
Hubli - Dharwad Municipal Corporation 
ISO 9001:2008 Certified

PresentationPresentation
on on 

HDMC TOP REFORMSHDMC TOP REFORMS



HDMC ReformsHDMC Reforms ……

�� DeDe--centralizationcentralization

�� Public Grievances Redressal SystemPublic Grievances Redressal System

�� Transparency in paymentsTransparency in payments

�� Building Plan Approval Building Plan Approval --nn-- Management System (BPAMS) with Management System (BPAMS) with 

AutoDCRAutoDCR

�� Records ManagementRecords Management

�� Management Information SystemsManagement Information Systems

�� ChildrenChildren’’s Movement for Civic Awarenesss Movement for Civic Awareness



DeDe--CentralizationCentralization

� Inconvenience to the citizens

� No individual responsibility

� No control over the staff

� Wrong decisions due to work pressure

� No time for planning 

Problems Faced

� Services and redressal of grievances at root level

� Distribution of workload and responsibilities

� Effective utilization of man power

� Free time for HoDs for planning

� Transparency in the administration

� Increase in tax collection

� Quick & effective services to the citizens 

� Increase in credibility of HDMC

Results Achieved



Decentralization of AdministrationDecentralization of Administration……

� Twin city is divided into 12 Zones and 3 divisions.

� Establishment of Zonal Offices cum Citizen Service 
Centres in each Zone.

� Each Zonal Office comprises around 3-6 wards; heade d 
by a Zonal Assistant Commissioner rank of AEE / DRO

� These Zonal Offices act as full fledged HDMC office s

� Technical support from Divisional Engineers

� Citizens need not come to Central Office to avail a ny of 
the services rendered by HDMC.

� Connected thru’ Wide Area Network to provide online 
services

� The ZACs have been delegated with the powers of the 
Commissioner as per the1976 KMC Act which also 
includes

� Control and supervision of their staff 

� Keeping staff  service records and disbursement of monthly 
salary

� Registration & Certification of Births & Deaths rec ords 

� Khata extracts of properties.

� Delegation of powers to the lower level staff



24x7 Control24x7 Control Room Room 

� No proper system to record complaints lodged by the  citizens 

� Non availability of field staff

� Unplanned and unscientific approach towards redress al of 
grievances

� More of damage control or knee-jerk responses to th e issues

Why Public Grievances Redressal are ineffective ?

� Increase in the credibility; thus increase in the r evenue

� Online performance appraisal; thus marked increase in the 

efficiency

� Better response planning; due to effective data ana lysis

Results Achieved



� HDMC started 24 Hours Helpline on 21st June 2004

� 6 persons in each shift working round the clock

� Responds to the citizens in flat 30 min.

� Equipped with 4 Phone Lines, PCs, Internet 
connection, 2 walkie-talkie receiving sets, Fax, 
Emergency bikes, Jeeps, Labours and disaster 
management equipments.

� 250 walkie-talkie sets for the Officers / field sta ff

� Receives 50-60 complaints from Hubli and 20-30 from 
Dharwad

� Voice logger to keep track of the conversation of 
walkies and telephone communication.

� Category of complaints with points – Emergency, 
Critical, Normal

� Software for Control Room

The ChangeThe Change…… Control Room contd..Control Room contd..



Complaints

Field staff

Redressal of complaint

Signature of complaintee

24/7 Helpline Grievances 
Counter

Urgent

Category - B

Immediate

Category - A
General

Category - C

Divisional 
PGR Officer

Open 
House

Redressal of 
grievance

If not 
redressed

The Redressal system in HDMCThe Redressal system in HDMC ……
Control Room contd..Control Room contd..



Transparency in PaymentsTransparency in Payments

Problems Faced

Results Achieved

� Liabilities – 23 crores  in the year 2005
� Low credibility- Less collection of Tax 
� Air of mistrust 
� High premium quotes by contractors
� Uncertainty of payments to contractors
� Lot of discretion for payments and corruption
� Pressure on staff

� Believe in Transparency
� Enhanced and quick service delivery
� Improved efficiency & effectiveness of the administ ration
� Gained the confidence of contractors and citizens
� Increased competition among tender participants
� Increased Credibility
� Corruption reduced drastically
� Establishment of database also given way to impleme nt FBAS in 

the financial year 2006-07
� Increase in Revenue and Expenditure



Payment Policy adopted in  HDMC refers to  the guidelines 

formulated to control and regulate the payment mechani sm and 

settlement of the outstanding dues. It enabled the citizens and 

other stake holders to realize that transactions are transparent

and they can see for themselves where their tax money goes.

Transparency in PaymentsTransparency in Payments
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� Yearly Budget Preparation 
� Budget is prepared with participation of Corporatio n, citizen 

committees, NGOs, other interested citizens and HOD ’s.
� Budgetary Control Mechanism

� Amount is allocated as per the budget provision and  approval of 
action plan by the commissioner.

� Expenditure is  made as per the yearly budget and g iven priority for 
spill over expenditure.

� Budget limit is monitored and controlled through so ftware at the
time of issue of work order to the contractors/supp liers.

� Re-appropriation shall be made as and when arises w ith the council 
Resolution.

� FBAS Implementation
� Fund based accounting system is implemented from 1- 4-2006.
� Double Entry Accrual System 
� Preparation of Income-Expenditure and Balance Sheet

Transparency in PaymentsTransparency in Payments



BPAMS with BPAMS with AutoDCRAutoDCR

� Some Engineers were not convinced to submit plans i n Pre 
DCR as the initiative was new. 

� Lack of knowledge among staff & engineers to adhere  the 
initiative. 

Problems Faced

� Increased automaticity saves time and promotes accu racy and 
transparency to achieve high credibility.

� Now the BP certificates are issued within 7 days. H ence there is
a good appreciation and good opinion from the Engin eers.

� By providing Pre-DCR confidence of Architect/Engine ers was 
gained by HDMC.

� As HDMC is the first Corporation in Karnataka to im plement the 
initiative, it has gained high credibility from cit izens. 

� Uniqueness in drawing maps due to Pre-DCR was achie ved. 
Hence all the drawing parameters could be easily an alyzed and 
read in details

� Building deviations could be easily known and corre ctive 
actions could be taken by HDMC staff. 

Results Achieved



Auto DCR Checks all the Building Regulations of 
HDMC, like

� Site Usage
� Set Backs
� Number of Floors
� Parking, etc., 

Auto DCR cater to all types of Buildings

� Residential
� Commercial
� Industrial Building
� Multi Story
� Public Building
� Group Row Housing

BPAMS with BPAMS with AutoDCRAutoDCR



BPAMS with BPAMS with AutoDCRAutoDCR

Citizens/Engineer 
Submits: 
1) Form1, Form 2, Form3 
& Pre DCR

1. Checks and verifies all documents &forms.                    
2. Site visit.                                                  
3. Runs Auto DCR.                                               
4. Generates checklist & scrutiny reports.                      
5. Rejection letter (if any document incomplete).

JE/AE/JTP:
1. All docs send to 
Dispatch Clerk

1) Checks all documents.
And Auto DCR in local run

Inward Clerk

Is everything 
OK

Application rejected

Inward Clerk generates & issues:
1. BP No. 
2. Acknowledgement Letter         
3. DD to be credited to corporation account

JE/AE/JTP

1. Verifies all docs & entries.                      2. 
Checks the area.
3. Verify Scrutiny reports.                                  
4. Sends all docs to DDTP.

1. Verifies all docs 
2. Checks Scrutiny Reports 
3. Discretionary Power executed if required

Approved?

JE/JTP/AE
JE prepares fair copy of 
Building Permission 
Certificate

Approved?

JE/JTP/AE
Generates objection 
list Annexure

YES

NO

NO

YES

Dispatch Clerk

NO

YES

JE

ADTP/AEE

ADTP/AEE

DDTP



� Showcasing of Best Practices

� Operational Convenience & Ease

� Time Reduction

� Simplification of Procedure & Process

� Standardization of submission drawings  

� Operational ease and convenience 

� Increased speed and efficiency 

� Accuracy

BPAMS with BPAMS with AutoDCRAutoDCR

Benefits



Record ManagementRecord Management
Problems Faced

� Manual Retrieval and return system and no 
reminder system for files out of Records Room. 

� No coding system - chance of error, / No 
segregation  (grouping of files)

� Files, Registers stored on floor, presence of 
scattered loose papers and Cartons not used

� No preventive dust protection or cleaning system & 
absence of pest control measures

� No location coding and traceability & nomenclature 
of files not clear

� No document age segregation and volume control

� No sense of ownership towards responsibility & 
accountability in managing the records and 
professional approach was not strictly put into 
practice.

� Staff attitude and reluctance towards digging out 
old records from dust, rodent droppings



Record ManagementRecord Management
Results Achieved

� Learnt as to how to store, preserve & secure the 
public records by adopting Industry's best practice s. 

� A comprehensive physical inventory and database 
compilation of all the existing records pertaining to 
more than 100 years in possession was created. 

� Streamlining of the records management activity has  
improved the decision making with operational 
efficiency and nimbleness in response to internal a nd 
external stimuli. 

� Improved staff attitude and efficiency in attending  to 
both internal and external customers on the 
administrative matters with the quick availability to 
reference records. 

� Quick response to Hubli Dharwad citizens varied 
needs of documentary evidence / requests processed 
has won the respect and credibility of Corporation' s 
PR image building activity. 

� To meet the RTI guidelines for better governance, a ll 
those neglected issues/problems faced (listed above  
in before the initiative) have been very well plann ed 
and taken care by adopting Industry's best practice s. 



““ Successful changes are best Successful changes are best 
made when they are well made when they are well 
thought and well planned.thought and well planned.
If the time taken to think If the time taken to think 
clearly about the desired clearly about the desired 
change and if put into place change and if put into place 
the necessary resources to the necessary resources to 
make it happen; the change make it happen; the change 
will be that much easier to will be that much easier to 
initiate and change.initiate and change. ””

Record ManagementRecord Management



Management Information SystemManagement Information System

MIS refer to the group of information management 
methods tied to the automation or support of human 
decision making, e.g., 

� Decision Support Systems 
� Expert systems 

� Executive information systems

Key Features of MIS



Management Information SystemManagement Information System

Revenue :

� Property Tax 
� Trade License
� Market Stallage
� Land Software 
� Birth & Death Certificate issuing & registration 
� Building Permission 

Payment : 

� Accounting
� Works Order Management
� Payroll

Administration : 

� Control Room
� Public Grievances Redressal
� Personal Information
� Law
� File and Letter tracking system
� RTI
� Dashboard

Applications Developed and implemented



• Database (Oracle 10G) 

• Antivirus (NOD32 Enterprise Edition)

• Biometric Attendance System

• Video surveillance

• Voice Logger

• Web Server
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•BSNL and AIRTEL

Management Information SystemManagement Information System

Servers and Network Infrastructure
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Management Information SystemManagement Information System

Data Centre



Management Information SystemManagement Information System

Dashboard



� HDMC had taken up CMCA program in 123 schools. 

� This program was initiated by HDMC with a basic pre mise of 
promoting civic consciousness among the members of the civic 
club of schools and transmit it through the clubs t o other schools, 
in their homes, neighborhoods and finally across th e city of Hubli-
Dharwad by Ripple Effect.

� Awareness programs and campaigns on civic and envir onmental 
issues were used as an effective mode in bringing h ome the 
message.

ChildrenChildren ’’s Movement for Civic Awarenesss Movement for Civic Awareness



• There were coordination problems initially between the BEOs and 

ULB staff.

• Continuous follow-ups were required for some school s which did   

not volunteer for CMCA program.

• Continuous monitoring of all the schools was a diff icult activity.

• Time management for taking students for field visit s’ was difficult, 

hence weekends  were used for such activities.

ChildrenChildren ’’s Movement for Civic Awarenesss Movement for Civic Awareness
Problems Faced

Results Achieved

• This program aims at a long term benefit which cann ot be measured 

quantitatively. 
• Over a period of time results can be expected in th e following 2 sectors:

1. Increase in tax collection due to civic awarenes s among the    

citizens of Hubli-Dharwad
2.Support from the people in Solid Waste management   during door

to door collection.

• This initiative definitely  helps the municipality/ corporation to execute its  

Obligatory  functions better as the  awareness leve l among the citizens
would be much higher that the present situation.



� HDMC bagged the awards by CMAK in association with Govt. of Karnataka on 23rd Oct 
2008.

Award with cash prize of Rs. 5.0 Lakh
� 1st Prize – Transparency in payments
� 2nd Prize – 24x7 Control Room
� 3rd Prize  - Decentralization of administration 
� 4th Prize - Children’s Movement for Civic Awareness

� HDMC bagged the awards by CMAK in association with Govt. of Karnataka on 01 st Feb 2011.

Award with cash prize of Rs. 1.0 Lakh

� 3rd Prize - Building Plan Approval and Management System
(BPAMS) with Automatic Development Control 
Regulations (AutoDCR)

� Consolation Prize – Volumetric Water tariff in Hubli -Dharwad
(HDMC partnership with KUWASDB)

� Successfully implemented the MIS s/w at other ULB’s i.e Mysore, Udapi, BBMP

Recognition and AchievementsRecognition and Achievements
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