(f, MARDAN MoDEL OF HOME DELIVERY SERVICE OF
DOMICILES

A. lNTROl)UCTlON

Citizellsilizzzl;flgl? ;f;‘tligﬁcale (Domic.ile? is a document WhiC].l is issued (o e\fe.ry Pakislan'i ‘unc_l?i'
Tmlcils because} o e[;uty Conm.nsswners (DCs) of the dlStl"iCt.S. EYGI‘)’ citizen has to acd“‘y“;
Katios] ety C ardl 8 a. sence, nelt‘her a person can get admission in colle'ge nor l‘ll? .can ylee
R l‘l(_)l can apply 191' any‘Job s:tc. 'he general trend in Pakistan is tlk_li 'PC(.)P

1¢ domicile certificate at the time of getting admission in colleges or applying for a job.
Hence, the acquisition of domicile certificate is, practically, the first independent interaction
(zf \'qutll with Government. Hence, the main objective of launching this model was to make this
hr-st “?dependem interaction of youth with Government such a pleasant experience that they feel
pride in their govt. The idea was to provide domiciles to the citizens at their doorsteps without
any kin.d of hassle and find out a perfect solution which may fit in our society in which 70%
population is rural with less than 50% literacy rate, having limited access to internet or android
phones. In this model, neither any citizen is required to stand in long queues outside any Govt.
office nor they are left at the mercy of clerical staff. Rather, a citizen-oriented, easy to
understand. aligned with the spirit of decentralization solution has been created.

B. CURRENT SCENARIO

Painfully speaking, currently, this first interaction is such an unpleasant experience for
youth that it sows the seeds of hatred against Govt. in the young minds of teenagers. The reason
of the said unpleasant experience is that, till date, centuries old, outdated, archaic system is being
practised in districts of KP in which the applicant has to undergo a series of verifications, visit at
least six offices by travelling long distances and, above all, bribing many government officials.
The prevalent system ol issuance of domiciles is that every DC office has one room reserved for
“domicile branch™ in which a clerk sits with a register. Anyone who is desirous of getting a
domicile has to get “domicile form” from the said office after depositing a certain fee. This form
is also available from different shops of Photostat. After filling the blanks, one has to get it
verified by concerned field revenue official (Patwari), then by Land Supervisor (Girdawar), then
by Tehsil officer (Tehsildar) and then by sub-divisional officer (Assistant Commissioner). A fter
such a lengthy process of verifications, one has to go to the “domicile branch” of DC office again
where the said clerk enters it manually in the register, writes its issuance number, affixes the
official stamp and hands it over to the applicant by keeping a copy of it for official record.

C. DRAWBACKS

The drawbacks of this system are multifarious and are listed below:

i) NO CHECK & BALANCE
In the prevalent system, there is no mechanism of check & balance over the domicile
clerk. If the domicile clerk is efficient, he would work well otherwise miserjes of
applicants would enhance manifolds.
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ravels from his/her far lung village o DC office which is, generally,
lf)culcd‘ atone end of the distriet, gets the form, then goes back to his native village
h.)r verification of Patwari, then goes a bit farther for verification of Girdawar, then to
his/her Tehsil Headquarter for verification of Tehsildar, then further farther to his/her
Sub-divisional Headquarter for verification of Assistant Commissioner and then,
finally, again 1o district Headquarter for issuance of domicile from DC office. This
Process consumes a lot of time. energy & money of the candidate. At times, the
candidate has to travel about 150 KMs to get it.

TOUT MAFIA

To add further agony. tout mafia flourishes in it because the cumbersome process of
getting the domicile disheartens majority of citizens who avoid to enter in this
process. So. people find no other way but to bribe the tout for getting their domicile.
Though they get it easily via tout, yet a permanent seed of hatred against government
gets sown in their minds.

NO CHECK ON MULTIPLE ENTRIES

[ronically. since the system is manual, there is no check on multiple entries of one
person in it. As quota system exists in jobs, people exploit the weakness of the system
and get multiple domiciles showing different addresses of different areas from one
district or other districts and defraud others in getting jobs.

DIFFICULT VERIFICATION

Furthcrmore, verification of genuineness of old domiciles is very difficult in it. The
reason is that old registers which are not saved properly become difficult to locate.
prone to destruction by termite, fire, rain etc. In case ofnon-availability of record, the
verification is done from field which takes a lot of time.

NO UNIFORMITY IN FORMS

Since domicile forms are available at different shops, so neither there is serial no. on
them nor there is uniformity in it. Even in one district, domiciles are issued on
slightly different forms.
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stating deficiencies in his/her application. Rather in between, he/she gets SMS alerts
about progress of his/her application.
Th‘e Citizen can see scanned image of his/her domicile by entering tracking Sode
written on the face of domicile form in “Citizen Portal.

FROM GOVERNMENT’S PERSPECTIVE

The domicile forms are printed by DC office on the format given in citizenship Act.
Then these forms are given to GPO of the district to place them in all the post offices
of the district as well as to VC/NC secretaries to make them readily available to
public. In this system. neither the applicant is asked to get multiple verifications nor
the Secretary VC/NC or Patwari sends the data of his verification ‘through proper
channel” to DC office, which causes delay. Rather, as an out of the box solution,
mobile no. of every Secretary VC/NC and Patwari has been stored in the software and
they have been ordered to send an SMS from their designated no. specifying the form
no. & name of applicant to a given mobile number of DC office. Their SMS is
considered as a proof of authenticity of their verification. Once a form is received in
domicile branch, the data is entered in the software and SMS is sent to the applicant
that his/her domicile is under process in DC office. After data entry, the document is
given to authorized officer (Assistant Commissioner) for his/her signature and
affixation of official stamp. Then, issuance no. and system generated tracking no. is
written on it. As a last stage. it is scanned and another SMS is sent to the applicant
that his/her domicile has been prepared. Afterwards, a copy of issued domicile is
handed over to the postman who visits the domicile branch daily for handing/taking
over the mail. for its delivery at the doorstep of the applicant. If the form is found
faulty. it is also sent back to the applicant with instructions. Post office sends these
forms via “'special registered & insured mail” in a specially designed envelops. Its
cost is PKR 100 to be paid by the applicant at the time of sending the domicile form
to DC office. It is the only fee which applicant bears in this system (Rs. 80/- for two-
way mail. Rs. 10/- for insurance, Rs. 5/- for envelop & Rs. 5/- as service charges of
post office). Monthly reconciliation between DC office and post office is done to
review 1lTe ethcnem‘)i of this sys}em. Su.mlarly, DC has a dashboard through which he
can fnomtor tl.1e per.lorman'ce of domn?ll.e branch. Tl}e dashboard reflects live data of
received/pending/rejected/issued domicile forms. The services of post office have
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F. SUCCESS STORY

iectively speaking, The success of this innovative sys'te'm can be gaugeq by the fact

. Su.bjectl\e o i:July 2016, queues outside the domicile branch have literally been

lhal.atter o pmm?lf E:,l,?:le complz:int of delay or corruption has been received so far. Only one
:;rl::]s 22?1111\1];);:122; for w%ich insurance amount (Rs. 1000/-) had been paid timely.

Obiectively speaking. from 01-08-2016 to 01-08-2017, I?C office Malrdan l'ecFi\'ed
i t'nL 4 -SPL-‘ 1 responded to all of them. However, during the preceding year in the
30’732' dom‘lClle fO'I;“JS J;]l(d q\'sll)em was in place), only 22,248 domiciles were issued whereas the
- llme-‘f rame'(-“;ujl ( liéitions is unknown because in old system. record of received
nun;'bel;'oonts ijftse II:ct:t kc::l;)tp H:ence under this innovative system, about 45% more domiciles were
applicati Vi - ’
prepared.

The Chief Secretary officially acknowledged & appreciated this model by lssuimg
i I. tter” gAnne\'JAl& directed its replication in other districts in performance review
o - Tatt er X- ‘ . ‘ -
P pl.eClleon eB In Commissioners’ conference held under the chairmanship of Secretary
meeting(Annex-B).
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G. RESOURCES

This revolutionar
: 1110 ate ) .
pusiommadaiech onary system was developed with utilization of minimum resources. The
Similarl Llh . | Ware was prepared free of cost by software engineers of PMRU of CS office.
' arly. the already recruited computer operators who were under-utilized in DC office were

deployed after necessary 1rain: -
,, ploy after necessary training. The renovation of domicile branch into a state of the art work
station was done by comp

_ wnity participation which happily came forward to contribute in its
r‘cnov_atlon when they saw the sea change in service delivery. Similarly, post offices were already
functional in every nook and corner of the district. They were just taken in loop by striking an
MoU with their Divisional Superintendent. The only expenditure which was done [rom
Government exchequer was the purchase of computers, scanners and other hardware whose

amount was less than Rs. 0.5 million. Rest, the cost of home delivery of domicile (PKR 100/-) Is
borne by the applicant himsel(7herself.

H. PARTNERSHIPS

The “Mardan model of issuance of citizenship certificate” was evolved in collaboration
of PMRU of CS office, Pakistan post as well as Telenor cellular company. The software
engineers of PMRU developed the software by which the working of domicile branch has been
streamlined. This custom-made software helps in smart management of data, live monitoring by
Deputy Commissioner and easy tracking of the domiciles. Besides, the collaboration of Pakistan
Post was a real game changer which evolved a comprehensive mechanism for home delivery
service of domiciles by decentralization of authority of domicile office. Lastly, Telenor cellular
service network became our partner by giving us package of “bundle SMS™ at cheap rates under
which two SMS alerts are sent to every applicant, one at the time of reception of his/her form in
DC office and other at the time of its dispatch. These SMS alerts give confidence to the applicant
that his/her application is being treated with due care and caution.

I. PUBLICITY STRATEGY

Since, the beneficiary of this model is the whole community, hence; we involved all
segments of society for dissemination of its information at wider level. A comprehensive
community engagement exercise was done in which briefings to heads of different political
parties were given, presentations in different local coiupcils were made, members of the
parliament belonging to Mardan were taken on board, different organizations of ¢ivi| society
were engaged to conduct awareness sessions in. fe!r flung areas, seminars were held with media
persons, chamber of commerce, bar associations, private schools association, doctors’
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CHIEF SECRETARY KHYBER PAKHTUNKHWA

~
[

No. PMRU/CS/1-16/2016
Dated Peshawar, the 17 August, 2016

To
Mr. Imran Hamid Sheikh,
P Deputy Commissioner, Mardan.
Subject: LETTER OF APPRECIATION.

Introduction of Home Delivery system for Domiciles in Distriot Mardan is indeed
a commendable initiative on your part, This system shall not only improve service delivery to the
public but also promote a culture of citizen friendly responsive governance. It is indeed a

significant step in furtherance of the reforms agenda of the Provincial Government.

Your role in the development and supervision of this system is highly admirable

and praise worthy.

»

I

(AMJAD ALI KHAN)

rd
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- Most Immediate

PSO TO CHIEF SECRETARY .
KHYBER PAKHTUNKHWA

No. PSOICSIKPK/ 1 =3 /2014 Dated Pash: the 05" Aug, 2016
To

3 1. The Senior Member,
‘ Board of Revenue, Khyber Pakhtunkhwa.
2. The Secrotary,
Home & TAs Department, Khyber Pakhtunkhwa.
3. The Secretary,
Estabhshmem Department, Khyber Pahhtunkhwa
4 The Secr c:tary,
Fublic Health Engineering Dcpam'ncnt Khyber Pakhtunkhwa.
5 The Secneatary
Local Gouvt. & RD Department, Khyber Pakhtunkhwa.
6. The Secratary,
Health Department, Khyber Pakhtunkhwa.
. The Secretary,
Food Department, Khyber Pakhtunkhwa.

.. All Divisional Commissioners
In Khyber Pakhtunkhwa,

9. All Deputy Commissioners
in Khyber Pakhtunkhwa,

10. The Ceordinator,
Polio Emergency Oparation Centre for Polio Eradication,
Khyber Pakhtunkhwel.

11, The Coordinator,
Perforimance Management & Reforms Unit (PMRU),
Chief Secratary's office.

<O

Sublect: MEETING_ON DISTRICT PERFORMANCE REVIEW & POLIO TASK
FORCE

Dear Sir.

Please find enclosed minules of the subjest meeting(s) held on 05™ Aug,
2016 urder the chairmanship of Chief Secrefary, Khyber Pakhtunkhwa for compliance /

necessary action, please.

Engl. As abave 6 0M

PSO to Chi f Secretary
Tel: 091-9210355
Fax::091-9210447

TITE IRt B %
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PSOTO CHIEF SECRETARY
KHYBER PAKHTUNKHWA

MEETING ON DISTRICT PERFORMANCE REVIEW

Meeting regarding District Performance Review was held on 05" Aug, 2016 at 11:00 am

under the chairmanship of the Chief Secretary, Khyber Pakhtunkhwa In the new Cabinet Room of
Civil Secretariat. List of participants is attached.

2. After recitation from the Hely Qura'an, the performance of districts for the months April to
June, 2016 was reviewed and tha following decisions were taken during the meeting;

*

Sr- Subjact Decisions Action laken by
0.
1 DPMF Data The chair directed that in case an officer of All concerned
verification line department Is absent on verification day,

the concerned Deputy Commissioner wlil
verify the data himself and report to PMRU in
next three days. In case of fallure on the part
of DC, the Commissioner shall get the data
verified within next four days. !f both tlers fall
to get the data verified, the matter will be
reported to the office of warthy Chief
Secrelary by PMRU and aclion will be
ensured within next three days.

2 Citizens In order to increase the registrations on KFP All DCs
Registration on Citizens Poral, Daputy Commissioners will | * PMRU

, Right to Publi
KP Citizen Portal | ensure following steps; - egrvices 5

application ' Launch awareness campaigns Commission
*  Rightto Information
Commission

through media and presentations to
different institutions ’

. Special presentation on “Cltizen
Portal" will be arranged for District and
Tehsil  assemblias. Representatives of
PMRU will attend on request of DCs.

. PMRU  will launch  spedcial
awareness campaigns [n collaboration with
Right ta Service Camrmission and Rightto | ~
Information Commission.

—_——
- . —
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Within In next month and report 10 PMRU. In
fulure,  dlstrig
encrecachments

wise analysls  of

removed with

along

Compliance must

concerned offleers,

be ensured by all

\T‘“m_m graphi.cal evidence shall be presem.ed,
Watar Supply A;s;clflc funds have heen reserved in current ’ iﬁ%,CpHE
Schemas for  non-functional water  supply S
schemes. Concernad district administraticns
shall hold spegial meetings with TMA / PHE
officials of their districts to funclionalize such
et r—— sChemes,
* G ERIRAR Every Patwar-Khana must be visited alieast |« SMBR
i twice a year as per Land Revenue Act. | * AllPCs

e DE&EE&TEF‘ Tha Chair directed all concerned 1o ensure
Ravenua'cases regular and timely disposal of pending R RSSO E e ’.
Revenus Court cases, specifically districts '
Mardan, Swabi and D.1, Khan. ‘
7 { Performance of The Chalr observed a negative trend | - Secretary Health \
| Drug Inspectors regarding Inspections of medical storas, { ° PMRU \
and Heallhcare sampling of drugs and actions against
Commission quacks / unreglstered medical practitioners. !,
Matter to be taken up separately with l
Secratary Health. \
8 Price Checking The Chair observed the need of making the | « All DCs / Price
price checking activity more stringant and . g’t:gstrates \
expressed  dis-gatlsfaction  over the '
performance of district administration In
terms of fine collacted and punishment
imposed on profiteers, This area needs
special attention from all DCs.
9 | Solid Waste Secretary LG&RD requested all DCs 1o DCs / TMOs 7
Dumping siles facliltate the TMAs in securing land for
dumping grounds. . _
10 | Home Delivery of [ Initiative of District Mardan regarding home Concerned DCs
Domiciles delivery of domiclles was appreciated and
the Chair directed that the same should be
2
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OFFICE OF THF,
DEPUTY COMMISSIONER MARDAN
NO-_Z%DC(M)PS Dated 1D / 41 2017
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The Commissioner,
Mardan Division. Mardan.

subject: MARDAN MODEL OF HOME DELIVERY SERVICE OF DOMICILES

In pursuance 10 the instructions issued by worthy Chiel Secrem_ry K.hybcr'
Pakhtunkhwa in a meeting held on 05" Aug, 2016 under his chairmanship (mn'nulc:.:
circulated vide letter No. ESO/CS/KPK/I-BQOM dated. 05" Aug, 2016), t!w deta.nl? o‘lI
Mardan mode!l of home delivery service of domiciles is hereby forwarded f.or.‘Yf’Uif l\lL“‘I
perusal & further forwirding to the Secretary Home & TAs department, for furthe
necessary action at his end, please.

Copy to:

I. PSO to worthy Chief Secretary Khyber Pakhtunkhwa w/r to his office letter
mentioned above. ‘ -
2. Coordinator PMRU, O/O the Chief Secretary Khyber Pakhtunkhwa. o
| P;‘) to Secretary Home &TAs Department Khyber Pakhtunkhwa w/r to his office
> letter under ref. No. E&A (HD) 7-75/2017 dated November10, 2017.
etter . No.




GOVERNMENT OF KHYBER PAKHTUNKHWA
HOME & TRIBAL AFFAIRS DEPARTMENT

><><><><
No.E& A (HD) 7-75/2017
Dated Peshawar the November 10, 2017

TOP PRIORITY /TIME LIMIT CASE

To

The Deputy Commissioner
Mardan

Subject:- REPORT REGARDING MARDAN MODEL OF HOME DELIVERY
SERVICE OF DOMICILES

—

| am directed to refer to the subject noted above and to
state that the Chief Secretary Khyber Pakhtunkhwa has directed
that report containing modalities for issuance of domicile through
home service delivery in Mardan may be shared by your office with
this Department as the report has to be communicated to all the
Deputy Commissioners of Khyber Pakhtunkhwa within a very short
deal line. You are therefore, requested to share the requisite report
by today positively, please J

vy
SECTIO CER (GENERAL)
Copy to:

1- Coordinator PMRU, O/O the Chief Secretary, Khyber

Pakhtunkhwa _
2. Section Officer (Media/Narcotics) Home Department

3. Assistant Director (IT) Home Department.
4- PA to Deputy Secretary (Admn) Home Department

U OFFICE MARDAN SECTION OFFIGER (GENERAL)

T —— —
- —— .
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,j‘:;_fﬂoearsir’,y ey, G T S | T
i R I am dlrected to. refer to the SUbjECt noted above and to enclose S5 :
: :heI’EWl’[h a copy of Deputy Commrsswner Mardan- letter No. 2828/DC(M)/PS-},; P

' .ldated 13-11-2016 alongW|th deta|ls of Mardan model of Home Dellvery Serwce_.',."' '

e OFFICE OF THE COMMISSIONER
- MARDANDIVISION, MARDAN.

NO, ‘/57// 7

ﬁ ‘/REV/SDC

Dated Mardan the /4’/11/2017.’7{_! '

‘,_u"The Secretary Rl S
© . Home & Tribal Affalrs Department i
: ‘gGovt of Khyber Pakhtunkhwa Peshawar

e -,.";'.‘,DOI\IIICILE

'-‘-‘of Dom|C|les |n Ilght of drrectrons of Worthy Chief Secretary,_ Khyberfj ‘

N Pakhtunkhwa for further necessary actron at your end please

Secretary to Ccmmlssroner
Mardan DlVISIOﬂ Mardan

4 ‘Nc & Ha*e even.

9088

Copy fonNarded for |nformat|cn to:- .'

1 / The Deputy. Comm|SS|oner Mardan w/r to his letter referred above; N
2. PSO to Chief Secretary, Khyber Pakhtunkhwa Peshawar.,
3. PSto Commlssmner Mardan DIVISIOI"I Mardan. i

DC OFFIGE MARDAN - - = 7 7 vt to Gommssiners

AD.C.

Piary No: .Dti_[é.:f"l//“ i R e Mardan Di"vision, Mardan.‘
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