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MAKING DEMOCRACY WORK

PRAJA FOUNDATION AND PRAHLADRAI DALMIA LIONS COLLEGE
COLLABORATION

MOU (Memorandum of Understanding)

Duration: January 2019- March 2019.

e Introduction of organisations involved:

Praja Foundation MAKING DEMOCRACY WORK

Praja Foundation is a non-partisan voluntary organisation which empowers the citizen
to participate in governance by providing knowledge and enlisting people’s
participation. Praja aims to provide ways, in which the citizen can get politically
active and involved beyond the ballot box, thus promoting transparency and
accountability. Praja Foundation works towards four core sectors in Mumbai’s
development and issues faced by Aam Mumbaikar namely: Education, Health, Civic
and Crime, and publishes regular reports on the same. This mainly involves working
with the elected representatives and the administration.

PRAHLADRAI DALMIA LIONS COLLEGE

The L}oqs Club of Malad-Borivali, an international social organisation realized the necessity of
establishing a Commerce College in the western suburb of Mumbai-Malad in 1972 to cater to thay

needs of the society. The Institution that started with 450 students has today become one of the p 38 | Gaumsal-100
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institutes in the western suburbs. The College endeavours for academic excellence and promotion of co-
curricular and extra-curricular activities that promote resilience, creativity and leadership qualities among
the students. The College lays great emphasis on inculcating in its students the importance of ethics, hard
work and commitment to excellence. The College endeavours to groom its students as icons of tomorrow,
potentially contributing to Commerce trade, industry and management. The College inculcates character
building qualities like discipline and punctuality in the students. It provides a platform for students to

organize various sports and cultural events to participate in various intercollegiate events and to achieve
excellence in extra-curricular activities.

A) Project on MCGM Complaint Management

Summary of the Municipal Corporation of Greater Mumbai (MCGM) Complaint
Management System:

Complaints regarding civic issues were originally sent to different concerned departments of the
Corporation creating confusion and loss of many complaints. Since 2000, MCGM has launched a
centralized complaint system wherein complaints from any source such as letters, phone calls,
public meetings etc. — are collated in one system, making it easier to respond, maintain, and
evaluate the status of the complaints. The complaints will now be automatically lodged in the
CCRS (Central Complaint Registration System) that has been integrated in the SAP (System
Application Protocol) of MCGM. The system was developed with the help of the logical
corollary of the Citizens’ Charter. It also has a helpline number — 1916 with multiple hunting
lines and amalgamation of multiple services. Complaints are captured at a centralized location

with the help of a software application, increasing accountability of the MCGM officers. All the
civic complaints are in a single system that can track its status in a real time basis.

Overall Objective of the Praja — Prahladrai Dalmia Lions college:

© To build the student’s capacity to understand exactly how the Municipal

Corporation of Greater Mumbai (MCGM) Citizen Complaint Redressal
Mechanism functions from a practical point of view.

e Specific Objectives:

© To build capacity of the students so that they understand the complaint redressal
mechanism of MCGM and identify loopholes in the system.

To study the citizen awareness level of the centralized complaint redressal
mechanism of MCGM (1916).
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o To create awareness among the citizens about the centralized complaint redressal
mechanism of MCGM (1916).

o To understand the workings of the MCGM and how the system functions.

e Program duration: 2 months

e Guidance and Reporting Authority: One coordinator from Dalmia College and One
from Praja Foundation. Praja will act as a facilitator in the process.

Program Details

e Group Formation:

o The 200 students will be divided into 20 groups, ten in each group

o The group will have one group coordinator who will be responsible for regular
coordination and reporting. The group leader will regularly e-mail the reports and
updates to Praja as well as the college faculty with a copy to all the members of
the group. A google group will be created for sharing of each repots and progress.

o The students involved in the project will first and second year Commerce student
from Prahladrai Dalmia Lions College.

o All the decisions regarding group will be made by consensus among the group
members, providing that decisions are in sync with the objectives of the program.

o The final decision making authority will be Praja and the faculty from college.

e Activity Plan:

Phase I: Orientation — Praja will be conducting orientation session for the students. Session
will be conducted separately for first & second year students respectively. In these sessions
students will be guided on Objectives of the project, Phase wise plan, Group allocations,
Area distribution and outcome of the project. Students will be divided into 20 group, 10 in
each group with one coordinator.

o The groups will be assigned a specific locality each according to a ward.

o The students will be randomly assigned ward areas such as A ward, B ward, C
ward, D ward and E ward for the project.

o Each group will be given one ward locations based on the socio-economic

distribution (covering all the socio-economic backgrounds e.g. slums, buildings,
etc.).
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Group Name MCGM Administrative Ward AREA

Group 1 R/North Dahisar East

Group 2 R/North Dahisar West

Group 3 R/Central Borivali East

Group 4 R/Central Borivali West

Group 5 R/ South Kandivali East

Group 6 R/South Kandivali West

Group 7 P/North Malad East

Group 8 P/North Malad East J
Group 9 P/North Malad West J
Group 10 P/North Malad West J
Group 11 P/South Goregoan East \
Group 12 P/South Goregoan West \l
Group 13 K/East Andheri East

Group 14 K/East Andheri East

Group 15 K/West Andheri West

Group 16 K/West Andheri West

Group 17 H/East Vile Parle West

Group 18 H/East Santacruz East

Group 19 H/West Bandra East

Group 20 H/West Bandra West

Students will be oriented on making of survey forms. Students will be making theiy
forms for the project since this project is research based, survey plays an important &
Through this exercise they will learn how to conduct surveys.
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Phase II: Preparation of Survey - All 20 groups will be asked to prepare survey form for the
project. 20 forms from all twenty groups will be collected within a week after orientation and
it will complied, finalized by Praja. Students will use the finalized version of the form for the
survey.

Phase I11:

A. Survey of awareness level of Complaint management system of MCGM of
citizen:

o The group will go to their respective ward to interact with the citizen, and get the
survey forms filled by the citizen on the awareness level, and make them aware
about 1916.

Each group will have to administer 20 questionnaires for the project.

This 20 form should have representation of Buildings, Slums as well as
commercial entities.

B. Awareness building among citizen of 1916/ Complaint Registration System:

o The group will also be responsible for spreading awareness on 1916/ complaint
management system. For which they have to talk to citizen from different strata of

society and explain them about their duty of raising issue by complains to the

administration. This step is done with the above two steps only, when the group is

on field.

The group should fill a form (which Praja will provide) with the citizen name

whom the group has interacted on the field, for spreading the awareness regarding

the complaint redress mechanism of the MCGM or 1916 specifically.

Each group needs to interact with 40 and more different people to spread

awareness on 1916/Centralized Complaint Management System.

C. Complaint registration by calling 1916:

The groups are expected to visit the ward assigned to them and look for issue on which
complaint could be filed, such as garbage lying by the road side, footpath broken, cover
to manhole is missing and so on. They should take pictures of the civic issue that they
observe in the locality and register complaints by calling 1916. (Minimum 10 complaints
per group).

When a complaint is made a complaint number is generated, the number has to be noted
in the report as it will help in further tracking.

Leading to this activity of the group will be to track the complaints which they have
registered, with the use of the complaint number properly and regularly, follow up on the




e Once the complaint will be solved/closed by MCGM the group has to go again to the
complaint spot to click work done picture, so that report will have Before and after
picture, as a success stories.

e These all activities will be recorded in an excel of which the format will be shared by
Praja.

D. Analysis of Data Collected through Survey: Students will be analyzing the data collected
through Survey. This analysis of data will be made in excel format. excel sheet will be shared by

Praja Foundation. Students will be guided by Faculty of Research from the college or Praja
Foundation.

E. Evaluation of students: After the completion of project, students will prepare Project
Report which will include the procedure of the project from the beginning, their learnings
& experience, photos of the complaints registered by them (before & after). Students will
have present their Project Report in Microsoft presentation format. The students will be
evaluated as groups, on the basis of the number of complaints each group was able to solve as
well as the quality of survey, awareness spread and the efforts taken by the students for the same.

Reporting Format: Reporting of the project will happen in two parts (The report can
incorporate photographs and also video clips.)

Part 1:

Introduction of 1916 and the groups understanding of 1916.
Area Surveyed and localities covered under the assigned ward.

Experiences and observations of the group, of the project with success stories and
limitation of the project

Survey Findings in the questionnaire into an excel sheet which will be facilitated by Praja
Foundation.

Data of the citizen’s awareness form into an Excel file which will be facilitated (Details
of the number of people approached for awareness).
¢ Analysis of the Data.

Part 2:

¢ Nature of complaints registered.

¢ Comment on the status of the complaint as to if the complaint has been resolved or is
pending.
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Expectations from students:

o Before starting the activity, the group is expected to present their draft strategy
plan.

o The group leader will keep updating Praja about the progress of the group. He/she
will send weekly reports to Praja as well as to college faculty.

o Each group is expected to write a report of their understanding, learning,
observations and experiences from the activity. It should also include their
suggestions and/or recommendations.

o The group must be at their best behavior while conducting the survey and
associating with the administration.

o Final presentations will be made to Praja and the college faculty after the
completion of the above tasks.

Deliverables:

Praja Foundation:

The foundation will be responsible for orienting the given students of first & second year
students of Commerce on the project.

Research methodology will be given by Praja, with questionnaire

Format for the reporting will be provided by Praja

Any assistance needed when on filed a help on phone will be provided by Praja

A certificate on the accomplishment of the program with satisfactory performance will be
provided.

Note: No monetary incentives will be given for the said program by parties involved.
Students will need to bear the expenses to be incurred on travel and food.




Description

sientation -21%" January 2019

Session with students on OCMS and Introduction to the project

bst week — 22™ January to 25"

Preparation of Survey forms

Lt 8™ January 2019

Finalization of Survey form by Praja Foundation

2™ week & 3" week — 29" January -

‘10" February

Visit Assigned area with survey & completion of the entire

survey.

g week — 11" February -14"

‘February

Focus on awareness of 1916

4" week &5 week — 15" February
to 19" February 2019

Filing 10 complaints via CCRS

|5t week -20" to 23™ February 2019

Focus on solving of the civic complaints registered by the group

—

6" Week — 25™ February 2019 to 5"
March 2019

Enter data collected via questionnaire with Praja Team.

Enter data of all complaint registered by the group in the format

given by Praja.

Enter data collected via citizens awareness form into an excel

format given by Praja Team.

7% week — 6" March to 18 March
2019

Analyze the data collected to make a report
The report will have three parts

1. Survey
2. Complaint registered
3. Citizen awareness spread

20" March 2019

Report presentation to Praja team and college Faculty.

Each group will be given 5 minutes.

20" March

Certificate distribution.

Miﬁ?a'l'}-.-. R :.J.--':' My l--_;_"l;i,.i




' Prailladrai Dalmia College:

» Students to joi . .
The collegeJ \;?uﬂti Zri(\)zjiiq On time is the responsibility of the College.
the given day of a week ]% atten.danCe to the students for the field work done by them on
» College will also - “eporting format of which will be given by the college.

en =
i sure -that students respect the dignity of the project and maintain the
times and is motivated for the same

Program Logistics:
The students are expected to work every day barring one day of the week wherein they will have

to report at their college. The students will be divided into groups and assigned specific wards.

one coordinator will be selected from each group, who will report to Praja as well as the college
faculty regularly.

B. Praja Conducts sessions of different issues of governance

Skill development/ awareness building workshops:

e Few workshops will be held on different issues on governance such as urban
governance, R.T.I Act, Departments of M.C.G.M with students of various
sections at Dalmia College.

e Praja Officials would conduct interactive sessions on class room level.

Few workshop will be arranged on the issue which other NGOs will conduct
facilitated by Praja. For example, Visual Police stations, SWM. Constitution
of India, and women safety as so on.

C. Exposure visits: Exposure visits will be arranged for students such as at MCGM
Departments, ward offices, Magistrate’s court, Sessions court, Police stations, Vidhan Bhavan

etc.

D. Program with school students on civics education in school and issues of governance:
Workshops could be held with Dalmia College Stlldeljts for training them on different
topics related to governance. These s:tudenFS could turther take sessions with school
students on topics of civics included in their syllabus in school. This program can be

discussed and taken forward from next year onwards.

Date:

Date: Q1. )- 19T
l\OSKOM

Signaturesﬁ%('ﬂ&

Signature e Principal

Department of Commerce
Balwant Kirar . Prahladrai Dalmia Lions College
Manager, Capacity Building Mumbai
Praja Foundation

Mumbaij
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Prahladrai Dalmia Lions College of Commerce & Economics
Sunder Nagar, Malad (West) ,Mumbai, 400 064

Date:-
NOTICE

The Department of Economics & Foundation Course in association with
PRAJA FOUNDATION is organizing an orientation session on project
"MCGM Complaint Management’ on 21" January, 2019.

All the registered students are requested to assemble in the auditorium

at 10.00 a.m.

Prof.
Vice-Principal & HOD

%@5 o ko™ 4.

Pandey
Principal

adhavi Nighoskar Dr. N.N.
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