Citizen Centric Services and their Delivery Channel

Government of Punjab




Previous landscape of Citizen Centric Service Delivery

Punjab Government extended its services to citizens and businesses before Sewa Kendras through following
Service Delivery Channels

‘ SUWIDHA Centers
‘ SAANJH Kendras

State Transport Service Counters

Local Government Counters

‘ Gram Suwidha Kendras
‘ FARD Kendras




Unified Service Delivery Center “Sewa Kendra” Project

To provide transparent, convenient and time-bound delivery of services to citizens, Government of Punjab
envisaged that citizens of Punjab should get all government services being delivered by any government
department in an integrated manner, across the counter under one roof in Urban as well as Rural Areas.

Delivery of all types of Govt. services under one roof.
Minimize public interaction with backend offices.

State of the art infrastructure having all modern times amenities under a conducive
environment.
Enhance efficiency and ensure timely delivery of services.




Zone No. 1

« Amritsar

» Gurdaspur
e TarnTaran
« Pathankot
» Hoshiarpur
« Jalandhar
« Kapurthala
« SBS Nagar

Zone No. 3

Faridkot

Fazilka

Ferozepur

Moga

Shri Muktsar Sahib
Bathinda

Mansa

Sewa Kendra Project Contract Model

Zone No. 1

Zone No. 3

Presently more than 500 Sewa Kendras in 3 Zones
across the state are operational. Contract is made on
profit sharing model. The Services offered from Sewa
Kendras have 2 fee components as below :-

» Govt. Fee — which is deposited in treasury

« Facilitation Charges (FC) — which are shared b/w

PSeGS and the service operator as per contract

ServiceOperator: M/sTERRACIS CITIZENSERVICE LLP.

Zone No. 2

e Sangrur

« Barnala

Patiala
Fatehgarh Sahib
Ludhiana
Rupnagar

SAS Nagar

Zone No. 2




It Is a self-sustainable and revenue generating system

Efficient service delivery has allowed the Sewa Kendras to generate

47,53,000

transactions between August 2025 and August 2026.

s

It has led to the generation of

Revenue

The back-end ICT infrastructure and its front-end applications are being developed through the revenues
generated from the Sewa Kendras.




Sewa Kendra Outside View
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Type of Sewa Kendras

Type — 1, Sewa Kendra established
at District Headquaters in DC offices
having more than 12 counters.

Type — 3, Sewa Kendra
established at Rural areas having 3
counters.

Type — 2, Sewa Kendra established
at Urban areas having 5 counters.




The unified approach led to the formation of Sewa Kendras

Sewa Kendra One stop service centers for Customer Service Delivery

400+ G2C Services Affidavit attestation, Renewal of Arms license, Birth and
Death Certificate, Caste Certificate, Marriage Certificate, etc.

14+ B2C Services Photostat Services, Color Printing, Form Filling, Lamination,
PAN card registration, Courier, Form Sale etc.

60+ API Integrated Learner’s License, UDID Cards, Registration of Street
Services Vendors, Saanjh services, Fard services etc.




How “Sewa Kendra” Works

@ Citizen approaches the Sewa Kendra queue counter and gets a token number
@ The citizen waits for some time till their token number displayed on screen
@' During their turn at Sewa Kendra service counter, they file their application

@ Citizens are issued acknowledgement receipt, which specifies date of delivery
@ Payment for the fees can be made at Sewa Kendra Counter. UPI and Card payments are also accepted.

@‘ The application is then sent to concerned department for further processing

@' Citizen can track the case from eSewa portal (eSewa.Punjab.gov.in) using the application number

@ Deputy commissioners monitor the pendency regularly and delivery of documents is made on specified date
N s




Application Form ( https://Punjab.gov.in/forms/)

¥

Government of Punjabh
» India

Home » Forms

= Print

S. No. Department wise Service Name

Department of Social Security and Development of Women & Children

1 Old Age Pension

2 National Family Benefit Scheme

3 Senior Citizen Identity Card

4 Issue of Identity Cards to all categories of Handicapped persons
5 Dependent Children Pension

6 Disabled Person Pension

f

Widow Destitute Pension

A HOME & ABOUTPUNJAB + 43 GOVERNMENT + Bl NOTICEBOARD + @ NEWS & SERVICES + @& CONTACT US

Downloads

AMRIT MAHOTSAV

MI=EO AMELO



https://punjab.gov.in/forms/

o
Token Management

3

Sewa Kendra DC Office, Jalandhar.
Jalandhar
22-09-2022
08:17:05 am

éazs B./Token No.
23

Mobile No. IEXXxxY933




Citizen Token Display

| Token Displayed | | Citizen waiting area |
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Acknowledgement Receipt

eSewa Punjab WMUSE WY &, WU Ufgera & w3 AHH § Sde =ifegn S 99@, fiflesa g Application 1D:40999866

For Citizen Use
Sewa Kendra Name: DC Office, Jalandhar
Sewa Kendra Code: PB-037-00212-U001
Service Operator : BLS Kendras Pvt Ltd (03AAHCB7186Q12Z22)

SERVICE ASKED FOR Caste certificate SC

DATE OF COMPLETION 14/10/2022 DATE OF APPLICATION 21/09/2022

APPLICANT NAME SALOMI So/Do/Wo GULAB

ADDRESS H NO 192 VILLAGE KHANPUR RAIPUR RASULPUR JALANDHAR. TEHSIL/SUBTEHSIL
JALANDHAR-2 DISTRICT JALANDHAR STATE PUNJAB

MOBILE NUMBER 9041433731 DESIGNATED OFFICER Tehsildar Jalandhar-2

GOVT. FEES(CASH) 0.00 FACILITATION CHARGES{INC.GST)(CASH) 65.00

TOTAL CHARGES 65.00 OPERATOR NAME HARJIT KUMAR

You can track your application status on htips //fesewa punjab. gov.in/trackStatus

Ao Seg &% AYgs faarfest ) ggra sdt 1100 3 Ss w3 7
| SALOMI certify that the details shared to the sewa kendra operator are correct and verified by me.

Signature of Official

Print Date - 22/09/2022 08:38:37 BENM A BT | TS A SE WU A2 T BR S50 A g 9%




Status Tracking (https://esewa.punjab.gov.in/trackStatus)

c @ esewa.punjab.gov.in/trackStatus =2 ¥ O =

Digital Punjab

A - : .
Punjab Enterpriss Architectors X SignUp >) Official Login Back To Home

Track Application Status

40999866
Application ID 40999866
g :E_ ‘:_:- _:._ EZ _.j Service Name Caste certificate SC
= . :
Department Department of Social Justice and Empowerment and
Name Minorities

Applicant Name SALOMI

Current Stage Application is pending with department.

Current Location Tehsildar, Jalandhar-2, Dist. - Jalandhar

Digital India

.gov.in

Government of Punjab, India | Notifications | Contact Us | FeedBack | National Portal of India | Terms of Use | FAQs




Pendency Reports

Punjab E-SEWA
State Level Aggregate Data Regarding Delivery of Citizen-centric services Under
Punjab Transparency & Accountability in Delivery of Public Service Act, 2018

From Date:22/09/2021 To Date:21/09/2022

Note 1: The Pendancvy data is calculated From 09/22/72021 to 09/21/2022 (For Last One

Disposed Pending beyond stipulated Timeline
» District Name Total Rejected | Approved Total 1to5]| 6to | 31 to | 61 to 91 & Total Send % Pendency
Application Application | Days | 30 60 [0 above Vil to Xi Back of total
e S in Process Days | Days | Days applications

1 n m v v vi vl v x x x1 xn xin X

1 Jalandhar 374644 6154 356911 11234 86 =3 S a 3 139 206 0.04
2 Gurdaspur 302189 8921 287800 6281 78 89 8 1 1 37T 10 0.06
3 Fazilka 194751 6926 176298 10077 50 60 16 4 5 135 1315 0.07
4 Bathinda 248799 4536 232720 10449 71 04 27 as 26 243 851 0.1

L~ Hoshiarpur 3056629 S214 290445 4906 73 126 55 25 66 345 759 0o.11
& S B S Nagar 127212 1382 120738 4484 7.5 0 51 as 8 B a54 454 0.12
7 Pathankot 116114 2027 111162 2661 33 44 33 22 26 158 106 0. 14
8 S A S Nagar 194400 869 186573 4505 =13 101 40 as 51 277 2176 014
) Mansa 128952 2432 118089 7669 165 18 8 1 [5 198 564 0.15
10 Faridkot 108085 2427 100288 2985 62 56 24 as 20 i7s5 2200 0.16
11 Kapurthala 134142 2409 127457 3065 63 118 44 28 32 285 828 .21
12 Rupnagar 12488S 1023 118146 4782 e as S8 28 58 215 819 0.25
13 | Fatehgarh Sahib 99823 1587 84214 3367 110 | 123 31 as 24 303 352 03
14 Sangrur 216049 3773 199640 10616 274 | 222 67 41 121 725 1295 034
15 Patiala 313671 7045 289611 14344 364 | 408 a4s8 78 216 1215 1456 0.39
16 Malerkotla 53900 1073 47337 4631 170 85 37 14 17 323 536 0.6
17 Barnala 104499 2615 93578 5863 95 69 106 106 160 836 807 0.61
18 | Sri Muktsar Sahib 144853 3736 131826 7363 324 370 74 94 106 S68 260 0.67
19 Ferozepur 161976 2685 143853 11809 410 443 123 40 Sa 1110 2509 0.69
20 Amritsar 443720 6751 410869 15436 1205 | 1097 | 583 283 442 3820 7044 0.82
21 Ludhiana 537345 2708 502088 16544 1641 | 2493 576 220 342 5272 10733 0.98
22 Moga 149387 2312 137826 6413 549 | 534 138 82 186 1489 1347 1
23 Tarn Taran 203538 8013 180870 100068 998 | 1715 | 836 543 571 5663 o986 278

TOTAL 4789603 88628 4458349 180490 7034 | 8555 | 3073 1682 3581 23925 38211




Brief History of e-Governance in Punjab

2013-14 2016 2018 2018-19

.

DPIC Formed

E-District Initiative began in Unified service delivery State creates its own District Project
Punjab under the National centres were established in service delivery platform Implementation
E-Governance Plan the State. to deliver public services in Committee formed.
a time-bound manner.
Citizens across the state Deputy Commissioners
could now receive public made accountable to
services under one roof. - monitor the service
delivery of Sewa Kendras
in the district.
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% [G2C PROCESS] — E-SEWA/M-SEWA (IMPLEMENTED & RUNNING LIVE)

v State level central system for service

delivery 3.5Cr. + PPP with 5M+ Annual
Citizen 2 Service Providers Requests

v Service delivery system with
configurable workflow and

assembled building blocks Mobile KSe\go
enaras
A
v Single system for all (Sewa Kendra + \/ o= (Web)
Citizen)

v' Services can be availed from all 3 ‘

latforms
. \FI)Veb Core Processing Hub
API REGISTRY

= Mobile App
= 515 Sewa Kendra ‘

50 + Departments with 400 + Services




< E-SEWA/M-SEWA - INTERFACES FOR SERVICE DELIVERY

» G2C, G2E and B2C services available through a
single platform via Sewa Kendras and Citizen
centric Mobile App & Web portal available in
English & Punjabilanguage.

» Access the government services from
home via App and Web. Grievance
Portal available for citizens to post
complaints with Integrated workflow for
government officials

Mobile App and Web \' \
Portal \

. e Latest technology has been
Latest frameworks like Angularls, employed of optimum

Core, HTML5 .
performance and security

* Workflows for approvals,
Government Department Services and Reports, dashboards and CMS
Configuration Management System for on-boarding government

\  services.




< E-SEWA/M-SEWA - FEATURES

User Experience Payment Integration

Integrations

& Services
« Simple Ul Interface * All Government * Payment Gafeway
Services at one place integration
e Easy Registration process — ,
only Mobile Number is asked. * APl Enablement * Discover government
services

* Personalized services display  Social Media . .

* Confinuous service
 Configurable Workflow- » Aadhaar + DigiLocker onboarding

based Architecture . .
* Apply services for family

 Verify authenticity of using single login

e [ntuitive, Simple and issued document
Consistent

e Feedback from Users



< E-SEWA/M-SEWA — WEB INTERFACE

PBEA - ESEWA

SEWA KENDRA OPERATOR

Logout

Departr

PUDA

=

Application Form

Applicant's Details

Applicant Name *
Abhi Bhatnagar

Applicant's Address *
#526, Top Floor, Phase 11

service Details

Note ! These details are of person who will get benefit on behalf of dependent children

Relation of applicant with dependent children *

Age of beneficiary *

‘ Choose One

L ‘

‘ 35 Years 8 Months 23 days

Reservation category *

Since when residing in Punjab? *

‘ -- Choose One —

L ‘

‘ - Choose One --

Are you getting any other pension or financial help *

Annual income from all sources *

‘ -- Choose One —

Aadhaar/UID No. *

Voter ID card number

Processing Offices *

‘ -- Choose One —

Submit Application

Copyright © 2019 Government of Punjab, India. All rights reserved.

Version 2.0



< E-SEWA/M-SEWA -

Login Screen

Login to Continue

Forgot Password?

Or Login with

0O

Don't have an Account? Register

MOBILE INTERFACE

Home Page

Home

: ¥
®)
e e
Department of Revenue
Rehabilitation and
Diasster Management

My Services Departments
DE
My Schemes My Village Nearby
Public
Institutions

SO

Connect Track Status

My Services

& My Services ﬁ

Department of Rural Development and Panchayat

E

Rural Area
Certificate

Department of Health

Department of Personnel

Department of Welfare

Q

‘




In addition to grievances — citizen feedback is also collected

| Notice Board | | Citizen Feedback |
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Saanjh Kendras (https://ppsaanjh.in/)

s HOME ABOUT ™ SERVICES OFFERED v APPLY ONLINE = FEEDBACK CONTACTUS . A A DARK &
) Police

L
L
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Improvements In Police Verification Time For Passport Related Service Read More
From 21 Days To 15 Days.




Services Given

SN Nature of service/Comp laint Stipulated Facilitation
time (in days) charpes
15 Renewal of arms licence 15 400
2. Renewal in case of licensee has shifted his residence from the licence issuing distt. to -0 400
another distt.
3. Renewal in case where an adverse report is received from the Police and an
opportunity of being heard has to be given to the licensee beaefore taking any action as a0 400
provided under the Arms Act.
4. Renewal of arms licence (In the case where the applicant applies for renewal after the due date) - 400
e Addition/deletion of weapon (If the Heense Issulng distt is the same where service has boan sought) 7 1000
G, Entry of weapon on arms licence 7. 400
< 2 Extension of the purchase perlod of weapon (Wlthln permlsslble time perlod and If the > il
llicence Issuing district Is the same where service has been sought)
8. Registration of Foreigners (arrival and departure) Immediate 100
2. Extension of residential permit of Foreigner Copery’ - o 500
10. | Copy of FIR Tmmediate Nl
DDR of Lost Ariticle Immunediate 20
11 NOC for use of loud speakers (applicable only In case of SDM obtains NOC from the < 100
concerned SHO before granting permission) =
12. NOC for Fairs/Melas/Exhibitions/ Sports events etc. s 500
13, Stranger verification (after receiving the verification from other District/State of which = Nl
the stranger is a resident) B
14. Tenant/ Servant verification (if resident of local area) s 200
1S5 Tenant/ Servant verification (if resident of other District/ State and after receiving < 200
the verification from other District/ State) - -
16, Other verification related services 30 200
17 Copy of untraced report in road accident cases 45 50
185, Copy of untraced report in cases pertaining to stolen vehicles. 45 S50
19. Copy of untraced report In theft cases S0 50
20. NOC for pre-owned vehicles S5 100
21. Police Record Chccking (For newly appointed parsons in govt. and semi govt. departments) 10 100
22. Police Clearance Certificate (For private employment etc.) 10 100
_23. | NOC for issuance / renewal of License of arms dealers 15 1000
_24. Issuance of NOC for setting up of cinaema hall 15 1000
25. Police Record Checking of Passport Applicants 21 100
26. Verification for fresh arms license 30 400
285 Acknowledgement of complaint Same day Nl
28. Status Report of Complaints 21 ™il
29. MRG Inquiry in case of loss of Passport abroad 21 1000
3() 'Other services related with passport (roport ror loss of passpcrt nauvitv conlﬂcato) 2! 200
31 counter stgn of document 7 10
32. Issuance of new arms licence 30 ™Nil
EEN Issuance of duplicate arms licence 10 400
34. NOC for sale of weapon 10 100
35 Application for extension of jurisdiction (Punjab) 10 400
326 Cancellation of arms licoense on the request of the licenseo 30 ™il
37, Change of address in arms license 30 100
38. Appointment of retainer of weapon 15 100
3, Addition/deletion of retainer in arms license 30 100
Change of bore 10 100
| Permission for deposit of weapon in case of death 1 Nil
I Pcrmiss n 1 for sale/t_ransfer of weapon in dcath case 30 100
Permission of additlon of cartrldges 10 100
Verification of I:n:ployees of Educational/Commercial establishment. - 500




Saanjh Kendras (https://citizen.ppsaanjh.in/PPSANJH/Forms/individual registration.jsp)

PPU Ti'ab HOME ABOUT -~ SERVICES OFFERED ~ APPLY ONLINE FEEDBACK CONTACTUS » A A DARK W

SAANJH || REGISTRATION

NAME *
Name

&H

EMAIL ADDRESS * Erncial Add
Emai ress

EHS U=

PASSWORD * .
Password

UTHSgG=S

CONFIRM PASSWORD *

Confirmn Password

UTH=SE S yaS 5
MOBILE NO. * R
= Viobiie No.
T =iz 3gg
i I'm not a robot =
augT reCAPTCHA

%g_g'gl_g%'th Your éccg_gnt




Saanjh Kendras Citizen Login

Punjab

P 1i HOME SERVICES OFFERED - POLICE CLEARANCE CHARACTER VERIFICATION TENANT VERIFICATION » A A DARK
olice

9780046162 -

MISSING

Adissing Article Missing Mobile Missing Passpar:

Register Missing Article Register Missing Mobile Register Missing Passport
SiH 92 =Rz A Tl fadac Stabus =i+ 92 Agtes = fadac Shatue =i+ 92 wrAdge =t fadac Shatue

Police Clearance Certificate For VISA Character’PCC Verification For Private Employmernt Tenant Verification
Register Police Clearance Certificate VISA Register Character/PCC Verification For Private Employment Register Terant Verification
S =1 UfsH IS inidd Agclicac digncd =9 Status o+t guars ST Sfagardi=mia Ao =051 gigacg 99 Status fag=ea 3 3asia ST giaAca aga Status




Saanjh Kendras Citizen Login

HOME SERVICES OFFERED ~ POLICE CLEARANCE CHARACTER VERIFICATION TENANT VERIFICATION 2 A A DARK

Emplovee Verification Domestic Help Verification Missing Person
Register Employee Verification Status Register Demestic Help Verification Status ngismMMPm Status
FIHTE! ©1 IRTIA BT 3fdAca 93 WIE AoiEd Ol IR BUl JiaAcg o I+ I forast St faldae

Download FIR
HSTEd SES8S ad




Saanjh Kendras Citizen Login

HOME SERVICES OFFERED ~ POLICE CLEARANCE CHARACTER VERIFICATION TENANT VERIFICATION 2 A A DARK - o

Welcome To SAANJH 9780046162 -

REGISTER LOST MOBILE

APPLICANT DETAIL

Date: * Select Lost Date
Name:* Middle = ) Last Name =
Enter Middie Name Enter Last Name
Name
= - Email Nationality
/O hdd Indian ~
IiD
Mobile No: Landline Aadhar No.
No.
PRESENT ADDRESS
House Vvillage/Town/City* Country ~— -
No.
State* District Police
PUNIAS ~ JALANDHAR CITY ~ Station SELECT ~
=




Saanjh Kendras Citizen Login

PPSAANJH || Search Police Station

Enter Your Area: aman Search




Saanjh Kendras Citizen Login

] _ _
Police Startions

SroNNo. Police Statiorm

1 PSS Chithy Hoshiarrmpour
PSS MhMahalppuar

PSS Tarmnda

S rlulceriam

PSs Hajipur

= Bullowwal

PSS Garhhdiveala

s Sadcanr

0 0 o« 6 0w ok W oN

= aoaarhshanmnbkar

T FS Hariarmna

1 1 PS Dasuya

=
=
-1
5

= Talwwaras

= Mlodel Towerny

PSS MNMebhtiana

PSS Chalewrasl




Saanjh Kendras Citizen Login

HOME SERVICES OFFERED ~ POLICE CLEARANCE CHARACTER VERIFICATION TENANT VERIFICATION 2 A A DARK

Any Other Information Article Detail ID Proof* Select ID Proof v

Brief Details: *

Please attach copy of Self-declaration/ID proof of applicant Upload Document file* Choose File | No file chosen

Disclaimer: This service is not for:
1. Missing Cheque/Cheque Book
2. Property Related Documents
3. Power Of Attomey
4. Missing Passport

| have read the disclaimer and agree to the terms and conditions™

Save & Payment




“* PP Saanjh — MOBILE INTERFACE

Login Screen My Services

Home Page

Last Visited: 01/09/2022 08:36 PM
HE S9Hs 2 999 &' &9

SUBMIT

Forgot Password? New User? Sign up

www.ppsaanjh.in

Register
Complaint of
Lost Articles

Tenant
Verification

L4
RS

Register
Employee
Verification

Register Domestic Missing

Character Helper Passport
Verification Verification

PCC EMPLOYES PCC
=) N
SES

Register Employee Police
PCC For Verification Clearance

VISA Status

HOME

COMPLAINT STATUS

UNTRACE COPY

VERIFICATION

NOC

POLICE CLEARANCE

PASSPORT STATUS

STOLEN VEHICLE

MISSING PERSON

UNCLAIMED VEHICLE

DOWNLOAD FIR

LOST REPORT




Fard Kendras (https://revenue.punjab.gov.in)

Each Tehsil and Sub tehsil has one Fard Kendra throughout the State.

\,\; R — -

—

: I : "—- T ~ e
— FARD RENDRA, JAE-vorAR-1 -0 1
. {(Punjab Land Records Society) | :
- ;; " - m I, - v.__.‘ —1




Fard Kendras work procedure

The system has been put in place for computerization, updation of revenue record and dispensation of
computerized Fards at a place earmarked at Tehsil/Sub-Tehsil level, which is named as a Fard Kendra.

-@' Token will be given to citizen from 9 a.m. and Number of tokens are fixed.
'@' Citizen will take the service from counter as per his token number displayed at counter.

If citizen want to avail fard then it will get search through name, father name, grand father name or
village name.
'@' Per page Rs. 25 has been taken as Fees (Govt. fee : Rs. 20 and FC : Rs. 5)

Citizen can avail the online service for fard using (https://jamabandi.punjab.gov.in)

'@' Online Delivery mode is either Email or courier for which Rs. 100 fee for email and Rs. 150 for courier




L
Services Given

e

& N
¢ » ) PUNJAB LAND RECORDS

2 3 Home >
FARD REQUEST STATUS

& Dashboard-Status of Mutations

. . Request 1ID= I [ Search ]

== Jamabandi ~

Mutation ~
Roznamcha ~
Mutation After Registry

Online Request for Fard ~

Fard Reguest Siatus
Integrated Property
Court Case

Cadastral Map
Property Tax Register

Registry Deed

D & P o H E}no E R P

Nakal Verification




Online Request for Fard (https://jamabandi.punjab.gov.in)

( ¥ ) punJAB LAND RECORDS As
N

& Home =
R Dashboard-Status of Mutations SELECT THE REGION
98 Jamabandi
Jamabandi Period
B WMutation ® Current O Previous
& Roznamcha v
District Tehsil Village Year Please Select Year
- Mutation After Registry Jalandhar v Jalandhar-1 v Alipur v Choose Year v
Online Request for Fard ~
Owner Name Wise Set Region

Khewat No. Wise
Khasra No. Wise
> Khatouni No. Wise
Fard Request Status
i Integrated Property

*, Court Case v

Disclaimer: Updated Information is available on website and physical visit is not required.




Thank You




