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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

= |mprove 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

= |[ntroduced adimistrative reforms



Approach & Methodology . . . Continued

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

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
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Reengineered process: Example Birth and Death
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Software
Requirement
Specification

Setting up Project
Development Cell

Establism..
of e-Gov Cell

Design & Development

Setting up
Training Center
User Acceptance
Testing

Development

Software Design
Document

Implementation

Training



System Development Life Cycle (SDLC)
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Prefeasibility reports
Feasibility reports
SRS Document

Software Design
Document

User Manual for each
module

Security policy

Documentation
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Forms for over 100+ Services -

, T Ry
- Provision for Citizen ID i

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

-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.

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

Information



Citizen

CUT ouT THE MI>DLE MAN.
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Software Modules at KDMC

Birth & Death Module

Assessment & Property Tax Module

Water Billing and Accounting Module

Food Licenses Module

Market License Module

Accounts Module

CARE _(Complaint allocation and Redressal) Module

UWMS (User workflow management system) Module

EIP_(Enterprise Information Portal) with services

Citizen Facilitation Center Module

Town Planning Department Module
Health Scheme Module

Asset Register Module
City Engineer Module
Legal Module

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 Geo

atabase

Bridges_Flyovers_Culverts

Gardens

Road_Width_Area

Utility_Landmarks

Buildings_Sectorl_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




KDMC
at Home

128 Kbps
Internet Port
with WSPL

SERVER ROOM AT
KALYAN (H. Q.)

L, e

Data Backup server

*
e

Database Server on '
Oracle 9i (Sun Server)

Application & Web Server on
Oracle 9iAS (Win2K Server)

LICIC]

CFC at H Ward

+

Departmental PCs

) Authentication Server
(Win2K Server) (

IT Setup at KDMC

LICLIC]

CFC at Dombivli Division

o+

Departmental PCs

CFC at A Ward

o=

Departmental PCs

Firewall
—>

< —

el

CFC at D Ward CFC at Kalyan H.Q.
+ +
Departmental PCs Departmental purchase

LICIC]

CFC at B Ward

+

Departmental PCs
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http://www.kdmc.gov.in

Kalyan Dombivli Municipal Corporation - Windows Internet Explorer

) ¥ | & ] http:fikdme.gov.infkdmc/ v 4l X |-
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& Kalyan Dombivli Municipal Corporation T B = ~ |rPage v {Cf Tools ~
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s doehivh aunic i’él corEo ration
S e i i~ G S e —
SEDLErprizZe inlcraation parjtg} _
Complaints GIS Contact Us FAQs Citizen Help FISET Marathi Fonts

City Corporation Online Services
lyan Dombivli Municipal Corporation

Commissioner

(e et d
Mrs. Vaijayanti Gujar - Gholap

KDBMC Fact Sheet Online Payment
Right To Information Act Event Calendar
Welcome to Kalyan Dombivli Municipal Corporation Enterprise Information Tax Payers & Defaulters

Portal (KDMC-EIP). In our endeavor to offer guality Citizen Services, we are
now happy to bring the Corporation at your finger tips through this portal.
Tenders & Notices We are sure that the citizen of the new age will draw immense benefits Hiherinformation
from the new Point & Click KDMC.

Mr. R. K. Sonawane

B> City Develocpment
We offer host of Citizen Services to you on a Real-Time basis. The services Plan

E -Tender Link

Public Notice for include important services like Complaint Lodging, Status Monitoring, Forms Summary of
Citizens Download of all services, Applying on-line and so on.. Quarterly/Six

vV vV VYV

Public Notice for E- = Months Receipt &
Tender We are also proud to bring to your doorsteps the Birth & Death Payment

Public Notice from Certificates, for these important certificates our EIP takes you through a Statement

Tax Department step-by-step guide so that even a novice user can also apply online. To 5= Annual Account

a_dd your comfort, we offer_ Home Qe!ivery Servif_:e saving your valuable Report of 2009-10
time. So do opt for home-delivery option and we will be happy to serve you B Election 2010
at your door-steps. T

Frriranmmantsl

4

& €D Internet F, 100%
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Implementation

1) 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

lIl) Roll-out [March 24, 2002]

= Subsequently, 4 more CFCs were
added in 24 March 2004







Implementation Cost

B  TInvestment Details

D00 0O

LU O

Data Center

Networking (LAN / WAN)
Computers & Peripherals
Application Software

Proj. Management, Implementation
/ Training

Civil Work & Furniture

Total

Figures in ?
: 0.90 Crores
: 0.55 Crores
: 1.25 Crores
: 1.60 Crores

: 0.08 Crores
+ 1.10 Crores

:5.48 Crores



Capital Expenditure during last 10 years

TOTAL

YEAR |[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

35000000

TOTAL EXPENDTURE

30000000

25000000

20000000

15000000

10000000

5000000




Key Result Areas

1. Assessment of Property Tax

Parameter Befor.e : After Computerization
Computerization

Time taken for Assessment
of the Property & Bill 110 days 21 days
Preparation

Manpower deployed 62 24

Objection on bills
25% of new assessment 2% of New Assessments
(Averagel/year)

Citizens prefer to pay on
CFC throughout year giving
better liquidity

Door-to-door, concentrated

Method of Tax Collection in Jan-Feb-Mar.




Key Result Areas

2. New Water Connection Service

Time taken from

Application to Work Over 2 Months 15 Days
Order
Manpower deployed About 24 About 14

No. of New Water

Connections per Year Approx. 1500 Approx. 5500




A day at Citizen Facilitation Centers

(As of 23-10-2012)

350
300
250
200
150
100

50

110 — 130 Service Applicants per 30 - 40 Complaints per day
day

Since 27-5-2002 over 459883  Since 27-5-2002 over 111838
services have been availed at complaints have lodged civic
our CFCs 1! complaints thru CFC’s



Awards and Recognition

Included in Mission Mode project
(MMP) of Government of India

—— e ety ey e b

Central Government (Dept.

of Administrative
Reforms, 2003)

USAID- FIRE (D) made assessment
of six Municipal eGovernance
project in India.

KDMC'’s software was given
Special rating



CAPAM Award Scotch Challenger Award by Indian
(2004) Award (2004) Express Group (2005)

CIOL-Enterprise DataQuest Award National Award for e-governance
Connect Award (2006) (2006) by Govt. of India (Feb 2007)



Te—

Deloitte Technology
Fast50 India Anard, 2008

Deloitte Technology Fast500
Asia Pacific Award, 2008

Golden Icon National
Award, 2006

Intelligent Enterprise
Award, 2005

SKOCH Challenger
Award, 2003

Champion CIO Award,
2008

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
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The Indicn EXPRESS

THE OP-ED PAGE

Delivering services the Kalyan-Dombivli way

E-governance has to be aligned with a broader process of administrative reform and change in mindset to improve service delivery

OF CHANGE

| ISHER JUDGE ANLUWALIA

FOR gmer a decade now, we hive
tuken in the great petfoemance
of % IT sector (s the global mar-
ket for software development sod also
in the Indian corpotate space. Bul the
benefit T can bring in Seivating » vt
ety of public services. what i often
callod e-govermance, hus been lews in
focus In Indie. The potential from this
etivity is enotmous and It s ondy just

can do 1o deliver poiic wrvices in fnt-
dinm clties s provided by the e-guover-
name ot of the -Dambivh
M Corparation (KDMC) in
Thate ditrict in Muharshtra. The
projeet was concetred ln 1999, sturied
' o it 2ANE2, wisch b v -
ng acrom the 23 urhun kocal

of Mahsramhitra, Iy osons are
also being incorp d m the risshon

und doxth certificates, granting pormis
shons fior Badkding, licences for trading,
water gonmectans, and coflecting pay-
ments for properry tax snd water. There
wre actunlly over 100 wach wrviees! Cit-
|awns iterat with (he tunscipal suthor -
it5es chroagh encatties, registrwtion, sub-
mitting forma, paying hills, wnd placng
::tdm Prioe 10 2002, the state of

delivory nt Kadyan and Dombidl
ward 0o different from aay other city in
Indla. Somotanes the resisents did not
know whiether 10 go o the municipal of-
fice st Kalvan or st Dombiedl (o get #
spectiic job done.

Today, the scrvices offered by
KDMC sre lited in s Gtizen chartor, Sa
citen facilitation centres (CFCs) have
boen st up by the corporalion o offer
servives oves (e countee, and they are
conmoptod caline with & contral server
Simplificd, standardivod and wer-
fricrdly formm are avalabie uf the CFCy
wnd can sl be downloaded from the
web, A nemanal foe i charged (o some
ol the services.

My vinies o Twar CFOs it Kibyas were
2 wery plessant expetience. The conores
are aohetcally designed, very cffi-
ciently servod by the empliyees of the
corporution (specially tramed foc the
o), and bt with ctivity. The use of

v with twin tenmitel, one foc
ing the cuntomer and the other tucing
thye service , ansdl otk showing
the result of entries un the keyboard,
curries 1

=

PAreTEY i step
1 spoke 10 4 bappy futher (with an

moxde projects of the Nationul ¢ Loy
crnance  Action Plan which wm
I chved in 3003

KDMC covers an arcs of 67 squars
kilometres i the twin cities of Kalyan
wod Dombivfi, about 54 km outsice
Mumnhal, Like most municipalities, it
provides services sach e buing berth

hentic document from the hospitul
10 hand) who wos collecting the birth
cenifieute of Sis doughter born two
days ago. M fook him 10 minwtes to pet
the hirth certificate and since he W
rogistering within 21 days, there was no
fee! There wis also o very comtented
man i his carly J0s paying property
tax, & waid of potes in hand. smiing us

he put it i regastration fermbet in the
computer and seeing the correct ta
demand emerge on the lerménal. The
foe for transdet of property B related 10
the ratable value of the property. Prop-
erry tice and wator bills et be puid oo-
line through sn arrengement with
some extubliahed commerncial banks
These iire revenne-genetilting propo-
sitiony for KDIMC

All software modiles
wre integrated with ench other wmd with
scctunte. The back cnd integration of
sl the departmenss of KDMU eomarey
that an enguity, sebmbadon, amlor

= ™ ® .

conplant ste deliveeed immediately ¢
the concerned officar’s desk. Once &
dhane s committed 1o the cRtiren, cach sp-

in watched =t all leveds and &
calout code b bsedd 10 signal uppeanche
g theme out.™ The users can monaor the
progross of thedr service application ut
cvery stage by goung online by puttmg in
thelt regiatration tumbor,

The tione takets for propefty awess-
roent b corme domm Brom an serage of
110 dayw before compaterisation to 21
s, uad for gotting new water connecs
tons from over two months 10 15 days,
This i prretty much the story actom the

boatd as the complaint and redrewal
managemens wysiem makos daily repors
available caling for sfl to soe. E-tender.
g hes been naothee major gain of the
oW systers,
Ia looking for » priviie partace,
pre-feanibility roposts were invited by
KDMC from four IT companies froe
among those empanelied by (he gos-
crment of Maharushira, sod ABM
Knowledgeware was sclectod as the
1otal soluthan provider fur dovign, do-
velopment uod iwplementation of
the project for the first five years, 1x-
newable 4t the end of the term. The
solutios involved revinting and 1T-
enabling every facet of the corpors-
tion's working

A gxpert committee with persons
dirwmen from iwtiturioos sech s 11T and
TIFR was set up al the outset for guid.
ance during the life cxcde of the progect
The implementution was overscen by
u siecring commitiee of heads of de-
partmeat under the chalrmanihip of
the musicipal commissiones. Ranmuth
Sonawane, head of e-governance for
hree yoars from the incsption of the
proect 1o iy conymissioning in MHE2
pow bach as mun comttasalonet
a1 KDMC. As he put 1, “The biggest
challenge mn implamentation was to
change the mindset of the officer
Shrec Kart Singh, then manicopal
commsboncr playod 4 crucial leades-
ship role in bringing this showt.” Son-
awane further obsarved that “every
project has 10 ardergo throe stages —
eidicule, criticium and scceptunce —

then  provodling ‘marmal  hwanes
processes of (he ol systen, and roensi-
noered over 400 such provesses with &
view 10 aligning the same with the
beoader procews of sdministrative o
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forms. This ropnghncering was crocial
Fomporyces hadd 10 learn 10 do things dif-
ferertly becsuse [T enablod them 1o -
prove efficiency. Training helped tham
otk the trummtion from working in &
Fachronien papos -taased Corper atioa o 8
proactive electronk corporution,

Finaccial sustamalwlity of tho o-gow-
CITEICE PEOCE B Now The
aotporation e an imital iotal expern-
(Btaye tmvestment lachuded) of R 5.48
crove, The aamii rocurring cost, on av-
crmge, Is boen Ry 40 Lkl only. Thewe
coats have bewn (Y recovered through
nereasce la property (s collections and
meremnd tevenaes from wer-<hage
cnlicetions it CFO, KDMC has abo re-
cetved R 2erory trom the state govern-
et for s intelicetial property.

Amoog the 1mamy aocolades, fwo
wwarhs won by KDME deserve special
mention: the Commonweakh Associs-
voe for Pubilic Admmasmation and Man-
speimert (CAPAM) Award in 2004 and
the Natiomal Award fije e-governance
truen the Goversisent of Indis in 2007,

The government of Mabarssktn
has decided to toll ot 1he e-Munich-
patity solution scroms the 231 ULBa in
the state. Many Seivastana, the princi
pal secretury for urbun development,
Sus pliyed o vignificant tole i de-
manding arx) enssring thal the roll-out
be done i its true spirm. KDMC has
been sppamted the project manage-
ment consubtant and ABM Kaowl-
ougirwaze b teen amigned the task of
moditving adapting the wiftware pack-
age to make it wark for (he state-wide
todl-out, If the cities of Muhatashtra
can do this, why not othen?

The weiter i of ICRIER
and abi of dhe hegh-pwered expent
coenitee om urbun infrastracnee
snvwen which wabemed st
gy im March 2011

i e,




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 3to 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



State-wide Replication of KDMC e-Governance Project

= Replication at 231 ULBs in Maharashtra
Municipal Corporation — 9 / A Class Councils — 15/ B Class Councils - 61

C Class Councils — 146
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GR No Date Subject

Appointment of Commissioner,

GR No PMC-1106/Case No- .

1106/Case No 46/06/UD-33 19-10-2005 KDMC as Project Management
Consultant

GR No Comp 2005/Case No- 11-11-2005 To Replicate computerization

05/UD-29 project in all ULBs in Maharashtra

GR No PMC-1007/54/Case No 30-05-2007 Appointment of Price Waterhouse

2/07/UD-33 Coopers Ltd as Program Manager
Permission for spending funds from

GR e 28-07-2009 12th Finance Commission for

replication of KDMC software




GoM Replication project

Current Status - Live

MAINet
Total 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
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