi-annual
training for
three days
training.
- Staff strength
needs to be
increased.
- Training on
new software.
Village
Accountant:
- Computer training
- Public
Communication Skills
- Report writing
- Collection of
supportive documents
for newly recruited
staff.
- Subjective training
needs to be given.
- Acts and Rules
- For revenue
department a
comprehensive
training module should
be developed and
periodical staff should
be trained.
Group –D
- Record room
maintenance.
- Behavioural
skills
- Communicatio
n with staff
and public.
- Their roles and
responsibilities.

Recommendation

A. Revenue Department
Sl.
No

Department

Higher officials
Group C officials’
feedback/Suggestion
suggestions
communication skills General feedback
from all category
and their roles and
staff of C
responsibility.
i) Departmental
wise training
needs to be given
in the DTI.
ii) The training
should be cadre
specific.
iii) Before the
training, training
needs assessment
should be
conducted.
iv) Compulsory
Training to newly
recruited
employees.
v) Classroom
sessions are more
effective than the
other training
modes.
vi) Training should
be conducted
outside of the
office. Preferably
at District
Training
Institutes.
vii) DTIs in the
District has to be
strengthened.
(NOTE: In Revenue
department all staff
members are working
under the same Acts,
Rules and regulations.
They felt that all staff
needs to be trained on
the following Acts,
Rules and its sections:
33. Karnataka Land
Revenue Act
1964.
34. Karnataka Land
Revenue Rules

Recommendation

A. Revenue Department
Sl.
No

Department

Higher officials
feedback/Suggestion

Group C officials’
suggestions
1966.
35. Karnataka Land
Grant Rules
1969.
36. Karnataka Land
Reforms Act
1961.
37. Land Acquisition
Act 1891.
38. Village Offices
Inam abolition
Act 1961 and
Rules
39. Mysore (R&C)
Inam abolition
Act 1955.
40. Mysore (P&M)
Inam abolition
Act 1954.
41. Survey Manual.
42. Karnataka Civil
Service Rules.
43. Karnataka Civil
Service (CCA)
Rules 1957.
44. Karnataka Civil
Service
(Conduct) Rules
1966.
45. Karnataka
Financial Code.
46. Karnataka
Treasury Code.
47. IPC
48. CrPC
49. CPC
50. Karnataka
cinemas Act
51. Petroliam Act
52. Explosives Act
53. Right to
Information Act.
54. Sakala Act 2011.
55. Bonded Labour
Act.
56. Forest Right Act.
57. Police Act.
58. Stamp and
Registration Act.
59. Child Labour

Recommendation

A. Revenue Department
Sl.
No

Department

Higher officials
feedback/Suggestion

Group C officials’
suggestions
Act.
60. Hindu Religious
and Charitable
Act.
61. Karnataka
Municipals Act.
62. Senior Citizen
Act.
63. SARFAACI Act
2002.
64. Arms Act

Recommendation

B. Agricultural department:
Sl.No

Department

Higher officials
feedback/Suggestion

Group C officials’
suggestions

Recommendation

1

Agricultural
Department

Agricultural department
has two types of group C
staff:
1. Technical staff
(Assistant Agricultural
Officer(AAO)
Agricultural Officer
(AO).
2. Ministerial staff:
Office Superintendent,
FDA, SDA, Typist,
Stenographer.
2. In this department the
staff needs to be trained
separately.
3. For administration and
establishment issues
staff should be trained
on office procedure,
related Acts and rules,
computers. Apart from
these, staff should
trained on stress
management,
communication skills.
This training should be
given to both Groups.
4. Technical staff should
be trained on new
technology related to
agricultural schemes,
Apps,
Communication skills,
new circulars and
guidelines.
5. For each staff, training
needs should be
assessed, based on the
assessment non technical
staff can be trained in
ATI or DTI.
6. Agricultural
department has a
separate training centre
for the technical staff;
Agricultural university
also give the training for
this staff.
7. More than 30 schemes
and services are there in
the agricultural
department, staff should
be trained on this. Cadre

Training needs for
following category
staff:

•

1.

-

2.

-

-

-

62

Superintendent:
(Non-technical
staff)
CCA Rules
KFC
CKSR
Computer
trainings
Pension related
rules
Yearly once
training is need
Training facility
in the DTIs needs
to be improved.
Assistant
Agriculture
Officer:
Before
commencement
of the Kharif
season, staff
needs to be
trained on
various new
schemes,
technology
introduced by the
government.
There should be
detailed training
on adoption and
implementation
of the
technology.
Mobile App
downloading and
operating.
Corp survey
GPS record
Crop insurance
Crop cutting
experiments
Yearly once in a
week training is
required and it
should be a
classroom
session than

•

•

•

In this department two
types of group staff are
working. The training
programme needs to be
developed based on
their work.
All staff should
undergo for Common
Foundation Course
training, department
mandates, Acts and
Rules.
Technical staff needs to
be trained separately.
Though they are
working in the field
they need to be trained
on technology, new
Apps and scheme
introduced by
governments.
Once in a year all staff
members should be
trained.

wise separate training
should be given.
8. Staff strength needs to
be increased. Due to
insufficient staff all staff
is not sent for training.
9. Administration and
maintenance of accounts
should be trained
compulsory.
10. Staff should undergo
for induction and followup training.

-

3.

having
SATCOM.
For effective
service delivery
staff should be
provided two
wheeler vehicles.
Second Division
Assistant:
-Office
procedure
- RTI training
- KCSR Rules
-Maintenance of
pension records
-HRMS
-Recruitment
procedure for
Compassionate
Ground staff.
-New pension
schemes.
-Service Register
Maintenance.
-Leave Rules
-General
Provident Funds
Rules
-CCA Rules
-Pay fixation
-DC Bill process

Group D:
In this department
group D staff got
training on
Bank works
Treasury work
Job Charts
Behavioural
skills training.
Their work
related training
needed.

Sl.
No
1

Depar
tment

C. Social Welfare Department:
Higher officials
Group C officials’
Recommendation
feedback/Suggestion
suggestions
4. Staff needs to be trained
First Division
- Staff strength
on Public Relationship.
Assistant:
needs to be
5. Administration and
- Accountabilit
increased.
Establishment related
y and
- All staff needs
work
Responsibilit
trained yearly
6. Job specific training
y related
once.
needs to be given all the
training.
- Especially in
staff.
- Induction
the
training
Government
- Schemes and
hostels
programme
permanent
related
group C and
trainings.
D staff should
be recruited
- Computer
and proper
training (one
training
month).
provided to
- Public
them. There
relationship
is no
and
accountability
communicati
in the contract
on training.
staff.
- To improve
- All staff needs
work
to be trained
efficiency
on their
and to
department
exchange
schemes and
information
services.
with public as
- Communicati
well as within
on and
staff they
behavioural
created ‘SC
skill is very
and ST
essential to
citizen
this
telegram
department.
group’, to
share new
schemes and
programme
information
details; staff
also exchange
queries.
Superintend
ents in the
Backward
caste hostels
for Girls and
Boys:
All

superintenden
ts are
recruited
based on their
educatonal
qualification,
they should
hold a degree
on BEd, this
course gives
full training
on how to
behave with
student,
communicati
on with them.
Here they
received
Induction
training,
HRMS and
short duration
computer
training.
-Computer
training
-New
schemes
related
trainings.
-Hostel
maintenance
-Office
maintenance
-Every two
years once
they need 3
days training.
-In the hostel
except
Superintende
nt all other
staff are
outsourced
staff (Group
D- Watch
women, cook,
cleaner)
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Sl.No
1

2

Template for Individual Development Plan
Details
Instructions to fill the Individual Development Plan
A. Template for staff
Self Assessment
The self-assessment should be based on following:
1. Competencies, functional skills, and abilities identified in
the job description.
2. Performance assessments or reviews conducted in the past.
3. Citizen or client feedback on service delivery or the
supervisor feedback on performance.
A. Staff Skills
B. Abilities
C. Values
D. Strengths
E. Weakness
Assess the current
The employee does an assessment of the requirement of his or
position and work
her position at the present time and the skill shortages or
environment
constraints she/he experiences in improving performance. How
new developments or the introduction of new schemes are
impacting their performance or productivity because of the
changing demands on her/his skills.
A. What
functional
skills and abilities
can
help
you
progress in your
work and career?
B. Which
career
development goals
are
mutually
beneficial to you
and
your
organization?
C. Select two or three
goals to work on at
a time.
D. Set a time frame for
accomplishing your
goals.

3

Action plan to achieve
training goals for the
coming year
A. What
specific
functional skills do
you want to learn?

B. How
will
the
organization benefit
from your training
goal?
C. What
knowledge
and abilities will
you learn?
D. What are the best
training
activities
for
the
goals
identified?
B. Template for Higher officials
4

Identify the training The district officers in consultation with the immediate supervisors
and
development of the C and D employees concerned (grouped as per job types),
activities for the staff
should then draw up and action plan for imparting training and
development activities that should be decentralized in a manner
that the plan can be implemented at the local office level by the
head of the office.
A. Identify the best
ways (in the local
context
and
resource
endowment)
to
achieve
the
training goals.

B. What
training
methods will best
suit the needs of
the C and D
employees
concerned
and
should be used?
C. What
resources
will be required to
make the training
sustainable
and
successful?
5

Implement the training What resources are required for you to engage in the development
plan
activities (trainers/mentors, time, funds and others)

Annexure: 3
Training Evaluation Format

Template of Feedback Form post-training programme

Instructions to fill the format
1. Fill up every field and justify the rating by giving supporting remarks.
2. Do not assess the trainer too early and allow them to settle in before making a quick
judgment.
3. Please fill in subjective feedback both positive and areas for improvement mandatorily.
4. Please mark a cross or tick mark only on the respective column, you are rating. On a scale of
1-5; 5 being the highest, please rate the trainer on the followingSl
Particulars
No.

1

2

How was the
training venue
and other logistic
arrangements?
a. Distance of
the training
venue from
your place
b. Cleanliness
of training
hall
c. Sitting
arrangements
d. Drinking
water
availability
e. Ventilation
f. Food and
refreshment
g. Lodging
facility (Cot,
Bed,
cleanliness,
toilet)
How well was the
trainer prepared
for the training?
a. Knowledgeab
le
b. Well prepared

1
(Dissatis
fied)

2
3
4
5
Remarks
(Partly
(Satisfie (Very
(Completel
dissatisfie d)
satisfied y satisfied)
d)
)
Planning and Preparation

Sl
Particulars
No.

1
(Dissatis
fied)

2
(Partly
dissatisfie
d)

3
(Satisfie
d)

c. Usefulness of
Course
content
d. Usefulness of
Course
materials
e. Presentation
style (PPT,
Printouts and
other
materials )
Training Delivery

3

4

Do you think that
there was enough
engagement with
participants?
a. Facilitating
group
discussions
b. Engaging
participants
c. Activities
involved (role
play, sharing
case studies,
giving
appropriate
question)
d. Listening to
questions
from
participants
e. Responding
appropriately
to the
questions
f. Complimenti
ng
participants
for
interacting
How do you rate
the facilitation
skills of the
Trainer?
a. Voice clarity
b. Clarity of
words

4
5
Remarks
(Very
(Completel
satisfied y satisfied)
)

Sl
Particulars
No.

1
(Dissatis
fied)

2
(Partly
dissatisfie
d)

3
(Satisfie
d)

c. Clarity of
thoughts
d. Good eye
contact and
handling of
the class
e. Body
language
f. Class control
Training Content

5

Was the Trainer
able to make you
understand the
concepts clearly?
Giving sufficient
examples to
explain concepts
and ideas
Using training
aids (whiteboard,
PPT, handouts,
videos etc) to
communicate
more effectively
with the
participants
Trainer’s ability
to focus on the
topic and not
deviate
Post training usefulness

6

Did this class
meet with your
expectation?
Appropriateness
of information
Appropriateness
of the length of
the session
Usefulness of the
information
presented
Applicability of
the learnings
from the training
in my job

4
5
Remarks
(Very
(Completel
satisfied y satisfied)
)

S.
No.
1
2
3

Positive aspects

Suggestions for improvement

Annexure: 4
Highlights of the recommendations:

Sl.No

RECOMMENDATIONS

Group –C

4

1.

•

2

•

3

•
•
•

•
•

5

6

7

8
9

10

A comprehensive training manual should be developed for each department related to their
department specific work and processes.
Staff should go through the Office Training Manual (a process manual) and refer to it
frequently whenever they need clarification.
All employees should undergo induction training; it should be comprehensive and compulsory.
Once in a year, every department of the GoK should conduct training needs assessment for its
staff.
Every department should have one Training Officer as a nodal person to
o ensure proper selection of trainees and their participation in relevant TPs
o carry out / oversee the annual needs assessment exercise
o work out the functional skills requirements within the department as per its Mission
o suggest training plans to the local training institute accordingly or
o create and update an MIS of the training history of every employee in the department.
A comprehensive training manual should be developed for each department addressing its
specific structure and processes.
Special emphasis needs to be given to enhancing computer skills to institutionalise egovernance within each department.

•
•

All departments and offices should maintain a central database on all aspects of training.
The Training Officer as mentioned above should be given the responsibility with adequate
support to maintain and update the database (name of participants, name of TP, location,
duration, feedback) accurately.
• The Training Officer can also feed the data into a state-level centralised data base for ease of
access to state-level administrators, ATIs, DTIs for monitoring and evaluation of TPs
implemented, and work towards improving them.
• A decentralized training curriculum should be followed.
• ‘Doorstep’ training should be provided for TPs with shorter duration which do not require
technical resources.
• Comprehensive TPs that require long duration and technical resources should be organized as
in-house programmes at District Training Institutes.
• To reach larger number of staff at one go and to share information on new schemes, SATCOM
training would be ideal as it is cost and time effective.
• After the SATCOM session, senior officials should facilitate discussions with the
implementing staff to provide more clarity.
• E-learning method is widely implemented and is cost effective and convenient, but staff should
have the basic computer skills to navigate through the e-course; there for can be used for newly
recruited personnel.
• DTIs and ATI should explore using e-learning method in a stage-wise manner. Public-Private
partnership option can be tried out for developing e-learning platforms.
• Training champions (or ‘Digi buddies’) should be identified in each department who can assist
colleagues in accessing and taking sessions through e-learning platforms.
• Each training provided through e-learning method should also be concluded with staff taking
exams on real-time basis.
Participation in relevant TPs and clearing a basic examination should be a necessary precondition
for promotions.
• A comprehensive training manual should be developed for each department related to their
departmental specific structure and processes.
• It should also include an annual training plan, budget allocation, creation and maintaining of a
data base, monitoring and evaluation of the trainings.
•

State Training Policy needs to be implemented effectively.

•
•
•
•
•
•

11

•
•
•

All DTI staff should be trained periodically on various new schemes and policies, and software
programmes of the government.
All Training Institutes should be provided quality faculty members, good infrastructure and
well-equipped library.
Government should provide grants to all training institutes to provide free food, refreshments,
training materials for participants.
All training institutes should undergo an internal and external audit to monitor the institutes. It
can be done in two ways – Social Audit (Quality of training, maintenance infrastructure, course
design etc.) and Financial Audit (Usage of funds, tendering/allotments, expenditure).
Monitoring and Evaluation has to be conducted in all training institutes once in three months.
The departments can also adopt the ‘in-house training’ option to increase productivity. To find
out service gaps and skills gaps in the department, senior officials should have monthly
meetings with all staff members to discuss issues, and solutions for the same. This should also
be uploaded in their websites.
Staff needs to be oriented on Citizen’s Charters.
The training offices should have basic facilities like: seating arrangements for public and staff,
drinking water, cleanliness, clean toilet, good ventilation, help desk, information on services
and rights of citizens.
The training institutes should innovate new ideas to make training more attractive.

Group –D
12

•
•
•

Group D staff should be trained periodically. They need yearly refresher trainings along with a
comprehensive training once in three years.
They should undergo basic professional skills, politeness, dress code, language, cleanliness,
behavioral and communication.
Departments like Social welfare, health, education, revenue, urban and rural development,
agriculture, police, women and child development has more supportive staff of group D. Based
on their roles and responsibilities, a separate sensitization training needs to be given.
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CgÀtå E¯ÁSÉ
PÀæ. ¸ÀA
1

ºÀÄzÉÝAiÀÄ ºÉ¸ÀgÀÄ
G¥À CgÀtå ¸ÀAgÀPÀëuÁ¢üPÁj
(£Á£ï L.J¥sï.J¸ï)

2

¸ÀºÁAiÀÄPÀ CgÀtå ¸ÀAgÀPÀëuÁ
¢üPÁj

3

ªÀ®AiÀÄ CgÀtå ¸ÀAgÀPÀëuÁ¢üPÁj

4

G¥À ªÀ®AiÀÄ CgÀtå
¸ÀAgÀPÀëuÁ¢üPÁj

5

CgÀtå gÀPÀëPÀgÀÄ

PÀvÀðªÀå ¤ªÀðºÀuÉ
vÀªÀÄä «¨sÁUÀUÀ¼À ªÁå¦ÛAiÀÄ°è 20 ¢£ÀUÀ¼À ¥ÀæªÁ¸À PÉÊUÉÆAqÀÄ CgÀtå
ªÀÄ;vÀÄÛ ªÀ£Àå ¥ÁætÂUÀ¼À gÀPëÀuÉ, CgÀtå GvÀà£ÀßUÀ¼À, PÀ¼îÀ¨ÉÃmÉUÁgÀgÀ
C¥ÁAiÀÄPÁj PÀÈvÀåUÀ¼À £ÀqÄÀ ªÉ PÀvÀðªÀåUÀ¼À ¤ªÀðºÀuÉ.
CgÀtå & PÀAzÁAiÀÄ ¥ÀæzÉÃ±ÀUÀ¼À£Æ
À ß M¼ÀUÆ
É AqÀAvÉ MAzÀÄ G¥À
«¨sÁUÀzÀ°è CgÀtå gÀPëÀuÁ ªÀÄvÀÄÛ C©üªÈÀ ¢Þ PÉ®¸ÀUÀ¼À G¸ÀÄÛªÁj
£ÉÆÃqÀÄªÀÅzÀÄ ºÁUÀÆ PÀAzÁAiÀÄ E¯ÁSÉAiÀÄ G¥À «¨sÁUÀPÉÌ
(2
3 vÁ®ÆèPÀÄUÀ¼ÀÄ M¼ÀUÆ
É AqÀAvÉ) ¤ÃrzÀAvÀºÀ C¢üPÁgÀ ªÁå¦Û
ºÁUÀÆ CgÉ £ÁåAiÀiÁAVPÀ PÀvÀðªÀåUÀ¼ÄÀ ¸ÀºÀ EgÀÄvÀÛzÉ.
ªÀ®AiÀÄ CgÀuÁå¢üPÁjUÀ¼ÄÀ vÁ®ÆèPÄÀ ªÀÄlÖzÀ C¢üPÁjAiÀiÁVgÀÄvÁÛgÉ
ºÁUÀÆ CgÀtå gÀPÀëuÉAiÀÄ eÉÆvÉUÉ C©üªÈÀ ¢ÞAiÀÄ PÁAiÀÄðUÀ¼À£ÀÄß
PÉÊUÉÆ¼ÀÄîªÀÅzÀÄ. AiÉÆÃfvÀªÀ®èzÀ C¤UÀ¢vÀ jÃwAiÀÄ°è PÀvÀðªÀå
¤ªÀð»¸ÀÄªÀÅzÀÄ. vÀ£ßÀ C¢üÃ£À ¹§âA¢UÀ¼À ¤ªÀðºÀuÉ, ¤AiÀÄAvÀæt
ªÀiÁqÀÄªÀÅzÀÄ.
CgÀtå & PÀAzÁAiÀÄ ¥ÀæzÉÃ±ÀUÀ¼À£ÀÆß M¼ÀUÉÆAqÀAvÉ ¸ÀÄªÀiÁgÀÄ 50
jAzÀ 80 ZÀ.Q.«ÄÃ VAvÀ ºÉaÑ£À «¹ÛÃtð ¥ÀæzÉÃ±ÀzÀ G¸ÀÄÛªÁj
£ÉÆÃqÀÄªÀÅzÀÄ. ªÀ£åÀ fÃ« ºÁUÀÆ CgÀtå PÀ¼îÀ PÁPÀgÀ fÃªÀ ¨sÀAiÀÄzÀ
£ÀqÀÄªÉ CgÀtå gÀPëÀuÉAiÀÄ eÉÆvÉUÉ C©üªÈÀ ¢ÞAiÀÄ PÁAiÀÄðUÀ¼À£ÀÄß
PÉÊUÉÆ¼ÀÄîªÀÅzÀÄ. AiÉÆÃfvÀªÀ®èzÀ C¤UÀ¢vÀ jÃwAiÀÄ°è AiÀiÁªÀÅzÉÃ
DAiÀÄÄzsÀUÀ½®èzÉ zÀlÖªÁzÀ CgÀtåUÀ¼À°è PÀvÀðªÀå ¤ªÀð»¸ÀÄªÀÅzÀgÀ
eÉÆvÉUÉ 6 jAzÀ 8 UÁæªÄÀ ¥ÀAZÁ¬ÄwUÀ¼À ªÁå¦ÛAiÀÄ°è (5 jAzÀ 10
ºÉÆÃ§½ ¥ÀæzÉÃ±À) ºÀ®ªÀÅ C©üªÈÀ ¢Ý PÉ®¸À ¤ªÀð»¸ÀÄªÀ eÉÆvÉUÉ
¤¸ÀUÀð, CgÀtåzÀ ¸ÀAgÀPëÀuÉ & ¸ÀPÁðgÀzÀ ºÀ®ªÀÅ ºÉÆ¸À
AiÉÆÃd£ÉUÀ¼À£ÀÄß d£ÀjUÉ vÀ®¥ÀÄªÀ ºÁUÉ ªÀiÁqÀÄªÀÅzÀÄ. ¨É¯ÉUÀÆ
¤®ÄPÀ¯ÁgÀzÀ CgÀtå ¨sÆ
À «ÄAiÀÄ£ÀÄß MvÀÄÛªÀjAiÀiÁUÀzÀ ºÁUÉ
vÀqÉAiÀÄÄªÀÅzÀgÀ eÉÆvÉUÉ fÃªÀzÀ ºÀAUÀ£ÄÀ ß vÉÆgÉzÄÀ ¤gÁAiÀÄÄzsÀ£ÁV
CgÀtåUÀ¼ÀîgÀ£ÀÄß §A¢ü¹ CªÀjUÉ ²PÉëAiÀiÁUÀÄªÀ ºÁUÉ ªÀiÁqÀÄªÀÅzÀgÀ°è
±Àæ«Ä¸ÀÄªÀÅzÀÄ. ºÁUÀÆ CgÀtå ¨ÉAQ ©zÁÝUÀ fÃªÀzÀ ºÀAUÀ£ÀÄß
vÉÆgÉzÀÄ CgÀtå ¨ÉAQ £ÀA¢¸ÀÄªÀÅzÀÄ... EvÁå¢.
CgÀtåzÀ°è ¸ÀÄªÀiÁgÀÄ 10 jAzÀ 20 ZÀzÀgÀ Q.«ÄÃ. C¤UÀ¢vÀ
¸ÀªÀÄAiÀÄzÀ PÀvÀðªÀå ¤ªÀðºÀuÉ, £ÉÊ¸ÀVðPÀ ªÉÊ¥ÀjÃvÀåUÀ¼À ªÀÄzsÉå CgÀtå
¸ÀAgÀPÀëuÉ.
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Photographs from the Field Assessment

Figure 6: Training Hall in DTI Bangalore

Figure 7: Interview with JD, ATI, Mysuru

Figure 8: Group Discussion with Group D staff

Figure 9: Training Centre in Raichuru

Figure 10: Meeting with officials at SIRD

Figure 11: Interaction with Girls and Boys hostels Superintendents

Figure 12: Interaction with District Deputy Commissioner Ramanagara

Figure 13: Interaction with Group C staff

Figure 14: Interaction with Dafedar
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Executive Summary
Over the years, the popular perception of public service delivery in India is that it is yet to be
citizen-friendly and responsive. For an ordinary citizen, the experience of going to a typical
government office even to access routine services – obtaining a certificate, seeking approval,
documentation, paying bills, receiving pensions – can be intimidating. This could be due to
various factors including lack of infrastructural facilities, the absence of information and
guidance, non-responsiveness, and the presence of rent seeking intermediaries. Improving
public service delivery in Karnataka, as in the rest of the country, has received attention from
the government from time to time. Several initiatives including adopting ‘citizen charters’,
enforcing the Right to Information (RTI) Act, and flagship programmes such as ‘Sakala’ and
‘Atalji Janasnehi Kendra’ to name a few, have been widely publicised but have produced
mixed results. Their sustainability within the framework of government offices extant has
been a challenge.
This study based on a sample survey, provides an assessment of the current state of
government offices at the Taluka, District and State levels from the perspective of public
service delivery; and proposes a simple, practical implementation model to make government
offices citizen friendly. In doing so, the focus is on how a relevant citizen centric service
delivery model or ‘citizen friendly help desk’ can be operationalised, specifically, in the
offices that extend the highest number of welfare services to citizens such as the Taluka
office (at taluka level), Deputy Commissioner’s Office (at district level), among other offices.
The available literature on citizen centric service delivery in the public-sector suggests that
countries such Vietnam, Spain, Egypt, among others have adopted ‘one-stop shops’ on the
lines of private enterprises and have been successful in improving customer experiences.
Advances in e-governance and the use of new technology, growing awareness of citizens’
rights, and emerging public-private partnerships provide the opportunity to make government
offices in Karnataka, truly citizen friendly, in form and substance.
To achieve this, the study provides an evidence-based approach to the ‘citizen friendly help
desks’. The study was conducted in four select districts of Karnataka: Udupi (Coastal
Karnataka), Raichuru (Hyderabad Karnataka), Mysuru (South Karnataka) and Bengaluru
(Rural), with its headquarters in the state capital, Bengaluru. The key informant interviews
conducted with the relevant staff/personnel at the select government departments and the
citizens who were availing the services during the field work provided useful insights on the
current state of public service delivery. With the qualitative evidence garnered on the
operations of the key offices surveyed, the report identifies institutional and service delivery
gaps and how these might be addressed to make government offices more citizen friendly. In
this regard, the report, after a careful situation analysis, recommends a ‘rights–based’
approach to provide a citizen centric public service model that places the citizen at the centre
of service design and service delivery.

1. Citizen friendly offices: The Context

1.1

Introduction

Reforms in public sector with the aim of improving service delivery have received
considerable attention over the last few decades. It is also true that India has witnessed
significant changes in the use of technology and information for the efficient and timely
delivery of public services, especially in the post reforms period. A pioneering initiative in
this direction was that of several states legislating the guarantee of services act – for quality
and timeliness - thus signalling a paradigm shift to a ‘rights-based’ approach. This mandate
for ‘time bound’ services is popularly known as ‘Sakala’ in Karnataka, enforced through the
Karnataka Guarantee of Services to Citizens Act (KGSCA), 2011 (Bajaj and Rajneesh,
2013). The act also envisaged the concept of e-governance with a majority of the services
included, to be provided online. Besides Karnataka, about 15 other state governments have
introduced similar legislations, some going a step further and constituting a Commission for
the purpose.
These reforms in public service delivery have doubtless helped in improving the efficiency
and timely delivery of some services in some government offices. The principal contribution
of these measures has been to provide a normative standard against which to measure the
quality of delivery of public services. While the Act does provide government offices a
framework to refer to for improving service delivery, the inherent structure of the government
offices has remained the same. Most government departments and offices have been unable
to harness fully the transformative power of technology and innovation; and the inherent
efficiency and diligence of partnering private sector institutions. Over the last decade the
public offices in Karnataka have witnessed major changes in their infrastructure aimed at
improving the quality and the speed of delivery of services to the citizens. The outcomes,
however, have been mixed; have varied over time and space; and appear to be the direct
function of the level of commitment of the head of the office. The sharp divergence, across
offices and geographies in the levels of success of these initiatives suggest that they remain
individual driven and are not sufficiently institutionalised. The principal issue of the
sustainability of these innovative practices in the public sector remains the biggest challenge.
The situation on ground with regard to public service delivery is one of poor delivery design,
the monotonous functioning of the offices, and the absence of clarity in the vision on the
transparent, cost effective and timely provision of services. Little attention if any has been
given to redesign the physical space for citizen interface – most offices do not provide even a
place to sit or access to drinking water or a wash room; incomplete or inadequate information
on the service delivery process and documentation; the absence of a help-desk to assist
citizens who might need help; and no facility whatever for a grievance redress system. The
citizen charters were meant to serve as the talisman for a well-defined, citizen rights-based
standard for diligent public service delivery. Yet, in the field offices these were neither
available nor appear to be enforced. In some offices the information kiosks meant to serve as

the repository for guiding and assisting the citizens and in others even the Sakala help desk
and kiosk were defunct and non-functional.
1.2

Need for citizen centric offices:

In most liberal democracies, citizen centricity in public service delivery is the sin-qua-non for
inclusive and sustainable development. The state and its agencies strive to serve its citizens.
In India too, making government offices transparent, accessible and efficient for the delivery
of services to citizens has been amongst the priorities of public governance. Since most
citizen centric services in India are the preserve of the state governments and delivered at the
state, district and taluka levels, the focus of interventions to make government offices citizen
friendly must be on the state and sub-state tiers of governance.
The urgency of addressing this need arises from some compelling reasons:
•

•

•

•

1.3

The government of Karnataka has specified a list of 36 core services in the ‘Sakala’
project and these services range from getting income certificates to the issuing of
RCT documents pertaining to the land holdings. The volume of applicants is in itself a
challenge. There is little scope for any improvement in a business as usual scenario.
While thousands of citizens throng the respective public offices, there is a significant
number of old, illiterate, poor, physically handicapped, and women and children who
need help to access the services. At present, they receive little attention and no help at
all.
The process of service delivery is in many cases opaque, lacks transparency, and is
complicated, and time consuming. This is made worse because there is no front office
and as a result there is direct interface between the department personnel and the
citizen that hampers efficiency and productivity the most.
All of these reasons coalesce to give a free run to intermediaries resulting in rentseeking, and ironically, constitutes the quicker, even if costlier avenue to access the
service, thus reinforcing adverse selection.
Citizen friendly Help desk - An overview:

The concept of citizen-friendly help desks in public offices (although private enterprises have
best functioning models) is not new in the domain of governance reforms. Many developed
countries in the world have adopted such ‘one-stop shop’ models to provide easy access to
services to the citizens. The need for citizen friendly help desks, does not necessarily suggest
that the public agencies are corrupt or inefficient. As part of better governance initiatives,
such measures have been adopted elsewhere to save the time of citizens and the work burden
of the staff concerned (PwC, 2012). The citizen friendly help-desks, are operationally, single
point of contact offices that citizens go to for government services or products, and are
provided effective, efficient and quality services (Hecker, Jan and Miroslav Netolický, 2010).
It is this condition of the help desks that defines a good and democratic relationship between
the governments and the citizens (Ibid, page 6).

Literature review on the one-stop shops, as these are known elsewhere in the world, indicate
the important characteristics such initiatives include:
1) The help desks improve the quality of public services of the local governments
2) They build/improve good relationships between the governments and the citizens
3) They help organise the interface between the government and citizens efficiently
and effectively
It is important however to customise the concept of the help desk to best meet the local needs
of citizens and to support the kind of service delivery extant. This report explores what kind
of a citizen friendly office would best suit the local needs of Karnataka, and how a model
help desk or one-stop shop might be used across the state to cater to the broad set of services
provided to the citizens in the state.
In order to provide full information on the terms of government services and the rights of
citizens in the wake of ever increasing numbers of welfare programs for the citizens, the
Government of India introduced the concept of ’citizen charters’ in the year 1997 (Paul,
2008). Although this was intended to be adopted by all offices in the central and state
governments, the response in most government offices was circumspect, at best. Its effective
use was limited and the overarching objective of laying down service delivery standards,
sensitising employees of their duty to meet those standards, and raising awareness among the
citizens of their right to efficient services remained unfulfilled.
The economic reforms in the 1990s and with the growing application of information
technology in government, successive governments made it mandatory to place information
in the public domain and also make it accessible to the citizens to inform them of their rights
and the services meant for them. In this regard citizen charters could have played a significant
role in ensuring the right exchange of awareness and knowledge among the citizens. But this
did not happen. A study conducted by PAC (Paul, 2008) found that out of 767 charters
identified for the study in the various zones of India, the northern regions had very few
charters while the southern region showed better status, and only smaller states and union
territories did impressive work (Pages, 68-69). These insights drew attention to the gaps in
the awareness of citizen rights and the responsibilities of the departments, however, nothing
substantial has been done to bridge the gap.
The present state of the citizen charters after two decades of their introduction in the
government – of neither their display nor their enforcement - reflects a deep-rooted apathy
and insensitivity to citizen rights. Thus, the evidence from the field garnered by this study
reinforces the need for a physically accessible and friendly space in government offices that
will provide citizens information, assistance and prompt service. This citizen friendly front
office for the citizen will significantly raise the quality of public service delivery and help
bridge the distance between the government and its citizens.

Karnataka government has identified and listed 36 core services to be delivered under the
‘Sakala’ programme. To understand the manner in which these services are being provided to
the citizens, and identify gaps in service delivery, it is useful to categorise them into three
groups. This would also help determine which particular services need to be included in the
front office operations or the help desk:
1) Services that can be delivered online (citizens need not visit the office)
2) Services that require identity confirmation and hence require at least one visit.
3) Services for which the presence of the applicant is mandatory and might require
repeat visits.
The field visits and interviews with citizens and the staff in the sample survey indicated that
for most and even basic services – obtaining certificates, PDS benefits and pensions –
applicants had made repeat visits and had to seek the help of intermediaries. As per the
available information (GoK, 2014), the basic services such as PDS, land records, issuing of
certificates, among other services required the applicant to follow up with the government
offices. It is this evidence that provides insights into the weakness of the public service
delivery model extant. It also highlights the vulnerability of the citizens who are poor,
illiterate and old.
In this backdrop three important questions need to be addressed in designing a citizenfriendly office:
1) What are the barriers to and the enablers of a citizen friendly service delivery model?
2) What elements together constitute an integrated and citizen friendly help desk?
3) What are the prerequisites of a citizen friendly office and how does a citizen
conceptualise a model help desk at his local government office?
The study attempts to conceptualise the citizen friendly help desk or one-stop shop based on
the data and information garnered from the field offices. It seeks to provide a model that is
context-specific and resource sensitive; one that is practical and can be implemented without
the need for major restructuring or investment.

2. An Overview of Existing Practices
Citizen friendly help desks India and the one-stop shops (OSS) as they are known in other
developed countries, have been in existence for about four decades. The development of the
OSS as a governance institution has involved various sectors and services depending on the
predominant governance needs of the time. A brief overview of its conceptual and
operational development in local governments and in the private sector helps understand the
rationale on the basis of which they were established and how they have changed over time to
meet the changing demands of governance. These changes also point to the gaps in the
different models and the needs they cater to.
An important objective that OSS targeted across countries was simplicity in enabling citizens
to access and use public services. In his detailed examination on the emergence of OSS,
Stone (2006) records the history of the creation of OSS in the 1980s and points that these
were initially catering to the needs of bankers and investment services. The rationale for the
use of the OSS in the developing world came much later, in the early part of the first decade
of 2000, in Egypt. The driving force for the emphasis on citizen centric services through OSS
or help desks was the need to meet rising customer expectations. In different ways the best
practices of the private sector’s service delivery culminated in similar models in the delivery
of public services. In this perspective, a study by PwC (2007) provides a succinct model for
public service delivery based on five select principles that have relevance to overcoming the
challenges that a typical public service delivery system faces:
1)
2)
3)
4)
5)

Customer-centricity
Connected government
Build capacity
Deliver the promise
Innovate

Although these principles look common to the basic approach to citizen-friendly offices, the
differentiator is really the implementation process and the adoption of operating procedures
that support sustainability of the innovation. In addition to a strong conceptual and
implementation framework, efforts to constantly improve and upgrade service delivery based
on citizen feedback, becomes imperative. To provide such an information, a study by the
PwC (2012) explains the core methodology for implementing a citizen-friendly public service
delivery, and the importance of a citizen centric design for delivery that combines the
essential elements of speed, integration, value, and citizen experience, among others that
combine to provide an efficient and effective citizen friendly office. Although this kind of a
narrative might appear utopian, it is our considered view that with an innovative,
decentralised, process-driven and technology-based approach, there is opportunity to
transform government offices into real life citizen friendly models.

2.1

Citizen friendly Help-desks in Indian Context

The emergence of citizen centric service delivery in India, occurred in the early 1990s in the
form of adopting citizen charters - the precursor to the establishment of help desks in India.
The important contribution that the charters made was in nudging government service
providers and the bureaucracy to be more responsible and responsive, measured against prior
defined standards, thus laying the foundation for establishing citizen-friendly one-stop
services. This has gained considerable momentum with the wide application of e-governance,
with a number of important services being provided electronically, and in some cases online.
2.2
The following funnel method showcases the different models of citizen friendly help
desks at various levels: International, National and local (Karnataka).
Figure 2.1 A Funnel model showing use of help desk models at different levels
The concept of Help Desks in use at various levels

International Level
Mexico, Vietnam, Egypt, Hong
Kong, USA, Canada etc.

National Levels

One – stop Shops
(OSS) for investors
till mid-2000s.

E-governance, RTI,
Reception model.

All Indian States

Local levels
Karnataka (GoK)

E-governance,
Sakala
RTI, Atalji Jana
Snehi Kendra,
Reception model
(not functioning)
Gaps: Inconsistent
functioning of help
desks in India or at
local levels. Several

3. Research Methodology, Findings and Policy Recommendations
The relevance of the research methodology for a study of this kind is the extent to which it
draws on local knowledge of current practices and the barriers and enablers to change. The
research team adopted a field investigation method that meant exploring and examining the
problems as encountered by both the demand and supply sides at all three tiers – Taluka,
District and State. Making offices citizen friendly or providing a citizen centric help desk is
essentially a bottom-up problem that needs to be seen from the perspective of the citizen. Yet,
citizen centricity in public service delivery brings in practice diverse layers of political and
governance attributes. Deconstructing and understanding the socio-economic-political
dimensions that influence access to and the entitlements for a variety of services is crucial to
appreciate the patterns of exclusion of citizens from the service delivery process. Thus, two
important empirical aspects that were central to the field study was to understand the
demographic and socio-economic profile and distribution of the citizens at the various offices
seeking services. The second was to understand the most basic services for which there is
high demand and the process by which they are delivered. The practical understanding of
these aspects has fed into the recommendations that this report makes.
Since the central theme of the study was the challenge of making public services citizen
centric, we adopted a ‘rights-based’ approach to the problem. The expectations and
aspirations of the citizens are, in our view, a manifestation of the growing awareness amongst
citizens of their rights to efficient, affordable and quality services. The field visits7 were
conducted in the select four districts of Karnataka, namely, Raichuru (representing the
Hyderabad Karnataka), Udupi (Coastal Karnataka), Mysuru (South Karnataka) and
Bengaluru (Rural) situated near the state capital. The methodology of data collected is purely
qualitative in nature and represents the respondents’ narratives on the study problem. The
evidence based situation analysis has been undertaken along with interview methods. From
each district, one Taluk (tehsil) was selected. In each district and tehsil offices 2-3 staff
(group C and D levels) and equal number of citizens were contacted and interviewed. In
addition, we also had formal interaction with the DCs and Tehsildars depending upon their
availability. The collection of qualitative data from all four districts included a semistructured questionnaire schedule that was prepared to cover the supply and demand side
aspects of service delivery. The schedules covered the issues pertaining to the constraints
and needs to establish help desks at government offices for the staff and the level of treatment
by the staff, facilities available to citizens at service points and prevalence of corruption at
any levels of the offices for the citizens.

7

This study adopts a purely descriptive and qualitative method of field exploration. Although we interviewed a
few select officials and citizens, the numbers for each segment of the government staff and citizens are
insufficient for a scientific sample size. Therefore, no data analysis is presented. This also goes beyond the
scope of this study.

3.1

District level situation analysis
Udupi District
Udupi district, is a relative well-developed district by the human development and social
indicators. Our interaction with the district officials indicated a positive attitude towards the
citizens. We found a better equipped, clean office space in the DC office. However, the
Sakala kiosk was found defunct.
Fig. 1: Udupi DC office reception

Udupi district boasts a fine and clean office environment and has knowledgeable and
courteous staff. Some citizen respondents, however, complained of rent-seeking by
intermediaries, for issue of certificates supposedly on behalf of some officials. There was no
grievance redress arrangement in place nor was there a help desk.
Mysuru district
The district headquarters of Mysuru, the cleanest city in India, has a heritage building as its
office. We spoke to the staff and the citizens on how citizen friendly the office was and about
the quality of services provided there. Several citizen respondents, who came to this office for
RCT records, complained of having to wait for days, sometimes weeks, to get the documents
that they applied for. They also complained of the non-responsive attitude of the staff. There
was an appreciation among the officials of the need for a front office or help desk to make the
office citizen friendly. However, they explained that severe shortage of staff, arising from a
large number of vacancies against sanctioned strength was a major constraint. They were
clear, though, that a full-fledged help desk with front and back office operations is a
necessity.

Fig. 2: People waiting for RCT records at Nanjangud Tehsil office, Mysuru District

Raichuru District
One of the most backward districts on social indicators in Karnataka, Raichuru presents a
poor state of service delivery and infrastructure. The staff were unfamiliar with the concept of
a front office or a help desk to make their office citizen friendly. It was encouraging, though,
that they were willing to try it provided they were extended the required infrastructure and
technical support.
Fig. 3: A defunct Sakala help Kiosk at Raichuru DC office

The most common complaint across the citizen respondents was that there was no grievance
redress system. They also expressed their plight of not being provided the space or the time to
make their interaction less arduous, if not rewarding. They also expressed the view that a few
of the staff had a positive and helpful attitude. From an observation of the service delivery

process it was clear that far from being citizen friendly, the process and the quality of service
delivery was rather poor.
Bengaluru Rural District
Although headquartered in the state capital, the situation in parts of Bengaluru Rural district
appear rather dismal. The taluka office of Doddaballapur, for instance, is in a poor state. As
in the case of several other offices, even in the Taluka office Doddaballapur, the SAKALA
Kiosk machines were defunct and have not been used for a long time. During our visit, we
found cattle in the waiting area of the office.
Fig. 4: A defunct Sakala Kiosk at Tehsil office Doddaballapur, Bengaluru (R) District

To one of the questions related to the introduction of help desks in government offices, the
response of the staff was that it was one of the many schemes that government forced upon
the offices, and that unless well-trained human resources and efficient infrastructure
exclusively for help desks are provided, it would not be successful. Amongst the citizen
respondents, expectedly, there was widespread discontent. They complained of rent seeking
and delay in services.

3.2

Major Findings

Government staff perspectives
1. No ‘citizen charters’ are maintained at any offices visited and most staff did not
seem aware of them.
2. The help desks are a welcome step and are much needed in each of the
government departments as these will reduce the burden on the staff and ensure
better quality of service delivery
3. Shortage of staff is a severe constraint to operationalise a citizen-friendly front
desk. The defunct SAKALA kiosks were attributed to poor maintenance, poor
infrastructure and the absence of uninterrupted internet connectivity
4. A well-designed training program for the staff with regard to public relations and
especially for help desks is necessary.
Citizen perspectives
1. Simplification of procedures and forms, and standardisation of all forms and
making them available online will help
2. A common front office or service counter is a necessity at all government offices,
at least in the offices such as Tehsil and DC offices.
3. A well-trained team of 2-3 staff exclusively at the help desks, who are informed
and empowered should be provided. The staff at the help desks need to be polite
and treat the citizens well; currently the staff behaviour is not decent with the
citizens
4. Citizens often complained about the lack of basic facilities such as restrooms,
drinking water and enough sitting space with chairs
5. No cleanliness and hygiene at the waiting place meant for the citizens.

3.3

Recommendations

The principal recommendation we make is for the government to adopt a broad common
approach to making government offices citizen-friendly but provide for a decentralised
decision-making process on the specifics of the model that might best suit the local
conditions. The citizen-centric design must be led by the local head of office in a manner that
best suits citizen friendly service delivery based on local inter-office and intra-office
conditions. Government is the biggest service provider delivering public services across a
wide gamut of sectors, over vast disparate geographies. The quality of services therefore
impacts a large differentiated citizenry. The principal challenge that government offices face
is how to improve the quality of services - accessibility, satisfactory citizen experiences,
efficient outcomes, and reducing the costs in providing those services, in a manner that best
suits the local population and the basic services that predominate in that jurisdiction. A one
size fits all is bound to fail and will face resistance. Enabling decentralised innovation, will

instead, foster wider ownership of the initiative amongst the office staff and find greater
resonance in the community.
Reforms in public service delivery have received considerable attention in Karnataka over the
years. Yet, it is important to recognise that several factors: growing awareness of their rights,
technological advances, and a large aspirational young population of citizens has meant that
government offices have lagged behind both in citizen centricity and in-service quality levels.
The rising expectations of citizens for better services is state-wide – transcending economic
status or geography – compelling government offices to redefine their role, transform into
citizen friendly spaces, and focus on integrated service delivery. The first step in doing this is
to outline some broad principles that will govern the model to make government offices
citizen-friendly – placing the citizen at the heart of service design and service delivery – but
providing flexibility for local customisation. This report, based on a sample assessment of the
status of government offices extant, seeks to address how this might be achieved.
3.4
Making government at all three levels – the taluka, the district, and the state-level citizen friendly must be based on ‘first principles’:
1. Citizen- Centricity: Understand the needs of the citizen.
2. Integrated Service Delivery: Eliminate the Silos approach.
3. Strengthening Capacities: Process, partnership, and technology.
We dwell in brief on these:
1. Citizen-centricity
The task of transforming government offices into citizen friendly spaces is a challenge.
Public service delivery in Karnataka is characterised by two features that also represent
constraints: services are delivered on scale (wide geography and high volumes), and often (if
not always) entail interface with several departments or agencies. Addressing these two
constraints will require a redesigning of the government office. Understanding the needs of
the citizens based on data - demographic, socio-economic, and behavioural, provides a
scientific basis for designing public service delivery models that are citizen friendly. Another
important element is adopting well-defined service standards that reflect citizen-oriented
quality assurance, and the implementation of processes that ensure that citizen feedback
becomes the driver for continuous improvement in service delivery.
2. Integrated service delivery
Government represents a complex hierarchy within which departments and their field offices
typically function as independent verticals or silos. While from an administrative perspective,
these are perhaps necessary; from a service delivery perspective these silos constitute the
fundamental barriers to being citizen friendly and fragment the service delivery process.
Eliminating the ‘silo-based’ approach in government offices does not require major

restructuring. Aligning the objective of being citizen friendly with the service delivery
design; streamlining inter-office information exchange; adopting standard operating
procedures in the front office and the back-office operations; establishing service quality
protocols; and breaking down the intra-agency silos and defining the target outcomes are
incremental reforms that are necessary.
3. Strengthening Capacities
Central to transforming a government office to a citizen-friendly space is to change the way
the office thinks and acts, and how the personnel perceive their roles and responsibilities.
Focusing on three aspects of strengthening capacities should serve as the building blocks:
•

•
•

Driving process re-engineering and establishing performance measurement standards
to include key incremental reforms - standardisation of all forms and standardised
operating procedures
Redesigning the office to empower staff to deliver citizen friendly services - eliminate
the interface between citizens and the staff
Training and capacity-building needed to manage the transformation, including
Efficient of use technology (ICT) for effective and efficient service delivery.

Transforming government offices to become citizen friendly is about implementing a
seamless, integrated model for service delivery comprising – a clean, welcoming space;
information and assistance; well-defined transparent processes, and bench-marked standards
for efficient outcomes – accessibility, timeliness and service levels.
The first step towards developing the right service delivery model is to clearly define the role
the office plays - policy maker, regulator or service provider. This role clarity should
determine the degree of e-services, the degree of physical interface between the citizen and
the office and the role of public-private partnerships to imbibe good practices from the
private sector. Not everything need be done by government. Ideally, the front office should
be outsourced with back office operations being government’s domain. Continuous
improvement must inform public service delivery. Citizen feedback is key to achieving this.
Based on the reflection of citizens and the staff we propose the following to be adopted to
provide a citizen friendly help desks at the government offices.

4.

Help Desk: Implementation Plan

Based on the best practices adopted elsewhere, the need assessment, and citizens’
perspectives, we propose the following implementation plan for a help desk model.
4.1

Step 1: Creating Support for Help Desk

4.1.1

Political support

Creating a help desk for better service delivery requires process re-engineering in the
government offices. In this regard, the support from the elected representatives who look
after the affairs of the system of the governance will provide support to the initiative. Hence,
the use of potential platforms to let politicians know the problems and grievances of the
citizens in the government departments becomes inevitable. The activities may include a
number of events such as high-profile meetings and workshops at the local level.
4.1.2

Organisational support

Once the political support is established, there is need for strong leadership from within the
local office. This can be achieved in a similar manner as it is done for the political support.
The organisational support can be sought from the local organisations or departments by
inviting them to assess the requirements of the desk and provide their inputs on the ways to
improve the conditions further. Developing champions for the cause from within will help in
implementation.
4.1.3

Citizen Support and Participation

It is well known that citizens are an integral part of the local governments. The office or
department should therefore mobilise citizen support for the initiative and seek their feedback
and inputs on implementing such help desks.
4.1.4

Support from Authorities

In some cases, support from various government authorities need to be sought in order to
obtain some funding or subsidies to establish such initiatives. Hence, in order to get such
benefits, the organisation should seek the support from the relevant authorities – typically, the
head of the department or the Secretary of the department.
4.2

Step 2: Establishing the Project

The second and most crucial step is the preparatory work for establishing help desks. This
will include activities such as a detailed list of involved parties, creation of a project team and
project steering group within the organisation. Further, developing project objectives, project
results and an activity schedule will be the next important activity. Listing the parties to be
involved in the project is important.

4.2.1 Invitation of the parties
1.
2.
3.
4.
5.
6.
7.

Elected representative(s),
An ICT expert,
Expert on process analysis and organisational matters,
Expert on HRM,
Expert on product and services,
Expert on purchasing and contracting (hardware),
A legal expert

4.2.2 Project Team
The formation of a project team is meant for undertaking day-today work and in this regard,
the organisation should recruit the required staff to carry out the daily work. Such a team
needs to be headed by a team manager who is a civil servant trusted by the politicians and the
management of the local government organisation. The Team manager will:
1.
2.
3.
4.

Formulate the vision of the help desk
Recruit the right candidates to handle various tasks
Persuade the heads to make their staff available to the help desk
Implement the organisational changes with the help of the heads of the departments

In case of taking services from the employees of other departments, the project manager
needs to take the permission from the respective department heads. There would be some
conflicts on the number of hours to be spent on the project by each employee, in such cases
both the manager and the department heads should resolve the issue considering the extra
work pressure on employees due to new project.
4.2.3 Steering Group
A steering committee can be formed to review the work of the project from time to time. This
committee should be headed by the DC and/or other equivalent civil servants. The project
manager is to be included as one of the group members. Further, other members can be the
local politician, District CEO, communications adviser etc. The committee makes decisions
on strategic matters and monitors the progress of the work. The committee can meet on a
regular basis but not often.
4.2.4 The Project Plan
The project plan is a leading document on establishing the help desk. It contains the
fundamental activities required for help desk. It can be developed under the step 1: ‘Creating
the support’ and completing necessary formalities such as taking approval from the local
government council to establish the help desk. The project manager is the responsible person
to develop the document with the help of his team. Finally, the project document needs to be
approved by the steering committee before it is rolled out.
The plan document consists of the following ‘elements’ in it:

i. Objectives
The objective defines the clear-cut goal of the project – what the project should achieve. For
instance, on January 5, 2018, a one-stop help desk with 10 services is fully functioning.
ii. Results
The objective consists of several results, and the results provide information on the realisation
of what needs to be done. For instance:
Result 1. A location is furnished and equipped with the required infrastructure- to provide a
clean neutral space for citizens.
Result 2. Front and back offices are established
Result 3. Three civil servants are trained to work at help desk (front office)
Result 4. The identified services are delivered by the help desk
iii. Activities
The activities, in this regard, are the tasks necessary to achieve the above-mentioned results.
This also includes the details of the time schedule and the kind of task to be completed.
iv. A Budget Plan
For establishing a successful help desk, monetary resources are much needed for conceiving
the plan and planning for its sustainability. The following are some relevant elements;
One-time investment cost
1. Acquisition/renovation of the building
2. Purchasing of hardware and software
3. Training costs of the staff
4. Communication and organising costs (meetings/events/workshop)
Maintenance Costs
1.
Annual maintenance cost
2.
Other costs on licenses, rent etc. to run the office
4.3

Step 3. Reorganising the Department/s

Once the physical place for help desk is established, it becomes a separate entity within the
department. To make it operational, the relevant products and services need to be identified.
In this respect reorganisation task should include the following:
1. Identify the products and services
2. Analysis of the process of delivering the finally identified services
3. Creation of front and back offices at the department and embedded into the
organisation.
4. Get the feedback of the citizens for seamless functioning of help desk

4.4

Step 4. Bringing qualified Staff

To achieve a well-functioning help desk, well qualified staff need to be deployed and they
need be trained accordingly. Most importantly, the training of the staff to suit the
requirements of a help desk is much needed. It becomes very crucial for the help desk that the
staff need to have a friendly attitude towards citizens. In this respect, the employee needs to:
1.
2.
3.
4.
4.5
4.5.1

Be proactive and treat him/herself as a citizen
Understand the needs of the citizen and helps them to find solutions
Know well about the products and services
Behave passionately and know how to say ‘no’ without being rude.

Step 5. Building One-Stop Help Desk
Finding the Right location

As a one-stop desk is quite a prominent place where most of the citizens will be visiting, a
significant need to provide a pleasant ambience within the space of help desk is highly
required. In the final step, the physical space and infrastructure required for the help desk
becomes critically important. While looking at such a plan, the following can be considered:
1. The number of products and services culminating with a huge space for future
growth
2. The number of staff required to serve there
3. The relation between the front (Help desk) and the back office. A large distance
between the two may create some coordination problems including delays in files
movement.
4.5.2

Designing the one-stop desk

In its more crucial stage, the help desk should have all the following requirements that define
the citizen friendliness of the government offices as below:
1. A clear signpost of help desks out of the main building
2. An easy access for people with disabilities
3. Clearly indicate where the visitor has to go
4. A simple and clear indication of all the counters to the visitors
5. A properly set comfortable waiting room (not to mention the access to basic
necessities such as drinking water, sufficient chairs, fans, restrooms etc) for the
visitors. Be able to see and hear that when it is their turn to go to the right counter
– this should be aligned with an automated token system
6. During waiting some reading materials such as magazines, newspapers, TV
screens and a well-equipped children’s space is appreciated

7. The help desk design is open and transparent with glass made cubicles but with a
strong glass panel between visitors and staff member for protection from
aggressive customers
8. In the help desk space, to maintain privacy, physical separation between the
counters is most important.
9. Some services need special furniture, for instance, such as helping citizens write
letter/ fill an application form etc.
10. The information on various services can be displayed on the walls with bright
posters, TV screens showing still pictures/video clips on services.

4.5.3

Use of ICT Hardware and Software

Most importantly, for an efficiently functioning help desk, the use of ICT system becomes
crucial. To provide seamless and efficient help desk services, the following needs can be
considered.

1. Help desk computers can be connected to the most common systems at the local
government such as land records, tax records, population registers, etc.
2. A proper connectivity between the help desk and back-office via computer
systems
3. Register the clients at the help desk and direct them to the right counter and
which services they need; registration will help for evaluation of the help desks
4. In respect of the services that are in high demand, the systems can measure the
average waiting time and service delivery time
5. As some services are charged, the payment system can make help desks very
citizen friendly through online payments than direct cash payments, which may
result in corruption/fraud.

4.6

Step 6. Sustainability (of improved service delivery)

In most of the times, while delivering citizen friendly services, returning to the good old
routine occurs in public offices and hence, there could be a deterioration of services at the
help desks. Following are important to follow to maintain better service delivery and achieve
sustainability of service delivery by help desks in the long run.

1. Develop a long-term vision: Important questions on the purpose and ultimate
goals of the help desk such as a) why one-stop help desk is needed; how it is
valued for (constantly building citizens-government affinity) and what is the
ultimate result of a help desk: making government services citizen friendly.

2. Generate media attention: Sufficient publication of help desk services among the
media/news and gain support from political entities, organisations and citizens.
3. Continued training: Training of the staff at the help desk on new products
introduced, citizen-friendliness, behaviour and attitudinal changes, updating
computer skills etc. need to go on, on a continuous basis.
4. Assured funding: Sufficient funding for the project will enhance the sustainability
of service delivery. Follow up tasks including long-term budget planning and
retain the support of politicians, NGOs and donors.
5. Gain citizen support: The improper handling of citizen complaints will bring
down the hopes of citizens in the project. It should be a constant endeavour of the
help desks that they always provide effective solutions to citizens’ problems.

Figure 4.1. A One-Stop Help Desk Model (A General Framework)
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About the General framework of a Help-Desk Model
Figure 1 presents a schematic representation of a ‘general framework’ of a one-stop help desk
and is recommended by this study for contextual replication in the government offices with
required modifications within the model. The model contains two segments in its structure:
1) The Back office and
2) The Front Office (help-desk counter).
The Back office could be a single department office or a complex of departments that provide
relevant services to the citizens on a daily basis. In most of the cases, in the absence of helpdesk counters, the back office provides the services directly to the citizens8. Such functioning
of these offices, as the staff of select government offices felt, hamper the work of the staff
due to constant interference by the visitors hence delaying their work assignments. At the
same time, some of the citizens who spoke with us revealed that they are not given due
respect and are constantly told to come back many times by the staff. They continue to visit
these public offices at the cost of their daily jobs/wages etc.
One of the visitors told the PAC Study Team that he has been visiting the tehsil office at
Nanjangud taluk of Mysuru district for the last one year to get his land records to be
transferred from his father’s to his own name, and till now nothing has happened. When he
enquires, the concerned case work provides innumerable reasons for the delay. He says he
doesn’t know what to do now…

The second part of the structure represents the proposed model of help-desk that will provide
direct services and information to the citizens. This kind of a model facilitates direct
interaction of citizens with the front office or help desk and cuts the usual interactions of
citizens with the back office thus improving the efficiency of the back office staff. As the
figure indicates, when established, the help-desk will have ‘x’ number of counters depending
on the need and will be guided and helped by ‘x’ number of back office sections or
departments. At times when there is incomplete or insufficient information from the help
desk, the system can facilitate interaction with the back office by providing a token or a pass
to the concerned citizen to meet the required section/department or officer. This model
presents a tested case of hassle-free services for the citizen based on a help desk that is
currently functioning at the accountant general’s office, Bangalore (elaborated in the last
chapter).

8

Although the government of Karnataka has introduced many innovative reforms in this regard, such as
‘Sakala’, ‘Padasale’ and ‘Atal Janasnehi Kendra’, among others, our visits to the select study offices indicated
that these schemes are either not functioning at the expected levels or were defunct during our study visits in the
districts of Udupi, Raichuru, Mysuru, Ramanagara and Bangalore (rural).

Proposed Department-Centric Help Desk Models for Replication through a Case Study
of Ramanagara district
The following department-centric models have been structured with inputs from various
government departments from Ramanagara district. The departments visited, in this regard
were: the Deputy Commissioner’s (DC) Office, the Zilla Panchayat (ZP) Office, the Taluka
Revenue (Tehsil) Office, the District Social Welfare Department and the District Agriculture
Department. The research team met relevant officers from each of these departments and
discussed the possible models of department-specific Help Desks to cater to the required
number of citizens in the respective offices. The following table provides a bird’s eye view
of suggested models according to the differential needs of the offices. The models are
indicative only and the infrastructure and budget estimations are purely based on
approximation of costs and rents/fees/charges and may vary in different contexts in different
regions.
Table 5.1. Details of Department-centric Help Desk Models Suggested
Office/Dept.
Help Desk
Discussions
Suggested
No. of staff Key skills of staff
visited in
suggested at the held with
Model
at proposed
Ramanagara Level of
Concerned
(Number of
help Desks
Administration Officer/staff Counters)
ZP Office
District
Deputy
3 Counters
3+1
FDAs with adequate
Secretary,
computer skills and
ZP and the
better coordinating
staff
abilities with the
different departments
in ZP
DC Office
District
Deputy
4 Counters
4+1
SDAs with adequate
Commission
computer skills,
er and the
knowledge of land
staff
reform acts and
regulations
Tehsil Office Taluka
In-charge
4 Counters
4+2
FDAs with complete
Tehsildar
knowledge of available
and the staff
schemes and welfare
services with
computer skills
Social
Taluka
Deputy
2 Counters
2+1
FDAs with all level
Welfare
Director and
knowledge
of
the staff
scholarships/prizemone
y to beneficiaries etc.
with
computer
knowledge.
Agriculture
Taluka
Joint
1 Counter
1+1
A technical staff with
Director and
relevant knowledge of
the staff
field services and
computer skills
Note: the additional (+) numbers indicate the number of office assistants required in each Help Desk.

Department-Specific Models of Help Desks with Details on Infrastructure and Budget
The Study team visited the Zilla Panchayat (ZP) office and met the Deputy Secretary,
administration and other staff to provide their insights on a model help desk in their office.
Zilla Panchayat, Ramanagara
The Zilla Panchayat office houses about 20 odd departments in its office complex and
requires a help desk within the office to help the visitors. To gather needed information on
the requirements of a help desk in this office we met the Deputy Secretary, Administration
and discussed the need and significance of a help desk at ZP. According the information
provided by the officers, there is no well-functioning help counter at the gate of the office and
there is an urgent need for the same as a number of visitors visit the office for different
reasons and do not know whom to approach for their work.
The office houses multiple departments starting from rural development and panchayat raj to
agriculture and social welfare and women and child development, to mention a few. In the
absence of a well-functioning help desk counter at the front of the office, the officers felt that
a number of services towards the welfare of the people are not being availed due to lack of
proper information and documentation among applicants. It is with this backdrop, the deputy
secretary felt that a well-equipped help-desk may serve a useful purpose.
Infrastructure and other requirements
Since the concept of a help-desk is being conveyed in an entirely new way through the
culmination of state-of-the-art infrastructure and advanced technology in terms of computers
and telecommunication systems, we presented the general model and to the officials and
requested them to provide an approximate cost estimate based on required manpower and
physical infrastructure. The number of visitors at this office was approximated at 100 per day
for which a 3-counter help-desk was selected as the ‘right model’ for the ZP office along with
required infrastructure. Table 5.2 provides the infrastructure and budget details.
Table 5.2. A Zilla Panchayat Specific 3-Counter Help Desk Model: Infrastructure and Budget

Sl. No

1

Particulars

A. Variable Costs
Well-Trained staff**

Magazine/Newspaper**

Particulars of
Unit
Human Resources
1) FDA
2) Office Asst.
Newspaper/magazi
nes at the waiting
place

Number
of units

Cost / Unit /
Salary / person
/ Rent / month

3

25000.0

75000.0

1

12000.0

12000.0

500.0

500.0

Subtotal (A)
B. Fixed Costs

Total Cost

87500.0

Sl. No

Particulars

Particulars of
Unit
Specific staff
training
Renovating Office
building

3

Staff Training cost

4

Office Space

5

Computer Hardware

Computer units

6

Computer software

7

Network cost

8

Intercom system

9

Help desk Furniture

10

Chairs for visitors

11

TV Screen

12

Electric Token System

Number
of units

Cost / Unit /
Salary / person
/ Rent / month

Total Cost

3

3000.0

9000.0

1

400000.0

400000.0

3

40000.0

120000.0

Software

50000.0

50000.0

Internet cost
Telephone
connection
Help desk counter
furniture
Sitting chairs for
citizens at waiting
place
2 TV screens for
creating awareness
and knowledge
Token system for
citizens to
maintain smooth
functioning

40000.0

40000.0

2000.0

6000.0

75000.0

225000.0

14000.0

140000.0

35000.0

70000.0

5000.0

5000.0

3

10

2
1

Subtotal (B)
1065000.0
Grand Total
(A+B)
1152500.0
Note: ** indicates costs per month. The fixed costs are one-time investment. The cost of Help Desk building
may vary depending upon the cost of building acquirement/rent under the current market rates and in context of
various regions.

Figure 5.1 A Zilla Panchayat Specific 3-Counter Help Desk Model (Office with 20+ Departments)
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Deputy Commissioner’s (DC) Office, Ramanagara
For providing citizen services, the Deputy Commissioner’s office at the district level plays a
significant role, especially in providing a large array of social welfare benefits and schemes.
As is well known, the DC office normally houses multiple departments and thus provides
department-specific services. It houses about 20 departments and a majority of the services
fall under the domain of social welfare and land records. According to the information
provided by the staff at the DC office, most of the citizens visit the DC office when their
works are within the purview of Taluka offices and if the Taluka offices are unable process
their applications.
The DC is the ultimate authority at the district level to implement and maintain law and
order, peace and development in the entire district. Primarily, the DC focuses on 1) law and
order and magisterial matters, 2) land revenue and 3) development activities.
Although, the law and order situation is maintained by the police force at the district level,
the DC is the district magistrate and looks after matters of district jails. Matters related to
land revenue command major focus and require enormous amount of work and diligence. The
records, tenancy and crops (RTC) division at the district and tehsil levels forms a
predominant sector of public interaction at these offices and attracts hundreds of citizens to
the DC office, along with land related issues.
The third and most important component comprises of disbursements related to social welfare
schemes and programmes. The DC office also takes care of disaster management
programmes within the districts including rehabilitation of displaced people. Together these
constitute a bulk of the development initiatives and welfare schemes that need to be provided
to citizens. A range of development schemes are especially meant for the poor, socially
disadvantaged and destitute women. Predominantly these benefits include monetary
assistance in the form of cash transfers as monthly pensions to beneficiaries that include oldage pensioners, widows, unmarried poor women, and transgenders.
Within this backdrop, a help-desk at the DC office would mean a place where a number of
visitors avail a lot of information on social welfare benefits in an easy and hassle-free
manner. The staff at this office felt that a 4-counter help-desk would be adequate and
necessary. Although, there exist a number of help-providing services meant for citizens, those
are either not functioning up to the expected levels or are let defunct. A well-equipped and
well-designed help desk would bridge the existing gap in this regard. A practical visualisation
and budgetary allocation for the proposed help-desk at the DC office can be seen as follows.

0

1

2

5.3 A DC Office Specific 4-Counter Help Desk Model: Infrastructure and Budget
Cost / Unit /
Number
Salary
Sl. No
Particulars Particulars of Unit
Total Cost
of unit
/person/Rent/m
onth
A. Variable Costs
Well1
Human Resources**
Trained staff
1)
SDA
4
18000.0
72000.0
2)
13000.0
13000.0
Office Asst.
1
Newspaper/magazin
Magazine/N
2
es at the waiting
ews paper
place**
500.0
500.0
Subtotal (A)
85500.0
B. Fixed Costs
Staff
Specific staff
3 Training
training
3000.0
15000.0
cost
5
Office
Renovating Office
4
400000.0
Space
building
400000.0
Computer
5
Computer units
40000.0
200000.0
Hardware
5
Computer
6
Software
software
50000.0
50000.0
Network
7
Internet cost
cost
50000.0
50000.0
Intercom
Telephone
8
2000.0
8000.0
system
connection
4
Help desk
Help desk counter
9
75000.0
300000.0
Furniture
furniture
4
Sitting chairs for
1 Chairs for
citizens at waiting
visitors
place
10
14000.0
140000.0
TV screens for
1
TV Screen
creating awareness
and knowledge
1
35000.0
35000.0
Electric
Token system for
1
Token
citizens to maintain
System
smooth functioning
1
5000.0
5000.0
Subtotal (B)
1203000.0
Grand Total
1288500.0
(A+B)

Note: ** indicates costs per month. The fixed costs are one-time investment. The cost of Help Desk building
may vary depending upon the cost of building acquirement/rent under the current market rates and in context of
various regions.

Figure 5.2. A DC Office with Four Counter Help Desk Model (for the office with 20 Departments)
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Tehsil Office (Revenue), Ramanagara (Taluka level)
A tehsil (revenue) office at the sub district or taluka level works towards disbursing multiple
welfare benefits to citizens - old age pensions, PDS services, housing, land records, and
issuing various certificates. Planning a help desk in the Tehsil office provides a better
understanding of the scope, range and efficiency with which benefits are to be disbursed.
During our visits to various government offices at Ramanagara, we came to know that the
Tehsil office provides the largest number of grassroot-level benefits to citizens and is the
focal point of service disbursement for many social welfare programmes. Regarding the
introduction of a one-stop help-desk in government offices, the Deputy Tehsildar shared that
the mainstream visitors are from villages within the jurisdiction of Ramanagara taluka and
belong to economically poor and socially backward households. They are farmers,
agricultural and daily wage labourers, illiterate women, old age pensioners, widows and poor
school children who come to avail respective services. They also come from farthest of parts
of the taluka and cannot afford to travel frequently for repeated visits. Such an initiative
would reduce the burden of the government staff and provide some relief to the citizens in
terms of easy access to the staff and required help when needed, provided the latter is
established with political will and government support.
Picture 5.1 A basement at Tehsil office serves as ‘PADASALE’ (citizen-service counter),
Ramanagara

The citizens who visited these service centres revealed that they have to wait for a long time
for any kind of service. Especially those coming from remote places, said that they had to
give up their one or two days of daily wages and incur extra transport costs. As far as
amenities at the services counters are concerned, they said they do not expect such things for

them from the government but at least some place to wait, especially for old aged and
women and children, would be welcome.
Picture 5.2 Citizen Service counter at Tehsil office with poor quality amenities, Ramanagara

Picture 5.3 PADASALE with poor maintenance, Ramanagara

Our interactions with the users thus provided enough insights on the way the current system
functions and how the citizens who commute from the farthest places have to go through a lot
of discomfort in the form of repeated visits with no relevant response from the staff.

Table 5.4 A Tehsil Office Specific 4-Counter Help Desk Model: Infrastructure and Budget
Cost / Unit / Salary
Particulars of
Number
Total
Sl. No
Particulars
/ person / Rent /
Unit
of unit
Cost
month
A. Variable Costs
Well-Trained
Human
1
staff
Resources**
1)
15000.0
60000.0
FDA
4
2)
10000.0
20000.0
Office Asst.
2
Newspaper/magazi
Magazine/News
2
nes at the waiting
paper
place**
500.0
Subtotal (A)
80500.0
B. Fixed Costs
3
Kiosk
60000.0
Staff Training
Specific staff
4
3000.0
18000.0
cost
training
6
Renovating Office
5 Office Space
building
400000.0
400000.0
Computer
6
Computer units
40000.0
160000.0
Hardware
4
Computer
7
Software
software
50000.0
50000.0
8 Network cost
Internet cost
50000.0
50000.0
Telephone
9 Intercom system
2000.0
8000.0
connection
4
1 Help desk
Help desk counter
0
Furniture
furniture
4
75000.0
300000.0
Sitting chairs for
1 Chairs for
citizens at waiting
1
visitors
place
10
14000.0
140000.0
TV screens for
1
TV Screen
creating awareness
2
and knowledge
2
35000.0
70000.0
Token system for
1 Electric Token
citizens to
3
System
maintain smooth
functioning
1
5000.0
5000.0
Subtotal (B)
1261000.0
Grand Total (A+B) 1341500.0
Note: ** indicates costs per month. The fixed costs are one-time investment. The cost of Help Desk building
may vary depending upon the cost of building acquirement/rent under the current market rates and in context of
various regions.

Figure 5.3. A Taluka Revenue Office with 4-Counter Help Desk Model
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Table 5.5 A Social Welfare Office at Taluka with Two Counter Help Desk Model:
Infrastructure and Budget
Sl. No

particulars

A. Variable Costs
Well1
Trained
staff

Particulars of Unit

2

B. Fixed Costs
3
Staff
4
Training
cost
Office
5
Space
Computer
6
Hardware
Computer
7
software
Network
8
cost
Intercom
9
system
Help desk
10
Furniture
Chairs for
11
visitors
12

13

TV Screen
Electric
Token
System

Total
Cost

Human Resources**
1)
2)

Magazine/N
ews paper

Cost / Unit /
Salary / person
/ Rent / month

Number
of unit

FDA
Office

2

18000.0

60000.0

Asst.
Newspaper/magazines at
the waiting place**

1

12000.0

24000.0

500.0
Subtotal (A)

500.0
84500.0

Kiosk

1

60000

60000

3

3000.0

18000.0

300000.0

300000.0

40000.0

80000.0

50000.0

50000.0

40000.0

40000.0

2

2000.0

4000.0

2

75000.0

150000.0

5

14000.0

70000.0

2

70000.0

140000.0

5000.0
Subtotal (B)
Grand Total
( A+B)

5000.0
917000.0

Specific staff training
Renovating Office
building
Computer units

2

Software
Internet cost
Telephone connection
Help desk counter
furniture
Sitting chairs for citizens
at waiting place
TV screens for creating
awareness and
knowledge
Token system for
citizens to maintain
smooth functioning

1001500.0

Note: ** indicates costs per month. Items from 3 to 11 are one-time investment. The cost of Help Desk building
may vary depending upon the cost of building acquirement/rent under the current market rates and in context of
various regions.

Figure 5.4. A Taluka Social Welfare Office with Two Counter Help Desk Model

Citizen Centric Approach
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Table 5.6 A Taluka Agriculture Office with One Counter Help Desk Model:
Infrastructure and Budget
Sl. No

Particulars

A. Variable Costs
Well-Trained
1
staff

Number
of unit

Cost / Unit /
Salary /
person /
Rent / month

FDA
Office

1

25000.0

25000.0

Asst.
Newspaper/magazines at
the waiting place**

1

12000.0

12000.0

500.0

500.0

Particulars of Unit

Human Resources**
1)
2)

2

Magazine/News
paper

Subtotal (A)
B. Fixed Costs
Staff Training
3
cost
4
5
6
7
8
9
10
11

12

Office Space
Computer
Hardware
Computer
software
Network cost
Intercom system
Help desk
Furniture
Chairs for
visitors
TV Screen
Electric Token
System

Total
Cost

Specific staff training

2

3000.0

6000.0

300000.0

300000.0

1

40000.0

40000.0

1

50000.0
30000.0
2000.0

50000.0
30000.0
2000.0

1

75000.0

75000.0

5

14000.0

70000.0

1

35000.0

35000.0

1

5000.0
Subtotal (B)
Grand Total
(A+B)

5000.0
613000.0

Renovating Office
building
Computer units
Software
Internet cost
Telephone connection
Help desk counter
furniture
Sitting chairs for citizens
at waiting place
TV screens for creating
awareness and
knowledge
Token system for
citizens to maintain
smooth functioning

37500.0

650500.0

Note: ** indicates costs per month. Items from 3 to 11 are one-time investment. The cost of Help Desk building
may vary depending upon the cost of building acquirement/rent under the current market rates and in context of
various regions.
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Figure 5.5. A Taluka Agriculture Office with One Counter Help Desk Model

Citizen Centric Approach
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Case Study of a Model Help Desk: Office of the Accountant General
(Accounts and Entitlements (Pensions Division)), Bangalore
Introduction
Since this project is entirely based on the prescription for a model help desk, it becomes quite
important to identify a successfully working help desk that would be exactly representative of
our framework – we found this at the office of Accountant General (Accounts and
Entitlements (pensions division)), Bangalore. At the suggestion of the 6th State Pay
Commission, we studied this model and found to be the best functioning system at its core.
Although the motivation of this help-desk is unidimensional, in that it offers services only to
pensioners and PF beneficiaries, the model of this help desk prescribes to all the principles of
the model framework keeping it as real as possible. The help-desk office provides a state of
the art office with well-connected internet services and maximum utilisation of ICT. The
office facilitates all the basic necessities that a citizen can desire to have during his or her
visit to the office – a visibly-displayed citizen’s charter, a well-equipped sitting lounge, an
electric token system etc. The following section provides detailed information on the
functioning of this model help-desk, which, in all respects looks citizen friendly and is
diligent, and as this report suggests can be replicated elsewhere as well.
Picture 6.1: A Citizen’s Charter displayed on the wall at the office
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Picture 6.2: Electric token dispenser machine with token number display and a visitor’s
pass to go to Back Office

The help desk is structured in such a way that it is connected with the back office and no
citizen interface takes place between the citizens and the Back office except for some extreme
situations. The Help Desk or Public Relations Office (PRO), which it is normally referred to
in the public sector has all the required infrastructure and essentials. For instance, a Citizen’s
Charter is displayed on the wall and explains rights and responsibilities of the PR office, not
seen in many government offices nowadays. The space also features a well-designed help
desk counter with a unique software enabled computer system. An electric token system
mounted on the wall near the counter helps the counters function seamlessly and helps citizen
interaction efficiently. Among other facilities, a well-equipped waiting lounge for citizens is
provided with all amenities such a TV and drinking water. In addition, a well maintained
sitting lounge with a centre table to write applications and filling up forms is provided. Right
on top of the wall, a TV screen is mounted to provide programme specific information and
awareness clips.

The Back Office and the Front Office
The functioning of this model is based on the principle of zero interface between the back
office and the citizen on an everyday basis. This to ensure a smooth and hassle-free
functioning of the back office also to ensure free and efficient flow of information from the
back office to the front office. Having said that, this office provides a scope for the citizens to
interact with the back office staff only in exceptional cases. In such situations, a visitor’s pass
is given to required visitor with the details on the pass and is allowed to meet the concerned
section clerk in the back office.
The major customers of this office are pensioners from government and private sectors. This
is a single fold service that this office is providing, where the required documents are directly
sent by the concerned departments from where a pensioner has retired from service.
Once this office gets the documents, the back office generates an instant unique id for the
customers and the same is sent to the concerned pensioner through a system generated short
message service (SMS). Once the id is created the back office makes sure that all the details
of the documents are fed to the system, and vetted and peer reviewed at multiple levels for
authenticity. The same is also informed to the pensioner if s/he enquires about the status of
their application.
In case of certain extreme conditions such as missing documents, biases during two wives
etc. the delays in application processing happens and in such cases, the applicants are allowed
to meet the concerned section/case worker. This is done through a systematic process of
obtaining a visitor’s pass, which is given at the help desk counter.
In carrying all this work the back office provides efficient and diligent support to the front
office.
Picture 6.3: The visitor’s lounge

The Front Office
The front office is equipped with two efficient staff and two computers that are enabled with
unique SAI software that provides all the needed information on the state of progress about
the pensions. The services are provided as per the call taken from the electric token system
and hence each token number is called by the help desk staff.
Picture 6.4: The Help Desk Counter

We were also told that not all the services need personal visits to this office. A number of
people from many parts of the state make telephone calls to this office with regard their
problems/clarifications etc. Hence, the help desk staff also need to take calls from outside and
provide the needed information. According to a senior in-charge of the PRO, this office gets
on an average of 100 to 150 visitors every day. And each person spends an average of 5-10
minutes at the help desk.
With such a system of functioning in align with the back office, there is very limited citizen
and back office interface and at the same time this helps the back office to provide an
efficient support to the front office without any interruptions.
The front office counter, here, has two efficient staff members, who have been exclusively
put at the help desk. The staff are regular employees of this office and are graduates. Before
induction to this space, they were rigorously trained to handle the activities of PR office. The
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help desk counter is provided with uninterruptible power supply and internet facility. Cuts in
power supply rarely happens and it is taken care that there should be no interruptions at any
time of the day. As the whole process of help providing services entirely depends on the
functioning of the system, utmost care is taken for uninterruptible power supply and internet
is available all the time.
Picture 6.5: The staff interacting with a customer

As far as its function is concerned, the help desk staff asks for the unique id number, which is then fed
to the software. Once the system accepts the unique id, it provides all related information of the
applicant on the computer screen in addition to the status of the progress.
As this office provides a single service delivery, it becomes quite critical for the other offices such as
Tehsil, ZP and DC that witness a huge number citizens visiting these offices for multiples services to
go for a ‘Bangalore One’ model that virtually offers multiples services at one place with the help of
very advanced IT enabled software system.

Step by step stages of processing the received applications at CAG office
The following is a step by step explanation of how the back office and PRO (help desk) carry
out their services on a daily basis:
STEP 1: The pension documents from various department are received at TAPAL section
STEP 2: The TAPAL section undertakes a department wise sorting of all the received
documents

STEP 3: Each document is considered as a ‘CASE’ and all the cases received from TAPAL
are further sent to Electronic Data Processing (EDP) section for indexing
STEP 4: Once the data processing is done at EDP section (it is at this moment that a unique
id number is generated for each case and is sent to the respective beneficiary through
an automated SMS), the respective documents are further sent to different pools
(sections)
STEP 5: Once the cases are sent to the concerned pool, these cases are further looked after
by the section clerk. It is at this stage, each section clerk verifies all documents and
validates the same. An SMS is also sent to the customer on the state of the progress of
the application.
STEP 6: Once the concerned section clerk validates the case, it is further sent to the Chief
Accounts Officer for final verification, the status of which is also sent to the customer
through an SMS.
According to the Chief Accounts Officer, for each case or application, as per the norm of
citizen charter, a time duration of 60 days is provided to complete the case processing
formalities. Normally, within this stipulated time frame, the cases are processed. In quite
exceptional cases such as disputes among the brothers, death of spouse or in cases of two
wives, it normally takes more than 60 days.
All this work of the back office is further sent to the front office (help desk counter) on a daily
basis and the same is shared with the citizens and callers from far remote places by the latter.
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Annexure 1
Staff Questionnaire Schedule
A. General Information
Name of the government office: ______________________

Date: ________________

Place: ____________________

Dist. _________________

Taluk: ________________

B. Respondent information
B.1 Name of the respondent: ______________________________________

B. 2 Respondent category

:

a) Group B employee.………………………………….……1
b) Group C employee.…………………………………..…..2
c) Group D employee.………………………………….…..3
B. 3 Educational Qualification: ______________________
B.4 Age:

______________________ Years

B.5 Total years of experience_______________________ years
B.6 Sex:

______________________

B.7 Place of respondent:

______________________

B. 8 Contact No:

______________________

C. Existing Arrangements
C.1 Do you have any idea about what citizen friendly offices are for?
Yes...........1) No......................2)
If no, please explain the respondent about citizen friendly offices and then continue
Details of self-involvement:

C.2 What according to you are the existing arrangements for citizen friendly help desks in
your office?
Details of arrangements:

C.3 How do you personally contribute in this perspective of creating citizen friendly
environment?
Details of self-involvement:

C.4 Do you think customers are best satisfied with the current state functioning in
disbursing the best services?
Yes...........1) No......................2)
If yes, in what way? If no, >> C. 5
Details of attributes of best services:

C.5 If no, please provide the possible reasons for the same
Reasons for under performance:

C.6 have you been given any kind of training/skill building on citizen friendly service
disbursement?
Yes...........1) No......................2)
If yes, please provide details on what kind of training/skill building you received
Details of training/skill building:

C.7 Do you think you have some hurdles in working towards citizen friendly office system? If
yes, please provide details such as Infrastructure and/or lack of capacity building etc.
Details of existing gaps:

C.8 What are your suggestions to improve the existing conditions towards providing a
citizen friendly help desk?
Details of suggestion:

Annexure 2
Citizens’ Questionnaire Schedule
A. General Information
Name of the government office: ______________________

Date: ________________

Place: ____________________

Dist. _________________

Taluk: ________________

B. Respondent information
B.1 Name of the respondent: ______________________________________
B. 2 Respondent category

:

a) Old aged applicant………………………………….…….1
b) Young applicant……………………………………….……2
c) Woman applicant…………………………………….……3
d) Illiterate/physically handicapped applicant.….4
B. 3 Educational Qualification: ______________________
B.4 Age:

______________________ Years

B.5 Sex:

_______________________

B.6 Place of respondent:

______________________

B. 7 Contact No:

_______________________

C. Respondent visit details
C.1 What is the purpose of your visit to this office?
Purpose: __________________________________________________________
Any detailed information:

C.2 What is the frequency of your visit?
a)
b)
c)
d)
5)

First visit……………………………………….…..1
Second visit……………………….………………2
Third visit……………………………………….….3
Fourth visit…………………………….………….4
More than four times………………………..5 >> C.3

C.3 In case of this frequency, what do you think could be the main reasons for such delay?
Reasons: __________________________________________________________
Any detailed information:

C.4 For each visit, for how long you have to wait in this office?
a) < 1 hour……………………………………………1
b) 1 to 2 hours………………………………………2
c) 2 to 3 hours……………………………….………3
d) > 3 hours…………………………………………..4
C.5 During the long hours of wait, where you are suggested to wait?
Waiting place: __________________________________________________________
Any detailed information:

C.6 What are the facilities provided for you during your wait?
Facilities in waiting place: (such as drinking water)
_____________________________________________________
Any detailed information:

C.7 Whether the officers deal with you politely?
Yes….1, No…..2
If no, what are the reasons?
Reasons: _____________________________________________________
Any detailed information:

C.8 Whether the officers demand money for your work?
Yes….1, No…..2
If yes, please provide the details
Detailed information:

C.9 So far what is your experience of availing services from this office? Please provide the
details
Detailed information:

6.10 In case of bad experience, what are the reasons that you would attribute?
a)
b)
c)
d)
e)

Reason 1__________________________________
Reason 2__________________________________
Reason 3__________________________________
Reason 4__________________________________
Any other__________________________________
(Please provide the detailed information)

Detailed information:

C.11 Please provide the information on the existing arrangements/facilities made available
to the citizens/consumers in this office
Detailed information on existing arrangements:

C.12 Please provide your feedback/suggestions for improving the facilities and speeding up
the processes of everyday transactions
Feedback:

Any remarks:
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Background

T

he Sixth Karnataka Pay
Commission was set up on 1st
June 2017 with a series of objectives
including suggesting fresh pay levels for
Karnataka Government staff. The most
significant question that arises in this
context, is the one related to the ability
of the state to meet the additional costs
of an increase in salaries and the related
expenditures. In particular, this involves
a closer evaluation of the fiscal strengths
and weaknesses of the state. This task is
further complicated by the fact that there
have been several significant changes
on the policy front viz. introduction
of the GST, implementation of the
recommendations of the 14th Finance
Commission and most importantly
the change in the methodology of
computation of the GSDP. Some of

these changes alter the factors that need
to be taken into account when making
projections. The introduction of GST
has ensured the Centre guarantees a
growth of 14 percent per annum in GST
revenues. The increase in devolution
too needs to be adjusted for decline in
the grants from the Centre. The risk
of a hidden error is however greater
with the change in the methodology
for computing the GSDP. As the
variables remain the same it is easy to
miss the substantial change in what they
represent. It is important then to begin
by clearing the air about what exactly the
fiscal ratios represent with and without
the computational changes.
The mere re-computation of
the vital fiscal ratios (especially the
ones related to Fiscal Deficit or
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Total Liabilities) can be substantially
misleading in this context. This is
because the relevant fiscal ratios have
been computed with nominal GSDP
in the denominator. Nevertheless, with
the revision of the GSDP definition
there has been a sharp increase in the
GSDP numbers from the year 2016-17
onwards. In particular, for Karnataka
state, the magnitude of GSDP revision
translates to a whopping year-overyear growth of 52 per cent in just
one year (2016-17 over 2015-16). The
figures computed based on thenew
GSDP definitions (using the market
prices approach) are about 36 per
cent higher than the corresponding
older GSDP series (GSDP computed
using the factor cost approach). The
sudden increase in GSDP figures in
the denominator result in substantially
lower values for the fiscal ratios under
consideration (viz. Fiscal Deficit to
GSDP and Total Liabilities to GSDP).
However, this is misleading as the
observed increase in GSDP has not
been commensurately accompanied
by increased tax revenues. Tax
revenues, primarily being a function
of factor incomes, any increase in
GSDP should automatically reflect
in higher tax collections. However,

2
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in this case, since the higher GSDP
figures merely reflect a definitional
adjustment rather than any underlying
change in the economic fundamentals,
these have not been accompanied by
the any corresponding change in the
trend of tax receipts. In fact, the
own tax revenues to GSDP ratio has
sharply declined from the range of
12.38per cent in 2006-07 to 7.36per
cent in 2016-17. Moreover, it needs
to be understood that the effect of
reworking the GSDP figures can be to
the state’s interest for the purposes of
borrowing alone. By lowering the values
of the critical fiscal ratios, they have
the potential of creating an illusion of
fiscal space, thus prompting the state
into greater borrowing. However, the
servicing burden of these incremental
liabilities needs to be solely met out
of revenue receipts of state. And
here, if the revenue receipts do not
reflect a commensurate increase,
there exists a cause for concern. To
sum up, in order to gain a true insight
into the fiscal impact of increased
salary burden resulting from the 6th
Pay Commission recommendations, it
is essential to assess at the trend of
revenue receipts rather than focussing
on macro-level fiscal ratios alone.

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

Based on the above understanding
of tasks, the report is divided into
five broad sections. Thenext section
provides an overview of Karnataka’s
economy. The section following
thatpresents an analysis of the fiscal
trends during the period 2006-07 to
2016-17. The section following these

presents the forecasts for the fiscal
parameters and makes a commentary
about the availability of fiscal space. The
final section makes recommendations
about the areas that can be influenced
to create greater fiscal space for the
implementation of the pay commission
recommendations.
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2

Economy of Karnataka

K

arnataka is one of the
larger states in India among
the twenty-nine states in the Union.
With a geographical area of 1.92 lakh
sq.kms (5.8 per cent of India) it has a
population of 6.11 crores (5 per cent
of India’s population) as per 2011
census.The Gross State Domestic
Product of the state in 2016-17 as
per the Advanced Estimates was
Rs.11.17 lakh crores at current
prices, which amounted to 7.3 per
cent of India’s Gross Domestic
Product estimated at Rs.151.83 lakh
crores for the same year. The sectoral
composition of the State’s GSDP
was Agriculture and Allied activities
12.11 per cent; industrial sector 23.25
per cent, and services sector 64.64
per cent as per the Economic Survey

4
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for 2016-17 published by the State
government.
It is conventional when estimating
growth to use data based on constant
prices so that an increase prices is
not mistaken for growth. The state
has, however, to budget in terms of
the nominal resources available to it,
that is, in current prices. The picture
of Karnataka’s growth here is thus
presented in current prices, though it
must be kept in mind that this includes
the element of growth as well as that
of inflation. The Compound Annual
Growth Rate (CAGR) for Karnataka
over the years 2006-07 to 2016-17
was 17.57 per cent. This compares
favourably with the CAGR of the
country as a whole for the same period
of 12.48 per cent.

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

Table 1: GDP Figures – Karnataka and All India (Current Prices)
GDP (All
GSDP GSDP Per-Capita
GDP
GSDP
India)
Per(Current
Karnataka
PerGSDP
Current
Growth
Growth Capita Prices)
(without
Capita
(without
Year Prices - All
Rate
Rate GDP (in Karnataka methodology
GSDP methodology
India (in
(in per
(in per
Rs.)
(in Rs.
change) (in
(in Rs.) change) (in
Rs. Crore)
cent)
cent)
Crore)
Rs. Crore)
Rs.)
2006-07 4164386
37323 188274
34142
2007-08 4835761 16.12 42641 233802
10.96 37341
2008-09 5459223 12.89 47363 302146
13.36 41720
2009-10 6281262 15.06 53617 335747
37.58 56571
2010-11 7547912 20.17 63391 380872
13.44 63251
2011-12 8736329 15.74 72190 434270
14.02 71081
2012-13 9944013 13.82 80845 522650
19.92 84012
2013-14 11233522 12.97 89857 601633
15.53 95660
2014-15 12445128 10.79 97944 685207
13.89 107381
2015-16 13682035 9.94 105944 735975
7.41 113677
2016-17 15183709 10.98 115677 1117334
840944
51.82 170097
128021
Source: Handbook of Statistics on Indian Economy, published by Reserve Bank of India, Mid-Term
Fiscal Plan, Karnataka, various years
Notes:
a. GDP at Current Prices (Factor Cost Method) was taken from Handbook of Statistics on Indian
Economy (Base Year = 2011-12)
b. GSDP Figures were taken from Mid-Term Fiscal Plan, Karnataka. It must be noted that there
are significant differences in the GSDP (at current prices) reported in Mid Term Fiscal Plan and
Handbook of Statistics on Indian Economy. Hence, for the sake of consistency, MTFP figures on
GSDP have been used.
c. We estimated the GSDP for the year 2016-17 without methodological change by first computing
the CAGR between the years 2006-07 and 2015-16 (which was about 14.26 per cent). The above
growth rate was then used to extrapolate GSDP figures based on the old methodology.
d. The per-capita GDP and GSDP figures were computed by first interpolating the population
figures based on CAGR of population growth between 2001 and 2011 and then dividing the
GDP and GSDP in each year by the same.

The striking feature of the growth
rate of Karnataka’s GSDP at current
prices is the sharp spurt that occurs in
2016-17, with growth rate in that year
of 51.82 percent. The per capita GSDP

of Karnataka at current prices was
Rs. 1,70,097 in 2016-17 as compared
to the country’s per capita income
of Rs. 1,15,677 during the same year.
This spurt is, however, mainly due to a
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definitional change in the methodology
of computing GDP and consequently
GSDP, that is the shift from the Factor
Costs method to the Market Price
method. It has been argued that this
shift has increased the GDP calculated
in terms of market price.
This increase has been further
exaggerated in Karnataka due to
structural composition of its economy.
While the methodological change in
computation methodology occurred
at both national and state levels, the
effect on Karnataka state GSDP
is particularly pronounced. This is
because the methodological change
of GSDP computation (from Factor
Costs to Market prices) mainly affected
the Manufacturing and Information
Technology sectors. In the case of
manufacturing, the shift in the point of
collecting data from factories to firms
raised income since the estimates of the
manufacturing sector included not just
factory production but also other post
manufacturing activities. The income
from the IT industry also received
a boost from the new methods of
calculating GDP. The earlier estimates
of Computer related services were

6
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Economic Survey of Karnataka, 2015-16

2

Handbook of Statistics on Indian Economy, 2017
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based on the proportion of private
corporate workforce as revealed from
Employment and Unemployment
Survey (EUS) of NSSO in the 200405 series. In the 2011-12 series these
allocations are based on the proportion
of software exports made by the State
(information collected from annual
reports of Software Technology Parks
of India-STPI)1. IT services fall under
the purview of the tertiary sector. As
of 2016-17, about 53.06 per cent of
national GDP arises from the tertiary
sector2, however in case of Karnataka,
about 65 per cent of its GSDP is
attributed to the same. Thus, given
the relative importance of Computer
related services in Karnataka’s economy,
the impact of the GDP definitional
change has been significantly higher on
Karnataka GSDP as compared to the
national GDP.
Given that the sudden spurt in
GSDP estimates is mainly owing to
a definitional change without any
commensurate change in real economic
activity, there is a need to remove the
effect of these computational changes
from the overall growth in 2016-17, the
year in which the change in calculation

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

was used in the Mid-Term Fiscal Plan
(MTFP) of Karnataka. One way to
achieve this, is to compute the CAGR
of GSDP between periods 2006-07
and 2015-16 and then apply the same
growth rate and re-compute the GSDP
figures for the year 2016-17. After doing
so, we obtain GSDP value of 8.40 lakh
crores as compared to the GSDP based

on the new methodology of 11.17
lakh crores. That is to say the growth
rate after accounting for the changed
methodology would be 14.26 per cent
as compared to 51.82 per cent without
accounting for the change. After
adjusting for the definitional change, the
per-capita GSDP figures for Karnataka
as of 2016-17 is about Rs. 1,28,020.
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3

Fiscal Position Between
2006-07 And 2016-17

T

he size of the State’s Budget
during the period from 2006-07 to
2016-17 has increased from Rs.44,085
crores to Rs.1,64,479 crores at the
CAGR of 12.71 per cent. During the
same period, the Aggregate Revenue
Receipts of the State increased from
Rs.37,587 crores to Rs.1,32,868 crores
at the CAGR of 12.16 percent3.
However, the ratio of Aggregate
Revenue Receipts to GSDP declined
from 19.96 percent in 2006-07 to
16.14 percent in 2015-16. Due to the
change in methodology of estimating
GSDP the ratio further declined to
11.89 percent in 2016-17. The fact

3
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that an increase in GSDP has not
been commensurately accompanied
by an increase in revenue receipts is
well reflected from the decrease in the
above ratio.
The details of Revenue and Capital
Receipts and Revenue and Capital
expenditures from the period 2006-07
to 2016-17 are presented in Figure 1.
Owing to the change in GSDP
definition, the critical fiscal ratios need
to be computed with respect to both
New and Old GSDP series in the
denominator. The comparison of the
two sets of ratios has been depicted in
Table 4.

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

Figure 1: Revenue and Capital Receipts, Revenue and Capital Expenditure

Capital Expenditure

Revenue Expenditure

Revenue Receipts

Capital Receipts

2016-17

2015-16

2014-15

2013-14

2012-13

2011-12

2010-11

2009-10

2008-09

2007-08

2006-07

145000
125000
105000
85000
65000
45000
25000
5000

Source: Budget Documents, various years

3.1 Trends
Receipts

in

Revenue

During the period 2006-07 to
2015-16, the ratio of Aggregate
Revenue Receipts to GSDP gradually
declined from 19.96 per cent to
16.14 per cent. In 2016-17, there is a
sudden decrease in this ratio to 11.89
per cent owing to a sharp rise in the
denominator i.e. GSDP computed
using
the
new
methodology.
However, this is misleading and hence
we use the adjusted GSDP figures
(without methodological change) in
the denominator and re-compute
this ratio. Doing so, gives us a ratio
of 15.79 per cent. Nevertheless, the

fact remains that revenue receipts
as a proportion of GSDP has been
gradually decreasing. Realistically,
any increase in GSDP, coincides with
an increase in real economic activity
and is commensurately reflected in
enhanced revenue receipts. However,
in this case, since the change in GSDP
being merely definitional in nature,
there is no corresponding increase in
the revenue receipts of the state.
The break-up of the individual
components of the Revenue receipts
during the period 2006-07 to 2016-17
have been given below in Table 2 and
the important ratios have been given
in Table 3

National Institute

of

Advanced Studies

9

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

Table 2: Revenues and Expenditures from 2006-07 to 2017-18(in Rs. Crores)
Revenue/
Expenditure 2006-07 2007-08 2008-09 2009-10 2010-11 2011-12 2012-13 2013-14 2014-15
Component
Revenue Receipts
Own-Tax
23301 25987 27647 30579 38473 46476 53754 62604 70180
Revenues
Devolutions 5374 6779 7155 7360 9506 11075 12647 13809 14654
Grants from
4813 5027 5332 7883 6869 8168 7809 9099 14619
the Centre
Non-Tax
4098 3358 3159 3334 3358 4087 3966 4032 4688
Revenues
Aggregate
Revenue
37587 37655 43293 49156 58206 69806 78176 89544 104141
Receipts
Revenue Expenditures (Selected Indicators)
Interest
4236 4506 4532 5213 5641 6062 6833 7837 9404
Payments
Salaries
6545 8667 9927 10296 11086 11870 15700 17789 19737
Pensions
2496 3241 4113 3408 4070 5436 7227 9152 10118
Salary
Component of
6662 8026
Grants-in-Aid *
Subsidies
4361 5425 3414 4147 6327 7423 10709 14100 11827
Committed
Revenue
Expenditure
6732 7747 8645 8621 9711 11498 14060 16989 19522
(Interest
Payments
and Pension)
Total
Revenue
33435 37375 41662 47537 54034 65115 76293 89190 103614
Expenditure
Capital Receipts and Expenditure
Capital
Receipts
60
298
238
625
233
330
191
197
94
(Non-Debt)
Capital
6349 9406 10601 13118 15093 17321 16581 17642 20198
Expenditure
Other Indicators
Revenue
-4152 -280
1632 1619 4172 4691 1883
354
528
Surplus
Fiscal Deficit 4688 5331 8732 10874 10688 12300 14507 17091 19577
Total Liabilities 62519 63655 75286 86731 92971 106279 118155 138261 164279
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2015-16 2016-17 2017-18

75550

82211

89957

23983

28760

31908

13929

14798

16082

5355

7099

6945

118817 132868 144892

10746

12291

13395

20475
11251

22268
12123

25392
13183

7724

6713

14041

14345

16561

21997

24414

26578

117029 131805 144755

412

201

135

21369

25418

33630

1789

1062

137

19169 24154 33359
183320 211331 242420
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GSDP (in
188274 233802 302146 335747 380872 434270 522050 601633 685207 735975 1117334 1280465
Current Prices)
Sources: MTFP 2017-21 and CAG Report on State Finances, various years
Salaries component of grants in aid has been interpolated for years prior to 2010-11. For the interpolation,
we used the ratio of salary component of grants-in-aid to the sum of salary and pension expenditures (this
ratio was about 0.3417). This proportion was then applied to get the salary component of grants-in-aid of the
earlier years. The same proportion was also applied to get the figures for 2017-18. Numbers for Grants-in-aid
component of salaries were provided by the Finance Department

Table 3: Important Ratios: Revenues and Expenditures
(2006-07 to 2017-18) in Rs. Crores
Important Ratios
Ratio of Revenue Surplus
to GSDP (per cent)
Ratio of Fiscal Deficit
to GSDP (per cent)
Ratio of Total
Liabilities to GSDP
(per cent)
Ratio of Salary
Expenditure to Net
Revenue Receipts
(Net of Committed
Expenditure) (per cent)
Ratio of Interest
Payments to
Aggregate Revenue
Receipts (per cent)
Ratio of Subsidies to
Aggregate Revenue
Receipts (per cent)
Ratio of OwnTax Revenues to
Aggregate Revenue
Receipts (per cent)

2006- 2007- 2008- 2009- 2010- 2011- 2012- 2013- 2014- 2015- 2016- 201707
08
09
10
11
12
13
14
15
16
17
18
-2.21 -0.12

0.51

0.48

1.10

1.08

0.36

0.06

0.08

0.24

0.10

0.01

2.49

2.33

3.24

2.81

2.83

2.78

2.84

2.86

2.60

2.16

2.61

2.28

30.63 25.07 21.80 25.83 24.41 24.47 22.61 22.98 23.98 24.91 18.91 18.93

31.22 39.42 40.27 35.24 38.83 31.70 35.84 32.78 34.83 32.34 32.67 32.60

11.27 11.97 10.47 10.61

9.69

8.68

8.74

8.75

9.03

9.04

9.25

9.24

17.41 20.50 21.15 19.53 19.52 18.38 20.57 19.89 18.95 17.23 16.76 17.52

61.99 69.01 63.86 62.21 66.10 66.58 68.76 69.91 67.39 63.59 61.87 62.09

Source: MTFP, various years

Own-Tax Revenue:

Own tax revenue is the most
significant component of revenue
receipts accounting for nearly 61.87 per
cent of the latter as of 2016-17. Over the

period 2006-07 to 2016-17, the OwnTax Revenue has risen from Rs. 23,301
crores to Rs. 82,211 crores at the CAGR
of 12.14 per cent. In fact, Karnataka’s
tax effort (i.e. the proportion of its Own
National Institute
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Tax revenue to GSDP ratio )is among
the highest across all states in India4.
Yet, Karnataka’s tax effort has
sharply declined from 12.37 per cent
in 2006-07 to 10.27 per cent in 201516. In the year 2016-17, due to the
‘denominator effect’ (change in GSDP
owing to methodological changes), it
further declines sharply to 7.36 per cent.
Tax effort with respect to the adjusted
GSDP numbers for 2016-17 is about
9.77 per cent. Despite the denominator
adjustment, the declining trend in tax
effort is still pertinent.
Meanwhile, the proportion of OwnTax Revenue to Revenue receipts has been

approximately the same at about 61.99 per
cent during 2006-07 and 61.87 per cent in
2016-17. However, during the interim years
such as 2013-14, this ratio has been as high
as 69.91 per cent. This trend is worrisome
as in a growing economy this tax effort is
expected to increase steadily. If we exclude
the effect of GSDP definition change by
considering the period till 2015-16 alone,
we find that own tax revenue has grown at
a CAGR of 12.48 per cent whereas GSDP
has grown at a rate of approximately
14.61 per cent. In order to keep pace with
the increasing fiscal burden caused by
additional borrowing, the former needs to
grow at a much rapid rate.

Figure 2: Karnataka’s Tax Effort
14%
12%
10%
8%

6%
4%
2%
0%

Source: MTFP, various years
4

12

RBI study on State Finances, 2017
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The other important reform
instituted during this period has been
the implementation of the Goods and
Services Tax (GST) based on the idea
of ‘One Nation – One Tax’. The GST
subsumes State taxes such as State
Value Added Tax (VAT), Central sales
tax, luxury tax, entry tax (all forms),
entertainment and amusement tax
(except when levied by the local bodies),
taxes on advertisements, purchase tax,

taxes on lotteries, betting, and gambling,
State surcharges and cess, as they relate to
supply of goods and services. GST applies
to all goods other than alcohol and five
petroleum products — petroleum crude,
motor spirit (petrol), high speed diesel,
natural gas and aviation turbine fuel.
Taxes on entertainment and amusement
to the extent levied and collected by a
panchayat or municipality or a regional
council are not subsumed under GST.

Table 4: Important Ratios (2016-17): to GSDP series with and
without methodological change
Components of Receipts and
Expenditures

2016-17Ratio to New GSDP
2016-17Ratio to re-aligned
(with methodological change) GSDP (without methodological
in per cent
change) in per cent

Revenue Receipts
Own-Tax Revenues
7.36
9.78
Devolutions
2.57
3.42
Grants from the Centre
1.32
1.76
Non-Tax Revenues
0.64
0.84
Aggregate Revenue Receipts
11.89
15.80
Revenue Expenditures (Selected
Indicators)
Interest Payments
1.10
1.46
Salaries
1.99
2.65
Pensions
1.08
1.44
Salary component of Grants-in-Aid
0.60
0.80
Subsidies
1.28
1.71
Committed Revenue Expenditure
2.19
2.90
(Interest Payments and Pension)
Total Revenue Expenditure
11.80
15.67
Other Indicators
Revenue Surplus
0.10
0.13
Fiscal Deficit
2.16
2.87
Total Liabilities
18.91
25.13
Source: MTFP, 2017
Notes: We estimated the GSDP for the year 2016-17 without methodological change by first computing the
CAGR between the years 2006-07 and 2015-16 (which was about 14.26 per cent). The above growth rate was
then used to extrapolate GSDP figures based on the old methodology.
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With the introduction of the
Goods and Services Tax (GST) in July
2017, the State Government’s ability to
increase its tax revenues by levying new
taxes or increasing the rate of existing
taxes is restricted to a large extent. The
State’s powers in this regard are retained
only in respect of taxes on petroleum
products and potable alcohol. Given the
comparatively high level of prevailing
taxes on these goods, and in view of the
increasing demand for lowering indirect
taxes on petroleum products, the room for
manoeuvre in this regard appears limited.
The growth of the State component
of GST will largely depend upon the
possibility of increased consumption
due to growth in economic activity and
the extent to which tax compliance is
increased. It is, however, reasonable to
assume that there is no likelihood of the
State’s own tax revenues showing any
decline in the trend growth seen in the
last few years as the central government
stands guarantee to compensate the States
for any such decline over the next five
years consequent upon the introduction
of GST.It needs to be highlighted here
that the adverse impact (if any) of the
transition to the GST regime is unlikely
to be experienced over the immediate
short-term as the state has been assured
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of 14per cent growth in tax revenue
(from taxes subsumed under GST) over
2015-16 levels.

Non – Tax Revenues:

From 2006-07 to 2016-17, the nontax revenues have gone up from Rs.4,098
crores to Rs.7,099 crores at the CAGR of
5.12 per cent. The proportion of Nontax revenue to SGDP ratio has decreased
from 1.8 per cent in 2006-07 to 0.73 per
cent in 2015-16. In the year 2016-17, due
to the ‘denominator effect’ of the sudden
increase in GSDP, the ratio drops further
to 0.64 per cent. However, re-adjustment
of the GSDP numbers to the old GDP
definition, gives the ratio of 0.84 per cent
for the same year.
Non-Tax revenues as a proportion
of aggregate revenue receipts have also
declined from 10.9 per cent to 5.3 per cent
during the period of 2006-07 to 2016-17.
The declining trend warrants a separate
analysis to analyse the changes in specific
components therein with the aim of
finding alternatives to enhance the same.

Devolutions and
from the Centre:

Grants

The devolutions from the centre have
been impacted by the recommendations
made in the 14th Finance Commission.

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

The commission recommends that
the States’ share in the net proceeds of
Union tax revenues be enhanced to 42
per cent from the erstwhile level of 32
per cent starting 2015-16. This is to be
accompanied by drastic cuts the Central
grants to the states. Accordingly, the
centre has identified over 30 Centrally
Sponsored Schemes to be delinked from
Centre’s support. Besides, the sharing
pattern under other Centrally Sponsored
Schemes is expected to undergo a
change as well, with states sharing
higher fiscal responsibility for scheme
implementation. The rationale has been
to provide greater flexibility to the states
to implement delinked schemes as per
local needs.

From 2006-07 to 2015-16, the
proportion of devolutions to SGDP
ratio has increased from 2.85 per cent
to 3.25 per cent. The increase in this
ratio reflects the enhanced devolutions
under the 14th Finance Commission. As
of 2016-17 this ratio declines to 2.57
per cent owing to the sudden increase in
GSDP figures (owing to methodological
change). Re-aligning the GSDP figures
to the older definition gives a ratio of
3.42 per cent. However, the proportion
of grants to SGDP ratio has dropped
from 2.48 per cent in 2006-07 to 1.89
per cent in 2015-16. As of 2016-17 this
ratio stands at 1.32 per cent using the
new GSDP definition and at 1.75 per
cent using the older GSDP definition.

Table 5: Net Effect of 14th Finance Commission on Devolutions and
Grants (Rs. In Crores)
Year

Devolutions

2006-07
2007-08
2008-09
2009-10
2010-11
2011-12
2012-13
2013-14
2014-15
2015-16
2016-17
2017-18

5374
6779
7155
7360
9506
11075
12647
13809
14654
23983
28760
31908

Grants from Grants plus
the Centre Devolutions
4813
5027
5332
7883
6869
8168
7809
9099
14619
13929
14798
16082

10187
11807
12487
15243
16375
19243
20456
22908
29273
37912
43558
47990

Devolutions to
SGDP Ratio (
per cent)
2.77
2.50
2.93
2.19
2.50
2.55
2.43
2.30
2.14
3.26
2.57
2.49

Grants to
SGDP ratio
(per cent)
2.48
1.85
2.18
2.35
1.80
1.88
1.50
1.51
2.13
1.89
1.32
1.26

Grants + Devolutions
to SGDP Ratio (per
cent)
5.25
4.35
5.12
4.54
4.30
4.43
3.93
3.81
4.27
5.15
3.90
3.75

Source: MTFP
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Figure 3: Grants, Devolutions and Grants plus Devolutions
60000
50000
40000
30000
20000
10000
0

Devoluons

Grants from the Centre

Grants plus Devoluons

Source: MTFP

The
net
effect
of
the
th
recommendations of the 14 Finance
Commission on the revenues of
Karnataka has been presented in Table
5. A closer look at the trends reveals
that in case of Karnataka, the increase
in grants from the centre has started
to take effect since the year 2013-14
onwards itself. The trend in the sum
of grants and devolutions over the
years 2014-15 to 2016-17 is a further
consolidation of the same trend.

3.2 Trends in Selected
Components of Expenditure

The State Government’s important
expenditure
commitments
include
capital expenditure oriented sectors like
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construction of irrigation and water
supply works, development of roads,
investments in the power sector, funding
development of urban infrastructure etc.,
Our analysis of the last five years of the
State’s expenditure pattern shows that
almost all the capital expenditure incurred
by the Government has been funded
with borrowings within the limit of the
fiscal deficit permitted under the Fiscal
Responsibility Act the funding of capital
expenditure out of revenue surpluses
has been negligible in the past given the
pressures on revenue expenditure.
The growth of development and nondevelopment expenditures as also the net
borrowings of the state government over
the last 10 years have been shown in Table 6.

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

Development and NonDevelopment Expenditure:

The Development Expenditure of
the state during the period 2006-07 to
2016-17 has grown from Rs. 21,376.95

crores to Rs. 89,237.74crores at the
CAGR of 13.87 per cent. Over the
same period the Non-Development
Expenditure has grown from Rs.
10,419.42 crores to Rs. 35,018.42crores
at the CAGR of 11.65 per cent.

Table 6: Development and Non Development components of Revenue
Expenditure (since 2006-07)
NonNDE as
DE as a
Development
Aggregate Development proportion
proportion
Out
expenditure
Annual
Revenue Expenditure of Aggregate
of Aggregate
standing
Year
(Rs.Crores)
Borrowings
Expenditure (Rs. Crores)
Revenue
Revenue
Debt (Rs.
(Revenue
(Rs.Crores)
(Rs. Crores) (Revenue Expenditure
Expenditure
Crores)
Account)
Account) (in per cent)
(in per cent)
200633435.43 10419.42
31
21376.95
64
1,797
57682
07
200737374.77 10871.78
29
24576.99
66
1,028
60143
08
200841659.29 12275.57
29
27009.63
65
6,814
71550
09
200947536.92 12762.35
27
32300.57
68
5,683
83482
10
201054033.85 14055.11
26
37000.26
68
3,907
91943
11
201165115.07 16445.48
25
44325.63
68
6,038
103030
12
201276293.26 20180.84
26
52093.99
68
9,738
116767
13
201389189.57 24954.41
28
59214.72
66
13,470 135318
14
2014103614.30 28265.27
27
69337.56
67
17,062 158553
15
2015116732.17 30495.72
26
79924.18
68
16,962 175623
16
2016130236.07 35018.42
27
89237.34
69
23,780 201076
17
2017160971
43283
27
110297
69
29911
229209
18

Source: Reserve Bank of India study on State Finances
Note: Annual Borrowings include – Market Borrowings, Loans from Centre, Special Securities issued to NSSF,
Borrowing from LIC, NABARD, SBI, NCDC and other Banks
Note: Figures for 2017-18 are based on forecasts
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Figure 4: Development and Non-Development Expenditure as a proportion
of Total Revenue Expenditure (per cent)
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Source: Reserve Bank of India study on State Finances

As seen from Figure 4, during the
period 2006-07 and 2016-17 the share
of Development Expenditure in the
total revenue expenditure has increased
from 63.9 per cent in 2006-07 to 70.42
per cent in 2016-17; whereas that of
Non-Development Expenditure has
declined from 31.2 per cent in 2006-07
to 25.1 per cent in 2016-17. This is a
reassuring trend
The growth of revenue expenditure
viz. interest payments, salaries, pensions
and subsidies during the last ten years is
shown in Table 7.

Interest Payments:

During the period 2006-07 to
2016-17, The Interest Expenditure
has risen from Rs. 4,236 to Rs. 12,291

18
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crores growing at the rate of 10.17 per
cent. Between, 2006-07 and 2015-16,
the ratio of Interest payments to GSDP
has fallen from 2.25 per cent to 1.46 per
cent. As of 2016-17, this ratio declines
to 1.10 per cent due to the sudden
increase in GSDP figures (owing to
methodological change). Re-aligning the
GSDP to the older definition, yields a
ratio of 1.46 per cent.
The positive aspect is that for the
period under consideration viz. 200607 to 2016-17, the ratio of Interest
Expenditure to Revenue receipts has
declined from 11.27 per cent to 9.25
per cent. As of 2016-17, this ratio is
just within the benchmark limit of 10
per cent as specified by the 14th Finance
Commission.

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

If we neutralize the effect of
GSDP definition change and look
at the figures till the year 2015-16
alone, we find that the CAGR of
Interest Expenditure is 9.75 per cent
as compared to the CAGR of GSDP
series which is 14.60 per cent. This

again is a positive indication, as the
parity between the growth of nominal
GSDP and Nominal Interest burden is
of utmost importance for the purposes
of debt sustainability and to avoid the
situation of a potential debt spiral over
the future years.

Table 7: Selected Components of Revenue Expenditure (Rs. Crores)
Year
2006-07
2007-08
2008-09
2009-10
2010-11
2011-12
2012-13
2013-14
2014-15
2015-16
2016-17
(RE)
2017-18
(BE)

Salary
Total revenue Interest
Component
Total of
Pensions Salaries
Subsidies
expenditure payments
of Grants-incol.3 to 7
Aid
33435
4236
2496
6545
4361
17638
37375
4506
3241
8667
5425
21839
41662
4532
4113
9927
3414
21986
47537
5213
3408 10296
4147
23064
54034
5641
4070 11086
6327
27124
65115
6062
5436 11870
7423
30791
76293
6833
7227 15700
13175
42935
89190
7837
9152 17789
6662
14100
48878
103614
9404
10118 19737
8026
11827
51086
117029
10746
11251 20475
7724
14041
56513
6713
131805
12291
12123 22268
14345
61027
144755

13395

13183

25392

6347

16561

74878

Col.8 as
per cent of
col. 2
52.75
58.43
52.77
48.52
50.20
47.29
56.28
54.80
49.30
48.29
46.30
51.73

Source: MTFP various years

Salaries, Pensions and Salary
Component of Grants-in-Aid:

The combined expenditure on
Salaries, Pensions and Salary component
of Grants-in-aid has risen from Rs.
33,603 to Rs.41,104 crores between the
5

period 2013-14 and 2016-17 growing at
a CAGR of 5.16 per cent5. However, as
a proportion of the GSDP, expenditures
on the above categories exhibit a gradual
decrease. Expenditure incurred on salary
related components (sum of Salaries,

Data on Salary component of Grants-in-Aid is only available from 2013-14 onwards
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Pensions and salary component of
Grants-in-aid) as a proportion of GSDP
has decreased from 5.58 per cent in 201314 to 5.36 per cent in 2015-16. In the
year, 2016-17, this ratio exhibits a sharp

decline of 3.67 per cent, mainly owing
to the denominator effect (increased
GSDP owing to definitional change). Realigning the GSDP figures with the old
definition gives a ratio of 4.88 per cent.

Figure 5: Salary-related Expenditure, Interest Payments and Committed
Subsidies as a proportion of GSDP
3.5%

3.0%
2.5%
2.0%
1.5%
1.0%
0.5%
0.0%

2013-14

2014-15

Interest Payments

Salaries

2015-16
Pensions

2016-17 (GSDP New
Definion)

Salary Component of Grants-in-Aid *

2016-17 (GSDP Old
Definion)
Subsidies

Source: MTFP various years, CAG Report on Karnataka State Finances
Note: * Ratios computed with respect to New GSDP Methodology
**Ratios computed by extrapolating the GSDP based on old methodology

However, as a proportion of
the aggregate Revenue Receipts, the
expenditure on the above salary-related
components has increased from 37.53
per cent to 30.94 per cent over the
same period (2013-14 to 2016-17). This
indicates that although the proportion of
Salary related expenditure has decreased
as a proportion of both GSDP and
Revenue Receipts. This indicates a
presence of sufficient fiscal space for

20
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the intended salary hike under the 6th
Pay Commission. It is also important
to note this as ultimately; the salary
expenditure related commitments need
to be met out of the Revenue receipts.
Over the period 2013-14 and 2016-17,
the CAGR of Revenue Receipts has
been around 10.37 per cent whereas
that for the expenditure incurred on
salaries, pensions and grants-in-aid put
together is about 5.17 per cent. This

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

again indicates a presence of possible
fiscal space.
Another important metric to
look at in this regard pertains to the
ratio of Salary Expenditure to that of
Revenue Receipts net of committed
expenditures (Interest Payments and
Pensions have been specified as the
committed expenditure items by the
12th Finance Commission). It has been
specified that this ratio needs to be
contained within 35 per cent of the Net
Revenue Receipts. As of 2016-17, the
value of this ratio in Karnataka is about
26.72 per cent.

Subsidies:

During the period 2006-07 and
2016-17, the expenditure incurred on
subsidies has increased from Rs. 4,361

crores to Rs. 14,345 crores at the CAGR
of 11.43 per cent. As a proportion of
GSDP, it has decreased from 2.32 per
cent to 1.91 per cent between 2006-07
and 2015-16. However, during 2016-17,
owing to the sudden increase in GSDP
numbers, this ratio declines to 1.28 per
cent. This is misleading and thus a realignment with respect to the revised
GSDP numbers yields a ratio of 1.71
per cent.
As a proportion of Aggregate
Revenue Receipts, the expenditure
incurred on subsidies has decreased
from 11.60 per cent to 10.80 per cent
between 2006-07 and 2016-17. To
conclude, despite the popular debate on
increasing subsidy burden on the fiscal
health of the state, it does not seem to
be a major cause for concern.
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State’s Other Important
Expenditure Commitments

T

he fundamental objectives of
the State Government include
the maintenance of law and order,
promotion of the social and economic
well-being of its people and ensuring that
social and economic inequalities among
its people do not come in the way of
the development of its citizens to their
fullest potential. The State implements
a large number ofprogrammes and
undertakes a variety of functions
mandated by the constitution using the
instrumentality of the State’s services
to achieve the above objectives. In the
above context, the State’s expenditure
priorities largely determine the size of
its administrative machinery and the
nature of its services.
6
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As depicted in the budget
documents of the State, the major
development
priorities
of
the
Government
include
Education,
Health Services, Rural Development
including rural roads and rural housing
and development of Agriculture and
related activities (Horticulture, Animal
Husbandry, Agriculture, Fisheries
etc.).As of 2016-17, these sectors
(Agriculture and Horticulture, Rural
Development, Health and Education)
account for about Rs. 46,633 crores
i.e. over 35 per centof the revenue
expenditure6 for that year.
As of 2015, Karnataka ranks at
the 12th position in terms of the Human
Development Index (HDI) among all

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

Indian states. This compares poorly
to the peer states of Kerala and Tamil
Nadu that rank at 1st and 8th places
respectively7. Since, HDI comprises
parameters that are directly reflective
of education and health, a jump in the
state’s HDI rank will entail a greater
investment in these areas. However,
currently Karnataka ranks much below
the national average in terms of the
proportion of aggregate expenditure
devoted to these sectors. Comparison
of Karnataka with the other southern
states with respect to per-capita
spending on selected sectors has been
given in Table 8.
Table 8: State-wise per-capita spend
(in Rs.) on selected sectors in 2016-17
Medical
Public Welfare Social
Health of SCs, Security
State Education
and
STs and and
Family
OBCs Welfare
Welfare
Karnataka 3081.82 931.98 1553.53 967.94
Kerala
4893.90 1551.59 1144.10 1273.21
Tamil
3670.96 1106.01 533.16 1095.59
Nadu
Andhra
3844.55 1115.48 2252.85 1099.23
Pradesh
Source: Economic Surveys of various states, 201617; RBI study on State Budgets, 2017

Karnataka’s
expenditure
on
Education, including Higher Education
has increased from Rs. 12,403 crores in
2011-12 to Rs. 21,884 crores in 2016-17
(at CAGR of 9.92 per cent)8. Education
is an important indicator of sociodevelopment as investment in education
is expected to have large spillover
effects. As of 2016-17, yearly percapita spend on education in Karnataka
is about Rs.3082 as compared to that of
Rs.4894 for Kerala, Rs.3671 for Tamil
Nadu and Rs.3845 for Andhra Pradesh9.
However, for a meaningful
comparison, the per-capita spend on
Education should be compared to a
related metric, in this case the literacy
rates across states. Among these states,
the literacy rate of Karnataka is among
the lowest at 75 per cent. The literacy
rates of Kerala and Tamil Nadu are
much higher at 94 per cent and 80 per
cent respectively. Only Andhra Pradesh
has a lower literacy rate as compared to
Karnataka at 67 per cent; but then its
per-capita spend on education is much
higher than Karnataka. This indicates
that the current per-capita spending on
education is well justified and would

7

State Human Development Reports, UNDP in India, Data.gov.in

8

MTFP, various years

9

RBI study on State Budgets, 2016-17
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warrant even a greater spending over
the coming years if Karnataka has
to better its position in the Human
Development Index.
Healthy population has a direct
impact on productivity of the
labour force and thus investments in
healthcare are an important metric of
any welfare state. During the period
2011-12 and 2016-17, the expenditure
on Health services in Karnataka has
grown at CAGR of 19.35 per cent
from Rs. 2,252 crores to Rs. 6,512
crores10. As of 2016-17,the annual
per-capita spend on Medical, Public
Health and Family Welfare is about
Rs. 932 for Karnataka as compared to
that of Rs. 1552 for Kerala, Rs.1106
for Tamil Nadu and Rs. 1115 for
Andhra Pradesh.
The per-capita spending on Medical
and Public Health needs to be viewed
in context of the important health
indicators such as Infant Mortality
Rates, Maternal Mortality Rates and the
Life Expectancy rates for each state.
With Infant Mortality Rate of about 31
(per 1000 births), Maternal Mortality
Rate of 132 (per 100,000 live births)
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MTFP, various years

11

Data.gov.in

12

Economic Survey of Karnataka, various years
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and life expectancy of about 67.2 years
– Karnataka ranks the poorest against
the comparable states of Kerala, Tamil
Nadu and Andhra Pradesh11. The above
metrics well-justify the current level of
spending on health and would warrant
a much higher level of spending, if
Karnataka needs to perform better in
terms of these vital health indicators.
The functions of government
which have the objective of promoting
social justice and development of
weaker sections, are also considered
of high priority in the allocation of
State’s resources. The expenditure
commitments relating to welfare of
schedule castes, scheduled tribes,
backward classes and social security
and welfare have together increased
at CAGR of 11.75 per cent from
Rs. 6,612.81 crores in 2011-12 to Rs.
12,882.34crores in 2016-1712. The percapita spend on SCs, STs and OBCs is
about Rs. 1,554 in Karnataka, which
is significantly higher than Kerala and
Tamil Nadu. The per-capita spend on
Social security and Welfare is about
Rs.968 per capita in Karnataka, lowest
among all other states in South India.

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

However, it is not appropriate
to view the per-capita spend on the
above categories in isolation; rather it
needs to be compared with the relevant
metrics of proportion of people living
below poverty line or proportion of
population categorized as SCs and STs.
It is observed that the proportion of
people below the poverty line is also the
highest in Karnataka (at 21 per cent)13,
justifying the higher spend. Similarly,
the proportion of population classified
as SCs and STs is among the highest in

13

data.gov.in

14

Census of India, 2011

Karnataka at about 25.2per cent14. Only
Andhra Pradesh has a higher proportion
of SCs and STs population as compared
to Karnataka, however its per-capita
spend on the same is also higher.
Given
the
imperative
of
accelerating economic growth of the
State and the social development of the
people, it is likely that these expenditure
commitments of the State will continue
to grow atleast at the same rate as the
growth of the Government’s revenue
receipts in the coming years.
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5

Recommended Expenditure
Ratios according to 14th
Finance Commission

T

he
fiscal
consolidation
recommended for States by the
14th Finance Commission requires the
States to limit their borrowings in any
given year to a maximum of 3 per cent of
GSDP and utilise the borrowings (net)
only for funding capital expenditure.
Further, States must also seek to
generate significant excess of revenue
receipts over revenue expenditure, so
that the resultant surplus revenue may
finance part of their capital expenditure.
Achieving a revenue surplus would
mean restricting their expenditure on
revenue account including expenditure
on salaries, pensions, interest payments
and subsidies. According to the 14th
Finance Commission, a revenue surplus,
entitles the states to additional 0.25per
cent of borrowings (as a proportion of
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GSDP). It also recommends, restricting
interest payments to a reasonable level
of less than ten percent of the revenue
receipts which would impose a discipline
on borrowing by the state government
so that the total accumulated debt does
not exceed about 25 per cent of the
State’s GSDP.
In addition, the 12th Finance
Commission had also recommended
the expenditure on salaries to be within
a maximum of 35 per cent of revenue
receipts of a State net of its interest
and pension payment liabilities, which
are considered to be committed among
government’s liabilities. The fiscal space
available to the state government to
increase its revenue expenditure for
revision of pay and allowances of its
employees, therefore depends upon the

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

possibility of sustaining the necessary
growth in its revenues and containing
its other commitments on revenue
expenditure to accommodate the
increase in salary expenditure.
As of 2016-17, the ratio of
expenditure on salaries to the total
revenue receipts of the State net of its
interest and pension payment liabilities
is about 26.72 per cent. The ratio of

interest payments to revenue receipts
is 9.25 per cent and the ratio of total
accumulated debt to GSDP is about
17.99 per cent (with GSDP computed
using changed methodology) and about
23.91 per cent (with GSDP re-computed
based on old methodology). The state
has also been consistently maintaining a
Revenue surplus since the year 2008-09
onwards.
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6

Future Projections

T

his section presents the forecasts of the vital fiscal parameters over the
next 5 years (2018-19 to 2022-23).

Table 9: Projections of Important Fiscal Parameters – 2018-19 to 2022-23
(in Rs. Crores)
Year

2017-18

Aggregate Own-Tax Revenues

89957

Devolutions from the Centre

31908

Grants from the Centre
Non-Tax Revenues
Aggregate Revenue Receipts

2018-19

2019-20

2020-21

2021-22

2022-23

104085

114620

125714

137365

149574

37666

44214

51415

59269

67775

16082

19391

21816

24448

27289

30337

6945

7765

8451

9196

10007

10890

144892

165842

189288

215539

244858

277544

Revenue Receipts

Committed Revenue Expenditures (Selected Indicators)
Interest Payments

14159

15561

17582

19775

22140

24676

Salaries

25392

27426

30220

33299

36691

40429

Pensions

13183

15881

18523

21604

25198

29391
15940

Salary component of Grants-in-Aid

6347

9887

11128

12534

14129

Subsidies

18971

19315

22528

26275

30645

35741

Aggregate Revenue Expenditure

144755

163557

184802

208805

235927

266571

Capital Receipts and Expenditure

28

Capital Receipts (Non-Debt)

135

233

268

232

240

243

Capital Expenditure

33630

37871

45456

54207

64123

75205
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Other Indicators
Revenue Surplus

137

1370

2261

2693

2433

1206

Fiscal Deficit

33359

35285

39741

44649

50077

56106

Total Liabilities

242420

275072

310955

349734

391409

435980

GSDP New Series Market Prices (in
Current Prices)

1280465 1430163 1590874 1789882 1966766 2161130
Important Ratios

Ratio of Revenue Surplus to GSDP (in
per cent)

0.01

0.1

0.14

0.15

0.12

0.06

Ratio of Fiscal Deficit to GSDP (in per
cent)

2.61

2.47

2.5

2.49

2.55

2.6

Ratio of Total Liabilities to GSDP (in
per cent)

18.93

19.23

19.55

19.54

19.9

20.17

Ratio of Revenue Receipts to GSDP (in
per cent)

11.32

11.60

11.90

12.04

12.45

12.84

Ratio of Salary Expenditure plus
Salary Component of Grants-in-Aid to
Revenue Receipts (Net of Committed
Expenditure) (in per cent)

27.01

27.76

26.99

26.32

25.73

25.22

Ratio of Interest Payments to Revenue
Receipts (in per cent)

9.80

9.38

9.29

9.17

9.04

8.89

Ratio of Subsidies to Revenue Receipts
(in percent)

13.09

11.65

11.9

12.19

12.52

12.88

Source: Calculations by the NIAS team.

We have used two separate methods
for forecasting. Specifically, we use either
the Compounded Annual Growth rates
or Statistical Curve Fitting and choose
the forecast that is most proximate to
the one given in the Medium Term
Fiscal Plan for 2017-21.The compound
annual growth rate (CAGR) is the mean
annual growth rate of an investment
over a specified period of time longer
than one year. Statistical Curve fitting is
the process of constructing a curve, or

mathematical function, which has the
best fit to a series of data points. Under
curve fitting, we choose either linear
or polynomial functions as these seem
to provide the best fit to the data. The
best fit curve is chosen on the statistical
criterion of highest R-Squared value.
Based on the forecasts, the GSDP
(at current prices) using the new
computation methodology is projected
to grow from Rs. 14,30,163 crores in
2018-19 to Rs. 21,61,130 crores in 2022-
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23. During the same period, state’s own
tax revenues are forecasted to grow from
Rs. 1,04,085 crores to Rs. 1,49,574 crores.
The split of own tax-revenues between
GST and non-GST revenues have been
given in Table 10 and Figure 6.
Table 10: GST and Non-GST
Revenues
201819

201920

202021

202122

202223

Revenues
60699 67049 73764 80847 88301
from GST
Non- GST
43386 47571 51950 56518 61273
Revenues
Aggregate
Own Tax 104085 114620 125714 137365 149574
Revenues
Source: Calculations done by the NIAS research team

The Non-GST revenues were
estimated by fitting a linear statistical

trend. The GST revenues were
computed based on the compensation
formula of the GST council i.e. 14
per cent yearly growth over 2015-16
numbers of comparable GST revenue.
The expenditure on Salaries,
Pensions and Salary component of
Grants-in-Aid is projected to grow
from Rs. 53,194 crores to Rs. 85,760
crores between 2018-19 and 2022-23.
The Revenue Surplus is expected to
remain positive throughout the period.
The Fiscal Deficit is projected to grow
from Rs. 35,185 crores in 2018-19 to
Rs. 50,077 crores in 2022-23. During
the same period, the Total Liabilities
are expected to grow from Rs. 2,75,072
crores to Rs.4,35,980 crores.
A glance at the important fiscal
ratios reveals that both Fiscal deficit

Figure 6: Forecasts of GST and Non-GST Revenues in Rs. Crores
120000

100000
80000
60000
40000
20000
0

2018-19

2019-20
Revenues from GST

Source: Calculations done by the NIAS research team
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2021-22
Non- GST Revenues
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and Total Liabilities as a proportion
of GSDP (new series) are very well
contained within the prescribed limits.
As of 2018-19, the ratios of Fiscal
Deficit and Total Liabilities to GSDP
are on an average 2.61 per cent and
18.93 per cent respectively. However,
since the rise in GSDP has not been
accompanied by a commensurate
increase in revenue receipts, the ratio
of Revenue receipts to GSDP which in
the earlier years (prior to the revision
of the GSDP methodology) has been
in the range of about 16 per cent of
GSDP is projected to decline to about
12 per cent of GSDP. Thus, these ratios
should not be taken at face-value as they
are biased by the strong ‘denominator
effect’;creating an illusion of notional
fiscal space.
The ratio of Salary Expenditure to
Net Revenue Receipts is well-contained
within the bounds of 30 per cent.
This ratio varies in the range of 25 per
cent to 27 per cent during the period
under consideration viz. 2018-19 and
2022-23. Similarly, the ratio of Interest
expenditure to Aggregate revenue
receipts is well-contained within 10 per

cent. However, we need to put in a caveat
here, that it might go up substantially,
if the burden of total liabilities steadily
increases given the said availability of
fiscal space.
The ratio of own-tax revenues to
aggregate revenue receipts is expected
to stay within the limits of 60 - 61 per
cent over the forecast period whereas
that of non-tax revenue to aggregate
revenue receipts is expected to be in
the range of 5 per cent. During the
forecast period, the GSDP is expected
to grow at CAGR of 8.60 per cent
while own-tax revenues and nontax revenues are projected to grow at
CAGR of 10.77 per cent and 6.99 per
cent irrespectively. This alludes to the
fact that there exists an opportunity of
finding ways to increase the non-tax
revenues by tapping the appropriate
sources.
The above discussion indicates that
for implementing the pay commission
recommendations without imposing
a substantial burden on state finances,
additional fiscal space needs to be
created by reducing the possible outlay
on certain other expenditure heads.
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7

Discussion on Fiscal Space

I

n order to implement the
recommendations of the sixth pay
commission it is necessary to analyse
the availability of current fiscal space
and assess the possibilities of enhancing
the same in the future. There are three
possible ways of addressing the same:
one – analysing the fiscal health based
on the parameters recommended by
the various finance commissions and
Karnataka Fiscal Responsibility Act
(KFRA), 2002, two – finding avenues
for curtailment of expenditure and
three – identifying ways of enhancing
state’s revenues.
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Recommendations of
Finance
Commissions and Karnataka Fiscal
Responsibility Act, 2002
There are four broad parameters of
estimating the fiscal space based on the
recommendations of various finance
commissions. These are as follows: One
- Salary Expenditure as a proportion of
Revenue Receipts net of Committed
Expenditures (viz. Interest Payments
and Pensions), Two – Fiscal Deficit as a
proportion of GSDP, Three – Annual
Interest Payments as a proportion of
Revenue Aggregate Receipts and Four Outstanding Debt as a proportion of GSDP

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

Table 11: Fiscal Space based on Recommendations of various Finance
Commissions (Computed Ratios for 2016-17)
Metrics specified by various Finance
Commissions

Actuals (based
on GSDP with
methodology
change) (per cent)

Actuals (based
on GSDP without
methodology
change) (per cent)

Recommended
Levels (per cent)

26.72

NA

35.00

2.16

2.87

3.00

9.25

NA

15.00

18.91

23.91

25.00

Salary Expenditure as a proportion
of Revenue Receipts (Net of Interest
Payments and Pensions)
Annual Borrowings/ Fiscal Deficit as a
proportion of GSDP
Annual Interest Payments as a
proportion of Revenue Receipts
Outstanding Debt as a proportion of
GSDP
Source: MTFP, various years

Out of the above, the state’s fiscal
health is well within the recommended
levels with respect to the first and the
third parameters. However, with respect
to the second and fourth parameters viz.
the proportion of annual borrowings
and the outstanding debt to GSDP, the
actual levels seem precariously close
to the recommended ones. In fact,
computing these ratios with respect to
the new GSDP figures (using revised
methodology) possibly creates an
illusion of fiscal space. Re-computing
these ratios with respect to re-aligned
GSDP figures reveal a more appropriate
picture. There exists a potential risk that
the illusory fiscal space, might prompt
the state into greater borrowings.
However, the interest burden on the

same needs to be met out of revenue
receipts alone, which have shown no
subsequent increase despite the spurt
in GSDP as of 2016-17. To repeat, the
change in the value of GSDP is merely
definitional without any changes in the
underlying ‘real’ economy. Thus, the
fiscal parameters described above need
to be carefully reviewed in light of the
above discussion.

Curtailment of Expenditure

In order to assess possible areas
wherein the expenditure can be curtailed
one needs to first assess the CAGR
of various components of Revenue
Expenditure and identify specific areas
where the expenditure has grown
greater than the overall average.
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Table 12: CAGR of components of
Revenue Expenditure and GSDP
(2006-07 to 2015-16)
Expenditure Heads and
CAGR (2006-07 to
GSDP
2015-16) (in per cent)
Revenue Expenditure
13.34
Interest
9.75
Salaries
12.08
Pensions
16.25
Subsidies
12.40
Devolution to ULBs
13.99
Operations&
Maintenance
20.60
Administrative
Expenditure
14.23
Other Revenue
Expenditure
9.75
GSDP
14.60
Source: MTFP, various years; NIAS Calculations

During
the
period
under
consideration (2006-07 to 2015-16),
the overall revenue expenditures have
grown at a CAGR of 13.34 per cent
whereas GSDP has grown at CAGR
of 14.26 per cent. Within the Revenue
Expenditure, the specific components
of subsidies have grown at 12.40per
cent, Devolutions to ULBs have
grown at the CAGR of 22.49per cent
while Expenditure on Operations and
Maintenance has grown at the rate of
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20.69per cent; all of which are higher
than the CAGR of aggregate Revenue
Expenditure as well as the GSDP.
Among the above, expenditure on
Operations and Maintenance needs
to be scrutinized and possibilities of
reducing the same should be identified.

Enhancing State’s Revenues

Till 2015-16, state’s own tax
revenue has grown at a CAGR of 12.48
per cent whereas GSDP has grown
at a rate of approximately 14.60 per
cent. The proportion of Own-Tax
Revenue to Revenue receipts has been
approximately the same at about 61.99
per cent during 2006-07 and 61.81 per
cent in 2016-17. However, during the
interim years such as 2013-14, this ratio
has been as high as 69.91 per cent.
Similarly, Non-Tax revenues as
a proportion of aggregate revenue
receipts have also declined from 10.90
per cent to 5.34 per cent during the
period of 2006-07 to 2016-17.
Based on the above – it can be said
that additional sources of enhancing
Own Tax revenues and Non-tax
revenues need to be identified.

Appendix I - Decoding
the ‘Denominator Effect’
of the increase in GSDP

A

lthough, the vital fiscal ratios
pertaining to fiscal deficit and
total liabilities exhibit an optimistic
scenario, it needs to be understood that
the ‘true’ values of the ratios are being
masked by the ‘denominator effect’.
Owing to the revision in the definition
of GDP starting 2016-17, the GSDP

figures have shown a sharp increase.
Naturally, the ratios with GSDP figures
in the denominator exhibit a sharp
decline.
This trend of a sharp increase
in the GDP figures is visible at both
national and state levels. The same has
been presented in Table 13.

Table 13: All-India and Karnataka: New and Old GDP and GSDP Series
(Base Year = 2011-12)
2011-12

2012-13

2013-14 2014-15
National Level

2015-16

All-India GDP New Series (Market
8736329 9213018 9801370 10536984 11381001
Prices) in Rs. Crore
All-India GDP Old Series (Factor Cost)
8106947 8546277 9063647 9719024 10490514
in Rs. Crore
Ratio of Old to New GDP Series
0.93
0.93
0.92
0.92
0.92
Karnataka
Karnataka GSDP New Series (Market
603778 691700 817885 921788 1027068
Prices) in Rs. Crore
Karnataka GSDP Old Series (Factor Cost) 434270 520766 601633 685207 735975
Ratio of Old to New GSDP Series in
0.72
0.75
0.74
0.74
0.72
Rs. Crore
Source: Central Statistical Organization, Directorate of Economics and Statistics, Karnataka
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12189853
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0.92
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815654
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Although, the New GDP/GSDP
series were compiled from 2016-17
onwards, the GDP/GSDP figures for
the older series computed using the new
method have been made available at the
official websites of the Government
of India and Karnataka. This makes it
possible to compare the magnitude of
difference between the Old and New
GDP/GSDP series.
From Table 3, it may be observed
that there exists a significant difference
between the GDP estimates obtained
using the Old and New methods.
Hence, it becomes important to
understand
the
methodological
differences between the two methods
and how the same affects the change in
their relative magnitudes. There have
been two main changes between the
Old and New methods of computing
GDP. First, the base year was changed
to 2011-12 from 2004-05 and second
the current estimates are now being
compiled based on the Market price
Method rather than using the Factor
Costs approach.
In particular, Enterprise approach
has replaced Establishment approach
in the Annual Survey of Industries
(ASI) from 2012-13 and post
manufacturing activity has also been
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included in the estimation of GVA. In
the new series, MCA -21 (Ministry of
Corporate Affairs) data has been used
in the estimation of Private Corporate
Sector GVA. In manufacturing
sector, All India Corporate estimates
are allocated to the States based on
State ASI ratios to arrive at Private
Corporate sector at the State level. The
estimates of Computer related services
was based on the proportion of private
corporate workforce as revealed from
Employment and Unemployment
Survey (EUS) of NSSO in the 200405 series. In the 2011-12 series these
allocations are based on the proportion
of software exports made by the State
(information collected from annual
reports of Software Technology
Parks of India-STPI). Due to this
revision the value-added arising from
computer related services has increased
substantially.
It may also be seen that the
magnitude of difference between
the Old and New GSDP series is
significantly different for Karnataka as
compared to the National level GDP.
As seen from Table 3, the ratio of Old
to New GSDP series is about 0.73 for
Karnataka; whereas the same ratio
is about 0.92 for national-level GDP

Fiscal Implications of Sixth Pay Commission Recommendations on Karnataka’s Finances

series; indicating that the two series
are much closer at the national level
as compared to that for Karnataka.
The primary reason for the same is the
relative importance of Manufacturing
and Computer related services in
Karnataka’s economy. Since, these two
areas constitute a significantly higher
proportion of Karnataka’s GVA
as compared to that at the national
level; the magnitude of difference for
Karnataka is much larger.
The implication of the above is
that the ‘denominator effect’ on fiscal
ratios is likely to be distinctly higher for
Karnataka as compared to that at the
National level. As an example, let us
consider the example of Fiscal Deficit
to GDP ratio at both National and
Karnataka State levels. The same fell by
14per cent during 2014-15 and 2016-17
at an All-India level (from 4.1per cent
to 3.5per cent) whereas for Karnataka it
fell by a magnitude of 24per cent during
the same time period (from 2.86per cent
to 2.16per cent)

Re-aligning the Denominator

In order to arrive at more
comparable estimates of the fiscal

balance measures, it is required to
discount the New- GSDP series to
reflect the older definition and then
re-compute these ratios. This would
help us understand how the fiscal
ratios would have behaved had there
been no methodological change in the
GSDP computation and had the Old
GSDP series continued growing at the
same rate as earlier. These results are
presented in Table 6.
Table 6 shows that the values
of the New GSDP series (at current
prices) for all years from 2011-12 to
2017-18. For years prior to 2016-17,
we have aligned the older GSDP series
based on the new GSDP definition
change. Additionally, we also provide
numbers for the years 2016-17 and
2017-18 presuming no change in GSDP
computation methodology.
We re-compute the three critical
ratios – Revenue Surplus/GSDP ratio,
Fiscal Deficit to GSDP ratio and Total
Liabilities to GSDP ratio using the New
and the Old GSDP series and compare
them to analyse the impact of the
denominator effect.These have been
presented in Table 14 and plotted in
Figures 7, 8 and 9 below.
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Table 14: Comparison of Fiscal Ratios: Using New and Old GSDP Series
(Base Year = 2011-12) (in Rs. Crore)
Fiscal Ratios
GSDP New Series (Market
Prices)
GSDP Old Series (Factor
Cost)
Revenue Surplus
Gross Fiscal Deficit
Total Liabilities
Ratio: Revenue Surplus to
New GSDP Series
Ratio: Revenue Surplus to
Old GSDP Series

2011-12

2012-13

2013-14

2014-15

2015-16

2016-17

2017-18

594890

713378

824155

938640

1008185 1117334 1280465

434270

520766

601633

685207

735975

815654

934739

4691
1883
354
528
1789
12300
14507
17091
19577
19169
106279 118155 138261 164279 183320
Revenue Surplus to GSDP Ratio (per cent)

1062
24154
211331

137
33630
242420

0.79

0.26

0.04

0.06

0.18

0.10

0.01

1.08

0.36

0.06

0.08

0.24

0.13

0.01

Fiscal Deficit to GSDP Ratio (per cent)
Ratio: Fiscal Deficit to New
GSDP Series
Ratio: Fiscal Deficit to Old
GSDP Series

2.07

2.03

2.07

2.09

1.90

2.16

2.63

2.83

2.79

2.84

2.86

2.60

2.96

3.60

Total Liabilities to GSDP Ratio (per cent)
Ratio: Total Liabilities to
New GSDP Series
Ratio: Total Liabilities to Old
GSDP Series

17.87

16.56

16.78

17.50

18.18

18.91

18.93

24.47

22.69

22.98

23.98

24.91

25.91

25.93

Source: MTFP, NIAS Team computations

Figure 7: Fiscal Deficit to GSDP Ratio
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Source: MTFP, Economic Survey of Karnataka, Directorate of Economics and Statistics, Karnataka
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The denominator effect is particularly pronounced in case of Fiscal Deficit to GSDP
ratio and Total Liabilities to GSDP ratio.
Figure 8: Total Liabilities to GSDP Ratio
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Rao: Total Liabilies to New GSDP Series
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Rao: Total Liabilies to Old GSDP Series

Source: MTFP, Economic Survey of Karnataka, Directorate of Economics and Statistics, Karnataka

Just considering the last two years average; Fiscal Deficit to GSDP ratio with
respect to New GSDP series is about 2.39 per cent while that with respect to the Old
GSDP series is about 3.28 per cent. Similarly, the average over the last two years; Total
Liabilities to GSDP ratio with respect to New GSDP series is about 18.92 per cent
while that with respect to the Old GSDP series is about 25.92 per cent. The ratio of
Revenue Surplus to the New GSDP series is fairly comparable to the ratio with respect
to the older series. This could be attributed to a relatively smaller magnitude of the
numerator viz. Revenue Surplus.
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Figure 9: Revenue Surplus to GSDP Ratio
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Source: MTFP, Economic Survey of Karnataka, Directorate of Economics and Statistics, Karnataka

Another related important metric in the context of the Pay commission is
the ratio of Salary, Pensions and Grants-in-Aid to the Old and New GSDP Series.
These are presented in the Table 15 and Figure 10 below:
Table 15: Ratio of Expenditure on Salary, Pensions and Salary Component
of Grants-in-Aid to New and Old GSDP Series
Ratios

2011-12

2012-13

2013-14

2014-15

2015-16

2016-17

2017-18

Salaries, Pensions and
Salary Component of
Grants-in-Aid

22958

29825

35412

39592

42566

46688

52012

GSDP New Series (Market
Prices) in Rs. Crore

594890

713378

824155

938640

1008185 1117334 1280465

GSDP Old Series (Factor
Cost)

434270

520766

601633

685207

735975

815654

934739

Ratio: Salary Expenditure to
New GSDP (per cent)

3.86

4.18

4.30

4.22

4.22

4.18

4.06

Ratio: Salary Expenditure to
Old GSDP (per cent)

5.29

5.73

5.89

5.78

5.78

5.72

5.56

Source: MTFP, Report of Comptroller and Auditor General of India, Economic Survey of Karnataka,
Directorate of Economics and Statistics, Karnataka
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Between 2011-12 and 2015-16, the salary related expenditure comprised about 5.8
per cent of GSDP. But since the change in the definition since 2016-17, it is seen
to comprise 4.1 per cent of the GSDP figures. This difference has been shown in
Figure 10
Figure 10: Ratio of Expenditure on Salary, Pensions and Grants-in -Aid to
New and Old GSDP Series
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It is important to note that the salary related expenditure needs to be met from
the revenue receipts. Although, with the change in the computation methodology,
the GSDP has gone up, the revenue receipts have not increased commensurately.
This once again highlights the possibility of an illusion of fiscal space that has been
created by the ‘denominator effect’.

National Institute

of

Advanced Studies

41

Performance Related Incentive System

Submitted to
The Sixth Pay Commission,
Government of Karnataka
By
Ramesh G
Ranjini C R
April, 2018

Contents
1

2

Section 1 .............................................................................................................................................. 4
1.1

Background of the study ............................................................................................................ 4

1.2

Objectives of the study ............................................................................................................... 4

1.3

Study Methodology..................................................................................................................... 5

Section 2 .............................................................................................................................................. 6
2.1 Secretariat ......................................................................................................................................... 6
2.1.1

The Operation of Secretariat ............................................................................................... 6

2.2 Revenue Department ...................................................................................................................... 10
2.2.1 Introduction ............................................................................................................................. 10
2.2.2 District ...................................................................................................................................... 10
2.3 Deputy Commissioner’s Office ...................................................................................................... 12
2.3.1 Discussion ................................................................................................................................. 13
2.4 Assistant Commissioner’s Office................................................................................................... 13
2.4.1 Discussion ................................................................................................................................. 14
2.5 Zilla Panchayat ............................................................................................................................... 15
2.5.1 Discussion ................................................................................................................................. 17
2.6 Agriculture Department ................................................................................................................ 17
2.6.1 Roles and Responsibilities of different functionaries ........................................................... 18
2.6.2 Discussion ................................................................................................................................. 19
3

Section 3 - Information Systems ...................................................................................................... 21
3.1

4

Decision Support Systems ........................................................................................................ 24

3.1.1

Monthly Report on Plan Performance .............................................................................. 25

3.1.2

Karnataka Development Programme (KDP) review meetings ....................................... 25

3.2

Sachivalaya Vahini ................................................................................................................... 27

3.3

Disposal Index ........................................................................................................................... 28

3.4

e-Office ...................................................................................................................................... 29

3.5

Sakala ........................................................................................................................................ 30

3.6

Panchatantra............................................................................................................................. 31

Section 4 - Analysis ........................................................................................................................... 33
4.1

Performance Evaluation .......................................................................................................... 33

4.2

Capacity Building ..................................................................................................................... 34

4.3

Incentives .................................................................................................................................. 35

4.4

System Readiness and Utility .................................................................................................. 38

Section 5 - Suggested Framework for Group Evaluation and Incentive System ................................ 39
5.1

Context ...................................................................................................................................... 39

5.2

Study Methodology................................................................................................................... 39

5.3
Framework Structure for Continuous Performance Management System and Incentive
Structure ............................................................................................................................................... 40
5.4

A Performance Management System...................................................................................... 41

5.5

Responsibility Centres and Focal Point of Group Evaluation .............................................. 42

5.6

Appropriate RC Units for Group Evaluation ........................................................................ 43

5.7

Parameters for Evaluation....................................................................................................... 45

5.8

Composition of Performance Measures.................................................................................. 47

5.9

Supporting Systems .................................................................................................................. 50

5.10

Structural Intervention During Initiation of the System ...................................................... 50

5.11

Benchmarking........................................................................................................................... 52

5.12

Institutional Support ................................................................................................................ 53

5.13

Incentive Structure ................................................................................................................... 53

5.14

Financial Impact and Cost Benefit.......................................................................................... 55

5.15

Implementation Strategy ......................................................................................................... 56

References ................................................................................................................................................. 63

Acknowledgement
The Study Team would like to thank the State Sixth Pay Commission for awarding this study to
Indian Institute of Management Bangalore. We are grateful to Shri Sreenivasa Murthy, IAS,
(Retd), Chairman, Sixth Pay Commission for sharing his insights and his valuable comments at
various stages of the study. We thank members of the Sixth Pay Commission, Sri MD Sanaullah,
IAS (Retd), Sri R S Phonde, Retd, Controller, State Accounts Department, Sri M Manjunath Naik,
Secretary, for sharing their valuable perspectives based on their decades of experience. Many
thanks to Sri Honnalingappa. Y.B, Deputy Secretary for providing access and co-ordinating with
various offices, and ever willing to help. Special thanks to all the senior officers of GoK, T K Anil
Kumar, Secretary, DPAR; Munish Moudgil, Commissioner, Survey, Settlement and Land
Records; Kalpana Gopalan, Additional Chief Secretary to Govt, DP & AR; Maheshwar Rao,
Secretary, Agriculture, (AR, Training & PP); Mamata Gowda B R, Deputy Commissioner and
District Magistrate, Ramanagara; and R Lata, CEO, ZP, Ramanagara.
We have benefitted from extensive and insightful discussions with Dr Rajendra Prasad M N,
Assistant Commissioner & Sub-Divisional Magistrate, DC Office, Ramanagara; Fairoza
Khannum, Special Secretary DPAR (Services), Secretariat; Chapparband, Deputy Secretary,
Agriculture; Prasanna, Deputy Secretary, Horticulture; Madhuchandra Tejaswi, Deputy Secretary,
Home Department, Secretariat; Dr Mangala, Under Secretary, DPAR (Services), Secretariat;
Anoop, Joint Director, Planning, Agriculture Department; Devarajaiah, Deputy Director,
Agriculture Department; Lakshmeesha S, Technical Director, NIC; Dinesh, Deputy Director,
Department of Information and Public Relations; Kalpana, Deputy Director, In-Charge Director
(PMI Division), Planning Department; Shanthi, Deputy Director, Planning Department,
Srinivasaiah, Assistant Director, Planning Department; Geeta Halli, Deputy Director, Agriculture
Department; Suryakanth Kondi, Assistant Director, Agriculture Department, Deepaja, JD
(Agriculture), Ramanagara District; Puttaswamy, DS, Ramanagara ZP; Madhuram, CPO,
Ramanagara ZP; Putte Gowda, Nodal Officer, DPAR; and Maruti Prasanna, Tahsildar,
Ramanagara.
We are thankful to all the employees who contributed their time, ideas, insights and inputs which
helped us greatly in completing this study.

1

List of Appendices
•
•
•
•
•
•
•
•
•
•

Appendix 1: List of Departments and Working Strength
Appendix 2: List of Departments in Secretariat
Appendix 3: List of Services of Revenue Department through Sakala
Appendix 4: Sections and Roles in a DC Office
Appendix 5: Financial & Physical Progress of State Flagship Programmes in
Revenue Department
Appendix 6: List of Major Departments and Schemes in Agriculture Department
Appendix 7: Abridged List of Staff Position in Agriculture Department
Appendix 8: MPIC format
Appendix 9: NIC report on E-Office
Appendix 10: List of officials whom the study team met.

List of Tables
•
•
•
•
•
•
•
•
•

Table 1: Survey, Settlement and Land Records, Revenue Department
Table 2: KDP report of physical progress of Revenue Department
Table 3: Disposal Index
Table 4: Agriculture Department, Deputy Director, Taluk-in-charge
Table 5: CEO – Taluk Panchayat
Table 6: Tahsildar – Taluk
Table 7: Secretariat – Deputy Secretary
Table 8: Responsibility Centre – Taluk Health Officer
Table 9: District Hospital – Clinical Department Head

List of Figures
•
•

Figure 1: Organisation Structure at District below Deputy Commissioner
Figure 2: MPIC Report from Agriculture Department

2

LIST OF ABBREVIATIONS
•
•
•
•
•
•
•
•
•
•
•
•

DD : Deputy Director
DSS : Decision Support System
DI : Disposal Index
DM : Document Management
FMS: File Monitoring System
GoK : Government of Karnataka
JD : Joint Director
KDP : Karnataka Development Programme
LMS : Letter Monitoring System
MMR : Monthly Multilevel Review
MPIC : Monthly Programme Implementation Calender
RCs : Responsibility Centers

3

1 Section 1
1.1 Background of the study
Government of Karnataka has constituted the Sixth State Pay Commission to consider revision of
pay scales of the State Government employees, employees of Aided Educational Institutions and
Local Bodies, and Non- teaching staff of the Universities and to recommend a new pay structure
for them. The Commission is also required to suggest changes, if any, with regard to the Pensions,
Dearness Allowance (DA), House Rent Allowance (HRA), City Compensatory Allowance (CCA),
Medical facilities and other benefits. Further, the Commission is also required to suggest measures
to improve the performance of Government Departments, including restructuring of Departments
and recommend measures to improve the performance of Government employees.
The State Government provides a range of service from maintenance of law and order, provision
of basic social services and infrastructure, welfare of the vulnerable sections of the society,
protecting the environment, and promoting economic development. The services of the state
government are complex both in range and scale of services provided. The State Government
employs about 5.20 lakh employees in different Departments at various levels in the entire State
(See Appendix 1 for List of Departments and Working Strength). Of these Employees, nearly 80%
are employed in Police, Health, Education, Rural Development, Irrigation, Agriculture and Social
Welfare sectors. It can be observed that the major share of employees are in the line of providing
services which are highly process oriented involving high engagement with general public. The
estimated expenditure on salary in 2017 – 18 is Rs 25,406 crores which indicates the potential that
exists through efficient utilization of human resource. The expenditure on salary amounts to 18%
of the State`s total revenues (tax plus non-tax plus devolution). In addition, the State Government
also provides grant-in-aid to meet the salary expenditure and pension payments of about 1.46 lakh
employees of Aided Educational Institutions and Local Bodies, and Non- teaching staff of the
Universities. It is in this context that this study on performance related incentive system is
proposed.

1.2 Objectives of the study
The Government of Karnataka has employees at various levels and services, ranging from policy
making and administration to support services and actual operations. Its operations range from
providing highly service oriented activities like law and order and health care to purely operations
type activities like public transport. The services also range from fiduciary services like tax
collection to for-profit services like dairy. The Commission being required to look at performance
improvements, desired to explore the possibility of introducing group performance related
incentive system. In this context, the Commission commissioned IIM Bangalore to come up with
a framework for introducing group evaluation and group incentive system. It is expected that the
study of performance and incentive system would consider the complexity and scale of all these
services and operations. The study has to focus on different ways in which performance of
Government department can be assessed in order to capture the performance of Government
officers and employees and suggest incentives.
4

The main objectives of the study are to:
•
•

Propose a system for Group Evaluation System at designated identifying Responsibility
Centres (RCs) at comparable horizontal hierarchical levels from secretariat to field offices
in various Ministries and Departments;
Provide an overall framework for designing and introducing a group incentive system in
relation to the performance evaluation system.

In the context of structure of evaluation, the study should examine what would constitute the Units
(RCs) for group evaluation. The study should propose an evaluation system which is
implementable across departments providing varying services of complexity and scale. It should
also provide model evaluation template which can be applied across departments providing
different services. It is also proposed to provide the incentive scheme in linkage with the proposed
evaluation system. In the final analysis, the thrust will be on developing a Performance
Management System for effective functioning of the administration.

1.3 Study Methodology
The Study Team decided to first capture the complexity of operations of select departments which
can be considered to be representative of varied services and operations. The Study chose
Secretariat, Revenue Department and Agricultural Department as cases for study. Both primary
and secondary data were collected to understand the existing system of operations, measuring,
tracking and reporting of operations and service delivery. The Study Team met officers at various
levels of these departments and held one-to-one in-depth interviews as well as group discussions.
The discussions focused on roles and responsibilities, monitoring and evaluation mechanisms,
various processes and organizational issues of different departments in the rank of Additional
Secretaries / Joint Secretaries / Deputy Secretaries and below. The study team also spent
considerable time in understanding Information Technology use and various IT systems like File
Management System, MMR, MPIC, DSS, e office, Panchatantra, etc. that have been developed
and deployed in various departments.
The Study Team though focused on Secretariat, Revenue and Agriculture departments, did hold
brief discussions with other departments such as Home, Planning, Health, Information and Public
Relations. The Study Team visited Ramanagara District and had detailed discussion at various
levels from Agriculture Officer to Tahsildar to Zilla Panchayat officials to DC. Services offered
under Sakala were also studied.
In the section that follow, we provide an overview of the organization and operations of the
selected departments of Secretariat; Revenue Department, including District Commissioner
Office, Zilla Panchayat office; and Agricultural Department, including Commissioner office and
field offices at District and Taluk level. This is followed by discussion of the features of the various
information systems like LMS, FMS, e-office, DSS, MMR, MPIC, Panchatantra, and Sakala. The
study of these is important because it was felt these could easily feed into the evaluation of group
performance. Final section provides the suggested system for group evaluation and performance
related incentive system.
5

2

Section 2

In order to develop the performance based incentive system, it was decided to undertake a study
of select departments which would be representative of different types of services that the
government delivers as mentioned in the section on methodology. In this section we describe
various departments like Secretariat, Revenue, Zilla Panchayat and Agriculture department in
terms of their structure, operations, and process management with special emphasis on
understanding evaluation, monitoring and reporting processes.

2.1 Secretariat
Secretariat is the highest policy-making body and the apex seat of the State Government. The work
of the Karnataka Legislative Assembly Secretariat is carried out by the following branches of
Parliamentary wing and Administrative wing Branches coming under the Parliamentary wing: 1.
Legislation Branch, Rules Committee, Privilege Committee 2. Question Branch and Committee
on Government Assurance 3 Committee Branches (i) Committee on Petitions (ii) House
Committee (iii) Committee on Government Assurances (iv) Backward class and Minority
Committee (v) SC / ST Welfare Committee (vi) Papers Laid Committee
Secretariat as a larger decision-making system, refers to all the Ministries, Departments, and public
organizations. The list of Departments in Secretariat is given in Appendix 2. It is a policy making
body and also overall accountable for performance of respective Ministries. Secretariat as well as
entire government administrative machinery is headed by Chief Secretary. Each Ministry /
Department of the Government is generally under the control of one or more Principal Secretary
(ies) / Secretary (ies) to Government. More than one Department may also be placed in charge of
a single Principal Secretary / Secretary. The Principal Secretaries/Secretaries may be assisted in
the discharge of their work by such number of Special Secretaries, Additional Secretaries, Joint
Secretaries, Internal Financial Advisers, Heads of Legal Cell, Deputy Secretaries, Under
Secretaries and Section Officers as may be decided from time to time. The Ministries and
Departments may have attached offices of Directorate, office of Commissioners, PSUs, SPVs etc.
All Ministries / Departments would be having its own field offices starting from district to taluk
to village levels. This section focuses on the operations at secretariat only.
2.1.1

The Operation of Secretariat

Structure and Tasks
The hierarchy at Secretariat consists of Chief Secretary, Additional CS, Principal Secretaries /
Secretaries Additional Secretary, Joint Secretaries, Director, Deputy Secretaries, Under
Secretaries, and Section officers. The number of officers at each level is: Special Secretary (3);
Additional Secretary (7), Joint Secretary (14); Deputy Secretaries (78); Under Secretaries (206),
Section Officer (376 posts).
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At the secretariat level, the operations mainly pertain to policy making, laws, assisting legislature;
personnel management, implementing service rules, postings and transfers; budget management;
disciplinary proceedings, and responsibility for overall administration of the department. It mostly
performs head office roles and will not have any operational role. The operational and
implementation role is generally performed by officers of Directorate and Commissioners, and
field offices. The main services of secretariat being mainly policy making, decision making, and
budget management; it is quite complex to design an objective and measurable performance
system. (DPAR-AR-Training, 2005)
Directors / Deputy Secretaries are the important middle management level officers of the
Government in the Secretariat. Directors /Deputy Secretary are Secretariat level officers who
supervise the work of Under Secretaries and Desk Officers, and form the fulcrum of the
Departments. They are assigned duties of Nodal Officer for coordinating matters common to all
Sections in the Secretariat Department. They exercise final decision-making powers as delegated
to them by the Principal Secretary/Secretary from time to time. Directors /Deputy Secretary are to
examine files put up to them by the Under Secretary, evaluate the assessment made by the Under
Secretary, provide alternatives on the action proposed, evaluate such alternatives and recommend
the optimal decision to be taken in a particular case.
Under Secretaries (US) play a key role in the execution of services and programmes. An Under
Secretary is the junior most officer on the first rung of the Secretariat hierarchy, but authorized to
issue orders in the name of the Governor of Karnataka under Rule 19 of the Transaction Rules.
Under Secretary is the Branch Officer in-charge of the whole Section. Under Secretary scrutinizes
files submitted by Section Officer. Under Secretaries exercise control over the Section or Sections
placed in his charge both in regard to the conduct of business and in regard to discipline. It is his
duty to check delays, control superfluous noting and prolixity of language, whether in notes or
drafts, enforce the rigid observance of all Rules in regard to office notes, drafting, referencing,
indexing, recording, etc., and to ensure that careless and dilatory subordinates are brought to book.
The Section Officer (SO) is in-charge of a Section. He is primarily responsible for the general
efficiency of the Section in his charge and is directly responsible to the officers under whom he
works for the efficient and expeditious dispatch of business at all stages. He has overall
responsibility for all files and papers relating to subjects allotted to the Section and maintained by
the Senior Assistant/Assistant under him. SO keeps a check on prompt action on all papers,
communications and files received and ensure that urgent and immediate cases are dealt with in
accordance with the assigned priorities. SOs play multiple roles like ensuring quality of drafts,
compliances of files in accordance with manuals, etc. (DPAR-AR-Training, 2005)
Thus, the Directors / Deputy Secretaries play the role of bridge between the policy layer and the
operational layer. USs and SOs form vital group in the performance of government at operational
layer. Later Responsibility Centres (Govindarajan & Anthony, 2006) are proposed at US level, as
the thrust of this initiative is to encourage performance, to improve operations and encourage staff.
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The core focus of Secretariat is policy making. During our discussion with Secretary to the
Government (DPAR) he recalled about earlier performance evaluation and suggested that tracking
mechanisms must be drastically improved. He said:
“Prior to 90s it was a lot better in many ways. There was an assessment of the
workload. Supervision of SOs by US was regularly done. Evaluation was robust,
rather it was sacrosanct. Every year SO was supposed to do inspection. Quarterly
targets were given.”
However, the focus has now shifted to outputs and processes. Inspections, which were strictly
carried out earlier, have come done drastically. One of the main reasons for inspections being
neglected is computerization and file monitoring system. In fact, computerization aids in regular
evaluation and if analytical reports are used, it can help officers in performance management. For
example, below SO level there is absolutely no mechanism and possibility to analyze the work of
employees. It is extremely difficult to quantify. Some departments have heavy flow of files, such
as Revenue, Home and Finance Departments. In some ways pendency of files cannot be the sole
measure for performance evaluation. The department spends considerable time with legislative
committees, drafting amendments, and also replying to legislature questions.
There is a problem in terms of assessing their work, because it involves attending a lot of meetings,
often which are unscheduled. They are also expected to attend meetings of different departments,
since it is DPAR, there is lot of coordination work with other departments.
An Under Secretary in DPAR-Services said: “Planning and process management is required, but
for us it becomes very difficult.” Elaborating the main roles and responsibilities the officer said
that consultations during Amendments take up a lot of time and effort. Being a Litigation
Conducting Officer the concerned officer is authorized to sign affidavits. The officer is also Public
Information Officer in the Secretariat and will have to attend Information Commissions. In a week
she attends various meetings, (both inter department and other departments) for about 10-15 hours.
Spends 5 to 6 hours in a week in courts and is also a representative in SC and ST Commission and
attends those meetings regularly. The officer is expected to supervise and guide Section Officers
in the department related to work involving service rules, probationary rules, seniority,
compassionate appointments, transfers and policy clarifications. All these tasks, should therefore
be taken into considered in performance evaluation.
Reports
In the execution of their roles and activities, Secretariat follows systematic tracking and reporting
system. Key report is the weekly monitoring report which is intended to give a statistical picture
of the total number of receipts and cases received and dealt with by each dealing hand during a
week, together with a detailed analysis of the number of the receipts and cases left over with him
and the Section as a whole. The weekly monitoring report gives an idea of the distribution of work
among the dealing hands and the load on each individual. The statement also enables the SO, the
US and the DS concerned to keep a watch over the progress of work of each dealing hand and to
8

take suitable steps to expedite action on delayed cases and prevent the Section from running into
large arrears.
The Reports are tracked through the Letter Monitoring System and File Monitoring System which
enables generation of MIS reports. These reports indicates the number of receipts received and
their disposal in a week or when needed. FMS & LMS systems enables generation of MIS reports
for checking pendency of files and letters, that can used for evaluation. The IT system is called
Sachivalaya Vahini which is discussed in detail in Section 3.2 of this report.
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2.2 Revenue Department
2.2.1 Introduction
Revenue department is considered as the core of all departments. It has a prominent role in district
administration as it maintains law and order and also has magisterial powers. It provides a number
of sought after services to the citizens. Revenue department acts like a representative of the
government in implementing several schemes and services. The main functions and activities of
the Revenue Department are to levy and recover land revenue and other government dues, grant
of lands for agriculture and non-agriculture purpose. While maintenance of land records forms an
integral part of the department, it is also involved in land acquisition for public purposes.
Implementation of Land Reforms Act and Inam Abolition Acts and Rules and management of
Muzrai institutions are also its tasks. Apart from land related functions, the department is also
involved in law and order maintenance, executive Magisterial functions, arms license, cinema
exhibition license etc. Appeals, revisions and other court cases are dealt with in Revenue Courts.
(Revenue Department, 2017). The functioning of these departments are described below to
highlight the complexity and variations of the operations.
Issue of validity, caste and income certificates form majority of the services provided. Distribution
of essential commodities and payment towards relief after calamities are also managed by this
department. See Appendix 3 for a list of services rendered by Revenue Department through Sakala.
Another important function is the maintenance of electoral rolls and conducting
MP/legislature/ZP/TP/GP elections.
At the Secretariat, the following sections come under Revenue: Services I, II, II, Land Grants,
Land Acquisition, Land Revenue, Land Reforms, Survey and Settlement, Stamps and Registration
and Muzrai. Here there is Principal Secretary (1), Secretary (1), and Joint Secretary (1) and 6
Deputy Secretaries.
The Revenue Offices in a district are:
1. Deputy Commissioner and District Magistrate’s Office
2. Assistant Commissioner and Sub-Divisional Officer’s Office
3. Tahsildar and Taluk Executive Magistrate’s Office
2.2.2 District
The District is the Principal Administrative unit below the state level. It is a unit of administration
covering most of the departments of Government. The block and village level bodies are generally
executive in nature, while the district level body mostly has a co-ordinating and supervisory role.
The functions of the district administration can be summarized as follows:
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(a) Law and order and magisterial matters: The first group of functions relates to public safety
and tranquility. Maintenance of Law and order is the joint responsibility of the Superintendent
of Police, who heads the Police force in the district, and the District Magistrate. The Deputy
Commissioner of the District is also the District Magistrate. Though there is a separate
department for the administration of jails, the District Magistrate exercises general supervision
over the Jails in his/her district.
(b) Land Revenue: The second group of functions relates to revenue administration. While the
most important component of this group is land administration including maintenance of land
records, it also includes the assessment and collection of land revenue and also collection of
other public dues which are collected as arrears of land revenue. The Deputy Commissioner is
the designated revenue officer who deals with disputes arising out of land records and
management of public lands and properties.
(c) Development Activities: These include Public Health, Education, Social Welfare, welfare of
Backward Classes and Communities. Each of these functions is looked after by separate
departments headed by specialist officers in the district. Various developmental programmes
are implemented by the Zilla Panchayat, which is headed by Chief Executive Officer of Zilla
Panchayat. The Deputy Commissioner does not have direct role in these schemes. However,
since these programmes call for an integrated effort by various field departments at the district
level, Public Works Department and Minor Irrigation, Forest etc., the role of D.C. in cocoordinating and guiding their activities is of prime importance. Social Security measures like
old age pension, widow pension, maternity allowance to expectant mothers and stipends to
physically handicapped persons, workmen’s compensation matters, rehabilitation of displaced
persons under various projects, aids for religious (Muzrai Schemes) and charitable institutions
and endowments are also carried out.
(d) Regulatory Functions: These include:
(i) Control, regulation and distribution of Food and Civil supplies and essential
commodities.
(ii) Excise and Prohibition matters.
(iii) All matters relating to Stamps and Registration, Societies Registration Act, 1960,
Registration of firms under the Indian Partnership Act, 1932.
(iv)Matters relating to urban land (ceiling and regulation), vacant lands in urban areas
(prohibition of alienation Act, 1975.)
(v) Land Improvement Loans Act, 1963, Agriculturists Loans Act, 1963, Non-agricultural
Loans Act, 1958.
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The DC office is also responsible for land acquisition and reforms, elections, urban local bodies’
emergency services, and certain residuary function. He is also overall responsible for addressing
public grievances of the district.

2.3 Deputy Commissioner’s Office
The Deputy Commissioner being the Head of the District Administration is perhaps the only
officer who exercises powers under the largest number of laws both State and Central. As discussed
above it is a unit of Administration not only for Revenue Department, but also for almost all the
Departments of Government. Most departments of the State Government out-side the Secretariat,
have field services which are located in the District. The roles of DC have been described above.
The organization structure at district level below DC is given in Figure 1 below.
The Deputy Commissioner is a designated Revenue officer and has powers to deal with land
disputes and management of public lands and properties. The other Revenue Officers, namely, the
Assistant Commissioners, the Tahsildars and the Deputy Tahsildars also perform functions of
dealing with land disputes under the overall supervision and control of the Deputy Commissioner.
Different sections of DC office are: revenue, judicial, administrative, municipal, religious and
charitable institution, elections, social security etc. Some of the important sections in DC office
and their roles are provided in Appendix 4.
Figure 1: Organisation Structure at District below Deputy Commissioner
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2.3.1 Discussion
We visited Ramanagara district and had detailed discussions with officials in the Deputy
Commissioner’s office. The DC stressed on Qualitative Assessment during performance
evaluation. Presently, disposal of files and quantitative assessment has been the focus and
emphasis. However, what is valuable is qualitative assessment, she said. She gave the example of
school education to emphasize her point:
“We introduced additional personality development programmes in government
schools such as aeromodelling, spoken English, abacus etc. It has had a huge
impact. 1500 more students have joined government school here, even students
from private schools have joined. Such initiatives should get into the evaluation
system”.
Stressing on the balanced use of technical systems she said:
“When grading officers or employees, there should be some points for innovation
or programmes that they have initiated. Technological systems are making it more
and more centralized. Only when it is decentralized can specific local issues be
understood. Contextualization is important than top-down approach, particularly
during evaluation”.
Speaking of reward theory in psychology, she said:
“When it is group incentives, all the onus will fall on the leader. In corporate sector
evaluation of team work is done differently. Can 360 degree feedback be
introduced? A lot of issues do not get into ACRs.”

2.4 Assistant Commissioner’s Office
The Assistant Commissioner’s office deals with issues related to land records, appeals against
orders of lower revenue offices, action against sale by violation, action against violation of the
provisions of the Land Reforms Act and reservation of Government lands for public purposes.
(Ramanagara DC Office, 2017)
The Assistant Commissioners work in the Revenue Department under whom are the following
categories of posts:
i) Headquarters Assistants to Deputy Commissioners
ii) Sub-Divisional officers
iii) Special Land Acquisition Officers
iv) Special Assistant Commissioners for Land Reforms
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The sub-Divisional Officers (S.D.O) are placed in charge of specific taluks in a district and they
supervise both revenue and development departments. They are also Sub-Divisional Magistrates.
In regard to revenue matters the Tahsildars are subject to the control and supervision of the subdivisional officers. The Assistant Commissioners in charge of the sub-divisions have been vested
with powers of the D.C. under many of the Sections of the Karnataka Land Revenue Act, 1964
and also other State laws.
2.4.1 Discussion
Our detailed discussions with AC, Ramanagara, revealed a number of issues related to incentives,
evaluation and capacity building. He suggested that there should be incentive that is significant
enough. He suggested that, “Instead of incentives, improve service conditions. Monetary
incentives are not enough to motivate”.
Tracking of performance through information systems have not percolated to lower levels. With
both manual and data entry work, it has become hybrid model and staff feel it is double effort.
Some systems are not helping to fasten work. Newcomers do it, but older staff find it difficult.
They lose confidence if there are issues with computer systems.
The issue of capacity building came up many times during our discussion with employees in
different departments. For example, Tahsildar, although he has lot of powers through various
provisions of Acts, he sometimes does not know the powers to exercise it. He even has executive
magisterial powers, has powers to punish habitual offenders. However, there is a need to train him
in writing orders/verdicts. Most of the time his orders are quashed in the High court because of
lack of training to write orders. There is no time and interest to train them through Judicial
Academy or other such institutions. Better work environment and training is important and that
in itself can be a good incentive. Job charts and service manuals need to be updated.
Some of the processes can be streamlined to improve timeliness (see Table 1 below for major
services that are being tracked at the State level in Survey, Settlement and Land Records
Department.) For example, documents can be scanned and sent to higher office. Revenue
department is giving 38 services with digital signatures, which has speeded up the process time.
Similarly, survival certificates are being given much faster than many years back (Ref Appendix
5 for details on flagship programmes of revenue department).
Similarly, they should have enough powers to take disciplinary action. Presently, even if
employees are not reporting to duty, higher officials cannot suspend them. This de-motivates other
employees.
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Table 1: Survey, Settlement and Land Records, Revenue Department
From 1-9-2017 to 30-9-2017
Details

Unit

(OB)
Receipts Total
Disposal %
Pending
Previous
Disposal
pending
to Total
receipts
135768
23027
158795
23974
15.10
134821

11E sketch
pendency

Nos

Tatkal podi
pendency
Alienation

Nos

53334

5959

59293

7373

12.43

51920

Nos

6470

1756

8226

1774

21.57

6452

Hudbust, ENos
swattu,
Miscellaneous

185671

27601

213272

28783

13.50

184489

14233

14233

14233

100.00

56595

57.39

Durasti

From 1-9-2017 to 30-9-2017
Phodi
Muktha
Abiyana

No of
blocks

31015

67606

Total Villages measurement taken up – 609

98621

42026

Total Village measurement completed –
462

2.5 Zilla Panchayat
The Zilla Panchayat is headed by the Adyaksha and assisted by the Upadyaksha whose term is for
a period of 20 months. In Ramanagara ZP, there are 22 ZP elected members--Taluk Panchayat
Presidents, MLAs, MLCs, and MPs--who are ex-officio members of ZP. In all, there are 35 elected
members who take decisions regarding the financial, social and developmental matters of the
whole district.
The Panchayat oversees through 5 sub-committees:
1) Planning, Finance and Audit sub-committee headed by the ZP Adyaksha
2) General Standing sub-committee headed by ZP Upadyaksha
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3) Education and Health sub-committee
4) Agriculture and Industry sub-committee
5) Social Justice Sub-committee
The Administrative head of ZP is Chief Executive Officer who is appointed by State Government
to carry out administration of Zilla Panchayat. Government also appoints Chief Accounts Officer,
Chief Planning Officer and one or more Deputy Secretaries who work directly under the Chief
Executive Officer and assist her/him. Executive Officers at taluk level help CEO in implementing
taluk level programmes.
Some of the main functions of the ZP are:
•
•
•
•
•

Assisting various departments in implementing State and Central Government schemes /
programmes.
Establishment of health centers, including maternity centres;
Construction of underground water recharge structures and to ensure availability of
drinking water;
Prevention of drilling of irrigation borewells in the vicinity of drinking water wells to
ensure adequate drinking water, especially in lean season;
Drawing up a plan for social forestry development in each taluk and spending according
to District Plan allocation.

It implements important schemes like Rajiv Gandhi drinking water scheme, SGSY, Swacha grama
and IREP schemes, etc. It is also assigned special development programmes on and off by both
Central and State Governments.
The major sections of the ZP are Planning, Accounts, Administration, and Development. Planning
section prepares plan, monitors, tracks MMR and Panchamitra, tracks physical and financial
progress which can be helpful for overall evaluation of the activities of the ZP.
Zilla Panchayat and Taluk Panchayat directly oversees the social projects relating to health and
protection, education, poverty elevation programmes, housing etc, SC/ST development, drinking
water supply, civic amenities, infrastructure development. Implementation of special projects, for
example, construction of household toilets under Swaacch Bharat Mission has been given major
thrust, recently.
For ZP important components for evaluation are fund deployment, housing, MGNREGA, rural
roads, SGRY, water supply, drainage, construction of compounds in schools and hospitals, piped
water, bridges etc. The monitoring is done through Link Document prepared based on MPIC. In
first week of every month, taluk level reports are collected (around 5th of every month) which is
then consolidated in the next week and then sent to District level and later State for KDP meeting.
File management is a hybrid model with some manual and some computerized. At ZP level most
of the schemes are implemented by respective departments, and many departments send their
routine reports which are reviewed at ZP level.
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ZP office tracks all development works through IT System called Panchatantra. It has been
described in Section 3.6 of this report. These descriptions are meant to explain that the work of the
panchayats are tracked and can be evaluated. The systems are at present used for monitoring and
corrective decisions. It is only an extension to use it for performance evaluation.
2.5.1 Discussion
The study team had detailed discussions with several employees in the Zilla Panchayat Office in
Ramanagara including CEO, Deputy Secretary, Chief Planning Officer, Chief Accounts Officer,
taluk executive officers among others. The CEO of Ramanagara discussed issues of performance,
incentives and capacity building by citing example of her recent achievement in building
household toilets under Swaach Bharat. She said:
We did a one week drive from 21-27 August, 2017. Citizens construct toilets and money is given
to them by government. A target of 21,650 toilets was pending. We gave citizens assurance that
payment will be reimbursed to them in a week. EOs did a wonderful job in motivating and
implementing the project. All GP and taluk level staff could do 11,450 in that week. The pending
ones which had some issues were also taken up in the next week and each case was dealt with.
Whatsapp group was created and the entire team worked even during Ganesha and Gowri
festivals. Target was achieved well ahead of time.
These types of initiatives of the ZP officials can be measured in terms of target, achievement,
planning and financial management and deserves group incentive. While this example is specific
to one programme, Ramanagara ZP CEO also elaborated on team work involving different
departments. She gave the example is of rural garden development, under MGNREGA in
convergence with three different departments –Horticulture, Social Forestry and Health
Department.

2.6 Agriculture Department
The Department of Agriculture is one of the oldest and prominent departments engaged in the
service of the farming community. Karnataka State is rich in biodiversity with a total geographic
area of 190.50 lakh ha, of which 121.61 lakh hectares is cultivatable (agricultural census 20102011) in 29,340 villages. Agriculture is the main occupation of the State as 61% of the people live
in rural areas and about 73% of them depend on agriculture for their livelihood. The total landholdings in the State is 78.32 lakh and average land holding size is 1.55 hectare. Agriculture sector
contributes to 13.4% (current prices) of State GSDP (2014-15). A number of schemes are being
implemented in 121.62 lakh hectares of rainfed and irrigated land. During the year 2016-17 it has
been estimated to produce a total food production of 91.48 lakh tonnes as against the target of 140
lakh tonnes in spite of drought in previous years. Some of the special programmes implemented
by the department are Krishi Bhagya, establishment of custom hiring centres, Bhoochethana,
Bhoosamruddhi, RKVY, organic farming (see Appendix 6).
The mission of the department is to increase the production and productivity of agricultural crops.
The other important mission is to ensure food security and reasonable income to farming
17

community on a sustained basis. New technologies developed by State Agricultural Universities,
Indian Council of Agricultural Research Institutions and Private Sectors are transferred on a
continuous basis through Raitha Samparka Kendras. It is in this context that the operations of the
district in charge of agriculture has to be appreciated for its complexity and scale (Department of
Agriculture)
2.6.1 Roles and Responsibilities of different functionaries
Joint Director of Agriculture
The role of Joint Director is described for illustration. Joint Director (JD) is the administrative and
technical head of the Agriculture and Watershed Development programmes and represents the
department at the district level. He/she is the link between the zilla panchayat and the department
at the State level. JDA is in-charge of implementation and monitoring of various programmes and
is assisted by the Deputy Directors and Assistant Directors. They undertake various tasks of
agricultural development, seed and fertilizer distribution, farm women oriented programmes,
watershed programmes, planning, monitoring, periodic reporting, quality control, vigilance, etc.
Some of their other activities include: facilitation of input credit, preparation of soil health card
and fertility card, crop area estimation and crop cutting experiments, inspection of experimental
plots and organizing workshops in collaboration with agricultural universities. In case of
calamities (excess rain/long dry spell), they are expected to gather information and estimate crop
damage in association with the revenue department.
Deputy Director of Agriculture
DD is the head of the crop production and watershed development programmes at the sub
divisional level and work under the direct administrative and technical supervision of the district
joint Director of Agriculture. Some of his/her main job responsibilities includes:
•
•
•

•
•
•
•

Obtain the approval for district and sub-division level crop production plans for each crop
season;
Discharge the statutory functions as required under various Inputs Acts such as Seeds Act,
Insecticides Act, Fertilizer Control Order, etc;
Monitor and guide the taluk level Assistant Director of Agriculture to work out the input
requirement for each crop season-wise (seeds, fertilizers, plant protection, chemical and
other if any) and ensure their timely availability;
Responsible for finalization and approval of cropping programme of departmental farms
in their jurisdiction;
Responsible for preparation and finalization of watershed development plans for each
taluk.
Responsible to scrutinize the watershed works/watersheds delineation, treatments, plans
and estimates;
Conduct field inspection of all demonstrations and field trials and follow up other such
programmes.
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•

Facilitate proper conduct of crop area estimation and crop cutting experiments in
coordination with Revenue and Statistical departments as per time schedule (Department
of Agriculture).

Similarly, at Hobli level Assistant Director of Agriculture oversees the operations and his office is
mirror image of DD and JD office of Agriculture. AD reports to the concerned Deputy Director
of Agriculture of the sub-division. Some of his/her main job responsibilities are in line with the
tasks mentioned above.
The officers tasks are multifarious and also involved in: Preparation and implementation of
watershed development works, season and crop wise production programmes, preparation of a
shelf of contingency cropping, etc. They also liaison with inputs manufacturer/supply agencies
like Marketing Federation/ Seeds Corporation/fertilizer companies and monitor availability of
inputs to farmers. They prepare soil health programmes, soil health card and soil fertility maps.
They work out agriculture credit needs for each crop season and conduct campaigns, training
programmes of package of practices suitable in consultation with KVKs and research centres.
At the district level there are also Assistant Director of Agriculture (Subject Matter Specialist),
Assistant Director of Agriculture (Monitoring and Evaluation) Assistant Director of Agriculture
(Head Quarter) Assistant Director of Agriculture (Enforcement). At the Hobli level there is
Agriculture Officer and Assistant Agriculture Officer / Agricultural Assistant. See Appendix 7 for
an abridged list of staff position.
Performance evaluation at field levels are important in the agriculture department. Important
qualitative indicators at the field level which can help capture performance can be: assessment of
potentiality, action plan, resources management like seeds, target setting, timely inputs,
contingency plan, quality of inspection and monitoring, and contingency management.
2.6.2 Discussion
We had long discussions across a spectrum of officials in the agriculture department from
Secretary to Government, Deputy Secretary (Horticulture and Agriculture), Deputy Director to
Joint Director (Agriculture) at district level and field staff namely Agriculture Officers.
The Secretary emphasized the need to improve the Confidential Report to bring about change.
There is a link between performance evaluation, disciplinary action and recognition. He also
mentioned that Incentive should be large enough and not miniscule to bring about change and
motivate people. He is also of the opinion that the Principal Secretary should have enough powers
to reward performance and punish recalcitrant employees of the department.
On a similar line, Deputy Secretary of Agriculture agreed saying that:
“Assessment and awards have to be objective and without political influence and
pressure. There should be third party evaluation built into the incentive system. In a team
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only 3 or 4 people slog, while others do not put even minimal effort in their work. This
needs to be taken care of in group incentives.”
During our discussions with JDA she highlighted the complexities at the district level and
suggested that there should be qualitative parameters for assessing performance. Timely
distribution is the key and can be an important performance indicator. While some may be new
programmes, evaluation of other regular and existing programmes can be through measuring
incremental performance. She also stressed that during assessment, staff vacancies in a unit also
need to be taken into consideration.
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3

Section 3 - Information Systems

The Government of Karnataka has been a pioneer in leveraging information and communication
technology to improve governance. The GoK has been at the forefront of implementation of egovernance initiatives such as computerization of land records (Bhoomi) and treasury operations
(Khajane). Different departments have developed their own in-house information systems as well.
These information systems not only provide the employees the information needed to complete
their task effectively and efficiently, but also assist as a performance monitoring and measurement
tool for the supervisors and higher officials. Information systems can present real-time or archived
data as needed and are adaptable to new or modified information requirements. Dashboards help
generate a wide range of analytical reports quickly, and are excellent tools for group evaluation.
It was observed during the study that different departments have developed different information
systems to capture data, track and monitor, and report performance. There are some common
platforms like File Monitoring System (FMS) or e-MPIC or e-Office which are in use in some
departments. The salient features of these systems are captured in this section. On the whole, it
was felt that Government of Karnataka has basic systems to capture, monitor and report both
financial and physical performance, but these have to be extended across departments. If these are
implemented it will easily facilitate performance evaluation as envisaged by us.

Monthly Programme Implementation Calendar (MPIC)
The Monthly Programme Implementation Calendar (MPIC is a system intended to facilitate
effective and timely implementation of Government’s programmes (Source document: Finance
Department). MPIC involves detailed planning of important activities which form part of the
process of implementation of a programme / scheme and arranging them in appropriate sequence
according to a month wise schedule. (MPIC, 2017)
MPIC may be considered as an extension of the Monthly Multilevel Review (MMR) system, which
was in operation in the State since the early 1980’s. Apart from indicating the physical and
financial targets to be achieved under a programme during different months/parts of a financial
year, MPIC also depicts the typical activities to be taken up for implementing the programme every
month. Thus, if a series of physical or financial targets / milestones are expected to be achieved in
a given month, the preparatory activities for achieving the programmed targets during previous
months are shown in the calendar. The completion or non-completion of the activities programmed
for every month is reported to enable implementing officers and reviewing authorities to take
corrective action on a timely basis to enable target achievement.
The physical targets to be achieved during the financial year corresponding to the budget allocated
(and opening balance, if any) are indicated in respective columns along with the expected outcome
of the programme. While the physical targets relate to the achievements in specific units during
the year, the expected outcomes indicate the overall impact of implementing the programme over
its intended duration. For example, the physical target for providing scholarships to school
children may include the number of children to be assisted during a year while the outcome of the
scheme may be improving the rate of literacy in the State/ District to a certain desired percentage.
The information relating to the budget allocation, funds released, physical targets, and the intended
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outcome of a scheme are intended to summarise the long term and short term objectives of the
scheme as also the funds available for its implementation.
The major portion of the MPIC format includes the monthly rows to indicate the programmed
targets for expenditure and physical progress as also the actual expenditure and progress achieved.
Against each month the key activities to be taken up during the month (or two months) are listed
in the order in which these activities are performed for effective implementation of the scheme.
The completion or non-completion of the activities is indicated in the last column.
At the bottom of the MPIC format the cumulative programme for expenditure and physical
progress as well as the actual achievements are indicated for the month under review as was being
done in the MMR format. In addition, space is provided for Notes / Issues which is intended to
enable the reporting officers to highlight any outstanding factor in implementing the programme
as also any problem or issue to be addressed / decision required to facilitate implementation.
In typical development departments like Agriculture, Horticulture, Education, Public Works, etc.,
the responsibility for implementation of programmes goes down to the officers at the Taluk / Subdivision level. The responsibility for reviewing the programmes rests with authorities at the
District / Division, State Headquarters / Directorate, and the Secretariat / Ministry levels.
Therefore, MPIC formats for most departments are prepared separately at the State level by the
Head of the Department, at the District / Division level by the District / Division Heads, and at the
Taluk / Sub-division level by the concerned implementing officers. In respect of Departments
which do not have district / taluk level establishments the Principal Secretaries / Secretaries to
Government may specify the authorities including Boards and Corporations which will report
progress for MPIC reviews.
The MPIC format is prepared at the beginning of the financial year as soon as the budgetary
provisions and targets are available to the Head of the Department (Ref Annexure 8 for a model
MPIC format). These provisions and targets are then allocated to different districts, divisions,
taluks and sub-divisions to enable the preparation of MPIC formats at those levels. The schedule
of activities will differ from State to the District level and District to the Taluk level as tasks to be
performed by different levels will vary. See Figure 2 below for a MPIC report of Krishi Bhagya
scheme of the Agriculture Department. The outcomes and annual allocation is mentioned as well
as physical and financial targets for each month is also stated.
The progress achieved in the implementation of schemes is to be reported in the MPIC formats by
Taluk, District and State authorities in the same manner. At each level, the progress reported by
the lower levels is to be consolidated for review and for reporting to the next higher level. The
review of MPIC reports takes place in the Monthly Multilevel Review (MMR) meetings.
This system gives us the confidence that it can be used for performance tracking and reporting on
periodic basis. These can be also consolidated into some indices and variance analysis. e-MPIC,
that is online reporting, is yet to be fully implemented in different departments and is discussed in
more detail in the next section.
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Figure 2: MPIC Report from Agriculture Department
Sector: STATE
Scheme : 2401-00-102-0-27-106
Annual Allocation ₹ (in
843.00000
lakhs)
OB ₹ (in lakhs)
0.00000

Charge/Voted : V
Plan/Non-Plan : P
Outcomes
1 Improved rainfed agriculture scenario by
efficient management of rain water
2 Enhanced farm productivity

Release ₹ (in lakhs)
294.00
Scheme Description

Krishi BhagyaSubsidies

Sub-scheme Code
Sub-scheme Description

Month

AUG

SEP

Financial
Targe Progres
t ₹ In s
lakhs ₹ In
Lakhs

33.43

0.36

10.53

0.00

Physical
Tar
Prog

55

35

170

51

30

0

0

0

35

0

5

0

40

30

45

18

0
2

0
0

0

0

8

Sustainable development of
agriculture and provide nutritional
security

8

Water conservation and tackling water
energy nexus

8

Promote dry land horticulture in a big
way

Units

Activity Scheduled

% Done

Number Farm Ponds
s
Number Polythene Lining
s
Hectares Drip/Sprinkler Sets

63.63%

Number
s
Number
s
Number
s
Number
s
Number
s
Hectares
Number
s
Number
s

Borewell recharge

0%

Diesel Pump sets

0%

Shade-net around Farm
pond
Farm Ponds

0%

Polythene Lining

40.0%

Drip/Sprinkler Sets
Shade-net around Farm
pond
Borewell recharge

0%
0%

30.0%
0%

75.00%

0%
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OCT

0.54

0

0

0

0

0

0

0
0
0
0
0
3

Number
s
Number
s
Number
s
Hectares
Number
s
Number
s
Number
s
Number
s
Number
s

Diesel Pump sets

0%

Farm Ponds

0%

Polythene Lining

0%

Drip/Sprinkler Sets
Borewell recharge

0%
0%

Diesel Pump sets

0%

Farm Ponds

0%

Polythene Lining

0%

Shade net for Farm
pond

0%

3.1 Decision Support Systems
Decision Support System (DSS) is a centralized web enabled application for planning, tracking
and monitoring developmental schemes and programmes by the various line departments,
administrative departments, Boards and Corporations of the Government of Karnataka. The DSS
application (Online MPIC) is being implemented by the Planning Department in collaboration with
Centre for e-Governance. The Decision Support System facilitates the online entry of monthly
programme for every scheme of the department and also online entry of the monthly financial and
physical achievement from the field officer level to the HOD level. This system has been envisaged
to be used for both planning and regularly monitoring progress of all schemes by all the line
departments. (Planning Department, 2017)
The study team had discussions with the Director (in-charge) of Plan, Monitoring and Information
(PMI) division of Planning Department, Deputy Director, PMI, and Assistant Director, In-charge
(Consolidation) as well as IT analysts of DSS regarding various evaluation mechanisms of the
government and uptake of E-MPIC by different departments.
The discussion revealed that this system enables government functionaries at different levels from
taluk to state in over 36 departments to submit regular MPIC reports for physical and financial
status of schemes. This system tracks critical performance parameters of key performance
indicators. However, only eight departments have so far have fully migrated to this system. While
Revenue, PWD and Medical Education have fully adopted this, Agriculture department,
Sericulture and Horticulture, Water Resources, Minor Irrigation, Energy, Health and Family
Welfare, DPAR and Housing have also successfully implemented this. Other departments are in
various stages of implementation and have not been sending E-MPIC and have continued with
manual reporting. As the Director of PMI said:
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“DSS is a very useful monitoring and evaluation tool as it captures a lot of data
from field level and above. Presently, we are taking both manual and e-MPIC
reports and monitoring the shift to e-MPIC. However, many departments have been
slow and have to be more pro-active in implementing this.”
DSS helps in regularly monitoring the performance of the schemes as well as in analytics to help
make further decisions. Key Performance Indicators and Targets menus are provided. The KPI
screen is used for creating the list of outcomes of particular Scheme or Sub-Scheme. More
importantly from the perspective of this study, it can be used for performance tracking and
evaluation by the heads of the line departments. Activities as well as measurements are uniform
across state, which could be useful in performance evaluation and incentivizing. End users submit
their own achievement/self-assessment. In fact, for developing model templates for performance
monitoring and evaluation, we used key indicators which are tracked in DSS as these should be
reflecting the priorities of the departments.
3.1.1

Monthly Report on Plan Performance

Based on the figures furnished in the MPIC reports, the PMI division is consolidating the plan
expenditure figures, department wise, and administrative unit wise and releases Monthly Report
on Plan Performance. DSS has been particularly used in the KDP meetings, which is explained in
more detail in the next section.
3.1.2

Karnataka Development Programme (KDP) review meetings

The Karnataka Development programmes (KDP) review meetings discusses progress of schemes
reported in MPIC format by implementing departments, Centrally Sponsored Schemes/Central
Plan Schemes including Flagship programmes, Special Development Programme, Externally
Aided Projects, Status of sanction of on-going and new schemes, Decision Support System (online
MPIC/e-MPIC), Evaluation Studies and other inter departmental issues. Although, as per
Government Order it was expected to be conducted quarterly, the previous CS, preferred to
conduct KDP meetings every month. The performance of major schemes, flagship programmes,
and data on physical and financial growth was evaluated against pre-determined targets. These
review meetings chaired by the Chief Secretary is attended by the Additional Chief Secretaries/
Principal Secretaries/ Secretaries and HoD of all departments. Table 2 presents a sample KDP
report of physical progress of revenue department. This again gives a proof for how performance
is and can be tracked systematically. Later we have proposed that all these systems require a due
diligence and the GoK can have one common system running through all departments, though
individual departments can have their own systems as an add-on.
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25706
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51599

2

Old Age Pension

Destitute Widow
Pension

Physically
Handicapped
Pension

Sandhya
Suraksha Yojane

1

1

2

3

4

Physical Progress

27075 26266

7884 7552

12442 11909

14958 14533

97.01

95.79

95.72

97.16

809

332

533

425

2.99

4.21

4.28

2.84

24524

8180

13264

16528

70

64

70
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-

-

-

-
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SI. NO

Table 2: KDP report of physical progress of Revenue Department

26

3.2 Sachivalaya Vahini
Sachivalaya Vahini is an integrated information system with Letter Monitoring System, File
Monitoring System, Court Cases Monitoring System, Document Management System and
Disciplinary Enquiry Cases Monitoring System. This Information System developed by NIC has
to a large extent automated all major Office procedures followed in all the departments of
Karnataka Government Secretariat. We studied LMS and FMS in detail. This system has been in
vogue in secretariat for quite some years but only at secretariat level.
Letter Monitoring System (LMS) is a software package to manage the bulk of letters received in
any department. The letters can be moved from desk to desk and even across the departments for
actions to be taken, till the letters are filed or disposed. Status of letters like where a letter is pending
and for what reason can be known. The entire movement of the letters can be traced and action
taken at each section or department is made available. Records of dispatched letters can also be
maintained (NIC, 2017).
An Under Secretary at the Secretariat demonstrated to the study team some of the features of
Sachivalaya Vahini that is useful in her routine work. The key advantages are like: status of letter
received can be known (where it is and why it is pending), flow of letter can be traced including
action taken, the file note in which the letter is filed can be identified, and any query based on any
parameter of the subject of the letter can be answered. There is also a feature to ascertain pendency
of all letters received (department-wise, section-wise and officer-wise).
During the discussion with a Deputy Secretary in the Home Department, he showed us the File
Monitoring System (FMS) that he uses to monitor and track files. He also can know the status of
file and all the letters in the file can be viewed. Individually Section-wise, and department-wise
pendency of files can be obtained.
The highlights of the system are that notings can be entered on the file, draft documents can be
attached to the file, electronic file can be moved from desk to desk and across departments, where
the file is pending and for what reason it is pending can be known.
Document Management System (DMS) is a tool to track the documents like Circulars, Notification
and Government Orders. The system consists of an interface where the users can create the
documents, move the document for approval, scan and upload it. Content search and the specific
search provided by this system enable the user to reduce the delay while searching the required
documents. Besides these, there are Court Cases Monitoring System and Disciplinary Enquiry
Cases Monitoring System (CSR Prabhu: 2012)
Cases which have reached a stage when no steps could be taken by way of holding action for a
long time (e.g., cases held up before law courts, etc.) may be excluded from the monthly statement
of pending cases and their progress watched through a call book that is maintained by all sections.
This system precedes the e-Office system of NIC. e-Office is more robust and it aims towards a
paperless office.
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3.3 Disposal Index
The Revenue Department has developed one system—Disposal Index–to monitor disposal of files
pertaining to services at Nadakacheri Atal Janasnehi Kendra that offer about 37 different types of
certificates and services. This is being used to monitor in real time file disposal or rather delivery
of services. We would like to recommend this methodology to be used to evaluate disposal of
service request and files (Munish , 2013).
The Disposal Index (DI) is a composite index which indicates the time taken to deliver a service
against target time. It is a single number which is easy to understand and compare across services
and offices. It has been developed such that it has colour code to indicate the performance levels.
(Timely Disposal Ranking, 2017)
It is used to rank districts on delivery of government services. If a service is delivered before time
the DI will be in the positive while a service delivered after the mandated time will be in the
negative. Disposal Index measures “How many times faster is the actual delivery as compared to
the prescribed processing time”.
Mr Munish Moudgil, Commissioner, Survey, Settlements and Land Records, who has developed
this index, defines the Disposal Index1 as a measure of performance of each task which can be
used for either services, grievances, RTI or any other correspondence. According to him, the
simple formula DI = (Prescribed Time/Actual Time) – 1 allows
•
•
•
•
•

Assignment of DI to each service or even to each step of service
Sum up DI of each service and arrive at DI of office or a person or a unit
Sum up DI over time-period of interest and know performance during the
same.
Thus, compare performances across time, space and contexts
Compare departments, persons, services by their DI – a pure number.

DI helps to measure average speed of service delivery against the expected delivery time, to rank
offices and officers, and helps to bring all public services comparable on a single comparable basis.
Sample report is displayed in the Table 3 below. Offices with low DI can be given more focus and
enabled to speed delayed disposals. It can help identify people or process which are bottlenecks in
the system. Finally, it can be a critical source of evaluation for the purpose of Group Evaluation.
This methodology and system should be extended to all departments and used purposefully.

1

Munish Moudgil, http://egovservices.blogspot.in/2013/02/disposal-index-quantitative-measure-of.html.
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Table 3: Disposal Index
Month
Sep 16
Oct 16
Nov 16
Dec 16
Jan 17
Feb 17
Mar 17
Apr 17
May 17
Jun 17
Jul 17
Aug 17
Sep 17

Total
Disposed
1027018
660854
650567
692496
799562
681362
781862
528484
845423
1270038
1562889
1060833
648219

In-Time
Disposal
997706
644743
632236
675268
774880
656290
765747
508010
827008
1246822
1533041
1033355
632247

% In Time
Disposal
97.1 %
97.6 %
97.2 %
97.5 %
96.9 %
96.3 %
97.9 %
96.1 %
97.8 %
98.2 %
98.1 %
97.4 %
97.5 %

Delayed
Disposal
29312
16111
18331
17228
24682
25072
16115
20474
18415
23216
29848
27478
1592

% Delayed
Disposal
2.9 %
2.4 %
2.8 %
2.5 %
3.1 %
3.7 %
2.1 %
3.9 %
2.2 %
1.8 %
1.9 %
2.6 %
2.5 %

3.4 e-Office
e-Office is a Mission Mode Project aimed at significantly improving the operational efficiency of
administration at various levels in the work flow mechanism (NIC, 2017). The software developed
by National Informatics Centre (NIC) is a paperless work flow solution for day-to-day activities
in any office with regards to letters and files. The overall goals, as it mentions, are to enhance
transparency, increase accountability and data security. The main objective of e-Office is to
simplify the government processes and procedures, which includes, streamlining decision making,
level jumping, standardization and automation of repetitive processes, eliminating unproductive
work and reducing paperwork. Only scanned copies (electronic files) are moved from one table to
the other, which leads to less to nil usage of paper. Hierarchy is built in and organization unit is
defined, and reporting by subordinates can be viewed.
The study team visited NIC Office in Bangalore where the Technical Director gave a
demonstration of e-Office. E-Office has been designed as per secretariat manual. An order has
been issued by the government to implement e-Office is 15 Deputy Commissioner’s offices, 26
Assistant Commissioner’s offices and 25 taluk offices. In Karnataka about 49 departments,
including those in districts have started using e-Office (NIC, 2017).
Knowledge Management System as a repository is another useful application of e-office. KMS
can have various documents, circulars as well as court orders and there is provision to create meta
data at back end. There is also provision to see what decision has been taken in a file many years
back.
History of the employee and his work record can be accessed in e-office. Certain indicators can be
developed on e-office and can be customized to monitor performance at different levels in different
departments. See Appendix 9 for a report by NIC on implementation of e-office in different
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departments. We would like to recommend this system for all departments and this can form the
platform for performance reporting on service delivery and file management.

Implementation of e-Office in Department of Information and Public Relations
The main focus of the Department of Information and Public Relations (DIPR) is to disseminate
information about various schemes, programmes and achievements of the Government. It
functions through the district level offices in all the 30 districts across the State using a wide array
of mass media and non-conventional media. The head-office in Bangalore, has six divisions
namely: Press and News, Field Publicity, Photo and Films Section, Commercial Publicity,
Publication, Social Media and Admin and IT Hub.
DIPR has implemented e-Office in its head office in Bangalore and all employees (around 470),
have been trained to use this system. Migration of old files to the new system has also been taken
up in-house. There has been major improvement in Tapal section, which receives over 400 letters
every day. E-Office has helped the employees to segregate and dispose letters within the same day.
Although, e-office has facilitated and fastened transferring of files from district offices to the headoffice, its implementation at the district offices has been slow.

The Government of Andhra Pradesh has already gone ahead with the implementation of e office of NIC
which includes the objective of paperless office. It has been first introduced in AP Secretariat and has
been successfully implemented. The processes are today paperless in the AP Secretariat and it is now
being introduced in the districts also. It is important to note that this system has been accepted
completely by the officers and employees of Secretariat and is being effectively followed. The
Government is confident of implementing the system throughout the state in all its departments.

3.5 Sakala
Sakala provides a systematic approach to public service delivery. Every application can be tracked
by the due date vs the stipulated time, apart from monitoring disposals done within the stipulated
time, delays, rejections and appeals / complaints. Whenever a citizen requests for a service, he/she
will receive an acknowledgement slip with a Unique GSC number. Using this number, the citizen
can monitor the status of the application on the Sakala website. One can also check the status of
the application by sending an SMS. In case the application is rejected or if the service is not
provided within the stipulated time, the citizen may file an appeal to the next officer.
Besides automated SMSs are sent to each official once in the morning about cases due on that
particular day and once in the evening about total disposals that day. The website provides stepby-step details of every service provided under Sakala. The Sakala dashboard generates plenty of
data that can form the basis of various types of reports that can be regularly utilized to monitor and
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measure performance at different levels by respective departments. Receipts and disposal reports,
pendency and delayed status reports, performance reports and appeals report and Sakala ranking
system can be useful tools in measuring performance.
Data can be drilled down to every unique GSC number, tracked and resolved. Sakala ICT and
software solution provides for entering all the applications received from citizens on a real time
basis and monitoring the service delivery for all the departments/services in an integrated manner.
Analytics software has been developed to give insights into critical managerial aspects to help in
decision making process such as benchmarking performance, ranking/rating based on speed,
rejections, delays, complaints & reach, besides mapping defaults to employees’ service records
through computerized Human Resource Management System (Ranjini & Ramesh, 2015).
Elaborate Monthly Reports are prepared by the Mission. The list of poor performing offices based
on pendency, rejections and complaints received and applications processed, helps the
district/department heads to focus on poor performers. This system can be useful to evaluate
performance of Units as proposed for citizen satisfaction and service quality. This system can be
used for reporting and measuring performance on citizen satisfaction, service delivery, and
grievance handling which are key indicators in the proposed framework.

3.6 Panchatantra
The Government of Karnataka decided to introduce an `accrual basis, double entry accounting
system’ in Grama Panchayats (GPs), and replace the `Karnataka Panchayat Raj (Grama Panchayats
Accounts and Budget) Rules, 1995’ with ‘Karnataka Panchayat Raj (Grama Panchayats Budgeting
and Accounting) Rules, 2006’ (Panchatantra, 2017). The online Panchtantra has evolved as a
robust way of recording and monitoring the functioning of GPs in Karnataka. (Panchatantra, 2017)
It prescribes the maintenance of a double entry and books of accounts and forms, accrual basis
accounting, and the accounting procedures, formats of financial statements and budget. The
Panchatantra is a comprehensive application to help panchayat staff in maintaining the double
entry accounting system while carrying out the regular functionalities / activities, processing bills,
payments, demands and receipts. The vouchers are generated for each entry of receipts and
payments. The internal or external audit of the GP can be carried out easily as all the data required
for the audit is available in the system. Using this data, the audit officers can verify the
documents/registers/bills/bank accounts in the GP to prepare audit reports.
It also tracks progress on physical indicators on progress of programmes. What is particularly
useful for the proposed evaluation system is that the progress, performance and achievement of
any office can be viewed by the other offices. The Taluk/District/State level officers can monitor
the progress made by the GPs in implementing the various schemes. Taluk Officers can monitor
the activities of the GP by viewing the various reports on the system. Officers at ZP can view the
data of a particular GP and monitor the progress of implementation of various schemes. The fund
releasing module is available to the CAO/AO officers of the ZP to enter the fund releasing details.
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State officers can monitor the achievements and progresses made by the GPs in implementing the
various schemes. They will also have privilege to release the funds (Priyam, 2014).
What is particularly useful for our purpose is the generation of progress monitoring reports which
can be done by the users of the system. The portal provides access to district-wise performance
reports of the gram panchayats with reference to financial statements, Gram Sabha Committee
application dues, report on panchayat meetings/proceedings, property tax, ration accounts, and
panchayat grants.
Discussion
Thus, there are several information systems being implemented in various departments according
to their requirements and more so depending on the initiatives of the departments. Common
threads run through these systems and it is important to do a due diligence of each of these systems
to identify common threads and key features. One of these systems can be taken up for each
requirement and scaled to suit fit departments cutting across sectors. For example, e-office can be
the common platform for file management, MPIC including features of DSS, Panchatantra, and
Disposal Index for programme management, Khajane for treasury management, etc. This can be
extremely useful in performance monitoring and reporting and would in turn serve the purpose of
group evaluation for incentive system.
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4

Section 4 - Analysis

This section summarizes the comments and suggestions made during the interaction with the
officers undertaken during the study. These are broadly discussed under the four sections of:
1.
2.
3.
4.

Performance Evaluation,
Capacity building
On incentives
Systems Readiness and Utility

4.1 Performance Evaluation
There is an overall acceptance for a performance based incentive system but the officers had
several comments and suggestions to offer. They agree that there is need for a performance-based
evaluation system which is systematic and objective as possible against planned targets and in
fulfilment of the objectives. They opine that systematic performance evaluation mechanism need
to be developed at every level. Tracking mechanisms must improve. There was also a suggestion
that there should be a third party evaluation wing. Quality of work also matters, however how to
track that?
It was mentioned that pendency of files cannot be the sole measure for evaluation because in some
departments, such as revenue, home, finance there is heavy flow of files and it also depends on the
particular time of the year when the work load is heavy. File movements have to be seen along
with several factors.
Efficiency and disposal within stipulated time in handling routine files can be considered for
evaluation. Of course, 70% are routine files. There are files pertaining to courts and disciplinary
actions which should be left out of purview of evaluation.
In the Secretariat for example, below SO level there is no mechanism and possibility to analyze
the work of employees. It is extremely difficult to quantify. Can self-evaluation be a starting point
to develop an evaluation system here?
Consultations with other departments, meetings within departments take up a lot of time, especially
in the Secretariat. There is question about if this can be included as a process indicator and how
can this be accounted for in the evaluation matrix? The inference is that lot of unproductive work
is being done or lot of work done with less efficiency because of system requirement, and how do
we focus on performance without addressing these.
At operational and field level it is less complex to rank districts. For example, ZPs and TPs can be
evaluated and ranked. Presently, outcome is measured, very wrongly, in terms of spending. Targets
are given and spending is the main criteria for evaluation. Evaluation based on a ranking system
based on several indicators at the end of the year would be useful.
Presently, disposal of files and quantitative assessment has been the focus and emphasis. However,
what is equally valuable is qualitative assessment in performance evaluation. There was also a
suggestion that “there should be qualitative parameters for assessing performance”.
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If performance has to be ensured, officer in-charge should have disciplinary powers. There is a
comment for relooking at the disciplinary rules. Even commissioner has no powers except giving
minor penalties. Penalties are in the order of: 1. Warning; 2. Memo; 3. Show cause Notice 4.
Suspension. One suggestion is that, even if a team is rewarded, a person in the team can be
penalized if he is identified as a non- performer. In general, there is consensus that if there is going
to be incentive, there should also be disincentives and penalties if everybody has to participate.
It was also suggested that when grading officers or employees, some points should be allotted for
innovation, or programmes that have been initiated/introduced. It was felt that technological
systems (Information Systems) is making it more centralised. Only when it is de-centralised can
specific local programmes be addressed adequately. Rather than being top down, contextualisation
is important.
One old employee in a department mentioned that “Earlier Confidential Report was sacred.
Performance evaluation was given a lot of importance. But now all that has changed.”
Everybody stressed the progress made in capturing and tracking performance of programmes.
There are programme specific online information systems such as MNREGA or Gandhi Sakshi
Kayaka. These programmes have specific IS modules for monitoring and evaluation.
In online systems such as E-Office, log is created and work can be viewed from a different
location. If work has not been completed, deadlines not met, it is possible to pull up. Old details
can also be retrieved. Disciplinary action can be taken. Section wise pendency report can be
generated for performance evaluation.

4.2 Capacity Building
There was wide spread suggestion that there is dire need for capacity building if performance has
to improve. One of the criticisms of secretariat staff has been that most of them have no field
experience. For example, land grants are highly specialized subject and drafting policies related to
that needs adequate first-hand knowledge.
There is also a serious lack of domain knowledge and technical knowhow, among the staff, even
at various levels. Some are good at routine type of work and they learn as they gain experience.
However, that is not enough. In many instances while drafting a policy note, technical inputs are
missing, particularly as field experience is minimal. These are serious structural issues. If someone
is able to draft a policy note well he/she should be encouraged and given incentives. While others
should be given adequate training to do so. Both incentives and capacity building are crucial.
In the field, the tahsildars for example, learn on their own with minimal or no guidance. There has
been no direct recruitment of tahsildars. He has powers through 141 Acts. He even has executive
magistrate powers, powers to punish habitual offenders etc. However, there is a need to train him
in writing orders/verdicts. Most of the time his order is quashed in the HC, because of his inability
to write appropriate verdicts. Training them through institutions such as Judicial Academy could
be a useful incentive. Need for capacity building is true right up to Village Accountants.
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Improving work conditions and training can be an incentive. A comprehensive job chart of
tahsildar does not exist. Service manual needs to be updated.
These are sine quo non for introducing performance based incentive system. However, they also
admitted that incentive system may motivate officers to build capacity.

4.3 Incentives
Incentive should be significant enough. Incentive should be large enough and not insignificant to
bring about change and motivate people. Letter of appreciation can also have some impact and
motivate to a certain extent.
One set of opinion is that, monetary incentives alone are not enough to motivate, instead
improvement of service conditions/facilities can help improve performance. “Give a good, clean
work environment, that is the biggest incentive for us” an official at the DC office.
They cited several examples of incentives which are in vogue in different forms. During elections
and census employees get one month’s pay for extra work. IAS officers also get one month’s pay.
There can be recognitions also. For example, there is continuous ranking in Disposal Index that
happens in Survey, Settlement and Land Records department and the department gives
commendation certificates regularly to its employees.
There are debates about should incentives be group based or individual based. For example, at
district level, a DC or CEO of ZP, or JD of Agriculture alone cannot perform. So, group incentive
helps.
For very high performers, there can be individual incentives. Individual incentive can also be in
terms of 15 days leave that can be taken during examinations of children.
Some employees in the agriculture department argued against group incentives saying about 20%
of the employees in the department are laggards. Do you give them incentives if they are in the
team? They should not be given any incentive. Is there a way to keep them away or even penalize
them.
Another argument against group incentives is that it does not punish the person who is not
performing, instead he is being rewarded.
There is an opinion that if it is group incentives, all the onus will fall on one person, probably the
leader of the team. In corporate it is team work, evaluation is different. Similar to corporate, 360
degree evaluation can be introduced.
Overall, there is acceptance that there is need for an incentive system. However, it has to be decided
if it has to be group or individual incentive system. It is felt group incentive may face less
resistance. More important observation is that the evaluation has to be fair and objective and it
should not take the path of existing awards system. There should be more chances of winning
awards and should be significant enough to be motivating.
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Awards
Sarvottam Seva Prashashthi
The State government has instituted ‘Sarvottam Seva Prashasthi’, an award scheme at district, department
and the State levels to be given among the best of its six lakh employees on January 26 every year.
(Sarvottam Seva Prashashthi, 2017)
The award in the State-level category, will cover employees of Groups ‘A’, ‘B’, ‘C’ and ‘D’, who have five
years of service and belong to non-IAS cadre. A special scheme of State awards for outstanding civil servants
was instituted in 2003. The government, which withdrew the scheme in 2011, has reintroduced it, in
recognition of their ‘extraordinary and innovative’ work.
Every year, six awards will be given at the district level (Rs 10,000 each); 30 at the department (Rs 15,000
each) and three at the State-level (Rs 25,000 each).
Nominations in the prescribed format can be either self-nomination or by any other person familiar with the
work of the individual. Multiple nominations in favour of one individual is clubbed and treated as one
nomination during that year. For each of the nominations, some of the important parameters that are taken
into consideration during selection are:
•
•
•
•
•
•
•
•

Taking Leadership and initiative to innovate.
Analysis of existing problems and identifying possible solutions.
Strategic planning for achieving short and long-term goals.
Human resource development to improve productivity and efficiency.
Process management to simplify and expedite results.
Operational results in qualitative and quantitative terms.
Direct and in-direct benefits to the citizens
Savings to the government or public.

An analysis on above parameters and verification is conducted by an Evaluation Committee. The committee
has recognised extraordinary and innovative work done by Officers/Officials of the State Government in the
following spheres:
• Implementation of innovative schemes/projects;
• Bringing in perceptible systemic changes and contribution towards institution building;
• Making public delivery systems efficient and citizen friendly and corruption free;
• Showing innovation and responding to meet stake-holder requirements;
• Extra-ordinary performance in emergent situations like floods, earthquake and other natural calamities etc.,
• Setting high standards of service and continuous improvement in performance,
• Showing high leadership qualities and improving employee motivation etc.,
Awards under this scheme are in 3 categories:
Award
1. District awards
(per district for 30 districts)
2. Department Awards
3. State Awards
Total

Number
of
Awards
6

Amount per award

Total

10,000

1,80,0000

30
3
39

15,000
25,000
50,000

4,50,000
75,000
23,25,000
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District Awards:
The evaluation committee at the district level will be constituted and headed by the district-in-charge
Secretary and other members will be the Deputy Commissioner and the Chief Executive Officer and 2
persons of eminence from the district. Citizens can also nominate Officials / Officers for this award. The
evaluation committee shall invite nominations for the district awards, select the awardees among the
nominations received and make necessary arrangements to distribute the award at the district
headquarters by the District-in-Charge Minister on 26th January of each year. The proposals which have
been awarded may be sent for Departmental Award also.
Department Awards: The evaluation committee will be constituted and headed by the Principal
Secretary/Secretary of the concerned department, HoD and two persons of eminence. The evaluation
committee shall invite nominations for the Department awards, select the awardees among the
nominations received and send the list to DPAR-AR. The Principal Secretary/Secretary of the concerned
department will make necessary arrangements to distribute the award at their level by the concerned
Hon’ble Minister of the department during one of their important departmental functions. The proposals
which have been awarded may also be sent for State Award also.
State Award: A State awards committee to be chaired by the Chief Secretary and Additional Chief
Secretary as Vice Chairman and consisting of two other members of eminence will decide the winners at
State level among the proposals which have been awarded at the District level and Department level. The
State Level award will be distributed by His Excellency the Governor of Karnataka and the Honorable
Chief Minister of Karnataka on 26th January of each year. It is the prerogative of the State Awards
Committee to seek evaluation of the initiative/project from Centre for Good Governance & Innovations
or Karnataka Evaluation Authority or any other agency. Apart from the cash awards, selected awardees
will be sent to a reputed institution for up-gradation of skills through training and exposure programme
in their own field of expertise. The expenditure will be borne out of Administrative Reforms Challenge
Fund.

Police Medals
President Medals: One committee under Additional Chief Secretary assists in the selection of
proposals.
The criteria for President’s Medal for Meritorious Service is that the nominee must have seven
very good and one outstanding performance in his/her annual report. Along with Self-assessment,
recommendation from officer or reporting authority and review reports by a senior officer and
accepting authority.
The criteria for President’s Medal for Distinguished Service is that the nominee should have five
outstanding out of eight in his or her annual reports. Ranking should not have gone below very
good
Chief Minister’s award: The criteria is recommendation by a senior officer and it is a subjective
assessment.
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It emerged from the discussion on incentives that it should be based on objective criteria, on a
transparent basis, and should be significant enough to motivate the officers. The general opinion
is that employees don’t even try for existing awards and recognitions.

4.4 System Readiness and Utility
Significant data is collected during regular/routine reporting and available on information
systems/dashboard. However, there should be adequate training to analyze and make use of this
data for monitoring, evaluation and future action. At present information system is used only to
automate reporting, certain processes and outputs. These can be put to better usage if the data
generated is used effectively.
FMS tracking is there but has not percolated to lower levels such as DC and below. With both
manual and data entry work it has become a hybrid model and is double the effort. Youngsters and
newcomers can adopt to new information systems, but older staff find it difficult. They lose
confidence if there are issues with IS. The other solution is to scan documents and send them to
higher office where connectivity and man-power is available. LMS and FMS is not there at
tahsildar’s office. A comprehensive IS should be developed.
Digital signatures can help in timely delivery of services. Now revenue department is processing
about 38 services with digital signatures.
There is general acceptance for new information systems and there is consensus that these can be
used for tracking performance. The adoption of information system is not uniform across the
departments. However, basic systems for tracking service delivery and files, keying in targets,
tracking performance on both financial and physical parameters exist which are extendable to all
departments. These systems can form the basis for continuous performance evaluation which can
in turn help evaluate Units for Incentives. We understand that these systems are not difficult to be
extended to all offices across and can be done with minimal additional hardware infrastructure and
software. Almost all these software packages are either internally developed or by NIC.
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Section 5 - Suggested Framework for Group Evaluation and Incentive System
5.1 Context
This section summarizes the context for the study, methodology and blue print for the proposed
system of group evaluation and incentive system. Government of Karnataka constituted the Sixth
State Pay Commission to consider revision of pay scales of the State Government employees,
employees of Aided Educational Institutions and Local Bodies, and Non- teaching staff of the
Universities and to recommend a new pay structure for them. The Commission is required to
suggest changes, if any, with regard to the Pensions, Dearness Allowance (DA), House Rent
Allowance (HRA), City Compensatory Allowance (CCA), Medical facilities and other benefits.
The Commission is also requested to suggest measures to improve the performance of Government
Departments including restructuring of Departments and recommend measures to improve the
performance of Government employees (Sixth Pay Commission, 2017). It is in this context of
strengthening performance management that the Commission requested Indian Institute of
Management to undertake a study to suggest system for Performance Evaluation of Groups and
Group Incentive scheme.
The Government of Karnataka has employees at various levels of hierarchies and services
category, administering services ranging from policy making and administration to support
services and actual operations. Its operations range from services like policing to purely operations
of services like public transport. The services also range from fiduciary services like tax collection
to for- profit services like dairy. This study of performance and incentive system has considered
the complexity and scale of all these services and operations. The study has focused on ways in
which performance of Government could be assessed and incentivized to encourage the officers
and employees of Government of Karnataka.
The objectives of this study include:
•
•

Propose a system for evaluating the performance of Responsibility Centres (RCs) at group
level at different hierarchical levels from secretariat to field offices in various Ministries
and Departments;
Provide an overall framework for designing and introducing a group incentive system in
relation to the performance evaluation system.

5.2 Study Methodology
The Study Team studied the departments of Secretariat, Revenue and Agriculture as cases for indepth analysis. However, other departments such as Home, Planning, Health, Information and
Public Relations was also briefly studied. The Study Team visited Ramanagara District and had
detailed discussion at various levels from Agriculture Officer to Tahsildar to Zilla Panchayat
officials to DC. Services offered under Sakala was also studied.

39

Study Team collected both primary and secondary data to understand the existing system of
performance measurement, tracking and incentive system. The Team visited various departments
and held one-to-one in-depth interviews as well as group discussions with employees of different
cadres. The discussions focused on roles and responsibilities, monitoring and evaluation
mechanisms, various processes and organizational structures at different levels of Additional
Secretaries / Joint Secretaries / Deputy Secretaries and below. The study team also spent
considerable time in understanding various information systems that have been developed and
employed at various levels in different departments as well as those that are being developed by
NIC.

5.3 Framework Structure for Continuous Performance Management System
and Incentive Structure
A key aspect of the proposed system will be design of a Performance Management System which
is an enabler of performance than just being evaluative. Such a system will have process for setting
clear targets with system for continuous monitoring of the process and targets at such periodicity
which can vary from weekly to monthly depending upon the tasks.
This Section of the Report details the Framework Structure for the design of Group Performance
Management System and Group Incentive Scheme. Key building blocks of the Framework are:
(1) Identification and definition of the level of Responsibility Centres at which the
evaluation system and incentive system will be applicable, with definition of
parameters for identifying comparable structures.
(2) Process for identification of indicators of performance evaluation for departments of
different categories and characteristics,
(3) Elaboration of the framework of evaluation mechanism detailing the continuous
monitoring process throughout the year, with templates for setting targets and
monitoring targets, both quantitative and qualitative in nature.
(4) Suggest appropriate implementation strategy, and requirements for system
preparedness for continuous monitoring, and finally,
(5) Suggestion for appropriate group incentive structure in relation to the group
performance at RC level.
The discussion with several stakeholders brought out several important factors to be kept in mind
when designing evaluation and incentive system:
•

•

It should be as objective and fair as possible. The different stakeholders often cited existing
selection process of awards and rewards which leaves employees more dissatisfied than
motivated. They stressed that there should be least subjectivity. They said the system
should involve experts from outside the departments and even outside the government.
The consensus seems to be that it is better to avoid having an incentive scheme with all its
subjectivity and weaknesses, than having a faulty scheme. Faulty schemes in fact
demotivates sincere officers as they see others getting the rewards. They also mentioned
that an objective incentive system may motivate employees to perform better.
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•
•
•

•

The quantum of incentive should be significant enough to motivate the employees. If these
are insignificant, employees become indifferent to the scheme itself.
Already several schemes for incentives and recognitions exist in government and these are
sporadic, and are not so successful in motivating performance.
There is a debate if it can be individual based than group based. There is a section of people
which feels individual incentive system is better as it is individuals who must deliver. Many
feel this will address the issue of free rider problem. There are others who feel it should be
group based as in government services the entire team has to perform if a Unit has to be
effective.
Many felt even recognitions and certificates are motivating enough and need not be
necessarily monetary incentives.

On the whole, it emerges that group incentive system which is substantial and objective has more
chances of being accepted and successful.
It was also mentioned for the incentive system to work; some disincentives have to be built in. It
was mentioned that officers of some districts, some units may decide to stay outside the evaluation
system and be indifferent to it. To discourage such tendencies, it is suggested that some system of
Penalties is built into the system. The penalty need not be in monetary term. For example, the
bottom 10 % of the units can receive a caution on performance.
One of the criticisms of the incentive system is that some districts or taluks or units are well
performing historically because of their locational advantage or some places may have legacy
issues. It should be mentioned in this context that when the performance targets are set, these
factors will be factored in. The Head of the Department should take care of these vagaries. Most
of the performance evaluation system are relative in nature, relative with reference to its potential
and in comparison to others.

5.4 A Performance Management System
The performance management of a system is designed around building enabling performance for
teams and individuals rather being diagnostic. The proposed system would have clear performance
indicators, and system for tracking and reporting performance at various levels of RCs in pre
designed regularity. The thrust of quantitative and qualitative indicators would vary depending on
the level in hierarchy and the characteristics of the operations. At operational level or field level,
for example, it is possible to set clear processes and concrete targets. The performance tracking
systems in Governments are generally an annual process. In corporates, there are various
frameworks like Key Performance Indicators, Balanced Score Card, etc. which are adopted by
firms to evaluate performance on continuous basis. In governments also several similar systems
like Results Framework Document, Performance Budgets, MoUs, etc. have been tried to evaluate
performance, but these are at macro organizational policy making level like Ministry /
Departments than at operational layers. These are also one time annual exercise than concurrent
periodic evaluation. What is required is a performance evaluation system at operational layer of
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RCs, as the governments are faulted for lacuna in performance than in policy making. Also, at
state government level, near total of the officers and employees are at the operational layer.
Governments have performance evaluation in some form or other, most prevalent being Annual
Confidential Evaluation. The Confidential Evaluation does cover self-assessment, and reporting
by Reporting Authority which are set of questions on the officer or staff being evaluated. These
are end of the year report and do not flow from the continuous monitoring of annual performance.
Another weakness is, the financial and physical progress are tracked in government in some form
through budget management and performance budgets. However, the relationship between
financial and physical performance, and annual performance review is a weak link. In management
control system it is well received wisdom that any tasks that is not measured is not controlled, and
anything that is not controlled may be or may not be performed.
The proposed system would require that each RC would have tasks and targets set out in the system
week on week on month on month. These tasks and targets would be vetted and approved by the
Head of the Department and finally by the Principal Secretary. These would be quantitative and
qualitative targets and the system would track each of these tasks and targets in regular
periodicity. If it is qualitative tasks, it would be set milestones with stages, which would be again
marked with timelines. These reports would form the basis of the performance assessment of the
Groups or RC unit defined below. This would ensure that this would be a continuous process
through the year than an annual exercise. Finally, it would be the Principal Secretary who would
be deciding the RCs for the incentives and he can set up suitable Committee if he feels to decide
the incentives.

5.5 Responsibility Centres and Focal Point of Group Evaluation
In performance management system, the organizational units which are the focal point of
evaluation is referred to as Responsibility Centres (RCs). The RCs in Corporates are operational
units which can be profit or revenue or cost centres. These are generally located at various levels
of vertical, products, geography, shop floor, sales team, etc. The thrust of evaluation would vary
depending upon level and it can be at both individual and group level. Given the social objectives
of Government, the concept of profit or revenue is not relevant, but the framework of RC is an
important concept and is adaptable.
A RC is defined as an operational unit which is empowered enough to execute its operational task
and is fully accountable for it. The important aspects of RCs are that:
•
•
•
•

It is a well-defined unit with clearly defined structure, members and reporting relationship.
It has a well-defined role to be performed.
It is adequately empowered to perform the role.
It has clearly defined areas of accountability for its performance.

In governments, the structures and processes are well defined. Also, there is a high degree of
commonality across departments and more so within departments. So, within a department across
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districts and taluks the systems will be similar which makes the task of designing RCs and
performance evaluation systems simpler.
The focus of control will be at the level of Responsibility Centers (RCs) as defined above. RCs
become more and more concrete as we move down the hierarchy.
We propose that the RCs can be located at Under Secretary and equivalent level be considered
for this is system of Group Evaluation but they should belong to Non Class I service group. They
can be from any operation like administration, engineering, agriculture, teaching, police, hospital
care, accounts, but should not belong to Group A. A particular RC may be headed by a Group A
officer but he will not be eligible for the incentive even though he would be responsible for the
performance.

5.6 Appropriate RC Units for Group Evaluation
In State Governments, while the Secretariat at the apex plays the policy and planning roles; the
Directorates, Commissionarates, and Districts and below play the planning and execution roles.
Only a fraction of the state government officers and employees are in Secretariat playing critical
policy and planning roles, but the near total of the state government employees operate at
executional level. This makes the task of evaluation less complex as operational layers are more
amenable to measurements of inputs and outcomes and tracking than policy roles.
In State Governments, the executional layer starts from the middle layer of Director / Deputy
Secretary Levels to operational layer at Under Secretary / Section officers’ levels. The Principal
Secretaries / Secretaries are finally accountable for performance but the officers at operational
level have clear accountability for performance if their area of operations. The focus should be at
the level of operational layer for significant improvement in implementation.
Many Ministries have Directorates and Commissionarates which play the role of planning and
supervision though not necessarily policy making. These offices and roles are comparable to the
role played by the departments in the Secretariat. So, in the interest of having comparable
operational units it is suggested that these be viewed similar to the offices in Secretariat in
designing evaluation system. This is in contrast to the operational units at districts and layers below
that which are purely operational and field layers.
The operations at district level within each department are comparable to one another and
amenable for performance evaluation even though the district characteristics may vary from one
place to another. The performance targets get calibrated accordingly keeping in view the variations
of the characteristics of the districts and the past performance history. The evaluations are
invariably on relative measures in terms of proportionalities and past trends.
The Responsibility Centres levels are recommended such that:
•

We would like to suggest that all units headed by officers who are Non- Group A and
below to be eligible for incentive schemes. That means the incentive scheme would exclude
all officers from Groups A service whichever service they are from. The objective of this
performance incentive is to primarily recognize and motivate the operational layer.
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•

It was observed that Under Secretary is the optimum level in operations at which the group
incentive can be located as they play independent identifiable role and manage adequate
resources. They often manage two to three units headed by Sections Officers which make
it a viable operating unit. At Section Officers’ level, it was observed that the staffing is too
skeletal in many units and they have limited autonomy.

•

In view of the above discussion, the RCs would consist of Under Secretary level and
equivalent and all non-Class I officers and staff reporting to him. If in some departments
the SOs or equivalent designations play larger role, the evaluation can be pitched at that
level.

•

The RCs may be playing different roles. For example, if an US is awarded for Group
Performance in a Collectorate it would cover all the employees reporting to him. However,
this would not include the Taluk officers who would be coming under this district. These
Taluks will be separately evaluated. So, the RCs have to be well defined closely knit groups
and not some amorphous entity.

•

The different departments will have different designations comparable to this hierarchy
like Deputy Tahsildar, Manager in TP, School Head Master, DD in Agriculture Department
in a Taluk, etc. Respective departments will define and identify units at US level at various
levels like District and Taluks, and organizational entities like Schools, Hospitals, etc.

•

It is also possible that in education department, a Taluk may get awarded for overall
performance of all the schools in that Taluk, and a school from another Taluk may get
award for individual school performance. For taluk level performance only officers and
staff posted at the Taluk Office will get award. At school level, they can give for a particular
department or class wise, in the sense fifth standard, tenth standards, etc. depending upon
how the education department would like to encourage performance.

•

To enable identification of the group, each ministry has to define an identifiable group of
roles and position which would come under it; and officers and employees who would be
included. It should be defined at the beginning of the scheme itself and not in the end.
There should be complete clarity on what would constitute the level and who all would
constitute the Units.

•

Some departments like Health Department and Education Department have their operating
field units like Hospitals, Schools, Colleges, etc. These have to be separately treated and
evaluated. All District hospitals will be separately evaluated and may be at the level of
departments. Similarly, all PHCs can be separately evaluated. Schools can be evaluated at
school level or subject level or class-wise. Evaluation will a hierarchy of evaluation. At
district level an Under Secretary and his unit can be evaluated for performance in their
roles. At school level, awards can be given for school level performance. If it is middle
school or primary school it can be at overall school level. If it is higher secondary school,
it can be at subject wise and class wise. Similarly, for health department. If it is Police
Department, at field level separate units can be defined for law and order, traffic, crime;
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and overall Deputy Superintendent Level or Police station level. The department will have
the complete flexibility in defining these.
•

The Objective of forming the RCs should be to identify Units which are homogeneous
across (like schools, hospitals) and heterogeneous between (like hospital care and
preventive care or operating role and overseeing role). The identified units should be as
granular as possible. In Agriculture they may like to form comparable Units of only Cells
doing only Micro-Irrigation or extension services. This makes setting evaluation
parameters easy and comparable.

•

In all instances, Performance will be compared across districts and taluks. For example, if
education department decides performance in 10th as the case, the schools across all
districts will compare and will be ranked based on performance. Similarly, police stations
across districts, surgical department across all districts, taluk hospitals across all districts,
etc.

•

We have mentioned that Deputy Superintendent and his unit may get awarded, but not the
police stations coming his jurisdiction. Similarly, a DD Health may be awarded but not all
hospitals coming his jurisdiction. The award for him and his team is award for his unit
performance in directing and impact performance, but police stations coming under him
will be separately evaluated and compared across districts.

•

The basis of following this principle of recognizing the Taluk but excluding operating units
is that the concerned officer and his team do play an identifiable role in directing and
supervising performance of units under him, but the units under him will have to separately
win their position in the state and the awards. This is to recognize excellence exclusively
at all levels of districts, taluks, hoblis; and operational level RCs like PHCs, Schools, etc.
coming under these jurisdictions.

All State PSUs are not considered in this. These may be having their performance evaluation
system and incentive system.

5.7 Parameters for Evaluation
It has to be mentioned that the operations of the government are in the nature of services which
are highly process oriented, which are qualitative with medium to high gestation period. These
make the task of performance evaluation complex in government. Few comforting factors are that
most of the tasks are repetitive across time and similar across departments. The indicators we
choose can be representing Inputs, Outputs, Input / Output (Efficiency), Outcome, Inputs to
Outcome (Effectiveness), and benefits (goal attainment). We would like to propose a combination
of measures to make the evaluation comprehensive, observable and objective enough. It should
also be balanced to include outcome and benefit measures as well.
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In deciding the performance metrics, it should be kept in mind that these are: measurable, objective
and repetitive to the extent possible. Government processes are quite repetitive and to that extent
the tasks can be captured into some measurable indicators.
As we mentioned above there are two sets of activities, namely Policy Making, and Planning and
Supervision as one set; and execution of tasks as another set. The first set is complex to evaluate
but fortunately consists of a small share of the employees. Significant share of officers and
employees belong to the second category of tasks which is to a large extent measurable. These
officers and employees are the ones who are posted in fields and operating units.
Let us take the second category of officers first. In the analysis of the tasks involved in ZP,
Agriculture, and Revenue, it emerged that the tasks carried out can be classified as:
•

•

•

•
•
•

•

•

Tasks for which the officers have complete onus for it and control over the process. In the
sense, these do not involve inter-departmental co-ordination or for which financial
approval is available or which are time-bound. These are regular work carried out
throughout the year and as per annual plan.
There are tasks which are more complex and involve the above-mentioned aspects of interdepartmental coordination and financial sanctions. In these cases, the officers may not have
complete control but they are responsible for the outcome. In these cases also, the officers
can make difference through better coordination efforts and management. The evaluation
component would include these also more so to drive these tasks.
At secretariat level, there are tasks involving replying to questions from legislatures,
handling of court cases and personnel cases. These are to be kept out of the evaluation as
these involve high level of uncertainty and they may not have control over the progress on
these.
There are tasks that are either process-oriented like identification of beneficiaries or
issuance of certificates or physical targets like students taught, patients treated which are
observable and are being tracked.
There are tasks which involve mere management of budgets and this is being tracked in all
departments at all levels throughout the year. So, budget utilization will be an important
factor of performance.
More importantly what matters is the citizen satisfaction. Fortunately, almost all
departments are tracked under Sakala system. Each department has specifically identified
services on which service levels are tracked. This system can be used to track performance
of the Units on service guarantees and service levels.
Capacity Building is again an important dimension. Each department has programme
system upgradation and adoption, capacity building in skills of employees, also systems
for monitoring and reporting. Measures can include metrics to track performance on these
aspects as well. Sometimes they are also special assignments like Census or Elections that
can be considered.
One frequent observation was that at field they undertake special assignments which go
unrecognized. They also undertake several innovative interventions in processes which are
again important in service delivery.
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All operations which are not time-bound like policy making, involving legislating, replying to
legislatures, court cases, etc. can be kept out of purview of evaluation.
Regarding the first set of categories of officers playing secretariat roles, the processes are
qualitative. The processes are about policy making and legislature related work, court cases,
personnel policies, postings, sanctions, discipline, and also framing rules and procedures. Their
clients are internal clients, that is field offices, and it is important how well these are attended
to. However, we are concerned with RCs at Under Secretary level which are still execution
oriented and are engaged more with implementing guidelines. We have attempted a structure
for these layers also at Secretariat and equivalent levels.
A model evaluation parameter for select departments under each category is provided in the
end. This is only an indicative attempt and the departments have to define for themselves their
system at the beginning of the evaluation period.
The performance parameters, measures, and weights would be defined by the Principal
Secretaries of respective departments.

5.8 Composition of Performance Measures
The composition of the performance measures should be such that these captures a combination
of input variables like budget or efforts; and administrative process-oriented services like
certificates, sanctions, delivery of service like rations which can be tracked through service
delivery and file movements. The output and outcome variables also need to be captured like seed
multiplication or student pass percentage or patients treated. Customer satisfaction can be
measured in terms of meeting service levels in addressing public grievances and services request
as captured in Sakala.
Institution building can be measured in terms of leadership shown in introducing system
interventions, process innovations, training, etc. Measures or tasks can be set for this.
Next task is in assigning weights to these components for which we would like to specify the
principles, but leave it to the respective departments to decide. Later, the institutional
mechanism for implementing the evaluation system and incentive system is elaborated. In
terms of broad parameters we would like to suggest:
Characteristics
Component
Input indicators a. File movement, service levels on decisions within respective
departments and involving inter-departmental coordination,
delivering on timelines like timely sanctions, procurement
timelines, etc.
b. Progress on Budget which will be an important factor
Output /
Outcome /

Weight

a. Services delivered like certificates issued, number of
students, seeds distributed, patients treated, FIRs, absenteeism
in the RC unit;
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Benefit
Indicators
Citizen
Satisfaction
Institutional
Building

b. outcomes like pass percentage of students, crop production,
cross infection rates, conviction rates.
c. monitoring, reporting quality
Performance on service levels on delivery of services,
grievance redressal percentage.
Adoption of systems, monitoring and reporting qualities,
process innovations, training. Also, special assignments.

The actual indicators, mix of indicators and weights have to be decided by the Head of the
Concerned Departments, namely the Principal Secretaries. He can decide the indicators and
metrics depending on the departmental priorities and activities he would like to drive. Obviously
weights for these segments would vary from department to department. In principle we would like
to propose these guidelines for assigning weights:
•

•
•

•

•
•
•
•

If it is operational RC like field operations in like health care, education, agriculture, the
input variables can be assigned higher weightage as these would be objective and would
be indicative of the outcomes. Input indicators can be given higher weightage as some
departments may claim that they don’t have control over outcome or benefit.
Weightages can vary depending upon how operational the department is. If it is highly
service oriented department like Home, higher weightage can be for qualitative factor.
If it is planning or supervisory RCs like Secretariat or Directorate or Planning or Finance
or Personnel, qualitative tasks can be given higher weightage. These can pertain to process
measures or outcomes like timely Postings, timely Sanctions, Policy documents, etc.
Where clientele is internal, some weights can be still assigned to Client satisfaction as this
would make the RCs responsive to the field units. Externally of course they can institute
a mechanism for tracking Citizen satisfaction and can also take it from Sakala system.
Metrics which are related to achieving priorities of the department can be given higher
weightage.
Measures which can be objectively measured and tracked can be given higher weightage.
Good example is progress on budget.
Qualitative measures like citizen service, institutional activities should also have some
weightage.
It should also stress metrics on compliances like adherence to court orders, Acts,
procedures, etc.

These indicators and metrics will be have to be treated like the Dip Stick measures which would
indicate the efficiency and effectiveness of the Unit. The measures do not mean to capture all the
performance of a unit. It seeks to capture key tasks of a unit which would be reflective of the
performance of the RCs. Ultimately, the indicators need not be exhaustive list of indicators but
should form the critical components the operations reflecting the priority of the department. Each
department can select its flagship programmes and activities on which if it performs the goals of
the department would be delivered. This is similar to the exercise done under Results Framework
48

Documents. The inputs / outputs which are directly related to flagship programmes are to be given
higher weightage.
These indicators have to be similarly adopted appropriately for policy level operations as
undertaken at Secretariat level. The indicators will be more relating to file movements and service
levels on decisions, budgets and institution building including facilitating it down the line in the
department. Like, the secretariat will be responsible for timely sanctions, timely postings, policy
input papers prepared, framing of training programmes and fulfilment of training schedules, etc.
The weights can also vary suitably. Tasks which are highly qualitative and in-frequent in nature
like contribution to writing a manual or a policy paper can be captured in the form of a write-up
on quarterly basis and evaluated by the Principal Secretary.
For secretariat officers, each department can have its own evaluation framework spelt out in the
beginning of the year which can have component of qualitative factors, but the head of the
department can have discretion in deciding the RCs. The HO can specify beforehand annually and
each quarter, the tasks to be performed in these cases and evaluate the RCs accordingly.
The targets for the measures would be set monthly or in the periodicity in which it would be
required for concerned department. For the Secretariat, it can be even weekly tracking of progress
of files and tasks. These dipstick measures would be tracked against these plan targets and reported
periodically. It will not be just a year-end exercise. The indicators would be extracted periodically
through systems like MPIC, DSS, e-Office and FMS.
We have provided certain indicators which are indicative at the end of the Report (Tables 4 to 9).
We have provided suggested framework for field offices of departments of Revenue, Panchayat,
Agriculture, and Health, and Secretariat. The department can at the time of implementation decide
the actual metrics that they would like to follow. The metrics should reflect the scale of the
programmes, strategic importance of the programmes, and critical processes like surveillance. We
have included metrics like quality of reporting which can be evaluated on the basis of their
compliance in terms of regularity, quality of information, and their own utilization of data in
decision making. We have proposed that in most of dimensions the RCs can be ranked based on
a composite score from which the top percentiles can be chosen. In service delivery and
grievances, the department can track on key citizen services which can form part of the Disposal
Index. In Institutional Activities, the Offices can be evaluated for imparting training, ICE related
activities, etc.
We are proposing that finally all field offices within each department are to be compared among
themselves, like offices across taluka level, district level, divisions within department levels, etc.
For example, in the case of health care, template has been provided for evaluating Hospitals that
can be applied to Medical Professionals heading clinical departments in District Hospitals or
heading Taluk level hospitals, even medical if professionals may not be eligible as they belong to
Class I service. In this template, we have proposed that each clinical department in district hospital
is compared to similar department in another hospital. Like Urology department in Tumkur civil
hospital is comparable to Urology department in Hassan. Similarly, Taluk hospital will be
compared to another Taluk hospital. The department can also develop benchmark / protocol for
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comparison. We have kept easily observable metrics which are normally tracked in all Health /
Hospital Management Information System. Absenteeism of medical professionals, nurses, and
staff will be an important factor in evaluation. We have kept emergency purchases of drugs as it
is indicative of planning for drugs and stock out situation. Similarly, it can be thought of for field
offices of revenue, panchayat, agriculture, etc. In the case of RCs at Secretariat level, Head of
each department can decide the method of evaluating performance and deciding on award of
incentives. Even where there is only one RC in a department at Secretariat level, the head of the
department can decide on the scheme of evaluation.

5.9 Supporting Systems
The Study Team observed that different departments of Government of Karnataka have
implemented various system which are stand-alone systems, but which can be made common
platform. For example, the Secretariat has got File Monitoring System (FMS) which has been in
vogue for long but seen only in Secretariat. E-Office was started by the Department of Culture
which is quite robust for tracking files and services. This is now being proposed to be extended to
other departments especially district revenue offices. We observed that MMR and later version
MPIC are in use in many departments like Agriculture and Land Reforms, and DSS spearheaded
by Planning Department being used to generate reports in all departments. We observed that RDPR
department and ZP offices use Panchatantra software to track services. Like that there are several
software which can be extended across departments and used for performance tracking. Treasury
package can be used for tracking budget management. Of course, Sakala has been tracking public
service and grievances for some years now.
It was observed that these softwares are tracking concurrently progress on budget spending,
progress on physical indicators, file movements, and citizen services handling. It will be useful
for Government of Karnataka to do a due diligence of all these systems and arrive at minimum
features for all departments to be tracked based on e-office, MMR and treasure platforms. The
building blocks are there for a common scalable platform and on this respective departments can
modify based on their requirements and additional features. Otherwise the systems are in different
stages of maturity and stages of adoption at various levels. It is important to drive it centrally. The
study of the systems gave us the confidence that the systems exist to track and report performance.
At the most these would require some tweaking to make proposed evaluation system
implementable which can be done on emergency footing.

5.10

Structural Intervention During Initiation of the System

It was mentioned earlier that all the employees whom we met mentioned that the objectivity of
evaluation system is key to making the system effective. Objective systems and institutional
process can make to the critical difference to the effectiveness of the incentive regime. We have
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been dealing with the measures. Now, we propose certain implementation structure to ensure the
effectiveness of the evaluation system.
•

•

•

•

•

•

•
•

We suggest that a Cell in the office of Chief Secretary to oversee the design and
implementation of the system. It has to be skeletal and need not be elaborate. It can be
headed by a Secretary level officer.
This cell can have an Ad hoc Expert Panel consisting of retired officers from All India
Services; retired Group A service including technical services like engineering and
medical from the state; and management specialists and evaluation specialists from
economics. It should be of course small in number to be effective and can constitute
sub-committees focusing on special tasks and departments. This Panel will be headed
by the CS.
This Cell will be the facilitating body for the introduction of the system and will exit
in two years once the system is established. This would first come with detailed
framework and design for the group evaluation system including defining RCs,
providing guidelines for identifying category of indicators and its composition. It will
also recommend incentive structure for the forthcoming year. It will set deadlines and
meet periodically to review the reports and reporting quality. It will give periodic
feedback to the departments on its performance on the evaluation system and not on
the performance per se. Their role will be more advisory in nature.
This Cell would define the system requirements for continuous tracking and reporting
of performance, and assess the departments for their readiness. Any department
wanting to be included in this should be system ready to implement and the Expert
Panel can do a due diligence and suggest any suitable measure of gaps are found.
The performance based group incentive system is expected to be implemented across
all departments including secretariat and attached offices. However, to be ready to
implement the system, the concerned departments should have well defined roles,
responsibility centres along with group of officers and staff coming under each RCs,
tasks, operating manuals for the processes with timelines, and IT system in place with
concomitant monitoring and reporting systems. The department should communicate
everything before-hand and there should be complete clarity. Overall, System readiness
will be key to the introduction of the incentive system. The Cell would be the repository
of the all these documents.
The cell would periodically monitor the reports, say at least quarterly and give its
feedback to PS of concerned departments. This will be required in the initial stages of
the evaluation system.
This would also address grievances of the employees in the award of incentive and give
its assessment and recommendation to the CS.
Principal Secretaries of respective departments will be the apex officer for respective
departments. The PS of respective departments would have submitted to this Panel the
list of units, performance criteria and composition in the beginning of the year itself or
at the end of previous year. This would form the basis of evaluation and award.
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•

•

•

•

•

The Principal Secretaries of respective departments would classify and define
comparable units for incentive system, would decide the indicators and metrics for
measuring the same, weights for these, and the periodicity of the reports. The
department will define the targets for each of the tasks and timelines week wise or
month wise. It would also define service levels and timelines for each of the services.
These would be approved by the PS for each unit.
In the beginning years, until the system gets stabilized the Expert Panel can look into
the evaluation system and make recommendations to the concerned PS regarding
appropriateness of any of the features. These suggestions will be to improve the
effectiveness of the system.
The Principal Secretaries would be monitoring the reports and making his assessment
of the performance of the units at least monthly. The PS can set up a Departmental
Committee headed by him to review and decide the units for award.
The Principal Secretaries would be deciding the RCs which are selected for the
incentives. He can set up suitable Committee to advise him on the selection of RCs
which would also be continuously monitoring and submitting report to the concerned
Principal Secretary.
The Ad Hoc cell can look at any complaints that it may receive from the officers or
employees.

5.11 Benchmarking
An important aspect of evaluation template will be the benchmarking of the performance
parameters and target-setting at the beginning of each year. Each department should make an
inventory of its tasks and processes, and set service level in terms of timeline. The tasks can be
simple movement of internal files, delivery of service, sanctions, budget, etc. The departments can
decide which services they would like to be entered for evaluation. The service levels for each of
these services will be populated on the File Monitoring System services wise. So, once the service
deliveries are entered, the system itself will track the movement of the file and throw up statistics
on the disposal efficiency. This can be reduced to a Disposal Index weekly and monthly. At the
end of the year, a cumulative Disposal Index system can be developed. This would include
performance on citizen satisfaction also, which would be primarily based on Sakala type of system.
Similarly, the treasury package and MPIC can be used for tracking budget expenditure against
monthly targets. This can be again reduced to a Utilization Index. Since the performance evaluation
will be intra-departmental, the seasonal variation in budget expenditure across various departments
should not be a matter of concern. Ultimately, the performance evaluation will be relative and
intra-departmental. The only exception will be inter-departmental comparison at Secretariat level.
Similarly, in the case of delivery of actual services, i.e. Physical targets, the targets must be decided
at the beginning of year in whatever frequency the departments deem it fit – say, weekly, monthly
or quarterly. It is important, whether it is hospital care or education or seed distribution, or FIRs,
weekly and monthly targets need to be set at the beginning of the year. Targets can be calibrated
for exigencies and variations in external conditions. For example, targets in agriculture can be set
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for different levels of rains or under conditions of flood / draught. There can be a reduced weighted
Performance Index on which the RCs can be compared.
A combination of services can be defined, and weights assigned to each service to add up to 100%.
The performance can be tracked monthly and monthly index can be computed. This would form
the basis for annual evaluation.
Even in qualitative areas like innovative practices, training, special assignments, etc. there has to
be a quarterly reporting of the activities in the form of a write-up. This can also be structured.
Quarterly reporting and monitoring helps in quick assessments and averaging over the whole year
than aggregating at the end of the year. This reduces the element of subjectivity.
These processes ensure continuous monitoring of performance than one-time annual performance
evaluation.

5.12

Institutional Support

In the initial years of implementation, the Government can take support from a national
management Institute like Indian Institute of Management Bangalore. The External Mentor can
help in providing support to the Expert panel and individual ministries if they need help, in
formulating a structure of the systems, defining parameters, helping individual departments in
identifying parameters, in assessing reports, etc. Concurrent external support may be desirable for
the first year in getting the system introduced and during the initial years of implementation.

5.13 Incentive Structure
The incentive system will be applicable from the level of Under Secretary across the ministries
and departments. This will include all Directorates, Commissionarates, institutions like ULBs,
Schools, and Hospitals but not state PSUs.
As mentioned earlier, this would exclude all Class Service Officers and would include only officers
and employees of the rank of Class II and below. If a RC is headed by a Group A officer, the unit
may be selected for the incentive scheme but the head of RC will not be in charge.
The groups for the incentive system will be defined at two levels. First, at the level of Secretariat
and offices at Directorate and Commissionarates levels which play the role of policy making,
planning and supervision. Second, at the level of operations at the level of districts and below, and
institutions like schools and hospitals.
•

Officers at Secretariat, Directorate, and Commissionarates: At these levels, it is expected
that there will be very few US level officers within each department.

•

Officers at Executional Role: The officers at executional layers are those who operate at
the levels of Districts, Taluk, and Hobli and Institutions like Colleges, Schools, Hospitals,
etc. Here the comparable pools will be all officers at district level in respective
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departments. At operational level comparisons will be department-wise as there is enough
pool to compare and decide.
•

The comparable pools can be as granular as possible. For example, Health department can
form pools of Units dealing with only Preventive care, with Infectious diseases, etc though
the medical professionals will not be eligible as they would be belonging to Class I service.
Police can split its pool into law and order, criminal, traffic, and evaluate and rewards
accordingly. It is possible one district has managed traffic well and another in law and
order. Hospitals can decide to form Pools at department level like Medicine, Ortho,
Gynecology, etc. Schools can form pool at class level like 12th standard, 11th, etc. Effort
will be to recognize these variabilities and create comparable pools.

•

Similarly, at institutional level, it will be pool of colleges, higher secondary schools, district
hospitals, taluk hospitals, etc.

Effort should be towards creating comparable units in terms of levels, services, and tasks. The
comparable pool should be homogeneous within.
Already, we see in many departments ranking of districts based on certain parameters. What is
being proposed is similar to these rankings. Once the evaluations of district / taluk / institutions
level are done at RC level for each department, then it is a question of forming the top 10 percentile,
20 percentile, bottom 10percentaile, etc. These rankings / grouping will form the basis for
awarding incentives.
In awarding the incentives it was mentioned that it should be significant enough with scope for
larger employees to get than fewer employees. Everybody should see an opportunity to target the
award. A priori nobody particular unit should feel precluded or perceive a low chance.
We suggest the following model of incentive structure:
1. Annually, 10 % of the RC Units in each department at each level (district, taluk,
institutional) will get award equivalent to half a month salary of all officers of US and
below rank and staff who are part of the RC Unit. For example it will be top 10% of all the
offices of Tahsildars, 10% Taluk Executive officers, 10% DD Agriculture at Taluk level,
10% of Inspectors in Police Stations, 10% taluk hospitals, 10% of heads of departments of
clinical units in civil hospitals, 10% of schools, etc. Effort should be towards creating
granular units of RCs which makes comparable pools. This will also address the issue of
free rider problem. Creating very large pools will dilute the effect of group incentive
system. Creating larger pools with small well-defined units, will give chance for more
people to try for award.
2. Every year, 10% of the RC Units performing at next level of performance will get 10 days
of salary. This has been suggested to make more employees eligible for incentives so that
they feel encouraged to attempt.
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This way we would have ensured that at least 30% to 40% of Units, like districts, taluks, hoblis,
institutions start firing up performance. This will have multiple and contiguous effect.
We like to also recommend that the bottom 10% of the RCs in each department and at each level
should be given at least a Mention about its performance and instruction to improve performance.
This is based on observations given by many officers we interacted. They mentioned that there
should be some riders as well for poor performers so that nobody decides to stay away from
competing.

5.14

Financial Impact and Cost Benefit

The financial cost is expected to be:
First set of awards:
Half a month salary for 10% of Units which may roughly correspond to 10 % of employees:
6 % of annual basic salary X 10% employees: 0.6% of annual basic salary.
(6% is 0.5 of monthly basic salary X 12 months)
Second set of Awards
10 days Salary for 10 % of units (10% of employees)
4 % of annual basic salary X 10% employees: 0.4 % of annual basic salary
(4 % is 0.33 share of monthly basic salary X 12 months)
Total Impact

: 1.00 % of the annual basic salary of the department

The cost of 1.25 % of total salary would be more than compensated by the improvement in
productivity in performance. One can visualize various impact of this incentive programme, like:
-

-

-

Higher Employee Productivity: This can improve through better measurement, tracking
and reporting of performance. These systems are in place, but lack rigor and consistency
and this will come from incentivizing the process.
The preconditions that we have proposed for introducing incentive system itself would
ensure improved performance of the overall system.
Improvement will come from initiatives in system and process innovations. In the
evaluation we have provided a component for this. Improvements will come from better
motivation coming from recognition of good work.
It will improve citizen satisfaction as it is being rewarded now.

All these benefits would more than compensate the incremental expenditure being spent through
incentives. These are qualitative improvement from process improvements, better delivery,
innovations, etc. which are immeasurable and would more than compensate the incremental
expenditure on the incentives.
The implications for the government and especially respective departments will be hardly
anything. For illustration, the total salary component of State Government is around Rs. 25,000
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crores and the incentive amount at 1.25% would amount Rs. 312.50 crores. It might be even lower
as the incentive percentage would include salary and exclude other expenditures like pension.
However, it should be emphasized that this 1.25% would ensure effectiveness of salary component
of each programme and project that the government executes. At department level, if we take
Agriculture for example, the estimated expenditure on salary in 2017 – 18 is Rs. 247.47 crores. On
this the incentive component would work to Rs. 3.1 Crores, which as a percentage of total
expenditure work out to a meagre 0.0067 %. At district level, if we take Ramanagara ZP as the
case, the estimated salary of the ZP is Rs. 270.25 crores (2017 – 18) and the incentives would
come to Rs. 3.38 crores which come to 0.0073% (their total budget is Rs.457.66 crores).
Considering the benefits mentioned earlier, this meagre expenditure would be more than
compensated.
So, the Study Team would like to strongly recommend introduction and implementation of
Group Performance Evaluation and Group Performance Based Incentive system.

5.15

Implementation Strategy

It will be foremost important to establish the Project Management Cell under the CS to get it
rolling. It would start designing the framework of implementation, guidelines and roadmap. This
would also undertake workshops to disseminate the system. Here it can take Institutional support.
Key pre-requisites for introducing performance related incentive system will be ensuring support
systems in place, evaluation mechanism, and institutional arrangements. It is important these are
in place before implementation of the system. It is critical to do a due diligence of the existing
information system and arrive at a common system to be implemented across department. This
should not involve huge exercise and effort and should be doable in three to 6 months’ time.
Departments have to be IT ready if they have to be eligible for incentive scheme. This itself will
push the IT implementation.
All departments should have clearly laid out job chart, job description, process manuals, key
services identified, service levels, reporting system, etc. This should also define the RCs and the
composition of its officers and staff. Project Management System will monitor it.
The Project Management Cell can implement the system on current data and see how the scores
would emerge. This will help calibrate the system.
The evaluation scheme and the incentive scheme should be ready by the end of previous year. The
template can in fact be applied on previous year data to see how it would emerge and if it would
throw any surprises.
Once in three years, the system should be revisited for its effectiveness and revamped to address
the gaps that might have arisen.
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Table 4: Agriculture Department, Deputy Director – Taluk In-charge
Sl
No

Item

Measures

1
2

Krishi Bhagya
Agri Inputs

Beneficiaries
Tons

DSS / MPIC
DSS / MPIC

3
4

Organic Farming
Agri Extension

DSS / MPIC
DSS / MPIC

5

NMSA- CM
Sookshma
Neervari Yojane
(drip irrigation)
Insurance
Coverage
Total
Budget
Achievement on
Schemes
Total Budget
Outcome –
Agricultural
Production

Acres
Beneficiaries
provided
Farmers provided
subsidy
Acres covered

DSS / MPIC

6
7a
7b
8

Rs. Crores
(21 Schemes)
Rs Crores
a. Actual total
acreage / target
total acreage
b. total acres or
farms covered by
various
interventions /
target acres /
farms
Beneficiary
Identification

9

Service Delivery

10

Institutional
Activities

System / Process
innovations,
Training

11

Monitoring and
Tracking

Robustness of
Measures and
Systems

Achievement /
Target

Source

Weights

DSS / MPIC

Cum Spend /
Cum Budget
Weights (Ach /
Target) in
Acreage

Against
Service level
It will be a
write up – will
be valued on a
10 point scale
Compliance in
Reporting and
Reporting
Quality

MPIC

60%
5%

MPIC
MPIC

5%
10 %

FMS / e
Office /
Sakala
Quarterly
write up

10 %

Quarterly
Assessment

5%

5%
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Table 5: CEO – Taluk Panchayat

Sl
No
1
2

Item

Measures

Krishi Bhagya
Agri Inputs

Beneficiaries
Tons

DSS / MPIC
DSS / MPIC

3
4

Organic Farming
Agri Extension

DSS / MPIC
DSS / MPIC

5

NMSA- CM
Sookshma
Neervari Yojane
(drip irrigation)
Insurance
Coverage
Total
Budget
Achievement on
Schemes
Total Budget
Outcome –
Agricultural
Production
Service Delivery

Acres
Beneficiaries
provided
Farmers provided
subsidy
Acres covered

DSS / MPIC

6
7a
7b
8
9

10

Institutional
Activities

11

Monitoring and
Tracking

Rs. Crores
(21 Schemes)
Rs Crores
actual total
acreage / target
total acreage
Beneficiary
Identified / target
or Potential
numbers
Special
Assignment/
System / Process
innovations,
Training
Robustness of
Measures and
Systems

Achievement /
Target

Source

Weights

DSS / MPIC

MPIC

60%
5%

MPIC
MPIC

5%
10%

FMS / e
Office /
Sakala

10 %

It will be a
write up – will
be valued on a
10-point scale

Quarterly
write up

5%

Compliance in
Reporting and
Reporting
Quality

Quarterly
Assessment

5%

Cum Spend /
Cum Budget
Weights ( Ach
/ Target) in
Acreage
Against
Service level
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Table 6: Tahsildar - Taluk
Sl
No
1

Item

Measures

Pension for Old
Age + Destitute +
Physically
handicapped
Sandhya Suraksha
Yojane

Number of
Pensioners

11E Sketch
Pendency
Tatkal Podi
Pendency
Alienation
Hudbust, e-Swattu,
Misc.
Total
Budget
Achievement on
Schemes
Total Budget
Service Delivery
Cum Performance
on all or major
Sakala Services
Outcome –
Eligible Pensioners
covered
Revenue records
automated

Time

9

Institutional
Activities

10

Monitoring and
Tracking

Special
Assignment /
System /
Process
innovations,
Training
Robustness
of Measures
and Systems

2
3
4
5
6
6a
6b
7

8

Source

Numbers

Achievement /
Target
a. Number of
pensioners /
Target,
b. Pending Aps
Number of
Applications
Disposed on time
Disposed on Time

Numbers

Disposed on time

DSS / e office

Numbers
Numbers

Disposed on time
Combined
Disposed on time

DSS/ E office
DSS/ E office

Numbers

Rs. Crores
(Pension
Schemes)
Rs. Crores

Pensioners
Completed
records

Weights

DSS / e Office

DSS / e office
DSS / e office

Cum Spend / Cum
Budget

MPIC

Cum Spend / Cum
Budget
Disposal Index

MPIC
E-office /
Sakala

50 %
10 %

20%

Pensioners
covered/ Eligible
no of pensioners
Percentage

5%

It will be a write up Quarterly
– will be valued on write up
a 10-point scale

10 %

Compliance in
Reporting and
Reporting Quality

5%

Quarterly
Assessment /
Panchamitra
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Table 7: Secretariat - Deputy Secretary
Sl
No

Item

Measures

Achievement /
Target

Source

1

Category 1
Decisions with
in dept
Cat 2 Decisions
with in Dept
Cat 3 Decisions
with in Dept
Cat 4 Decisions
with in Dept
Decisions – Inter
departmental

Time line

Disposal Index

e Office

Time line

Disposal Index

e office

Time line

Disposal Index

e office

Time line

Disposal Index

e office

Timeline

Disposal Index

e office

Decisions – Inter
departmental
Total
Budget
Achievement on
Key Schemes
Budget
Achievement on
Key Schemes
Total Budget

Timeline

Disposal Index

e office

Service Delivery
Response Time
of Field Offices
Institutional
Activities

Time

2
3
4
5

6
6a
6b
6c
7
8

9

Monitoring and
Tracking

Timelines
Rs. Crores
(Key Schemes)
Rs. Crores

Key Notes /
System / Process
innovations,
Training
Robustness of
Measures and
Systems

Weights

Timely release
/ against target
time
Cum Spend /
Cum Budget

E office

40%
5%

Treasury

10 %

Cum Spend /
Cum Budget
Disposal Index

Treasury

5%

E office

15 %

It will be a
write up – will
be valued on
10 point scale
Compliance in
Reporting and
Reporting
Quality

Quarterly
write up

15 %

Quarterly
Assessment /
Panchamitra

10 %
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Table 8: Responsibility Center - Taluk Health Officer
Sl
No

Item

Measures

Achievement /
Target

Source

1

RCH Program.
Institutional
Delivery
District
Surveillance

Percentage of
total delivery

Ranking of
Taluks based
on percentage
Ranking based
on quality
parameters
Ranking based
on quality
parameters
Ranking of
District based
on coverage
Ranking of
district

HMIS

NO of Case
reported

Raking based
on Incidents

HMIS

Percentage spent

Timely release
/ against target
time
Cum Spend /
Cum Budget
Disposal Index

Treasury

50%
5%

Treasury

5%

E office /
Sakala

15 %

It will be a
write up – will
be valued on
10 point scale

Quarterly
write up

15 %

Compliance in
Reporting and
Reporting
Quality

Quarterly
Assessment

10 %

2
3

National Vector
Borne disease

4

Janani Suraksha
Yojana

5

Prasooti Araike

6

Malaria control

6a
6b
7
8

9

Total
Budget
Achievement on
Key Schemes
Total Budget
Service Delivery
Response Time
of Field Offices
Institutional
Activities

Monitoring and
Tracking

Quality /
Compliance of
Reports
Quality /
Compliance of
Reports
NO of
Beneficiaries /
total eligible
NO of
Beneficiaries /
total eligible

Rs. Crores
Time
Training / ICE
initiatives,
compliance/
innovations,
Tech adoption
Robustness of
Measures and
Systems

Weights

Surveillance
Data
Surveillance
Data
Respective
Data base
Respective
data base
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Table 9: District Hospital - Clinical Department Head
Sl Item
Measures
No
1
Number of OPD a.OPD of this unit /
units of this dept. or
whole hospital
b. OPD per doctor
compared to most
efficient unit in state
2
Number of
a. Surgery per doctor;
Major surgery
b. surgery trend of this
unit;
c. Major surgery per
doctor

Achievement /
Target
Ranking of similar
depts across state

Source

Ranking based on
similar units across
district hospitals

e Hospital /
HMIS

3

Ranking based on
OR
Rankin of Dist.
LOS

E Hospital
/ HMIS
E hospital /
HMIS

Ranking of similar
units across state

E hospital /
HMIS

Ranking on this

E hospital
/ HMIS

4

5

Occupancy ratio OR of the beds
allocated to the unit
Length of Stay
LOS of this unit / LOS
of most efficient unit
in similar units across
state
Absenteeism rate of
Absenteeism
the unit

6

Cross infection
rate of this unit
Total
6 a Budget
Achievement on
drugs
6
Emergency
b
Purchases
7
Service
Delivery
8

Institutional
Activities

9

Monitoring and
Tracking

Cross infection rate
benchmark

Weights

HMIS / e
hospital

60%
5%

Per capital per
inpatient

Raking of similar
units

E hospital /
HMIS

Total / bed or no of
surgery
Time spent with OPD
Pt
Complaints
Training/ compliance/
innovations,
Tech adoption
Robustness of
Measures and Systems
maintained in wards

Ranking of similar
units
Ranking
Complaints resolved

E hospital /
HMIS
E hospital /
HMIS

5%

It will be a write up
– will be valued on
10 point scale
Compliance in
Reporting and
Reporting Quality

Quarterly
write up

10 %

10 %

Quarterly
10 %
Assessment
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Appendix 1: List of Departments and Working Strength (as per 2017-18 Budget Estimates)
(Sixth Pay Commission, 2017)

Sl No.
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32

Department
Agriculture
Horticulture
Sericulture
Animal Husbandry
Fisheries
Finance
Department of Personnel &
Administrative Reforms
Home
Transport
Rural Development &
Panchayat Raj
Forest
Ecology & Environment
Cooperation
Scheduled Castes Welfare
Scheduled Tribes Welfare
Backward Classes Welfare
Minorities Welfare
Women & Child Development
Information
Tourism
Youth Services
Food & Civil Supplies
Revenue
Information Technology
& Bio Technology
Higher Education
Primary & Secondary Education
Handloom & Textiles
Major & Medium Industries
Small Industries
Mines
Urban Development
Public Works

Working
Strength
6899
1610
1803
10347
649
10138
7697
85701
1594
16072
8304
11
3221
5337
635
4728
424
3987
330
80
159
1436
21525
22
11948
241251
52
185
1613
443
531
8639
i

33
34
35
36
37
38
39
40
41
42

Major Irrigation
Minor Irrigation
Health & Medical Education
Labour
Skill Development
Energy
Kannada & Culture
Planning, Statistics, Science
& Technology
Law
Parliamentary Affairs

1041
2012
39365
2195
2859
250
381
953

Total

13425
977
520829

ii

Appendix 2: List of Departments in Secretariat
1. Schedule I
2. Schedule II
3. Schedule II-A
4. Schedule III
5. Schedule III-A
6. Schedule IV
7. Schedule IV-A
8. Schedule V
9. Schedule VI
10. Schedule VII
11. Schedule VIII
12. Schedule IX
13. Schedule IX-A
14. Schedule X
15. Schedule X-A
16. Schedule XI
17. Schedule XI-A
18. Schedule XII
19. Schedule XIII
20. Schedule XIII-A
21. Schedule XIII-B
22. Schedule XIV
23. Schedule XV
24. Schedule XVI
25. Schedule XVI-A
26. Schedule XVI-B

Department of Cabinet Affairs
Department of Personnel and Administrative Reforms
Department of Public Enterprises
Agriculture Department
Horticulture Department
Commerce and Industries Department
Department of Co-operation
Education Department
Finance Department
Food and Civil supplies and Consumer affairs Department
Health and Family Welfare Department
Home Department
Transport Department
Department of Urban Development
Department of Housing
Department of Parliamentary Affairs.
Department of Law
Planning, Programme Monitoring and Statistics Department
Public works, Ports and Inland Transport Department
Water Resources Department
Minor Irrigation and Ground Water Development Department
Revenue Department
Rural Development and Panchayat Raj Department
Social Welfare Department
Labour Department
Women and Child Development and Empowerment of Differently
abled and Senior Citizens.
27.Schedule XVII
Forest, Ecology and Environment Department
28.Schedule XIX
Youth Empowerment and Sports Department
29.Schedule XIX-A Kannada, Culture and Information Department
30.Schedule XIX-B Tourism Department
31. Schedule XX
Department of Animal Husbandry and Fisheries
32. Schedule XXII Energy Department
33. Schedule XXIII Department of Infrastructure Development
34.Schedule XXIV Information Technology, Bio-Technology and Science and Technology
Department
35.Schedule XXV
Minorities Welfare, Haj and Wakf Department
36.Schedule XXVI Backward Classes Welfare Department
37. Schedule XXVII Department of Skill Development, Entrepreneurship and Livelihood
iii

Appendix 3: List of Services Rendered by Revenue Department Through Sakala
Agricultural Family Member Certificate
Agricultural Labour Certificate
Agriculturist Certificate
All types of Caste Certificate
All types of Income Certificate
Attestation of Family Tree
Birth and Death Certificate,
Bonafide Certificate, Domicile Certificate
Change of Khata (Undisputed cases)
Conversion of agriculture land to non-agriculture purpose
Landless Certificate / Crop Certificate
Destitute Widow pension/ Pension for disabled persons
Hyderabad Karnataka Residence and Eligibility Certificate
Indira Gandhi Old Age Pension
Issuance of Arms License
Land Holding Certificate
Living Certificate
Manaswini
Mutation Extract
Mythiri
Natural Calamity Relief Claims for Animal Loss/ Crop Loss/ House damage/ Loss of Human
Life
No Government Job Certificate for Compassionate Appointments
No objection Certificate under General Land transaction
No Objection Certificate under LRF Grant/ PTCL Act
No tenancy certificates
Non-Creamy Layer Certificate
Not Re-Married Certificate/ Widow Certificate
Payment of Compensation as per Land Acquisition Act after issue of 12(2) notice in undisputed
cases
Permission to setup Petrol Pump
Population Certificate
Project Displacement Certificate
Record of Rights Certificate
Residence Certificate
RTC Typological errors corrections
Sandhya Suraksha
Small and Marginal Farmer Certificate
Solvency Certificate
Surviving Family Member Certificate
Unemployment Certificate
Updation of land conversion details in RTC for: Residential / Industrial / Commercial
Updation of land Acquisition details/Pledge and release details and/ Phodi details in RTC
Verification/Validity of Caste Certificate
iv

Appendix 4: Sections and Roles in a DC office
Name of the
Section

Deals with

Which deals with the matters relating to vacancies, appointments, pay & allowances,
Administrative
transfers & promotions, postings, retirements, CCA (Classification, Control & Appeals),
Section
Personal Deposit Accounts, Audit Reports, DC Diary and Business Statistics
Revenue Section

This section deals with jamabandi, DCB (Demand Collection & Balance), Land
Grants, Land Acquisition, Land Conversion, PTCL, Appeals, Land Reforms cases, Mines
& Minerals and Regularisation of encroachments

Election Section

This section deals with Election matters pertaining to Lok Sabha, Vidhana Sabha,
Vidhana Parishat, all local body elections such as Grama Panchayat, Taluk Panchayat,
Zilla Panchayat, Municipalities, APMC, and other co-operative institutions. This section
also deals with the Census

This section deals with all Municipal matters including service matters, progress made
under various schemes such as SJSRY (Swarna Jayanthi Shahari Rozgar Yojana),
Municipal Section
IDSMT (Integrated Development of Small & Medium towns), water supply schemes,
housing schemes and slum area Development
Mujurai Section

This section deals with construction & renovation of Muzarai temples, appointment of
Dharmadarshies and payments to Archaks (Tasdik & annuity) salary, Aradhana Schemes

Judicial Section

This section deals with judicial matters such as Law & Order (Section 144 etc.,) issue
of licenses for Arms and Ammunitions & Cinemas.

Social Security
Pensions Unit

This section deals with NFBS, OAP, PHP, DWP, SSY, Anthyasamskara sahayadhana,
Adarsha Vivaha (Mass Marriage) and other social security schemes.

Miscellaneous
Section

MPLAD and other Schemes. It also deals with meeting statistics, PWD works, issue
of income and caste certificates, House Rent Control (HRC) and other miscellaneous
matters of Revenue Department

v

-

-

-

1027.2

Destitute
Widow
Pension

Physically
Handicap
901.23
ped
Pension

Sandhya
Suraksha 1512.99
Yojane

2

3

4

-

459.96

Old Age
Pension

1

4

3

OB

2

Annual
Outlay

Financial Target

Financial Achievement

Financial Progress (Rs.in Crore)
% of Expenditure to

1512.99

901.23

1027.2

459.96

619.6 125.77 745.37 636.39

367.74 74.88 442.62 373.98

419.65 85.36 505.01 425.52

181.82 38.05 219.87 182.95

130.46

80.01

88.49

40.48

766.85 103.73

453.99 106.85

514.01 103.67

223.43 106.39

102.88

102.57

101.78

101.62

50.68

50.37

50.04

48.58

Cumulati Target
Exp
Cumulati
Total ve Target for the
up
to Exp for the Total Monthl ve Target Total
Total
Allocati Up to present
present
y
Target previou
Expenditur
(up to Allocati
on
month
(Sep
Target
previous month (6+7) s month
e (9+10)
Sep 17) on (11/5)
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Appendix 6: List of some of the major departments/schemes in Agriculture department
•
•
•
•
•
•
•
•

Commissionerate of Agriculture
Agricultural Inputs and Quality Control
Organic Farming
Agricultural Extension and Training
Krishi Bhagya
National Food Security Mission
Seed Farms
State Soil Survey

Appendix 7: Abridged List of Staff Position in Agriculture Department (as on 31.3.2017)
Sl
No
1.
2.
3.
4.
5.
6.
7.
8.
9.

10
11

Name of Post
Group A
Director of Agriculture
Additional Director of Agriculture
Joint Director of Agriculture
Deputy Director of Agriculture
Assistant Director of Agriculture
Assistant Director of Agriculture (FW)
Admin Officer
Group B
Agriculture Officer/Agriculture Officer
(FW)
Assistant Agriculture Officer/Assistant
Agriculture Officer (Agriculture
Engineering and Water management
Group C
First Division Assistant
Second Division Assistant

Sanctioned

Filled

Vacant

3
7
49
85
385
46
25

0
6
44
84
202
44
10

3
1
5
1
183
2
15

1589

620

969

2370

1618

752

563
630

424
452

139
178

viii

Appendix 8: MPIC Format
Department of …………………….. (State)
Monthly Programme Implementation Calendar – MPIC (2008-09)
Scheme
Head of Account

Outcome

Annual Allocation
Funds (OB+Release)
Physical Target (S)
Month

Apr 2008
May 2008
Jun 2008
Jul 2008
Aug 2008
Sep 2008
Oct 2008
Nov 2008
Dec 2008
Jan 2009
Feb 2009
March
Cumulative

Telephone No.

Fin

Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
Prog
Ach
%

1
2
3

Rs. In Lakh
Rs. In Lakh
1
2
Phy

Activity Scheduled

Done
(Y) /
Not yet
(N)

If partially
done Qty in
No. / %

Notes and Issues

Signature of Implementing Officer
ix

Appendix 9: NIC report on implementation of e-Office (dated 24 -10-2017)

Sr.
No
1
2
3

4
5

6
7
8
9
10

11
12

Instance
https://eoffi
ce.karnatak
a.gov.in

Total
No Date
No of
of Gon
DEPARTMENT
files
NAME
Use
e
create
rs Live
d
Directorate of 97 29.5. 12997
Kannada and
2015
Culture
KHAJANE -2 21 28.8. 417
2015
Department of 167 19.1 5550
Information
0201
and Public
5
Relations
State Excise
57 1.1. 2084
2016
Survey
99
8391
Settlement
Land Records
(SSLR)
Women &
96 30.5. 81
Child
2016
Development
Karnataka
35 1.7. 282
State Police 2016
Wireless
Bhoomi
17 14.1 41
Monitoring
1
Cell
2016
Karnataka
29 10.1 4057
State Archives
1201
6
Dharwad DC
52 28.7. 89
2015

http://eoffic
edharwad.k
arnataka.go
v.in
https://eoffi Karwar DC
ceuk.karnat
aka.gov.in
https://eoffi Raichur DC
ceraichur.ka
rnatak.gov.i
n

Total
Total
Total No
No of
No of
of
files
Receipt Receipts
Forwar
s
Forwarde
eded
created
d
77433
52373
65337
6360

4825

1252

39611

29325

37801

6347

25817

17937

16010

6508

5659

62

1403

3658

364

1256

877

64

207

165

15477

6855

6213

245

4419

10907

41

1.12. 11940
2015

77668

67241

68719

70

2.12 13602
2015

57089

53352

69005

x

13

14
16
17
18

https://eoffi
ceklbdivzp.
karnataka.g
ov.in
(Kalaburgi
Zilla
Panchayat)
https://eoffi
ceblgdivdc.
karnatak.go
v.in
(Belagavi
Revenue
Division)

Raichur ZP

42

23.8. 3731
2016

21450

13175

10330

Vijayapura
DC

73

25109

54267

65307

Bagalkot DC

89

21.1 4010
2
2015
1.12. 2814
2016
20.5.
2017
18.4. 83
2017

4101

8346

5558

64

932

947

Bagalkot AC
Belgavi DC

39

xi

Appendix 10: List of officials whom the study team met
NAME
T K Anil Kumar
Fairoza Khannum

Geeta Halli

DESIGNATION
Secretary,
Special Secretary
DPAR (Services)
Under Secretary
Secretary
Deputy Secretary
Deputy Secretary
Deputy
Commissioner and
District Magistrate,
Ramanagara
Assistant
Commissioner &
Sub-Divisional
Magistrate
Tahsildar
Bhoomi District
Consultant
Nadakacheri
District Consultant
Deputy Director

Suryakanth Kondi

Assistant Director

Munish Moudgil
Putte Gowda
Anoop

Commissioner
Nodal Officer
Joint Director,
Planning
Technical Director
Scientist-E

Survey, Settlement and Land Records
DPAR
Agriculture Department

Deputy Director
Deputy Director,
In-Charge Director
(PMI Division)
Deputy Director

Agriculture Department
Planning Department

Assistant Director,
In-Charge Of
Consolidation

Planning Department

Dr Mangala
M Maheshwar Rao
Chapparband
Prasanna
Mamata Gowda B R

Dr Rajendra Prasad M N

Maruti Prasanna
Rajesh,
Madhu

Lakshmeesha S
Devarajaiah
Kalpana

Shanthi
Srinivasaiah,

DEPARTMENT
DPAR
DPAR (Services), Secretariat
DPAR (Services), Secretariat
Agriculture
Agriculture
Horticulture
Office of Deputy Commissioner and
District Magistrate, Ramanagara

DC Office, Ramanagara

Ramanagara Taluk
CMS (Private Firm)

Agriculture Department,
Krishi Sankeerna, Bangalore

NIC

Planning Department

xii

R Lata
Dinesh

CEO
Deputy Director

Deepaja
Kalpana Gopalan

JD (Agriculture)
Additional Chief
Secretary to Govt
CPO
DS
DS
IT Analyst, DSS

Madhuram
Puttaswamy
Madhuchandra Tejaswi
Loknadh Reddy

ZP, Ramanagara
Department of Information and Public
Relations
Ramanagara District
DP & AR (AR, Training & PP)
Ramanagara ZP
Ramanagara ZP
Home, Secretariat
Planning Department
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