
EFFECTIVE SERVICE DELIVERY  
 

(a) A brief about the institute, infrastructure, faculty, core competence, and 

previous experience in conducting such programmes 

Indian Institute of Public Administration on March 29, 1954 based on the 

recommendations of a survey carried out in 1953 by Prof. Paul H. Appleby, Dean, 

Maxwell School of Citizenship and Public Affairs, Syracuse University and a 

Consultant with the Ford Foundation invited to advice on the subject, by the 

Government of India.  Indian Institute of Public Administration was established in 1954 

as an autonomous body under the Societies Registration Act. It was formally 

inaugurated by the first Prime Minister of India and the first President of the Society, 

Pt. Jawaharlal Nehru. The Institute has made its mark as the country’s premier training 

Institute, now housing as many as 9 Centres of Excellence such as: Centre for Urban 

Studies; Centre for Consumer Studies, Centre for Tribal Research & Exploration; 

Centre for Economic Growth and Management Studies; Centre for Climate Change, 

Environment and Drought Administration; Dr Ambedkar Centre for Public Policy and 

Social Justice; Centre for e-Governance; Centre for Good Governance; and Centre 

for International Relations.   

The main aim of the founding fathers of the Institute was that the organization should 

not only stimulate a proper study of public administration and train directly a number 

of persons in the discipline, art and practice of administration, but also act as a catalyst 

in various fields of administration in the country. Through a long chain of programmes 

of research, training, advisory and consultancy, conferences and seminars, case-

studies, publication of journals and books devoted to research in specific fields of 

administration, the Institute over the past six decades has made significant 

contribution to the various sectors of public administration at the central, state and 

local levels. IIPA is an autonomous academic institution of national eminence for 

training, research and information dissemination in streams related to the ethos of 

Public Administration. It is now known internationally as a Centre for Training and 

Research in Public Administration and Management 

IIPA has sufficient number of well-equipped wifi enabled smart classrooms of different 

sizes .It has a conference hall and 9 lecture halls, all equipped with updated teaching 

aids and communication facilities, a computer centre with the latest hardware and 

relevant software's, a library rich in collection and an auditorium with a seating capacity 



of 500 .The Institute has residential facilities on the campus with 90 rooms of more 

than 200 capacity with supporting food arrangements and dining areas. The IIPA 

Library has a collection of over 2.26 lakh volumes of books and periodicals. The Library 

subscribes 114 current periodicals, 21 newspapers and received 135 periodicals on 

‘gratis and exchange basis’ during the year. 

(b) Thematic focus of the Course and the Course Title 

Course Title – Effective Service Delivery  

Thematic focus - The issue of good governance has in the recent times emerged at 

the forefront of the development debate. To promote good governance India has 

recognized the urgent need for administrative reforms to enhance the capacity and 

capability of the administrative systems in carrying out goals for economic and social 

development. It has been realized that the deficiencies in the administrative machinery 

constitute a major obstacle to the effective implementation of development plans and 

priorities. The growing complexity of modern life in an age of rapid technological, social 

and economic changes has increased the role of the government, particularly in the 

provision of service delivery.  Inspite of liberalization and privatization the government 

still continues to be the largest service provider with the largest resource base and 

catering to the largest section of the population. Experience has shown that the main 

purpose or objective in administrative reforms is to institute changes in the structures, 

policies and functions of the systems of delivery and in the behaviour and attitude of 

the personnel. This is intended to achieve maximum efficiency, organizational 

effectiveness and responsiveness in the delivery of services to the people. The 

citizen’s perception of the state and its functioning is primarily based on its role as a 

service provider, law enforcer and regulator. Improving the quality of administration 

and providing a responsive interface between the citizens and the public services 

requires a number of new initiatives. 

Citizens of today are more aware, demanding, more informed and more 

knowledgeable. Service has become very critical.  Excellence can simply be defined 

as the quality or state of being outstanding or superior. Good organizational culture 

and developing a relationship of trust with the citizens will enable the set ups to move 

closer to the concept of excellence. In the realm of service delivery we are still aiming 

for a ‘satisfied customer’ where as worldwide organizations are moving towards a 

‘delighted customer’. Total organizational excellence involves comprehensibly 



improving competitiveness, effectiveness and flexibility through planning, organizing 

and understanding each activity, and involving each individual at each level. 

 Today’s public management combines well with quality management, insistence 

on a systems approach, customer focus, elimination of errors that fail to add value 

to services, problem prevention, long term strategic planning, team work and 

employee involvement. Leaders must be willing to empower subordinates and 

employees must be willing to accept additional responsibilities for meeting and 

exceeding tax payers expectations in the delivery of public goods and services. 

With the introduction of Citizens Charter in all the government departments more 

so at the district level and also with the operationalisation of the Right to Information 

Act, the changes are apparent. There can be a number of options and ways of 

enhancing the quality of the service delivery mechanism and one of the options is 

to adopt TQM methods and techniques, even though business process re-

engineering is the new buss word. 

TQM is a business management approach that has gained popularity within the 

public sector organizations in India in the recent past. During the past decade public 

managers in agencies at all levels of government have adopted various quality 

approaches across the country. The Department of Administrative reforms, 

Government of India has been the nodal agency promoting TQM in government. A 

number of Administrative training institutions have been selected to implement   and 

impart training to civil servants in TQM. Today TQM has become an important 

organizational trend in the context of change management in the public sector. 

Modern TQM has emerged as a management approach based on a set of 

fundamental quality principles, techniques and procedures that provides guidance 

and structure in the practical affairs of running an organization. However achieving 

organizational excellence often requires a mind – set change to break down the 

existing barriers, but it must start at the top where the serious obsessional 

commitment and leadership must be demonstrated.  This applies to both the 

political leadership and the leadership of the district collector.  

E -governance is another fast emerging tool for achieving good governance 

especially with regard to improving efficiency, transparency and making interface 

with government user friendly. E-governance denotes the application of IT to the 

processes of government functioning in order to bring about better governance, 



which has been termed as SMART.  Use of ICT in government facilitates efficient, 

speedy and transparent process for dissemination of information to the citizens. At 

all stages in the service delivery process the key components of service quality and 

procedures need to be taken care of that are citizens and employee focused, 

responsive, flexible and reliable. The irony is that the personnel do not know the 

rewards that a good service can bring. The strategy should be to make best use of 

technology in service delivery, systems improvement and improvement in the work 

environment so as to ensure speed, accuracy and efficiency. Attention has to be 

focused on potential failure points and service recovery procedures, which amounts 

to empowering employees to exercise responsibility, judgment and creativity in 

responding to citizen’s problems. An important point to be taken care is that IT in 

itself, does not offer all the answers, automation frequently does not produce the 

expected gains. Many public sector organizations putting in major new computer 

systems have achieved only the automation of the existing processes. But there is 

no doubt that the pace of change has been enormous and I T systems in a short 

period have enabled sweeping changes in the working of the organizations. 

(c) Two sets of suitable dates for each course between July 2021 to February 

2022 

 
Course Date:                  October, 11-15   2021 
 
Alternate date:                December 6-10, 2021 

 
(d) CVs of the faculty members who would be imparting the training 

The faculty would be both In-house and External faculty to take session in the 

training programme from among professionals, Govt servants, academia and 

experts in the related area. 

 

 
(e) CV of proposed Course Coordinator along with contact details 

 
Name & Contact details of the Course Director-  
 
Dr Mamta Pathania 
Faculty Public Administration 
Centre for Consumer Studies 
Indian Institute of Public Administration 
IP Estate, Ring Road, New Delhi-110002 



Tel; 011-23468392, (M) 9560022659 
Email: mamtapathania@iipa.education , mamtapathania@gmail.com 

 
Dr. Mamta Pathania holds her Masters, M. Phil and Ph.D in Public Administration from 

Himachal Pradesh University, Shimla. Currently she is working as Assistant Professor 

Public Administration, Centre for Consumer Studies at Indian Institute of Public 

Administration (IIPA), New Delhi. Dr. Pathania has authored/edited 13 books, 

contributed several papers in journals and books of repute and participated in a 

number of seminars and conferences. She has an experience of more than fourteen 

years in the area of teaching, training and research. 

She has organised more than 200 training programmes, workshops and seminars for 

various category of officers which includes senior officers of All India Services, Central 

Services, Defence Services, Technical Services and officers of State Governments, 

lecturers of Universities and Colleges, Officers of Defence Institutions/Establishments, 

Officials of Panchayati Raj/Elected representatives of PRIs and NGOs, Training of 

Trainers (TOT) on Consumer Protection and Welfare for the Faculty of ATIs/SIRDs, 

Training Programme for Coordinators of Consumer Clubs and seminars for various 

interest groups on consumer related Issues, Training Programmes on Public 

Administration for Probationers of different services, Training Programmes on Public 

Administration for Directorate of UP Prosecution etc. 

 She is Co -Project Director of National Consumer Helpline and State Consumer 

Helpline Knowledge Resource Management Portal set up by Department of 

Consumer Affairs, GoI at IIPA. She is also a member of the Script Committee of the 

Department of Consumer Affairs and a Member of the National COPOLCO Mirror 

Committee of Bureau of Indian Standards (BIS). She has also been a Member of 

UGC Committee for preparing module(s) on Consumer Studies, Member Selection 

Committee for evaluation, grading and selection of entries for MyGov Portal Contests 

of Department of Consumer Affairs and Member, Area Advisory Board (AAB) and 

Board of Studies (BoS), Amity Institute   of Public Policy (AIPP), Amity University, 

Uttar Pradesh. She has also carried out a number of research and evaluation studies 

funded by the Department of Consumer Affairs, GoI. Her major areas of interest 

include Consumer Studies, Good Governance, Public Sector Reforms, Local 

Governance, Rural Development, HRD and Organization Behaviour. 

 

mailto:mamtapathania@iipa.education
mailto:mamtapathania@gmail.com


(f) How will the training be relevant to government servants and help them 

discharge their duties more effectively 

 
Experience has shown that the main purpose or objective in administrative reforms is 

to institute changes in the structures, policies and functions of the systems of delivery 

and in the behaviour and attitude of the personnel. This is intended to achieve 

maximum efficiency, organizational effectiveness and responsiveness in the delivery 

of services to the people. As the citizen’s perception of the state and its functioning is 

primarily based on its role as a service provider, law enforcer and regulator, this 

training therefore will help in improving and understanding the quality of administration 

and providing a responsive interface between the citizens and the public services. 

 
(g)     Specific skills proposed to be instilled in the participants with regard to 

Governance and administrative/technical skills 
 

 

 Prompt and effective management of Affairs/situations 

 Critical thinking and decision making 
 
(h)      Draft programme design, content and pedagogy, draft time table—starting 

on Monday and closing on Friday 
 

Rationale 

Citizens of today are more aware, demanding, more informed and more 

knowledgeable. Service has become very critical.  Excellence can simply be defined 

as the quality or state of being outstanding or superior. Good organizational culture 

and developing a relationship of trust with the citizens will enable the set ups to 

move closer to the concept of excellence. In the realm of service delivery we are 

still aiming for a ‘satisfied customer’ where as worldwide organizations are moving 

towards a ‘delighted customer’. Total organizational excellence involves 

comprehensibly improving competitiveness, effectiveness and flexibility through 

planning, organizing and understanding each activity, and involving each individual 

at each level. 

Aim 

 Institute changes in the structures, policies and functions of the systems of delivery 

and in the behavior and attitude of the personnel. This is intended to achieve 

maximum efficiency, organizational effectiveness and responsiveness in the 



delivery of services to the people. Comprehensibly improving competitiveness, 

effectiveness and flexibility through planning, organizing and understanding each 

activity, and involving each individual at each level. 

Objectives 

This course is designed to equip the participants with the following: 
 
 Define the concept of Governance and its components 

 To understand the transition from governance to good governance. 

 To analyze the role of various stakeholders in service delivery 

 Explain the methods for improving governance and effective service delivery 

 Understand the importance of citizen -centric services 

 Reflect on the strengths and shortcomings of good governance practices 

Contents 

1. Good Governance: Concept & Principles 
 

 Good Governance Concept 

 Good Governance Principles 

 Strategy for Good Governance 
2. Public Service Delivery: Parameters and Standards 

 Standards of Public Service Delivery 

 Elements of Service Standards 

 Principles in developing Service Standards 
 
 
3. Organizational Culture and Managing Change for Efficient Service Delivery 

 Organizational Culture: Concept 

 Building Blocks of Organizational Culture 

 Planning and Managing Change in Organizations 

 Resistance to Change and handling the Resistance 
4. Efficient Public Service Delivery through e-Governance 

 Framework for e-Government –The 6C Model 

 Issues in Implementation of e-Governance 

 E-Government Projects in India: Some Insights 
5. District an Epicentre of Service Excellence 

 Genesis of District administration  

 Measuring quality of services 

 Citizen- Centric Initiatives 
6. Transforming Public Service Delivery: Some Insights 

 The Service Delivery Principles 

 The People must come first: the 'Customer' Concept 

 Service Delivery :Transforming principles to Practice 

 Making it Happen Approach 
7. Total Quality Management in Service Delivery 



 What is Quality? 

 What is Total Quality Management? 

 How do we move towards TQM? 

 Quality Improvement Tools 

 TQM Principles  
8. Basic Service Delivery to the Poor: Institutional issues and concerns 

 Institutional issues impacting  basic services delivery to the poor 

 Decentralization of Service Delivery 

 Empowering the poor as partners in service delivery 

9. Managing Conflict of Interest in Service Delivery 

 Conflict of Interest: Concept 

 Managing Conflict of Interest 

 Win-Win Approach 
10. Changing Contours of Service Delivery during Covid 19 

 Parameters of Service Delivery 

 Changing Contours of Service Delivery 

 The   Way Forward 
 Level of Participants 

Officers of All India Service, officers working under the Central Staffing Scheme 
and officers of Central Secretariat Service (CSS)  
 

Pedagogy 

The course is designed to be very participatory in nature where participants will 

share their experiences for a learning outcome 

 Lectures • Discussions • Case studies• Experiential learning, Group 
work in order to ensure maximum participation 

 It can be delivered both online and offline(face to face)                        
           

 

Effective Service Delivery  
Draft Work Schedule 

 

Day/Date Time Topic Speaker 

Monday 

 

0930-1000 Registration  

1000-
11.15 

Briefing and Experience Sharing 

Inaugural  Session 

 

1145-1300 Good Governance :Need & Importance  

1300-1400 Lunch Break  

1400-1530 Public Service Delivery: Parameters and 
Standards 

 



1545-1700 Organizational Culture and Managing 
Change for Efficient Service Delivery 

 

 1700-1730 Group Formation  

Tuesday 

 

1000-1130 Efficient Public Service Delivery through e-
governance 

 

1145-1300 District  as an Epicentre of Service 
Excellence 

 

1300-1400 Lunch Break  

1400-1530 Citizen’s Charter  

1545-1700 Total Quality Management in Service 
Delivery 

 

1700- Group Work  

Wednesday  

 

1000-1130 Basic Service Delivery to the Poor: 
Institutional Issues and Concerns 

 

1145-1300 Managing Conflict of Interests in Service 
Delivery 

 

1300-1400 Lunch  

1400-1700 Achievers in Service Delivery  

1700- Group Work  

Thursday 

 

1000-1700 Best Practices in Service Delivery(Field 
visit) 

 

1700-  Group Work  

Friday 

 

1000-1115 Voices from the Field :Ground Level 
Approach 

 

1115-1300 Group Presentations  

1300-1400 Lunch Break  

1400-1530 Group Presentations  

1545-1700 Feedback, Evaluation and Valedictory 
Session 

 

 Tea/Coffee Break:  1115-1145 & 1530-1545 
 Lunch Break:  1300-1400 (at IIPA Hostel Lounge)  

 
(i)      A paragraph on how the proposed course will be different from those 

offered by competing institutions 

 
This training programme has been designed to promote critical thinking to know 

the nuances of service delivery management in order to improve decision 

making and help in prompt and effective delivery of services. It gives an 



opportunity to the participants to reflect and analyse decisions made in a 

situation of crisis in order to promote good governance and enhance public trust 

and thereby deepen democratic values. 

 
(j)        One page flyers with regard to programs the institute proposes to conduct 

for the Academic year 2021-22 for the information of potential participants 
 

 
One page flyer attached at the end  

 
(k)   Allocation of one day of the first programs for field visit to important 

Organizations or public sector bodies so as to give greater exposure to 
the Government officers to policy implementation and ground level 
working 

 
 
Field visits will be arranged to help understand how service delivery 

mechanism works and also to give the participants a practical exposure to 

the nuances of service delivery chain. 

 
(l)       Feedback received from Participants 

In APPPA stream the feedback of participants was very good as they could 

get practical insights of the service delivery mechanisms and also got 

practical insights through the field visits arranged. 

 
        Flyer on Training Programme 

 On 
Effective Service Delivery  

 
Why Course on Service Delivery… 

Citizens of today are more aware, demanding, more informed and more 

knowledgeable. Service has become very critical.  Excellence can simply be defined 

as the quality or state of being outstanding or superior. Good organizational culture 

and developing a relationship of trust with the citizens will enable the set ups to 

move closer to the concept of excellence. In the realm of service delivery we are 

still aiming for a ‘satisfied customer’ where as worldwide organizations are moving 

towards a ‘delighted customer’. Total organizational excellence involves 

comprehensibly improving competitiveness, effectiveness and flexibility through 

planning, organizing and understanding each activity, and involving each individual 

at each level. At all stages in the service delivery process the key components of 



service quality and procedures need to be taken care of that are citizens and 

employee focused, responsive, flexible and reliable. The irony is that the personnel 

do not know the rewards that a good service can bring. The strategy should be to 

make best use of technology in service delivery, systems improvement and 

improvement in the work environment so as to ensure speed, accuracy and 

efficiency. Attention has to be focused on potential failure points and service 

recovery procedures, which amounts to empowering employees to exercise 

responsibility, judgment and creativity in responding to citizen’s problems. 

 

Broad Objectives 

At the end of the training Programme the participants will be able to; 

 Define the concept of Governance and its components 

 To understand the transition from governance to good governance. 

 To analyze the role of various stakeholders in service delivery 

 Explain the methods for improving governance 

 Understand the importance of citizen -centric services 

 Reflect on the strengths and shortcomings of good governance practices. 

Expected Outcome: 

Develop critical thinking and improve decision making skills for good governance 
and effective service delivery. 

Contents: 

1. Good Governance: Concept & Principles 
 

 Good Governance Concept 

 Good Governance Principles 

 Strategy for Good Governance 
 
2. Public Service Delivery: Parameters and Standards 
 

 Standards of Public Service Delivery 

 Elements of Service Standards 

 Principles in developing Service Standards 
 
3. Organizational Culture and Managing Change for Efficient Service Delivery 
 

 Organizational Culture: Concept 

 Building Blocks of Organizational Culture 

 Planning and Managing Change in Organizations 

 Resistance to Change and handling the Resistance 



 
4. Efficient Public Service Delivery through e-Governance 

 Framework for e-Government –The 6C Model 

 Issues in Implementation of e-Governance 

 E-Government Projects in India: Some Insights 
5. District as an Epicentre of Service Excellence 
 

 Genesis of District administration  

 Measuring quality of services 

 Citizen- Centric Initiatives 
 
6. Citizen Charters 

 The Service Delivery Principles 

 The People must come first: the 'Customer' Concept 

 Service Delivery :Transforming principles to Practice 

 Making it Happen Approach 
 
7. Total Quality Management in Service Delivery 

 What is Quality? 

 What is Total Quality Management? 

 How do we move towards TQM? 

 Quality Improvement Tools 

 TQM Principles  
 
8. Basic Service Delivery to the Poor: Institutional issues and concerns 
 

 Institutional issues impacting  basic services delivery to the poor 

 Decentralization of Service Delivery 

 Empowering the poor as partners in service delivery 

9. Managing Conflict of Interest in Service Delivery 
 

 Conflict of Interest: Concept 

 Managing Conflict of Interest 

 Win-Win Approach 
 

10. Best Practices in Service Delivery (Field Visits) 
 
11. Achievers in Service Delivery 

 
For whom: 

Officers of All India Service, officers working under the Central Staffing Scheme 
and officers of Central Secretariat Service (CSS)  

When: 
 

Course Date:  October, 11-15   2021 
 
Alternate date: December 6-10, 2021 



 
Duration: 
   One Week (5 working days) 

 Place: 

    IIPA, New Delhi 

Pedagogy: 

The course is designed to be very participatory in nature where participants will 

share their experiences for a learning outcome. 

 Lectures • Discussions • Case studies• Experiential learning, Group 

work in order to ensure maximum participation. 

 

                       



 


