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Background 
 

Considering the country’s low global ranking in some reports on ‘Ease of doing Business’, there have been 

several attempts to address this issue. Many agencies including Planning Commission, Department of 

Industrial Policy and Planning, Government of India, industry associations including FICCI and CII, and 

consulting organizations have released reports analyzing the reasons for the low ranking and making 

recommendations on how the issues might be addressed. In February 2014, FICCI launched the QUPRAC 

Initiative to encourage application of Systems Thinking and Quality in government, social and 

infrastructure sectors. Under QUPRAC, real life implementation of highly successful initiatives in these 

three sectors were collected from across the country and showcased at the FICCI Conference on Quality 

Practices – QUPRAC 2014. As part of the QUPRAC initiative, the learnings from QUPRAC 2014 are being 

disseminated in the States.   

In Karnataka, the government has taken up the implementation of time-bound delivery of public services 

very seriously. The SAKALA Services Act of 2011 gives citizens a guarantee of time-bound delivery of 

certain listed services. The number of listed services has grown steadily over the last two years and as of 

now 669 services are included under SAKALA. Under ‘Destination Karnataka-Initiatives’, services related 

to Shops and Establishment Registration, VAT Registration, PT Registration, Export of Agricultural Products 

are being analyzed more intensively for bringing them online through a Single Electronic Platform. This 

analysis has revealed challenges such as Migration from manual to electronic process for Shops and 

Establishment registration, updation on current procedures, delays, untrained personnel operating 

computers and a huge gap in statistics pertaining to actual number of shops and commercial 

establishments. In VAT registration, the challenges were non availability of user manual/instructions on 

the website, clear work flow chart, time limit for physical inspection, alternatives for security deposit and 

a comprehensive checklist of documents to reduce discretion. The challenges in Export of Agriculture 

products were some of the documents like Bank Realization Certification (BRC), Phyto-sanitary Certificate, 

Goods Received (GR) form. 

The objective of this workshop was to take up an initiative which is on the State government's priority and 

provide inputs for enhancing the quality of work going in and thereby improve the outcomes significantly.  
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Workshop Sessions 

 

Schedule Session Details Speaker/s 

10:00 – 11:15 

Launch of CSR website Sh Arvind Jadhav                                                                                       
Additional Chief Secretary, Tourism Department   

Inaugural Address  

Mrs Rathna Prabha                                                                            
Additional Chief Secretary, Department of Industries and Commerce 

Sh V.P. Baligar                                                                                    
Chairman and Managing Director                                                    
Karnataka State Industrial and Infrastructure Development Corpn 

Release of Book on Best Practices and Tools for improving quality practices  

Sakal-Pemandu (Malaysia) Model 
Mr Bobby Nimbalkar                                                                                  
Sakal Media Group (Maharashtra) 

Capacity Works Management 
Model for Sustainable Development 

Ms Pragya Kothari                                                                                        
GIZ (German Society for International Cooperation) 

Q & A Sh Arun Maira 

11:15 – 11:30 Tea Break 

11:30 – 12:00 
Tutorial on evaluating GoK 
Initiatives to be presented 

Sh Arun Maira 

12:00 – 12:45 

Presentation 1 – e-Karmika 

Presentation 2 – e-Sugam 

Presentation 3 – -e-Udyami  

Sri J.T .Jinkalappa,                                                                            
Additional Labour Commissioner (Admin), Department of Labour 

Sri Ajay Seth, Commissioner, Commercial Taxes Department 

Sh Maheshwar Rao                                                                                
Commissioner for Industrial Development and                                     
Director of Industries and Commerce 

12:45 – 13:30 Group Discussion on Evaluation of Presentations 

13:30 – 14:15 Lunch  

14:15 – 14:30 Evaluation results Dr Sanjeevan Bajaj 

14.30 – 15.00 Explanation of Next Steps   Sh Arun Maira 

15:00-15:45 Group Discussion on Next Steps Facilitators: Sh Arun Maira, Dr Sanjeevan Bajaj, Mr Bobby Nimbalkar  

15:45 – 16:00 Tea Break 

16:00-17:00 Presentations by Groups 

Infrastructure-Mr Bobby Nimbalkar, Sakal Media Group 

Human Resources-Ms Sita Vasudevan, InDev Consulting 

Business Regulations-Mr Vijay Shankar, Intel Technology India Pvt Ltd 

Reminder to fill in Feedback Forms 

17:00-17:30 Closing Remarks 
Dr Shalini Rajneesh, Principal Secretary Department of Personnel & 
Administrative Reforms 

http://stg1.kar.nic.in/dparservices/getiaslist2.asp?code=14
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Participating Organizations/Departments 
 

Aero Design Inc ITC Gardenia 

Blue Sky Angels Janasvi 

Bihar Prashashnik Sudhar Mission, GAD Government of 
Bihar 

Karnataka Industrial Areas Development Board  

Britannia Industries Limited Karnataka State Financial Corporation  

Commissioner Taxes, Government of Karnataka Karnataka State Pollution Control Board 

Corporate Sectors under Ministry Company Affairs Karnataka Udyog Mitra  

Department of Commercial Taxes, Government of 
Karnataka 

Labour 

Department of Labour, Government of Karnataka Madhuloka 

Department of Mines & Geology Media Syndicate 

Department of Tourism Navika 

Drugs Control Prajavani 

Energy Department Rural Development and Panchayat Raj Department  

Department of Factories of Boilers, Industrial Safely & 
Health 

Reforms Department 

General Administration, Government of Bihar Revenue Department 

GES 2014 Rajiv Gandhi Rural Housing Corporation Limited 

GIZ India State Crime Records Bureau  

HUAWEI Sakal Media Group 

Department of Industries & Commerce, Government of 
Karnataka 

Samaya News 

Indian Institute of Management, Bangalore  Somavineyards, Bangalore 

Indev Advisors SS International Ltd 

Intel Technology India Pvt Ltd The World Bank  

 

  

http://kspcb.kar.nic.in/
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Outputs from Group Discussions  
 

Participant feedback on deliberations so far 

In this exercise, participants were divided into nine groups. The following leading questions were given 

to the participants to provide a direction to their thought process. 

Leading questions 

Area Question 

Define the objective 1. Is the purpose for existence of the Government ministry / department/ 
agency clear? 

2. What goals do we want for the new initiative to achieve and what will 
be the measures of our success? 

Environment Scan 3. Was an external scan done to identify the forces that could impede and 
those that could support this initiative?  

  Those who would benefit? 

  Those who would be adversely affected?  

 Those likely to support and those likely to oppose? 

Stakeholder Mapping 4. Were the needs of these stakeholders understood and mapped? 

5. How will this initiative affect these stakeholders and what is the strategy 
to obtain their support? 

Capacity Building Plan 6. What knowledge or skills do we lack and should obtain, to enable this 
initiative to succeed? 

7. Is there a plan in place to obtain these? 

8. Were options/ alternative designs for achieving the goals considered? 

Implementation Plan 9. Has an implementation plan been made, with time lines established and 
interdependencies clear? 

Effective management 10. Has an effective management structure been set-up to manage this 
initiative? 

11. Are accountabilities clear? 

Feedback & learning 12. Has a periodic feedback system been installed for feedback from 
stakeholders, for measuring the progress of the initiative? 
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Participant Feedback 

Questions 

It is clear from the deliberations that the time has come for government agencies to move to time bound 
delivery of services. How do these agencies implement systems that enable time bound delivery of systems? 

What are the steps taken by the government to ensure that policies and procedures in place are conducive for 
the growth of MSMEs? (Will the hassles of dealing with rules and regulations and getting multiple permissions 
from govt. reduce) 

Is feedback taken from relevant stakeholders and how is it actioned upon/analysed? 

Have the critical factors such as Technology, Process, TAT of Services etc. that go into making a ‘smart city’ 
codified?  

How to ensure that there is accountability at each level of government? 

The platform presented by Commercial Taxes Department was the best out of the GoK presentations. How does 
this best practice get replicated at other government departments? 

Suggestions 

Government agencies need to realize that entrepreneurs wanting to setup enterprises would prefer to deal with 
one nodal point rather than multiple agencies. Govt agencies need to collaborate and coordinate internally for 
this to become possible.   

In order to make deliberations on collaborative systems sustainable, the principles/practices of such systems 
should be added into curriculum of educational institutions. Disseminate information on such initiatives.    

To make each level of govt accountable in providing services, time norms need to be mandated for services and 
each step within a service. 

Deploy/Design such feedback mechanisms that are responsive and supplement transparent and accountable 
functioning 

Government needs to build systems that integrate different departments for better coordination. 
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Participant recommendations on next steps 

 
In this exercise the participants used the collaborative lens for providing suggestions that may feed into 

developing a framework/model for implementing Destination Karnataka Initiatives. Three groups were 

formed to make recommendations focused on three themes, viz. Infrastructure, Human Resources, and 

Business Regulations.  

 

Participant Recommendations 

Theme Recommendations 

Infrastructure 

 Define the scope of basic infrastructure that is needed and what categories will 
be covered under it 

 Identify and approach all stakeholders that will influence the outcome of 
building/developing the necessary infrastructure  

 Develop an implementable plan with defined timelines during stakeholder 
consultations. For a plan to be implementable there needs to be a constant 
dialogue with the stakeholders where views are sought on specific points and 
the plan needs to be a reflection of that 

 Identify and develop strategies for challenges that may occur during plan 
execution 

Human Resources 

 Need to realize that Human Resources are the most critical and unique 
resource that can affect the outcome of any initiative. Due focus needs to be 
apportioned for developing mechanisms dealing with softer aspects 

 Build communication channels which enable a back and forth dialogue rather 
than just information passing. Ultimately tone and method of communications 
reflect whether it is a dialogue or instructions for adherence 

 Build capacities of people from the beginning on learning how to manage 
people, people within an environment cause a chain reaction and if we can 
trigger a positive reaction from the beginning the chances of the environment 
remaining positive will be high 

Business Regulations 

 Develop/Design systems collaboratively to integrate govt depts for better 
coordination. Ensure that stakeholder (Industry) feedback is taken while 
developing such systems and implementation of such policies and procedures 
should reflect the design 

 Process needs to be in place which enables proper implementation of 
advisories released by various govt departments from time to time 

 Govt depts. need to provide time norms for responding to queries and these 
time norms need to be institutionalized to ensure adherence 

 Simplification of rules and regulations for starting a business 
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Participant Evaluation of Workshop 

   
Inaugural Session 
GoK Presentations 
Discussion on Presentations 
Discussion on Next Steps 

Content 
Coverage 
Professional Relevance 

Venue 
Overall Experience 

 

Figures show Weighted Score on a scale of 4 
Excellent Good Fair Poor 

4 3 2 1 

 
Compliments 
1 A good think tank forum created including all stakeholders. A very creative initiative 
2 Even though, the content and coverage is not relevant to my day to day official work, I have been 

really enlightened to understand the importance of e-initiative. 
3 Excellent initiative by involving corporates!! 
4 Excellent!  
5 Fairly well managed workshop that can bring in a lot of positive changes and help system 

evolution. 
6 Good arrangements 
7 Good hospitality arrangements 
8 Good initiative by GoK. Sakala will certainly create a difference to the society. Such workshops 

with critical subject domain should be conducted regularly. 
9 Good planning, well presented.  
10 Good times to understand commercial taxes and Govt online services 
11 Good workshop to create awareness on working together to make Karnataka a preferred 

destination.  

3.52

3.38

2.96

3.05

2.50

2.75

3.00

3.25

3.50

3.75

4.00

Sessions

3.38

3.23
3.19

Workshop Quality

3.69

3.42

Arrangements
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12 Govt of Karnataka presentations especially by the commissioner Tax was excellent and it is worth 
enlightening by the other states in introducing the e-initiatives on a service rather than a 
regulation. 

13 Good workshop  
14 Interaction in the group discussion was lively and main problems were discussed. 
15 It is a good initiative by the DPRA. This initiation & thrust should continue till we reach the goal. 

We should create a system which will take care of the development of state and good service to 
the citizen. 

16 It is unique initiative by the government to improve the service delivery, regulating environment 
and efficiency of the government. It is my reassuring to know that government departments are 
driving these with a sense of urgency! 

17 Presentation of commercial taxes department was comprehensive, educative and lively. Covered 
all things regarding Udyog Mitra, A single window agency should have a legal backing with a 
statute.  

18 Tea/coffee snacks and lunch has been arranged good way and the quality also is very good. The 
service team has well trained to serve all. 

19 The FICCI & of other associations rigorously followed up to implement such suggestions at the GOI 
& Karnataka to bring simplifications & ease of doing business. 

20 This is different experience to motivate us with bureaucrats on one side & professionals at 
another side. It is really good to implement the suggestions. 

21 Very good arrangements. Thanks to the organization 
22 Very good environment, time management 
23 Well presented & M C has good event management skills 
24 Workshop quality is good and it should be open time for discussion 
  

Opportunities for Improvement in Workshop Arrangements 

1 All sessions are good. But need to capture many things which were pending in system 
2 Clarity and purpose is not clear 
3 Content shall be more precise in future 
4 Inaugural session  little bit confusing and events not in order 
5 Industry should also have an opportunity to make a presentation / case study 
6 Major manufacturing industry representation & few trade bodies could have been involved 
7 Make presentations in bigger fonts. Some of the slides were not readable. 
8 More information & exchange of ideas would have added value. Implementation issues should have 

more role. A presentation from industry also would have been added 
9 More interaction welcome 
10 Some staff must be deployed in North Gate of Vidhana South to receive delegate and display board 

must be made available in front 
11 Stakeholders could have been given little advance notice so that the discussion groups could have 

more meaningful & structured initiative. On the whole this is a great effort. 
12 The contents could have structured with more sessions covering at least two days 
13 The presentations were good; workshops did not have form/agenda  
14 They should invite corporate sectors 
15 Topics are very broad one & detailed discussion could not be done & everybody could not 

participate 
16 We can improve still further 
17 We need more industry participation 
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18 Whatever supplied, the snacks & food is more calories. So change the menu to fewer calories 
 
 

Next Steps for Implementation   

1 A perspective from industry as to what they see/face would have been good 
2 Lot of e-governance initiatives but I did not see much on digital literacy of citizens & businesses 
3 More appropriate if all stakeholders are involved 
4 More services to be covered under "SAKALA"  
5 Need these to be converted into 'ACTION' 
6 Need to cover still more important success and lacunas in the system 
7 Need to look into UK Model of governance through division agencies 
8 Only doubt is how good this will be implemented with political interference 
9 Practical experience in terms of attending and involving in the group discussion will certainly impact 

on important aspects of state developments 
10 Require merger of agencies particularly infrastructure creating agencies like 

KIADB/KSSIDC/KRDCL/KSIIDC /Inf. dept. etc. with inputs from each other infrastructure Dept./ 
Stakeholder like water, power 

11 SAKALA projects benefits needs to bring to village of all Karnataka districts local people to utilize the 
service and avoiding all pain, problems, and many issues. Suggestion to do some awareness physical 
programs in the villages and need to give awareness to all private corporates also to participate in 
SAKALA project and CSR category related work. 

12 Still more work to be done 
13 The organization learnings, stakeholders' engagements etc. are the key parameters to determine 

the success of ease of doing business. 
14 The labour department must use the dealer’s database of Commercial Taxes department. 
15 This type of program should be held very often so that the administration can take clues and 

implement while introducing more initiatives. 
16 We could have focused more on 'Ease of doing business'   

 
Others 

1 I like to be associated, let me know the modus of operation? The Govt. officials should have stayed 
back in the afternoon to clear the queries from participants. Note: "Karnataka becomes a 
destination for investors, once it wipes off corruption stigma". 
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Workshop Outcomes and Recommendations 

1. A clear outcome from the workshop was repeated acceptance by government and industry both that 

much more collaboration and co-ordination is required among departments to realize the full benefits 

of Destination Karnataka Initiatives. Questions and suggestions provided by the participants clearly 

bring out their appreciation that in order for Destination Karnataka Initiatives to succeed, 

interdepartmental co-ordination is needed. Even as the lack of collaboration and co-ordination was 

admitted to a large extent, much of the time was still used in talking about the positive aspects of 

what is being done. 

2. At the next level, there is lack of clarity on how the process of collaboration and co-ordination will 

actually start taking shape. The workshop helped participants to cover common ground with a high 

level of explicit, ‘buy-in’ for interdepartmental coordination and collaboration. However, the next 

level of buy-in on a common method to integrate/collaborate is yet to be achieved before meaningful 

action can be taken. This indicates that more detailed explanation of tools and techniques that will 

enhance interdepartmental co-ordination and collaboration is needed. 

3. Participants agreed that there are enough examples of best practices available. The thrust should now 

be on broad basing the best practices and move forward with their reuse/ replication/ 

implementation as the case may be. 

4. Prescribing/ declaring time norms accompanied by a monitoring mechanism to assess the level of 

compliance is a highly appreciated way to bring about accountability. However, participants do not 

yet see how the time norm declarations will be supported with back-end processes to enable effective 

implementation of the time norms 

5. Most recommendations are actually providing inputs for implementation plans to address the areas 

of concern. This shows that under suitable conditions, stakeholders are quite keen to participate and 

provide insightful recommendations. Government needs to take advantage of this and institutionalize 

platforms that will replace perfunctory stakeholder discussions with genuine stakeholder 

engagement. 

 

Concluding Remarks 

Further discussion is required on solutions to strengthen collaboration/co-ordination and substantially 

improve outcomes from the Destination Karnataka Initiatives. The solutions could include the tools 

demonstrated by the resource persons on which more intensive discussions are needed.   



Report on QUPRAC 2014 State workshop in Karnataka                             14 | P a g e  

Workshop Organizers 

Sakala Mission 

Mission mode approach gave birth to “Sakala mission” with a vision of having “citizen friendly governance 

with time bound service guarantee”. Sakala Mission is a lean structure headed by a Principal Secretary as 

the Mission director and having 2 other AIS officers as Additional Mission directors, an administrative 

officer from the State Civil services and a technical team of 2 IT Consultants and 2 Management 

consultants. Mission formulated Acts and rules, standardised schedules of service delivery, issue of 

Government orders and coordination with multiple departments to deliver government services in a time 

bound manner. The Citizens have themselves given the name, logo and slogan for the Karnataka Sakala 

Services Act.  The name Sakala in Kannada means “in time or good time”.  Our slogan is “no more delays 

we deliver in time” else the hammer of justice strikes on the defaulters.   

 

A call centre with number 080-44554455 has been set up on a Public Private Partnership mode, which 

acts as an interface between Citizens & the Mission for providing information, lodging complaints and 

ensuring compliance in a prompt manner. The portal has been acting as single window for processing 

application seeking redressal of grievances from citizens.  

 

 SAKALA IS ISO 9001:2008 CERTIFIED (2014)  

 GOOGLE CUB INNOVATOR AWARD (2012)  

 NATIONAL e- GOVERNANCE AWARD FOR OUTSTANDING PERFORMANCE IN CITIZEN CENTRIC 
SERVICE (2013)  

 NATIONAL AWARD FOR THE GOVERNMENT CATEGORY OF THE QUALITY COUNCIL OF INDIA – D.L. 
SHAH QUALITY AWARDS 2014  

 eCloudGov 2014 AWARDS IN THE CATEGORY "BEST CLOUD DEPLOYMENT IN GOVERNMENT 
SECTOR" ORGANISED BY ELETS TECHNOMEDIA PVT.LTD. 

 
For more information, please contact SAKALA MISSION at:  
 
DEPARTMENT OF PERSONNEL & ADMINISTRATIVE REFORMS (AR)  
Phone: 080-22032825, 080-22032672  
Fax: 22253739  
E mail: prsar-dpar@karnataka.gov.in  
Website: www.sakala.kar.nic.in  
Mobile Web: mobile.karnataka.gov.in  
Sakala Analytics: www.espandana.in  
For Assistance/Complaints contact : 080-44554455 
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Federation of Indian Chambers of Commerce and Industry (FICCI) 

FICCI, a not- for profit body is the country’s apex chambers of commerce and industry and works very 

closely with the Indian Government, public and private sector on policy and capacity building initiatives. 

It plays a leading role in policy debates that are at the forefront of social, economic and political change. 

FICCI was established in 1927 and incorporated in its present form in 1956. FICCI regularly takes up 

research work to identify and analyze national/international best practice trends, draw implications 

relevant to our national context, and disseminate them widely. 

FICCI Quality Forum (FQF) is a specialized training and consultancy division of FICCI and facilitates 

organizations in adopting best practices through training, consultancy and research. FQF has developed 

unique capabilities to provide training and consultancy services for effective implementation of citizen 

service guarantees. On its own initiative, FQF regularly approaches Government Departments to develop 

initiatives for streamlining their work, with special focus on capacity building for time-bound service 

delivery through workflow standardization, process improvement, regular monitoring, root-cause 

analysis, and waste elimination. 

FQF regularly conducts open house, certified courses in Quality Management Systems including 

Environment, Food Safety, Occupational Health/Safety, and Six Sigma. It also develops and delivers special 

courses and modules to meet requirements for which no readymade courses are available in the market. 
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Annexures  

Presentation 1 
 e-Karmika 
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Presentation 2 
e-Sugam 
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Presentation 3 
 e-Udyami 
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Federation of Indian Chambers of Commerce and Industry 

Federation House, Tansen Marg 

New Delhi-110001 

Tel. No.: 011-23325312 

Fax: 011-23320714/23721504 

Email: ceo.fqf@ficci.com 


