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Foreword by Hon'ble Chief Minister
Delhi is India's pride. And making Delhi a world-class city is a dream that I
share with all Delhiites. But becoming world class takes more than just
dreams. It takes the ability to learn from the world and adapt global best
practices to the needs of the people of Delhi. DDC has been bridging the gap
between innovation and practice by connecting the best minds and research
from around the world to solving problems of people at the bottom of the
pyramid.
Governments cannot function without the backing of a strong consultative
institution like DDC which takes into account the views and opinions of all
stakeholders aﬀected by government policies. Many people ask me, how is it
that Delhi government's policies are welcomed by all sections of society?
How is it that Delhi government is able to constantly set innovative and
creative new benchmarks in governance? How does Delhi government
ensure high public trust in itself? The answers lie in the fact that we engage
in an extensive process of dialogue with all stakeholders, especially the aamaadmi of Delhi, before taking any decision. We do not impose any ideas on
people without taking their consent, views, feedback and criticism into
account. DDC has played an important role towards providing a credible
platform for this consultative process, which is at the heart of Delhi's
Governance model.
DDC provides the government with the crucial pieces of the puzzle that
complete the picture of Delhi. This report is a detailed description of all of
those 'puzzle pieces' which DDC has put together over the last 7 years to help
in our mission of creating a modern, high-tech, progressive, prosperous and
equitable Delhi. A Delhi that the entire country can be proud of. As its
Chairperson, I convey my best wishes to the entire DDC team for the
achievements of the past and those to come.

Arvind Kejriwal
Chief Minister, Delhi
Chairperson, Dialogue and Development of Commission of Delhi
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Foreword by Vice Chairperson
The Dialogue and Development Commission of Delhi (DDC) was established
in 2015 with the belief that sustainable solutions to the complex problems
facing Delhi can be found only when the voices of those outside the
government have a bearing on the process of policymaking. It is when the
common citizens, academia, industry, and civil society can conduct a
meaningful dialogue with the Government as equal stakeholders. DDC aims
to nurture this dialogue between the people of Delhi and their government
for eﬀective formulation and implementation of policies.
DDC has played a de ining role in Delhi's governance model since its very
inception. Over the last 7 years, DDC has overhauled archaic government
methods of policy making by adopting consultative processes, encouraging
scienti ic and expert knowledge exchange and including an evidence-based
approach to inform important government reforms.
The compilation of 70 illustrative governance innovations in this report
provide an unprecedented window into the workings of DDC and how it has
rallied to solve critical policy problems over the years, often within
substantial time and resource constraints. From playing a critical role at
every stage of Delhi government's Covid relief eﬀorts to building an
ambitious agenda of reforms to address air pollution through solar and
electric vehicle policies to laying the framework of ideas that informed Delhi
government's Rozgar Budget in 2022-23, DDC has emerged as an institution
that is continuously pushing the boundaries for innovating thinking within
Delhi government.
I thank all the previous and current staﬀ and members of DDC, as well as our
partners over the years from academia, civil society and industry, who have
generously contributed their time, eﬀorts and ideas to building DDC the
institution that it has become – a people's commission.

Jasmine Shah
Vice Chairperson, Dialogue and Development Commission of Delhi
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Introduction
knowledge and capacity gaps, if any.

The Dialogue and Development Commission of
Delhi (DDC) is the think-tank of the Government of
National Capital Territory of Delhi (GNCTD),
advising the Government in inding sustainable,
people centric solutions to the critical development
challenges facing Delhi.

3. Promote Participatory Governance:
Establish platforms that bridge the gap
b e t we e n g ove r n m e n t a n d ex te r n a l
stakeholders such as the private sector, civil
society, academia and communities in
eﬀective design and implementation of
policies and government schemes.

With an innate belief that the government and the
people of Delhi must be in constant dialogue, the
DDC was constituted with the approval of Delhi
Cabinet on 27 February 2015. The Commission was
formed with the aim of bridging the knowledge and
expertise de icit within the government and
providing a unique model of collaborative and
inclusive development in Delhi. The Commission
was tasked with the role of considering ideas,
identifying the best practices and policies from
around the world, and translating these into
concrete recommendations to the GNCTD.

4. Monitoring, Evaluation and Learning:
Promote the use of data, evidence and
modern monitoring and evaluation
techniques for improved policy-making and
better delivery of public services. Further,
document the impact of reforms and policy
innovations of the GNCTD to facilitate
internal and external learning.
DDC's work is organized around the following six
sectors/ verticals:

As elaborated in this report, DDC has worked on
important policy matters of GNCTD spanning
multiple sectors over the last 7 years. In view of its
increasing role, the Delhi Cabinet approved the
proposal for restructuring and expanding the
mandate of DDC and sanctioned 48 posts in March
2021, which was subsequently approved by Hon'ble
Lt. Governor of Delhi vide Gazette Noti ication
dated 3 March 2022.

1. Social Sector: The Social Sector team
advises the Government's work in the areas
of education; healthcare; welfare; social
security and safety of all vulnerable groups.
2. Environment: The Environment team
advises the Government's work in reducing
air pollution and carbon emissions;
cleaning-up river Yamuna and solid waste
management.

To serve its mandate, DDC performs the following
four broad functions:

3. Transport and Infrastructure: The
Transport and Infrastructure team advises
the Government's work in the areas of public
transportation system; road safety;
streetscaping; and housing and essential
services, with a focus on the needs of slum
dwellers and residents of unauthorized
colonies.

1. Policy Design: Consider ideas, innovations,
best practices nationally and globally,
evidence of impact in a core set of policy
areas and translate them into concrete
policy recommendations for the GNCTD.
2. Support Policy Implementation: Support
expeditious implementation of critical
reforms by developing innovative models of
contracting, model RFPs, leveraging
technology and by actively bridging

4. Economy: The Economy team advises the
Government's work in undertaking reform
measures for continuous growth of Delhi's
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6. Monitoring, Evaluation and Learning:
This team advises the Government's work in
strengthening the use of data and modern
monitoring tools; conducting independent
surveys and evaluations of government
schemes and policies and acting as a
knowledge hub on policy innovations and
impact of various reforms of GNCTD.

economy; promoting the opportunities and
quality of employment in Delhi and
increasing the participation of women in the
labour force of Delhi.
5. Governance: The Governance team advises
the Government's work in establishing
platforms for participatory governance;
encouraging IT and e-governance tools;
promoting a culture of research and
innovation and undertaking administrative
and institutional reforms to increase the
government's capacity to deliver on people's
aspirations.

In the last 7 years, the Commission has submitted a
number of innovative policy reports and
recommendations to the GNCTD on a wide array of
development issues, and helped translate many of
them to reality. This report details 70 such
innovations that have pushed the boundaries of
good governance in Delhi.
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SOCIAL SECTOR
1. Field Task Force For Rehabilitation Of Homeless Children
2. Health Information Management System
3. Digitization Of Processes In Construction Workers Welfare Board
4. Turning Anti-Dengue Campaign To A Mass Movement
5. Aam Aadmi Legal Help Clinics
6. Design And Implementation Of Street Vendors Rules
7. Child Traf icking Report 2016
8. Upgrading Anganwadis In Delhi
9. Delhi Health Care Corporation
10. Regulation Of Private Health Care Institutions

1
Field Task Force for
Rehabilitation of Homeless Children
strengthen practices on the ield, DDC supported
DCPCR in designing an evidence led pilot program
that focuses on rehabilitation of homeless children.

Introduction
Thousands of children live on the streets of Delhi.
Engaging in non-formal work and begging as a
means for survival, these children survive
precariously in the unsafe environment of city
streets. They are deprived of adequate and
appropriate adult protection, education and health
care.

Objectives Of The Project
The Project aims to elevate the lives of street
children, help vulnerable children combat their
socio-economic challenges and develop into
responsible citizens. The task-force would focus on
identifying these children and providing
educational, inancial and guardianship support to
street children. Setting up of residential schools by
Delhi Government further strengthens this
project's eﬀort to provide street children with a safe
environment immersed with learning and sociopsychological support.

Delhi Government has developed a comprehensive
plan for bringing dignity into the lives of homeless
children. With the strategic support of Dialogue and
Development Commission of Delhi (DDC), the Delhi
Commission for Protection of Child Rights (DCPCR)
launched a project on 29 March 2022 in
collaboration with Salaam Baalak Trust and
Youthreach to deploy a dedicated ield task-force for
rehabilitation and reintegration of children in street
situations. The Government has also set aside Rs 10
crores to develop a residential school for such
children in the budget for FY 2022-23.

Key Features
The task force is responsible for implementing a ive
pillar model of rehabilitation:

The ield task force constituted by DCPCR worked
on identifying and providing educational, inancial
and guardianship support to homeless children.
The team consists of case workers and counselors
who are deployed district-wise and work in close
collaboration with the Child Welfare Committees
(CWCs).

1. Shelter and Home for the child: A safe and
peaceful home is a primary need, which
when provided, ensures physical, mental and
emotional well-being of the child.
2. Education and vocational training: Quality
education is not only the right of every child,
but also one of the most important
instruments of growth and prosperity.

DDC played a crucial role during the irst phase of
the project by conducting research and bringing key
stakeholders to the table. DDC mapped out the
journey of a vulnerable child as per the Juvenile
Justice Act and identi ied key gaps within the
system. DDC conducted site visits and discussions
with multiple stakeholders including non-pro its
and DCPCR to identify issues which when solved
would have a multiplier eﬀect and improve long
term outcomes for vulnerable children. One of the
key gaps identi ied through this exercise was the
poor focus on rehabilitation of vulnerable children.
Therefore, in order to build real world evidence and

3. Counseling and medical support: Several of
these children require counseling and
medical interventions to combat the
physical, emotional and mental stressors
they've faced on the streets.
4. Guardianship: Any child requires adult care,
attention and supervision and a familial
environment for full and harmonious
development of their personality.
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In merely 3 months, 6 project workers have been
deployed across districts of South, South-East and
North East & Shahdara and have undertaken
rehabilitation of ~428 street children. Of these
children, 337 have been enrolled in schools and
aanganwadis, 360 have been supported in creating
essential identi ication documents and 205
children have been supported in creating bank
accounts.

5. Sponsorship: The Government, along with
NGOs and voluntary donors, seeks to provide
inancial support to families that take care of
these children and provide them with a safe
home, well-rounded familial environment,
regular and quality education, and necessary
medical and counseling support.
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2
Health Information
Management System
drafting the tender for the HIMS project covering
the entire public healthcare system in Delhi. The
vendor selection process was duly completed in
August 2021 and the HIMS project is set to be
implemented by 2023.

Introduction
In India, the concept of a health management
system in the public healthcare system is nonexistent, and where it does exist it is rudimentary at
best. Most of the hospitals continue to maintain no
records, patient history and information. The
primary healthcare institutions often maintain
handwritten records, which are neither traceable
nor valuable for further health interventions.

Key Features
The ambitious health transformation initiative aims
to create an integrated health ecosystem by linking
all healthcare facilities, including hospitals, Aam
Aadmi Mohalla Clinics, polyclinics, community
services and resources such as human resources,
equipment and supplies.

Given the vision of Chief Minister Arvind Kejriwal of
building a modern and world-class public
healthcare system in Delhi, DDC recommended the
Health Department to initiate the design and
implementation of an advanced cloud-based health
i n fo r m a t i o n m a n a g e m e n t s ys t e m , o n l i n e
registration system, redesigning of OPDs,
digitisation and automation of various hospital
departments, like pharmacy, radiology and labs,
and setting up of a centralised call centre for patient
information and assistance to transform the
healthcare system of Delhi.

All services related to patient care, such as hospital
administration, budgeting and planning, supply
chain management, back-end services and
processes, etc. will be brought under this system.
Implementation of this system will help patients
schedule appointments online, access their medical
reports on their phones and also avail of telemedicine
from their homes. It will enable better management
of the patient load, reduce crowding in hospitals and
waiting time, and improve the transparency and
accountability of Delhi's medical facilities.

Objectives Of Health Information
Management System (HIMS)
The main objectives of the HIMS project are as
follows:
•

An improved patient experience by promoting
preventive and personalised care;

•

Enhanced transparency, and ef iciency of
healthcare delivery at all levels;

•

Enable data and fact-based decision making.

As part of the project, QR code-based health cards
will be issued to each resident of Delhi. The e-health
card will contain the entire medical history of the
cardholder and people will be able to get treated at
any hospital which is connected to the HIMS system.
One will not be required to carry medical reports
and documents if they have this card and the
electronic health records contained in these cards
will only be accessed by the doctors with the
patient's consent.

To begin with, the Department of Health & Family
Welfare initiated the revamping of the OPD,
pharmacy and lab facilities in Lok Nayak Hospital
(LNH) and Govind Ballabh Pant Hospital (GIPMER)
through a computerised Health Information
Management System (HIMS). Subsequently, DDC
worked closely with the Health Department in

Delhi's attempt at creating an integrated healthcare
management system at the city scale, ranging from
primary healthcare services to hospitals would be
an ambitious benchmark for India as well as
globally.

08

3
DIGITISATION OF PROCESSES IN
CONSTRUCTION WORKERS WELFARE BOARD
respective labor cards renewed. These lines
were long and slow moving.

Introduction
According to the Periodic Labour Force Survey
(PLFS) 2019-20, there are approximately 11 lakh
construction workers working within the National
Capital Territory of Delhi. However, when the irst
wave of COVID-19 infections hit Delhi in May, 2020,
the Delhi Government was able to provide welfare
bene its to only 39,000 construction workers
registered with Delhi Construction Board.
Meanwhile, a corpus fund of Rs. 3,200 crore under
the Delhi Building and Other Construction Workers
Welfare Board (DBOCWWB) lay idle and unutilised.
The Delhi Building and Other Construction Workers
Welfare Board was formed in 2002 under the
Building and Other Construction Workers Act,
1996, to undertake welfare and social security
measures for registered construction workers in
the National Capital Territory (NCT) of Delhi.
However, the department was marred by issues
such as exclusively of line mode of registrations,
high levels of corruption and delays in routine
processes, resulting in only one or two workers
receiving any welfare claim bene its per month
across Delhi.

There existed huge pendencies in the
application approvals at all times. Thus,
registrations were as few as 40,000
construction workers for the entire
National Capital Territory of Delhi.

3.

The application process was long drawn
and complicated for any individual that
required unnecessary documentation from
the bene iciary for approval.

4.

Due to the excessive ile work and
documentations, of line application forms
were often misplaced and inaccessible.

5.

Claim disbursement was complex, and that
further required unnecessary
documentation. Very few claims were
disbursed and only a few construction
workers were able to receive the bene its of
the allocated corpus fund.

Reforms Implemented

Thus, on the direction of the Hon'ble Labour
Minister, DDC undertook the urgent need to
revitalize the Delhi Construction Board and thereby,
ensure maximum eligible bene iciaries can avail
their legitimate bene its through the available
corpus fund.

On identifying the challenges plaguing the Delhi
Construction Board, DDC recommended reforms to
aid the workings of the Board. The reforms and
welfare schemes accepted and implemented are as
follows:
1. Faceless Transaction ensured the shift of all
of line application form formalities to 24X7
online registration anywhere at any time.

Key Challenges

2. The application process has been simpli ied
to ensure maximum registration. Large-scale
registration camps were also organized
throughout the state to cover maximum
bene iciaries.

Through extensive ield visits and in depth
interview with direct stakeholders such as on-site
laborers, construction, DDC was able to identify the
following key challenges:
1.

2.

Although the registrations were available
online, construction workers were forced to
remain in line for hours to get their

3. The entire application web portal has been
assigned keeping in view the requirements
and needs of the bene iciaries.
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4. Labour Department now ensures the
doorstep delivery of all services directly to
the bene iciary.

5. All previous application forms consisting of
50 Lakh pages have been digitized for easy
access.

Impact
The impact of the implemented reforms has been overwhelming with the total registered construction
workers amounting to ~12.5 Lakh and total registration of workers in E-Shram Portal amounting to ~32.5
Lakh as on September 2022.
The process of availing welfare bene its under various schemes of the Board has also been made easier. The
Board has 14 running welfare schemes related to education, health, pension, maternity leave, accidents, death
and the like. The process for applying for these schemes was reformed and the number of documents required
for registration has been signi icantly reduced.
The major welfare claims and ex-gratia bene its disbursed by the Board in the period 2020-22 are as follows:
S.No

Welfare Description

Amount
disbursed in Rs

Total number of
bene iciary
construction
workers

Total welfare
amount disbursed

1.

Ex-gratia inancial assistance in irst
COVID wave, May, 2020

10,000

1,18,256

118 cr

2.

Ex-gratia inancial assistance in second
COVID wave, May, 2021

5,000

3,17,012

159 cr

3.

Ex-gratia inancial assistance during
5,000
pollution ban on construction activities
in Delhi in November, 2021

5,78,141

290 cr

4.

Educational inancial assistance to
children of construction workers
studying in Delhi government schools

Diﬀerent
amounts for
diﬀerent
classes

15,791

12 cr

5.

Welfare claims bene its related to
maternity, education, health, marriage,
pension, death, disability etc. between
Jan 2021-May 2022

Diﬀerent
amounts for
diﬀerent claims

2,365

15.5 cr
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Turning Anti-Dengue Campaign
to a Mass Movement
Government's '10 Hafte-10 Baje-10 Minute'
campaign.
URJA Delhi and the Citizen Alliance pledged their
full support to help the Government and reach out
to associated RWAs and motivate them to join the
campaign for prevention of vector-borne diseases,
Dengue and Chikungunya. The engagement began
with a mega event on 24 September 2019 facilitated
by DDC in which the Chief Minister Shri Arvind
Kejriwal addressed the RWA representatives across
Delhi at the Talkatora Stadium.
The Chief Minister announced a 5-point action plan
for the RWAs for better coordination and
cooperation in prevention of Dengue in the state.
1. RWAs have to ensure that the government's
pamphlet on dengue prevention measures
reaches every household in their localities.

Every year, the city of Delhi is bitten by the spread of
Dengue in the monsoon months. Since 2015, the
Government of NCT of Delhi has been putting a
strong front to arrest the spread of the disease by
taking proactive steps itself and also motivating the
citizens to keep their surroundings clean.

2. Dengue free stickers have to be delivered to
every household. People can paste the sticker
after inspecting their homes for clean and
stagnant water on every Sunday to notify
others that their house is dengue free.

In September 2019, the Dialogue and Development
Commission, worked closely with the Health
Department to conceive, design and launch Delhi
Government's mega anti-Dengue campaign '10
Hafte-10 Baje-10 Minute' - Har Ravivar Dengue par
vaar. The campaign targeted to mobilize all the
residents of Delhi to devote 10 minutes at 10 o'clock
for 10 weeks every Sunday to ensure that there is no
stagnant water in their vicinity.

3. RWAs can also spread the message to inspect
the houses on their WhatsApp groups to
encourage people to inspect their houses for
dengue on Sundays.
4. Every RWA has to issue circulars and ask
residents to check their house at 10 AM every
Sunday.
5. After inspecting their homes, RWA of icials
have to go to their area and convince the
residents to inspect their houses at 10 AM
every Sunday.

Besides supporting the mass outreach campaign,
DDC proactively partnered with communities
across Delhi to take the impactful message of this
campaign to each and every resident of Delhi. On 15
September 2019, in the presence of Health Minister,
Shri Satyender Jain, DDC signed MOUs with URJA
Delhi (apex body of RWAs in Delhi) and the Citizen
Alliance to generate mass awareness about the antidengue campaign through RWAs. More than 3,000
RWAs across Delhi were roped in as part of Delhi

The campaign has been running successfully for the
past 3 years now and has generated awareness
regarding dengue prevention measures and
encouraged citizens to join the mass movement
against this vector borne disease.
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Aam Aadmi Legal Help Clinics
2,00,000)

Introduction
8.2

The Delhi State Legal Services Authority (DSLSA)
has of ices in all six district court complexes in the
National Capital Territory. It was able to provide
legal aid to 1,03,087 cases between 2011-2015,
averaging at 20,000 cases per year. Although the
service rendered by DSLSA was outstanding, it was
not nearly enough to cover the requirement of such
legal services for the people of Delhi. As such, a large
number of needy people went without legal
assistance year on year or were forced to borrow
large amounts or pledge their belongings or sell
their valuables in the pursuit of justice.

In June 2016, DDC recommended that while the
above categories of persons were eligible to avail
free legal services from the DSLSA, it was only
advisably just that even persons excluded from the
above list be able to avail free legal advice under the
proposed Delhi Mohalla Legal Aid Scheme.

Key Recommendations
In order to ful ill the primary responsibility of the
state to provide equal and fair access to justice, DDC
made the following recommendations under the
Delhi Mohalla Legal Aid Scheme to the Law
Department, GNCTD:

This was in complete violation of the 222nd report
of the Law Commission of India on access to justice
that required “Equal opportunity must be aﬀorded
for greater access to justice. It is not suf icient that
the law treats all persons equally, irrespective of the
prevalent inequalities. But the law must function in
such a way that all the people have access to justice
in spite of economic disparities.”

1. To set up Aam Aadmi Legal Help Clinics in
every assembly constituency to provide free
legal advice to each and every person who
approaches the clinic.

Although, the DSLSA established by an act of
Parliament provides free legal aid to the following
categories of people:

2. At least 1 (one) lawyer be present at these
Legal Help Clinics from 10 am to 6 pm for ive
days every week.

1. Members of SC/ ST

3. The lawyer at these clinics shall be aided by a
clerk and some secretarial staﬀ, if found
necessary.

2. Victim of Traf icking or Beggars
3. Women or Children
4. Persons with disabilities

4. Each clinic to be equipped with a computer,
printer, stationery, internet and of ice
furniture for smooth functioning.

5. Victim of Mass Disaster/ Ethnic Violence
Caste Atrocity/ Flood/ Earthquake or
Industrial disaster

5. The empanelment of 700 legal service
advocates for the clinics through a similar
recruitment process as adopted by the
DSLSA.

6. Industrial Workmen
7. In Custody/ Protective Home/ Juvenile
Home/ Psychiatric Hospital/ Psychiatric
Nursing Home

6. The state government shall bear the cost of
the legal services. Each lawyer should be
paid a handsome remuneration to ensure
l a w ye r s o f h i g h q u a l i i c a t i o n . T h e

8. Low Income (Annual Income < INR 1,00,000)
8.1

Transgender (Annual Income < INR
2,00,000)

Senior Citizen (Annual Income < INR
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bene iciary advised at the clinic.

recommended remuneration was INR
7,000-10,000 per lawyer per day.

10. Legal Clinic lawyers shall be prohibited from
charging any fees directly or indirectly from
the bene iciaries of the clinic.

7. The role of the Legal Aid Clinic lawyer shall
be restricted to legal advice including
informing the citizen about his or her legal
rights and the legal recourse available to
them as per law. Legal Aid Clinic lawyers
shall also draft necessary communications
to governmental authorities wherever
necessary. However, the lawyers shall not be
required to draft any communication or
notice to any non-government opposing
party unless the bene iciary is either a
senior citizen or a minor.

11. Close coordination between the DSLSA and
the Delhi Mohalla Legal Aid Clinic shall be
established.
12. A Governing Body shall be established under
the Scheme.
13. Independent feedback checks shall be
organized to ensure proper dissemination of
the services at the Legal Aid Clinic.
14. Anonymity of persons approaching the
Legal Aid Clinic shall be maintained as far as
possible.

8. Legal Aid Clinic lawyers shall record their
opinion as to whether a dispute can be
resolved through mediation or conciliation
or through referral to a Lok Adalat. They
shall also be required to prepare the
necessary documentation for the initiation
of the same.

Financial Estimation
DDC submitted a detailed calculation of the
inancial implication of the scheme for the state
government was calculated in the detailed report
amounting to INR 22,26,00,000 per month for the
development, maintenance and promotion of all 70
Mohalla Legal Aid Clinics with an over and above
expense of INR 3,00,00,000 per month of the
governing body.

9. If the Legal Aid Clinic lawyer is of the opinion
that such dispute does not seem likely to be
solved through mediation or conciliation,
then the matter shall be referred to the
DSLSA for iling in Court. However, the
lawyer shall not act before any court for any
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Design and Implementation of
Street Vendors Rules
account a diverse set of stakeholders.

Introduction
Regulation of street vending has been a challenge
for Delhi since as early as the 1960s. By catering to
the day-to-day requirements of a large section of the
populace and providing a livelihood to innumerable
people, largely those migrating from rural areas and
other states, street vending has been pivotal to
Delhi's economy. Yet, successive master plans as
well as the schemes of the municipal bodies
grappled with the increasing number of vendors,
their geographical location, harassment of vendors,
and protection of their rights. With the advent of the
Street Vendors (Protection of Livelihood and
Regulation of Street Vending) Act, 2014 passed by
the Parliament, vendors have, at last, found legal
recognition and statutory protection of their rights.
Under the mandate of the Act, the Government of
NCT of Delhi was responsible to prescribe rules and
frame a scheme under the Act. DDC advised the
Urban Development Department of GNCTD in
formulation of the Delhi Rules of 2017 and Delhi
Scheme of 2019 and continues to support their
implementation in the NCT of Delhi. These Rules
and the Scheme have been hailed as highly
progressive instruments for the street vendors.

•

Demarcation of vending and non-vending
zones is no longer a purely bureaucratic
process. This responsibility has been
entrusted to the Town Vending Committees
so that the most important stakeholders, who
have their eyes and ears to the ground, make
this decision.

•

The Scheme provides for a robust survey and
registration mechanism for vendors,
ensuring that every vendor has a right to be
recognised, and an opportunity to vend at a
place of their choosing, subject to certain
limitations.

•

The Town Vending Committees also have the
crucial mandate to prepare the street vending
plan for various zones. In addition to bringing
democracy to the grassroots, this has ensured
that issues like decongestion of streets,
maintenance of amenities, hygiene and
sanitation, availability of goods and services
to consumers etc. are addressed by a diverse
body of vendors, technical experts, as well as
residents and formal markets.

DDC has supported the implementation of the Act in
Delhi in a multi-pronged manner. It has supported
the Urban Development Department with drafts of
the rules and the scheme. DDC also provides
research support and undertakes analysis of global
best practices in this area to recommend policy
reforms to the Urban Development Department.

Key Initiatives Undertaken Towards
Implementation Of The Rules And The
Scheme
•

•

About 28 Town Vending Committees have
been formed across Delhi, indicating deep
decentralization.

DDC supports the Urban Development Department
in the smooth implementation of the rules and the
scheme. As the implementation of the Act, Rules and
the Scheme faces teething issues, DDC has assisted
the Department in litigation matters and
administrative interventions. Cooperation and
continuous dialogue between multiple
governmental agencies is required to resolve the
grievances received. DDC ensures coordination

The Committees, comprising 30 members
each, have as many as 12 street vendors elected
by all the registered vendors of the concerned
zone. With market associations, resident
welfare associations, NGOs, local bodies etc.
being part of the Committees, GNCTD has
ensured that decision making takes into
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between local bodies and street vendors, actively
participates in the meetings and organizes
consultations to further the objectives of the Rules.

principle of recognition, inclusion and protection of
street vendors, and is coming to fruition as the
survey nears completion. This will be followed by
local bodies preparing plans for street vending on
the recommendations of the TVCs.

The approach has been centered around the
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Child Trafﬁcking Report 2016
districts of the National Capital Territory
reported higher number of missing children

Introduction
In 2015, the National Crime Records Bureau
(NCRB) recorded 7,928 children as missing in Delhi
i.e. an average of 22 children per day. The data base
re lected that boys in the age bracket of 0-12 years
and girls in the age bracket 12-18 years dominated
these missing children. Activists suggested that the
most prevalent practices was to employ boys as
child laborers in big cities while girls were forced
into domestic work or sex trade. In certain cases,
girls were even sent to villages with poor sex ratio
and forced to marry a men twice their age.

3. The irst few hours after the child goes
missing remain the most crucial especially in
a city like Delhi with porous borders
4. Despite having dedicated personnels at the
police station parents are often asked to
return after 12 hours in case the child
continues to be missing
5. Parents have to incur huge costs of
advertisements in order to seek information
for their missing children which becomes
unsustainable after a point of time

In early 2016, the Dialogue and Development
Commission of Delhi conducted a detailed study of
the existing approach of the Government agencies
in dealing with the issue of child traf icking in Delhi.
For primary research, in-depth interviews with
parents of several missing children were
conducted. A visit to the juvenile home located in
Alipur district was also organized to observe and
connect with the resident children and
superintendent in-charge. Discussions with Mr.
Arun Mathur (Chairperson, DCPCR), Mr. Shashank
Shekhar (Ex-Member, DCPCR), Mr. Faizan Haider
(Reporter, Hindustan Times) and representatives
from Bachapan Bachao Andolan were also
conducted for further information. For secondary
research, data collected from the NCRB, the Delhi
Commission for Protection of Child Rights
('DCPCR') and several published news articles were
analyzed.

6. The investigation undertaken by the Delhi
Police for locating the missing children
appears to be insuf icient in most cases.
Moreover, as most of the children belong to
weaker and uneducated sections of society,
much attention and interest is not shown by
the Police.
7. The helpline numbers are not publicized
enough to catch the attention of the public /
parents for using the same in an incident of a
missing child.
8. Child Welfare Committees (CWCs) do not
take adequate steps to send missing children
back to their homes.

Recommendations
On the basis of the above learnings, DDC made the
following recommendations to the Department of
Women and Child Development, GNCTD in June
2016:

Key Learnings
The key indings of the extensive primary and
secondary research were as follows:

1. Quick Response Team: GNCTD may
constitute a Quick Response Team which is
available 24X7 so that parents of missing
children may contact the concerned team
immediately for better support.

1. A majority of the children who went missing
belong to economically weaker sections of
the society
2. Among the underdeveloped areas, outer
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2. Dedicated Call Centers: The call
centers may support the Quick Reponse
Team with missing complaints and
prompt relay of important information.

6. Day Care Centers in High Risk Areas
and Construction Sites: Parents will be
able to leave their children in such safe
havens while at work.

3. Awareness & Publicity Drives: This
would help take preventive action at
primary level itself to curb child
traf icking in Delhi.

7. Installation of CCTV Cameras: CCTV
Cameras would provide vital
information for curbing and eliminating
child traf icking in Delhi.

4. Electronic Hoardings at Key Spots:
Such hoardings could constantly lash
details of missing children so that
parents do not have to bear
advertisement to search for their
missing children.

8. Online Database of Juvenile Homes:
Such a database will help send back
children to their homes through better
mapping.
9. Improved Coordination between
Inter-State Governmental Agencies

5. F u n d i n g A dve r t i s e m e n t C o s t s
relating to Missing Child: As majority
of the aﬀected families belong to the
economically weaker sections of the
society, this step would support the
parents.

10. Rehabilitation of Children found at
Traf ic Junctions and Other Places
11. Better Coordination between CWCs
and other sister agencies
12. Evaluation of all functioning CWCs

17

8
Upgrading Anganwadis In Delhi
khichdi. This further discouraged attendance
of bene iciaries to the AWCs.

Introduction
In August 2015, DDC initiated a study of
Anaganwadi Centers (AWCs) within the National
Capital Territory of Delhi. The objective of the study
was to undertake an extensive survey of the present
status of AWCs in Delhi and Delhi and suggest key
measures to improve the system. DDC undertook
the surveys of 30 AWCs located in diﬀerent areas of
Delhi i.e. south, east, north, west and central and
also met various AWC's workers, helpers,
supervisors and parents.

4. Most AWCs were operating out of houses of
workers with only 100 sq ft of space.
5. Limited activities were undertaken to impart
early education to the bene iciaries as most
workers or helpers were not adequately
trained themselves. As such, AWCs were
operating primarily as sources of food
distribution centers.
6. Except immunization no other governmental
drive, initiative or health check-up were
conducted in the AWCs.

Key Learnings
The extensive survey was based on 6 key
parameters namely:

Recommendations

1. Attendance of Bene iciaries

On the basis of the learnings from the survey, DDC
made the following recommendations to the
Department of Women and Child Development in
May 2016:

2. Operating Hours & Supervision
3. Supplementary Food
4. Infrastructure

1. Mapping the existing AWCs, number of
children and Govt. schools / Basti Vikas
Kendras and relocating as many AWCs to
nearby Government Schools / Basti Vikas
Kendras to immediately increase access to
good infrastructure and eﬀective monitoring

5. Early Education Activities
6. Health-Care Measures
The key learnings of DDC from the survey were as
follows:
1. The number of bene iciaries enrolled in
10,897 operational AWCs in Delhi were
8,41,520, averaging to 70-80 bene iciaries
per AWC. However, there was a gross
mismatch between the number of enrolled
bene iciaries and the actual bene iciaries
especially in the number of children.

2. To avoid duplication of enrollment, AADHAR
based (parents/children) digital enrollment
of children should be initiated
3. To daily record real-time attendance of
children and staﬀ, electronic attendance
recording devices may be installed
4. Substituting the present source of food
supply with a Centralized Kitchen and
revising the food menu

2. As opposed to the standard 3 hours of
operations, most AWCs in Delhi operated for
an average 1 hour in the entire day with most
workers absent from duty.

5. Integration of health monitoring system with
the nearest 'Mohalla Clinics'

3. The food served at these AWCs was mundane
and tasteless such as soaked gram, daliya or

6. Revising the educational quali ication
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training programmes for AWCs' workers/
helpers

criteria for employment of AWC workers
7. Some AWCs may run as AWC-cum-Day Care
Center with 6 hours operation to support
working women

9. Bringing non-governmental sector support
for awareness among parents to increase
participation in AWCs such as setting up of
Toy Bank, etc.

8. Setting up a committee to develop an early
education curriculum for children and
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Delhi Health Care Corporation
•

Introduction
Ef icient operation of health institutions like
dispensaries, hospitals etc. depend upon multiple
factors like drugs supply chain management,
availability of equipment, human resources etc.
Predictable health systems give rise to predictable
health behaviour.

As such, the Health Department including the
Secretariat was engaged only in day-to-day
operations of the Healthcare institutions.
To alleviate the institutions of these problems, DDC
conducted a detailed study of the existing system in
Delhi and the approach undertaken by other state
governments in dealing with the issues mentioned
above. Other states had systems in place which took
care of day-to-day operations. One such successful
initiative done across states such as Tamil Nadu,
Kerala, Orissa, Jammu and Kashmir etc. was the
formation of a Medical Service Corporation' for
drugs / surgical, supply chain management,
equipment and retail pharmacy.

In June 2015, the Dialogue and Development
Commission (DDC) undertook a detailed analysis of
the existing healthcare system in Delhi and found
several gaps in the supply chain management of
drugs and medical equipments. Delhi had a 'Drug
Policy' since 1994 and the Essential Medical List
(EML) was prepared from time to time which
mandates the Government of National Capital of
Delhi (GNCTD) to provide generic drugs to patients.
It was found that the patients that were coming to
the Delhi Government health facilities did not get all
the drugs within the Essential Drug List prescribed
by the doctors and had to spend out of their own
pocket.

To further understand the workings of the
corporation, DDC organised a visit to the Tamil
Nadu Medical Services Corporation (TNMSC)
participated by representation from DDC Delhi,
DHS, PWD and Department of Finance. DDC also
held consultations with various stakeholders like
the Health Department, Finance Department and
Planning Department in the same regard to map out
the feasibility and on-ground implementation of the
Health Care Corporation.

The analysis conducted by DDC revealed several
issues faced by Delhi's Healthcare institutions, such
as:
•

Unavailability of drugs;

•

Absence of procurement specialists;

•

Complex payment procedures;

•

Absence of scienti ic forecasting;

•

Lack of quality control;

•

Absence of centralised buﬀer stock;

•

Absence of independence to choose the drug
requirements of individual institutions;

•

Dif iculties in equipment procurement and
contract management;

•

Hospital/ cluster-wise procurement of
sanitation and security service;

Ab sen c e of p roj ec t s like e- hosp it a l,
telemedicine in institutions.

Key Learnings
It was decided to understand and analyse the
Medical Services Corporations of other states and
benchmark the key indings to identify the best
practices for adoption in Delhi. The indings by DDC
were as follows:
1. For procurement of drugs, TNMSC uses
utilization certi icates and this helps avoid the
cumbersome procedure of settlement in
advance.
2. TNMSC is responsible for auditing their books
instead of involving CPA which might lead to
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implementation of e-health initiatives, outsourcing
of services like sanitation, security, etc on the lines of
other states like Rajasthan, Tamil Nadu, Kerala,
Orissa, etc.

complications, delay and inef iciencies.
3. Only manufacturers can participate in a
tender and distributors are restricted from
doing so. However, in case of Delhi,
distributors eﬀectively control the value
chain because manufacturers participating in
the tender make payments to the distributors.

The proposed corporation shall charge up to 5% on
successful tenders and manage all operational
expenditure needs through that. Charging a ixed
percentage shall ensure that the proposed
corporation will not be a loss making entity. This
provision shall be included in the Article of
Association itself so that it is binding on the
corporation and is not dependent on the
Government.

4. There is an urgent need for establishing
warehouses to perform functions like
delinking hospitals from receiving goods,
buﬀer stocks and quality checks before their
release to institutions.
5. Incorporation of a passbook system which
holds funds allotted to diﬀerent institutions
and they are free to choose the drug of their
choice from the warehouse. Post successful
procurement, the amount will get deducted
and the passbook will get updated
accordingly.

The nature of functions of the proposed health care
corporation shall be completely diﬀerent from
other Delhi Government Corporations that
generally compete with market forces. The
proposed corporation shall only and exclusively do
the task of procurement of medicines, etc for the
government and hence it will have assured returns
while at the same time achieve ef iciency,
transparency, and integrity in government
procurements.

6. On successful completion of work order,
TNMSC charges upto 5% of the total amount
and manages its expenditures within it.

Through the above recommendation, DDC also
mitigated the concern of the government
departments that the Health Care Corporation will
be another loss-making corporation in the system.
Accordingly, DDC drafted the Memorandum of
Association and Articles of Association of the
proposed Corporation and submitted these
recommendations to the Department of Health &
Family Welfare, GNCTD.

7. Based on TNMSC, Rajasthan also created its
corporation called Rajasthan Medical
Services Corporation (RMSC).

Recommendations
DDC recommended the formation of a separate
'Delhi Health Care Corporation' to perform the
functions of procurement of drugs, equipments,
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Regulation of Private
Health Care Institutions
includes all public and private healthcare
institutions except armed forces healthcare
establishments.

Background
In the year 2015, the Government of NCT of Delhi
decided to standardize the services, charges and
norms for all medical establishments across Delhi.
The lack of a strict regulatory mechanism had led to
the rise of corrupt practices, irregular and irrational
charges in private healthcare facilities, poor quality
of equipment, untrained or uncerti ied staﬀ and
lack of accountability of private establishments.
The existing law, the Delhi Nursing Home
Registration Act, 1953 was outdated and lacked the
teeth to curb the large-scale corruption that
plagued the medical sector.

2. Delhi Health Standards and Care Quality
Council - The Bill mandated the constitution of a
Delhi Health Standards and Care Quality Council to
determine the standards for clinical
establishments; classify clinical establishments
into diﬀerent categories; safeguard the interests of
patients and health care providers; conduct
medical, clinical and social inspection and audits of
the clinical establishments and take necessary
action as prescribed, amongst other important
functions.

A s s u c h , t h e D i a l o g u e a n d D e ve l o p m e n t
Commission (DDC) worked round the clock to
develop and draft the Delhi Health (Standards and
Care Quality) Bill in 2015 and revised it in 2016.
While drafting the bill, the DDC took into account
the perspectives of diﬀerent stakeholders involved
and the impact that the bill could have on the society
and economy by regulating the pro it maximising
motive of private health businesses. The idea was
not against private hospitals making money but to
draw a line between pro iteering and protecting the
rights of citizens seeking health services at these
institutions.

3. Maintenance of Minimum Standards - The Bill
also mandated for the Delhi Health Standards and
Care Quality Council to be responsible for
registration of clinical establishments, enforcement
of compliance of the provisions of the Act, ensuring
maintenance of the minimum standards, call for
periodic reports from registered clinical
establishments, investigate complaints of breach of
the provisions of the Act or the rules made
thereunder and take appropriate action like
cancellation of registration if deemed necessary.
4. Research and Data Analysis – The Bill
empowered the Council to conduct research, gather
data and evidence and draw analytical reports on
important public health and safety issues, incidence
and spread of diseases, cost towards healthcare
incurred by users, malpractices of healthcare
establishments, requirement of personnel, services
and others resources that are crucial for the
healthcare delivery system.

The Delhi Health (Standards and Care Quality) Bill,
2016 recognised the gaps in the healthcare delivery
system and planned to introduce several provisions
to support patients against higher margins on
drugs, devices, excessive charges on services and
unethical practices.

Recommendations

5. Registration, Certi ication and Grievance
Redressal - The Bill contained provisions
regarding norms for registration of clinical
establishments, conditions for registration and
c o n t i n u a t i o n , p ro c e d u re fo r a p p l i c a t i o n ,
certi ication and validity of provisional and
permanent registration, inspection of registered

1. Recognised Clinical Establishments - The
Delhi Health (Standards and Care Quality) Bill,
2016 recognised all such places and institutions
that oﬀer services, facilities requiring prevention,
diagnosis, treatment, or care for illness, injury,
deformity, abnormality, dental care or pregnancy. It
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establishments, and setting up of a grievance
redressal mechanism.

Intended Impact
The Delhi (Standards and Care Quality) Bill, 2016
was put up for public comments where it received
positive feedback and has been welcomed by the
general public.

6. State Uni ied Information System – To adopt
latest technological advancements into the health
sector, the Bill provided for the development and
maintenance of a State Uni ied Information System
for the purpose of collection and storage of the data
and information, ensuring transparency in the
functioning of hospitals, creating a database of all
healthcare establishments public or private, etc.

1. Once implemented, the legislation would lead
to greater transparency in the entire public
and private healthcare delivery system in
Delhi.
2. The legislation would mark a shift in paradigm
amongst policy makers and provide a
conducive environment for the development
of trust and positivity towards both private
and public healthcare providers.

7. Technical Working Groups, Consultants,
Experts and Public Health Agents – The Bill
authorized the Council to establish Technical
Working Groups and also appoint consultants,
experts, inspectors, public health agents,
independent contractors or auditors to support the
Council with their sectoral expertise and technical
skillset.

3. It would also pave way for greater engagement
between the government and private
institutions to deliver quality healthcare
services without compromising on
aﬀordability.

8. Register of Healthcare Establishments - The
Bill authorizes the State Council to compile,
maintain and publish a register of all registered and
provisionally registered health care facilities, to be
known as the Register of Healthcare Establishments.

4. The Bill, once enacted, would impose
restrictions on disputable, irregular or illegal
clinical establishments that undermine
regulations and do not adhere to standard
government protocols.

9. Delhi Health and Safety Fund – The Bill
recommended the constitution of the Delhi Health
and Safety Fund for salaries, allowances and
expenses of the Council for the discharge of its
functions and any other special circumstance.

5. The legislation would lead to greater inancial,
ethical and moral accountability amongst
private healthcare providers by enforcing
pro it caps and compensation to patients in
cases of negligence.

10. Fines and Penalties - Finally, the Bill described
in detail the penalties and ines that would be levied
on anyone who contravenes its provisions, disobeys
legally directed orders, causes obstruction or
refuses to provide information to the competent
authority.

6. The legislation would prohibit any form of
discriminatory practices by healthcare
providers by ensuring that no person with a
medical emergency is refused, denied or
delayed care by any emergency healthcare
establishment on any grounds and everyone
avails the right to emergency medical care and
treatment up front.
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App-based Premium Bus
Aggregator Scheme 2022
bus services providing passenger transport
services within the NCT of Delhi.

Introduction
While Delhi has an extensive leet of DTC and
Cluster buses catering to the needs of public
transport of the masses, many of ice goers in Delhi
NCR prefer using private vehicles for their commute
for more comfort and convenience. The App-based
Premium Bus Aggregator scheme of Delhi
government aims to ill the gaps between demand
for and supply of premium bus transport service in
Delhi by engaging private operators/ aggregators.

Key Objectives of the Scheme
It is expected that private vehicle owners would
switch to buses, if premium air-conditioned buses
are made available to the residents of Delhi, which
allows them to schedule bus rides, with convenient
pick-and-drop services. This would considerable
impact on:

The Scheme will serve those passengers who are
willing to pay but want their money's worth by way
of a premium public transport service that meets
their requirement of a high quality, comfortable,
convenient, ef icient transport service. The objective
of this scheme is to help reduce intra-city trips in
private cars by making available a premium bus
service to regular car users which will relieve them of
the daily problem of parking, exposure of their cars to
the hazards of traf ic, including damage caused by an
occasional accident and related daily mental stress.

•

Reduce traf ic congestion

•

Improve urban transport

•

Better utilization of transportation assets

•

Increase accessibility and mobility of people

•

Improve the ambient air quality

Features of the Scheme

Dialogue and Development Commission of Delhi
(DDC) led the drafting of the irst proposal for Appbased Premium Bus Aggregator scheme in 2016
and subsequent revisions to the same in
subsequent years. Sh. Gajendra Haldea, former
Member (DDC), participated in the High-level
Committee setup by Delhi Government in 2019 to
give a inal shape to the scheme. DDC also organized
stakeholder consultations with major companies in
the passenger/bus transport industry to obtain
their feedback on this unique scheme meant to
bring in greater private-sector participation in
serving the public transport needs of the city.

Some key features of the Scheme are:

Based on several rounds of deliberations and
consultations, in August 2022, the Transport
Department noti ied the draft of Delhi Motor
Vehicles Aggregators (Premium Buses) Scheme
2022 for public comments and suggestions. This
Scheme is expected to encourage a modal shift in
public transport by promotion of ef icient premium

25

•

Each aggregator will be required to maintain
a leet of minimum 50 premium buses.

•

The aggregators will be allowed to have
dynamic pricing. However, it must be above
the threshold of peak fare of DTC AC buses.

•

Tickets can only be issued through web or
mobile-based applications.

•

The aggregator will post the details of the
vehicles, the driver and the staﬀ and a
'passenger manifest' for the journey prior to
the commencement of a trip.

•

The aggregator will also have to provide a
mechanism to lodge complaints on their app.

•

All the buses will be BS-VI compliant airconditioned CNG or electric buses; and all
buses inducted under this scheme after
January 1, 2024, shall be electric.
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Faceless Transport Services
driving license and related services, vehicle
registration, and related services, permit related
services. They were made completely faceless. The
citizens now need to visit the of ices only for those
services where it is essential to make physical visits
such as driving skill tests and itness tests of
vehicles.

Introduction
Transport related public services in India have been
traditionally delivered through RTOs (regional
transport of ices), a network of of ices set up by
state governments that citizens visit to avail various
services such as vehicle registration, issue of
driving license, road transport permits etc. The
archaic nature of institutional set up, excessive
manual intervention have caused huge pendency in
applications and loss of time for citizens. Moreover,
in public perception, RTOs are seen as the centrepoint of retail corruption due to the network of
brokers and middlemen present within the system.
The scale of challenge has been massive given that
each year about 3 million service requests are
received by these of ices. In 2020, the scenario
further aggravated due to the onset of COVID-19
pandemic which necessitated adherence to social
distancing norms.

Key Objectives

In August 2021, leveraging technology, the
Tra n s p o r t D e p a r t m e n t , G N C T D t o o k t h e
opportunity to transform the RTOs in Delhi into
faceless mode to provide public services of the
Transport Department. This meant that for the
services for which earlier a citizen would have to
physically visit an RTO would, could now be
accessed from the comfort of their home. Most
importantly, faceless services have minimised
interactions of the citizen – middlemen –
bureaucracy, thereby leveraging technology to
reduce barriers to access, minimise the hassle and
time spent on accessing public services and
stopping retail corruption at government
institutions.

•

Eliminating of pendency;

•

Eliminating of interference of middlemen;

•

Establishing a system of minimum
government and maximum governance;

•

Ensuring hassle-free and less time consuming
process;

•

Ensuring higher accountability and
transparency in public service delivery; and

•

Enhancing the trust between government and
citizens.

Key Steps Towards Faceless Transport
Services
The faceless revolution has been achieved in a
phased manner by gradual introduction of
technology with parallel restructuring of concerned
institutions and organizations.

In the years leading to the launch of Faceless
Services initiative, the Dialogue and Development
Commission of Delhi (DDC), along with the
Transport Department, undertook a study of all the
services oﬀered by the Transport Department and
recommended 33 services which accounted for
95% of the total demand. These services included
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•

In 2015, Delhi introduced digital payments
for public services in Transport Department.

•

In 2017, all services were made available
online, as a result of which applications could
be made on a web portal.

•

In another signi icant step, the innovative
'Doorstep Delivery of Public Services' project
was also launched in 2018 equipping each
citizen applying for various transport services
with a 'Mobile Assistant (mobile sahayak)' who

2.2 million applications have been received from
citizens for various category of services and overall
pendency has consistently remained below 2%.
Citizens and transport of icials have both provided
positive feedback about the services and recognized
the utility of newly established systems in delivering
seamless and hassle-free public services to citizens.

could visit an applicant's household on request
and assisted with the application process.
•

In 2018, a completely automated driving test
system was also adopted to establish a fully
objective driving test to reduce any manual
intervention.

•

Finally, in August 2021, Delhi government
launched faceless transport services,
equipped with e-sign and biometrics-based
authentication and instituting an e-Learners
License test through AI Based facial
recognition (feature mapping) to move the
citizen to a complete self-reliant mode.

After declaring 33 transport department services
faceless, the Project has expanded to remaining
services in the department. Following the success of
the initiative within the transport sector, public
services delivered within other departments are
also piloting a similar initiative to ensure that any
citizen faces minimum hassle when trying to access
government services.

Since its inauguration in August 2021, approximately
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Reclaiming Street Design
Introduction
In August 2020, Hon'ble Chief Minister of Delhi Shri
Arvind Kejriwal announced Delhi Government's
vision to redesign all 540 kms of 100-feet-wide
roads in the capital as per European standards.
Achieving this vision required accessing the latest
technical knowhow globally in urban street design
and translating that knowledge to Delhi's street
design project.
Based on thorough research, the Dialogue and
Development Commission of Delhi (DDC)
facilitated a collaboration between WRI India, a
non-pro it organisation working extensively on
urban development and sustainability issues, and
the Public Works Department (PWD), GNCTD, to
provide technical handholding support to bring this
vision to reality.
the project, WRI India supports the PWD in the endto-end implementation of the street resign project
in following ways:

Key Objectives
The street redesign project focuses on:
•

Reducing traf ic bottlenecks,

•

Increasing green cover,

•

Improving ef iciency of the existing space on
roads,

•

Creating planned spaces for vehicles,

•

Making adequate space available for
pedestrians and non-motorised transport
users

1. Familiarizing the streetscape projects in Delhi
that were commissioned or executed in the
past including their planning, bidding and
evaluation processes.
2. Developing a detailed process for executing
the ongoing streetscape projects including
their conceptualization and planning. These
shall be designed to ensure that the
deliverables help achieve the objectives of the
project.
3. Monitoring the progress of the design and that
consultant's instructions/drawings are being
followed during implementation

Technical Support Unit For Delhi Street
Redesign

4. A s s i s t i n g t h e P W D i n eva lu a t i n g t h e
deliverables by the consultants and advising
the engineer in charge on the shortcomings of
the same

In July 2021, WRI India entered into an agreement
with the Public Works Department , Delhi
government to set up a Technical Support Unit for
the 540 kms street redesign project in the national
capital. As the technical and knowledge partner of

5. Coordinating with the appointed design
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on the topic of 'Transforming Delhi's Streets'. The
purpose of the virtual workshop was to understand
international best practices in street design and
development. The workshop was organized to learn
from the journeys of top global cities in street
transformation and apply those lessons to Delhi's
streets.

consultants and engineer in charge to develop
and approve samples, demonstration
stretches, etc
From 2021 onwards, DDC has worked closely with
WRI India and the Public Works Department to
de ine common design principles across all aspects
of project design and reviewing the submissions of
the consultants appointed for the project to ensure
they meet both the design and functional
requirements of the project.

The workshop saw international participation of
city-makers and transport experts from the cities of
London, New York, Seoul, Singapore and Bogota
among others sharing insights and experiences of
street transformation in their cities. The workshop
also saw participation from the Indian cities of
Bengaluru and Mumbai. The session facilitated a
direct interaction between all the experts and the
Delhi Government during the workshop.

International Conference On Transforming
Delhi's Streets
In October 2021, DDC in partnership with WRI
India organised a high level international workshop
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Delhi Electric Vehicles Policy 2020

various segments of the ambitious draft Delhi EV
Policy. The consultations were held in 4 one-hour
sessions on charging infrastructure, two-wheelers,
three-wheelers, and the citizen's roundtable. DDC
then incorporated the suggestions into the inal
Delhi Electric Vehicles Policy that was noti ied by
the Transport Department in August 2020.

Vehicular pollution accounts for 22-26% in the
overall air pollution of Delhi. The Government of
NCT of Delhi designed its Electric Vehicles (EV)
policy with the vision to reduce air pollution and
improve Delhi's air quality through facilitating the
inclusion of electric vehicles across all modes of
transport. The motivation to announce this
ambitious EV Policy was to strike at the heart of
vehicular pollution.

Key Unique Features Of Delhi's Ev Policy

In 2018, Dialogue and Development Commission of
Delhi (DDC) played a crucial role in the formulation
of the Draft Delhi EV policy, which was then put up
for public comments by the Department of
Transport, GNCTD. In December 2018, DDC
conducted a day-long national stakeholder
consultation in collaboration with the Rocky
Mountain Institute, which saw participation from
the entire EV industry, academic and civil society on

There are 5 key features of Delhi's Electric Vehicles
Policy which make it the irst of its kind in India:
1. Incentives: Delhi was the irst state to design
evidence informed (based on total cost of
ownership) inancial incentives such as
waiver of road tax and registration fee,
scrapping incentives, purchase incentives, etc.
that have been followed by other states.
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2. Charging Infrastructure: Delhi facilitated
creation of a wide network of public and
private charging points, battery swapping
stations through low EV tariﬀ, a singlewindow facility for setting up of charging
stations & giving birth to a unique PPP model
for installing EV public charging stations that
made EV charging available to end users at the
lowest cost in the world at ₹2 per unit i.e. USD
3 cents per unit.

TARGETS
The Delhi EV Policy has set calculated but ambitious
targets for EV penetration in Delhi. The key targets
under the Policy are:

3. Financing: On the inancing front, Delhi has
set up a broad, non-lapsable EV fund for the
implementation of the Policy using the feebate
model of taxing the polluting vehicles to fund
the incentives for EVs.
4. Management and Operations: A state EV cell
wa s s e t u p fo r i n s t i t u t i o n a l i s i n g t h e
management and day-to-day implementation
of the EV Policy.

•

Accelerated EV penetration across all vehicle
segments so that 25% of all new vehicle
registrations are EVs by 2024

•

70% of the public transport bus leet is EV by
2025

•

Induction of 8000 pure electric buses by 2025

•

100% of delivery service leet to be electric by
2025

•

100% of all Delhi government of icial leet to
be electric by 2023

Progress So Far

5. Public Participation: Through State EV Cell
and Delhi EV Forum, stakeholders from the
industry, civil society, government bodies,
think tanks, academic institutions and the like
have been included in the policy formulation
and implementation design processes.

Despite the COVID-19 pandemic, the Delhi
Government is on track to achieve the ambitious
target of 25% share of EVs in new vehicles by 2024.
From a baseline of 1.2% in 2019-20, the share of EVs
in Delhi has risen sharply to 12.5% in March 2022 as
against the all-India average of 4%, making Delhi
the leading state in India in EV penetration. In the
irst two years of its implementation, Delhi EV
Policy has also led to the installation of over 2500
EV charging points in the capital - the highest for
any city or state across India.

DDC has been a frontrunner in supporting the
Transport Department in drafting the EV Policy,
implementing its provisions with full vigour,
continuing dialogue with the stakeholders,
designing its mass media and outreach campaigns
and developing a wide network of EV charging
infrastructure in Delhi.
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Charging Infrastructure Working Group
for chargers. The cost of the charger available
under this process is inclusive of the cost of the
EV charger (net of subsidy and inclusive of GST),
charger installation cost (including cost of
wiring up to 5 metres), and annual maintenance
cost for three years. The incentives reduced the
cost of chargers by up to 70 percent and will
potentially provide additional revenuegenerating opportunities for thousands of
kirana store owners. As of September 2022, over
1000 charging points have been installed in
Delhi under the single-window mechanism.

Across the world, there has been a considerable
focus on strengthening the Electric Vehicle charging
network across the cities. While it is important to
increasingly have more accessible charging points
available, for a country like India, it is also
important that EV charging is available at
aﬀordable rates and the procedure to set up private
charging stations is simpli ied for the common man.

Setting Up Of Working Group
In April 2019, the Power Department, GNCTD
constituted a Working Group for the accelerated
rollout of charging infrastructure in Delhi to ensure
timely coordination amongst all Government
agencies and bodies concerned in implementing the
strategy for setting up of charging infrastructure for
electric vehicles in Delhi.

2. Public Private Partnership to deploy 100
public charging stations: DDC, along with
DTL, drafted India's biggest tender for
deploying public charging and swapping station
across 100 locations. The tender aggregates 100
land parcels from diﬀerent land-owning
agencies in Delhi and loats a common tender to
set up charging and battery swapping stations
on these land parcels on a concessional basis.
Seventy percent of these land parcels are carved
out of Delhi Metro parking stations, and service
charge was kept as the bidding criteria.

The Working Group is chaired by the Vice Chairperson
of the Dialogue and Development Commission of Delhi
of Delhi (DDC), and has representations from the
senior most of of of ices of the Department of
Transport, Department of Power, Commissioners of the
three (erstwhile) Municipal Corporations, Chairperson
of the New Delhi Municipal Council, Director
(Operations) of Delhi Transco Limited- the State Nodal
Agency (SNA) for charging infrastructure in Delhi, CEOs
of all DISCOMs, and Managing Director of EESL.

3. Other regulatory changes: To enable
accelerated deployment of charging
infrastructure in Delhi, DDC recommended
several regulatory changes, including special EV
tariﬀ, allowing separate EV meters in buildings
with an existing connection for availing EV tariﬀ,
adopting minus metering, and allowing
hardwiring of chargers with EV meters to prevent
misuse. These recommendations were accepted
and requisite changes were enacted.

The Working Group meets regularly and ensures
continuous and timely coordination between
various departments and agencies of the Delhi
government, local bodies and DISCOMs.

Key Initiatives Undertaken

DDC also suggested amendment of certain building
bye-laws to mandate the inclusion of EV charging
provision in new buildings, and a separate order for
mandatory installation of charging stations in
existing buildings with a minimum parking space of
100 vehicles was issued. DDC has played a key role
in designing and implementing these initiatives,
along with other members of the Charging
Infrastructure Working Group.

1. Single Window Process for installing
charging points: DDC devised a unique singlewindow process for installing and maintaining
30,000 charging points at private and semipublic sites. The single-window process ensures
a one-stop solution to select EV chargers/
vendors, obtaining new electrical connection,
installing charging points, and availing subsidy
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Switch Delhi Campaign

contribution to reducing pollution. Information
pertaining to EV charging and charging stations
for EVs.

In February 2021, the Delhi government launched
the Switch Delhi campaign focusing on generating
mass awareness of EVs among Delhi residents.
Dialogue and Development Commission of Delhi
(DDC) led the exercise of conceptualizing and
executing the Switch Delhi campaign, with the
support of the Transport Department.
The campaign was two-month long, with each week
focusing on speci ic themes such as two-wheelers,
three-wheelers, four-wheelers, EV charging,
encouring RWAs, youth etc. Dedicated social media
handles were assigned to share updates on policy
implementation, provide information about
incentives, resolve grievances, and answer queries
pertaining to EVs.

•

Environmental bene its, particularly their

•

Engagement with schools and colleges to
encourage EV adoption.

DDC continues to lead the social media outreach for
the Switch Delhi campaign. Switch Delhi social
media handles are used as a medium for connecting
directly with the public, addressing grievances of
people trying to claim subsidies or any other issues
they have in buying EVs, and the handles also share
success stories and testimonials of EV buyers to
motivate Delhiites.

The campaign used social media and communication
workshops to spread awareness about the following
aspects:
Economic bene its of EVs by comparing the
Total Cost of Ownership (TCO) of EVs with that
of conventional vehicles.

Addressing concerns of consumers over the
safety and performance of EVs.

Public outreach under the Switch Delhi campaign
continued beyond eight weeks, with constant
engagement through dedicated social media
platforms. Furthermore, a one-stop destination
website (https://ev.delhi.gov.in/) was launched to
provide information about EV models eligible for
subsidy in Delhi, their costs, savings, location of
charging and swapping stations, and inancing
options.

Key Features

•

•
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Delhi EV Forum
3. Gain commitments from the private sector
players to help achieve the EV and charging
infrastructure targets de ined in the policy.

Delhi's Electric Vehicles Policy, 2020 is strongly
rooted in consultation and continuous discussion
with the industry. Dialogue and Development
Commission of Delhi (DDC) undertakes the
responsibility to consult with stakeholders, take
insights and suggestions from the industry for the
implementation of the policy as well.

Second EV Forum: To mark a year's anniversary of
the EV policy, DDC with RMI India jointly hosted the
second convening of the Delhi EV Forum on August
6, 2021. More than 150 participants from the EV
ecosystem attended the session. After reviewing
their suggestions at the convening, the government
devised clear actionable points to make the policy
implementation more eﬀective.

Launched by DDC in collaboration with RMI India in
December 2020, the Delhi EV Forum aims to bring
together key stakeholders in the EV industry,
sectoral experts, government agencies and EV end
users on a half-yearly basis to eﬀectively implement
the Delhi EV Policy. In addition, the forum gathers
insights on potential policy interventions that Delhi
can adopt to continue on this trajectory of
decarbonizing the transport sector.

Third EV Forum: The Third convening of the
Forum was held on April 19th, 2022, and witnessed
the participation of over 150 industry leaders,
government stakeholders, think tanks, and
academia. The recommendations and inputs
received from the stakeholders during focussed
discussions at the forum were translated to policy
actions by the Delhi Government.

Until August 2022, DDC organised four forum
meetings, which have seen participation from over
200 stakeholders including Delhi government
agencies, industry, consumers, civil society
organizations, multilaterals, and think tanks
participating in each.

Fourth EV Forum: The Fourth Delhi EV Forum was
held on August 22nd, 2022, and witnessed key
stakeholders, international sectoral experts, and
academicians to share achievements, learnings, and
experiences from implementing the policy. In
addition, the forum also gathered insights on
potential policy interventions that Delhi can adopt
to continue on this trajectory of decarbonizing the
transport sector.

First EV Forum: The Forum's irst convening was
held on December 18, 2020, which was attended by
over 130 industry stakeholders, academia, think
tanks, and other experts. The meeting followed the
broad objectives:
1. Understand on-the-ground challenges
towards deployment of EVs and charging
infrastructure and identify potential
solutions;

As the EV ecosystem is still in the nascent stages of
development, stakeholder discussions through
regular Delhi EV Forum have proved crucial in the
successful implementation of the Delhi EV Policy.

2. Provide clarity related to any concerns and
questions regarding provisions of the policy;
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One Delhi App
Delhi. In July 2021, the Delhi Cabinet approved the
grant of a 10% discount in fares to the commuters of
DTC and Cluster Buses on the purchase of bus
tickets through contactless ticketing feature in
mobile apps. In early 2022, a new beta version of
ONE DELHI app was launched for Android and iOS
users with the following key features:

INTRODUCTION
Delhi government's vision has always been to make
public transport more reliable, convenient and
safer for its citizens. One of the major issues faced by
bus commuters in Delhi is lack of access to
information to plan their journeys. There was no
of icial mobile platform of Delhi government
through which the citizens could view the static/
dynamic schedule of buses, locate bus stops, see the
arrival time of buses or plan their journeys.
Furthermore, public transport users in Delhi had to
rely on diﬀerent apps to view metro schedules and
other information like location of bus stops.

1.

In late 2018, following the launch of the common
mobility card (ONE card) that could be used to pay
for bus and metro fares in Delhi, Dialogue and
Development Commission of Delhi (DDC)
conceived the idea of a common mobility app to
cater to all the public transport needs of people of
Delhi. DDC partnered with the Transport
Department and IIIT Delhi, to design and build
Delhi government's irst of icial common mobility
app - ONE DELHI APP. The app was launched in
March 2019 by Hon'ble Minister (Transport) and
Vice Chairperson (DDCD) with several unique
features such as:
•

Universal journey planner for all Delhi
commuters using bus or metro system

•

Real-time arrival information of all cluster
buses at any bus stop and static data of DTC
buses

•

•

Users can track 7300+ DTC and Cluster buses
with real-time coordinates along with the
actual waiting time in minutes to the bus stop.
With this, the users can plan each minute of
the travel right from leaving the home to
further taking any other mode after drop-oﬀ.

•

Along with real-time tracking, one can also
see the complete route and information of all
stops with a click of a button.

2.

Purchase of Bus ticket was made easy by
scanning the QR and paying via the app. The
scan for buying a ticket will be available at
each and every seat.

•

Passengers using e-ticketing methods
through the One Delhi App or third-party apps
were eligible for a 10% discount on the
journey fare.

Journey Planner

•

Users can plan their journeys in the public bus
or metro system of Delhi by entering start and
end destinations. In the irst phase, the app
allows for up to two interchanges within the
bus system or metro system alone.

•

In future, users will be able to plan their
journeys such that a joint trip of bus and
metro system can be taken through the app.

Access to all bus stops, bus and metro routes,
fares, expected time of arrival (ETA) of buses
and metro.
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Contactless Ticketing

•

3.

Since 2019, DDC has been working closely with the
Transport Department and the Center for
Sustainable Mobility at IIIT-Delhi to further
enhance the features of ONE DELHI app to cater to
all the needs of public transport and EV users of

Live Bus Tracking

•

•

Users can search for 2500+ EV charging
points present in the app and locate their
nearest EV charging type based on their
vehicle type.
On selecting the EV charger, users can check
out the charger pin (3 pin plug, AC001, LEVAC,
GB/T or CCS2); the charger status, whether
available or not, and the price of charging per
unit of electricity (kWh).

Passenger and Of icial Complaint and
Feedback System:

•

A new Passenger and Of icial complaint
system has been integrated with the One
Delhi app and will act as an of icial touch point
for millions of commuters of Delhi with the
t ra n s p o r t d e p a r t m e n t a n d t h e D e l h i
government.

•

App users can raise their Complaints on a
range of issues such as driver behavior, bus
marshalls, conductors, not driving in Lane,
BQS quality etc.

In future, the app will allow advance booking
of EV charger and facilitating online payments
for each charging session.

The Delhi government has been taking several initiatives to improve access,
reliability and safety of Delhi's buses. Our vision is to make public transport the
preferred mode of transport in Delhi. After the launch of Common Mobility Card—ONE
Card, I'm happy to launch today Delhi's irst common mobility app — One Delhi App. This
is a one-stop shop for all your public transport needs—bus/metro routes, bus stops, real
time arrival information, journey planning etc.

,,

- Kailash Gahlot, Transport Minister, Delhi Government

,,

•

5.

EV Charging

,,

4.

Many people migrate to Delhi, and getting to know the routes and roads becomes
dif icult for them. This application will come to their aid. Just like 'One' common mobility
card, the One Delhi app will signi icantly enable a seamless experience on Delhi's public
transport system. In addition, government has plans to add new features to the app soon
such as the recharge of the 'One' card and integrated multimodal journey planning
across buses and the Metro.

,,

- Jasmine Shah, Vice Chairperson (DDC)
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Delhi Free WiFi Scheme
introduced the Delhi Free WiFi Scheme to implement
free WiFi hotspots for providing quality internet
services to the citizens of Delhi. It is a unique initiative
undertaken for the irst time by a government to
provide free WiFi facility across the city.
DDC has played a key role in advising the Public
Works Department of GNCTD in the design and
implementation of this scheme. Dialogue and
Development Commission of Delhi (DDC)
undertook a detailed study to assess the need for
the Scheme and continues to provide knowledge
and technical support for identi ication of issues,
grievance redressal and smoother implementation
of the Scheme.

Key Features Of The Scheme
The Scheme was introduced with an aim to set up
11,000 Wi-Fi hotspots across the national capital.
Some of the key features of the Scheme are:

As all government and essential services move to
digital platforms, quality internet is a basic
necessity for all citizens. However, the internet still
remains an expensive commodity for a common
man. This further widens the gap and denies them
several economic and social opportunities. In order
to bridge this gap and further the education, health
and social interests of common people, the
Government of NCT of Delhi introduced the Delhi
Free WiFi Scheme.

•

Every hotspot is able to support 150-200
concurrent users;

•

The average Wi-Fi speed is of 100 to 200
Mbps;

•

A single user, with one ID, will be allowed a
limit of 15 GB downloadable data per month;

•

No citizen in dense areas will be more than
500 metres from a Wi-Fi hotspot

Until July 2022, 10,561 Wi-Fi hotspots have already
been installed, with more than 21 lakh people
availing the free Wi-Fi facility.

In December 2019, the Government of NCT of Delhi
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Delhi Mukhyamantri Streetlights Yojna
Ensuring the safety and security of its residents is
the primary obligation of the State. Adequate street
lighting is a tool to counter unsafe vehicular and
pedestrian traf ic as well as to prevent street
crimes. In the Women's Safety Audit of Delhi
conducted by the NGO Safetipin, it was found that
street lighting has the maximum impact on the
perception of safety. The Delhi Government
identi ied 2000 dark spots and undertook a project
to illuminate these areas. However, due to
jurisdictional issues with other civic bodies, several
spots in Delhi remained poorly or dimly lit.

Key Features Of The Scheme
Multiplicity of civic body permissions/ NOCs and
lack of space to set up new electricity poles for
streetlights were identi ied as the biggest
challenges. In order to tactfully address these
issues, Dialogue and Development Commission of
Delhi (DDC) undertook a comprehensive study of
international street infrastructure and design.
Based on this study, an innovative model to set up
streetlights was devised. The key features of the
model are:

•

Building owners can volunteer to set up LED
streetlights on the edge of the premises
through a simple process

•

These LED streetlights will be powered by the
electricity made available from the premises
of the volunteering owner

•

Since the LED streetlights will be powered
from the building owner's electricity
connection, the amount added to consumers'
respective power bills for the operation of
these lights will be deducted through an
automated arrangement

•

Automatic LED lights with sensors would be
installed, which would turn on during the
evening and turn oﬀ at sunrise

While local MLAs and the Government identify dark
spots, the residents of Delhi can also nominate any
dark spots under the Scheme.
The Delhi government has installed over 117,000
LED streetlights across the city until August 2021.
DDC continues to provide technical and knowledge
support for the implementation of the Scheme with
the eventual goal of installing 2,10,000 streetlights
covering all the dark spots of Delhi.
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Restructuring of Bus Marshal Program
Introduction
The Bus Marshals scheme was introduced by the
Transport Department, GNCTD in 2015 to improve
women's safety in public buses in Delhi. Under the
scheme, civil defence volunteers and home guards
referred to as Bus Marshals are deputed in DTC
buses and recruited by the Department of Revenue
and the Directorate General of Home Guards
respectively. By July 2019, there were 3356
marshals deputed of which 95.5% were Civil
Defence Volunteers.
In early 2019, a Task Force for Women's Safety in
Public Transport was constituted under the
Dialogue and Development Commission of Delhi
(DDC), with Vice-Chairperson DDC as its
chairperson. The Task Force recommended
strengthening of the Bus Marshal Scheme to
increase women's safety in public buses, among
other mesures. Thereafter, a study was undertaken
by the Task Force to evaluate the performance of the
existing bus marshals scheme in the NCT of Delhi
and create an Action Plan to strengthen the
program. The recommendations of the Task Force
submitted in the form of an Action Plan were
submitted to the Transport Department in July
2019.

on the recruiting process, roles and
re s p o n s i b i l i t i e s , s t a n d a rd o p e ra t i n g
procedures, operating and administrative
control de ined for the home guards and the
civil defence volunteers deputed as Bus
Marshals were also relied upon

Study of Bus Marshalls programme
The methodology included a three-pronged
approach:

Key Findings

1. Survey of 150 female passengers was
conducted along routes originating from 8
depots spread across the 4 zones in Delhi;

1. Demography

2. Focus group discussions were held with bus
marshals deputed through the home guards
and the civil defence volunteer program:
3. Literature review, discussions with DTC
of icials, Depot Managers, Regional Managers
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•

84 percent of the women surveyed were
between 20-60 years of age.

•

86% of the surveyed women were either
employed, students or homemakers. The
employed women ranged from household

helps, cooks, security guards to typists, bank
clerks, front desk and store front personnel,
teachers, call centre workers, NGO workers
and hospital workers.
•

With age, the percentage of women traveling
for education decreased and the percentage of
women traveling for work and household care
purposes increased.

•

Only 5 percent of the women reported to the
conductor while the rest asked their fellow
passengers for help.

•

45 percent of the women did not know about
the bus marshal program.

Key Recommendations

3. Perception of safety inside the bus
•

65 percent of the women considered the buses
somewhat safe (56 percent) or unsafe (9
percent).

•

33 percent women reported they were
harassed in the buses. 60 percent of women
under 20 years of age and 45 percent between
20-30 years of age reported that they had
faced harassment.

•

70 percent of women faced harassment, daily,
more than twice a week, occasionally (2-4
times a month).

•

More than 50 percent of the women who
reported being harassed said that they
ignored it and moved away.

Only 33 percent of the surveyed women
possessed monthly bus passes.

2. Travel details
•

•

Women faced diﬀerent types of harassment –
physical (groping, touching), visual (staring or
leering), and verbal (passing lewd comments).
Women also reported facing multiple forms of
harassment.

•

The hierarchy of roles of the bus marshals
needs to be clearly de ined to prioritize
women's safety and provide support.

•

Standard Operating Procedures were
developed which prescribed attendance
through biometrics, breaks, proper uniform,
human resource policies, etc.

•

Each depot will have a team consisting of a
DTC-in charge, a bus marshal in-charge and at
least 1 bus marshal.

•

A two-tier system of monitoring is proposed
for the pilot-testing:
•

The Transport Department will monitor
the overall implementation of the bus
marshals scheme across the NCT of Delhi.

•

The Depot Managers will monitor the
performance of the bus marshals at the
respective depots and the Regional
Managers, will oversee at the regional/
zone level.

•

Communication and outreach to increase
awareness of the bus marshals scheme.

•

Training of bus marshals, drivers and
conductors at depot levels.

Based on the Action Plan recommended by DDC, the
Transport Department decided to overhaul its Bus
Marshalls programme and scale it up to 13,000 bus
marshalls covering each bus in each shift.
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Delhi City Surveillance CCTV Project
•

The Delhi City Surveillance CCTV project is an
initiative of the Public Works Department of the
Government of NCT of Delhi. Through this project,
the Delhi Government intends to actively partner
with the communities of Delhi to make the city safe
and secure for all its residents, particularly women.
Under the project, a wide network of high
resolution, night vision, full HD IP CCTV cameras
with recording facilities have been installed in
streets, public spaces, residential colonies and
schools across the city.

Current Status
Under the irst phase of the project implemented
from June 2019 to November 2021, 2,75,000
cameras were installed at various areas across the
city. As per an analysis undertaken by Forbes India
in August 2021, Delhi has the maximum density of
CCTV cameras across the world with 1826 cameras
per square mile. The next three cities are London
(1,138 cameras per square mile), Chennai (609
cameras per square mile) and Shenzen (520
cameras per square mile). The city of Mumbai has
157 cameras per square mile. In the second phase of
the project launched in December 2021, 1,40,000
new cameras will be installed across the Capital
taking the total to 4,15,000 cameras.

The initiative has made Delhi's public spaces the
best monitored in India, and one of the only cities
globally where the community plays an active role
i n c o n t r o l l i n g t h e i r o w n s e c u r i t y. D e l h i
government's model of CCTV deployment is unique
globally, because the system is decentralised,
performs automated health checks, and allows
remote monitoring by Police, PWD and
RWAs/Market Associations through secure
connections.

Dialogue and Development Commission of Delhi
(DDC) has played a vital role in conceptualizing,
designing and assisting the Public Works
Department in implementing the project. DDC has
also advised the Public Works Department for
setting up an ef icient monitoring mechanism and a
complaint resolution and management system.
Further, DDC drafted and recommended the
Standard Operating Procedure for Resident Welfare
Associations (RWAs) to apply for the installation of
CCTVs and continues to provide coordination
support to RWAs, Market Associations, MLAs, etc.
for the smooth implementation of the scheme.
Some of the provisions recommended by DDC
include:

Key Objectives
The key objectives of the project are:
•

To provide a safe environment for the Delhi
citizens especially women and children

•

Curb the crime rate and maintain Law and
Order in Delhi by providing adequate support
to the police

•

Aid in deterring, detecting and investigation of
crimes

•

Attain faster turnaround time for crime
resolution and proper investigation

•

Monitor suspicious people, vehicles, objects
etc. to help protect life and property

•

Support for disaster management.

Monitor certain public places in RWA &
Market areas in Delhi and keep an eye on
regular activities support.
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•

Before CCTV deployment, a General Body
Meeting with representatives of PWD, Police,
RWA/Market Association will meet to decide
the location of the CCTVs, with a form being
submitted detailing the same.

•

One community member will be nominated to
monitor the condition of cameras and NVR
device. AC Power supply to UPS and NVR box
will be from any of the residents nearer to

Headquarters at ITO, and the RWA
Monitoring Room.

unit; the camera will be powered from
NVR. The monthly electricity
consumption charges will be borne by the
Delhi Government.
•

DDC continues to undertake extensive research
to recognise new technological advancements,
ef icient software integration and global best
p ra c t i c e s s o a s t o re c o m m e n d f u t u re
interventions for the success of the project.

Camera feed will only be provided to
authorised users, namely Delhi Police,
PWD Command Center located in PWD
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Urban Mobility Lab
Drawing from the workshop, DDC, RMI and RMI
India designed the Deliver Electric Delhi pilot in
order to accelerate the electri ication of inal mile
delivery vehicles in Delhi in June 2019. In the next
three years (2019-2022), DDC collaborated with
35 industry partners to design the roadmap to
deploy EVs and associated infrastructure in Delhi.
The Pilot served as a forum for industry
stakeholders to share feedback on the policy and
connect with other relevant stakeholders.
Throughout the Pilot, user experiences were
documented to provide insights on the bene its of
leet implementation and scale EV adoption. Vehicle
performance data from pilot participants was
collected to compare the total cost of operations
and performance capabilities of electric vehicles
with equivalent ICE vehicles.

Dialogue and Development Commission of Delhi
(DDC) and Rocky Mountain Institute (RMI)
partnered in 2019 to host the Urban Mobility Lab- a
platform that supports Indian cities in identifying,
integrating, implementing, and scaling mobility
solutions that transform how people and goods
move. The initiative was aimed at translating policy
action, developed by Delhi Government under the
draft Electric Vehicles (EV) Policy, into on ground
development.
As part of the Urban Mobility Lab initiative, a
Solutions Workshop was held on the 26th and 27th
of June 2019 to work collaboratively with the
government and industry to design mobility
solutions for implementation. The report
Accelerating Delhi's Mobility Transition: Insights
from the Urban Mobility Lab in Delhi was a
re lection of the discussions and work that took
place at the workshop. It aimed to share
experiences, key insights, and lessons learned to
support policymaking and the scaling of innovative
mobility solutions in Delhi and other Indian cities.

In April 2022, DDC, RMI and RMI India released a
report titled Roadmap for 100% Delivery
Electri ication in Delhi: Unlocking Insights from the
Deliver Electric Delhi Pilot at the 3rd Delhi EV
Forum. This report provided insights from the
implementation of the 'Deliver Electric Delhi' pilot
project and provided a roadmap that can lead to
100% electri ication of last-mile delivery service
leets in Delhi by 2030.

Although the workshop focused on Delhi, public
and private sector across India's mobility system
could take inspiration from these concepts and
build on them to accelerate India's transition to a
clean, shared, and people-centric mobility future.
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CONNECT DELHI: Rationalisation of
Bus Routes and Feeder Services in Delhi
Based on the study, a bus route network with hub
and spoke model was proposed for Delhi. The city
was identi ied with various levels of HUBs: CBD,
Zonal and sub-Zonal connected through CBD
circulator routes, trunk routes, primary routes and
village connectivity routes. It was proposed that in
Delhi we have a Bus network with:

D e l h i h a s a s u b s t a n t i a l p u b l i c t ra n s p o r t
infrastructure; however, the issues related to
accessibility and availability still persists, owing to
the fact that historically, transport in Delhi has
always been disjointed. Several organisations such
as the DTC, DMRC, Transport Department GNCTD,
Delhi Traf ic Police, etc are involved in managing
and operating the Delhi transport system. The
Government of NCT of Delhi envisions to bring all
these organisations together and develop an
integrated route rationalisation plan for public
transport in Delhi.
The Transport Department GNCTD, based on a
study carried out by DIMTS (Delhi Integrated MultiModal Transit System Ltd.), and with support from
Dialogue and Development Commission of Delhi
(DDC) and WRI India, launched Connect Delhi, an
initiative to Rationalize Bus Routes and Feeder
Services in Delhi. This initiative would improve the
quality and ef iciency of public transport, tackle the
neglected areas of feeder services and hence make
public transport conveniently accessible to all. The
initiative was launched by Shri Kailash Gahlot
Hon'ble Minister for Transport as part of a
“Workshop on Route Rationalisation” on 4 July
2018.

•

Trunk routes, connecting all zonal hubs in
Delhi, that have services at a 5 minute
frequency;

•

Zonal hubs shall be areas that are most
frequented by people for work, recreation or
even interchange purpose;

•

The trunk routes shall be fed by Primary
routes running at less than 15 minutes
frequency;

•

The Primary routes shall be fed by village
connectivity routes (Feeder services) running
at less than 20 minutes frequency;

•

The Village connectivity routes shall be
serviced by existing feeder services.

It was suggested that such a hierarchical system
would help increase the ef iciency as well as
outreach of the bus transport network. Over and
above this CBD circulator routes shall be run
connecting all CBD Hubs in Delhi.

Prior to the launch of Connect Delhi, DIMTS
undertook a comprehensive study of the existing
bus routes and feeder services, identi ied the
parallel services on the same route and quanti ied
them in terms of trips and route lengths and
developed a route rationale. The rationale of the
route developed was based upon the travel demand,
passenger load and income ef iciency of the route. It
was observed that overlapping routes with other
feeder services was one of the major issues, which
resulted in under-utilisation of existing services
and reduced ef iciency of services in peak hour
conditions wherein most services will be
competing with each other.

Pilot In Najafgarh
The implementation of a small-scale pilot of the
initiative started in Najafgarh in November 2018 to
derive learnings on possible implementation issues
and create an ef icient monitoring system for the
routes. The pilot consisted of 17 routes connecting
Najafgarh. A total of 285 buses were deployed on
these routes, which consisted of 3 trunk routes, 4
primary routes and 10 village connectivity routes.
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Key Observations

Key Recommendations

After four months of daily monitoring, the routes
were launched of icially on 23rd February 2019.
DDC worked closely with WRI India, DTC and
DIMTS for monitoring the performance of bus
routes in terms of schedule adherence and
completion of target number of trips. The
monitoring system developed continued to track
the performance of bus routes until October 2019.
The following key observations emerged:

Based on the experiences of the pilot carried out in
Najafgarh, DDC made the following
recommendations for implementing future phases of
the Connect Delhi initiative for rationalisation of bus
routes and feeder services in Delhi.

•

The routes had better frequency owing to the
additional leet received;

•

With the addition of a new leet, the ticket
sales actually went up many folds, in
comparison to November 2018;

•

•

•

Between January 2019 to September 2019, all
routes showed a substantial increase in ticket
sales and ridership, leading to increased
earnings per km;
Despite high demand and better frequencies,
the bus services were not reliable, and an
increase in Missed Trips proven and number
of Missed kilometres was noted;
50-60% of these missed trips were due to
breakdowns, 20% due to traf ic congestion
and ~10% because of unavailability of driver
or conductor
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•

A dedicated team should be set up, which
would monitor routes implemented and
regularly meet operators to address onground operational issues

•

An automated system to monitor the bus route
performance should be developed that
informs further action

•

Feeder routes were found to be complementary
to the primary and trunk route; and should be
retained for eﬀective implementation of the
project

•

The ticket data as well as the scheduling of
buses which is relevant to the performance
analysis of the route must be made easily
accessible to implementation agencies

•

Fare integration of all public transport
services and Fare Capping in buses must be
implemented to give full eﬀect to the initiative.
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Open Transit Data Initiative
As of 2022, more than 10,000 entities have
downloaded the static data and more than 50
entities including Google maps, Here maps, Map My
I n d i a , TC S Re s e a rc h , H a r va rd U n ive r s i t y
researchers etc. use the Open Data in real-time.
Further, Google maps has integrated the OTD APIs
to show real time information of the DIMTS buses in
their application.

Introduction
In 2018, Delhi buses had a daily ridership of more
than 4 million. However, there was no way for
passengers to get accurate information about their
commute since there was no access to data. Under
the Delhi government's open transit data initiative,
the Open Transit Data (OTD) portal was launched in
November 2018 to solve this 'lack of data' problem,
making Delhi the irst-ever Indian city to provide
transit data in an open-accessible format.

Key Brands Using Delhi's Open Transit
Database

Dialogue and Development Commission of Delhi
(DDC) has worked in close collaboration with the
Transport Department, GNCTD, and IIIT-Delhi to
design and implement the OTD platform. The
platform publishes transit datasets (static and
dynamic/real-time) for enterprises, third-party
developers, researchers, and other members of the
public to promote collaboration and co-creation of
innovative and inclusive transport solutions. The
vision of the Delhi Government is not to restrict
access to real-time tracking of buses but to keep it
open for any app-builder who wishes to make use of
it and provide more convenience to Delhi's citizens.

Harvard University, Google Maps, IIT Roorkee, IIT
Madras, TCS Research, Moovit, Uber, Google Maps,
Ford Mobility, Here maps, Chartr and Tu-Munich.

Center for Sustainable Mobility at IIIT Delhi
Leveraging the successful collaboration between
the Transport Department and IIIT Delhi in setting
up the OTD platform, DDC facilitated the setting up
of a permanent Center for Sustainable Mobility
(CSM) at IIIT Delhi to serve as a gateway to the
solution of a number of urban transportation
issues. Launched in April 2021, the Centre relies on
data analytics, design and optimization, and
interdisciplinary research to solve existing issues in
transportation with a futuristic approach and to
increase the ef iciency of public transport and
paratransit systems.

The OTD portal provides a wealth of information in
static and real-time datasets completely free of cost
at a single click of a button such as geo-coordinates
of all bus stops, route maps, timetables as well as the
real time GPS feeds of bus locations every 10
seconds. All these datasets are provided in a
machine-readable and globally-accepted transit
data standard called the General Transit Feed
Speci ication (GTFS). This will enable hundreds of
app-builders to provide transit related services like
Estimated Time of Arrival (ETA) at any bus stop,
position of the vehicle, alert and diversion messages
etc.

The Centre also serves as a gateway to aid start-ups
with a number of themes, namely: to spin-oﬀ
technology related to smart mobility- Passenger
Information systems, multi-modal journey
planners, automation tools, ticketing framework,
etc.
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Rationalisation of Bus Services in Delhi
Introduction

Key Learnings

Ef icient transport services are critical to the
functioning of any metropolitan cities like Delhi.
While the expansion of metro rail provides mass
rapid transport services across the city, the bus
services in Delhi have lagged behind signi icantly.
Although there is a broad agreement over the past
several years that Delhi required more buses on
road, a wide de icit led to an increasing reliance on
cars, three-wheelers and two-wheelers of the
residents of the National Capital Territory. As such,
this reliance on individual modes of transport
contributed signi icantly to traf ic congestion and
environmental pollution. Unless there is a quantum
improvement in public transport, especially bus
services, the quality of life in Delhi would continue
to deteriorate.

The Committee undertook extensive consultations
with experts and stakeholders in order to evolve an
action plan that can be implemented over an year to
provide the much-needed relief to the residents of
Delhi.
A detailed report was submitted to the Transport
Department by the committee for review and
implementation. The following were the key
learnings of the Committee:
1. The Committee noted that in 2015-16, DTC
operated a leet of 4,362 buses for the city (of
which 1,227 were AC buses) while DIMTS
operated 1,490 Non-AC buses, making up a total
of 5,852 buses, of which 4,903 (83.7%) buses on
an average were on the road. As on 31.03.2017,
DTC and DIMTS had a leet of 4,020 buses and
1,651 buses respectively, i.e. a total of 5,671
buses of which about 4,893 buses (i.e. 86.28%)
were on the road.

In 2017, a Committee was formed by the Transport
Department under the chairmanship of Shri
Gajendra Haldea, former Member Dialogue and
Development Commission of Delhi (DDC) to help
rationalise bus services in Delhi. The Committee
noted that as on March 31, 2017, the total number of
buses that operated in the city by DTC and DIMTS
were 5,671. Of these, 4,893 buses on an average
were on the road as against an acknowledged
requirement of about 11,000 buses. This acute
shortage of buses caused excessive overloading
during peak hours, besides lack of reliability of the
bus services as a whole, which in turn led to a steady
shift to cars, three-wheelers and two-wheelers,
thereby adding rapidly to traf ic congestion and
environment pollution.

2. The Committee noted that passes for all buses
were issued by DTC alone and the same were
valid on DIMTS buses. The total pass revenue
collected by DTC in respect of all Non-AC buses
was, therefore, computed as a proportion of the
combined ticket revenue of DTC and DIMTS,
and the same was allocated between DTC and
DIMTS as a proportion of their respective ticket
revenues.
3. From the above analysis, the Committee noted
that about 17.5% of the total traf ic revenues
from Non-AC buses came from passes while the
corresponding igure for AC buses was 23.6%.

Therefore, it became necessary to take immediate
measures not only to rationalise the routes but also
to add new buses urgently with a view to improving
the ef iciency and reliability of bus services in Delhi.

4. The Committee reviewed the route-wise traf ic
revenues and load factor of AC and Non-AC bus
services operated on each route by DTC and
DIMTS respectively for the year 2015-16. The
above data indicated a wide divergence in the
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AC midi buses.

load factor and earnings from diﬀerent routes.
While the load factor on diﬀerent routes ranged
between 19% and 95%, the earnings per
kilometre (EPK) ranged between Rs. 6.61 and
Rs. 38.07. This reinforced the need for induction
of additional buses as well as for rationalisation
of routes.

2. These buses were recommended to be procured
from concessionaires under the extant Cluster
Scheme, with the exception of 600 buses which
may be procured and operated by DTC. Further,
procurements were recommended to be
undertaken after a review in early 2018.

5. The Committee noted that the performance of
buses operated by DIMTS was superior as
compared to the buses operated by DTC. On
critical parameters such as operating costs,
revenue realisation, capacity utilisation, EPK
and load factor, DTC laged behind DIMTS, which
implied that the Government had to bear a
substantially greater burden on sustaining DTC
services. In particular, the diﬀerence between
operating costs and EPK of DTC and DIMTS
indicated that the burden imposed on the
exchequer is signi icantly higher in respect of
the services provided by DTC.

3. Long-overdue liberalisation of bus transport
may be taken up by enabling competing private
sector entities to provide App-based bus
services with light-handed regulation. This was
a critical reform with the potential of providing
need-based services that would wean away car
users and reduce traf ic congestion and
pollution.
4. Two-tier Network strategy recommended
comprising trunk routes and primary/
secondary routes.
5. A h o s t o f o t h e r m e a s u r e s t h a t w e r e
recommended and considered necessary for an
ef icient and economic network of bus services.
These included adoption of a normative load
factor, ine-tuning of the Cluster Scheme,
introduction of midi buses on secondary/
primary routes, additional parking space and
development of bus depots through PPP.

Recommendations
1. Urgent procurement of about 4,200 buses
within a year, comprising 2,600 Non-AC
standard buses, 500 AC standard buses, 100
electric buses, 665 Non-AC midi buses and 335
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Delhi Solar Policy 2016
the grid through an energy meter and the exported
energy as recorded by that meter would be pro-rata
credited in the electricity bill of each participating
consumer.

Introduction
Through the Delhi Solar Policy 2016, the
Government of the National Capital Territory of
Delhi (GNCTD) aimed to rapidly decentralize
renewable energy sources and reduce Delhi's
dependence on unsustainable fossil fuel energy.
Thereby, promoting renewable energy to combat
climate change, reducing air pollution and
enhancing energy within the territory.

It was the irst time that any state policy in India
gave space to progressive concepts like VNM and
GNM in its policy.
Amidst several innovations, the policy proposed a
generation-based incentive (GBI) for solar energy
produced by domestic consumers and charitable
organizations. Generation-based incentives of INR
2 per unit of solar generation were provided for a
minimum of 1100 units per year to domestic
residential consumers.

As such, Dialogue and Development Commission of
Delhi (DDC) collaborated with the Power
Department to develop the landmark Delhi Solar
Policy 2016 after consultations with various
national and international experts. Blessed with
almost 300 sunny days and available rooftop space,
Delhi has the potential to generate 500 MWp
(annual Generation approx. 3,500 million kWh)
solar energy. Of this potential, 26% is in the
government/public sector, 25% in the commercial/
industrial sector, and 49% in the domestic sector.

Impact
The solar power contribution which was less than
0.3% (79 MW) in 2016 increased substantially to
7% (1189 MW) in 2022 and is likely to increase to
11% (2540 MW) in the next two years. The share of
renewable power has increased from less than
0.3% (95 MW) in 2016 to 15% (1582 MW) in 2022
and is likely to increase to 22% (3623 MW) in the
next two years.

DDC drafted the policy with the aim to promote the
adoption of rooftop solar units in residential as well
as commercial buildings in Delhi at a mass scale.
The policy was subsequently noti ied by the Power
Department and has successfully kickstarted the
adoption of solar energy at a mass scale in Delhi.

The policy had successfully deepened the
penetration of solar energy in Delhi with a total of
1189 MW of solar power installations commissioned
till date of which 230 MW were through rooftop solar
installations. Since 2019, the share of renewable
energy in the total power supply also doubled.

Key Features
The policy extended bene its such as Group and
Virtual Net Metering (GNM and VNM). DISCOMS
were required to facilitate Group Net Metering,
whereby surplus energy was exported back to the
grid from the solar plant and adjusted to any other
electricity service connections of the consumer.
This bene it encouraged consumers to switch to
rooftop solar plants. While Virtual Net Metering
was for the bene it of consumers who collectively
owned the solar system. All energy produced by a
collectively owned solar system was to be fed into

The Delhi Solar Policy 2016 expired in 2021 and it
was subsequently announced in Rozgar Budget
2022 that Delhi Government will come up with a
new Solar Policy in 2022 that will position Delhi as a
national and global leader in rooftop solar
generation, while simultaneously generating
40,000 green jobs.

49

Environment
28. Raahgiri Day
29. Smart Urban Farming Initiative
30. Drafting Battery Waste Recycling Guidelines
31. Guidelines for Better Monitoring and Regulation of Construction Dust
32. Realtime Source Apportionment of Air Pollution
33. Green Delhi Mobile App
34. Delhi Tree Transplantation Policy 2020
35. Public Consultations for Winter Action Pollution Plan
36. Urban Labs Innovation Challenge

28
Raahgiri Day

seeing changes on our streets. Creating open streets
and public spaces for such activities also promotes
public health, well-being, itness, togetherness and
joy.

Introduction
Dialogue and Development Commission of Delhi
(DDC) partnered with Raahgiri Foundation and
WRI India to organise four 'Raahgiri Day' events
across Delhi over the winter months of 2021-22 on
the theme of 'Yuddh Pradushan Ke Viruddh'.

Bringing Raahgiri Days To Delhi
Raahgiri Days were organized by DDC to support
the 'Yuddh Pradushan Ke Viruddh' citizenengagement campaign launched by Hon'ble Chief
Minister of Delhi Sh. Arvind Kejriwal. DDC
organized these events to engage and encourage
citizens to take responsibility for reducing air
pollution. The campaign is aimed at ensuring
individuals and communities adopt actions like
switching oﬀ one's engine at red traf ic lights,
reducing usage of one's private vehicles, reporting
pollution-causing activities on the 'Green Delhi'
mobile app, among others.

Neighborhood Raahgiri is a car-free citizen
initiative that advocates for safe, accessible and
inclusive public streets. The central idea of 'Raahgiri
Day' events is to allow people to experience a street
without cars which can help them reimagine what
our streets can be and inculcate important
behavioural changes in how we see our streets and
our environment. When people can truly get a feel
for what it is like to reclaim and enjoy public spaces,
they demand it more. Raahgiri Day inspires people
to collectively reimagine and reinvent the street as a
public space and as the heart of every community.
This awareness and desire can play a big role in

Four Raahgiri Day events were hosted by DDC in
Patparganj (East Delhi), Najafgarh (Outer Delhi),
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Vinod Nagar, Patparganj)

Chittranjan Park (South Delhi) and Burari (North
Delhi) in the presence of local MLAs. On Raahgiri
Days, a road stretch of around a kilometer was
cordoned oﬀ for a few hours on Sunday mornings so
that local residents could occupy it in large numbers
and use the same for recreation that promotes
health, wellbeing, itness, togetherness and joy. A
range of activities such as walking, running, cycling,
skating, street games, music band, painting,
dancing, performing arts, yoga, aerobics, Zumba etc.
were organised.

•

Raahgiri 2- Outer Delhi

Delhi residents, especially children, artists, itness
experts etc. thronged the Raahgiri Day events even
on winter mornings and people from all age groups
appreciated DDC's Raahgiri Day campaign against
pollution. Amidst a lurry of fun activities,
thousands of local residents and school children
would pledge to join Delhi's mass movement
against pollution by reducing their share of
pollution. Cycle rallies were organised at the venues
and electric cycle companies spread awareness
among the attendees about sustainable mobility.
The creative ways in which Delhi Government
school students expressed their concerns about the
environment and the future of the planet garnered
much attention.

Date: 14 November 2021 (on the occasion of
Children's Day)

•

Location: Patparganj (Stretch of road
between BSES Yamuna Power Limited of ice
and Sarvodaya Kanya/Bal Vidyalaya in West

•

Date: 28 November 2021

•

Location: Najafgarh (Stretch of road from R C
Institute of Technology, Najafgarh towards
Mitraon)

•

Chief Guests: Sh. Kailash Gahlot (Delhi
Transport Minister and Najafgarh MLA) and
Sh. Jasmine Shah (Vice Chairperson, DDC)

Raahgiri 3- South Delhi
•

Date: 12 December 2021

•

Location: Chittranjan Park (EPDP main road
stretch, between Pocket 40 and K1 Block)

•

Chief Guests: Sh. Saurabh Bhardwaj (Greater
Kailash MLA), Smt. Atishi (Kalkaji MLA) and
Sh. Gopal Mohan (Member, DDC)

Raahgiri 4- North Delhi

Raahgiri 1- East Delhi
•

Chief Guests: Sh. Manish Sisodia (Hon'ble
Deputy Chief Minister of Delhi and Patparganj
MLA) and Sh. Jasmine Shah (Vice
Chairperson, DDC)
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•

Date: 6 March 2022

•

Location: Burari (from Pushta Road Baba
Colony to Pradhan Colony)

•

Chief Guests: Sh. Sanjeev Jha (Burari MLA)
and Smt . Reena Gupta (Environment
Consultant, DDC)
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Smart Urban Farming Initiative
and 28 November 2021 at Thayagaraj Stadium,
Delhi

Background
With the rising population and depleting resources
it is important that all cities become selfsustainable. Delhi with a population of 30.5 million
and cropped area of 347.5 ha is not able to cater to
this huge population. Fruits and vegetables brought
in from neighboring cities lead to wastage of human
and non-human resources. The above
circumstances call for a “grow what you eat and eat
what you grow” approach through innovative urban
farming design and solutions in a very limited
space.

The expo featured sessions on the new frontiers of
urban farming and its associated technical (hortiengineering), business, economic, social, and
environmental aspects.

Smart Urban Farming Initiative
Based on the experiences of Delhi's irst Smart
Urban Farming Expo held in 2021, DDC catalysed a
partnership between the IARI and Horticulture
unit, Environment Department, GNCTD, to design
and launch Delhi Government's Smart Urban
Farming Initiative. The objectives of the Smart
Urban Farming Initiative are:

Urban Farming refers to the cultivation, processing
and distribution of agricultural products in urban
and suburban settings, including things like vertical
production, warehouse farms, community gardens,
rooftop farms, hydroponic, aeroponic, and
aquaponic facilities, and other innovations. Urban
farming will further ensure food and nutrition
security, bolster social and political inclusion,
sustainability and environment, economic progress
and educational awareness on nutrition and food
systems.
Under Urban Farming, residents can grow fruits,
vegetables, and plants on their terraces if there is
enough sunlight available. It would help citizens in
avoiding pesticides and harmful chemicals in the
food products that they consume on a day-to-day
basis, while also increasing the green cover in the
city and promoting community living.

•

Citizen engagement on urban farming

•

Technology Transfer on urban farming
practices

•

Knowledge Initiative with impetus on farming
needs of Delhi

•

Follow–up initiatives for continued citizen
engagement and a mass urban food movement

•

Fuel the training needs for urban farming
entrepreneurship development

•

Employment generation through green jobs in
various aspects of modern urban farming.

Smart Urban Farming Expo 2021

The Smart Urban Farming Initiative was approved
by the Delhi Cabinet on 29 June 2022. The initiative
comprises two parts:

To kickstart a movement toward mass adoption of
urban farming in the national capital, Dialogue and
Development Commission of Delhi (DDC)
organised Delhi's irst Smart Urban Farming Expo
(SuFEX) in collaboration with Urban Gro, the Indian
Society of Agricultural Engineers (ISAE), and the
Indian Agricultural Research Institute (IARI) on 27

1. Urban Farming Training workshops: DDC will
support the IARI in conducting awareness
workshops all over Delhi on urban farming across
diﬀerent socio-economic groups in the city of Delhi
through master trainers followed by online support
by experts on a weekly basis. These will include 2
day master trainer workshops, 400 hands on
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also conduct the entrepreneurship training
programme. 600 workshops of 25 participants each
shall be conducted across Delhi aimed at Urban
Farming Cluster Development. 15,000 training
workshops will be conducted on a cluster basis.
These trainings will be given with a view to raise
citizen awareness on urban farming and to boost
creation of green jobs by training youth and women
in the ield of urban farming, maintenance of urban
farming infrastructure, marketing etc.

workshops of 25 participants at a ward level
facilitated by master trainers across Delhi. To keep
the citizens motivated, after the workshop support
will be provided through weekly online sessions to
clarify the doubts and discuss the queries of the
citizens. 40 master trainers and 10,000 citizens will
be trained under this initiative.
DDC will also ensure follow-up initiatives for
continued citizen engagement through Delhi
Environment Protection Committee that will be
formed to systematically connect people to this
campaign, make them aware and monitor their
training. The committee will include
representatives of NGOs, RWAs, environmental
experts, MLAs and councilors.

Smart Urban farming initiative will play a vital role
in transforming the urban landscape of Delhi. Delhi
will witness a sharp rise in its green cover and
public participation will help take the movement
forward.The programme aims to raise citizen
awareness on urban farming and to boost creation
of green jobs in Delhi.

2. Entrepreneurship training programmes: DDC
in collaboration with various industry partners will

,,

During our budget announcements, we had taken up a key initiative to promote urban
farming. Urban Farming is a unique project where people from all walks of life can start smallscale farming of fruits and vegetables within the con ines of their balconies and terraces. The
Delhi Government will train citizens to grow these crops in the urban setting. To promote the
scheme, we will support urban farmers with seeds and other essentials.

,,

-Arvind Kejriwal, Chief Minister, Delhi
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Drafting Battery Waste
Recycling Guidelines
Introduction

Key Features Of The Guidelines

Despite strong policies in place to ensure scienti ic
treatment of waste from batteries, especially that of
electric vehicles, on-ground implementation has
been weak. With growing penetration of electric
vehicles in Delhi, particularly after the launch of
Delhi EV Policy 2020, the problem of scienti ic
disposal and recycling of batteries is expected to
assume signi icant proportions very soon.

A. Registration
The guidelines formulated by DDC mandate
dealers, collection centers, and dismantlers to make
an application to the DPCC for a grant of one-time
registration for ive years (with a provision of
cancellation for non-compliance). Anyone
manufacturing or oﬀering to sell EVs or EV batteries
has to ensure that the new batteries and electric
vehicles with batteries are sold only to dealers
registered with the DPCC.

In March 2021, in partnership with GIZ, Dialogue
and Development Commission of Delhi (DDC)
initiated a comprehensive review of operating
systems in place to enforce existing policies
governing the recycling of battery waste. DDC
studied model policies in India and globally and
devised detailed recommendations/model
operating guidelines so that Delhi can emerge as the
leading state with a target to ensure 100% recycling
of battery waste.

B. Authorization
Every producer of an EV battery/or an electric
vehicle, with operations within the NCT of Delhi
(i.e., manufacturing and/or sales operations), shall
make an application to DPCC for an Extended
Producer Responsibility (EPR) authorization
within a period of three months starting from the
date of noti ication of these guidelines.

DDC framed the Operational Guidelines for
Recycling of 'end-of-life' EV Batteries within the
NCT of Delhi in October 2021 based on the overall
policy direction provided by the Delhi EV Policy and
the draft Battery Waste Management Rules 2020
(BWMR) noti ied by the Ministry of Environment,
Forest, and Climate Change (MOEFCC). The
guidelines are currently under consultation with
the Environment and Transport departments of
GNCTD.

The application for EPR Authorization shall include
a detailed scheme (i.e. an EPR Plan) for the
collection of end-of-life EV batteries placed in the
market earlier whether directly or through any
authorized agency and channelizing the end-of-life
EV batteries so collected to registered recyclers or
for re-use as stationary storage batteries.
The EPR Plan should tabulate annual targets for the
collection of end-of-life EV batteries generated as
indicated in the EPR Plan for a ive-year period. For
lead acid batteries, collection targets during the
irst two years of the implementation of these
guidelines will be 90% of the number of new
batteries placed in the market (individually or as
part of an EV) and 100% during the subsequent
three years.

Once noti ied, these guidelines will be applicable to
every producer, collection center, dismantler,
dealer, and recycler located within the NCT of Delhi
and involved in the manufacture, sale, purchase,
collection, storage, re-processing, and use of EV
batteries. Any battery or battery pack which is used
as a source of power for propulsion in an electric
vehicle, regardless of its shape, volume, weight, and
material composition are covered in the guidelines.
Delhi Pollution Control Committee (DPCC) will be
the prescribed authority for ensuring compliance
with these guidelines.

Producers of EVs who do not have a valid EPR
Au t h o r i z a t i o n o r E Vs u s i n g E V b a t te r i e s
manufactured/imported by producers without an
EPR authorization will not be eligible for any
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storage and transportation of batteries and no acid
should be drained in case of lead-acid batteries.

incentives granted under the Delhi Electric Vehicles
Policy, 2020. Battery swapping operators who use
EV batteries manufactured/imported by a
producer without a valid EPR authorization will
similarly be ineligible for any incentives granted
under the Delhi Electric Vehicle Policy, 2020

E. Dismantlers
Dealers and collection centers shall be permitted to
send end-of-life batteries only to registered
dismantlers. Registered dismantlers shall ensure
that the dismantling processes does not have any
adverse eﬀect on the health and the environment,
that dismantled battery waste is segregated and
sent to the registered recycling facilities for
recovery of materials, and that non-recyclable or
non- recoverable components are sent to
authorized treatment storage and disposal facilities
and maintain a record of battery waste collected,
dismantled and sent to the authorized recycler.

C. Collections Centers
Producers or Producer Responsibility Organisations
(on behalf of multiple producers) shall set up endof-life battery collection centers or designate trade
partners like EV dealers/showrooms, and
authorised service centers to act as collection
centers. These (along with EV battery dealers) will
operate as collection points for end-of-life batteries.
D. Dealers

F. Monitoring of compliance

Every EV battery dealer shall collect end-of-life
batteries through a take-back system on behalf of
producers. Dealers shall ensure that end-of-life
batteries collected are stored in a secured manner
till it they are sent to a registered dismantler or
registered recycler as the case may be and that no
damage is caused to the environment during

Compliance with EPR Plans and conditions for
registration will be monitored annually by DPCC.
Non-compliance will result in the cancellation of
EPR authorization or registration.
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31
Better Monitoring and Regulation
of Construction Dust
authorities and to project proponent

As per Delhi Pollution Control Committee (DPCC),
an estimated 30% of air pollution in the national
capital is caused due to dust from construction sites.
The existence of a host of guidelines available to
control emission of dust from construction sites in
Delhi and the involvement of a variety of
stakeholders in the enforcement of the guidelines,
starting from local bodies, police, DPCC and several
other agencies has made controlling pollution from
construction dust particularly challenging. This
necessitated the development of some scienti ic,
measurable guidelines that give a precise,
quanti iable scale on which action may be based
instead of perceptions.

Monitoring instruments and equipment

•

Video surveillance of the site to identify the
emission sources

•

Displaying the data and work progresses on
electronic boards in prominent places to
inform the neighbourhood

•

Transfering data from construction site to

Developing of SOP for initiation of action

Based on the committee's indings, Delhi
Government announced a set of 14 guidelines on 17
September, 2021 that private construction
companies have to follow to prevent dust pollution
in Delhi. Construction and demolition activity in
Delhi, the government stated, can be undertaken
only after ensuring dust mitigation measures.

Some Of The Salient Guidelines Are As
Follows:

The mandate of the committee was to explore the
feasibility of:

•

•

Guidelines For Monitoring And Regulation
Of Construction Dust

In early 2021, the Dialogue and Development
Commission of Delhi (DDC) participated in the
Delhi Dust Management Committee set up by the
Environment Department, GNCTD. The committee
c o n s i s te d o f re p re s e n t a t ive s o f d i ﬀ e re n t
stakeholders viz. academics, researchers,
construction agencies, enforcement authorities and
think tanks, to recommend actions for the
management of dust pollution in Delhi.

Monitoring of the construction site with
special reference to dust emission and
contribution to local ambient air quality

Reducing the human interface by automatization
of assessment

The committee came up with a comprehensive
framework for round the clock monitoring through
on-site PM monitors of dust emanated from
construction activities and a framework for
ensuring eﬀective technology-led regulation of the
same. The framework is being implemented in a
phase-wise manner.

Delhi Dust Management Committee

•

•
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•

Construction sites should be covered from all
sides using tin sheds. The sites measuring
more than 20,000 square metres will have to
deploy anti-smog guns. Guidelines for using
anti-smog guns in such construction projects
were also released by the Environment
Department.

•

Vehicles carrying construction material
should also be covered. There should be no
collection of Construction and Demolition
(C&D) waste on the roadside. Besides,
grinding of stones will also not be allowed in

also been instructed to provide adequate
safety gear such as masks to all workers
involved in activities such as loading,
unloading and handling of construction
material and waste.

the open, the guidelines stated.
•

•

Installation of wind breaking walls of
appropriate height around the periphery of
the construction site and tarpaulin or green
net on scaﬀolding around the area under
construction and the building is a must. C&D
wa s t e h a s t o b e re c yc l e d o n - s i t e o r
transported to authorised recycling facilities,
according to the guidelines.

•

Apart from these, construction agencies have
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Strict action has would be against private
agencies found not following the norms, as
per the Winter Action Plan - a plan of action
prepared by the Delhi government to curb the
rising problem of pollution in the city.

32
Real-time Source
Apportionment of Air Pollution
quality and Air Quality Index (AQI) at
multiple locations, within and outside Delhi,
and real-time diurnal source apportionment

Introduction
It is important to understand the pollutants of air in
Delhi on a real-time basis in order to suggest short,
medium and long-term recommendations for
reducing air pollution contributions. North India in
general, and Delhi in particular, struggles with
concerning levels of pollutants in the air, especially
during the onset of winter season. A team from the
University of Washington had attempted to set up a
real-time source apportionment lab for air
pollution in Delhi. Dialogue and Development
Commission of Delhi (DDC) worked closely with
Delhi Pollution Control Committee (DPCC),
Government of NCT of Delhi to evaluate the
performance of the team.

Provide daily and weekly forecasting of air

PM10 source apportionment will be
considered after the winter analysis of PM2.5
and source apportionment

A team of scientists headed by IIT-Kanpur, IIT-Delhi,
The Energy & Resources Institute (TERI) and the
Indian Institute of Science Education and Research
(IISER), Mohali has been charged with setting up a
real-time source apportionment and pollution
forecasting system in Delhi. On behalf of the
Department of Environment, GNCTD, the Delhi
Pollution Control Committee (DPCC) has been
authorized to act as the nodal agency for executing
the project. DDC continues to assist and advise
DPCC at every stage of implementation, monitoring
and evaluation of the project.

Establishment of a real-time source apportionment
system in Delhi would:

•

•

Current Status

Key Features Of Real-time Source
Apportionment System

Help to understand the real-time eﬀect of
various pollution sources like vehicles, dust,
biomass burning, stubble burning, and smoke
emanating from factories

Weekly, monthly, and seasonal interpretation
of air quality will take place, along with
additional knowledge of PAHs, molecular
markers, and secondary organic and
inorganic aerosols

Based on the results obtained, the team will suggest
short-term daily and weekly actions to
systematically assess, reduce, and prevent air
quality deterioration in Delhi for many years to
come. This model has been tried and proven
successful in developing countries and will be
piloted for the irst time in India in Delhi.

Based on the experiences, a joint team of IIT Kanpur,
TERI and IIT Delhi was recommended to take the
project forward and a detailed proposal was drafted
for conducting a study to ind out real-time
information to help identify the factors behind daily,
weekly and seasonal spikes in air pollution in Delhi.
The proposal for the identi ication of the sources of
air pollution in Delhi with the aim to guide
mitigation measures was presented by a team of
scientists represented by Prof. Mukesh Sharma
from IIT-Kanpur to the Hon'ble Chief Minister of
Delhi in February 2021. The project was approved
by the Delhi Cabinet in July 2021, and an MoU was
signed between all partners on October 2021.

•

•

The project aims to setup two systems for real-time
source apportionment of air pollution in Delhi:
1. A state-of-the-art supersite at a ixed location
capable of monitoring NOx, SO2, Ozone, BTX,
elemental carbon, organic carbon, and other
organic compounds, where data will be
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and played a critical role in getting access to the
supersite. The supersite and mobile lab for the RealTime Source Apportionment System are expected to
be launched ahead of the onset of winters in 2022.

collected and interpreted for necessary action.
2. A mobile laboratory equipped with instruments
will scour various areas in Delhi and provide
apportionment of the sources at multiple
locations.

TERI has also started the groundwork for the
creation of a 2022 emissions inventory which will
be useful for pollution forecasting. This emissions
inventory will be extremely advanced and have a
ine spatial resolution of 500m x 500m (compared
to the 2km x 2km resolution used by IITM for the
SAFAR pollution forecasting).

The Delhi Government has made the irst super site of
the Real-Time Source Apportionment System at
Government Sarvodaya Boys Sr. Secondary School,
Rouse Avenue. This supersite will take up 36 square
metres of space. DDC was responsible for
interdepartmental coordination and communications
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33
Green Delhi Mobile App
Introduction

Impact

Dialogue and Development Commission of Delhi
(DDC) recommended to the Environment
Department, GNTCD that a uni ied grievance
redressal mobile app should be developed for all air
pollution related complaints in Delhi, irrespective
of the agency responsible for responding to the
grievance. Shri Gopal Rai, Environment Minister,
GNCTD formed a committee headed by Mr Vijay
Chandra Vupputuri, Member, DDC to ensure the
time-bound implementation of the same.

The Green Delhi App launched by Delhi Government
has had a wide impact across the diverse
populations in Delhi. The app saw the milestone of
20,000 registered complaints in March 2021 which
doubled to 40,000 registered complaints by March
2022.
Resolution Rate: As of 25 April 2022, a total of
42,147 complaints across various categories of
environmental violations were received on the
Green Delhi app, with over 39,438 resolved.

The app features were benchmarked with global
best practices and care was taken to address the
shortcomings in a similar app by the Central
Pollution Control Board (CPCB). The Green Delhi
App was developed by the Delhi Pollution Control
Committee (DPCC) and National Informatics Centre
(NIC) and launched by Hon'ble Chief Minister Sh.
Arvind Kejriwal on 29 October, 2020. The iPhone
friendly version of the app was launched in October
2022.

Scale and Reach: A GIS mapping of all complaints
recorded on the Green Delhi app revealed that the
violations had been reported from every part of the
city, indicating the high uptake of the app across
diﬀerent regions and user groups in Delhi.
Future Targets: The Green Delhi application has a
huge potential to involve and empower citizens to
play their role in reducing localised sources of air
pollution in Delhi. The app aims to reach around 5
million citizens i.e. 25% of the total population of
Delhi by 2024, contributing to a reduction in
localised sources of pollution by 10-15%.

The Green Delhi app, managed by the DPCC, allows
citizens to report pollution-causing instances to the
government. The app has 27 civic agencies of Delhi
on a singular platform to ensure citizens'
complaints reach the concerned agency and get
resolved in a time-bound manner. It allows citizens
to identify and report dispersed sources of air and
noise pollution in Delhi.
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34
Delhi Tree Transplantation Policy 2020
transplantation.

Background
The Delhi Government has been committed to
preservation of trees and increasing the green cover
of Delhi. Besides iltering air pollutants, ighting
erosion, providing oxygen, and recharging
groundwater, trees support all life forms. In order to
strengthen the regulations for preservation of trees,
in early 2019, Dialogue and Development
Commission of Delhi (DDC) held wide-ranging
consultations with environmental experts and
of icials from the Forest Department, GNCTD, to
draft the irst ever Tree Transplantation Policy for
Delhi. Detailed rules and process guidelines for
undertaking tree transplantation were drafted
under relevant provisions of the Delhi Preservation
of Trees Act, 1994, and submitted to the Forest
Department.
After carrying out an extensive public consultation
on the Draft Tree Transplantation Policy by the
Forest Department and incorporating the relevant
feedback, the policy was approved by the Delhi
Cabinet in October 2020 and noti ied in December
2020.

•

The agencies which are responsible for
transplantation must ensure that 80% of the
transplanted trees survive after a year.

•

The payment of the agencies is linked to the
tree-survival rate. Payment will be made only
if 80% of the trees continue to survive after a
year.

•

Physical tagging of all trees and geo-tagging
to be conducted.

•

Social audits have also been mandated for
regular monitoring and ensuring strong
checks and balances.

•

Appropriate transplant procedures were put
in place and irms were empaneled after the
policy was passed.

•

A Tree Transplantation Cell was constituted
by the Delhi Government under this policy,
which monitors the transplantation of trees
and the transplanted trees.

Impact
Key Features
•

No tree shall be removed under development
projects unless absolutely necessary.

•

A minimum of 80% of trees aﬀected by a
project, over and above compensatory
aﬀorestation of planting of 10 saplings, will be
transplanted.

•

The implementation of this policy will be in
addition to the policy of the compulsory
aﬀorestation of 10 saplings.

•

Tree transplantation shall be carried out only by
agencies empanelled by the Forest Department
who have the expertise and experience of
successfully carrying out scienti ic tree

The implementation of the Delhi Tree Transplantation
Policy 2020 has brought a radical shift in policy
regarding the issue of removal of trees to create space
for the construction. As of June 2022, the Delhi
government had given approval for over 80 projects
where trees were aﬀected for which the Forest and
Wildlife Department has ensured that 80 percent of
those trees are transplanted at suitable places.
Based on reports from the relevant department and
empanelled agencies, it has been determined that
diﬀerent departments and agencies have varying
survival rates when it comes to tree transplantation.
The average survival rate of trees has been found to
be between 50 and 55 percent. At the same time,
220 trees were transplanted in the park located at
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Mayur Vihar, whose survival rate is 86 percent.

•

The Forest Research Institute, Dehradun will
independently audit the tree transplantation
performed by the departments that have
received approval for tree transplantation
thus far.

•

No iles related to any department that does
not submit their respective reports to the
Forest Department will be approved for any
further construction work.

•

Any empanelled agencies that do not perform
tree-transplantation work optimally will be
blacklisted.

Two key reasons have emerged for the low survival
rate of transplanted trees viz.
1. In some cases, the soil conditions at the
transplanted site are not favourable for the
tree.
2. Some plant species like guava and neem do not
respond well after transplantation.
To further improve the success of the Tree
Transplantation Policy, the following decisions
were taken by the Environment Minister in May
2022:

,,

Science has advanced to the point that it is now possible to uproot a tree along with
its soil and replant it in a new location. Delhi Government has the vision and rational
approach to involve scienti ic temper in its method of working. The latest technology
should be utilised to ensure that development and environmental protection go hand-inhand. Delhi is the irst and only state in India to implement a Tree Transplantation Policy.
Previously only ten new trees were required to be planted on the cutting of a tree; now it
is mandatory to transplant 80% of old trees and plant 10 new ones. The old regulation in
such cases speci ied that if a single tree had to be taken down, ten new saplings were to be
planted to make up for the environmental damage. Because saplings are small and
cannot perfectly replace a fully grown tree, this technique was ineﬀective. A full-grown
tree gives shade and fresh air while saplings will take time to reach that stage and there is
no guarantee that all of them will attain the stage of a full-grown tree.

,,

- Arvind Kejriwal, Chief Minister, Delhi

,,

Earlier in Delhi, trees were cut for development work, and new plants were planted
in their place. After learning that the newly planted saplings took a long time to grow, the
Delhi Government announced the irst 'Tree Transplantation Policy' in India in October
2020, requiring that 80 percent of trees cut down for any project be transplanted to
another location. Aside from that, this policy necessitates the planting of ten times the
number of trees in place of those that have been cut.

,,

- Gopal Rai, Environment Minister, Delhi Government
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35
Public Consultations for
Winter Pollution Action Plan
ill eﬀects of the smoke emitted by the bursting of
crackers.

Delhi sees the worst days of pollution every winter,
even as the Delhi Government has been taking
several steps over the years to curtail various local
sources of pollution. An independent study carried
out by the Center for Science and Environment
(CSE) revealed that air pollution in Delhi had come
down substantially by 25% in the three years 201618 as compared to the baseline of 2012-14.

3.Air Pollution Masks: As Delhi faces recurrent
smog every year in the season of October to
December, a number of people have suggested the
distribution of free masks by the Government or the
sale of the same at subsidized rates.
4. Reinstatement of the Odd Even Policy and
Encouraging Carpooling: Citizens expressed their
support for re-introducing the Odd-Even Policy
wherein cars with odd number and even number
plates would ply the roads on alternate days.
Commercial vehicles, however, would not fall under
the purview of this policy.

Recognizing the need to continuously ind new and
innovative ways to ight pollution, in September
2019, Hon'ble Chief Minister Arvind Kejriwal made
a unique appeal to the people of Delhi to send in
their suggestions/ recommendations over email
(cm4cleanair@gmail.com) and Whatsapp
regarding measures that can be taken to reduce
pollution in Delhi during the winter months.

5. Regulation on burning of Garbage, Dry Leaves
and Plastic: Open burning of garbage, dry leaves
and plastics is a major cause of smoke emission
particularly in the winter months. Citizens
suggested running awareness campaigns on the ill
eﬀects of such activities also should levy heavy ines
on people who do the same. A number of people
have also suggested that the Government ensure
that MCD is made more responsible for garbage
dumping and solid waste management.

Within a week, several thousand suggestions were
received. The Dialogue and Development
Commission of Delhi (DDC) was made the nodal
agency for analysing the suggestions and putting
together a coherent plan of action. Ten key
recommendations emerged from DDC's analysis:
1. Measures to regulate Crop Stubble burning:
The maximum suggestions received were regarding
the problem of crop-stubble burning, especially in
the states of Punjab and Haryana. A signi icant
number of people suggested that regulations need
to be in place to monitor and curb the excessive
pollution, while others recommended Delhi
Government to work in collaboration with these
two states to ind lasting solutions. Suggestions
were also made requesting the neighbouring states
to encourage their farmers to recycle the stubble for
other purposes like manufacture of manure,
household goods etc.

6. Regulation of PUC Centers and Electric Vehicle
Subsidy: A signi icant number of people
commented on the regulation of the PUC Centers in
the state with regular checks being made
compulsory. The government in addition could also
encourage Electric Vehicles by providing subsidies
on the same. All new procurement of buses by DTC
should be E-Buses.
7. Installation of Air Puri iers: A number of
people are of the opinion that installation of air
puri iers using the Chinese model could help curb
air pollution. The Delhi Government could follow
the example of China and install multiple air
purifying machines like 'Vayu' across the perimeter
of the state.

2. Green Community focused Diwali: Citizens
were of the opinion that bursting of crackers during
Diwali is a major cause of the rise in pollution levels
in the state. The Government thus needs to run
awareness campaigns to make people aware of the
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Environment, Forests and Climate Change
(MoEF&CC) under the National Clean Air
Programme (NCAP), the PM10 concentration in
Delhi has seen a reduction of 18.6% over the last 4
years (2017-18 to 2021-22).

8. Mechanized Sweeping & Arti icial Rain:
Mechanized sweeping should be carried out all over
the state to curb the same. Arti icial rains could be
induced if dust levels rise signi icantly.
9. Plantation Drives and Vertical Gardens in
Public Spaces and Buildings: Many citizens
recommended the implementation of tree
plantation drives, which would not only aid in
making the city greener but also help aid in curbing
the pollution levels. Campaigns like 'One House,
One Sapling' could also be carried out with the
Government distributing free saplings to RWAs to
encourage people in having terrace gardens.

Ahead of the winters of 2022, DDC assisted the
Environment Department to prepare a
comprehensive Winter Action Plan through a
consultative process of several departments and
agencies operating in Delhi. The Winter Action Plan
integrated 15 initiatives to be undertaken by more
than 20 civic agencies in Delhi.
Hon'ble Chief Minister Shri Arvind Kejriwal launched
the Winter Action Plan for 2022 on 30 September
2022, comprising the following initiatives:

10. Strengthening the Legal System for
Regulation of Construction Sites: People
suggested strengthening of the legal system is
needed for regulation of debris on construction
sites. Often times, debris and building materials
from construction sites are left uncovered on the
sides of the roads that lead to a rise in the dust level.

1. Controlling stubble burning through use of
PUSA bio-decomposer
2. Controlling dust pollution
3. Controlling vehicular pollution
4. Ban on open burning

7-Point Parali Pradushan Action Plan 2019

5. Controlling industrial pollution

Many of the citizen recommendations compiled by
DDC were eventually incorporated in the 7-point
“Parali Pradushan Action Plan” announced by the
Hon'ble CM Shri Arvind Kejriwal on September 13,
2019 to reduce pollution in Delhi. The plan included
odd-even scheme, free distribution of air pollution
masks on a large scale, organising a community
diwali in Delhi with laser shows, deployment of two
environment marshalls in each ward to check open
burning, increasing dust control measures on
roads, implementing local action plans at 12
identi ied hotspots and launching a tree challenge
to urge citizens of Delhi to adopt a tree.

14. Implementation of revised GRAP

15- Point Winter Action Plan 2022

15. Dialogue with Government of India, CAQM
and NCR states

6. Ban on irecrackers
7. Real-time source apportionment study
8. Paryavaran Mitra
9. E-waste park
10. Increasing greenery
11. Green War Room
12. Green Delhi mobile app
13. Focus on air pollution hotspots

As per a report released in 2022 by the Ministry of
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36
Urban Labs Innovation Challenge
problem, the proposed solution and the plausible
reason for it to work. The proposals were thorough
and included description of feasible
implementation plans including location, costs,
timelines and other support required. In cases
wherein the implementation costs were high,
proposals also described sources of funding
available. Applicants also clearly identi ied noninancial logistical and administrative assistance
required to implement pilot plans. The proposals
also included measures of outcomes to ensure
success of the suggested plans.

Introduction
Urbanization has been a driver of economic
prosperity across the world. Yet cities like Delhi,
that are hailed as engines of innovation and growth,
are also the site of formidable energy and
environment related challenges. Solving these
problems requires the marriage of innovation,
careful economic design and appropriate
technologies tailor made as per the requirements of
the location.
In December 2015, in an eﬀort to ind innovative
solutions to such challenges, the Dialogue and
Development Commission of Delhi (DDC) initiated
a national challenge to solicit and support ideas to
improve Delhi's air and water pollution and solve
prevailing energy challenges. The competition
aimed to tap grassroots innovation anywhere in
India and introduce a unique approach to
identifying, re ining, testing and scaling up
innovative new policy solutions for the National
Capital Territory.

The LOIs were then assessed by an expert
committee panel to choose the best strategy and
solutions received through the challenge.
The 2015 Delhi Urban Labs Challenge helped solicit
ideas in the broad area of energy and the
environment with special attention paid to the
following focus areas:
1. E n c o u r a g i n g e l e c t r i c i t y a n d w a t e r
conservation through monetary and nonmonetary policy instruments.

DDC partnered with Urban Labs at the Energy
Policy Institute, University of Chicago (EPIC) to
support in organizing the Urban Labs Innovation
Challenge, Delhi. In addition to providing expertise
to DDC to set up the challenge, University of Chicago
also oﬀered seed funding to the winners of the
challenge.

2. Decentralizing clean energy solutions
including roof-top solar and improving energy
access in low income households.
3. Drinking water and sanitation solutions.
4. Reducing air pollution levels and/or air
pollution exposures including from
distributed sources with imperfect monitoring
such as trash burning.

Key Features
To enter the Delhi Challenge, applicants were
required to submit Letters of Interest (LOIs)
describing a promising strategy or a solution that
could help enhance the quality, reliability or
aﬀordability of energy to Delhi residents and/or
improve the environment within Delhi, including
pollution of air and water.

5. Moving people from private vehicles to public
transport / non-motorized solutions.

Impact
Three winners were selected from nearly 250
students, researchers, entrepreneurs, nonpro it
and for-pro it organizations and citizens from

The proposals received outlined the target
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Reactors developed by the Climate Foundation.
“Charvesting” allows farmers to comply with
existing air pollution laws at minimal cost and
eﬀort, increase soil productivity and restore
depleted lands. Several villages in Haryana support
this project and have agreed to change the practice
of open rice¬ straw burning and pilot the proposed
“Charvesting” system.

across India and around the world who submitted
their ideas for the Delhi Innovation Challenge. They
c o l l e c t ive ly r e c e ive d a s u m o f ₹ 2 C r o r e
(US$300,000) to help them pilot and test their ideas
at scale.
The winners are working with the Energy Policy
Institute at the University of Chicago's India team
(EPIC-India) to pilot and test their ideas. The
winners of the challenge were as follows:

This approach will ultimately lead to a signi icant
reduction in air and water pollution in Northern
India including Delhi, provide a cost ¬eﬀective,
reliable, sustainable and decentralized approach to
address local needs, increase crop growth, improve
farmer productivity, sequester carbon in soils, and
provide a valuable income source for rural villages.

1. Chakr Innovation Pvt. Ltd.: Particulate matter
pollution is known to cause strokes, asthma and
even cancer. Vehicle exhaust, including diesel
generators, contributes up to 34 percent of Delhi's
particulate pollution. This project would employ a
device which when coupled with the exhaust pipe of
diesel engines absorbs over 72 percent of the
particulate matter—all without negative eﬀects on
engine performance. The technology can then
convert this captured particulate matter into black
ink and paints which can be sold to literally “Print
from Pollution.”

3. Mahila Housing SEWA Trust: Access to light,
ventilation, and ef icient energy is critical to
improving the quality of life and productivity of the
poor, especially women who spend the majority of
their time indoors. Unfortunately, many of these
women only have illegal or irregular access to
electricity. Poor light and ventilation make them
depend more on electrical lighting and cooling
devices, and the dwellings are often constructed
with materials that absorb heat and require more
energy to cool down. Slum communities often use
cooling fans for hours a day, raising their energy
bills by over 3000 INR per month especially during
summers.

The project would pilot the technology initially on
diesel generators used as power back-ups for
mobile telephone towers in Delhi, which are oﬀ the
grid and consume over 50 liters of diesel each day to
run. There are over 14,000 mobile towers in Delhi
and most of them have a diesel generator installed
either as the primary source of power or as power
back-up in case of load shedding. From there, the
project will use the technology for larger diesel
generators used at big hospitals and hotels,
followed by commercial vehicles.

This project will pilot modular roofs in three slums
of Delhi to reduce home temperatures and improve
ventilation. It will also mobilize communities to
generate awareness on the bene its of using the
product by training women entrepreneurs and
designing a loan product to create a sustainable
business model. The improved indoor environment
will help reduce exposure to extreme heat. The
reduction in household energy costs will allow poor
households to increase spending on food, health,
and education, resulting in improvements in the
quality of life.

2. Climate Foundation and Tide Technocrats:
Most farmers in Punjab and Haryana burn rice
straw after harvesting is over to prepare ields
quickly for the next season's crops. Burning from
the two states comprises 48 percent of total
emissions from rice straw burning across India.
“Charvesters” aﬀordably recycle rice straw into
biochar with clean emissions using the Biochar
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Delhi Startup Policy 2022
academic partnerships, entrepreneurship training
programs for young professionals and making
Delhi's physical infrastructure more conducive for
startups to work.

The Delhi Startup Policy envisages emergence of
Delhi as a Global Innovation Hub and the most
preferred destination for startups by 2030. It aims
to create an enabling ecosystem for an innovationbased economy and fostering entrepreneurial spirit
through a robust support mechanism. The Dialogue
and Development Commission of Delhi (DDC) has
led primary and secondary research, wide-ranging
consultations and comprehensive advisory for the
drafting of the policy since 2019.

Delhi Government had launched an incubation policy
in 2016 under which 11 incubators had been set up
across GNCTD Universities such as IIIT Delhi, DTU,
IGDTUW etc. DDC invited CEOs of these incubators
and relevant eminent academics from other
universities located in Delhi to submit their
recommendations for the Delhi Startup Policy.
Through these recommendations, a deeper
u n d e r s t a n d i n g wa s d e ve l o p e d re g a rd i n g
impediments in the curriculum and culture of higher
education in Delhi. Detailed interactions with
student entrepreneurs at these institutes highlighted
the desired changes required to realize their
entrepreneurial ambitions.

Methodology
Starting 2019, DDC began in-depth, in-person, oneon-one meetings with startup founders in the NCR
region to better understand the challenges faced by
them in their journey so far, the potential role of
policy interventions in promoting entrepreneurship
in the region and existing advantages that Delhi
oﬀers to startups. The meetings were curated to
ensure that startups of various high growth sectors,
such as EdTech, FinTech, SaaS, HealthTech, AI and
ML, D2C Platforms etc. and at various stages of
growth - Early-stage, Venture-Funded (Growth)
Stage and Late Stage were consulted in the irst
phase of the policy research.

In parallel to consultations with stakeholders, a
dedicated team at DDC brought forward best
practices from existing innovation hubs such as
S i l i c o n Va l l ey, L o n d o n , I s ra e l e tc . S e r i a l
entrepreneurs from these regions were interviewed
to understand the reasons behind the growth of
these innovation hubs. Successes and failures of
existing state and national policies on innovation and
entrepreneurship in India were also studied in detail
by engaging with those individuals who had been
part of policy formulation and implementation at the
national and state level.

Next, industry associations, including TIE, FICCI,
CII, GAME and NASSCOM were consulted to present
their learnings of the Delhi startup ecosystem and
suggest interventions that were required to make
Delhi a Global Innovation Hub. A number of relevant
reports and studies were also shared by the
industry associations which helped shape the
policy. A separate series of consultations were
carried out with angel investors and venture
capitalists to understand the gaps in the Delhi
startup ecosystem from their lens.

Startup Task Force
While drafting the inal policy, focus was kept on
solving for what the startup industry really needs. To
e n s u r e t h i s s p i r i t i s c a r r i e d f o r wa r d i n
implementation, a startup task force was kept at the
heart of the policy which would comprise mostly
representatives from the industry and academia and
only 5% of the task force would be government

DDC arranged for an industry consultation with CM
Arvind Kejriwal in August 2020 where the
discussions were focussed around industry-
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of icials. The task force will be responsible for
recognising startups, inalizing guidelines for
incentives and monitoring the success of the policy
interventions. DDC is tasked with assisting the nodal
agency in inalizing the members of the Startup Task
Force.

Delhi Startup Policy 2022
The Delhi Startup Policy 2022 was approved by the
Delhi Cabinet on 5th May 2022. Through the various
provisions and initiatives outlined in the Delhi
Startup Policy 2022, the Delhi Government aims to
achieve an ambitious target of encouraging,
facilitating and supporting the emergence of at least
15,000 startups by 2030.
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Rozgar Budget 2022-23
economy will grow and what the government can
do.

Introduction
Hon'ble Chief Minister of Delhi Shri Arvind Kejriwal,
in the Budget Session of 2021, shared his vision to
increase the per capita income of the people of Delhi
to the per capita income of Singapore by 2047. A
pivotal pillar of economic growth and ensuring this
vision was to ensure digni ied employment for all
the residents of Delhi.

In parallel to consultations with stakeholders, a
dedicated team at DDC studied global best practices
from other capitals like Seoul, London and
Singapore. Public policy experts and economists
from these capital cities were interviewed to
understand the reasons behind the growth of these
regions. Successes and failures of existing state and
national policies in India were also studied in detail
by engaging with those individuals who had been
part of policy formulation and implementation at
the national and state level.

In late 2021, DDC, in collaboration with the
Planning and Finance Department of Delhi, started
an extensive exercise of understanding the complex
economy of Delhi and identifying the key sectors in
Delhi's economy. It was observed that:

As a result of the consultations and research about 810 sectors were identi ied for pushing growth and
job creation. These include the retail, food and
beverages, logistics and supply chain, travel and
tourism, entertainment, construction, real estate,
electronics and green energy sectors. In the Budget
Session of 2022-23, the 'Rozgar Budget' was tabled
before the House with several of these recommended
interventions.

1. The Economy of Delhi is growing at a faster
rate than that of the country
2. The Service sector contributed ~81% to
Delhi's Economy
3. Delhi's Economy is driven by demand forces;
4. Increase in consumption capacity of an
average consumer would result in growth of
Delhi's economy

Recommendations
Key Learnings

The Rozgar Budget was formulated keeping
employment generation at the centre of the Budget
design. The schemes introduced under the Budget
are estimated to lead to a creation of 20 lakh new
jobs in the next 5 years i.e. 2022-27. The major
schemes introduced in the Budget Session of 202223 were:

DDC segmented the economy of Delhi in various
sectors, such as Retail, Manufacturing, Banking,
Logistics etc. Extensive research, interviews and
stakeholder consultations were done across
identi ied sectors to understand the existing
situation, challenges and the possible interventions
required. It was then mapped with the feasibility of
the solutions, keeping an eye on the growth
potential across that sector along with the
generation of employment opportunities.

1. Redevelopment of Delhi's Famous and Iconic
Retail Markets;
2. Delhi Shopping Festival to encourage
customers from all over the country and
abroad to shop in Delhi;

DDC held in-depth, in-person, one-on-one meetings
with stakeholders across various job generating
sectors in Delhi. About 150 meetings were held with
Delhi traders, associations, and markets to
understand how diﬀerent segments of Delhi's

3. Delhi Wholesale Shopping Festival to retain
the old character of Delhi being the centre of
wholesale trade;
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schemes like e-vehicle, solar energy and urban
farming;

4. Launch of Delhi Bazaar Portal to connect
shopkeepers located in small and local
markets of Delhi with customers;

12. To establish new employment and business
opportunities related to tourism and Art &
Culture through Delhi Film Policy and to
organise the International Film Festival in
Delhi;

5. To develop Asia's largest textile trading centre
in Gandhi Nagar into a 'Grand Garment Hub';
6. Transforming the young population looking
for jobs into the employing youth population
under the new Startup Policy;

13. To start the tradition of employment audit in
Delhi in the outcome of various works being
carried out by the Government of Delhi and its
various departments and public and private
undertakings;

7. Rebuilding Delhi's non-conforming industrial
areas;
8. Redevelopment of popular food hubs in Delhi;

14. Introducing the Employment Market Portal
launched by the Delhi Government in the form
of Rozgar Bazaar 2.0 in a state of-the-art and
professional manner, to bring the job seekers
and employers in Delhi on a single platform.

9. Setting up of Cloud Kitchen Clusters in Delhi;
10. Establishment of a new electronic city in
Delhi;
11. Bringing green jobs in Delhi by promotion of
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Dilli Bazaar
kickstarted with a stakeholder consultation of all
major retail and wholesale markets of Delhi,
chaired by Shri Jasmine Shah, Vice-Chairperson,
DDC. The objective was to understand the interest
of the stakeholders in enhancing their digital
presence and the issues they face with the existing
platforms. The onboarding of the big markets of
Delhi was also included in this initiative so that they
can act as equal partners in administering the
platform.

Introduction
The COVID-19 pandemic hit various sectors of the
economy, especially the retail and wholesale
sectors. The last two years have been very hard for
the local MSMEs who have faced the wrath of a long
shutdown during the lockdowns, resulting in lower
sales, decreased customer footfalls and a drastic
shutdown of shops. The pandemic has proved to be
an in lection point for the e-commerce industry and
it is even expected to grow by 84% in the next 4
years, by 2024. It was noted that though the quality
of products and services in Delhi is praised all over
India and globally, many businesses suﬀered
because they still lack online presence and reach.

Post understanding the needs and issues of the local
traders, the next set of conversations and research
started with the industry players. The newly
launched Open Network for Digital Commerce
(ONDC) initiative of the Government of India was
also included in the project's formulation. The
research team at DDC took the lead in understanding
and ideating the nuances of the initiative and
incorporating the ONDC protocol with Dilli Bazaar.

Understanding the support many sellers require to
move online and to capitalize on the pandemicinduced e-commerce opportunity, Dialogue and
Development Commission of Delhi (DDC) played a
pivotal role in the formulation of the concept of 'Dilli
Bazaar.' Announced by Hon'ble Chief Minister Shri
Arvind Kejriwal on 3 November 2021, the 'Dilli
Bazaar' portal will be Delhi's own e-marketplace
where all shop-owners and service providers of
Delhi will have a virtual store and will be able to sell
their products and services online across the globe.

Objectives Of Dilli Bazaar
The key objective of 'Dilli Bazaar' is to help the local
sellers of Delhi reach a larger customer base
worldwide with their unique products and services.
The platform would lead to:
1. Enhanced Customer Base: It will expand the
access of the sellers to larger markets, helping
them reach out to customers across various
states as well as countries.

Stakeholder Consultations
The Dialogue and Development Commission (DDC)
of Delhi was tasked with assisting the Industries
Department in carrying out a benchmarking
exercise and preparing a strategic roadmap for Dilli
Bazaar. As on March 2022, DDC had concluded 100+
stakeholder consultations with over 80 market
associations and diverse industry players. With the
constantly evolving e-commerce industry, the core
challenge was to ind a solution that is at par with
the latest technology as well as meets the demands
and needs of the local retailers.

2. Comprehensive Coverage across Sellers:
This platform is envisioned to cover both B2B
as well as B2C sellers (Retailers as well as
Wholesalers). It will also work on providing
the listing services to both GST as well as nonGST sellers.
3. Enhanced Discoverability: The Bazaar will
help to showcase the markets, shops,
products, and services, through detailed

Conceptualisation of the project framework
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go a step forward from being just an ecommerce platform to introducing virtual
market tours wherein the customers and
visitors will be able to view market streets
and shops, easing the journey of their
purchase.

product/ service catalogues, and thereby
help easy discovery.
4. Independent Virtual Store: Every seller on
the 'Dilli Bazaar' platform will have its own
store-front to enable them to showcase their
unique shops and products through detailed
product catalogues. This will create an
additional virtual store running 24x7.

3. Discover: The Bazaar may have advanced
search capabilities, allowing search options,
ilter and sort activities by the products,
markets, location and shops. The portal is
being contemplated to be ONDC compliant,
thereby providing enhanced discoverability
of the sellers and products.

5. Go Local Promoter: Search Promoting the
motto of 'Go Local', the customers on this
platform will be able to search by products,
markets, sellers and geographical area to
enable their discovery of the distinctive
markets of Delhi.

4. Integration with Partners: This feature on
the portal will help sellers with additional
and external functionality to complete
transactions and ful illment.

Key Features

5. ONDC Compliant: The Dilli Bazaar Seller
app also envisions to be among the largest ecommerce marketplaces to be compliant
with the Government of India's Open
Network for Digital Commerce (ONDC)
initiative, enabling the seller to be easily
discoverable and allowing them to conduct
their businesses across multiple buyer
platforms.

Dilli Bazaar Portal has been envisaged to be a onestop solution for e-commerce needs of all
businesses with the following components:
1. On-boarding: The Bazaar will onboard B2B
and B2C businesses in Delhi including
traders, sellers, wholesalers, service
providers and manufacturers with detailed
cataloguing. Their pro iles will be veri ied
by the respective market associations/
RWAs and other respective governing
bodies.

The conceptualisation phase of Dilli Bazaar
ended in July 2022 with the submission of RFP
and tender documents by DDC to the Industries
Department, GNCTD.

2. Virtual Market Tours: The Bazaar plans to
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Study on State Revenue Augmentation
in the wake of COVID-19 Pandemic
the applicability of each of these levers to various
tax streams to design potential interventions. Three
forms of interventions have thus been identi ied
and eﬀected during this period.

BACKGROUND
The onset of the COVID pandemic in 2020 dealt a
dual iscal shock to the Government of National
Capital Territory of Delhi (GNCTD). Running a
revenue surplus budget prior to 2020, the
government found its expenditure rising sharply as
it rallied to meet the rising healthcare needs of
millions of its citizens. Simultaneously, slowdown in
economic activity led to a drastic reduction in public
revenue.

First, rigorous, advanced analytics have been
leveraged to identify scope for modi ications, extent
of distortions, and avenues for evasion. Both
descriptive and inferential analysis, in addition to
advanced machine learning systems have been
brought to bear. These have been applied to various
contexts including – Mapping of tax collections to
economic activity to identify underperforming
sectors; Identi ication of fake irms and “invoice
mills”; Assessing the impact of previous and
ongoing design changes on tax collections.

It was in this context that the Dialogue and
Development Commission of Delhi (DDC) was
tasked with carrying out a comprehensive study on
revenue augmentation possibilities across multiple
departments of GNCTD. Given its background and
expertise in carrying out such in-depth studies on
public inance, DDC brought on board CEGIS to
study measures to augment the government's
revenue sources and boost economic growth by
reforming its tax structure and administration.

Second, taxpayer facing interventions have been
instituted to improve compliance by easing the
compliance burden and costs for taxpayers in the
aftermath of a dif icult period for businesses and
citizens and boosting economic activity in
struggling sectors. These include overarching
policy changes, largely pertaining to tax design as
well as programmatic interventions targeted at
speci ic subgroups within the taxpayer base. Some
examples of the former include oﬀering a 20%
discount on circle rates in February 2021 which has
led to a signi icant growth in the real estate sector,
with both transactions and tax collections not only
matching but exceeding pre COVID trends.
Permanent changes in tax rates and guidance values
are also being assessed by the government. On the
latter front, nudge-based interventions to improve
irst order iling compliance, waivers and amnesties
for past dues, and lottery-based systems to improve
citizen engagement and reduce evasion at the last
mile, are some of the interventions already
implemented or in the process of inalization and
roll out.

APPROACH AND PROGRESS
A Memorandum of Understanding (MOU) was
signed between the Department of Finance, GNCTD
and CEGIS in December 2020 for a period of 5 years,
with the express purpose of increasing public
revenue. CEGIS has since been embedded with the
DDC and the Department of Trade and Taxes
(DOTT) and has been actively supporting the
government's eﬀorts on revenue augmentation on
various fronts.
The approach has focused on the ive key levers of
public revenue augmentation, namely (1) Tax
design, (2) Tax administration, (3) Tax avoidance
and evasion, (4) Dispute resolution, and (5)
Interaction with other taxes. Leveraging both local
administrative expertise as well as international
scienti ic research, DDC and CEGIS have identi ied

The third form of intervention is inward looking
which seeks to reform tax administration to
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for improving taxpayer compliance.

increase ef iciency and reduce costs. Being
designed and implemented in collaboration with
the DOTT, this has entailed (1) rationalization of
workforce allocation based on changing workload
and priorities, (2) creation of a performance
management system to track outcomes and create
structures for supportive supervision, (3) creating
and institutionalizing competency based capacity
building systems drawing from the principles of
Mission Karmayogi to improve department
capacity, and (4) upgrading and rationalizing the
ward structures to better re lect the changed
economic landscape of the state of Delhi.

1. Nudge Station
One of the key systems that is being worked on is a
“Nudge Station” for faceless taxpayer communications
and instituting non coercive methods to improve
compliance. Currently geared towards improving
iling compliance for regular (and payment based)
returns, the system can be repurposed and expanded
to achieve other objectives.
A Randomized Control Trial was conducted by
CEGIS in collaboration with Professors from
University of California and Ashoka University.
Several nudge-based interventions (reminder,
deterrence or a customised deterrence message
based on past iling behaviour) were tested with
2.13 lakh taxpayers with IVR calls from September
to November 2021. The indings indicate
signi icant impact on both non iling and late iling
patterns, as well as revenue generation, of the
intervention. Heterogeneity and network analyses
also provide directions for future nudges and other
departmental actions, thus acting as the irst
response measure in case of non-compliance. This
system is now being institutionalized and scaled up.

As of mid-2022, several of these interventions have
been piloted and implemented with constant
monitoring, learning, and evaluation support.
Whereas some of these are long term changes
which are likely to improve outcomes over a period,
even at the end of the irst year, some impact has
been seen in terms of improved revenue
collections. The two tax streams in which the
implementation has progressed the furthest,
namely GST and Stamp Duty, Delhi has seen the
highest collections in recent years (discounting the
COVID years). The overall objective of the exercise
is to bring the tax to GSDP ratio of the state of Delhi
to comparable levels as traditionally high growth
states like Maharashtra and Karnataka.
A brief description of some key interventions
undertaken through this exercise is provided in the
following sections.

A. Department Of Trade And Taxes (DOTT)
The Goods and Services Tax regime is yet in its
formative years, with policy modi ications being
aﬀected. One of the key challenges for tax
administrations across the country has been to
pivot its structures and processes to the new
system. DDC and CEGIS have been working with
DOTT on strengthening organizational and
individual capacity as well as data driven processes

One of the key opportunities provided by the GST
system is the availability of large amounts of
detailed taxpayer data on a regular basis. To
eﬀectively utilize this data and tackle evasion,
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VAT) to deal with theoretical and practical aspects
of the new taxation system. These pertain to both
hard and soft skills such as assessment, scrutiny,
seizures, audit, client(public) engagement,
sectoral/industrial expertise, IT skills etc. Along
with the update of the skillset, there is a need for
of icials to stay informed about the latest
developments in the ield of GST given its dynamic
nature.

Arti icial Intelligence and Machine Learning

A competency-based approach to capacity building
primarily involves mapping roles, activities, and
competencies to positions across the department.
This process is followed by identi ication of
capacity building interventions that address
mapped competencies. To individuals, this
approach oﬀers clarity of role and job expectations.
The department can also leverage this system for
hiring decisions, setting expectations, and
identifying training needs. A comprehensive annual
training calendar including induction and refresher
trainings will be prepared. In addition, a Knowledge
Management Tool is being created. Since GST is a
highly technical and dynamic ield, of icials are
expected to stay abreast of the latest developments
such as court rulings and amendments in addition
to the details of GST Act and associated processes.

methods are being applied to identify fraudulent
irms. Data across diﬀerent sources is being merged
and analyzed to recognise patterns of such irms
making it easier to track them. First iteration of the
model, containing a set of basic / limitedengineered variables, has been run to test the
eﬀectiveness and capacity of the hardware. The
model has also provided the probability scores for
each prediction, which is currently under analysis.
The ML model can support targeted physical
inspection of suspect irms and can be repurposed
to identify not only invoice mills, but also identify
frauds at transactional level. For example, a irm
may be conducting legitimate business, but may be
c o n d u c t i n g a s m a l l p e rc e n t a g e o f i l l e ga l
transactions to reduce tax liability marginally. We
can also develop algorithms to identify such
transactional level frauds. Similar models can also
be used by other departments for their own
purposes, such as controlling expenses on
rolling/regular contracts, or for HR performance
management, to name a few.

4. Bill Bannao, Inaam Pao
A statewide lottery programme (Bill Bannao, Inaam
Pao) has also been designed through the DDC –
CEGIS collaboration to improve last mile
compliance and increase citizen engagement in tax
enforcement. The self-enforcement mechanism of
any Value Added Tax breaks down at the retail level
due to lack of incentive for the buyer to report their
invoices, thus creating space for underreporting
turnover. By creating an incentive (through lottery
draws and cash prizes) for the consumer to share
their invoices, there is a deterrent eﬀect as well as
the generation of third-party data.

3. Competency based Capacity Building
Through this collaboration, the of icials of the
Department of Trade and Taxes are being supported
through Competency based Capacity Building for
technical, behavioural, and organisational aspects
along the principles which are being applied in
Mission Karmayogi. There is a need to upgrade and
upskill the frontline cadre (previously trained in

B. Department Of Revenue
DDC and CEGIS have also engaged with the Revenue
Department to provide analytical support to
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improve tax design and minimize economic
distortions. The objective is not only to increase the
quantity but the “quality” of revenue, by ensuring
that economic activity is not constrained.

Registrations Revenue
Normal Year (Jan-Dec
2019)

7,633
(Monthly
Average)
Pre-Intervention
6,232
(September 2019-January (Monthly
2021) [17 months]
Average)
Post-Intervention
9,486
(February 2021 - June
(Monthly
2022) [17 months]
Average)

One key aspect of this work has been the
redesigning of the guidance values for levy of stamp
duty on property transactions. The design for these
circle rates for Delhi have not been updated both in
terms of slabs and rates for the past 12 years and 8
years respectively. The existing circle rate slab has 8
categories ranging from A to H. Delhi has grown
twice in terms of population since the last revision
and the number of categories currently is too few
and no longer represent the current property
market size and range.

~270 Crores
(Monthly
Average)
~203 Crores
(Monthly
Average)
~317 Crores
(Monthly
Average)

The temporary rate cut resulted in a ~52% increase
in registrations (3,254 per month) and ~55%
increase in revenue (₹104 crore per month) for the
17-month period. Even if compared to a normal year
(2019 in this case), the rate cut showed a ~24%
increase in registrations (1,853 per month) and
~17% increase in revenue (₹47 Crores per month).

A study report has been submitted to the Revenue
Department recommending an intermediate subcategorisation based on transaction values of
properties in neighborhoods in the past, increasing
the current 8 categories to a total of 26. These subcategories would be a precursor to complete recategorisation from scratch later on for a second
phase of reforms which would then mirror the real
market values of properties in Delhi.

C. Department Of Transport
The transport sector in Delhi is uniquely impacted
by its tax policy. Characterized by largely open
borders with surrounding states, static motor
vehicle tax rates on static vehicles have lost pace
with market changes over the last decade and led to
arbitrage opportunities and tax competition with
neighboring states, especially for registration of
higher end vehicles. This also defeats the purpose of
ensuring higher cost of vehicles with higher fuel
consumption and emissions, while adversely
impacting state revenues. Further, given the nature
of the economy and its centrality as the hub of north
India means that out of state transport vehicles
travel through the city on a regular basis without
payment of additional taxes.

In addition to the design change, DDC and CEGIS
had recommended a temporary rate cut for stamp
duty which would help boost sales of properties
which had slumped during the pandemic. In lieu of
this suggestion, the Revenue Department
introduced a 20% rate reduction in circle rates from
February 4th, 2021, to June 2022. The intervention
was for a total of 17 months which also saw two
waves of the pandemic, the delta wave in April 2021
and the Omicron wave in January 2022. Despite the
two subsequent waves of the pandemic, the rate cut
has helped bump the market back to pre-covid
levels both in terms of registrations and revenue.
The table below gives a comparison of the
registrations and revenue during the intervention
to the period prior to the intervention (First covid
wave) as well as a normal year (2019).

In view of these aspects, DDC and CEGIS have
proposed that the design of taxes on purchase of
private vehicles be brought on parity with
neighboring states to avoid competition without
triggering a race to the bottom. Simultaneously, a
Passengers and Goods tax is proposed on out of
state buses, especially those which do not meet
modern emission standards, to recover the social
costs associated with such movement.

78

41
Rozgar Bazaar
categories have been generated in Delhi. These jobs
have been generated by a total of 19,402 unique
employers. Rozgaar Bazaar portal deploys a stringent
veri ication process to ensure no fake jobs are posted.
Each new job posted is individually veri ied and only
after this process are the jobs posted on the portal.
The top 4 sectors where new jobs have been created
are Sales/Marketing/Business Development, Back
Of ice/Data Entry, Customer Support/Tele Caller and
Delivery leets.

Delhi Government launched its employment
linkages platform, Rozgar Bazaar
(https://jobs.delhi.gov.in/), in July 2020 to support
a large number of job seekers and employers
impacted due to the irst lockdown imposed due to
COVID-19 pandemic.
Dialogue and Development Commission of Delhi
(DDC) was entrusted with the task of developing the
portal within a short span of time. The portal was
launched by Hon'ble Chief Minister Shri Arvind
Kejriwal on 27 July 2020 to drive employment
linkages across Delhi and to help entry-level and
blue-collar job seekers connect with employers at a
time when the COVID-19 induced lockdown left
many people unemployed.

As per of icial data, a total of 15,23,536 unique job
seekers are registered on Rozgar Bazaar portal as on
30 June 2022. The portal tracks active connections
initiated through phone calls, WhatsApp etc.
between job-seekers and job providers. As per
of icial data, over 53 lakh such connections have
been made until 30 June 2022 showing the extent to
which the portal has become a lifeline for jobseekers and job-providers in the entry level and blue
collar job sectors in Delhi.

Post launch, DDC advised and assisted the
Employment Department in de ining the system for
operating the platform, especially veri ication of
jobs and employers, as well as in launching an
extensive communication campaign to increase the
awareness about the portal.

Rozgar Bazaar 2.0
Key features of Rozgar Bazaar
•

Free of cost registration for employers and
job-seekers;

•

Due veri ication of all employers to weed out
any fake/commission based jobs;

•

Direct connect of job seekers with employers
with multiple options including WhatsApp
and direct calls;

•

Easy to use interface;

•

Search and ilter options for jobs by district,
pay, industry etc.

In an eﬀort to continuously strengthen the portal,
DDC conducted a thorough analysis of the challenges
faced on the platform and the comprehensive
benchmarking of similar public and private job
portals, both in India and internationally.
Subsequently, DDC rede ined the vision for Rozgar
Bazaar 2.0 and identi ied key features for
strengthening the platform and improving the user
experience on the platform.
Rozgar Bazaar 2.0 (RB 2.0), with its highly advanced
and unique oﬀerings, is envisioned to be a one-stop
platform for job seekers and employers in Delhi
NCR. RB 2.0 will be developed as an integrated
portal and will be implemented through a unique
public-private partnership. RB 2.0 will be built as a
white-labeled product oﬀering by an experienced
irm in an online job matching ecosystem selected
through a competitive bidding process. The

The portal has come as a huge relief for the people of
Delhi in the aftermath of the pandemic and the
subsequent loss of livelihood. In the nearly two years
since the launch of the portal and until 30 June 2022,
a total of 10,21,303 veri ied jobs across 32 job
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oﬀers.

selected partner will be responsible for the
development, operation, maintenance and job
outcomes of the platform.

4. Additional Features: Rozgar Bazaar 2.0 will
host additional features on the platform like
resume builder, skill assessment for job
seekers, bulk-hiring, employee management
services for employers, etc.

Key Features of Rozgar Bazaar 2.0
1. Eﬀective Job Search & Matching: Rozgar
Bazaar 2.0 will introduce necessary features
( ilters, pro iling inputs, skill taxonomy, etc.) to
facilitate easy job search and an eﬀective
Arti icial-Intelligence based matching process
for job seekers and employers.

5. E x p a n d i n g E m p l o y m e n t L i n k a g e
Opportunities: Rozgar Bazaar 2.0 will
expand employment linkage opportunities to
digitally disconnected populations, smaller
MSMEs, minority sections of society, etc. and
extend its functionality to niche segments, e.g.,
gig jobs.

2. Employer and Job Veri ication: Rozgar
Bazaar 2.0 will validate employer credentials
and job postings to ensure that the platform
showcases only authentic employer pro iles
and ilters out fraudulent or duplicate job
postings.

6. Value-Added Services: Rozgar Bazaar 2.0
will oﬀer a network of six value-added
services that directly or indirectly aim to
improve the employability of the job seekers –
skilling, labour market information &
analytics, career guidance, skill credentialing,
the inclusion of government jobs, and social
bene it schemes.

3. Placement Tracking & Reporting: Rozgar
Bazaar 2.0 will support the tracking of job
applications and will track the con irmed job
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Minimum Wage Rate
(Amendment) Act 2017
DDC recommended that quotations should be
invited based on the agency/ service charges
as a percentage of the total payment due to the
contractual workers per month on account of
the prevailing minimum wage rate, EPF, ESI
and other statutory dues excluding overtime.
As such, the qualifying bidder quoting the least
agency charges will be selected as the
successful bidder. Such tenders were already
being used to invite interested agencies by the
National Highway Authority of India (NHAI).

Introduction
In a study carried out in 2015, Dialogue &
Development Commission of Delhi (DDC) observed
gross exploitation of contractual workers such as
drivers, peons, data entry operators by the
contracting agencies of various departments of the
Delhi Government, Government of India and private
companies. This exploitation included payment less
than the prevailing minimum wage rate, no
payment for overtime hours at double the
prevailing minimum wage rate, no payment of
bonus, no employer's contribution to EPF or ESI, no
paid leaves including maternity leave, no payment
of gratuity etc.

2. Revision of the 'Minimum Wage Rate' in
line with the concept of 'Living Wage Rate':
The concept of the 'Living Wage Rate' was
propounded by the Hon'ble Supreme Court of
India in the Reptakos Case wherein it was
de ined as the minimum income necessary for
a worker to meet their basic needs. The goal of
a living wage is to allow a worker to aﬀord a
basic but decent standard of living through
employment without government subsidies.
In a discussion with the Hon'ble Minister of
Labor and Health, the formula based on which
the increased living wage rate was arrived at
by the Union Ministry of Labor was discussed.
The National Floor Wage Rate of ₹273 was for
unskilled workers. While the Living Wage Rate
for unskilled workers in Delhi was calculated
to be between ₹400-550.

To overcome these crippling challenges being faced
by contractual workers, DDC drafted the
Amendment of the Minimum Wages Act, 2017 for
the National Capital Territory, and submitted the
same to the Labour Department which was
subsequently approved by the Delhi Cabinet. The
aim of the recommendations was to eliminate
exploitation faced by contractual workers and
support such workers to avail maximum bene its
associated with the Minimum Wage Rate Act.

Recommendations
The key recommendations of the draft prepared by
DDC were as follows:

DDC also suggested checks to prevent the exploitation
of contractual workers with the following measures:

1. Award of Work on the Basis of Agency/
Service Charges: One of primary reasons for
the exploitation of contractual workers by the
contracting agencies was identi ied to be the
criteria of awarding the contracts. The
contract is generally awarded to the
placement agency that quotes the least
payment per employee (subject to the
prevailing minimum wage rate) by most
Government Agencies and Departments. Thus,

1. The continuance and removal of the
contractual worker will besides other factors
also depend upon the satisfaction and opinion
of the department availing the services of the
worker in question. Thus, the contractor shall
not be sacked without taking the views of the
concerned department.
2. The contractor will have to enter into simply
worded agreement in Hindi (and the
vernacular language the worker maybe
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utilized by any other Government Agency or
Department. Moreover, unambiguously
worded contracts with robust checks and
balances should itself be an eﬀective
deterrent against any unsustainable bidding.

familiar with) with the worker detailing out
the statutory rights and entitlements, the
grievance redressal and mechanism, the
penal provisions and penalties as may be
prescribed under the relevant Acts and
contract.

4. In case of termination or expiry of the
contract the new contractor may consider
continuance of those workers whose
performance has been rated satisfactory by
the concerned department.

3. The Commission also deliberated on the idea
of ixing a loor agency charge as a bidding
condition. However, DDC recommended the
loor agency may not be necessary as was not
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VAT Augmentation Measures
not issue road permits or any other relevant
statutory forms to a newly registered dealer
with no history of return illing or tax
payment. It required the mandatory approval
of the authorised of icer through a web portal
sign-up module. This in-built checks and
balances would ensure that no one dealer
could damage the tax revenues without the
authorisation of the concerned VAT of icer.

Introduction
In 2015, Dialogue & Development Commission of
Delhi (DDC) was requested to provide
recommendations to increase the growth rate of
revenues from Value Added Tax (VAT). Through
extensive consultations with tax information
systems experts and comparative analysis of state
benchmarking, DDC recommended several steps
based on empirical evidence for implementation to
increase VAT growth rate by double digits.

3. DS-II issued from the web portal should be
mandatory at the time of entry of goods in
Delhi, so that the companies/ irms which
made accounted sales alone would not be
able to dispatch goods for sale in Delhi
without insisting on a DS-II from the
purchaser. Once DS-II issued from the web
portal would be made mandatory, such
companies would not be able to dispatch
goods from their factory gate without the
necessary road permit.

Recommendations
1. DDC strongly recommended to replace the
SMS based DS-II system with web based DS-II
to be made mandatory upon or before the
entry of goods in Delhi at least till SMS based
system was designed.The State of Gujarat was
suggested as the benchmark for the SMS
based system which ensured that once SMS
was sent, information contained in SMS could
neither be deleted nor edited in any manner.
The information in the SMS was
automatically uploaded to the web portal,
from where it was posted to the relevant
dealer pro ile including purchase ledger.The
change was suggested as the existing SMS
based DS-II system was prone to gross
misuse by unscrupulous dealers, particularly
the provision that allowed uploading DS-II on
web portal within 48 hours after entry of
goods in Delhi. As the dealer could argue that
his/ her mobile was misplaced or given to
someone else and thus, hadn't sent the said
SMS. Also, 48 hours was a long period in
which the goods could be transported many
times over on the basis of the same SMS,
particularly from nearby states.

4. DS-II should contain information related to
the purpose of interstate purchase to aid in
determining tax liability of the dealer. DS-II
need not indicate diﬀerent purposes but the
purpose column should have a drop down list.
Based on the purpose and tax liability thereto
the system/of icer in charge should take a
decision on enabling/ disabling of the
issuance of DS-ll.
5. SUGAM reports, Dealer pro ile etc. should be
made accessible through the internet on web
portal for 24x7 viewing and monitoring.
Information available on the web portal
should be for viewing only and not for any
modi ication/deletion. Web portal would
require a full proof irewall to ensure that the
data would not be corrupted. The dealer
pro ile on the internet should also contain all
relevant information about the dealer
pertaining to registration, tax payment,

2. As per the state comparative analysis by DDC,
Tamil Nadu and Gujarat State Agencies did
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physical stock veri ication too if necessary.
This inherent system of check and balances
would prevent large scale evasion of taxes by
unscrupulous dealers.

return iling, issuance of SUGAM/C-form,
purchase and sales ledger along with matchmismatch report.
6. Necessary checks and balances related to
issuance of C-form should be introduced in
the system. Bihar's system of checkpoints
should be used as a frame of reference in
which C form can be downloaded after 3 days
from the requisition date once it was
approved by the of icer in charge from their
login, subject to the condition that total tax
paid was greater than or equal to 75% of the
total tax payable in the last four quarters and
100% tax payable in the ifth quarter
preceding the quarter for which statutory
form is requested. Moreover, if the necessary
conditions were not met, C-form should be
issued only after the incharge was satis ied
with the reasons responsible for the
deviation. The incharge may undertake

7. TDS should be extended to all kinds of
supplies and the TDS on works contract
should be increased from 4% to 5%, so that it
is at par with other states.
8. Like other states, the RNR VAT rate should be
increased from 12.5% to 13.5% in Delhi also.
Through state comparative analysis, DDC
identi ied that during the inancial year 2014
- 15, collections from IMFL and other
alcoholic beverages were ₹607 and ₹1050
crores in Delhi and Bihar respectively.
Therefore, it was recommended that VAT rate
on IMFL and cigarettes should be increased
from 20% to 30%, which was the maximum
permissible VAT rate in Delhi.
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Paryavaran Mitra:
A Citizen Engagement Initiative
a wide array of environmental issues, the
Paryavaran Mitras are also engaged in giving their
suggestions and feedback on important
programmes/schemes of the government
pertaining to the environment. In September 2022,
feedback and suggestions from Paryavaran Mitras
on four environment-related policies were shared
with DDC. Over 175 suggestions were shared with
DDC Vice Chairperson Sh. Jasmine Shah for further
analysis and action in the following areas:

To strengthen the role of ordinary citizens in Delhi
government's eﬀorts to preserve the environment,
Dialogue and Development Commission of Delhi
(DDC) collaborated with the Environment
Department, GNCTD, to launch the Paryavaran
Mitra programme, a unique citizen-engagement
initiative, on 7 July 2022. The programme aimed to
create a network of people from Delhi, who have the
awareness, knowledge, commitment, and potential
to meet the challenges of environmental
sustainability in their own spheres of in luence.
Interested individuals can register by giving a
missed call to 8448441758 or messaging the
number on WhatsApp, where they will be
redirected to register through WhatsApp itself.
Once registered, the volunteers are engaged every
week in individual volunteering activities in three
primary thematic areas (greening, pollution
control, and waste management) through a chatbot
system developed by DDC. Active volunteers among
them are invited for periodic group volunteering
activities across Delhi.

•

Rainwater Harvesting

•

Green Action Plan (Van Mahotsav)

•

Park Creation & Maintenance

•

EV Retro itting

To develop and operate the chatbot system
powering the engagement of thousands of
Paryavarn Mitras, DDC partnered with the Reap
Bene it Foundation in May 2022, a non-pro it that
has worked towards strengthening citizen
engagement and harnessing the power of
community participation to resolve critical
environmental and civic challenges. Through this
strategic partnership, DDC will develop safe,
meaningful, and innovative opportunities and
platforms through which citizens and communities
will be able to join hands with the Delhi Government
for a wide array of civic and environmental causes.

As of September 2022, in three months of the
launch, 5,433 residents of Delhi had expressed
interest in the Paryavaran Mitra programme
through the Whatsapp chatbot and 3,333 had
registered in the programme.
Besides engaging in hyperlocal problem solving on

,,

Under the guided leadership of Chief Minister Mr Arvind Kejriwal, the Delhi Government has been
combating pollution. The various initiatives undertaken by the Government such as 'Odd-Even', 'Red light
on, Gadi oﬀ' have been successful only because the residents of Delhi have placed their trust and support
with these initiatives. People of Delhi have volunteered for these initiatives whenever called for, but have
not been able to build and sustain this relationship. The Environment Department would want to build
this relationship through the Paryavaran Mitra Platform. The Platform will allow the Government and
people who want to volunteer for a better environment to exchange dialogue, create awareness, share
information regarding campaigns and listen to the ideas from the public.

,,

- Gopal Rai, Environment Minister, Delhi Government
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Delhi@2047
cutting-edge technology, talent, skills and the
best management practices to address
developmental challenges.

Introduction
In its budget for 2021-22, the Delhi Government has
committed to building a Delhi by 2047 that is:
1. Equitable with per capita income of Delhi
being equal to Singapore and every person,
rich or poor, having a high standard of living.

Key Initiatives
Through the Delhi@2047 platform, several of Delhi
Government's lagship programmes have received
the support of private sector/ CSR initiatives and
philanthropic organizations, such as:

2. Modern with world-class infrastructure and
public services. Delhi shall bid for hosting the
2048 Olympic games.
3. Sustainable in providing clean air and water to
all its residents and resilient in ighting
disasters. Delhi will have transitioned 100%
to electric vehicles.

1. School Health Clinics: The Delhi Government
designed the School Health Clinics (SHCs) project
which seeks to pair the interventions of diagnosis,
treatment and prevention related to physical and
mental health concerns of the children in Delhi
Government schools.

Achieving this vision is not possible by any single
stakeholder and requires deep, sustained
collaboration between the government, private
sector and civil society. With this objective in mind,
the Delhi@2047 initiative was announced by
Hon'ble Chief Minister Mr Arvind Kejriwal in August
2021. The initiative is hosted by the Dialogue and
Development Commission of Delhi (DDC) thereby
creating a platform for private sector, CSR initiatives
and philanthropic organisations to collaborate
seamlessly with the Delhi Government to achieve
the goal of making Delhi the number one city in the
world by 2047 – the 100th year of India's
independence.

Through its Delhi@2047 platform, DDC invited
keen private sector, CSR institutions and
philanthropic organizations to partner for
developing the module, tools for performance
indication, digital infrastructure and other aspects
of the SHC project. The Hans Foundation,
Indraprastha Medical Corporation Ltd, BSES
Rajdhani Power Ltd and BSES Yamuna Power Ltd
entered into a sustained collaboration with Delhi
Government on the School Health Clinic project
through the Delhi@2047 platform hosted by DDC.
2. Bridging the Digital Divide: The 'Digital Divide'
in Education caused by COVID-19 arose as a
potential catastrophe that could leave an entire
generation of children (particularly those from
economically vulnerable communities) with
insurmountable learning gaps and stunted
emotional growth. The Delhi Government
envisioned building a shared device library in Delhi
Government schools.

Objectives Of Delhi@2047
•

Guide spending by CSR and philanthropic
initiatives into high-impact areas aligned with
the long term priorities for Delhi@2047.

•

Promote innovation that can serve as proof of
concept for the government to scale and
address the complex problems facing the
national capital.

•

In collaboration with Indraprastha Medical
Corporation Ltd, the Delhi Government provided
Google Chromebooks in SoSE STEM Kalkaji to

Create a conducive environment for attracting
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method to prevent road crashes in dangerous
crash-prone areas, also known as 'Black Spots'.

students in Grade 11. These devices are primarily
owned by the school and provided to the students
via a shared device library.

Between March to October 2022, under the aegis of
its Delhi@2047 initiative, DDC partnered with Save
Life Foundation, Delhi Transport Department, Delhi
Traf ic Police, HDFC Ergo General Insurance
Company Ltd and BSES Yamuna Power Ltd to
launch Tactical Urbanism trials at Burari Chowk,
Gandhi Vihar and the Signature Bridge connecting
Wazirabad across Yamuna to East Delhi.

3. Tactical Redesign For Safer Intersection:
Tactical Redesign is a test of street design, planning
and infrastructural interventions to gauge
eﬀectiveness of road user safety. It especially
focuses on safeguarding the most vulnerable road
users (VRUs) like pedestrians, cyclists and other
two-wheeler riders. The program is a cost-eﬀective
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Mukhya Mantri Ghar Ghar
Ration Yojana (MMGGRY) Scheme
Introduction

•

Under the Food Security Act 2013, the Government
of India allocates food grains to 75% of India's rural
population and 50% of its urban population
through Targeted Public Distribution System
(TPDS) at specially subsidized prices. Distribution
of these subsidized grains are done through Fair
Price Shops (FPS). In Delhi, 72 lakh families avail
subsidised food grains through TPDS. However,
there are multiple challenges with the current
system including poor quality of food grains,
inferior storage conditions, malpractices by Fair
Price Shop owners, etc.

Improved quality of foodstuﬀ: It suggested
that the rice be cleaned to remove foreign
objects/impurities before allocation. The
scheme also suggested a new design to ensure
fool proof quality of the wheat lour or WWA
including stages of processing, manufacturing
and expiry details.

•

Improved supply chain to ensure quality
and respect: The scheme suggested doorstep
delivery of the ration packages of atta and rice
by distribution agent appointed by the
department. The bene iciary would be
informed 24 hours in advance for convenience
and the distribution would take place based on
the biometric veri ication of the bene iciary.

•

Integrated data system: It was suggested
that the scheme was to be synced with 'One
Nation, One Ration Card' for inter-state
portability of ration cards.

The objective of the 'Mukhya Mantri Ghar-Ghar
Ration Yojna' (MMGGRY) scheme was two fold, (i) to
ensure that bene iciaries receive quality and
accurate quantity of packaged ration at their
doorstep and (ii) to reform the Targeted Public
D i s t r i b u t i o n Sys te m ( T P D S ) a n d p reve n t
malpractice within the supply chain. Instead of
waiting in serpentine queues for the ration, this
scheme aimed at delivering the ration at citizen's
doorstep.

Key Bene its
The scheme was expected to provide the following
bene its to bene iciaries:

The Dialogue and Development Commission of
Delhi (DDC) provided advisory support to ensure
that the scheme adopted the best model to provide
monthly ration to the families that needed these
services in a transparent manner with maximum
ease and respect. DDC has been instrumental in
shaping this project, right from ideation stage to
facilitating consultations to supporting
development of the RFP for tenders.

•

Saves citizens time, eﬀort and money:
Instead of having to stand in long queues
outside FPS and carrying heavy packages,
bene iciaries would receive doorstep delivery
of ration at a time convenient to them. Instead
of wheat which needs to be ground in a mill,
bene iciaries of this scheme would get WWA or
lour. Improved quality of foodgrains also
results in less time cleaning the rice for foreign
objects and other impurities.

•

Improved quality control systems: The atta,
rice and sugar packets would be stamped with
a manufacturing and expiry date to ensure
freshness and quantity

Key Recommendations Of The Scheme
•

Ready to use lour instead of grains:
MMGGRY suggested distribution of Whole
Wheat Atta (WWA) or lour, instead of wheat
which needed to be ground before use.
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•

•

Digitization of supply chain for real time
info: The complete grain is traced from source
(FCI) to destination using technology through
CCTV, GPS and barcode
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Prevents wastage of food and money: The
entire information would be made available on
real time basis to the department and
Government of India, which would also help in
prevention of waste and diversion of
commodity under TDPS.

47
Chief Minister’s Urban Leaders Fellowship
over the irst three weeks, consisting of two
weeks orientation cum training and one week
of ield immersion. Apart from this, ongoing
follow-up training and mentoring support are
oﬀered during the course of the fellowship by
the Dialogue and Development Commission of
Delhi.

Introduction
As a part of Delhi's Governance Revolution, aiming
to attract young leaders across the country to work
alongside the GNCTD on addressing serious urban
challenges, the Delhi Government in 2018
announced the Chief Minister's Urban Leaders
Fellowship (CMULF) Programme.
The Chief Minister's Urban Leaders Fellowship
(CMULF) programme provides a unique
opportunity to young leaders across India to work
alongside the Delhi Government to address some of
the most pressing urban challenges in the National
Capital Territory, and experience what 'making
change happen' looks like.

3. Performance Management: High-level
reviews of each Fellowship Assignment are
undertaken and an annual performance
appraisal is conducted at the end of the irst
year of the Fellowship Programme. Upon
satisfactory performance, the Fellows are
asked to continue into the second year of the
Fellowship Programme.

The CMULF programme is administered by the
Administrative Reforms Department of the Delhi
Government. DDC has been involved in the
conceptualisation of the CMULF programme and is
in-charge of the recruitment and selection process,
organising the induction training, fellowship
assignment, ongoing mentoring and performance
management of the CM Fellows.

4. Fellowship Assignment: Typical fellowship
assignments require Fellows to contribute
through a variety of roles over 1-2 years such
as due-diligence and background preparation
to launch an ambitious reform, project
management to fast-track the implementation
of priority projects, etc.
5. Executive Coaching and Mentoring: In
order to ine tune the skills of fellows in the
areas of problem solving, organizational
management and communication, people
management and resourcefulness, the fellows
are individually provided with executive
coaching by experienced coaches and
mentoring by public service experts.

Key Components
The CMULF Programme is a unique opportunity for
young professionals to learn about policy and
governance, develop skills in project management
and create lasting impact over a span of two years.
The following are the key components of the CMULF
Programme –

Role Of DDC

1. Learning Opportunities: The fellowship is
an opportunity to engage on a wide range of
urban and social policies such as education,
public health, transportation, urban poverty
alleviation etc while developing key analytical
and managerial skills.

1. DDC has designed the CMULF programme in a
way that skills and knowledge of talented
young leaders are utilized in the best way
possible by diﬀerent government
departments. Based on their skills and
competency, and the requirement of diﬀerent
projects within departments, the DDC maps

2. Induction Training: Selected fellows
undergo a structured induction programme
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4. DDC brings innovative ideas into practice in
the implementation of CMULF. This is
exempli ied in the mentor-mentee program
component that allows fellows to engage with
and learn from sector experts from within and
outside the Delhi Government.

and assigns fellows to projects that require
their expertise and match their skillset.
2. DDC along with the AR Department of GNCTD
manages the overall recruitment and selection
process of the CM fellows.
3. DDC hosts the induction training of CM Fellows
at the outset of the fellowship and then
ongoing training sessions throughout the span
of 2 years. It invites policy and governance
experts as master trainers for various training
sessions.

5. DDC acts as the nodal point of contact for all
fellows in terms of grievance redressal. It
provides an open and safe platform for fellows
to bring up their concerns, provides guidance
and actively works towards their resolution.

,,

The Delhi Government has received global acclaim for its policies, be it the transformation of
government schools, the provision of high-quality primary health care at Mohalla Clinics, 24X7 electricity
provided at the lowest tariﬀ in India, and home delivery of government services. Through the CMULF
programme, we welcome the most talented youth across India to join us in the journey of transforming
Delhi into a modern world-class city.

,,

- Arvind Kejriwal, Chief Minister, Delhi
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Doorstep Delivery of
Public Services in Delhi
re n e wa l o f d r iv i n g l i c e n s e , R e ve n u e
Department services such caste certi icates
a n d W o m e n a n d C h i l d D e ve l o p m e n t
Department services such as widow pension
scheme and among others. The Government of
NCT of Delhi further plans to expand the scope
to of this project to 200 additional services by
2022-23

Introduction
Accessing government services is always seen as a
challenge by citizens across India. Long queues at
government of ices, inconsistent information
regarding documentation and petty bribes as a
'convenience fee' have historically been the major
roadblocks to access of public services. A survey
conducted during the feasibility stage of the project
identi ied that more than 50% of the respondents
had to visit an of ice more than once to avail a single
service while approximately 30% had to rely on
intermediaries to avail public services.

Work ing Process

To ensure an equally accessible public service
delivery system and help citizens deal with the
above-mentioned challenges, the Government of
NCT of Delhi launched Doorstep Delivery of Public
Services. The project was launched in three phases
of 30 services in September 2018, followed by 40
services in March 2019, and another 30 in
September 2019, making it 100 services.
This transformational governance reform that has
entirely changed the way public service delivery is
modeled. Through this service instead of citizens
having to go to government of ices, the Delhi
government decided to deliver public services at its
citizens' doorstep.
Dialogue and Development Commission of Delhi
(DDC) has advised the Administrative Reforms
Department right from the conceptualization phase
of the project. Ever since its launch in 2019, DDC has
continued to support the implementation of the
project and addressing emergent challenges in an
advisory capacity.

To avail any of the 100 services, citizens book
an appointment slot for a home visit by
dialling a toll-free number 1076 which
redirects them to a centralized call center

•

A Mobile Sahayak is appointed to service the
request. The Mobile Sahayak visits the citizen
as per the appointment schedule, collects and
uploads all requisite documents and submits it
to the corresponding government department
at a modest fee of INR 50 only.

•

The status of this service request can be
tracked throughout the process through a
unique application number.

•

Moreover, the centralized call center has a
systematic mechanism to manage all
complaints received from the citizens which
ensures that any grievances received are
redirected to relevant stakeholders and are
addressed at the earliest.

It has been noted that applications received through
the Doorstep Delivery mode have minimal
rejections rates, as these applications are
thoroughly checked by well-trained Mobile
Sahayaks before they are introduced in the system.

Key Features
•

•

Doorstep Delivery currently hosts 100
services across 13 departments including
Transport Department services such as

Impact
•
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Until September 2022, the project has

ordinate between the diﬀerent departments to
identify which services would be most suitable and
useful if introduced in such a model. Additionally,
DDC Members also provided advisory support in
developing the software, analysing vendors for the
call centre and the process low for grievance
redressal mechanism as part of the service.

received more than 2 million calls, has
serviced close to 430,000 service requests and
has successfully served approximately
360,000 bene iciaries since the inception of
the project in 2019.
•

The project is currently serving 10,000
citizens per month on an average and
envisages more applications through this
system

Doorstep Delivery of Public Services keeps good
governance principles at its core, and embodies
participative, transparent, responsive, eﬀective and
accountable governance. States like West Bengal
and Chhattisgarh have drawn inspiration from
Delhi's Doorstep Delivery of Public Services model,
further proving its wide acceptance as a model of
good governance.

DDC has been instrumental in helping the project
overcome challenges and improve its performance
in each phase. In the initial phase, DDC provided
research support to assess feasibility of the project.
During the development phase, DDC helped co-
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Public Grievance Monitoring System
application number that can be used to track
the status of the grievance throughout the
process

Introduction
Accountability, transparency and participation are
crucial elements of a strong democratic system. On
an operational level, these values can be fostered
through a robust grievance redressal mechanism. A
prompt and transparent grievance redressal
system can drive accountability among government
systems, improve ef iciency of services, adapt
services to suit the needs of citizens and most
importantly promote trust between citizens and the
government.
Recognising the importance of grievance redressal
mechanisms, the Delhi Government created a
comprehensive Public Grievance Monitoring
System (PGMS) in 2015. It includes an online portal
and an of line platform in the form of 'Janata
Samvad' to ensure that a range of stakeholders are
able to lodge their issues in the format most
convenient to them. Organizing public engagement
forums such as 'Janata Samvad', has proved to be a
simple and eﬀective means of encouraging public
participation and increasing accessibility of elected
representatives and senior bureaucrats to citizens.
The government receives more than 5000
complaints every month through the Public
Grievance Monitoring System.

•

Clear categorization of petitions for
ef icient resolution: Complaints pertaining
to corruption are forwarded to the vigilance
department and anti-corruption branch. The
rest of the petitions are categorized as –
grievances, suggestions, requests, service
matters and those belonging to other state
governments

•

Designated nodal of icers to ensure
accountability of resolution within the
system: Each department has a nodal of icer
responsible for PGMS. Once a petition is raised
against a certain department, the nodal of icer
of the concerned department is noti ied
electronically

•

Time bound resolution system for prompt
redressal: Nodal of icers are given a period of
7 days to respond to petitions and a maximum
period of 30 days to resolve queries raised.
Grievances of urgent nature are categorized as
SOS and are assigned a shorter deadline of 2-3
days.

•

Feedback mechanism to ensure citizen
satisfaction of resolution: When a petition is
closed by the concerned department, the
centralized call centre veri ies satisfaction of
the resolution from the petitoner. In the
scenario that the petitioner is not satis ied
with the resolution suggested, the case is reopened

•

Eﬀective monitoring: Performance of PGMS
is reviewed on a weekly basis by department
heads and by the Chief Minister of Delhi on a
monthly basis

Key Features
The online PGMS portal is a very simple, easy to
access platform that can be availed by any
individual interested in lodging a civic grievance
against any department of the Government of NCT
o f D e l h i . T h e D i a l o g u e a n d D eve l o p m e n t
Commission of Delhi (DDC) has provided advisory
support to ensure implementation of the following
user-friendly features:
•

Unique application number promoting
transparency throughout the process: Once
a petition is lodged, it is assigned a unique
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departments including social welfare,
education, health, urban-shelter, revenue,
transport and the Jal board .

Key Features Of 'Janata Samvad'
The Janata Samvad is a unique model of grievance
redressal through public engagement and is overseen
by the Chief Minister Delhi. DDC has provided
advisory support to ensure implementation of the
following features:
•

•

The Janata Samvad is an open house held thrice
a week in the residence of the Chief Minister for
any citizen who would like to lodge a civic
grievance.
Each grievance is discussed and deliberated
with the Chief Minister and at least 17
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•

The grievances raised during these meetings
are uploaded on the online PGMS portal and
forwarded to the concerned nodal of icers and
heads of department

•

During COVID, larger group meetings at the
Chief Minister's residence were substituted by
smaller individual meetings held in the Chief
Minister's Of ice in Delhi Secretariat
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Delhi Sports Policy
2. Scholarships, rewards and recognition for our
current and future sportspersons: Taking into
account the lack of inancial resources as a
fundamental hindrance in development of aspiring
and existing sportspersons across the country, the
DDC recommended that the GNCTD should provide
comprehensive and enhanced inancial aid through
scholarships, rewards and recognition. This also
includes setting up of autonomous programs to
award scholarships, provide food/nutrition, kits,
training and travel-related support; support and
nurture talented individuals through training and
certi ication from former sports persons, inviting
sponsors and CSR funds for supporting
sportspersons, etc.

Introduction
The Dialogue and Development Commission of
Delhi (DDC) undertook the formulation of Delhi
Sports Policy in 2015. The policy recommendation
was framed with the objective of promotion and
improvement of sports and games in Delhi by
providing opportunities and facilities to young and
talented players to learn, train and improve their
standard in sports.
The objective of the Sports Policy was to cultivate
skills, nurture talent and ensure that the NCT of
Delhi becomes a sports city. Towards this goal, the
DDC drafted the Sports Policy in 2015 and
recommended a six-dimensional (6D) approach for
the implementation of the policy. These include
access to facilities and opportunities; scholarships,
rewards and recognition; development of centers of
excellence; organization of professional events and
programs; capacity creation and ensuring
sustainability of sports initiatives, sports
entrepreneurship and the overall sports ecosystem
of Delhi.

3. Centers of excellence to nurture and train the
best sports persons and help them achieve
excellence in their sports: To enhance the levels of
performance and create opportunities for current
and aspiring sportspersons to train in state-of-theart facilities with top-quality coaching, DDC
suggested the establishment of Centers of
Excellence for priority sports. This included the
upgradation of existing facilities to a world-class
level and simultaneously establishing new centers
with modern amenities. Developments of sports
education programs in schools and colleges,
vocational education in speci ic sports, upgradation
of schools with better sports infrastructure were
the key recommendations under this dimension.

Recommendations
The DDC recommended the following 6D approach
for the roll out of Delhi Sports Policy:
1. Access to facilities and opportunities to
participate in sports: DDC recommended that
access to all residents of Delhi for participation in
sports activities at various stadia, sports complexes,
schools, parks, playing ields should be ensured.
Community programs for improved sports
infrastructure in schools, introduction of Mohalla
Leagues to enhance community involvement,
development of sports curriculum in schools,
upgradation of existing facilities and integration
with central government facilities to synergy
between central and NCT governments was
envisioned.

4. Events & programs and professionalizing the
ecosystem: The Sports Policy also intended the
development of a year-round sporting culture for
the NCT through a calendar of programs and events.
This included the organization of intra and inter
district and mohalla sports tournaments in
kabaddi, football, badminton and other sports,
inter-school tournaments and city-wide sports
festivals.
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government in the form of food, nutrition,
sports equipment and medical assistance.

5. Capacity creation through people, policy, and
facilities: This dimension focused on enabling and
empowering former sportspersons to take a
leadership and governing role in the development
of sports in Delhi, accompanied by policy directives
that ensure the lexibility and support for sports in
Delhi. It also envisaged the creation of a council for
deliberation on policy matters pertaining to sports
in Delhi and a task force to implement the Sports
Policy of Delhi.

2. To ensure sustainability of sports and create
specialized centers of excellence the Delhi
Government established the Delhi Sports
University. Maximizing the ef iciency of
resources, India's irst woman Olympic
Medallist, Padma Shri K Malleswari, was
appointed as the varsity's irst Vice
Chancellor.

6 . S u s t a i n a b i l i t y o f s p o r t s i n i t i a t ive s ,
perpetuating excellence, and supporting
entrepreneurship by former sports persons
within the Delhi sports ecosystem: To ensure the
sustainability of initiatives undertaken and impact
created under the Sports Policy, the DDC
recommended the creation of an annual budget for
investing in sports for Delhi. It also suggested that
former sports persons should be engaged and
encouraged into becoming entrepreneurs, setting
up sports academies and providing fair and
transparent training cum opportunities to aspiring
individuals.

3. The Delhi Sports School under the aegis of the
Delhi Sports University has also been
established. It is Delhi's irst fully residential
school dedicated to sports that aims to
nurture the sporting talent among students to
achieve the highest level of excellence in their
chosen sport.
4. Under the “Play and Progress Scheme”,
inancial assistance of up to INR 2.5 lakh per
year is provided to talented players of 13-14
years, while under the Mission Excellence,
assistance of up to INR 16 lakh per year is
provided to the players performing well at the
national and international levels.

Impact

5. Under the Mission Excellence scheme,
inancial assistance of Rs 9.51 crore to 117
players was provided in the irst year of the
scheme, 77 active sportspersons in the city
were provided inancial assistance of Rs 4.39
crore in 2020 and 60 sportspersons were
provided inancial assistance in 2022.

Over the years, the recommendations of the DDC
have been implemented by the Delhi Government
through various schemes and initiatives:
1. The Delhi Government launched the Mission
Sports 100 wherein sportspersons excelling
in their ield were to be supported by the
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Delhi Whistle-blower Protection Rules
immediately and endeavor to pass appropriate
orders within a period of 30 days.

Introduction
The Whistle-blower Protection Act , 2014
established a mechanism for receiving and
inquiring into public interest disclosures against
acts of corruption, wilful misuse of power or
discretion, or criminal oﬀences by public servants.
In exercise of the powers conferred under Section
26 of the aforementioned Act, the Dialogue and
Development Commission of Delhi (DDC) drafted
the Delhi Whistle Blower Protection Rules in 2015,
which suggested several measures for query eﬀect
to the provisions of the Act.

4. De ining the manner of investigation – The
rules de ined the manner in which the competent
authority shall investigate the complaint, allowing
it to mandate the parameters of the investigation
and restrict the dissemination of information
regarding such investigation by the concerned Head
of Department or any other of icer.
5. Filing of Annual Report– The competent
authority shall ile an annual report detailing the
number of complaints dealt with and its activities
undertaken under this Act.

The rules encourage the common public to become
a whistleblower against the corrupt practices in the
country while ensuring their safety and well-being.
Through these rules, DDC aimed to establish easy
access to the provisions of the Act and facilitate its
smooth implementation across the NCT of Delhi.

Recommendations

Key Features

1. De ining the Competent Authority – The DDC
recommended that the Jan Lokpal established
under the Jan Lokpal Act, 2015 shall be the
Competent Authority for the purposes of the Act
and these Rules.

1. Establishing Modes of making Public Interest
Disclosure or Complaint – In line with the Act and
to ensure easy access of the complainant to the
concerned Competent Authority, the recommended
Delhi WhistleBlower Protection Rules stated that
the complaint can be sent via email, post or in
person to the Competent Authority or a Designated
Of icer authorized by the Competent Authority.

2. Installation of CCTV Cameras – To ensure the
protection of the identity of complainants and the
database of complaints, the DDC recommended that
a camera may be installed in the of ice of the
designated of icer at the discretion of the
Competent Authority. This would help in
ascertaining if any unauthorized person had access
to such information.

2. Protection of the Identity of the Complainant –
To ensure the protection of identity of the
complainant, the designated of icer was directed to
immediately seal any mail, including any envelope,
enclosure or casing that the document is delivered
in.

3. Secure Filing System for Complaints – DDC
recommended that an online password-protected
iling system may be devised that allots a speci ic
code to each complainant, stores data on a
computer or server and records all instances of
access to this information in a real-time data log.
Only the designated of icer shall have access to the
identity of the complainant and such a system shall
only be accessible from the of ice of the designated
of icer.

3. Safety of the Complainant – The rules mandated
that on receiving intimation or information of any
attempt to intimidate, harass or victimize a
complainant, the competent Authority shall issue
notice to the concerned public authority
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Outcome Budget
A traditional budget emphasizes only on the
inancial outlays for various schemes and
programmes. The performance of the programme is
assessed as the expenditure or the infrastructural
developments undertaken against these outlays.
This approach fails to account for the resulting
services and the eventual bene its or outcomes that
aﬀect a common man. It absolves the elected
representative Government of its obligation to
deliver upon the aspirations and expectations of the
citizens.

•

Information regarding the obligations of the
Government and its various agencies;

•

An understanding of the on-ground performance
of various government schemes, programmes
and projects;

•

Greater transparency and accountability in use
of public money; and

•

An atmosphere of ef icient, dynamic and open
form of governance.

Ministerial reviews of the schemes at regular
intervals against Outcome Budget indicators provide
constant feedback, which, in turn helps in expediting
the implementation as well as redesigning of schemes
wherever necessary. A dedicated Monitoring and
Evaluation unit within the Department of Planning
has been functioning to coordinate this exercise and
continually evaluate the performance of the
Government's schemes and policies.

The formulation of a comprehensive Outcome
Budget by the Government of NCT of Delhi (GNCTD)
is a unique and innovative annual exercise being
undertaken since 2017-18 to usher in transparency
and accountability in public spending. The Outcome
Budget establishes a direct link between budgetary
allocations of schemes and its annual performance
targets measured through output and outcome
indicators.

Every year, a review exercise is conducted by the
Planning Department to update indicators and add
new indicators for new programmes/ schemes of
the government. For the Financial Year 2022-23, a
total of 1136 indicators have been mapped against
schemes of 23 major departments of the
government as shown below.

Delhi's Outcome Budget is an innovative exercise
with the most extensive linkage of budgetary
allocations to quanti iable outputs and outcomes
among all Indian states and Union Territories. The
Outcome Budget empowers the residents of Delhi
with:
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focussed towards providing quick and ef icient
feedback on the Government's service delivery
across diﬀerent domains such as mohalla clinics,
services in hospitals, faceless/doorstep delivery of
services etc.

Over the years, Dialogue and Development
Commission (DDC) has been advising the Planning
Department on the overall approach of the Outcome
Budgeting initiative, speci ically:
1. Optimizing the choice of indicators: DDC
regularly advises the Planning department on
optimizing the selection of indicators under
Outcome Budget. In 2021-22, an elaborate exercise
was conducted by DDC to identify and revise the key
performance indicators across schemes to ensure
that data collected and presented can be more
eﬀectively used for project monitoring and decision
making. The objectives were multifold; to ensure
that the information presented in the Outcome
Budget was consumable, presentable and useful for
decision making.

3 . Devel o p m ent o f a n O u tco m e B u d g et
Dashboard: In partnership with IDinsight, DDC is
working towards developing an Outcome Budget
Dashboard, which will track department wise
progress on the Outcome Budget indicators. The
dashboard will be accessible on web and mobile
platforms and will enable real-time tracking of all
schemes and initiatives through APIs from diﬀerent
data streams within the government. The
dashboard can help departments monitor their
schemes regularly and also make challenges more
salient to decision makers, such as the Ministers
and Secretaries. GNCTD remains committed to
continue setting new standards for transparency
and accountability in spending taxpayer's money.

2. High frequency monitoring: The primary
objective of the Outcome Budget is to ensure that
the schemes and programs initiated by the
Government are monitored and evaluated
frequently. As part of this endeavour, DDC regularly
assists the Planning department in designing
surveys to measure citizen satisfaction across the
various Delhi Government projects. DDC also
facilitates sampling, data collection and data
analysis of these surveys. High frequency
monitoring of government schemes is an initiative

The annual Outcome Budget publications and the
quarterly status report of achievements against
targets are periodically updated on the Planning
D e p a r t m e n t ' s
w e b s i t e
(http://delhiplanning.nic.in/content/outcomebudget).
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Skill Mapping Study
in JJ Clusters of East Delhi
Key Findings

Introduction

1. 59.29% of the population sampled was in the
most economically active age group, out of
which 26.58% were unemployed or looking
for a job.

Skill mapping is a comprehensive way of knowing
the skill levels and potentials of people concerned.
It assists equally to identify areas where there is
de iciency in skills and where appropriate training
is required for improvement. Hence, it has become a
powerful instrument for identifying skill gaps and
assisting people for their re-skilling or up-skilling.

2. 2. 15% rate of illiteracy followed by another
11% of the respondents having only a
rudimentary level of literacy.

In mid 2020, the Planning Department and the
Directorate of Economics and Statistics (DES),
GNCTD undertook a Skill Mapping Study in JJ
clusters of East Delhi. Dialogue and Development
Commission of Delhi (DDC) advised the Planning
Department and DES on the design of a skilldemand survey for all the youth in selected slum
clusters of Delhi. DDC assisted in survey design as
well as framing of RFP for the survey.

3. Only 7.66% of the respondents have acquired
skills through informal means whereas a
massive 92.34% have no such exposure.
4. Only 6% of the respondents have some sort of
technical degree. Out of these only a meager
2% respondents are having a technical
diploma or certi icate at graduation and postgraduation level.
5. 63% of the respondents were found to be
interested in receiving skill training, with
people between the age of 13-35 years most
eager to receive skill training.

The study was conducted by Indian Adult Education
Association, New Delhi and its report was published
in September 2021.

Key Objectives

6. Huge demand for self-development skills
including reading/writing in Hindi,
reading/writing in English, working on
computer, sur ing internet and learning simple
a r i t h m e t i c a n d p u re t e c h n i c a l s k i l l s
appropriate for job roles in the ield of their
preference namely beauty and wellness;
information technology and IT enabled
services; textiles and handlooms and apparels;
arts and cottage based production; work
related to childcare, nutrition, pre-school and
crèche; electrical, power and electronics;
of ice and business related work; automotive
and civil engineering-construction, plumbing,
paints and coatings.

The primary objective for this study on the basis of
which the survey was conducted includes the
following:
1. To observe the Socio-Economic Status of
residents of JJ Clusters in East Delhi District;
2. General and technical education level of
individuals residing in these clusters in age
group 15-45 years and their employment
status as on date;
3. Participation in skilling programmes or
acquisition of skill (formal and non-formal) by
the residents.
4. Field of interest with regard to gaining skills
and devotion of time and other limitations in
acquiring skills.
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hours of training every week are
recommended.

Key Recommendations
1. Literacy programmes to promote functional
literacy must be introduced.

4. Women speci ic training centres may be
started with a focus on beauty and wellness;
information technology; textiles and
handlooms and apparels; arts and cottage
based production; work related to childcare,
nutrition, pre-school and crec̀ he.

2. Increase the number of Jan Siksha Sansthan,
which provide training to adults above the age
of 15 and widen the base of already existing
programmes like 'Technical Education
Community Outreach Scheme (TECOS)' to
bridge the gap.

5. Extension branches of ITIs, polytechnics,
technical institutions and Delhi Skills and
Entrepreneurship University may be opened
nearby.

3. The durability of any course designed must
also take into account the time JJ communities
can spend on these courses. Based on the
indings, 6- 12 month courses with 10-20
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High Frequency Monitoring of
Flagship Government Schemes
ground.

T h e w o r k o f D i a l o g u e a n d D e ve l o p m e n t
Commission of Delhi (DDC) work is embedded in
informing policy innovations with impact based
assessments of government reforms. DDC aims to
conduct high frequency surveys and rigorous
evaluations of lagship government schemes and
policies, generate insights about them, and facilitate
internal and external learning about them. There is
a high emphasis towards strengthening the use of
data and modern monitoring tools within the
government for timely course corrections and
improved policy implementation.

Following are the indings of the irst such phonesurvey carried out in March 2020 with 7,900
patients from 82 mohalla clinics:

Partnership With J-PAL
In November 2019, DDC signed a Memorandum of
Understanding (MoU) with MIT's Abdul Latif
Jameel Poverty Action Lab (J-PAL), South Asia to
conduct real-time monitoring of public services
oﬀered by the Delhi Government. The project aimed
to improve the quality of services by identifying
service delivery issues, and motivating the frontline
staﬀ to perform their duties better.

•

82-84% patients reported that the doctor and
at least two other staﬀ members were present
in the Mohalla Clinic at the time of their visit.

•

66-68% patients had to wait for less than 30
minutes to consult with the doctor during their
visit

•

85-87% patients had to wait for less than 30
minutes to receive medicines or other services.

•

92-93% patients were satis ied with their
Mohalla Clinic experience overall

High Frequency Monitoring Of Health
Department Schemes
In November 2021, DDC partnered with IDInsight
to design a phone-based survey of Aam Aadmi
Mohalla Clinic, Delhi Government Hospitals and
1031 helpline or the Public Grievance Management
System (PGMS) for the Outcome Budget indicators
for which data came directly from the bene iciaries.
This data was collected between December 2021 to
February 2022 and submitted to the Planning
Department.

The project kicked oﬀ as a pilot, to study the
bene iciary experience in Mohalla Clinics. An
outbound call-center was established to gather
real-time monitoring data on the quality of program
implementation. The data was collected directly
from thousands of bene iciaries selected randomly
across Delhi. They were asked a set of questions to
understand the standard of services and used to
generate the reports for the various departments of
the Government.

Key Findings On Aam Aadmi Mohalla Clinics

The phone survey covered questions related to the
waiting time in a Mohalla clinic, behavior of the
staﬀ, availability of medicines, etc. DDC, with the
support of J-PAL, analyzed the feedback and
generated regular report cards to be shared with
t h e d e p a r t m e n t s fo r f u r t h e r a c t i o n . T h e
performance reports were disaggregated at a block
level and provided relevant insights from the

105

•

More than 90% of patients surveyed were
satis ied with services at Mohalla Clinics;

•

4 out of 5 patients have to wait less than 20
minutes to meet the doctor at the clinic. 49%
have to wait less than 5 minutes to get
medicines;

•

49% had to wait 5 minutes or less to get
prescribed medicines;

•

Patients reported not being attended by a
doctor at 6 clinics in the sample. Medicine
availability is a challenge in 12 clinics in the
sample.

Key Findings On Public Grievance
Management System

Key Findings On Delhi Government
Hospitals
•

77% of the patients are satis ied with their
experience at the 10 Delhi Government
Hospitals surveyed. GTB, Hedgewar Arogya,
Sanjay Gandhi had lowest satisfaction rates;

•

GTB & LNJP have higher waiting time across
most services provided at the hospital;

•

Patients were more likely to ind that doctors
were available, as compared to tests or
medicines at the surveyed hospitals
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•

79% of the complainants reported that their
grievances were not resolved;

•

16% of the complainants were satis ied with
the resolution of their grievance;

•

50% of grievances reported in the sample
were related to unavailability of medicines at
hospitals;

•

Among those whose grievance was resolved,
68% were satis ied with the resolution time;

•

Fewer grievances related to unavailability of
medicines were reported resolved.

55
Study on the Impact of
Delhi Government Subsidies on Citizens
transferring the bene it of the Government
subsidies to their lessees/ tenants;

Background
Globally, developed countries are recognised by
their strong social security nets. The Delhi
Government is committed to strengthening the
security net for the residents of Delhi by providing
access to free and quality healthcare services,
public education, potable water, reliable power
supply and public travel in buses for women. These
interventions make a signi icant impact on the
equality of life of citizens.

•

On Impact Of Subsidies

In early 2020, Dialogue and Development
Commission of Delhi (DDC) partnered with the
Planning Department to conduct a study to analyze
the impact of subsidy on the socio-economic
conditions of residents of Delhi and the local economy.

•

All the surveyed households that bene ited
from reduced or zero electricity and water bills
also received the bene it from subsidized
treatment in Government hospitals, free bus
rides for women and free public education;

•

These bene its consequently led to savings of
Rs. 2464 per month per household on an
average;

•

Majority of households (61.6%) had the power
to spend these savings resulting from
Government subsidies on the investments in
Fixed Deposits, Post Of ice deposits, insurance,
savings in banks, etc;

•

The money saved due to subsidies provided by
Delhi Government could be spent for food and
beverages, education related purchases,
clothing and household appliances i.e. an
increase in purchasing power.

Methodology
The study sample consisted of random sampling of
the electricity bills generated by the 3 power
distribution companies (DISCOMs) in the 11
districts of Delhi. The questionnaire design was
based on door-to-door surveys and consisted of
questions on the spending and saving habits of the
working men and women, and the household, in
general, being surveyed.
A total of 3450 households availing subsidies were
surveyed which included houses from
unauthorized colonies, JJ Clusters, resettlement
colonies and DDA lats, with minimum 300
households from each district. The said survey was
conducted in March 2020.

CONCLUSION
The results of the “Study on the Impact of Delhi
Government subsidies on citizens” assessed the
various aspects of the impact of the subsidies given
under various Delhi Government services in Delhi
and revealed that subsidies have a huge impact on
the investments, savings and purchasing power of
bene itted households.

Findings
The indings of the study re lect that:
•

•

The majority of the households that bene it
are in the unauthorized colonies. The planned
colonies with bungalows/ kothis had the least
number of bene iciaries.

The average household size being surveyed is
5.5 i.e. the households bene iting from the
Delhi Government schemes are usually large
families as compared to the ones that do not
bene it from these schemes;

The study also suggested that subsidies provided
for various Government services in Delhi should be
continued for the socio-economic development of
the people who belong to the most disadvantaged
communities.

Some of the lessors/ landlords were not

107

56
Delhi Employment Survey 2020
Over the past few years, unemployment in India has
been on the rise. This has further been aggravated
by the Covid-19 pandemic which has led to the loss
of livelihood for millions across the world. As part of
GNCTD's response to the consequences of the
Covid-19 pandemic, the Directorate of Economics
and Statistics supported by the Dialogue and
Development Commission of Delhi (DDC)
conducted a survey to understand the impact of
Covid on livelihoods in Delhi.

Survey Findings
The analysis of the employment survey highlighted
how women, in particular, were disproportionately
aﬀected after the lockdown. Many entered the
workforce but were unable to ind jobs.

Impact
The employment survey, which has since then
informed several key policy decisions of GNCTD,
was aimed at understanding the impact of COVID19 on livelihoods in Delhi as well as the outcome of
the Government's eﬀorts to combat this rising
unemployment. Using these results, the Delhi
Government launched an initiative to start resource
centres at 500 Anganwandis for women in Delhi.
The survey also highlighted how Delhi
government's Rozgar Bazaar portal was accessible
(about 40% hadn't used a job portal before) but
required more screening processes, features to be
eﬀective.

The DDC, through its research partner- IDinsight,
supported the survey design and collection of high
quality data on employment/ unemployment in the
city through two rounds of primary data collection.
DDC extended support in managing the survey of
9,900 households, assisted in questionnaire design,
maintaining high data quality, and with drawing key
takeaways and policy implications from an analysis
of the survey's data. Simultaneously user feedback
was also collected from those registered on the
government's job portal to understand if the portal
had been eﬀective (i.e was able to provide jobs to
residents) in its irst 6 months.
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Online Tracking System to Manage and
Track Medical Equipment and Supplies
Government hospitals and COVID relief centres:

As India experienced a massive surge of COVID-19
cases and deaths during the second wave of the
COVID-19 pandemic, the positivity rate in the state
of Delhi hit a staggering 36%. This left the hospitals
completely swamped and running short of medical
supplies. The Chief Minister of Delhi, Shri Arvind
Kejriwal, appealed to all sections of the society to
come forward and support the Delhi Government's
earnest eﬀort in ighting the Corona virus. Several
donors and organisations came forward to give
critical medical supplies to the Delhi Government
hospitals and COVID relief centres. At the same
time, the donors were keen to ensure that the
equipment was used ef iciently.

•

4600 oxygen concentrators of 5 LPM and 10
LPM capacity,

•

40 PSA oxygen plants,

•

8000 oxygen cylinders,

•

Beds and Mattresses,

•

Oximeters, and

•

PPE kits, gloves and masks among other
supplies

This was a massive eﬀort and DDC ensured
seamless communication with the donors, tracking
of goods/supplies throughout their journey to Delhi
and prompt deployment at the chosen health
facility as per need and urgency.

To bridge the demand-supply gap, the Dialogue and
Development Commission of Delhi (DDC)
collaborated with the Boston Consulting Group
(BCG) and Blowhorn, a logistics start-up, to develop
a unique QR code-based tracking system. The
tracking system was aimed at enabling the
distribution of medical equipment and supplies
received from donors and over a hundred
Corporate Social Responsibility (CSR) initiatives
and philanthropic organisations to the Delhi
Government hospitals in record time. During the
second wave, QR code-based tracking and real-time
GPS feeds of the delivery vehicle were extremely
helpful in ensuring transparency and meeting the
growing demand for medical equipment in
hospitals based on need and urgency.

Bene its Of Online Tracking System
Setting up an online tracking setup for the delivery
of essential medical supplies by DDC helped the
Government in numerous ways:

The streamlined process involved vetting medical
equipment once received through donors, attaching
a unique QR code and then supplying it to various
hospitals as per their needs. At various steps of the
process, the QR code could be scanned to track the
location as well as usage patterns of this life-saving
medical equipment. The QR code tracking system
also enabled the hospitals to carry out physical
audits of this equipment at a later stage.

•

Scalability: The system was used to manage
and track inventory of medical equipment such
as Oxygen Concentrators and ventilators and
their movement within Delhi.

•

Better inventory accuracy and avoiding
stockouts: The system provided information
on current stock availability and quality check
status, allowing DDC to coordinate and order
the necessary amount of inventory to meet
demand.

•

DDC's initiative was aimed at creating a technologybased system to facilitate the delivery of the
following medical supplies to several Delhi
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Need-based distribution of assets: The
system enabled DDC to see how assets were
distributed across diﬀerent locations
(warehouses, hospitals, etc.) in order to avoid
situations where uneven asset distribution
would have caused a few locations to have
excess stock while others struggled with
stockouts.

•

DDC became a key link between Delhi Government,
and national and international donors and the end
bene iciary for streamlining the entire process. DDC
designed and maintained an elaborate tracking
system to ensure each and every resource is utilised
in the best possible way. From coordination with
donors, to coordination with recipients, to
coordination with transportation of icials, to
ground audit for ensuring utilisation – DDC not only
created the entire chain but also ensured its
implementation through constant follow-ups.

Track inventory movement and operations:
Processes were put into place to scan, dispatch
and receive the inventory during these
movements. The system also tracked shipping
status. This added a layer of security for
managing the inventory and avoided any
untoward situation of mismanagement at the
ground level.

To ensure ef icient and timely delivery and to avoid
mismanagement, DDC availed the help of Delhivery,
Uber, and Porter, who contributed resources to
ensure the timely delivery of this life-saving
medical equipment to Delhi Government's
hospitals. Volunteers from School Management
Committees (SMCs) also provided signi icant
support to coordinate the delivery of this donated
equipment on the ground.
In order to streamline and simplify the process,
DDC also prepared and released user guides for the
operations team, which consisted of volunteers on
the ground, and the Audit Tracking Team for simple
tracking and auditing of medical equipment at
various Delhi Government hospitals.

Graphic 1: End-to-end Process for Delivery and
Tracking of Oxygen Concentrators
As a result of the eﬀorts made by DDC, the system
was able to track over 4600 oxygen concentrators
and their movements throughout 14 hospitals,
three districts, and one warehouse. This initiative
helped save many precious lives during the
pandemic and ensure that all the resources were
optimally used.

Oxygen Concentrators: A Case Study
During the peak of COVID-19 second wave, shortage
of oxygen was one of the biggest challenges.
Responding to Delhi Government's appeal, several
organisations like Ambuja Cements, BoAt, Royal
En ield, Save Life Foundation, ACT Grants, CII
Foundation, HCL, Tata Sons, Eicher Group, Amazon,
American Indian Foundation etc. came forward to
generously donate life-saving oxygen
concentrators.

.
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Empowered Group as Response Team
for the COVID-19 Pandemic
issues pertaining to COVID-19. The irst challenging
task was to ensure that the protocols that were laid
down for lockdown in the national capital were
followed properly. For this, the DDC worked with
the Department of Information and Publicity (DIP)
to create a campaign that complemented the eﬀorts
made by various departments of Delhi Government
in an eﬀective manner. Several departments such as
the Health, Revenue, Education, Food and Civil
Supply among others were working round the clock
to tackle the pandemic by making guidelines and
putting procedures in place. DDC's and DIP's role
was to coordinate with these departments to gather
information about the measures being taken by the
government for the safety and comfort of people
and disseminate the same to the public.

In 2020, the global COVID pandemic had caught the
entire world unaware. With no prescribed
treatment line or cure, the uncertainty of the
pandemic caused an atypical angst amongst the
common man. The scale of the pandemic was
unpredictable and exponential. The virus mutated
rapidly, with the new variants posing greater threat
than the previous ones.
When the COVID-19 pandemic irst struck Delhi,
necessary guidelines were issued as safety and
s e c u r i t y m e a s u re s by t h e D e l h i D i s a s te r
Management Authority (DDMA). The masses were
totally unaware of the pandemic, its symptoms,
prevention, cure, and other precautionary
measures. In view of this, the DDMA formed groups
and empowered them with various responsibilities,
for example, medical emergency management and
availability; isolation techniques; quarantine; as
well as ensuring availability of essential medical
equipment like masks, gloves, oxygen cylinders,
ventilators, medicines, etc. Teams were also formed
for augmenting human resources, capacity building
and facilitating supply chain and logistics
management.

The next most important task was to create
awareness about the lockdown and the basic
protocols of COVID like 'washing hands', 'wearing
masks' and 'maintaining social distance'. The
challenge was to reach out to all sections of the
society through a 360-degree campaign created to
help reach out to the common man.

The DDC was a part of one of the empowered groups
formed by the DDMA wherein it handled one of the
most crucial tasks of information dissemination,
communication, and creation of public awareness
about the COVID-19 pandemic. This empowered
group was tasked with timely dissemination of
appropriate information through various modes of
media and addressing the dif iculties people were
experiencing as a result of the lockdown. The group
was also empowered to identify problem areas and
provide eﬀective communication related solutions,
delineate policy, formulate plans, strategize
operations, and take all necessary steps for the
eﬀective and timely implementation of plans.

Due to COVID-19, the reach of the traditional media
such as newspapers was limited which led to the
introduction of new tools of media. New age media
such as digital platforms were harnessed so that
information low about the eﬀorts being made by
the Government for the public was constant. The
DIP along with the Health Department also
partnered with Whatsapp to create an automatic
'WhatsApp Chatbot' Helpline, wherein people could
get authentic information from the government on
their phones through WhatsApp messenger app.
The government, through DIP also empanelled bulk
SMS and IVRS services that helped to take messages
of the government to the public right on their
phones.

As a part of the empowered group, DDC coordinated
with other departments of the Delhi Government,
and ensured that the public was made aware of all

Authentic information was the key to stop the
pandemic from spreading further. Therefore, in
order to stop fake news and to provide timely
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temperature and oxygen level. For improved
communication, this booklet was thus translated
into a number of regional languages. Short videos
were also created to help people better understand
the rules of home isolation.

information to the people, an online portal and app
https://delhi ightscorona.in/ was launched by the
Delhi Government. This online portal and app gave
out information on all initiatives taken by the
government. For example, both the portal and the
app provided the updated status of available beds in
both private and government hospitals. This helped
the citizens to reach out to their nearest hospital in
case of emergency. Similarly, the portal and the app
had information on the number of COVID cases,
hospital-wise availability of beds and ventilators,
application for e-passes, details of home isolation
protocols, latest information of COVID rules etc. All
the information which was desired to reach the
public was edited and designed in a simple format
and translated into languages easily understood by
the general public. DDC in coordination with the
Health Department updated the data on the portal
and the app on a regular basis.

On the hospital front, which was overcrowded due to
the large in lux of patients and their families, several
instructions needed to be issued to the public to
ensure that hospitals do no become COVID hotspots.
DDC also assisted in the development of appropriate
hospital communication. When plasma donation
banks were established in hospitals, DDC played an
important role in raising public awareness about the
commencement of plasma donation banks and
other similar initiatives undertaken by the Delhi
Government during the pandemic.
After the second wave, when vaccinations became
available for the people, a 360-degree media
campaign was launched highlighting the importance
of getting oneself vaccinated. Vaccines were
launched in the market that were available in both
government and private healthcare centres. DDC
helped in getting this message across to the people
in order to curb the spread of the pandemic. As the
vaccination drive picked pace, several myths had
loated against these vaccines. DDC ensured
constant and timely communication low so that
these myths were dispelled and people came
forward to take these vaccine shots.

Eventually, when home-isolation became the
prescribed norm for those suﬀering from mild to
moderate COVID, a detailed booklet was created in
regional languages for citizens of Delhi. The booklet
provided a detailed explanation of the do's and
don'ts that the patient and their immediate family
members should follow. It included instructions on
how and when to contact the nearest public health
functionary for assistance and advice in an
emergency. The booklet included all of the most
recent helpline numbers as well as a section for
recording health parameters such as body
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59
e-Coupon for Ration during COVID-19
5. 200 gm Haldi Powder

A nationwide lockdown had been enforced to stop
the spread of Coronavirus when it hit India. The
lockdown rendered many people jobless. There
were many heart-wrenching accounts, especially of
migrant workers who had hand-to-mouth
sustenance and were walking a long way to their
hometowns due to unemployment and food
scarcity. In order to help such people, the Delhi
Government launched the 'Mukhyamantri Corona
Sahayata Yojana' for the distribution of food grains
to those residing in Delhi but did not have a ration
card as an emergency response to ensure their food
security.

6. 200 gm Dhania Powder
7. 200 gm Chilli Powder
8. 2 Soap bars (60-75) gms
The Delhi Government decided to give free ration to
around 60 lakh people who did not have ration
cards. The Delhi Government was already giving a
free ration of 7.5 kg to 71 lakh ration cardholders. In
this way, free ration was provided to more than one
crore people i.e. half of Delhi's total population.
Minister Food and Civil Supplies, GNCTD formed a
committee for quick and easy implementation of
the scheme, which involved diﬀerent departments.
The Dialogue & Development Commission of Delhi
(DDC) was given the responsibility for crossf u n c t i o n a l c o o rdi n a t i o n b e t we e n va ri o u s
departments. It was also given the task of creating a
user-friendly interface through which people could
avail of the scheme's bene its without violating
COVID protocols.

During the crisis when Delhi witnessed mass
migration of those who had lost their livelihood due
to the pandemic, this scheme rightly aided citizens
such as migrant workers, unorganised workers,
domestic helpers, and building and construction
workers. The Delhi Government, under the
leadership of Chief Minister Shri Arvind Kejriwal,
decided to distribute dry ration kits to non-PDS
card holders so that no one goes hungry during the
lockdown. During the two years of its operation, the
scheme distributed foodgrains to almost 60 lakh
bene iciaries through 1000+ distribution centres.
The scheme provided a huge relief to lakhs of
families in Delhi who had lost their livelihoods
during the pandemic.

The process for application was completely
digitised through the development of a web
interface designed by the DDC to cater to the needs
of this scheme. The portal was a simple online
solution that enabled any non-ration card holder
with a valid Aadhar card to apply for non-PDS
ration.

Announced by Chief Minister Shri Arvind Kejriwal
on April 21, 2020, the initiative ensured that each
coupon holder was entitled to get 5 kg of free ration.
From May 2020, around 60 lakh bene iciaries
received a kit containing essential commodities. The
Kit containing the following items, was given to
everyone- to both cardholders and non-cardholders:

Creation of online portal for registering for the
scheme
One of the challenges faced by DDC for
implementation of the scheme was GK make the
portal user-friendly, since the primary bene iciaries
were not tech savvy. To tackle the digital literacy gap
between the personnel involved from varying
backgrounds, DDC prepared multiple audio-visual
guides for the staﬀ users. A robust backend was
created for the portal so that it could withstand the
expected heavy in lux of bene iciaries opting for the
scheme.

1. 1 ltr of Re ined oil
2. 1 Kg Chhole Chana
3. 1 kg Sugar
4. 1 kg Salt
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volunteers/NGOs could also register families who
couldn't register on their own. While allotting the
centre to the bene iciary, the location of the nearest
distribution centre was carefully considered. 1000+
distribution centres were opened during the period
to ease the heavy demand generated for the scheme.

After registering on the portal, citizens received an
e-coupon on their registered mobile number
specifying the date of collection of the kit, time, and
centre based on the availability of stocks. The portal
had a provision wherein a bene iciary could register
for all members of the family. The portal also
allowed multiple applications for diﬀerent families
registered through the same log-in so that

Sample Ration Coupon
The next biggest challenge was to ensure that these
distribution centres do not become Corona
hotspots. Therefore, the coupon generation system
was designed in such a manner that it automatically
allocated the distribution centre, date, and time to
the bene iciary based on his location and
availability of stocks. Each bene iciary was
geotagged to the nearest distribution centre. The
system-generated allocation was done in such a
way to ensure that there was no rush at the centre at
any given point of time and adequate social
distancing protocols were thoroughly maintained
on the ground. The use of the portal ensured Covid
safety protocols were followed along with quicker
delivery of the Essential Items Kit in an eﬀective
manner.
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Coupon Distribution Through
MLA/MP/Minister Of ices
DDC also facilitated the distribution of free ration
through the of ices of MPs, MLAs and Ministers. For
this, each MP, MLA and Minister of Delhi was given
2000 emergency ration coupon cards.
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Online Stock Monitoring and
Procurement for Distribution Centres
login as and when such an update happens.

In order to ensure food security of those citizens
who did not have a ration card, the Chief Minister of
Delhi Arvind Kejriwal launched the 'Mukhyamantri
Corona Sahayata Yojana' for the distribution of food
grains to such people. For implementing the
scheme, more than thousand distribution centres
were opened throughout Delhi so that the relief kits
can be distributed in a smooth way while following
COVID protocols.

Additionally, as per the directions of the Hon'ble
Supreme Court, speci ic NGOs were authorised to
lift ration in bulk from the distribution centres for
the bene it of sex workers. The Stock Management
system was updated to accommodate such cases as
well.
For real-time access of this data by the department,
dashboards were also provided for monitoring of
stock availability as well as disbursal of ration. These
dashboards were provided for FSOs at their
respective circle level, Assistant Commissioners(AC)
at the district level and the Commissioner at the
state level.

The Dialogue and Development Commission (DDC)
of Delhi was tasked with setting up an end-to-end
solution for registration of bene iciaries, allocation
of slots to bene iciaries for collection of ration and
for the distribution centres to record the
disbursements made to each of the bene iciaries.

The FSOs at circle level, were provided access to
place new Stock Demands for distribution centres
keeping in view the registrations received and the
expected registrations in the subsequent days. ACs
at the district level were provided an option to
verify (and update if required) such stock demands
to inally be shared with the Delhi State Civil
Supplies Corporation for procurement.

The entire distribution process was dependant on
suf icient stock of grains being available with each
of the centres as collection slots could be assigned
to bene iciaries only as per the stock availability at
that particular centre. The DDC hence set up a Stock
Monitoring and Procurement system and
integrated it with the registration-and-distribution
system for seamless monitoring of stocks.

The DSCSC was given separate access to the Stock
Management system, where in they could view all
the veri ied and forwarded Stock Demands. After
lifting of required stock from an FCI Godown, the
DSCSC was provided an option to update details of
the godown from which stock was lifted and the
details of the truck in which stock was being sent
against a speci ic stock demand. Once this stock was
received at a distribution centre, the incharge
updated the stock availability closing the full
demand-procurement-delivery cycle.

The incharges of each of the Distribution Centres
were provided access to the Stock Monitoring
module wherein any new addition of stock at their
centre could be updated. Update of stock at
distribution centres primarily included:
•

Fresh stock received from the department

•

Shifted by FSO (Deduction) to a diﬀerent
distribution centre

•

Quality Issue with grains (Deduction)

•

Shortage noticed in stock received earlier
(Deduction)

•

Recti ication for an entry made earlier

The end to end tech solution thus accommodated all
the stakeholders at diﬀerent stages, improving the
overall ef iciency with which ration distribution
was carried out in a short duration to millions of
bene iciaries.

All the Distribution Centre Incharges were trained
by the DDC team to make an update through their
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61
e-Pass for Travel during COVID-19
reasons and discrepancies.

Even though a nationwide lockdown was put in
place for stopping the spread of Corona, emergency
movement of people had to be allowed especially
for those involved in providing essential services
and those travelling to the national capital from
other states. The Delhi Disaster Management
Authority (DDMA) had issued necessary orders for
allowing emergency movement for people.

Apart from the web interface, e-pass request was
also accepted through district-wise WhatsApp
helpline numbers. Anyone with the Whatsapp app
on their phone could easily apply for the pass
through their mobile phones. This facility was also
integrated with the 1031 helpline. If their request
was approved, their e-pass was generated online.

In compliance with the DDMA order, Chief Minister
Shri Arvind Kejriwal, directed the concerned
departments to create a mechanism to facilitate
movement of people delivering essential food and
services, people travelling from the NCR, people
stepping out to get COVID vaccinations, weekend
curfew passes etc. The Dialogue and Development
Commision of Delhi (DDC) was tasked with the
creation of an interface for issuing e-passes to such
people. The interface was two pronged – on the
citizen's front, it had to be in a simple form format so
that anyone could put in their request easily; on the
department's front, the interface had to have the
facility to accept or reject the demand. If the request
was accepted, an e-pass was issued to the person,
clearly mentioning all the details of travel.

On the Department Front
In the e-Pass management portal, DDC provided
support for district-wise staﬀ accounts for
veri ication of applications received from their
respective districts. The Dashboard provided the
district accounts, displayed applications received in
real-time, so that the approval process could be
carried out without any delays.

Outstation travel e-passes
A similar system was also designed for managing
people who wished to travel to Delhi from NCR or
other states. This helped in streamlining the
process of quarantine and conducting Corona tests
as per COVID management guidelines issued by the
Central government from time to time.

On the User Front
DDC devised a simple online form to generate epasses containing all details. The applicants were
asked to submit the vehicle details along with a
reason for commutation and relevant proof.

About 50 lakh applications were received in total,
out of which around 8 lakh were approved.

The citizens received an application number on
their registered mobile number to check whether or
not their curfew pass has been approved. Due to this
process, the response time was shortened to a few
hours, within which the applicants were informed
whether their application was approved or
rejected. In the event of approval, the e-pass was
generated, which the applicants could download
from the website. Every pass had a unique ID, which
helped in conducting random checks to ensure that
there was no misuse. The rejection mentioned
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62
End-to-end Patient and
Hospital Management System
re lected local realities and provided actionable
information for operational and policy decisions.

Among the biggest challenges faced by the Delhi
Government during COVID was patient and hospital
management. Once a person was found to be COVID
positive, the person had to be tracked from Day One
till the day they became COVID negative. Depending
on the severity of COVID, the person had to be
constantly monitored for any luctuation in health
parameters. If the patient had mild / moderate
COVID, they were advised home isolation. If the
person did not have enough facilities to support
isolation at home, they had to be shifted to COVID
care centres so that the person's health could be
tracked. If the patient had moderate to severe
COVID, they had to be shifted to the nearest medical
facility depending on their condition. Therefore,
end-to-end patient and hospital management
became very crucial during the ight against Corona.

Based on the data input received by the interface, a
dashboard was developed. This dashboard enabled
the Health department to provide real-time
snapshots of the status of COVID-19's transmission
in the city. This helped in an in-depth analysis of
data on testing, patient outcomes, and hospital bed
availability in the city. Members of the DDC closely
monitored and managed the initiative.
The queries from patients calling on helpline
numers/other alternative numbers were assessed
over call - whether the situation requires home
isolation or hospital visit. The issue was transferred
to the concerned team accordingly. After two hours,
the Covid management team would make a follow up
call. If the caller is understood as requiring a hospital
visit, the team would further connect the patient to
one of the four types of centres established by the
Delhi Government during Covid-19:

Initially, when COVID-19 began to aﬀect the
national capital, the Delhi Government managed
COVID-19 patient data using a spreadsheet-based
system when the city had a lesser number of cases.
However, as the infection rates increased rapidly,
this system was unable to keep up with the growing
in lux. It was becoming dif icult to ef iciently
monitor and manage the growing cases in Delhi
using the system. The government urgently
required an end-to-end data management system
to manage healthcare services for COVID-19
patients. From May 2020, the Dialogue and
Development Commission of Delhi along with the
support from IDinsight assisted the Health
Department to establish and maintain an end-toend patient and facility management system,
especially developed to address the growing
concerns related to COVID-19.

1. COVID Care Centre (CCC): COVID positive
patients with mild symptoms were admitted
at CCC.
2. COVID Health Care (CHC): COVID positive
patients with moderate symptoms are
admitted at CHC.
3. COVID-designated Hospitals: COVID-positive
patients with severe symptoms are admitted
at COVID-designated hospitals.
4. Dispensary: Initial symptoms detected in a
dispensary are further referred to CCC/CHC in
serious cases.
The end-to-end Patient and Hospital Management
System played a crucial role in organising Delhi's
eﬀorts against COVID-19. The portal collated data
regarding the patients in an easily accessible form,
which enabled the government to monitor the
status of each and every COVID-19 patient in the
national capital. Tracking of each and every patient

An integrated data portal was designed by the DDC
to manage the data on COVID-19 patients and
hospital occupancy in Delhi. This web interface was
developed for the internal use of the health
department to track each and every patient from treatment line, contact tracing, home isolation
monitoring, discharge details. Therefore, the portal
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became easier through this. This also helped the
department do a thorough contact tracing of the
patients. Plotting the dynamic situation enabled
DDC to conceptualise and advise the best suited
COVID-containment strategies for each locality.

The dashboard was also very useful in helping
redirect callers to the appropriate medical care they
require, due to access to real-time changing data on
availability of beds, oxygen and other facilities
available.

The patients were monitored daily so that they may
be informed and assisted about when they should
visit a hospital. This not only protected people from
ignoring their situation, if it worsened, but also
helped reduce the pressure on Delhi's medical
infrastructure by addressing the concerns over call
itself.

The dashboard also had the facility to track overall
testing, positivity rate and recovery cycle in Delhi.
Insightful bulletins were created, with the help of
IDinsight, which gave a detailed analysis of the data
collected and recognised patterns of the viral
infection.
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63
Delhi Fights Corona:
Website and Mobile App
As COVID-19 spread in India, the country went into
a state of frenzy. With little experience of handling
and managing a pandemic, a socio-economic crisis
as large as the impending health crisis stood before
the Delhi Government. The inde inite period of the
nationwide lockdown, the ambiguous nature of the
viral infection and its spread, and the frequent
bouts of misinformation regarding government
guidelines accelerated public fear and anxiety. The
war against the spread of the novel COVID-19 virus
was one of adequate and correct information
regarding the social, economic and COVID
management eﬀorts undertaken by the
government.
In order to combat misinformation regarding
COVID-19, the DIP with the support of The Dialogue
and Development Commision of Delhi designed and
launched the Delhi Fights Corona website
(https://delhi ightscorona.in/) in April 2020. The
website was to act as a platform for the residents of
Delhi to seek assistance from the Delhi Government.
The portal and the app acted as a reservoir of all the
authentic information and updates pertinent
during the pandemic.
DDC also supported the development of the Delhi
Corona App, which was the irst such mobile app by
any state government across India that provided
real time updates regarding the availability of beds
and ventilators in the hospitals in the state.

•

Testing facilities: As COVID peaked in Delhi,
new testing centres were opened to ease the
low of patients. The details of such COVID
Testing facilities were made available on the
website.

•

Ration Shops: The website contained a list of
all ration shops in the national capital. It also
had details of all hunger relief centres opened
by the Government where cooked food was
available.

•

Non-PDS Coupons: During COVID, in order to
stop large scale migration, the government
launched a scheme for providing Essential
Items to those who did not have a ration card.
Any person could apply for an e-coupon under
this scheme through this portal.

•

e-Pass for Travel: During the lockdown, the
government had allowed movement of
essential goods and service providers, inter
state travellers, registration of 20/50 people
for wedding and funerals, people going for
vaccination etc, by issuing them an e-pass for
travel to their destination.

•

Latest Government Updates: In order to
stop the spread of misinformation, the
Government regularly released news
bulletins giving out authentic information
about various initiatives undertaken by it. The
portal gave out correct data and information.
The pages were regularly updated and
information about all new guidelines were
regularly posted on the website.

•

Information about Corona: Since Corona
was a new virus, it was very important for the
government to give out information about the
disease. A detailed FAQ section was created
and regularly updated so that all latest
information reaches the public.

•

Bed Availability: The interfaces had updated
information on bed availability in various

The information available on the website/app
included:
•

•

COVID Status Report: The website had all
information on Corona testing, number of
positive cases per day, number of recoveries
and total active cases in the city.
Containment Zones: The website contained
the latest information on the number and list
of containment zones, protocols to be
maintained in a containment zone, help
provided by the government in these zones etc.
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concentrators, oxygen cylinders and ingertip pulse oximeters) was also made available
through the website. A step-by-step donation
process was set up and managed by DDC to
facilitate ordinary citizens of Delhi to
participate in Delhi's ight against the
Coronavirus pandemic.

government and private hospitals. This
information was regularly updated so that in
case of emergency situation, precious time of
patients is not wasted running from one
hospital to the other.
•

Donation: An option to make donations to
support the health facilities of Delhi
Government inancially or in kind (oxygen
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64
Medical Oxygen Production
Promotion Policy of Delhi 2021
facilitation of the storage and transportation of
medical oxygen in Delhi.

The COVID-19 crisis, fueled by a new 2021 strain of
the virus, put enormous strain on Delhi's existing
healthcare infrastructure, including medical
logistics. To prepare for the future and ensure that
there is no shortage of medical oxygen in the
aftermath of COVID-19, the Delhi Government
decided to create a dedicated policy for meeting
medical oxygen demand of public as well as private
healthcare institutions operating in Delhi.

The policy further aimed to ensure time-bound
ful ilment of the targets such as setting up liquid
oxygen (LOX) manufacturing facilities, non-captive
& captive oxygen generation plants etc. In order to
ful il these objectives, several incentives were
provided for early investment in the
production/storage infrastructure for medical
oxygen.

The DDC participated in several deliberations with
the Industries department and Delhi State
Industrial and Infrastructure Development
Corporation (DSIIDC) to draft the Medical Oxygen
Production Promotion Policy of Delhi 2021 to
incentivize the production of liquid/gaseous
oxygen as well as the procurement of relevant
storage and transport infrastructure for the same.

Features of the Policy

In August 2021, Delhi Government noti ied and
approved the Medical Oxygen Production
Promotion Policy of Delhi, 2021. This policy is
expected to provide a major boost to Delhi's
capacity to meet the requirement of medical oxygen
in the future and make Delhi self-reliant in meeting
any such crisis/medical emergency in the future.

Key Objectives
The objective of the policy was to increase the
production of oxygen in Delhi by setting up either
new manufacturing plants or expanding the
production capacity of existing units for
uninterrupted oxygen supply to hospitals or
nursing homes during any health crisis caused by
COVID-19 or otherwise. The policy also sought the
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•

The incentives for Liquid Oxygen (LOX)
manufacturing plants/non-captive oxygen
generation plants include capital subsidy on
the cost of plant and machinery up to Rs 20
lakhs per MT of installed capacity and 100%
reimbursement of stamp duty and gross SGST
within a month of commissioning of the plant.

•

Power subsidy was made available to liquid
oxygen generation plants and non-captive
oxygen generation plants at Rs 4 per unit
consumed in the manufacturing process for
t h e i r s t ive ye a r s f ro m t h e d a te o f
commencement of commercial production.

•

Cryogenic tankers of a minimum 10 MT
carrying capacity for the exclusive purpose of
ferrying liquid medical oxygen (LMO), up to
500 MT capacity; and LMO storage tanks of a
minimum of 10 MT capacity, up to 1,000 MT
capacity, have also been included in the policy.

•

T h e m i n i m u m l o c k- i n p e r i o d fo r t h e
bene iciaries under this scheme is ive years.
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Streamlining of CATS Ambulance
Management during COVID-19 Pandemic
ambulance dispatchers had no prior training on
how to handle COVID-related calls, it was dif icult to
implement safety protocols to ensure that
ambulances did not transport COVID and nonCOVID patients during the same shift.

When COVID-19 cases began to rise in the densely
populated city-state of Delhi in May 2020, it put a
huge stress on the already stretched CATS
ambulance system. Even though, CATS (Centralised
Accident and Trauma Services) is an autonomous
body of the Delhi Government providing round-theclock free Ambulance Service to the victims of
accident and trauma since 1991, the pressures on
Delhi's emergency response system highlighted the
need for a new and sustainable solution. Ambulance
response times (call to the patient) and handover
times (call to hospital) skyrocketed due to the surge
in demand for emergency services.

Due to the surge in emergency calls, ambulance
response times (time taken for an ambulance to
reach the patient after the call) peaked as high as 14
hours, and handover times (time taken for the
ambulance to take the patient to the hospital) grew
to 20 hours in some cases. The onset of COVID-19
and surge in demand for emergency care strained
the existing processes, and infrastructure, and
highlighted the need for a new solution that would
provide urgent relief to Delhi's population while
building capacity for the State to handle abnormal
health events in the future.

The Dialogue and Development Commission of
Delhi (DDC) worked closely with the Department of
Health & Family Welfare (DoH&FW) and SaveLIFE
Foundation (SLF) with the aim to streamline and
optimise the functioning of CATS, and to integrate
private ambulances/cabs into a system to meet the
increasing demand for ambulances from suspect
and con irmed COVID-19 patients. SLF's traditional
expertise in emergency medical response, data
analytics and irst-responder training directly
intersected with the needs imposed by the
pandemic.

A rigorous analysis of the model revealed the
following key gaps:

Prior to the intervention, data on patient calls and
ambulance dispatch were being collected but were
not being used eﬀectively. Only 136 ambulances
were operational in Delhi in May 2020, far short of
the number required during the pandemic.
Furthermore, there was no determining factor for
the ef icient deployment of ambulances per district,
and the deployment was based solely on population
statistics.

•

Call volume and response time were not taken
into account while deploying ambulances

•

Traf ic and other such restricting factors that
impact response time was not taken into
account

•

Lack of monitoring on the performance of the
ambulances. The performance of ambulances
was one of the indicators for evaluating the
magnitude of the pandemic.

The intervention solved three key problems:
enabled smart interpretation of data, optimised
ambulance deployments to achieve faster response
times, and increased system capacity. Additionally,
there was a need for monitoring of the performance
of the ambulances on a daily, weekly and monthly
basis. A rigorous performance management system
was put in place and several strategies to improve
turnaround time of ambulances were implemented.

Due to these gaps, when COVID-19 struck, the
government found it dif icult to ef iciently use the
available data to adapt its deployment strategies,
and it needed to be addressed quickly in order to
meet the Delhi Government's commitment to
increase the responsiveness and capacity of its
ambulance service. Furthermore, because

Recommendations
Three original interventions emerged from this
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eﬀort which were subsequently implemented as
mentioned below:
•

Created a smart deployment technology that
analysed the total patient call volumes and
ambulance response times to optimise
ambulance deployment plans;

•

Built a reporting tool that gathered data from
ambulance providers to produce daily and
weekly monitoring reports against de ined
metrics;

•

Aggregated and integrated additional
ambulances into the State's emergency
services.

These interventions led to a landmark
improvement in ambulance response and handover
times, with the following outcomes:
•

Average ambulance response time to patients
improved by 64% — dropped from 55
minutes (pre-COVID) to under 20 minutes
(during the fourth COVID wave in Delhi in May
2021)

•

Average handover times to hospitals
improved by 40% — lowered from 268
minutes to 160 minutes.Ambulances on the
ground increased by over 270%

•

The interventions successfully met the rapidly
escalating demands of COVID-19 and
delivered emergency medical care for both
COVID and non-COVID patients.

With every minute counting in the delivery of
emergency medical care, these outcomes saved a
substantial number of lives. These successful
eﬀorts helped keep Delhi's COVID-19 fatality rate
below 2.4% and recovery rate above 86%.

The technology used real-time analytics, and
predictive algorithms to:

Identify and correct problems as and when
they occur

Preemptively assign ambulances.

Impact

To ensure that each district had a minimum number
of ambulances, a threshold limit of 30 ambulances
was set as the minimum. Further, to increase the
government's supply of emergency resources,
additional ambulances were aggregated and
integrated into the system.

•

•

This low-cost innovation to aggregate all
ambulance services on a single platform, brought
parity in the data being collected, used algorithms
to generate real-time patterns, and visualised those
patterns to enable decision-makers to take
immediate action. Greater adoption of this solution
is expected to have improved levels of transparency,
accountability, and ef iciency in emergency
response systems across and outside of India that
were previously inconceivable.

The call volume and response time data were
analysed over a period of 7 days. The pattern from
the current week then provided insights into the
deployment strategy that needed to be followed in
the subsequent week.

E n a b l e t h e g ove r n m e n t to re d e p l oy
ambulances in a timely manner

Measure performance in real-time

The intervention was an integrated emergency
medical response monitoring and optimisation
system that adapted to the changing needs of Delhi.

SaveLIFE Foundation helped increase the number
of ambulances, systematically review daily
operations, and build technological solutions to
optimise ambulance allocation across Delhi. The
required smart technologies were swiftly
developed and operated which optimised Delhi's
ambulance deployments, and integrated additional
emergency vehicles into the system. 68,000 data
points on call volumes, ambulance response times,
and data from ambulance providers were analysed
every day to understand response patterns.

•

•

124

66
Cooked Meal Scheme during COVID-19
DDC also facilitated a partnership between the Delhi
Government and Google India Maps to ensure easy
accessibility to food and night shelters. The
government also partnered with Map My India and
these locations were made available on Map My
I n d i a ' s C O V I D - 1 9 g u i d e a t
'maps.mapmyindia.com/corona' and Move
application. With the support of a team of
volunteers and researchers, all such relief shelters
were mapped and could be located on Google Maps
and Map My India. Hence, anyone could easily
search for their nearest Delhi government food
centre on Google Maps application by typing in 'food
shelters near me' in the search box. Initially, 650
Hunger Relief Centers were identi ied and mapped
and the list was expanded thereafter on a daily
basis.

Due to the Corona pandemic, several people who
were homeless or survived on marginalised sources
of income were deprived of their employment. With
no means of livelihood, their existence depended on
sustenance provided by the government. Despite
launching various schemes for PDS and non-PDS
card holders, there was a signi icant section of the
society that did not have access to basic facilities to
enrol themselves for Government schemes. So in
order to take care of such people, Hon'ble Chief
Minister Arvind Kejriwal launched the
Mukhyamantri Poshahaar Yojana through which
cooked meals were provided twice a day at various
places in Delhi. Those who did not have any access
to other government initiatives like ration card,
adhar card etc, were bene iciaries of this scheme.
The Delhi Government set up thousands of Hunger
Relief Centres (HRCs) to provide cooked lunches
and dinners to the homeless and deprived, while
strictly following the social distancing protocols.
These centres provided food twice a day — lunch
between 12 PM to 3 PM and dinner between 6 PM
and 9 PM.

The maps showed two kinds of centres, a shelter
home — represented in red icon with a spoon and
fork — and the second one, hunger relief centers —
represented in blue with a beverage icon- to provide
food to the needy. The government turned several
schools in the city into hunger centres.

The Delhi Government had initially opened all its
223 night shelters run by the Delhi Urban Shelter
Improvement Board for providing food and shelter
to the aﬀected people in the city. Later, the
government started over 1,500 free food
distribution centres along with temporary shelters
for migrant workers who were feeling forced to
leave the city for their native states. There was no
documentation requirement for getting cooked
meals at HRCs and was subject only to availability of
food, anyone who would queue could avail the
cooked food.
Dialogue & Development Commission of Delhi
(DDC) played the crucial role of ensuring a high
degree of convergence among diﬀerent
departments and redeployment of available
physical infrastructure essential for successful
implementation of this scheme.
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distribution of nearly 9.2 lakh cooked meals during
the daytime of May 3, 2020, was organised. A
district-wise analysis further shows that in Delhi's
districts where the level of impoverished
population was high (such as in North-West, NorthEast and South-West), the delivery of cooked meals
too was higher.

The Delhi Government had also started a hunger
helpline in each of its 11 administrative districts, to
address increasing demand for food and rations. An
internal map was made by the hunger relief team
for use by the of icers and volunteers which had one
layer of active hunger relief centers and another
layer of public facilities as a backup. In consultation
with the Delhi Disaster Management Authority, a
protocol was designed to use the maps for helping
people ind access to relief centers.

In May 2021, Akshaya Patra Foundation came
forward to generously help the government with
this humongous task. With the help of Akshay Patra,
cooked meals were provided in these centres twice a
day. The DDC played a critical role in development
a n d s i g n i n g a n M O U b e t we e n t h e H e a l t h
department and Akshaya Patra for supplying
hygienically cooked meals at various locations in
Delhi. DDC facilitated collaboration between
Akshaya Patra and Delhi Government for the daily
supply of 16,000 free meals across all the night
shelters, hospitals and construction sites in Delhi so
as to support the migrant labourers who were
economically worse aﬀected due to COVID-19
pandemic. This initiative not only provided meals to
the 6,000 people living in shelter homes, but also fed
3,000 labourers at Delhi Government's project sites.

The helpline operators were trained to use the map
to quickly search for the area from which they were
getting requests for food, so that they could locate
the nearest Hunger Relief Center and ind directions
to it. If a Hunger Relief Center was not available
nearby, they would identify a potential Hunger
Relief Center from the backup layer and lag it to
their managers for approval.
During the 2020 lockdown and initial part of unlock
phases, a daily average of around 3.6 lakh cooked
daytime meals were distributed through the HRCs.
At its highest single-day capacity, an impressive
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67
Free Online Consultation of Doctors
during COVID-19 pandemic
The outbreak of COVID-19 put a lot of pressure on
the healthcare infrastructure of all states, including
Delhi. The Delhi Government worked round the
clock to ensure that the medical needs of all citizens
were served. However, there was a drastic fall in the
number of daily patients in OPDs, Mohalla Clinics,
etc. in Delhi in the early phase of the COVID-19
pandemic. Patients with non-COVID-related issues
reduced or stopped their visits to hospitals and
dispensaries, which worsened their medical
condition in some cases. To help people in such
situations while also reducing the chances of
transmission at hospitals and clinics, DDC
facilitated the launch of medical consultations for
free through the CallDoc app.

•

Consult with Online Doctors — Anytime,
Anywhere, 24*7;

•

More than 100 Doctors;

•

Follow-up with Doctors from Anywhere;

•

Easy Appointment with Specialists;

•

Upload History/Store/Manage Reports
Digitally;

•

Online Prescription;

•

User-friendly Interface.

From The User Perspective

To enable people to continue their access to doctors
for non-emergency medical issues during the COVID19 pandemic from the convenience of their homes,
DDC facilitated a partnership between the
Department of Health & Family Welfare and CallDoc
to provide free consultations to people in their
homes. The CallDoc app was a mobile-based digital
solution enabling real-time access to better and
faster healthcare at any time and place of the
patient's convenience. As a result, 24x7 online
medical consultation services in Delhi were provided
for free through the partnership to help patients
connect with doctors remotely via a mobile app.

After downloading the App, the patient had to select
the doctor on the basis of name and speciality and
mention the purpose of the consultation. Any
patient could book an appointment through the
mobile app, connect to a doctor on video, audio, and
chat and receive medical consultations on the
phone from anywhere. Patients could easily consult
with general physicians as well as specialists, based
on their needs, from home at any time convenient to
them.

As part of this collaboration, over 100 doctors were
also on-boarded by the Dialogue & Development
Commission of Delhi (DDC) on the CallDoc app, who
provide their services for free to patients. These
were doctors af iliated with the Delhi Medical
Council as well as doctors from the Delhi
Government's University College of Medical
Sciences (UCMS) and Maulana Azad Medical College
(MAMC).

The App had a provision for doctors to self-register
themselves. As soon as a doctor registered on the
App, the CallDoc back of ice called up the doctor to
ask for a medical council/state council registration
certi icate. After validation by the back of ice, they
are made visible to consultancy seekers.

From The Doctor’s Perspective

If there were any connectivity issues due to internet
limitation during the consultation, the doctor had
an option to go for an audio call on voice network
with the patient. Once the call was over, it was
routed back to the app.

Key Features Of The App
•

Through the app, patients could upload their test
reports for a doctor's review, and doctors could

Integrated Video/Audio/Text Platform;
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travel for regular OPD visits, especially for senior
citizens. It helped save time that is spent in the
waiting room and allowed patients to consult
leading doctors and avail instant treatment for nonemergency conditions.

upload prescriptions after consultation. The
CallDoc app, a cloud-based platform could be
downloaded from the Google Play Store or
AppStore.
The initiative helped save the trouble of physical
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68
COVID Helpline 1031
•

The Dialogue & Development Commission of Delhi
(DDC) carried out a revamp of the Delhi
Government's COVID-19 grievance redressal
system and released a centralised helpline number 1031 - in May 2021 for those in need of hospital
beds, oxygen cylinders, and medicine, among other
things.

All the helpline operators were properly trained to
receive the calls and appropriately address the
queries of the citizens. The FAQs on various aspects
of concern for callers were prepared and regularly
updated in consultation with concerned
Department Head and vertical heads during the
early COVID crisis. Any new information not
covered in the FAQs but sought by citizens, was
collected by the concerned Department/Vertical
Head and added to the FAQ section. Therefore, the
FAQ list was constantly evolving to make it more
relevant.

The helpline provided information assistance on
corona testing, hospital bed availability, home
isolation, oxygen concentrator or cylinder,
ambulance, oximeter, medicine kit, vaccination, and
welfare measures, among others. In addition, it also
provides tele-consultation services. The DDC
supported the revamp of the key programming
aspects of the helpline, like its software update,
escalation guidelines, training of executives, and
monitored the helpline so that the callers have a
satisfactory experience with the helpline.

With proper training, the 1031 helpline not only
managed to satisfy every query by the citizen but
this was done in a time bound manner. Eventually,
there was no waiting time and average call handling
time was reduced to 3 minutes. Calls were mainly
related to citizens having some symptoms who
enquire about hospitalisation or testing.

Services under Dedicated COVID Helpline
(1031)
Information Assistance to the callers was provided
by helpline executives in respect of the following
verticals:
•

Testing

•

Ambulance service

•

Tele-Consultation

•

Pulse Oximeter, medicine kit

•

Vaccination Information

•

Welfare measures (Relief to Auto drivers,
Construction workers, Free Ration, Rain
Basera etc.)

•

Hospital Beds Availability

•

Home Isolation

•

Oxygen Concentrator/Cylinder

Any other COVID-related information viz.
Plasma bank/donation, E-pass, Curfew, drug
management etc.

The backend of the 1031 Covid Helpline was
managed through a call centre engaged by the
Administrative Reforms department of the Delhi
Government. The helpline staﬀ were trained by the
DDC and stationed in three shifts of eight hours each
to ensure round-the-clock monitoring. A teleconsultation service for COVID-19 patients was
made available 24*7 by GNCTD Doctors through the
helpline.
The backend was created in such a manner that the
manpower as well as the number of phone lines
could be scaled up within a short duration of time
from the time of intimation, as and when required.
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Any registered doctor could enter the system by
dialling a 10-digit DID number followed by a 4-digit
login id provided to them. Once the doctor was
logged into the DID server, they started to receive
calls from patients transferred by helpline
operators. Calls were forwarded on a random basis
to doctors based on their availability. Doctors' IDs
were automatically logged out once their shift was
completed.

Telemedicine Consultation through the
Helpline
A number of calls were received from people
seeking medical advice from doctors. For the
provision of a tele-medical consultancy service, the
DDC sourced the timetable of government doctors
for teleconsultation from each district, and a system
was set up to direct the caller to these doctors.
Teleconsultation service was provided by the
helpline by connecting the call to one of the doctors
deployed by DGHS. Log-in ids of 65 doctors were
created who attended the calls on a shift basis and
provided their consultancy.

A doctor could access the patient's details entered
by the helpline operator on the CRM panel. By
logging into the CRM panel with their respective
IDs, a doctor was able to check a patient's details
along with the patient's mobile number. Doctors
could also search the previous history, if any, of the
patient with their mobile number. Based on the
diagnosis, the doctor wrote their prescribed
medical advice in the form. A follow up call was also
scheduled as and when required.

When a call was received at 1031 helpline, the
details of the caller were entered by the helpline
executives on a CRM panel. In case a COVID positive
patient called to seek telemedicine consultation, the
call was shortlisted and forwarded to the doctor.

Many other services were also provided by the 1031 helpline.
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69
Setting up of Oxygen Concentrator Banks
Dialogue & Development Commission of Delhi
(DDC) was in-charge of conceputalizing the
initiative and working with the Health department
as well as external partners to execute this
initiative. DDC collaborated with the Ola
Foundation and Give India for delivering Oxygen
Concentrators to the doorsteps of patients even
during the peak of covid wave. The Commission
mapped all medical centres and ensured that there
were at least 20 such banks in Delhi. Since this
initiative by the Delhi Government involved
multiple departments as well as Ola and Give India
Foundation, the key responsibility of the DDC was to
ensure smooth work low and coordination
between all stakeholders.

During the peak of the second wave of COVID
pandemic, there was a huge demand for Oxygen
Concentrators. The oxygen level of many patients
who suﬀered from COVID dipped rapidly. If oxygen
was not supplied at the right time, the health of
corona positive patients deteriorated to an extent
that they required to be admitted to the ICU or
worse thus further burdening the healthcare
system that was already overburdened. In response
to this need, Chief Minister Shri Arvind Kejriwal
launched the Oxygen Concentrator Bank (OCBs) for
COVID-19 patients in Delhi in May 2021.
It was observed that if oxygen was provided to
COVID patients in a timely manner, their health
could be saved from further deterioration. Keeping
that in mind, the Delhi Government created a bank
of 200 Oxygen Concentrators in each district of
Delhi. The Bank enabled the supply of Oxygen
Concentrators within two hours from receiving
requests from patients.

A team of Delhi Government doctors were in
constant contact with all such patients who had
been given Oxygen Concentrators. The Oxygen
Concentrators were collected back from them once
they recovered fully. In order to stop accidental
spread of corona, the concentrators were sanitised
before being given to another patient for use. A
technician accompanied the team to explain the
process of using the Oxygen Concentrator to the
entire family.

The Oxygen Concentrators were provided to those
patients who had been advised to take oxygen for a
few days even after being discharged from
hospitals. Those who are not in home isolation
could give a call on 1031 to request for Oxygen
Concentrators. The Delhi Government doctors
ensured if the patient actually required Oxygen
Concentrators. Based on their input , the
Concentrator was delivered to the patients.

If someone was infected with COVID but could not
isolate at home due to any reason, they could isolate
at the Government home isolation system by
making a call at 1031 and request an Oxygen
Concentrator.
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70
Assisting Movement of Migrant
Workers to their Hometowns
Corona aﬀected people in many diﬀerent ways.
People who had come to the national capital from
diﬀerent parts of the country to earn their
livelihood got stranded in Delhi due to the
lockdown. Though many of them wanted to go back
to their native states and hometowns, they were
unable to do so as all modes of transport were
closed due to lockdown.

Aapki Purani Dilli se Balia ki yatra 19.05.2020
ko rakhee gayee hai. yeh rail gaadi Lucknow Sultanpur -Jaunpur mein bhi rukegi or en
stationo se anye jeelo ke liye buso ki suvidha
uplabdha hai. Aapke khane ki suvidha bhi
uplabdh hai sabhi suvidha nishulk hai aap apne
parivaar ke saath 19.05.2020 ko subah 8.00
baje samaan ke saath screening ke liye
Sarvodaya Bal Vidyalaya Main road Kahjuri
Khas Delhi sthan par koi ek pahchan patra ke
sath aaye. Ye message sirf aapke liye hai ese
kripya kisi aur ko aage n bheje.

After the Central Government provided relaxation
for travelling during the third lockdown, the Delhi
Government started the process of sending
migrants willing to back to their hometowns by
train. The Dialogue and Development Commission
(DDC) was tasked with creating a streamlined
process for the entire exercise involving diﬀerent
stages and agencies. The DDC setup a system for:
•

Registration of migrant workers wishing to
return to their home states

•

Analysis of the data received

•

Sharing of data and reports with the agencies
for scheduling of trains

•

Communication of the planned slots to
passengers

•

Facilitate screening of passengers through the
Health Department

Sample Message
Based on the system generated list, the Delhi
government informed their respective states giving
the details of the travellers so that adequate
arrangements can be made at their end for these
travellers as per COVID protocol. The Delhi
Government on its part made all arrangements at
the corona screening centres and stations so that all
guidelines of COVID were followed properly.
One of the irst trains with about 1200 labourers
from Bihar left for Muzaﬀarnagar on 8th May, 2020.
These labourers were staying in diﬀerent night
shelters in Delhi. The government made proper
arrangements to take the migrants living in night
shelters located in diﬀerent parts of Delhi to New
Delhi Railway Station. Buses were arranged to take
them to the railway station. A team of doctors was
deployed for their medical test and thermal
screening. After screening all the migrants
thoroughly, doctors issued a medical certi icate to
the migrants. The Delhi Government also made
arrangements for food and water for the travellers
on the train.

The Delhi Government arranged for trains to
diﬀerent states depending on the demand received
through the software. Once a signi icant number of
people registered themselves for a particular
destination and the train was arranged by the Delhi
Government, an SMS was sent to the applicant
stating the details of the journey. The applicant
received an SMS with the details of the date/ time of
journey, train details, station name and details of
COVID screening centre.

As of June 2020, about 3 lakh migrant workers had
been sent to their native places by 236 trains and
about 12,000 were sent by buses. A total of 6.5 lakh
persons had already registered themselves at the
web portal of the Government of NCT of Delhi.
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