TABLE OF CONTENTS

Reference
Paragraph | Page

No.
Preface v
Executive Summary vii

Chapter 1
Introduction
Enabling provisions for Service Delivery 1.1 1
Organisational set-up 1.2 1
Audit objectives 1.3 2
Audit criteria 1.4 2
Audit scope and methodology 1.5 3
Acknowledgement 1.6 3
Chapter 2
Effectiveness and efficiency in delivery of services

Introduction 2.1 5
Mechanism of service delivery 2.2 6
Delay in notifying services as per Act 2.3 7
Non-preparation of master list of public services 24 8
Failure to notify services in the master list 2.5 10
De-notification of public services 2.6 12
Infrastructure for service delivery 2.7 13
Performance in delivery of services 2.8 21
Public awareness 2.9 25




Report No. 1 (Delivery of Public Services by Government of Maharashtra)

Chapter 3
e-Enablement of services
Introduction 3.1 27
System design and development 32 28
Inadequacies in the online system 3.3 29
Information system security 34 35
Chapter 4
Monitoring and grievance redressal
Introduction 4.1 37
Monitoring 4.2 37
Grievances redressal 43 38
Reference
APPENDICES Appendix Page
No.
[lustrative cases of Public Services included in the
citizen charter but neither included in the master list 2.1 41
nor notified under MRTPS Act
District wise and taluka wise details of ASSKs
o o . 2.2 44
providing notified services
List of notified services having significant pending 73 49
applications '
List of notified services in which significant number
of applications were disposed beyond the notified 24 53
time
The department-wise services developed/integrated
by Mahaonline under the MRTPS Act and the 3.1 57
services actually in use in the Portal
Department-wise appeals pending 4.1 58
District wise appeals pending 4.2 59

iv




