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What happens when you file grievances

� Nobody picks up the phone!

Food and supplies: 1800-11-0841

Consumer affairs: 1800-11-4000

DDA: 011-23370975

� SMS reference # V-5/0204/SPZ-DC but no resolution

� File an RTI
� Department?

� Wording of application?

� Continuous harassment

� Bribe officials, yell and make noise, take help from NGOs…
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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 seekingrent seeking

� How can we force departments to adopt better internal 
processes? Bring about more transparency?
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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

Youth wing of NGO files 
complaint officially, and sends a 
report to the local councilor
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Community 
members call into 
a toll-free number 
to leave 
complaints

NGO listens to 
complaints and 
categories/transcribes 
them on the Internet

Redressal statistics also displayed on 
website (and wall newspapers)



Internal dynamics

Cleaner

ASE

SE

FPS

FC

Sanitation Ration

Administrative hierarchies

Local 

community

Councilor 
demands 
action

Pressure 
flows down 
the hierarchy 
and 
improves 
service 

� Key points of leverage: Community empowerment, 
transparency of grievance statistics, political accountability
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Community imposes pressure by 
transparently disclosing statistics

Cleaner service 
delivery



Impact

� Woman challenged an FPS owner 
to stop harassing her else she 
would call “the number”

� MLA started feeling challenged by 
an upcoming councilor when he 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

� Community driven complaint management system

� Public grievance campaign through mobile phones

� News over phone service
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v1: Complaint management system for MCD

99

Few complaints and 
statistics posted on 
MCD’s Facebook page



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
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v2: Citizen based monitoring of garbage 

collection sites – http://mericity.in
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Self reports from MCD 
and contractors

Citizens can dispute 
reported stats

Site related 
complaints



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 reporting within MCD. Will 
hopefully 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 journalism for the BoP

Citizens call into a toll-free 

number to leave news

The  submitted news is 

validated and moderated by 

an in-house editor

Validated news is 

published online

Network of social 

workers assist in 

grievance redressal
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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

Some stories 

published in 

state 

newspapers



Phenomenal response

� 40,000+ calls within 30 
days of launch

� ~ 5,000 unique callers

� Average time per call:       
~ 3 min
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� Intermediate disruption. Averaging 400 calls per day now

� Corruption on NREGA, PDS, disease outbreaks, announcements



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 � 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
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Conclusions

� Put external pressure through participation and transparency
� 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� 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!
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