Advocating with the Poor
A Manual for NGO's working in
Delhi
Version #14, December 2015

What's new in this Version?
Food Security Act (page 6)
Finance for Micro Enterprises (page 29)
Higher Education Loan scheme: (Page 32)

Advocacy  Some real Stories!
Kareen* gets a Widows Pension
Kareen moved to Delhi from UP as a young married woman. She, her
husband and 4 children lived in a makeshift jhuggi in an unauthorised Jhuggi
Cluster in Delhi's north east. In 2008 Kareen's 11 month old baby girl died
probably to diarrhoea. A couple of months later Kareen lost her husband.
This time it was probably to TB. Kareen was now left with 3 children, no
income, living in a tiny hut and incredibly vulnerable.
The Delhi government has a widows pension of Rs. 1,000/ a month but Kareen wasn't getting it. Some
simple enquiries and found that it was the Department of Social Welfare that administers pensions (see
page 23 of this manual). The department said that Kareen wasn't eligible for a pension because she
didn't have a bank account. Kareen had never had a bank account, so we went to the local bank to ask
about getting one. “No,” the manager informed me, “we need some identity documentation to open an
account” (see page 20 of this Manual). Kareen had no such documentation, so the next stop was the
Electoral Commission. The community workers asked the Commission to issue an Electoral Identity
Card (ICard) for Kareen. After several days they visited her at her hut. They shook their heads and
said; “No, sorry, because she lives in a slum hut, we won't give her an ICard.” We protested and cited
the rule that all Indian residents are eligible for I cards whether they live in a kothi or a slum hut (see
page 16 of this Manual). After a little more head shaking and hand wringing, they finally agreed.
A week or so later, armed with the I Card the community workers went back to the bank, which
thankfully opened the account. Next we went back to Social Welfare Department, confident we'd
succeed. “No!” came the answer. “Even with the Bank Account, she still needs some official government
document proving she's been resident in Delhi for 5 years!” Exasperated, we wrote a letter of appeal to
the head of the Social Welfare Department (see guidelines for letters on page 47), which, who finally
acceded to our request. So after 6 months of doing battle with the bureaucracy, Kareen finally got her
pension, backpaid for 5 months, so now she had Rs. 5,000/ in her own bank account!
She beamed. Never had she had so much money!
Janta Colony gets 17 Anganwadis
Kari workers found that there was no Anganwadi in all of Janta Colony in Delhi north east. They did a
survey to find 40 children between 36 years of age and submitted it to the Department of Women and
Child Development (see page 7 of this manual). After many phone calls, eventually in June 2011, 17
new Anganwadis started in Janta Colony, with hundreds of children now benefiting.
Remat* gets a Gas Connection
In 2008 Rehmat in Janta Colony had no legal gas connection. She was paying Rs. 600/ for a 'black'
refill. She applied at the local Indane agency. They required her to have a Ration Card and an Election
Identity Card, so since she didn't have a Ration Card, she couldn't get a connection. Rehmat pointed out
the rule that only one of these two documents is necessary (see page 36 of this manual). Then the
agency wanted her to buy their stove for Rs.1,695/ Again she insisted that she already had an ISO
stove. They did the inspection, accepted the stove & finally Rehmat got her legal connection for a total
of Rs.1,700/ and now pays only Rs.419/ for a refill!
*Names changed for confidentiality
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A) Introduction
1.

About this document

Delhi has a surprising number of services available to its residents. Many of
those services should, by rights, be available to poor residents of bastis, JJ
clusters & slums. Unfortunately however, many poor residents are not able to
access these services due either to the corruption of government officials, or
ignorance or lack of confidence in residents themselves.
Often when we NGO's find these government services not functioning, we attempt to provide those
services ourselves, opening schools, clinics, vocational training programmes etc. Such 'service
provision' has the advantage that people will like us and we may see results quickly. Ultimately,
however, we can't provide these services forever. Eventually we need to help residents advocate for
services which, in the long run, only the government can provide.
The information in this manual is only a part of a bigger strategy to empower residents of Delhi's bastis.
Empowerment involves not only giving the poor the knowledge of services available (pages 643 of this
manual), but also the skills in writing and presenting applications (pages 4750 of this manual) and most
importantly the heart to want to change & to act selflessly for the benefit of the whole community.
Appendix 1 on page 44 provides a 10 step strategy to empowerment of residents.
For each service listed in the Table of Contents (page 4 and 5), we give a simple format:
1. The Relevant Government Department which delivers this service (with its website);
2. The entitlement/right to residents as per that department's policy. We also give the 'Best Source'
website where those entitlements can be clearly seen. Many entitlements can be found at the Central
Governments Citizens' website here. Many departments within the Delhi State Government have
their own Citizen's charters (for list click here) which list services available. A summary of services
available, which is available to Above & Below Poverty Line residents and the scheme/legislation
name is in Appendix 2 (page 46)
3. An Application Procedure to apply for that entitlement; Many application procedures can be
found here & many forms can be found here, here & here. Some hard copies of forms can be
found in Section K on page 54. We give hints on writing and submitting effective applications and
a sample application letter in Appendix 3 on page 47. Often however the application might not
succeed. For example, the officer to which you apply might:
 Be away on leave, or on 'election duty', or tell you today is a 'chutti';
 Claim that you've come to the wrong office and tell you to go to a different office;
 Claim that he has no authority to deal with your application; or
 Claim that he has no 'budget' this year, or not have sufficient staff available; or
 Ask for 'chai pani' (bribe). (Appdix 5 page 49 has suggestions for dealing with corruption.)
Depending on the likelihood of these excuses, for each scheme, we give our rating of the chance
of success & a suggested time frame. Appendix 4 (page 48)gives some useful tips for how to
deal with government officers when presenting an application.
4. Advocacy suggestions to deal with these delaying tactics, including (in order of difficulty):
 Complaining once more to the original officer to whom you applied;
 Lodging a complaint through the Delhi Govt's own Public Grievance Commission (here) ;
 Using the Central Government's online grievance redressal mechanism here
 Lodging a Right To Information (RTI) Act application to the dept where you applied. Notes
on effective use of the RTI with an example RTI are given in Appendix 6 on page 50;
 Contacting lawyers at Justice Ventures International 0114050170 delhi@justiceventures.org
 Conducting a 'dharna' or
 Contacting the media. Appendix 7 on page 52 gives some hints in using the Media.
5. A Success Story showing where all this application/advocacy has actually worked in real Delhi
basti situations.
Back to Table of Contents on page 4

Go to Acronyms List on page 53

Page 2

If you find this manual useful in your advocacy, as we hope you will, please feel free to share it with any
other genuine NGO's/individuals who are working with the poor in Delhi's bastis. It is deliberately not
copyrighted. If you're reading this as a hard copy, you can find a soft copy in English or Hindi for free at
EHA's website: http://www.ehahealth.org under 'Advocacy Manuals''. We've also created similar
Advocacy Manuals for other Indians states including; Uttar Pradesh, W.Bengal, MP, Jharkhand,
Chhattisgarh, Bihar, Harayana, Manipur, Uttarkhand, Assam, Maharashtra, Rajasthan & Odisha (most in
English & Hindi), together with specialised manuals for Women's Rights and People With Disabilities all
of which are available at the JVI or EHA websites for free. We'll attempt to revise these manuals every
year so they stay up to date.
Finally, entitlements and grievance procedures are constantly changing, so if you find any errors/
inaccuracies in this manual, or have any suggestions for additions, kindly write to us & we'll make the
alterations.
Justice Ventures International
www.justiceventures.org
info@justiceventures.org
Emmanuel Hospital Association
www.ehahealth.org

2.

A first step  Identifying your Government officials

Initially it will be useful to identify where your basti is located in various levels of the central,
state and local government structure.
 Delhi is divided into 7 Lok Sabha Constituencies. Each constituency has an elected
Member of Parliament (MP). Click here to find your MP.
 Delhi State Government (NCT) is divided into 70 Assembly Constituencies. Each AC
has an elected Member of the Legislative Assembly (MLA) (Vidayak). Click here to
identify your area's MLA.
 For the provision of some services, Delhi State Government is divided into 10 Districts,
each overseen by a Deputy Commissioner (DC). Each district is further sub divided into
3 subdistricts. Each sub district is under the authority of a Sub Divisional Magistrate
(SDM). To find the DC, SDMs for each district, click here then on your district then on
'Contact Us' or here and enter your locality name to find which division and subdivision
you belong to.
 Delhi local government is divided into 272 Wards. If you're not sure of your ward click
here for South Delhi, here for East Delhi, here for North Delhi. Use 'find' function to find
your colony, and then see your ward & zone. Each ward has an elected 'councillor'
(Nigam Parisad). The Municipal Corporation of Delhi (MCD) has now been subdivided
into 3 smaller Municipal Corporations; North Delhi , South Delhi and East Delhi see
here). To find the Nigam Parishad details click here for South Delhi, here for East Delhi,
here for North Delhi.
 To identify other officers regarding Ration Cards, Jal Board etc, websites are given on
the relevant page of this manual.
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B)

Food

1.

Food – (Subsidised food grains)

Formally known as the Targeted Public Distribution System, the 'ration
card' system, aims to provide basic food stuffs at a subsidised (lower than market) price for every family.
The central government has recently enshrined the right to food security in law in the National Food
Security Act 2013 which guarantees 5kg of foodgrains at subsidised rates for 75% of rural households and
50% of urban.

1. Relevant Department
Central Government:
• National Food Security Act (NFSA) Sct 3 (here).
• Ministry of Consumer Affairs of Food & Public Distribution  Department of Food & Public
Distribution (For website here.)
• Ministry of Women and Child Development Nutrition Resource Platform www.poshan.nic.in
Delhi State Government
 Dept of Food & Supplies (For website click here.)
 70 Circles offices (listed here)

2. Entitlement (Best Source: National Food Security Act 2013 Delhi guidelies here)
i) AAY (most vulnerable) Residents (such as disabled or widowed) with no means of support can be
issued with an Antyodaya Anna Yojana (AAY) Ration Card. They are entitled to 35kg foodgrains at
subsidised rate. (See (National Food Security Act Sct 3(1) .
ii) Priority (poor) residents (including BPL card holders, Jhuggi Ration Card (JRC), APL Resettlement
Colony Ration Card (RC RC) (see public notice here ), to receive 5 kg of food grain at subsidised price.
(National Food Security Act Sct 3(1).Currently that is 627,000 households (3,239,000) people.
Rates & Monthly Quantities of Rations National Food Security Act Schedule 1 (here).
Wheat

Rice

Coarse

Antyodya (35kg per household)

Rs2

Rs3

Rs1

'Eligible Households' (5kg/person)

Rs2

Rs3

Rs1

Kerosene

3. Application Procedure (See guidelines here)
•

•
•
•
•
•

Guidelines for inclusion (live in slum, homeless, Disabled member, single women, daily wager,
OR household income less than 1 lakh) and exclusion (own 4 wheeler, pay income tax etc) are
in para 6 of guidelines here. Each state government must publish a list of eligible families (NFSA
Sct 10 & display that list prominently Sct 11). Check if you are on the 'Eligible' list here.
Eldest female of households whose name is on list can apply for a 'National Food Security Card'.
If you have Aadhaar card then can apply on line here.
Application Form is here (hard copy on page 54) or
Application can be lodged at any of 70 Circle offices (here) or 98 Smajik Suvidha Kendras (here).
Doc's required: Aadhaar card. Proof of residence (if not the same as Aadhar card), Income
certificate (only if relying on earning less tan 1 lakh), existing Ration Card.

4. Advocacy (if application doesn't succeed)
•
•
•
•
•

Complain directly to the FSO in your circle; If that's unsuccessful then;
RTI to Food and Supplies. (For PIO see here enter 'Food & Supply); then
Contact an advisor to the Supreme Court Commissioner (known to us), Ms. Vandana Prasad
Phone: 9891 552425, Email: chaukhat@yahoo.com; then
Contact Right To Food Campaign here; then
Lodging a complaint through the Delhi Govt's own Public Grievance Commission (here) ;
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2.

Food  (Anganwadis)

Millions of children in India are malnourished. The Anganwadi
scheme aims to give all young children 6 months6 years (before
they go to school) a nutritious meal, basic immunisations &
vitamins. In some states it's working well. Once they are at
school, the children are eligible for the Midday Meal (see page 8).
The central government has recently enshrined the right to food security for childre in law in the
National Food Security Act 2013 which guarantees Anganwadi meals.

1. Relevant Department
Central Government:
 National Food Security Act (NFSA) Sct 5(1)a (here).
 Ministry of Women and Child Development (For website http://wcd.nic.in/)
Delhi State Government:
• Department of Women and Child Development (Website http://wcddel.in/)

2. Entitlement (Best Source: National Food Security Act (NFSA) Sct 5(1)a (here).
Under National Food Security Act (NFSA) Sct 5(a) Every child from 6 months to 6 years has the right to
a cooked meal at the Anganwadi each day.
 There should be one Angan Wadi Centre (AWC) for every 40 children under the age of 6.
(Supreme Court Order here page 3 point 2).
 Children receive a 500 calorie nutritious snack of like daliya, channa etc); (NFSA Sched II)
 Malnourished children receive a 800 calorie take home snack; (NFSA Sched II)
 For pregnant and nursing mothers a 600 calorie take home snack. (NFSA Sched II)
 Children to have supervised educational play with educational toys; (WCD here)
 Children to receive basic immunisaations, medicines (eg worm tabs), vitamins (eg Iron); &
undergo weight/height monitoring which is recorded on their chart. (See Right to Food Brochure
here).

3. Application Procedure (Chance of success 30%. Time frame 2 months)
a) Check list of Anganwadi centres http://wcddel.in/AWCs.html.; If there's no anganwadi nearby
then;
b) Get list of 40, 36 yr olds in your village including:Name, Address, Gender, DOB & Parents'
acceptance. (Supreme Court Order here page 3 point 2) for this 'Anganwadi on Demand'.
c) Submit the list to the ICDS office at Women & Children head office at 1 Canning Lane, KG Marg,
New Delhi (here)

4. Advocacy (if application doesn't succeed)
a) RTI to PIO for Delhi ICDS programme: 1 Canning Lane KG Marg. (For more details of PIOs
click here); then
b) Contact an advisor to the Supreme Court Commissioner (known to us),
Mr. Vandana Prasad. Phone: 9891 552425, Email: chaukhat@yahoo.com; then
c) Submit Grievance to Delhi Public Grievance Commission. For the procedure click here; then
d) Contact other supportive NGOs like:
◦ Mobile Creches, Gol Market, New Delhi, Phone: (011) 23347635
◦ The Right To Food Campaign (website is here)

5. Success Story
Kari workers found that there was no Anganwadi in all of Janta Colony. They did a survey to find 40
children between 36yrs of age and submitted it to the ICDS. After many calls, eventually in June 2011,
17 new Anganwadis started in Janta colony with hundreds of kids benefiting.
Back to Table of Contents on page 4
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3.

Food  (School Midday Meal)

The Mid Day Meal Scheme (MDMS) aims to give all school
going children up to standard 8, one nutritious meal a day.
Serving over 100 million children, it is the biggest nutrition
programme in world ! The central government has recently
enshrined the right to food security for school children in law
in the National Food Security Act 2013 which guarantees Mid
Day meals.

1. Relevant Department
Central Government
 National Food Security Act (NFSA) Sct 5(1)b (here).
 Ministry of Human Resource Development, Dept of School Education & Literacy (Website here)
Delhi State Government
 Directorate of Education (For website click http://edudel.nic.in/)

2. Entitlement (Best Source: National Food Security Act 2013 here)
As per National Food Security Act (NFSA) Sct 5(1)b:
• Every child up to class 8 or between ages of 614 is entitled to a free Mid Day Meal
• On every school day.
• Meal should be of at least 450 calories for Classed 15 & 750 for Classes 68 (NFSA Sched II).
As per the (Supreme Court Order here:
• In drought affected areas meal should be served during summer holidays as well.
For more information see Right to Food Website here.

3. Application Procedure (Chance of success 90%. Time frame 1 month)



All Government schools (Classes IVIII) should have a midday meal scheme already.
If they don't parents of children can apply directly to the school concerned.

4. Advocacy (if application doesn't succeed)
Two parents per day have a right to inspect the food. If there is a problem in the quantity or quality of
the food then:
a) Complain directly to the school; then
b) Lodge a complaint with the Delhi Public Grievance Commission procedure is here; then
c) Contact the Right To Food Campaign (website here)
d) Contact an advisor to the Supreme Court Commissioner (known to us),
Mr. Vandana Prasad. Phone: 9891552425, Email: chaukhat@yahoo.com

5. Success Story
A child in Khajuri fell sick after eating the Midday Meal. With help from Sahyog project, parents
complained and were allowed to inspect the meal preparation. Quality has since improved.
Parents were complaining to Ruksana of Kari project about the poor quality of the Midday Meal.
Ruksana was allowed to inspect the production of the food.

Back to Table of Contents on page 4

Go to Acronyms List on page 53

Page 8

C) Health
1.

Health  (Hospitals)

Government hospitals should provide consultations, treatment,
investigations and medicines for all, for free. Unfortunately, the public
hospital system is poorly funded, leading to a lack of hospitals, doctors & medicines. Hence,
hospitals are very crowded, so most of the middle class go to private hospitals. The government
has tried to help BPL families access medical care through private hospitals in RSBY scheme.

1. Relevant Department
Central Government:
• Ministry of Health and Family Welfare (For website click http://mohfw.nic.in/).
Delhi State Government:
• Health and Family Welfare (Directorate of Health Services) (For website click here
Municipal Corporation of Delhi (MCD):
• South Delhi MCD Health Dept (here), North Delhi MCD Health Dept (here),

2. Entitlement (Best Source: Delhi Govt Dept Health & Family Welfare: here )
i. Free treatment at all government hospitals (MCD listed here & Delhi Government here & here);
ii. Free treatment for BPL residents (25% of OPD & 10% of IPD) at some Private hospitals (here);
iii. Treatment for BPL Smart Card (RSBY) holders up to Rs30,000. (See here);
Recommended hospitals
Med'l issue Recommended hospital

Location

Phone

Maternity

Kasturba 'Machli' (MCD)

Jama Masjid

2327 0390, 2327 4376

Paediatrics

Kalavati (Central)

Connaught Place

2336 5792

Eye

Schroff (NGO)

Darya Ganj

4352 4444, 4352 8888

TB/Lung

LSR (Central)

Aurobindo Marg Mehrauli

26517826, 26517829,

Heart

GB Pant (State)

Delhi Gate

23238109

Surgery

LNJP (Irvin) (State)

Delhi Gate

23233400

3. Application Procedure (Chance of success 80%. Time frame 25 days)
a) For BPL Take ration card to the private hospital to try for 25% OPD quota.
b) For SMART Card (RSBY) holders: For the whole process click here.
•

•
•

Card cost Rs30. Can claim Rs30,000 of treatment per year. Some procedures NOT covered (see here.)
Holders are given a list of hospital where they can go. For list of hospitals click here.
When sick, holder goes to the hospital on the list and to the RSBY help desk, where his card is verified. If
he/she needs admission, set fee deducted from Rs30,000 and Rs100 transport paid.

c) For APL: Try online registration for OPD here or else go to any government hospital & wait in queue.

4. Advocacy (if application doesn't succeed)
a) Written complaint to the Medical Superintendent of the hospital; then
b) Chief District Medical Officer of the district in which the hospital is (Click here and enter 'DHS'
for list of CMO's); then
c) RTI to the hospital PIO (Enter Hospital name here for State hospitals; then
d) Lodge a complaint with the Delhi Public Grievance Commission procedure is here.

5. Success Story
Nazreen was suffering from breast cancer. She came across Rekha (health worker) who took her to
Max Balaji (Private) Hospital. Since she holds a BPL ration card, she was given 100% discount on all
medical investigations and treatment. She had the operation too and now is keeping well.
Back to Table of Contents on page 4
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2.

Health  (Immunisations)

India still has a high Infant Mortality Rate. A significant factor in this is the lack
of immunisation coverage leading to thousands of children dying every year of
preventable diseases. The schemes below aim to increase the coverage.

1. Relevant Department
Central Govt
 Ministry of Health & Family Welfare (For web click http://mohfw.nic.in/).
 National Health Mission (Website http://nrhm.gov.in/ )
Delhi State Government:
• Health and Family Welfare (Directorate of Health Services) (For website click here
Municipal Corporation of Delhi (MCD):
• South Delhi MCD Health Dept (here), North Delhi MCD Health Dept (here),

2. Entitlement (Best Source: Central Govt schedule here)
MCD aims to give universal immunisations as per the (Central Government schedule here:
Age

Immunisation

Within 48 hrs of birth

OPV (Polio 1st), Hepatitis B (1st )

Birth (up to 1 year if not earlier)

BCG (TB)

1.5 months (6 weeks)

DPT 1st, OPV (Polio 2nd), Hepatitis B (2nd )

2.5 months (10 weeks)

DPT 2nd, OPV (Polio 3rd), Hepatitis B (3rd )

3.5 months (14 weeks)

DPT 3rd, OPV (Polio 4th), Hepatitis B (4th )

912 months

Measles (1st)

1624 months

DPT 1st booster, OPV (Polio booster), Measles (2 nd )

5 years

DPT (2nd Booster)

10 years

TT (Tetanus toxoid) 1st )

16 years

TT (Tetanus toxoid) 2nd )

Immunisations happen at either:
 Any Delhi Government here & here); or
 Post Partum units (listed here); or
 40 Urban Family Welfare Centres (listed here); or
 15 Health posts (listed here); or
 Dispensary.

3. Application Procedure (Chance of success 80%. Time frame 7 days)


Take the child to nearest Hospital, Urban Family Welfare Centre, Health Post or Dispensary

4. Advocacy (if application doesn't succeed)
a) Written complaint to the Medical Officer / In Charge of the dispensary; then
b) Complain to the Chief District Medical Officer of the District in which dispensary is (Click here
and enter 'DHS' for list of CMO's); then
c) RTI to the CMO in district in which dispensary (Click here & enter 'DHS' for list of CMO's).
d) Lodge a complaint with the Delhi Public Grievance Commission procedure is here.

5. Success Story
Put yours here!
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3.

Health  (Pregnancy and Delivery)

India still has a high Maternal Mortality Rate. The JSSK and other
schemes are designed to encourage women to have checkups
regularly during pregnancy & deliver in a hospital.

1. Relevant Department:
• Central Government: Ministry of Health & Family Welfare (Web here).
• Ministry of Women and Child Development (For website http://wcd.nic.in/)
Delhi State Government:
• Health and Family Welfare (Directorate of Health Services) (For website click here
Municipal Corporation of Delhi (MCD):
• South Delhi MCD Health Dept (here), North Delhi MCD Health Dept (here),

2. Entitlements: ( Best source: National Health Mission here )
i) ASHA's (Accredited Social Health Activist)
ASHA's are local women selected at a local level who interface between pregnant women and the
government health institutions. For an overview of ASHA's see here with full guidelines here.
ii) Under National Food Security Act (here).
• Every pregnant woman entitled to Anganwadi meal and payment of Rs6,000 in instalments
(NFSA sct 4)
iii) Janani–Shishu Suraksha Karyakram: (here under 'The New Initiative)
For every pregnant woman the free entitlements under JSSK include:
• Free and cashless delivery and CSection;
• Free drugs and consumables and tests;
• Free food during stay in hospital/CHC (up to 3 days for normal delivery & 7 days for CSection);
• Free blood if needed; & Free transport to, from and between government hospitals/CHC's.
Free entitlements for sick newborns till 30 days after birth (now expanded to cover sick infants)
• Free treatment; Free drugs, consumables & tests;
• Free provision of blood; & Free transport to, from and between government hospitals/CHC's
iv) Payment for delivery in a hospital Under Janani Suraksa Yojana (JSY) (Website here )
In High Performing States (HPSs), including Delhi, only BPL and SC/ST women receive Rs 600 JSY payment for
up to 2 births (seen here on page 1 & 2) but are now at discretion of states.)

3. Application Procedure (Chance of success 80%. Time frame 1 day)





When pregnant register at Government health facility (here) or Anganwadi (here).
At time of delivery, go to government facility where registered.
At time of discharge receive JSY payment according to the schedule above.
For Indira Gandhi Matritva Sahyog Yojana contact your nearest ASHA or Anganwadi

4. Advocacy
•
•
•

Written complaint to the Medical Officer / In Charge of the dispensary; then
RTI to the CMO in district in which dispensary (Click here & enter 'DHS' for list of CMO's).
Lodge a complaint with the Delhi Public Grievance Commission procedure is here.

5. Success Story
Put yours here.

Back to Table of Contents on page 4
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4.

Health – (Disability services)

Disabled people are still regarded as second class citizens in our country.
The schemes below are designed to ease the burden of the disability. EHA has
now produced a whole manual on accessing schemes for People with
Disabilities. See the EHA website www.ehahealth.org under 'advocacy manuals'
'All India' 'Advocating with the Disabled'.

1. Relevant Department
Central Government




Ministry of Rural Development (Website http://rural.nic.in/.)
Ministry of Social Justice and Empowerment (Website here).

Office of the Commissioner for Persons with Disabilities (website here).
Delhi State Government:
• Delhi Social Welfare Department (for web click here)

2. Entitlement (Best Source: Punarbhava here)
i) Disability Certificate (For guidelines see here click on #1 and go to page 11)
• Need to be greater than 40% disabled as assessed by government doctors.
• Disability Certificate is necessary for most other benefits including Pension & travel concession.
ii) Disability Pension (Indira Gandhi National Disability Pension Scheme (IGNDPS)
For details of the IGNDPS see here (click on #1 and see page 6), or here in Hindi)
 1879yrs old.
 Need severe or multiple Disabilities (need Disability Certificate  need to be more than 80%
disabled).
 BPL families only (see #1 page 5)
 Personal Income is less than Rs2,400/mth.
 Pension is Rs300 (over 80 years old Rs500) month.
iii) Travel concession on bus & train
• Bus: 100% discount on gov't buses for disabled person (by showing their original PWD
certificate). (Website here) Person having disability more than 80% gets free bus travel
concession for escort/helper
• Train Orthopeadically & Blind & mental retardation: 75% for all classes except 50% in 2AC &
1AC and 25% in Rajdhani/Shatabdi)(Rules here)
• Auditory and speech impaired: 50% only for the disabled and carer.
iv) Various other schemes under the Ministry of Social Justice and Empowerment
• See details of the various schemes including various aids like wheelchairs here

3. Application Procedure
i) Disability Certificate (Chance of success 70%. Time frame 1 month)
 For procedure click here or here. Hard copy of form on page 56.
 SDM of your District. Click here for your area's Deputy Commissioner website.)




Medical certificate from LNJP, RML, GTB, Safdarjung, Hindu Rao, or AIIMS; and
Form , 2 photos (1 attested), Address proof, (Ration or I Card).

If 40% and more disability verified by Govt. Doctors then disability certificate issued on the same
day. (page 11 here)

Back to Table of Contents on page 4
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ii) Disability Pension (Chance of success 60%. Time frame 6 months after disability certificate)
Apply to District Social Welfare Office with the following documents
 Form (download here or see hard copy on page 68) (old Delhi form here)
 5 years of residential proof. (Voters ID, Ration Card or 2 neighbours' witness);





Numbers of the Bank Account (9 digit MICR # and 7 digit IFCS #); 1 photo;
Handicap Certificate of >80% (from LNJP, RML, GTB, Safdarjung, Hindu Rao, AIIMS);
If a school student, marks sheet from school & Principal's declaration that she's a student there;
Affidavit stating Name, address, Not receiving any other pension.

iii) Travel concessions (Need certificate)
•

Apply directly at your local Station.

•
•
•

For forms see web here or hard copy for orthopaedic on page 58
One passport size photograph plus Disability Certificate
Submit form it to the concerned govt. hospital, where verified by doctor and railway concession
form is issued.
Attach a Xerox copy of disability certificate to the railway concession form.

•

iv) Other schemes under Ministry of Social Justice & Empowerment
As per the various schemes here

4. Advocacy (if application doesn't succeed)
•
•
•
•
•

Certificate: Appeal/RTI to SDM of your District (Click here for your area's Deputy Commissioner
Complaint to Chief Commissioner for Persons with Disabilities each State and UT (listed here).
Pension: Appeal/RTI to Delhi Social Welfare Department (for web click here).
Appeal/RTI to Ministry of Railways (for PIOs click here).
Appeal/RTI to Ministry of Social Justice and Empowerment (for contacts click here).

5. Success Story
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5.

Health  (Drug Rehabilitation)

In desperation or without hope, many of the poor turn to drugs or alcohol.
Drug addiction ruins not only the lives of many addicts but also makes life
very difficult for their families and neighbours. The government attempts to
provide free rehabilitation services for those addicted to drugs/alcohol.

1. Relevant Department
Central Government:
• Ministry of Social Justice and empowerment (for web click http://socialjustice.nic.in/)
Delhi State Government:
• Health and Family Welfare (Directorate of Health Services) (For website click here
Municipal Corporation of Delhi (MCD):
• South Delhi MCD Health Dept (here), North Delhi MCD Health Dept (here),

2. Entitlement (Best Source: UN Office on Drugs and Crime here).


Free deaddiction treatment at government hospitals; For list of hospitals providing drug rehab
therapy click here




Free 24 hour Mental Health help line 1860 266 2345
For information generally about drugs and deaddiction click here.

3. Application Procedure (Chance of success 10%. Time frame 1 year)


Go to the hospital with the best reputation for success on it's OPD days.

4. Advocacy (if application doesn't succeed)
a) Written complaint to the Medical Superintendent of the hospital; then
b) Complain to the Chief District Medical Officer of the district in which the hospital is (Click here
and enter 'DHS' for list of CMO's); then
c) RTI to the hospital PIO (Enter Hospital name here for State hospitals).
d) Delhi Public Grievance Commission (for procedure click here); then

5. Success Story
Salma's son was addicted to drugs. She took him to IBHAS in east Delhi. They offered to admit him to
do rehab.
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6.

Health  (HIV)

People with HIV are some of the most marginalised in our community. The government is
now trying to set up systems to care for and protect 'positive' people.

1. Relevant Department:
Central Government:
• Ministry of Health & Family Welfare – National Aids Control Organisation ( NACO
Website http://www.naco.gov.in
State Government:
• Delhi State AIDS Prevention and Control Society ( DSACS ) (web here)

2. Entitlements: (Best Source: Nat'l Aids Control Society http://www.naco.gov.in/NACO/
a) HIV testing: Confidential, free of cost testing done at Integrated Counselling and Testing Centres
(ICTC)'s. See web here.
◦ For treatment/checkup at nominated ART Centres, AIDS patients can get rail travel concession
of 50% in 2nd class and 50% in MST & QST,
◦ One escort/helper is also eligible for same element of concession
b) Treatment: A person diagnosed to have HIV can receive free treatment at ART centres. For list of ART
centres is here.
c) Care and support: This is provided for people living with HIV AIDS at Community Care Centres
Website and list of Community Care Centres is here.
d) Protection of rights: to informed consent, confidentiality & no discrimination. (Web here ).
 Adults and children have a right to access medical care and education at Government institutions
without any discrimination.
 A government/ public sector employer cannot deny employment or terminate the service of an HIV
positive employee solely because of their HIVpositive status, and any act of discrimination towards an
employee on the basis of their HIVpositive status is a violation of Fundamental Rights.

3. Application procedure:
Testing, treatment or care and support services can be accessed by visiting any:
 ICTC centre;
 ART Centre (for locations click here); or
 Community Care Centre.
Documents required before registration in ART centre:
 A positive HIV test result from an ICTC
 A photo ID card.

4. Advocacy suggestions:
a) Contact Delhi Network of Positive People (DNP Plus). Address: DNPP, House no.64, Gali
number 3, near IGNOU, Neb Sarai, New Delhi.110068. Tel: 01129535239 / 32935239
b) RTI to the Chief District Medical Officer of the district in which the hospital is (Click here and
enter 'DHS' for list of CMO's); then
c) Contact Lawyers Collective HIV/AIDS Unit. website: www.lawyerscollective.org, Tel: 011
24377101/2, Email: aidslaw1@lawyerscollective.org
d) Can register a complaint with the National Human Rights Commission Website here
e) Using the Central Government's online grievance redressal mechanism here
f) Can seek remedy in a court of law if one is tested for HIV without informed consent, or if
confidentiality is breached, or any of one's rights have been violated.

5. Success story
A young child who had a fracture was refused surgery in a Government hospital in Delhi because he was HIV
positive. The child's family approached DNP with their problem. DNP advocated for the right of the child to health
care and the child was finally operated in the hospital.
Back to Table of Contents on page 4
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D)Identity Documents
Identity Documents  (Elector Photo Identity Card)

1.

Many of the schemes listed above can only be accessed if the applicant
has adequate identity proof. The most basic identity proof is the Elector
Identity Card. Every Indian over the age of 18 has a right to such a card.

1. Relevant Department
Central Government:
• Election Commission of India (For more info click here)
Delhi State Government:
• Chief Electoral Officer Delhi (for website click here)

2. Entitlement (Best Source: Government of India http://ceodelhi.gov.in/FAQ.aspx )



To have name included on electoral role (if completed 18yrs on 1st Jan of year of application).
Electors Photo Identity Card (EPIC) (if name is on the electoral roll).

3. Application Procedure (Chance of success 70%. Time frame 1 month)
a) For name to go on Electoral list (See instructions on the last page of Form 6 on page 59).
 Check if your name is already on the list here and if not:
 Apply online here; or find hard copy here or on page 59
 Lodge with Electoral Returning Officer(ERO) (often the same as the ADM) at Voters Registration
& Electors Centre (VREC) (For locations look here); Find the name of your constituency on the
map here.
 Lodge with Form 6; &
 Any Government document showing residence at this address. (Eg Ration Card, PAN Card,
Electricity bill) or Witness of neighbours that know you).
b) Electors Voters ICards
Lodge application at Voters Registration and Electors Centre (VREC) (for Locations here) with:
 Name on electoral roll; (Check if your name is on the list here); &
 Identity proof; &
 Residence proof. (no minimum time of residence is necessary, but you'll need some

documentary proof that you live there)

4. Advocacy (if application doesn't succeed)
a)
b)
c)
d)

Phone on 1800 111 400 or 1950;
Submit grievance direct to Voters Registration & Electors Centre (VREC) ; then
Complain to Electoral Returning Officer (ERO) = Additional District Magistrate (ADM); then
Submit an RTI to the ADM at your District. (For the list of districts, sub districts and SDM's click
here for your District's web).
e) Delhi Public Grievance Commission (for procedure click here); then
f) Using the Central Government's online grievance redressal mechanism http://pgportal.gov.in/

5. Success Story
In Janta Colony Kareen, her husband and 2 children lived in a jhuggi for 5 years. The Electoral
Returning Officer (ERO), was reluctant to put Kareen on the electoral role since she lived in a jhuggi. A
local social worker pointed out that any Indian citizen over 18 has a right to vote no matter where they
live. In the end they put her on the electoral list and issued an I card.

Back to Table of Contents on page 4
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2.

Identity Documents  (Unique Identification Card)

Aadhaar is a 12digit unique number which will eventually be issued
for all residents in India. It will store basic demographics & biometric
information (photograph, fingerprints & iris) of each individual in a
central database. Aadhaar is provided free of cost. Though it’s not
mandatory currently, it’s good to have an Aadhaar card as it allows
you to open a bank account easily.

1. Relevant Department
Central Government:
• Unique Identification Authority of India (UIDAI) (See website here)

2. Entitlement (Best source: Aadhaar site here)




An individual who is a resident in India and has sufficient proof of identity (see below) can get an
Aadhaar.
For children below 3 years, biometric details will not be taken and the Aadhaar will be linked to
guardians/parents.
When children turn 5 years of age they shall have to register biometrics. They shall be reregistered
again when they turn 15 years of age, as biometrics change with age.

3. Application Procedure (Chance of success 90%. Time frame 1 month)






Details on enrolemnt procedure are here.
Fill in the application form (here). Hard Copy of form here or on page 63
Submit at the nearest enrolment camp. To find nearest enrolment camp to you click here.
Documents required for enrolment are: Proof of identity (POI) and proof of address (POA) (list of
acceptable documents is here).
In the case of people who do not have documents for proof, there is an introducer system. The
Registrar for enrolment can designate individuals who can vouch for the validity of a person’s
information. Introducers can be government agencies, banks, teachers, village postmen, elected
representatives and NGOs. Introducers will be enrolled first and given training. Their UID will be
mentioned among the details of the person who gets enrolled.

4. Advocacy (if application doesn’t process)





Phone toll free number 1947
Email  help@uidai.gov.in
File RTI for your problems to the designated Central Public Information Officer (CPIO) for the
UIDAI, See details of CPIOs here. Shri Himanshu Dwivedi Deputy Director & CPIO, UIDAI,
Regional Office, Gate No. 3, Ground Floor, Metro Station Pragati Maidan, New Delhi 11000
Using the Central Government's online grievance redressal mechanism http://pgportal.gov.in/

5. Success Stories
Put yours here!
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Identity Documents – (Birth and Death Certificates)

3.

Birth certificates are very important to access other schemes for
children, like Ladli (page 25) & school admission (page 30). Death
certificates are necessary for getting Widows Pensions & National,
Family Benefit scheme (NFBS) (page 23).

1. Relevant Department
Delhi State Government:
• District Administration (click here for my district's web page)
Municipal Corporation of Delhi (MCD):
• South Delhi MCD Health Dept (here), North Delhi MCD Health Dept (here),

2. Entitlement (Best source: Government of India here )
a) Birth certificate (if born in Delhi)
b) Death certificate (for anyonewho's family member dies in Delhi)

3. Application Procedure
a) Birth certificate (Chance of success 60%. Time 02 months)
For overview of Procedure click here.
 Birth at Delhi hospital  slip will be given to MCD & parents.
 Birth at Delhi home, midwife (Dai) will register birth at MCD.
To get Birth Certificate for child less than 1 yr old take the slip to one of 98 Smajik Suvidha Kendras
(here).
To get Birth Certificate for a child more than 1 yr old:
 Go to your local SDM (for SDM locations see here); (My Bastis SDM is_______________).
 You'll also need an affidavit stating name of parents, child, address; (See form on page 64)
 Any other documentary proof you have to show that this child exists (school records etc); &
 Then there'll be a police inspection to check on the child's existence.
b) Death certificate (Chance of success 60%. Time 01 month)
Death at hospital  slip will be given to MCD. Death at home, Head of house will register death at MCD.
To get Death Certificate go to one of 98 Smajik Suvidha Kendras (here). with:
 Application form (including affidavit); (See form here) or hard copy on page 65);
 Cemetery/cremation slip;
 I Card or Ration Card;
 If death more than 1yr ago, need certificate from SDM (For locations of SDM's see here)

4. Advocacy (if application doesn't succeed)






Try again at Smajik Suvidha Kendras; then
RTI to MCD (For PIO click here and scroll down to pages 4 & 5 for your zone);
RTI to SDM for your district (For the list of districts, subdistricts and SDM's see here.)
Delhi Public Grievance Commission (for procedure click here); then
Using the Central Government's online grievance redressal mechanism here

5. Success Stories
a) Birth certificate: In Janta colony, Guloo who is 17 yrs old & studying in grade 11 wanted to apply for the Ladli
scheme, but had no birth certificate. Kari worker Anthony advised her to apply at the SDM & after only a couple of
week was visited by the police for checking. She expects her birth certificate soon.
b) Death certificate: Kareen (from the Elector's I Card story above) only had her Voters I Card and the burial
certificate of her husband & even that was in the incorrect name. Kari workers helped the cemetery issue another
burial certificate and then helped Kareen get a death certificate from the local MCD office.
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Identity Documents – (SC/ST/OBC Certificate)

4.

An SC/ST/OBC certificate will then entitle the holder to apply for
'reservation' entry to certain positions such as University entrance and
some government jobs.

1. Relevant Department
State Government: Deputy Commissioner & Sub Divisional Magistrate
for your area. (For SDM locations see here for your area's Deputy
Commissioner website).

2. Entitlement (Best source: Government of India:here)
Any member of a Scheduled Caste, Tribe or Other Backward Case (for list of Scheduled Castes here
& Tribes here or OBC's here) is eligible for a certificate which will then entitle the holder to apply for
'reservation' entry to certain positions such as:
 University entrance
 Some government jobs
However anyone in the 'creamy layer' of professions/income is excluded. here for list of creamy layer).

3. Application Procedure (Chance of success 30%. Time frame 6 months)
The procedure is detailed on page 4 (here)
Submit the following documents 9:30am1:00pm at your SDM office
• Completed application form (here) duly attested by MP/ MLA//Councillor/Gazetted officer.
• AADHAR No.,The name of the applicant on the AADHAR card should match with the Name of
the Applicant.
• If AADHAR No. is not available, provide the AADHAR Enrolment No. and any one of the identity
proof PAN / PASSPORT / Driving Licence / Voters Card / Identity Card.
• The photograph of the applicant will be captured through web camera at the time of submission
of application or at the time of verification. The Photograph of the applicant should match with
photo of the applicant on the AADHAAR.
• A copy of SC/ST certificate of father, brother, sister or his/her blood relative from paternal side.
• Affidavit in case of SC/ST certificate issued from outside Delhi in prescribed Performa attested
by executive magistrate (Affidavit from the major if the children are below the 18 years.)
• If certificate of father, brother, sister or of his/her blood relative from paternal side is not
available, two attestations by MP/MLA and Gazetted Officers, declaring the caste of applicant.
• Supporting document for the present residential proof like Voters Card, Electricity Bill, Water Bill,
Telephone Bill etc.
• Proof of Date of Birth (Birth certificate, School certificate or passport)
• The migrants SC members whose caste are listed in SC list of Delhi should be issued caste
certificate as original resident of Delhi if any of the following
• Birth Certificate (born in Delhi.)
• Matriculation Certificate (studied in Delhi)
Note: All supporting documents must be attested by MPs/MLAs and Gazetted officer.

4. Advocacy (if application doesn't succeed)





To the SDM's office where submitted application; then
Submit an RTI to the ADM at your District. (For the list of districts, subdistricts and SDM's see
here for your District's web)
Delhi Public Grievance Commission (for procedure click here); then
Using the Central Government's online grievance redressal mechanism here

5. Success Story
Rekha of the Kari project submitted application for SC Certificate and got certificate within 4 months.
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Identity Documents  (Bank Account)

5.

A bank account is vital to be able to access other schemes like Widow's
Pension and other government payments (see page 23).

1. Relevant Department
Government Banks
 Grameen Banks (Website here)
 SBI (here), Corporation Bank, Bank of India, Central Bank etc
 India Post (website here)
Private Banks
 Corporation Bank, Punjab National Bank
Local Post Office
NB Generally the big Multinational private banks like HSBC, etc won't be bothered about accounts for
the poor, so it's better to try everyday normal banks which have branches everywhere. We've had
success with SBI and Corporation Bank.
NB Easiest in terms of identity requirement seems to be Post Offices, although a Post Office
account is no longer sufficient for having a pension paid. Grameen Banks are also easy to open
and are sufficient for having a pension paid.

2. Entitlement (Best source: India Post (website here)
e) Bank Account for any person over 18 with sufficient documentation and an 'introducer'.

3. Application Procedure (Chance of success 60%. Time frame 1 month)
Apply for an Aadhaar Card (page 17) as that will entitle you to a bank account as well.
For Postal Savings Account for which you basically need:
6. Form SB3;
7. Pay in slip SB103;
8. Specimen, signature;
9. Introducer; &
10. Rs 20 minimum deposit.
For other banks:
1. Filled up Form (including signature of an 'introducer' who has already had an account in
that branch for more than 6months);
2. Address proof (Ration Card & I card with same address); and
3. Rs 500 minimum deposit to open the account.
•
•

4. Advocacy (if application doesn't succeed)


An appeal directly to the Bank Manager/Post office Manager.

5. Success Story
Kareen (from the Death Certificate story above) only had the Voter ICard and death certificate of her
husband. The SBI Bank at Seelampur was asking for a Ration card with the same address. The Food
and Supply officer wasn't issuing ration cards, so Kari worker Mark made a special appeal to the SBI
bank Manager who agreed to open an account for Kareen.
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Identity Documents – (Personal Account Number (PAN) Card)

6.

A PAN Card is compulsory for anyone paying income tax. Any
other Indian adult can also apply for and be given a PAN Card
whether or not they pay tax. A PAN card may be useful in getting
other services, like a bank account.

1. Relevant Department
Central government


Income Tax Department (for website click here).

2. Entitlement (Best Source: Tax Information Network
https://tin.tin.nsdl.com/pan/form49A.html)




A PAN Card is compulsory for anyone paying income tax.
Any other Indian adult can also apply for and be given a PAN Card whether or not they pay tax.
He/she may do so since it may be useful in getting other services, like a bank account.

3. Application Procedure (Chance of success 80%. Time frame 1 mth)



Procedure is here.

Fill out Form 49A on internet here (hard copy on page Error: Reference source not
found);
 Print the acknowledgement, sign it and attach:
 2 Photos;
 Identity Proof Any one of; School Certificate, Water Bill, Ration Card, I Card,
Licence (more details here);
 Residence Proof: Any one of; Power or phone bill (recent), Rent receipt, Ration
Card, I Card, Licence etc) (more details here);
 Rs93 (By draft or online)
Send to NSDL within 15 days at:
Income Tax PAN Services Unit,
NSDL eGovernance Infrastructure Limited,
5th floor, Mantri Sterling,
Plot No. 341, Survey No. 997/8, Model Colony, Near Deep Bungalow Chowk,
Pune  411016'.
Track application on line here (need 12 digit transaction number); then

4. Advocacy (if application doesn't succeed)
i. SMS NSDLPAN <space> Acknowledgement No. & send to 57575 to obtain application
status; then
ii. Call Call Centre at 020 – 27218080.
iii. Email at: tininfo@nsdl.co.in mailto:tininfo@nsdl.co.in; then
iv. Using the Central Government's online grievance redressal mechanism here

5. Success Stories
Put yours here!
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Identity Documents – (Income Certificate)

7.

An Income certificate may be useful in applying for a National Food
Security Card for which one's family income needs to be below Rs100,000

1. Relevant Department
Delhi State Government:
• District Administration (For the list of districts, subdistricts and SDM's
see here for your District's web)

2. Entitlement (Best source Delhi Government: here)
If income is below certain levels then may be entitled to:
• National Food Security Card the cheap rations that come with that if income under Rs. 100,000/
See ration cards on page 6
• Concession in some educational institutions
• Obtaining some pensions.

3. Application Procedure (Chance of success 60%. Time frame 2 months)
•






See the full process here. You need to submit:
 Application form here or on plain paper
 Copy of Ration Card
 Affidavit as to residence, occupation, property and income.
Submit it at your local SDM office any working day between 9:30 and 6:00pm
For SDM locations see here. (My Bastis SDM is__________________).
Then there will be a police inspection to check on what you have said in the affidavit is true.
The certificate should be issued within 21 days.

4. Advocacy (if application doesn't succeed)





Try again at the SDM; then
RTI to SDM (for SDM locations see here); then
Delhi Public Grievance Commission (for procedure click here); then
Using the Central Government's online grievance redressal mechanism here

5. Success Stories
Put yours here!
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E)Income
1.

Income – (Pensions)

Pensions are cash payments by the government to BPL
people when they can, through no fault of their own, no
longer earn a regular income from employment.
1. Relevant Department
Central Government:
• Ministry of Rural Development's  National Social Assistance Programme (See here)
Delhi State Government:
• Department of Women and Child Development (WCD) (For website click http://wcddel.in/)
• Delhi Social Welfare Department (For website click here).
NB previously pensions were available from either MCD or Delhi State government. Now they
have all been combined under an initiative called Mission Convergence (For website click here).

2. Entitlement (Best Source Nat'l Social Assistance Programme 2014 Guidelines here ).
a) Indira Gandhi National Widows Pension Scheme* Widows aged 4079, Rs. 300 per

month. 80 years or more, Rs 500 / month (para 2.3). States are encouraged to contribute
a similar amount (para 2.4.1 of 2014 guidelines above).
b) Indira Gandhi National Old Age Pension Scheme Aged 6079, Rs. 200 per month. Aged
80 years or more, Rs 500 per month (para 2.3).States are encouraged to contribute a
similar amount (para 2.4.1 of 2014 guidelines above).
c) National Family Benefit Scheme gives Rs 20,000 (Rs10k from Central & Rs10K from
state) assistance for BPL families whose primary breadwinner (aged 1865) dies.
Rs20,000 for accidental or epidemic caused death or Rs5,000? for natural death. (See
Supreme Court Order here).
d) Disability Pension*: Aged 1879 with >80% disability, Rs. 300 per month. Aged 80
years or more, Rs 500 per month (para 2.3).Also see Disability Section on page 12.
e) Assistance for TB patients. Rs. 300/ per month to assist in purchasing nutritious food.
NB. Pension schemes marked * have a set yearly budget, so satisfying the qualifying criteria
doesn't necessarily mean you will succeed in the current financial year.

3. Application Procedure







All applications for pensions can be submitted either to the local Gender Resource Centre –
Suvidha Kendra (GRCSK) or directly to the MLA. Click here to type your locality to identify
your constituency, here to identify your MLA, and here to identify your nearest GRCSK click.
The GRC/MLA's assistant will assist in filling out the documents and receive the documents.
GRC/MLA's officers will do an enquiry, and submit your documents to the Social Welfare
Department
The Social Welfare Department will (hopefully) approve the application.
Pension will be deposited in your bank account and 'back paid' to the approval date.
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Documents for each scheme
i) Widows Pension (Chance of success 60%. Time frame 3 months)
 Form (download here or see hard copy on page 68)(Old Delhi forms here & here)
 5 yrs of residential proof. (Voters ID; R Card; or Witness of neighbour, MLA, local shopkeeper on





photocopy of their Card;
Numbers of the Bank Account (9 digit MICR # and 7 digit IFCS #);
1 photo;
Death certificate of Husband; &
Affidavit stating: Name; Address; BPL; All family members in household; & Not receiving any other
pension; Not been married since husband's death; and Promise to notify government if remarry.

ii) Old age pension Pension (Chance of success 60%. Time frame 3 mths)
 Form (download here or see hard copy on page 68)
 5 years of residential proof. (Voters ID, Ration Card or 2 neighbours' witness);




Numbers of the Bank Account (9 digit MICR # and 7 digit IFCS #);
1 photo; &
Affidavit stating: Name; Address, Age: BPL; Not receiving any other pension.

iii) Death of Breadwinner (NFBS)(Chance of success 60%. Time frame 3 mths)









Form (download here or see hardcopy on page 71)
Surviving adult 1864 yrs at time of death.
5 yrs of residential proof. (Voters ID; R Card; or Witness of neighbour, MLA, local shopkeeper on
photocopy of their own I Card;
Numbers of the Bank Account (9 digit MICR # and 7 digit IFCS #);
1 photo;
Death certificate of Breadwinner; &
Affidavit stating Name, Address, Age, Not receiving any other pension.

iv) Disability pension (Chance of success 30%. Time frame 5 months)
 Form (download here or see hard copy on page 68)
 5 years of residential proof. (Voters ID, Ration Card or 2 neighbours' witness);





Numbers of the Bank Account (9 digit MICR # and 7 digit IFCS #);
1 photo;
Handicap Certificate of >80%; &
Affidavit stating Name, address, Not receiving any other pension.

v) TB assistance (Chance of success 80%. Time frame 01 month)




Numbers of the Bank Account (9 digit MICR # and 7 digit IFCS #);
Form signed by DOTS provider; and
DOTS Centre Card

4. Advocacy (if application doesn't succeed)





Check with MLA; or Gender Resource Centre Suvidha Kendra (where ever you applied);
Direct appeal to Director of Social Welfare Department; (for Old age pension) or Women and
Child Department: (for Widows' Pension)1 Canning Lane, KG Marg, Telephone: 2307 0379;
RTI to Social Welfare or Women & Child Department (Find PIO here by entering 'Social Welfare'
Delhi Public Grievance Commission (For procedure click here).

5. Success Story
Widows pension: Kareen (from the stories above) now had a Voters I card, Death Certificate
of her husband, and a bank account. She still lacked any document showing she' d resided in
Delhi for 5 years. So Kari worker Anugrah made a special appeal to the director of the Social
Welfare Department, who then eventually granted the pension. The whole process took some 3
months.
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2.

Income – (Financial Incentive for having a Girl child)

India has one of the worst gender ratios in the world. Thousands of girls
are aborted every year. The Ladli Scheme, by depositing money for girls as
they progressively complete higher levels of schooling, aims to help Indian
families value girls and their education.

1. Relevant Department
Central
• Ministry of Women & Children (For website click http://wcd.nic.in/.)
Delhi State Government:
• Department of Women and Child Development) (For web click http://wcddel.in/)

2. Entitlement (Best Source: Department of Women and Child Development here)
Payment for first 2 girl children in each family once they have:
 Reached 18 years;
 Passed grade 10; and
 Enrolled in 12th.
For eligibility requirements click http://wcddel.in/eligibility.html.
Payments are made into account in girl's name as follows:
a) Rs. 11,000/ if the girl child is born in a Hospital/ Nursing Home/institutions in Delhi. or
b) Rs. 10,000/ if the girl child is born outside the Hospitals/ Nursing Homes/institutions; then
c) Rs. 5,000/ on admission in Class I; then
d) Rs. 5,000/ on admission in Class VI; then
e) Rs. 5,000/ on admission in Class IX; then
f) Rs. 5,000/ on child’s passing Class X; then
g) Rs. 5,000/ on admission in Class XII.
Total over 1 lakh (including interest) per child if enrolled from birth.
NB An additional scheme for assistance with marriage of daughter of widow is here. And from here.

3. Application Procedure (Chance of success 80%. Time frame 1 month)
All applications are handled by the local Gender Resource Centre (GRC) or by Department Social
Welfare (small girls) or School (for school going girls).
Documents required
a) Form: Download from web here or see on page 73.
b) Birth certificate (if child doesn't have a birth certificate see  Birth Certificate on page 18);
c) Residential proof showing residence in Delhi for 3 years;
d) Annual income of less than Rs1 lakh (self declaration on the form itself);
e) Photograph of the parents with the child;
f) School admission certificate (if applying for older girl); &
g) Affidavit stating: Name; Address; Self Declaration that income less than Rs.1,00,000/ per year;
which number girl this is for whom you are claiming (first or second).

4. Advocacy (if application doesn't succeed)




Appeal to Additional Director Women and Children Department:

1 Canning Lane, KG Marg, Telephone: 2307 0379; then

RTI to Women and Child Department (Find PIO here)
Delhi Public Grievance Commission (for procedure click here).

5. Success Story
Many girls have been successfully enrolled in the Ladli scheme, but because the scheme doesn't 'pay
out' till the girl reaches 18 years of age, there's few success stories yet.
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3. Income – (Employment Finding service)
The Delhi Government has this service to attempt to place
appropriately qualified and skilled people in Government jobs. It's had
very limited success.

1. Relevant Departments
Central Government:
• Directorate General of Employment and Training (DGET), Ministry of
Labour and Employment Government of India (Website here)
Delhi Government:
 Directorate of Employment (Website here).

2. Entitlement (Best Source: Directorate of Employment: here )
Under Directorate of Employment
 Registration of Job Seekers including online registration;
 Receiving vacancies from the employers; and
 Sponsoring the names of registrations as per the requirements of the job providers for
employment.
 Ideally this will result in a government job, although there has been little success that we know
of.

3. Application Procedure (Chance of success 10%. Time frame 12 months)
Under Directorate of Employment

Registration of Job Seekers Anyone can apply online here

Alternatively hard applications are processed at any of Delhi's 9 Employment Exchanges
including those at University of Delhi, Jawaharlal Nehru University and Jamia Millia Islamia University.

Register between 9.30am to1.30pm on any working days (Except 2nd Saturday).

Documents Required :–
✔ Application Form (Cost of form is Rs. 12.)
✔ Attested Copy of Educational /Technical Qualification Certificate Experience Certificate,
✔ Proof of residence
✔ Age Proof

4. Advocacy (if application doesn’t succeed)






Contact the Employment exchange where you registered; then
Report any problem/error to help.dee@gmail.com; then
File RTI to Directorate of Employment. (Find PIO here and enter Directorate of
Employment).
Delhi Public Grievance Commission (for procedure click here); then
Using the Central Government's online grievance redressal mechanism here.

5. Success Story
Put yours here.
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4.

Income – (Vocational Training)

Jan Shiksha Sanstan has training centres throughout the country which
gives reasonable quality vocational skills and technical knowledge at very
low cost without insisting on prior education qualifications. It is designed
for people from slums and remote rural areas.

1. Relevant Department
Central Government:
• Jan Sikshan Sansthan (here) National Literacy Mission Authority, Dept.
of School Education & Literacy, Ministry of Human Resource Devt
• Ministry of Skill Development and Entrepreneurship Directorate General
of Training (DGET) , here
• Skill Development Initiative Scheme, here

2. Entitlement (Best source: Jan Sikshan Sansthan here)
a) Jan Shisksha sansthan
 JSS offers quality vocational skills and technical knowledge at very low cost without insisting on
prior education qualifications.
 It is designed for people from slums and remote rural areas.
 The Jan Shikshan Sansthan offers varieties of vocational courses (approx 371) from candle
making and sewing to computer courses.
 There are 4 JSS's in Delhi including Jahangirpuri, Peeragarhi, RK Puram & West Patel Nagar
(for their locations click here )

b) Director General of Training





Skill Development Initiative Scheme Modular employable skills, (details here) gives priority to
children over 14 who have completed 5th class, but then been have child labourers and now want
to enter the workforce.
Craftsmen Training Scheme : (details here) Training is in Govt. Industrial Training Institutes at a
nominal fee. 127 trades. Duration 612months. Education: class 8th and above.
Vocational training for women (details here) courses like dress making , computer operation,
hairskin care. Duration 1 year to 2 years. Min qualification 10th standard.

3. Application Procedure (Chance of success 50%. Time frame 6 months)
a) Jan Sikshan Sansthan
 Admission opens in April and October for 6 months course each. Fee is Rs. 100.
 For direct Admission contact training centre (click here and then click on your region)
 Documents required for admission are: Ration Card, 2 Identification Certificates, 45 passport –
size photographs.
b) Director General of Training
Apply directly to DGET at DGET, Shram Shakti Bhawan, Rafi marg, New Delhi. Phone: 011 23708071

4. Advocacy (if application doesn't succeed)





Contact directly to the head of the institution.
RTI to the JSS concerned (Contact details here)
Delhi Public Grievance Commission (for procedure click here); then
Using the Central Government's online grievance redressal mechanism here.

5. Success Story
Put yours here.
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5.

Income  (Drivers Licences)

Driving can be a good income for someone without much
education. He/she only needs a driver's licence. The License
is issued by the Transport Department which is said to be
highly corrupted, requiring a bribe from most people to
issue a licence.

1. Relevant department
Delhi state Government:
• Transport Department (For website click here)

2. Entitlement (Best source: Department of Transport: here)




Anyone 18 years of age, who has learned to drive is eligible for a licence.
Can get a licence at 16 years for two wheelers/vehicle up to 50cc and without gear.
For a commercial vehicle licence  20 years old.

3. Application Procedure
Apply at (available at your nearest local Transport Zonal office (list here) from 8:301:00.
 Filled up copy of Forms 1,2,3 (available at your nearest local Transport Zonal office).
 3 Passport sized photographs
 Proof of residence
 Proof of age;
 Proof of citizenship;
 Fee;
 For more details, visit website here
4. Advocacy
 Complain to:
D.C (operations)
Department of Transport,
5/9 Under Hill Road, Delhi.
Call 0112396049 for details.
 RTI to the Transport Department (Find PIO here and enter 'Transport').


Delhi Public Grievance Commission (for procedure click here); then



Using the Central Government's online grievance redressal mechanism here.

5. Success story
Put yours here!
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6.

Income – (Finance for Micro enterprises)

The new Indian government is attempting to help the million of informal
enterprises be able to access loans to improve their business.

1. RELEVANT DEPARTMENT
Central Government:
• Micro Units Development & Refinance Agency MUDRA www.mudra.org.in

2. ENTITLEMENT (Best source MUDRA: here )
•

•
•
•

Loans for small business enterprises of up to Rs50,000 for small units (Shishu) and
Loans of Rs50,000 – 5 Lakh for medium units (Kishor)
No collateral
No processing fees
Repayments over 5 years.

3. Applcation Procedure
Filled up form (here for Central Bank or generic hard copy on page )
Apply at any bank. The following documents will be needed:
• Proof of identity
• Proof of residence
• 2 photos
• Quotations of machines etc to be purchased with the loan.
• Name of suppler of machinery etc
• Proof of identity /residence of the business enterprise
• Proof of applicants category (SC/ST/minority etc)

4. Advocacy
•
•
•

•

Complain to the manager of the bank where you applied; then
Email help@mudra.org.in ; then
RTI to MSME Development Centre,
• C11 G Block
• Bandra Kurla Complex
• Bandra E, Mumbai 400 051.
Using the Central Government's online grievance redressal mechanism here

5. Success story
Put yours here!

Back to Table of Contents on page 4

Go to Acronyms List on page 53

Page 29

F) Education
1.

Schooling  (Governments schools)

The schooling system is one of the main ways that the
gap between the rich and the poor continues to grow in
India. The poor can generally only access government
schools which are, Hindi medium, overcrowded and
underresourced. The middle class can send their
children to Englishmedium private schools, where the
class sizes are smaller and teaching is better. From
there those students often go to college, whereas few
governmentschool educated students do so. The measures below aim to improve the
quality of education for the poor.

1. Relevant Department
Central Government
• Ministry Human Resource Devpt. Dept of School Education & Literacy. (Website here)
• Sarv Shiksha Abhyan here.
• Right of Children to Free & Compulsory Education Act 2009 click here).

Delhi State Government:
• Directorate of Education (for website click http://www.edudel.nic.in/)
Municipal Corporation of Delhi (MCD):
• Education Department (For MCD website click here)

2. Entitlement (Best Source: Right to Education (website here)
Under Right to Education Act
All Children (includes disabled) have right to Free elementary (up to 8th) education at a local school
from the age of 614. (Sct 3) All parents/guardians must admit their child in a local school. (Sct 10)
All schools (government & private) must:
• Not make child repeat class, be expelled, or pass board exam until complete of Class 8. (Sct 16)
• Not do any physical punishment or mental harassment (Sct 17)
• Meet minimum infrastructure requirements (Allweather building, separate classrooms for each
teacher, playground, library, separate boys’ and girls’ toilets, drinking water, play & sports
equipment. (See Sct 19 & Schedule to Act).
• Have all teachers attend school regularly & complete the curriculum on time. (Sct 24)
• Have Teacherstudent ratio of 1:30 at primary (Class 15) & 1:35 for Class 68. (Sct 25 & Sched)
• NB No teachers can do private tuitions (Sct 28)
All private schools must:
Reserve 25% seats in Class 1 for children from ‘disadvantaged groups' (SC,ST,EWS).(Sct 12(1)(b)

3. Application Procedure for Admission (Chance of success 80%.Time frame 1 wk
a) Admission in government School (Chance of success 80%. Time frame 1 week)
 Try for admission by taking child to a nearby school b/f 31st August.
 Normally, you only need the child's Birth Certificate or if don't have the birth certificate then an
affidavit, but under the RTE Act, no child shall be denied admission for any reason such as not
having birth certificate/transfer certificate/proof of age/seeking admission late during school year.
 If child is more than 7 years old, then he/she should be put in an age appropriate grade and
given special classes to get him/her up to standard of the others. (Sct 4 of the Act).
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b) Admission in Private schools (Chance of success 30%. Time frame 2 months)





If member of a disadvantaged (SC, ST, EWS < 1 lakh) and resident in Delhi for 5 years.
Apply directly to the school in which admisssion is desired quoting RTE Sct 12(1)b.
394 such schools in Delhi (see list here), each of which are required to provide 25%
seats free to the poor (See article here.)

4. Advocacy (if application doesn't succeed)






Initially approach the principal of the school; then
Complain to the Basic Shiksha Adhikari (responsible for primary schools in that district); for Delhi
State Government schools, visit Deputy Director of Education (DDE) for your zone (see here);
My Basti's DDE is at ____________________________; then
Contact the Right to Education Task Force Advocate Ashok Agarwal 9811101923; then
Report your grievance to Right To Education at the website here.
Lodge RTI to Directorate of Education (Find PIO here and enter 'Education DDE')

5. Success story
Put yours here!
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2.

Education – (Scholarships and benefits)

In order to encourage poor children to enrol in and attend school the
Delhi Government has initiated some scholarships and benefits.

1. Relevant Department
•
•
•

Ministry of Human Resource Development.
Dept of Schools Education and Literacy. (Website here)
Right of Children to Free & Compulsory Education Act 2009 click here).
Sarv Shiksha Abhyan here.

Delhi State Government:
•
•

RTE rules for Delhi here
Directorate of Education (for website click http://www.edudel.nic.in/)

Municipal Corporation of Delhi (MCD):
• Education Department (For MCD website click here)

2. Entitlement (Best Sources: RTE Rules here)










Midday meal up till 8th (See Mid Day Meal above on page 8)
For free uniform & textbooks for all children up to age 14. See Sct 8 of RTE Rules click here.
Pre and Post Matric Scholarship schemes for SC, OBC & students with disabilities (here)
Girl student Assistance Programme (NASP) Rs. 3,000/ is deposited in the name of eligible
girls as fixed deposit after passing Grade 8 and enrolling in Grade 9. The girls are entitled to
withdraw the sum along with interest on reaching 18 years and on passing 10th class. For more
information click here.
Kasturba Gandhi Balika Vidyalaya (KGBV) residential schools with boarding facilities at
elementary level for girls. 75% girls should be from SC, ST, OBC or minority communities and
only thereafter, 25% girls from families below poverty line. (See list of KGBV's here).
Higher Education Loan scheme: Up to Rs10lakh for tuition, hostel etc. Minimal interest and
repayable over 15 years. See article here.

Age

Fees

Midday meal Text book

Passing bonus

6 to 14
years

None

Boys/Girls

Boys/Girls free

Girls from slums Rs 200

Middle 68
Passed 5th None
(Delhi Govt schools)

Boys/Girls

Boys/Girls free

Girls from slums Rs. 400

Primary 15
(MCD schools)

Senior 912
Rs125/3mths
Passed 8th
None
=Rs. 600 / yr
(Delhi Govt schools)

Girls 9/10 Rs250
Girls from slums Rs. 600
Girls11/12 Rs300

3. Application Procedure for Admission (Chance of success 80%. Time frame 1 week)






For free uniform for SCST, application is submitted to the Principals of the schools.
Pre & Post Matric Scholarship schemes for SC, OBC & students with disabilities (click here)
For Girl student Assistance Programme Apply to the Principal / Head of the School with SC/ST
Certificate Birth Certificate.
Kasturba Gandhi Balika Vidyalaya residential schools. Apply directly to the school.
For higher education loan scheme apply at participating Banks (PNB, Union etc)

4. Advocacy (if application doesn't succeed)
i.
ii.
iii.
iv.
v.

Initially approach the principal of the school; then
Complain to the Basic Shiksha Adhikari (responsible for primary schools in that district); here);
Contact the Right to Education Task Force Advocate Ashok Agarwal 9811101923; then
Report your grievance to Right To Education at the website here; then
Lodge RTI to Directorate of Education (Find PIO here and enter 'Education DDE')
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3.

Education  (National Institute of Open Schooling)

Many people want to study but for a number of
reasons can't go to formal school. Perhaps they
dropped out of school at an early age, but now,
as a young adult they want to study again. They
may be working a job or even looking after a
family so can't go to 'school'. For lakhs of such
people, Indian Open School has played a vital role in allowing them to study from home. It
currently has an enrolment of about 1.5 million students at Secondary and Senior Secondary
levels which makes it the largest open schooling system in the world.

1. Relevant Department
Central Government
• National Institute of Open Schooling (http://www.nos.org/)

2. Entitlements (Best Source: NIOS http://nos.org/aboutus/profile.aspx )
•
•
•

Open Basic Education (OBE) Programme equiv to classes III, V & VIII of formal school system.
Secondary Education Course (Class 10)
Senior Secondary Education Course (Class 12)

3. Application Procedure for Admission (Chance of success 90%. Time frame 4 wks)
For Class 3,5 or 7;
 Find the Centre nearest you from the website here
 Go to the centre and process the application.
For Secondary (10th) and Senior Secondary (12th) all applications are now done online:
 Go to the website here and complete the online application yourself; or
 Go to the local Accredited Institution (AI) which will help do the application online. For list of AIs
click here; or
 Visit the regional Centre which will help you do the online application. For list of Regional
Centres click here.
Fees here are:

Class

Women

Men

SC/ST /Handicapped

Secondary (10th)

1,100

1,350

900

Sr Secondary (12th) 1250

1,500

975

4. Advocacy (if application doesn't succeed)
i.
ii.
iii.
iv.
v.

For 3rd, 5th, 7th application, approach the Centre where you applied; then
For 10th & 12th check the status of your online application here; then
Complain to the Regional Centre. For list of Regional Centres click here.
Complain or RTI to the NIOS Head Office in Delhi. For contact details click here.

Using the Central Government's online grievance redressal mechanism here

5. Success story
In Delhi, Rukhsana was a housewife who had never been to formal school. She did NIOS Senior 10 th
and after passing completed Senior (12th also through NIOS. She's now considering going to college!
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G) Household Utilities
1.

Household Utilities – (Water)

Drinking water is fundamental to human life and health. The Indian government,
through the schemes below, is committed to getting clean drinking water to
every Indian.

1. Relevant department
Central Government
• Ministry of Drinking Water & Sanitation (Web http://www.mdws.gov.in/).
Delhi State Government:
• Delhi Jal Board. (For website click http://www.delhijalboard.nic.in/)
The Delhi Jal board in divided into various zones. To find your Basti's zone see Jal Board site here
under Section 13.

2. Entitlement (Best Source: Jal Board Charter here )
a) For all residents
 50 gallons (190 litres) of filtered water per person per day here.
b) For JJ Clusters with piped water supply:
 1 tap per 150 people (See here page 2/316 'Environmental Improvement in Urban Slums')(2009)
c) For JJ Clusters with no piped water supply:
 Regular tanker supply.
 If regular tanker doesn't come then emergency supply within 3 hours of the request free of
charge, as seen in the Jal Board policy here (under Sct 4. 'Supply of Water Tankers').

3. Application Procedure
a) Regular residents
• Can apply for a water connection (see procedure here)
b) For JJ Clusters with piped water supply: (Chance of success 90%. Time frame 48hrs)
 To apply for resumption of water supply, phone the Zonal Water Emergency number in your
zone (listed in Sct 12 on the DJB website here); My Basti's emergency number is __________.
 To apply for additional taps for your basti apply to Jal Board Zonal Office (listed in Section 13 of
the DJB site here, referring to the entitlement of 1 tap per 150 people above.
c) For JJ Clusters with no piped water supply: (Chance of success 80%. Time frame 24hrs)
 To apply for a tanker to supply water, apply to the Zonal Water Emergency number in your zone
(listed in Sct 12 on the DJB website here); My Basti's emergency number is __________.
 Or phone Toll free on 1916

4. Advocacy (if application doesn't succeed)





Called Delhi Jal Board helpline 1916 (here); then
Submit complaint direct to your zone within the Jal Board. The names and number are in the
Citizens Charter here on page 1416 procedure is found here; then
RTI to Public Info Officer in your zone of the Jal Board. For list of PIO's click here ; then
Complain to the Delhi Public Grievance Commission. For the procedure click here

5. Success story
a) Piped water In Janta Colony there had been no water in the MCD lines for 2 days. Anthony David of
Kari Project phoned the Jal Board in Shahdara. The water began flowing again later that day.
b) Tanker water In Bhalsva Dairy residents relied on tanker water for drinking for years. The tanker
came regularly every few days. One day the tanker water was yellow in colour . It was clear that the
driver had sold the clean water to someone else and filled up on unclean water. Local resident Mr Kallu
challenged the driver who admitted his fault and promptly went away and brought clean water.
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2.

Household Utilities – (Electricity)

In most states in India electricity supply is now semi privatised. That
has lead to an increase in efficiency, but also an increase in bills.

1. Relevant Department
State Government
Power distribution has now been privatised in Delhi. Delhi is divided into 4 zones:
• East Delhi: BSES Yamuna Power Ltd (BYPL) (Reliance owned) (for web click here).
• West & south of Delhi: BSES Rajdhani Power Ltd (BRPL) (Reliance owned) (for web here)
• Central Delhi (NDMC) still government owned
• North & northw est Delhi: Tata Power Delhi Distribution Ltd (TPDDL) (formerly North Delhi
Power Ltd) (for web click here).

2. Entitlement (Best Source: Citizen Charters for BSES here)
a) Regular Power supply only interrupted for several hours at a time for load shedding.
b) New connection in colonies where there is existing connections/infrastructure.
c) Electrification of some Bastis depending on location of existing infrastructure.
d) Independent resolution of bill/fine disputes.

3. Application Procedure
a) For power cut (May need to give CRN no from latest bill) (Chance of success 80%. Time 01 day)
 BSES (lodge complaint by phone procedure in Citizens charter here) Phone 3999 9808 (BYPL),
3999 9707 BRPL, choose language, press 1 for power supply, enter CRN, get complaint # .
 TPDDL: Website still under construction so find number on bill.
b) For new connection (Chance of success 80%. Time frame 1 week)
For BSES procedure here. Documents required :
1. Proof of ownership (except if in JJ cluster); Proof of identity; 2 photos; Test report of adequacy of
house wiring; Indemnity certificate on Rs100 stamp paper stating that won't hold BSES liable
(typists near the office know wording); Address proof; NOC from landlord if tenant;
2. Fill out the form on line here (or download the form here);
3. Payment. (Rs 3,600) See page 5 of Citizens Charter here. Some Distributors allow Rs600
initially, then 30 instalments of Rs100.); (Get receipt)
Submit application to BSES (for list of BSES offices click here.)
c) For electrification of a basti without electricity (Chance of success 20%. Time frame 9 months)
 Apply directly to BSES/TPDDL (for list of BSES offices click here.)

4. Advocacy (if application doesn't succeed)
(For more details see the BSES grievance redressal mechanism page 26 of citizen charter here)
a) Phone Complaints line BRPL 3999 9707 BYPL 3999 9808 (24 hours)
b) Visit Customer Care Office (9:153:15 working days)
c) Visit Business manager (10:0011:00 working days).
d) Complain to BSES head office HeadOffice: Shakti Kiran Building, Karkardooma
e) Consumer Grievance Redressal Forum (CGRF): Substation Building, Shakti Kiran Building,
Karkardooma, 110032, Tel 01132978140, 32978141, Email: cgrfbypl@hotmail.com
f) Electricity Ombudsman: An appeal against the CGRF order may be filed with Electricity
Ombudsman. B53, Paschimi Marg, Vasant Vihar, New Delhi110057. Tel 01132506011.

5. Success Story
Electrification of basti Prior to 2005 Harijan Basti in East Delhi, did not have legal electricity. BSES wanted
to charge an extra 'development charge' of Rs. 6,0007,000 extra per person in order to finance the
infrastructure necessary. However, on application by the community, the community got legal power at the
normal rate (Rs3,600) & that too payable by instalments. The whole process took about 9 months.
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3.

Household Utilities – (Gas)

Cooking gas is cheaper & cleaner burning than kerosene,
wood or dung, so is very useful to all households. Often
distributors don't want to issue new connections, but most
households have a right to one.

1. Relevant Department
Cooking gas is now semi privatised. Most connections are through:
 Indian Oil Corporation Ltd (Indane) (the website is here); or
 Bharat Gas (click here); or
 Hindustan Petroleum (HP) Gas (click here)

2. Entitlement (B Source:Indian Oil Corporation here).
•

•

Every household with a separate cooking area is entitled to one Gas connection (See
FAQ#1 here).
9 gas refills in each 12 month period (See web here) at a subsidised rate (Rs405456)
here

3. Application Procedure (Chance of success 70%. Time frame 1 month)
a) For new Indane connection (See FAQ#1 here)
i)

Fill out the form and submit to nearest distributor. To find local distributor go to Indane website
here. My nearest local Indane gas supplier is __________________________.
ii) Submit proof of identity & residence (Either I Card or Ration Card, Electricity bill etc).
iii) Receive letter through registered post (to check address). Take that to distributor.
iv) Cost (for see FAQ # 2 here:
•
•
•
•
•

•

Refundable Security Fees Rs.1450;
Gas refill: (Delhi Rs419, Kolkata Rs420, Mumbai Rs456, Chennai Rs406 (See here under 'Subsidised
Prices in Metros)
Refundable deposit for Regulator Rs.150;
Installation. Rs50;
Total Rs2,100 (without stove) (NB get a receipt)
(NB You can use your own stove & pipe if it has ISI mark & original receipt of purchase and checked by
Indane staff for Rs250; Go to here and see 'Frequently asked Qu #3)

b) To get subsidy
Apply here to have subsidy paid directly to bank a/c. Middle class consumers are encouraged
to 'Give up ' their subsidy to enable a BPL consumer to get a gas connection here. Non
subsidised price Rs559593 here)

4. Advocacy (if application doesn't succeed)
◦ Complain to
Toll Free Number
2. Online Complaint
4. Lodge an RTI

Indane (here)

HP

Bharat Gas

Contact Distributor
1552333 1800 2333555 here
https://iocl.com/VigilanceInquir
y.aspx

Contact Distributor
155233 or 18002333555
http://myhpgas.in/myHPGas/H
PGas/GiveFeedback.aspx
PIO's here

Contact Distributor
18002333555

PIO's here

Regional offices here

5. Success Stories
Put yours here!
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H) Basti Colonies
1.

Bastis – (Sweepers & Mosquito spraying)

Every basti has appointed sweepers, but often they don't sweep.
During monsoon, mosquitoes carry a real danger of dengue.

1. Relevant Department
•
•
•

South Delhi Municipal Corporation (Web here)
East Delhi Municipal Corporation (Web here)
North Delhi Municipal Corporation (Web here)

2. Entitlement (Best Source:
In practice the various Municipal Corporations provide two forms of sanitation works:
 Sweepers to clean streets and drains every day; &
 Mosquito spraying every year before monsoon.
For the list of SK's (Safai Karamcharis) in all MCD Zones, click on the website (above) for your area
(North, South or East) above then on 'Zone Wise Sanitation Workers' (mid page, bottom right). Find all
your colony's SK's by ward number.

3. Application Procedure
a) Sweeper problems (Chance of success 70%. Time frame 1 month)
 Speak to the Sweepers Inspector (Thanedar); then
 Phone the MCD Control Room (011) 2282 2700 (get a complaint number).
 Apply to the Deputy Commissioner of the MCD for your area.
b) Mosquito spraying (Chance of success 50%. Time frame 1 month)
 Locate the local Sanitation Office near your basti and ask the Malaria Inspector for the Malaria
Spray Worker (MSW) (otherwise know as the Bheldar) to be sent; or
 For 'fogging' (spraying with a machine) apply to the Chief District Medical Officer (CDMO) at
the District Administrative office (click here and enter 'DHS' & scroll down for list of CMO's).

4. Advocacy (if application doesn't succeed)







Speak to the Sweepers Inspector (Thanedar) or local Malaria Inspector again; then
Phone the helpline; (011) 2282 2700, again (quote the original complaint number); then
Complain to the Deputy Commissioner of the MCD for your area;
 South Delhi Municipal Corporation: Dr SPM Civic Centre, Minto Rd, N Delhi, 110002.
 East Delhi Municipal Corporation: 419 Udyog Sadan Patparganj, New Delhi, 110096
 North Delhi Municipal Corporation: Dr SPM Civic Centre, Minto Rd, N Delhi, 110002
Lodge grievance on line here;
RTI to the Deputy Commissioner for your MCD at contacts above.

5. Success Stories
a) Sweepers: In Sarai Kale Khan Basti there were no sweepers. Community worker Mr Rakesh helped
residents apply for sweepers to be appointed. The Sanitation Supervisor said there were 2 vacant posts
for sweepers, but none had been assigned. Ultimately the Deputy Commissioner of MCD appointed
sweepers. The process took 6 months.
b) Mosquito spraying: In Madanpur Khadar Basti the mosquito situation was getting bad. Community
worker Mr Rakesh spoke to the local Malaria Inspector for initial spraying & then through the District
Health officer got 'fogging' done.
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2.

Bastis – (Paving, Toilets and Lights)

During monsoon, moving in and around bastis is difficult
on dirt muddy roads, so paving and drains are very useful.
Without field to fo to, toilet blocks are vital in bastis,
especially for women.

1. Relevant Department
•
•
•

South Delhi Municipal Corporation (Web here)
East Delhi Municipal Corporation (Web here)
North Delhi Municipal Corporation (Web here)

2. Entitlement (Best Source: here see page 2/317 'Environmental Improvement in urban slums').
i. Paving;
ii. Toilet blocks offering 1 toilet for 25 people; and
iii. Street lighting 30 metres apart.

3. Application Procedure
a) Paving (Chance of success 70%. Time frame 13 months)
 Apply to the local MLA (Vidayak). Click here to identify your area's MLA.; or
 Apply to the local Councillor (Nigam Parisad) for your ward. To find the councillors details click
here for South Delhi, here for East Delhi, here for North Delhi. If you're not sure of your ward
click here for South Delhi, here for East Delhi, here for North Delhi. Use 'find' to find your colony,
and then see your ward & zone.
b) Toilet blocks (Chance of success 10%. Time frame 1 year)
 Apply to the local MLA (Vidayak) or Councillor (Nigam Parisad) as described above.
c) Street Lighting (Chance of success 10%. Time frame 1 year)
 Apply to the local MLA (Vidayak) or Councillor (Nigam Parisad) as described above.

4. Advocacy (if application doesn't succeed)






Complain to the Vidayak of Nigam Parishad where you applied; then
Complain to the Deputy Commissioner of the MCD for your area;
 South Delhi Municipal Corporation: Dr SPM Civic Centre, Minto Rd, N Delhi, 110002.
 East Delhi Municipal Corporation: 419 Udyog Sadan Patparganj, New Delhi, 110096
 North Delhi Municipal Corporation: Dr SPM Civic Centre, Minto Rd, N Delhi, 110002
Lodge grievance on line here;
RTI to the Deputy Commissioner for your MCD at contacts above.

5. Success Story
a) Paving: In Madanpur Khadar basti in south Delhi there was no paving. Community worker, Mr
Rakesh, together with residents applied to the local Vidayak. After 6 months the entire block was
concreted.
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3.

Bastis  (Slum Demolition / Rehabilitation)

The Delhi Government's goal is to make Delhi 'slum free'. To that
end it has n the past demolished slums and 'relocated' the longer
term residents to land in the outskirts of Delhi. Now it is starting to
favour relocation to prebuilt units or an 'upgradation' of a slum on
the existing site.

1. Relevant Department
Central Government
 DDA (or other Land Owning Agency (LOA) (eg Jal Board, Railways)
 Rajiv Awas Yojana (Under Ministry of Housing and Urban Poverty) (For website click here)
Local Government
 South Delhi Municipal Corporation (Web here)
 East Delhi Municipal Corporation (Web here)
 North Delhi Municipal Corporation (Web here)

2. Entitlement (Best source: Delhi's Planning document here )
For all residents living in Basti's since 2007:
a) Relocation to land on new site: No longer used by the government.
b) Relocation to Prebuilt Unit: For those who have resided in the slum since 2002 or longer on
payment of Rs.75,000/ and for those residing after 2002, but since before 1st April 2007,
Rs1,32,000. Both are payable by instalments. See Tehelka article here.
c) On site upgradation of the Basti (for policy click here (see p2/316 'in situ upgradation'); So far
this has only been done in 4 Bastis, Ekta Vihar in south Delhi, Prayog Vihar in West Delhi,
Madrasi Basti in Moti Bagh and Shahbad in Daulatpur.

3. Application Procedure
a) For on site upgradation (and legalisation) (Chance of success 5%. Time frame 2 years)
 Apply directly to the Land Owning Agency for “No Objection Certificate” to Upgradation.
 Directly approach your local MLA or MP. Click here to identify your area's MP and MLA.
b) For prebuilt unit land in the relocation site (Chance of success 40%. Time frame 5 months)
• Directly apply to HUDA or whichever agency is building the units.

4. Advocacy (if application doesn't succeed)



•

Complain to the Land Owning Agency which did the demolition; then
Complain to your local MLA or MP. Click here to identify your area's MP and MLA.
Try calling the Delhi Justice Resource Centre on+91114050170 or email:
delhi@justiceventures.org
Lodging a complaint through the Delhi Govt's own Public Grievance Commission (here) ;

5. Success Story
a) In situ upgradation: Through the work of ASHA, Ekta Vihar, near RK Puram was totally redesigned
and gained legal status in the 1990's.
b) Relocation: Barapullah slum was built on the banks of the drainage canal near Nizamuddin Railway
Station. In 2001 the MCD gave residents 6 days notice of their 'relocation'. A residents group challenged
the relocation in the Delhi High Court through lawyers at the Lawyers Collective. They achieved a stay
of the eviction for 3 months to allow residents to deconstruct their own houses peacefully rather than by
force. The court also ordered the MCD to issue title certificates in the relocation colony before the
eviction.
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4.

Bastis  (Compensation for Fire / Flood)

Indian government provides compensation to the families who
are affected by natural/manmade disasters. Compensation is
provided to survivors and their respective families.

1. Relevant Department
Delhi State Government:
 Delhi Disaster Management Authority (Website here).
 Sub Divisional Magistrate (See here for your Basti's
district's website & click on 'disaster')

2. Entitlement (Best Source: Delhi Disaster Management Authority (Website here).
For all residents living in Basti's who lose a family member's life or their house due to fire or flood.
 Rs.1,00,000/ for loss of life of adult;
 Rs. 50,000/ for loss of life of child;
 Rs. 20,000/ for serious injury; and
 Rs. 1,000/ for loss of Jhuggi

3. Application Procedure (Chance of success 40%. Time frame 6 months)
A survey will be done of all residents affected by the disaster by:
 Fire Department; Police; and the area's Sub Divisional Magistrate.
Need to submit the following documents to SDM:
 Application for exgratia payment;
 Residential proof;
 Identity proof;
 Death certificate (if death); &
 Medical certificate (if injury)

4. Advocacy (if application doesn't succeed)




Complain directly to the SDM (See here for list of SDM offices); then
RTI to the SDM (for PIOs click here and enter 'Dy Commissioner' for your district); then
Delhi Public Grievance Commission (procedure here).

5. Success Story
In 1997 in the slum behind Raj Ghat a fire destroyed many houses. Sahyog project was working in the
Colony. Both the Fire Department and the Police Department surveyed the damaged area and made a
list of fire affected families. The number of affected families was slightly different on each list, so the
relief was held up. Mr Rakesh of Sahyog project contacted the SDM for the district who did their own
survey after which the relief was given.
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I) Human Rights Abuse
1.

Human Rights  (Domestic Violence)

While improving the position of women in India is still very poor.
Even in their own homes, many women are regularly beaten by by
their husbands. This behaviour is unacceptable in the eyes of
society and the government. This is reflected in the new Domestic
Violence Act of 2005.

1. Relevant Department
Delhi State Government:
 Delhi Commission for Women (For Website click here).
 Delhi Police. (For website click here)

2. Entitlement (Best Source: Protection of Women from Domestic Violence Act 2005 here)
In an emergency; Swift rescue action to rescue the women.
Longer term; Freedom from domestic violence (See Domestic Violence Act 2005 here) which includes:
 Actual abuse or the threat of abuse ;
 Abuse could be whether physical, sexual, verbal, emotional or economic; or
 Harassment by unlawful dowry demands to woman or her relatives is also be covered.

3. Application Procedure (Chance of success 40%. Time frame 6 months)
In an emergency:
 Call the police on 100 or special line for women in distress 1091. They must respond within
hours; or
 Call the Rape Crisis line on 2337 0557 here.
 Call the Delhi Commission for Women's toll free number 1800 119292. They have mobile van
that could get to the women within hours for a rescue if necessary.
For longer term resolution:
 If any local NGO's has a Mahila Panchayat then talk to them to see if they can solve the
problem; or
 Talk to the Delhi Commission for Women at (011) 2337 0597, 2337 8044, 2337 8317. Email
msdcw.delhi@nic.in, C Block, 2nd Fl, Vikas Bhavan, I.P. Estate, New Delhi 110002. They'll invite
the abused woman to come into the office (in ITO) to talk. The Commission staff may then call
the husband in to talk. If he doesn't appear, the Commission may forward the complaint to the
police/court and may be able to provide the woman with temporary shelter; Or
 Lodge an FIR at a special police station for women & children here (Darya Ganj, Jama Masjid,
Chandni Chowk, Kamla Market, Haup Qazi, IP Estate, Pahar Gnaj, Nabi Karim, DBG Road,
Karol Bagh) or at your local Police Station after which police arrange for medical examination/
certificate and will investigate the abuse.

4. Advocacy (if application doesn't succeed)





Complain to the Delhi Commission for Women (for contacts click here); then
Complain to the Police using the online form (here); then
Complain to the Police CP or DCP for your district (here).
RTI to the Delhi Commission for Women (For PIO click here & enter 'Women CommissionDelhi')

5. Success Story
Farooka was being abused by her husband in Janta Colony. Nazareth Mahila Samiti, a local NGO
called a local women's panchayat meeting who condemned the violence. However the husband kept
abusing Farooka. She then lodged an FIR at the local police station. The police warned the husband to
stay away from his wife. He stayed away.
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2.

Human Rights  (Child Labour)

Many people treat children, especially girls, as commodities to be
bought and sold. Every day we see children working in chai shops,
dhabas and even in our own homes as maids. Such labour robs children
of their childhood & is now illegal.

1. Relevant Department
Central Government:
• Ministry of Labour & Employment (For website click here).
Delhi State Government:
• Delhi Police. (For website click here)

2. Entitlement (Best Source: Child Line page here.)
Child Labour (Prohibition & Regulation) Act 1986 (see here)
• No child under the age of 14 (completed) can be employed in a 'hazardous occupation' which includes as
domestic servants, chai shops, dhabas & brick kilns.
• Even in a permitted industry, no child can work more than 3 hours before a break of 1 hour, not more than
6 hours in a day and not between 7pm and 8am.

3. Application Procedure (Chance of success 90%. Time frame 2 days)




Activist lodges an FIR at a special police station for women & children here (Darya Ganj, Jama
Masjid, Chandni Chowk, Kamla Market, Haup Qazi, IP Estate, Pahar Gnaj, Nabi Karim, DBG
Road, Karol Bagh) or at your local Police Station after which police will investigate the abuse.
A tollfree helpline (1098) has been made operational by the NGO Childnline (see website
here) to receive distress calls about employing children in the banned sectors. This number is
manned 24 hours a day by NGO's. Childline (Website here) 1098 is presently operational in
11 locations in in Delhi listed here including: South Delhi, North Delhi, Southwest Delhi, North
east Delhi, Central Delhi, New Delhi, South Delhi, North Delhi, Shahdara Delhi, West Delhi, East
Delhi.

4. Advocacy (if application doesn't succeed)





Phone 1098 again; then
Complain to the Police using the online form (here); then
Complain to the Police CP or DCP for your district (here); then
RTI to the Delhi Police (for contacts for complaints click here); then

5. Success Stories
Put yours here!
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3.

Human Rights Abuse  (Trafficking)

Trafficking means the kidnapping & sale of human beings into menial
work or worse, prostitution. The life for a young girl, torn from her family,
trafficked into prostitution and then raped multiple times a day for years is
unthinkably horrific, yet it happens to thousands of girls in our own
country every year. The only way to stop it is for ordinary people, like you
and I to act if we see anything suspicious.

1. Relevant Department
Delhi State Government:
• Delhi Police. (For website click here)

2. Entitlement (Best Source: Child Line page here.)
Under Immoral Trafficking Prevention Act (click here).
• No child can be trafficked/prostituted. In fact under this Act running brothels is also illegal,
although this is rarely enforced. The only current legal form of prostitution is for an adult from
their own home.
• Operation Muskaan specifically designed for finding missing children here.

3. Application Procedure (Chance of success 40%. Time frame 6 months)





Activist lodges an FIR at a special police station for women & children here (Darya Ganj, Jama
Masjid, Chandni Chowk, Kamla Market, Haup Qazi, IP Estate, Pahar Gnaj, Nabi Karim, DBG
Road, Karol Bagh) or at your local Police Station after which police will investigate the abuse; or
For Operation Muskaan contact the Ghazibad police station which began the programme here.
A tollfree helpline (1098) to receive distress calls about employing children in the banned
sectors. This number is manned 24 hours a day by NGO's and supported by the union Ministry
of Women and Child Development. Childline (Website here) 1098 is presently operational in
11 locations in in Delhi listed here including: South Delhi, North Delhi, Southwest Delhi, Northeast Delhi,
Central Delhi, New Delhi, South Delhi, North Delhi, Shahdara Delhi, West Delhi, East Delhi.



If a child is freed from being trafficked, under the Juvenile Justice Act, she/he will be have to
appear before a Child Welfare Committee within 24 hours, after which she/he will be placed in a
safe house for up to 6 months, while the authorities decide whether it's safe for her/him to go
home.

4. Advocacy (if application doesn't succeed)
•
•
•
•

Phone 1098 again; then
Complain to the Delhi Police (for contacts for complaints click here); then
Complain to the Police CP or DCP for your district (here).
RTI to the Delhi Police (for contacts for complaints click here); then

5. Success Story
An immigrant family to Delhi came into trouble when the father suddenly needed Rs. 11,000 for medical treatment.
He borrowed from a moneylender, a lady who said, "You have to give me your daughter (age 12 or so) to work as
a domestic servant for 1 year to repay the loan." The father let the lender take his daughter. One year later, the
parents went back to get their daughter and, despite some argument, brought the girl home. Soon after, the
woman came to their home and said, "Give me back your daughtershe hasn't yet paid off your debt." The mother
refused and the woman left. Later, however, she returned with a group of thugs and said to the father, "Your wife
AND your daughter AND son have to come with us." He did not resist them and they took his family away.
However, he went out and immediately called Childline's hotline 1098. The man who answered the phone sprang
into action: He worked with police and they intercepted the captors and the family at a train station before they left
the city. Now the father has his wife and son and daughter safely home, and the moneylender has been charged
with crime. It was lucky the father knew the Childline number to call, and fortunate that the NGO on the other end
of the phone acted so swiftly.
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J) Appendices
1.

Appendix – 10 Steps to Community Empowerment

1. Build deep relationships with residents in the community
The key to any lasting change in a poor community is the residents
themselves. Often however, after generations of poverty and being ignored
by the powerful, residents are quite disempowered so much so that they
passively accept their situations. Vitally important to a community being able
to identify and solve its own problems then is for a small group of residents to
develop the knowledge, skills and 'heart' (courage, self confidence and
selflessness) to become change agents within their community. We believe
the best way to help key residents to develop this knowledge, skills and 'heart' is by our own staff
forming strong mutual, caring relationships with several key community members. Hence from the very
beginning of the problem solving process our staff are looking to form good relationships with key
residents. In choosing with whom to make the relationships, we deliberately look for key people with the
right 'heart' who can potentially take the community forward in their development journey after our
NGO's staff leave. An added advantage to forming good relationships with residents is that we will tend
to get the 'real' story on the community when we do our research on the community in Step 2.
2. Learn about the community  Observe and enquire
It's important to start the problem solving process by being learners ourselves rather than coming in as
experts. One of the best ways to learn about the community is to simply walk around and observe
ourselves the situation with respect to housing, power, sanitation, water, community relations,
marginalised groups etc. Some things about the colony however, we can't observe, such as the history
of the colony, what residents appreciate about their colony and what they perceive to be their priority
problems. For these, more hidden aspects, we need to ask questions, especially of those with whom we
are developing close and mutual relationships (from Step 1 above.)
3. Analyse the problems yourself and with your colleagues
In order for our NGO's staff themselves to have a sense of the most pressing problems we, as a team,
analyse what we've learnt from Step 2. This analysis may also reveal which problems affect most
residents, which problems may create opposition etc, so revealing which problems will have the best
chance of being resolved successfully. This analysis is not so as to impose those findings on the
community, but rather to have thought about these issues before running the community meeting, to
decide on which problem to tackle first (step 4).
4. Hold community meetings to prioritise the problems
While our NGO's team has done its own analysis in Step 3, it's vital for the final decision as to which
problem is tackled first, to actually be taken by the residents themselves. This is done in a community
meeting attended by representatives of as many groups of residents as possible; women, children,
Muslims, Hindus, the disadvantaged and so on. This is one of the most difficult steps in the entire
process, as running a successful community meeting with many different groups and different opinions
is very difficult. The facilitator will attempt to hear all parties, quieten the loudest voices and ultimately
build consensus among the residents as to which problem to tackle first.
5. Become an expert in the resources that could solve the problems
After the community has decided which problem to tackle first, our NGO team can use this Manual, its
wider networks, internet research, RTI (Right To Information) applications and so forth to gather relevant
information on resources available to the community that may be used to resolve the problem. These
resources may be found in the government (in this Manual), among other NGOs, or indeed within the
community itself. Again, this research is not done so as to impose those resources on the community,
but rather to have options to put to the community in the next community meeting when developing a
Plan of Action (Step 6).
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6. Plan action to solve the problem
Another community meeting is held to make a plan of action to solve the priority problem decided in
Step 4. The plan needs to specify who will do what, when it will be done and who will pay for any
expenses. While our NGO's staff may be a part of the action plan, it's vital that our NGO's staff not take
too much responsibility. If residents aren't willing to get involved, then it indicates a lack of commitment
to the process and our NGO's staff need to wait until there is sufficient commitment before moving on.
This planning phase may also be a good point at which to introduce God as a willing aid in the problem
solving process. In the multifaith context of India, most people will readily agree to call on God within
their own tradition to help solve community problems.
7. Take the action agreed
Residents who have agreed to take steps in the Action Plan (from Step 6) then proceed to do so. Often
these steps involve advocating with government officers to implement existing government services
which should be available to residents. Usually this will involve using the Application Procedure outlined
in this Manual.
8. Reflect on the action taken
If, after carrying out the plan of action, residents have succeeded in solving the problem, then it's
important to celebrate the success! If we haven't succeeded, then we need to make a new plan
probably using the Advocacy Steps outlined in this Manual and using our learnings from step 7.
Then cycle through steps 68 until the problem is solved or becomes unresolvable.
9. Do it all again with less involvement from the our NGO & more from the residents
After the resolution of the first problem we return to Step 4 and choose the next community problem to
tackle. In doing so our NGO's staff take less responsibility, while encouraging residents to take more
responsibility. In this way, gradually the residents, especially the 'goodhearted' people learn the whole
problem solving process well enough that they can eventually do it without the help of our NGO's staff.
10. Form a CBO
The 'good hearted' people identified in Step 1 and mentored through the entire problem solving process,
will eventually form an independent CBO (Community Based Organisation), that will carry on facilitating
the community's development after our NGO's staff leave. That group may, after some time, wish to
register as a formal Community Welfare Association, so as to give it more authority in dealing with the
government as well as more accountability.
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2.

Appendix  Table of Services Provided by the Government
Service

Page

Available Available
for APL
for BPL

Main Scheme Name

Relevant legislation

Food: Food security

6

*

*

Targeted Public Distribution Scheme

National Food Security Act

Child nutrition

7

*

*

Integrated Child Developm't Scheme

National Food Security Act

School Meals

8

*

*

Mid Day Meal Scheme

National Food Security Act

Health: Insurance

9

*

Rashtriya Swasthya Bima Yojana

Immunisations

10

*

*

National Health Mission

Pregnancy & delivery

11

*

*

Janani Suraksh Yojana

Disability Services

12

*

*

National Social Assistance Program

Drug/alcohol rehab

14

*

*

Identity: ICard

16

*

*

Unique Identity Card

17

*

*

Birth/Death Certificate

18

*

*

OBC certificate

19

*

Income Certificate

22

*

Income: Pensions

23

*

National Social Assistance Program

Girl child incentives

25

*

Balika Samriddi Yojana

Employment

26

*

*

Vocational Training

27

*

*

Drivers Licence

28

*

*

Micro Enterprise

29

*

*

MUDRA (Micro Units Dev't Refinance Agency

Education: Schooling

30

*

*

Sarv Shiksha Abhiyan

Right To Education Act

Educ'n scholarships

32

*

Sarv Shiksha Abhiyan

Right To Education Act

Open Education

33

*

*

National Institute of Open Schooling

Utilities: Water

34

*

*

Electricity

35

*

*

Gas connection

36

*

*

Bastis: Sweepers

37

*

*

Swacch Bharat Mission

Paving & drains

38

*

*

Swacch Bharat Mission

Demolition relocation

39

*

*

Disaster recovery

40

Rights: Dom Violence

41

*

*

Child Labour

42

*

*

Child Line

Child Labour Act

Trafficking

43

*

*

Child Line

Immoral Trafficking Prevenn

National Food Security Act

Aadhaar

Jan Shiksha Sanstaan

Rajiv Gandhi Gram Vidyut Yojana

*
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3.

Appendix  Writing Effective Applications (with example)

In your letter of application be sure to include the following:
1. A clear statement of your problem. For example – there are not enough
water taps in your colony. A photo of the problem is very helpful too.
2. The right you have to this service the relevant law (perhaps with the relevant
website). For example under the MCD policy there should be 1 tap for every
150 people.
3. Your request that is specific and clear. What to you want by when. Don't
have an angry tone but also don't be overly polite. For example you want 10
extra taps in the colony by 30 June 2016.
4. Next Steps: If you don't get this action what you. For example if you don't get the extra taps by
30th June, you'll lodge an RTI.
Copy the application to the head office so the local officer is more inclined to consider your request.
Thus an example letter might look like this:
Delhi Jal Board
North East office
Shadhara
10th December, 2015.
Re: Application for additional water sources in Janta Colony
Dear sir,
I live in Janta Colony, Seelampur in North east Delhi. I respectfully state the following:
1. That 60,000 residents live in Janta Colony and that there are far too few water sources available
for those residents.
2. I note from the MCD document available at:
http://delhiplanning.nic.in/PD/200910/Urban%20Development%20%5B315%20%20340%5D.pdf

that according to MCD guidelines 1 tap should be available for every 150 people.
3. Since my Colony has 60,000 residents, I would therefore like to apply for 20 additional taps by
30 June 2016, to take the total number of taps a little closer to 400 in accordance with MCD
guidelines.
4. If this is not done, I will lodge an application under the RTI Act 2005 to the Jal Board (north
EastI) Zone office to know what has happened with this application.
Kind regards,

Ramesh Kumar
Ramesh Kumar
H. No 6
Gali No7
Sivarampur Colony
North East District
Delhi 110087
Tel 9750 478598
cc Del Jal board head office
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4.

Appendix – Tips on lodging Applications

A. Preparation for the meeting















Take someone from the community.
Have the purpose of the visit clearly in mind.
Get an appointment if possible.
Dress formally.
Take your I card & visiting cards if you have them.
Have your diary, paper & pen.
Take 2 copies of any letter or document you want to present.
Take the originals of any document copies that may be required.
Know where the office is.
Have enough money for auto (if getting late).
Get there on time.
Know the rules & policies (including this officer's superiors name) well before going in.
Decide what pressure you're prepared to apply BEFORE you go in, if he is unreasonable.
Decide who will speak.

B. During the meeting








Introduce yourself and if appropriate check their name, designation and phone number.
Clearly state your purpose for coming (may involve giving the letter  if so get a received stamp)
Stay calm! If there's an argument or raised voices you will lose!
Repeat whatever they say to you (whether negative or positive) (Often when the officer hears his
unreasonable response repeating he softens it.)
If you can't get him/her to 'receive' your application, then at least fix any future date in your diary.
Remember 'later' means never, so never accept later.
Clearly state whatever follow up you intend to make.
Thank him/her

C. Debrief the meeting
 If you went with someone from the community then debrief the meeting by asking: 
“How was that meeting for you?”

D. Record the meeting
 Date & time of meeting
 Who you met with
 Result of the meeting (attach extra sheet if necessary)
 Any expense
 Attach the received copy of any letter given
Put any follow up on appropriate date in your diary.

E. Follow up on the meeting




Do whatever said to the officer you’d do.
If it was a promise for some action, check more frequently that it will happen as the date
approaches.
Once a positive result has been achieved make sure to thank them with phone call.
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5.

Appendix  Dealing with Corruption

What are the problems with the system?
 The more people pay bribes the more it becomes
entrenched in the system.
 Corruption effectively excludes the poor, who cant afford
the bribes, from accessing the very services that were
designed to benefit them. Hence many widows aren't
getting pensions and many impoverished families don't
have a BPL ration ration, simply because they can't afford
the bribe!
 Otherwise honest, hardworking government officers, are corrupted by the system.
 The bribes slow down systems that could & should work much more efficiently.
What can we do when faced with a request for a bribe?
a) Before the interaction.
 Know your rights, applicable fees etc (perhaps using this Manual) so you can't be duped.
 Where possible, lodge application on the web or by post to avoid possible bribe requests.
 For written applications, use the format in Appendix 3 on page 47, so the officer knows you're
serious.
 Go with another person, so that there's a witness to any request for bribe.
b) During the interaction. If an officer asks you for 'chai pani' or 'kuch de do' then:
 Ask him/her to show you where the fee is written down (to highlight its illegality).
 Say you'll happily pay the fee if he gives you a receipt (also to highlight its illegality).
 Repeat his/her request loudly, so that others in the vicinity hear and s/he gets embarrassed.
 If he/she persists, make a show of noting the details of the interaction in a way that the officer
knows you're doing it. Note the day, time, place & exact request. Note the officer's name &
designation. If s/he refuses to give this, then note down any feature that might identify him/her
like a name badge, which desk s/he's sitting at or any physical features.
c) After the interaction. Decide whether this is an important enough issue to take further action over. If
so:
 Type out concisely the details of what happened; Date, place, time, officer, exact request.
 Find the name of the bribe taking officer's superior, (from others, websites or this Manual).
 Present your written complaint to the superior officer (or to any other complaint body listed in the
'Advocacy' section of each service in this Manual).
 When making the complaint, get a 'received' stamp. Include a request that s/he notify you if what
action s/he takes. Also include the threat that if you don't hear anything within 2 weeks, you'll
lodge an RTI to find out what happened. Then actually do whatever you threaten to do.
 If still nothing happens, phone CBI anticorruption number 9968 081216,7,8.
 If still nothing happens, contact an NGO working in this field or go to the media (Appendix 7
(page 52)
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6.

Appendix – Notes on effective use of the RTI

1. When is the RTI useful?

a) Personal problems (eg Pension application not processed)
 Once you've applied for some government benefit (using the
'Application Procedure' in this Manual); and
 The normal period has expired; and
 Reasonable enquiries haven't worked.
b) Community problems (eg Garbage not collected)
 When a public service that should have been done hasn't been.

2. How to write an RTI
a) Necessary information
i. PIO's, Department and address;
ii. Date;
iii. Mention of “The Right to Information Act 2005”;
iv. The information requested (see below and example following);
v. Fee Rs10 (remember to get the receipt) (for BPL R Card holders no Fee, attach a copy of
RCard;
vi. Your signature (of the applicant);
vii. Your name; address; and telephone number.
b) How to ask questions (see example below)
i. State the date of your original application and attach a copy.
ii. Ask the time that it should take to process an application according to their rules.
iii. Ask what action has been taken by whom on which dates since you applied.
iv. Ask what punishment has been or will be given to the officers responsible for the delay.
v. Ask when your application will be processed.

3. To Whom / Where to lodge your RTI
a) The RTI request should be sent to the Public Information Officer (PIO) of the concerned Government
department. For lists of PIOs try:
 http://delhigovt.nic.in/rti/search_pio.asp
 http://righttoinformation.info/rtiguide/ or www.rti.gov.in
b) If that turns out NOT to be the correct government department, it's the PIO's responsibility to send the
RTI to the correct department. The reply should still come w/i 30 days from the original RTI lodgement.
If you're concerned you'll be troubled by the government department you're asking, you can post the
RTI. Use registered or Speed post, so you have a record. For RTI fee use a postal Order with Payee
line blank.

4. Possible Results and actions
There are 5 possible results & corresponding actions to your RTI as seen in the table:

Result

Action

1. NO response but work done

None

2. Correct information

None

3. No information or unrelated info

Complain to Central Information Commission (CIC) here

4. Incomplete information (90% cases)

Complain to CIC here; or Lodge 1st Appeal

5. Not allowed to lodge RTI

Complain to Central Information Commission

If you win the appeal then PIO can be fined Rs.250/ per day up to maximum of Rs. 20,000/
which is then awarded to the party lodging the RTI.
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Example RTI
(Only text in bold needs to be changed)
Public Information Officer

Sub Divisional Magistrate
NE (Shahdara) District
Weavers Colony, Delhi
10th December 2015
Sub: Application under the RTI act 2005
For information regarding application for birth certificate of Nazma Khatoum
Sir,
i.

I made an application for a birth certificate for my daughter Nazma Khatoum
(DOB 2nd Oct 2001) at the NE (Shahdara) Delhi SDM office on 3rd Nov 2015. A
copy of that application is attached. No satisfactory action has been taken on my
application so far. Therefore kindly provide the following information:

ii. According to the rules and regulations of your department, what is the stipulated

time within which a birth certificate should be issued?

iii. Please provide the daily progress made on my application. Please give the names
and designations of the officials with whom my application was lying during this
period. Please intimate the periods when it was lying with which officer and what
was the action taken by that official during that period.
iv. What actions will be taken against such officer/employee who did not perform
their duties and caused this delay? When will this action be taken?
v. When will I receive my daughter's birth certificate?
I am depositing the application fee (Rs10) separately for this RTI.
If you feel that the above requested information does not pertain to your department,
then please follow the provisions of section 6(3) of the RTI Act 2005. Also as per the
provisions of the RTI Act, 2005, please provide the details (name and designation) of
the first appellate authority with respect to your department with the reply to the above
request, where I may, if required, file my first appeal.
Thank you.
Ramesh Gupta
Ramesh Gupta
125 Gali no 12
Zafrabad, Delhi
Tel 9856 478345
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7.

Appendix – Notes on the effective use of the Media

1. When is using the media useful in advocacy?





In promoting an issue involving social change;
In creating public opinion/awareness and educating the public;
In influencing policy and decision makers/legislators;
In publicising local/community/state level public action and other
social issue events.

2. Developing the message to the media involves:






Establishing the overall goal (eg. Advocating for a law, advertising
an event, creating social awareness, etc.)
Planning the message and determining the target audience;
Some key questions in determining the strategy:
o What is the social concern to be highlighted?
o Is there a determinable solution to it?
o Which public/private body/authority can make the solution possible?
o Determine the mode in which the attention of those who can make the solution
possible can be gained?
Designing the message to be – clear, concise, simple, powerful and compelling; It
should target the intended audience.

3. Contacting the Media





Identify reporters who cover the issue you are addressing by asking around or
reading the papers yourself;
Depending on the issue, contact local/national media – print and/or broadcast;
Create a media list with names and contact details (postal address/phone
numbers/email addresses and fax)of reporters/channels/dailies/bureau chiefs; &
Be cordial and create a good working relationship with the media.

4. Ways of using the media in advocacy
 News release;
 Letter to the editor;
 Oped;
 Media workshop (to sensitise the media on a particular social concern);
 Personal/panel interviews;
 Press conference.
Once the message is carried in the media, actual clippings (where it is in print) or copies of the
broadcast interview, discussion, etc. may be taken, which can then be used in reference for
further advocacy on the issue.
5. Sources for further information:
Media Advocacy Manual, American Public Health Association (APHA)
The APHA Media Advocacy Manual is a free online guide focused on using the media to
advocate for social change. While the manual specifically focuses on public health, it is a good
general guide to using the media in advocacy.
Website: www.apha.org, Email: comments@apha.org
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8.

Appendix  ACRONYMS used

Acronym Full form

Meaning

Page #

AAY

Antyodaya Anna Yojana

Ration cards for destitute

6

ADM

Additional District Magistrate

Supports DM. Often same as ERO

16

APL

Above Poverty Line

Ration cards for regular residents

6,9

ART

Anti Retroviral Therapy

Treatment for HIV+ve people to help immun 15

BLO

Booth Level Officer

Electoral officer who conducts drives

BPL

Below Poverty Line

Currently Rs24,000 per year

BSA

Basic Shiksha Adhikari

Officer for primary schooling in district 30

CMO

Chief Medical Officer

Health of health at the Dis

9,10,14,37

CP

Commissioner of Police

Officer in charge of police district

41,42,43

DC

Deputy Commissioner

Head of a District

3

DDA

Delhi Development Authority

Delhi State Government Development

39

DOTS

Direct Observed Treatment Sched Method of treatment of TB

24

ERO

Electoral Registration Officer

The officer to whom apply to go on Vo

16

FIR

First Information Report

Report to Police of some crime

41

FSO

Food & Supply Officer

Officer dealing with Ration Cards

6

GRCSK

Gender Resource CentreSuvidha

Single agency for pensions

23,25

ICDS

Integrated Child Develop't Scheme Scheme in which the Angan Wadi falls 7

JSY

Jan Suraksha Yojana

Financial incentive for hospital births

LOA

Land Owning Agency

The Gov't Dept which owns land a basti 39

MCD

Municipal Corporation of Delhi

Local government of most of Delhi

30,34,37,38

MLA

Member of Legislative Assembly

Member of State parliament

3,6,38,39

MP

Member of Parliament

Member of National parliament (Lok Sabha) 3

NCT

National Capital Territory

Name for Delhi's State Government

NDMC

New Delhi Municipal Corporation

Local government for VIP parts of Delhi 3,35

NGO

Non Government Organisation

Social welfare organisation

1,,9,41

PIO

Public Information Officer

Officer to whom an RTI is lodged

50

RSBY

Rashtriya Swasthya Bima Yojna

Government Health Insurance Scheme 9

RTI

Right to Information

Legislation providing freedom of info

Multiple

SDM

Sub Divisional Magistrate

Head of a sub division of Delhi

12,16

SHO

Station House Officer

Officer in charge of a police station

VREC

Voters Regist'n & Electoral Centre Place for having Elector I Card made

16

ZRO

Zonal Revenue Office

34
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K) APPLICATION FORMS
1.

Forms  Ration Card (See page 6)
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2.

Forms  Disability Certificate (See page 12 )

Form-I
APPLICATION FOR OBTAINING DISABILITY CERTIFICATE BY PERSONS
WITH DISABILITIES
(See rule 3)
1. Name: (Surname) ___________ (First name) _____________ (Middle name) _____________
2. Father's name: _____________ Mother's name: _____________
3. Date of Birth: (date) _______ / (month)___________ / (year)_________
4. Age at the time of application: _______ years
5. Sex: _______ Male/Female
6. Address:
(a)
Permanent
address
__________________________
__________________________
(b)
Current
Address
(i.e.
for
communication)
__________________________
__________________________
(c)
Period
since
when
residing
at
current
address
__________________________
7. Educational Status (Pl. tick as applicable)
I. Post Graduate
II. Graduate
III.Diploma
IV.Higher Secondary
V. High School
VI.Middle
VII.Primary
VIII.Illiterate
8. Occupation _______________________________________
9. Identification marks (i) __________ (ii) __________
10. Nature of disability: locomotor/hearing/visual/mental/others
11. Period since when disabled: From Birth/Since year ____________
12. (i) Did you ever apply for issue of a disability certificate in the past ______YES/NO
(ii) If yes, details:
a. Authority to whom and district in which applied ___________________________________
b. Result of application _________________________________
13. Have you ever been issued a disability certificate in the past? If yes, please enclose a true copy.
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Declaration: I hereby declare that all particulars stated above are true to the best of my knowledge and belief, and
no material information has been concealed or misstated. I further, state that if any inaccuracy is detected in the
application, I shall be liable to forfeiture of any benefits derived and other action as per law.
______________
(Signature or left thumb impression of
person with disability, or of his/her legal
guardian in case of persons with mental
retardation, autism, cerebral palsy and
multiple disabilities)
Date:
Place:
Encl:
1. Proof of residence (Please tick as applicable)
a. ration card,
b. voter identity card,
c. driving license,
d. bank passbook
e. PAN card,
f. passport,
g. telephone, electricity, water and any other utility bill indicating the address of the applicant,
h. a certificate of residence issued by a Panchayat, municipality, cantonment board, any gazetted
officer, or the concerned Patwari or Head Master of a Govt. school,
i. in case of an inmate of a residential institution for persons with disabilities, destitute, mentally ill,
etc., a certificate of residence from the head of such institution.
2. Two recent passport size photographs
(For office use only)
Date:
Place:
Signature of issuing authority
Stamp
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3.

Forms  Rail concession for orthopaedically handicapped (See pg 12)
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4.

Forms  Electors Identity Card (See page 16)
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5.

Forms  Aadhaar Card (See page 17)
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6.

Forms  Affidavit for Birth Certificate (See page 18)
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7.

Forms  Application for Death Certificate (See page 18)
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8.

Forms  PAN Card (See page 21)
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9.

Forms – Widows, Old Age & Disability Pension (See page 23)
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10. Forms  National Family Benefit Scheme (See Page 23 )
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11. Forms  Ladli (See page 25)
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12. Forms – Micro Enterprise Loan (See Page 29)
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