Sevotta Model for Civil
Serva t

A Comprehensive Training Module on Excellence in Public Service Delivery

Transforming Governance Through Citizen-Centric Service Excellence
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Lear 1 g ODbjective

01 02 03

U der ta dSevotta Ma tert eT reeCo po e t A alyze Real-Wor Id Applicatio

Fu da e tal Deep dive into Citizen Charter & Service Examine successful sectoral implementations
Explore the concept, origin, and rationale Standards, Public Grievance Redressal, and through detailed case studies including
behind the Sevottam Model developed by Service Delivery Enablers with practical Passport Seva, CPGRAMS, and e-District
DARPG for transforming public service applications. projects.

delivery in India.

04 05

Addre | ple e tatio C alle ge Develop Actio Strategie

Identify barriers to effective adoption and develop strategic solutions  Create practical frameworks for implementing Sevottam principles in
for overcoming resistance and systemic obstacles. your department and measuring success through citizen feedback.

(® Discussion Starter: What does "excellence in service" mean to you as a civil servant? How do you currently measure success in your
role?
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Understanding Sevottam: The Foundation

Etymology and Philosophy

The term 'Sevottam'’ combines two Sanskrit words: 'Seva' (service) and 'Uttam'
(excellence), literally translating to "excellence in service delivery." This isn't just
linguistic creativity4it represents a fundamental shift in how we conceptualize
public administration.

Global Context: New Public Management

Sevottam aligns with international trends toward New Public Management that
emphasize efficiency, accountability, and citizen focus. Countries like New Zealand,
Australia, and the UK pioneered citizen-centric reforms in the 1980s-90s. India's
Sevottam model adapts these global best practices to our unique socio-political
context.

DARPG's Vision

Developed by the Department of Administrative Reforms and Public Grievances,
Sevottam institutionalizes quality management in public service delivery through
measurable standards, systematic grievance redressal, and robust enabling

mechanisms.

Key Insight: Sevottam transforms

governance from a process-centric to
citizen-centric approach, making public
servants accountable partners in citizen
welfare.

"The essence of Sevottam lies not in compliance but in creating a culture where every civil servant views citizens as partners in governance,

not subjects to be managed.”

(® Reflection Question: How does your current department's approach align with or differ from citizen-centric principles? What

specific changes would make the biggest impact?
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Co po e tl:Citize C arter

Transparency Through
Documentation

Citizen Charters are formal commitments
published by government departments
outlining services, delivery standards,

Measurable Accountability

By establishing clear, time-bound
standards, charters enable citizens to
hold departments accountable. This
shifts the burden of proof from citizens

Service Sta dard

Performance Benchmarking

Standards create internal benchmarks for
continuous improvement, allowing
departments to track performance trends
and identify bottlenecks systematically.

timelines, and official responsibilities. proving delays to departments explaining

They serve as social contracts between deviations.

government and citizens.

Succe Story:Pa portSevaTra for atio

Before Refor (Pre-2010) After Sevotta | ple e tatio

« Average processing time: 2-3 months « Normal applications: 30 days maximum
« Multiple visits required (often 5-7 times) - Tatkal service: 1-3 days

« No transparency in status tracking « Online appointment scheduling

« Widespread corruption and harassment « Real-time SMS/email updates

« Manual, paper-based processes « Single-visit passport issuance

The Ministry of External Affairs restructured the entire passport issuance process by establishing Passport Seva Kendras (PSKs) with published
service standards. Citizens now receive clear timelines, digital tracking, and guaranteed service delivery. This transformation reduced
corruption by 90% and improved citizen satisfaction scores from 2.5/10 to 8.7/10.

® Interactive Exercise: Draft a sample Citizen Charter for your department. What services would you include? What realistic timelines
can you commit to? How would you measure success?
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Component 2: Public Grievance Redressal

@ VA

Acce ibleFili g Tra pare tTracki g
Citizens can lodge complaints through multiple channels - online Every grievance receives a unique ID with real-time status updates
portals, mobile apps, physical counters, and helplines. and estimated resolution timelines.

O &

Ti e-bou dRe olutio Citize Feedback
Clear deadlines for response (typically 30-45 days) with escalation Post-resolution feedback collection to measure satisfaction and
mechanisms for delays. identify systemic improvements.

CPGRAMS: A Digital Revolution

The Centralized Public Grievance Redress and Monitoring System (CPGRAMS)
represents India’'s most ambitious grievance management initiative. Launched by
DARPG, it integrates nearly all central government ministries into a single platform.

Gritinnance

Key Features:

. Universal Access: Available in multiple languages with mobile app support
- High-Level Monitoring: Direct oversight by PMO and Cabinet Secretariat
. Performance Metrics: Over 90% grievances resolved within timelines

. Citizen Empowerment: Appeals mechanism for unsatisfactory resolutions

2.5M+ O90%+ 24/7 18

A ual Grieva ce Re olutio Rate Acce ibility La guage
Processed through CPGRAMS Within prescribed timelines Round-the-clock online Multi-lingual support available
yearly availability

(® Case Study Discussion: A citizen files a grievance about delayed pension payments. Walk through the CPGRAMS process from filing
to resolution. What role would you play as a civil servant in this journey?
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Co po e t3:ServiceDelivery E abler

Excellence in service delivery requires robust enabling mechanisms. Without proper infrastructure, trained personnel, and supportive systems,
even the best-designed charters and grievance mechanisms will fail.

AU el IRE eUlEs ITI fra tructure

Comprehensive training programs for civil

servants focusing on citizen interaction, o 8
empathy, and service excellence. Regular
capacity building and performance
evaluation.

Robust digital platforms, secure data
management, mobile accessibility, and
integration across departments for
seamless service delivery.

Proce Ree qgi eeri )
g g P yicall fra tructure

Streamlined workflows, elimination of %
redundant steps, clear role definitions, and <
continuous process improvement based on

feedback.

A Citizen-friendly office spaces, adequate
facilities, accessibility for differently-abled
citizens, and comfortable waiting areas.

Succe Story: MCAZ21Digital Tra for atio

The Ministry of Corporate Affairs revolutionized company registration through the MCA21 project, creating an end-to-end digital ecosystem
that eliminated traditional bureaucratic hurdles.

Before MCA21 After Digital Tra for atio
« Company incorporation: 60-90 days « Company incorporation: 1-2 days
« Multiple physical visits required « 100% online process

« Paper-based documentation - Digital document management

« High corruption potential « Transparent, corruption-free

« Manual verification processes « Automated verification systems

This transformation improved India's Ease of Doing Business ranking significantly and is now cited as a global benchmark for e-governance
reforms. The project demonstrates how proper enablers can revolutionize service delivery.

©) Strategic Thinking: Identify the three most critical enablers missing in your department. How would you prioritize addressing them?
What resources would you need?
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Tra for

IRCTC Online Ticketing
Revolution

Pioneering digital governance
project that transformed railway
ticket booking from long queues
and corruption-prone counters
to seamless online experience.
Daily capacity increased from
200,000 to over 1 million tickets,
eliminating middlemen and
improving accessibility for
millions of Indians.

| pactMea ure e t

120 -
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Passport
i Before Reform (Days)

E-District Certificate
Services

States like Uttar Pradesh and
Delhi digitized certificate
issuance (birth, caste, income,
residence). Citizens can now
apply online, track status, and
receive certificates without
physical visits. Delhi reduced
birth certificate processing from
21 days to under 7 days,
eliminating middlemen
completely.

Birth Certificate
@ After Reform (Days)

ative Ca e Studie

Passport Seva Excellence

Complete transformation of
passport services through Public-
Private Partnership with TCS.
Introduced appointment-based
system, real-time tracking, and
standardized processes. Citizen
satisfaction improved from
2.5/10 to 8.7/10, with processing
time reduced by 70%.

CPGRAMS Grievance
Management

Centralized platform handling
2.5+ million grievances annually
with 90%+ resolution rate within
timelines. Provides direct citizen
access to highest levels of
government, ensuring
accountability and transparency
in grievance resolution across all

ministries.

Company Registration
B !Improvement %

® Analysis Exercise: Which case study resonates most with your department’s challenges? What specific elements could you adapt

for your context?
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ple e tatio C

Low Citize Aware e

Many citizens remain unaware of Citizen
Charters, CPGRAMS, or their rights to
quality service. Rural populations
especially lack information about
available digital services and grievance
mechanisms.

« Limited digital literacy in rural areas

« Inadequate publicity of available
services

« Language barriers in accessing
information

Re 1 ta cetoC a ge

Staff training and attitudinal
transformation remain incomplete.
Traditional bureaucratic mindsets resist
citizen-centric approaches, viewing
them as additional burdens rather than
core responsibilities.

« Fear of increased accountability
« Comfort with existing processes

« Insufficient training on new systems

alle ge

No -U ifor | ple e tatio

Inconsistent adoption across states and
departments weakens overall credibility.
Some departments excel while others
lag, creating unequal citizen experiences
and undermining trust in the system.

« Varying political commitment across
states

« Resource constraints in smaller
departments

« Lack of standardized
implementation guidelines

Tec ologyl tegratio Gap

Uneven technology adoption, especially
in rural areas, creates digital divides.
Poor internet connectivity, inadequate
hardware, and lack of technical support
hinder effective implementation.

o Infrastructure limitations in remote
areas

Inadequate technical support

Integration challenges between
departments

Vague C arter Sta dard

Some Citizen Charters contain
unrealistic commitments or vague
language that reduces enforceability.
Without specific, measurable standards,
accountability becomes difficult to
establish.

« Ambiguous service definitions
« Unrealistic timelines

« Lack of penalty mechanisms for
non-compliance

Critical Insight: The biggest challenge isn't technical4it's cultural. Transforming mindsets from "rule-based compliance” to "citizen-

focused service" requires sustained leadership commitment and comprehensive change management.

Problem-Solving Session: Select the challenge most relevant to your experience. What specific steps would you take to address it?
Who would be your key stakeholders?
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Strategic Way Forward

] Mass Awareness Campaigns

Launch comprehensive public awareness initiatives about Citizen Charters and grievance systems. Use multiple channels including
social media, local media, community leaders, and educational institutions to reach diverse populations.

Multi-language communication materials
« Community outreach programs
- Digital literacy initiatives

« Partnership with NGOs and civil society

Standardize Service Charters

Develop uniform charter templates with measurable, realistic commitments. Establish clear guidelines for service standards,
timelines, and accountability mechanisms across all departments.

- Standardized charter formats
« Regular review and updating mechanisms
« Performance penalty systems

« Citizen feedback integration

o Strengthen IT Infrastructure

Build robust digital platforms with rural outreach capabilities. Ensure reliable internet connectivity, mobile-friendly interfaces,
and offline service options for areas with limited connectivity.

« Cloud-based scalable systems
« Mobile-first design approach
« Offline capability development

« Cybersecurity enhancement

© Enhanced Monitoring Systems

Implement real-time monitoring mechanisms with citizen feedback loops. Create dashboards for senior officials to track
performance and identify bottlenecks proactively.

Real-time performance dashboards

Automated alert systems

Citizen satisfaction surveys

Third-party audits

2 Comprehensive Training Programs

Train civil servants in empathy, accountability, and citizen-first service delivery. Focus on attitudinal transformation alongside
technical skill development.

« Citizen interaction workshops
« Empathy and communication training
« Technology adoption programs

« Leadership development initiatives

Success Metrics

Service Delivery

Within charter timelines

Citizen Satisfaction

Positive feedback scores

Digital Adoption

Online service utilization

@ Action Planning: Create a 90-day action plan for implementing one strategic initiative in your department. What resources do you
need? Who are your key allies?
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Conclusion: Embracing the Sevottam Philosophy

"Sevottam is not merely a compliance mechanism but a philosophy of governance that puts citizens at the heart of administration."

Paradigm Shift Accountability Framework Continuous Improvement
From process-centric to citizen-centric Clear service standards, effective Sevottam establishes mechanisms for
administration, transforming how we grievance redressal, and systemic ongoing enhancement based on citizen
conceptualize public service and our role enablers create a comprehensive feedback, performance data, and

as civil servants in democratic framework for transparent, responsive evolving service expectations.
governance. governance.

Your Role as Change Agents

As civil servants, you are the primary implementers of the Sevottam vision. Your commitment to excellence in service delivery directly impacts
millions of citizens' lives and their trust in democratic institutions. The model provides tools and frameworks, but success depends on your
dedication to putting citizens first.

Key Takeaways for Implementation:

Remember: Every citizen interaction is an

« Start Small: Begin with one service area and demonstrate success before opportunity to demonstrate Sevottam

scaling principles. Excellence in service delivery
. Engage Citizens: Involve citizens in charter development and feedback starts with your next citizen encounter.
collection

- Measure Progress: Use data-driven approaches to track improvement

. Build Coalitions: Work with colleagues, NGOs, and community leaders ® Final Reflection: What is one specific
. Stay Committed: Transformation takes time4maintain long-term perspective change you will implement in your role
within the next 30 days to embody

The Sevottam Model represents India's commitment to world-class governance Sevottam principles?

standards while respecting our unique cultural and administrative context. By
embracing its principles, we contribute to building a more responsive, accountable,
and citizen-friendly administration.

Transform governance. Serve citizens. Excel in service delivery.
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