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1. Executive Summary 
 
An As-Is assessment was conducted for each of the 10 identified service categories to 

evaluate and understand the current ground situation keeping in perspective the people, 

process and the technology involved. Specific inputs were taken from respective process 

heads at the district level to understand the current scenario with respect to the service 

vis-à-vis the process being followed, transaction volume, service level, dependency on 

other departments, relevant Government Orders, Administrative Orders and Acts etc., 

existing level of digitization and current IT infrastructure of the service delivered. Visits 

were done to meet ground level officials to understand the As-Is situation and gain 

insights into the challenges faced in the service delivery. 

In the next step, the issues and concerns pertaining to the 10 services were identified 

from the As-Is assessment. These issues were studied to find the root cause of the 

problem through gap analysis using root cause analysis. The gap analyses provided 

insights into non value adding activities and subsequently remove/modify them in the 

envisioned To-Be processes. Thus the detailed business process re-engineering was 

carried out for the 10 services selected for e-District project.  

The proposed service delivery has been explained with the help of To-Be process maps. 

These process maps capture the roles of various stakeholders as well as the flow of 

information and documents from one level to the other. It also explains how the different 

components interact within the system for delivering the requested service in a timely 

and efficient manner. In the envisioned process, the front end, channels of delivery and 

the service components are streamlined to provide a comprehensive delivery 

mechanism for better delivery of services to citizen. 

Taking into account the changes in the “Gap Analysis and To-Be Process Report” the 

“Functional Requirement Specification Report” has been prepared. The object of this 

report is to outline the workflow as well as the individual components of the e-District 

Application in terms of use cases to facilitate software development by the Vendor. 

Other than the use-cases mentioned for the specific services as such, the report also 

details the various users of the application namely the Citizen, CSC Operators, District 

Kiosk Operators, Government Officers at the Block and the district levels. The report 

also outlines the access rights and privileges for the users, escalation matrix (if any) and 

also details various MIS Reporting formats for the service offering 
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2. Introduction 
This report details out the functional requirements for e-District project. These functional 

requirements are based on the redesigned processes that have come out of BPR 

(Business Process Re-engineering) exercise. These functional requirements will be 

mandated for pilot implementations at pilot district in Pauri, Uttarakhand. 

2.1. Background to the Project 
Government of India approved the National eGovernance Plan (NeGP) in pursuance of 

its policy of introducing e-Governance on a massive scale, as enunciated in the National 

Common Minimum Programme. The NeGP vision aims to  

“Make all Government Services accessible to the common man in his locality, 

through common service delivery outlets and ensure efficiency, transparency and 
reliability of such services at affordable costs to realize the basic needs of the 
common man”.  
To realize this vision, 27 Central, State and Integrated Mission Mode Project (MMPs) 

along with 8 support components have been identified and approved by Cabinet under 

NeGP, to enable and facilitate rapid introduction of e-Governance in the country, with 

focus on service delivery. For delivery of “web-enabled” anytime anywhere access to 

information and service across the country, NeGP envisions 3 pillars of eGovernance 

infrastructure. These are State Wide Area Networks (SWAN), State Data Centre for 

secure and fail safe data storage, and Common Service Centers (CSCs) as the primary 

front-ends for service delivery. 

eDistrict is one of the twenty seven Mission Mode Projects under NeGP under the 

Department of IT, GoI. eDistrict aims at providing support to the basic administrative unit 

i.e. “District Administration” to enable content development of G2C services, which 

would optimally leverage and utilize the three infrastructure pillars, to deliver services to 

the citizen at his doorstep. 

e-District is a Mission Mode project under National e-Governance Plan (NeGP) which 

proposes to adopt an integrated approach for delivery of citizen services by district 

administration through automation of backend, workflow based on process redesign and 

data digitization across participating departments. District Administration in the context of 

e-District refers to the administrative set-up led or coordinated by the District Collector / 

Magistrate including Subdivision / Tehsil / Block / Village level units responsible for 

service delivery. In the long run, the services are expected to be delivered via the 
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proposed Common Services Centres (CSCs) scheme under the National e-governance 

Plan (NeGP) of the Government of India. 

2.2. Uttarakhand e-District 
Government of Uttarakhand envisages e-district that delivers majority of services being 

provided by the district administration through the use of Information and 

Communication Technology (ICT). Uttarakhand e - District is expected to enable the 

automation of workflow and internal processes of District Administration with the 

possibility of seamless integration of various departments like Revenue, Health, 

Education, Social Welfare, Panchayati Raj, Public Distribution System, R.T.I & 

grievances etc. for providing services to the citizens. This project is of paramount 

importance to the State as it would help in creating an electronic workflow system for the 

district administration and help in providing efficient individual department services 

through Common Service Centers (CSCs) which would be the primary front end 

channels as envisaged under the NeGP programme by Department of Information 

Technology (DIT), Ministry of Communication and Information Technology (MCIT), 

Government of India (GoI). The objective of this program is to implement Pilot e-district 

model in one districts of Uttarakhand i.e. in the district of Pauri. 

2.3. Services identified for the Uttarakhand e-District Pilot project 
The Department of Information Technology, GoI, in the National e-Governance Plan has 

identified six mandatory categories of services to be implemented under the e-District 

project, for every state. The Plan also has a provision for the individual States to select 

up to four more categories in addition to the six mandated ones. 

A meeting was organized at Pauri on 15th December, 2008, by the District Administration 

to decide about the four additional categories of services and sub-service. The category 

of service and sub-services finalized are given below in Figure 1.    
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Figure 1: Services identified for e-District Project 

2.4. Brief overview of the Overall Approach undertaken 
The overall approach of the engagement is based on the study of the AS-IS scenario 

including an intensive study of the processes for identified services. Based on this study, 

improvement opportunities through Government Process Re-engineering (GPR) would 

be identified for benefiting the citizens and the Department. Benefits to the citizens 

would being terms of faster turnaround time for availing services, ease in availing 

services, lesser visits to the office, availability of the service through channels other than 

the department counter etc. The benefits to the department would be measured in terms 

of improving the revenue realization, improving compliance and better information 
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availability and usage for informed decision making. Once the GPR recommendations 

have been accepted, the To-Be process will be designed accordingly along with the 

Functional Requirement Specification. The RFP for the development of software 

applications to electronically enable the services and data digitization would be released. 

Once the software application is ready, the services will be offered at the pilot e-District 

and after stabilization of the model, the replication of this project will be undertaken on a 

state wide basis. The aforementioned overall approach is depicted pictorially below: 
 

Figure 2: Overall approach for e-District Project, Pauri 

2.5. Approach to Identification of Functional Requirements  
Functional overview and redesigned processes as developed during BPR were 
considered along with the decided technology architecture to identify 

 All the relevant process modules for the e-District 
 Process module wise detailed functional requirement  

The approach to Identification of Functional Requirements is pictorially depicted below: 
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Figure 3: Approach for Functional Requirement Identification 

2.6. Composition of the Report 
This report on the Functional Requirements has been divided into the following sections: 
Section 

No. 
Title Coverage 

1 Executive Summary This section contains the overall summary of 
the report. 

.2 Brief Overview This section gives a brief overview of the e-
District Project, and the service planned for the 
Uttarakhand e-District project, our overall 
Approach and Methodology etc. This section 
contains the relevance of the functional 
requirements in the current project. It also 
elaborates the approach used in identifying the 
functional requirements.  

3 Process overview of To-Be 
pilot implementation 
 

This section covers the linkage of this document 
with BPR report and process overview of pilot 
implementation.  

4 Detailing of functional 
requirements 

This section covers process module wise 
functional requirements.  
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3. Service Components 

3.1 Information Dissemination component 
 

The information component is envisaged for handling the dissemination of information 
only since the lack of information was found to be a key impediment in availing of 
services on time and with minimum effort. It has been observed that lack of information 
regarding the processes and the supporting documents that needed to be submitted 
along with the application are two of the prime factors stalling the submission of 
application. Similarly, lack of awareness about the defined service levels among the 
citizens results in no appropriate action being initiated even in case of deviation. 

 

Citizen Relevance 

 Expedite the application procedure since all the requirements would be clearly 
indicated to the applicant. 

 Reduce the effort required for an applicant to avail a service by eliminating the 
need for making multiple visits to the service centers for collecting information 
regarding the service owners, the supporting documents etc. 

 Aids in disseminating information regarding any citizen welfare centric 
government schemes. 

 

The channels of delivery for this component and the centres of responsibility for each of 
those channels are as enumerated below: 

Channel of Delivery Description 

Online All the relevant information will be posted 
online on the website which can be accessed 
from anywhere 

Interactive Voice Response System 
(IVRS) 

A telephonic service which would give all the 
details regarding each service 

Public Display Boards with all the information painted on them 
will be displayed at the village, block, CSC and 
Tehsil levels 
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The key challenges seen for this component relates to information originating at both 
state level and district level and their integration so as to account for consolidated view 
of service delivery of the component. A responsibility center for updating, validating and 
authenticating information needs to be stated. It also means that provision for updating 
and uploading the information from the district level needs to be made in the e-district 
application.  
 

Legal challenges: 

 Legality of information provided on the website? 

 

 

 

 

 
Process related challenges: 

 Who will be responsible for the content? 

 

 

 

 How will the updates to the content be managed? 

 

 

 

 

Technology related challenges: 
 None 

 

The NIC Office or the District Information Officer will accept only duly signed 
documents from the authorized persons in various departments for updating on the 
website. We can also have an appropriate disclaimer on the home page of the website. 

The various head of departments or the authorized persons in those departments will 
draft the content and be responsible for the same. 

The following process flow demonstrates how the updates to the content would be 
managed. 
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Sr. Process Detail Responsibility  

1.  
The department head of the department which wants to 
disseminate information prepares a base document 
containing the relevant information.  

Department  

2.  

Department identifies the source through which it wants to 
disseminate information which can be either :  

 e-District website 

 Public Display 

 Both  

The department then sends the document prepared by its 
officials to NIC officials if they identify e district website as a 
source of information dissemination. 

Or to the District Information Officer if the department 
identifies public display as the medium of information 
dissemination.  

The department can also identify both the above methods as 
sources of information dissemination.  

Department  

3  

In case when the department identifies e district or other 
government website as source of information dissemination 
then the NIC officials receive the documentation regarding 
the information dissemination from the particular department.  

NIC Officials  

4 
The NIC official then updates the information over the e 
district application and puts his digital signature on the 
updation  

NIC Officials  

5 

e District application hosts the information updated by the 
NIC officials and automatically generates an email notifying 
the Department Head of the particular department to review 
the information  

E District 
Application  

6 
Department head receives notification from the e District 
application about the information updation  Department Head  

7  
Department head logs in to the e district application through 
his user id and password and looks for particular update on 
the e district application.  

Department Head  

8  E District application presents the particular piece of 
E District 

Application  
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Sr. Process Detail Responsibility  
information to the Department Head.  

9  

The Department head reviews the information updated over 
the e district application and takes the following decision:  

i) If the Department Head finds that the information 
updated over the e District application is correct in all 
manners and can be catered to the citizens then he 
approves the information update by using his digital 
signature.  

ii) If the Department Head feels that the information 
hosted over the e District application is not sufficient, 
incomplete or not passing on the message clearly. 
Then he can reject the information update and ask the 
NIC to revise the information update along with 
providing changes required in the current information 
update.  

Department Head  

10  

i)  In case of acceptance of Department Head e District 
application hosts the information over it digitally 
signed by the Department Head.  

ii) In case of rejection the e district application notifies 
rejection details to NIC  

E District 
Application  
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In case of rejection NIC officials receives the notification 
and makes the necessary changes and updates the e district 
application  

NIC Officials  

12  

In case the department wants to disseminate information 
through public display then the District Information Officer 
receives information document from the department head. 
The District Information officer then identifies the location as 
well as sources of information dissemination of public 
display. The DIO then disseminates the information through 
the identified sources.  

District Information 
Officer  

13  
The Citizen can then obtain the information through which 
ever medium he wants to obtain such as i.e. either through 
public display or through the e district portal or both.  

Citizen  
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S. No. Functional Requirements - Information Dissemination Component  

1.  
Should allow only the NIC / Department officials to update information 
obtained from the departments  

2.  

Should provide detailed information on the following to the user:  
 Scheme Name:  
 Eligibility Criteria:  
 Nodes of obtaining service:  
 Application Fees:  
 Grievance filing procedure:  
 Authorities to contact:  
 Forms and documents required: 
 Other locations for obtaining detailed information  

3.  Should be able to add new information components besides the above 

4.  
Should be accessible to citizens, department officials, other government 
officials, e district centre operators, SCA  

5.  

The NIC should be able to update the document over the e district 
application but this information would not be viewable to the end user 
until the department head puts his digital signature verifying its 
authenticity and correctness  

6.  
Should not allow any un authorized user to upload information besides 
NIC officials  

7.  
Should have different presentation layer for each set of users i.e. 
Information seekers, updaters, approvers etc.  

8.  
Should notify the Department Head once the information is updated over 
the e application  

9.  
Should allow the Department Head to either approve or reject the 
information update  

10.  
Should update information over the e district application only after digital 
signatures of the department head has been put up on the information 
update  

11.  
Should ask for digital signature of the department head in case of 
rejection also 

12.  
Should ask for changes from the Dept Head desired in case of rejection 
by the department head 

13.  
Should notify the NIC officials both in case of acceptance or rejection of 
the information update  

14.  
Should allow only the NIC officials to make changes in the updated 
information hosted over the e district application  
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S. No. Functional Requirements - Information Dissemination Component  
15.  Should request NIC official to put his digital signature after each updation  

16.  
Should have a counter at the bottom of the page to record the number of 
people hitting the website, this would prove beneficial in capturing the 
usefulness of information  

17.  
Should auto generate grievances in case of Department Head or NIC 
officials are not performing against their set SLAs 

18.  
The system should support multi-lingual interface (minimum Hindi and 
English) as per localization and language technology standards for 
National e-Governance plan defined in the e-District guidelines 
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3.2 Forms availability component 
 
Service inputs are accumulated with the aid of various Forms. Forms could be in 
physical or non-physical format. Forms in both formats consist of various fields of 
required information, which would be the basis for any process to be initiated. In physical 
format, form availability becomes an important consideration as this can depend on a 
variety of external factors. Lack of availability of forms would impede the process. Non-
physical or electronic forms would address the lack of availability issue and would 
standardize the fields using a system approach.  

Form availability would ensure that the services can be accessed. Forms once available 
with the appropriate fields will not only form the basis for accessing any particular 
service, but would also be used in creating an incremental database.  

The purpose of the element as envisaged in the proposed BPR framework has been 
listed below –  

1. To make available the relevant form available for making service request for the 
selected services 

2. To standardize the format for the form pertaining to selected services 

 

Citizen Relevance 

 Easy availability of form at multiple locations and through multiple channels 
 Standardized format of forms removing confusion of applicability and 

genuineness of form 
 

Channels of Delivery 

The channels of delivery for this service are: 

Channels of Delivery Description 

Service Delivery Point 
(CSC / Block office /Tehsil office) 

As defined in the CSC TOR  

Online Software application should integrate 
features for capturing required information 
for such transactions 
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The key challenges seen for this component relate to form availability and their 
integration so as to account for consolidated view of service delivery of the component. 
 
Legal challenges: 

 None 

 
Process related challenges: 

 How will it be ensured that only the latest forms are available? 

 

 

 

 

 

Technology challenges: 
 None 

Various head of departments or authorized persons of those departments will make sure 
that any change in the Performa of the form is immediately notified to the NIC DIO and the 
District Information Officer, who will then manage the updation of the form. 
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Sr. Process Detail Responsibility  

1 Performa of the required form is prepared  
Respective department 

(Head of department, HoD) 

2 Prepared performa is forwarded to the NIC office Respective department 
(HoD) 

3 
The received performa and detail is updated on 
the e-District application (eDA) and portal in the 
PDF format 

NIC Officials  

4 
Updated performa and details are saved in the 
system 

eDA 

5 

e District application hosts the information updated 
by the NIC officials and automatically generates 
notification to the Department Head of the 
particular department to review the information 

eDA 

6 
Department head receives notification from the e 
District application about the information update Department Head  

7 

Department head logs in to the e district 
application through his/her user id and password 
and looks for particular update on the e district 
application 

Department Head  

8 
e-District application presents the particular 
updated performa to the Department Head E District Application  

9 

The Department head reviews the performa 
updated over the e district application and takes 
the following decision:  

iii) If the Department Head finds that the 
performa updated over the e District 
application is correct in all manners, approval 
of the performa update is done and is 
digitally signed 

iv) If the Department Head feels that the 
performa hosted over the e District 
application is not sufficient, incomplete or 
ambiguous, he/she can reject the updated 
performa and ask the NIC to revise the 
format along with providing changes required 
in the current updated format 

Department Head  
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Sr. Process Detail Responsibility  

10 

i)  In case of acceptance of the updated form 
by Department Head, the same is hosted 
over the eDA portal  

ii) In case of rejection the e district application 
notifies rejection details to NIC  

E District Application  
 

11 

In case of rejection NIC officials receives the 
notification and makes the necessary changes in 
the performa and updates the e district application  

NIC Officials  

12 
Latest form can be obtained through the eDA 
portal or at the CSC  Citizen  
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S.No Functional Requirement Specification – Form Availability 

1 
The system should store all the service request form at predefined location for 
the selected services 

2 
The system should be able to retrieve service request form from the predefined 
location 

3 
The system should allow for service request form to be easily downloadable both 
through HTML and word format 

4 The system should provide for printable version of the service request form 

5 
The system should give an error message in case it is not able to retrieve the 
application from the given location 

6 
The system should have a provision for uploading new version of the forms as 
and when it is required to change the version 

7 The system should maintain the version control for the service request form 

8 
The system should have a security feature embedded for changing the version of 
the form and should allow only predefined process owners to change the form 
version 

9 
The system should maintain log for all version change with the details of the 
process owner making version change  

10 
The system should not allow to change the content of the form and should be in 
read only version 

11 

The system should be able to make available service request form should be 
through 

 Online / website 
 CSC 

12 The system should allow for easy searching of the service request form 

13 
The system should allow for easy and user friendly layout for locating the service 
request form 

14 
The system should be able to export forms in multiple formats so as to ensure 
compatibility of forms 

15 
The system should have a life counter feature to keep track of number of forms 
being downloaded from the application 

16 
The system should support multi-lingual interface (minimum Hindi and English) 
as per localization and language technology standards for National e-
Governance plan defined in the e-District guidelines 
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3.3 Application receipt Component 
This Component will handle submission of the application. As the component exits 
operation, an acknowledgement would be generated for the applicant containing a 
unique reference ID for status tracking, date of application, department responsible, date 
of delivery, information about delivery channels, service fee receipt etc. The receipt also 
helps the applicant to track the status of the application with the help of the unique 
registration number provided with the receipt besides enabling the system to uniquely 
identify each and every application along with the candidate.  According to BPR 
framework this receipt would be automatically generated by the system thus minimizing 
the duplication of effort and redundancy in the process. 
 
Citizen Significance  

 Proof for service request being made by the citizen getting established  

 

Channels of Delivery 

The channel of delivery as envisaged for the service component is listed below in the 

table –  

 
Channel of Delivery 

Channels of Delivery Description 

Service Delivery Point 
(CSC / Block office /tehsil office) 

Service delivery point to register service 
request and provide a unique service 
request number against the service request 
made 

 
The key challenges seen for this component relate to application receipt and their 
integration so as to account for consolidated view of service delivery of the component. 
 

Legal challenges: 

 

 Legal requirement of applicant’s signature on the application form 

 

 

 

This challenge can be managed by taking the applicant’s signature or his thumb 
impression on a filled-up printed hard copy of the application form and then dispatching it 
to the district office. 
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 Legal issues in the Kiosk operator digitally signing the application on behalf of the 

applicant. 

 

 

 

 Legal validity of acceptance of e-Forms 

 

 

 

Process and Technology related challenges: 

 Authentication mechanism for the kiosk operator 

 

 

 

 

 

Changes to the State IT Act may be enacted to authorize the Kiosk operator to digitally 
sign the application on behalf of the applicant. 

The draft policy on e-Forms is currently in its initial stage as the e-District guidelines. More 
information on the same is sought from the State. 

The Kiosk operator would be required to establish his identity to the e-District Application 
by using strong authentication mechanism. The operator would require a UserID, 
Password and his Biometric information. The same is illustrated as a process flow below: 
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Sr. Process Details Responsibility 

1 
The Applicant travels to the CSC or any e-District 

center/kiosk. 
Applicant 

2 

The Applicant submits his request to the operator sitting 

at the CSC or the e-District kiosk. He may do this either 

by filling out a hardcopy of the form himself or by verbally 

requesting for a particular service and provided all 

details to the operator as he fills up the form on the 

applicant’s behalf. 

Applicant 

3 

The Applicant will prove his identity using any of the valid 

ID proofs issued by any Governmental agency, for 

example Voter ID card, PAN card etc. 

Applicant 

4 

The operator Would log into the system using his 

username and password and authenticating his 

biometric identity to the system. 

Center operator 

5 
The operator will check the ID proof provided by the 

applicant to ensure the identity of the applicant 
Center operator 

6 

The operator will receive the application request and 

select the relevant department’s section on the 

application. 

Center operator 

7 

The e-District Application (eDA) would then load the 

requested service’s Application Form and assigns it a 

Unique Application number 

e-District 

Application (eDA) 

8 

The operator then fills up the online form on behalf of the 

applicant and takes a photograph of the applicant by a 

Webcam. This photo is attached to the Application Form. 

Center operator 

9 

The operator then takes out a printout of the filled up 

Application form and asks the Applicant to verify the 

details mentioned on it. 

Center operator 

10 
The Applicant inspects the details printed on the Form, 

and points out if there is any discrepancy 
Applicant 

11 
If the Applicant wants something to be changed in the 

form, the operator will discard the Printed form and make 
Center operator 
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Sr. Process Details Responsibility 

the changes on the online form and repeat the process 

until the Applicant agrees with the printed copy. 

12 

The Applicant, when satisfied with the contents of the 

printed Application Form, signs on it or puts his thumb 

impression on it, and hands it back to the operator along 

with copies of any required documents 

Applicant 

13  

The operator on receiving a manually signed printed 

copy of the form and the copies of the documents, 

digitally signs the online form and submits the same 

Center operator 

14 

The eDA Imprints the Unique Application number and 

the ID details of the CSC operator on the form and saves 

it in the database. 

eDA 

15 

The eDA then sends or forwards the Application to the 

selected authority and generates a receipt for the 

Applicant 

eDA 

16 

The operator takes a printout of the receipt and issues 

the same along with a copy of the application to the 

Applicant 

Center operator 

17 
The Applicant receives the receipt and the printed copy 

of his application 
Applicant 

18 

The operator schedules a Daily dispatch of the hard 

copies of the Application forms and the associated 

documents’ copies to the respective department’s office 

Center operator 
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Service Request Form – Application Receipt Component 

The ‘Home’ page or the Main page after logging in will have multiple options for the operator / 

applicant to select. The operator should be able to load the Application Forms for any of the 

services being offered under the e-District project. 
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S. No. Functional Requirements –  Application Receipt component  

1.  The System should enforce secure login as per the Login process, where the 

CSC or e-District center operator will have to authenticate his Username, 

Password and Biometric identity to access the Application home page. 

2.  The System, on successful login, should display the Main page or  the Hoe 

page of the Applications Services Request with links to various services as per 

the Service Request Form mentioned above. 

3.  The System should be able to retrieve and load the online Application Form for 

the service as selected by the Applicant / Operator. 

4.  The System should assign a Unique Application Number to every form. 

5.  The System should allow the Operator / Applicant to take a printout of the form 

before submitting it. 

6.  The System should allow editing of the details in the online Application form 

even after a printout has been taken. 

7.  The System should allow the Operator / Applicant to attached any scanned 

documents, a photograph, or any other supplementary attachments as required 

with the Application Form 

8.  The System should imprint the Unique Application Number and the ID details of 

the operator on the Application Form. 

9.  The System should allow the operator to submit the Application Form online 

10.  The System should enforce that the operator digitally signs the Application 

Form and all its associated attachments before accepting it for submission. 

11.  The System must display a message for Successful or Unsuccessful 

submissions and it should log all such events. 

12.  The System must refresh the page and Load a new Application form in case 

the previous submission attempt was unsuccessful. 

13.  The System should save the Application Form and all attached documents into 

a Database. 

14.  The System should be able to immediately electronically forward the 

Application Form and the attachments and notify to the Process Owner, as 

identified in respective processes. 

15.  The System should be able to generate a Receipt for the Applicant, and allow it 
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S. No. Functional Requirements –  Application Receipt component  

to be printed. 

16.  The system should support multilingual interface (minimum Hindi and English) 

as per Localization and Language Technology Standards for National e-

Governance Plan defined in e-district guidelines. 

17.  The e-District Application must support Digital Signatures of any of the 

Certifying Authorities registered under the Controller of Certifying Authorities, 

and must be modifiable as per the changes made by the respective Certifying 

Authorities on the structure of the Digital Signatures issued by them. 

18.  The Digital Signatures used and the e-District Application must provide the 

Time Stamping of the act of Digitally Signing a document as mandated by the 

IT Act 2000. 

19.  The Smart Card reader or the USB Token, carrying the Private/Secret Key, 

must be activated by Biometric identification instead of a PIN / Password based 

system. 
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3.4 Payment component 
 
Payment element of the proposed framework will define the overall process of payment 
for the selected services under the e-district project. It will account for the flow of funds 
from the collection points (i.e. CSC) to the concerned departments where the payment 
needs to be deposited.  
 
The purpose of the element as envisaged in the proposed BPR framework has been 
listed below – 
 

1. Provide secured and trusted process of payment collection and deposit in the 
concerned departmental head for the selected services 

2. Ensure exact payment by the citizen as defined for the service 
 
Citizen Significance 
 Ease of payment through location in proximity  
 Allow payment of prescribed amount by the citizen for which receipt is provided 

against the service request made at the service delivery centers (eg. CSC) 
 allow citizen provision of including the payments made at other financial institution 

through the application   
 
Channels of Delivery 

The channels of delivery for payment elements as envisaged in the framework is given 
in the matrix below –  
 
      Channel of Delivery 
Channels of Delivery Description 

Service Delivery Point 
(CSC / Block office 
/Tehsil office) 

As defined in the CSC TOR  

Banks Software application should integrate features for capturing 
required information for such transactions 

Online Software application should integrate features for capturing 
required information for such transactions 
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The key challenges seen for this component relate to payments and their integration so 
as to account for consolidated view of service delivery of the component. 
Legal challenges: 

 Authorization of Kiosk operator to collect fees for various services. 
 
 
 

Process related challenges: 

 

 Revenue sharing model for chargeable and non-chargeable services. 

 
 
 
 
 

Technology challenges: 

 A payment gateway would be required for online transfer of collected fees or 

charges. 

 
 
 

An agreement may have to be signed between the Kiosk operator/owner and the State 
Government which would have details of revenue sharing model. Utility services covered 
under e-District fall under the purview of Municipalities and the CSCs will need to be 
empowered to collect dues on their behalf 

Case studies of other such projects are being researched to develop a revenue sharing 
model, which would incorporate such conditions. The process for such a payment 
mechanism may be divided into two categories. One would be for privately owned centers 
and the other would government own centers: 

NIC already has a payment gateway developed. Tie-ups with a bank with CBS can also be 
explored. 
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Sr.  Process Detail Responsibility  

Payment Mechanism through e-district centre 

1.  
Applicant makes a service request at any of the e district 
centres  Applicant  

2.  
Centre operator receives the application request and 
makes the transaction at the e district application  Centre Operator  

3.  The e District application registers the transaction E District 
Application  

4.  

E district application issues an acknowledgement receipt 
against the transaction made specifying the applicant’s 
name, registration number, details of service requested, 
date of issuance of receipt, expected date of receiving the 
service 

E District 
Application  

5.  
The centre operator takes a printout of the 
acknowledgment receipt and request for payment from 
the citizen in lieu of the service  

Centre Operator  

6.  
The Citizen makes the payment against the service 
availed to the centre operator  Applicant  

7.  
The Centre operator collects the service fees from the 
applicant  Centre Operator  

8.  
The centre operator deposits the collected amount under 
the different department heads in the department’s 
accounts  

Centre Operator  

9.  
The e district application sends the details of the daily 
transactions of each and every centre to the department  

E District 
application  

10.  
Department receives payment from the e district centre 
and matches the transaction details with the collected 
amount deposited by the kiosk operator  

Department  

Payment Mechanism through Financial Instrument (Credit/Debit cards) 

1 Department issues utility bill to the applicant Department 

2 
Applicant receives utility bill and logs onto internet and 
request for e-district website Applicant 

3 
EDA process applicant query and returns e-district 
website E-district application 

4 
Applicant logs onto payment module section and applies 
for UserID and password Applicant 
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5 

E-district application registers applicant details and 
creates new UserID and password. Upon creation, the 
EDA sends confirmation to user for successful creation of 
UserID 

E-district application 

6 
Applicant enters registered UserID and password onto 
payment module section Applicant 

7 
E-district application verifies user id and password. Upon 
verification, system allows authenticate user to enter into 
individual payment service record. 

E-district application 

8 
Applicant would select payment details for which payment 
is due Applicant 

9 
Upon receiving applicant request, e-district application 
would return the payment details for which payment is due E-district application 

10 
Applicant would search his transaction details based on 
his unique bill no printed on his utility bill Applicant 

11 
E-district application shows the payment details based on 
the applicant query (utility bill no) E-district application 

12 

The payment details are shown onto e-district application 
based on the bill generation by concerned department. 
The department would update individual payment service 
utility record with following details 

 Utility bill no 
 Name 
 Amount 

department 

13 
Applicant view the payment details generated for the 
particular bill and click to enter into payment gateway 
option 

Applicant 

14 
E-district application returns the particular payment 
gateway option selected by the applicant E-district application 

15 
Applicant fills the detail of financial instrument (credit or 
debit card) being used for making the payment Applicant 
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16 

Payment gateway registers the payment details submitted 
by applicant. The applicant account is debited and 
simultaneously credited into government account. Upon 
successful transaction, e-district application is updated 

Payment gateway 

17 
E-district application updates individual payment service 
record and notifies concerned department about 
transaction details 

E-district application 

18 
The concerned department receives notification and 
payment amount. The department verifies the transaction 
details  submitted by applicant 

Department 
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Sr. Functional Requirement Specifications – Payment through e-district centre 

1 The system should provide for and allow financial transaction functions 
2 The system should check for all details of the service request form before 

initiating the payment  
3 The system should enable the payment option only when all the fields of service 

request forms are filled 
4 The system should return back and highlight the field which have 

inconsistencies / error for user to rectify the error 
5 The system should retain all the information of the service request form besides 

those having inconsistencies  
6 The system should return back after successful checking of the fields with the 

prompt of confirmation to open the payment page 
7 The system should open a new page for recording payment details against the 

service request 
8 The system should allow payment to be registered on the service application 

request against the following – 
 Payment against the service 
 Payment against the dues / payments as defined under service charter of 

the specific service 
9 The system should record and maintain all details of payment against a unique 

service application number 
10 The system should be able to maintain all the payment records in a database 

and retrieve the same as and when record 
11 The system should be able to open a page with declaration on successful 

payment output 
12 The system should able to record specific payment details on the service 

request form after successful payment has been made 

13 The system should be such that it should allow for part payment function 

14 The system should be able to retrieve information of first part payment during 
the final delivery of service output for final payment as per the overall payment 
specified for service request 

 Unique application number for requested service 
 CSC details and unique number for CSC 

15 The system should be able follow the payment cycle as mentioned above for 
the final payment also 
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Sr. Functional Requirement Specifications – Payment through e-district centre 

16 The system should be able to maintain all records of part payments as well as 
consolidated payment amount against the service request 

17 The system should support multi-lingual interface (minimum Hindi and English) 
as per localization and language technology standards for National e-
Governance plan defined in the e-District guidelines 

Only for utility services (bill payments, etc.) 

1 The system should allow transaction through approved financial instruments 
 Credit cards 
 Debit cards 

2 On-line payment – The System should support online payment, including the 
following fields: 
 Facilitate payment against dues and recoveries online through a payment 

gateway interface with a bank. 
 Allow the user / customer to make payment only till the last date of payment 

has not passed. 
 Facilitate automatic updation of the information on the applicant record, upon 

realization of the submitted money 
3 The payment function should be against specific invoice / bills for the given 

services  
4 The system should ask for the final confirmation from user before initiating 

payments function 
5 The system should allow for user re-verification before initiating payment 

function through transaction unique ID allocated to the user 
6 The system should provide for migration to a secure payment gateways from the 

portal in a secured manner 
7 The system should allow predefined data / information to be provided to payment 

gateways 
8 The system should be able to generate unique ID codes for every transaction   

9 The system should be able to correlate and confirm  
 User data / information through unique ID code generated 
 Payment gateway data information through Unique ID code 

10 The system should provide for confirmation of transaction to the use 

11 The system should provide for payment receipt against the payment 
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Sr. Functional Requirement Specifications – Payment through e-district centre 

12 The system should provide printable version of receipt 

13 The system should not store any critical information of the user provided on the 
secured payment gateway 

14 The system should allow for data / information transfer / flow to e-district 
application  

15 The system should facilitate automatic updation of the information on the 
applicant record on successful payments made 

16 The system should not allow any initiation of payment function beyond 
prescribed days limit for transaction 

 The system should be able to provide user friendly information for such 
transactions 

17 The system should not allow for initiation of payment in case of non availability 
of records of invoice / bills against which payment function is initiated  

 The system should be able to provide user friendly information for such 
transactions 

18 The system should provide for database security 

19 The system should provide for application security 

20 The system should provide user friendly information wherever required 

21 The system should produce alphanumeric code for confirmation and verification 
for manual user Vs. computerized payments 

22 The system should follow predefined payment rules and regulation as defined 
from time to time in the e-District application 

23 The confirmatory receipt issued should have a unique registration number 
against the transaction 

24 The system should maintain records of such transaction for users accounts 
respectively 

25 The system should allow for printable version of the confirmatory receipt for all 
such successful transactions. 

25 The system should be able to send emails on registry value of the user account 
on the payments.  

26 The system should maintain all information and records of user transaction 
tagged to the user account and also provide for viewing of such information as 
and when required by the user 

27 The system should not allow any changes to be made by the user into the 
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Sr. Functional Requirement Specifications – Payment through e-district centre 

following – 
 Past records 
 Ongoing transaction once confirmation on initiation of such a transaction 

is given by the user 
 Any values maintained for such transaction 

28 The system should be compatible for easy integration with accounting and 
financial application either inbuilt at a later stage into the portal or external with 
a interface with the portal 

29 The system should support multi-lingual interface (minimum Hindi and English) 
as per localization and language technology standards for National e-
Governance plan defined in the e-District guidelines 
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3.5 Verification Component 
 
Verification component of the BPR is going to deal with the authentication of a particular 
service request. Verification process would ensure that no counterfeit or frivolous 
applications are lodged in to the system also it will help to identify and validate the right 
beneficiary availing the services. Verification also helps to establish that the application 
meets the regulatory and the service requirements.  
 
The verification components envisaged in the BPR report can be broadly categorized 
under two categories:   

a. Physical Verification  
b. Non Physical Verification  
 

Physical Verification  
 
There are certain cases where documentary proof doesn’t suffices the requirement of 
proving an applicant genuine for availing the benefits of a particular service. In these 
cases physical verification is the only medium to prove the genuineness of the individual 
and to validate the information supplied by him in the application. Though physical 
verification is a costly and time consuming mechanism for proving the genuineness of a 
particular individual but it also helps to capture the correct information at the particular 
moment of time. Whereas the non physical verification does not guarantees any change 
of information from date of last updation. 
 
Non Physical Verification  
 
Non physical verification component is going to deal with all such components that help 
to validate applicant’s genuineness and the benefits accrued by him by presenting the 
same. This kind of verification facilitates the non-presence of the applicant at the time of 
service avail ness. It also saves applicant time, money and efforts to be present at the 
location for physical verification.  

 
Non physical verification can be carried out with the help of the following means:  

a. Database  
b. Documents proof  
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Using Database: The non-physical verification can be carried out using validated 
databases; these databases can help to validate the applicant by matching the details 
provided with the information stored in the database. These databases eliminate the 
need of physical verification that was previously carried out to validate the information 
provided by the citizen. The information that would be fed into the database would be 
validated, cross checked and entered by the department officials that are managing the 
database.  

 
Documents Proof: Authentic documents / copy of authentic documents signed by 
authority holding important designations can also work as proofs against the physical 
verification. These documents prove that the applicant is genuine and he is the same 
person as proved in the documents.  
 

Department Significance 

Non Physical Verification  
This kind of verification removes the necessity of physical presence of applicant which 
was considered previously sacrosanct for availing services. Non physical verification 
also saves a lot of time, money and other resources both for the applicant as well as the 
decision making authority.  
 
Physical Verification  
Physical verification helps to capture the correct information at the particular instance of 
time thus justifying the time and efforts put in to carry out the verification process. Also 
helps as an input for creating tools to carry out non physical verification.  
 
Channels of Delivery 

The channels of delivery for this service are: 

Channels of Delivery Description 

Online Software application should integrate features for providing 
and capturing required information for physical verification 
and also allow for non physical verification against 
authenticated database 

 

 



 
44 

The key challenges seen for this component relate to verification and their integration so 
as to account for consolidated view of service delivery of the component. 
 

Legal challenges: 

 Provision for allowing decisions to be made based on Databases. 
 
 
 
 

Process related challenges: 
 Any physical verification by a field officer must ensure that he verifies and 

records all information for e-District Database for all family members in one visit. 
 
 
 

  
Technology challenges: 
 Interconnectivity and accessibility between various databases of different 

departments 
 
 
 
 

 Backups and security of the master database 
 

 

 
 

A change in the State IT Act would be required to recognize digitally signed databases as legally 
admissible sources of information. 

The field officer will be provided with a checklist of the details he needs to verify and record. 
These details will then be committed to the e-District Database and digitally signed by the field 
officer. The same is demonstrated, highlighted by blue dotted lines, in a draft To-Be Process 
as below: 

A gateway or an interface can be developed which would facilitate retrieval and saving from 
and to these separate legacy databases. 

The database server would be maintained in a secure environment and automatic backups 
would be scheduled. 
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Sr. Process Description 
Responsibility 
Centre 

1 

The Process Owner, on receiving the Application, queries 

the e-District Application (eDA) to verify the claim of the 

Applicant. 

Process Owner 

2 
The eDA then queries the respective Database(s) and 

displays the results to the Process Owner. 

e-District 

Application (eDA) 

3 

If the details of the Applicant are found, then the Process 

Owner inspects the details in the Database against the 

details provided in the Application. 

Process Owner 

4 
If the details are correct, the Process Owner approves the 

application, as per the Approval Component 
Process Owner 

5 

If the details of the Applicant are not found in the Database, 

then the Process Owner orders a Physical Verification and 

electronically, using his digital signature, forwards the 

Application to a Field Officer. 

Process Owner 

6 

The Field Officer then conducts a Physical Verification and 

saves his findings in the Database and digitally signs the 

entry. 

Field Officer 

7 
The Field Officer then forwards the Application back to the 

Process Owner electronically. 
Field Officer 

8 

The Process Owner then checks the Database again and 

either approves or rejects the application as per the 

Approval or Rejection components. 

Process Owner 
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S. No. Functional Requirements –  Application Receipt component  

1.  The System should be able to allow the Process Owner to enter query 

parameters to search any Database connected with the System. 

2.  The System should be able to query the specified Database with the specified 

parameters and return the result of the same to the Process Owner. 

3.  The System should be able to retrieve various information from the individual 

databases and aggregate it before displaying it. 

4.  The System should allow the Process Owner to electronically, using his digital 

signature, forward / delegate the Application to a Field Officer or any other 

Officer registered with the System. 

5.  The System should be able decode the digital signed data and display the 

details of the signatory. 

6.  The System should allow the Field Officer to modify the Database as per the 

Access rights defined in the CRUD Matrix for every service. 

7.  The System should allow the Field Officer to electronically forward the 

Application back to the Process Owner after the details in the Database have 

been updated. 

8.  The System should notify the Process Owner after the Field Officer has marked 

the Application back to him. 

9.  The System should allow the Process Owner to either Approve or Reject the 

application as per the Approval or Rejection component, using his digital 

signature. 

10.  The System should ensure that a Reason for Rejection is entered by the 

Process Owner if he selects to reject an application before accepting the 

Rejection. 

11.  The System should log all the electronic movements of the application with date 

and time details along with the sender’s and receiver’s information. 

12.  The system should support multilingual interface (minimum Hindi and English) 

as per Localization and Language Technology Standards for National e-

Governance Plan defined in e-district guidelines. 

13.  The e-District Application must support Digital Signatures of any of the 

Certifying Authorities registered under the Controller of Certifying Authorities, 
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S. No. Functional Requirements –  Application Receipt component  

and must be modifiable as per the changes made by the respective Certifying 

Authorities on the structure of the Digital Signatures issued by them. 

14.  The Digital Signatures used and the e-District Application must provide the 

Time Stamping of the act of Digitally Signing a document as mandated by the 

IT Act 2000. 

15.  The Smart Card reader or the USB Token, carrying the Private/Secret Key, 

must be activated by Biometric identification instead of a PIN / Password based 

system. 
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3.6 Rejection Component 
Rejection element of the proposed BPR framework is envisaged to meet all the rejection 
related functions of concerned departments for the selected services under the e-district 
project. This element allows for rejection of the service request at the defined designated 
levels on the basis of the following reasons 
 

(1) Pre-defined requirement/eligibility not being met in the service request 
(2) Other reasons based on the discretion of the designated authority. 
 

This element will also act as a precursor for providing stated reason for rejection to the 
applicant. It will be mandatory for the department/designated authority to provide a valid 
reason for rejection of the service request to the applicant. This will ensure accountability 
and ownership in the system and will result increased transparency. 
The approving authority will use the established verification process for deciding about 

the authenticity of the credentials given in the service request. It is envisaged that once 

all the relevant citizen data is captured, verified and digitized, rejection process will be 

linked through the database. The approving authority will use the databases to decide 

whether the claim made in the application is correct or not. In case the claim is found to 

be verified by the database, the authority would approve the application using his digital 

signature. 

The purpose of the rejection element as envisaged in the proposed BPR framework is 
listed below: 
 
1. Allow designated government official to reject service request in case prerequisite 

conditions are not met along with the service request 
2. Allow designated government officials to reject service request subject to their best 

judgment and interest of the power vested in them by the government 
3.  Allow rejecting authority to provide reasons for rejection of the service request 

(mandatory) 
4.  Allow requesting applicant / citizen to have valid reason for rejection of their service 

request (mandatory) 
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Department Significance 
The significance of the rejection element relates to the vested power of the government 
on the concerned department for rejecting service requested based on described 
qualifying criteria’s relating to the selected services under the e-district project.  
 
Channels of Delivery 

The channels of delivery for monitoring and reporting elements as envisaged in the 
framework is given in the matrix below –  
 
   Channel of Delivery 

Channels of Delivery Remarks 

Online Software application should integrate features for 
capturing required information for such transactions 

 
The key challenges seen for this component relate to rejection and their integration so 
as to account for consolidated view of service delivery of the component. 
 
Legal challenges 

 Acceptance of Digitally signed rejections 

 

 

 

Process related challenges: 

 To ensure that reason for rejection is provided before the process ends 

 

 

 

Technology challenges: 
 None 

A change to the State IT Act may be required to make the digitally signed rejections legally 
valid. 

The application will this feature where an application process will be considered complete 
only if its approved or rejected with a reason. 
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S.No. Process detail Responsibility 
1.  The Approving official receives the application requesting 

for a service 
e-District 

application (eDA) 
2.  As per the proposed online rejection and verification 

process, details are checked in the database for 
verification of credentials 

Approving official 

3.  If details are correctly verified from the database, the 
service request is approved 

Approving official 

4.  If the details are found but not verified from the database, 
the service request is rejected 

Approving official 

5.  Rejected application is digitally signed along-with the 
reason of rejection 

Approving official 

6.  If the details are not found in the database then the copy 
is marked to the field official for verification through the 
eDA 

Approving official 

7.  eDA notifies the field officer about the pending verification eDA 
8.  Physical verification is conducted Field official 
9.  Verification details are updated in the eDA Field official 
10.  The approving Authority/Official is notified about the 

physical verification update 
eDA 

11.  Details are again checked from the eDA database Approving official 
12.  If details are still not verified then the service request is 

rejected 
Approving official 

13.  Rejected application is digitally signed along-with the 
reason of rejection 

Approving official 
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S.No. Functional Requirements Specifications - Rejection 
1. The system should support multi-lingual interface (minimum Hindi and 

English) as per localization and language technology standards for National 
e-Governance plan defined in the e-District guidelines 

2. The system should allow defined users to login to the system for reject the 
service request based on rejection criteria as mentioned for the service 
through a valid user ID and password 

3. The system should show a login failure screen in case the user name and 
password are not verified by the e-district application 

4. The system should intimate the users through predefined channels for 
pending service request application on a daily basis 

5. The pending service request application should be highlighted for the 
predefined process owners on entering the application 

6. The pending applications should be intimated to the predefined process 
owners through SMS on pre-defined intervals until the same is addressed 
and closed by the respective process owner 

7. The system should have a provision to mark the rejection of service request 
8. The system should have a provision where the predefined process owner 

states the reason for rejection of the service request 
9. The system should open a page with marked rejected application form and 

text entry provision against all the rejected application form 
10. The system should close the service request only and only once the text box 

is filled 
11. The system should be able to retrieve the closed rejected service request on 

the new page for digitally signing it 
12. The system should allow the user to digitally sign the document one by one 
13. The system should also allow the user the digitally sign all the closed 

rejected service request at one go 
14. The system should open a page for all rejected service request with a 

prompt of digital signature in form a button to initiate the process of digital 
signing 

15. The system should reconfirm from the user for initiating the digital signing 
before actually initiating the process 

16. Upon digitally signing the document, digitally signed document should be 
saved in the given repository for future references and a hard copy of the 
same document will be provided to the applicant 

17. System should print the unique encrypted key/code on the hard copy of the 
digitally signed document such that the same printed unique encrypted 
key/code can be used to check the authenticity of the document. The unique 
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S.No. Functional Requirements Specifications - Rejection 
encrypted key/code will be information of the authority who digitally signed 
the document in the encoded form 

18. System should provide a link to the page where the user can enter the 
unique encrypted key/code printed on the hard copy of the document to 
check for the authenticity of the document 

19. System should retrieve and display the digitally signed document on the user 
screen once the user enters the unique encrypted key/code printed on the 
document 

20. System should not allow the user to make any alteration in the digitally 
signed document or access the database only on entering the unique 
encrypted key/code 

21. System should display an appropriate message in case of retrieval failure or 
any other communication failure or in case the document could not be found 
due to any reason 

22. The system should allow the user to terminate the rejection process at any 
point of time during rejection 

23. The system should keep and maintain the data in a data repository 
(database) for all the rejection made 

24. The system should be able to keep the records of all transaction performed 
and link it to the unique code of digital signature 

25. The system should open a page informing the user of successful completion 
of rejection function 

26. The system should open page at any point of process in case the process 
termination with the request to restart the process 

27. The system should not allow the user to initiate the process of digital 
signature in case of no selection of pending service request for rejection 

28. The system should not allow the user to modify the rejection once it has 
been digitally signed 

29. The system should not allow the user to delete any service request pending 
for approval at his end 

 

Document retrieval form – Rejection  
The following fields would be displayed on the form:  

S.No Fields Description of the form 
1. Unique application reference id 
2. Name of Applicant 
3. S/o, D/o, w/o 
4. Address 
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5. Caste (SC/ ST/ OBC/ General) 
6. Date of birth 
7. Service sought 
8. Unique encrypted key/code 
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3.7 Approval component  
 
Approval service component of the framework is envisaged to provide for mechanism for 

approval of service request. It allows the concerned responsibility center to approve the 

service request through a secured method. The approving authority will use the 

established verification process for deciding about the authenticity of the credentials 

given in the service request. 

 

It is envisaged that once all the relevant citizen data is captured, verified and digitized, 

approval process will be linked through the database. The approving authority will use 

the databases to decide whether the claim made in the application is correct or not. In 

case the claim is found to be verified by the database, the authority would approve the 

application using his digital signature. 

 

The purpose of the approval service component are enumerated below –  

 To allow the responsibility center to approve the service request 

 To integrate and embed secured process through which approval will happen 

Departmental Significance 

 authority for accept service request and provide relevant output to the citizen as 

required under the service request 

 allow only authorized person to use this feature thus maintaining sanctity of authority 

to approve service request 

Channels of Delivery 

The channels of delivery envisaged for the service component are –  

Channels of Delivery Remarks 

Online Software application should integrate features for 
allowing and authority for approving service request   

 

 

The key challenges seen for this component relate to approval and their integration so 
as to account for consolidated view of service delivery of the component. 
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Legal challenges 

 Acceptance of Digitally signed approvals 

 

 

 

Process related challenges: 

 None 

 

Technology challenges: 

 None 

A change to the State IT Act may be required to make the digitally signed approvals legally 
valid. 
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S.No. Process Detail Responsibility  

1.  The Approving official receives the application requesting 
for a service 

eDA 

2.  
As per the proposed online approval and verification 
process, details are checked in the database for 
verification of credentials 

Approving official 

3.  If details are correctly verified from the database, the 
service request is approved 

Approving official 

4.  Approved application is digitally signed Approving official 

5.  If the details are found but not verified from the database, 
the service request is rejected 

Approving official 

6.  
If the details are not found in the database then the copy 
is marked to the field official for physical verification 
through the eDA 

Approving official 

7.  eDA notifies the field officer about the pending verification eDA 

8.  Physical verification is conducted Field official 

9.  Verification details are updated in the eDA Field official 

10.  The approving Authority/Official is notified about the 
physical verification update 

eDA 

11.  Details are again checked from the eDA database Approving official 

12.  If details are still not verified then the service request is 
rejected 

Approving official 

13.  If details are verified, the service request is approved Approving official 

14.  Approved application is digitally signed Approving official 



 
60 

 

S.No. Functional Requirements Specifications - Approval 
1.  The system should support multi-lingual interface (minimum Hindi and English) 

as per localization and language technology standards for National e-
Governance plan defined in the e-District guidelines 

2.  The system should allow defined users to login to the system for approving the 
service request through a valid user ID and password 

3.  The system should show a login failure screen in case the user name and 
password are not verified by the application 

4.  The system should intimate the users through predefined channels for pending 
approval on a daily basis 

5.  The pending approvals should highlighted for the users on entering the 
application 

6.  The pending approvals should be intimated to the users through SMS on pre-
defined intervals until the same is addressed and closed by the respective 
process owner 

7.  The system should have a provision to mark the approval of service request 
8.  The system should allow the user to digitally sign the documents one by one 
9.  The system should also allow the user the digitally sign all the selected 

approved service request at one go 
10.  The system should open a page for all approved service request with a prompt 

of digital signature in form a button to initiate the process of digital signing 
11.  The system should reconfirm from the user for initiating the digital signing 

before actually initiating the process 
12.  Upon digitally signing the document, digitally signed document should be 

saved in the given repository for future references and a hard copy of the same 
document will be provided to the applicant 

13.  System should print the unique encrypted key/code on the hard copy of the 
digitally signed document such that the same printed unique encrypted 
key/code can be used to check the authenticity of the document. The unique 
encrypted key/code will be information of the authority who digitally signed the 
document in the encoded form 

14.  System should provide a link to the page where the user can enter the unique 
encrypted key/code printed on the hard copy of the document to check for the 
authenticity of the document 

15.  On clicking the link, system should display the fields as described in the 
section Document retrieval form such that the user can retrieve the required 
information 

16.  System should retrieve and display the digitally signed document on the user 
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S.No. Functional Requirements Specifications - Approval 
screen once the user enters the unique encrypted key/code printed on the 
document 

17.  System should not allow the user to make any alteration in the digitally signed 
document or access the database on entering the unique encrypted key/code 

18.  System should display an appropriate message in case of retrieval failure or 
any other communication failure or in case the document could not be found 
due to any reason 

19.  The system should allow the user to terminate the approval process at any 
point of time during approval 

20.  The system should keep and maintain the data in a data repository (database) 
for all the approval made 

21.  The system should be able to keep the records of all transaction performed 
and link it to the unique code of digital signature 

22.  The system should open a page informing the user of successful completion of 
approval 

23.  The system should open a page at any point of process in case the process 
termination with the request to restart the process 

24.  The system should not allow the user to initiate the process of digital signature 
in case of no selection of pending service request for approval 

25.  The system should not allow the user to modify the approval once it has been 
digitally signed 

26.  The system should not allow the user to delete any service request pending for 
approval at his end 

 
Document retrieval form – Approval 
The following fields would be displayed on the form:  

 
 
 

S.No Fields Description of the form 
1. Unique application reference id 
2. Name of Applicant 
3. S/o, D/o, w/o 
4. Address 
5. Caste (SC/ ST/ OBC/ General) 
6. Date of birth 
7. Service sought 
8. Unique encrypted key/code 
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3.8 Delivery component 
 
The delivery service component of the proposed BPR framework relates to the delivery / 
collection of the service output for the service request made by the applicant. It is 
envisaged that this component will detail out the specifics involved for service delivery of 
the listed service under the e-District project. This will involve the use of security features 
like digital signatures, passwords, etc to be employed for service delivery at the front end 
where the citizen receives the output for the service request.  

The purpose of the element as envisaged in the proposed BPR framework has been 
listed below –  

1. To provide output against the service request by the citizen through a defined 
and secured process 

 
Citizen Relevance 

1. Ease of delivery to citizen at doorstep 
2. Easy availability of multiple copies of output 
3. Authenticity & acceptance of document through secured way 

 

Channels of Delivery 

The channels of delivery as envisaged for the service component is tabulated below –  

Channels of Delivery Description 

Service Delivery Centre (eg. CSC)  All delivery of service output will be done through 
the Service Delivery Centres  

 
The key challenges seen for this component relate to delivery and their integration so as 
to account for consolidated view of service delivery of the component. 
 

Legal challenges: 

 Validity of the printed form of a digitally signed document 

 
 
 

 
Process related challenges 

The printed form will have a Unique ID and a website address where the authenticity of the 
document can be verified. Any Gazetted officer or a Kiosk operator can attest the printed 
copy by verifying from the mentioned website. The Kiosk where this document would be 
attested will have its owner’s name or ID also printed on the copy along with their seal and 
signature.  
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 Delivery of the digitally signed document to the applicant 

 

 

 

The Process flow is demonstrated as below:  
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S.No. Process detail Responsibility 

1.  Notification is sent to the respective CSC/Suvidha 
centre and applicant about the pending delivery 

e-District application 

(eDA) 

2.  CSC/Suvidha centre receives the notification eDA 

3.  Applicant receives the notification eDA 

4.  CSC/Suvidha centre is approached at the date 
specified on the application receipt 

Applicant 

5.  CSC/Suvidha centre is presented with unique 
application reference id 

Applicant 

6.  Unique application reference id is entered in the 
eDA 

CSC/Suvidha centre 

7.  Information is retrieved and the digitally signed 
document is displayed on the screen 

eDA 

8.  Printout of the digitally signed document is taken CSC/Suvidha centre 

9.  Document is physically signed CSC / Suvidha centre 

10.  Final delivery is made to the applicant CSC / Suvidha centre 
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S.No Functional Requirement Specifications – Delivery Mechanism 
1 The system should be able to provide delivery against all service request 

made 
2 The system should be able to link delivery against specific service request 

through unique service application request number 
3 The system should allow delivery only when the service request has been 

either approved / rejected  
4 The system should allow only validated predefined users to log into the e-

district application for retrieving the delivery against the service request 
5 The system should ask for unique service request number / unique 

application number to retrieve specific service delivery 
6 The system should ask for the digital verification from the authenticated 

predefined users 
7 The system should allow downloading of the service delivery output only after 

matching the digital verification 
8 The system should provide for the printable version of the service output 
9 The system should be able to print the unique kiosk number, unique 

application number on the every service output generated through it 
10 The system should be able to print the <url> of the site from where the 

content of the service delivery could be verified 
11 The system should open new page specifying error in case of incorrect digital 

verification 
12 The system should be able to maintain the database of the all the service 

delivery output in a logical manner to ease the retrieval of the same as and 
when required 

13 The system should have a life counter to keep log of all delivery made with 
specific association of unique service application number and unique CSC 
number 

14 The system should support multi-lingual interface (minimum Hindi and 
English) as per localization and language technology standards for National 
e-Governance plan defined in the e-District guidelines 
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3.9 Status 
 
The objective of this component is to keep track of the service levels of the various 
processes involved in a given service. This component is solely related with status 
tracking from the consumer’s perspective as well as the department/administration 
perspective. 

Each application by a consumer will be logged against a unique reference number 
generated at the time of application submission and given to the consumer for future 
references and status tracking. 

The purpose of having the status component is to ensure the following facets of good 
governance in day to day working of the government services: 

1. To ensure transparency in service processing by the government to the citizen 
for the service request made 

2. To establish the validity and sanctity of the well defined service level 
3. To ensure and define responsibility and ownership of the actors towards service 

delivery 
 
Citizen Significance 

 Informs about registration of service request by the citizen which act as a proof for 
service request 

 Enable applicant to keep a constant track of the application at various levels of 
service processing  

 Citizen can check the status of his/her application right from the time of application 
submission till the time final service is delivered.  

 Grievance process could be initiated by the citizen immediately if the service level is 
not maintained 

 

Channels of Delivery 

The channels of delivery are: 
Channels of Delivery Description 

Service Delivery Point 
(CSC / Block office /Tehsil 
office) 

As defined in the CSC TOR  

Online (Web portal) Software application should integrate features for 
providing  required information for such requests 

Telephony (SMS/IVRS) System should integrate features for providing  
required information for such requests 
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The key challenges seen for this component relate to status and their integration so as 
to account for consolidated view of service delivery of the component. 
 
Legal challenges: 

 None 

Process related challenges: 
 Whenever the e-District Application detects an SLA being exceeded, it should 

automatically escalate the issue to a higher authority. 
 

 

 

 

 

 

 
 

The e-District application will detect changes in the status of the application and notify the 
applicant on mobile or email. The e-District Application will continually monitor the time every 
application stays with a owner. If the time exceeds the specified limits, it would escalate the 
application to a higher authority and also notify the applicant. The proposed process flow for 
the component is as follows: 
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S.No. Process detail Responsibility 
1.  Each service request is monitored and in case of any 

change in the status of the application, the same is 
updated against the status information of the respective 
service request 

e-District 
application (eDA) 

2.  Details against the respective unique application 
reference id are checked to see if any mobile or Email is 
registered 

e-District 
application (eDA) 

3.  If any mobile or Email is registered against the service 
request application, a system generated notification is 
sent on the registered mobile or Email about the latest 
status of the application 

e-District 
application (eDA) 

4.  If the applicant has access to mobile, one has to register 
the same with eDA to receive the system generated 
notifications on the registered mobile 

Applicant 

5.  If the applicant has access to Email, one has to register 
the same with eDA to receive the system generated 
notifications on the registered Email 

Applicant 

6.  If the applicant has access to mobile but has not 
registered the same with eDA, one can send SMS to 
eDA with the unique application reference id to retrieve 
status information 

Applicant 

7.  If the applicant has access to Email but has not 
registered the same with eDA, one can access the eDA 
portal and enter the unique application reference id to 
retrieve status information 

Applicant 

8.  If the applicant does not has access to mobile or Email, 
one can access the eDA portal and enter the unique 
application reference id to retrieve status information 

Applicant 
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S.No Functional Requirement Specifications – Status Component 
1 The system should support multi-lingual interface (minimum Hindi and English) 

as per localization and language technology standards for National e-
Governance plan defined in the e-District guidelines 

2 The system should have integrated auto status tracking features embedded in 
the overall architecture of the system 

3 The system should keep track of all the service requests from the citizens along 
with the respective unique application reference id generated at the time of the 
application receipt 

4 The system should be available in public and administrative view 
5 The system should be able to keep track of the status of all the service requests 

with the help of the respective unique application reference id (application id) 
and map the current status with the pre-defined service level against each 
process 

6 The system should be able to detect any change in the status of a given  
unique application reference id 

7 In case there is a change in the status of a  unique application reference id , the 
system should update the status information in the database 

8 The system should have provisions for intimating the applicant about the 
current status of his/her application through SMS and/or Email especially if 
there is a change in the status with respect to the final delivery of the service 

9 The system should not provide details about the internal SLAs to the applicant 
and only provide update about the status with respect to the final delivery. This 
feature should also allow the system to update the applicant if there is any 
change in the service level of the final delivery 

10 System should display the link for eDA portal from where the applicant can 
retrieve the status information by entering the unique application reference id 

11 The system should also allow the applicant to retrieve update about his/her 
service request through the web portal by entering the reference id in the link 
provided on the portal 

12 System should display the number from where the applicant can retrieve the 
status information by sending SMS along-with the unique application reference 
id 

13 The system should also allow the applicant to retrieve update about his/her 
service request by sending a SMS containing the unique application reference 
id to the eDA 

14 The system should display an appropriate message if the system is unable to 
retrieve the details due to any reason like connectivity issues, maintenance 
issues, etc and also provide contact details of the system administrator and 
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S.No Functional Requirement Specifications – Status Component 
alternate link (if available) 

15 The System should have Side Menu on each page so as to reflect the contents 
of the containing directory, making it easier to navigate the site and locate the 
link for retrieving update against a given reference id 

16 The system should be adequate security features built in the architecture of the 
system to ensure that it cannot be hacked or manipulated 

17 The system should not allow the users to edit the details of the application upon 
retrieving the status update against a given reference id 

18 The System should allow the end user to print the status update information if 
the applicant is retrieving the status through the portal or email 

19 The System should have provision for Calendar System, which displays the 
dates and time of schedule events on a page formatted as a standard monthly 
calendar 

20 The system should have additional capability to integrate and extend portals to 
support a vast array of mobile devices in addition to PCs (WAP enabled) 

21 The system should have provisions such that the System Administrator can 
add/remove/modify the hierarchy of the Government officials with adequate 
authentication mechanism 

22 If there is any modification in the hierarchy of the relevant authority against a 
given service (in the system), system should automatically map the escalation 
levels with the new hierarchy of Government officials  
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3.10 Monitoring (MIS) 
 
Monitoring and reporting element of the proposed BPR framework is envisaged to meet 
all the monitoring and reporting requirement of concerned departments for the selected 
services under the e-district project. The element will capture relevant information from 
service perspective (as defined in the proposed e-district application) at predefined 
points of the To-Be processes  in predefined format and consolidate the same across 
the district for the defined user to see and take necessary action as deemed necessary. 
The monitoring element will have the “drill down” feature to locate the base information 
from which it has been consolidated. 
 
The reporting element of the proposed BPR framework will be based on the 
departmental requirement. The element will have 2 types of reporting features – 
 

 Physical reporting 
 Financial reporting 

 
The physical reporting will include reporting on department achievements on physical 
units while the financial reporting will include the fund utilization against the budgeted 
amount for the service.  
 
The purpose of the monitoring and reporting element as envisaged in the proposed BPR 
framework has been listed below – 
 

1. Provide real time information on the all aspect of service – request, processing, 
delivery, etc, to the defined actors for the given service 

2. Progress tracking of work at defined levels on given time referential and help 
identifying any slack in the same.  

3. Help to develop midterm correction strategies by bringing out deficiency in any 
aspect of service delivery 

4. Generate required report for concerned departments basis physical and financial 
reporting requirement 
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Department Significance 

The significance of the monitoring and reporting element relates to the concerned 
department owning the selected services under the e-district project. The aim is to not 
only automate the workflow so as to ease the functioning of the district administration but 
also to provide for adequate window for the administration to monitor all aspects of the 
service and meet the reporting requirement at all levels of the department pertaining to 
the service under question. 
 
Channels of Delivery 

The channels of delivery for monitoring and reporting elements as envisaged in the 
framework is given in the matrix below –  
 
Channel of Delivery 
Channels of Delivery Remarks 

Online Software application should integrate features for 
capturing required information for such 
transactions 

 

The key challenges seen for this component relate to monitoring and their integration so 
as to account for consolidated view of service delivery of the component. 
 

Legal challenges: 
 None 

 

Process related challenges: 
 The e-District Application will gather data and aggregate it into a report 

 
Technology challenges: 

 Implementation of a Business Intelligence layer to capture information from data 

 

 

 

Some Data analytics software might be required for this. We can approach a few vendors for 
pilot phase. 
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S.No Process details Responsibility 
Case 1: Event based monitoring 
1 Authority who has to monitor some process is 

provided with a login id and password 
e-District application (eDA) 

2 Monitoring authority logs in to the e-District 
application using his/her login id and password 

Monitoring authority 

3 Required details are queried for through the eDA Monitoring authority 

4 Information is retrieved according to the search 
query 

eDA 

5 The retrieved information is aggregated according 
to the report generation rules and in the pre-
defined format 

eDA 

6 Report is generated and displayed for the 
monitoring authority 

eDA 

Case II: Time based monitoring 
1 At pre-defined intervals, a system trigger is fired 

which initiates the auto information retrieval 

process within the system 

eDA 

2 The retrieved information is aggregated according 

to the report generation rules and in the pre-

defined format 

eDA 

3 Report is generated and displayed for the 

monitoring authority 
eDA 
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S. No. Functional Requirement Specifications 

 

1 

The Process Owner should be able to use the e-District Application (eDA) to 
query the Departmental Databases using the name or other details of the 
applicant. 

2 Should allow the eDA to retrieve various information from the individual 

databases and aggregate it. 

 3  The application should support the monitoring in both the occurrence, when  an 

event or time driven activity is triggered. 

4  Should be able to retrieve all information about the status of the application 

form of the citizen.  

5 Should be able to automatically generate the following reports to the concerned 

authorities at regular time interval. 

6 Should be able to generate Service Report on a regular time interval, this report 

should include the no of application received, no of application processed, no of 

application rejected and the no of application under process. 

7  Should able to generate SLA Report on regular time interval, this report should 

give information related to centre wise details of no of SLA met and centre wise 

details of no of SLA breached. 

8  Should be able to generate Performance Report on regular time interval, this 

report should give information related to centre wise details of no of application 

processed against the no of application received. 

9  Should be able to generate Payment Report on regular time interval, this report 

should give information related to centre wise transaction, money collected and 

money deposited along with date and time. 

10  Should be able to generate Inventory Report on regular time interval, this report 

should give information related to pre-printed stationary used and issued to 

each centre. 

11 Should be able to generate Attendance Report on regular time interval, this 

report should give information related to centre wise attendance. 

12 Should provide a search option to the authorized stakeholder so that he can 

search the information which should be sorted according to Date, Department, 

Service, District, Block and Tehsil. 

13 Should allow the stakeholder to review the progress report and give his 

comments online. 

14 Should provide the facility to print and e-mail the report. 

15 Should provide a printer – friendly version automatically for all pages. 
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S. No. Functional Requirement Specifications 

16 The system should support multi-lingual interface (minimum Hindi and English) 
as per localization and language technology standards for National e-
Governance plan defined in the e-District guidelines 

 



        

 80 

3.11 Workflow Component 
Workflow is the base component of the indicative framework where the ‘As Is processes’ 
will be mapped against the ‘To Be envisioning’. Workflow is the automation of a complex 
process, in whole or part, during which resources, information, tasks and data a passed 
from one participant to another for action, according to a set of rules. 

Workflow management system will link all the components of a given service and will 
provide a common platform to work and interact to all the stakeholders. Workflow 
management system is a mechanism that defines, creates and manages the execution of 
workflow through the use of software, running on one or more workflow engines, which is 
able to interpret the process definition, interact with workflow participants and, where 
required, invoke the use of tools and applications. This system will also allow people to 
specify and manage working processes, which are distributed in time and across different 
domains and actors. 

Technologies such as work flow and document management can help cut the corporate 
paper mountain down to size while improving the efficiency of basic operations. The key 
attraction of such technologies lies in their ability to help organizations and departments 
improve their existing working practices. Some of the key benefits of a good workflow 
management system are listed below: 

 Improved efficiency 

 Improved productivity  

 Reduced service levels 

 Better quality of service 

 Reduced operational costs 

 Increased transparency  

 Significance (Citizen/administration) 

Workflow will not only ensure smooth and on-time delivery of services but this will also 
result in more transparency, responsibility and increased productivity in the organization. 

Channels of Delivery 

The channels of delivery for the service are: 

 

Sr. Channels of Delivery Description 

1. Online Workflow features should be embedded in the system 
architecture such that automated workflow is in place 
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Part II 
 

Part IV 
Work flow – To Be and FRS 
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4. Certificates 

4.1. Caste Certificate 
 

Select Prerequisites for the ‘To Be’ Process  
 
 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications; forwarding the applications 

electronically over e-district application; forwarding the physical application & 

enclosed documents physically to Tehsil / Block Headquarters and providing the 

outcome of the services to the citizen. 

 Sub-Divisional Magistrate / Block Development Officer would authorize one Center-

in-Charge for each CSC lying under his/ her jurisdiction. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and would submit it to the concerned Tehsil / Block 

headquarters.    

 There would be a provision of setting up a small e-district nodal office at each Tehsil 

/ Block headquarters where all hardcopy applications coming through CSC’s would 

be collected. 

 e- District applications would only be collected at CSCs that are located at Patwari 

Chauki area. 

 On every 5th day, the Patwari would have to visit the CSC (located at his Chauki 

area). There would be a time slot allotted to the Patwari at CSC to update his work 

electronically over e-District Application. The Patwari would also use the resources 

(PC & Printer) at CSC to check the application and post the field verification report 

electronically over e-District application. 

 State Government to provision Revenue Sharing Model between CSC and District  

Administration for the service charges that would be collected by the CSC’s from 

Applicant. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software, printing acknowledgement slip and finally printing and providing the 

certificate. The charges will be decided by State Government / District 

Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to Patwari, i.e. using their computer system etc.  
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 There will be a search facility available over portal for applicants to check the status 

of their service requests. 

 Affidavit requirement to be removed. Application form available at CSC would cover 

this requirement – At the end of application form, a pre-printed declaration text would 

be mentioned i.e. “I applying for xxxx service have produced all the information 

correct and to the best of my knowledge. I would be solely responsible in case of any 

discrepancy found in the attached documents and for the information provided in the 

application form and under such cases, District administration may take any 

corrective legal action as appropriate”.   

 SMS facility to be introduced. Once the application is submitted online over e-District 

Application, SMS would be immediately sent to Patwari of the concerned area for his 

action and SMS to Applicant for his / her information. 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when satisfied, submit it over e-District 

Application. In case CSC operator posts incomplete / incorrect application, he would 

be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 Mandated acceptance of Digitally Signed certificates across various departments. 

 Availability of a public website, where authenticity of a printed copy of a Digitally 

Signed certificate can be established. 

 Mandatory entry into caste certificate database before any certificate is issued.  

 

Value Addition to AS-IS  
 
The new To Be process provides many additional features such as:  
 
 Service delivery at village level: Citizens would be able to avail the service 

close to their homes and would not need to travel to Tehsil / Block office. This 

would reduce travel time, cost and effort. 
 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 
would be able to better monitor the performance and service delivery quality 
through MIS reports. 



4.1.1. Process Map 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply for Caste certificate at the Common Service 

Centers by fulfilling the following conditions : 

a. Complete filled application form. 

b. Supporting documents required for applying for SC/ST 

caste certificate: 

 Parivar Register Copy 

 Domicile Certificate (Mool Niwas) 

 Court fee ticket of Rs.2 on application form. 

c. Supporting  documents required for applying for OBC 

caste certificate: 

 Parivar Register Copy 

 Domicile Certificate 

 Copy of Everdson khatauni 

Applicant 

Stage 1: 

2 Applicant visits the CSC to submit Caste Certificate request. Applicant 

3 

CSC operator will provide the application form to Applicant. 

Alternatively applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator 

/ Applicant 

4 
Applicant fills the form and attaches the required necessary 

documents / proofs and submits it to the operator. 
Applicant 

5 

Operator cross verifies the filled application form and inform 

applicant to correct the same in case any discrepancy found in it. 

There would be a checklist available at CSC. This checklist would 

have all the information that is mandatory for making service 

requests, including details on how to fill application form, 

documents required to be attached, signature of concerned 

authority on attached documents etc. The same checklist will also 

be available over e-District Application. It would be the 

responsibility of CSC operator to thoroughly scrutinize the 

application and the attached documents, and if satisfied, submit it 

over the e-District Application. In case the CSC operator submits 

incomplete / incorrect application, he would be fined per 

CSC Operator 
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application and the same amount would be deducted from his 

share.  

6 

Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits 

the application electronically. Applicant’s photograph is also 

captured through web camera and is attached in the application 

form. The supporting documents are scanned and attached with 

the application over the software. 

CSC Operator 

7 

CSC operator will provide the applicant an acknowledgement slip 

which will have a unique application registration number, 

application details in brief and expected date of delivery of the 

certificate.  

CSC Operator 

8 

Once the application is submitted over e-District Application, it 

would automatically route to concern area (Patti) Patwari’s 

account and a copy of application will be sent to Tehsildar for his 

/her information and simultaneously concerned Patwari would get 

SMS alert with the following details: 

o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ unique 

number)  

o Date of application 

o Applicants name 

o Applicants address 

o Applicants mobile number / Any number provided by 

the applicant 

o CSC address 

o Expected date of delivery of certificate 

At the same time applicant would also get SMS alert with the 

following details: 

o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ unique 

number)  

o Date of application 

o Patwari’s name 

o Patwari’s mobile number 

o Expected date of delivery of certificate 

e-District 

Application 

(eDA) 
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Stage 2: 

9 

On every 15th day, the center-in-charge of CSC / e-District would 

collect all the application forms from its center and submit it to the 

concerned Tehsil headquarters.    

Center –In –

Charge 

Stage 3: 

10 
Patwari will visit to CSC (located at his Chauki area) on every 5th 

day. 
Patwari 

11 
Patwari will log-In over e-district Application and will check the 

applications that are received in his inbox. 
Patwari 

12 
On the same day, he gets the hardcopy of applications provided 

by CSC-In-Charge. 
Patwari 

13 

Patwari will check the physical application & attached documents 

and has to cross check applicant’s details in Caste certificate 

database AND / OR in Pariwar register database  

Patwari 

14 

If he is satisfied with the physical documents AND details 

available Caste certificate database, on the same day provides 

his acceptance by entering & submitting the details in  online 

verification report and simultaneously updating caste certificate 

database over the e-district Application. 

Patwari 

15 

If he is unsatisfied, he conducts the field verification and then 

submits the verification report accordingly. 

He has to mandatorily update the Caste certificate database. 

Patwari 

16 

Once he submits, the application along with Patwari’s verification 

report is forwarded electronically over e-District Application to 

Tehsildar’s account for his final approval / rejection (in case of 

non-satisfaction verification report submitted by Patwari). 

Note: Hardcopy of the application along with attached documents 

would not be forwarded to Tehsildar and he has to provide his 

approval / rejection based on the online Patwari’s verification 

report AND through database. 

eDA 

Stage 4: 

17 
Tehsildar will daily Log-in over e-District Application and checks 

the service requests forwarded to him. 
Tehsildar 

18 
Tehsildar will provide : 

 His approval, if Patwari has provided satisfaction report 
Tehsildar 
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and details are updated in caste certificate database 

OR 

 His disapproval, if Patwari has provided dissatisfaction 

report and details are not available in caste certificate 

database 

19 

If Tehsildar is satisfied, he approves the application and posts his 

digital signature on Caste certificate pre printed format available 

over software and issues the certificate electronically. 

Tehsildar 

20 

If Patwari has provided his dissatisfaction report, Tehsildar rejects 

the application along with mentioning reason for rejection. E-

District Application forwards the decision to CSC. 

Tehsildar 

21 
After submission, the application automatically gets routed to 

concerned CSC. 
eDA 

Stage 5: 

22 

Applicant visits to CSC after stipulated service level as mentioned 

in the acknowledgement slip and produces the slip to CSC 

operator. 

Applicant 

23 

CSC operator Logs-in over e- District Application and retrieves 

the output of the service request i.e. either the reason for 

rejection or approved service request. 

CSC Operator 

24 

If service request is approved, CSC operator prints the certificate, 

signs and stamps over the printed certificate and hands over 

certificate to the applicant. 

CSC Operator 

Caste Certificate Status Tracking details 
Responsibility 

Centre 

1 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2 
Applicant will be notified whenever the application is approved 

and digitally signed certificate is ready. 
eDA 

3 Applicant will be notified if his / her application is rejected. eDA 

4 
Applicant will be notified if and when his application is 

forwarded for Physical verification 
eDA 
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4.1.2. CRUD Matrix 

Designation Create Read Update Delete 

Tehsildar Y Y Y Y 
Patwari Y Y Y N 
CSC Operator Y Y N N 
General Anonymous Access N Y N N 

4.1.3. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

2 
Caste 
Certificate 
Database 

This database will save all application related information, 
Applicant’s caste information and a copy of digitally signed 
certificate issued to Applicant. 

4.1.4. Service Request Form  

Following table depicts an indicative Service Request Form.  

 
S.No Fields Description of the form 

1. Name of Applicant: 
2. Father’s / Husband’s name: 

3. House number 

4. Name of Area / Mohalla  

5. Village: 
6. Patti: 
7. Tehsil: 
8. District: 
9. Caste : 

10. Sub caste: 
11. Date of Application: 
12. Mobile number: 
13. Applicant’s Signature: 
14. Supporting Documents and their serial No. (E.g. Ration Card No.) 
15. Reason for need of certificate: 

16. 

Self declaration by the applicant (“I applying for xxxx service have produced all the 
information correct and to the best of my knowledge. I would be solely responsible in 
case of any discrepancy found in the attached documents and for the information 
provided in the application form and under such cases, District administration may 
take any corrective legal action as appropriate”.   
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4.1.5. Patwari’s verification report format 

S.NO Fields 

1.  Name of Applicant 

2.  Sex 

3.  Father ‘s / Husband’s name 

4.  House number 

5.  Name of Area / Mohalla  

6.  Village: 

7.  Patti: 

8.  Tehsil: 

9.  District: 

10.  Religion: 

11.  Caste: 

12.  Sub caste 

13.  Overall conclusion 

Name of Patwari: ______________ 

Date:_______________ 

4.1.6. Record view for Logged in User 

New Application view 
 
S.No Fields Description of the view 

1 Application Number 
2 Name of the Applicant 
3 Father’s / Husband’s Name 
4 Address 
5 Target Date of issue of certificate 
6 Patwari assigned 
7 Search box 
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4.1.7. Monitoring Report 

The following table specifies the fields required in the MIS Report 1 

S.No 
Name of 
Tehsil 

Number of 
Applications 

Received 

Number of 
Certificates 

Issued 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at CSC 

District 
Administration’s 

share 

CSC 
share 

        
 
The following table specifies the fields required in the MIS Report 2  

S.No 
Name/ Designation 

of Officer 
Applications completed 

within defined SLAs 
Number of Application 

exceeding SLAs 
Current owner of the application 

after escalation 

     
 
The following table specifies the fields required in the MIS Report 3 

S.No Name of Tehsil 
No. of Applications under 
the process of  Physical 

Verification 

Total number of application 
received 

%age of application under the 
process of  Physical 

Verification 
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4.1.8. Benchmarked Service Level  

The following table specifies the internal Activity-wise service levels: 
 
Case 1: (when Patwari is satisfied with the enclosed documents & available details 
in database and does not conduct field verification) 
 

S. 
No. Activities Time 

required 

Service Level 
(from date of 

service 
request) 

1.  Application received by CSC operator and 
forwarded to Patwari.  

1 day 1st Day 

2.  

Patwari visits to CSC and checks his online 
account & gets the hardcopy of the application 

 Patwari if satisfied with the attached 
application documents AND online 
database verification, submits the 
verification report and approves the 
application 

 5 day 6th Day 

3.  

Tehsildar Logs- in to the system and checks the 
application forwarded to him. 

 If satisfied with Patwari’s report AND details 
available in database, approves the service 
requests and issues Caste certificate using 
his digital signature and database is 
updated 

1 day 7th Day 

 
Case 2: (when Patwari is not satisfied with the enclosed documents and conducts 
field verification) 
 

S. 
No. Activities Time 

required 

Service Level ( 
from date of 

service 
request) 

1.  Application received by CSC operator and 
forwarded to Patwari.  

1 day 1st Day 

2.  

Patwari visits to CSC and checks his online account 
& gets the hardcopy of the application. If not 
satisfied with the attached application documents 
AND online database verification initiates for field 
verification 

5 day 6th Day 

3.  
Patwari submits field verification report AND 
provides his approval / disapproval online over e-
District Application 

5 day 11th Day 

4.  Tehsildar Logs- in to the system and checks the 
application forwarded to him. 1 day 12th Day 
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S. 
No. Activities Time 

required 

Service Level ( 
from date of 

service 
request) 

As per the Patwari’s report & details available in 
database, approves / rejects the service requests 

 If approves, issues the certificate using his 
digital Signature 

 If rejects, mentions the reason for rejection 
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4.1.9. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

4.1.10. Number of Digital Signatures required 
S.No Designation Details (Nos.) 

1. Tehsildar All 
2. Patwari None  

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 

Patwari checks the application online, 
verifies the details through physical records 
AND through database.  
If satisfied, approves the request after 
submitting verification report & updates 
database 
OR 
if unsatisfied, start the field verification 

Patwari 5 days Tehsildar 1 
day SDM 1 

day DM 2 
day 

2. 
Approval given by Tehsildar, if satisfied with 
Patwari’s report and  details available in 
database 

Tehsildar 1 day SDM 
1 
day DM 

2 
day - - 

3. 
Field verification and Updation of Database 
by Patwari 

Patwari 5  days Tehsildar 1 
day 

SDM 1 
day 

DM 2 
day 



4.1.11. Functional Requirement Specification  
 
Sr. Description 

1. 
The system should be able to display Application for Caste certificate related 

page through Service links 

2. The system should be able to identify user login into the system  

3. 

The system should be able to provide information to the Applicants about 

application for Caste Certificate both in public as well as restricted domain  

 Web access to information content in public domain 

 e-District application access to information content 

4. The System should enable receiving of applications.  

5. 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes.  

6. 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

7. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

8. 
The system should refresh the page in case of failure in submission of service 

request 

9. 
The System should be able to record the payment made by the applicant against 

the Application  

10. 
The System should be able to save the application data and route it to the Patwari 

/ Tehsildar of the Tehsil. 

11. 
The System should be able to notify the Patwari about the new application and 

date and time must be logged. 

12. 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

13. 
The system should allow Patwari to accept or reject any service request 

application 

14. 
The system should request the Tehsildar to compulsorily provide comments in 

case of rejection 

15. 
The System should allow the Patwari / Tehsildar to enter query parameters for the 

database and then display the results for the query. 

16. The System should log the Approval or Rejection and the date and time of the 
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Sr. Description 

action. 

17. 
The System should save digitally signed copy of the Caste certificate issued as a 

soft copy in a Database 

18. 
The System should be able to notify the Applicant and deliver the Caste certificate 

as per the Delivery Mechanism. 

19. The System should enable the Patwari to download the application details. 

20. 
The System should allow the Tehsildar to create or update the caste details in 

Database.  

21. 
The System should allow the Patwari to electronically forward the application to 

the Tehsildar  

22. 
The System should be able to detect changes in status and Applicant can access 

the same through e-district application 

23. 

The System should be able to escalate the application as per the Auto Escalation 

matrix defined in Auto Escalation Matrix table, by notifying the next level of 

authority and sending him a copy of the application. 

24. 
The Points in Process where status would be updated have been marked in the 

Caste Certificate Status process map. 

25. 
The System should be able to generate MIS reports as per the format specified in 

the table Monitoring Report. 

26. 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

27. 
Digital Signatures used must provide Time Stamping of the act of Digitally Signing 

a document as mandated by the IT Act 2000. 
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4.2. Character Certificate 
 
A. Character certificate - Tehsil area 
B. Character certificate - Thana area 
 

Select Prerequisites for the To Be Process  
 
 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications; forwarding the applications 

electronically over e-district application; forwarding the physical application & 

enclosed documents physically to Tehsil / Block Headquarters and providing the 

outcome of the services to the Citizen. 

 Sub-Divisional Magistrate / Block Development Officer would authorize one Center-

in-Charge for each CSC lying under his/ her jurisdiction. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and submit it to the District Magistrate office.    

 There would be a provision of setting up small e-district nodal office at each Tehsil / 

Block headquarters where all hardcopy applications coming through CSC’s would be 

collected. 

 e- District applications would only be collected at CSCs that are located at Patwari 

Chauki area. 

 Every 5th day, the Patwari would have to visit CSC (located at his Chauki area). 

There would be a time slot allotted at CSC for Patwari to update his work 

electronically over e-District Application. Patwari would also use the resources (only 

PC) at CSC to check the application and submit field verification report electronically 

over e-District application. 

 State government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Citizen. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for submitting the application electronically over 

software; printing acknowledgement slip; and finally printing and providing the 

certificate. The charges will be decided by State Government / District 

Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to Patwari, i.e. using their computer system etc.  
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 There will be a search facility available over portal for applicants to check the status 

of their service requests. 

 Affidavit requirement to be removed. Application forms available at CSC would cover 

this requirement – At the end of application form, pre-printed declaration text would 

be mentioned i.e. “I applying for xxxx service have produced all the information 

correct and to the best of my knowledge. I would be solely responsible in case of any 

discrepancy found in the attached documents and for the information provided in the 

application form and under such cases, District administration may take any 

corrective legal action as appropriate”.   

 SMS facility to be introduced. Once the application is submitted online over e-District 

Application, immediately an SMS will be sent to the concerned area Patwari for his 

action and an SMS would be sent to Applicant for his / her information. 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when satisfied submits it over the e-District 

Application. In case CSC operator posts incomplete / incorrect application, he would 

be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 Mandated acceptance of Digitally Signed certificates across various departments. 

 Availability of a public website, where authenticity of a printed copy of a Digitally 

Signed certificate can be established. 

 Mandatory entry into the Database before any certificate is issued.  

 
Value Addition to AS-IS  

 
The new To Be process provides many additional features such as:  
 
 Service delivery at village level: The citizens would be able to avail the service 

close to their homes and would not need to travel to Tehsil / Block office. This 

would reduce travel time, cost and effort. 

 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports. 



4.2.1. Process Map – Character certificate (Tehsil Area) 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

 Applicant may apply for Character certificate at the Common 

Service Centers by fulfilling the following conditions : 

a. Complete application form. 

b. Rs. 20 to be deposited (apart from CSC service fee) at 

CSC.  

Note: The requirement of challan of Rs.20 is removed 

and will be accommodated in the service request fee that 

applicant would submit at CSC. 

 Applicant 

Stage 1: 

2  Applicant visits the CSC to submit Character certificate request.  Applicant 

3 

CSC operator will provide application form to the Applicant. 

Alternatively applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator 

/  Applicant 

4 Applicant fills the application form and submits it to operator.  Applicant 

5 

Operator cross verifies the filled application form and informs the 

applicant to correct any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, 

including details on how to fill application form, documents 

required to be attached, signature of concerned authority on 

attached documents etc. The same checklist will also be 

available over e-District Application. It would be the responsibility 

of CSC operator to thoroughly scrutinize the application and if 

satisfied, post it over the e-District Application. In case CSC 

operator posts incomplete / incorrect application, he would be 

fined per application and the same amount would be deducted 

from his share.  

CSC Operator 

6 

Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits 

the application electronically. Applicant’s photograph is also 

captured through web camera and is attached in the application 

form. 

CSC Operator 
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7 

CSC operator will provide applicant an acknowledgement slip 

which will have a unique application registration number, 

application details in brief and expected date of delivery of the 

certificate.  

CSC Operator 

8 

Once the application is submitted over e-District Application, it 

will automatically route to  

o Concerned area Patti Patwari (if application belongs to 

Tehsil area)  

OR 

o Superintendent of Police (if application belongs to Thana 

area)  

 Copy of all Applications will be sent to District Magistrate’s 

account for his information. 

 If application belongs to Tehsil area, copy of it will also be 

sent to concerned Sub Divisional Magistrate’s account for his 

information.  

 Patwari will get an SMS alert with the following details: 

o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ 

unique number)  

o Date of application 

o Applicants name 

o Applicants address 

o Applicants mobile number / Any number provided by 

the applicant 

o CSC address 

o Expected date of delivery of certificate 

At the same time  Applicant would also get an SMS alert with the 

following details: 

o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ 

unique number)  

o Date of application 

e-District 

Application 

(eDA) 
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o Patwari’s name (if application is of Tehsil area) 

o Patwari’s mobile number (if application is of Tehsil 

area) 

o Expected date of delivery of certificate 

Stage 2: 

9 

On every 15th day, the center in charge of CSC would collect all 

the application forms from its center and get it submitted at 

District Magistrate Office.    

Center –In –

Charge 

Stage 3:  

10 
Patwari will visit to CSC (located at his chauki area) on every 5th 

day. 
Patwari 

11 
Patwari will log-In over e-district Application and will check the 

applications that are received in his inbox. 
Patwari 

12 
On the same day he gets the hardcopy of the application 

provided by CSC-In-Charge. 
Patwari 

13 

Patwari will check the physical application and will verify 

Applicants details in Crime register database.   

If applicant’s record is found and Patwari is satisfied, he rejects 

the request and updates decision over e-district Application. 

Patwari 

14 

 If applicant’s record is not found in Crime register 

database, he checks the manual crime register.  

 If applicant’s record is found in manual crime register – 

he rejects the application and updates the decision along 

with specifying reason for rejection over e-District 

application. 

 If applicant’s record is not found in manual crime register 

– he conducts field verification and submits verification 

report. 

Patwari 

15 

Once he submits, the application along with Patwari’s verification 

report is forwarded electronically over e-District Application to 

Nayab Tehsildar’s account for his approval / rejection (in case of 

non-satisfactory verification report submitted by Patwari). 

Note: Hardcopy of the application will not be forwarded to Nayab 

eDA 
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Tehsildar and he has to provide his approval / rejection based on 

the online Patwari’s verification report  

16 

Nayab Tehsildar will daily Log-in to e-District Application and 

check the service requests forwarded to him. Based on the 

verification report of Patwari, he approves / disapproves the 

service request and forwards his decision online to Sub 

Divisional Magistrate.  

Nayab 

Tehsildar 

17 

Sub Divisional Magistrate will daily Log-in to e-District Application 

and check the service requests forwarded to him by Nayab 

Tehsildar. 

Sub Divisional 

Magistrate 

18 

Sub Divisional Magistrate has an option to directly approve the 

service request on the basis of Patwari’s verification report & 

Nayab Tehsildar’s approval AND / OR by cross checking the 

applicant’s details in Crime register database or disapprove in 

case of non satisfaction. 

Sub Divisional 

Magistrate 

19 

If Sub Divisional Magistrate is satisfied, he approves the 

application electronically and forwards the same electronically to 

District Magistrate for final approval & issuance of certificate.  

Sub Divisional 

Magistrate 

20 

If Patwari has provided his dissatisfaction report, Sub Divisional 

Magistrate may reject the application along with mentioning 

reason for rejection. E-District Application forwards the decision 

to District Magistrate. 

Sub Divisional 

Magistrate 

21 

District Magistrate on each alternate day will Log-In to the 

system and check the applications forwarded to him by Sub 

Divisional Magistrate for his final approval and issuance of 

certificate. 

If District Magistrate is satisfied, he approves the application and 

posts his digital Signature on Character certificate pre printed 

format available over software and issues the certificate 

electronically.  District Magistrate updates character certificate 

database. 

In case, he is not satisfied he may reject the application along 

with specifying reason for rejection. 

District 

Magistrate 

22 
After submission, the application automatically gets routed to the 

concerned CSC. 
eDA 
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4.2.1.1. CRUD Matrix 

Designation Create Read Update Delete 

District Magistrate Y Y Y Y 
Sub Divisional Magistrate Y Y Y N 
Patwari Y Y Y N 
CSC Operator Y Y N N 
General Anonymous Access N N N N 

4.2.1.2. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

2 
Character 
Certificate 
Database 

This database will save all the application related information, 
Applicant’s character information and a copy of digitally signed 
certificate issued to the applicant. 

3 Crime register 
Database 

Details pertaining to any crime by any citizen can be retrieved 

4.2.1.3. Service Request Form for Character certificate  

Following table depicts an indicative Service Request Form.  
 
S.No Fields Description of the form 

1.  Name of Applicant 

2.  Sex 

3.  Date of Birth 

4.  Applicant’s age 

5.  Father’s / Husband’s name 

6.  Mother’s Name 

Character Certificate Status Tracking details 
Responsibility 
Centre 

1 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2 
Applicant will be notified whenever the application is approved 

and digitally signed certificate is ready. 
eDA 

3 Applicant will be notified if his application is rejected. eDA 

4 
Applicant will be notified if and when his application is 

forwarded for Physical verification 
eDA 
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S.No Fields Description of the form 

7.  Permanent Address : 

i. House no. 

ii. Area / Mohalla 

iii. Village 

iv. Block 

v. Patti 

vi. Tehsil 

vii. Thana 

viii. District 

8.  Temporary Address : 

i. House no. 

ii. Area / Mohalla 

iii. Village 

iv. Block 

v. Patti 

vi. Tehsil 

vii. Thana 

viii. District 

9.  Educational qualification 

10.  

Applicant current Occupation – 

1. Student 

2. Government Servant 

3. Business 

4. Others 

11.  Mobile No. 

12.  Reason for need of certificate: 

13.  Supporting Documents and their serial No. (E.g. Ration Card No.) 

14.  Applicant Signature 

15.  

Self Declaration by the Applicant (“I applying for xxxx service have produced all the 

information correct and to the best of my knowledge. I would be solely responsible 

in case of any discrepancy found in the attached documents and for the 
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S.No Fields Description of the form 

information provided in the application form and under such cases, District 

administration may take any corrective legal action as appropriate”. 

4.2.1.4. Verification report formats 

Patwari verification report format - 

4.2.1.5. Record view for Logged in User 

New Application view 
 
S.No Fields Description of the view 

1 Application Number 
2 Name of the Applicant 
3 Father’s / Husband’s Name 
4 Address 
5 Target Date of issue of certificate 
6 Patwari assigned 
7 Search box 

 

S.No Fields 

1.  Name of applicant 

2.  Applicant Father’s / Husband’s name 

3.  Applicant’s Permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

 Name of Thana 

 Name of District 

 4.  Following details have been found during verification 
 Applicant is domicile (Mool Niwasi) of Pauri, District (Y/N)  

 Character of Applicant found good (Y/N) 

 Criminal records/history/ objectionable article  not found against the 
applicant in revenue police record (Y/N) 

Final conclusion ___________________________ 
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4.2.1.6. Monitoring Report 

The following table specifies the fields required in the MIS Report 1 
 

S.No Name of Tehsil 
Number of 

Applications 
Received 

Number of 
Certificates 

Issued 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at 

CSC 

District 
Administration’s 

share 

CSC share 

        
 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name/ Designation 

of Officers 

Applications 
completed within 

defined SLAs 

Number of Application 
exceeding SLA 

Current owner of the application 
after escalation 

     
 
The following table specifies the fields required in the MIS Report 3 
 

S.No Name of the Tehsil 
No. of Application under 
the process of  Physical 

Verification 

Total number of application 
received 

%age of application under the 
process of  Physical 

Verification 
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4.2.1.7. Benchmarked Service Level  

The following table specifies the internal Activity-wise service levels: 

Case 1: When Applicant’s record is available in Crime register database / Manual crime register 

S. No. Activities Time required 
Service Level 
(from date of service 
request) 

1.  Application received by CSC operator and forwarded to Patwari.  1 day 1st Day 

2.  

Patwari visits the CSC and will check the physical application and verifies the 

Applicants details in Crime register database.   

 If applicant record is found and Patwari is satisfied, he rejects the request and 
updates decision over e-district Application. 

 If applicant’s record is not found in Crime register database, he checks the 

manual crime register. If applicant’s record is found in manual crime register 

– he rejects the application and updates the decision along with reason for 

rejection over e-District application. 

 5 day 6th Day 

3.  
Based on Patwari’s rejection, Nayab Tehsildar disapproves the application and 

forward decision to SDM 1 day 7th Day 

4.  
Based on Nayab Tehsildar’s rejection, SDM disapproves the application and forward 

decision to DM 1 day 8th Day 

5.  
Based on SDM rejection, DM rejects the application along with specifying reason for 

rejection. 1 day 9th Day 
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Case 2: When Applicant’s record is not available in Crime register database / Manual crime register and Patwari conducts field 
verification 

S. 
No. Activities Time 

required 

Service Level ( from 
date of service 
request) 

1 Application received by CSC operator and forwarded to Patwari  1 day 1st Day 

2 

Patwari visits the CSC and will check the physical application and verifies the Applicants details in 

Crime register database. If applicant’s record is not found in Crime register database and manual 

crime register – he initiates for field verification. 

5 day 6th Day 

3 Patwari submits field verification report over e- District application 5 day 11th Day 

4 
Nayab Tehsildar Logs- in to the system and approves / disapproves the online request based on 

Patwari’s report & forwards the decision to Sub Divisional Magistrate. 
1 day 12th Day 

5 

Sub Divisional Magistrate Logs- in to the system and checks the reports forwarded to him. 

If satisfied with the Patwari’s report and Nayab Tehsildar’s approval available over e-District 

application approves the service requests and forwards the service request to District Magistrate 

for final approval & issuance of certificate 

1 day 13th Day 

6 

District Magistrate Logs- in to the system and checks the application forwarded to him. 

As per Sub Divisional Magistrate’s report approves / rejects the service requests 

 If approves, issues the certificate using his Digital Signature and updates character 

certificate database. 

 If rejects, specifies the reason for rejection 

 2 day 15th Day 
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4.2.1.8. Auto Escalation Matrix  

The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 

Patwari checks the application online, If 
details are available in Crime register 
database or manual crime register, rejects 
the application  
OR 
if details are not available in Crime register / 
Manual crime register, starts field 
verification 

Patwari 5 days 
Sub 
Divisional 
Magistrate 

1 
day 

DM 
2 
day 

- - 

2. 
Approval given by  Nayab Tehsildar, if 
satisfied with Patwari’s report and 
forwarding the application to Sub Divisional 
Magistrate 

Nayab 
Tehsildar 1 day 

Sub 
Divisional 
Magistrate 

1 
day DM 

2 
day - - 

3. 

Approval given by  Sub Divisional 
Magistrate, if satisfied with Patwari’s report 
& Nayab Tehsildar’s approval and 
forwarding the application to District 
Magistrate 

Sub 
Divisional 
Magistrate 

1 day DM 
2 
day 

-  - - 

4. Field verification and Updation of Database 
by Patwari 

Patwari 5 days 
Sub 
Divisional 
Magistrate 

1 
day 

DM 
2 
day 

- - 

5. Issuance of certificate by  District DM 2 day - - - - - - 
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4.2.1.9. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
1. District Magistrate 1 

2. Sub Divisional Magistrate None 

3. Nayab Tehsildar None 

4. Patwari None 

Magistrate, if satisfied with Patwari’s  and 
Nayab Tehsildar’s report 



4.2.1.10. Functional Requirement Specification  

 
Sr. Description 

1. 
The system should be able to display Application for Character certificate 

related page through Service links 

2. 
The system should be able to identify user login into the system as defined by 

the login component 

3. 

The system should be able to provide information to the applicants about 

application for Character Certificate both in public as well as restricted domain 

as per the ‘Information component’ 

 Web access to information content in public domain 

 e-District application access to information content 

4. The System should enable receiving of the application.  

5. 

The System should generate a copy of filled Application form, so that if 

needed, concerned staff / officer may take the printout for field 

verification/other purposes. 

6. 
The System should generate a Unique Application Number and should be able 

to identify the applicant based on this Number. 

7. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

8. 
The system should refresh the page in case of failure in submission of service 

request 

9. 
The System should be able to record the payment made by the applicant 

against the Application  

10. 
The System should be able to save the application data and route it to the 

Patwari / Tehsildar of the Tehsil. 

11. 

The System should be able to notify the Patwari about the new application and 

the date and time must be logged. 

 through e-District application 
 through SMS 

12. 
The system should allow concerned officials to view the service request only 

on authenticated login as per login process. 

13. 
The system should allow Patwari to accept or reject any service request 

application 
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Sr. Description 

14. 
The system should request the District Magistrate to compulsorily provide 

comments in case of rejection 

15. 
The System should allow the DM to enter query parameters for the Database 

and then display the results for the query. 

16. 
The System should log the Approval or Rejection and the date and time of the 

action. 

17. 
The System should save the digitally signed copy of the Character certificate 

issued as a soft copy in a database 

18. 
The System should be able to notify the Applicant and deliver the Character 

certificate as per the Delivery Mechanism. 

19. The System should enable the Patwari to download the application details. 

20. 
The System should allow the Patwari to electronically forward the application to 

the Nayab Tehsildar  

21. 
The System should be able to detect changes in status and  Applicant can 

access the same through e-district application 

22. 

The System should be able to escalate the application as per the Auto 

Escalation matrix defined in Auto Escalation Matrix table, by notifying the next 

level of authority and sending him a copy of the application. 

23. 
The Points in Process where status would be updated have been marked in 

the Character Certificate Status process map. 

24. 
The System should be able to generate MIS reports as per the format specified 

in the table Monitoring Report. 

25. 

The e-District Application must support Digital Signatures of any of the 

Certifying Authorities registered under the Controller of Certifying Authorities, 

and must be modifiable as per the changes made by the respective Certifying 

Authorities on the structure of the Digital Signatures issued by them. 

26. 
The Digital Signatures used must provide the Time Stamping of the act of 

Digitally Signing a document as mandated by the IT Act 2000. 

 



4.2.2. Process Map – Character certificate (Thana Area) 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

 Applicant may apply for Character certificate at the Common 

Service Centers by fulfilling the following conditions : 

a. Complete application form. 

b. Rs. 20 to be deposited (apart from CSC service fee) at 

CSC.  

Note: The requirement of challan of Rs.20 is removed 

and will be accommodated in the service request fee that 

applicant would submit at CSC. 

 Applicant 

Stage 1: 

2  Applicant visits the CSC to submit Character certificate request.  Applicant 

3 

CSC operator will provide application form to the Applicant. 

Alternatively applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator 

/  Applicant 

4 Applicant fills the application form and submits it to operator.  Applicant 

5 

Operator cross verifies the filled application form and informs the 

applicant to correct any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, 

including details on how to fill application form, documents 

required to be attached, signature of concerned authority on 

attached documents etc. The same checklist will also be 

available over e-District Application. It would be the responsibility 

of CSC operator to thoroughly scrutinize the application and if 

satisfied, post it over the e-District Application. In case CSC 

operator posts incomplete / incorrect application, he would be 

fined per application and the same amount would be deducted 

from his share.  

CSC Operator 

6 

Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits 

the application electronically. Applicant’s photograph is also 

captured through web camera and is attached in the application 

form. 

CSC Operator 
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CSC operator will provide applicant an acknowledgement slip 

which will have a unique application registration number, 

application details in brief and expected date of delivery of the 

certificate.  

CSC Operator 

7 

Once the application is submitted over e-District Application, it 

will automatically route to  

o Concerned area Patti Patwari (if application belongs to 

Tehsil area)  

OR 

o Superintendent of Police (if application belongs to Thana 

area)  

 Copy of all Applications will be sent to District Magistrate’s 

account for his information. 

 If application belongs to Tehsil area, copy of it will also be 

sent to concerned Sub Divisional Magistrate’s account for his 

information.  

 Patwari will get an SMS alert with the following details: 

o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ 

unique number)  

o Date of application 

o Applicants name 

o Applicants address 

o Applicants mobile number / Any number provided by 

the applicant 

o CSC address 

o Expected date of delivery of certificate 

At the same time  Applicant would also get an SMS alert with the 

following details: 

o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ 

unique number)  

o Date of application 

e-District 

Application 

(eDA) 
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o Patwari’s name (if application is of Tehsil area) 

o Patwari’s mobile number (if application is of Tehsil 

area) 

o Expected date of delivery of certificate 

Stage 2: 

8 

On every 15th day, the center in charge of CSC would collect all 

the application forms from its center and get it submitted at 

District Magistrate Office.    

Center –In –

Charge 

Stage 3:  

9 

Superintendent of Police will daily Log-In over e-District 

Application and will check the applications received in inbox.  

He verifies the applicant’s detail in Crime register database. If 

applicant’s details are available, he rejects the application by 

specifying reason for rejection over e-District application. 

Superintendent 

of Police 

10 

If applicant’s details are not available in Crime register database, 

he marks the applications electronically to following three officers 

/ staff- 

a. Concern thana Station House Officer (SHO) / Station 

Officer (SO)  

b. Inspector  Local Intelligence Unit (LIU) – Pauri 

c. Officer, Sub-unit  Local Intelligence Unit (LIU)  

for scrutinizing Applicant’s record in crime register or to do field 

verification (as appropriate) 

Superintendent 

of Police 

11 

SHO / SO, Inspector LIU and Officer – Sub unit Local 

Intelligence Unit (LIU) will Log-in to the system and check the 

applications marked to him. 

SHO / SO, 

Inspector LIU, 

Sub-unit LIU  

12 

SHO / SO will check the manual crime register. If details not 

available in crime register he does the field verification, prepares 

verification report and submits it online to Superintendent of 

Police. 

SHO / SO 

13 

Officer, Sub-unit Local Intelligence Unit (LIU) will have to visit the 

thana (under his area) on every 3rd day to use the IT resources 

(computer / Internet) to access the online applications. 

Officer, Sub-unit Local Intelligence Unit (LIU) will Log-in to the 

Officer – Sub 

unit LIU 
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system and check the applications marked to him. He checks the 

applicant’s details in manual Crime register. If details are not 

available in manual crime register he does the field verification, 

prepares the report and forwards it electronically to Inspector 

LIU- Pauri.  

14 

Inspector LIU- Pauri will also check applicant’s details in his 

records. He on the basis of his records and report forwarded by 

Officer-Sub unit Local Intelligence Unit (LIU) consolidate and 

prepare the final report and forward it online to Superintendent of 

Police.  

Inspector LIU 

15 

Superintendent of Police will Log – In to e-District Application and 

would check the verification reports forwarded to him. Based on 

the verification report from SHO / SO & Inspector LIU - Pauri, he 

will prepare a consolidated report and submit it over e-district 

Application.  

Superintendent 

of Police 

16 
Once submitted, the application along with SP’s verification 

report will be routed to District Magistrate’s account. 
eDA 

17 

District Magistrate on each alternate day will Log-In to the 

system and check the applications forwarded to him. 

On the basis of verification report by SP, DM approves / 

disapproves the application. 

If approves, he posts his digital signature on Character certificate 

pre printed format available over software and issues the 

certificate electronically. 

If disapproves, he rejects the application along with specifying 

reason for rejection. 

District 

Magistrate 

18 
After submission, the application automatically gets routed to  the 

concerned CSC. 
eDA 

Stage 4: 

19 

Applicant visits the CSC after stipulated service level as 

mentioned in the acknowledgement slip and produces the slip to 

CSC operator. 

 Applicant 

20 

CSC operator Logs-in over e- District Application and retrieves 

the output of the service request i.e. either the reason for 

rejection or approved service request. 

CSC Operator 
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4.2.2.1. CRUD Matrix 

Designation Create Read Update Delete 

District Magistrate Y Y Y Y 
Superintendent of Police Y Y Y N 
SHO / SO / Inspector LIU / Officer –
Sub Unit LIU N Y Y N 

CSC Operator Y Y N N 
General Anonymous Access N N N N 

4.2.2.2. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

2 
Character 
Certificate 
Database 

This database will save all the application related information, 
Applicant’s character information and a copy of digitally signed 
certificate issued to the applicant. 

3 Crime register 
Database 

Details pertaining to any crime by any citizen can be retrieved 

4.2.2.3. Service Request Form for Character certificate  

Following table depicts an indicative Service Request Form.  
 
S.No Fields Description of the form 

  1 Name of Applicant 

2 Sex 

3 Date of Birth 

21 

If service request is approved, CSC operator prints the 

certificate, signs and stamps over the printed certificate and 

hands over certificate to the applicant. 

CSC Operator 

Character Certificate Status Tracking details 
Responsibility 
Centre 

1 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2 
Applicant will be notified whenever the application is approved 

and digitally signed certificate is ready. 
eDA 

3 Applicant will be notified if his application is rejected. eDA 

4 
Applicant will be notified if and when his application is 

forwarded for Physical verification 
eDA 
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S.No Fields Description of the form 

4 Applicant’s age 

5 Father’s / Husband’s name 

6 Mother’s Name 

7 Permanent Address : 

i. House no. 

ii. Area / Mohalla 

iii. Village 

iv. Block 

v. Patti 

vi. Tehsil 

vii. Thana 

viii. District 

8 Temporary Address : 

i. House no. 

ii. Area / Mohalla 

iii. Village 

iv. Block 

v. Patti 

vi. Tehsil 

vii. Thana 

viii. District 

9 Educational qualification 

10 

Applicant current Occupation – 

5. Student 

6. Government Servant 

7. Business 

8. Others 

11 Mobile No. 

12 Reason for need of certificate: 

13 Supporting Documents and their serial No. (E.g. Ration Card No.) 

14 Applicant Signature 
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S.No Fields Description of the form 

15 

Self Declaration by the Applicant (“I applying for xxxx service have produced all the 

information correct and to the best of my knowledge. I would be solely responsible 

in case of any discrepancy found in the attached documents and for the 

information provided in the application form and under such cases, District 

administration may take any corrective legal action as appropriate”. 

4.2.2.4. Verification report formats 

A. SHO / SO verification report format 

S.No Field Description 

1.  Applicant’s name 

2.  Father’s/Husband’s name 

3.  Applicant’s permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

 Name of Thana 

 Name of District 

4.  Following details have been found:- 

 Applicant is domicile(Mool Niwasi) of district , Pauri (Y/N) 

 No objectionable /noticeable activity found against applicant (Y/N) 

 Applicant’s character (Satisfactory / Not satisfactory) 

5.  Overall Conclusion 

                                                                                           

B. Inspector LIU verification report format 
 
S.No Field Description 

1.  Applicant’s name  

2.  Father’s/Husband’s name 
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3.  

Applicant’s permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

 Name of Thana 

 Name of District 

4.  Name of Inspection officer 

5.  

As per the Inspection officer……………… of LIU office, Pauri following details 

have been found:- 

 Applicant is domicile(Mool Niwasi) of district , Pauri, Uttarakhand (Y/N) 

 He is the resident of above mentioned address (Y/N) 

 No objectionable /noticeable activity found against applicant on the 

above mentioned address(Y/N) 

 Applicant’s character (Satisfactory / Not satisfactory) 

6.  Overall Conclusion 

                                                                   
Name of Inspection officer (Nirikshak) - LIU, Pauri_____________________________ 

C. Officer - LIU SUB UNIT verification report format 

S.No Field Description 

1.  Applicant’s name 

2.  Father’s/Husband’s full name 

3.  

Applicant’s permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

 Name of Post 

 Name of Thana 
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S.No Field Description 

 Name of District 

 Duration of stay  -  From date_______  To date________  

4.  

Applicant’s current address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

 Name of Post 

 Name of Thana 

 Name of District 

 Duration of stay   -  From date________  To date_______ 

5.  Date of Birth 

6.  Age 

7.  Educational qualification 

8.  Caste 

9.  Occupation 

10.  Whether applicant is living on above mentioned address 

11.  If Applicant is not residing in the above mentioned address  

12.  

Name and address of : 
Father –  
Mother -  
Brother - 
Sister - 
Wife - 
Son - 
Daughter - 
Father-in-law 
Mother-in-law 
Brother-in-law 
Sister-in-law 

13.  Description of activities of Local relatives 

14.  Details of verification of educational certificates  

15.  According to LIU/Thana/Revenue police records, applicant criminal/political 
activity:-   
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S.No Field Description 

16.  Overall Conclusion 

  
Name and Post of Inspection Officer_______________________________ 

D. Superintendent of Police verification report format 

 
Name of Superintendent of Police: ______________ Date:  ________________ 

S.No Fields 

1.  Name of applicant 

2.  Applicant’s Father / Husband name 

3.  

Applicant’s Permanent address 
i. House no 

ii. Area / Mohalla 

iii. Village 

iv. Block 

v. Patti 

vi. Tehsil 

4.  

This is to inform that verification of the applicant ……………………….. has 
been conducted by the thana …………….. of district Pauri and based on the  
report following details have been found:- 

 Criminal records/history found in the Crime register (Y/N) 

 Character of good (Y/N) 

 Applicant is domicile (Mool Niwasi) of above mentioned address (Y/N)  

 Applicant has no relation with any Political party (Y/N) 

As per report by Local Intelligence unit –Pauri, following details have been 
found: 

 Criminal records/history not found against the applicant (Y/N) 

 No objectionable statement found in the secret political records against 
the applicant.(Y/N) 

5.  Overall Conclusion 
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4.2.2.5. Monitoring Report 

The following table specifies the fields required in the MIS Report 1 
 

S.No Name of Thana 
Number of 

Applications 
Received 

Number of 
Certificates 

Issued 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at 

CSC 

District 
Administration’s 

share 

CSC share 

        

 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name/ Designation 

of Officer s 

Applications 
completed within 

defined SLAs 

Number of Application 
exceeding SLA 

Current owner of the application 
after escalation 

     
 
The following table specifies the fields required in the MIS Report 3 
 

S.No Name of the Thana 
No. of Application under 
the process of  Physical 

Verification 

Total number of application 
received 

%age of application under the 
process of  Physical 

Verification 
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4.2.2.6. Benchmarked Service Level  

The following table specifies the internal Activity-wise service levels: 

 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1.  Application received at CSC and forwarded to Superintendant of Police 1 1st Day 

2.  

 Superintendent of Police will daily Log-In over e-District Application and will 

check the applications received in inbox. He verifies the applicant’s detail 

in Crime register database. If applicant’s details are available, he rejects 

the application along with specifying reason for rejection over e-District 

application. 

 If applicant’s details are not available in crime register database, 

Superintendant of Police forwards the applications to SHO / SO, Inspector 

LIU and Officer –Sub unit LIU   

1 2nd Day 

3.  

SHO / SO, Inspector LIU and Officer Sub-unit LIU Log-In to his account and 

checks the application 

 SHO / SO checks the manual crime register and if required conducts the 

field verification and submits the verification report online to 

Superintendant of Police 

 Inspector LIU will check his record and prepare the verification report 

 6 day 8th Day 
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S. No. Activities Time required 
Service Level 

(from date of service 
request) 

 Officer, Sub-Unit LIU checks the manual crime register and if required 

conducts the field verification and submit the verification report to Inspector 

LIU 

 On receiving the online report from Officer - Sub Unit LIU, Inspector LIU 

will prepare the consolidated report and send it electronically to 

Superintendant of Police.  

4.  

Superintendant of Police Logs- in to the system and checks the application 

forwarded to him. 

 Based on the verification reports of SHO / SO and Inspector LIU, S.P 

prepares the consolidated verification report and forwards it electronically 

over e-District Application to District Magistrate for final approval and 

issuance of Certificate 

1 Day 9th Day 

5.  

District Magistrate Logs- in to the system and checks the application forwarded to 

him. As per the Superintendant of Police’s report approves / rejects the service 

requests 

 If approves, issues the certificate using his Digital Signature 

 If rejects, specifies the reason for rejection and updates database 

 2 day 11th Day 
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4.2.2.7. Auto Escalation Matrix  

The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 
SHO / SO checks the application 
online, prepares & forwards the 
verification report to Superintendent of 
Police 

SHO / SO 6 days 
Superintendent 
of Police 

1 
day - - - - 

2. 

 Preparation of verification report 
Officer, Sub-unit LIU and forward it 
to Inspector LIU-Pauri 

 Inspector LIU-Pauri prepares the 
consolidated report and sends it to 
Superintendent of Police 

Officer, Sub-
unit LIU/ 
Inspector LIU 

6 days 
Superintendent 
of Police 

1 
day 

- - - - 

3. 
Preparation of consolidate report by   
Superintendent of Police and 
forwarding it to District Magistrate 

Superintendent 
of Police 

1 day DM 2 
day 

- - - - 

4. Issuance of certificate and database 
update 

District 
Magistrate 2 day - - - - - - 



4.2.2.8. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
1 District Magistrate 1 

2 Superintendent of Police None 

3 SHO / SO / LIU None 

4.2.2.9. Functional Requirement Specification  

Sr. Description 

1 
The system should be able to display Application for Character certificate 

related page through Service links 

2 
The system should be able to identify user login into the system as defined by 

the login component 

3 

The system should be able to provide information to the applicants about 

application for Character Certificate both in public as well as restricted domain 

as per the ‘Information component’ 

 Web access to information content in public domain 

 e-District application access to information content 

4 The System should enable receiving of the application.  

5 

The System should generate a copy of filled Application form, so that if 

needed, concerned staff / officer may take the printout for field 

verification/other purposes. 

6 
The System should generate a Unique Application Number and should be able 

to identify the applicant based on this Number. 

7 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

8 
The system should refresh the page in case of failure in submission of service 

request 

9 
The System should be able to record the payment made by the applicant 

against the Application  

10 
The System should be able to save the application data and route it to the 

Patwari / Tehsildar of the Tehsil. 

11 
The System should be able to notify the S.P about the new application and the 

date and time must be logged. 
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Sr. Description 

12 
The system should allow concerned officials to view the service request only 

on authenticated login as per login process. 

13 
The system should allow S.P to accept or reject any service request 

application 

14 
The system should request the District Magistrate to compulsorily provide 

comments in case of rejection 

15 
The System should allow the DM / S.P to enter query parameters for the 

Database and then display the results for the query. 

16 
The System should log the Approval or Rejection and the date and time of the 

action. 

17 
The System should save the digitally signed copy of the Character certificate 

issued as a soft copy in a database 

18 
The System should be able to notify the Applicant and deliver the Character 

certificate as per the Delivery Mechanism. 

19 
The System should enable the SHO /SO / Inspector LIU / Officer Sub unit LIU  

to download the application details. 

20 
The System should allow the S.P to electronically forward the application to the 

DM  

21 
The System should be able to detect changes in status and  Applicant can 

access the same through e-district application 

22 

The System should be able to escalate the application as per the Auto 

Escalation matrix defined in Auto Escalation Matrix table, by notifying the next 

level of authority and sending him a copy of the application. 

23 
The Points in Process where status would be updated have been marked in 

the Character Certificate Status process map. 

24 
The System should be able to generate MIS reports as per the format specified 

in the table Monitoring Report. 

25 

The e-District Application must support Digital Signatures of any of the 

Certifying Authorities registered under the Controller of Certifying Authorities, 

and must be modifiable as per the changes made by the respective Certifying 

Authorities on the structure of the Digital Signatures issued by them. 

26 
The Digital Signatures used must provide the Time Stamping of the act of 

Digitally Signing a document as mandated by the IT Act 2000. 
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4.3. Domicile Certificate 
 

Select Prerequisites for the To Be Process  
 
 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications, forwarding the applications 

electronically over e-district application, forwarding the physical application & 

enclosed documents physically to Tehsil / Block Headquarters and providing the 

outcome of the services to the Citizen. 

 Sub Divisional Magistrate / Block development Officer would authorize one Center-

in-Charge for each CSC lying under his/ her jurisdiction. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and submit it to the concerned Tehsil / Block 

headquarters.    

 There would be a provision of setting up small e-district nodal office at each Tehsil / 

Block headquarters where all hardcopy applications coming through CSC’s would be 

collected. 

 e- District applications would only be collected at CSCs that are located at Patwari 

Chauki area. 

 Patwari’s would have to visit every 5th day to CSC (located at his Chauki area). 

There would be a time slot allotted at CSC for Patwari to update his work 

electronically over e-District Application. Patwari would also use the resources (only 

PC) at CSC to check the application and submit the field verification report 

electronically over e-District application. 

 State Government to provision Revenue Sharing Model between CSC and District 

Administration for the service charges that would be collected by the CSC’s from 

Citizen. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software, printing acknowledgement slip and finally printing and providing the 

certificate. The charges will be decided by State Government / District 

Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to Patwari are, i.e. using their computer system etc.  

 There will be a search facility available over portal for applicants to check the status 

of their service requests. 
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 Affidavit requirement to be removed. Application form available at CSC would cover 

this requirement – At the end of application form, a pre-printed declaration text would 

be mentioned i.e. “I applying for xxxx service have produced all the information 

correct and to the best of my knowledge. I would be solely responsible in case of any 

discrepancy found in the attached documents and for the information provided in the 

application form and under such cases, District administration may take any 

corrective legal action as appropriate”.   

 SMS facility to be introduced. Once the application is submitted online over e-District 

Application, immediately an SMS will be sent to concerned area Patwari for his 

action and a SMS would be sent to the Citizen for his / her information. 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when he satisfied, post it over the e-District 

Application. In case CSC operator posts incomplete / incorrect application, he would 

be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 Mandated acceptance of Digitally Signed certificates across various departments. 

 Availability of a public website, where authenticity of a printed copy of a Digitally 

Signed certificate can be established. 

 Mandatory entry into the Database before any certificate is issued.  

 

Value Addition to AS-IS  
 
The new To Be process provides many additional features such as:  

 

 Service delivery at village level: The citizens would be able to avail the service 

close to their homes and would not need to travel to Tehsil / Block office. This 

would reduce travel time, cost and effort. 
 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports.



4.3.1. Process Map 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply for Domicile certificate at the Common 

Service Centers by fulfilling the following conditions : 
a. Complete application form. 
b. Supporting  documents required for applying for Domicile 

certificate (MOOL NIWAS): 

 Parivar Register Copy 

 Copy of Khatauni OR Kisan bahi 

 High school certificate – to verify Date of Birth (Not 

mandatory if applicant is illiterate) 

 Copy of Ration card 
c. Supporting  documents required for applying for Domicile 

certificate(STHAYI NIWAS): 

 Domicile Certificate (Mool Niwas certificate)  
          OR 

 Copy of Electricity / Water / Telephone bill of last 15 

years OR 

 Employer certificate of Registered firm (certifying that 

Applicant is working in the firm / department since last 

15 years and his / her job is non- transferable outside 

the state) OR  

 Parivar Register Copy / Copy of Ration card OR 

 Certificate from Ward Member and Executive Officer ( 

If Applicant is residing in Urban area) 

 Affidavit stating that Applicant has not taken any 

Sthayai Niwas certificate from any other district or 

tehsil. Cumpulsary  

Applicant 

Stage 1: 

2 
Applicant visits the CSC to submit the Domicile Certificate 

request. 
Applicant 
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3 

CSC operator will provide the application form to Applicant. 

Alternatively applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator 

/ Applicant 

4 
Applicant fills the form and attaches the required necessary 

documents / proofs and submits it to the operator. 
Applicant 

5 

Operator cross verifies the filled application form and informs the 

applicant to correct any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, 

including details on how to fill application form, documents 

required to be attached, signature of concerned authority on 

attached documents etc. The same checklist will also be 

available over e-District Application. It would be the responsibility 

of CSC operator to thoroughly scrutinize the application and the 

attached documents, and if satisfied, post it over the e-District 

Application. In case CSC operator posts incomplete / incorrect 

application, he would be fined per application and the same 

amount would be deducted from his share.  

CSC Operator 

6 

Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits 

the application electronically. The supporting documents are 

scanned and attached with the application over the software. 

CSC Operator 

7 

CSC operator will provide the applicant an acknowledgement slip 

which will have a unique application registration number, 

application details in brief and expected date of delivery of the 

certificate.  

CSC Operator 

8 

Once the application is posted over e-District Application, it would 

automatically route to concern area (Patti) Patwari’s account and 

a copy of application will be sent to Sub Divisional Magistrate for 

his /her information and simultaneously concerned Patwari would 

get an SMS alert with the following details: 
o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ unique 

number)  
o Date of application 
o Applicants name 

e-District 

Application 
(eDA) 
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o Applicants address 
o Applicants mobile number / Any number provided by 

the applicant 
o CSC address 
o Expected date of delivery of certificate 

At the same time Applicant would also get the SMS alert with the 

following details: 
o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ unique 

number)  
o Date of application 
o Patwari’s name 
o Patwari’s mobile number  
o Expected date of delivery of certificate 

Stage 2: 

9 

On the 15th day of each month, the center in charge of CSC 

would collect all the application forms from its center and submit it 

to the concerned Tehsil headquarters.    

Center –In –

Charge 

Stage 3: 

10 
Patwari would visit the CSC (located at his Chauki area) on every 

5th day. 
Patwari 

11 
Patwari will log-In over e-district Application and will check the 

applications that are received under his inbox. 
Patwari 

12 
On the same day and time, he gets the hardcopy of the 

applications provided by CSC-In-Charge. 
Patwari 

13 

Patwari will check the physical application and attached 

documents  and has to cross check the applicant’s details in 

Domicile certificate database AND / OR in Pariwar register 

database 

Patwari 

14 

If he is satisfied with the physical documents AND the details 

available in the database, on the same day provides his 

acceptance by entering and submitting the details in the 

verification report online  and simultaneously updating Domicile 

certificate database over the e-district Application. 

Patwari 

15 If he is unsatisfied, he conducts the field verification and then Patwari 
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would submit the verification report accordingly. 
He has to mandatorily update the Domicile certificate database. 

16 

Once he submits the verification report, the application along with 

patwari’s verification report is forwarded electronically over e-

District Application to  Sub Divisional Magistrate’s  account for his 

final approval / rejection (in case of non-satisfaction verification 

report submitted by Patwari). 
Note: Hardcopy of the application along with attached documents 

would not be forwarded to SDM and he has to provide his 

approval / rejection based on the online Patwari’s verification 

report AND through database. 

eDA 

Stage 4: 

17 
Sub Divisional Magistrate will daily Log-in to e-District Application 

and check the service requests forwarded to him. 
Sub Divisional 

Magistrate 

18 

SDM will provide : 

 His approval, if Patwari has provided satisfaction report 

and details are available in Domicile certificate database 
OR 

 His disapproval, if Patwari has provided dissatisfaction 

report and details are not available in Domicile certificate 

database 

Sub Divisional 

Magistrate 

19 

If Sub Divisional Magistrate is satisfied, he approves the 

application and posts his Digital Signature on Domicile certificate 

pre printed format available over software and issues the 

certificate electronically. 

Sub Divisional 

Magistrate 

20 

If Patwari has provided his dissatisfaction report, Sub Divisional 

Magistrate may reject the application along with mentioning 

reason for rejection. E-District Application forwards the decision 

to CSC operator. 

Sub Divisional 

Magistrate 

21 
After submission, the application automatically gets routed to the 

concerned CSC.  
eDA 

Stage 5: 

22 
Applicant visits to CSC after stipulated service level as mentioned 

in the acknowledgement slip and produces the slip to CSC 
Applicant 
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4.3.2. CRUD Matrix 
Designation Create Read Update Delete 
Sub Divisional Magistrate Y Y Y Y 
Patwari Y Y Y N 
CSC Operator Y Y N N 
General Anonymous Access N Y N N 

4.3.3. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

2 
Domicile 
Certificate 
Database 

This database will save all the application related information, 
Applicant’s domicile information and a copy of Digitally signed 
certificate issued to Applicant. 

 

operator. 

23 

CSC operator Logs-in over e- District Application and retrieves 

the output of the service request i.e. either the reason for 

rejection or approved service request. 
CSC Operator 

24 

If service request is approved, CSC operator prints the certificate, 

signs and stamps over the printed certificate and hands over the 

certificate to the applicant. 
CSC Operator 

Caste Certificate Status Tracking details 
Responsibility 

Centre 

1 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2 
Applicant will be notified whenever the application is approved 

and digitally signed certificate is ready. 
eDA 

3 Applicant will be notified if his application is rejected. eDA 

4 
Applicant will be notified if and when his application is 

forwarded for Physical verification 
eDA 
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4.3.4. Service Request Form for Domicile certificate  

A. Service request form for Mool Niwas certificate 
Following table depicts an indicative Service Request Form.  
 
S.No Fields Description of the form 

1 Name of Applicant 
2 Sex 
3 Date of Birth 
4 Place of Birth 
5 Applicant’s place of Education 
6 District 
7 Tehsil 
8 Block 
9 Patti 
10 Village 
11 Father’s Name 
12 Mother’s Name 
13 Mobile No. 
14 Reason for need of certificate: 
15 Supporting Documents and their serial No. (E.g. Ration Card No.) 
16 Applicant Signature 

17 

Self Declaration by the applicant (“I applying for xxxx service have produced all the 
information correct and to the best of my knowledge. I would be solely responsible 
in case of any discrepancy found in the attached documents and for the information 
provided in the application form and under such cases, District administration may 
take any corrective legal action as appropriate”. 

B. Service request form for Sthayi Niwas certificate 
 
S.No Fields Description of the form 

1. Name of applicant 

2. Sex 

3. Applicant’s Date of birth 

4. Applicant’s Place of birth 

5. Applicant’s Father ‘s name 

6. Applicant Father’s place of birth 

7. If applicant’s father place of birth is different from Uttarakhand, then since how many 

years he is residing in Uttarakhand.  
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S.No Fields Description of the form 
8. Applicant’s permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

 Name of District 

9. Applicant’s educational details from 10th onwards in chronological order:  
Standard , Name of college / university/ institute, District name, Year of passing 

10. Does Applicant’s Father/Mother/Grandfather/ have their parental  properties here 

(Y/N)- 
If yes, then where and since when: 
In yes, then details of property should be mentioned : 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

 Brief Description of Property 

 Any other details 

11. Whether Applicants’ father / mother earn their livelihood from their native village?  

(Yes / No) 
If No, then from where do they earn their livelihood and since when (Give description 

of their business) 

12. Is Applicant’s  Father/ Mother is a government servant (Y/N),  
If yes, then give description of department / district and the post which he/she holds : 

 In which Department 

 Post 

 District 

13. Reason for need of certificate: 

14. Supporting Documents and their serial No. (E.g. Ration Card No.) 

15. Applicant’s signature 
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S.No Fields Description of the form 
16.  Self Declaration by the applicant (“I applying for xxxx service have produced all 

the information correct and to the best of my knowledge. I would be solely 

responsible in case of any discrepancy found in the attached documents and for 

the information provided in the application form and under such cases, District 

administration may take any corrective legal action as appropriate”.   

 Self Declaration by the Candidate (I have not taken any Sthayai Niwas certificate 

from any other state other than Uttrakhand for any reason.  

4.3.5. Patwari’s verification report format 

A. Patwari verification report format for Mool Niwas 

S.No Fields 

5.  Name of applicant 
6.  Sex 
7.  Applicant’s Date of birth 
8.  Applicant’s Place of birth 
9.  Applicant’s Father  name 

10.  Applicant’s Mother name 
11.  Applicant’s Father’s birth place 

12.  

Applicant’s permanent address 
 House number 
 Name of Area / Mohalla  
 Name of Village 
 Name of Patti 
 Name of Tehsil 
 Name of District 

13.  
Applicant place of education 

 SSC 
 HSC 
 Any other detail 

14.  

Applicant’s present living address 
 House number 
 Name of Area / Mohalla  
 Name of Village 
 Name of Patti 
 Name of Tehsil 
 Name of District 
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Name of Patwari: ______________ Date:  ________________ 

15.  

Whether Applicant’s  Father/Mother/Grandfather/Grand grandfather is 
permanent resident (Mool niwasi) of Pauri District (Y/N)- 
If No:  
 Name of Previous District where they lived.    

16.  

Whether Applicant’s Father/Mother/Grandfather/Grand grandfather has their 
native properties (Y/N)- 
 If  Yes, then details of village where it is located & since when and source to 

get that 

 
17.  Details of applicant’s Father / Mother property at  present time  

18.  Whether applicant’s father / mother earn their livelihood at their native village 

19.  

Whether Applicant’s father/ mother are in Government service? 
If yes, 
 Then whether they are posted in Pauri or any Hilly area 

 Name of Department 

20.  

Whether Applicant’s father / mother had came here from any other district for 
service / business or any other purpose? 
If yes, then: 
 Name of the district from where they had came: 

 Years / Months since they are living here 

21.  

Whether Applicant is domicile of any other district (Y/N)? 
 
If yes, then: 
 Whether he/she has cancelled / left their previous domicile (For this attach 

cancellation certificate from previous district) 

22.  Reason for need of certificate 

23.  Copy of Birth / Death registration book (it should be issued by Gram Pradhan 
and certified by Gram panchayat vikas adhikari) 

24.  Supporting Documents and their serial No. (E.g. Ration Card No.) 

25.  Remarks (if any) 

26.  Overall conclusion 
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B. Patwari verification report format for Sthayi Niwas 

4.3.6. Record view for Logged in User 

New Application view 
 
S.No Fields Description of the view 

1 Application Number 
2 Name of the Applicant 
3 Father’s / Husband’s Name 
4 Address 
5 Target Date of issue of certificate 

S.No Fields 

1.  Name of applicant 
2.  Sex 
3.  Applicant’s Date of birth 
4.  Applicant’s Place of birth 
5.  Applicant’s Father / Mother / Husband  name 
6.  Applicant’s Father’s birth place 

7.  

Applicant’s permanent address 
 House number 
 Name of Area / Mohalla  
 Name of Village 
 Name of Patti 
 Name of Tehsil 
 Name of District 

8.  

Applicant’s present living address (since last 15 years) 
 House number 
 Name of Area / Mohalla  
 Name of Village 
 Name of Patti 
 Name of Tehsil 
 Name of District 

9.  

Whether Applicant is domicile of any other district (Y/N)? 
 
If yes, then: 
 Whether he/she has cancelled / left their previous domicile (For this attach 

cancellation certificate from previous district) 

10.  Reason for need of certificate 

11.  Remarks (if any) 

12.  Overall conclusion 



 

 144

S.No Fields Description of the view 
6 Patwari assigned 
7 Search box 
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4.3.7. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 
 

S.No Name of Tehsil 
Number of 

Applications 
Received 

Number of 
Certificates 

Issued 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at 

CSC 

District 
Administration’s 

share 

CSC share 

        
 
The following table specifies the fields required in the MIS Report 2  
 

S.No Name/ Designation 
of Officer 

Applications completed 
within defined SLAs 

Number of Application 
exceeding SLAs 

Current owner of the application 
after escalation 

     
 

The following table specifies the fields required in the MIS Report 3 
 

   S.No Name of the Tehsil 
No. of Application under 
the process of  Physical 

Verification 

Total number of application 
received 

%age of application under the 
process of  Physical 

Verification 
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4.3.8. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 
Case 1: (when Patwari is satisfied with enclosed documents & details available in database and does not conducts field verification) 
 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1.  Application received by CSC operator and forwarded to Patwari  1 day 1st Day 

2.  

Patwari visits to CSC and checks his online account & receives the hardcopy of 
the application 

 Patwari, if satisfied with the attached application documents AND online 
database verification, submits the verification report and approves the 
application 

5 day 6th Day 

3.  

Sub Divisional Magistrate Logs- in to the system and checks the application 
forwarded to him. 

 If satisfied with the Patwari’s report available over e-District application 
AND details available in database, approves the service requests and 
issues Domicile certificate using his Digital signature and updates 
database 

1 day 7th Day 

 
Case 2: (when Patwari is not satisfied with the enclosed documents and conducts field verification) 
 

S. 
No. Activities Time 

required 
Service Level ( from 
date of service 
request) 

      1 Application received by CSC operator and forwarded to Patwari  1 day 1st Day 
2 Patwari visits to CSC and checks his online account & receives the hardcopy of the application 5 day 6th Day 
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S. 
No. Activities Time 

required 
Service Level ( from 
date of service 
request) 

3 Patwari, if not satisfied with the attached application documents AND online database 
verification, conducts the field verification, submits the verification report AND provides his 
approval / disapproval online over e-District Application 

5 day 11th Day 

4 Sub Divisional Magistrate Logs- in to the system and checks the application forwarded to him. 
As per the Patwari’s report approves / rejects the service requests 

 If approves, issues the certificate using his Digital Signature 
 If rejects, specifies the reason for rejection 

1 day 12th Day 

4.3.9. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1 

Patwari checks the application online, 
verifies the details through physical records 
AND through database. 
If satisfied, approves the request after 
submitting verification report 
OR 
if unsatisfied, starts the field verification 

Patwari 5 days SDM 1 
day DM 2 

day - - 

2 
Approval given by  Sub Divisional 
Magistrate, if satisfied with Patwari’s report 
& through database verification 

SDM 1 day DM 2 
day - - - - 

3 Field verification and updation of Database 
by Patwari Patwari 5  days SDM 1 

day DM 2 
day - - 



4.3.10. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
1 Sub Divisional Magistrate All 
2 Patwari None  

4.3.11. Functional Requirement Specification  

Sr. Description 

1. 
The system should be able to display Application for Domicile certificate 

related page through Service links 

2. 
The system should be able to identify user login into the system as defined by 

the login component 

3. 

The system should be able to provide information to the applicant about 

application for Domicile Certificate both in public as well as restricted domain 

as per the ‘Information component’ 

 Web access to information content in public domain 

 e-District application access to information content 

4. The System should enable receiving of the application.  

5. 

The System should generate a copy of filled Application form, so that if 

needed, concerned staff / officer may take the printout for field 

verification/other purposes. 

6. 
The System should generate a Unique Application Number and should be able 

to identify the applicant based on this Number. 

7. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

8. 
The system should refresh the page in case of failure in submission of service 

request 

9. 
The System should be able to record the payment made by the applicant 

against the Application  

10. 
The System should be able to save the application data and route it to the 

Patwari / Sub Divisional Magistrate. 

11. 
The System should be able to notify the Patwari about the new application and 

date and time must be logged. 

12. 
The system should allow concerned officials to view the service request only 

on authenticated login as per login process. 
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Sr. Description 

13. 
The system should allow Patwari to accept or reject any service request 

application 

14. 
The system should request the Sub Divisional Magistrate to compulsorily 

provide comments in case of rejection 

15. 
The System should allow the Patwari / Sub Divisional Magistrate to enter query 

parameters for the Database and then display the results for the query. 

16. 
The System should log the Approval or Rejection and the date and time of the 

action. 

17. 
The System should save the digitally signed copy of the Domicile certificate 

issued as a soft copy in a Database 

18. 
The System should be able to notify the Applicant and deliver the Domicile 

certificate as per the Delivery Mechanism. 

19. The System should enable the Patwari to download the application details. 

20. 
The System should allow the Sub Divisional Magistrate to create or update the 

Domicile details in Database.  

21. 
The System should allow the Patwari to electronically forward the application to 

the Sub Divisional Magistrate  

22. 
The System should be able to detect changes in status and Applicant can 

access the same through e-district application 

23. 

The System should be able to escalate the application as per the Auto 

Escalation matrix defined in Auto Escalation Matrix table, by notifying the next 

level of authority and sending him a copy of the application. 

24. 
The Points in Process where status would be updated have been marked in 

the Domicile Certificate Status process map. 

25. 

The e-District Application must support Digital Signatures of any of the 

Certifying Authorities registered under the Controller of Certifying Authorities, 

and must be modifiable as per the changes made by the respective Certifying 

Authorities on the structure of the Digital Signatures issued by them. 

26. 
The Digital Signatures used must provide the Time Stamping of the act of 

Digitally Signing a document as mandated by the IT Act 2000. 
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4.4. Birth Certificate 
 

A. Birth certificate - Urban area 
B. Birth certificate - Rural area 

 
Select Prerequisites for the To Be Process  

 
 Applicant can deposit the Birth certificate application to Nagar Palika office (for 

applications pertaining to Urban area) and to CSCs located at Patwari chauki (for 

applications pertaining to Rural area)  

 State government needs to authorize CSCs as a legal entity for accepting service 

requests in form of physical applications; forwarding the applications electronically 

over e-district application and providing Birth certificate to the Citizen. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and submit it to the concerned Block headquarter 

(for applications pertaining to rural area). 

 There would be a provision of setting up small e-district nodal office at each Block 

headquarters where all hardcopy applications coming through CSC’s would be 

collected. 

 For rural areas, Gram Panchayat Vikas Adhikari (GPVA) will have to visit every 5th 

day to CSC (located at Patwari Chauki area). There would be a time slot allotted at 

CSC for GPVA to update his work electronically over e-District Application.  GPVA 

would also use the resources (only PC) at CSC to check the application and submit 

field verification report electronically over e-District application. 

 State government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Citizen. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software; printing acknowledgement slip; and finally, printing and providing the birth 

certificate to the citizen. The charges will be decided by State Government / District 

Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to GPVA, i.e. using their computer system etc.  

 There will be a search facility available over portal for applicants to check the status 

of their service requests. 
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 Affidavit requirement to be removed. Application forms available at CSC centers 

would cover this requirement – At the end of the application form, a pre-printed 

declaration text would be mentioned i.e. “I applying for xxxx service have produced 

all the information correct and to the best of my knowledge. I would be solely 

responsible in case of any discrepancy found in the attached documents and for the 

information provided in the application form and under such cases, District 

administration may take any corrective legal action as appropriate”.  . 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when satisfied submit it over the e-District 

Application. In case CSC operator posts incomplete / incorrect application, he would 

be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 

Value Addition on AS IS  
 
The new To Be process provides many additional features such as:  

 

 Service delivery at village level: The citizens would be able to avail the service 

close to their homes and would not need to travel to Block office. This would 

reduce travel time, cost and effort. 
 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports. 



4.4.1. Process Map – Birth Certificate (Urban Area)  
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply for Birth Registration and Birth 

certificate at Nagar Palika office by fulfilling the following 

conditions : 

a. Complete application form. 

b. Supporting documents required: 

 If applied within one month of birth –  

o no documents required 

Note: In case of birth at Hospital, 

Hospital sends its report to Nagar 

Palika office directly  

 If applied after one month of birth – 

o Hospital certificate and 

o Certificate from Ward member and 

o Two witness on application and  

c. Service Fee  

a. For Birth Registration: none 

b. For Birth Certificate : Rs.50 

 

Note: Affidavit requirement is removed. Applicant will give 

his / herself declaration over the physical application form.  

Application form available at Nagar Palika would cover this 

requirement – At the end of application form, a pre-printed 

self declaration text would be mentioned.   

Applicant 

CASE 1: APPLICANT APPLYING WITHIN ONE MONTH OF BIRTH 

Stage 1: 

2 
Applicant visits the Nagar Palika office to submit the request 

for Birth Registration and Birth Certificate. 
Applicant 

3 

Nagar Palika office operator will provide two forms to  

Applicant: 

 Application form  

 Birth Registration application form  

Nagar Palika 

office Operator 
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4 
Applicant fills both the forms and attaches required 

documents / proofs (if any) and submits it to the operator. 
Applicant 

5 
Operator cross verifies both the forms and informs applicant 

to correct any discrepancy found. 
Nagar Palika 
office operator 

6 

Based on the data provided by the applicant, operator logs -

in over e-District Application and fills up the Application form 

and Birth Registration form and submits it electronically. 

Nagar Palika 
office operator 

7 

Once the application is submitted, e-District Application 

generates unique Birth registration number and 

automatically route the application to Executive Officer’s 

account.  

e-District 

Application 

(eDA) 

8 

Nagar Palika office operator will provide the applicant an 

acknowledgement slip which will have unique application 

registration number, Unique Birth registration number, and 

application details in brief and expected date of delivery of 

Birth certificate. 

Nagar Palika 

office operator 

Stage 2: 

9 
Executive Officer will log in to the system and check the 

applications in his inbox. 

Executive 

Officer 

10 

Executive Officer verifies the details of Applicant’s child 

through Birth registration database. If data is found to be 

satisfactory, he posts his digital signature over Birth 

certificate pre-printed format available over e-District 

Application and issues the certificate. 

Executive 

Officer 

11 
If Executive Officer is not satisfied, he manually marks the 

application to verification officer for field verification  

Executive 

Officer 

12 

Verification Officer conducts the field verification and 

submits the field verification report manually to Executive 

officer 

Verification 

Officer 

13 

Based on the report provided by verification officer, if 

Executive Officer is satisfied – he updates Birth certificate 

database, posts his digital signature over Birth certificate 

pre-printed format available over e-District Application and 

issues the certificate. 

Executive 

Officer 



 

 156

14 
If he is not satisfied, he rejects the application mentioning 

reason for rejection. 

Executive 

Officer 

CASE 2: APPLICANT APPLYING AFTER ONE MONTH OF BIRTH 

Stage 1: 

15 
Applicant visits the Nagar Palika office to submit the request 

for Birth Registration and Birth Certificate. 
Applicant 

16 

Nagar Palika office operator will provide two forms to  

Applicant: 

 Application form  

 Birth Registration application form  

Nagar Palika 

office Operator 

17 
Applicant fills both the forms and attaches the required 

documents / proofs (if any) and submits it to the operator. 
Applicant 

18 
Operator cross verifies both the forms and informs the 

applicant to correct any discrepancy found. 
Nagar Palika 
office operator 

19 

Based on the data provided by the applicant, operator logs -

in over e-District Application and fills up only Application 

form. 

Note: The Birth Registration form is kept in the office and 

would be submitted electronically over e-District application 

once the field verification is done and the details are found 

to be correct. 

Nagar Palika 
office operator 

20 

Once the application is submitted, e-District Application 

generates acknowledgement slip which will have a unique 

application registration number, application details in brief 

and expected date of delivery of Birth certificate. 

E-District application routes the application to Sub Divisional 

Magistrate’s account.  

e-District 

Application 

(eDA) 

Stage 2: 

21 

Sub Divisional Magistrate will log- in to the system, check 

the applications in his inbox and has to verify the details of 

the Applicant’s child in Birth Registration database. 

If satisfied, he may approve the request electronically and 

request Executive Officer for issuance of certificate. 

Sub Divisional 

Magistrate 
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22 

If he is not satisfied, he sends electronic request over e-

District Application to Executive officer to conduct field 

verification 

Sub Divisional 

Magistrate 

23 

Executive officer will Log-In the system and forward the 

application manually to verification officer for conducting 

field verification 

Executive 

officer 

24 
Verification Officer conducts the field verification and 

submits field verification report manually to Executive officer 

Verification 

Officer 

25 

Based on the report provided by verification officer, 

Executive Officer updates the application status and 

forwards the application to Sub Divisional Magistrate over e-

District Application 

Executive 

Officer 

26 

Sub Divisional Magistrate will daily Log-in to e-District 

Application and check the reports forwarded to him by  

Executive Officer 

Sub Divisional 

Magistrate 

27 

Sub Divisional Magistrate based on the field verification 

report by Executive Officer, if details are correct,  approves 

the service requests and requests Executive Officer for 

issuance of certificate OR he may reject the application (in 

case of non-satisfaction verification report). 

Sub Divisional 

Magistrate 

28 
Executive Officer will daily log in to the system and check 

the requests forwarded by Sub Divisional Magistrate. 

Executive 

Officer 

29 

As per the instructions of Sub Divisional Magistrate : 

 If service request is approved 

o Firstly completes/ updates online Birth 

Registration process  

o And then EO posts his signature over Birth 

certificate pre-printed format available over 

e-District Application and issues the 

certificate. 

o Updates the birth certificate database 

Executive 

Officer 

Stage 6: 

30 

Applicant visits Nagar Palika office after stipulated service 

level as mentioned in the acknowledgement slip and 

produces the slip to operator. 
Applicant 
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4.4.1.1.     CRUD Matrix 

Designation Create Read Update Delete 

Sub Divisional Magistrate Y Y Y Y 
Tehsildar Y Y Y Y 
Executive officer, Nagar Palika Y Y Y Y 
CSC operator Y Y N N 

4.4.1.2. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
database 

Applicants & his / her family members details can be retrieved 

2 
Birth 
Registration 
database 

Child’s birth registration details can be retrieved. 

3 Birth certificate 
database 

Information pertaining to certificates that are issued can be 
retrieved 

 

 
 

31 

Nagar Palika officer operator Logs-in over e- District 

Application and retrieves the output of the service request 

i.e. either the reason for rejection or approved service 

request. 

Operator 

32 

If service request is approved, Nagar Palika office operator 

prints the certificate, signs and stamps over the printed 

certificate and hands over the certificate to the applicant. 
Operator 

Birth Certificate – Status Tracking details 
Responsibility 
Centre 

1 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2 
Applicant will be notified whenever the application is 

approved and Digitally signed certificate is issued. 
eDA 

3 Applicant will be notified if his application is rejected. eDA 

4 
Applicant will be notified if and when his application is 

forwarded for field verification 
eDA 
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4.4.1.3. Service Request Form  

Following table depicts an indicative Service Request Form.  

S.No Fields Description of the form 

1 Applicant’s name 

2 Applicant’s child name (if any) 

3 Child’s Father name 

4 Child’s Mother name 

5 

Permanent address: 

 House number 

 Name of Area / Mohalla 

 Name of Village 

 Name of Gram Panchyat 

 Name of Naya Panchyat 

 Name of Block 

 Name of Patwari Patti 

 Name of Tehsil 

 Name of District 

6 Child’s date of birth 

7 Application belongs to Urban or Rural area 

8 

Request condition (please select any one of the following): 

 For Urban area 

o Applying within one month of Birth 

o Applying after one month of birth 

 For Rural area 

o Applying within 21 days of Birth 

o Applying between 22 to 30 days of Birth 

o Applying between 30 to 01 year of Birth 

o Applying after 01 year of Birth 

Format of Birth Registration form 

S.NO Fields 

1.  Actual date of Birth of child (in DD/MM/YYYY format) 

2.  Sex 

3.  Name of child, if any and If no name left it blank 
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S.NO Fields 

4.  Father's full name 

5.  Mother's full name 

6.  Permanent address of Mother/father 

7.  Place and address of birth (hospital / institution/ home)  

8.  Informant Name and Address 

9.  Mother’s  residential  address (Town or Village)   

9.1.  Name of Town or Village 

9.2.  Whether Town or Village 

9.3.  Name of District  

9.4.  Name of State 

10.  Religion of family (Hindi / Muslim / Christian / Baudh / Jain / Sikh / any other) 

11.  Father's Educational level 

12.  Mother's Educational level 

13.  Father's occupation 

14.  Mother's occupation 

15.  Age of mother at the time of marriage (In case of marriage more than one time 

then age as on first marriage) 

16.  Age of mother at the time of child's birth 

17.  Total number of alive children given birth by the mother (including this 

particular child) ____________________ 

Total number of alive children given birth by the mother from previous 

marriages _________________________ 

18.  Type of facility at the time of delivery 

i. Institutional – Government 

ii. Institutional – Private or Un Government 

iii. Doctor, Nurse or Trained lady 

iv. Relative or any other 

19.  Method of delivery 

i. Natural 

ii. Operation 

iii. Forcep / Zero (Vacum)   

20.  Child’s weight at the time of birth (In Kg) 
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S.NO Fields 

21.  Duration of pregnancy (In Weeks) 

22.  Informant  mobile no. 

23.  Informant  signature 

 

4.4.1.4. Record view for Logged in User 

New Application view 
 
S.No Fields Description of the view 

1 Application Number 
2 Name of the Applicant 
3 Father’s / Husband’s Name 
4 Address 
5 Target Date of issue of certificate 
6 Verification officer assigned 
7 Search box 
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4.4.1.5. Monitoring Report 

The following table specifies the fields required in the MIS Report 1 
 

S.No 
Name of Urban 

area  

Number of 
Applications 

Received 

Number of 
Applications 

disposed 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at 
Nagar Palika 

office  

District 
Administration’s 

share 

Nagar Palika 
share 

        
 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name/ Designation of 

Officer 
Applications completed 

within defined SLAs 
Number of Application 

exceeding SLAs 
Current owner of the application after 

escalation 
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4.4.1.6. Benchmarked Service Level  

The following table specifies the internal Activity-wise service levels: 

 

S. No. Activities Time required 
Service Level 
(from date of service 
request) 

CASE 1: APPLICANT APPLIES WITHIN 01 MONTH OF BIRTH 

1 
Nagar Palika office operator registers the application online and provides birth 
registration number. 
Operator forwards application to Executive Officer, Nagar Palika 

1 day 1st Day 
2 

Executive Officer checks his online account & gets the hardcopy of the application. 
Executive Officer cross verifies the Applicant’s child details through online Birth 
registration database and if satisfied issues the digitally signed copy of Birth 
certificate. 

3 
Executive Officer if not satisfied forwards the application manually to verification 
officer for field verification 

4 
Verification officer does the field verification and submits the report to Executive 
officer 3 Day 4th Day 

5 
As per the report, Executive officer approves / rejects the application and updates 
database 1 Day 5th Day 

CASE 2: APPLICANT APPLIES AFTER 01 MONTH OF BIRTH 

1 
Application received by Nagar Palika office operator and forwarded to Sub 
divisional Magistrate 1 day 1st Day 

2 
Sub divisional Magistrate checks his online account and cross verify the Applicant 
child’s details through online Birth registration database and if satisfied requests 
Executive officer to issue the certificate OR if not satisfied requests Executive 

1 day 2nd Day 
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S. No. Activities Time required 
Service Level 
(from date of service 
request) 

officer to conduct field verification 

3 
Executive Officer forwards the application manually to verification officer for field 
verification 1 day 3rd Day 

4 
Verification officer conducts field verification and submits report to Executive 
officer 3 Day 6th Day 

5 Executive Officer sends online verification report to SDM 1 day 7th Day 

6 
SDM approves if satisfied with verification report or disapproves if dissatisfactory 
report is submitted. 
If approves, requests Executive officer to issue the certificate 1 day 8th Day 

7 Issuance of certificate by Executive Officer 
 

4.4.1.7. Auto Escalation Matrix  

The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 
Application submission and forwarding to 
Executive Officer, Nagar Palika 

Nagar 
Palika 
operator 

1 Day EO 1 
day - - - - 

2. Issuance of certificate EO 1 Day - - - - - - 

3. 
Field verification & submission of verification 
report 

Verification 
officer 3 Day EO 2 

Day - - - - 
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4.4.1.8. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
1. SDM None 
2. Tehsildar None  
3. EO, Nagar Palika All 
4. Patwari None 

4. Forwarding application to SDM 
Nagar 
Palika 
operator 

1 Day EO 1 
day     
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4.4.1.9. Functional Requirement Specification 

 
Sr. Description 

1 
The system should be able to display Applications for Birth certificate 

registration & Birth certificate issuance related page through Service links 

2 
The system should be able to identify user login into the system as defined by 

the login component 

3 The System should enable receiving of the application. 

4 

The System should generate a copy of filled Application form, so that if 

needed, concerned staff / officer may take the printout for field 

verification/other purposes. 

5 
The System should generate a Unique Application Number and should be able 

to identify the applicant based on this Number. 

6 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

7 
The system should refresh the page in case of failure in submission of service 

request 

8 
The System should be able to record the payment made by the applicant 

against the Application 

9 
The System should be able to save the application data and route it to the EO / 

SDM / Tehsildar. 

10 
The System should be able to notify the EO / SDM / Tehsildar about the new 

application and the date and time must be logged. 

 through e-District application 

11 
The system should allow concerned officials to view the service request only 

on authenticated login as per login process. 

12 
The system should request the EO /SDM / Tehsildar to compulsorily provide 

comments in case of rejection 

13 
The System should allow the EO/ SDM / Tehsildar to enter query parameters 

for the Database and then display the results for the query. 

14 
The System should log the Approval or Rejection and the date and time of the 

action. 

15 
The System should be able to notify the Applicant for the delivery of 

documents 
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Sr. Description 

 
The System should enable the EO / SDM / Tehsildar to download the 

application details. 

16 

The System should be able to escalate the application as per the Auto 

Escalation matrix defined in Auto Escalation Matrix table, by notifying the next 

level of authority and sending him a copy of the application. 

17 
The Points in Process where status would be updated have been marked in 

the process map. 

18 
The System should be able to generate MIS reports as per the format specified 

in the Monitoring Reports. 

19 

The e-District Application must support Digital Signatures of any of the 

Certifying Authorities registered under the Controller of Certifying Authorities, 

and must be modifiable as per the changes made by the respective Certifying 

Authorities on the structure of the Digital Signatures issued by them. 

20 
The Digital Signatures must provide the Time Stamping of the act of Digitally 

Signing a document as mandated by the IT Act 2000. 
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4.4.2. Process Map – Birth Certificate (Rural Area)   
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition : 

1 

Applicant may apply for Birth certificate and Birth registration 

at CSC (located at Patwari chauki) by fulfilling the following 

conditions : 

a. Complete application form. 

b. Supporting documents required: 

 If applied within 21 days of birth – no 

documents required 

 If applied between 22 to 30 days of birth – no 

document required 

 If applied between 30 days to 01 year of birth - 

no document required 

 If applied after 01 year of birth -  no document 

required 

c. Administrative Fine : 

 If applied within 21 days of birth –  none 

 If applied between 22 to 30 days of birth – Rs. 

2 

 If applied between 30 days to 01 year of birth 

– Rs.5 

 If applied after 01 year of birth – Rs 10. 

Note: Affidavit requirement is removed. Applicant will give his 

/ herself declaration over the physical application form.  

Application form available at CSCs would cover this 

requirement – At the end of application form, a pre-printed 

self declaration text would be mentioned. 

Applicant 

CASE 1: APPLICANT APPLYING WITHIN 21 DAYS OF BIRTH 

OR 
APPLICANT APPLYING WITHIN 22 TO 30 DAYS OF BIRTH 

(Note: Process is same if Applicant is applying within 21 days OR applying within 22 to 30 

days of birth. Only administrative fine is imposed if applying within 22 to 30 days of birth) 

Stage 1: 

2 Applicant visits the CSC to submit the request for Birth Applicant 
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Registration and Birth Certificate. 

3 

CSC operator will provide two forms to  Applicant: 

 Application form 

 Birth Registration application form 

CSC Operator 

4 
Applicant fills both the forms and attaches required necessary 

documents / proofs (if any) and submits it to the operator. 
Applicant 

5 
Operator cross verifies both the forms and informs the 

applicant to correct any discrepancy found. CSC operator 

6 

Based on the data provided by the applicant, operator logs -in 

over e-District Application and fills up the Application form 

and Birth Registration form and submits it electronically. 
CSC operator 

7 

Once the application is submitted, e-District Application would 

generate a unique Application registration number and 

automatically route the application to concerned GPVA’s 

account and simultaneously he will get an SMS alert with the 

following details: 

o Unique application registration number 

o Date of application 

o Applicant’s name 

o Applicant’s address 

o Applicant’s mobile number / Any number provided 

by the applicant 

o CSC address 

o Expected date of delivery of Birth certificate 

At the same time Applicant would also get the SMS alert with 

the following details: 

o Unique application registration number 

o Date of application 

o Expected date of delivery of Birth certificate 

e-District 

Application 

(eDA) 

8 

CSC operator will provide the applicant an acknowledgement 

slip which will have a unique application registration number, 

application details in brief and expected date of delivery of 

Birth certificate. 

CSC operator 

Stage 2: 

9 GPVA will visit to CSC (located at Patwari Chauki area) on GPVA 
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every 5th day. 

10 
GPVA will log-In over e-district Application and will check the 

applications that are received in his inbox. 
GPVA 

11 
On the same day he gets the hardcopy of the applications 

provided by CSC-In-Charge. 
GPVA 

12 
GPVA will check the physical application and attached 

documents (if any). 
GPVA 

13 

GPVA starts the field verification and after verification 

undertakes the following activities: 

 If he is satisfied, he firstly carries out the Birth 

registration process. E-District Application would 

generate Birth Registration number and then posts his 

digital signature on Birth certificate pre printed format 

available over software and issues the certificate 

electronically. 

 If he is not satisfied, he rejects the application 

mentioning reason for rejection. 

GPVA 

CASE 2: APPLICANT APPLYING BETWEEN 30 DAYS TO 01 YEAR OF BIRTH 

Stage 1: 

14 
Applicant visits the CSC to submit the request for Birth 

Registration and Birth Certificate. 
Applicant 

15 

CSC operator will provide two forms to  Applicant: 

 Application form 

 Birth Registration application form 

CSC Operator 

16 
Applicant fills both the forms and attaches required necessary 

documents (If any) and submits it to the operator. 
Applicant 

17 
Operator cross verifies both the forms and informs the 

applicant to correct any discrepancy found. CSC operator 

18 

Based on the data provided by the applicant, operator logs -in 

over e-District Application and fills up the Application form 

and Birth Registration form and submits it electronically. 
CSC operator 

19 

Once the application is submitted, e-District Application would 

generate a unique Application registration number and 

automatically route the application to concerned Tehsildar. 

e-District 

Application 

(eDA) 
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20 

CSC operator will provide the applicant an acknowledgement 

slip which will have a unique application registration number, 

application details in brief and expected date of delivery of 

Birth certificate. 

CSC operator 

Stage 2: 

21 

Tehsildar will log- in to the system and check the application 

in his inbox and cross verifies details of Applicant’s child in 

Birth Registration database. 

If satisfied, he may approve the request electronically and 

request GPVA for issuance of certificate. 

Tehsildar 

22 
If he is not satisfied, he sends electronic request over e-

District Application to  GPVA  to conduct field verification 
Tehsildar 

23 
GPVA will visit to CSC (located at Patwari Chauki area) on 

every 5th day. 
GPVA 

24 
GPVA will Log-In the system and check the service requests 

forwarded to him by Tehsildar 
GPVA 

25 
On the same day he gets the hardcopy of the applications 

provided by CSC-In-Charge. 
GPVA 

26 

GPVA as per the instructions from Tehsildar conducts field 

verification and submits field verification report online over e-

District Application to Tehsildar 

GPVA 

27 
Tehsildar will daily Log-in to e-District Application and checks 

the service requests forwarded to him by GPVA 
 
Tehsildar 

28 

Tehsildar, based on the field verification report by GPVA, if 

application details are found to be correct, approves the 

application and requests GPVA for issuance of certificate OR 

he may reject the application (if application details are found 

incorrect). 

 
Tehsildar 

29 
GPVA will daily log in to the system and checks the 

application request forwarded by Tehsildar. 
GPVA 

30 

As per the instructions of Tehsildar does the following. 

 If service request is approved 

o Firstly carries out the Birth Registration 

process 

o And then posts his signature over Birth 

GPVA 
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certificate pre-printed format available over e-

District Application, issues the certificate and 

updates database. 

CASE 3: APPLICANT APPLYING AFTER 01 YEAR OF BIRTH 

Stage 1: 

31 
Applicant visits the CSC to submit the request for Birth 

Registration and Birth Certificate. 
Applicant 

32 

CSC operator will provide two forms to Applicant: 

 Application form 

 Birth Registration application form 

CSC Operator 

33 
Applicant fills both the forms and attaches required necessary 

documents (if any) and submits it to the operator. 
Applicant 

34 
Operator cross verifies both the forms and informs the 

applicant to correct any discrepancy found. CSC operator 

35 

Based on the data provided by the applicant, operator logs -in 

over e-District Application and fills up the Application form 

and Birth Registration form and submits it electronically. 
CSC operator 

36 

Once the application is submitted, e-District Application would 

generate a unique Application registration number and 

automatically route the application to concerned Sub 

Divisional Magistrate 

e-District 

Application 

(eDA) 

37 

CSC operator will provide the applicant an acknowledgement 

slip which will have a unique application registration number, 

application details in brief and expected date of delivery of 

Birth certificate. 

CSC operator 

Stage 2: 

38 

Sub Divisional Magistrate will log- in to the system and check 

the application in his inbox and verifies the details of the 

Applicant’s child in Birth Registration database. 

If he is satisfied he approves the application electronically and 

requests GPVA for issuance of certificate. 

Sub Divisional 

Magistrate 

39 
If he is not satisfied, he sends electronic request over e-

District Application to GPVA to conduct field verification 

Sub Divisional 

Magistrate 

40 
GPVA will visit to CSC (located at Patwari Chauki area) on 

every 5th day. 
GPVA 
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41 
GPVA will Log-In the system and check the service requests 

forwarded to him by Sub Divisional Magistrate 
GPVA 

42 
On the same day he gets the hardcopy of the applications 

provided by CSC-In-Charge. 
GPVA 

43 

GPVA, as per the instructions from  Sub Divisional Magistrate 

conducts the field verification and submits the field verification 

report online over e-District Application to  Sub Divisional 

Magistrate 

GPVA 

44 

Sub Divisional Magistrate will daily Log-in to e-District 

Application and checks the verification report forwarded to 

him by GPVA 

 
Sub Divisional 
Magistrate 

45 

Sub Divisional Magistrate, based on the field verification 

report by GPVA and if application details are found to be 

correct, approves the application and requests GPVA for 

issuance of certificate OR he may reject the application (if 

application details are found incorrect). 

 
Sub Divisional 
Magistrate 

46 
GPVA will daily log in to the system and check the application 

request forwarded by Sub Divisional Magistrate. 
GPVA 

47 

As per the instructions of Sub Divisional Magistrate he does 

the following. 

 If service request is approved 

o Firstly carries out the Birth Registration 

process 

o And then posts his digital signature over Birth 

certificate pre-printed format available over e-

District Application and issues the certificate. 

o Updates birth certificate database. 

GPVA 

Stage 6: 

48 

Applicant visits to CSC after stipulated service level as 

mentioned in the acknowledgement slip and produces the slip 

to operator. 
Applicant 

49 

CSC operator Logs-in over e- District Application and 

retrieves the output of the service request i.e. either the 

reason for rejection or approved service request. 
CSC Operator 

50 If service request is approved, CSC operator prints the CSC Operator 



 

 177

4.4.2.1. CRUD Matrix 

Designation Create Read Update Delete 

Sub Divisional Magistrate Y Y Y Y 
Tehsildar Y Y Y Y 
Gram Panchcyat Vikas Adhikari X Y Y X 
CSC operator Y Y X X 

4.4.2.2. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
database 

Applicants & his / her family members details can be retrieved 

2 
Birth 
Registration 
database 

Child’s birth registration details can be retrieved. 

3 Birth certificate 
database 

Information pertaining to certificates that are issued can be 
retrieved 

4.4.2.3. Service Request Form  

Following table depicts an indicative Service Request Form. Signature of Applicant will be 

taken on a hard copy of this form. 

S.No Fields Description of the form 

1. Applicant’s name 

2. Applicant’s child name (if any) 

3. Child’s Father name 

4. Child’s Mother name 

certificate, signs and stamps over the printed certificate and 

hands over the certificate to applicant. 

 Birth Certificate – Status Tracking details 
Responsibility 

Centre 

1 
Applicant will be notified of acceptance and delivery of his 

Application 
eDA 

2 
Applicant will be notified whenever the application is 

approved and digitally signed certificate is issued. 
eDA 

3 Applicant will be notified if his application is rejected. eDA 

4 
Applicant will be notified if and when his application is 

forwarded for field verification 
eDA 
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S.No Fields Description of the form 

5. 

Permanent address: 

 House number 

 Name of Area / Mohalla 

 Name of Village 

 Name of Gram Panchyat 

 Name of Naya Panchyat 

 Name of Block 

 Name of Patwari Patti 

 Name of Tehsil 

 Name of District 

6. Child’s date of birth 

7. Application belongs to Urban or Rural area 

8. 

Request condition (please select any one of the following): 

 For Urban area 

o Applying within one month of Birth 

o Applying after one month of birth 

 For Rural area 

o Applying within 21 days of Birth 

o Applying between 22 to 30 days of Birth 

o Applying between 30 to 01 year of Birth 

o Applying after 01 year of Birth 

Format of Birth Registration form 

S.NO Fields 

1.  Actual date of Birth of child (in DD/MM/YYYY format) 

2.  Sex 

3.  Name of child, if any and If no name left it blank 

4.  Father's full name 

5.  Mother's full name 

6.  Permanent address of Mother/father 

7.  Place and address of birth (hospital / institution/ home)  

8.  Informant Name and Address 

9.  Mother’s  residential  address (Town or Village)   
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S.NO Fields 

9.5.  Name of Town or Village 

9.6.  Whether Town or Village 

9.7.  Name of District  

9.8.  Name of State 

10.  Religion of family (Hindi / Muslim / Christian / Baudh / Jain / Sikh / any other) 

11.  Father's Educational level 

12.  Mother's Educational level 

13.  Father's occupation 

14.  Mother's occupation 

15.  Age of mother at the time of marriage (In case of marriage more than one time 

then age as on first marriage) 

16.  Age of mother at the time of child's birth 

17.  Total number of alive children given birth by the mother (including this 

particular child) ____________________ 

Total number of alive children given birth by the mother from previous 

marriages _________________________ 

18.  Type of facility at the time of delivery 

v. Institutional – Government 

vi. Institutional – Private or Un Government 

vii. Doctor, Nurse or Trained lady 

viii. Relative or any other 

19.  Method of delivery 

iv. Natural 

v. Operation 

vi. Forcep / Zero (Vacum)   

20.  Child’s weight at the time of birth (In Kg) 

21.  Duration of pregnancy (In Weeks) 

22.  Informant  mobile no. 

23.  Informant  signature 
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4.4.2.4. Record view for Logged in User 

New Application view 
 
S.No Fields Description of the view 

1 Application Number 
2 Name of the Applicant 
3 Father’s / Husband’s Name 
4 Address 
5 Target Date of issue of certificate 
6 Verification officer assigned 
7 Search box 
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4.4.2.5. Monitoring Report 

The following table specifies the fields required in the MIS Report 1 
 

S.No Name of  Block 
Number of 

Applications 
Received 

Number of 
Applications 

disposed 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at  

CSC 

District 
Administration’s 

share 

CSC share 

        
 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name/ Designation of 

Officer 
Applications completed 

within defined SLAs 
Number of Application 

exceeding SLAs 
Current owner of the application after 

escalation 
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4.4.2.6. Benchmarked Service Level  

The following table specifies the internal Activity-wise service levels: 

 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

CASE 1: APPLICANT APPLIES WITHIN 21 DAYS OF BIRTH 
OR 

APPLICANT APPLYING WITHIN 22 TO 30 DAYS OF BIRTH 
1.  Application received by CSC and forwarded to GPVA. 1 Day 1st Day 

2.  GPVA will visit to CSC (located at Patwari Chauki area) 5 Day 6th  Day 

3.  

GPVA completes the field verification. 

If satisfied, he first carries out the online Birth registration process and then issues 

the Birth certificate electronically. 

GPVA updates the birth certificate database. 

5 Day 11th  Day 

CASE 2: APPLICANT APPLYING BETWEEN 30 DAYS TO 01 YEAR OF BIRTH 

4.  Application received by CSC and forwarded to Tehsildar. 1 Day 1st Day 

5.  

Tehsildar will log- in to the system and check the applications in his inbox and 

verifies Applicant’s child detail in Birth Registration database. 

 If satisfied, he may approve the request electronically and instruct GPVA for 

issuance of certificate. 

 If not satisfied, he sends electronic request over e-District Application to 

GPVA to conduct field verification 

2 Day 3rd  Day 
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S. No. Activities Time required 
Service Level 

(from date of service 
request) 

6.  
GPVA will visit the CSC (located at Patwari Chauki area) and check his online 

account and starts the field verification 
5 Day 8th Day 

7.  
GPVA does the field verification and submits the field verification report online over 

e-District Application to Tehsildar 
5 Day 13th Day 

8.  

Tehsildar based on the field verification report by GPVA and if application details are 

found to be correct, approves the service request and requests GPVA for issuance 

of certificate OR he may reject the application (if application details are found 

incorrect). 

 
1 Day 14th Day 

9.  

GPVA will daily log in to the system and as per the instructions of Tehsildar does the 

following. 

 If service request is approved 

o Firstly completes / updates  Birth Registration  process 

o And then post his signature over Birth certificate pre-printed format 

available over e-District Application and issues the certificate. 

5 Day 19th Day 

CASE 3: APPLICANT APPLYING AFTER 01 YEAR OF BIRTH 
10.  Application received by CSC and forwarded to Sub Divisional Magistrate. 1 Day 1st Day 

11.  

Sub Divisional Magistrate will log- in to the system and check the applications in his 

inbox and verifies the details of the Applicant’s child in Birth Registration database. 

 If he is satisfied, approves the application electronically and requests GPVA 

for issuance of certificate. 

2 Day 3rd  Day 
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S. No. Activities Time required 
Service Level 

(from date of service 
request) 

 If he is not satisfied, he sends electronic request over e-District Application to 

GPVA to conduct field verification 

12.  
GPVA will visit the CSC (located at Patwari Chauki area) and check his online 

account and start the field verification 
5 Day 8th ay 

13.  
GPVA conducts the field verification and submits the field verification report online 

over e-District Application to Sub Divisional Magistrate 
5 Day 13th Day 

14.  

Sub Divisional Magistrate, based on the field verification report by GPVA and if 

application details are found correct, approves the application and requests GPVA 

for issuance of certificate OR he may reject the application (if application details are 

found incorrect). 

 
1 Day 14th Day 

15.  

GPVA will daily log in to the system and as per the instructions of Sub Divisional 

Magistrate he does the following. 

 If service request is approved 

o Firstly carry out the Birth Registration process. 

o And then post his digital signature over Birth certificate pre-printed 

format available over e-District Application and issues the certificate. 

o Updates the database. 

5 Day 19th Day 
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4.4.2.7. Auto Escalation Matrix  

a) The following table specifies the automatic escalations matrix: 

4.4.2.8. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
5. SDM None 
6. Tehsildar None  
7. GPVA All 
8. Patwari None 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 
Application submission and forwarding to 
GPVA 

CSC 
operator 1 Day GPVA 1 

day 
ADO 
panchayat 

1 
Day - - 

2. Field verification & issuance of certificate  GPVA 5 Day ADO 
panchcyat 

2 
Day - - - - 

3. 
Application forwarding for field verification 

by SDM / Tehsildar 

SDM / 

Tehsildar 
1 Day - - - - - - 



4.4.2.9. Functional Requirement Specification 

 
Sr. Description 

1 
The system should be able to display Applications for Birth certificate registration 

& Birth certificate issuance related page through Service links 

2 
The system should be able to identify user login into the system as defined by the 

login component 

3 The System should enable receiving of the application. 

4 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes. 

5 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

6 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

7 
The system should refresh the page in case of failure in submission of service 

request 

8 
The System should be able to record the payment made by the applicant against 

the Application 

9 
The System should be able to save the application data and route it to the  GPVA 

/ SDM / Tehsildar. 

10 
The System should be able to notify the GPVA / SDM / Tehsildar about the new 

application and the date and time must be logged. 

 through e-District application 

11 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

12 
The system should request the GPVA / SDM / Tehsildar to compulsorily provide 

comments in case of rejection 

13 
The System should allow the GPVA / SDM / Tehsildar to enter query parameters 

for the Database and then display the results for the query. 

14 
The System should log the Approval or Rejection and the date and time of the 

action. 

15 The System should be able to notify the Applicant for the delivery of documents 

16 
The System should enable the GPVA / SDM / Tehsildar to download the 

application details. 



 

 187

Sr. Description 

17 

The System should be able to escalate the application as per the Auto Escalation 

matrix defined in Auto Escalation Matrix table, by notifying the next level of 

authority and sending him a copy of the application. 

18 
The Points in Process where status would be updated have been marked in the 

process map. 

19 
The System should be able to generate MIS reports as per the format specified in 

the Monitoring Reports. 

20 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

21 
The Digital Signatures must provide the Time Stamping of the act of Digitally 

Signing a document as mandated by the IT Act 2000. 
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4.5. Death Certificate 
 

A. Death certificate - Urban area 
B. Death certificate - Rural area 

 
 

Select Prerequisites for the To Be Process  
 
 Applicant can deposit the Death certificate application to Nagar Palika office (for 

applications pertaining to Urban area) and to CSCs located at Patwari chauki (for 

applications pertaining to Rural area)  

 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications; forwarding the applications 

electronically over e-district application and providing Death certificate to the Citizen. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and submit it to the concerned Block headquarter 

(for applications pertaining to rural area).    

 There would be a provision of setting up small e-district nodal office at each Block 

headquarters where all hardcopy applications coming through CSC’s would be 

collected. 

 For rural areas, Gram Panchayat Vikas Adhikari (GPVA) will have to visit every 5th   

day to CSC (located at Patwari Chauki area). There would be a time slot allotted at 

CSC for GPVA to update his work electronically over e-District Application.  GPVA 

would also use the resources (only PC) at CSC to check the application and post the 

field verification report electronically over e-District application. 

 State Government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Citizen. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software, printing acknowledgement slip and finally printing and providing the 

Pariwar register copy. The charges will be decided by State Government / District 

Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to GPVA, i.e. using their computer system etc.  

 There will be a search facility available over portal for applicants to check the status 

of their service requests. 
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 Affidavit requirement to be removed. Application form available at CSC centers 

would cover this requirement – At the end of application form, a pre-printed 

declaration text would be mentioned i.e. “I applying for xxxx service have produced 

all the information correct and to the best of my knowledge. I would be solely 

responsible in case of any discrepancy found in the attached documents and for the 

information provided in the application form and under such cases, District 

administration may take any corrective legal action as appropriate”.  . 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when satisfied, post it over the e-District 

Application. If in case CSC operator posts incomplete / incorrect application, he 

would be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 Mandatory entry into database before issuance of any certificate. 

 

Value Addition to AS-IS  
 
The new To Be process provides many additional features such as:  

 

 Service delivery at village level: The citizens would be able to avail the service 

close to their homes and would not need to travel to Block office. This would 

reduce travel time, cost and effort. 
 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports. 



4.5.1.1. Process Map – Death Certificate (Urban Area) 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply for Death Registration and Death 

certificate at Nagar Palika office by fulfilling the following 

conditions : 

a. Complete application form. 

b. In case of death at home - Certificate provided at 

cremation center or Local Doctor’s certificate  

c. Supporting documents required: 

 If applied within one month of Death –  

o no documents required 

Note: In case of Death at Hospital, 

Hospital sends its report to Nagar 

Palika office directly  

 If applied after one month of Death – 

o Hospital certificate and 

o Certificate from Ward member and 

o Two witness on application and  

o Affidavite  

d. Service Fee  

a. For Death Registration: none 

b. For Death Certificate : Rs.50 

Note: Affidavit requirement is removed. Applicant will give his 

/ herself declaration over the physical application form.  

Application form available at Nagar Palika would cover this 

requirement – At the end of application form, a pre-printed 

self declaration text would be mentioned.   

Applicant 

CASE 1: APPLICANT APPLYING WITHIN ONE MONTH OF DEATH 

Stage 1: 

2 
Applicant visits the Nagar Palika office to submit the request 

for Death Registration and Death Certificate. 
Applicant 

3 

Nagar Palika office operator will provide two forms to  

Applicant: 

 Application form  

Nagar Palika 

office Operator 
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 Death Registration application form  

4 
Applicant fills both the forms and attaches the required 

documents / proofs (if any) and submits it to the operator. 
Applicant 

5 
Operator cross verifies both the forms and informs the 

applicant to correct any discrepancy found. 
Nagar Palika 
office operator 

6 

Based on the data provided by the applicant, operator logs -in 

over e-District Application and fills up the Application form 

and Death Registration form and submits it electronically. 

Nagar Palika 
office operator 

7 

Once the application is posted, e-District Application would 

generate unique Death registration number and automatically 

route the application to Executive Officer’s account.  

e-District 

Application 

(eDA) 

8 

Nagar Palika office operator will provide the applicant an 

acknowledgement slip which will have a unique application 

registration number, Unique Death registration number, and 

application details in brief and expected date of delivery of 

Death certificate. 

Nagar Palika 

office operator 

Stage 2: 

9 
Executive Officer will log in to the system and check the 

applications in his inbox. 

Executive 

Officer 

10 

Executive Officer verifies the Applicant’s details through 

Death registration database. If data is found and he is 

satisfied, post his signature over Death certificate pre-printed 

format available over e-District Application and issues the 

certificate. 

Executive 

Officer 

11 
If data is not found / he is not satisfied, he manually forwards 

the application to verification officer for field verification  

Executive 

Officer 

12 
Verification Officer does the field verification and submits the 

field verification report manually to Executive officer 

Verification 

Officer 

13 

Based on the report provided by verification officer and if 

details of application is found correct, Executive Officer posts 

his digital signature over Death certificate pre-printed format 

available over e-District Application and issues the certificate. 

Executive 

Officer 

14 
If he is not satisfied, he rejects the application mentioning 

reason for rejection. 

Executive 

Officer 

CASE 2: APPLICANT APPLYING AFTER ONE MONTH OF DEATH 
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Stage 1: 

15 
Applicant visits the Nagar Palika office to submit the request 

for Death Registration and Death Certificate. 
Applicant 

16 

Nagar Palika office operator will provide two forms to  

Applicant: 

 Application form  

 Death Registration application form  

Nagar Palika 

office Operator 

17 
Applicant fills both the forms and attaches required necessary 

documents (if any) and submits it to the operator. 
Applicant 

18 

Operator cross verifies both the forms and informs the 

applicant to correct the same in case any discrepancy is 

found in it. 

Nagar Palika 
office operator 

19 

Based on the data provided by the applicant, operator logs -in 

over e-District Application and fills up only Application form. 

Note: The Death Registration form is kept in the office and 

would be submitted electronically over e-District application 

once the field verification is done and the details are found to 

be correct. 

Nagar Palika 
office operator 

20 

Once the application is submitted, e-District Application 

generates acknowledgement slip which will have a unique 

application registration number, application details in brief and 

expected date of delivery of Death certificate. 

E-District application routes the application to Sub Divisional 

Magistrate’s account.  

e-District 

Application 

(eDA) 

Stage 2: 

21 

Sub Divisional Magistrate will log- in to the system and check 

the applications in his inbox and verifies the Applicant’s detail 

in Death Registration database. 

If he is satisfied he approves the application electronically and 

requests Executive Officer for issuance of certificate. 

Sub Divisional 

Magistrate 

22 

If he is not satisfied, he sends electronic request over e-

District Application to Executive officer to conduct field 

verification 

Sub Divisional 

Magistrate 

23 
Executive officer will Log-In the system and forward the 

application manually to verification officer for conducting field 

Executive 

officer 
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verification 

24 
Verification Officer does the field verification and submits the 

field verification report manually to Executive officer 

Verification 

Officer 

25 

Based on the report provided by verification officer, Executive 

Officer updates the application status and forwards the 

application to Sub Divisional Magistrate over e-District 

Application 

Executive 

Officer 

26 

Sub Divisional Magistrate will daily Log-in to e-District 

Application and check the service requests forwarded to him 

by  Executive Officer 

Sub Divisional 

Magistrate 

27 

Sub Divisional Magistrate based on the field verification report 

by Executive Officer and if application details are found to be 

correct, approves the application and requests Executive 

Officer for issuance of certificate OR he may reject the 

application (if application details are found incorrect). 

Sub Divisional 

Magistrate 

28 
Executive Officer will daily log in to the system and check the 

application request forwarded by Sub Divisional Magistrate. 

Executive 

Officer 

29 

As per the instructions of Sub Divisional Magistrate he does 

the following.  

 If service request is approved 

o Firstly carry out the Death Registration 

process  

o And then EO posts his digital signature over 

Death certificate pre-printed format available 

over e-District Application and issues the 

certificate. 

o Updates the database 

Executive 

Officer 

Stage 6: 

30 

Applicant visits Nagar Palika office after stipulated service 

level as mentioned in the acknowledgement slip and 

produces the slip to operator. 

Applicant 

31 

Nagar Palika officer operator Logs-in over e- District 

Application and retrieves the output of the service request i.e. 

either the reason for rejection or approved service request. 

Operator 

32 If service request is approved, Nagar Palika office operator Operator 
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4.5.1.2. CRUD Matrix 
 
Designation Create Read Update Delete 

Sub Divisional Magistrate Y Y Y Y 
Tehsildar Y Y Y Y 
Executive officer, Nagar Palika Y Y Y Y 
CSC operator Y Y N N 

4.5.1.3. Database required 
S. No. Database Purpose 

1 
Parivar 
Register 
database 

Applicants & his / her family members details can be retrieved 

2 
Death 
Registration 
database 

Citizens death records can be retrieved 

3 
Death 
certificate 
database 

Information pertaining to certificates that are issued can be 
retrieved 

4.5.1.4. Service Request Form  
Following table depicts an indicative Service Request Form.  

S.No Fields Description of the form 

1. Applicant name 

2. Father’s  / Husband’s name 

3. Mother’s name  

4. Permanent address: 

 House number 

prints the certificate, signs and stamps over the printed 

certificate and hands over the certificate to the applicant. 

Death Certificate – Status Tracking details 
Responsibility 

Centre 

1. 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2. 
Applicant will be notified whenever the application is 

approved and Digitally signed certificate is issued. 
eDA 

3. Applicant will be notified if his application is rejected. eDA 

4. 
Applicant will be notified if and when his application is 

forwarded for field verification 
eDA 
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S.No Fields Description of the form 

 Name of Area / Mohalla  

 Name of Village 

 Name of Gram Panchyat 

 Name of Naya Panchyat 

 Name of Block    

 Name of Patwari Patti                     

 Name of Tehsil 

 Name of District 

5. Date of Death 

6. Application belongs to Urban or Rural area  

7. Request condition (please select any one from the following): 

 For Urban area 

o Applying within one month of Death 

o Applying after one month of Death 

 For Rural area 

o Applying within 21 days of Death 

o Applying between 22 to 30 days of Death 

o Applying between 30 to 01 year of Death 

o Applying after 01 year of Death 

8. Type of Death 

Format of Death Registration  

S.NO Fields 

1.  Date of death 

2.  Place of death 

3.  Full name of deceased 

4.  Permanent  address of deceased  

i. House number 

ii. Name of Area / Mohalla 

iii. Village: 

iv. Patti: 

v. Tehsil: 

vi. District: 

vii. State 
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S.NO Fields 

5.  Father's /Husband’s name 

6.  Mother's name 

7.  Sex 

8.  Age 

9.  Place of Death (hospital / institution / home / others) and address 

10.  Deceased’s address at the time of death 

11.  Informant details (Name & Address) 

12.  Religion (Hindi / Muslim / Christian / Buddhist / Jain / Sikh / any other) 

13.  Deceased’s  occupation 

14.  Type of medical care provided before death (if any) 

ix. Institutional 

x. Any other medical care provided apart from institutional care 

xi. No medical facilities provided 

15.  Whether reason for death is medically certified (Y/N) 

16.  Name of disease (if any) 

17.  Actual reason for death 

18.  In case deceased is women, fill the below fields:- 

 Death at the time of delivery (Y/N) 

 Death after 6 weeks of delivery (Y/N) 

19.  Is deceased addicted of any of below :- 

1. Smoking (Y/N)________ If yes, then since how many years______ 

2. Chewing Tobacco (Y/N)____If yes, then since how many years______ 

3. Drinking(Y/N)__________ If yes, then since how many years______ 

4. Chewing Pan masala____ If yes, then since how many years______ 

5. Other (Y/N)________ If yes, then specify______ 

20.  Informant’s mobile number 

21.  Informant’s signature 

4.5.1.5. Record view for Logged in User 
New Application view 
 
S.No Fields Description of the view 

1 Application Number 
2 Name of the Applicant 
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3 Father’s / Husband’s Name 
4 Address 
5 Target Date of issue of certificate 
6 Verification officer assigned 
7 Search box 
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4.5.1.6. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 
 

S.No 
Name of Urban 

area  

Number of 
Applications 

Received 

Number of 
Applications 

disposed 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at 
Nagar Palika 

office  

District 
Administration’s 

share 

Nagar Palika 
office  

 

        

 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name/ Designation of 

Officer 
Applications completed 

within defined SLAs 
Number of Application 

exceeding SLAs 
Current owner of the application after 

escalation 
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4.5.1.7. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 

S. No. Activities Time required 
Service Level 
 (from date of service 
request) 

CASE 1: APPLICANT APPLIES WITHIN 01 MONTH OF DEATH 
1.  Application received by Nagar Palika office operator and forwarded to Executive 

Officer, Nagar Palika  

1 day 1st Day 

2.  Executive Officer checks his online account & gets the hardcopy of the application. 
Executive Officer cross verifies the Applicant details through online Death 
registration database and if satisfied issues the digitally signed copy of Death 
certificate. 

3.  Executive Officer if not satisfied forwards the application manually to verification 
officer for field verification 

4.  Verification officer conducts the field verification and submits the report to 
Executive officer 3 Day 4th Day 

5.  Issuance of certificate by Executive Officer  1 Day 5th Day 
CASE 2: APPLICANT APPLIES AFTER 01 MONTH OF DEATH 

6.  Application received by Nagar Palika office operator and forwarded to Sub 
divisional Magistrate  1 day 1st Day 

7.  Sub divisional Magistrate checks his online account cross verify the Applicant 
details through online Death registration database and if satisfied requests 
Executive officer to issue the certificate OR if not satisfied requests Executive 
officer to conduct field verification 

1 day 2nd Day 

8.  Executive Officer forwards the application manually to verification officer for field 1 day 3rd Day 
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S. No. Activities Time required 
Service Level 
 (from date of service 
request) 

verification 
9.  Verification officer does the field verification and submits the report to Executive 

officer  3 day  6th Day 

10.  Executive Officer sends online verification report to SDM 1 day 7th Day 
11.  SDM approves (is satisfied with verification report)/ disapproves (if dissatisfaction 

report is submitted) the request. 
If approves, request Executive officer to issue the certificate 1 day 8th Day 

12.  Issuance of certificate by Executive Officer 
 

4.5.1.8. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 
Application submission and forwarding to 
Executive Officer, Nagar Palika 

Nagar 
Palika 
operator 

1 Day EO 1 
day - - - - 

2. Issuance of certificate EO 1 Day - - - - - - 

3. 
Forwarding of Application to SDM Nagar 

Palika 
operator 

1 Day EO 1 
day     



4.5.1.9. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
1 SDM None 
2 Tehsildar None  
3 EO, Nagar Palika All 
4 GPVA All 
5 Patwari None 

4.5.1.10. Functional Requirement Specification 
 

Sr. Description 

1. 
The system should be able to display Applications for Death certificate 

registration & Death certificate issuance related page through Service links 

2. 
The system should be able to identify user login into the system as defined by the 

login component 

3. The System should enable receiving of the application.  

4. 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes.  

5. 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

6. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

7. 
The system should refresh the page in case of failure in submission of service 

request 

8. 
The System should be able to record the payment made by the applicant against 

the Application  

9. 
The System should be able to save the application data and route it to the EO / 

GPVA / SDM / Tehsildar. 

10. 
The System should be able to notify the EO / GPVA / SDM / Tehsildar about the 

new application and date and time must be logged. 

11. 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

12. 
The system should request the EO / GPVA / SDM / Tehsildar to compulsorily 

provide comments in case of rejection 

13. 
The System should allow the EO / GPVA / SDM / Tehsildar to enter query 

parameters for the Database and then display the results for the query. 
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Sr. Description 

14. 
The System should log the Approval or Rejection and the date and time of the 

action. 

15. The System should be able to notify the Applicant for the delivery of documents 

16. 
The System should enable the EO / GPVA / SDM / Tehsildar to download the 

application details. 

17. 

The System should be able to escalate the application as per the Auto Escalation 

matrix defined in Auto Escalation Matrix table, by notifying the next level of 

authority and sending him a copy of the application. 

18. 
The Points in Process where status would be updated have been marked in the 

process map. 

19. 
The System should be able to generate MIS reports as per the format specified in 

the Monitoring Reports. 

20. 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

21. 
The Digital Signatures must provide the Time Stamping of the act of Digitally 

Signing a document as mandated by the IT Act 2000. 
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4.5.2.1. Process Map – Death Certificate (Rural Area)   
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ISSUANCE OF DEATH CERTIFICATE (RURAL AREA) – BETWEEN 30 DAYS TO 1 YEAR OF DEATH
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System saves the rejection in a 
database and notifies the applicant

System registers the 
application and forwards it 

to Tehsildar

Receives the online 
request 

Applicant receives the 
reason for rejection

System completes / updates 
the Death registration and 

saves the certificate in 
database and notifies applicant

Application 
Receipt 

Component

Payment  
Component

Returns the query 
result

Form 
Availability 
Component

Start
Stop

Verifies application 
details with Death 

registration database 

Satisfied with 
details

Request GPVA to 
conduct field verification

No

Yes

Applicant receives the 
certificate

Approves the application and 
requests GPVA to issue the 

certificate

Rejects the 
application online  
as per Rejection 

Component

Complete / update the Death 
registration process and issues 

the Death certificate using 
digital sign as per Approval 

Component 

System updates the 
change and notifies 

GPVA

Receives the request

Whether Tehsildar has 
provided approval ?

No

Conducts field verification 
and provides verification 

report to Tehsildar

Yes

System updates the 
change and notifies 

Tehsildar

Details found 
correct
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Sr. Process Details 
Responsibility 
Centre 

Pre- condition :  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1.  

Applicant may apply for Death certificate and Death 

registration at CSC (located at Patwari chouki) by fulfilling the 

following conditions : 

a. Complete application form.  

b. In case of death at home - Certificate provided at 

cremation center or Local Doctor’s certificate  

c. Supporting documents required: 

 If applied within 21 days of Death – no 

documents required 

 If applied between 22 to 30 days of Death – 

no document required 

 If applied between 30 days to 01 year of 

Death –  no document required 

 If applied after 01 year of Death -  no 

document required 

d. Administrative Fine : 

 If applied within 21 days of Death –  none 

 If applied between 22 to 30 days of Death – 

Rs 2  

 If applied between 30 days to 01 year of 

Death – Rs.5  

 If applied after 01 year of Death – Rs.10 

Note: Affidavit requirement is removed. Applicant will give his 

/ herself declaration over the physical application form.  

Application form available at CSCs would cover this 

requirement – At the end of application form, a pre-printed 

self declaration text would be mentioned.   

Applicant 

CASE 1: APPLICANT APPLYING WITHIN 21 DAYS OF DEATH 
OR 

APPLICANT APPLYING WITHIN 22 TO 30 DAYS OF DEATH 

(Note: Process is same if Applicant is applying within 21 days OR applying within 22 to 30 

days of birth. Only administrative fine is imposed if applying within 22 to 30 days of birth) 
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Stage 1: 

2.  
Applicant visits the CSC to submit the request for Death 

Registration and Death Certificate. 
Applicant 

3.  

CSC operator will provide two forms to Applicant: 

 Application form  

 Death Registration application form  

CSC Operator 

4.  
Applicant fills both the forms and attaches the required 

documents / proofs (if any) and submits it to the operator. 
Applicant 

5.  
Operator cross verifies both the forms and informs applicant 

to correct any discrepancy found. CSC operator 

6.  

Based on the data provided by the applicant, operator logs -in 

over e-District Application and fills up the Application form 

and Death Registration form and submits it electronically. 
CSC operator 

7.  

Once the application is posted, e-District Application would 

generate a unique Application registration number and 

automatically route the application to concerned GPVA’s 

account and simultaneously he will get an SMS alert with the 

following details: 

o Unique application registration number  

o Date of application 

o Applicant’s name 

o Applicant’s address 

o Applicant’s mobile number / Any number provided 

by the applicant 

o CSC address 

o Expected date of delivery of Death certificate 

At the same time Applicant would also get the SMS alert with 

the following details: 

o Unique application registration number  

o Date of application  

o Expected date of delivery of Death certificate 

e-District 

Application 

(eDA) 

8.  

CSC operator will provide the applicant an acknowledgement 

slip which will have a unique application registration number, 

application details in brief and expected date of delivery of 

Death certificate. 

CSC operator 
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Stage 2: 

9.  
GPVA will visit the CSC (located at Patwari Chauki area) on 

every 5th day. 
GPVA 

10.  
GPVA will log-In over e-district Application and will check the 

applications that are received in his inbox. 
GPVA 

11.  
On the same day he gets the hardcopy of the applications 

provided by CSC-In-Charge. 
GPVA 

12.  
GPVA will check the physical application and attached 

documents.  
GPVA 

13.  

GPVA starts the field verification and after the verification 

undertakes the following activities: 

If he is satisfied, he firstly carries out the Death registration 

process. E-District Application would generate Death 

Registration number AND then he posts his digital signature 

on Death certificate pre printed format available over software 

and issues the certificate electronically. 

GPVA 

14.  
If he is not satisfied, he rejects the application mentioning 

reason for rejection. 
GPVA 

CASE 2: APPLICANT APPLYING BETWEEN 30 DAYS TO 01 YEAR OF DEATH 

Stage 1: 

15.  
Applicant visits the CSC to submit the request for Death 

Registration and Death Certificate. 
Applicant 

16.  

CSC operator will provide two forms to  Applicant: 

 Application form  

 Death Registration application form  

CSC Operator 

17.  
Applicant fills both the forms and attaches required necessary 

documents / proofs (if any) and submits it to the operator. 
Applicant 

18.  
Operator cross verifies both the forms and informs the 

applicant to correct any discrepancy found. CSC operator 

19.  

Based on the data provided by the applicant, operator logs -in 

over e-District Application and completes the Application form 

and Death Registration form and submits it electronically. 
CSC operator 

20.  

Once the application is submitted, e-District Application would 

generate a unique Application registration number and 

automatically route the application to concerned Tehsidar 

e-District 

Application 

(eDA) 



 

 211

21.  

CSC operator will provide the applicant an acknowledgement 

slip which will have a unique application registration number, 

application details in brief and expected date of delivery of 

Death certificate. 

CSC operator 

Stage 2: 

22.  

Tehsildar will log- in to the system and check the application 

in his inbox and verifies the Applicant’s detail in Death 

Registration database. 

If satisfied, approves the application electronically and 

request GPVA for issuance of certificate. 

Tehsildar 

23.  
If he is not satisfied, he sends electronic request over e-

District Application to GPVA to conduct field verification 
Tehsildar 

24.  
GPVA will visit to CSC (located at Patwari Chauki area) on 

every 5th day. 
GPVA 

25.  
GPVA will Log-In the system and check the service requests 

forwarded to him by Tehsildar 
GPVA 

26.  
On the same day he gets the hardcopy of the applications 

provided by CSC-In-Charge. 
GPVA 

27.  

GPVA, as per the instructions from Tehsildar, conducts field 

verification and submits the field verification report online over 

e-District Application to Tehsildar 

GPVA 

28.  
Tehsildar will daily Log-in to e-District Application and check 

the service requests forwarded to him by GPVA 
 
Tehsildar 

29.  

Tehsildar based on the field verification report by GPVA and if 

application details are found to be correct, approves the 

application and request GPVA for issuance of certificate OR 

he may reject the application (if application details are found 

incorrect) 

 
Tehsildar 

30.  
GPVA will daily log in to the system and check the application 

request forwarded by Tehsildar. 
GPVA 

31.  

As per the instructions of Tehsildar, he does the following.  

 If service request is approved 

o Firstly completes the Death Registration 

process.   

o And then post his digital signature over Death 

GPVA 
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certificate pre-printed format available over e-

District Application and issues the certificate. 

o Updates the database. 

CASE 3: APPLICANT APPLYING AFTER 01 YEAR OF DEATH 

Stage 1: 

32.  
Applicant visits the CSC to submit the request for Death 

Registration and Death Certificate. 
Applicant 

33.  

CSC operator will provide two forms to Applicant: 

 Application form  

 Death Registration application form  

CSC Operator 

34.  
Applicant fills both the forms and attaches the required 

documents / proofs and submits it to the operator. 
Applicant 

35.  
Operator cross verifies both the forms and informs the 

applicant to correct any discrepancy. CSC operator 

36.  

Based on the data provided by the applicant, operator logs -in 

over e-District Application and completes the Application form 

and Death Registration form and submits it electronically. 
CSC operator 

37.  

Once the application is posted, e-District Application would 

generate a unique Application registration number and 

automatically route the application to concerned Sub 

Divisional Magistrate 

e-District 

Application 

(eDA) 

38.  

CSC operator will provide the applicant an acknowledgement 

slip which will have a unique application registration number, 

application details in brief and expected date of delivery of 

Death certificate. 

CSC operator 

Stage 2: 

39.  

Sub Divisional Magistrate will log- in to the system and check 

the applications in his inbox and verifies the Applicant’s detail 

in Death Registration database. 

If he is satisfied, approves the application electronically and 

requests GPVA for issuance of certificate. 

Sub Divisional 

Magistrate 

40.  
If he is not satisfied, he sends electronic request over e-

District Application to GPVA to conduct field verification 

Sub Divisional 

Magistrate 

41.  
GPVA will visit to CSC (located at Patwari Chauki area) on 

every 5th day. 
GPVA 
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42.  
GPVA will Log-In the system and check the service requests 

forwarded to him by Sub Divisional Magistrate 
GPVA 

43.  
On the same day he gets the hardcopy of the applications 

provided by CSC-In-Charge. 
GPVA 

44.  

GPVA, as per the instructions from  Sub Divisional Magistrate 

conducts field verification and submits the field verification 

report online over e-District Application to  Sub Divisional 

Magistrate 

GPVA 

45.  

Sub Divisional Magistrate will daily Log-in to e-District 

Application and checks the verification reports forwarded to 

him by GPVA 

 
Sub Divisional 
Magistrate 

46.  

Sub Divisional Magistrate based on the field verification report 

by GPVA and if application details are found to be correct, 

approves the application and requests GPVA for issuance of 

certificate OR he may reject the application ( if application 

details are found to be incorrect). 

 
Sub Divisional 
Magistrate 

47.  
GPVA will daily log in to the system and check the application 

request forwarded by Sub Divisional Magistrate. 
GPVA 

48.  

As per the instructions of Sub Divisional Magistrate, he does 

the following.  

 If service request is approved 

o Firstly completes the Death Registration 

process.   

o And then post his digital signature over Death 

certificate pre-printed format available over e-

District Application and issues the certificate. 

o Updates the database. 

GPVA 

Stage 6: 

49.  

Applicant visits the CSC after stipulated service level as 

mentioned in the acknowledgement slip and produces the slip 

to operator. 

Applicant 

50.  

CSC operator Logs-in over e- District Application and 

retrieves the output of the service request i.e. either the 

reason for rejection or approved service request. 

CSC Operator 

51.  If service request is approved, CSC operator prints the CSC Operator 
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4.5.2.2. CRUD Matrix 
Designation Create Read Update Delete 

Sub Divisional Magistrate Y Y Y Y 
Tehsildar Y Y Y Y 
Gram Panchcyat Vikas Adhikari N Y Y N 
CSC operator Y Y N N 

4.5.2.3. Database required 
S. No. Database Purpose 

1 
Parivar 
Register 
database 

Applicants & his / her family members details can be retrieved 

2 
Death 
Registration 
database 

Citizens death records can be retrieved 

3 
Death 
certificate 
database 

Information pertaining to certificates that are issued can be 
retrieved 

4.5.2.4. Service Request Form  
Following table depicts an indicative Service Request Form.  

S.No Fields Description of the form 

1 Applicant name 

2 Father’s  / Husband’s name 

3 Mother’s name  

4 Permanent address: 

 House number 

 Name of Area / Mohalla  

certificate, signs and stamps over the printed certificate and 

hands over the certificate to the applicant. 

 Death Certificate – Status Tracking details 
Responsibility 

Centre 

1 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2 
Applicant will be notified whenever the application is 

approved and Digitally signed certificate is issued. 
eDA 

3 Applicant will be notified if his application is rejected. eDA 

4 
Applicant will be notified if and when his application is 

forwarded for field verification 
eDA 
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S.No Fields Description of the form 

 Name of Village 

 Name of Gram Panchyat 

 Name of Naya Panchyat 

 Name of Block    

 Name of Patwari Patti                     

 Name of Tehsil 

 Name of District 

5 Date of Death 

6 Application belongs to Urban or Rural area  

7 Request condition (please select any one from the following): 

 For Urban area 

o Applying within one month of Death 

o Applying after one month of Death 

 For Rural area 

o Applying within 21 days of Death 

o Applying between 22 to 30 days of Death 

o Applying between 30 to 01 year of Death 

o Applying after 01 year of Death 

8 Type of Death 

Format of Death Registration  

S.NO Fields 

1 Date of death 

2 Place of death 

3 Full name of deceased 

4 Permanent  address of deceased  

viii. House number 

ix. Name of Area / Mohalla 

x. Village: 

xi. Patti: 

xii. Tehsil: 

xiii. District: 

xiv. State 

5 Father's /Husband’s name 
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S.NO Fields 

6 Mother's name 

7 Sex 

8 Age 

9 Place of Death (hospital / institution / home / others) and address 

10 Deceased’s address at the time of death 

11 Informant details (Name & Address) 

12 Religion (Hindi / Muslim / Christian / Buddhist / Jain / Sikh / any other) 

13 Deceased’s  occupation 

14 Type of medical care provided before death (if any) 

xii. Institutional 

xiii. Any other medical care provided apart from institutional care 

xiv. No medical facilities provided 

15 Whether reason for death is medically certified (Y/N) 

16 Name of disease (if any) 

17 Actual reason for death 

18 In case deceased is women, fill the below fields:- 

 Death at the time of delivery (Y/N) 

 Death after 6 weeks of delivery (Y/N) 

19 Is deceased addicted of any of below :- 

6. Smoking (Y/N)________ If yes, then since how many years______ 

7. Chewing Tobacco (Y/N)____If yes, then since how many years______ 

8. Drinking(Y/N)__________ If yes, then since how many years______ 

9. Chewing Pan masala____ If yes, then since how many years______ 

10. Other (Y/N)________ If yes, then specify______ 

20 Informant’s mobile number 

21 Informant’s signature 

 

4.5.2.5. Record view for Logged in User 
New Application view 
 
S.No Fields Description of the view 

1 Application Number 
2 Name of the Applicant 
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S.No Fields Description of the view 
3 Father’s / Husband’s Name 
4 Address 
5 Target Date of issue of certificate 
6 Verification officer assigned 
7 Search box 
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4.5.2.6. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 
 

S.No Name of Block 
Number of 

Applications 
Received 

Number of 
Applications 

disposed 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at 

CSC 

District 
Administration’s 

share 

 
CSC share 

        

 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name/ Designation of 

Officer 
Applications completed 

within defined SLAs 
Number of Application 

exceeding SLAs 
Current owner of the application after 

escalation 
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4.5.2.7. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

CASE 1: APPLICANT APPLIES WITHIN 21 DAYS OF DEATH 
OR 

APPLICANT APPLYING WITHIN 22 TO 30 DAYS OF DEATH 
1.  Application received by CSC and forwarded to GPVA. 1 Day 1st Day 

2.  GPVA will visit to CSC (located at Patwari Chauki area) on every 5th day. 5 Day 6th  Day 

3.  
GPVA does the field verification and If satisfied, firstly carries out the Death 

registration process and secondly issues the Death certificate electronically. 
5 Day 11th  Day 

CASE 2: APPLICANT APPLYING BETWEEN 30 DAYS TO 01 YEAR OF DEATH 
4.  Application received by CSC and forwarded to Tehsildar. 1 Day 1st Day 

5.  

Tehsildar will log- in to the system and check the applications in his inbox and 

verifies Applicant’s detail in Death Registration database. 

 If he is satisfied, approves the application electronically and request GPVA 

for issuance of certificate. 

 If he is not satisfied, he sends electronic request over e-District Application to 

GPVA to conduct field verification 

2 Day 3rd  Day 

6.  
GPVA will visit the CSC (located at Patwari Chauki area) and check his online 

account and start the field verification 
5 Day 8th Day 
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S. No. Activities Time required 
Service Level 

(from date of service 
request) 

7.  
GPVA does the field verification and submits the field verification report online over 

e-District Application to Tehsildar 
5 Day 13th Day 

8.  

Tehsildar, based on the field verification report by GPVA and if application details are 

found to be correct, approves the application and requests GPVA for issuance of 

certificate OR he may reject the application (if application details are found to be 

incorrect). 

1 Day 14th Day 

9.  

GPVA will daily log in to the system and as per the instructions of Tehsildar do the 

following. 

 If service request is approved 

o Firstly does the Death Registration 

o And then post his signature over Death certificate pre-printed format 

available over e-District Application and issues the certificate. 

o Updates the database. 

5 Day 19th Day 

CASE 3: APPLICANT APPLYING AFTER 01 YEAR OF DEATH 
10.  Application received by CSC and forwarded to Sub Divisional Magistrate. 1 Day 1st Day 

11.  

Sub Divisional Magistrate will log- in to the system and check the applications in his 

inbox and verifies the Applicant’s detail in Death Registration database. 

 If satisfied, approves the application electronically and request GPVA for 

issuance of certificate. 

 If he is not satisfied, he sends electronic request over e-District Application to 

2 Day 3rd  Day 
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S. No. Activities Time required 
Service Level 

(from date of service 
request) 

GPVA to conduct field verification 

12.  
GPVA will visit the CSC (located at Patwari Chauki area) and check his online 

account and start the field verification 
5 Day 8th Day 

13.  
GPVA does the field verification and submits the field verification report online over 

e-District Application to Sub Divisional Magistrate 
5 Day 13th Day 

14.  

Sub Divisional Magistrate, based on the field verification report by GPVA and if 

application details are found to be correct, approves the application and requests 

GPVA for issuance of certificate OR he may reject the application(if application 

details are found to be incorrect). 

 
1 Day 14th Day 

15.  

GPVA will daily log in to the system and as per the instructions of Sub Divisional 

Magistrate do the following. 

 If service request is approved 

o Firstly completes the Death Registration process. 

o And then post his digital signature over Death certificate pre-printed 

format available over e-District Application and issues the certificate. 

o Updates the database. 

5 Day 19th Day 
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4.5.2.8. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

4.5.2.9. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
1 SDM None 
2 Tehsildar None  
3 GPVA All 
4 Patwari None 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 
Application submission and forwarding to 
GPVA 

CSC 
operator 1 Day GPVA 1 

day 
ADO 
panchayat 

1 
Day - - 

2. Field verification & issuance of certificate  GPVA 5 Day ADO 
panchcyat 

2 
Day - - - - 



4.5.2.10. Functional Requirement Specification 
 

Sr. Description 

1. 
The system should be able to display Applications for Death certificate 

registration & Death certificate issuance related page through Service links 

2. 
The system should be able to identify user login into the system as defined by the 

login component 

3. The System should enable receiving of the application.  

4. 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes.  

5. 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

6. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

7. 
The system should refresh the page in case of failure in submission of service 

request 

8. 
The System should be able to record the payment made by the applicant against 

the Application  

9. 
The System should be able to save the application data and route it to the GPVA / 

SDM / Tehsildar. 

10. 
The System should be able to notify the GPVA / SDM / Tehsildar about the new 

application and date and time must be logged. 

11. 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

12. 
The system should request the GPVA / SDM / Tehsildar to compulsorily provide 

comments in case of rejection 

13. 
The System should allow the GPVA / SDM / Tehsildar to enter query parameters 

for the Database and then display the results for the query. 

14. 
The System should log the Approval or Rejection and the date and time of the 

action. 

15. The System should be able to notify the Applicant for the delivery of documents 

16. 
The System should enable the GPVA / SDM / Tehsildar to download the 

application details. 

17. The System should be able to escalate the application as per the Auto Escalation 



 

 224

Sr. Description 

matrix defined in Auto Escalation Matrix table, by notifying the next level of 

authority and sending him a copy of the application. 

18. 
The Points in Process where status would be updated have been marked in the 

process map. 

19. 
The System should be able to generate MIS reports as per the format specified in 

the Monitoring Reports. 

20. 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

21. 
The Digital Signatures must provide the Time Stamping of the act of Digitally 

Signing a document as mandated by the IT Act 2000. 
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4.6. Solvency Certificate 
 
       Select Prerequisites for the To Be Process  
 
 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications, forwarding the applications 

electronically over e-district application, forwarding the physical application & 

enclosed documents physically to Tehsil Headquarters and providing the outcome of 

the services to the Applicant. 

 Sub-divisional Magistrate would authorize one Center-in-Charge for each CSC lying 

under his/ her jurisdiction would collect all the application forms from its center and 

submit it at the District Magistrate office.    

 There would be a provision of setting up small e-district nodal office at each Tehsil 

headquarters where all hardcopy applications coming through CSC’s would be 

collected. 

 e- District applications would only be collected at CSCs that are located at Patwari 

Chauki area. 

 Patwari’s would have to visit every 5th day to CSC (located at his Patti Chauki area). 

There would be a time slot allotted at CSC for Patwari to update his work 

electronically over e-District Application. Patwari would also use the resources (only 

PC) at CSC to check the application and post the field verification report 

electronically over e-District application. 

 State Government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Applicant. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software, printing acknowledgement slip and finally printing and providing the 

certificate. The charges will be decided by State Government / District 

Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to Patwari i.e. using their computer system etc.  

 There will be a search facility available over portal for applicants to check the status 

of their service requests. 

 Affidavit requirement to be removed. Application form available at CSC would cover 

this requirement – At the end of application form, pre-printed declaration text would 
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be mentioned i.e. “I applying for xxxx service have produced all the information 

correct and to the best of my knowledge. I would be solely responsible in case of any 

discrepancy found in the attached documents and for the information provided in the 

application form and under such cases, District administration may take any 

corrective legal action as appropriate”.   

 SMS facility to be introduced. Once the application is submitted online over e-District 

Application, immediately a sms will be sent to concerned area Patwari for his action 

and sms to Citizen for his / her information. 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when he gets satisfied post it over the e-

District Application. In case CSC operator posts incomplete / incorrect application, he 

would be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 Mandated acceptance of Digitally Signed certificates across various departments. 

 Availability of a public website, where authenticity of a printed copy of a Digitally 

Signed certificate can be established. 

 Mandatory entry into the Database before any certificate is issued.  

 
 
Value Addition to AS-IS  

 
The new To Be process provides many additional features such as:  
 

 Service delivery at village level: The citizens would be able to avail the service 

close to their homes and would not need to travel to Tehsil / Block office. This 

would reduce travel time, cost and effort. 
 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports. 



4.6.1. Process Map 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply for Solvency certificate at the Common 

Service Centers by fulfilling the following conditions : 
a. Complete application form. 
b. Supporting documents required: 

 Copy of Khata Khatauni duly attested by 

Registrar Kanungo 

 In case Applicant holds its own house - 

Valuation report of Applicant’s house 

prepared by Junior Engineer and duly 

certified by Assistant Engineer. 

Applicant 

Stage 1: 

2 
Applicant visits the CSC to submit the Solvency Certificate 

request. 
Applicant 

3 

CSC operator will provide the application form to Applicant. 

Alternatively applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator 

/ Applicant 

4 Applicant fills the application form and submits it to operator. Applicant 

5 

Operator cross verifies the filled application form and informs 

applicant to correct any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, 

including details on how to fill application form, documents 

required to be attached, signature of concerned authority on 

attached documents etc. The same checklist will also be 

available over e-District Application. It would be the responsibility 

of CSC operator to thoroughly scrutinize the application and if 

satisfied, posts it over the e-District Application. If in case CSC 

operator post incomplete / incorrect application, he would be 

fined per application and the same amount would be deducted 

from his share.  

CSC Operator 

6 
Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits 
CSC Operator 
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the application electronically. Applicant’s photograph is also 

captured through web camera and is attached in the application 

form. 

7 

CSC operator will provide applicant an acknowledgement slip 

which will have a unique application registration number, 

application details in brief and expected date of delivery of the 

certificate.  

CSC Operator 

8 

Once the application is submitted over e-District Application, it 

will automatically route to  
 Concerned area Patwari and a copy of it will be sent to Sub 

Divisional Magistrate’s account for his information. 

 Patwari will get an sms alert with the following details: 

o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ 

unique number)  
o Date of application 
o Applicants name 
o Applicants address 
o Applicants mobile number / Any number provided by 

the applicant 
o CSC address 
o Expected date of delivery of certificate 

At the same time Applicant would also get the sms alert with the 

following details: 
o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ 

unique number)  
o Date of application 
o Patwari’s name 
o Patwari’s mobile number (if application is of Tehsil 

area) 
o Expected date of delivery of certificate 

e-District 

Application 
(eDA) 

Stage 2: 

9 
On the 15th day of each month, the center in charge of CSC 

would collect all the application forms from its center and submit 

Center –In –

Charge 
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it to the District Magistrate Office.    

Stage 3: 

10 
Patwari will visit to CSC (located at his chauki area) on every 5th 

day. 
Patwari 

11 
Patwari will log-In over e-district Application and will check the 

applications that are received under his inbox. 
Patwari 

12 
On the same day he gets the hardcopy of the applications 

provided by CSC-In-Charge. 
Patwari 

13 

Patwari will check the physical application and attached 

documents and has to cross check the applicant’s details in 

Solvency certificate database AND / OR in Pariwar register 

database.  

If he is satisfied with the physical documents AND details 

available in the database, on the same day provides his 

acceptance by entering and submitting the details in the 

verification report online and simultaneously updating Solvency 

certificate database over the e-district Application. 

Patwari 

14 

If he is unsatisfied, he may do the field verification and then 

would submit the verification report accordingly. 

He has to mandatorily update the Solvency certificate database. 
Patwari 

15 

Once he submits the verification report, the application along 

with patwari’s verification report is forwarded electronically over 

e-District Application to Tehsildar’s account for his approval / 

rejection (in case of non-satisfaction verification report submitted 

by Patwari). 
Note: Hardcopy of the application will not be forwarded to 

Tehsildar and he has to provide his approval / rejection based on 

the online Patwari’s verification report AND through database. 

eDA 

Stage 4: 

16 
Tehsildar will daily Log-in to e-District Application and checks the 

service requests forwarded to him. 
Tehsildar 

17 

Tehsildar will provide : 

 His approval, if Patwari has provided satisfaction report 

and details are available in Solvency certificate database 

OR 

Tehsildar 
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His disapproval, if Patwari has provided dissatisfaction report 

and details are not available in solvency certificate database 

18 
If Tehsildar is satisfied, he approves the application and forwards 

it to Sub-Divisional Magistrate.  
Tehsildar 

19 
If Tehsildar is unsatisfied he may direct Patwari for field 

verification through online request.  
Tehsildar 

20 

If Patwari has provided his dissatisfaction report, Tehsildar 

rejects the application along with mentioning reason for rejection. 

E-District Application forwards the decision to Sub-Divisional 

Magistrate. 

Tehsildar 

21 
Sub Divisional Magistrate will daily Log-in to e-District Application 

and checks the service requests forwarded to him. 
Sub Divisional 

Magistrate 

22 

Sub Divisional Magistrate may directly approve the service 

request on the basis of Patwari’s verification report, Tehsildar’s 

approval AND by cross checking the applicant’s details in 

Solvency certificate database or disapprove in case of non 

satisfaction. 

Sub Divisional 

Magistrate 

23 

If Sub Divisional Magistrate is satisfied, he approves the 

application electronically and forwards the same electronically to 

District Magistrate for final approval & issuance of certificate.  

Sub Divisional 

Magistrate 

24 

If Tehsildar has provided his disapproval, Sub Divisional 

Magistrate may reject the application along with mentioning 

reason for rejection. E-District Application forwards the decision 

to District Magistrate. 

Sub Divisional 

Magistrate 

25 

District Magistrate on each alternate day will Log-In to the 

system and checks the applications forwarded to him by Sub 

Divisional Magistrate for his final approval and issuance of 

certificate. 
If District Magistrate is satisfied, he approves the application and 

posts his Digital Signature on Solvency certificate pre printed 

format available over software and issues the certificate 

electronically. 
In case, he is not satisfied he may reject the application along 

with specifying reason for rejection. 

District 

Magistrate 

26 After submission, the application automatically gets routed to  the eDA 
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4.6.2. CRUD Matrix 

Designation Create Read Update Delete 
District Magistrate Y Y Y Y 
Sub Divisional Magistrate Y Y Y N 
Tehsildar Y Y Y N 
Patwari Y Y Y N 
CSC Operator Y Y N N 
General Anonymous Access N Y N N 

4.6.3. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

2 
Solvency 
Certificate 
Database 

This database will save all the application related information, 
applicant’s solvency information and a copy of Digitally signed 
certificate issued to Applicant. 

concerned CSC. 

Stage 5: 

27 

Applicant visits to CSC after stipulated service level as 

mentioned in the acknowledgement slip and produces the slip to 

CSC operator. 
Applicant 

28 

CSC operator Logs-in over e- District Application and retrieves 

the output of the service request i.e. either the reason for 

rejection or approved service request. 
CSC Operator 

29 

If service request is approved, CSC operator prints the 

certificate, sign and stamp over the printed certificate and hand 

over the certificate to the applicant. 
CSC Operator 

Solvency Certificate Status Tracking details 
Responsibility 

Centre 

1. 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2. 
Applicant will be notified whenever the application is approved 

and Digitally signed certificate is ready. 
eDA 

3. Applicant will be notified if his application is rejected. eDA 

4. 
Applicant will be notified if and when his application is 

forwarded for Physical verification 
eDA 
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4.6.4. Service Request Form for Solvency certificate  
 
Following table depicts an indicative Service Request Form.  
 
S.No Fields Description of the form 

1.  Name of Applicant 
2.  Sex 
3.  Date of Birth 
4.  Applicant’s age 
5.  Father’s / Husband’s name 
6.  Mother’s Name 
7.  Applicant’s address : 

i. House no. 
ii. Area / Mohalla 
iii. Village 
iv. Block 
v. Patti 
vi. Tehsil 
vii. Thana 
viii. District 

8.  Mobile No. 
9.  Reason for need of certificate: 

10.  Supporting Documents and their serial No. (E.g. Copy of Khata khatauni) 
11.  Applicant Signature 
12.  Self Declaration by the applicant (“I applying for xxxx service have produced all the 

information correct and to the best of my knowledge. I would be solely responsible 
in case of any discrepancy found in the attached documents and for the 
information provided in the application form and under such cases, District 
administration may take corrective legal action as appropriate”. 

4.6.5. Patwari verification report format 

S.No Fields 

1 Name of Applicant 

2 Applicant’s Father  name 
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4.6.6. Record view for Logged in User 
New Application view 
 
S.No Fields Description of the view 

1 Application Number 
2 Name of the Applicant 
3 Father’s / Husband’s Name 
4 Address 
5 Target Date of issue of certificate 
6 Patwari assigned 
7 Search box 

 

 

 

3 Applicant’s address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

 Name of Thana 

 Name of District 

4  Details of Land:   _________   

 Valuation of Land according to applicable government rate Rs 

____ is  Rs.____________ 

 5 In case Applicant owns his house: 

 Details of House:   _________   

 Valuation of House according to applicable government rate 

Rs ____ is  Rs.____________ 

 Valuation done by department ____________ 

6 Overall conclusion 
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4.6.7. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 
 

S.No Name of Tehsil 
Number of 

Applications 
Received 

Number of 
Certificates 

Issued 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at 

CSC 

District 
Administration’s 

share 

CSC share 

        
 
The following table specifies the fields required in the MIS Report 2  
 

S.No Name/ Designation 
of Officer s 

Applications 
completed within 

defined SLAs 

Number of Application 
exceeding SLA 

Current owner of the application 
after escalation 

     
 
The following table specifies the fields required in the MIS Report 3 
 

S.No Name of the Tehsil 
No. of Application under 
the process of  Physical 

Verification 

Total number of application 
received 

%age of application under the 
process of  Physical 

Verification 
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4.6.8. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 
Case 1: When Patwari is satisfied and does not conduct field verification 
 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1.  Application received by CSC operator and forwarded to Patwari  1 day 1st Day 

2.  Patwari visits to CSC and checks his online account & gets the hardcopy of the 

application 

 Patwari, if satisfied with the attached application documents AND online 

database verification, submits the verification report and approves the 

application 

 5 day 6th Day 

3.  Tehsildar Logs- in to the system and checks the application forwarded to him. 

 If satisfied with the Patwari’s report available over e-District application and 

through database verification,  approves the service requests and forwards 

the service request to Sub Divisional Magistrate for his approval 

1 day 7th Day 

4.  Sub Divisional Magistrate Logs- in to the system and checks the application 

forwarded to him. 

 If satisfied with Patwari’s report, Tehsildar’s approval and through 

database verification available over e-District application, approves the 

service requests and forwards the service request to District Magistrate for 

1 day 8th Day 
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S. No. Activities Time required 
Service Level 

(from date of service 
request) 

final approval & issuance of certificate 

5.  District Magistrate Logs- in to the system and checks the verification reports 

forwarded to him. 
As per Sub Divisional Magistrate’s report & through database verification,  

approves / rejects the service requests 

 If approves, issues the certificate using his Digital Signature 

 If rejects, specifies the reason for rejection 

 2 day 10th Day 

 
Case 2: When Patwari is not satisfied and conducts field verification 
 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1.  Application received by CSC operator and forwarded to Patwari  1 day 1st Day 
2.  Patwari visits to CSC and checks his online account & gets the hardcopy of the 

application 5 day 6th Day 

3.  Patwari, if not satisfied with the attached application documents AND/ OR online 
database verification, conducts field verification, submits the verification report 
AND provides his approval / disapproval online over e-District Application 

5 day 11th Day 

4.  Tehsildar Logs- in to the system and checks the application forwarded to him. 
 If satisfied with the Patwari’s report available over e-District application 

approves the service requests and forwards the service request to Sub 
Divisional Magistrate for his approval 

1 day 12th Day 
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S. No. Activities Time required 
Service Level 

(from date of service 
request) 

5.  Sub Divisional Magistrate Logs- in to the system and checks the application 
forwarded to him. 

 If satisfied with the Patwari’s report and Tehsildar’s approval available over 
e-District application approves the service requests and forwards the 
service request to District Magistrate for final approval & issuance of 
certificate 

1 day 13th Day 

6.  District Magistrate Logs- in to the system and checks the application forwarded to 
him. 
As per the Sub Divisional Magistrate’s report approves / rejects the service 
requests 

 If approves, issues the certificate using his Digital Signature 
 If rejects, specifies the reason for rejection 

 2 day 15th Day 
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4.6.9. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1 

Patwari checks the application online, If 
satisfied with physical documents AND 
through database verification, approves the 
request after submitting verification report  
OR 
if unsatisfied, start the field verification 

Patwari 5 days Tehsildar 
1 
day 

Sub 
Divisional 
Magistrate 

2 
day 

- - 

2 

Approval given by  Tehsildar, if satisfied with 
Patwari report AND through database 
verification and forwards the application to 
Sub Divisional Magistrate 

Tehsildar 1 day 
Sub 
Divisional 
Magistrate 

1 
day DM 2 

day - - 

3 

Approval given by Sub Divisional 
Magistrate, if satisfied with Patwari’s report, 
Tehsildar’s approval AND through database 
verification. 
SDM forwards the application to District 
Magistrate 

Sub 
Divisional 
Magistrate 

1 day DM 2 
day -  - - 

4 
Field verification and Updation of Database 
by Patwari Patwari 5 days Tehsildar 

1 
day 

Sub 
Divisional 
Magistrate 

2 
day - - 

5 Issuance of certificate by District Magistrate District 
Magistrate 2 days - - - - - - 



4.6.10. Number of Digital Signatures required 
 
S.No Designation  Details (Nos.) 
1 District Magistrate 1 

4.6.11. Functional Requirement Specification  

Sr. Description 

1. 
The system should be able to display Application for Solvency certificate related 

page through Service links 

2. 
The system should be able to identify user login into the system as defined by the 

login component 

3. 

The system should be able to provide information to the applicants about 

application for Solvency Certificate both in public as well as restricted domain as 

per the ‘Information component’ 

 Web access to information content in public domain 

 e-District application access to information content 

4. The System should enable receiving of the application.  

5. 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes. 

6. 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

7. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

8. 
The system should refresh the page in case of failure in submission of service 

request 

9. 
The System should be able to record the payment made by the applicant against 

the Application  

10. 
The System should be able to save the application data and route it to the 

Patwari. 

11. 
The System should be able to notify the Patwari about the new application and 

date and time must be logged. 

12. 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

13. 
The system should allow Patwari to accept or reject any service request 

application 
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Sr. Description 

14. 
The system should request the Tehsildar / SDM / DM to compulsorily provide 

comments in case of rejection 

15. 
The System should allow the Patwari / Tehsildar / SDM / DM to enter query 

parameters for the Database and then display the results for the query. 

16. 
The System should log the Approval or Rejection and the date and time of the 

action. 

17. 
The System should save the digitally signed copy of the Solvency certificate 

issued as a soft copy in a Database 

18. 
The System should be able to notify the Applicant and deliver the Solvency 

certificate as per the Delivery Mechanism. 

19. The System should enable the Patwari to download the application details. 

20. 
The System should allow the Patwari to electronically forward the application to 

the Tehsildar  

21. 
The System should be able to detect changes in status and Applicant can access 

the same through e-district application 

22. 

The System should be able to escalate the application as per the Auto Escalation 

matrix defined in Auto Escalation Matrix table, by notifying the next level of 

authority and sending him a copy of the application. 

23. 
The Points in Process where status would be updated have been marked in the 

Solvency Certificate Status process map. 

24. 
The System should be able to generate MIS reports as per the format specified in 

the table Monitoring Report. 

25. 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

26. 
The Digital Signatures must provide the Time Stamping of the act of Digitally 

Signing a document as mandated by the IT Act 2000. 
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4.7. Income Certificate 
 

Select Prerequisites for the To Be Process  
 
 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications; forwarding the applications 

electronically over e-district application; forwarding the physical application & 

enclosed documents physically to Tehsil / Block Headquarters and providing the 

outcome of the services to the Citizen. 

 Sub-divisional Magistrate / Block development Officer would authorize one Center-

in-Charge for each CSC lying under his/ her jurisdiction. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and would submit it in the concerned Tehsil / Block 

headquarters.    

 There would be a provision of setting up small e-district nodal office at each Tehsil / 

Block headquarters where all hardcopy applications coming through CSC’s would be 

collected. 

 e- District applications would only be collected at CSCs that are located at Patwari 

Chauki area. 

 Patwari’s would have to visit every 5th day to CSC (located at his Patti Chauki area). 

There would be a time slot allotted at CSC for Patwari to update his work 

electronically over e-District Application. Patwari would also use the resources (only 

PC) at CSC to check the application and post the field verification report 

electronically over e-District application. 

 State Government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Citizen. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software, printing acknowledgement slip and finally printing and providing the 

certificate. The charges will be decided by State Government / District 

Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to Patwari, i.e. using their computer system etc.  

 There will be a search facility available over portal for applicants to check the status 

of their service requests. 
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 Affidavit requirement to be removed. Application form available at CSC would cover 

this requirement – At the end of application form, pre-printed declaration text would 

be mentioned i.e. “I applying for xxxx service have produced all the information 

correct and to the best of my knowledge. I would be solely responsible in case of any 

discrepancy found in the attached documents and for the information provided in the 

application form and under such cases, District administration may take any 

corrective legal action as appropriate”.   

 SMS facility to be introduced. Once the application is submitted online over e-District 

Application, immediately an SMS will be sent to concerned area Patwari for his 

action and an SMS will be sent to the Citizen for his / her information. 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when satisfied post it over the e-District 

Application. In case CSC operator posts incomplete / incorrect application, he would 

be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 Mandated acceptance of Digitally Signed certificates across various departments. 

 Availability of a public website, where authenticity of a printed copy of a Digitally 

Signed certificate can be established. 

 Mandatory entry into the Database before any certificate is issued.  

 

Value Addition to AS-IS  
 
The new To Be process provides many additional features such as:  
 

 Service delivery at village level: The citizens would be able to avail the service 

close to their homes and would not need to travel to Tehsil / Block office. This 

would reduce travel time, cost and effort. 

 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports. 



4.7.1. Process Map 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply for Income certificate at the Common 

Service Centers by fulfilling the following conditions : 
a. Complete application form. 
b. Supporting  documents required : 

 If APL (photocopy of APL ration card) 

 If BPL (photocopy of BPL ration card) 

 If Government employee (attested Salary slip by 

employer) 

Applicant 

Stage 1: 

2 Applicant visits the CSC to submit the Income Certificate request. Applicant 

3 

CSC operator will provide the application form to Applicant. 

Alternatively applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator 

/ Applicant 

4 
Applicant fills the form and attaches the required necessary 

documents / proofs and submits it to the operator. 
Applicant 

5 

Operator cross verifies the filled application form and inform 

applicant to correct any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, 

including details on how to fill application form, documents 

required to be attached, signature of concerned authority on 

attached documents etc. The same checklist will also be 

available over e-District Application. It would be the responsibility 

of CSC operator to thoroughly scrutinize the application and the 

attached documents, and if gets satisfied, only then submit it over 

the e-District Application. In case CSC operator posts incomplete 

/ incorrect application, he would be fined per application and the 

same amount would be deducted from his share.  

CSC Operator 

6 

Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits 

the application electronically. The supporting documents are 

scanned and attached with the application over the software. 

CSC Operator 
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7 

CSC operator will provide the applicant an acknowledgement slip 

which will have a unique application registration number, 

application details in brief and expected date of delivery of the 

certificate.  

CSC Operator 

8 

Once the application is submitted over e-District Application, it 

would automatically route to concern area (Patti) Patwari’s 

account and a copy of application will be sent to Tehsildar for his 

/her information and simultaneously concerned Patwari would get 

an SMS alert with the following details: 
o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ unique 

number)  
o Date of application 
o Applicants name 
o Applicants address 
o Applicants mobile number / Any number provided by 

the applicant 
o CSC address 
o Expected date of delivery of certificate 

At the same time Applicant would also get the sms alert with the 

following details: 
o Unique application registration number (District 

name/Tehsil name / Patti name/ service name/ unique 

number)  
o Date of application 
o Patwari’s name 
o Patwari’s mobile number 
o Expected date of delivery of certificate 

e-District 

Application 
(eDA) 

Stage 2: 

9 

On the 15th day of each month, the center in charge of CSC 

would collect all the application forms from its center and submit it 

to the concerned Tehsil headquarters.    

Center –In –

Charge 

Stage 3: 

10 
Patwari would visit to CSC (located at his chauki area) on every 

5th day. 
Patwari 
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11 
Patwari will log-In over e-district Application and will check the 

applications that are received under his inbox. 
Patwari 

12 
On the same day and time, he gets the hardcopy of the 

applications provided by CSC-In-Charge. 
Patwari 

13 

Patwari will check the physical application & attached documents 

and has to cross check the applicant’s details in Income 

certificate database AND / OR in Pariwar register database 
Patwari 

14 

If he is satisfied with the physical documents AND details 

available Income certificate database, on the same day provides 

his acceptance by entering & submitting the details in the 

verification report online and simultaneously updating Income 

certificate database over the e-district Application. 

Patwari 

15 

If he is unsatisfied, he conducts field verification and then submits 

the verification report accordingly. 
He has to mandatorily update the Income certificate database. 

Patwari 

16 

Once he submits, the application along with patwari’s verification 

report is forwarded electronically over e-District Application to 

Tehsildar’s account for his final approval / rejection (in case of 

non-satisfaction verification report submitted by Patwari). 
Note: Hardcopy of the application along with attached documents 

would not be forwarded to Tehsildar and he has to provide his 

approval / rejection based on the online Patwari’s verification 

report AND through database. 

eDA 

Stage 4: 

17 
Tehsildar will daily Log-in to e-District Application and checks the 

service requests forwarded to him. 
Tehsildar 

18 

Tehsildar will provide : 

 His approval, if Patwari has provided satisfaction report 

and entry has been done in Income certificate database 
OR 

 His disapproval, if Patwari has provided dissatisfaction 

report and details are not available in Income certificate 

database 

Tehsildar 

19 
If Tehsildar is satisfied, he approves the application and posts his 

Digital Signature on Income certificate pre printed format 
Tehsildar 
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4.7.2. CRUD Matrix 

Designation Create Read Update Delete 
Tehsildar Y Y Y Y 
Patwari Y Y Y N 
CSC Operator Y Y N N 
General Anonymous Access N Y N N 

4.7.3. Database required 

S. No. Database Purpose 
1 Parivar 

Register 
Applicants & his / her family members details can be retrieved 

available over software and issues the certificate electronically. 

20 

If Patwari has provided his dissatisfaction report, Tehsildar rejects 

the application along with mentioning reason for rejection. E-

District Application forwards the decision to CSC operator. 
Tehsildar 

21 
After submission, the application automatically gets routed to the 

concerned CSC.  
eDA 

Stage 5: 

22 

Applicant visits to CSC after stipulated service level as mentioned 

in the acknowledgement slip and produces the slip to CSC 

operator. 
Applicant 

23 

CSC operator Logs-in over e- District Application and retrieves 

the output of the service request i.e. either the reason for 

rejection or approved service request. 
CSC Operator 

24 

If service request is approved, CSC operator prints the certificate, 

signs and stamps over the printed certificate and hands over the 

certificate to the applicant. 
CSC Operator 

Income Certificate Status Tracking details 
Responsibility 

Centre 

1. 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2. 
Applicant will be notified whenever the application is approved 

and Digitally signed certificate is ready. 
eDA 

3. Applicant will be notified if his application is rejected. eDA 

4. 
Applicant will be notified if and when his application is 

forwarded for Physical verification 
eDA 
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Database 

2 
Income 
Certificate 
Database 

This database will save all application related information, 
Applicant’s Income information (till six months from the 
issuance of Income certificate) and a copy of Digitally signed 
certificate issued to Applicant. 

4.7.4. Service Request Form  

Following table depicts an indicative Service Request Form.  

 
S.No Fields Description of the form 

1. Name of Applicant 
2. Sex 
3. Date of Birth 
4. Father’s Name 
5. District 
6. House number 

7. Name of Area / Mohalla  

8. Village: 

9. Patti: 

10. Tehsil: 

11. District: 

12. APL / BPL 
13. Applicant’s current Occupation 
14. Applicant’s current Income 
15. Applicant’s source of Income 
16. Mobile No. 
17. Reason for need of certificate: 
18. Supporting documents and their serial No. (E.g. Ration Card No.) 
19. Applicant’s Signature 

20. Self Declaration by the applicant (“I applying for xxxx service have produced all 
the information correct and to the best of my knowledge. I would be solely 
responsible in case of any discrepancy found in the attached documents and for 
the information provided in the application form and under such cases, District 
administration may take any corrective legal action as appropriate”.   
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4.7.5. Patwari’s verification report format 

 
S.NO Fields 

1.  Name of applicant 

2.  Sex 

3.  Date of birth 

4.  Applicant’s Father / Husband name 

5.  Applicant’s current  address 

6.  Applicant’s income from agriculture   

7.  Applicant’s income from business 

8.  Applicant’s income from  service   

9.  Applicant’s income from Animal   

10.  Applicant’s income from pension   

11.  Applicant’s income from contractor ship   

12.  Applicant’s income from gardening   

13.  Applicant’s income from  house rent   

14.  Applicant’s income from laboring   

15.  Applicant’s income from other sources   

16.  Applicant’s monthly total Income from all sources (in figure) 

17.  Applicant’s monthly total Income from all sources (in words) 

18.  Supporting documents and their serial No.  

(E.g. Ration Card No.) 
19.  Remarks (If any) 

20.  Overall Conclusion 
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4.7.6. Record view for Logged in User 

New Application view 
 
S.No Fields Description of the view 

1 Application Number 
2 Name of the Applicant 
3 Father’s / Husband’s Name 
4 Address 
5 Target Date of issue of certificate 
6 Patwari assigned 
7 Search box 
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4.7.7. Monitoring Report 

The following table specifies the fields required in the MIS Report 1 
 

S.No Name of Tehsil 
Number of 

Applications 
Received 

Number of 
Certificates 

Issued 

Number of 
Applications 

Pending 

Fee Collection details 

Total Amount 
collected at 

CSC 

District 
Administration’s 

share 

CSC share 

        
 
The following table specifies the fields required in the MIS Report 2  
 

S.No Name/ Designation 
of Officer 

Applications completed 
within defined SLAs 

Number of Application 
exceeding SLAs 

Current owner of the application 
after escalation 

     
 
The following table specifies the fields required in the MIS Report 3 
 

S.No Name of the Tehsil 
No. of Application under 
the process of  Physical 

Verification 

Total number of application 
received 

%age of application under the 
process of  Physical 

Verification 
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4.7.8. Benchmarked Service Level  

The following table specifies the internal Activity-wise service levels: 

 
Case 1: (when Patwari is satisfied with the enclosed documents & details available in database and does not conducts field 
verification) 
 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

6.  Application received by CSC operator and forwarded to Patwari. 1 day 1st Day 
7.  Patwari visits the CSC and checks his online account & gets the hardcopy of the 

application 
 Patwari, if satisfied with the attached application documents AND online 

database verification, submits the verification report and approves the 
application 

 5 day 6th Day 

8.  Tehsildar Logs- in to the system and checks the application forwarded to him. 
 If satisfied with Patwari’s report available over e-District application AND 

details available in database, approves the service requests and issues 
Income certificate using his Digital signature and updates the database 

1 day 7th Day 

 
Case 2: (when Patwari is not satisfied with the enclosed documents and conducts field verification) 
 
S. 
No. Activities Time 

required 
Service Level ( from date of 
service request) 

1.  Application received by CSC operator and forwarded to Patwari. 1 day 1st Day 
 Patwari visits the CSC and checks his online account & gets the hardcopy of the 

application. 5 day 6th Day 
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S. 
No. Activities Time 

required 
Service Level ( from date of 
service request) 

if not satisfied with the attached application documents and online database 
verification, initiates for field verification. 

2.  Completes field verification, submits income estimate report and provides his approval 
/ disapproval online over e-District Application 5 day 11th Day 

3.  Tehsildar Logs- in to the system and checks the application forwarded to him. 
As per the Patwari’s report & details available in database, approves / rejects the 
service requests 

 If approves, issues the certificate using his Digital Signature 
 If rejects, mention specifies the reason for rejection 

1 day 12th Day 
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4.7.9. Auto Escalation Matrix  

The following table specifies the automatic escalations matrix: 

4.7.10. Number of Digital Signatures required 

 
S.No Designation  Details (Nos.) 
1 Tehsildar All 
2 Patwari None  

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1 

Patwari checks the application online, 
verifies the details through physical records 
AND through database.  
If satisfied, approves the request after 
submitting verification report & updating 
database 
OR 
if unsatisfied, start the field verification 

Patwari 5 days Tehsildar 1 
day SDM 1 

day DM 2 
day 

2 
Approval given by Tehsildar, if satisfied with 
Patwari’s report and details available in 
database 

Tehsildar 1 day SDM 1 
day DM 2 

day - - 

3 
Field verification and Updation of Database 
by Patwari Patwari 5 days Tehsildar 1 

day SDM 1 
day DM 2 

day 



4.7.11. Functional Requirement Specification  

 
Sr. Description 

1. 
The system should be able to display Application for Income certificate related 

page through Service links 

2. 
The system should be able to identify user login into the system as defined by the 

login component 

3. 

The system should be able to provide information to the applicant about 

application for Income Certificate both in public as well as restricted domain as 

per the ‘Information component’ 

 Web access to information content in public domain 

 e-District application access to information content 

4. The System should enable receiving of the application.  

5. 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes. 

6. 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

7. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

8. 
The system should refresh the page in case of failure in submission of service 

request 

9. 
The System should be able to record the payment made by the applicant against 

the Application  

10. 
The System should be able to save the application data and route it to the Patwari 

/ Tehsildar of the Tehsil. 

11. 
The System should be able to notify the Patwari about the new application and 

date and time must be logged. 

12. 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

13. 
The system should allow Patwari to accept or reject any service request 

application 

14. 
The system should request the Tehsildar to compulsorily provide comments in 

case of rejection 

15. The System should allow the Patwari / Tehsildar to enter query parameters for the 
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Sr. Description 

Database and then display the results for the query. 

16. 
The System should log the Approval or Rejection and the date and time of the 

action. 

17. 
The System should save the digitally signed copy of the Income certificate issued 

as a soft copy in a Database 

18. 
The System should be able to notify the Applicant and deliver the Income 

certificate as per the Delivery Mechanism. 

19. The System should enable the Patwari to download the application details. 

20. 
The System should allow the Tehsildar to create or update the Income details in 

Database.  

21. 
The System should allow the Patwari to electronically forward the application to 

the Tehsildar  

22. 
The System should be able to detect changes in status and Applicant can access 

the same through e-district application 

23. 

The System should be able to escalate the application as per the Auto Escalation 

matrix defined in Auto Escalation Matrix table, by notifying the next level of 

authority and sending him a copy of the application. 

24. 
The Points in Process where status would be updated have been marked in the 

Income Certificate Status process map. 

25. 
The System should be able to generate MIS reports as per the format specified in 

the table Monitoring Report. 

26. 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

27. 
The Digital Signatures must provide the Time Stamping of the act of Digitally 

Signing a document as mandated by the IT Act 2000. 
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5. Grievance Redressal 

5.1. Grievance Redressal 
 

Select Prerequisites for the ToBe Process  
 
 State Government needs to authorize CSCs  as a legal entity for accepting service 

requests in the form of physical applications; forwarding the applications 

electronically over e-district application; forwarding the physical application & 

enclosed documents (if any) physically to District Headquarters. 

 Sub-divisional Magistrate / Block development Officer would authorize one Center-

in-Charge for each CSC lying under his/ her jurisdiction. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and submit it to the District headquarters.    

 There would be a provision of setting up small e-district nodal office at District 

Headquarter and each Tehsil headquarter where all hardcopy applications coming 

through CSC’s would be collected. 

 e- District applications would only be collected at CSCs that are located at Patwari 

Chauki area. 

 State Government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Citizen. CSC operator will take one time service charge for a particular service 

request that would include charges for submitting the application electronically over 

software, printing acknowledgement slip and providing output for the service 

requested. The charges will be decided by State Government / District 

Administration.  

 There will be a search facility available over portal for applicants to check the status 

of their service requests. 

 Affidavit requirement to be removed. Application form available at CSC would cover 

this requirement – At the end of application form, a pre-printed declaration text would 

be mentioned i.e. “I applying for xxxx service have produced all the information 

correct and to the best of my knowledge. I would be solely responsible in case of any 

discrepancy found in the attached documents and for the information provided in the 

application form and under such cases, District administration may take any 

corrective legal action as appropriate”.   

 SMS facility to be introduced. Once the application is submitted online over e-District 

Application, immediately an SMS will be sent to Grievance clerk (based at District 
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Headquarter) for his action and an SMS would be sent to the Citizen for his / her 

information. 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and only when he satisfied post it over e-District Application. In case CSC operator 

posts incomplete / incorrect application, he would be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 

Value Addition to AS-IS  
 
The new To Be process provides many additional features such as:  
 
 Service delivery at village level: The citizens would be able to avail the service 

close to their homes and would not need to travel to Tehsil / Block office. This 

would reduce travel time, cost and effort. 
 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports. 



5.1.1. Process Map 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply for Grievance Redressal at the Common 

Service Centers by fulfilling the following conditions : 
a. Complete application form. 
b. Supporting  documents (if any) 
Note:-  

 Only services under e district project will be covered in 

grievance redressal system. 

 Grievances of services that are covered under e-district 

project and marked to District Magistrate will only be 

entertained through online Grievance Redressal System.  

Applicant 

Stage 1: 

2 Applicant visits the CSC to submit grievance application.  Applicant 

3 

CSC operator will provide the application form to Applicant. 

Alternatively applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator 

/ Applicant 

4 
Applicant fills the form and attaches the document/proof (if any) 

and submits it to the operator. 
Applicant 

5 

Operator cross verifies the filled application form and informs 

applicant to correct any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, 

including details on how to fill application form. The same 

checklist will also be available over e-District Application. It would 

be the responsibility of CSC operator to thoroughly scrutinize the 

application and if gets satisfied, only then post it over the e-

District Application. If in case CSC operator post incomplete / 

incorrect application, he would be fined per application and the 

same amount would be deducted from his share.  

CSC Operator 

6 

Based on the data provided by the applicant, CSC operator logs 

over the e-District Application and fills up the e-form and submits 

the application electronically.  
CSC Operator 



                                 To- Be and Functional Requirement Specification report, Uttarakhand e-District project 

 262

7 

CSC operator will provide the applicant an acknowledgement slip 

which will contain unique application no., application details in 

brief and expected date of delivery of grievance redressal report 

at applicant’s address. 

CSC Operator 

8 

Once the application is submitted over e-District Application, it will 

automatically route to Grievance clerk’s account and 

simultaneously he will get an intimation about the received  

application via SMS, with the following details:- 
o Name of Applicant 
o Unique application no. 
o Application sumbmission date 

At the same time applicant will get an SMS alert, with the 

following details:- 
o Unique application no. 
o Name of Applicant 
o Application sumbmission date 
o Expected date of delivery of grievance redressal 

report at his address. 

e-District 

Application 
(eDA) 

Stage 2: 

9 

On the 15th day of each month, the center in charge of CSC 

would collect all the application forms from its center and submit 

it to the District headquarters.    

` Center –In –

Charge 

Stage 3: 

10 
Grievance clerk will log-In over e-district application and will 

check the applications that are received under his inbox.    
Grievance clerk 

11 

Grievance clerk will check each application and forward it online 

to concerned Sub Divisional Magistrate if it belongs to Tehsil area  
OR  
To concerned Head of Department if it belongs to department, 

while selecting correct Tehsil / Department from the application. 
Note:-While selecting Tehsil / Department, software will populate 

the name of respective SDM / HoD. 
At the same time SDM / HoD will get intimation about the 

received application via SMS. 

Grievance clerk 
And 

e-District 

Application 
(eDA) 

12 SDM / HoD will log-In over e-district Application and will check SDM / HoD 
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the applications that are received in his/her inbox. 
 In case, if accidently Grievance clerk had marked the 

applications to incorrect Tehsil / Department, the SDM / 

HoD may revert back the application to Grievance clerk 

with reason. The Grievance clerk will therefore forward 

the application to other Tehsil / Department.    

 If grievance application is genuine, SDM / HoD will take 

its printout and assign it manually to Investigation officer 

(IO) for verification and preparing Action Taken Report 

(if required). 

13 

On receiving the printout of the application, Investigation Officer 

conducts field verification and submits the verification report to 

SDM / HoD. 

Investigation 

Officer 

14 

SDM / HoD after receiving the verification report from 

Investigation Officer will take following action: 
 If grievance specified in the application is found correct, he 

will assign it to investigation officer for taking appropriate 

action and to submit Action Taken Report back. 

 If grievance specified in the application is found incorrect, he 

will reject the application and update the rejection status over 

e-district application. E-District Application will automatically 

route the status to Grievance clerk. SDM / HoD will send the 

copy of verification report manually to Grievance clerk and 

update the same over e-District application. 

HoD/SDM 

15 

Investigating officer will take necessary action as per the 

directions of SDM / HoD and will prepare Action Taken Report 

(ATR). 
He then submits ATR manually to SDM / HoD.    

Investigation 

Officer 

16 

On receiving the ATR, SDM / HoD will certify it and dispatch the 

same to applicant’s address (mentioned in application form) and 
update the status over e- District Application with the following 

details:- 
 Dispatch date of ATR to applicant and Grievance clerk. 

SDM / HoD 



                                 To- Be and Functional Requirement Specification report, Uttarakhand e-District project 

 264

 Action taken on grievance in brief. 

 Status of Grievance (Closed/Open/Pending) 

Note:  SDM / HoD will send a copy of ATR to Grievance clerk for 

his/her records. 

17 
Applicant can also view the status of his / her grievance over 

online e-district portal. 

Grievance 

clerk / 

Applicant 

Alternative Path 
Responsibility 

Centre 

Pre- condition : 

1 

Applicant may also apply for grievance redressal directly at 

Collectrate by submitting the handwritten application to 

Grievance clerk or sending the application via post. 
Note:-  

 Only services under e district project will be covered in 

grievance redressal system. 

 Only application received at collectrate and addressed to 

District magistrate will entertained through online 

Grievance Redressal System.  

District Magistrate had formed one Grievance redrassal cell at 

collectrate and appointed Grievance clerk to entertain the 

applications and route them to concerned Tehsil / Block / 

Department for its redressal. 

Applicant 

Stage 1: 

2 
Grievance clerk will log-In over e-district  

Application using his unique ID and Password. 
Grievance clerk 

3 
Based on the details mentioned in hand written application, 

Grievance clerk fills the e-form.  
Grievance clerk 

4 

If the applicant is present, Grievance clerk will provide his / her 

acknowledgement slip which will contain a unique application 

no., application details in brief and expected date of delivery of 

grievance redressal report at his/her address. 

Grievance clerk 

5 Once the application is submitted over e-District Application, it e-District 
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5.1.2. CRUD Matrix 
Designation Create Read Update Delete 

District Magistrate ■ ■ ■ X 
Grievance clerk ■ ■ ■ X 
Sub Divisional Magistrate X ■ ■ X 
Head of Department X ■ ■ X 
CSC Operator ■ ■ X X 
General Anonymous Access X ■ X X 

5.1.3. Database required 
             
S. No. Database Purpose 

1 Parivar 
Register 

Applicants & his / her family members details can be retrieved 

will automatically route to Grievance clerk account and 

simultaneously he will get an intimation about the received  

application via SMS, with the following details:- 
o Name of Applicant 
o Unique application no. 
o Application sumbmission date 

At the same time applicant will get an SMS alert, with the 

following details:- 
o Unique application no. 
o Name of Applicant 
o Application sumbmission date 
o Expected date of delivery of grievance redressal 

report at applicant’s address. 

Application 
(eDA) 

6 
All steps as mentioned above under Stage 3 will be 
repeated as it is. 

 

 Grievance status Tracking details 
Responsibility 

Centre 

1 
Applicant will be notified of acceptance of his / her 

Application  
eDA 

2 
Applicant will be notified whenever the Action Taken Report 

is dispatched to his / her address 
eDA 

3 Applicant will be notified if his application is rejected. eDA 

4 
Applicant will be notified if and when his / her application is 

forwarded for Field verification 
eDA 
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S. No. Database Purpose 
Database 

2 
Grievance 
Redressal 
database 

This database will save all the grievance related information 
pertaining to Tehsil and departments 

5.1.4. Service Request Form  
Following table depicts an indicative Service Request Form.  

 
S.No Fields Description of the form 

1.  Name of Applicant: 

2.  Sex 

3.  Father’s / Husband‘s name: 

4.  Permanent Address: 

5.  House no. 
6.  Area / Mohalla 
7.  Village 
8.  Block 
9.  Patti 
10.  Tehsil 
11.  Thana 
12.  District 
13.  Date of Application: 

14.  Grievance category : 
1. Grievance forwarded from Chief Minister’s office. 

2. Grievance forwarded by the Applicant 

15.  Grievance details  

16.  Whether application belongs to Tehsil or Department 

 Name of Tehsil 

 Name of Department 

17.  Applicant’s mobile no. 

18.  Applicant’s Signature: 

19.  Supporting Documents (if any) 
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S.No Fields Description of the form 

20.  Self Declaration by the applicant (“I applying for xxxx service have produced all 
the information correct and to the best of my knowledge. I would be solely 
responsible in case of any discrepancy found in the attached documents and for 
the information provided in the application form and under such cases, District 
administration may take any corrective legal action as appropriate”.   

5.1.5. Records view for a Logged in user 
 
DM record view 

S.No Fields Description of the view 
1 Application Number 
2 Name of department  / Tehsil 
3 Grievance details 
4 Date of filling of Grievance 
5 Date of disposal 

 
SDM / HoD record view 
S.No Fields Description of the view 

1 Application Number 
2 Status ( Approved/Rejected) 
3 HoD officer details 
4 Reasons of rejections, if any 

 
SDM / HoD record view 
S.No Fields Description of the view 

1 Application Number 
2 Name of I.O 
3 Date of Action Taken Report (ATR) submission 

 
SDM / HoD record view 
 
S.No Fields Description of the view 

1 Application Number 
2 Action Taken Report (ATR) 
3 Date of ATR submission (Locked Field) 

 
DM record view 

S.No Fields Description of the view 
1 Name of SDM / HoD 
2 Number of grievances assigned  
3 Number of grievances disposed 
4 Number of grievance delayed in redressal by less than or equal to 3 days  
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S.No Fields Description of the view 
5 Number of grievance delayed in redressal by more than 3 days 
6 HoD officer details 

5.1.6. Monitoring Report 
The following table specifies the fields required in the MIS Report -1 

S.No 

Number of 
received 

Grievance 
applications 

Name of 
Department 

/ Tehsil 

Grievance disposed 
within SLA (Yes/No) 

Number of pending 
applications not 

disposed beyond 
SLA 

     
     
     
     

 
The following table specifies the fields required in the MIS Report – 2 
 

S.No Name of the 
SDM / HoD 

Applications 
disposed within 

defined SLA 

Number of 
Application 

exceeding SLA 

Current owner of 
the 

application after 
escalation 
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5.1.7. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

S. 
No. Activities Time 

required 

Service Level 
 (from date of 
service 
request) 

1 Application received by CSC operator and 
forwarded electronically to Grievance clerk. 1 day 1st Day 

2 Grievance clerk forwards the application 
electronically to SDM / HoD (of concerned 
department) 

1 day 2nd Day 

3 SDM / HoD Logs- in to the system and checks the 
application forwarded to him. 

 
15 day 
 

17th day 

4 SDM / HoD take the printout of the application and 
provide it to Investigation officer for verification.  

5 Submission of verification report to HoD/SDM by 
Investigation officer. 

6 Based on the verification report, SDM / HoD mark 
the application to Investigation officer for 
appropriate action. 

7 Investigation officer takes the action and submits 
the Action Taken Report to SDM / HoD. 

8 SDM / HoD certify and dispatch of Action Taken 
Report to applicant and a copy to Grievance clerk 
for his records. 
SDM / HoD update the status over e-District 
Application. 
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5.1.8. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

 

5.1.9. Number of Digital Signatures required 
 
S.No Designation  Details (Nos.) 

1. District Magistrate No 

2. Grievance clerk No 
3. Sub Divisional Magistrate None 

4. Head of Department None 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 

Grievance 
clerk checks 
the online 
application 
and forwards 
the same to 
SDM / 
Concerned 
HoD 

Grievan
ce clerk 1 day SDM Pauri 1 

day DM 2 
days - - 

2. 

Marking the 
application 
manually to 
Investigation 
officer for 
field 
verification 

SDM / 
HoD 1 day DM 2 

day - - - - 

3. 

Dispatch 
Action Taken 
Report to 
Applicant’s 
address and 
Grievance 
clerk 

SDM / 
HoD 15 day DM 2 

day - - - - 



5.1.10. Functional Requirement Specification  
 

Sr. Description 

1.  E district Application is the application meant for maintaining all the transactions 

related to e district services. With regard to filing grievance the application i.e. 

deals right from grievance filing to recording status of dispatch of Action Taken 

Report to applicant.  

2.  Should be able to identify the user logging into the system as per the login 

component  

3.  Should be able to provide information to the applicant about details related to 

grievance filing.  

4.  Should be able to generate a unique application registration number during 

registering an applicant with the application. Should be able to identify the 

applicant uniquely based on this registration number.  

5.  Should be able to issue an acknowledgement receipt once the applicant is 

registered with the system.  

6.  Should be able to mark the application to the Grievance clerk for grievance 

redressal  

7.  Should maintain records of all the grievances filed through the CSCs for a 

particular period of time.   

8.  Should allow the DM to reject any frivolous grievances using the rejection 

component.  

9.  Should allow the stakeholders to track the application status at different stages 

as per the status tracking component.  

10.  Should be able to auto generate grievance to higher authorities in case specified 

SLAs are not met by the officials as per the auto escalation mechanism of 

monitoring component.  

11.  Should generate monitoring reports on specified time intervals and send it to 

relevant authorities  

12.  Should provide access to authorities to monitor Application Status / Performance 

/ SLAs for a particular period by logging onto the system  

13.  Should allow SDM / HoD to take print out of the soft copy of Applications so that 

he may provide the same to Investigation Officer for field verification and further 

action.  
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6. Revenue Court Services 

6.1. Final Order copy, Daily cause list and Case status details 
 
Select Prerequisites for the To Be Process  
 
 The District Administration should accept the provision of Peshkars entering the 

details of the cases into the Revenue Court Database using the e District 

application  

 The District Administration should accept the provision of displaying the Daily 

Cause List on the e District Website.  

 The District Administration should accept the provision of displaying and 

downloading the Final Order PDF from the e District Website.  

 Adequate IT infrastructure must be made available to Peshkars of all Revenue 

Courts. 

 Availability of a public website, where Cause List, Status of a case, and Copy of 

Final Orders may be viewed and downloaded. 

 Mandatory entry of case details by the Peshkar into the Revenue Court database 

after every hearing.  

 

Value Addition to AS-IS  
 
The new To Be process provides many additional features such as:  
 
 Citizens will be able to access the Daily Cause List from the e District Website and 

would not have to travel to the Revenue Courts for the same. 

 Citizens will be able to track the status of any case without needing to physically 

visit the court. 

 Citizens will be able to access and obtain a copy of the Final Order for a case 

without the current necessary visit to the Court. 



6.1.1. Process Map 
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S. No Process Description Responsibility Centre 

Revenue Court Service – Daily Cause List, Status Tracking and Final Orders 

1. 
PO accepts the case and assigns a hearing date for the 
same or will adjourn a running case and assign a hearing 
date 

Presiding Officer 

2. 
The Peshkar of the presiding officer will  log into the e-
District Application and make a Data entry into the 
Revenue Court Database  

Peshkar 

3. Peshkar will scan the Final Order and save the PDF copy 
in Revenue Court Database 

Peshkar 

4. System will save the details of the case(Summary, next 
hearing and final orders if any) in the database 

E District Application 

5. System will generate a Daily Cause List based in the 
database 

E District Application 

6. Peshkar will take out a printout of the daily cause list and 
display it outside the respective court 

Peshkar 

7. 
The cause list, Case Summary and a copy of Final Order 
will also be available on the e District Website from 
where a citizen can access it 

E District Application 

6.1.2. CRUD Matrix 

Designation Create Read Update Delete 

District Magistrate ■ ■ ■ ■ 
SDM ■ ■ ■ ■ 
Tehsildar ■ ■ ■ ■ 
Court Peshkar ■ ■ ■ X 
General Anonymous Access X ■ X X 

6.1.3. Database required 

S. No. Database Purpose 
1 Revenue 

Court 
Database 

The Revenue Court database will contain Case details like 
Case Number, Name, Age, Address, requested information 
details, etc of both the Applicant and the Defendant. The 
database would also maintain a case summary, next hearing 
date and a copy of the final orders. 

6.1.4. Formats of registers in which records are maintained  
A. DM Court 

S.No Fields Description of the form 
13. Case number 
14. Name of thana  
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S.No Fields Description of the form 
15. Party name 
16. Act 
17. Section under Act 
18. Date when Party is present 
19. Case details 
20. Order details 
21. Order date 
22. Remarks 
 
B. SDM Court 

S.No Fields Description of the form 
1. Case number 
2. Name of Parties 
3. Address of Parties 
4. Act 
5. Section under Act 
6. Date when the case is registered 
7. Case details 
8. Order details 
9. Order date 

10. Remarks 
 
C. Tehsildar / Nayab Tehsildar court 

S.No Fields Description of the form 
1. Case number 
2. Date when the case is received 
3. Name of Parties 
4. Name of person who had presented the case 
5. Name of Village / Pargana 
6. Name and details of Parties 
7. Order details 
8. Order date 
9. Financial penalty 

10. Date on which registered in R-6 
11. Date on which registered in Khatauni 
12. Details where record has been sent 
13. Date when record has been sent 
14. Remarks 
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6.1.5. Records view for a Logged in user 
 
Peshkar record view 
 
The fields required in entering details of the case are as follows: 
S.No Fields Description of the view 
1. Court Details 
2. Case Number 
3. Name of the Applicant(s) 
4. Name of the Defendant(s) 
5. Section(s) under trial 
6. Discussion subject(s) for next hearing 
7. Next Hearing Date 
8. Remarks / Summary of the trial 
9. Status of the Case (Registered, under progress / Interim Order 

/ Final Order passed) 

 
Fields required in uploading a copy of Final Order are as follows: 
 
S.No Fields Description of the view 
1. Court Details 
2. Case Number 
3. Today’s Date 
4. ‘Browse’ button to attach the PDF 
5. Remarks 

6.1.6. Monitoring Report 
The following table specifies the fields required in the MIS Report  
 
S.No Name of 

Tehsil 
Name of 
Court 

Name of 
the  
Presiding 
Officer 

Number of 
New Cases 

Number of 
Cases 
Decided or 
Disposed 

Number of 
Cases pending 

       

6.1.7. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 

S. 
No. Activities Time required 

Service Level 
 (from date of 
service 
request) 

9.  Data entry into the Revenue Court Same Day 1st Day 
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S. 
No. Activities Time required 

Service Level 
 (from date of 
service 
request) 

Database by Peshkar (When the Case 
details are updated) 

10.  Uploading copy of Final Order by 
Peshkar 1 Day 

2nd Day 

 

6.1.8. Number of Digital Signatures required 
 

S.No Designation  Details (Nos.) 
1 Presiding Officer None 

2 Peshkar None  

6.1.9. Functional Requirement Specification  
 
Sr. Description 

1. 

The System should be able to display Revenue Court  related page through 
multiple routes 
 Service links 
 Information links 

2. 
The System should be able to channel as well as handle different Revenue 
Court Services as per the process map and relevant description for the service 
mentioned  

3. 
The System should provide Information on Revenue Courts as per the 
Information Dissemination component defined previously 

4. 
The System should make Application Form for filing and application of a case 
available online as per the Form Availability component defined previously. 

5. 
The System should allow the Peshkar to Log into the Application and access 
the Revenue Court section. 

6. 
The System should enable a Peshkar to enter the case details for his court as 
per the Form details given in the Service Request Form section. 

7. The System should be able to generate dynamic Daily Cause Lists 

8. 
The System should enable the Peshkar of the revenue court to take a Printout 
of the specified date’s Cause List. 

9. The System should provide a printer-friendly version automatically for all pages 

10. 
The System should have provision for Calendar System, which displays the 
dates and time of schedule revenue cases on a standard monthly calendar.  
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Sr. Description 

11. 

Under Court Case Status System: 

 Select Court from Multilayered Menu (District Name -> List of Revenue 
Courts) 

 Provision for accepting Case number from user  

 Retrieval of Court case status with summary 

 Option for searching Court case with help of name of “Vaadi or 
prativadi”  

12. 

Under Copy of Final Order system should provide the following information: 

 Select of Court from Multilayered Menu (District Name -> List of 
Revenue Courts) 

 Provision for accepting Case number from user  

 Retrieval and Downloading of Copy of final Order of Court Case 

 Option for searching Court case with help of name of “Vaadi or 
prativadi”  

 Option for uploading scanned signed soft copy of Final Order of court 
case. 

 The Copy of the Final Order must be Non-Editable. 

13. 

Under Cause List system should generate the following information: 

 Select of Court from Multilayered Menu (District Name -> List of 
Revenue Courts) 

 Provision for entering Case details by the Peshkar. 

 Date-wise list of cases should be available for view and print out 

 Court-wise list of cases should be available for view and print out 
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6.1.10. Timelines for monitoring of Revenue court cases 

There are different types of Revenue court cases that falls under DM/SDM/Tehsildar 
courts. Following timelines have been specified for better monitoring of court cases. 
These timelines needs to be configured in e-District Application. 

A. Timelines for SDM court: 
1. 209-U.P.Z.A.L.R act.(Suit against unauthorized possession/occupant)  

/229(B)-Z.A.L.R act. (Declaration of right) 
/ 176-U.P.Z.A.L.R act. (Partition of land) 

S.No Activity Responsible 
actor 

Timeline 

1. After registration of case issues notice to 

all parties/opposition. 

SDM Within 2 days 

2. Filing of written statement by opposition. 

Note:-Filling of written statement by 

opposition can be extended up to three 

times per CPC guidelines. 

Opposition Within 30 days 

(max 90 days) 

3. Framing of issues by court SDM Within 15 days 

4. Time given to1st party for producing 

evidence. 

Note:-Producing of evidence date can be 

extended up to three times as per CPC 

guidelines.  

1st Party Within 30 days 

(max 90 days) 

5. After conclusion of evidence of 1st party. 

Time given to 2nd party/opposition for 

producing evidence. 

Note:-Producing of evidence date can be 

extended up to three times as per CPC 

guidelines 

2nd 

Party/opposition 

Within 30 

days(max 90 

days) 

6. After conclusion of evidence of 2st party, 

date of argument. 

SDM Within  10 days 

7. After conclusion of argument, judgment 

date 

SDM Within  15 days 

(max.30 days) 

8. In case, if judgment is not announced 

within 30 days (max), then re argument 

date. 

SDM Within 15 days. 
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2. 143-U.P.Z.A.L.R act.(Change of user land(agriculture to commercial) 

/ 161-U.P.Z.A.L.R act. (Exchange of land) 

S.No Activity Responsible actor Timeline 

1. After registration of case:- 

 SDM marks the case/application 

to RK/Patwari 

 Verification of record RK/Patwari  

 Field inspection RK/Patwari 

 Preparation of verification report 

RK/Patwari 

 Submission of verification repot 

to SDM by RK/Patwari 

 SDM 

 RK/Patwari 

Within 45  days 

 
3. 210-U.P.L.R act 1991 (Appeal against the judgment of lower court) 

S.No Activity Responsible actor Timeline 

1. Admission of appeal/After registration of 

case:- 

 Forwarding of case and 

requisition of file from the lower 

court (Tehsildar Court) to SDM 

court.  

 SDM 

 RK/Patwari 

Within 10  days 

2 Issuance of notice to the respondent 

(opposite party) of land. 

SDM Within 30 days 

3. Appearance of respondent, date of 

argument. 

SDM Within  10 days 

4. After conclusion of argument, judgment 

date 

SDM Within  15 days 

(max.30 days) 

5. In case, if judgment is not announced 

within 30 days (max), then re argument 

date. 

SDM Within 15 days. 
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4. 41-Land revenue act.(Settlement of boundary disputes) 

S.No Activity Responsible actor Timeline 

1.  After registration of case 

issuance of notice to all 

respondent (opposite party) of 

land. 

 Forwarding of case details to 

Supervisor kanungo (SK) for 

inspection 

SDM Within 2 days 

2.  Time limit for co-owners for 

raising objection.  

 Submission of report by SK to 

SDM. 

 Respondent 

(opposite 

party) 

 SK 

Within  3o days 

.(max 60 days) 

5. Argument date SDM Within  10 days 

6. After conclusion of argument, judgment 

date 

SDM Within  15 days 

(max.30 days) 

7. In case, if judgment is not announced 

within 30 days (max), then re-argument 

date. 

SDM Within 15 days. 

 

5. 20-MInimun wages (less amount paid than fixed) 

S.No Activity Responsible actor Timeline 

1. After registration of case issues notice 

to all parties/opposition. 

SDM Within 2 days 

2. Filing of written statement by 

opposition. 

Note:-Filling of written statement by 

opposition can be extended up to three 

times per CPC guidelines. 

Opposition Within 30 days  

(max 90 days) 

3. Time given to1st party for producing 

evidence. 

Note:-Producing of evidence date can 

be extended up to three times as per 

CPC guidelines.  

1st Party Within 30 days  

(max 90 days) 

4. After conclusion of evidence of 1st 2nd Party/opposition Within 30 days 
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S.No Activity Responsible actor Timeline 

party. 

Time given to 2nd party/opposition for 

producing evidence. 

Note:-Producing of evidence date can 

be extended up to three times as per 

CPC guidelines 

(max 90 days) 

5. After conclusion of evidence of 2st 

party, date of argument. 

SDM Within  10 days 

5. After conclusion of argument, judgment 

date 

SDM Within  15 days 

(max.30 days) 

6. In case, if judgment is not announced 

within 30 days (max), then re argument 

date. 

SDM Within 15 days. 

 

B. Timelines for Tehsildar / SDM court: 
Tehsildar court 
 
1. 34-Land revenue act ( For Changes in name from transfer to transferee) 

S.No Activity Responsible actor Timeline 

1. After registration of case issuance of 

notice to all the co-owner of land. 

Tehsildar Within 2 days 

2. Time limit for co-owners for raising 

objection.  

Co-owner Within  35 days 

3. In case of no objection raised, passing 

of judicial order. 

Tehsildar Within 4 days 

4. In case of objection raised by any of 

co-owner within 35 days, time given to 

produce evidences. 

Note:-Producing of evidence date can 

be extended up to three times as per 

CPC guidelines. 

Co-owner Within 15 

days.(max 45 

days) 

5. After conclusion of evidence, argument 

date 

 Tehsildar 

 Applicant 

 Co-owner 

Within  10 days 

6. After conclusion of argument, judgment Tehsildar Within  15 days 
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date (max.30 days) 

7. In case, if judgment is not announced 

within 30 days (max), then re-argument 

date. 

Tehsildar Within 15 days. 

 

2. 33/39 Land Revenue act. - For Tehsildar/SDM court (For correction of revenue record) 

S.No Activity Responsible actor Timeline 

1. After registration of case at SDM 

court, forwarding of case documents 

to Tehsildar.  

SDM Within 2 days 

2.  Verification of record  

 Field inspection 

 Preparation of verification 

report 

 Submission of verification 

report to SDM 

Tehsildar Within 45 

days(max 90 

days) 

3. If Tehsildar’s report is in favor of 

applicant , 

  Judgment (order) to update 

the Khautauni. 

SDM Within 7 days 

4. If Tehsildar’s report not in favor of 

applicant,  

 Allows applicant to produce 

evidences. 

Note:-Producing of evidence date can 

be extended up to three times as per 

CPC guidelines. 

Applicant Within 15 

days.(max 45 

days) 

5. After conclusion of evidence, 

argument date 
 SDM 

 Applicant 

Within  10 days 

6. After conclusion of argument, 

judgment date 

SDM Within  15 days 

(max.30 days) 

7. In case, if judgment is not announced 

within 30 days (max), then re 

argument date. 

SDM Within 15 days. 
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6.2. Changes in Khatauni & Mutation Process 
 

Select Prerequisites for the To Be Process  
 
 The process of mutation (Dakhil Kharij) can be made automated by linking this 

process with Final orders of Revenue Court. Here only an alternate mechanism 

has been suggested as Registrar Kanungo (RK) can also make changes in 

Khatauni even with a hard copy received from the court. 

 District Administration should accept the provision of Peshkars entering the details 

of the cases into the Revenue Court Database using e-District application  

 



6.2.1. Process Map – Changes in Khatauni & Mutation Process 
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6.2.2. CRUD Matrix 

Designation Create Read Update Delete 

District Magistrate X ■ ■ ■ 
SDM X ■ ■ ■ 
Tehsildar X ■ ■ ■ 
Court Peshkar ■ ■ ■ X 
General Anonymous Access X ■ X X 

6.2.3. Database required 

S. No. Database Purpose 

1 Revenue The Revenue Court database will contain Case details like 

Sr. Process Details 
Responsibility 
Centre 

1 
Peshkar Logs into the e-District application and opens the 

Revenue Court section 
Peshkar 

2 
Peshkar scans the Final Order and uploads the same against 

the Case Number 
Peshkar 

3 
e-District Application saves the final order copy in PDF format 

against Case Number 

e-District 

Application 

(eDA) 

4 
At the same time, e-District Application sends notification to 

concerned Registrar Kanungo 

e-District 

Application 

(eDA) 

5 

RK Logs-in to e-District Application and finds the notification 

for changes in Khatauni against a court order. He downloads 

the court order copy for record purpose, and affixes one copy 

in the hardcopy of concerned Khatauni.  

RK opens the Devbhoomi application to make changes in 

Khatauni wherever changes are immediately applicable( like 

in case of Registry) 

RK 

6 Process for change in Khatauni gets completed. 
e-District 
Application 
(eDA) 

7 

Updated Khatauni is reflected to the concerned officials 

against a particular case Number for the purpose of 

monitoring. 

e-District 

Application 

(eDA) 
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S. No. Database Purpose 

Court 
Database 

Case Number, Name, Age, Address, requested information 
details, etc of both the Applicant and the Defendant. The 
database would also maintain a case summary, next hearing 
date and a copy of the final orders. 

6.2.4. Monitoring Report 

The following table specifies the fields required in the MIS Report 1 
 

S.No 

Number of 
cases 

disposed 
in last 
month 

Number of 
cases where 
changes in 
Khatauni is 

required 

Number of 
cases 
where 

Mutation is 
required 

Number of 
cases where 
changes in 

Khatauni has 
been made 

Number of 
cases where 
changes in 
Khataui is 
pending 

      
 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name of 
Officer 

Process 
Completed 

within 
defined SLA 

Number of 
Process 

exceeding 
SLA 

Current owner of 
Process after 

escalation 

     

6.2.5. Benchmarked Service Level  

The following table specifies the internal Activity-wise service levels: 

S. 
No. Activities Time required Service Level ( from 

date of service request) 
1. Data entry into Revenue 

Court Database   
Same Day 

(When the Case details 
are updated) 

1st Day 

2. Uploading copy of Final 
Order and forwarding one 
copy to RK through e-District 
Application. 

1 Day 

1st Day 

3. RK make changes in the 
Khatauni (wherever 
immediately applicable) 

5 day 
6th day 
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6.2.6. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1 

Entry into 
Revenue 
Court 
Database   

Peshkar 1 day Presiding 
Officer 

1 
day - - - - 

2 

Uploading 
copy of 
Final 
Order and 
forwarding 
one copy 
to RK 

Peshkar 1 day Presiding 
Officer 

1 
day - - - - 

3 

RK make 
changes 
in 
Khatauni 

RK 8 day Tehsildar 1 
day - - - - 



6.2.7. Number of Digital Signatures required 
 

S.No Designation  Details (Nos.) 
1 Presiding Officer None 

2 Peshkar None  

3 RK None 

6.2.8. Functional Requirement Specification  
 

Sr. Description 

1 

The System should be able to display service  related page through multiple 
routes 
 Service links 
 Information links 

2 
The System should allow the Peshkar to Log into the Application and access the 
Revenue Court section. 

3 The System should provide a printer-friendly version automatically for all pages 

4 
The System should have provision for Calendar System, which displays the dates 
and time of schedule revenue cases on a standard monthly calendar.  

5 

Section – ‘Copy of Final Order’ should provide the following information: 

 Select of Court from Multilayered Menu (District Name -> List of Revenue 
Courts) 

 Provision for accepting Case number from Peshkar 

 Retrieval and Downloading of Copy of final Order of Court Case 

 Option for searching Court case with help of name of “Vaadi or prativadi”  

 Option for uploading scanned signed soft copy of Final Order of court 
case. 

 The Copy of the Final Order must be Non-Editable. 
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7. Disaster Related Compensation  

7.1. Compensation for damage due to Disaster / Accident 
 

Select Prerequisites for the To Be Process  
 
 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications, forwarding the applications 

electronically over e-district application, forwarding the physical application to Tehsil / 

Block Headquarters and providing the output to the applicant. 

 Sub-divisional Magistrate / Block development Officer would authorize one Center-

in-Charge for each CSC lying under his/ her jurisdiction. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and submit it to the concerned Tehsil / Block 

headquarters.    

 There would be a provision of setting up small e-district nodal office at each Tehsil / 

Block headquarters where all Hardcopy applications coming through CSC’s would 

be collected. 

 e- District applications would only be collected at CSCs that are located at Patwari 

Chauki area. 

 Patwaris / GPVAs will have to visit every 5th day to CSC (located at his Patti Chauki 

area). There would be a time slot allotted at CSC for Patwari / GPVA to update his 

work electronically over e-District Application. Patwari / GPVA would also use the 

resources (only PC) at CSC to check the application and post the field verification 

report electronically over e-District application. 

 State Government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Citizen. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software, printing acknowledgement slip and providing the output for the service 

requested. The charges will be decided by State Government / District 

Administration.  

 It would be responsibility of CSC operator to thoroughly scrutinize the application and 

the attached documents and only when satisfied, post it over the e-District 

Application. In case CSC operator posts incomplete / incorrect application, he would 

be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 
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Value Addition on AS IS  
 
The new To Be process provides many additional features such as:  
 
 Service delivery at village level: The citizens would be able to avail the service 

close to their homes and would not need to travel to Tehsil / Block office. This 

would reduce travel time, cost and effort. 
 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports. 

 



7.1.1. Process Map 

 
 



 

 295

Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply for “compensation on damage” request at 

the Common Service Centers by  fulfilling following conditions: 
a. Complete application form. 

b. Supporting documents (if any) 

Note: - Only compensation related to House damage, 

Agricultural land damage, Human death / injury and Animal 

death / injury will be entertained through e-district application. 

Applicant 

Stage 1: 

2 Applicant visits the CSC to submit the Compensation request. Applicant 

3 

CSC operator will provide the application form to Applicant. 

Alternatively applicant may also download the application form 

available over e-district portal through the internet.   

CSC Operator 

/ Applicant 

4 Applicant fills the application form and submits it to operator. Applicant 

5 

Operator cross verifies the filled application form and informs 

applicant to correct any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, 

including details on how to fill application form. The same 

checklist will also be available over e-District Application. It would 

be the responsibility of CSC operator to thoroughly scrutinize the 

application and if satisfied, post it over the e-District Application. 

In case CSC operator posts incomplete / incorrect application, he 

would be fined per application and the same amount would be 

deducted from his share.  

CSC Operator 

6 

Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits 

the application electronically. The supporting documents (if any) 

are scanned and attached along with the application form. 

CSC Operator 

7 

CSC operator will provide the applicant an acknowledgement slip 

which will have a unique application number, application details 

in brief and expected date of delivery of compensation letter at 

CSC Operator 
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applicant’s address.  

8 
Once the application is submitted over e-District Application, it 

will automatically route to concern Tehsildar’s account. 

e-District 

Application 
(eDA) 

Stage 2: 

9 

On the 15th day of each month, the center in charge of CSC 

would collect all the application forms from its center and get it 

submits it to the concerned Tehsil headquarter.    

Center –In –

Charge 

Stage 3;  

10 
Tehsildar will log-In over e-district Application and will check the 

applications that are received in his inbox. 
Tehsildar 

11 

Tehsildar forwards the application to concerned Patwari. 

Simultaneously Patwari will get an sms alert with the following 

details:- 
o Unique application number 
o Date of application 
o Applicants name 
o Applicants address 
o Applicant’s mobile number / any number provided by 

the applicant. 
o Type of compensation requested 

Tehsildar / 
e-District 

Application 
(eDA) 

12 

Patwari will visit at CSC (located at his Chauki area) on every 5th 

day and will log in over e-District application and check the 

application received for field verification. On the same day, he 

gets the hardcopy of the applications provided by CSC-In-

Charge. 

Patwari 

13 
Patwari does the field verification and prepares report. He gets 

his report certified from Supervisor kanungo (SK).  

Patwari /  
Supervisor 

Kanungo 

14 

Once the Patwari report is certified from Supervisor Kanungo, 

Patwari logs-in over e-district application and submits the report 

electronically to anyone of the following: 

 Block development officer - If compensation is related to 

Patwari 



 

 297

house damage. 

 Tehsildar-If compensation is related to Agricultural land 

damage or Human/Animal death or injury. 

Note:- 

Patwari will only forward the report to BDO/Tehsildar; if 

damage/incident is found genuine else he would reject the 

application and update the rejection status over e- district 

application. 

15 

Patwari’s report is forwarded electronically over e-District 

application to BDO’s / Tehsildar’s account for approval / 

rejection. 
eDA 

16 
BDO / Tehsildar will daily Log-in to e-District Application and will 

check the report forwarded to him by Patwari. 
BDO/Tehsildar 

17 

For House damage 

Block Development officer downloads the filled application form 

and Patwari’s report from e-District Application and assigns it 

manually to Junior Engineer (J.E.) deployed at block level for 

assessment of damage due to disaster. 

Note:-Copy will be sent to Tehsildar for information 

For Agricultural land damage or Human/Animal death or 
injury 

Tehsildar downloads the filled application form and Patwari’s 

report and assigns it manually to investigation officer (IO) for 

further inspection. 

BDO / 

Tehsildar 

18 

For House damage 

Junior Engineer, on receiving the application and Patwari’s report 

does the field verification, prepares the assessment of damage 

and submits the report manually to Block Development officer. 

For Agricultural land damage or Human/Animal death or 
injury 

Investigation officer (IO), on receiving the application and 

Patwari’s report does the field verification, prepares the report 

and submits it manually to Tehsildar. 

J.E / I.O 

19 For House damage BDO 
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BDO will daily log-in over e-district application, enters the detail 

available in J.E’s report into pre-design format available over e- 

District application and forward it to Tehsildar’s account. He also 

attaches the scanned J.E’s report. 

20 

For House damage 

Tehsildar will daily Log-in to e-District Application and will check 

the reports forwarded to him by BDO 

For Agricultural land damage or Human/Animal death or 
injury 

On receiving the investigation officer (IO) report, Tehsildar enters 

the details available in the report into pre-design format available 

over e-District application and also attaches the scanned copy of 

the report.  

Tehsildar 

21 

 In case of satisfactory report (case is genuine for 

compensation), Tehsildar approves the compensation 

request and decides the compensation amount. 

 In case of unsatisfactory report (case is not genuine for 

compensation), Tehsildar rejects the compensation request 

along with mentioning reason for rejection OR he may direct 

Patwari / Investigation officer/ BDO for re-assessment / re-

investigation of damage. 

Tehsildar 

Case 1: If Compensation amount is less than or equal to Rs.2000.  

22 Tehsildar approves the compensation amount. Tehsildar 

23 

Tehsildar posts his digital signature on compensation report pre-

printed format available over software and issues the letter. 

Tehsildar updates the compensation database. 
Tehsildar 

Case 2: If Compensation amount is between Rs.2001 to Rs.5000  

24 

Tehsildar forwards the application along with reports of Patwari / 

BDO to Sub Divisional Magistrate for approval. 
Note:-Tehsildar will have an option to put his comments while 

forwarding the application.   

Tehsildar 

25 Based on the reports forwarded by Tehsildar, SDM decides and Sub Divisional 
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approves the amount for compensation.  Magistrate 

26 

Once approved, SDM posts his digital signature on 

compensation report pre-printed format available over software 

and issues the letter.  SDM updates the compensation database. 

Note: - SDM will have an option to forward the application 

electronically to District magistrate (DM) for his approval/rejection 

in case of any objection observed in the application.     

Sub Divisional 

Magistrate 

Case 3: If Compensation amount is above Rs.5000 

27 

Tehsildar forwards the application along with the reports of 

Patwari / BDO to District Magistrate for his approval. 
 
Note:-Tehsildar will have an option to put his comments while 

forwarding the application to DM. 

Tehsildar 

28 
Based on the reports forwarded by Tehsildar, District Magistrate 

decides and approves the amount of compensation. 
District 

Magistrate 

29 

Once approved, DM posts his digital signature on compensation 

report pre-printed format available over software and issues the 

letter.  DM updates the compensation database. 

District 

Magistrate 

30 e-District application notifies RK. eDA 

31 

RK logs in over e-District application and processes for cheque 

preparation and further disposal for the applications which have 

been approved for compensation. 
RK 

32 
Applicant visits the CSC and get the digitally signed 

compensation letter 
RK 

33 

Applicant may collect the compensation cheque from tehsil office 

or Patwari may deliver it to applicant. On successful delivery / 

receiving of cheque, the status for the same is updated over e-

District application.      

Patwari / 

Applicant 

Compensation of damage due to Disaster / Accident - 

Status Tracking details 
Responsibility 

Centre 

1 
Applicant will be notified of acceptance and delivery of his 

Application  
eDA 
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7.1.2. CRUD Matrix 

Designation Create Read Update Delete 
District Magistrate ■ ■ ■ ■ 
Sub Divisional Magistrate ■ ■ ■ ■ 
Tehsildar ■ ■ ■ ■ 
Patwari X ■ ■ X 
Block Development Officer X ■ ■ X 
CSC Operator ■ ■ X X 
General Anonymous Access X ■ X X 

7.1.3. Database required 

S. 
No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

2 Compensation 
database 

Compensation details can be retrieved 

7.1.4. Service Request Form 

Following table depicts an indicative Service Request Form.  

 
S.No Fields Description of the form 

1 Name of Applicant 
2 Sex 
3 Date of Birth or Applicant’s age 
4 Father’s / Husband’s name 
5 Permanent Address : 
i. House no. 
ii. Area / Mohalla 
iii. Village 
iv. Block 
v. Patti 
vi. Tehsil 
vii. Thana 
viii. District 

2 Applicant will be notified whenever the application is approved. eDA 

3 Applicant will be notified if his application is rejected. eDA 

4 
Applicant will be notified if and when his application is 

forwarded for Physical verification 
eDA 
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S.No Fields Description of the form 
6 Location of Incident : 
i. House no. 
ii. Area / Mohalla 
iii. Village 
iv. Block 
v. Patti 
vi. Tehsil 
vii. Thana 
viii. District 
7 Place of Incident (House/Farm/Others) 
8 Date of Incident 

9 Amount of compensation requested against the damage 
10 Mobile No. 
11 Applicant Signature 
12 Self Declaration by the Applicant (“I applying for xxxx service have produced all 

the information correct and to the best of my knowledge. I would be solely 
responsible in case of any discrepancy found in the attached documents and for 
the information provided in the application form and under such cases, District 
administration may take any corrective legal action as appropriate”.   

 

7.1.5. Patwari’s verification report format 

S.No Fields Description of the form 
1.  Name of Applicant 
2.  Sex 
3.  Applicant’s Address : 

i. House no. 
ii. Area / Mohalla 
iii. Village 
iv. Block 
v. Patti 
vi. Tehsil 
vii. Thana 
viii. District 

4.  Location where incident occurred: 
i. House no. 
ii. Area / Mohalla 
iii. Village 
iv. Block 
v. Patti 
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S.No Fields Description of the form 
vi. Tehsil 
vii. Thana 
viii. District 

5.  Date of Incident 
6.  Kind of Incident 
7.  Details of area effected by the incident 
8.  Approximately cost of damage (in Rs.) 
9.  Final conclusion 

 

7.1.6. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 
 

S.N
o 

Tehsi
l 
 

Number of 
application
s received 

Total 
number of 

applications 
approved for 
compensati

on 

Total 
number of 

applications 
disapproved 

for 
compensati

on 

Number of 
application
s Pending 

Total amount  
of 

Compensati
on granted 

       
 
 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name/ 

Designation 
of Officer 

Applications 
disposed 

within defined 
SLAs 

Number of 
Application 

exceeding SLAs 

Current owner of the 
application after 

escalation 
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7.1.7. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 

S. 
No. Activities Time 

required 

Service Level 
(from date of 
service 
request) 

1.  Application received by CSC operator and 
forwarded to Tehsildar.  1 Day 1st Day 

2.  Tehsildar logs-In over e-district Application and 

forwards it to concerned Patwari for field verification. 1 Day 2nd Day 

3.  Patwari visits to CSC, checks the application and 

initiates field verification. 5 Day  7th Day 

4.  Patwari does the field verification, prepares and get 

his report certified from supervisor kanungo (SK). 

Patwari submits the report over e-District Application 

to BDO / Tehsildar. 

7 Day 14th Day 

5.  BDO / Tehsildar assigns J.E / I.O for assessment of 

damage 1 Day 15th Day 

6.  J.E / I.O prepares and submits report to BDO/ 

Tehsildar 5 Day 20th Day 

7.  BDO logs-in to e-district Application, enters the detail 

of report provided by the J.E and forwards it to 

Tehsildar.  
1 Day  21st Day 

8.   Tehsildar approves/rejects the compensation 
request. In case of service request approval, he 
may himself approve for the compensation if the 
compensation amount is less than or equal to 
Rs.2000. He forwards the application & reports 
manually to RK for further processing. Tehsildar 
updates the compensation database. 

OR 

 Tehsildar forwards the application along with 
reports to Sub Divisional Magistrate (for 
compensation between Rs. 2001 to Rs.5000) / 
District Magistrate (for compensation above Rs. 

3 Day 24th Day 
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S. 
No. Activities Time 

required 

Service Level 
(from date of 
service 
request) 

5000) for approval / rejection. 

9.   SDM/DM decides and approves the 

compensation amount and updates the 

database. 

 After approval, forwards the approved 

application manually  to Registrar Kanungo (RK) 

3 Day 27th Day 
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7.1.8. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1 Tehsildar forwards application to Patwari Tehsildar 1 Day SDM 2 
Day DM 2 

Day - - 

2 
Patwari visits to CSC and initiates field 
verification. Patwari 5 Day  Tehsildar 2 

Day SDM  2 
Day DM 2 

Day 

3 Patwari does field verification.  Patwari 7 Day  Tehsildar  2 
Day SDM  2 

Day DM 2 
Day 

4 
BDO / Tehsildar assigns J.E / I.O for 
assessment of damage 

BDO / 
Tehsildar 1 Day SDM  3 

Day DM 2 
Day - - 

5 

 Tehsildar approves/rejects the 
compensation request. Approves 
compensation amount for <=Rs.2000.  

OR 

 Forwards to SDM (for >Rs. 2001 and 
<Rs.5000) / DM (for >Rs.5000) for 
approval.  

Tehsildar 3 Day SDM 2 
Day DM 2 

Day - - 

6 

 SDM / DM decide and approve the 
compensation amount. 

 After approval, forwards the approved 
application manually  to RK 

SDM / DM 3 Day  DM 2 
Day - - - - 



7.1.9. Number of Digital Signatures required 
 

S.No Designation  Details (Nos.) 
1 District Magistrate One 

2 Sub Divisional Magistrate All 

3 Tehsildar All 

4 Patwari None 

5 BDO None 

7.1.10. Functional Requirement Specification  
 

Sr. Description 

1. The system should be able to identify user login into the system 

2. 

The system should be able to provide information to the applicant about 

application for compensation both in public as well as restricted domain  
 Web access to information content in public domain 
 e-District application access to information content 

3. The System should enable receiving of the application.  

4. 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes.  

5. 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

6. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

7. 
The system should refresh the page in case of failure in submission of service 

request 

8. 
The System should be able to record the payment made by the applicant against 

the Application  

9. 
The System should be able to save the application data and route it to the 

Tehsildar. 

10. 
The System should be able to notify the Tehsildar about the new application and 

date and time must be logged. 

11. 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

12. The system should allow Tehsildar to accept or reject any service request 
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Sr. Description 

application 

13. 
The system should request the Tehsildar /SDM / DM to compulsorily provide 

comments in case of rejection 

14. 
The System should allow the Tehsildar / SDM / DM to enter query parameters for 

the Database and then display the results for the query. 

15. 
The System should log the Approval or Rejection and the date and time of the 

action. 

16. 
The System should save the digitally signed copy of the Compensation letter 

issued as a soft copy in a Database 

17. The System should enable the Tehsildar to download the application details. 

18. 
The System should allow the Tehsildar to create or update the compensation 

details in Database.  

19. 
The System should allow the Patwari / BDO to electronically forward the 

application to the Tehsildar  

20. 
The System should be able to detect changes in status and Applicant can access 

the same through e-district application 

21. 
The System should be able to escalate the application as per the Auto Escalation 

matrix defined in Auto Escalation Matrix table, by notifying the next level of 

authority and sending him a copy of the application. 

22. 
The Points in Process where status would be updated have been marked in the 

process map. 

23. 
The System should be able to generate MIS reports as per the format specified in 

the table Monitoring Report. 

24. 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

25. 
Digital Signatures must provide the Time Stamping of the act of Digitally Signing a 

document as mandated by the IT Act 2000. 
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8. Employment Related Services 

8.1. Registration at Employment Exchange 
 
Select Prerequisites for the To-Be Process  
 
 There is already an Application software developed by National Informatics center, 

Delhi and is running across in Pauri. The Application software is managed by NIC, 

State Unit, Uttrakhand. The IP address of Application software is 164.100.150.40.  

 There are few updation and modification that had been observed in the existing 

software and needs to be addressed for smooth running of software and to make it 

more secure, user friendly and capable. Below mentioned are some of the 

observations that need to be addressed by NIC Delhi / NIC Uttrakhand. 

 Employment exchange existing software should be distinguished under following 

three offices: 

o Regional employment Office, Lansdown. Principal authority - Regional 

Employment Officer 

o Town employment office, Pauri. Principal authority - Town Employment 

Officer 

o University employment information and guidance bureau, Srinagar. Principal 

authority - Deputy Chief  

 Employment Exchange software must restrict to allow candidates from applying 

under any of the centers. There should be a mapping of specific educational 

qualification against which candidate may apply in any of the three employment 

exchange office. List of educational qualification to be mapped against each 

employment office is as under: 

o Regional employment Office, Lansdown 

1. Minimum qualification required – Class V and above  

o Town employment office, Pauri  

1. Minimum qualification required - Class V and above 

o University employment information and guidance bureau, Srinagar 

1. Minimum qualification required - Only Graduation in any professional 

stream (i.e. B.TECH, BCA etc) or Post Graduation or any other 

qualification above Post graduation 

 Live photography of candidate should be made compulsory in the applicant’s 

personal details section. Without appending photograph, software should not allow 

proceeding further. 
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 Under the section “Language known” by the applicant, Hindi language option should 

be checked by default. There should be an option to uncheck. 

 WebPages named as ‘Willingness’ and ‘Additional information’ may be placed under 

one separate section. 

 At CSC’s and Employment exchange offices, biometrics system may be introduced 

for taking thumb impression of the candidate to avoid duplicity, forgery and to make 

system more secure. 

 The software should provide deletion of record(s) along with mentioning specific 

reason for deletion in case of any duplicity or error that had been made accidently 

during registration process. The deletion rights should be only provided to Regional 

employment Officer, Town employment officer and Deputy Chief. All the deleted 

records should be placed in separate sections and be made available from database 

for any future references.  

 The printout of X-10 card should cover the spouse’s name, if applicant has provided 

the same during the registration process. 

 Candidates may register their application through cyber café and from CSC’s. The 

registration number allotted to them should be different from the registration number 

allotted at Employment exchange office. Candidate must visit the Employment 

exchange office once  to get his / her educational documents, address / identity proof 

scrutinize by Employment Exchange Officer / Employment Clerk. Once the 

document is scrutinized candidate will be allotted the registration number. 

 There should be a provision in the software to enter Certificate / Degree number(s) of 

all educational documents that candidate produces at the time of registration.   

 The validity of registration number allotted to candidate from cyber café / CSC may 

be of maximum 31 days. Between 31 days, candidate has to visit Employment 

exchange office to get his final registration number and NCO code. The registration 

number will expire and application will be deleted from database beyond 31 days.   

At present the validity period is 15 days and it should be increased to 31 days.   

 All monthly, quarterly, half yearly and annual reports of important sections may be 

allowed to send via e-mail to the concerned offices, Directorates etc. This should 

save time and resources.     

 There should be one master resource person who may act as a ‘Master Coordinator’ 

between concerned stakeholders (CSC operator / Cyber café operator /Employment 

exchange clerk / Employment officer) to be available at NIC, Uttrakhand during office 

hours to assist / resolve any technical / software related issues that may come 

across during electronic registration process.  
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 Software should provide provision for downloading the filled X-1 form along with 

candidates photograph. The downloading privilege should only be provided to users 

of Employment offices. 

 The existing X-10 (employment registration card) does not print the ‘type’ and 

‘percentage of disability’ for the candidates who are disable with more than 40 %. 

 The existing X-1 form does not allow specifying characters like comma (,), full stop 

(.), Brackets ((), [], {}), Hyphen (-), Slash (/), etc while entering the form. Hence all 

important characters and symbols must be allowed for making it more convenient 

and user friendly. 

 The (X-1) manual registration form that is provided to candidates to fill their details 

should be converted in electronic form and the same needs to be made available 

over the software. The existing registration form available over the software should 

be replaced with it.      

 State government needs to authorize Common Service Centers (CSC) as a legal 

entity for accepting service requests in form of physical applications, doing 

registration and generating temporary registration code through the employment 

software. 

 State government to provision Revenue Sharing Model between CSC and 

Employment exchange for the service charges that would be collected by the CSC’s 

from Candidate. CSC operator will take a ‘one time’ service charge for a particular 

service request that would include charges for posting the application electronically 

over software and printing acknowledgement slip that would include temporary 

registration number. The charges will be decided by State Government / District 

Administration.  

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when satisfied post it over the software.  

 



8.1.1. Process Map 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Candidate may apply for employment registration at CSC / Cyber 

café by fulfilling the following conditions : 

a. Complete application form (X-1) 

b. Supporting  documents required - 

 Domicile Certificate  

 Caste Certificate (if candidate does not belongs to 

general category) 

 Proof for Date of birth  

o For Xth passed candidates -  High School 

certificate 

Or 

o For candidates who are either IXth or below 

IXth passed - Transfer certificate issued by 

the Head Master / Principal of the school last 

attended and duly countersigned by Block 

Education officer 

 Certificates / Degree of educational qualifications 

 If physically disable (certificate of disability by  CMO) 

Candidate 

Stage 1: 

2 
Candidate visits the CSC / Cyber café to submit the Employment 

registration request. 
Candidate 

3 

CSC operator / Cyber café operator will provide the application 

form (X-1) to Candidate. Alternatively candidate may also 

download the application form available over Employment 

exchange portal through internet.   

CSC operator / 

Cyber café 

operator   

4 
Candidate fills the form and attaches the required necessary 

documents / proofs and submits it to the operator. 
Candidate 

5 

Operator cross verifies the filled application form and inform 

applicant to correct the same in case any discrepancy found in it. 

There would be a checklist available at CSC / Cyber café. This 

checklist would have all the information that is mandatory for 

making service requests, including details on how to fill 

CSC operator / 

Cyber café 

operator 
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application form, documents required to be attached, signature of 

concerned authority on attached documents etc.  

6 

Based on the data provided by the applicant, CSC operator / 

Cyber café operator logs over to employment software, fills up 

the e-form and submits the application electronically. Applicant’s 

photograph is also captured through web camera and is attached 

in the application form.  

Certificate numbers of all educational documents will be entered 

in the software for future reference and scrutiny. 

CSC operator / 

Cyber café 

operator 

7 

If the applicant is applying through CSC / Cyber café, the 

software will produce an acknowledgement slip which will have 

unique application registration number, application details in brief 

and expected date for candidate to visit Employment exchange 

office and get the registration process completed. 

Employment 

exchange 

software 

Stage 2: 

8 

Candidate visits the concerned employment exchange office and 

produces acknowledgement slip to Employment Officer / 

Registration clerk 

Candidate 

9 

Employment Officer / Registration clerk will Log-In to software, 

checks the candidates’ detail and verifies candidate’s original 

document.   

Employment 

Officer / 

Registration 

clerk 

10 

Once Employment Officer / Registration clerk is satisfied with the 

verification, they complete the registration process.  

After registration, NCO code and employment registration code 

is generated.  

Employment 

Officer / 

Registration 

clerk 

11 

Employment Officer will post his digital signature over X-10 

(Employment card) pre-printed format available over software 

and issues the X-10 card.  

Employment 

Officer 

12 
Employment Officer will print the digitally signed X-10 card and it 

hand over to candidate. 

Employment 

Officer 

Registration at Employment exchange- Status Tracking 
details 

Responsibility 
Centre 

1 
The candidate will be notified of acceptance of his/her 

Application  

Employment 
exchange 
software 
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8.1.2. CRUD Matrix 

Designation Create Read Update Delete 

Employment Officer ■ ■ ■ ■ 
Employment clerk ■ ■ ■ X 
CSC Operator ■ ■ X X 
General Anonymous Access X ■ X X 

8.1.3. Database required 

S. No. Database Purpose 

1 
Employment 
Registration 
database 

Employment registration and applicants necessary data can be 
retrieved 

8.1.4. Service Request Form  
 
S.No Field Description 

PAGE - 1 

1 Registration no. (for office use only)  

2 Date of registration / Date of re-registration 

3 Date of change in registration 

4 (a) Applicant’s Full name  

4 (b) Father’s/Husband’s name 

5 Applicant’s Date of Birth (DOB) / Year (in digits) 

Applicant’s Date of Birth (DOB) / Year (in words) 

6 Married/Un-Married/Divorced/Widow / Widower 

7 (a) Main occupation  

7 (b) Temporary occupation  

8 N.C.O code 

9 Religion-Hindu/Muslim/Sikh/Christian/Jain/Buddhist/Jew/Other  

10  Are you belong to Schedule Caste / Schedule Tribes? If yes, then provide your 

sub caste 

 Certificate no. , Date of Issue,  Issuing Authority (SDM / Tehsildar/Other), 

Place of Issue 

11 Applicant’s permanent address for correspondence: 

 House number 

2 The candidate will be notified if his/her application is rejected. 
Employment 
exchange 
software 
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S.No Field Description 
 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

 Name of District_________ & Pin code_________ 

 Applicant’s Mobile no…………………Land Line no……………… 

 E-mail ID 

12 Minimum salary 

Local / Outsider 

13 Details of Applicant’s regular / correspondence / industrial qualification / teachers’ 

training : 

Qualifie

d Exam 

Subject 

or 

occupati

on , 

which 

ever 

taken 

Divisio

n 

 % 

Mar

ks 

Board 

/Univers

ity 

Ye

ar 

TC no. 

/ 

Certific

ate no. 

/ 

Degree 

no. 

Mar

k 

she

et 

no. 

Remark

s 

5th/8th/9th E, H, M, 

Sc, 

S.sc, 

Skt 

Qualifi

ed 

     Certified 

from 

T.C 

X E, H, M, 

Sc, S.sc 

      Certified 

from 

mark 

sheet 

and 

certificat

es 

XII Arts / Sc 

/Comm. 

    NA  

Graduati

on 

Arts / Sc 

/Comm. 

/ Others 

    NA NA 

P.G Arts / Sc 

/Comm. 

/ Others 

    NA NA 

B.ed Theory  

Practica

l 
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S.No Field Description 
I.T.I        

Others 1        

Others 2        
 

14 Whether you can work anywhere? If not, then specify the preference  

15 Special Qualification:   

16 Applicant’s work experience in chronological order: 

Employer’

s name 

Nature of 

job 

From To Salary at 

the time of 

leaving 

the job 

Remarks 

      
 

 PAGE - 2 

17 Language Known: 

Language Read Speak Write 

Hindi    

English    

Urdu    

    

    
 

18 Physical qualification: 

 Vision 

 Height 

 Weight 

 Chest 

 Any physical disability 

19 1. Are you interested in service in ARMY (Yes or No) 

2. Are you interested in taking training under SHILPKAR training scheme 

(Yes or No)  

If Yes, tell the business ___________ 

3. Are you interested in taking training under Shishikshu Act? (yes or No) 

If Yes,  

a. Occupation_________ 

b. Business ___________ 
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S.No Field Description 
20 Only for Ex-Army personals: 

 Name of Army 

 Post 

 Regiment/Service no. 

 Date of Joining 

 Date of Retirement/leaving 

 Character 

 Reason for leaving 

21 I declare that information provided by me is correct. Applicant’s Signature ______ 

22 For office use only 

 

23 Details of providing Job: 

Detail of 

sending 

letter 

Date for 

calling 

Present

ation 

date 

O.C. 

number 

N.C.O Registra

r / 

Empty 

service 

Result 

and 

details 

       

       
 

24 Registration / RE-registration 

25 Send to dead register 

27 Applicant’s photo 

 

8.1.5. Records view for a Logged in officer 

S.No Fields Description of the view 
1 Registration Number 
2 Name of the Applicant 
3 Address 
4 Qualifications in brief 
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8.1.6. Monitoring Report 
     Already available in existing software 

8.1.7. Benchmarked Service Level  
                  The following table specifies the internal Activity-wise service levels: 

 

S. 
No. Activities Time 

required 

Service Level 
(from date of 

service 
request) 

1.  Application submitted at CSC / Cyber café through 
employment software.  1 day 1st Day 

2.   Candidate visit Employment exchange office.  
 Employment officer / Registration clerk verifies 

the original educational documents and other 
necessary documents and approves the 
request.  

 Candidate is provided X-10 (Employment ) card  

maximum 
30 day 

Between 01st to 
30th Day 

8.1.8. Auto Escalation Matrix  
                  Not required. 

8.1.9. Number of Digital Signatures required 
 

S.No Designation  Details (Nos.) 

1 
Regional employment Officer &  
Town employment officer &  
Deputy Chief 

All 

2 Employment clerk None  

8.1.10. Functional Requirement Specification  
 
Sr. Description 

1. 
The system should be able to display Application for Employment registration 

related page through Service links 

2. 
The system should be able to identify user login into the system as defined by 

the login component 

3. 

The system should be able to provide information to the Candidates about 

application for Employment registration both in public as well as restricted 

domain: 

 Web access to information content in public domain 

 Software access to information content 
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Sr. Description 

4. The System should enable receiving of the application.  

5. 
The System should generate a Unique Application Registration Number and 

should be able to identify the applicant based on this Number. 

6. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

7. 
The system should refresh the page in case of failure in submission of service 

request 

8. 
The System should be able to save the application data and route it to the 

employment exchange office if it has been submitted from CSC / Cyber cafe. 

9. 
The system should allow concerned officials to view the service request only 

on authenticated login as per login process. 

10. 
The system should request Employment Officer / Registration clerk to 

compulsorily provide comments in case of rejection 

11. 
The System should log the Approval or Rejection and the date and time of the 

action. 

12. The System should save the digitally signed copy of the Employment card  

13. 
The System should allow the Employment Officer / Registration clerk to create 

or update the registration details in Database.  

14. 

The software must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must 

be modifiable as per the changes made by the respective Certifying Authorities 

on the structure of the Digital Signatures issued by them. 

15. 

The Digital Signatures used and the Employment Application must provide the 

Time Stamping of act of Digitally Signing a document as mandated by the IT 

Act 2000. 
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9. Social Welfare 

9.1. Pension Urban 
 

Select Prerequisites for the To Be Process  
 
 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications; forwarding the applications 

electronically over e-district Application; forwarding the physical application & 

enclosed documents physically to Tehsil / Block Headquarters and providing the 

outcome of the services to the Applicant. 

 Sub-divisional Magistrate / Block development Officer would authorize one Center-

in-Charge for each CSC lying under his/ her jurisdiction. 

 On the 15th day of each month, the center in charge of CSC / would collect all the 

application forms from its center and submit it to the concerned Tehsil / Block 

headquarter.    

 There would be a provision of setting up a small e-district nodal office at each Tehsil 

/ Block headquarters where all Hardcopy applications coming through CSC’s would 

be collected. 

 e- District applications would only be collected at CSCs that are located at Patwari 

Chauki area. 

 On every 5th day, the Patwari / GPVA will have to CSC (located at his Patti Chauki 

area). There would be a time slot allotted at CSC for Patwari / GPVA to update his 

work electronically over e-District Application. Patwari / GPVA would also use the 

resources (only PC) at CSC to check the application and post the field verification 

report electronically over e-District application. 

 State government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Applicant. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software; printing acknowledgement slip; and finally, providing the output to the 

Applicant. The charges will be decided by State Government / District Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to Patwari / GPVA, i.e. using their computer system etc.  
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 There will be a search facility available over portal for applicants to check the status 

of their service requests. 

 Affidavit requirement to be removed. Application form available at CSC would cover 

this requirement – At the end of the application form, a pre-printed declaration text 

would be mentioned i.e. “I applying for xxxx service have produced all the 

information correct and to the best of my knowledge. I would be solely responsible in 

case of any discrepancy found in the attached documents and for the information 

provided in the application form and under such cases, District administration may 

take any corrective legal action as appropriate”.   

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when satisfied post it over the e-District 

Application. In case CSC operator posts incomplete / incorrect application, he would 

be fined. 

 The department should accept validity of a secure database as an authentic and 

trustable source for verification. 

 The department should accept the provision for acceptance of service request 

throughout the year instead of application acceptance during a particular period of 

the year.  

 The department should accept the GVPA for forwarding the beneficiary List and the 

Anumodan details over the e District application to the BDO.  

 The department should accept the provision for review and approval of Anumodan 

by the BDO in the electronic form over the e district Application.  

 The Department should accept reasons provided for rejection of a particular service 
request to the applicant.  

 

Value Addition to AS-IS  
 
The new To Be process provides many additional features such as:  
 
 Preparation of Anumodan database, which is based on the Anumodan passed 

during the Khuli Baithak conducted by the Gram Sabha would help in proper 

monitoring and maintenance of records as well as bring in transparency in the 

local governance system.  

 Preparation of beneficiary waitlist in order of priority leading to auto selection of 

waitlisted applicant in case of removal of any current beneficiary from the 

pensioners list. The reasons for the removal of beneficiary from the current list 
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might be death, qualifying for any other pension, disqualification due to status 

upgradation, change of location etc.   

 Improvement in service levels for service level as now the service request will be 

accepted throughout the year. Provision for creation of waitlist for approved 

service request in case of no quota availability for the pension request  has been 

envisaged in the process  

 



9.1.1. Process Map – Pensions Urban  
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Sr. Process Details – Pension Urban 
Responsibility 

Centre 

Pre- condition : 
1. Applicant may apply for Old Age / Widow / Handicap pension at 

the Common Service Centers by fulfilling the following conditions : 

a. Complete application form. 

b. Supporting  documents required: 

1. For Old  Age Pension- 

a. Parivar Register Copy (certified by Gram pradhan 

& GPVA) 

b. Photocopy of BPL card  

OR  

Income Certificate (income less than Rs. 12000 

p.a.) 

2. For Widow Pension- 

a. Parivar Register copy OR Death Certificate of 

husband (certified by Gram pradhan & GPVA) 

b. Photocopy of BPL card  

OR  

Income Certificate (income less than Rs. 12000 

p.a.) 

3. For Handicapped Pension 

a. Medical certificate (as a proof of disability) 

b. Photocopy of BPL card  

OR  

Income Certificate (income less than Rs. 12000 

p.a.) 

Applicant 

Stage 1: 

2. Applicant visits the CSC to submit the pension request. Applicant 

3. CSC operator will provide the application form to Applicant. 

Alternatively Applicant may also download the application form 

available over e-district portal through the internet.   

CSC Operator 

/ Applicant 

4. Applicant fills the form and attaches the required documents / 

proofs and submits it to the operator. 
Applicant 

5. Operator cross verifies the filled application form and informs 

applicant to correct any discrepancy found. There would be a 
CSC Operator 
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Sr. Process Details – Pension Urban 
Responsibility 

Centre 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, 

including details on how to fill application form, documents 

required to be attached, signature of concerned authority on 

attached documents etc. The same checklist will also be available 

over e-District Application. It would be the responsibility of CSC 

operator to thoroughly scrutinize the application and the attached 

documents, and if satisfied, to post it over the e-District 

Application. In case CSC operator posts incomplete / incorrect 

application, he would be fined.  

6. Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits 

the application electronically. Applicant’s photograph is also 

captured through a web camera and is attached in the application 

form. The supporting documents are scanned and attached with 

the application over the software. 

CSC Operator 

7. CSC operator will provide the applicant an acknowledgement slip 

which will have a unique application registration number, 

application details in brief and expected date for output of his / her 

request.  

CSC Operator 

8. Once the application is posted over e-District Application, it would 

automatically route to Sub Divisional Magistrate’s account and at 

the same time Applicant would get the sms alert with the following 

details: 

 Unique application registration number (District name/Tehsil 

name / Patti name/ service name/ unique number)  

 Date of application 

 Expected date of output for service request 

e-District 

Application 

(eDA) 

Stage 2: 

9. On the 15th day of each month, the center in charge of CSC / e-

District would collect all the application forms from its center and 

get it submitted to Sub Divisional Magistrate.    

Center –In –

Charge 

Stage 3: 
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Sr. Process Details – Pension Urban 
Responsibility 

Centre 

10. Sub Divisional Magistrate will daily Log-in to e-District Application 

and check the service requests forwarded to him. If he is satisfied 

with the details filled in the application and if all the pension criteria 

are met, he forwards the application to Tehsildar for field 

verification. 

If he is unsatisfied, he rejects the application electronically with a 

mention of the reason of rejection. 

Sub Divisional 

Magistrate 

11. Tehsildar receives the online pension request forwarded by Sub 

Divisional Magistrate and forwards the same to Patwari to initiate 

field verification. 

e-District 

Application/ 

Tehsildar 

Stage 4: 

12. Patwari will visit to CSC (located at his Patti Chauki area) on every 

5th day. 
Patwari 

13. Patwari will log-In over e-district Application and will check the 

applications that are received in his inbox. On the same day and 

time, he gets the hardcopy of the applications provided by CSC-In-

Charge. 

Patwari 

14. Patwari will check the physical application and attached 

documents and has an option to cross check the applicant’s 

details in Pariwar register database/ Ration card database/ 

Pension database. 

Patwari 

15. Patwari initiates the field verification and submits the verification 

report accordingly. 
Patwari 

16. Once Patwari submits the verification report, the application along 

with his verification report is forwarded electronically over e-District 

Application to Tehsildar’s account for his final approval / rejection 

(in case of non-satisfaction verification report submitted by 

Patwari). 

Note: Hardcopy of the application along with attached documents 

would not be forwarded to Tehsildar and he has to provide his 

approval / rejection based on the online Patwari’s verification 

report and scanned documents AND / OR through database. 

e-District 

Application 

(eDA) 

Stage 5: 
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Sr. Process Details – Pension Urban 
Responsibility 

Centre 

17. Tehsildar will daily Log-in to e-District Application and review the 
verification report forwarded by the Patwari on e-district 
application database.  

a) If Tehsildar finds the Patwari report favoring the 
applicant’s request, he approves the pension request and 
updates it over the e district application.  

b) If Tehsildar finds Patwari report stating that the 
information submitted by the applicant is false, he rejects 
the application and updates his rejection over the e 
district application stating the reason.  

Tehsildar 

18. 
e District application hosts the Tehsildar decision and notifies 
SDM.  

e-District 

Application 

(eDA) 
19. SDM logs-in to e-District application and reviews the Tehsildar’s 

decision  
      a) If the result is favorable, he approves the application and 

updated database after receiving the hardcopy of the 
application from CSC and forwards his decision over e-
District Application to District Social Welfare Officer (DSWO).  

     b) If the result is not favorable, he rejects the application along 
with mentioning reason for rejection and the decision is 
forwarded to CSC. 

SDM 

20. DSWO Logs-in to e-District application and receives the 
approved application requests from SDM 

DSWO 

21. DSWO matches the received approved application with the fund 
/ quota availability.  

DSWO 

22. DSWO reviews the fund & quota availability status available with 
him - 

a) If fund & quota is available, he approves the beneficiary 
list, updates database and approves pension disbursal.  

b) If fund & quota is not available, then also beneficiary list 
is updated and added to waitlist. 

DSWO 

23. 
E-district application would host the action taken by DSWO and 
will notify the relevant stakeholders.  

e-District 

Application 

(eDA) 
Stage 6: 
24. Applicant visits CSC after stipulated service level as mentioned in 

the acknowledgement slip and produce the slip to CSC operator. 
Applicant 
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Sr. Process Details – Pension Urban 
Responsibility 

Centre 

25. CSC operator Logs-in over e- District Application and retrieves the 

output of the service request i.e. either the reason for rejection or 

approved service request. 

CSC Operator 

 Pension – Status Tracking 
Responsibility 

Centre 
1 Applicant is notified at the time of application submission 

whether his application has been submitted by the CSC operator 
to the e district application and that e district application has 
registered his service request  

e-District 

Application 

(eDA) 

2 
Application would also notify the applicant whether his 
application has been rejected or accepted  

e-District 

Application 

(eDA) 
3 Application would notify the applicant about the status of this 

request with the DSWO whether his application is in the current 
list or waiting list  

e-District 

Application 

(eDA) 

9.1.2. CRUD Matrix 

Designation Create Read Update Delete 

Sub Divisional Magistrate ■ ■ ■ ■ 
DSWO X ■ ■ X 
Tehsildar X ■ ■ X 
Patwari X ■ ■ X 
CSC Operator ■ ■ X X 
General Anonymous Access X ■ X X 

9.1.3. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

2 

Pension 
database 

The Pension database will contain pension application details 
like Name, Age, Date of Birth and other details. The database 
would also maintain the status of approved/rejected 
applications and final status/decision. 
The database would also maintain approved as well as wait 
listed status in lieu of service request. 
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9.1.4. Service Request Form – Pension Urban 
 
 Old Age Pension 
 Widow Pension 
 Handicapped Pension 

 
A. Old Age Pension 

The format of Old Age Pension application form would comprise of following fields: 
 
SNo Field Description 

1.  Name of Applicant  

2.  Father’s / Husband’s name 

3.  Sex  

4.  Applicant’s Permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Post 

 Name of Block 

 Name of Gram Panchayat 

 Name of Nyay Panchayat 

 Name of Patti 

 Name of Tehsil 

 Name of Thana 

 Name of District 

5.  Applicant’s monthly income 

6.  Applicant’s age at the time of application submission 

7.  Category:     General/SC/ST/OBC 

8.  Caste: 

Sub caste (If any) 

9.  Details of dependent(s) on applicant 

 Name 
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SNo Field Description 

 Age 

 Relation with Applicant 

10.  Are any of the Applicant’s Son or Grandson earning money: (Yes or No) 

if yes, please provide below details: 

 Occupation 

 Monthly income  

11.  Whether applicant is currently working (Yes or No), if yes please provide below 

details: 

 Occupation 

 Monthly income 

12.  Whether Applicant has any land (Yes or No): 

 If yes, please provide details: 

13.  Whether applicant has any movable / immovable properties: 

if yes, please provide details of total monthly income from all sources 

14.  Whether applicant is a owner of a house that serves free livelihood: 

If yes, please provide complete details of house 

15.  Whether applicant is receiving any aid / support from any other sources ,if yes 

please provide complete details 

16.  Duration of stay in Uttarakhand 

17.  Whether applicant is staying in a rented / self owned accommodation 

18.  Whether applicant is staying with someone. 

If yes, details of relation with the other  

19.  Applicant’s Post office/Bank account no. 

20.  Applicant’s mobile no. 

21.  Applicant’s Signature 

22.  Supporting Documents and their serial No. (E.g. BPL card) 

23.  Self Declaration by the Candidate (“I applying for xxxx service have produced 

all the information correct and to the best of my knowledge. I would be solely 

responsible in case of any discrepancy found in the attached documents and 

for the information provided in the application form and under such cases, 

District administration may take any corrective legal action as appropriate”.   
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B. Widow Pension 

The format of Widow Pension application form would comprise of following fields: 
 
SNo Field Description 

1.  Name of Applicant  

2.  Applicant’s Permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Post 

 Name of Block 

 Name of Gram Panchayat 

 Name of Nyay Panchayat 

 Name of Patti 

 Name of Tehsil 

 Name of Thana 

 Name of District 

3.  Full name of Late Husband 

4.  Late Husband’s Permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Post 

 Name of Block 

 Name of Gram Panchayat 

 Name of Nyay Panchayat 

 Name of Patti 

 Name of Tehsil 

 Name of Thana 

 Name of District 

5.  Place of death 

6.  Date of death 
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SNo Field Description 

7.  Husband’s occupation before death 

8.  Husband’s monthly income before death 

9.  Applicant’s age at the time of application submission 

10.  Category:     General/SC/ST/OBC 

11.  Caste: 

Sub caste (If any) 

12.  Details of dependent(s) on applicant 

 Name 

 Age 

 Monthly income of dependents 

 Relation with Applicant 

13.  Are any of the Applicant’s Son or Grandson earning money: (Yes or No) 

if yes, please provide below details: 

 Occupation 

 Monthly income  

14.  Whether applicant is currently working (Yes or No), if yes please provide below 

details: 

 Occupation 

 Monthly income 

15.  Whether Applicant has any land (Yes or No): 

 If yes, please provide details: 

16.  Whether applicant has any movable / immovable properties: 

if yes, please provide details of total monthly income from all sources 

17.  Whether applicant is a owner of a house that serves free livelihood: 

If yes, please provide complete details of house 

18.  Whether applicant is receiving any aid / support from any other sources ,if yes 

please provide complete details 

19.  Duration of stay in Uttarakhand 

20.  Whether applicant is staying in a rented / self owned accommodation 

21.  Whether applicant is staying with someone. 
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SNo Field Description 

If yes, details of relation with the other  

22.  Applicant’s Post office/Bank account no. 

23.  Applicant’s mobile no. 

24.  Applicant’s Signature 

25.  Supporting Documents and their serial No. (E.g. BPL card) 

26.  Self Declaration by the Candidate (“I applying for xxxx service have produced 

all the information correct and to the best of my knowledge. I would be solely 

responsible in case of any discrepancy found in the attached documents and 

for the information provided in the application form and under such cases, 

District administration may take any corrective legal action as appropriate”.   

 
C. Handicap Pension 

The format of Handicap Pension application form would comprise of following fields: 
 
SNo Field Description 

1.  Name of Applicant  

2.  Applicant’s Father / Husband name 

3.  Applicant’s Permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Post 

 Name of Block 

 Name of Gram Panchayat 

 Name of Nyay Panchayat 

 Name of Patti 

 Name of Tehsil 

 Name of Thana 

 Name of District 

4.  Age (in years) 
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SNo Field Description 

5.  Applicant’s monthly income 

(enclose certificate from Tehsil) 

6.  Category:     General/SC/ST/OBC 

7.  Caste: 

Sub caste (If any) 

8.  Details of dependent(s) on applicant 

 Name 

 Age 

 Relation with Applicant 

9.  Applicant’s disability details: 

 Blindness 

 Less blindness 

 Leprosy 

 Cannot speak / listen 

 Unable to walk 

 Mentally abnormal / sick 

(enclose handicap certificate from CMO) 

10.  Whether applicant is receiving any aid / support from any other sources: 

State government / Central government / un-government organization (Y/N) 

if yes, please provide complete details 

11.  Duration of stay in Uttarakhand 

12.  Applicant’s Bank name 

Applicant’s Bank account number 

13.  Applicant’s mobile no. 

14.  Applicant’s Signature 

15.  Supporting Documents and their serial No. (E.g. BPL card) 

16.  Self Declaration by the Candidate (“I applying for xxxx service have produced 

all the information correct and to the best of my knowledge. I would be solely 

responsible in case of any discrepancy found in the attached documents and 

for the information provided in the application form and under such cases, 

District administration may take any corrective legal action as appropriate”.   
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9.1.5. Patwari’s verification report format 
 
S.NO Fields  

1 Name of Applicant  

2 Sex  

3 Father ‘s / Mother’s / Husband’s name  

4 Applicant’s address  

5 Category  

6 Caste:  

7 Sub caste  
8 Pension applied (Old Age / Widow / Handicap)  
9 Overall conclusion: 

 Proposal no. 

 Whether Applicant is fulfilling all the criteria for availing 

pension (Y/N) 



 

Name of Patwari: ______________ 

Date:_______________ 

 

9.1.6. Records view for a Logged in user 
 
SDM/Tehsildar/ Patwari record View 

 
e-district application would display the service request in the following form to SDM, 
Tehsildar and Patwari:  

 
S.No Fields Description of the Record View  
1. Applicants Name:  
2. Registration No. 
3. Service Requested  
4. Caste  
5.  Address (Locality, Village, Tehsil)  

6.  Date of application submission  
7.  Documents Attached  

  
Tehsildar Record View 
Once the Patwari submits his verification report, Tehsildar can view the record in the 
following form: 
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S.No Fields Description of the Record View  
1. Applicants Name:  
2. Registration No. 
3. Service Requested  
4. Caste (SC / ST / OBC / General)  
5.  Address (Locality, Village, Tehsil)  

6.  Date of application submission  
7.  Date of Verification  
8.  Result of Verification (Positive / Negative)  
8.  Comments (in case of rejection of request)  
9.  Date of submission of verification report  
10.  Name of Patwari  
 
SDM Record View 
After submission of approval / rejection report by Tehsildar, the SDM would view it in the 
following format: 
  
S.No Fields Description of the Record View  
1. Applicants Name:  
2. Registration no. 
3. Service requested  
4.  Tehsildar’s decision ( Approval / Rejection)  
5.  Date of Submission  
6.  Tehsildar’s Name  
7.  Tehsildar’s digital signature  
 
District Social Welfare officer view 
After submission of the consolidated list of beneficiaries for a particular duration by 
S.D.M, the D.S.W.O would view it in the following format:  
 
S.No Fields Description of the Record View  
1.  Tehsil Name  
2.  Date of Submission  
3.  Applicants Details  
 S.No.  Applicant’s 

Name 
Registration No. Caste (SC/ ST/ OBC / Gen)  

4.  Date of submission by SDM  
5.  Digital signature of SDM  
 
 
 



 

 337

Record View for Applicant (whose applications have been approved)  
The applicant can view the following fields updated by D.S.W.O to know the status of 
his/her application:    
 

Sr.  Fields Description of the Record View  
1 Registration No.  
2 Name:   
3 Block                                  Village                               Tehsil  
4 Status     (Current / Waitlisted)  
5 Waitlist No. (If waitlisted)  
6 Date of Last Updation  

 
Record view for DM 
DM would view the allocated quota proposed by DSWO in the following format:  
 
District Name:  

No. 

Urban Rural 

Municipality 
Name 

Ward 
Name 

No. of 
Pensioners 
to be 
benefited 

Block Village 

No. of 
Pensioners 
to be 
benefited 

1.        
2.        

3       
4.        

Total Urban   Total Rural   

Total Pensioners   

 
Department:                                                                   Dept Head Name:  
Digital Signature of DSWO:                                           Date of Submission: 
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9.1.7. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 
 
S.No Name of 

Pension 
Number of 

Applications 
received by 

SDM 

Number of 
Applications 

for which 
affirmative 

action taken 
by SDM 

Number of 
Applications 

for which 
action taken 
by Tehsildar 
is delayed 

Total 
number of 

service 
request for 
verification 
completed 

 
 

Total 
number of 

service 
request for 
verification 

not 
completed 

Total number 
of physical 
verification 

report 
approved 

against the 
total number 

submitted 

Total number of 
physical 

verification 
report not 

approved and 
send for re-
verification 
against the 

total number 
submitted 

         

         

 
The following table specifies the fields required in the MIS Report 2  
 
S.No Name of the Pension Total number of service request approved 

by the SDM against the number of service 
request 

Total number of service request rejected by the SDM 
against the number of service request 
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The following table specifies the fields required in the MIS Report 3 
 
S.No Name of the 

Pension 
Total number of 

application 
successfully 

forwarded by SDM to 
DSWO 

Total number of 
application not 

forwarded by SDM to 
DSWO 

Total number of 
application 

processed and 
approved for 

pension by the 
DSWO 

Total number of 
application not 
processed and 
approved for 

pension by DSWO 
against the total 

number of 
application approved 

by SDM 

Total number 
of service 
request 

confirmed for 
payment and 
waitlisted for 

payment 

       
       

9.1.8. Benchmarked Service Level – Pension Urban 
The following table specifies the internal Activity-wise service levels: 

 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1 Application received by CSC operator and forwarded to SDM 
1 day 1st Day 2 SDM receives the requests and if satisfied forwards the same to Tehsildar for field 

verification 
3 Tehsildar receives the requests and forwards to Patwari for field verification 1 day 2rd Day 
4 Patwari visits to CSC and checks his online account & gets the hardcopy of the 

application. 
Patwari initiates the field verification 

 5 day 7th Day 
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S. No. Activities Time required 
Service Level 

(from date of service 
request) 

5 Patwari completes the field verification and submits the verification report online 
over e-District Application. 5 day 12th Day 

6 Tehsildar Logs- in to the system and checks the application forwarded to him. If 
satisfied he approves the service request, updates the database & forwards it to 
SDM 
OR 
If unsatisfied disapprove and forwards his decision to SDM.  

1 day 13th Day 

7  If the result is favorable, SDM approves the application and updates database 
after receiving the hardcopy of the application from CSC and forwards his 
decision over e-District Application to District Social Welfare Officer (DSWO).  

 If the result is not favorable, he rejects the application along with mentioning 
reason for rejection and the decision is forwarded to CSC. 

2 day 15th Day 

8 DSWO matches the received approved application with the fund / quota 
availability.  

1 day 16th Day 

9 DSWO reviews the fund & quota availability status available with him - 
a) If fund & quota is available, he approves the beneficiary list, updates 

database and approves pension disbursal.  
b) If fund & quota is not available, then also beneficiary list is updated and 

added to waitlist. 
10 E-district application would host the action taken by DSWO and will notify the 

relevant stakeholders.  
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9.1.9. Auto Escalation Matrix – Pension Urban 
The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 
SDM receives the requests and if satisfied 
forwards the same to Tehsildar for field 
verification 

SDM 1 day DM 2 
day - - - - 

2. Tehsildar receives the requests and 
forwards to Patwari for field verification Tehsildar 1  days SDM 1 

day DM 2 
day - - 

3. 

Patwari visits to CSC and checks his online 
account & gets the hardcopy of the 
application. 
Patwari initiates the field verification 

Patwari 5 days Tehsildar 1 
day SDM 2 

day - - 

4. 
Patwari completes the field verification and 
submits the verification report online over e-
District Application. 

Patwari 5 days Tehsildar 1 
day SDM 2 

day - - 

5. 

Tehsildar Logs- in to the system and checks 
the application forwarded to him. If he is 
satisfied, approves the service request and 
forwards it to SDM 
OR 
If unsatisfied disapprove and forwards his 
decision to SDM.  

Tehsildar 1  days SDM 1 
day DM 2 

day - - 

6.  If the result is favorable - SDM approves 
the application, updates the database SDM 1 day DM 2 

day - - - - 
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9.1.10. Number of Digital Signatures required 
S.No Designation  Details (Nos.) 
1 Sub Divisional Magistrate None 
2 DSWO None  
3 Tehsildar None 
4 Patwari None 

and forwards his decision to District 
Social Welfare Officer (DSWO).  

 If the result is not favorable, he rejects 
the application  

7. 

DSWO reviews the fund & quota availability 
status available with him - 

c) If fund & quota is available, he 
approves the beneficiary list, 
updates database and approves 
pension disbursal.  

a) If fund & quota is not available, then 
also beneficiary list is updated and 
added to waitlist. 

DSWO 5 day DM 2 
day - - - - 
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9.1.11. Functional Requirement Specification 
 
Sr. Description 

1. The system should be able to display pension related page through multiple 

routes 

 Service links 

 Information links 

 District links 

2. The system should be able to identify user login into the system.  

3. The system should be able to provide information to the applicant about 

pension related services both in public as well as restricted domain  

 Web access to information content in public domain 

 e-District application access to information content  

4. The system should provide all services under various pension schemes under 

a single category “Pension” with following sub categories –  

 Old age pension 

 Widow pension 

 Handicap pension 

5. The system should be able to retrieve relevant service request forms 

6. The system should be able to retrieve service request forms through the 

following channels  

 direct access through service request form link 

 direct access through pension service link 

7. The system should allow the operator to fill in the online application on behalf 

of Applicant availing the service  

8. The system should be able to generate a unique registration number while 

registering an applicant with the system  

9. The system should be able to identify the applicant uniquely based on this 

registration number for all future references  

10. The system should be able to issue an acknowledgement receipt once the 

applicant is registered  

11. The system should be able to come up with final confirmation screen indicating 

successful submission of service request 

12. The system should be able to allow service fees payments (if any – as decided 
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Sr. Description 

by the state) for the pension related service  

13. The system should allow the Patwari to upload ‘Physical Verification Report’ by 

logging into e-District Application 

14. The system should store “Physical Verification Report” in the predefined format 

(given in process description) 

15. The system should not allow any changes in the ‘Physical Verification Report’ 

at any level once submitted by the Patwari 

16. The system should notify concerned Tehsildar about uploading of ‘Physical 

Verification Report’ 

17. The system should allow concerned Tehsildar to view ‘Physical Verification 

Report’ 

18. The system should be able to link respective service application with the 

‘Physical Verification Report’ for Tehsildar to view 

19. The system should allow Tehsildar to recommend / not recommend / re-verify 

the ‘Physical Verification Report’ 

20. The system  should allow Tehsildar to mark service application request for re-

verification 

 In case of re-verification the system should follow the same 

functionalities as specified for new application request 

21. The system should notify SDM on successful submission of service request by 

the Tehsildar 

22. The system should show the recommendation / non recommendation against 

the service request by the Tehsildar to the SDM 

23. The system should be able to link respective service application with the 

‘Physical Verification Report’ for SDM to view 

24. The system should allow SDM to approve / reject service request  

25. The system should not allow recommendation for approval by the SDM in case 

all the mandatory documents are not marked as received  

26. In case of acceptance, the system should open a page where system should 

allow the SDM to confirm the receipt of required documents in physical form 

27. The system should allow SDM to mark received hard copies of supporting 

documents 
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Sr. Description 

28. The system should allow the SDM to do either of the following –  

 approve and forward the service application request to DSWO 

 reject the service request application with stated reason 

29. The system should allow DSWO to log into the e-district application using the 

authenticated login and password as defined in the login process 

30. The system should display the approved service request in order of priority to 

the DSWO 

31. The system should be able to differentiate between the approved service 

request application as following –  

 approved and confirmed 

 approved and waitlisted 

32. The system should not allow any change in priority of the service request 

application form for the following 

 approved and confirmed 

 approved and waitlisted 

33. The system should be able to support the status tracking  

34. The system should follow the escalation matrix as defined for the process 

35. The system should be able to maintain all records for the login sessions with 

date and time 

36. The system should be able to provide date and time stamping for all 

transactions done  
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9.2. Pension Rural 

9.2.1. Process Map – Pension Rural 
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Sr. Process Details – Pension Rural 
Responsibility 

Centre 

Pre- condition : 
1. Applicant may apply for Old Age / Widow / Handicap pension at 

the Common Service Centers by fulfilling the following conditions : 

a. Complete application form. 

b. Supporting  documents required: 

1. For Old  Age Pension- 

a. Parivar Register Copy (certified by Gram pradhan 

& GPVA) 

b. Photocopy of BPL card  

OR  

Income Certificate (income less than Rs. 12000 

p.a.) 

2. For Widow Pension- 

a. Parivar Register copy OR Death Certificate of 

husband (certified by Gram pradhan & GPVA) 

b. Photocopy of BPL card  

OR  

Income Certificate (income less than Rs. 12000 

p.a.) 

3. For Handicapped Pension 

a. Medical certificate (as a proof of disability) 

b. Photocopy of BPL card  

OR  

Income Certificate (income less than Rs. 12000 

p.a.) 

Applicant 

Stage 1: 

2. Applicant visits the CSC to submit the pension request. Applicant 

3. CSC operator will provide the application form to Applicant. 

Alternatively Applicant may also download the application form 

available over e-district portal through the internet.   

CSC Operator / 

Applicant 

4. Applicant fills the form and attaches the required documents / 

proofs and submits it to the operator. 
Applicant 

5. Operator cross verifies the filled application form and informs 

applicant to correct any discrepancy found. There would be a 
CSC Operator 
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Sr. Process Details – Pension Rural 
Responsibility 

Centre 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, 

including details on how to fill application form, documents 

required to be attached, signature of concerned authority on 

attached documents etc. The same checklist will also be available 

over e-District Application. It would be the responsibility of CSC 

operator to thoroughly scrutinize the application and the attached 

documents, and if satisfied, post it over the e-District Application. 

In case CSC operator posts incomplete / incorrect application, he 

would be fined.  

6. Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits 

the application electronically. Applicant’s photograph is also 

captured through web camera and is attached in the application 

form. The supporting documents are scanned and attached with 

the application over the software. 

CSC Operator 

7. CSC operator will provide the applicant an acknowledgement slip 

which will have a unique application registration number, 

application details in brief and expected date for output of his / her 

request.  

CSC Operator 

8. Once the application is posted over e-District Application, it would 

automatically route to Block Development Officer’s account and at 

the same time Applicant would get the sms alert with the following 

details: 

 Unique application registration number (District name/Tehsil 

name / Patti name/ service name/ unique number)  

 Date of application 

 Expected date of output for service request 

e-District 

Application 

(eDA) 

Stage 2: 

9. Center in charge of CSC will hand over all the physical application 

forms to GPVA for onwards processing (i.e. for Khuli baithak and 

further).    

Center –In –

Charge 

Stage 3: 
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Sr. Process Details – Pension Rural 
Responsibility 

Centre 

10. BDO will daily Log-in to e-District Application and check the 

service requests forwarded to him. If he is satisfied with the details 

filled in the application and if all the pension criteria are met, he 

forwards the application to Gram Panchayat Vikas Adhikari 

(GPVA) for initiating Khuli Baithak. 

If he is unsatisfied, he rejects the application electronically along 

with mentioning reason for rejection. 

BDO 

11. GPVA on receiving the online pension requests forwarded by BDO 

and filled application form from the CSC consolidates them for 

gram Panchayat and informs Pradhan to hold a Khuli Baithak for 

finalizing the pension beneficiaries.  

The Pradhan will in turn inform the villagers about the agenda, 

date and venue of the Khuli Baithak 

GPVA / 

Pradhan 

12. On the prescribed time and location GPVA along with ADO (GP) 
holds Khuli Baithak in which he reads out the agenda of the 
meeting once again.  

GPVA 

13. GPVA then puts forward all the applications in front of gram 
sabha for discussion and he also puts forward the quota 
allocated for the gram Panchayat. 

GPVA 

14. The Gram Sabha then discusses each and every case in the 
Khuli Baithak and identifies  beneficiaries (Current) and a waitlist 
(priority wise)  

Gram Sabha 

15. a) GPVA then updates the anumodan list, the meeting 
proceeding and the list of identified beneficiaries (current and 
waiting) in the anumodan database.  
 
b) Simultaneously GPVA also forwards the filled application 
forms to the BDO for his physical verification. 

GPVA 

16. e-District application hosts the updated databases and notifies 
the BDO to login and check the information updated by the 
GPVA. 

e-District 
application 

(eDA) 
Stage 4: 

17. BDO then logs in over to e-District application and verifies the 
Anumodan list once he receives the physical application forms. 

a) If BDO finds the Anumodan fraudulent, he may cancel 
the Khuli Baithak and recall the Khuli Baithak updating 
the system about his decision.  

BDO 
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Sr. Process Details – Pension Rural 
Responsibility 

Centre 

b) If BDO finds no irregularities with the Anumodan, he 
approves the beneficiary list against the physical 
application he had received from the GPVA and updates 
the system about his decision.  

18. The system then hosts the BDO’s response to the submitted 
anumodan:  

a) In case of rejection the GPVA is notified by the system 
for the recalling of Khuli Baithak 

b) In case of acceptance, the final beneficiary list is 
updated over the application and forwarded to DSWO 
for pension disbursal.   

e-District 
Application 

(eDA) 

Stage 5: 

19. DSWO Logs-in to e-District application and receives the 
approved application requests from BDO 

DSWO 

20. DSWO matches the received approved application with the fund 
/ quota availability.  

DSWO 

21. DSWO reviews the fund and quota availability status available 
with him - 

d) If fund and quota is available - approves the beneficiary 
list, updates the database and approves pension 
disbursal.  

e) If fund and quota is not available - then also the 
beneficiary list is updated and added to waitlist. 

DSWO 

22. 
E-district application would host the action taken by DSWO and 
will notify the relevant stakeholders.  

e-District 

Application 

(eDA) 
Stage 6: 
23. Applicant visits to CSC after stipulated service level as mentioned 

in the acknowledgement slip and produces the slip to CSC 

operator. 

Applicant 

24. CSC operator Logs-in over e- District Application and retrieves the 

output of the service request i.e. either the reason for rejection or 

approved service request. 

CSC Operator 

 
Pension – Status Tracking 

Responsibility 
Centre 

1 The applicant is notified at the time of application submission 
whether his application has been submitted by the CSC operator 
to the e district application and that e district application has 

e-District 

Application 

(eDA) 
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Sr. Process Details – Pension Rural 
Responsibility 

Centre 

registered his service request  
2 

The application would also notify the applicant whether his 
application has been rejected or accepted  

e-District 

Application 

(eDA) 
3 The application would notify the applicant about the status of this 

request with the DSWO whether his application is in the current 
list or waiting list  

e-District 

Application 

(eDA) 
 

9.2.2. CRUD Matrix 
Designation Create Read Update Delete 

Block Development Officer ■ ■ ■ ■ 
DSWO X ■ ■ X 
GPVA X ■ ■ X 
CSC Operator ■ ■ X X 
General Anonymous Access X ■ X X 

9.2.3. Database required 
S. No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

2 

Pension 
database 

The Pension database will contain pension application details 
like Name, Age, Date of Birth and other details. The database 
would also maintain the status of approved/rejected 
applications and final status/decision. 
The database would also maintain approved as well as wait 
listed status in lieu of service request. 

3 

Anumodan 
Database 

The anumodan database would contain minute wise details of 
Khuli baithak. This would contain the final approved beneficiary 
list made during Khuli baithak. The database would maintain 
records of ADO, GPVA and Pradhan 

9.2.4. Service Request Form – Pension Rural 
 
 Old Age Pension 

o Same form is used for rural pension as specified above for urban pension.  
 Widow Pension 

o Same form is used for rural pension as specified above for urban pension.  
 Handicapped Pension 

o Same form is used for rural pension as specified above for urban pension.  
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9.2.5. Anumodan format for GPVA 
 
S.NO Fields 

1.  Name of Applicant 

2.  Sex 

3.  Father ‘s / Mother’s / Husband’s name 

4.  Applicant’s address 

5.  Category 

6.  Caste: 

7.  Sub caste 
8.  Pension applied (Old Age / Widow / Handicap) 
9.  Overall conclusion: 

 Date of conducting Khuli Baithak 

 Proposal no. 

 Whether Applicant is fulfilling all the criteria for availing pension (Y/N) 

 If Yes, serial number of the Applicant on waiting list 

 Other details 
 

Name of GPVA: ______________ 

Date:_______________ 

 

9.2.6. Records view for a Logged in user 
 
BDO / GPVA Record View 

 
e-district application would display the BDO and GPVA the service request in the 
following form:  

 
GPVA Record View 
Quota allocation to GPVA would be displayed in the following format: 
 
S.No Fields Description of the Record View  
1. Block Name 
2. Gram Panchayat 
3. GVPAs name 
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S.No Fields Description of the Record View  
4. Quota for the Gram Panchcyat 
         

BDO Record View  
BDO would view the Anumodan record details submitted by the GPVA in the following 
form:  

 

Record View for Applicant  
Applicant would view the following fields updated by the D.S.W.O to know the status of 
his/her application in the following form:   
 

Sr.  Fields Description of the Record View  
1 Registration No.  
2 Name:  
3 Block                                  Village                               Tehsil  
4 Status     (Current / Waitlisted)  
5 Waitlist No. (If waitlisted)  
6 Date of Last Updation  

 

 
 
 
 
 

Sr.  Fields Description of the Record View  
1 Gram Panchayat 
2 Block 
3 Date of Submission  
4 Date of Khuli Baithak  
5 Pradhan’s Name 
6 ADO (GP)’s Name 
7 GPVA’s Name 
8 Number of gram sabha members attending the meeting 
9 Quorum for meeting 

10.  

Applicants’ Details  
S.No.  
Registration No. 
Applicant’s Name 
s/o, w/o, d/o 
Category (Current / wait list no.) 
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Record view for DM 
DM would view the allocated quota proposed by the D.S.W.O in the following format:  
 
District Name:  

No. 

Urban Rural 

Municipality 
Name 

Ward 
Name 

No. of 
Pensioners 
to be 
benefited 

Block Village 

No. of 
Pensioners 
to be 
benefited 

1.        
2.        
3       
4.        
Total Urban   Total Rural   
Total Pensioners   
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9.2.7. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 

 
The following table specifies the fields required in the MIS Report 2  

Sr. Block name Name of 
Pension 

Total number of 
application received by 

BDO 
 

 

Total 
number of application for 
which affirmative action 

taken by the BDO within the 
defined service level 

Total 
number of application for which 

action by the BDO is delayed 
beyond the defined service level 

      
 

Sr. Block 
name 

Name of 
Pension 

Total number of 
“Anumodan” 

approved by the 
BDO against 

the number of 
“Anumodan” 
submitted by 

GPVA 

Total number 
of 

“Anumodan” 
rejected by 

the BDO 
against the 
number of 

“Anumodan” 
submitted by 

GPVA 

Total number 
of service 
request 

approved by 
gram sabha 
against the 

total number 
of service 

request made 

Total number 
of service 
request 

rejected by 
gram sabha 
against the 

total number of 
service request 

made 
 

Total number of 
service request 

made at the gram 
sabha level and 

updated by 
GPVA in the 

system 
 

“Anumodan” 
approved by 

the BDO 
against the 
number of 

“Anumodan” 
submitted by 

GPVA 
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The following table specifies the fields required in the MIS Report 3 
 

S. 
No 

Block 
name 

Name of 
Pension 

Total number of 
application 

successfully 
forwarded by BDO 

to DSWO within 
the defined 

service levels 
against the total 

number of 
application 

mentioned in 
“Anumodan” 

Total number of 
application not 
forwarded by 
BDO to DSWO 

within the 
defined service 
levels against 

the total number 
of application 
mentioned in 
“Anumodan” 

Total 
number of 
application 
processed 

and 
approved 

for pension 
by DSWO 

Total number 
of application 
received from 

BDO 
 

Total number of 
application not 
processed and 
approved for 
pension by 

DSWO against 
the total number 

of application 
received from 

BDO 

Total number 
of service 
request 

application 
confirmed 

for payment 
and 

waitlisted 
for payment 
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9.2.8. Benchmarked Service Level – Pension Rural 
The following table specifies the internal Activity-wise service levels: 

 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1.  Application received by CSC operator and forwarded to BDO 
1 day 1st Day 2.  BDO receives the requests and if satisfied forwards the same to GPVA for 

initiating Khuli Baithak 
3.  GPVA visits to CSC and checks his online account & gets the hardcopy of the 

application.  5 day 6th Day 

4.  GPVA notifying the Pradhan to conduct Khuli Baithak   3 Days  9th Day 
5.  Gram Pradhan calling for Khuli Baithak  28 Days  37th Day 
6.  GPVA digitizing the anumodan and updating the anumodan database  5  Days  42nd Day 
7.  BDO reviewing the anumodan  2 Days  44th Day 
8.  BDO forwarding the beneficiary list to DSWO and updates database 2 Days  46th Day 
9.  DSWO updation the pension status on the system (with beneficiary names , 

waitlisted candidates, quota availability or not) 
10 Days  

56th Day 
10.  E-district application would host the action taken by DSWO and will notify the 

relevant stakeholders.  
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9.2.9. Auto Escalation Matrix – Pension Rural 
The following table specifies the automatic escalations matrix: 

 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 
BDO receives the service requests and if 
satisfied forwards the same to GPVA for 
initiating Khuli Baithak 

BDO 1 Day CDO 2 
Day - - - - 

2. 
GPVA visits to CSC and checks his online 
account & gets the hardcopy of the 
application. 

GPVA  5 day BDO 2 
Day CDO 2 

Day - - 

3. GPVA notifying the Pradhan to conduct 
Khuli Baithak  GPVA  3 Days  BDO 2 

Day CDO 2 
Day - - 

4. GPVA digitizing the anumodan and updating 
the anumodan database  GPVA  33 Days  BDO 2 

Day CDO 2 
Day - - 

5. BDO reviewing the anumodan  BDO 2 Days  CDO 5 
Day - - - - 

6. BDO forwarding the beneficiary list to 
DSWO and updating database  BDO 2 Days  CDO 5 

Day - - - - 

7. 
DSWO updating the pension status on the 
system (with beneficiary names , waitlisted 
candidates, quota availability or not) 

DSWO 10 Days  CDO 5 
Day - - - - 
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9.2.10. Number of Digital Signatures required 
 

S.No Designation  Details (Nos.) 
1 Block Development Officer None 
2 DSWO None  
3 GPVA None 

9.2.11. Function Requirement Specification 
 

Sr. Description 

1. 

The system should be able to display pension related page through multiple 
routes 

 Service links 
 Information links 
 District links 

2. The system should be able to identify user login into the system  

3. 

The system should be able to provide information to the applicant about pension 
related services both in public as well as restricted domain  

 Web access to information content in public domain 
 e-District application access to information content  

4. 

The system should provide all services under various pension schemes under a 
single category “Pension” with following sub categories –  

 Old age pension 
 Widow pension 
 Handicap pension 

5. 
The system should be able to channel as well as handle different pension 
schemes as per the process map and relevant description for the service 
mentioned  

6. 

The system should be able to retrieve service request forms through the 
following channels  

 Direct access through service request form link 
 Direct access through pension service link 

7. The system should allow the operator to fill in the online application on behalf of 
Applicant availing the service  

8. The system should be able to generate a unique registration number while 
registering an applicant with the system  

9. The system should be able to identify the applicant uniquely based on this 
registration number for all future references  

10. The system should be able to issue an acknowledgement receipt once the 
applicant is registered with the system  

11. The system should be able to come up with final confirmation screen indicating 
successful submission of service request 
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Sr. Description 

12. The system should be able to allow service fees payments (if any – as decided 
by the state) for the pension related service  

13. The system should allow the concerned BDO to mark and allocate service 
request to concerned GPVA for initiating action and processing of service 
request 

14. The system should allow the GPVA to upload ‘Anumodan’ by logging into e-
District Application 

15. The system should store and update “Anumodan” in the Anumodan database  

16. The system should ask for re-confirmation of GPVA before actually updating the 
Anumodan database 

17. The system should check for all the mandatory entries in the application form 
before submission of application form 

18. The system should allow concerned Block Development Officer to view 
‘Anumodan’  

19. The system should be able to link respective service application with the 
‘Anumodan’ 

20. The system should allow the BDO to do either of the following –  
 approve and forward the service application request to DSWO 
 reject the service request application (specifically based on 

‘Anumodan’) with stated reason 
21. The system should be able to auto generate notification to concerned GPVA for 

re-calling Gram Sabha Meeting for approval of service application request in 
case of rejection of service request by the BDO 

22. The system should not auto escalate the service request as per the original 
service levels in case of cancellation of the ‘Anumodan’ of Gram Sabha 

23. The system should allow DSWO to log into the e-district application using the 
authenticated login and password as defined in the login process 

24. The system should display the approved service request in order of priority to the 
DSWO 

25. The system should be able to differentiate between the approved service request 
application as following –  

 approved and confirmed 
 approved and waitlisted 

26. The system should not allow any change in priority of the service request 
application form for the following 

 approved and confirmed 
 approved and waitlisted 

27. The system should be able to auto escalate the service request if the service 
levels are not met as defined in the service level description for the process 

28. The system should follow the escalation matrix as defined for the process 



10. Health  

10.1. Food License 
 
Select Prerequisites for the To Be Process  
 
 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications, forwarding the applications 

electronically over e-district application, forwarding the physical application & 

enclosed documents physically to Tehsil / Block Headquarters and providing the 

outcome of the services to Applicant. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and submit it to the Chief Medical Office, Pauri. 

 Once the application is submitted over e-district application, Officer in charge at 

CMO office will make a phone call to concerned Food Inspector to visit the CSC and 

initiate the processing for issuance of Food License. 

 Food Inspector will have to visit nearest CSC. Food Inspector will use the resources 

(PC & Printer) at the CSC for accessing the applications over e-District Application, 

taking printout of the applications and submitting the field verification report 

electronically over e-District application. 

 State Government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Applicant. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software, printing acknowledgement slip and finally providing output of the services. 

The charges will be decided by State Government / District Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to Food Inspector / Chief Food Inspector, i.e. using their computer system 

etc.  

 There will be a search facility available over portal for applicants to check the status 

of their service requests. 

 Affidavit requirement to be removed. Application form available at CSC would cover 

this requirement – At the end of application form, pre-printed declaration text would 

be mentioned i.e. “I applying for xxxx service has produced all the information correct 

and to the best of my knowledge. I would be solely responsible in case of any 
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discrepancy found in the attached documents and for the information provided in the 

application form and under such cases, District administration may take any 

corrective legal action as appropriate”.   

 SMS facility to be introduced. Once the application is posted online over e-District 

Application, immediately an sms will be sent to concerned area Food Inspector for 

his action and sms to Applicant for his / her information. 

 It would be responsibility of CSC operator to thoroughly scrutinize the application and 

the attached documents and only when he gets satisfied post it over the e-District 

Application. If in case CSC operator posts incomplete / incorrect application, he 

would be fined per application. 

 
 
Value Addition to AS-IS  

 
The new To Be process provides many additional features such as:  

 

 Service delivery at village level. Applicants would be able to avail the service 

close to their homes and would not need to travel to CMO office. This would 

reduce travel time, cost and effort. 

 Status tracking of an application. Applicants will now have up to date 

information about the status of their applications 

 Monitoring of performance and service delivery quality. The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports. 



10.1.1. Process Map 
ISSUANCE OF FOOD LICENSE (RURAL / URBAN)

System registers the 
application and 

issues a Receipt

Visits CSC, 
checks the 

application and 
enclosed 

documents

checks the detail 
in Food License 

Database

Details 
Correct?

System saves the 
License in a DB 
and notifies the 

applicant

Applicant receives 
the Food License

Starts field verification, 
submits report, update 
Food License database 
and forwards application 
to Chief Medical Officer

System saves the 
rejection in a DB 
and notifies the 

applicant

Applicant receives 
the reason for 

rejection

Yes

No

Details 
Found?

No

Yes

System registers the 
change and notifies 

Chief Medical Officer

Checks the 
verification report of 

Food Inspector / 
Chief Food Inspector

Starts field verification, 
submits report, update 
Food License database 

and forwards application to 
Chief Medical Officer

Returns the Query 
results

Start

Payment 
component

Application 
Receipt 

component

Form 
Availability 
component 

Stop

Approves the 
application online 

using digital sign as 
per Approval 
Component 

Rejects the 
application online  
as per Rejection 

Component

Submits verification report, 
updates Food License 
database & forwards 

application to Chief Medical 
Officer

Details 
Correct?

Yes

No

Verify details through 
Food License 

database
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S.NO Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply for ‘Food License’  at the Common Service 

Centers by fulfilling the following conditions : 
a. Complete filled up application form. 
b. Supporting documents required: 

 Copy of Shop registration   

 Copy of Khautani 

 Company nomination letter in case of partnership 
firm. 

Applicant 

Stage 1: 

2 
Applicant visits the CSC to submit the request for issuance of 

Food License. 
Applicant 

3 

CSC operator will provide the application form to Applicant. 

Alternatively Applicants may also download the application form 

available over e-district portal through internet. 

CSC Operator 

/ Applicant 

4 
Applicant fills the form and attaches the required necessary 

documents / proofs and submits it to operator. 
Applicant 

5 

Operator cross verifies the filled application form and inform 

applicant to correct the same in case any discrepancy found in it. 

There would be a checklist available at CSC. This checklist would 

have all the information that is mandatory for making service 

requests, including details on how to fill application form, 

documents required to be attached, signature of concerned 

authority on attached documents etc. The same checklist will also 

be available over e-District Application. It would be responsibility 

of CSC operator to thoroughly scrutinize the application and the 

attached documents, and if gets satisfied, only then post it over 

the e-District Application. If in case CSC operator post incomplete 

/ incorrect application, he would be fined per application and the 

same amount would be deducted from his share.  

CSC Operator 
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6 

Based on the data provided by the applicant, CSC operator logs 

over the e-District Application and fills up the e-form and submits 

the application electronically. The supporting documents are 

scanned and attached with the application over the software. 

CSC Operator 

7 

CSC operator will provide the applicant an acknowledgement slip 

which will have unique application registration number, 

application details in brief and expected date of delivery of the 

Food License at CSC.  

CSC Operator 

8 

Once the application is posted over e-District Application, it would 

automatically route to 
 Chief Medical Officer (only for monitoring purpose) 

 Concerned Food Inspector (if application belongs to rural 
area) 

 Chief Food Inspector (If application belongs to Urban 
Area)    

e-District application will automatically generate a SMS alert for 

Food Inspector/Chief Food Inspector about the application 

received in his account, with the following details:- 
o Name of Applicant 
o Unique application no. 
o Date of application submitted at CSC 
o Mobile/Phone no. of application (If provided in 

application) 
o Type of Food License requested 

e-District 

Application 
(eDA) 

Stage 2: 

9 

Center in charge of CSC on each 15th day of a month would 

collect all the application forms from its center and get it 

submitted to CMO office, Pauri.    

Center –In –

Charge 

Stage 3.1: If application belongs to rural area 

10 
Food Inspector will visit the nearest CSC once he receives phone 

call from CMO office / SMS alert.  
Food Inspector 

11 

Food Inspector will log-In over e-district Application and will check 

the applications that are received under his inbox. 

He verifies the application through Food License database. 

Food Inspector 
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12 
If details not available in database, Food inspector takes the 

printout of all pending applications with supporting documents.   
Food Inspector 

13 

Food inspector conducts field inspection, submits field inspection 

report AND updates Food License database over e-District 

Application 

Food Inspector 

14 

Once the inspection report is submitted electronically, the 

application along with Food Inspector’s inspection report are 

forwarded electronically over e-District Application to CMO 

account for his final approval / rejection (in case of non-

satisfaction inspection report submitted by Food Inspector). 

eDA 

15 
CMO Logs-in over e-District Application and checks the service 

requests forwarded to him. 
CMO 

16 

If CMO is satisfied with Food Inspector’s inspection report AND 

through database verification, he approves the application and 

posts his Digital Signature over Food License pre printed format 

available over software and issues the certificate electronically. 

CMO 

17 

If CMO is unsatisfied, he may instruct Food Inspector for re-do 

the field verification. In such cases steps from “10” to “15” would 

be repeated.  

CMO 
 

eDA 
 

18 

If Food Inspector has provided his dissatisfaction report, CMO 

rejects the application along with mentioning reason for rejection. 

e- District application forwards the decision to CSC operator. 

CMO 

19 

After submission, the application automatically gets routed to the 

concerned CSC and at the same time an SMS alert is sent to the 

Applicant’s mobile to collect his / her Food License on or before 

the expected date of delivery(as mentioned in the 

acknowledgement slip). 

eDA 

Stage 3.2: If application belongs to Urban Area  

20 

Chief Food Inspector will Log-In over e-District Application and 

will check the applications received in his inbox, once he receives 

phone call from CMO office / SMS alert. 

Chief Food 

Inspector 

21 

If details are not available in database, Chief Food inspector 

takes the printout of all received application and supporting 

documents.   

Chief Food 

Inspector 
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22 

Chief Food inspector conducts the field inspection, submits field 

inspection report AND updated Food license database over e-

District Application. 

Chief Food 

Inspector 

23 

Once the inspection report is submitted electronically, the 

application along with Chief Food Inspector’s inspection report 

are forwarded electronically over e-District Application to CMO 

account for his final approval / rejection (in case of non-

satisfaction inspection report submitted by  Chief Food Inspector). 

eDA 

24 
CMO Logs-in over e-District Application and checks the service 

requests forwarded to him. 
CMO 

25 

If CMO is satisfied with Chief Food Inspector’s inspection report 

and online database verification, he approves the application and 

posts his Digital Signature over Food License pre printed format 

available over software and issues the certificate electronically. 

CMO 

26 

If CMO is unsatisfied, he may instruct Chief Food Inspector for re-

do the field verification. In such cases steps from “20” to “24” 

would be repeated.  

CMO 
 

eDA 
 

27 

If Chief Food Inspector has provided his dissatisfaction report, 

CMO rejects the application along with mentioning reason for 

rejection. e- District application forwards the decision to CSC 

operator. 

CMO 

28 

After submission, the application automatically gets routed to the 

concerned CSC and at the same time an SMS alert is sent to the 

Applicant’s mobile to collect his / her Food License on or before 

the expected date of delivery(as mentioned in the 

acknowledgement slip). 

eDA 

Stage 4: 

29 

Applicant visits to CSC after stipulated service level as mentioned 

in the acknowledgement slip and produce the slip to CSC 

operator. 
Applicant 

30 

CSC operator Logs-in over e- District Application and retrieves 

the output of the service request i.e. either the reason for 

rejection or Food License. 
CSC Operator 
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10.1.1. CRUD Matrix 

Designation Create Read Update Delete 

Chief Medical Officer ■ ■ ■ ■ 
Chief Food Inspector X ■ ■ X 
Food Inspector X ■ ■ X 
CSC Operator ■ ■ X X 
General Anonymous Access X ■ X X 

10.1.2. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
database 

Applicants & his / her family members details can be retrieved 

2 Food License 
database Details pertaining to new Food license can be retrieved 

10.1.3. Service Request Form for Issuance of Food License  

Following table depicts an indicative Service Request Form.  
 
S.No Field Description 

1 Name of Applicant  

2 Father’s/Husband’s name 

3 Applicant’s Permanent address 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Tehsil 

31 

If service request is approved, CSC operator prints the Food 

license, sign and stamp over the printed license and hand it to the 

applicant. 
CSC Operator 

Issuance of Food License - Status Tracking details 
Responsibility 

Centre 

1. 
The Applicant will be notified of acceptance and delivery of his 

Application  
eDA 

2. 
The Applicant will be notified whenever the application is 

approved and Digitally signed Food License is ready. 
eDA 

3. The Applicant will be notified if his application is rejected. eDA 
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S.No Field Description 

 Name of District 

4 Name of firm 

5 Location of firm (Nagar Palika / Notified area / Village)   

6 Land no.   

7 Name of Food commodity for which new License is requested  

8 Previous Food License no.(if any) 

9 Applicant’s  mobile no. 

10 Applicant’s signature 

11 Self Declaration by the Applicant (“I applying for xxxx service has produced all 

the information correct and to the best of my knowledge. I would be solely 

responsible in case of any discrepancy found in the attached documents and for 

the information provided in the application form and under such cases, District 

administration may take any corrective legal action as appropriate”.   

10.1.4. Inspection report formats 

Chief Food Inspector/Food Inspector inspection report format 
 
The format of Inspection report is very lengthy and in Hindi. While translating it in English 
language, the meaning may get changed. The existing format will be provided to the 
Application development agency at the time of Application development. 

10.1.5. Record view for Logged in User  

S.No Fields Description of the form 
1 Name of Applicant: 
2 Father’s Name: 
3 Village: 
4 Block: 
5 Tehsil: 
6 District: 
7 Date: 
8 Premises Details 
9 Details of food commodity for which new License is requested 
10 Applicant’s Signature 
11 Supporting Documents 
12 Mobile No. 
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10.1.6. Monitoring Report 

The following table specifies the fields required in the MIS Report 1 
 

S.No 
Number of 

applications 
Received 

Number of 
License issued 

Number of 
applications 

pending 

Total amount 
collected 

     
 
The following table specifies the fields required in the MIS Report 2 
 

S.No 
Name/ 

Designation 
of Officer 

Applications 
disposed  

within defined 
SLAs 

Applications 
exceeding SLAs 

Current owner of the 
application after 

escalation 

     
 

10.1.7. Benchmarked Service Level  

The following table specifies the internal Activity-wise service levels: 

 
Case 1: When Application is processed by Food inspector (If application belongs to 
Rural Area)  
 

S. 
No. Activities Time 

required 

Service 
Level ( from 
date of 
service 
request) 

1 Application received by CSC operator and forwarded to 
Food Inspector. 1 day 1st Day 

2 Food Inspector visits to CSC and checks his online 
account. 4 day 5th Day 

3 Food Inspector does the field inspection, submits 
inspection report and updates database. 

7 day 12th Day 4 Chief Medical Officer Logs- in to the system and 
approves / rejects the service request as per the 
inspection report of Food Inspector and through 
database verification. 
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Case 2: When Application is processed by Chief Food inspector (If application 
belongs to Urban Area)  
 

S. 
No. Activities Time 

required 

Service 
Level ( from 
date of 
service 
request) 

1 Application received by CSC operator and forwarded to 
Chief Food Inspector. 1 day 1st Day 

2 Chief Food Inspector visits to CSC and checks his 
online account.  4 day 5th Day 

3 Chief Food Inspector does the field inspection and 
submits the inspection report. 

7 day 12th Day 4 Chief Medical Officer Logs- in to the system and 
approves / rejects the service request as per the 
inspection report of Chief Food Inspector. 
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10.1.8. Auto Escalation Matrix  

The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity Owner Service 

Level 
L1 L2 L3 

Designation Time Designation Time Designation Time 

1 

Food Inspector / 
Chief Food Inspector 
visits to CSC and 
check his online 
account. 

Food 
Inspector / 
Chief Food 
Inspector 

4 day Chief Medical 
Officer 2 day - - - - 

2 

Food Inspector / 
Chief Food Inspector 
do the field 
inspection, submit 
inspection report and 
update database. 

Food 
Inspector / 
Chief Food 
Inspector 

7 day Chief Medical 
Officer 2 day - - - - 

3 

Chief Medical Officer 
Logs- in to the 
system and approves 
/ rejects the service 
request as per the 
inspection report of 
Food Inspector and 
through database 
verification. 

Chief Medical 
Officer 

Same day 
when 
inspection 
report is 
submitted 

Chief Medical 
Officer 2 day - - - - 



10.1.9. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
1 Chief Medical Officer 1 
2 Chief Food Inspector None 
3 Food Inspector None 

10.1.10. Functional Requirement Specification  

Sr. Description 

1. 
The system should be able to display Application for Issuance of Food License 

related page through Service links 

2. The system should be able to identify user login into the system  

3. 

The system should be able to provide information to the applicant about the 

application for Issuance of Food License, both in public as well as restricted 

domain  
 Web access to information content in public domain 
 e-District application access to information content 

4. The System should enable receiving of application.  

5. 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes.  

6. 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

7. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

8. 
The system should refresh the page in case of failure in submission of service 

request 

9. 
The System should be able to record the payment made by the applicant against 

the Application  

10. 
The System should be able to save the application data and route it to the Patwari 

/ Tehsildar of the Tehsil. 

11. 
The System should be able to notify CMO / Chief Food Inspector / Food Inspector 

about the new application and date and time must be logged. 

12. 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

13. The system should allow CMO to accept or reject any service request. 
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Sr. Description 

14. 
The system should request CMO to compulsorily provide comments in case of 

rejection 

15. 
The System should allow CMO / Chief Food Inspector / Food Inspector to enter 

query parameters for the database and then display the results for the query. 

16. 
The System should log the Approval or Rejection and the date and time of the 

action. 

17. 
The System should save the digitally signed copy of the Food License issued as a 

soft copy in a Database 

18. 
The System should enable Food Inspector / Chief Food Inspector to download the 

application details. 

19. 
The System should allow Food Inspector / Chief Food Inspector to electronically 

forward the application to the CMO  

20. 
The System should be able to detect changes in status and Applicant can access 

the same through e-district application 

21. 
The System should be able to escalate the application as per the Auto Escalation 

matrix defined in Auto Escalation Matrix table by notifying the next level of 

authority and sending him a copy of the application. 

22. 
The System should be able to generate MIS reports as per the format specified in 

the table Monitoring Report. 

23. 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

24. 
The Digital Signatures must provide the Time Stamping of the act of Digitally 

Signing a document as mandated by the IT Act 2000. 
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11. Panchayat related services 
 
Select Prerequisites for the To Be Process  
 
 State Government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications, forwarding the applications 

electronically over e-district application, forwarding the physical application & 

enclosed documents physically to Block Headquarters and providing the outcome of 

the services to the Citizen. 

 Block development Officer would authorize one Center-in-Charge for each CSC lying 

under his/ her jurisdiction. 

 On the 15th day of each month, the center in charge of CSC would collect all the 

application forms from its center and submit it to the concerned Block headquarter.    

 There would be a provision of setting up small e-district nodal office at each Block 

headquarters where all Hardcopy applications coming through CSC’s would be 

collected. 

 e- District applications would only be collected at CSCs that are located at Patwari 

Chauki area. 

 Gram Panchayat Vikas Adhikari (GPVA) will have to visit every 5th day to CSC 

(located at Patwari’s Patti Chauki area). There would be a time slot allotted at CSC 

for GPVA to update his work electronically over e-District Application.  GPVA would 

also use the resources (only PC) at CSC to check the application and post the field 

verification report electronically over e-District application. 

 State government to provision Revenue Sharing Model between CSC and District 

administration for the service charges that would be collected by the CSC’s from 

Citizen. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software, printing acknowledgement slip and finally printing and providing the 

Pariwar register copy. The charges will be decided by State Government / District 

Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

a feasible amount as a facilitation charge that would be additional to his / her overall 

share. Facilitation charges would be given to CSC’s on account of providing their 

resources to GPVA, i.e. using their computer system etc.  

 There will be a search facility available over portal for applicants to check the status 

of their service requests. 
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 Affidavit requirement to be removed. Application form available at CSC would cover 

this requirement – At the end of application form, a pre-printed declaration text would 

be mentioned i.e. “I applying for xxxx service have produced all the information 

correct and to the best of my knowledge. I would be solely responsible in case of any 

discrepancy found in the attached documents and for the information provided in the 

application form and under such cases, District administration may take any 

corrective legal action as appropriate”.   

 SMS facility to be introduced. Once the application is posted online over e-District 

Application, immediately a sms will be sent to concerned area ADO panchayat and 

GPVA for his action and SMS to Citizen for his / her information. 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when he gets satisfied post it over the e-

District Application. In case CSC operator posts incomplete / incorrect application, he 

would be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 Pariwar Register Updation – There would be one time data digitization of all 

Pariwar registers. After one time digitization, it will be the responsibility of Gram 

Panchayat Vikas Adhikari to regular update the Pariwar registers database in 

specified intervals. After digitization of Pariwar register it would be the responsibility 

of Gram Panchayat Vikas Adhikari to convey the electronic Family ID to each family 

residing at his (GPVA's) jurisdiction area. 

 
Value Addition on AS IS  

 
The new To Be process provides many additional features such as:  
 
 Service delivery at village level: The citizens would be able to avail the service 

close to their homes and would not need to travel to Tehsil / Block office. This 

would reduce travel time, cost and effort. 
 Status tracking of an application: Citizens will now have up to date information 

about the status of their applications 

 Monitoring of performance and service delivery quality: The Process owners 

would be able to better monitor the performance and service delivery quality 

through MIS reports. 

 



11.1. Pariwar register entry 

11.1.1. Process map 
 

 
 



Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply his / her request for ‘Entry in Pariwar 

register’  at the Common Service Centers by fulfilling the 

following conditions : 

a. Complete application form. 

b. Supporting  documents required : 

 In case of Birth – Birth certificate 

 If no Birth certificate available, Applicant has 

to first process separately for issuance of 

Birth certificate and then has to apply for this 

service. 

 In case of Death – Death certificate 

 If no Death certificate available, Applicant 

has to first process separately for issuance 

of Death certificate and then has to apply for 

this service. 

 In case of Marriage – certificate from GPVA of 

the area where applicant was previously 

residing or Marriage certificate 

 In case of divide from family – Self declaration 

over the application form - that he / she is 

divided from his parental family and living 

independently at other place  

Applicant 

Stage 1: 

2 
Applicant visits the CSC to submit the request for ‘Entry in 

Pariwar register’. 
Applicant 

3 

CSC operator will provide the application form to Applicant. 

Alternatively applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator / 

Applicant 

4 
Applicant fills the form and attaches the required necessary 

documents / proofs and submits it to the operator. 
Applicant 

5 
Operator cross verifies the filled application form and inform 

applicant to correct the same in case any discrepancy found in 
CSC Operator 
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it. There would be a checklist available at CSC. This checklist 

would have all the information that is mandatory for making 

service requests, including details on how to fill application 

form, documents required to be attached, signature of 

concerned authority on attached documents etc. The same 

checklist will also be available over e-District Application. It 

would be the responsibility of CSC operator to thoroughly 

scrutinize the application and the attached documents, and if 

gets satisfied, only then post it over the e-District Application. If 

in case CSC operator post incomplete / incorrect application, he 

would be fined per application and the same amount would be 

deducted from his share.  

6 

Based on the data provided by the applicant, CSC operator 

logs over to e-District Application and fills up the e-form and 

submits the application electronically. The supporting 

documents are scanned and attached with the application over 

the software. 

CSC Operator 

7 

CSC operator will provide the applicant an acknowledgement 

slip which will have a unique application registration number, 

application details in brief and expected date of output of 

service request.  

CSC Operator 

8 

Once the application is posted over e-District Application, it 

would automatically route to concern block Additional 

Development Officer’s (ADO) account and simultaneously he 

will get an sms alert with the following details: 

o Unique application registration number  

o Date of application 

o Applicant’s name 

o Applicant’s address 

o Applicant’s mobile number / Any number provided 

by the applicant 

o CSC address 

o Expected date of making entry in Pariwar register 

At the same time Applicant would also get the sms alert with 

the following details: 

o Unique application registration number  

e-District 

Application 

(eDA) 
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o Date of application 

o Expected date of making entry in Pariwar register 

Stage 2: 

9 

On the 15th day of each month, the center in charge of CSC 

would collect all the application forms from its center and get it 

submitted to concerned Block headquarter.    

Center –In –

Charge 

Stage 3: 

10 

ADO panchayat will have to visit every 2nd day at Block 

Headquarter.  

ADO Panchayat will log in to the system and checks the 

applications in his inbox. 

ADO Panchayat 

11 
ADO panchayat forwards the application electronically to 

Gram Panchayat Vikas Adhikari (GPVA) for action. 
ADO Panchayat 

12 

Once the GPVA is assigned for the application, GPVA will get 

an sms alert with the following details: 

o Unique application registration number  

o Date of application 

o Applicant’s name 

o Applicant’s address 

o Applicant’s mobile number / Any number provided 

by the applicant 

o CSC address 

o Expected date of making entry in Pariwar register 

 

13 
GPVA will visit to CSC (located at Patwari Chauki area) on 

every 5th day. 
GPVA 

14 
GPVA will log-In over e-district Application and will check the 

applications that are received in his inbox. 
GPVA 

15 
On the same day he gets the hardcopy of the applications 

provided by CSC-In-Charge. 
GPVA 

16 

GPVA will check the physical application and attached 

documents and has an option to cross check the applicant’s 

details in Pariwar register database.  

If he is satisfied with the enclosed supporting documents he 

may approve the service request and update the database. 

GPVA 

17 If he is unsatisfied with the enclosed supporting documents, GPVA 
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he starts the field verification.  

18 
If GPVA is satisfied with field verification, he enters / updates 

Applicant’s detail in online Pariwar register.   
GPVA 

19 

If GPVA is unsatisfied with the facts after field verification, he 

rejects the application along with mentioning reason for 

rejection. E-District Application forwards the decision to CSC 

operator. 

GPVA 

20 

After submission, the application automatically gets routed to 

the concerned CSC  operator and at the same time an SMS 

alert is sent to the Applicant’s mobile to visit CSC for the 

outcome on or before the expected date of delivery(as 

mentioned in the acknowledgement slip).  

E-District Application also notifies ADO Panchcyat regarding 

the service request output. 

e-District 

Application 

Stage 5: 

21 

Applicant visits to CSC operator after stipulated service level as 

mentioned in the acknowledgement slip and produces the slip 

to CSC operator. 

Applicant 

22 

CSC operator Logs-in over e- District Application and retrieves 

the output of the service request i.e. either the reason for 

rejection or approved service request. 

CSC Operator 

23 

If service request is approved, Applicant will get an 

acknowledgement slip that entry has been made in Pariwar 

register. 

CSC Operator 

Entry in Pariwar register – Status Tracking details 
Responsibility 

Centre 

1. 
The Applicant will be notified of acceptance and delivery of 

his Application  
eDA 

2. 
The Applicant will be notified whenever the application is 

approved and Digitally signed Pariwar register copy is ready. 
eDA 

3. The Applicant will be notified if his application is rejected. eDA 

4. 
The Applicant will be notified if and when his application is 

forwarded for field verification 
eDA 
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11.1.2. CRUD Matrix 
 
Designation Create Read Update Delete 

ADO Panchayat ■ ■ ■ X 
GPVA ■ ■ ■ X 
CSC Operator ■ ■ X X 
General Anonymous Access X ■ X X 

11.1.3. Database required 

S. No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

11.1.4. Service Request Form  

Following table depicts an indicative Service Request Form.  
 
S.No Fields Description of the form 

1. Permanent address of family: 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Gram Panchyat 

 Name of Nyay Panchyat 

 Name of Block                        

 Name of Tehsil 

 Name of District 

2. Name of Head of Family 

3. Name of each family member  

4. Father’s/Husband’s name of each family member 

5. Sex (Male or Female) of each family member 

6. Caste- (in case of SC ) of each family member 

7. Date of birth (if remember) or age of each family member 

8. Occupation of each family member  

9. Literate or Illiterate, In case of Literate please provide details. 

10. Date of death or Date on which family member left the circle 

11. Remarks (if any) 
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11.1.5. Monitoring Report 

The following table specifies the fields required in the MIS Report 1 
 

S.N
o 

Nam
e of 
Bloc
k 

Number of 
Applicatio
ns 
Received 

Number of 
Applicatio
ns 
disposed 

Number of 
Applicatio
ns 
Pending 

Fee Collection details 

Total 
Amoun
t 
collecte
d at 
CSC 

District 
Administratio
n’s share 

CSC 
shar
e 

        

 
 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name/ 
Designation 
of Officer  

Applications 
completed within 
defined SLAs 

Number of 
Application 
exceeding SLAs 

Current owner of the 
application after 
escalation 

     

 

11.1.6. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 

S. 
No. Activities Time 

required 

Service Level 
 (from date of 
service 
request) 

1 Application received by CSC operator and 
forwarded to ADO Panchyat  1 day 1st Day 

2 ADO Panchyat visits to Block Headquarter and 
forwards the application to GPVA 2 day 3rd Day 

3 GPVA visits to CSC and checks his online account 
& gets the hardcopy of the application 

 If satisfied with the enclosed supporting 
documents, makes the entry in online 
Pariwar register. 

 If unsatisfied, starts the field verification 

 5 day 8th Day 

4 GPVA completes the field verification, updates 
Pariwar register and sends the output to CSC  6 day 14th Day 
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11.1.7. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1 

ADO Panchcyat visits 
to Block Headquarter 
and forwards the 
application to GPVA 

ADO 
Panchyat 2 Day BDO 2 day - - - - 

2 

GPVA visits to CSC 
and checks his online 
account & gets the 
hardcopy of the 
application 

 GPVA if 
satisfied with 
supporting 
documents, 
approves 
application and 
makes entry in 
online Pariwar 
register 
OR 

 GPVA starts 

GPVA 5 Day ADO Panchyat 1 Day BDO 2 day - - 
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11.1.8. Number of Digital Signatures required 
 
S.No Designation  Details (Nos.) 
1 BDO None 
2 ADO Panchyat None  
3 GPVA All 

 
 

the field 
verification 

3 

GPVA completes the 
field verification, 
updates Pariwar 
register database and 
sends output to CSC  

GPVA 6 Day ADO Panchyat  1 Day BDO 2 day - - 
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11.1.9. Functional Requirement Specification 
 

Sr. Description 

1. 
The system should be able to display Applications for ‘Entry in Pariwar register’ 

and ‘Copy of Pariwar register’ related page through Service links 

2. 
The system should be able to identify user login into the system as defined by the 

login component 

3. The System should enable receiving of the application.  

4. 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes.  

5. 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

6. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

7. 
The system should refresh the page in case of failure in submission of service 

request 

8. 
The System should be able to record the payment made by the applicant against 

the Application  

9. 
The System should be able to save the application data and route it to the ADO 

Panchayat / GPVA. 

10. 

The System should be able to notify the ADO Panchayat and GPVA about the 

new application and date and time must be logged. 

 through e-District application 
 through SMS 

11. 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

12. 
The system should request the GPVA to compulsorily provide comments in case 

of rejection 

13. 
The System should allow the ADO Panchayat / GPVA to enter query parameters 

for the Database and then display the results for the query. 

14. 
The System should log the Approval or Rejection and the date and time of the 

action. 

15. The System should be able to notify the Applicant for the delivery of documents 

16. The System should enable the GPVA to download the application details. 
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Sr. Description 

17. 
The System should allow the GPVA to create or update the family details in 

Database.  

18. 
The System should allow ADO Panchayat to electronically forward the application 

to the GPVA  

19. 

The System should be able to escalate the application as per the Auto Escalation 

matrix defined in Auto Escalation Matrix table, by notifying the next level of 

authority and sending him a copy of the application. 

20. 
The Points in Process where status would be updated have been marked in the 

process map. 

21. 
The System should be able to generate MIS reports as per the format specified in 

the Monitoring Reports. 

22. 
The Points in Process where inputs to the MIS would be saved have been 

marked in the process map. 

23. 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

24. 

The Digital Signatures used and the e-District Application must provide the Time 

Stamping of the act of Digitally Signing a document as mandated by the IT Act 

2000. 
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11.2. Pariwar register copy  

11.2.1. Process map 
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Process Details 
Responsibility 

Centre 

Pre- condition :  

1 

Applicant may apply his / her request for ‘Pariwar register copy’  

at the Common Service Centers by fulfilling the following 

conditions : 

a. Complete application form.  

Applicant 

Stage 1: 

2 
Applicant visits the CSC center to submit the request for 

‘Pariwar register copy’. 
Applicant 

3 

CSC center operator will provide the application form to 

Applicant. Alternatively applicant may also download the 

application form available over e-district portal through internet.   

CSC Operator / 

Applicant 

4 Applicant fills the form and submits it to the operator. Applicant 

5 

Operator cross verifies the filled application form and inform 

applicant to correct the same in case any discrepancy found in 

it. There would be a checklist available at CSC. This checklist 

would have all the information that is mandatory for making 

service requests, including details on how to fill application form 

etc. The same checklist will also be available over e-District 

Application. It would be responsibility of CSC operator to 

thoroughly scrutinize the application and the attached 

documents, and if, posts it over the e-District Application. In 

case CSC operator post incomplete / incorrect application, he 

would be fined per application and the same amount would be 

deducted from his share.  

CSC Operator 

6 

Based on the data provided by the applicant, CSC operator 

logs over to e-District Application and fills up the e-form and 

submits the application electronically.  

CSC Operator 

7 

CSC operator will provide the applicant an acknowledgement 

slip which will have unique application registration number, 

application details in brief and expected delivery of Pariwar 

register copy.  

CSC Operator 

8 
Once the application is posted over e-District Application, it 

would automatically route to concern Gram Panchayat Vikas 

e-District 

Application 
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Adhikai’s account and a copy to ADO Panchcyat and 

simultaneously GPVA will get an SMS alert with the following 

details: 

o Unique application registration number  

o Date of application 

o Applicant’s name 

o Applicant’s address 

o Applicant’s mobile number / Any number provided 

by the applicant 

o CSC address 

o Expected date of delivery of Pariwar register copy 

At the same time Applicant would also get the sms alert with 

the following details: 

o Unique application registration number  

o Date of application 

o Expected date of delivery of Pariwar register copy 

(eDA) 

Stage 2: 

9 

On the 15th day of each month, the center in charge of CSC 

would collect all the application forms from its center and 

submit it to the concerned Block headquarter.    

Center –In –

Charge 

Stage 3: 

10 
GPVA will visit to CSC (located at Patwari Chauki  area) on 

every 5th day. 
GPVA 

11 
GPVA will log-In over e-district Application and will check the 

applications that are received under his inbox. 
GPVA 

12 
On the same day, he gets the hardcopy of the applications 

provided by CSC-In-Charge. 
GPVA 

13 

GPVA will check the physical application and based on the 

details in the application form verifies applicant’s details in 

online Pariwar register database.  

GPVA 

14 

 If Applicants details are available in online Pariwar 

register database, GPVA generates the copy of Pariwar 

register, posts his Digital Signature and issues it 

electronically. 

 If Applicants details are not available over online Pariwar 

GPVA 
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11.2.2. CRUD Matrix 
Designation Create Read Update Delete 

ADO Panchayat ■ ■ ■ X 
GPVA ■ ■ ■ X 
CSC Operator ■ ■ X X 
General Anonymous Access X ■ X X 

11.1.10. Database required 
S. No. Database Purpose 

1 
Parivar 
Register 
Database 

Applicants & his / her family members details can be retrieved 

register database, he rejects the application along with 

mentioning reason for rejection. e-District Application 

forwards the decision to CSC operator 

 

After submission, the application automatically gets routed to 

the concerned CSC center and at the same time an SMS alert 

is sent to the Applicant’s mobile to visit CSC for the outcome on 

or before the expected date of delivery (as mentioned in the 

acknowledgement slip). 

e-District 

Application 

Stage 5: 

15 

Applicant visits to CSC center after stipulated service level as 

mentioned in the acknowledgement slip and produces the slip 

to CSC center operator. 

Applicant 

16 

CSC  center operator Logs-in over e- District Application and 

retrieves the output of the service request i.e. either digitally 

signed copy of Pariwar register or  the reason for rejection 

CSC Operator 

17 

If service request is approved, CSC center operator will print; 

sign and stamp over the printed digitally signed copy of Pariwar 

register and provide the same to Applicant. 

CSC Operator 

Pariwar register copy – Status Tracking details 
Responsibility 

Centre 

1. 
The Applicant will be notified of acceptance and delivery of 

his Application  
eDA 

2. 
The Applicant will be notified whenever the application is 

approved and Digitally signed Pariwar register copy is ready. 
eDA 

3. The Applicant will be notified if his application is rejected. eDA 
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11.1.11. Service Request Form  
Following table depicts an indicative Service Request Form.  
 
S.No Fields Description of the form 

 Name of Applicant 

 Father’s/Husband’s name 

 Name of Head of Family 

 Permanent address of family: 

 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Gram Panchyat 

 Name of Nyay Panchyat 

 Name of Block                        

 Name of Tehsil 

 Name of District 

 Reason for need of Pariwar register copy 
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11.1.12. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 

S.No Name of Block 
Number of 
Applications 
Received 

Number of 
Applications 
disposed 

Number of 
Applications 
Pending 

Fee Collection details 

Total Amount 
collected at 
CSC 

District 
Administration’s 
share 

CSC share 

        

 
 
The following table specifies the fields required in the MIS Report 2  
 

S.No 
Name/ Designation 
of Officer  

Applications completed within 
defined SLAs 

Number of Application 
exceeding SLAs 

Current owner of the application 
after escalation 
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11.1.13. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 
 
S. 
No. Activities Time 

required 
Service Level ( from date of 
service request) 

5.  Application received by CSC operator and forwarded to GPVA with copy to ADO 
Panchyat  1 day 1st Day 

6.  GPVA visits to CSC and checks his online account & gets the hardcopy of the 
application. 
GPVA cross verifies the Applicant details through online Pariwar Register and if 
satisfied issues the digitally signed copy of Pariwar register. 

 5 day 6th Day 

11.1.14. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

 

 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 

1. 

GPVA visits to CSC and checks his online 
account & gets the hardcopy of the application. 
GPVA cross verifies the Applicant details through 
online Pariwar Register and if satisfied issues the 
digitally signed copy of Pariwar register. 

GPVA  5 Day ADO 
Panchyat 

1 
Day BDO 2 

day - - 
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11.1.15. Number of Digital Signatures required 
 

S.No Designation  Details (Nos.) 
1 BDO None 
2 ADO Panchyat None  
3 GPVA All 

11.1.16. Functional Requirement Specification 
 

Sr. Description 

1. 
The system should be able to display Applications for ‘Entry in Pariwar register’ 

and ‘Copy of Pariwar register’ related page through Service links 

2. 
The system should be able to identify user login into the system as defined by the 

login component 

3. The System should enable receiving of the application.  

4. 
The System should generate a copy of filled Application form, so that if needed, 

concerned staff / officer may take the printout for field verification/other purposes.  

5. 
The System should generate a Unique Application Number and should be able to 

identify the applicant based on this Number. 

6. 
The System should display a message regarding successful or unsuccessful 

completion of any transaction. 

7. 
The system should refresh the page in case of failure in submission of service 

request 

8. 
The System should be able to record the payment made by the applicant against 

the Application  

9. 
The System should be able to save the application data and route it to the ADO 

Panchayat / GPVA. 

10. 

The System should be able to notify the ADO Panchayat and GPVA about the 

new application and date and time must be logged. 

 through e-District application 
 through SMS 

11. 
The system should allow concerned officials to view the service request only on 

authenticated login as per login process. 

12. 
The system should request the GPVA to compulsorily provide comments in case 

of rejection 

13. 
The System should allow the ADO Panchayat / GPVA to enter query parameters 

for the Database and then display the results for the query. 
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Sr. Description 

14. 
The System should log the Approval or Rejection and the date and time of the 

action. 

15. The System should be able to notify the Applicant for the delivery of documents 

16. The System should enable the GPVA to download the application details. 

17. 
The System should allow the GPVA to create or update the family details in 

Database.  

18. 
The System should allow ADO Panchayat to electronically forward the application 

to the GPVA  

19. 

The System should be able to escalate the application as per the Auto Escalation 

matrix defined in Auto Escalation Matrix table, by notifying the next level of 

authority and sending him a copy of the application. 

20. 
The Points in Process where status would be updated have been marked in the 

process map. 

21. 
The System should be able to generate MIS reports as per the format specified in 

the Monitoring Reports. 

22. 
The Points in Process where inputs to the MIS would be saved have been 

marked in the process map. 

23. 

The e-District Application must support Digital Signatures of any of the Certifying 

Authorities registered under the Controller of Certifying Authorities, and must be 

modifiable as per the changes made by the respective Certifying Authorities on 

the structure of the Digital Signatures issued by them. 

24. 

The Digital Signatures used and the e-District Application must provide the Time 

Stamping of the act of Digitally Signing a document as mandated by the IT Act 

2000. 
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12. Public Distribution System 
 
Following sub-services are covered in Public distribution System:  

1. Issuance of new APL Ration card (Rural / Urban)  

2. Issuance of new BPL / Antyodaya Ration card (Rural / Urban)  

3. Modification in Ration card (i.e. Addition/ Deletion of unit(s)) 

4. Issuance of Duplicate Ration Card 

5. Issuance of Surrender certificate  

 

Select Pre-requisites for qualification for To-Be Process (Rural / Urban) 

 State government needs to authorize CSCs as a legal entity for accepting service 

requests in the form of physical applications; forwarding the applications 

electronically over e-district application; forwarding the physical application & 

enclosed documents physically to BDO / SDM offices and providing the outcome of 

the services to the Applicant. 

 e- District applications would be collected at Tehsil headquarter (only Tehsils that 

comes under urban area) / CSCs (located at Patwari Chauki area). 

 For rural areas, CSC’s are planned to be opened at Patwari chouki area. Hence 

these CSCs need to be mapped according to GPVA area.   

 On every 5th day, Supply Inspector will have to visit concerned Tehsil HQ and Gram 

Panchayat Vikas Adhikari has to visit CSCs (located under his area). There would be 

a time slot allotted for SI / GPVA at CSC to update his work electronically over e-

District Application. SI/GPVA would also use the resources (PC & Printer) at CSC to 

check the application and post the field verification report electronically over e-District 

application. 

 State Government to provision Revenue Sharing Model between CSC and District  

Administration for the service charges that would be collected by the CSC’s from 

Applicant. CSC operator will take a ‘one time’ service charge for a particular service 

request that would include charges for posting the application electronically over 

software, printing acknowledgement slip and finally printing and providing the 

certificate. The charges will be decided by State Government / District 

Administration.  

 Under this revenue sharing model, for each service request, CSC owner would take 

some feasible amount as a facilitation charge that would be additional to his / her 

overall share. Facilitation charges would be given to CSC’s on account of providing 

their resources to SI / GPVA, i.e. using their computer system etc.  
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 There will be a search facility available over portal for applicants to check the status 

of their service requests. 

 Affidavit requirement to be removed. Application form available at Tehsil HQ / CSC 

would cover this requirement – At the end of application form, a pre-printed 

declaration text would be mentioned i.e. “I applying for xxxx service have produced 

all the information correct and to the best of my knowledge. I would be solely 

responsible in case of any discrepancy found in the attached documents and for the 

information provided in the application form and under such cases, District 

administration may take any corrective legal action as appropriate”.   

 SMS facility to be introduced. Once the application is submitted online over e-District 

Application, SMS would be immediately sent to SI / GPVA for action and to Applicant 

for his / her information. 

 It would be the responsibility of CSC operator to thoroughly scrutinize the application 

and the attached documents and only when satisfied, submit it over e-District 

Application. In case CSC operator posts incomplete / incorrect application, he would 

be fined per application. 

 The department should accept validity of a secure, digitally signed database as an 

authentic and trustable source for verification. 

 Department should accept the provision for acceptance of service request 

throughout the year instead of application acceptance during a particular period of 

year.  

 Department should accept the provision of providing digital signature to concerned 

DSO, BDO, GPVA and SI who are involved in processing of service request.  

 For Urban area, Applicant has an option to collect the Ration card from Tehsil HQ 

or he/she can get it couriered at its residence address by paying extra fee.  

 For Rural area, Applicant needs to collect the Ration card from the CSC from 

where he / she had applied. Ration card cannot be couriered at Applicant’s 

address due to unavailability of Post offices / currier centers at rural areas.   

 Back log entry of already prepared Ration cards – Back log entry of already 

prepared ration cards would be done from the Application forms. DSO will arrange 

all the application forms from all the locations i.e. Tehsil and Blocks and will hand 

it over to the Data Entry Operator for digitization. In case of any update (addition / 

deletion / modification) in the family record as not been mentioned in the original 

Application form, the same would be captured in a separate sheet attached with 

the original form and will be provided to Data Entry Operator. 
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Value Addition on AS IS  
 

The new To Be process provides many additional features such as:  

 Preparation of beneficiary waitlist in order of priority leading to auto selection of 

waitlisted applicant in case of removal of any current card holder. The reasons for 

the removal of beneficiary from the current list might be death, disqualification due 

to status upgradation, change of location, surrender of Ration card etc.   

 Improvement in service levels as now the service request will be accepted 

throughout the year. Provision for creation of waitlist for approved service request 

in case of no quota availability for the New BPL Ration card request has been 

envisaged in the process.  

 De-funneling of “routing” of service request in the proposed To Be Process as  

service Request would be routed to all the concern authorities simultaneously  
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12.1. Issuance of new APL Ration card (Rural / Urban) 

12.1.1. Process Map 
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Sr. Process Details – Issuance of new APL Ration card 
Responsibility 

Centre 
Pre- condition : 

1. Applicant may apply for new APL ration card by fulfilling following 

conditions : 
a. Complete filled application form. 
b. Supporting  documents required are as follows: 
 For proof of Residence –  

a. If house owner- House/Water Tax Receipt or 

Registration Deed or Allotment Letter or Power of 

Attorney or Electricity/Telephone Bill. 

b. If Tenant – Rent Receipt or Electricity/Telephone 

bill or NOC of landlord or any other relevant 

document. 

 Ration card surrender certificate for the previous  address 

(if any) 

 Proof of Identity  

 For Govt. /Semi Govt. Officials – Authentication letter on 

departmental letter head. 

 For Urban Students - Authentication letter from 

Principal/Dean/Proctor  

 For Private Officials - Authentication letter on company’s 

letter head by Manager/Owner 

Applicant 

Stage 1: 

2. Applicant visits CSC (located at Patwari Chauki area) / Tehsil 

headquarter (only Tehsils that comes under urban area) 
Applicant 

3. CSC operator will provide the application form to Applicant. 

Alternatively Applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator / 

Applicant 

4. Applicant fills the form and attaches the required documents / 

proofs and submits it to the operator. 
Applicant 

5. Operator cross verifies the filled application form and informs 

applicant to correct if any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, including 

details on how to fill application form, documents required to be 

CSC Operator 



 

 402

Sr. Process Details – Issuance of new APL Ration card 
Responsibility 

Centre 

attached, signature of concerned authority on attached documents 

etc. The same checklist will also be available over e-District 

Application. It would be the responsibility of CSC operator to 

thoroughly scrutinize the application and the attached documents, 

and if satisfied, to post it over the e-District Application. In case 

CSC operator posts incomplete / incorrect application, he would be 

fined.  

6. Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits the 

application electronically. Photograph of family head is also 

captured through web camera and is attached in the application 

form. The supporting documents are scanned and attached with the 

application. 

CSC Operator 

7. CSC operator will provide the applicant an acknowledgement slip 

which will have a unique application registration number, application 

details in brief and expected date of issuance and delivery of Ration 

card.  

CSC Operator 

8. Once the application is submitted over e-District Application, it will 

automatically route to BDO (for rural)/ DSO (for urban) and at the 

same time Applicant would get the sms alert with the following 

details: 

 Unique application registration number  

 Date of application 

 Expected date of Issuance and delivery of Ration card. 

e-District 

Application 
(eDA) 

Stage 2: 

9. On every 15th day, the center in charge of CSC will collect all the 

application forms from its center and get it submitted to Block 

development office / Sub divisional office    

Center –In –

Charge 

Stage 3: 

10. BDO / DSO will daily Log-in to e-District Application and check the 

service requests. He has to cross check Applicant’s details in 

Ration card database and Pariwar register database.  
BDO / DSO 

11. If Applicant’s details are found and are correct as per online BDO / DSO 
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Sr. Process Details – Issuance of new APL Ration card 
Responsibility 

Centre 

database verification, he approves the service request and marks 

the same to GPVA / SI for issuing Ration card 

12. If Applicant’s details are not found in the database / incorrect, he 

marks the service request to GPVA / SI for conducting field 

verification and subsequently submitting the report. 
BDO / DSO 

Stage 4: 

13. GPVA / SI will visit to CSC on every 5th day. GPVA / SI will log-In 

over e-district Application and will check the applications marked to 

him. On the same day, he gets the hardcopy of applications 

provided by CSC-In-Charge. 

GPVA /SI 

14. GPVA / SI initiate the field verification and submit the verification 

report accordingly. 
GPVA / SI 

15. Once GPVA / SI submits the verification report, the application 

along with his verification report is forwarded electronically over e-

District Application to BDO/DSO account for his final approval / 

rejection (in case of non-satisfaction verification report submitted by 

GPVA /SI). 
Note: Hardcopy of the application along with attached documents 

would not be forwarded to BDO/DSO and he has to provide his 

approval / rejection based on the online GPVA / SI verification 

report and scanned documents AND / OR through database. 

e-District 

Application 
(eDA) 

Stage 5: 

16. BDO / DSO will daily Log-in to e-District Application and reviews 
the verification report forwarded by the GPVA / SI :  

c) If he finds the report favoring the applicant’s request, he 
approves the request and updates it over the e district 
application and forwards the same to GPVA/SI for 
issuance of Ration card. 

d) If he finds the report stating that the information submitted 
by the applicant is false, he rejects the application and 
updates his rejection over the e district application stating 
the reason. E-district application forwards the decision to 
CSC. 

BDO/DSO 

17. e- District application hosts BDO/DSO decision and notifies 
GPVA / SI.  

e-District 

Application 
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Sr. Process Details – Issuance of new APL Ration card 
Responsibility 

Centre 
(eDA) 

18. GPVA / SI logs-in to e-District application - 
If BDO/DSO has provided approval, he updates the database and 
issues new Ration card. 

GPVA / SI 

19. GPVA / SI prepare the new Ration card.  GPVA / SI 

20. The Ration card is delivered to the Applicant as per the option 
adopted by him /her i.e. delivery of Ration card at his /her 
residence address / Applicant will collect it from the CSC.  

GPVA / SI 

Stage 6: 
21. Applicant visits CSC after stipulated service level as mentioned in 

the acknowledgement slip and produce the slip to CSC operator. 
Applicant 

22. CSC operator Logs-in over e- District Application, checks the details  

and provides the Ration card 
CSC Operator 

 Status Tracking Responsibility 
Centre 

1. Citizen would be able to know the status of their application after 
submission of application at CSC.  

e-district 
application 

2. Citizen may get the status of his/her application whether it has 
been approved/ rejected after final verification.  

e-district 
application 

12.1.2. Service Request Form 
 
Applying for new Ration card 

The format of New Ration card application form (APL/BPL/Anthodaya) would comprise of 
following fields: 
 
SNo Field Description 
1 Name of the Family head  

2 Father’s/Husband’s Name 

3 Applicant’s permanent address 
 House number 

 Name of Area / Mohalla  

 Name of Village 

 Name of Patti 

 Name of Block 

 Name of Tehsil 



 

 405

SNo Field Description 

 Name of District 

4 Duration of stay/inhabit in Uttrakhand 

5 Details of each family members:  
 Name  

 Age  

 Sex 

 Relation with family head 

 Monthly Income 

 Occupation 

6 Electricity connection: (Yes or No) 

7 Cooking Gas connection: (Yes or No) 

8 Select the category of applicant and attach certificate/receipt: 

1. S.No 2. Category 3. Certificates/Receipts to be 

attached 

4. 1 5. House owner 6. House /Water tax receipt 

7. 2 8. Tenant 9. House rent receipt or  

Electricity/Telephone bill 

10. 3 11. The person 

who bought 

Surrender 

certificate from 

previous place 

where he/she 

had resided 

earlier 

12. Surrender certificate 

13. 4 14. The person 

who bought 

Ration card 

from previous 

place where 

he/she had 

resided earlier 

15. Ration card of previous 

location  
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SNo Field Description 

16. 5 17. Working in 

Government/Se

mi government 

department 

18. Authentication 

letter/certificate issued by 

head of department 

(HOD) with seal and 

signature regarding 

employee place of living 

and number of family 

members. 

19. 6 20. Working in 

registered firm 

21. Authentication 

letter/certificate issued by 

owner/manager/labor 

officer with seal and 

signature regarding 

employee place of living 

and number of family 

members 

22. 7 23. Student’s living 

in cities 

24. Domicile Certificate 

(Permanent/) issued by 

Dean/ Chancellor / 

Procter or certificates 

related to educational 

qualification 
 

9 Mobile No. of Family head 

10 Applicant’s /Family Head signature 

11 Supporting Documents and their serial No. (E.g. House/Water tax receipt no.) 

12 Self Declaration by the Candidate (“I applying for xxxx service has produced 

all the information correct and to the best of my knowledge. I would be solely 

responsible in case of any discrepancy found in the attached documents and 

for the information provided in the application form and under such cases, 

District administration may take any corrective legal action as appropriate”.   
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12.1.3. Records view for a Logged in user 
 
DSO/ SI/ BDO/ GPVA record view 

S.No Fields Description of the form 
1 Service Request for: New Ration Card- APL (Urban/Rural)  
2 Registration No. 
3 Name of City/ Village: 
4 Name of Block: 
5 Name of Tehsil 
6 Name of District: 
7 Name of Family Head 
8 S/0, W/0, D/0: 
9 Address (House No, Place and Ward No): 
10 Name of his Family members 
11 Age of each member of the family 
12 Relation with Head of the family 
13 Monthly income of Head of family 
14 Occupation 
15 Electricity Connection: (Yes or No) 
16 Cooking Gas Connection: (Yes or No) 
17 Residing Period on above Address:   
18 Receipt of house tax if own a house or Electricity bill: 
19 Surrender Certificate (if migrated): 
20 Others(list of Attachments) 
21 Applicant Signature 
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12.1.4. Monitoring Report – New APL Ration Card (Rural / Urban) 
The following table specifies the fields required in the MIS Report generated for the DSO/BDO/GVPA (Rural) 

S.No Name 
of 
Block 

Application 
Registration 
No. 

GPVA 
Name 

Ration 
Card 
Number  

Name 
of 
Owner 

Name 
of 
Village 

Date of 
App. 
Received 

Application 
Accepted/ 
Rejected (Y/N)  

Date of 
Accepted/ 
Rejected 

Date of New 
Ration 
card(APL) 
Issued 

Reason 
for 
Rejection 

1            
2            

 

The following table specifies the fields required in the MIS Report generated for the DSO/SI (Urban) 

S.No Name 
of 
Urban 
area 

Application 
Registration 
No. 

SI 
Name 

Ration 
Card 
Number  

Name 
of 
Owner 

Address Date of App. 
Received 

Application 
Accepted/ 
Rejected 
(Y/N)  

Date of 
Accepted/ 
Rejected 

Date of  
New Ration 
card (APL) 
Issued 

Reason 
for 
Rejection 

1            
2            

 

The following table specifies the fields required in the MIS Report generated for the DSO/BDO/SI/ GVPA (Urban/ Rural) 

Master Register: 
S.No City  

Sub Area 
District House 

Number 
Address Ration 

Card  
Number  

Unit Total No. of Unit 
(Adult + Minor) 

Ration Shop No. 
Adult Minor 

1.         
2.         
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Shop Register: 
S.No Master 

Register 
No. 

Applicant Name  Address Ration 
Card  

Number  

Unit Total No. of Unit 
(Adult + Minor) 

Others 
Adult Minor 

1.        
2.        

12.1.5. Benchmarked Service Level - New Ration card APL (Rural / Urban) 
The following table specifies the internal Activity-wise service levels: 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

4.  Submission of Application at CSC by the Applicant  1 Day 1st day 
5.  Issuance of order by BDO/DSO to GPVA / SI to conduct field verification  1 Day 2nd day 
6.  GPVA / SI visits to CSC and checks the online applications marked to him  5 Day 7th day 
7.  Conducting and submitting field verification report by GPVA / SI 5 Day 12th Day 
8.  Decision making on field verification report by BDO / DSO 1 Day 13th Day 

9.  GPVA / SI visits to CSC and checks the decision of BDO / DSO and issues the 
Ration card 

5 Day 18th Day 
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12.1.6. Auto Escalation Matrix – New Ration card APL (Rural / Urban) 
The following table specifies the automatic escalations matrix: 

 

S.No Activity  Activity 
Owner 
 

Service 
Level 

L1 L2 L3 
Designation Time Designation Time Designation Time 

1  Issuance of order to GPVA/SI 
to conduct inquiry 

BDO/DSO 1 Day DM 3 Day     

2  Updation of field verification 
report  

GPVA /SI 5 Day BDO / DSO 2 Day DM 1 Day   

3 Decision making on field 
verification report 

BDO/DSO 1 Day DM 3 Day     

4 Prepare and issue of New 
Ration Card 

GPVA  /SI 1 Day BDO / DSO 2 Day DM 1 Day   
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12.2. Issuance of new BPL / Anthodya Ration card (Rural / Urban) 

12.2.1. Process Map 
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Sr. 
Process Details – Issuance of new BPL / Anthodya Ration 
card (Rural / Urban) 

Responsibility 
Centre 

Pre- condition : 
1. Applicant may apply for new BPL / Anthodya ration card by fulfilling 

following conditions : 
a. Complete filled application form – Application form is 

common for applying for APL / BPL / Anthodaya cards 
b. Additional supporting document required apart from 

documents under APL form is as follows:  
a. Income certificate 

Applicant 

Stage 1: 

2. Applicant visits CSC (located at Patwari Chauki area) / Tehsil 

headquarter (only Tehsils that comes under urban area) 
Applicant 

3. CSC operator will provide the application form to Applicant. 

Alternatively Applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator / 

Applicant 

4. Applicant fills the form and attaches the required documents / 

proofs and submits it to the operator. 
Applicant 

5. Operator cross verifies the filled application form and informs 

applicant to correct if any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, including 

details on how to fill application form, documents required to be 

attached, signature of concerned authority on attached documents 

etc. The same checklist will also be available over e-District 

Application. It would be the responsibility of CSC operator to 

thoroughly scrutinize the application and the attached documents, 

and if satisfied, to post it over the e-District Application. In case 

CSC operator posts incomplete / incorrect application, he would be 

fined.  

CSC Operator 

6. Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits the 

application electronically. Photograph of family head is also 

captured through web camera and is attached in the application 

form. The supporting documents are scanned and attached with the 

application. 

CSC Operator 



 

 413

7. CSC operator will provide the applicant an acknowledgement slip 

which will have a unique application registration number, application 

details in brief and expected date of issuance and delivery of Ration 

card.  

CSC Operator 

8. Once the application is submitted over e-District Application, it will 

automatically route to BDO (for rural)/ DSO (for urban) and at the 

same time Applicant would get the sms alert with the following 

details: 

 Unique application registration number  

 Date of application 

 Expected date of Issuance and delivery of Ration card. 

e-District 

Application 
(eDA) 

Stage 2: 

9. On every 15th day, the center in charge of CSC will collect all the 

application forms from its center and get it submitted to Block 

development office / Sub divisional office    

Center –In –

Charge 

Stage 3: 

10. BDO / DSO will daily Log-in to e-District Application and check the 

service requests. He has to cross check Applicant’s details in 

Ration card database and Pariwar register database. He checks 

whether any Ration Card has been issued earlier or not, if found 

yes,  Application is rejected 

BDO / DSO 

11. Once confirmed that Ration card has not been issued earlier, he 

check for Applicant’s entry in BPL Database. 
BDO / DSO 

12. If no details are found in BPL Database, he checks whether 

applicant has submitted income certificate (stating income <=9500 

per year). If applicant has attached the same, the service request is 

approved. 

BDO / DSO 

13. If details are found in BPL Database or service request has been 

approved if applicant has attached  Income certificate, then checks 

for the quota availability whether it is available or not 
BDO / DSO 

14. If Quota is available then marks the application to GPVA / SI for 

issuance the new BPL/Antyodya Ration Card. 
BDO / DSO 

15. If quota is not available a waitlist number is auto generated and the 

application is kept in waitlist database. 
e-District 

application 

Stage 4: 
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16. GPVA / SI will visit to CSC on every 5th day. GPVA / SI will log-In 

over e-district Application and will check the applications marked to 

him. On the same day, he gets the hardcopy of applications 

provided by CSC-In-Charge. 

GPVA /SI 

17. GPVA / SI prepare the new Ration card.  GPVA / SI 

18. The Ration card is delivered to the Applicant as per the option 
adopted by him /her i.e. delivery of Ration card at his /her 
residence address / Applicant will collect it from the CSC.  

GPVA / SI 

Stage 6: 
19. Applicant visits CSC after stipulated service level as mentioned in 

the acknowledgement slip and produce the slip to CSC operator. 
Applicant 

20. CSC operator Logs-in over e- District Application, checks 

application details and provides the Ration card 
CSC Operator 

 Status Tracking Responsibility 
Centre 

1. Citizen would be able to know the status of their application after 
submission of application at CSC.  

e-district 
application 

2. Citizen may get the status of his/her application whether it has 
been approved/ rejected after final verification.  

e-district 
application 

3. Citizen will get the status of application if his application has been 
kept in waiting list. 

e-district 
application 

12.2.2. Records view for a Logged in user 
 
DSO/ SI/ BDO/ GPVA record view 

S.No Fields Description of the form 
1 Service Request for: New Ration Card- BPL / Antyodaya (Urban/Rural)  
2 Registration No. 
3 Name of City/ Village: 
4 Name of Block: 
5 Name of Tehsil 
6 Name of District: 
7 Name of Family Head 
8 S/0, W/0, D/0: 
9 Address (House No, Place and Ward No): 
10 Name of his Family members 
11 Age of each member of the family 
12 Relation with Head of the family 
13 Monthly income of Head of family 
14 Occupation 
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S.No Fields Description of the form 
15 Electricity Connection: (Yes or No) 
16 Cooking Gas Connection: (Yes or No) 
17 Residing Period on above Address:   
18 Receipt of house tax if own a house or Electricity bill: 
19 Surrender Certificate (if migrated): 
20 Others(list of Attachments) 
21 Applicant Signature 
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12.2.3. Monitoring Report – New BPL / Anthodya Ration Card (Rural/Urban) 
 
The following table specifies the fields required in the MIS Report generated for the DSO/BDO/GVPA (Rural) 

S.No Name 
of 
Block 

Application 
Registration 
No. 

GPVA 
Name 

Ration 
Card 
Number  

Name 
of 
Owner 

Name 
of 
Village 

Date of 
App. 
Received 

Application 
Accepted/ 
Rejected 
(Y/N)  

Date of 
Accepted/ 
Rejected 

Date of New Ration 
card(APL/Anthodya) 
Issued 

Reason 
for 
Rejection 

1            
2            

 

The following table specifies the fields required in the MIS Report generated for the DSO/SI (Urban) 

S.No Name 
of 
Urban 
area 

Application 
Registration 
No. 

SI 
Name 

Ration 
Card 
Number  

Name 
of 
Owner 

Address Date of App. 
Received 

Application 
Accepted/ 
Rejected 
(Y/N)  

Date of 
Accepted/ 
Rejected 

Date of  
New Ration 
card (APL/ 
Anthodya) 
Issued 

Reason 
for 
Rejection 

1            
2            

 

The following table specifies the fields required in the MIS Report generated for the DSO/BDO/SI/ GVPA (Urban/ Rural) 

Master Register: 
S.No City  

Sub Area 
District House 

Number 
Address Ration 

Card  
Number  

Unit Total No. of Unit 
(Adult + Minor) 

Ration Shop No. 
Adult Minor 

1.         
2.         
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Shop Register: 
S.No Master 

Register 
No. 

Applicant Name 
/Father/ Guardian 

Name 

Address Ration 
Card  

Number  

Unit Total No. of Unit 
(Adult + Minor) 

Others 

Adult Minor 
1.        
2.        

12.2.4. Benchmarked Service Level - New BPL / Anthodya Ration card (Rural / Urban) 
The following table specifies the internal Activity-wise service levels: 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1.  Submission of application at CSC by the Applicant  1 Day 1st day 
2.  Decision making for new Ration card to be issued or not  1 Day 2nd day 
3.  GPVA / SI visits to CSC and prepares the Ration card  5 Day 7th day 

 

12.2.5. Auto Escalation Matrix – New BPL / Anthodya Ration card (Rural / Urban) 
The following table specifies the automatic escalations matrix: 

 

S.No Activity  Activity 
Owner 
 

Service 
Level 

L1 
 

L2 
 

L3 
 

Designation Time Designation Time Designation Time 
1  Decision on Ration card to be 

issued or not to be issued 
BDO/DSO 1 Day DM 3 Day     

2 Prepare and issue new Ration 
Card 

GPVA  /SI    1 Day BDO / DSO 2 Day DM 1 Day   
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12.3. Modification of Ration Card (Rural/ Urban) 

12.3.1. Process Map 
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Sr. Process Details – Modification in Ration card (Rural / Urban) 
Responsibility 

Centre 
Pre- condition : 

1. Applicant may apply for modification in Ration card by fulfilling 

following conditions : 
c. Complete filled application form  
d. Additional supporting documents required:  

For addition of unit(s): 
 Birth certificate or copy of Parivar register 
 Affidavit  (in case of marriage) 

For deletion of unit(s): 
 Death certificate  

Applicant 

Stage 1: 

2. Applicant visits CSC (located at Patwari Chauki area) / Tehsil 

headquarter (only Tehsils that comes under urban area) 
Applicant 

3. CSC operator will provide the application form to Applicant. 

Alternatively Applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator / 

Applicant 

4. Applicant fills the form and attaches the required documents / 

proofs and submits it along with the original Ration card at CSC.  
Applicant 

5. Operator cross verifies the filled application form and informs 

applicant to correct if any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, including 

details on how to fill application form, documents required to be 

attached, signature of concerned authority on attached documents 

etc. The same checklist will also be available over e-District 

Application. It would be the responsibility of CSC operator to 

thoroughly scrutinize the application and the attached documents, 

and if satisfied, to post it over the e-District Application. In case 

CSC operator posts incomplete / incorrect application, he would be 

fined.  

CSC Operator 

6. Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits the 

application electronically. The supporting documents are scanned 

and attached with the application over the software. 

CSC Operator 
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Sr. Process Details – Modification in Ration card (Rural / Urban) 
Responsibility 

Centre 
7. CSC operator will provide the applicant an acknowledgement slip 

which will have : 
 Unique application registration number  

 Application details in brief 

 Ration card number (of submitted Ration card) 

 Expected date of issuance and delivery of modified Ration 

card.  

CSC Operator 

8. Once the application is submitted over e-District Application, it will 

automatically route to BDO (for rural)/ DSO (for urban) and at the 

same time Applicant would get the sms alert with the following 

details: 

 Unique application registration number  

 Date of application 

 Expected date of Issuance and delivery of modified Ration card. 

e-District 

Application 
(eDA) 

Stage 2: 

9. On every 15th day, the center in charge of CSC will collect all the 

application forms from its center and get it submitted to Block 

development office / Sub divisional office    

Center –In –

Charge 

Stage 3: 

10. BDO / DSO will daily Log-in to e-District Application and check the 

service requests. He has to cross check Applicant’s details in 

Ration card database and Pariwar register database. Also checks 

the supporting documents enclosed by the applicant. 

BDO / DSO 

11. If details are found in the database and also if he is satisfied with 

the enclosed supporting documents, he approves the service 

request and marks the application to GPVA / SI for modification in 

Ration card. 

BDO / DSO 

12. If details are not found in the database then marks the application to 

GVPA/SI for physical verification 
BDO / DSO 

Stage 4: 



 

 421

Sr. Process Details – Modification in Ration card (Rural / Urban) 
Responsibility 

Centre 
13. GPVA / SI will visit to CSC on every 5th day. GPVA / SI will log-In 

over e-district Application and will check the applications marked to 

him. On the same day, he gets the hardcopy of applications 

provided by CSC-In-Charge. 

GPVA /SI 

14. GPVA / SI initiate the field verification and submit the verification 

report accordingly. 
GPVA / SI 

15. Once GPVA / SI submits the verification report, the application 

along with his verification report is forwarded electronically over e-

District Application to BDO/DSO account for his final approval / 

rejection (in case of non-satisfaction verification report submitted by 

GPVA /SI). 
Note: Hardcopy of the application along with attached documents 

would not be forwarded to BDO/DSO and he has to provide his 

approval / rejection based on the online GPVA / SI verification 

report and scanned documents AND / OR through database. 

e-District 

Application 
(eDA) 

Stage 4: 
16. BDO / DSO will daily Log-in to e-District Application and review 

the verification report forwarded by the GPVA / SI :  
e) If he finds the report favoring the applicant’s request, he 

approves the request and updates it over the e district 
application and forwards the same to GPVA/SI for 
modification in Ration card. 

f) If he finds the report stating that the information submitted 
by the applicant is false, he rejects the application and 
updates his rejection over the e district application stating 
the reason. E-district application forwards the decision to 
CSC. 

BDO/DSO 

17. 
e- District application hosts BDO/DSO decision and notifies 
GPVA / SI.  

e-District 

Application 
(eDA) 

18. GPVA / SI visits to CSC and logs-in to e-District application. 
If BDO/DSO has provided approval, he updates the database and 
does the modification in the submitted Ration card. 

GPVA /SI 

19. The modified Ration card is delivered to the applicant as per the 
option adopted by him /her i.e. delivery of Ration card at his /her 
residence address / Applicant will collect it from the CSC.  

GPVA / SI 
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Sr. Process Details – Modification in Ration card (Rural / Urban) 
Responsibility 

Centre 
Stage 6: 
20. Applicant visits CSC after stipulated service level as mentioned in 

the acknowledgement slip and produce the slip to CSC operator. 
Applicant 

21. CSC operator Logs-in over e- District Application, checks the details 

and provides the modified Ration card to Applicant 
CSC Operator 

 Status Tracking Responsibility 
Centre 

1. Citizen would be able to know the status of their application after 
submission of application at CSC.  

e-district 
application 

2. Citizen may get the status of his/her application whether it has 
been approved/ rejected after final verification.  

e-district 
application 

 

12.3.2. Records view for a Logged in user (Modification of Ration Card) 
The fields required in display of registered application are as follows: 

DSO/ SI/ BDO/ GPVA record view 

S.No Fields Description of the form 
1 Service Request for: Modification(Urban/Rural)  
2 Registration No. 
3 Ration Card No. 
4 Name of City\ Village: 
5 Name of Block: 
6 Name of District: 
7 Name of Head of the Family: 
8 S/0, W/0, D/0: 
9 Address (House No, Place and Ward No): 
10 Name of his Family members 
11 Age of each member of the family 
12 Relation with Family Head  
13 Monthly income of Family Head  
14 Occupation 
15 Electricity Connection: (Yes or No) 
16 Cooking Gas Connection: (Yes or No) 
17 Residing Period of above Address:   
18 Applicant’s Signature 
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12.3.3. Monitoring Report – Modification in Ration Card (Rural/Urban) 
 
The following table specifies the fields required in the MIS Report generated for the DSO/BDO/GVPA (Rural) 
S.No Name 

of 
Block 

GPVA 
Name 

Ration 
Card 
Number  

Name 
of 
Owner 

Name of 
Village 

Date of App. 
Received 

Application 
Accepted/ 
Rejected 
(Y/N)  

Date of 
Accepted/ 
Rejected 

Date of 
Modified 
Ration card 
Issued 

Reason 
for 
Rejection 

1           
2           
 
The following table specifies the fields required in the MIS Report generated for the DSO/BDO/GVPA (Rural) 
S.No Name 

of 
Block 

Ration 
Card 
Number 

Name 
of 
Owner 

Name of 
Village 

Ration 
Shop 
No. 

Present Unit After Modification Total No. of 
Unit (Adult 
+ Minor) 

Remarks 

Adult Minor Adult Minor 

1      Adult Minor   
2          
 
The following table specifies the fields required in the MIS Report generated for the DSO/SI (Urban) 
S.No Name 

of city 
sub 
area 

SI 
Name 

Ration 
Card 
Number  

Name 
of 
Owner 

Address Date of App. 
Received 

Application 
Accepted/ 
Rejected 
(Y/N)  

Date of 
Accepted/ 
Rejected 

Date of 
Modified 
Ration card 
Issued 

Reason 
for 
Rejection 

1           
2           
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The following table specifies the fields required in the MIS Report generated for the DSO/SI (Urban) 
 
S.No Name 

of city 
sub 
area 

Ration 
Card 
Number 

Name 
of 
Owner 

Address Ration 
Shop 
No. 

Present Unit After Modification Total No. of 
Unit (Adult 
+ Minor) 

Remarks 

Adult Minor Adult Minor 

1      Adult Minor   
2          

 

12.3.4. Benchmarked Service Level - Modification in Ration card (Rural / Urban) 
The following table specifies the internal Activity-wise service levels: 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1.  Submission of application at CSC by the Applicant  1 Day 1st day 
2.  Issuance of order to GPVA/SI for conducting physical verification 1 Day 2nd day 
3.  GPVA / SI visits to CSC and checks the online applications marked to him  5 Day 7th day 
4.  Conducting and submitting field verification report by GPVA / SI 5 Day 12th Day 
5.  Decision making on field verification report by BDO / DSO 1 Day 13th Day 

6.  GPVA / SI visits to CSC and checks the decision of BDO / DSO and modifies the 
Ration card 

5 Day 18th Day 
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12.3.5. Auto Escalation Matrix – Modification in Ration card (Rural / Urban) 
The following table specifies the automatic escalations matrix: 

 

S.No Activity  Activity 
Owner 
 

Service 
Level 

L1 
 

L2 
 

L3 
 

Designation Time Designation Time Designation Time 
1  Issuance of order to GPVA/SI 

to conduct inquiry 
BDO/DSO 1 Day DM 3 Day     

2 Updation of field verification 
report  

GPVA /SI 5 Day BDO / DSO 2 Day DM 1 Day   

3 Decision making on field 
verification report 

BDO/DSO 1 Day DM 3 Day     

4 Modification to be done in  
Ration card 

GPVA  /SI 1 Day BDO / DSO 2 Day DM 1 Day   
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12.4. Issuance of Duplicate Ration card (Rural / Urban) 

12.4.1. Process Map 
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Sr. 
Process Details – Issuance of Duplicate Ration card (Rural / 
Urban) 

Responsibility 
Centre 

Pre- condition : 
1. Applicant may apply for issuance of Duplicate Ration card by 

submitting complete filled application form  
Applicant 

Stage 1: 

2. Applicant visits CSC (located at Patwari Chauki area) / Tehsil 

headquarter (only Tehsils that comes under urban area) 
Applicant 

3. CSC operator will provide the application form to Applicant. 

Alternatively Applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator / 

Applicant 

4. Applicant fills the form and attaches the required documents / 

proofs and submits to the operator. 
Applicant 

5. Operator cross verifies the filled application form and informs 

applicant to correct if any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, including 

details on how to fill application form, documents required to be 

attached, signature of concerned authority on attached documents 

etc. The same checklist will also be available over e-District 

Application. It would be the responsibility of CSC operator to 

thoroughly scrutinize the application and the attached documents, 

and if satisfied, to post it over the e-District Application. In case 

CSC operator posts incomplete / incorrect application, he would be 

fined.  

CSC Operator 

6. Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits the 

application electronically. The supporting documents are scanned 

and attached with the application over the software. 

CSC Operator 

7. CSC operator will provide the applicant an acknowledgement slip 

which will have : 
 Unique application registration number  

 Application details in brief 

CSC Operator 
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Sr. 
Process Details – Issuance of Duplicate Ration card (Rural / 
Urban) 

Responsibility 
Centre 

 Existing Ration card number (if provided by the applicant) 

 Expected date of issuance and delivery of duplicate Ration 

card.  

8. Once the application is submitted over e-District Application, it will 

automatically route to BDO (for rural)/ DSO (for urban) and at the 

same time Applicant would get the sms alert with the following 

details: 

 Unique application registration number  

 Date of application 

 Expected date of Issuance and delivery of duplicate Ration 

card. 

e-District 

Application 
(eDA) 

Stage 2: 

9. On every 15th day, the center in charge of CSC will collect all the 

application forms from its center and get it submitted to Block 

development office / Sub divisional office    

Center –In –

Charge 

Stage 3: 

10. BDO / DSO will daily Log-in to e-District Application and check the 

service requests. He has to cross check Applicant’s details in 

Ration card database.  
BDO / DSO 

11. If details are found in the database, he approves the service 

request and marks the application to GPVA / SI for issuance of 

Duplicate Ration card. 
BDO / DSO 

12. If details are not found in the database then marks the application to 

GVPA/SI for physical verification 
BDO / DSO 

Stage 4: 
13. GPVA / SI will visit to CSC on every 5th day. GPVA / SI will log-In 

over e-district Application and will check the applications marked to 

him for physical verification. On the same day, he gets the 

hardcopy of applications provided by CSC-In-Charge. 

GPVA /SI 

14. GPVA / SI initiate the field verification and submit the verification 

report accordingly. 
GPVA / SI 
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Sr. 
Process Details – Issuance of Duplicate Ration card (Rural / 
Urban) 

Responsibility 
Centre 

15. Once GPVA / SI submits the verification report, the application 

along with his verification report is forwarded electronically over e-

District Application to BDO/DSO account for his final approval / 

rejection (in case of non-satisfaction verification report submitted by 

GPVA /SI). 
Note: Hardcopy of the application along with attached documents 

would not be forwarded to BDO/DSO and he has to provide his 

approval / rejection based on the online GPVA / SI verification 

report and scanned documents AND / OR through database. 

e-District 

Application 
(eDA) 

Stage 4: 
16. BDO / DSO will daily Log-in to e-District Application and review 

the verification report forwarded by the GPVA / SI :  
g) If he finds the report favoring the applicant’s request, he 

approves the request and updates it over the e district 
application and forwards the same to GPVA/SI for 
issuance of duplicate Ration card. 

h) If he finds the report stating that the information submitted 
by the applicant is false, he rejects the application and 
updates his rejection over the e district application stating 
the reason. E-district application forwards the decision to 
CSC. 

BDO/DSO 

17. 
e- District application hosts BDO/DSO decision and notifies 
GPVA / SI.  

e-District 

Application 
(eDA) 

18. GPVA / SI visits to CSC and logs-in to e-District application. 
If BDO/DSO has provided approval, he updates the database and 
Issues the duplicate Ration card. 

GPVA /SI 

19. The duplicate Ration card is delivered to the applicant as per the 
option adopted by him /her i.e. delivery of Ration card at his /her 
residence address / Applicant will collect it from the CSC.  

GPVA / SI 

Stage 6: 
20. Applicant visits CSC after stipulated service level as mentioned in 

the acknowledgement slip and produce the slip to CSC operator. 
Applicant 

21. CSC operator Logs-in over e- District Application, checks the 

application details and provides duplicate Ration card to the 

applicant. 
CSC Operator 

 Status Tracking Responsibility 
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Sr. 
Process Details – Issuance of Duplicate Ration card (Rural / 
Urban) 

Responsibility 
Centre 
Centre 

1. Citizen would be able to know the status of their application after 
submission of application at CSC.  

e-district 
application 

2. Citizen may get the status of his/her application whether it has 
been approved/ rejected after final verification.  

e-district 
application 

 

12.4.2. Records view for a Logged in user  
 
SI/BDO/GPVA record view 

S.No Fields Description of the form 
1 Service Request for: Duplicate(Urban/Rural)  
2 Registration No. 
3 Ration Card No. 
4 Name of City/Village: 
5 Name of Block: 
6 Name of District: 
7 Name of the Head of the Family: 
8 S/0, W/0, D/0: 
9 Address (House No, Place and Ward No): 
10 Name of his Family members 
11 Age of each member of the family 
12 Relation with Head of the family 
13 Monthly income of Head 
14 Occupation 
15 Electricity Connection: (Yes or No) 
16 Cooking Gas Connection: (Yes or No) 
17 Residing Period of above Address:   
18 Applicant’s Signature 
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12.4.3. Monitoring Report – Issuance of Duplicate Ration Card (Rural/Urban) 
The following table specifies the fields required in the MIS Report generated for the DSO/ BDO /GPVA (Rural) 
S.No Name of 

Block 
GPVA 
Name 

Ration Card 
Number  

Name of 
Owner 

Date of App. 
Received 

Application 
Accepted/ 
Rejected (Y/N)  

Date of 
Accepted/ 
Rejected 

Date of 
Duplicate 
Ration card 
Issued 

Reason for 
Rejection 

1          
2          
 
The following table specifies the fields required in the MIS Report generated for the DSO/ SI (Urban) 
S.No Name of 

City 
Sub 
Area 

SI 
Name 

Ration Card 
Number  

Name of 
Owner 

Date of App. 
Received 

Application 
Accepted/ 
Rejected (Y/N)  

Date of 
Accepted/ 
Rejected 

Date of 
Duplicate 
Ration card 
Issued 

Reason for 
Rejection 

1          
2          

12.4.4. Benchmarked Service Level – Issuance of Duplicate Ration card (Rural / Urban) 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1.  Submission of application at CSC by the Applicant  1 Day 1st day 
2.  Issuance of order to GPVA/SI for conducting physical verification 1 Day 2nd day 
3.  GPVA / SI visits to CSC and checks the online applications marked to him  5 Day 7th day 
4.  Conducting and submitting field verification report by GPVA / SI 5 Day 12th Day 
5.  Decision making on field verification report by BDO / DSO 1 Day 13th Day 

6.  GPVA / SI visits to CSC and checks the decision of BDO / DSO and issues 
Duplicate  Ration card 

5 Day 18th Day 
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12.4.5. Auto Escalation Matrix – Modification in Ration card (Rural / Urban) 
The following table specifies the automatic escalations matrix: 

S.No Activity  Activity 
Owner 
 

Service 
Level 

L1 
 

L2 
 

L3 
 

Designation Time Designation Time Designation Time 
1  Issuance of order to GPVA/SI 

to conduct inquiry 
BDO/DSO 1 Day DM 3 Day     

2 Updation of field verification 
report  

GPVA /SI 5 Day BDO / DSO 2 Day DM 1 Day   

3 Decision making on field 
verification report 

BDO/DSO    1 Day DM 3 Day     

4 Issuance of Duplicate Ration 
card 

GPVA  /SI    1 Day BDO / DSO 2 Day DM 1 Day   
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12.5. Issuance of Surrender certificate (Rural / Urban) 

12.4.6. Process Map 
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Sr. 
Process Details – Issuance of Surrender certificate (Rural / 
Urban) 

Responsibility 
Centre 

Pre- condition : 
1. Applicant may apply for issuance of Surrender certificate by 

submitting following documents: 
 Filled application form 

 Original Ration card 

 Death certificate (in case of death of Family head)  

Applicant 

Stage 1: 

2. Applicant visits CSC (located at Patwari Chauki area) / Tehsil 

headquarter (only Tehsils that comes under urban area) 
Applicant 

3. CSC operator will provide the application form to Applicant. 

Alternatively Applicant may also download the application form 

available over e-district portal through internet.   

CSC Operator / 

Applicant 

4. Applicant fills the form and attaches the required documents / 

proofs and submits to the operator. 
Applicant 

5. Operator cross verifies the filled application form and informs 

applicant to correct if any discrepancy found. There would be a 

checklist available at CSC. This checklist would have all the 

information that is mandatory for making service requests, including 

details on how to fill application form, documents required to be 

attached, signature of concerned authority on attached documents 

etc. The same checklist will also be available over e-District 

Application. It would be the responsibility of CSC operator to 

thoroughly scrutinize the application and the attached documents, 

and if satisfied, to post it over the e-District Application. In case 

CSC operator posts incomplete / incorrect application, he would be 

fined.  

CSC Operator 

6. Based on the data provided by the applicant, CSC operator logs 

over to e-District Application and fills up the e-form and submits the 

application electronically. The supporting documents are scanned 

and attached with the application over the software. 

CSC Operator 

7. CSC operator will provide the applicant an acknowledgement slip 

which will have : 
CSC Operator 
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Sr. 
Process Details – Issuance of Surrender certificate (Rural / 
Urban) 

Responsibility 
Centre 

 Unique application registration number  

 Application details in brief 

 Existing Ration card number  

 Expected date of issuance and delivery of Surrender 

certificate.  

8. Once the application is submitted over e-District Application, it will 

automatically route to BDO (for rural)/ DSO (for urban) and at the 

same time Applicant would get the sms alert with the following 

details: 

 Unique application registration number  

 Date of application 

 Expected date of Issuance and delivery of Surrender certificate. 

e-District 

Application 
(eDA) 

Stage 2: 

9. On every 15th day, the center in charge of CSC will collect all the 

application forms from its center and get it submitted to Block 

development office / Sub divisional office    

Center –In –

Charge 

Stage 3: 

10. BDO / DSO will daily Log-in to e-District Application and check the 

service requests. He has to cross check Applicant’s details in 

Ration card database.  
BDO / DSO 

11. If details are found and matched in the database, he approves the 

service request and issues digitally signed surrender certificate. 
BDO / DSO 

12. If details are not found, then update the details of Ration card in 

database and issues Surrender certificate. 
BDO / DSO 

13. 
e-District Application database  gets updated e-district 

application 
14. On receiving the hard copy of application, digitally approves the 

application so that applicant can get the surrender certificate from 
CSC 

BDO / DSO 

Stage 5: 
15. Applicant visits CSC after stipulated service level as mentioned in 

the acknowledgement slip and produce the slip to CSC operator. 
Applicant 
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Sr. 
Process Details – Issuance of Surrender certificate (Rural / 
Urban) 

Responsibility 
Centre 

16. CSC operator Logs-in over e- District Application, checks the 

application details and provides the Surrender certificate to the 

applicant. 
CSC Operator 

 Status Tracking Responsibility 
Centre 

1. Citizen would be able to know the status of their application after 
submission of application at CSC.  

e-district 
application 

2. Citizen may get the status of his/her application whether it has 
been approved/ rejected.  

e-district 
application 

 

12.4.7. Records view for a Logged in user  
 
SI/BDO/GPVA record view 

S.No Fields Description of the form 
1 Service Request for: Duplicate(Urban/Rural)  
2 Registration No. 
3 Ration Card No. 
4 Name of City/Village: 
5 Name of Block: 
6 Name of District: 
7 Name of the Head of the Family: 
8 S/0, W/0, D/0: 
9 Address (House No, Place and Ward No): 
10 Name of his Family members 
11 Age of each member of the family 
12 Relation with Head of the family 
13 Monthly income of Head 
14 Occupation 
15 Electricity Connection: (Yes or No) 
16 Cooking Gas Connection: (Yes or No) 
17 Residing Period of above Address:   
18 Applicant’s Signature 
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12.4.8. Monitoring Report – Issuance of Surrender certificate (Rural/Urban) 
 
The following table specifies the fields required in the MIS Report generated for DSO/ BDO/ GPVA (Rural) 
 
S.No Name 

of 
Block 

BDO 
Name 

Ration 
Card 
Number  

Name 
of 
Owner 

Name of 
Village 

Date of App. 
Received 

Application 
Accepted/ 
Rejected 
(Y/N)  

Date of 
Accepted/ 
Rejected 

Date of 
Surrender  
Certificate 
Issued 

Reason 
for 
Rejection 

1           
2           
 
The following table specifies the fields required in the MIS Report generated for DSO/ BDO/ GVPA (Rural) 
 
S.No Name of 

Block 
Ration 
Card 
Number 

Name of 
Owner 

Name of 
Village 

Ration 
Shop 
No. 

Unit Total No. of 
Unit (Adult + 
Minor) 

Date of  
Surrender 
Certificate 
issued 

Remarks 

Adult Minor 

1      Adult    
2          

 
The following table specifies the fields required in the MIS Report generated for DSO/SI (Urban) 
S.No Name 

of city 
sub 
area 

DSO 
Name 

Ration 
Card 
Number  

Name 
of 
Owner 

Address Date of App. 
Received 

Application 
Accepted/ 
Rejected 
(Y/N)  

Date of 
Accepted/ 
Rejected 

Date of 
surrender 
Certificate 
Issued 

Reason 
for 
Rejection 

1           
2           
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The following table specifies the fields required in the MIS Report generated for the DSO /SI(Urban) 
 
S.No Name of 

city sub 
area 

Ration 
Card 
Number 

Name of 
Owner 

Address Ration 
Shop 
No. 

Unit Total No. of 
Unit (Adult + 
Minor) 

Total No. of 
Surrender 
Certificate 
issued 

Remarks 

Adult Minor 

1      Adult    
 

12.4.9. Benchmarked Service Level – Issuance of Surrender certificate (Rural / Urban) 
S No. Activities Time required Service Level  

( from date of service request) 
1.  Submission of Application 1 Day 1st Day  
3.  Updating record by BDO / DSO 2 Day  3nd Day 
4 Issuance of Surrender Certificate  1 Day 4th Day 

 

12.4.10. Auto Escalation Matrix – Issuance of Surrender certificate (Rural / Urban) 
The following table specifies the automatic escalations matrix: 

 

S.No Activity  Activity Owner 
 

Service 
Level 

L1 
 

L2 
 

1 Updating the record BDO /DSO 2 Day DM 2 Day   
2 Issuance of Surrender Certificate BDO /DSO 1 Day DM 2 Day   
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12.4.11. CRUD Matrix – Public Distribution System 

Designation Create Read Update Delete 
District Magistrate ■ ■ ■ ■ 
District Supply Officer ■ ■ ■ ■ 
Block Development 
Officer ■ ■ ■ X 
Supply Inspector ■ ■ ■ X 
Gram Panchayat Vikas 
Adhikari ■ ■ ■ X 
General Anonymous 
Access X ■ X X 

 

12.4.12. Database required - Public Distribution System 

S. No. Database Remarks 
1 Ration Card  Database This database will contain details of a citizen like 

Name, Age and Address, Family member’s 
details, Age, Relation, Unit Issued, Ration card 
No. and Shop Number. It contains details of 
issued ration card.  

2 BPL  Database This database will contain details regarding BPL 
ID No, Panchayat name, Family id, block name, 
village name, Name of head of family, father’s 
name, caste, income and it also contains total 
score. 

3 Quota Database Available Block wise and Ward wise quota details 
with status of usages.  

4 Wait List Details of waitlist candidates available Block, 
Village, City and ward wise. 

 

12.4.13. Number of Digital Signatures required - Public Distribution System 

S.No Designation officer Number of Digital Signature Used  
1 District Supply Office 1 
2 BDO All (Block) 
3 GPVA All (Block) 
4 Supply Inspector All (Urban area) 



12.4.14. Functional Requirement Specification - Public Distribution System 
 

Sr. Description 

7.  The system should be able to display Ration Card related page through multiple 

routes 
 Service links 
 Information links 
 District links 

8.  The system should be able to identify user login into the system as defined by 

the security guidelines 
9.  The system should be able to provide information to the citizens about Ration 

Card related services both in public as well as restricted domain as per the 

‘Information component’ 
 Web access to information content in public domain 
 e-District application access to information content  

10.  The system should provide all services under Ration Card under a single 

category  
11.  The system should be able to channel as well as handle different Ration Card as 

per the process map and relevant description for the service mentioned  
12.  The system should be able to issue an acknowledgement receipt once the 

applicant is registered with the system as per ‘application receipt’ component. 
13.  The system should be able to come up with final confirmation screen indicating 

successful submission of service request 
14.  The system should be able to allow service fees payments for the Ration card 

service as per the ‘Payment Component’  
15.  The system should be able to route the Ration Card details to concerned officer 

at the following levels –  
 DSO 
 BDO 
 SI 
 GPVA 

16.  The system should be able to mark the application to the BDO and GPVA in 

Rural and DSO and SI in Urban areas.  
17.  The system should maintain records of all the Ration Card Holders in the district 

along with their complete details, whether issued in Urban or Rural areas in the 
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Sr. Description 

database.  

18.  The system should allow the stakeholders to track the application status at 

different stages  
19.  The system should allow the DSO/BDO to either accept / reject the application.  

20.  The system should allow the SI/GVPA to enter/update the result of physical 

verification of applicant in the Ration Card Database of Public Distribution Supply 

Department. 
21.  The system should allow the DSO/BDO to update the result of physical 

verification of applicant in the Ration Card Database of Public Distribution Supply 

Department  
22.  The system should allow the DSO/BDO to digitally sign the Modify Database. 

23.  The system should be able to provide date and time stamping for all transactions 

done with digital signature. 
24.  The system should be able to generate a unique registration number during 

registering an applicant with the application. Should be able to identify the 
applicant uniquely based on this registration number.  

25.  The system should be able to issue an acknowledgement receipt once the 
applicant is registered with the system.  

26.  The system should allow the user to search the database on pre set query set.  

27.  The system should allow the stakeholders to track the application status at 
different stages as per the status tracking component.  

28.  The system should allow the DSO/ BDO to put his digital signature on the 
approved surrender certificate as defined in the approval component.  

29.  The system should be able to store soft copy of surrender certificate in database.  

30.  The system should be able to auto generate grievance to higher authorities in 
case specified SLAs are not met by the officials.   

31.  The system should generate monitoring reports on specified time intervals and 
send it to relevant authorities  

32.  The system should provide access to authorities to monitor Application Status / 
Performance / SLAs for a particular period by logging onto the system  

33.  The system should be able to maintain all records for the login sessions with 
date and time 

34.  The system should check for all the mandatory entries in the application form 
before submission of application form 

35.  The system should be able to update the information in the specified database 
where all service request are stored 
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Sr. Description 

36.  The system should allow concerned BDO to digitally sign the approval /  
 rejection  

37.  The system should be able to differentiate between the approved service request 
application as following –  

 approved and confirmed 
 approved and waitlisted 

38.  The system should not allow in any change in priority of the service request 
application form for the following 

  approved and confirmed 
 approved and waitlisted 
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13. Dues and Recovery related services 
 

Select Prerequisites for the To Be Process  
 
 The department should accept the provision of Common Service Centre / e 

District Centers accepting payment request from the citizens. 
 
 The department should accept the provision of forwarding service request through 

e-District application to Tehsildar and Nayab Tehsildar simultaneously without 
being manually forwarded by DM office to ADM, CRA as a noting on service 
request file.  

 
 The department should accept the validity of digital signature instead of physical 

signing and stamping by concerned Tehsildar and Nayab Tehsildar to be issued to 
the citizens. 

 
 The department should accept the provision for SCA / Delivering agency charge a 

convenience fees from either the citizen or department to make the process self 
sustainable. 
 

Value Addition to AS-IS  
 
The new To Be process provides many additional features such as:  

 

 The facility to various stakeholders to check the status of dues on the citizen, it 
also helps the citizen to check the status from the e-District application, in 
case notice/ arrest warrant is issued against the citizen. 
 

 Status tracking of an application: Bank/Department’s will now have up to date 
information about the status of Recovery certificates (RC’S) 
 
 



13.1. Successful recovery of dues 

13.1.1. Process Map 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 
Departments / Banks to submit the application for recovery of 

dues to CRA office at Collectrate 
Departments / 

Banks 

Stage 1: 

2 
Department/ Bank physically submit the application for recovery 

of dues from the defaulter to CRA office. 

Department / 

Bank 

3 

On receiving the Recovery Certificate in CRA office, subject clerk 

enters the detail in e-District application and allocates the 

certificate to the respective Tehsil. 

Clerk 

4 
The application reflects the RC details to DM, SDM, Tehsildar, 

WBN & CRA office. 

e-district 

application 

Stage 2: 

5 
Tehsildar on receiving the details online, issues the notices to all 

the defaulters and forwards it to WBN. 
Tehsildar 

6 
WBN takes the print out of the notices and distributes to 

concerned Amin for collection of dues. 
WBN 

Stage 3: 

7 

Amin visits to the concerned person. If the person is available, he 

hands over the notice and provides 15 day time to pay the dues. 

In case the person is not found, Amin puts an online request to 

Tehsildar to issue citation. 

Amin 

8 

Once Tehsildar issues citation, the Amin takes printout of it and 

delivers it to concerned person and asks him/her to visit the tehsil 

office for making the payment within next 15 days. 

Amin 

9 

In case notice is not relevant, Amin updates WBN, who in turn 

updates the application. The updated information is reflected to 

Tehsildar, SDM, CRA office and DM. 

Amin / WBN 

Stage 4: 

10 Defaulter pays the dues to Amin or at CSC.  Defaulter 

11 
Amin on receiving the dues informs WBN about the collection 

made and the deposited challan. 
Amin 
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13.1.2. CRUD Matrix 
Designation Create Read Update Delete 
District Magistrate ■ ■ ■ ■ 
CRA ■ ■ ■ X 
SDM ■ ■ ■ X 
Tehsildar X ■ ■ X 
WBN/AWBN X ■ ■ X 
General Anonymous Access X ■ X X 

13.1.3. Database required 

S. No. Database Purpose 

1 RC Database 

This database will contain details of a citizen like Name, Age 

and Address. It should also contain details regarding due to be 

paid by the citizen (amount), the department to which the 

amount is due.  

The database will also maintain record of all Notices issued to 

the citizen from Tehsildar for recovering the dues. 

13.1.4. RC entry form to be filled by CRA 
 

S.No Fields Description of the form 
         1 RC Issuing Department Name 
         2 Department/Bank Code 

   3 RC Issuance Date 
   4 RC Receiving Date 
   5 Defaulter Name 
   6 Defaulter Address 
   7 Amount Balance 
   8 Amount balance with Applicable Interest 
   9 Collection Charges Applicable 

12 

If the amount deposited in CSC, CSC operator enters the detail in 

e-District application and issues the acknowledgment receipt to 

the defaulter 

CSC operator 

Dues & Recovery  Status Tracking  

1 
Once the RC is verified by Amin on issued notice, the citizen 
would be able to know the status of RC details against him / 
her.  

e-district 
application 

2 The citizen can get the final status online or visiting to CSC 
after submitting his dues at CSC or to Amin.  

e-district 
application 
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S.No Fields Description of the form 
       10 Capital Amount to be Recovered 

 11 Total Amount to be recovered from defaulter 
       12 Remarks (if any) 

 

13.1.5. Records view for a Logged in user 
S.No Fields Description of the view 

1 Serial Number 
2 Tehsil Name 
3 RC Issuing Department Name 
4 Department Number/Code 
5 RC Issuance Date 
6 RC Receiving Date 
7 Defaulter Name 
8 Defaulter Address 
9 Amount Balance 

10 Amount balance with Applicable Interest 
11 Collection Charges Applicable 
12 Capital Amount to be Recovered 
13 Total Amount to be recovered from defaulter 
14 Collection charges 
15 Collection charges – Treasury Challan No.  
16 Capital Amount deposited - Bank Challan No. 
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13.1.6. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 
 
Sl. 
NO 

DUES 
NAME 

DEMAND AS ON 
FIRST 
APRIL(ARREAR) 

INCREASE 
IN DEMAND 

DEMAND SENT 
BACK 
REVISED OR 
RETURN IN 
APPEAL 

DEMAND OF 
UPTT RETU. 
DURING THE 
MONTH 

OTHER 
DEMAND 
DURING THE 
MONTH 

IRRECOV-
ERABLE 
DEMAND 

REVISED 
DEMAND 

STAYED BY 
COMPETANT 
COURT 

STAYED BY 
ADMINIS. 
ORDER 

           

           

 
Cont…. 
 
IRRECOV-
ERABLE 
DEMAND 
WHICH 
HAS BEEN 
RETURN 

DEMAND 
RECIVED 
AFTER  
15th FEB. 

NET 
DEMA-
ND 

 
MONTHLY COLLECTION 

AMT. 
DEPOSIT 
UPTO 
THE 
PREVIOU
S MONTH 

PROGRES-
SIVE 
 
 ARREAR 

 
PROGRESSIVE 
COLLECTION 

BALANC
E OF 
NET 
DEMAND 
 
 

BALANCE 
OF 
REVISED 
DEMAND 

PERCENTAGE 
(%) 

 
ARREAR 

 
CURRENT 

 
ARREAR 

 
CURRENT 
 

            

            

 
The following table specifies the fields required in the MIS Report 2  
 
S. 
NO 

DUES 
NAME 

DEPT. 
NAME 

BRANCH 
NAME 

TEHSIL DATE 
OF RC 

DEPT. CODE NAME OF RC 
HOLDER 

ADDRESS AMOUNT 
OF RC 

RECIVED 
AMOUNT 

BALANCE 

            

            



 

 449

13.1.7. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1 Entry of RC details in e-District Application by Clerk 1 day 
 1st Day 

2 CRA official forwards the RC to respective officials 2 day 3rd day 
3 Tehsildar signs the RC and issue the notice for recovery to WBN 1 day 4th day 
4 WBN provides the notice to Amin for recovery of dues 1 day 5th day 

5 WBN updates the e-District Application, upon receiving of dues from Amin (who 
collects it from citizen) 1 day 24 hours from receiving of 

payment 
 

13.1.8. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Time Designation Time 
1 DM forwards the RC  DM  1 Day  - -     

2  After the notification by the e-District 
application, digitally signs the RC and issues 
the notices for recovery 

 Tehsildar 1 Day  SDM 2 
Day  

CRA 2 
Day  

DM 2 
Day  

3 E-District application generates a trigger 
against those defaulter whose pending 
amount is more than 1 Lacs and they have 

Tehsildar 1 Day SDM 1 
Day 

ADM 2 

Day 
DM 2 

Day 
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13.1.9. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
1 DM 1 
2 CRA 1 

3 SDM All 

4 Tehsildar All 

not deposited their dues after receiving of 
notice given by Amin   
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13.2. Unsuccessful recovery of Dues 

13.2.1. Process Map 
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Sr. Process Details 
Responsibility 

Centre 

Pre- condition :  

1 Amin report for the non recovery of the dues Amin 

Stage 1: 

2 

In case the defaulter does not pay the dues in a stipulated time of 

15 days, e-District Application generates a trigger against all the 

defaulters. 

e-District 

Application 

3 
e-District Application notifies Tehsildar for all the defaulters who 

have not paid their dues in the stipulated time. 

e-District 

Application 

Stage 2: 

4 Tehsildar logs- in to e-District application and checks the list Tehsildar 

5 

Tehsildar issues warrant against all the defaulters and forwards it 

to WBN. He also updates the warrant number in e-District 

Application. 

Tehsildar 

Stage 3: 

6 WBN takes out the print out and distribute to the concerned Amin WBN 

7 
Amin informs the defaulter and start assessing the defaulter’s 

movable and immovable properties. 
Amin 

8 
E-District Application notifies the SDM about the warrant issued 

to the defaulters 

e-District 

Application 

Stage 4: 

9 
SDM on accessing e-District Application retrieves the warrant 

notice. 
SDM 

10 

On receiving the warrant notice, SDM releases the advertisement 

in newspaper asking for any objection on the auction of 

immovable properties. 

SDM 

11 
SDM updates e-District Application about the details of 

advertisement. 
SDM 

12 
In case any objection is received, SDM updates the e-District 

application and releases the notice for the auction. 
SDM 

13 E-District Application displays the notice to Tehsildar and WBN. e-District 
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13.2.2. CRUD Matrix 
Designation Create Read Update Delete 
District Magistrate ■ ■ ■ ■ 
CRA ■ ■ ■ X 
SDM ■ ■ ■ X 
Tehsildar X ■ ■ X 
WBN/AWBN X ■ ■ X 
General Anonymous Access X ■ X X 

13.2.3. Database required 

S. No. Database Purpose 

1 RC Database 

This database will contain details of a citizen like Name, Age 

and Address. It should also contain details regarding due to be 

paid by the citizen (amount), the department to which the 

amount is due.  

The database will also maintain record of all Notices issued to 

the citizen from Tehsildar for recovering the dues. 

13.2.4. Record view for logged in user 
 

S.No Fields Description of the form 
         1 RC Issuing Department Name 
         2 Department/Bank Code 

   3 RC Issuance Date 
   4 RC Receiving Date 
   5 Defaulter Name 
   6 Defaulter Address 
   7 Amount Balance 
   8 Amount balance with Applicable Interest 
   9 Collection Charges Applicable 

       10 Capital Amount to be Recovered 
 11 Total Amount to be recovered from defaulter 

       12 Remarks (if any) 

Application 

14 
WBN on receiving the notice asks Amin to auction the immovable 

property and deposits the recovered amount against the RC. 
WBN 

15 Amin informs the WBN about the deposited amount with details 
who in turn updates the e-District Application 

Amin 
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13.2.5. Monitoring Report 
 
The following table specifies the fields required in the MIS Report 1 
 
Sl. 
NO 

DUES 
NAME 

DEMAND AS ON 
FIRST 
APRIL(ARREAR) 

INCREASE 
IN DEMAND 

DEMAND SENT 
BACK 
REVISED OR 
RETURN IN 
APPEAL 

DEMAND OF 
UPTT RETU. 
DURING THE 
MONTH 

OTHER 
DEMAND 
DURING THE 
MONTH 

IRRECOV-
ERABLE 
DEMAND 

REVISED 
DEMAND 

STAYED BY 
COMPETANT 
COURT 

STAYED BY 
ADMINIS. 
ORDER 

           

           

 
Cont…. 
 
IRRECOV-
ERABLE 
DEMAND 
WHICH 
HAS BEEN 
RETURN 

DEMAND 
RECIVED 
AFTER  
15th FEB. 

NET 
DEMA-
ND 

 
MONTHLY COLLECTION 

AMT. 
DEPOSIT 
UPTO 
THE 
PREVIOU
S MONTH 

PROGRES-
SIVE 
 
 ARREAR 

 
PROGRESSIVE 
COLLECTION 

BALANC
E OF 
NET 
DEMAND 
 
 

BALANCE 
OF 
REVISED 
DEMAND 

PERCENTAGE 
(%) 

 
ARREAR 

 
CURRENT 

 
ARREAR 

 
CURRENT 
 

            

            

 
The following table specifies the fields required in the MIS Report 2  
 
S. 
NO 

DUES 
NAME 

DEPT. 
NAME 

BRANCH 
NAME 

TEHSIL DATE 
OF RC 

DEPT. CODE NAME OF RC 
HOLDER 

ADDRESS AMOUNT 
OF RC 

RECIVED 
AMOUNT 

BALANCE 

            

            



 

 455

13.2.6. Benchmarked Service Level  
The following table specifies the internal Activity-wise service levels: 

 

S. No. Activities Time required 
Service Level 

(from date of service 
request) 

1 Tehsildar issues and forwards the warrant to concerned WBN against all the 
defaulters if dues are not paid within 15 days 

1 day 
 1st day 

2 WBN takes out the print out and distributes to the concerned Amin 1 day 2nd  day 

3 Amin informs the concerned defaulter and starts assessing his/her movable and 
immovable property 

15 day 17th day  

4 SDM releases advertisement in newspaper asking for any objection on the auction of 
immovable properties. 

10 day 27th day 

5 Auction of movable / immovable or both properties by Amin and depositing the 
amount 

15 day 42nd day 

 

13.2.7. Auto Escalation Matrix  
The following table specifies the automatic escalations matrix: 

S. 
No Activity Activity 

Owner 
Service 
Level 

L1 L2 L3 

Designation Time Designation Tim
e 

Designatio
n 

Tim
e 

1 Tehsildar issues warrant against all the 
defaulters if due not paid in 15 days and 
forwards it to concerned WBN 

Tehsildar 1 Day  SDM 2  
Day  

ADM 2 
Day 

DM 2 
Day 

2  WBN takes out the print out and distribute to 
the concerned Amin 

WBN 1 Day  SDM/Tehsild
ar 

2 Day  ADM 2 
Day  

DM 2 
Day  
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13.2.8. Number of Digital Signatures required 

S.No Designation  Details (Nos.) 
1 DM 1 
2 CRA 1 

3 SDM All 

4 Tehsildar All 

 
 
 

3 Amin informs the concerned person and 
starts assessing the Movable and 
Immovable property 

Amin  15 Days WBN 2 Day Tehsildar 2 

Day 
SDM 2 

Day 

4 SDM release an advertisement in newspaper 
asking for any objection on the auction of 
immovable properties 

SDM 10 days DM 2 Day     

5 Auction of movable / immovable or both 
properties by Amin and depositing the 
amount 

Amin  15 day  WBN 2Day Tehsildar 2 
Day 

DM  2 
Day 
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13.2.9. Functional Requirement Specification  

Sr. Description 

1 

The system should be able to display RC related page through multiple routes 

 Service links 

 Information links 

 District links 

2 
The system should be able to identify user login into the system as defined by the 

security guidelines 

3 

The system should be able to provide information to the citizens about Dues & 

Recovery related services both in public as well as restricted domain as per the 

‘Information component’ 

 Web access to information content in public domain 

 e-District application access to information content  

4 
The system should provide all services under Dues & Recovery under a single 

category  

5 

The system should be able to channel as well as handle different Dues & 

Recovery as per the process map and relevant description for the service 

mentioned  

6 
The system should allow the operator – Clerk at DM office to fill in the online RC 

application onto the e-district application.  

7 
The system should be able to issue an acknowledgement receipt once the 

applicant is registered with the system as per ‘application receipt’ component. 

8 
The system should be able to come up with final confirmation screen indicating 

successful submission of service request 

9 
The system should be able to allow service fees payments for the Dues & 

Recovery service as per the ‘Payment Component’  

10 

The system should allow the head clerk at the DM Office, to allocate service 

request to concerned Nayab Tehsildar for processing and recovery of certain 

pending due. 

11 
The system should save re-routing only when the DM digitally signs the re-routing 

of the service request  

12 

The system should auto generate notification of arrest warrants issued against 

the citizen, for the recovery of his dues. The list should be auto generated and 

made available date wise, so as the citizen can verify from the e-district 
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Sr. Description 

application , whether an arrest warrant has been issued against him or not. 

13 
The system should save the record details only on digital signature of the WBN, 

since he is updating the system on receiving of payment by the Amin 

14 
The system should notify all the respective stakeholders mentioned – DM, 

Tehsildar, Nayab Tehsildar about the status of final completion. 

15 
The system should show a successful submission screen on completion of the 

due. 

16 
The system should be able to support the status tracking component as defined in 

the process map for status tracking 

17 
The system should be able to support the monitoring and reporting component as 

defined in the process map for monitoring and reporting 

18 
The system should be able to auto escalate the service request if the service 

levels are not met as defined in the service level description for the process 

19 The system should follow the escalation matrix as defined for the process 

20 
The system should be able to maintain all records for the login sessions with date 

and time 

21 
The system should be able to provide date and time stamping for all transactions 

done with digital signature 

 


