
 

FOREWORD 
 

 
 We have launched a Capacity Building Programme in the Kolkata Municipal Corporation. 

It is meant to add strength and vigour to the civic body. Ours is an old organization, one of the 

oldest of its kind in the country. With age comes obsolescence. The Capacity Building 

Programme is meant to renew our energy and to re-invigorate our limbs. The Department for 

International Development (DFID), Government of United Kingdom, has been helping us in this 

programme and we are grateful to them. 

 

 We present now the vision and the strategy paper for this Capacity Building 

Programme. This is a road map for us. We present in this paper an omnibus perspective, 

as well as sectoral action plans. The paper provides the milestones for the future and 

provides the anchors and the moorings for our journey ahead. 

 

 Sri Alapan Bandyopadhyay, IAS, the Municipal Commissioner, has ably led the 

team that has prepared the document. Sri Sahidul Islam, the Joint Municipal 

Commissioner (Development) has worked painstakingly to produce the draft. Our 

consultants, the KPMG etc, have worked hard. The contributions from the different 

Members of the Mayor-in-Council, our Borough Chairmen and the Controlling Officers 

and staff across the organization are acknowledged. They have deliberated upon the 

contents of the document over the months. The DFID officials have also enriched us 

with their suggestions. It is a collective effort. We propose to steer ourselves with the 

vision and strategy that we now present.  

 

 Let this volume be treated as Volume-I of a series of booklets that we intend to 

publish one by one. In the succeeding volumes, we shall present our specific action 

programmes/circulars/orders/notifications in different directions.  

 

 

 

(Bikash Ranjan Bhattacharyya) 

Mayor  

The Kolkata Municipal Corporation 
Dated : 31

st
 March, 2006 
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Capacity Building Programme – Vision & Strategy 

1 Operational Strategy of KMC for the Capacity Building 

Programme  

1. The Department for International Development (DFID) of the British Government has 

been assisting the Kolkata Municipal Corporation (KMC) in a Capacity Building 

Programme (CBP). It has been considered necessary to articulate and spell out the 

visions and the strategy for this capacity building. This would be an over-arching frame 

that will provide meaning and significance to individualized piecemeal activities that are 

being taken up under the CBP. 

2. Insofar as the vision for the organizational structure is concerned, the KMC is of the 

considered opinion that the basic structure provided in the Kolkata Municipal 

Corporation Act, 1980 should not be tampered with or disturbed. The Act provides a 

three tier structure : 

• the Corporation at the apex level ; 

• the Borough Committees at the intermediate level ; and  

• the Ward Committees at the grass-root level.  

This corresponds to the 3-tier structure in the rural self-government also and is in any 

case consistent with the 74
th
 Amendment of the Constitution.  

3. At the apex level, three authorities have been envisaged : 

� the  Corporation ; 

� the Mayor-in-Council ; and  

� the Mayor. 

       The Municipal Commissioner is the Chief Executive Officer. 

This broad responsibility-sharing arrangement within the organization at the apex level 

will be respected. 

4. It is, however, felt that within the broad, given organizational framework, there is quite 

some scope for introducing organizational development strategies for streamlining and 

refining the functioning of the organization. While the Act gives a general framework, 

further practices, procedures and conventions are to be introduced systematically for 

filling the gaps and for introducing efficiency in the different parts of the organization.  

5. One major element in this organizational strategy would be to combine delegation with 

decentralization. The regulatory, enforcement-oriented functions (such as tax 

collection) may not be amenable to efficient downward decentralization. Some 

engineering and administrative functions (e.g. maintenance of big roads etc.) may also 

be kept in the central domain of the KMC. In these central functions, optimal delegation 

(but not necessarily decentralization) would be the preferred option. On the other hand, 
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development and welfare functions with direct public interfaces (e.g. delivery of birth 

certificates) would be amenable to decentralization. Devolution of powers to the 

Boroughs or the Wards would be the preferred tactics in these areas. KMC will have to 

consciously weigh these options in the case of every activity/function/programme. It 

may be noted that the Corporation, the Mayor-in-Council and the Municipal 

Commissioner have all since been comprehensively delegating their functions to the 

appropriate cutting-edges, making the decisions faster, and executions more efficient. A 

series of circulars/orders have already been issued in this connection. 

6. Decentralization would be taking a little more time, because it will involve a series of 

interactions with the Boroughs and the Ward Committees, and will require functional as 

well as psychological reorientation in the organization. Policies will have to be framed, 

budget exercises will have to be redesigned and personnel placements may have to be 

done, with caution, checks and balances.  

7. Both delegation and decentralization must be accompanied by simultaneous evolution of 

control system. Concretely speaking, revamping the Internal Audit system and 

revamping the Municipal Vigilance Authority will be required. In the case of Internal 

Audit, hiring in of specialized firms on contractual basis will be required and the process 

has been initiated. Incidentally, such hiring of specialized firms on contractual basis will 

be required in the Finance & Accounts Deptt. also where the business processes are 

being engineered in the CBP.  

8. For all these exercises toward delegation, decentralization, business process re-

engineering etc., mind building is an important exercise. Trainings, visits and 

reorientation exercises are required. The IUM (Institute of Urban Management) of 

KMC is an internal training organ, but it will require serious upgradation. The 

upgradation of IUM and training facilities will have hardware components, civil works, 

hiring of competent agencies and faculty members as well as purchase of books and 

periodicals. It would be considered whether the whole training programme in the initial 

one or two years could be outsourced.  

9. It must be recorded here that delegation, decentralization, business process re-

engineering and other aforesaid related exercises in KMC should be supported by a 

robust IT network that connects all the offices in a seamless manner. The IT network 

would upgrade the connectivity, both intra-office and with the outer world. Upgradation 

of Web-site, developing a Geographical Information System (GIS) etc. are related to this 

e-vision. Particular efforts will be required to build up Systems Managers’ capability and 

integration with the offices. Implementation of e-vision exercises will include up-

gradation of physical space, improvement of work ambience, integration of IT personal 

system etc. also.      

10. Focus will fall on social development as a key area. The pro-poor initiatives will 

require strengthening and involvement of local community and self-help groups. The 

bustee services and the school development efforts will form an inalienable plank of 

KMC’s operational strategy.  

11. While the paragraphs above deal with re-fashioning and refurbishing of existing modes, 

it is equally important to build up new organs and activities. Urban planning, public 
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private partnership exercises and land management are three areas where the KMC 

has to evolve virtually from the scratch. Consultants have to be hired, and books & 

manuals have to be procured. Some civil works for space creation might be required. 

Trainings, inter-city exchange of experiences etc. will be required.  

12. All these activities will simultaneously require IEC campaign. IEC would mean 

reaching out to the people for bridging gaps and to evolve what may be called informal 

contracts with the citizens through specific promises and pledges and through giving 

report cards at the end of the promise-period. Newspaper advertisements, other modes of 

advertisements and publicity literature will be taken resort to.   

13. The augmented capacity will help the KMC in achieving e-governance, good governance 

and participatory governance. 

14. This over-arching strategy should be read with specific sectoral strategies with regard to 

the specific sectors.  

It is expected that the CBP will benefit all the various stakeholders of KMC and especially 

the citizens of the city. The overall idea of the entire reform strategy would be to strengthen 

KMC as an institution so that it can deliver quality services to its citizens on a regular basis 

in a sustained manner. KMC has undertaken quite a few initiatives which are benefiting the 

citizens. For example, computerization of the Tolly Tax collection office has eased the entire 

process of tax payment for the citizens of that area. KMC is implementing the same system 

in other offices so that the citizens of the entire city have a hassle free experience while 

paying taxes. In the medium term, KMC also plans to introduce on-line payments which will 

further ease the entire process for those who choose to avail of this facility. This is just one 

example in a particular area, that of tax collection. KMC plans to implement many such 

initiatives so as to make the city a better place for its citizens. 

 

2 Rationalization of the organization structure 

2.1.1 Situation Analysis 

The administrative structure of KMC is not adequately geared to keep up with its increasing 

responsibilities and work profile. Functional overlaps between departments and unclear roles 

limit organizational effectiveness. There is sometimes a lack of coordination between 

departments, especially at lower levels, due to over-centralization of functions. Though the 
organization structure exists at lower levels, not much authority is delegated down the line. 

Hence few decisions are taken at lower levels leading to not only slow/ poor service delivery 

but also overburdening of the top level.  

The high number of staff, besides being a severe burden on finances, is not optimally 

distributed and does not adequately reflect the changing needs the of operating departments. 
The KMC Act, 1980 guides most of the personnel functions but the organization is yet to 

evolve proper staffing, promotion and transfer policies. Further, the lack of a clear career 
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path, adhoc transfers and promotions, principally on the basis of seniority, sometimes result 

in loss of morale and motivation in the staff. 

2.1.2 Reform strategy 

Key components of the Organization Reform Strategies can be classified under two broad 

components:  

• Institutional/ Organizational Reform (Rationalizing Organization Structure); and 

• Human Resource Development Strategy 

2.1.3 Institutional/ Organizational Reform 

2.1.4 Macro Level or Organization-wide reform strategies: 

• Decentralization: To be carried out through strengthening of the existing three tier 

structure and in particular, through strengthening of boroughs. Key elements of the 

decentralization strategy are: 

• Borough Strengthening: Civic service delivery, maintenance and social development 
related functions may be considered for decentralization to and integrated at the 

borough level, to the extent practicable. Strengthening borough level administration 

and integration of functions at borough level for all line departments should be 
attempted. Providing necessary training to all borough employees (especially those 

who would be in direct contact with citizens) is to be attempted. 

• Controls:  Borough level budgeting and financial accounting to be introduced. Audit 

to be also strengthened at borough level. 

• Delegation of power: To ensure quicker decisions and reduced response time to citizens 

by delegating financial (of Corporation, MIC and MC) and administrative power down 

the line. The process has been initiated.  

• Streamlining of Committees:  Works, Tender and other Committees to be streamlined 

(the process having been initiated) by making them focus only on major and significant 
works. Also strengthening of Accounts Committee for better review and supervision of 

finances and audit of accounts.  

• Rational grouping of functions, particularly for rationalization of top management 

structure: Revenue, Administration, Social Development, and Civic Service related 

functions to be clubbed under respective groups to improve functional focus. Also 

grouping of functions under senior officers (JMC/ DMC/ Controlling Officers) to be 

brought in line with each other for better coordination. The process has been initiated.   

• Bringing down span of routine control of senior management:  To reduce their 

involvement in day to day execution so that they focus on policy and planning related 

matters. Creation of new positions such as JMC (Administration), JMC (Social 
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Development), JMC (Revenue) etc to reduce routine burden of the MC. This process has 

also been initiated. 

• Creating a performance/ result oriented organization: Converting KMC vision and 

mission into measurable organizational and functional Key Performance Indicators. 
Setting targets against these parameters and monitoring achievement.  

• Strengthening control functions – in tune with improved delegation and decentralization.  

• Strengthening internal audit through hiring of specialized firms, if needed mentioned 

above.  

• Introducing works quality review through increased association of laterally invited 

external experts. A special monitoring cell/ Quality Assurance cell would be created 

to undertake quality reviews of engineering works on a regular basis. This cell will 

independently report to the top management on the works undertaken by the different 

departments and highlight deviations as and when they occur so that necessary 

corrective action can be taken.  

• Grievance handling: A separate cell may be created to look after citizen grievances and 

redressal. Citizens can take the facility to lodge their grievances at the various offices of 

KMC or use different modes like the internet, kiosks, mail, etc. A comprehensive 

grievance management system would be developed.  

2.1.5 Department specific reforms 

• Streamlining the structure, improving delegation of powers, deciding on optimum 

manpower, framing job descriptions of key positions and identifying training needs of 

various unique positions of each department in tune with overall vision and strategy of 

the organization, re-engineered processes suggested by IT & BPR consultants and new 

technology initiatives resulting in better/ improved methods and tools such as GIS, 

Computerized workflow and MIS, Computerized Design and Drawing Packages, etc.  

• Making the departments and functions more performance/ result oriented by identifying 

Key Result Areas (KRAs) for each unique position in tune with the Key Performance 

Indicators (KPIs) of the function. 

2.1.6 Human Resource Development 

HR related reforms to include formulation of a transparent HR policy and initiation of 

organization wide training/ capacity building to create a skilled and motivated workforce. 

2.1.7 HR Policy 

• Framing of transparent promotion, recruitment, transfer policies, etc. Development of a 

performance management system in tune with Key Performance Indicators (KPIs) and 
Key Research Areas (KRAs). 
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• Documentation of all HR policies as a manual, enabling uniform implementation. 

• Provision for lateral induction in different cadres to enable recruitment. 

• Simplification of procedures to provide quick services to employees. 

• Performance linked promotion in addition to seniority to encourage and retain high 

performers. 

• Benchmarking of Human Resource requirements – Development of manpower norms, 

determination of appropriate staffing levels and rationalization of manpower 

accordingly. 

2.1.7.1 Training and Capacity Building 

To improve quality of services, a motivated and well groomed workforce will be developed 
by imparting of technical, functional, behavioral, procedural and such other trainings.  

• Firstly, the training needs of various unique positions would be identified.  

• A training policy & budget would be formulated and a training calendar will be 

developed. 

• In-house training infrastructure would be assessed and enabling structure, systems and 

facilities would be provided. 

• Wherever required, external trainers and infrastructure would also be utilized. 

Consultants may be employed to organize the training programs. 

• Training would then be imparted on a regular basis as per plans. Study tours and 

seminars would also be organized to learn from others.  

3 Computerization of KMC operations 

3.1 Situation Analysis 

Most computer cells operate with a server with several dumb terminals/PC intended for data 

entry and for collection counters, supported by a small number of personal computers for 

software development.  

Most servers are SCO-Unix based, while PCs run on Windows 95/ 97.  Oracle 7.3 is the 

common application development platform for backend and Developer 2000 for front-end. 

There has been no reorganization of work/ process flows to integrate computers with 
operations.  

The level of networking among departments (and sometimes even sections within each 

department) is low. There is a lack of up-to-date/ accurate databases and the data lie 
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scattered across multiple locations and across manual, computerized and semi-computerized 

systems.  

Since computer hardware has been procured and software has been developed in piecemeal 

manner, it has led to a situation where data sharing is difficult and computer skills acquired 
by personnel in one department are not usable in other departments. Learning, sharing and 

career growth (amongst the IT staff) have become very difficult, leading to poor motivation 

and productivity. 

KMC has a website called Kolkatamycity.com, which has basic information about Kolkata 

and KMC.   

3.2 Reform strategy 

The important elements of the reform strategy are: 

1. Business Process Reengineering – to strengthen and improve the decision making 

process at all levels and streamline core systems and procedures which will make the 

citizen interaction with KMC more convenient. This would be further supported by the 

decentralization initiatives, enabling the citizens to receive prompt and hassle-free 
services. 

2. Development and Deployment of Municipal Administration System (MAS) - to 

strengthen the strategic planning capacity and day-to-day management of core municipal 
functions through development of a centralized server based IT solution. The 

computerized systems will significantly enhance KMC’s financial planning and 

management capabilities through upto date reports and MIS. It will also enable KMC to 
install better internal controls. It will support the decentralization and delegation 

initiatives by improving monitoring mechanisms. Further, the GIS will also utilize the 

data that would reside in MAS. 

Systems would be developed for all the departments according to their unique 

requirements and needs. For example, there are plans of rolling out the unit area based 

system of tax assessment as soon as the West Bengal Legislative Assembly passes the 

proposed Amendment Bill of the existing KMC Act. KMC officials have visited other 

Municipal Corporations namely Delhi and Ahmedabad to get an idea from already 

implemented systems there. The proposed system development of KMC based on unit 

area will be done in the last phase of the development of IT applications. A cut off date 

will be decided when the outstanding from the old system will be generated and frozen. 
The transition from the old system to the new one will be publicly announced through 

media. All this is expected to ease the inconveniences of transition from an old to a new 

system. 
 

Also, these departmental systems would interact with the Finance & Accounts system 

(as per the different principles stated in the accounting policies), accommodate reform 
initiatives being undertaken under other modules and have proper safeguards to ensure 

security of data. The revenue departmental packages will be designed to accommodate 
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the generation of the invoices for various services provided by the Corporation. 

Thereafter, based on the principles of Revenue recognition, the data will flow from the 
departmental package to the financial platform.  For example, for Assessment 

department, revenue is to be recognized on an accrual basis. 

• The invoices generated from the departmental package will be transferred through an 

interface into the financial package and would appear as a revenue item which is 

collectable.  

• Subsequently, when a tax-payer pays the invoice, the cash / bank balance gets 

updated. At the same time system will update the tax invoices with corresponding 
collection details. 

• As a result system will maintain up to date information on collection and 

collectables. 

• These particulars would be available to the respective department also for control 

and administration of the receivables.  

 

For any payments to be affected, the system would necessarily look for a bill to be raised 
which has been properly authenticated by the approval hierarchy defined in the system.  

So, in a decentralized scenario - 

• An authorized employee would raise an invoice in the system; say for getting a 

reimbursement of expense incurred for official work.  

• Once saved, the invoice would travel through the approval hierarchy till it 

reaches the logical state of being recognized as approved.  

• The treasury can then make the payment against that particular invoice.  

• The accounting entries would get generated  

The entire audit trail and record history would be stored by the system.  

3. Hardware Procurement and Operationalization - to ensure that there is adequate 

computer hardware infrastructure to run the proposed MAS. Disposal of all obsolete 

hardware and upgradation of all hardware infrastructures. 

4. The designing of the IT system to be around a Central Server Solution, interlinked by 

WAN and LAN. The status of bills raised and collectables to be interlinked with the 
KMC portal on a dynamic insertion mode for information of the citizens. Various reform 

initiatives under OD, financial management etc would be supported by the IT system. 

For example - 

• Decentralization of financial management will be reflected through - 

• Direct credit of salary for officers and staff into bank accounts. 

• Single window collection system  

• Ward and borough wise expenditure capturing 

• Recording of decentralized data 

• Data to be captured on line through the KMC network. 

• Every user with pre-defined responsibility to log on to the systems with user-id 

and masked passwords. 

• Access to be restricted through assigned responsibility in the systems 

• Detailed record history to be automatically stored in the system. 
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• Approval hierarchy to be preset into the system and the approval history archive 

to be supported by the system. Systems to be tuned to permit payment of 

approved invoices only. 

Data validation to be supported by in-built cross validation rules, and security rules as 
prescribed in the finance BPR. 

 

5. Networking of KMC offices both through WAN and LAN to ensure that information is 

exchanged freely and real-time, significantly improving activities like fund management, 

internal audit, updation of service books etc. 

6. Data Entry and Validation - For creating KMC’s master databases through migration of 

legacy databases. 

7. Formation of an IT Department and creation of an IT cadre to take ownership of the IT 

infrastructure.  The members of the IT Department would have a wide skill-set that 

would allow them assist different departments.  This would also help in laying out a 

clear career path for them. 

8. Computer Training - for all levels of staff so that they posses adequate computer usage 

skills for working on the new systems. 

9. Facilities Management - to maintain MAS infrastructure effectively and efficiently. 

10. Website – to allow citizens access to information and also facility to conduct online 

transactions. The idea is to provide the citizen the facility to conduct as many 

transactions as possible through the net itself, without having the citizen to visit KMC 
offices. Kiosks may also be set up all across the city to take KMC closer to the citizens. 

These kiosks are expected to not only provide information but also enable the citizens to 

perform simple transactions. These initiatives are expected to facilitate e-governance 

within KMC. 

11. Seeking external help and support for implementation of the above strategy in the nature 

of consultants/ experts and support staff on a temporary basis. 

12. KMC would take appropriate safeguards beyond CBP for the financial and technical 

sustainability of IT/ GIS. For financial sustainability, the following options are to be 

explored - .  

• Plans for generation of budget through citizen service like imposing a charge for 

issue of certificates and receipts. 

• Public Private Partnerships as a revenue generation model. 

      For technical sustainability the following will be considered - 

• Formation of an IT Department along with a proper hierarchical structure, with 

specific distribution of responsibilities. 

• Knowledge and skills upgrade of the Systems Managers by imparting trainings on 

soft skills and managerial aspects and active involvement/ participation in current 

initiatives to be able to handle the operations independently. 
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• Participatory role during implementation so as to impart on-the-job training, transfer 

knowledge and enhance skills. Further, trainings of different types would also be 

imparted under modules like GIS, OD etc which is expected to contribute to 

enhancement of capacity. Also basic computer training would be imparted to users. 

• Hiring of low cost technical manpower to take care of the day to day operational 

issues once the centralized system is up and running. This will make the current 

System Managers take up managerial roles for managing the more critical technical 

issues at a later point.  

 

4 Development of Geographical Information System 

4.1 Situation Analysis 

An important element in strengthening planning and management capabilities is the 

development of an integrated Geographical Information System (GIS). This will strengthen 

the strategic planning capacities and day-to-day management of core municipal functions.  

This GIS would help in restructuring and rationalizing revenue from various sources and 

would provide a platform for effective planning, operation and maintenance of municipal 
utilities/ infrastructure. It would also enable KMC to concentrate on improving access to 

municipal services in poorer areas. 

4.2 Reform Strategy 

GIS shall be an inherent part of MAS. GIS would use the same base data which the MAS 

uses for generation of reports – i.e. MAS provides a text and graphics based user interface 
for viewing transactional information and GIS provides a spatial interface to see the same 

information embedded in a geographical map of Kolkata. The required scale for the GIS map 

is 1:500. The GIS would provide different thematic layers superimposed on the base map of 

Kolkata. 

GIS would be used for better planning and management through four principal uses – 

revenue mapping, infrastructure mapping, resource/ assets and poverty mapping - 

• Revenue mapping - showing details of all municipal taxes and charges, like Property 

Tax, Trade Licenses, Water charges, etc. levied on various assessees. 

• Municipal Infrastructure mapping - showing details of municipal infrastructure like roads 

network, water supply network, sewerage and drainage network, solid waste 

management system, street light network, etc. 

• Resource/ Assets mapping – showing specifically the assets of KMC 
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• Poverty mapping – showing socio-economic attributes of poor households. 

GIS is being be developed in three phases - Base Map preparation (through Aerial 

Photography), GIS Application Development - Pilot Phase and then Rollout Phase. The 

entire methodology and approach to GIS development would be finalized in the pilot phase 

on a selected area before its rollout to the entire KMC area. 

GIS consultants have been appointed by KMC for the development of the GIS. As KMC 

familiarizes itself with the concept of GIS, it might enlarge or redefine the scope under 
which the current consultancy has been arranged. For this additional work, KMC may 

procure further help from the same or other consultants. The overall idea is to make the GIS 

as useful as possible for KMC, the citizens and other stakeholders. 

4.2.1 Strengthening GIS cell 

The GIS cell will - 

1. Act as the owner of the Municipal GIS and carry out all high level system administration 
tasks 

2. Manage the KMC level vector map and enterprise GIS map 

3. Manage all back-up and archival activities 

4. Manage specific attribute data required exclusively for GIS  

5. Assign access control to various department(s) 

6. Ad-hoc standard GIS spatial analysis 

7. Integrate KMC map from ward map 

8. Carry out map related processing on ward/KMC maps 

9. Integrate various types of industry standard maps received from various sources in future 

(e.g. LT maps from CESC, maps of Telephone Cable Network). 

4.2.2 Sustainability 

The GIS Cell will be adequately trained to take care of all GIS related issues. Capacity 

building will be done through seminars, workshops, best practice visits, demonstration with 

prototypes and training programmes for all levels of employees. The Cell will be provided 

with all hardware, software and systems related support. Further, experts and other personnel 

on short term may also be inducted in this cell to gradually build the capacity of KMC 

employees. Proper protocols and controls would be designed into the system to ensure that 
modifications are made by officials with adequate authority after the necessary approvals.  

Each department has suggested a list of data to be included in the GIS. It would also have the 
authority to suggest changes. But such changes will take effect only after the approval of the 

central GIS Cell. 
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KMC may, in future, consider the option of generating revenue through sale of GIS maps to 

companies/ individuals subject to prudent controls. 

5 Pro-poor programme delivery 

5.1.1 Situation Analysis 

According to the 2001 Census of India, 33 percent of the population in the KMC area is 

classified as “slum population”. Apart from this, there are also a large number of people who 
live on the streets by day and shelter in shops and other premises during the night. There are 

more than 5500 slums within the KMC area. Surveys are being carried out to prepare an 

exhaustive list of the individuals belonging to BPL population.  

KMC is responsible for implementation of various social welfare schemes sponsored by the 

Government of India. There are a large number of beneficiaries under schemes like the 

National Old Age Pension Scheme (NOAPS), National Maternity Benefit scheme (NMBS), 

National Family Benefit Scheme (NFBS) to whom the benefits have been overdue for a long 

period.  

Identification of beneficiaries, processing of applications, claiming of refunds from the State 
Govt. are few of the problems faced in distribution of benefits under these schemes. KMC 

till recently did not have the list of beneficiaries under schemes like Annapurna Anna Yojana 

and Antyodaya Anna Yojana where free or subsidized food grains are distributed to the poor 

and needy.  

Neighborhood groups, Neighborhood committees, community development societies under 

the Swarna Jayanti Sahari Rojgar Yojana (SJSRY) have been formed in 5 boroughs.  The 

benefits to the groups are yet to be distributed, as the structure needs further strengthening 

and more boroughs need to be covered under this scheme.  

KMC till recently had lesser focus on the social sector and had nominal staff working in the 

Bustee Services Cell. In July 2005, an officer of the rank of Joint Secretary has been made 

the head of the department. Although more employees have been inducted, the cell needs to 

be strengthened further.  

Currently 239 KMC schools across the city provide basic education to 35,000 poor children. 

An overall decline in resources and a moratorium on recruitment has reduced the number of 
permanent schoolteachers and supervisors, thus severely affecting the quality of education 

imparted. In some areas enrolment rates have dropped significantly as middle class children 

moved to private schools. This has induced the Department to re-organize.  Some schools 
have been closed or amalgamated. Cooked mid-day meals have been introduced in 13 

KMCP schools with the help of community development societies. 50 more schools are 

expected to be covered under the programme by December 2005 
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Congestion, poor housing condition and inadequate levels of solid waste management, 

drainage, sewerage and sanitation in the bustees makes them highly vulnerable to 
communicable diseases. Tuberculosis and Malaria are particular causes for concern. The 

Health Department manages a vast range of curative and preventive services. Short supply of 

drugs and poor maintenance of essential equipment is affecting the quality of service 

provision. 

5.1.2 Reform strategy and broad objectives  

Broad objectives of the KMC-CBP programme will be to  

1. Enhance the economic status of the poor in the KMC area 

2. Enhance community’s participation and ownership of KMC’s pro-poor initiatives 

3. Utilize the services of reputed NGOs whenever necessary 

4. Strengthen the borough-wise structure  

5. Conduct regular and effective workshops and training programmes  

To bring about social reforms in the KMC area, the following is planned: 

1. Strengthening of the department: The staff-strength of the social sector unit to include 

personnel trained to working in slums, in community organization and community 

development. These personnel will also spearhead the all important communication and 

information dissemination program.  

To ensure that Boroughs are also fully involved in poverty initiatives, Community 

Development Officers (CDO) and Community Development Workers (CDW) to be 

appointed in each borough. They will assist the BSC in identification of programs and 

beneficiaries, community development, monitoring and evaluation. They would also be 

in a position to evaluate the efficacy of investments and to identify shortcomings. Apart 

from the CDOs and CDWs, two community organizers to be appointed on a temporary 

basis per Borough for formation of community structures, distribution of benefits, 

facilitation of vocational training and development of micro-credit. 

The social sector department at the Head-office would be further strengthened by 

inducting personnel on contract basis/ internally, to co-ordinate the formation of 

community structures, process loan applications received from groups & individuals and 

organize vocational training.   

2. Trainings and workshops: To impart appropriate training utilizing the services of 

established training bodies and NGOs. Various workshops to be conducted on a regular 

basis at all boroughs on various social development issues. Borough Asst Engineers, 

Sub-Assistant Engineers and others who have direct dealings with slum dwellers, would 

also be sensitized on social issues. 
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3. Integration of all poverty alleviation programs: Poverty alleviation under KMC can 

be broadly divided into two categories viz. infrastructural improvement of bustees and 

distribution of benefits under social sector schemes. Integration of both the programs 

shall bring greater synergy. Hence, all the schemes would be brought together.  

4. Community Initiative Fund: A demand-based “Community Initiative Fund” to be 

established to institutionalize community participation in service delivery and also to 

help mainstream poverty issues. The community would be required to contribute 10% of 

the cost of the project, KMC would provide 30% and CBP would contribute 60% of the 

cost. This fund to be made available to support small neighborhood level projects to be 

implemented by SJSRY neighborhood groups.  

5. Vulnerable Groups: Studies to be conducted to construct a profile of specific 

vulnerable groups (such as rag-pickers, rickshaw pullers, pavement dwellers, etc) that 

could lead into formulating policies and programs to address the needs of these groups 

with the help of NGOs. 

6. Timely distribution of benefits: Enhancement of the economic status of the poor by 

taking advantage of the already existing programmes of the Government of India (‘GoI’) 

and/or the Government of West Bengal (‘GoWB’) by timely distribution of benefits by 

implementing simple rules, guidelines, processes and availability of funds.  

7. Education: To conduct regular academic and administrative inspections of schools to 

monitor attendance of both teachers and children, and to also keep a tab on the quality of 

education imparted. The school buildings have poor infrastructure.  They require major 

repair work, construction of toilets/ drinking water facilities and provision of electricity.   

Computer education would be imparted in these schools by providing two computers per 

school and appointing teachers. As a step towards decentralization, School Development 

Committees (SDCs) to be formed at each and every school to improve education, 

monitor teaching and student enrolment, carry out minor repair works, and also assist in 

the implementation of Mid-day meal program. Partnerships with NGOs and other 

community based organizations would be explored to sustain the school related 

initiatives. Currently, with the assistance of the members of the community development 

societies, the mid-day meal programme is being implemented. Workshops are to be 

conducted at all schools on a yearly basis for creating awareness of school activities 

including programs like Mid Day Meal. Prizes for academic excellence would also be 

introduced.  

An out of school children survey would be conducted to find reasons for leaving or not 

joining schools, estimating the number of out-of-school children, framing methodology 

for increasing enrolment etc. Steps would be taken to increase literacy and promote 

education among the children.  

8. Health: Medical services to be targeted to the poor, and facilities to be upgraded to 

ensure delivery of quality healthcare services. These may include leasing some facilities 
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to an external organization or running it in collaboration with NGOs dedicated to 

healthcare for the poor. A comprehensive and systematic review of health services to be 

undertaken to identify the effectiveness and relevance of Department, identify service 

areas that need to be shut down, identify service areas that are relevant but need to be 

effective and also identify areas for private public participation. Trainings would be 

imparted to not only the employees of the health department but, also to the honorary 

health workers. A detailed plan of action to be prepared and implemented across all 

health offices.  

9. Revival of the Bustee Services Account: Section 122 of the KMC Act mandates this 

account. This account to be credited each year with (i) consolidated rates realized from 

bustees (ii) a sum of not less than rupees fifty lakhs from the General Account of the 

Corporation and (iii) a sum of not less than twice the amount transferred by the 

Corporation from the State Government. It also stipulates that money credited to this 

account shall be applied only for the purposes of providing and maintaining civic 

services in the bustees. This account is no longer operational and efforts will be made to 

revive it. Hence, a specified portion of the corporation’s own funds will be transferred to 

the bustee services account. 

10. Shelter upgradation: Identification of measures whereby thika tenants and their sub-

tenants find affordable improved housing in central areas of the city, close to their 

workplaces. This would include a review of any GoI, GoWB or NGO schemes (e.g. 

Rambagan) that have allowed people from established bustees to convert centrally-

located single-storey slum properties into apartment blocks. Resources available under 

Valmiki Ambedkar Awas Yojana (VAMBAY) to be used as far as possible. KMC’s own 

housing facilities for its workers is also urgently in need of improvement.  

11. Poverty Mapping: All data, both infrastructural and socio-economic, would be captured 

on a Bustee geographic information system. This tool would be used for planning and 

asset/ finance allocation.  

12. Monitoring systems: KMC would follow-up, on a continuous basis, the formation of 

groups, facilitation of loan applications, vocational training, and distribution of benefits. 

Meetings would be organized on a regular basis. KMC would also use information 

technology by developing a management information system for monitoring of works 

related to social sector. Surveys and studies would be conducted on a regular basis to 

review the actual impact and need. 
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6 Urban Planning  

6.1 Situation Analysis  

Planning function is not delegated to KMC under the KMC Act. While KMPC/ KMDA do 

the trans-city planning, there is some confusion as to the authority that should focus on the 

core city planning. Hence, intra city planning has been a neglected area. Further, KMC has 

not yet developed any regular planning set-up to undertake urban planning.  

There is little evidence of participatory planning either. Primary infrastructure is planned, 

designed and implemented centrally, in consultation with line departments.  

6.2 Reform strategy and broad objectives  

1. Improve role in urban planning and strengthen planning capacity 

2. Improve existing procedures for project planning and implementation 

3. Standardize and document practices and processes 

4. Strengthen Boroughs and Wards to initiate public participation in planning 

 

Following are the broad action steps to achieve the above - 

6.3 Planning cell  

A Planning Cell to be set up to undertake all activities pertaining to core city planning and 

related areas. Since, currently regularly exercised expertise to operate an Urban Planning 

Cell is lacking, external help in the form of consultants would be sought and capacity would 
be gradually developed over time.   

All types of data and maps, both within and outside KMC would be made available to this 

cell for performing its functions. The IT and GIS systems are expected to be of great help in 

this regard.  

It is important to adopt a bottom-up approach with public participation. Hence, the Ward 

Committees and the Borough Committees will play a crucial role in expressing the needs of 
the individual wards and boroughs.  
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6.4 Public Private Partnerships 

KMC would enter into a number of public private partnerships with other private agencies 

for construction, management and other services as required. It would hire consultants for 

preparation of the request for proposals in these public private partnerships. The New market 

complex could be re-constructed by entering into a partnership with a private entity. The Star 

Theatre would be given out on a management contract to a private entity. Various such 

initiatives would be identified and partnerships would be entered into to provide proper 

services and infrastructure leading to citizen satisfaction. KMC would hence, focus more on 

its core aspects of providing high quality civic infrastructure, and slum improvement. The 

identification of projects where the private sector may be involved would be carried out at all 

levels of the Corporation – HO, Boroughs and Wards. A PPP Cell has been formed under a 
senior official to look after the entire initiative. This cell would continuously seek inputs 

from the various arms and divisions of the corporation. 

7 Resource mobilization and financial management 

7.1 Situation Analysis 

The revenues of KMC are not sufficient to meet its expenditures. The tax net was not wide 

enough and KMC’s collection efforts were not upto the mark. There were very few cost 

management exercises that were undertaken. Pension management was also an area of 

serious concern. Currently there is a recruitment freeze in KMC so as to contain salary costs 

which form a significant component of total expenditure. The freeze however cannot be 

permanent. 

Though SREI Capital had prepared a list of fixed assets (both movable and immovable) as 

on 31st March 2002 after a detailed physical verification of all assets, the list was not 
regularly updated and there were anomalies. The current database management system 

requires upgradation for enabling maintenance of a proper Fixed Assets Register. 

The present Budgeting system of KMC also requires substantial upgradation to facilitate 
decision making, planning and forecasting in a more efficient and effective way. 

Until recently, KMC had not been regular in preparing accounts. Consequently, accounts 

were not prepared from 1992-93 to 2001-02. In 2002-03, accounts for 10 years were 
prepared with assistance from an external firm of chartered accountants. Further, there were 

several years of arrears in stores verification, asset identification and advance adjustment. 

Although verification of stores had been done in 2003-04 and 2004-05 at the year end, 

regular verification is required as part of the development of a scientific stores management 

system. 

As part of the CBP, studies were conducted on the existing processes of the Municipal 

Finance & Accounts Department. After detailed analysis and deliberations a business 

process re-engineering document has been prepared.  Training and workshops have been 

organized for the finance and accounts personnel. The internal audit has been strengthened 
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by internal recruitment. KMC has also engaged three audit firms to provide assistance for 

strengthening the internal audit department.  

7.2 Reform strategy 

7.2.1 Revenue mobilization 

KMC would strive to increase both tax and non-tax revenues. Such increases have been 

significant over the last few years due to setting of high targets, regular monitoring and a 

zeal within KMC to increase its revenues so as to become self-sufficient.  

KMC hopes to continue the good work going forward. It plans to widen the tax net and 

intensify the revenue collection drives. For example, in Trade License issuance, KMC will 

cover many new frontier trades, map its departmental records with that of Market/ 
Assessment database etc. Best usage of tools like IT and GIS will also be made to plug 

loopholes and do better receivables management. The reorganized organization structure, 

with a JMC looking after revenues, is also expected to bring in greater revenue focus within 
the organization. 

KMC has also undertaken rationalization of fees, etc in the past. For example, trade license 

fees were recently rationalized so as to increase compliance and also increase revenues. 

Further, procedures for collection and payment of taxes/ fees were also simplified. Such 

efforts will be intensified. For example, renewal of trade license through banks, payment of 

property taxes in banks, etc. 

KMC also plans to increase its interfaces with the citizens to enhance their convenience and 

increase collections. Hence, License Fees will also be collected through treasury counters 

and KMC hopes to introduce on-line payments. License fees will also be rationalized and 

will be extended to new emerging areas. 

Each revenue source would be closely scrutinized to plug loopholes, penalize defaulters and 

collect revenues through practical regularizations. PPP in Markets will also be an important 

strategy to enhance revenues in this sector. 

For Building sanction fees, there is a difficulty in formulating a general policy for increase in 

revenues. In general terms, it is expected that the real estate and retail boom in the city would 
lead to significant increase in collection of sanction fees. Regularization of ‘soft’ and 

appropriate defaulter cases in LIG, Bustee and refugee areas could be a correct revenue 

generating option. 

In the Advertisement sector, more stress would be given on rationalization of the fee 

structure, removal of unauthorized advertisements and development of a comprehensive 
advertisement policy, keeping in mind the aesthetics and urban planning aspects of the city. 

For augmentation of revenue from this sector, sale of unutilized land and street furniture is 

being envisaged. 
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Big-ticket reform initiatives like introduction of Unit Area System of Assessment would also 

be undertaken. This objective method of assessment will reduce the harassment of rate 
payers, enable self-assessment and lead to rationalization of taxes across the city, making the 

entire system fair and just. The Amendment Bill for introduction of the area based system of 

taxation is currently with the Assembly and is expected to be passed this year. The leg-work 

of the initiative will also be started soon. KMC targets to introduce this system by the next 

financial year.  The area based systems of various cities like Delhi, Ahmedabad, etc have 

been studied, preliminary proposals have been framed by KMC, a workshop on systems in 

other cities with experts in this field has also been organized.  

KMC will also strive to levy user charges/ fees, with an aim to make its various services self 

sufficient. The Water Supply fees have been showing a steady increase. From around Rs. 5 

crores in 2000-01, they have gone up to around Rs. 25 crores. These collections will go up 

further with the installation of bulk water meter in both high-rise buildings and commercial 

establishments and imposition of water fee on households.  

KMC is currently updating its existing Fixed Assets Register. It will change its database 

management system so that this Register can be properly maintained. A Fixed Assets 

Manual has been prepared to guide KMC. KMC will also frame capital budgeting policies, 

value/ revalue assets, verify fixed assets and perform all related activities for drawing up/ 

maintaining a Fixed Assets Register. This will help KMC in identifying surplus/ non-useful 

assets and enable KMC to take decisions on disposing the same to raise revenues. KMC may 

also decide to enter into Joint Ventures/ PPPs or such other models to raise revenues/ share 

costs etc. 

A very significant break-through is possible in revenue mobilization through PPP ventures. 
KMC has sprawling land masses all over the city and some of the bulk land areas could 

probably be retrieved from their present uneconomic use patterns for recirculation in the 

market. An elaborate exercise has been initiated to survey the KMC labor quarters to see 
whether the quarters could be vertically reengineered to make room for estates and profitable 

economic models in the retrieved horizontal space. 

7.2.2 Expenditure Management 

The Budgeting process and the budget would serve as an important tool to manage and 

monitor expenditure. KMC has framed annual action plans for the different civic and other 
services it offers. These plans would be regularly monitored to ensure time-bound 

implementation. This is expected to significantly manage project costs and enhance citizen 

convenience. This planning and monitoring exercise is expected to become a regular practice 

within KMC. 

KMC is already on a drive to rationalize its expenses. Currently Vehicle and Telephone 

expenses across the organization are being rationalized. Such drives would be extended to 

other areas to eliminate wasteful expenditure. Staff is expected to be redeployed and staff 

strength of the various departments rationalized after introduction of integrated computerized 
system based on the BPR study. 
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KMC wishes to further improve its pension management. With the help of a senior 

government official, it is revamping the entire system. The investment strategies would then 
be finalized to take care of the pension liabilities. 

Computerization would also reduce the costs of file maintenance and processing. Video-
conferencing will enable the borough functionaries to hold meetings with functionaries at the 

HO, without having to travel to the HO building. Costs of monitoring various activities, 

receivables management and such other activity costs would also reduce due to the 
efficiencies gained through computerization. 

Preventive maintenance would be introduced in a big way to contain costs. KMC is also 

going for PPP and joint venture in different markets/ parks etc like College Street Market, 

Citizen’s Park, Star Theatre Complex etc. A PPP Cell has already been constituted to look 

after all the relevant issues. Going forward, the PPP initiatives of KMC are expected to 

increase significantly. Such PPPs will not only generate revenues for KMC, but also share/ 

avoid the costs of infrastructure management and maintenance. 

7.2.3 Business Process Re-engineering of MFAD vis-à-vis other 
departments:  

The existing processes at KMC requires upgradation. With the re-engineering of these 

processes the accounting related to income, expenses, assets and liabilities are expected to 

become more efficient and transparent. Detailed discussions would be conducted with the 

departmental personnel for implementation of the re-engineered processes.  The 

reengineered processes would lead to a revised chart of accounts and a robust budgeting and 

financial management system.  The reengineered processes will also feed into the redesigned 

organization structure and the corporation-wide IT system being developed under the CBP.    

7.2.4 Restructuring the chart of Accounts:  

The existing accounting system and the accounting structure of the KMC are not fully 
equipped to accommodate the requirements of the accrual basis of accounting and are driven 

by the functional aspect of a transaction and rather than the nature or end use of a resource. 

Hence, the Chart of Accounts (CoA) would be revised to make it versatile and flexible 

enough to accommodate all the MIS requirements of the management and simultaneously 

serve the accounting purpose in the simplest and most effective way. Training would be 

imparted to all users of Chart of Accounts. This chart of Accounts would be incorporated in 

the Financial Information System.  

7.2.5 Accrual based budgeting 

A budgeting policy with accrual-based methodology would be prepared. Detailed 

discussions and workshops would be conducted. A Budget Management Office would be 
set-up and staffed by personnel with sound knowledge of finance and accounts. Program 

based and capital expenditure budgeting would also be undertaken. The entire budgeting 
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process would be streamlined so that priorities are clearly laid out and KMC identifies 

greatest areas of need to direct its fund flow. 

7.2.6 Strengthening of Internal Audit 
Internal Audit Department would be suitably strengthened by redeployment of employees 

from other departments. Adequate training will be organized. To start with the revamping 

process, some internal deployment has been done. Further, three Chartered Accountant firms 

have been engaged to assist the Audit Department with manpower and expertise so as to 

facilitate on-the-job training of KMC employees.  

8 Program Management Structure 

Following are the broad plans for ensuring proper program management - 

8.1 Reform process driven by KMC 

A Joint Municipal Commissioner (of the rank of Joint Secretary, GoWB) is designated as the 

CBP Manager. He is assisted by a team of nodal officers for IT, OD, GIS and Financial 

Management. A Nodal Officer for Planning would also be appointed. All committees formed 
earlier have been dissolved and the Nodal officers have been fully authorized to seek support 

from other personnel as and when required. Project style of functioning has been adopted 

wherein individuals have been made responsible and accountable for respective modules. 
Accordingly, authority has been given to them to achieve the desired agreed upon results.  

To broad-base the CBP more officers would be inducted over time. The idea would be to 

involve the senior officers first and then slowly move down the hierarchy. This would ensure 

that there is full top management support for all the reform initiatives.  

One officer would be designated in each department for every initiative. For example, there 

would be departmental nodal officers for IT, OD, GIS, Citizen Complaints, Website, etc. 
These officers would be allowed to seek the support of other departmental officers as and 

when required and hence in this more and more officers are expected to be involved. 

The nodal officers keep the CBP Manager informed of the progress achieved, of the 

problems faced and of the remedial actions taken. The CBP Manager seeks the support of the 

Municipal Commissioner as and when required. Meetings and discussions are held within 

KMC and with consultants as required. Efforts are being made to have greater discipline 

during meetings –with proper agenda, notice, attendance, timely start/ finish and minutes. 

The idea is to ensure that precious time of KMC officers is not wasted during such meetings. 

The elected executive is also involved. The MIC, the Borough Chairmen and the councilors 

are informed of the reform initiatives through discussions, workshops and notes. The 
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feedback given by the elected representatives is accounted and their involvement is sought to 

ensure that reform initiatives achieve their desired purpose and are also sustainable. 

8.2 Subject matter experts  

The following have been inducted as advisors to KMC to facilitate the Capacity Building 

process –  

1. Honorary IT Advisor, Dr. Subir Ray, Director NIC 

2. Honorary GIS Advisor, Dr. P. Nag, Director NATMO (former Surveyor General of 

India) 

3. An Engineering Advisor and a Land Advisor have also been inducted to build capacity 

within the organization 

4. Prof. S. K. Roy, Ex-KMDA, has been inducted as an advisor for urban planning. 

More advisors, experts in their respective fields, would be brought on board as and when 

required. KMC will seek the support of leading experts in their respective fields, as are 

available in Kolkata, to support and advise it on its reform initiatives. This will not only 

increase the confidence of KMC in moving forward, but also result in facilitating the entire 

capacity building process. 

8.3 Communication strategy  

8.3.1 External Communication 

With the ultimate objective of developing a citizen-centric and responsive organization, 

public relations function would be improved. Various channels of information dissemination 

would be utilized to inform external stakeholders of the various activities of KMC as well as 

the reform measures being undertaken by it. Citizens and other external stakeholders would 

also be kept regularly informed through the Borough and ward committees. 

Capacity would be developed to document KMC’s activities in print, visual and audio media 

to form a resource library of achievements, which can be used for reporting and information 

dissemination.  The quality of current advertisements and public messages from various 

departments on social, health and educational, issues would also be enhanced.  

Better interfaces including website, citizens’ kiosks, customer service centers etc would be 

provided. Grievances and complaint redressal mechanisms would be improved through 

development of centralized complaints cells/ customer relationship management cells etc. 

The BPR exercise is also expected to make the interaction with citizens smoother. 
Employees would be sensitized towards service, customer satisfaction and responsiveness. 
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Citizens Charters would be widely publicized. Regular citizens’ surveys would be conducted 

to garner the feedback of citizens and to understand their concerns first-hand. 

An external communication strategy would be developed and implemented for educating, 

informing and involving the external stakeholders in KMC activities. The strategy will 
promote reform awareness, address revenue generation and cost recovery issues and 

establish a service feedback mechanism.  

A strategy would be developed and implemented focusing on the urban poor and vulnerable 

sections of the city, to – create awareness about specific government programmes/schemes, 

publicize activities of KMC, obtain feedback from end-beneficiaries regarding the efficacy 

of activities/programmes, interact with NGOs working with poor and women groups for 

achieving the above. 

8.3.2 Internal Communication 

Formal and informal channels of communication would be developed and a standardized, 

efficient and participative approach would be brought out so as to generate a greater 

association with and ‘ownership’ of the organization among employees. Internal 

communication mechanisms to be strengthened to promote information sharing within the 

organization. This is expected to be facilitated by the IT systems as also the Intranet.  

A system for removing overlaps in communication including regular compilation and 

updation of circulars & notifications is to be developed. Intra and inter-departmental 
communication is to be improved. 

The vision of KMC is to be popularized and employees are to be motivated by focusing on 

the need, rationale and benefits of such steps including the Capacity Building Programme. 

Employee surveys are to be conducted to understand employee feelings regarding job 
attributes, motivation levels, overall job satisfaction and areas of concern. 

An internal communication strategy would be developed for improving internal operations, 
departmental co-ordination, employee communication and reform awareness/ acceptance 

within the organization. 

8.4 Coordination 

The activities to be undertaken under the various modules are decided and prioritized by 

KMC in consultation with the consultants. Such activities then form a part of the Action Plan 

of the individual modules.  

The Action Plans and the activities under the modules are then monitored on a regular basis 
through discussions, meetings and reports. The respective modular nodal officers hold 

regular discussions with their modular consultants. Other officers of KMC and other 
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consultants are also requested to participate in such meetings when inputs are required. This 

helps KMC in following a broad-based participative consultative process where-in simple 
issues are resolved internally or with the help of the modular consultants and larger issues 

are consulted with a broader group both within and outside KMC. This ensures a good 

quality output and also brings to the fore the inter-linkages among the various modules 

thereby helping in planning and implementing the various parallel and sequential activities to 

be performed across different modules.  The outputs of the consultants are also monitored in 

the internal meetings of KMC and also in association with the program management 

consultants. 

Each modular consultant also submits monthly reports to KMC. Meetings are held as and 

when required by the CBP Manager in association with the program management 

consultants, with all concerned involved within and outside KMC, to monitor progress and 

resolve issues. The top management of KMC, including the political establishment, is taken 

into confidence and reform initiatives are monitored by them. 

The nodal officers and the teams under them are implementing the various reform initiatives. 

It is expected that over time they would develop a broader mind-set and a more positively 

pro-change attitude. They are also expected to learn certain skills from their respective 

consultant counterparts through their close interactions with them. Since work is monitored 
closely on a regular basis by the nodal officers, the CBP Manager and also by the top 

management, the officers are expected to develop a more professional approach towards 

their work over time. The development of action Plans, preparation of budgets, delineation 
and demarcation of responsibilities, and establishment of clear time-lines etc are expected to 

inculcate professionalism among officials. Such work ethic, it is expected, would then be 

displayed in their normal routine work. This in turn should have its effects on their 

subordinates and colleagues. Together with this, regular training exercises are also expected 

to significantly develop the capacity of KMC officials. 

8.5 Interactions 

DFID conducts half-yearly and yearly reviews. Detailed progress reports, action plans and 

challenges across modules are presented to and discussed with DFID. Important reports and 

findings are shared with them on a regular basis. Also information is provided to DFID as 
and when required.  

There are further interactions between DFID, KMC and the consultants apart from the 

reviews. KMC hopes to pass on information and seek guidance from them whenever 

required during such interactions.  

Regular interactions with KEIP, KUSP and ADB are also necessary, to ensure synergy of 

efforts. For example in the Poverty Alleviation and GIS modules there is a lot of learning 
from each other apart from inter-linkages in implementation. KMC nodal officers and teams 

under them would regularly interact with their counterparts under these initiatives, exchange 

notes and carry out joint implementation wherever possible. Interactions would also be 
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carried out at the highest level so as to ensure that decisions taken are implemented and all 

the initiatives operate from the same platform. 

8.6 Citizen Report Cards  

Citizen Report Cards is a widely acclaimed tool developed by the Public Affairs Center, 

Bangalore for participatory Service delivery mechanism. Anchoring on the concept of user 
feedback, Citizen Report Cards are a simple tool for improving transparency and public 

accountability. By providing a mechanism for citizens to make an objective assessment of 

both qualitative and quantitative aspects of different public services, based on first hand 
interactions with the agencies providing these services, it enables the benchmarking of 

performance and assessment of improvements over time.  

Given the benefits, KMC would evaluate the option of introducing such report cards after its 

successful implementation in 40 Urban Local Bodies in the KUSP area. Presentations would 

be arranged to be given to the decision makers on the introduction of such report cards. In 

order to achieve the benefits of the report card, wide publicity would be ensured, views 

would be noted and steps would be undertaken for improving the services delivery 

mechanism.  

8.7 Developing indicators for performance review of KMC  

The activities of various departments would be monitored against budgets. Each department 

has provided a brief profile of its activities, action plans for future years and also a vision for 

the department. The results achieved would be compared against the same. Further, Key 

Performance Indicators have been developed for each departmental function. Performances 
would be monitored against such indicators. These indicators would be refined over time. 

9 Conclusion 

KMC is determined to achieve its Vision with the help of CBP. This document highlights the 

broad vision and direction of the planned activities towards this objective. Depending upon 

the external environment and KMC’s internal dynamics, priorities and agendas might get 

slightly modified. However, the broad direction of reforms is largely going to continue as 
stated above. 

The initiatives under the CBP might involve steps like refurbishment/ amalgamation of 

offices, purchase/ installation of equipments (for IT, for training, for urban planning, etc), 

recruitment of experts/ personnel on short term basis (contract hires to handhold KMC 

employees), hiring of consultants, publicizing of reform and other initiatives, and such other 
action steps during the implementation phase. KMC will undertake such and other steps to 
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achieve its capacity building goal, so that it can operate effectively and efficiently to serve 

the city and its citizens. 

 

*** 
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A Annexure - Activity details 

A.1 Institutional/ Organizational Reform 

A.1.1 Macro/ Organization-wide Reforms 

 

OD Strategy Major Activities 

Discussion and agreement on Borough 

Strengthening Plan (BSP) 

Initiate training programme for borough level 

employees Decentralization 

Strengthening Wards – appointment/ 

identification of Ward Officers and defining 

specific roles for them 

Delegation of power at all functions 

and levels 

Issue of separate orders/ circulars for different 

functions 

Rational grouping of functions and re-

organizing the top administrative 

structure 

Grouping of Social Development, Revenue, and 

Administration related functions under separate 

groups 

 

Reducing span of control of MC and 

other senior positions 

Creation  of new positions such as DMC/JMC 

(Social Development), JMC (Revenue), JMC 

(Administration) and AMC (Civic Services) 

Creating performance driven 

organization 

Breaking down KMC vision and mission into 

measurable performance indicators – both at 

overall organizational and functional level 

Compulsory routing of tender files to Internal 

Audit  

Strengthening control functions – 

Internal Audit 

Strengthening IA – deployment, training of 

staff  
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OD Strategy Major Activities 

 outsourcing of internal audit till the time 

Internal Audit department is fully geared to the 

new responsibility 

Strengthening Control Functions – 

Works Quality Review 

Creation of new monitoring cell/ Quality 

Assurance Department and empowering them 

through necessary orders 

A.1.2 Department-wise Reform 

Department-

wise reform 

Department wise reform to cover departmental structure, HR 

benchmarking norms, training needs assessment, key job descriptions for 

key positions and identification of key result areas for unique positions. 

These reforms to be taken forward through departmental discussions, the 

plan for which is given below -   

 

 

 

S N Departments 

1. Personnel, Municipal Secretary 

2. Advertisement, Amusement, Education, Entally Workshop, Supply 

3. Health, Market, Finance & Accounts, IUM 

4. Health, Printing, Solid Waste Management, Finance & Accounts, Internal Audit, 

Market 

5. Assessment & Collection, Building, CMA & TP office, Estate (and Car Parking)  

6. Civil Engineering/ Roads, Information and Public Relations, Lighting & Electricity  

7. Bustee cell & SSEP, Central records, Sewerage And Drainage, Planning & 

Development, Water supply 

8. Law, License 

 

A.1.3 Human Resource Development 

OD Strategy Major Activities 

Adopting transparent and more scientific 

HR policy. Also linking performance to 

Finalization and adoption of HR Manual 
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HR policy. Also linking performance to 

promotions, incentives and transfers.  

Finalization of TNA report 

Preparation of training calendar, budget and 

modules 

Strengthening IUM infrastructure 

Organization wide capacity building of 

employees  

Imparting training on a  regular basis 

 

 

A.2 Computerization 

SN Activities 

1  Formation of IT Department and creation of an IT Cadre 

2  Implementation of Assessment and Collection System at Headquarters 

3  Implementation of Assessment and Collection System at other KMC offices 

4  Setting-up of the Development Center 

5  Networking across all KMC offices 

6  Purchase of Central Server 

7  Implementation of License System across all KMC offices 

8  Implementation of Market System for 4 Markets 

9  Implementation of Parking System across all KMC offices 

10  Implementation of Advertisement System across all KMC offices 

11  Implementation of Amusement System across all KMC offices 

12  Implementation of computerized file tracking system (pilot) 

13  Implementation of Water Supply System across all KMC offices 

14  Implementation of Survey System across all KMC offices 

15  Implementation of Collections System across all KMC offices 

16  Implementation of Estate System across all KMC offices 

17  Implementation of Health System across all KMC offices 

18  Implementation of Payroll System across all KMC offices 

19  Implementation of Human Resources System  
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SN Activities 

20  Implementation of Solid Waste Management System across all KMC offices 

21  Implementation of Education System across all KMC offices 

 

A.3 GIS 

SN Activities 

1.  Development of GIS for 1st lot of 141 wards 

2.  Development of GIS for 2nd lot 

3.  Development of GIS for 3
rd

 lot 

4.  Development of GIS for 4th lot 

5.  Development of GIS for 5th lot 

6.  Development of GIS for 6th lot 

7.  Development of GIS for 7
th
 lot 

8.  Development of GIS for 8th lot 

9.  Development of GIS for 9th lot 

10.  Development of GIS for the last lot 

11.  Training 

12.  Implementation and acceptance testing 

A.4 Pro-poor programme Delivery 

SN Activities 

1.  Distribution of all arrear benefits under different social sector schemes 

2.  Appointment of 2 Community organizers per Borough in all the 15 Boroughs 

3.  Formation of community structures 

4.  Facilitation of loan application 

5.  Organize training and workshops on various issues 

6.  Introduction of Community Initiative Fund 

7.  BPL survey and computation 

8.  Integration of all poverty alleviation schemes 
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9.  Refurbishment and repairs of all KMCP schools 

10.  Introduction of Computer education in 100 KMCP schools 

11.  Study and reforms in health 

12.  Study and reforms for vulnerable groups 

13.  Shelter upgradation 

14.  Bustee Geographic Information System  

15.  Revival of the Bustee Services Account 

 

A.5 Urban Planning 

SN Activities 

1.  Formation of Planning Cell 

2.  Public Private Partnerships to be undertaken for Star Theater 

3.  Appointment of consultants for Urban Planning  

4.  Public Private Partnerships to be undertaken for New Market 

5.  Training on various issues 

6.  Public Private Partnerships to be undertaken for a number of other markets, buildings 

etc. 

A.6 Financial Management 

SN Activities 

1.1. Preparation of draft budgeting policy  

1.2. Discussions/ deliberations on draft budgeting policy  

1.3. Identification of Personnel for the Budget Management Office 

 1.4. 
Training the Personnel of the Budget Management Office on new Budget policy and 

conducting mock Budget exercise 

1.5. Identification of various stakeholders and providing training on new Budget policy 

1.6. Finalization of Budgeting policy 

1.7. Start the preparation of the 2007-08 Budget under the new budgeting policy 
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SN Activities 

2.0. Restructuring the chart of Accounts 

2.1. 
Presentation of the new structure of CoA under Accrual Based Accounting System 

and Fund-wise representation 

2.2. Inputs from System Consultants, Implementation Consultants & OD Consultants 

2.3. Finalization of CoA 

2.4. CoA to be given to System Consultants 

2.5. 
Initial Classroom-Training exercise to be imparted jointly by System Consultants 
and Financial Consultants on the new CoA covering all users of the CoA 

2.6. Mapping of existing Budget codes with new CoA  

2.7. Start budget exercise for 07-08 in line with the new CoA 

2.8. 
On-job training to be jointly conducted by System Consultants and Financial 

Consultants 

  

3.0. Business Process Re-engineering of MFAD vis-à-vis other departments 

3.1. Internal discussions on recommendations for making the policy guidelines  

3.2. Department-wise discussion on BPR prepared by the Financial consultants 

3.4. Finalization of BPR document 

3.5. 
BPR of MFAD to be given to System Consultants, OD consultants and 
Implementation Consultants 

3.6. Incorporation of the new budget policy and Chart of Accounts in the BPR of MFAD 

3.7. Reengineered Process to be rolled out 

3.8. Training & workshops  

  

4.0. Strengthening of Internal Audit 

4.1. Appointment of external Chartered Accountant firms for Internal Audit 

4.3. Internal Audit by CA firms and Capacity Building 

4.4. Internal Audit to be carried out independently by Internal Audit Department.  

 

*** 


