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Conceptualization of e-Governance @ KDMC 

 Project Vision 

To make effective use of Information and Communication Technology to 

improve the civic service delivery system 

 

 Project Objectives: 

 A – Z citizen services of the corporation through a single touch point 

system (Citizen Facilitation Centers) 

 Improved service delivery with transparency & accountability 

 Improve assessment and recovery processes of various taxes, rates and 

user charges 

 Better MIS 

 Effective DSS 



Approach & Methodology 

   Holistic Approach 

 All departments of corporation and all civic services to 

be covered together rather than selective approach 

Change Management  

 To inculculate IT culture, motivated employees  to use 

ICT 

 Introduced adimistrative reforms 



 Formation of Expert Committee (with experts from NCST, VJTI & IIT) 

to provide technical advice and expertise 

 Formation of Steering Committee (consisting of all HODs) to provide 

domain knowledge and monitor the project progress 

 Invitation to four IT companies (short-listed as TSPs by the State 

Government) to prepare pre-feasibility report. 

 Selection of ABM Knowledgeware Ltd. as Total Solution Provider.  

 Contract covering development of Application Software & initial 

support for 5 years. It is extended by further 5 years in due course. 

 

 

Approach & Methodology . . . Continued 



Approach & Methodology . . . Continued 

 BPR Exercise for Automation 

 Understand the prevailing practices 

 To understand the legal framework of the various processes 

 To review all the processes of the transactions and simplify them 

wherever necessary to make them amenable to automation. 

 Revisit to over 400 processes (with focus of streamlining, standardization 

& objectivity) with the broader process of ‘Administrative Reforms’ 

 BPR was done along with organization re-alignment, keeping in mind the 

convenience of the people and the location 

 BPR was undertaken under the expert guidance of the expert committee 

and several processes were changed in order to make them suitable for 

carrying out electronic transaction processing. 

 

 



Legacy process : Example   
Registration of Birth and Death 

Search the 
event in the 
register 

Ask Peon to 
find out 
concern Year’s 
register 

Read 
application 
and search 
the date of 
event 

Peon to 
transport 
application 
to R(B&D) 

Peon to 
transport 
application 
to clerk 

Mark 
application 
to concern 
area clerk 

Inward 
Application 
for 
Certificate 

Peon to 
transport 
Certificate to 
Outward 
clerk 

Prepare 
certificate of 
event or Non 
availability 
Certificate 

Peon to 
transport 
Certificate to 
R(B&D) 

R(B&D) 
 to Sign 
Certificate 



Reengineered process: Example Birth and Death 

Search the 
event in the 
Database 

Read the 
date of 
event 

Inward 
Application 
for 
Certificate 

Certificate to 
Outward 
clerk for 
deivery 

Print 
certificate of 
event or Non 
availability 
Certificate 

R(B&D)  to 
Sign 
Certificate 



Design & Development 
 
 

Establishment 

of e-Gov Cell 

 

Setting up Project 

Development Cell 

 

Setting up  

Training Center 

 

Software 

Requirement 

Specification  

 

Software Design 

Document 

 

 

Development
  

 

User Acceptance 

Testing 

 

      

     Training 

 

 

Implementation 

 



System Development Life Cycle (SDLC) 
 
 

M.C. 
Expert 

Committee 

Steering 

Committee 



Documentation 

 Prefeasibility reports 

 Feasibility reports 

 SRS Document 

 Software Design 

Document 

 User Manual for each 

module 

 Security policy 



- Provision for Citizen ID 
- Choice of Home Delivery Service for Citizens 
- Easy to understand, Standardized forms. 

Forms for over 100+ Services 

-Easy to understand, Standardized forms in a Special Color. 
-Free of cost 
-Captures only required contents of the complaint 
-Elimination of unnecessary ststements 
- Proper categorization of complaints. 

Forms for over 125+ 
Complaints 

Citizens can now download all forms for complaints & Services from the Web 

Simplified, Standardized & User-Friendly Forms 
 



Processing of applications 

Strict adherence to deadlines 
 

- Once a date is committed to the citizen, 
 each application is watched at all levels for 

 the time remaining … 

- Color code conveys the officers the time remaining 

- Every application is scrutinized and processed in 

 an objective Question / Answer manner 
- Pure merit based service 

Pre-Scanned Signatures 

- No wastage of time for the issue of certificates / NOCs 

How we ensured Time Bound Service Delivery ? 



 



Paradigm Shift 

Before the ICT Usage After the ICT Usage 

Information 

Citizen 

Officer 

Information 

Citizen 

Officer 



Officer Citizen 



Software Modules at KDMC 

1. Birth & Death Module 

2. Assessment & Property Tax Module 

3. Water Billing and Accounting Module 

4. Food Licenses Module 

5. Market License Module 

6. Accounts Module 

7. CARE  (Complaint allocation and Redressal) Module 

8. UWMS  (User workflow management system) Module 

9. EIP  (Enterprise  Information  Portal)  with  services 

10. Citizen Facilitation Center Module 

11. Town Planning Department Module 

12. Health Scheme Module 

13. Asset Register Module 

14. City Engineer Module 

15. Legal Module 

16. Municipal Secretary Module 

MAINet 
Software 
Modules to be 
transferred at 
other ULBs 

ABM_MAINet_BND.ppt
ABM MAINet_Assessment.ppt
ABM_MAINet_Water.ppt
ABM_MAINet_Market.ppt
ABM MAINet_Acounts_only.ppt
KDMC_CARE_New.ppt
ABM_EIP.ppt


Following projects are implemented recently 
 (Integrated with ABM software) 

 DEAS (Double Entry accounting system) (ABM Ltd) 

 GIS (Geographical Information system ) (NIIT GIS) 

 BAS (Biometric attendance system) (AXIS Systems) 

 HRMS (Human resource Management system) (SAP 

through HCL and ABM) 

 Credit card Payment Gateway ( HDFC Bank) 

 e-Tendering (Dhawangale Infotech Pvt Ltd) 

 Spot billing for Water supplied (Cognative softwares and ABM) 

 

ABM MAINet_Acounts_withDEAS.ppt
KDMC_GIS.ppt
KDMC_HRMS Presentation.ppt


List of Layers in KDMC Geodatabase  

Bridges_Flyovers_Culverts Gardens 

 

Road_Width_Area Utility_Landmarks 

 

Buildings_Sector1_2 H_T_Electrical_Line 

 

Roads 

 

Ward_Boundary 

 

Buildings_Sector3_7 

 

Hospitals 

 

Sector_Boundary Water_Bodies 

 

City_Survey_Boundary KDMC_Bins 

 

Sewer_Line_Network Water_Keys 

 

Development_Plan 

 

KDMC_Boundary 

 

Slum Water_Pipeline 

 

Educational_Institutes 

 

Manholes 

 

Stations 

 

Water_Tanks 

 

Electrical_Installations 

 

Mobile_Towers 

 

Storm_Water_Drainage Zone_Boundary 

 

Fire_Stations_Network Playgrounds Street_Lights Open defecation spots 

Footpaths Railway_Area Traffic_Islands 

 

Public toilets 

Garden_Areas 

 

Railway_Line Traffic_Signals 

 

Bore well locations 



IT Setup at KDMC 

Data Backup server 



CFCs at Different Locations 
throughout the city 



http://www.kdmc.gov.in 





Implementation 

I) Trial Run   [May 27, 2002 – September 23, 2002] 

 Trial launch of the Citizen Facilitation Centers (CFCs) at HQ & Divisional office. 

This period was utilized to smooth out the teething problems. 

II) Launch 

 The Project was formally dedicated to the  

citizens on 24-09-2002 at the hands of  

Mr. Vilasrao Deshmukh, Former Chief Minister   

of Maharashtra 

III) Roll-out   [March 24, 2002] 

 Subsequently, 4 more CFCs were  

added in 24 March 2004 

 



Before 

After 



Implementation Cost 

 Investment Details   Figures in ` 
 Data Center               : 0.90 Crores 

 Networking (LAN / WAN)  : 0.55 Crores 

 Computers & Peripherals  : 1.25 Crores 

 Application Software   : 1.60 Crores 

 Proj. Management, Implementation  

      / Training                                   : 0.08 Crores 

 Civil Work & Furniture   : 1.10 Crores 

 Total                 :5.48 Crores  
 



YEAR 

TOTAL 

EXPENDTURE 

2000-2001 2106650.0 

2001-2002 29400136.0 

2002-2003 18888691.0 

2003-2004 3462061.0 

2004-2005 9619714.0 

2005-2006 2584717.0 

2006-2007 1420150.0 

2007-2008 7862796.0 

2008-2009 9816452.0 

2009-2010 3739164.0 

2010-2011 4419890.0 

2011-2012 2703567.0 

Capital Expenditure during last 10 years 
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Key Result Areas 
 

1. Assessment of Property Tax 

Citizens prefer to pay on 

CFC throughout year giving 

better liquidity  

Door-to-door, concentrated 

in Jan-Feb-Mar.  
Method of Tax Collection  

2% of New Assessments  25%  of new assessment  
Objection on bills 

 (Average/year)  

24  62  Manpower deployed  

21 days  110 days  
Time taken for Assessment 

of the Property & Bill 

Preparation  

After Computerization 
Before 

Computerization 
Parameter  



2. New Water Connection Service 

Approx. 1500  
No. of New Water 

Connections per Year   

About 14 About  24  

 

Manpower deployed  

 

15 Days Over 2 Months 

Time taken from 

Application to Work 

Order  

After Computerization Before Computerization Parameter  

Approx. 5500  

Key Result Areas  
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Mon Tue Wed Thus Fri Sat 

A day at Citizen Facilitation Centers 

110 – 130 Service Applicants per 
day 

30 – 40 Complaints per day 

Since 27-5-2002 over 459883 
services have been availed at 
our CFCs !!! 

Since 27-5-2002 over 111838 
complaints have lodged civic 
complaints thru CFC’s  

(As of 23-10-2012) 



Awards and Recognition 

Central Government (Dept. 
of Administrative 
Reforms, 2003) 
 

Included in Mission Mode project 
(MMP) of Government of India 
 
USAID- FIRE (D) made assessment 
of six  Municipal eGovernance 
project in India. 
 
KDMC’s software  was given 
Special rating 



CAPAM Award  
(2004) 

Scotch Challenger 
Award (2004)  

National Award for e-governance 
by Govt. of India (Feb 2007) 

Award by Indian 
Express Group (2005) 

DataQuest Award   
(2006) 

CIOL-Enterprise 
Connect Award (2006) 



Deloitte Technology Fast500 

Asia Pacific Award, 2008 

 

Golden Icon National 

Award, 2006 

Champion CIO Award, 

2008 

 

Deloitte Technology 
Fast50 India Award, 2008 

Intelligent Enterprise 
Award, 2005 

SKOCH Challenger 
Award, 2003 

10th Fastest Growing 

Small (below 1000 Cr.) 

company in India by 

Economic Times 

Top 10 Emerging IT Companies in 

India -2009 – NASSCOM 

National Level 

Entrepreneurship 

Excellence Award, 2008 

“WISITEX” Indian Urban 

Development Lead Organization – 

(IT) Award, 2008 

“Best e-Governance 

Technical Organization” 

Award,  2005 

SKOCH Consultancy: Best e-

Governance Project Award for 

KDMC,  2004 

Intelligent Enterprise Award, 

Colombo 2004 

CAPAM  “Certificate of 

Achievement Award”, Singapore 

2004 





Citizen Reactions ukxjhdka P;k izfrØh;k 





Benefits of the Project 

 

Empowerment to the Citizens 

 
• Transparency & Accountability in Administration 

(Over 5.5 lakh citizen services with 98% adherence 
to the citizen charter) 

 

• Convenience due to Single Touch Point Services 
(Average touch points reduced from over 3 to 1) 

 

• Objectivity in decision making 

 

• Easy & Transparent mechanism for lodging citizen 
grievances (New value proposition 'Citizen is the 
KING') 



Benefits of the Project 

 

Benefits to KDMC 

 
• 25 % increase in revenue in first year (100% ROI in 

one year!) 

 

• Additional revenue earned through replication 

 

• Enhanced productivity and thus better utilisation of 
existing manpower 

 

• Accurate forecasting and effective planning due to 
MIS 

 

• Improved liquidity throughout the year 



 Replication at 231 ULBs in Maharashtra 

Municipal Corporation – 9 / A Class Councils – 15 / B Class Councils - 61 

C Class Councils – 146 

State-wide Replication of KDMC e-Governance Project 

GR No Date Subject 

GR No PMC-1106/Case No-
1106/Case No 46/06/UD-33 

19-10-2005 
Appointment of Commissioner, 
KDMC as Project Management 
Consultant 

GR No Comp 2005/Case No-
05/UD-29 

11-11-2005 
To Replicate computerization 
project in all ULBs in Maharashtra 

GR No PMC-1007/54/Case No 
2/07/UD-33 

30-05-2007 
Appointment of Price Waterhouse 
Coopers Ltd as Program Manager 

GR No BVA-1009/Case No 
1412/UD - 4 

28-07-2009 
Permission for spending funds from 
12th Finance Commission for 
replication of KDMC software 



GoM Replication project 
Current Status -  Live  

  Total 
MAINet 

Live 

Municipal Corporations 9 8 

Municipal Councils Class A 15 13 

Municipal Councils Class B 61 38 

Municipal Councils Class C 146 89 

Total 231 148 



Thank you 


