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What happens when you file grievances

Consumer affairs: 1800-11-4000

1‘_23538495
Jal Board: 0 CD:
pelbt MY A 011-23370975
Food and supplies: 1800-11-0841 e —

Pension: 1800-1 1-7788

© Nobody picks up the phone!
o SMS reference # V-5/0204/SPZ-DC but no resolution

e File an RTI
® Department? T
L e
® Wording of application? B -
® Continuous harassment S | o,

® Bribe officials, yell and make noise, take help from NGOs. ..




The real problem

® Poor accountability because of weak internal processes
® No tracking and logging systems
® No performance reviews or performance based incentives

® Results in low self-esteem for work, lack of commitment,

rent seeking

e How can we force departments to adopt better internal

pl’OCGSSGS? Bring about more transparency?




Three examples

Community driven complaint management system
Public grievance campaign through mobile phones

News over phone service

Leverage media pressure, social media channels, voice

applications, political accountability, internal buy-in
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Community driven complaint management

system

® Slum areas of Seemapuri and Sundernagari, East Delhi. In

partnership with Action India

Caller Handled by Received at
00000000000000

Youth wing of NGO files
complaint officially, and sends a

f;
f'\w report to the local councilor
LIRER
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Comrtr:umty lint Redressal statistics also displayed on
members call into :
a toll-free number NGO Iigtens to website (and wall newspapers)
to leave complaints and
complaints categories/transcribes HrATTY e e 2t e A 3 e e e
them on the Internet
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Internal dynamics

Administrative hierarchies

Councilor
demands Sanitation Ration
action : :
I—— | |
-
M Pressure
- flows down
A the hierarchy
Local and
community improves
Cleaner service
delivery

Community imposes pressure by
transparently disclosing statistics

* Key points of leverage: Community empowerment,

transparency of grievance statistics, political accountability

©




a N
Impact

e Woman challenged an FPS owner
to stop harassing her else she

would call “the number”

e MLA started feeling Challenged by
an upcoming councilor when he
demonstrated the website in the

party office

* Community toilet repairs and a
few other works were sanctioned

by the administration

® Second round in April with NGO Satark Nagrik Sangathan, all

across Delhi: Use political route to put pressure on administration

- /




Three examples

o Community driven complaint management system
e Public grievance campaign through mobile phones

® News over phone service

® Leverage media pressure, social media channels, voice

applications, political accountability




vl: Complaint management system for MCD

Pending |Closed Rejected

Closed Reports

DG-2 VIKASHPURI, D BLOCK
AAD2485 Apr 29, 2011 L 0:00| I $ Dhalac 01/2804/WZ West Metro Waste
DDA MA
AAD2491 Apr 29, 2011 L | 0:00 P Rishi nagar, Dhalac no 59 Dhalac 01/3004/RZ Rohini DMSWSL
AAD2511 Apr 30, 2011 L 0:00 © B Bapu park, Kotla Mubarakpur Dhalac v02/3004/CNZ Central
oo VAct Mcd
AAD2514 Apr 30, 2011 L] : P Galino 17, B-Block, khajuri kh None 72/SS-IIl Shahdra North
® Born on February 17, 1983
AAD2525 May 02, 2011 L | 00 P Shree nagar, Ward no 62, Gali n None 4ISS/RZ Rohini
& write Post Add Photo / Video
AADI526 May 02, 2011 L | 0:00 P Shree nagar, Ward 62, Gali no 1 None 5ISS/RZ Rohini -
Write something...
AADIES] May 02, 2011 L| 0:00 > GC Block, Shalimar Bagh, None BISS/RZ Rohini
AADISET May 02, 2011 L 0:00| Spe wazirpur industrial area None 7ISS/RZ Rohini VAct Mcd
YYour voice recording# AAQ4396 has been accepted. MCD Reference# is
AAD25E2 May 03, 2011 L 0:00 " ABlock, Vishwakarma Colony Dhalac V-1/0305/CNZ Central : V-05/2008/CNZ.
Voice Recording# AA043596
AADIET May 03, 2011 L 0:00 © B (36, Wazirpur Industrial are, Nane 8/SS/RZ Rehini g Wl 8y: Unavaiable
Info Voice Recording# AA04396
, 4 WUIC-109/WZ, URINAL, ) e ———
AAD2583 May 04, 2011 L] 0:00 Waterless Urinal V-01/0405/WZ West Photos voice.gramvaani.org
JANAKPLURI 48, Frend
nends Like - C t - August 2 ia vAct -
AAD2591 May 04, 2011 L 0:00 © B Rishi Nagar, Opp. Canara Bank, Dhalao V-02/0405/RZ Rohini e oA
WAct Med Your MCD Reference# V-05/2008 [CNZ has been dosed
AAD2597 May 04, 2011 L] 0:00 © B Behind -109, Loha Mandhi, Nara None attended Karol Bagh Friends (2) k successfully. Vishwakarma colony
Vidya Venkat August 29, 2011 at 12:43pm - Like
AAD2602 May 05, 2011 L 0:00 B 30/5 to 39/7, East Patel Nagar, None attended Karol Bagh . o ven o .
Write a comment...
AADZE05 May 05, 2011 ‘ 0:00 b Dhalao Me. 59, Rishi Magar, Reh Dhalac V-01/0505/RZ Rehini

H Aaditeshwar Seth
Waterloo VAct Mcd
@ Your vaice recording AAQ4383 has been accepted. MCD Reference = is
. . V-03/2008/WU/SHS.
REPDH status (Total Qualified: 663) Karol Bagh Report/Block Voice Recording# AA04383

—_ By: Unavailable
Central _ Voice Recording# AA04383

voice..gramvaani.org
Nazafgarh -

Like - Comment - August 2

@ VAct Mcd Your MCD Reference # V-03/2008/WU/SHS has been

® Ciosed (53%) South _ cosed successfully. B-block mrt, Nr 15 block, kalyan puri.
@ Pending (36%) September &, 2011 at 2:37pm - Like
& New(12%) City | |

]

Wirite & comment...

Sadar Paharganj

West .
Shahdra North - - FeW Comp|alntS and

Rohin [ statistics posted on
shafdra souh ' MCD’s Facebook page

0 5 10 15 20 25 30 35 40 45 50 55 &0 &5 TO

[ ] Accepted |l Closed
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Impact and insights

® Similar to community driven complaint
management: Transparent statistics
® Press release brought in 1100+ calls on day
one, compared with MCD’s Facebook page of 4

complaints per day

° Follow—up by media after one week on poor
redressal rate prompted the commissioner to

call Weekly review meetings

* Biggest discovery: No internal tracking

systems within MCD! Commissioner valued

the statistics, brainstorming led to v2 of

system

L y
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v2: Citizen based monitoring of garbage

collection sites - http://mericity.in

Punjabi Bagh

%
!
tssues | Report Archives [

Report time: Feb. 25, 2012, 3:09 p.m.

Gram Vacmi.

Maonthly Report

B1/103/WZ ROAD NO:41,W.P.EAGH GREEN Feb. 25, 2012, 2:09 a.m. Reported as Green MNo 2 reports open 92 % dispute
B2/103/WZ JHEEL PARK,MADIPUR GREEN Feb. 25, 2012, 2:10 a.m. Reported as Green No 1 reports open 96 %% dispute
B3/103/WZ CENTRAL BANK MADIPUR GREEN Feb. 25, 2012, 2:10 a.m. Reported as Green No 1 reports open 94 3% dispute
B5/103/WZ A-BLOCK ,MADIFUR GREEN Feb. 25, 2012, 3:09 p.m. Reported as Green Yes 2 reports open 8B % dispute
NUC-3/103/WZ ISKCON Temple GREEN Feb. 25, 2012, 2:10 a.m. Reported as Green No 1 reports open 94 % dispute

NUC-7/103/WZ Rajiv Gandhi Camp GREEN Feb. 25, 2012, 2:10 a.m. Reported as Green No Mo issues reported 100 % dispute

~
\ Self reports from MCD Site relatedT Citizens can dispute

@ and contractors complaints reported stats
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Impact and insights

® Revealed significant insights
into common reasons that led

to unclean garbage sites

® Has now built a process of self-
reporting within MCD. Will
hopetully be institutionalized
and replicated

* Citizen engagement has
dwindled; will spring back
though with expansion to new
services and opinion

solicitation
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Citizen Score: 6.8 / 10.0

Dhalao performance for the week (14th Nov to 20th Nov)

67%

M Good

oK
M Poor

Good oK Poor No report

Key Reasons for not Green in detail

o Malba
M Green waste
M Vehicle breakdown

M No Report

/




Three examples

® Community driven complaint management system
e Public grievance campaign through mobile phones

e News over phone service

® Leverage media pressure, social media channels, voice

applications, political accountability
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Citizen journalism for the BoP

2 Validated news is
\ = published online
Citizens call into a toll-free \ N / >
number to leave news -
T

Network of social
workers assist in
grievance redressal

The submitted news is
validated and moderated by
an in-house editor

Some stories
published in
state
newspapers

Validated news is also
published for access on
same toll-free number

Other citizens can call into the toll-free
number to listen to the validated news
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Phenomenal response

40,000+ calls within 30
days of launch

~ 5,000 unique callers
Average time per call: 1000 7] VA\ 7

~ 3 min

Average calls per day: 400 | 7V
1200-1500 ST

. . \
Q Q Q Q Q Q Q Q Q Q Q Q Q Q Q
A N A A o O A A L A ) A
First time (new) callers % R A R i R g
v

per day: 75-100

Intermediate disruption. Averaging 400 calls per day now

Corruption on NREGA, PDS, disease outbreaks, announcements
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Insights and impact

® Strong local partners: Gram Swaraj Abhiyan, NREGA Sahayata
Kendra, PHRN; etc help follow-up on issues
® Bribery during UID enrollment: BDO visited the site and the
officials were fined

® Non-payment of wages: Immediate remuneration after the citizen

report was relayed to the DDC
® Malaria deaths in village: Mobile ambulance was dispatched, with

fumigation equipment and first aid

* Key points of leverage: System popularity, community
empowerment, transparent publication of problems, loop-

closure through senior-level government engagement

o




Conclusions

® Put external pressure throush participation and transparenc
P gnp P P y

® Combine mobile voice based systems with social media
channels, mainstream media, or create a social media platform

of its own right

® Political accountability is most responsive

® (Get internal buy—in
® Senior level bureaucrats are keen to try new ideas

® Make efforts to institutionalize system for long term impacts

® Loop-closure is however important to keep people engaged

Thanks for listening!




