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Khadi Stamp on Mahatma Gandhi being released by Her Excellency Smt. Pratibha Devisingh Patil,
the President of India in presence of Shri Kapil Sibal, MOC & IT, Shri Gurudas Kamat,

MOSC & IT and Shri Sachin Pilot, MOSC & IT during the inauguration of INDIPEX-2011 at
Pragati Maidan, New Delhi on 12-2-2011
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Shri B.L.Meena, Sr. Superintendent of Post Offices, Alwar Division, Rajasthan,
receiving award from Hon’ble Prime Minister of India Dr. Manmohan Singh. Chairperson,
UPA Smt. Sonia Gandhi and Minister for Rural Development Shri Vilasrao Deshmukh are also
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Chapter 1
AN OVERVIEW

1.1 India Post is committed to provide basic
postal facilities throughout the country at an
affordable price. A network of 1.55 lakh post
offices in the country, the largest in the world,
of which more than 1.39 lakh are in the rural
areas, is indicative of this commitment.

1.2 Rapid introduction of information
technology has not only changed the way post
offices do business the world over, but also the
business that post offices do. In this era of fast
developing information and communications
technology, large scale induction and
assimilation of modern means of
communication has become vital for the
sustenance and growth of India Post.

Reorganization of Postal Establishment

1.3 The Department has decided to
introduce a separate cadre of Postmasters in
order to bring in professional management of
the post offices. The cadre will consist of
Senior Postmaster, Postmaster Grade-lll,
Postmaster Grade-Il and Postmaster Grade-
[,from amongst the existing posts of HSG |,
HSG Iland LSG.

1.4 Recruitment Rules, namely, “Department
of Posts, Senior Postmaster (Group B
Gazetted), Postmaster (Grade-lll and II-
Group B Non-Gazetted) and Postmaster
(Grade-I- Group C Non-Gazetted)
Recruitment Rules 2010, dated 9" September,
2010” have since been notified.

Computerization and Networking of Post
Offices

1.5 Government has approved IT related
modernization project of the Department of
Posts involving computerization of all non-

computerized post offices, mail offices,
administrative and other offices. This, along
with establishment of IT infrastructure and
development of software applications is
scheduled to be completed by 2012-13.

1.6 On 20.12.2010, a modified version of
Computerized Customer Care Centre (CCCC)
software has been made operational. The new
system has been designed to make the
grievance redress mechanism in the
Department of Posts Sevottam — compliant.
The new CCCC System has several consumer
friendly features such as automatic generation
of acknowledgement; escalation of unresolved
complaints to next higher administrative level
to ensure better monitoring and quick
redressal; categorization of complaints as
minor, major or critical; automatic generation
of reply to the complainant on completion of
inquiry; provision for feedback of complainant
and many other features.

New Mails Strategy

1.7 India Post is taking initiative to create an
Automated Mail Grid by setting up Automated
Mail Processing Centres at major locations in
the country. Dedicated transport
arrangements both road and air are in the
pipeline for expeditious transmission of mail.
'Print to Post' centers are being setup for faster
processing of bulk mail.

Bilateral and Multilateral Events

1.8 India Post signed a Memorandum of
Understanding (MoU) with M/s TNT Post, the
designated postal operator of the Netherlands,
on 28" September, 2010 for bilateral
cooperation between the two countries in mail,
parcel and express business.
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1.9 A Memorandum of Understanding Challenges

(MOU) has been signed with [IT Bombay for

award of a Faculty Research Fellowship fora  1.10 An overall transformation of India Post

period of 3 years for Product Design requires re-engineering of Business

Consultancy concerning subjects of interestto  Processes. Initiatives have been taken for

India Post. this re-engineering and to provide new ICT
solutions.

1.11 For up gradation of skills of the workforce
and capacity building, training of the human
resources has been given importance and
recognition in the XI Plan.

India Post-The Last Mile Reach
As on 31-3-2010

Rural POs
1,39,182

Urban POs
15,797(10.19%)

Post Offices

1,54,979 (89.81%)
T Departmental Post| (Branch Post Offices 2.06 lakh 2.69 lakh Grameen
Offices (in Rural Areas) Departmental Dak Sewaks
25,563 1,29,416 Employees (in Rural Areas)

-

On an average 7,176 people served by a Post Office; 5,682 in Rural and 20,346 in
Urban areas

Average area served by one Post Office 21.21sq. km.
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Chapter 2
ORGANISATIONAL STRUCTURE

2.1 The Department of Posts under the
Ministry of Communications and Information
Technology has Minister-in-charge in the
Cabinet rank with two Ministers of State.
Secretary, Department of Posts, is also the
Director General, Department of Posts and
Chairperson, Postal Services Board.

Planning and Policy Formulation at
Headquarters

2.2 The Postal Service Board (PSB) is the
apex management body of the Department of
Posts. It comprises of the Chairperson and
six Members, Joint Secretary and Financial
Adviser (JS&FA) is an invitee to the Board.
The six members of the Board look after areas
of Personnel Management, Postal Operations,
Technology Induction and Implementation,
Postal Life Insurance & Investment of Postal
Life Insurance Funds, Human Resources
Development and Planning. The Joint
Secretary and Financial Advisor to the
Department renders finance advice to the
Postal Services Board. The Secretary, Postal
Services Board assists the Board and is in
charge of administration at the headquarters.
The Chief General Managers Business
Development, Postal Life Insurance, Mail
Business; and Deputy Directors General,
Directors and Assistant Directors General
of the Department provide necessary support
to the Board in running the service.

Postal Circles
2.3 The Postal network of the Country is

divided into 22 Postal Circles for administrative
convenience.Circles are generally co-

terminus with a State with a few exceptions.
The Circle is headed by a Chief Postmaster
General. Each Circle is divided into Regions
comprising groups of field units, called
Divisions (Postal / RMS). Each Region is
headed by a Postmaster General. In the
Circles and Regions there are other functional
and supporting units like Stamp Depots, Store
Depots and Mail Motor Service.

Operational Units

2.4 Post offices in the country are
categorized as Head, Sub and Branch Post
Offices. Branch Post Offices are mostly
located in rural areas. The Sub Post Offices
are Departmental offices located in both rural
and urban areas. Head Post Offices are
located in important towns and cities mostly at
districtlevels.

Army Postal Service Core

2.5 Apart from these 22 Circles, there is a
separate wing called the Army Postal Service
(APS) to take care of postal needs of the armed
forces. The APS is designated as another
Circle called the Base Circle. It is headed by
the Additional Director General, Army Postal
Service. Officers' cadre of Army Postal Service
is drawn on deputation from the Indian Postal
Service. Nearly 75 per cent of the other ranks
of the Army Postal Service is also drawn from
the Department of Posts and the remaining
personnel are recruited by the Army.
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Chapter 3
POSTAL OPERATIONS

Postal Network

3.1 India has the largest Postal Network in
the world with 1,54,979 Post Offices (as on
31.03.2010) of which 1,39,182 (89.81%) are in
the rural areas. At the time of independence,
there were 23,344 Post Offices, which were
primarily in urban areas. Thus, the network has
registered a seven-fold growth since
independence, with the focus of expansion
primarily in rural areas. On an average, a Post
Office serves an area of 21.21 Sq.km and a
population of 7176 people.

3.2 Expansion of Postal Network in the
country, especially in rural area, has taken
place mainly through opening of Extra
Departmental Post Offices, and on a smaller
scale by opening Departmental Post Offices.
The Extra Departmental Post Offices function
forthree hours to five hours in a day. These are
manned by Gramin Dak Sewaks, who are paid
a time related continuity allowance for the
services they render. On the other hand, the
Departmental Post Offices function for a period
of eight hours and are manned by regular
departmental employees.

3.3 Post offices are opened subject to
distance, population and income norms fixed
for the purpose. In order to fulfill Universal
Service Obligation, subsidy is provided to all
Branch Post Offices in rural areas, which
ranges from 66.66% in normal rural areas to
85% in hilly, tribal, desert and inaccessible
areas. However, there is no subsidy to
Departmental Post Offices in Urban areas, as
they are expected to be financially self-
supporting and to earn 5% profit after the first
year of its operation.

3.4  Annualtarget for opening of post offices

12

was allotted since the inception of the scheme
for expansion of the Postal Network under Five
Year Plans. Plan support was also available
earlier for recurring and non-recurring cost of
new Post Office during the Plan period in which
they were opened. The strategy for expansion
of the network has undergone some
modifications in recent years and the
manpower requirements for opening of new
Post Offices were met only through
redeployment of existing resources since X"
Plan.

Postal Operations

3.5 Postal operations at the post office counter
encompass the entire gamut of basic postal
services which, inter alia, include:

(i) Sale of stamps and stationery

(i) Booking of registered articles

(i) Booking of insured articles

(iv) Booking of value payable articles

(v) Remittance of money through money
orders and postal orders

Booking of Parcels

Savings Bank

3.6 Traditionally, these services were being
provided at manually operated counters.
Considering the vital need for providing the
benefit of technology to the customers, the
counter operations are now being
progressively computerised to provide a
greater range of services to the customer from
a single window leading to prompt and error
free services.

Remotely Managed Franking System
(RMFS): Digifrank

3.7 Franking machines are popular among
bulk mailers, Government Departments, other
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commercial organizations, as a convenient
and technology friendly means of stamping the
mail. Remotely Managed Franking System is
a further advancement in technology as it
entails online flow of funds, remote loading of
credit, exchange of information between the
server of the franking machine and the DOP
server etc. The frank impression is also much
richer in product information as well as
information about the franking machine
license. This is further corroborated in a 2D
barcode which is a part of the frank impression.
The RMFS has come into effect from
16.08.2010. It is expected that by the year
2013, all existing electronic franking machines
in the country will be replaced by the new
model machines.

Electronic Value Payable Post (e-VPP)

3.8 Traditionally, Value Payable Post (VPP)
has retained its popularity among customers
who order their products through the post. In
order to give a boost to this system, especially
as e-commerce is becoming a preferred way of
doing business, a technology driven service, e-
VPP has been launched from January 2011.
Available to companies who regularly post a
certain number of articles, this service uses e-
payment system instead of the VP Money
Order, thereby making it more convenient for
the sender. The addressee is also benefited
as no MO commission or any other surcharge
for transmission of funds is required to be paid
by them.

Mail Operations

3.9 The processing, transmission and
delivery of mail are the core activities of the
Department. Mail is collected from 579595
letter boxes in the country. This is processed

India
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by a network of 389 Mail Offices, and conveyed
by road, rail and airlines all over the country.
Mail Management

Mail Network Optimization Project

3.10 As part of the plan scheme of Department
of Posts for “Setting up of Mail Business
Centers”, the Department has undertaken Mail
Network Optimization Project to improve the
quality of mail processing, transmission and
delivery. The project seeks to optimize the
existing mail network of Department of Posts
with a view to streamline core mail operations.
It also seeks to bring in greater standardization
and improvement in the operational processes
relating to mail processing, transmission and
delivery. As part of the project, it is also
proposed to introduce a more effective
performance management mechanism for
mail operations.

3.11  The project would cover Speed Post,
International Mail, First class mail and Second
class mail. In the first phase, Speed Post and
International mail would be covered and in
subsequent phases, First and Second class
mail operations would also be covered. The
project has initially been launched in the eight
cities i.e. Delhi, Mumbai, Kolkata, Chennai,
Bangalore, Hyderabad, Noida and Gurgaon. In
the second phase, five more cities i.e. Pune,
Mysore, Bhopal, Trivandrum and Howrah are
being covered. In the third phase, six cities, i.e.
Kochi, Ahmedabad, Nagpur, Patna,
Chandigarh and Lucknow will be covered.
Gradually, the scope of the project would be
extended to the entire country.

3.12 The project seeks to improve the quality
of mail operations with emphasis on the
following key operational areas:

i)  Optimization and consolidation of mail
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operation network across the country
Standardization of processes followed in
mail operation.

Identification, evaluation and
implementation of appropriate
technology in mail processes.
Optimization of mail delivery processes.
Effective performance management
mechanism through Key Performance
Indicators.

Setting up of Automated Mail Processing
Centres

3.13 The Department has undertaken a
project to set up Automated Mail Processing
Centers (AMPCs) in Delhi, Mumbai, Kolkata,
Chennai, Bangalore and Hyderabad with a
view to automate mail sorting. The Mixed Mail
Sorting machines would facilitate faster
processing of large size letters flats and
packets/parcels through the use of Optical
Character Recognition (OCR) technology.
Automation in mail processing would also help
the Department in modernization of mail
network, consolidation of sorting activities and
expediting mail sorting and delivery in these
cities.

Freighter (Cargo) Aircraft in North East
Region

3.14 Department of Posts has inducted a
dedicated cargo aircraft for carriage of mail,
parcels and logistics in the North Eastern
Region. The aircraft operates on Kolkata-
Guwabhati-Imphal-Agartala-Kolkata route. This
initiative has provided a vital communication
link for the NE region in terms of its linkages
with the rest of the country and has helped the
Department resolve the problems associated
with mail transmission to and from this region.

India
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Creation of National Address Data Base
Management System

3.15 Under this project, the Department has
undertaken an initiative to put in place a
National Address Database Management
System with an objective to effectively manage
the address database of public/customers,
update the addresses online, and help the
customers in locating correct addresses. The
project was initiated in Delhi and Kolkata
where address data up to street level has been
collected. The application shall be hosted on
India Post website and will provide address
and pin code search options to the public. In
addition, any citizen shall be able to get
registered and be able to enter data related to
any new colony, apartment or flat which is not
yet a part of the India Post address data base
and hence not assigned to a specific pin-code.

Mechanization of Delivery Processes

3.16 The Department has taken steps to
mechanize mail delivery in the North-Eastern
Region of the country as well as in Andaman &
Nicobar Island. In order to ensure better
monitoring of vehicles used for mail delivery,
75 vehicles in the North-East Region have
been equipped with the Global Positioning
System (GPS) Device.

Mail Motor Services (MMS)

3.17 The Mail Motor Services came into
existence in 1948 and is at present entrusted
with conveyance of mail between Post Offices,
Railway Stations, Airports and Seaports and
conveyance of cash between Head Post
Offices,Sub Post Offices, Branch Post Offices,
apart from conveyance of departmental forms
and stationery, Logistics Post etc. The Mail
Motor Service Units also undertake repair and
maintenance of vehicles.
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3.18 The MMS through its 96 units throughout
the country, is responsible for operating and
maintaining a fleet of 1273 mail motor vehicles,
out of which 226 are CNG propelled
environment friendly mail vans running in
Mumbai, Delhiand Ahmedabad.

3.19 Full-fledged workshop facilities for major
repairs and maintenance are available at 17
MMS units.

India
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3.20 During the year 2009-10 the MMS
vehicles covered 29.32 million kms for
conveyance of mails and operational
requirements. Total expenditure of I 938.92
million was incurred on MMS during this
period.
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Chapter 4
PROJECT ARROW

4.1 Project Arrow launched in April 2008
aims at improving the '‘Core Operations' and
'‘Look & Feel' of identified post offices across
the country. The objectives of the project is to
make post office a window to the world for the
common man and create conducive and
friendly work environment for the staff as well
as the customers visiting post offices. The
exercise required providing all IT enabled
services through secure connectivity,
improving the service quality level in the core
business areas e.g. Mail delivery, remittances
both electronic and manual and Postal
Savings Schemes. Initially a pilot consisting of
50 Post Offices in 10 Postal Circles was
launched in April, 2008. Following the success
of the pilot, second phase consisting of 450
Post Offices, and the third phase consisting of
500 Post Offices have been covered under
Project Arrow Phase-Il & Ill respectively.

4.2 The objectives of Project Arrow are:
. To make a visible, tangible and
noteworthy difference in the Post Office
operations that matters to “Aam Aadmi”

To verify and certify progress on ongoing
basis using clearly defined Key

Performance Indicators for each
improvement area;
. To lay the foundation for a
comprehensive, long term
transformation of India Post.

4.3 Scope of the project:
. To make Post Offices especially in the
rural areas, a window for availing all
services, hitherto confined to urban
locales;

To enable Post Offices to play a larger

20

role in the social and economic

transformation of the country by taking up

new roles and challenges;

To transform the large man power into a

committed and professional human

resource;

To provide IT enabled services based on

the state of the art technology, especially

in areas where it matters the most;

To change the “look and feel” of the post

office to give it a distinct identity of its

own.

4.4 Strategy adopted:

Setting up of Steering Committees with

Change Leaders and theirteams;

Objectives of the project have been

clearly defined;

Focus on areas of operations where
minimum efforts can give maximum
results

Identification of

Indicators;

Putting a monitoring system in place for

regular assessment and evaluation;

Strictadherence to the timelines.

Key Performance

4.5 Components:

This project has two components:

(@) Get the Core Right with focus areas on
Mail Delivery, Remittances, Savings
Bank and Office Service Levels
Modernize 'look and feel' — with focus
areas on Branding, IT, Human Resource
and infrastructure

(b)

4.6 Coreareas:

Mail Delivery
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The basic objective is to tune all mail
operations of a post office to ensure
delivery of mails on the day of receipt
itself;

To provide for intimation of delivery, track
and trace and the required infrastructure
forit;

To design a monitoring mechanism to
assess and evaluate the progress made
atevery stage.

Remittances:

To ensure delivery of money orders to the
payees on the day of receipt of money
orderin the Post Office;

To remove the bottleneck of cash
availability in the Sub Post Offices and
Branch Post Offices;

To provide the services of Instant Money
Order, Electronic Money Order,
Electronic International Money Order;

To ensure necessary infrastructure to
meet the objectives.

Postal Savings Bank Operations:

To reduce the waiting time at the counter
by improving the efficiency through
induction of IT and soft skills training to
the staff;

To ensure adequate availability of forms
and other stationery;

To educate the members of staff and the
customers as well on various financial
services;

To devise a monitoring mechanism to
assess the key performance indicators.

Office service level:

To create a conducive and friendly
environment in the public hall through
proper signages at the counters;

To ensure access to useful public

India
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information through facilitation counters
and leaflets etc.;

4.7 Branding:

Designing a new logo of India Post;
Designing a uniform brand hierarchy and
consistency for all products;
Incorporation of new logo

4.8 Technology:

4.9

To equip all the identified Post Offices
with required hardware and software;

To ensure leased line / broadband
connectivity in all the identified Post
Offices.

To ensure adequate provision of power
back-up in the identified Post Offices

Human Resource:

Required training package for these Post
Offices to be designed and trainers
identified;

Job description for each personnel in
these Post Offices to be prescribed and
the staff sensitized towards their job
description.

4 10 Infrastructure:

To develop standardized and consistent
interior and exterior blueprints for these
Post Offices.

To design and install uniform modular
furniture across these Post Offices.

Funding for the Project:

Expenditure on computer hardware and
other peripherals and new counters and
improving the 'look and feel' has been
met from the Plan funds. Expenditure on
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creation and implementation of the new
brand logo and training have been met
from the Plan funds.

4.12 Monitoring Mechanism:

A Web-based monitoring mechanism
has been devised to collect the data from
the field units directly from the server
without any manual intervention. The
data analysis is presented to all the
Chief Postmasters General of 22
Postal Circles through a video-
conference every fortnight. Data on all
key performance indicators is minutely
scrutinized and gaps in implementation

andremedial measures thereto are
discussed in the video-
conference. Dedicated Programme

Offices have been set up at the
Headquarter level and at all 22 Circle
Headquarters. Data exchange from
Post Offices and all communications with
Circle Programme Offices is through e-
mail only.

India Post

4 13 External Audit:
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The improvement in performance level of
the identified 50 Post Offices in Phase |
have been independently verified
through an external audit on the basis of
three visits to these offices. An incentive
scheme was also worked out for all the
staff of post offices ranked 1st, 2nd and
3rd on the basis of the findings of the
external audit. Another External Audit is
planned for Project Arrow post offices of
2" and 3“Phase.



~

India

Post

IJAT-5
IR fArT vd fagore fReeme™

51 f@9M & Jeyalta Wifq Idel & feore,
R, e vd o & fog 1996 # aggarg
e fSemery & WRImu=T ®F 18 off | ¥ 2004-05 #
39 9oy & Far faera vd fague faeeneaa &
Y H uga < e | 9an faes vd fquue fediee
# 3] fodioq € (i) a9 Sare @R (i) @it e vd
fquor ey | @adr e vd fauoe e a4
Jfbedl § 9917 T & | ST I8x) ° JI9 faerg ud
U BR URTHRCR SR gIRT Saferd foam S &t
2| gy e vd fauue feemer o g i
Heaaftrd Harell o1 yees ¢ ofR g9 friferRRaa wnfire
-

s uie

5.3 < P AR WG WERT & 414 i Td AHIeg Hal
e &) &b {77 1986 # Wiie URe JdT 3IRY &I TS
off | T 39 edd BT faOIR 99 &% ay fopan a7 | 3t
AT TID S P 314 I3 IER 3R HRE! BT HaX BT
& | 59 37T 986 BRI 31X el GeTerdi Bl /1Y
TS URe Jead H e fhar TR § Siet 9 Wi uRe
HAI DI [T 9 RIS Taedl & oy o fomar <
AHAT T |

5.4 WIS URE ¥ WX H =i, Sl R 85 f.a.
qdh & WR dTel UTAell Bl FIdg gd gHead faavo

o AN HeUdd Td WURFIA STh Ud Ui
Harail 1 Gae, fawIR vd ST,

IERIEC NI IR CIS e R SE NG CI G I RUEIER
HATAT DT JTSTHT AT U URH BRAT;

Wi At & forg ufshar, faferae= vd feen-
IRENKCRIRSSE IS CCI Gl

ISR AL, TSR GRIET0T g IeTe Gk ;
ISR HIfl, Tesits Ud HE I,

HeIafdd SeuTal Ud |l B gie @I e g
INRNEIE

9T & drgEl & q1ioTfouds SN Bl AHTET
B G |

S

5.2 A [qe vd fagoe ey |is uke,
SRR4C URT, URIUY UM URe, HIfSd URe,
drfviRe® ae, 3-f9a URe 4 $-URe, Red URe wd
et ot Wa1 & & vd fquoe & forg ReR g 1

25

UG &Rl 1 eIl & I Sude digad gRdage
Al B Swd gy faavr aeds Hfeed ey o 2
T U ®I UH ARG Hdl & R IR Jafed fopan
ST ® SR 39 Udled U9 Y§yd § AraNiiid
P07 YT ST 2 |

5.5 Wie URe Ud TR URIeT URe & fofv gexsie
ATRT b TG oF YUl SUAT & | 39 YUTlell &
i wE® faWT ®F d9dge www.indiapost.gov.in
R AT B AU aR/UTT Bl AT STFHR]
T B AhaT 2 |

WIS UiRe & Sieia eaae=

56 UEH H SRl B QT BRA P IR |
fforRad geaafda vam] Iuae aR1s Sl &

b T BX T a1 H BN (ioeTiive) e,
1 g[ee fUe-au;

it oo o

HI TR G

THUHUN/SeRAT & HIEH 9 Wi URE "Gl &
s




~

India Post

Chapter 5
BUSINESS DEVELOPMENT AND MARKETING

5.1 Business Development Directorate was

set up in 1996 to design, monitor, develop and

market value added premium products of the

Department. This Directorate was reorganized

as Business Development and Marketing

Directorate in 2004-05. The Business

Development & Marketing Directorate has two

Divisions, viz. (i) Business Products and (ii)

Speed Post and Marketing Division. Business

Development & Marketing Units have also

been created in all the Circles. In Metros, the

work of Business Development & Marketing is
looked after by a Postmaster General. The
main responsibility of the Business

Development & Marketing Directorate is to

ensure focused management of value added

services that include the following:

* Administration, expansion and promotion of
the existing value added and traditional mail
and parcel services.

* Planning and introduction of new value
added services, except financial and
insurance services.

* Prescribing procedures, regulations and
guidelines for the premium services and its

networking.

* Market study, market testing and product
improvement.

e Market strategies, alliances and
cooperation.

* Monitoring and review of growth of value
added products and services.

 Exploring the scope of commercial
utilization of resources of the Department.

Products

5.2 The Business Development & Marketing
Directorate manages and markets a number of
products and services e.g. Speed Post, Direct
Post, Express Parcel Post, Logistics Post, e-
Bill Post, e-Post, Retail Post and Bill Mail
Service etc.

Speed Post

5.3 Speed Post service was introduced in
1986 to provide fast and time bound delivery
service between seven major cities in the
country. Thereafter, the network was
expanded year after year. It now has a network
covering 314 major cities and towns in the
country. In addition, 986 towns and district
headquarters are on State Speed Post
Network from where the Speed Post articles
can be booked for national and international
destinations.

5.4 Speed Post offers time bound and
assured delivery of letters, documents and
parcels weighing upto 35 kg across the
country. Delivery norms are fixed taking into
account the fastest available transport mode
between the stations. Speed Post is managed
as a Business service with commercial
approach inits operations and management.

5.5 Internet based track and trace system is
available for Speed Post and Express Parcel
Post. Under this system, the customer can find
out the status of his article/consignment online
by logging on to Depariment's website
www.indiapost.gov.in.

Value Additions under Speed Post

5.6 In order to meet the needs of the
customer the following value added services
are provided:-

* Book Now Pay Later (BNPL) facility

Free pick-up

Premium Delivery Centres

Volume based discount.

Tracking of Speed Post articles through
SMS/Internet.
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Business Post

5.7 Business Post offers total business
solution to bulk users by providing customized
pre-mailing services. Business Post
Centers/Mail Business Centres were
established in major cities to cater to the needs
of Bulk Mailers. The service provides value
addition to all traditional services offered by the
Department in the form of collection, insertion,
addressing, sealing, franking, etc. Printing
has been added to the value additions
recently.

Express Parcel Post

5.8 Express Parcel Post (EPP) provides
express delivery of parcels through surface
transportation and offers fast and guaranteed
delivery of parcels upto 35 kg. The service is
provided to corporate customers on
contractual basis. Such customers are
provided value added services including credit
facility under BNPL scheme. EPP Retail has
been introduced from 1st May 2009, under
which a retail customer can also avail this
service.

Media Post

5.9 Media Post provides opportunities to
corporate customers/Govt. organizations and
other large private institutions to have their
Products/services advertised on the postal
stationary.

Logistics Post

5.10 Logistics Post provides transportation,
distribution, warehousing and other value
added services. Logistics Post Air, under
which air lift is given to consignments, was
made available to North Eastern States
through freighter aircraft.

India
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e-Bill Post

5.11 e-Bill Post is a facility for accepting
payment of bills or payment from many-to-one
through Post Office. The amount collected is
consolidated electronically in a web based
central server on line and the information is
made available to the user. Payment is made
centrally through the identified Post Office.
The facility for collection of payment from utility
service users through e-payment is also
available.

e-Post

5.12 Thisis ane-enabled service launched by
the DoP on 30" Jan 2004 to bridge the digital
divide. e-Post allows sending the messages
through e-mail to be printed in a Post Office
close to the addressee and delivered as a
letter. Similarly, written messages can be
brought to a Post Office, which scans them and
send them as e-mail to any e-mail ID in the
world, orto a postal address in India.

Retail Post

5.13 Through its vast network of Post Offices
across the country, India Post offers the facility
to collect consumer bills' on behalf of service
providers from telephone/electricity/mobile
phone users etc. through Retail Post. Post
Offices also arrange for across the counter
sale of forms etc. on behalf of public bodies.
Booking of Railway Tickets through
computerized Passenger Reservation System
(PRS) terminals has commenced from
7.10.2007 in selected Post Offices. Some of
the services that Retail Post offers are as
follows:

* Telephone Revenue Collection

» e-Ticketing for Road Transport Corporation
and Airlines

Sale of UPSC forms,

University

applications, etc.
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Sale of Passport application forms of Circles have also been empowered to
Sale of Gold Coins, Forex Services provide various area specific business
Sale of SIM and recharge coupons packages under Retail Post in their
Sale of India Telephone cards Circles.

Railway Reservation Tickets (PRS) Heads

30
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Chapter 6
FINANCIAL SERVICES

6.1. The Post Office Savings Bank (POSB) is
the oldest and largest banking institution in the
country. It operates more than 240 million
Savings Accounts. The Post Office Savings
Bank Schemes is an agency function
performed by the Department of Posts on
behalf of the Ministry of Finance, Government
of India. Through its network, the Post Office
Savings Bank provides an avenue to people all
over the country to deposit their savings in
various schemes. Its reach and service is
unparalleled by any other banking agency in
the country. The Ministry of Finance
remunerates Department of Posts for the
Savings Bank work at a rate fixed from time to
time.

6.2 Presently, eight savings schemes are
operated from the post offices across the
country. These are Savings Account,
Recurring Deposit (RD), Time Deposit (TD),
Monthly Income Scheme (MIS), Public
Provident Fund (PPF), Kisan Vikas Patras
(KVP), National Savings Certificates (NSC)
and Senior Citizens Savings Scheme (SCSS).
The outstanding balance under all national
savings schemes in post office is
< 5,828.329.6 millionason 31.3.2010.

TABLE 1
SAVINGS BANK SCHEME: PROFILE (AS ON 31.03.2010)

Name of Schemes Number of Accounts Outs(;air:‘drl:igl;"gﬁl;\nce
Savings Accounts 88564993 264571.0
RD Accounts 75309193 628194.8
TD Accounts 9336144 2757125
MIS Accounts 25061189 2016921.3
NSS Accounts (87 & 92) 492651 44528.6
PPF Accounts 2256033 260949.6
Sr. Citizens Savings Scheme (SCSS) 1182504 249888.0
Cumulative Time Deposit 345962 191.9
Fixed Deposit 6627 242.0
NREGA 22699010
Total 225254306 3741199.7
Saving Certificate
NSC Vil 547765.3
KVP 1539364.6
Total 2087129.9
Grand Total 5828329.6
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6.3 Government has approved implementation
of Core Banking Solution (CBS) in POSB,
facilitating any time any where banking
environment. This environment will enable
faster transfer of funds and withdrawals
thereby improving Post Office Savings Bank's
service quality. The planned alternate service
delivery channels are ATMs, Internet, Phone,
SMS and Mobile Banking. This is an Eleventh
Five Year Plan Project and all departmental
post offices are expected to be covered by
September, 2012. CBS is also planned to be
extended to 1.3 lakh branch offices through the
proposed Rural ICT solution. As a part of this
project, it is proposed to install 1000 ATMs in
post offices all over the country. These ATMs
are planned to be rolled out in all Head Post
Offices and some major Sub Post Offices.

Instant Money Order (iMO)

6.4 Instant Money Order (iMO) is an online
domestic money transmission service
intended for clientele requiring instant money
remittance. This service enables the customer
to receive money in a matter of minutes from
any of the post offices providing iMO service.
The service was introduced on 20" January
2006. Under this service, a person can send
amounts from ¥ 1000 to I 50,000 in one
transaction. Money is disbursed to the payee
at any of the iIMO Post Offices in India other
than the office of booking on presentation of 16
digit iMO number and photo identity proof. At
present iMO service is available from more
than 9000 locations across the country. For
the period from April, 2010 to December, 2010,
a total of 9596 iMO transactions were done by
the Department.

International Money Transfer Service

6.5 Department of Posts has been operating
this service in association with a multinational
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company - Western Union Financial Services
Inc. since April, 2001. This service provides
the customers the facility of receiving
remittances from 205 countries on a real time
basis. The service is currently available in
more than 6900 post offices and has delivered
remittances of ¥ 64854.1 million in 2009-10.
For the period from April, 2010 to December,
2010, a total of 2.36 million transactions were
done by the Department.

Electronic Money Order (eMO)

6.6 The Department of Posts launched eMO
on 10.10.2008. Electronic Money Order is a
system that facilitates remittance of MOs
electronically. The advantages over the
traditional system are reduced transmission
time at no extra cost to the customer.

The tariff structure is the same as that of
ordinary MO with the following features:
Messages in standard codes

Tracking facility through 18-digit PNR No.
Bulk booking of eMOs on the basis of lists
provided by the remitter; uploading data
available in softcopy

Payment of bulk eMOs
consolidated list

MIS for sender and payee in the case of bulk
booking/payment

Payment information can be obtained
through SMS.

Mahatma Gandhi National
Employment Guarantee Scheme

through

Rural

6.7 National Rural Employment Guarantee
Act (NREGA) came into force on 7" September
2005. In Phase-l, it was introduced in 200 most
backward districts of the country on 2™
February 2006. 130 districts were further
included under NREGS in Phase Il with effect
from 1* April 2007. The Act was notified in 274
districts on India from 1* April 2008. The Act is
now effective in the entire rural areas of the
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country covering 625 districts. The Act was
renamed as 'The Mahatma Gandhi National
Rural Employment Guarantee Act'
(MGNREGA) vide Gazette notification dated
31.12.2009. The objective of the Act is to
provide for enhancement of livelihood security
of the households in rural areas of the country.

6.8 Asperpara 31 of schedule Il of NREG Act
2005, payment of wages shall be made
through individual or joint saving accounts of
the NREGS workers opened in banks or post
offices.

6.9 Starting with Andhra Pradesh postal
circle in 2005, the scheme of disbursement of
NREGS wages through post office accounts is
presently operational in 19 postal circles of the
country (except Delhi, J&K and Tamilnadu). As
on 31% October 2010, nearly 46.7 million
NREGS accounts have been opened in post
offices and wages amounting to nearly
I 188,760 million have been disbursed to
NREGA beneficiaries through 96,895 post
offices across the country.

6.10 20 officials of Department of Posts from
11 Postal Circles (including 10 Branch
Postmasters, 7 Sub Postmasters and 3
IP/ASP/AQ) were awarded for excellence in
financial inclusion in implementation of
NREGS during 2009-10 on 2™ February 2010
in a function held at Vigyan Bhawan, New
Delhi, presided by Prime Minister and
Chairperson, UPA.
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6.11 Ministry of Statistics and Programme
Implementation has entrusted the Department
of Posts with the collection of data relating to
specified commodities (more than 250
commodities) in 1181 villages from specified
outlets on a weekly basis. The data will be used
for arriving at a consumer price index for rural
areas.

National Pension Scheme (NPS):

6.12 The Government of India has rolled out
the New Pension Scheme (NPS) for all citizens
from 1% May, 2009. The scheme entails
opening of the New Pension account,
contribution to the Pension scheme and
generation of Permanent Retirement Account
Number (PRAN) at various locations across
the country. In order to leverage the vast
network of India Post, the Pension Fund
Regulatory and Development Authority of
India has entered into an MoU with the
Department of Posts for retailing of the New
Pension Scheme at various post offices. More
than 800 computerized Head Post Offices are
presently providing the facility for opening of
pension accounts under the New Pension
Scheme and also for making subsequent
contributions in the pension account. Easy
accessibility to post offices is a major step
forward in ensuring financial inclusion for the
common citizens not covered under any
institutional pension scheme.
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Chapter 7
INSURANCE

Postal Life Insurance

7.1 Postal Life Insurance (PLI), introduced in
1884, is the oldest life insurance scheme for
benefit of the Government employees. Initially
meant only for the Postal employees, today it
caters to employees of the Civil and Military
personnel of the Central and State
governments, local bodies, government aided
educational institutions, universities,
nationalized banks, many autonomous and
financial institutions, Public Sector
Undertakings of the Central and State

(RPLI) scheme was introduced in 1995 for the
benefit of rural populace to extend insurance
cover to the people living in rural areas with
special emphasis on weaker sections and
women workers. In November 2009, a micro
insurance drive was launched as part of
financial inclusion package to provide
insurance coverage to disadvantaged
sections. More than 4 million lives were
covered in a span of less than six months.

7.2 The status of PLI/RPLI Funds as on
31.03.2010 and the business procured during

Government. Rural Postal Life Insurance  theyear2009-10isasunder:
TABLE 2
PERFORMANCE OF PLI/RPLI
Name of No. of Policies Sum Assured Aggregate No. of Aggregate Sum
Plan procured ( in million) Active Policies Assured
(X in million)
PLI 5,97,234 133,662.2 42,83,302 512,099.0
RPLI 40,27,863 136,489.9 99,25,103 595,725.9

7.3 PLloffersthe following types of policies:

(i)  Whole Life Assurance (Suraksha)

(i) Convertible Whole Life Assurance
(Suvidha)

(i) Endowment Assurance (Santosh)

(iv) Anticipated Endowment Assurance for
15and 20 Years (Sumangal)

(v) Joint Life Endowment Assurance (Yugal
Suraksha)

(vi) Children Policy (Bal Jiwan Bima)

RPLI offers the following types of Policies:
() Whole Life Assurance (Gram Suraksha)

(i) Convertible Whole Life Assurance (Gram
Suvidha)

(iii) Endowment Assurance (Gram Santosh)

(iv) Anticipated Endowment Assurance for
15and 20 Years (Gram Sumangal)

(v) 10years RPLI(Gram Priya)

(vi) Children Policy (Bal Jiwan Bima)

7.4 The bonus for PLI and RPLI policies has
been declared at the following rates:-
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TABLE 3
RATE OF BONUS ON PLI/RPLI
Plan Rates of Bonus per ¥ 1000 sum assured

Whole Life Endowment Assurance Anticipated

Asssurance Assurance
PLI as on
31.03.2008 390 X70 365
RPLI as on
31.03.2007 360 ¥55 350

7.5

Settlement of claims in respect of PLI & RPLI policies during the year 2009-10 is as under:-

TABLE 4
CLAIMS SETTLED IN PLI/RPLI
Details PLI RPLI
No. of Claims 1,55,369 45,008
Amount paid (% in million ) 8,919.4 1,304.0

7.6 All operations of PLI & RPLI have been
computerised. After the procurement of
proposals from customers, the data is
uploaded in the National Data Centre being
maintained by NIC. All premium collection data
is also uploaded to the National Data Centre.
All claims are sanctioned through the National
Data Centre itself. The National Data Centre is
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repository of all information on PLI/RPLI. It is
connected to all the Circle Offices, Regional
Offices, Divisional Offices and Head Post
Offices and data transfer is done through
Broadband connectivity amongst these
offices.
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Chapter 8

PHILATELY
Postage Stamps ‘commemorative stamps,' is issued to
commemorate specific occasions, events or
8.1 Postage stamp, having begun as atoken  themes etc. Printed only once, in limited

of receipt of postage, is a valued collectible for
the philatelic enthusiast. Because of the
message, the illustration, the manner of
printing, the medium on which it is printed and
its physical form etc, the postage stamp has
traditionally enjoyed great value as a
catalogue of socio-cultural events of a country.
It also reflects the biodiversity, progress,
scientific and other advances made by the
country as well as its commitment to issues of
national and international importance. Apart
from being the paper ambassador, the postage
stamp is also an expression of a nation's
sovereignty.

8.2 After independence, the medium of
postage stamps was initially used to highlight
the country's achievements in science and
technology as well as its socio-economic
development by depicting themes like the Five
Year Plans, Steel Plants, Dams etc.
Subsequently, the country's rich cultural and
natural heritage came to be showcased and
many beautiful stamps were issued in thematic
sets on art, architecture, crafts, maritime
heritage, science, technology, defence, and
cinema. Great leaders of national and
international standing have also featured in
commemorative stamps, the most prominent
being Mahatma Gandhi.

8.3 There are two categories of stamps. The
first, known as 'definitive stamps', is meant for
day-to-day use as a token of payment of
postage on mail articles. These are printed in
large quantities over longer periods. Some of
the definitive stamps on cultural heritage of
India stand out for their graceful depiction of
the theme. The second, known as
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quantities, commemorative stamps generate
great interest among philatelists and collectors
because of the vibrant, multicolor illustrations
and the sheer variety of subject matter.

8.4 Philatelic activities of the Department

include:
* Designing, printing and distribution of
postage stamps;

Designing, printing and distribution of items
of postal stationery like Envelopes, Inland
Letter Cards, Postcards, Aerograms,
Registered Covers, etc.

Promotion of Philately and conduct of
Philatelic Exhibitions at the district, region,
state and national as well as international
levels.

Maintenance of the WNational
Museum, Dak Bhawan.

Philatelic

8.5 The Department of Posts has also rolled
out software for Philatelic Inventory
Management. This is used for all activities
relating to philately including forecasting,
indenting, invoicing, monitoring supply &
demand and for recording sales and revenue
of commemorative stamps and other philatelic
products through philately bureaux and
counters and definitive stamps and stationery
through Circle Stamp Depots and Head Post
Offices.

Policy on Philately

8.6 A Philatelic Advisory Committee (PAC)
advises the Department on the annual
programme for issue of commemorative
stamps and allied matters. Every year, the
Department of Posts receives a large number
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of proposals for issue of stamps from various
sources including Members of Parliament and
State Legislative Assemblies, State
Governments and other Public & Private
Organisations/Institutions as well as
individuals. The Committee examines these
proposals on the basis of certain guidelines
meant to ensure the philatelic value of the
stamps when issued and recommends the
annual stamp issue programme also taking
into account the capacity to print and sell. The
PAC also examines policy issues related to
philately and its promotion and submits its
recommendations. The Committee chaired by
the Minister in Charge, comprises official
members from the Department of Posts and
Economic Affairs as well as non-official
members by nomination. The non-official
members are drawn from among the Members
of Parliament, noted philatelists as well as
eminent personalities from various fields like
art, archaeology, design, photography, media
and academia.

Promotion of Philately

8.7 Philately has been taken up by the
Department of Posts as an activity for revenue
generation, in line with the experience of a
number of other Postal Administrations such
as France, USA, Hong Kong, Thailand, etc.
Various measures taken by the Department of
Posts to promote and develop philately during
the last few years include the following:
Organizing exhibitions of stamps across the
country.

Aesthetic & technological up gradation of
the Philately Bureau.

Stamp Design Competitions.

Sale of Philately items.

Holding awareness building campaigns of
philatelic activities.

8.8 There are 68 Philately Bureaux and 1111

India

44

1 Post

Philatelic counters including all the Head Post
Offices or Mukhya Dak Ghars of the country.
Philately is gaining ground as a hobby among
allage groups.

8.9 During the Calendar Year 2010, a total of
90 commemorative/special postage stamps in
57 issues have been released. Among the
more significant and beautiful stamps issued,
mention may be made of the stamps on Indo-
Mexican Joint Issue, Pigeon & Sparrow,
Commonwealth Games, Rath Yathra,
International Year of Bio-Diversity and
Children's Day.

INDIPEX-2011

8.10 A World Philatelic Exhibition INDIPEX-
2011 was held from 12" to 18" February, 2011
at Pragati Maidan, New Delhi. Her Excellency,
the President of India inaugurated the
exhibition. Organized by India Post in
collaboration with the Philatelic Congress of
India (PCI), it had the recognition of
international philatelic bodies, like the apex
federation of philatelists, the Federation
Internationale de Philatelie (FIP), and the
regional Federation of Inter-Asian Philately
(FIAP).

8.11 The Exhibition of stamps, stationary, and
philatelic literature was competitive, with
exhibitors from various countries displaying
their award winning collections under specified
categories. The Exhibition also showcased
some renowned collections in the Invitee and
Court of Honour non-competitive classes.
Stamp dealers, security/stamp printers, as
also various postal administrations, also
participated in the exhibition. There were
participants from 70 countries from across the
world.

8.12 The aim of the exhibition was to promote
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philately. It provided a unique forum for
interaction between philatelic stakeholders,
viz., collectors, dealers, writers and publishers
of philatelic literature, stamp designers and
printers and postal administrations, who issue
stamps/stationery. It provided an opportunity
to learn the best international practices and
latest trends by showcasing the best philatelic
collections. The exhibition also helped to
generate interestin stamps and philately.

8.13 A host of activities were also held leading
up to the event. Focusing on school children in
the NCR region, the Department had school
contact programmes to create awareness
about philately. A large number of children also
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participated in various activities, like Stamp
Design and Letter Writing Competition
organized around the country. Quiz contests
were held at the Circle, Zonal and National
levels. The National level contest was held
during the exhibition itself along with a series of
other activities at the venue.

8.14 The Department also celebrated the
centenary of the world's first official airmail
flight, which took place between Allahabad and
Naini on 18" February, 1911. To
commemorate this occasion the Indian Air
force re-enacted the flight ferrying mail
between these two stations by a helicopter on
12" February, 2011. A special set of
commemorative stamps was also released at
Allahabad on the occasion.
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Chapter 9
INTERNATIONAL BUSINESS AND COOPERATION

9.1 The Post Office is emerging as an
important channel for international trade in
India, enabling individuals and organizations
to transfer goods, money and information
across the borders for commercial purposes.
At the same time, it continues to facilitate
people-to-people contact around the world.

9.2 Postal operations at the global level are
coordinated by the Universal Postal Union
(UPU), a specialized agency of the United
Nations having its headquarters at Berne,
Switzerland. The UPU was founded in 1874
and presently has 191 countries as its
members. India, an active member of the
Unionis one of its earliest members.

India at the Universal Postal Union (UPU)

9.3 The UPU is responsible for ensuring
efficient operation of international postal
services throughout the world and their
constant improvement. It also aims to promote
international cooperation in the postal industry
and regulates the entire gamut of international
postal affairs through its various bodies and
multilateral agreements.

9.4 India Post has been playing an important
role in the different fora of the UPU. India is at
present the Chairman of Committee 3 of the
POC, which deals with financial services.
Further, India is one of the nine members of the
Board of Trustees (BoT) of the Quality of
Service Fund (QSF) and co-chair of Working
Group 13 of the Terminal Dues Project Group.
India is also member of Parcels Group, the
EMS Cooperative and Telematic Cooperative
and its user Groups.

9.5 India is currently a Vice Chairman of
Committee 4 of the CA on Strategy. This is a

48

joint Committee of the CA and POC and is
entrusted with responsibilities such as drafting
UPU strategy, implementation of the strategy
and annual programme (programme and
budget).

9.6 Council of Administration (CA) and Postal
Operations Council (POC): A5 member Indian
delegation attended the POC meetings of the
UPU from 12-30 April, 2010. A 4 member
delegation led by DDG (International Relations
and Global Business) attended the meetings of
Council of Administration in November 2010.

9.7 Indiais an elected member of QSF Board
of Trustees (BOT). India was represented at
the meetings of the Board of Trustees meeting
of the UPU Quality of Service Fund held from
12-15" July, 2010 at Kenya. The Quality of
Services Fund was set up in 1999, following a
decision of the 22™ UPU Congress in Beijing.
The fund's aim is to finance projects for
improving quality of service in the postal
administrations of beneficiary countries.

9.8 A two member Indian delegation
attended the Forum on Postal Regulation held
from 26-28" May, 2010 at Hangzhou, China.

9.9 A three member delegation led by
Secretary (Posts) attended the Asia Pacific
Postal Union Executive Council (APPU-EC)
held in Bali, Indonesia from June 21* to 25",
2010.

9.10 A three member delegation from India
Post attended the Pan-African Postal Union
(PAPU) Administrative Council's Ordinary
Session from 2-3 August, 2010.

Bilateral and Multilateral Events

9.11 A five member delegation from India Post
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led by the Secretary (Posts) visited Thimphu
(Bhutan) during 7-10 July, 2010 to hold
discussions on wide-ranging cooperation in
different areas of postal business.

9.12 A two member delegation from India Post
led by the Secretary (Posts) visited Beijing
(China) during 26-29 July, 2010 to discuss
issues of bilateral cooperation, with focus on
the areas of EMS, remittance services and
logistics.

9.13 Atwo member delegation from India Post
attended the 17" ASEAN Postal Business
Meeting during 24-27 November, 2010 at Da
Nang, Vietnam.

9.14 A three member delegation from India
Post attended the Pan-African Postal Union
(PAPU) Administrative Council's Ordinary
Session during 2-3 August, 2010.

9.15 A high level delegation from New
Zealand Post visited India during 20-26
November, 2010 to discuss issues related to
Training, Parcels and EMS.

9.16 A ten member delegation from Bhutan
Post visited India from 6-10 December, 2010 to
discuss issues related to cooperation in the
fields of Technology, Business Development,
PLI, Mail Business and International Mails.

9.17 India Post was represented at the
General User Group meeting of Eurogiro, held
from 4-6 May, 2010 at Rome, Italy.
Discussions were held on the newly launched
MO Videsh remittance service, which runs on
the Eurogiro platform.

International Business Initiatives
9.18 With a view to modernize the operations

and serve the customers better, all foreign post
offices and sub foreign post offices have been
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computerized. International parcel post hubs
have been established at Delhi, Mumbai and
Kochi for specialized handling of parcels. The
efforts of India Post is to make such services
available across the country, thus bringing
international trade within the reach of
individuals and Small and Medium Enterprises
even in remote towns and villages, and helping
to make international trade more inclusive.

International Parcel and Express Services

9.19 Parcel exports and imports in packet-
sized shipments have seen a spurt in recent
years. India Post has responded to this trend
by revamping its portfolio of international
products in tune with the current demands of
the market. Enabling tracking of international
parcel and express shipments through the
International Postal System (IPS) has
provided value-addition to these services.

Flat Rate Boxes

9.20 Standardized cartons have been
introduced for international parcels under the
product name International Flat Rate Boxes.
These boxes are convenient and secure, and
they ensure faster handling during
transmission. The accompanying customs
documentation has been simplified for
convenience of customers.

World Net Express

9.21 The World Net Express service which
was started in 2008 under a bilateral
agreement signed between India Post and
Deutsche Post AG of Germany has since been
expanded to about 240 post offices. This
service enables customers to dispatch
express parcels to over 200 countries, and has
advanced features like tracking of parcels
through internet, telephone and SMS. ltis also
supported by a 24 hour telephone help line.
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International Remittance Services

9.22 India Post is offering a portfolio of
remittance services to customers. These
ranges from instant money transfer on the
Western Union platform, to electronic money
orders on the International Financial System
(IFS), the latter being a collaborative platform
among postal operators. India Post has
recently launched the MO Videsh international
money order service on the Eurogiro platform,
the highlight of which is that it facilitates
outward remittances also. India Post is also
actively supporting the efforts of the Universal
Postal Union to set up worldwide systems for
money remittances and payments, that are
accessible and affordable to the common
people.

e-Post Office

9.23 e-Commerce has been identified as a
priority area by India Post for increasing the
access to citizens to postal services and also
as an area for diversification of business,
particularly the international services. A pilot
project is being readied for launch. This portal
has been developed with the technical support
of the National Informatics Center. The e-Post
Office will permit online money orders and
purchase of philatelic stamps using debit or
credit card. Once the transaction is completed
on the portal, its delivery will be effected
through the physical network of India Post. The
e-Post Office will subsequently expand its
scope to cover all postal and postal financial
services, including international business.

40" UPU Letter-writing Competition, 2011
9.24 The Department of Posts has been

conducting an annual letter-writing
competition in order to enhance the capability
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of school-going children in literary composition
and to improve their awareness about the role
of post office in providing communication
services. Accordingly, the current year's UPU
Letter-Writing Competition was held all over
Indiaon 2™ January, 2011.

Regional Business Meet

9.25 A Regional Postal Business Meetinviting
the Postal Administrations of neighboring
countries which include Afghanistan,
Bangladesh, Bhutan, Nepal, Maldives,
Pakistan and Sri Lanka was organized at New
Delhi on 17" and 18" February 2011. Nepal
Post could not participate in the meeting due to
some domestic commitments. A 10 member
delegation from India Post led by DG India
Post participated in the Regional Business
Meet.

The purpose of the Meetwasto:

Explore the possibility of introduction of new
Parcel and Express Products.

Introduction of logistic services.

Discussion on delivery rates for EMS &
Parcelsin the region.
Cooperationintraining.

Constitution of a South Asian Postal Union
and General Regulations of the South Asian
Postal Union.

Development of Postal E- Commerce.
Initiate money remittance services.
Enhanced cooperation for business
developmentinthe region.

Best practices in the region.

The meeting was concluded with the signing of
joint statement by the Heads of the Delegation.
It was agreed that this joint statement is a step
in furthering postal cooperation in the south
Asian region facilitating sustainable
development.
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Chapter 10
TECHNOLOGY

Computerisation and Networking of Post
Offices

10.1 During the period from 1% April, 2010 to
31 December, 2010, computer hardware and
peripherals have been supplied to 1811 Post
Offices. Thus, till December 2010, 14415 Post
Offices have been computerized under Plan
Scheme of Computerization of Post Offices.
Computer hardware has also been supplied to
292 Administrative Offices (Divisional Offices)
during the period from 1% April 2010 to 31°
December 2010 under plan scheme. Supply
orders for upgradation of hardware in 2228
Post Offices have been placed in December
2010 for supply of computer hardware and
peripherals.
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10.2 Government has approved the IT
modernization project of the Department of
Posts for computerization of all the non-
computerized post offices, mail offices,
administrative and other offices, establishment
of required IT infrastructure, development of
required software applications to be completed
by 2012-13.



India

Post

e 11
e A91eH e

11.1 UF 9dT e 89 & AN, $Td O9RT & forg a8
JNMATTP ¢ T TP HHART DI ATEDI DY ATTABATAN
BT QRT & 81 3R d g7 R Aol & | acr
qIaTEaROT H, UATHl BT SYFDBIBIUT PR b g
FFRYER S ATALID ¢ | 3T, IATIHT 59 d1d i ©
fop BHaTRAT 3R el & forg bived ik Fraifra
ufdreror vd faamT erid a9rm se | favrr & forg
LT € b g8 |qarsli &l Yura GAeed B &
fo, uemed, vdEd, dRREIaR0 iR oRar-fafy o
TS YRIETOT BRIHH TR & | 7194 FAre e i)
Xt daadfa Ire1(2007-08 | 2011-12 Th) & oI
Z 1249.2 fafoms & fag o 9ffa & om@ &1
(ST foat HaTTera gIRT g o) fear T & |

ufTeror Heeh snemed dran

11.2 fquIT & yT UfRieror o Ve G @aern g |
femfeRad ufreror SR fawr o1 uflieror deet
SIMITIEHT3 DI GRT B & |

YR TRTA XTH Pietol, TTITETE -S>
SIBEaR

SR, ATETET, AgY, AR, HERAYR MR ISIax]
R ST Ul s
Aipa/esia/fedc  geaea R
BRI SRR URIETT heg (ST

151

11.3 YT S fAual & A1-a1er 1 Wrenfiat i)
I AATHTA URNLTOT BRI AT fhy 717 | 5=+
Pl 56920 HIHAT I UfRieror yaT fobam T |

11.4 UReror & &5 § 9¢ dhed Fgar SSY U

>  eel, <o SNavRRRI, uRedd,  9mEr
TReHRER] 3R Aol AedfhiT Bt & {7y Y

519

TTR1ET0T HIS[ell DI FaRAT Bl 7S ¢ |

T, WHE W AT SIS/ TN W &
A & 37 HHAT BT YRS YA Bicis, Shid
# 8 ffts ®riwAl & sfavia ufdreror & forg
gferferger foam T |
490 FHHARAT &I Afgarery Uferor gd udes
AR, d3 fAeell & "W ¥ SRNAE ¢
et (SIcgw), TaRIudiHee df- T Ced(Suerd))
IR feomed offp ofHm(Sienel) &1 ufderor
IEEEIRIE
51 WETIDH ST 3TEf&TDh] Bl SIIAR SIS 3H
A9oTe, IR P HIEegH W ¢d ©
greRA(SIfRat @ ufderon &1 ufderor e
T |
23 IR IAFIFHINRAT BT AR TaeH A,
TR H YR ST 8g PRI UR Ufieror
gaT o I |
e FleTdt & URME ufdietor & srerds faan
TR

>

AT URRTeToT ST AR &

ay 2010 H HT fHY T 14000 ST FERDI AR
GClE HERGI & oy URIETT SrRisH SiHa,
2010 H URH BIPR 3T, 2010 Teb YRT R o7
ST |

YR YR WP Bhictsl, MAERE

11.6 URTd WIH dlerel, TMOIERE SId fq9rT #
UdE et d1 URRIETor Heell SRRl Pl YRT BR arel
IS Uf3reTor WRer= § | I8 H1ffe Ud uiietor faumT gy
HTRIAT UG s TR0 TR 2 | §H Pietsl Bl J&I
IR WRAI S AT R S1h AAl WE W b
SNBIRAT IR fAUTT § BRI Y orar Jar srferwRay
BT YRS TAT AATHTeA URIETT YSTH &A1 &, ForeaH

Urenre! uiieror i enfAe € 1 I8 Pielsl IR ST
HT FAT AR ST  GRAIR oIl Ud <t Har & 7-




India

Post

Chapter 11
HUMAN RESOURCE DEVELOPMENT

11.1 Being a Service Organization, it is
necessary for Department of Posts that the
workforce is well informed and responsive to
customer needs. In the present environment,
computer literacy is essential in order to
modernize operations. Thus there isaneedto
have focused and well planned training and
development programs for staff and
managers. Keeping in view the need to ensure
quality of services, the Department needs a
comprehensive training program on
operations, management, computerization
and accounting. The proposal for Expenditure
Finance Committee (EFC) for the Xl Five Year
Plan (2007-08 to 2011-2012) on Human
Resources Development to the tune of
31249.2 million has been approved by the
Ministry of Finance.

Training Infrastructure

11.2 The Department has a well established

training infrastructure. The following training

institutes take care of the training needs of the

Department.

- Postal Staff College of India (PSCI) at
Ghaziabad — Gazetted officers.

- Postal Training Centres at Darbhanga,

Guwabhati, Madurai, Mysore, Saharanpur

and Vadodara.

- 151 Workplace Computer Training Centres
(WCTCs) at Headquarters of Circles/
Regions/Divisions.

11.3 A number of in-service training on
operational issue as well on postal technology
were conducted. Number of official trained was
56920.

11.4 Following are the new initiatives on
training:
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» New training modules for Inspectors, Malil
Overseers, Postmen, Branch Postmasters
and Mail Networking Offices have been
developed and putin place.

37 Officials from Group C, Group B and
JTS/STS Group A cadres were deputed for
training at Asian Pacific College, Bangkok in
8 different programs.

490 officials were imparted training in Direct
Trainer Skill (DTS), Experiential Learning
Tools (ELT) and Design of Training (DOT)
through Institute of Secretariat Training &
Management, New Delhi.

51 Asst Superintendent of Posts were
trained in Train the Postmen program
through Xavier Institute of Management,
Bhubaneshwar.

23 senior officers were trained at Indian
Institute of Management, Bangalore on
Strategic Planning for India Post.

Induction training for Inspector Posts has
been updated.

11.5 Following are the upcoming programs:
> Training programs for training of 14000
Postal Assistants and Sorting Assistants
recruited in the year 2010 is scheduled to

commence in January, 2010 and expected
to be completed by August, 2010.

Postal Staff College of India at Ghaziabad
(PSCI)

11.6 Postal Staff College India, Ghaziabad
(PSCI) is the apex training institute in the
Department of Posts for meeting the training
needs of the managerial cadres of India Post. It
is a Central Training Institution recognized by
the DOPT. The main objective of the College is
to impart induction and in-service training
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including on technology management to the
Indian Postal Service Officers, Postal Service
Group 'B' Officers and all Accounts Officers
working in the Department. The College
conducts Executive Development
Programme, Management Development
Programme and Advanced Development
Programme for the officers of Indian Postal
Service and Indian Posts &
Telecommunication Accounts and Finance
Service having 7 — 10 years, 15—-20 years and
26 — 30 years of service respectively.

11.7 PSCI also designs and runs special
courses from time to time to fulfill training
needs of other Departments of Government of
India and PSUs of Central Government in
areas of common interest. Courses on RTI,
Disciplinary and Vigilance areas are
conducted regularly for Central Government
Officers and Officers working in Public Sector
Undertakings.

11.8 The College conducts both On-Campus
& Off-Campus training programmes. Off
campus programmes are judicially
interspaced with campus based-programmes
in PSCl's calendar, to widen the College's
reach and to maximize returns on investment
made into training programmes. Seven such
off-campus programmes on various subjects
have been conducted since April 2010 in the
financial year2010-2011.

India
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11.9 The College organizes International
programmes on behalf of the Ministry of
External Affairs, Govt. of India under its ITEC /
SCAAP funding. In 2010-2011 one such
programme on Leadership Development was
held in December 2010. An Executive
Development Programme will be held in
March, 2011. Till December 2010, 920
Officers have been trained by this College in 42
programmes. The College has excellent
infrastructure facilities to hold workshops,
conferences. It has hosted important official
events like, Heads of Circles Conference,
Circle Internal Finance Advisers' Conference,
Postal Life Insurance Workshop in this year
ensuring maximum utilization of its
infrastructure.
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Chapter 12
FINANCIAL MANAGEMENT
Introduction
12.1 India Post provides postal facilities within the reach of every citizen in the country through its
vast network at an affordable price. Besides providing postal services, post offices perform

agency functions like Savings Bank, payment of pension, sale of Cash Certificates etc. on behalf
of other Ministries/ Departments of the Government of India/ Other Organizations.

TABLE 5
Revenue and Expenditure
(for the year 2008-09 & 2009-10) (% in Million)
Particulars Actuals Actuals % age Inc(+)/
2008-09 2009-10 Dec(-) over
previous year

Revenue
Sale of Stamps 6056.64 6178.11 2.01%
Postage Realised in Cash 20364.48 20972.82 2.99%
Commission on Money Orders
and Indian Postal Orders etc. 3382 97 3398 42 0.46%
Remuneration for Saving
Bank/Saving Certificates Work. 2802460 31327.68 11.79%
* Other Receipts 794.57 789.98 -0.58%
Total 58623.26 62667.01 6.90%
Expenditure
General Administration 5999.55 7300.02 21.68%
Operations 60359.74 82596.64 36.84%
Agency Services 4300.06 4225.79 -1.73%
**Others 26902.95 39346.96 46.26%
Total Gross Expenditure 97562.30 133469.41 36.80%
Less Recoveries 3008.16 4389.36 45.92%
Net Expenditure 94554.14 129080.05 36.51%
Deficit (Net Exp - Revenue) 35930.88 66413.04 84.84%
* Thisincludes service charges retained by the Department of Posts from sale of Passport Application

Form, Passport Fee Stamps, Central Recruitment Fee Stamps, receipts from other Postal Administrations etc.
Sale of stamps includes sale of Postage stamps, service stamps.
** Thisincludes Audit and Accounts, Amenities to Staff, Pension charges, Stationeryand  Printing etc.
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12.2 The total revenue earned including
remuneration for Savings Bank and Savings
Certificates work during the year 2009-10 wasz
62,667.01 million and the amount received
from other Ministries/ Departments for Agency
functions was ¥ 4,389.36 million. Gross
working expenditure for the year 2009-10 was

India Post

% 133,469.41 million against the previous
year's expenditure of ¥ 97,562.30 million. The
increase was mainly due to payment of arrears
of Pay and Allowances on Implementation of
6" Pay Commission's Report and Normal
increase in Dearness Allowance/Dearness
Relief etc.

TABLE 6
Recovery of Working Expenses on account of Agency Services

in 2008-09 and 2009-10 ( in Million)
SI No Head of Account 2008-09 2009-10
Actuals Actuals
1 | Military Pension 0.00 0.00
2 |Payment of Coal Mines and EPF/Family 91.54 99.49
pension and misc services
3 |Payment of Railway Pension 69.17 159.25
4 | Postal Life Insurance 1949.69 2978.36
5 |Custom Duty Realisation 19.15 17.40
6 |Mahila Samridhi Yojna 0.00 0.00
7 |Commission on a/c of International 389.62 1013.32
money transfer Western Union Scheme
8 |Telegraph share of Combined Offices 0.27 0.07
9 |*Others 488.72 121.47
Total 3008.16 4389.36

etc.

* This includes Commission on sale of Non-Postal stamps of Delhi Administration, Incentive
paid to staff from commission recovered under Retail Post, Accounts and Audit, Commission
on account of payment of P.O. Provident Fund, Share of spread margin received from WUFSI

12.3 The earnings of the Department are in the
form of 'Recoveries' and 'Revenue Receipts'.
The item 'Recoveries’ mentioned in Table 6
represents the amount of commission earned
by the Department for Agency Functions done
on behalf of other Departments and
organizations and ' Revenue Receipts are on
account of sale of Postal articles, commission
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on money orders and Indian Postal Orders,
receipts from other premium services,
remuneration for Saving Bank and Saving
Certificates work etc. The earnings of the
Department are on the lower side in
comparison to the working expenses incurred.
During the financial year 2009-10 the deficit of
the department was X 66413.04 million against
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previous year's deficit of ¥ 35930.88 million
which is increased by 84.84% due to increase
in Working Expenses on Implementation of 6th
pay commission's Report and normal increase
in DA.

12.4 The funds made available by the Ministry
of Finance for 'Working Expenses' and 'Capital
Outlay' during the year were appropriately
utilized. Surplus funds were surrendered in
time to the Ministry of Finance.

India Post

Capital Outlay

12.5 The expenditure on fixed assets in the
year 2009-10 was T 2543.22 million, of which
4.75% was on Land and Buildings, 94.86% on
Mechanization and Modernization of Postal
Services and 0.39% on Mail Motor Vehicles
and others. The value of Gross Capital on
fixed assets rose to ¥ 21239.40 million at the
end of the year. The net progressive fixed
asset value upto the end of the year was X
19576.13 million.

TABLE 7
FUNDS SURRENDERED AND SAVING DURING 2009-10
(X in million)
Budget Suppl. Total Actual Excess(+)/ Amount [Savings
Nature of Estimate | Grant/ Expenditure Saving () | Surrend-
Expenditure Re-app. ered/Re-
app.
3201 Working| 120465.00] 4366.00| 124831.00| 133469.41 8638.41 4.61| 8643.02
2552 Prov.
For the
Development
of North East
Region 437.00 0.00 437.00 0.00 -437.00 0.00 | -437.00
Total
Working 120902.00| 4366.00| 125268.00| 133469.41 8201.41 4.61| 8206.02
5201 Capital
Exp. 3705.00 1.10 3706.10 2616.57 -1089.53 1641.40 551.87
4552 Prov.
For the
Development
of North East
Region 183.00 0.00 183.00 0.00 -183.00 0.00 | -183.00
Total Capital | 3888.00 1.10| 3889.10| 2616.57| -1272.53 |1641.40 | 368.87
Total
Working Exp [124790.00| 4367.10|129157.10{136085.98 6928.88 | 1646.01|8574.89
+Capital Exp

Tariff and Costing

12.6 Tariff and Costing deals with the study of
cost with respect to standard work procedure/

study and accounting procedures in respect of
various new postal services, agency services
or products to be offered by the Department of
Posts from time to time. On the basis of the
study tariffs for the service/ product are fixed.
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12.7 Review of the cost of existing services/
products with respect to tariff being charged for
the existing services/ products:

Current services/ products include :-

Traditional mail services like postcard, letter
card, letters, registered parcels etc.;
Premium product/ services like speed-post,
EMS, logistics post, e-payment etc.;
Agency services on behalf of other
organizations e.g. Savings Bank, Savings
certificates, Western Union Money Transfer
etc.,

India

66

Post

12.8 Coordination with Ministry of Finance
with respect to review of rates of agency
charges for services being performed under
National Small Saving Scheme, NREGA etc.
In order to arrive at accurate costing of
products and services offered by the
Department it has been decided to implement
“Modernised Costing System”.
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Chapter 13
VIGILANCE ACTIVITIES

13.1 In order to maintain integrity of the
officials and efficiency in services, the
Department of Posts has in place a full-fledged
vigilance set up at its headquarters at New
Delhi headed by the Secretary (Posts) who is
assisted by the Deputy Director General
(Vigilance), who is the Chief Vigilance Officer
(CVO) of the Department. The CVO acts as the
Special Assistant to the Secretary in all matters
pertaining to vigilance and provides a link
between the Department of Posts and the
Central Vigilance Commission (CVC). The
CVO s assisted by a Director (Vigilance), three
Assistant Directors General and one Desk
Officer at the Headquarter. Besides, there is
also an Investigation Wing and a Central
Checking Squad for investigation into loss and
fraud cases, checking of leakage of revenue
and other malpractices.
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13.2 At the Circle, Regional and Divisional
levels, vigilance related functions are
discharged by heads of these formations, viz.
Chief Postmaster General, Regional
Postmaster General and Divisional Heads, as
part of their overall duties and responsibilities.

13.3 As apart of preventive vigilance, the CVO
arranges regular and surprise inspections of
sensitive spots, review and streamlining of
procedures, which appear to afford scope for
corruption or misconduct, initiate measures for
prevention, detection of corruption and other
malpractices in the Department and its field
offices.
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Chapter 14
PUBLIC GRIEVANCES

14.1 The Department developed a web-based
system to interconnect its Customer Care
Centres with the objective of systematic
handling and quick redressal of public
grievances in the year 2003. In addition to
providing data access at all levels, the web
based operations has been able to ensure
better interactive control and monitoring. A
review of web based Computerized Care
System has since been done and the system
has been made Sevottam compliant with
dynamic features and possibility of better
monitoring and control at all levels.

14.2 New features such as automatic
generation of acknowledgement; escalation of
unresolved complaints to next higher
administrative level for better monitoring and
quicker redressal; categorization of complaints
into minor, major or critical; automatic
generation of reply to the complainant on
completion of inquiry; provision for feedback of
complainant; etc have been incorporated in the
new CCCC System.

14.3 Presently 3603 Computerized
Customer Care Centres (CCCCs) have been
established in the Post Offices, Speed Post
Centres and Divisional/Regional/Circle
Headquarters across the country for online
exchange of information amongst all the units
for speedy redressal of public grievances.

14.4 Department of Posts is also operating
Central Public Grievance Redressal and
Monitoring System (CPGRAMS) to handle
complaints received in Department of Public
Grievances (DOPG), President's Secretariat.
Cases registered by consumers of postal
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services are processed in this system which is
accessible at the website
www.pgportal.gov.in.

14.5 During the year 2010-11 (April 2010 to
December 2010), a total of 6,01,048 cases of
public grievances have been handled. A total
of 5,73,954 cases (i.e. 95.49% of the total
grievances) were settled.

14.6 India Post has got the IS 15700:2005
Certification for implementing “Sevottam — a
service delivery excellence model” for New
Delhi GPO on 11" April 2008 valid for three
years.

Implementation of RightTo Information Act,
2005

14.7 CAPIO module developed by NIC for use
of the department has been made functional in
4707 Post Offices. Offices selected under
Project Arrow are being authorized to act as
Central Assistant Public Information Officers
(CAPIOs) in addition to the existing ones. In
addition, the Department has appointed 845
CPIOs to implement the Right To Information
Act, 2005 in the Department of Posts.

Citizen's Charter.

14.8 An updated Citizen's Charter is available
on www.indiapost.gov.in. It contains
introduction about the organization, postal
services and facilities for the customers, postal
products and services, delivery standards,
complaint settlement mechanism, liability of
the organization and administrative set up.
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15.1 STd Q9T Afgerei o gamar iR = foom™ &
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ST BT Pl AR I BT YA o ST 2 |

15.4 #Afgcel & A IdlsT @I AdAH & v
fFeemerT # Fevd (TTh) &1 oreuerdT § i 3
et afed ve afafa wenfod &) 78 81 &iffe ud
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Chapter 15
GENDER ISSUES

15.1 The Department of Posts is committed to
the social objectives of Gender Equality and
Justice. Ensuring equal participation, women
hold the highest levels of decision-making in
the Department.

15.2 Gender Sensitization themes have been
incorporated in each of the training modules to
inculcate the element of social responsibility in
men and women towards creating an
equitable, enabling and gender sensitized
work place.
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15.3 Besides providing support services like
creche facility, the Department strives to
provide a conducive working environment to
the women employees.

15.4 To look into the matters of prevention of
sexual harassment of women, a committee
under the chairmanship of Director (Staff) with
three other members has been set up in the
Directorate. As per the instructions of the
Department of Personnel & Training, the
Committee meets once every quarter.
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Chapter 16
FACILITIES FOR DIFFERENTLY ABLED EMPLOYEES

Schemes/Policies run by the Department of
Posts for the benefit of persons with
disabilities:

16.1 The Department of Personnel and
Training has fixed 3% reservation under
Section 33 of PWD Act in respect of Direct
Recruitment vacancies to Group 'A’', 'B', 'C' &
'‘MTS' for persons with disabilities as per the
following criteria in the identified posts (i) 1%
reservation for persons suffering from
blindness or low vision, (ii) 1% reservation for
persons suffering from hearing impairment
and (iii) 1% reservation for persons suffering
from loco motor disability or cerebral palsy.
Three per cent of the vacancies in case of
promotion to Group 'C' and Group ‘MTS'
posts in which the element of direct
recruitment, if any, does not exceed 75% posts
shall be reserved for persons suffering from (i)
blindness or low vision, (ii) hearing impairment
and (iii) loco motor disability or cerebral palsy
in the posts identified for each category of
disability. Persons who acquire disabilities
after entering into government service are also
given the benefit of reservation in services as
per the instructions of Department of
Personnel and Training.

16.2 Out of the available fund under
scholarships and other educational schemes
of the Department of Posts, 3% funds are
earmarked for scholarship of handicapped
children of Postal employees apart from the
grant of scholarship which is available for the
normal students. Under the scheme,
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physically handicapped/Mentally
challenged/Blind/Deaf and Dumb children of
postal employees drawing pay upto ¥ 29790
p.m. are eligible for an annual scholarship.

16.3 Orthopaedically handicapped
employees are eligible for the following
financial assistance from the Welfare Fund:-

a) A handicapped employee is entitled to get
reimbursement of amount spent on
purchase of Mechanized Tri-cycle.

b) A handicapped employee can claim an
amount of ¥ 15,000 or 50% of the cost of
a Motorized Tri-cycle whichever is less from
the Circle Welfare Fund as financial
assistance. If the same employee applies
for the grant of scooter advance, his or her
case is considered on priority basis.

c) Actual II™ Class Railway fare from the
place of duty to the Artificial Limb Centre
and back is also reimbursable from the

Welfare Fund in cases of handicapped

employees for provision of artificial limbs

if such reimbursement is not admissible from
any other source.

16.4 Transport charges and Hostel/Mess
subsidies (in lieu of Transport charges) is
allowed to handicapped/mentally
challenged/blind/deaf and dumb children of
Postal employees studying from 1% to 12"
standard @ ¥ 100 p.m. in 'A’ class cities and
% 80 p.m.in'B'class cities respectively.

16.5 Blind Literature packets weighing up to 5
Kg is transmitted free by the Department of
Posts.
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Chapter 17
ISSUES OF GENERAL IMPORTANCE

Staff Relations

17.1 The Department endeavored to maintain
harmonious and meaningful relations with the
Federations and Associations of its
employees. In this connection, a meeting of
the Departmental Council (JCM) was held on
27.08.2010 under the chairpersonship of
Secretary (Posts).

Grant of Recognition to Service
Associations

17.2 In the process of reverification 33
associations in 12 categories of postal
employees and 3 associations of Garmin Dak
Sevaks participated. 20 associations
belonging to all categories of postal employees
have since been granted recognition under
CCS (RSA) Rules, 1993. All India Association
of Postal Supervisors (General Line) has been
deemed as a recognized association, as a
follow up of the order passed by Hon'ble Delhi
High Court.

Staff Welfare

17.3 The objective of the Postal Services Staff
Welfare Board is to promote, develop and
organize welfare, sports and cultural activities
among the employees of the Department as
also Gramin Dak Sevaks. The Board receives
grants-in-aid for this purpose from the
Consolidated Fund of India. Voluntary
contributions from the staff are also arranged
by the field formations.

17.4 The funds of the Welfare Board are
utilized for financial assistance in cases of
illness, death, natural calamities, educational
scholarships, subsidy for excursion trips,
grants to help handicapped staff and their
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children, vocational training centres and
creches and on sports activities, recreation
clubs etc.

17.5 During the year 2010-11 (upto
31.12.2010) an amount of ¥ 2,14,30,000 and
I 1,56,30,000 was allocated to the Postal
Circles for Welfare activities and sports
activities respectively.

Sports

17.6 During the year 2010-2011, All India
Postal Tournaments / events were conducted
in fourteen events viz. Basketball, Carom,
Chess, Weight Lifting/Power Lifting & Bench
Pressing, Badminton, Wrestling, Athletics &
Cycling, Hockey, Volleyball, Cricket. Kabaddi,
Football, Table Tennis, and Cultural Meet.

Medical

17.7 As a welfare measure, the Department of
Postsis running 52 Postal Dispensaries in 45
cities/towns in various parts of the country.
These Dispensaries extend out-door
treatment facilities to the beneficiaries.
Employees as well as pensioners of
Department of Posts and Department of
Telecom are entitled to get medical facilities
through the Postal Dispensaries, wherever
available. In other places where postal
dispensaries are not available, the employees
of the Department can avail comprehensive
health care facility from CGHS Dispensaries or
from the authorized medical attendants.

Postal Buildings
17.8 Buildings are a vital infrastructure for

Postal Operations which enable the
department to provide efficient services to the
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public. A building well designed to suit the
work flow and other operational requirements,
enhances the quality of service and level of
customer satisfaction. In addition, it gives
proper amenities and working conditions to the
staff. Accommodation for all the Post Offices
except Extra Departmental Post Offices is
provided by the Department for managing the
affairs of postal network. Construction of
buildings in the Department of Posts is
executed through Postal Civil Wing. The
Department has 4411 departmental buildings,
22348 departmental staff quarters and 22427
rented buildings.

Scheduled Castes/ScheduledTribes

17.9 The inspection of Reservation Rosters of
Scheduled Castes/Scheduled Tribes/Other
Backward Castes is carried out according to
the annual calendar for the purpose. The
reservation rosters of Agra Region, Madhya
Pradesh Circle Office, Vidisha Division and
Bhopal Division were inspected during the
year2010.

Representation of SCs, Ex-
Servicemen and Women

STs,

17.10 As on 31.08.2010, there were 37196
SC, 14402 ST, 1411 Ex-servicemen, 27
Disabled Ex-servicemen and 31011 Women
employees in various grades in the
Department (see Table 11 and 12).

Official Language (OL)

17.11 In pursuance of the policy of the Central
Government, the Department of Posts has
been making sustained efforts to ensure use of
Hindi in official correspondence and day to day
administrative work at all levels.
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17.12 In order to effectively monitor the
progressive use of Hindi in the offices of the
Department, Official Language
Implementation Committees are functioning in
the headquarters as well as in the subordinate
offices.

17.13 The OL Branch of the Directorate
promotes and propagates various incentive
schemes to encourage the use of Hindi. It
nominated officials for imparting training under
the Hindi Training Scheme and also
familiarized various arms of the Directorate
with the OL Act, Rules and instructions issued
thereunder for their compliance and for
achieving the targets fixed by the Department
of Official Language in their Annual
Programme.

17.14 The second Sub-Committee of the
Committee of Parliament on Official Language
also monitors the implementation of OL Policy
in the offices of the Department. During the
period under review, the second Sub-
Committee of Parliament on Official Language
carried out the inspection of several offices
located in different circles.

17.15 The Drafting and Evidence Sub-
Committee of the Committee of Parliament on
Official Language also held discussions with
the heads of some offices.

17.16 Hindi Fortnight was observed from 14"
to 28" September 2010. A two-day Hindi
workshop was also organized during the
fortnight.

Installation of Solar Power Packs

17.17 Department has completed a pilot
project of installing Solar Power Packs in 12
Post offices in rural areas in 7 Postal Circles
viz. Bihar, Chhattisgarh, Orissa, Uttar
Pradesh, West Bengal, Maharashtra and
Rajasthan ata costof 4.8 million.
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2007-08 1368.10 348.30 25.46%
2008-09 3188.30 189.10 5.93%
2009-10 3924.40 353.60 9.01%
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Chapter 18
DEVELOPMENT ACTIVITIES IN THE NORTH EASTERN REGION

18.1 India Post has taken many special
initiatives for the development of North Eastern
Region, in accordance with the policy
guidelines of the Government.

18.2 North Eastern Region has two postal
circlesviz. the North Eastern Postal Circle and
Assam Postal Circle. The North Eastern
Postal Circle with its headquarter at Shillong
covers the states of Arunachal Pradesh,
Manipur, Meghalaya, Mizoram, Nagaland and
Tripura. It has 2935 post offices. On an
average, each post office in the North East
Circle serves an area of 60.19 Sq. Kms and a
population of 4231.

18.3 Assam Postal Circle, with its
headquarters at Guwahati, has a network of
3996 post offices. On an average, each post
office in the Assam Circle serves an area of
19.63 Sg. Kms and a population of 7173.

Plan Activities

18.4 Expenditure in the North Eastern region
vis-a-vis the total expenditure on Plan activities
throughout the country during Eleventh Plan is
given below:

Table 8
PLAN EXPENDITURE IN NORTH EASTERN REGION

 in Million)
mwuaipin | Plan | Epeniurein | % Ou foa
xpenditure
2007-08 1368.10 348.30 25.46%
2008-09 3188.30 189.10 5.93%
2009-10 3924.40 353.60 9.01%
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18.5 Department has launched a dedicated
freighter aircraft in the North East sector on
Kolkata-Guwahati-Imphal-Agartala-Kolkata
route. This has expedited transmission of mail
and parcels in the entire North East Sector.

India Post

18.6 In order to enable the staff to harness
new technology and to provide customer
centric services, training in various disciplines
was imparted to officials in the region. The
details are given below:

TABLE 9

TRAINING IN NORTH EASTERN REGION(2009 -10)

Sl. States Training to | In- Service | Computer Training for Training
No. Group ‘A training to Training Post for GDS -
& B’ Group ‘C’ Man/driver- Number of
officials Officials Number of officials
officials trained
trained
1 Assam - 1126 - 643 174
2 Arunachal 3 67 - 35 180
Pradesh
3 Manipur 1 91 - 35 175
4 Meghalaya 3 86 - 37 170
5 Mizoram 1 93 - 35 160
6 Nagaland - 91 - 40 180
7 Tripura 2 151 - 45 365
Total 10 1705 - 870 1404
18.7 The details of the major developmental Assam

activities initiated during 2009-10 state-wise
are given below:
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18.8 Computer hardware was upgraded in 33
Post Offices. 209 officials were imparted
training in PLI operations. 1191 EDBOs were
provided with fans and basic infrastructural
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18.10 3 SIHERI & BSRIN BT WRIFI fhar 17|
397 TSIRI DI UM TAT ATE HIS-HH SUT
HRIIT AT | 2 BT AT A1 U 3 Tchlel ISR g

I Y T | 10 THYATH dresi Bl Sidigs ¢fdh
SUTE HhITAT 77 |

AT

18.11 ¥ & GR 4 SIHERI & BRI B WRIFI
fopar a1 | 223 SIS BT U IUAL] BRIV T | 2 D
faxTT A1E 81X 5 Tehlel AIRITSY $he U fhy 77|
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equipments. Logistics infrastructure of the
state was enhanced by establishing two
Logistics Post Centers with warehousing
facility. Mechanised delivery and collection of
mails was augmented, with provision of 30
vehicles and GPS tracking was provided in 14
MMS vehicles. One post office building and 4
Staff Quarters were constructed. 47 Instant
Money Orders centres were set up.

Arunachal Pradesh

18.9 During the year hardware of 4 Post
Offices was upgraded. Training under PLI was
imparted to 11 officials. 135 EDBOs were
provided with fans. 7 Instant Money Order
centres were set up. GPS tracking was
provided in 8 MMS vehicles.

Manipur

18.10 Computer hardware of 3 Post Offices
was upgraded. 397 EDBOs were provided
with fans and basic infrastructural equipments.
2 Postal Finance Marts and 3 Instant Money
Order centres were set up. GPS tracking was
provided in 10 MMS vehicles.

Meghalaya

18.11 During the year hardware of 4 Post
Offices were upgraded. 223 EDBOs were
provided with fans. 2 Postal Finance Marts
and 5 Instant Money Order centre were set up.
GPS tracking was provided in 13 MMS
vehicles. 39 officials were imparted training in
PLI. 1 lift was installed at Circle office in

India
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Shillong. 8 Staff Quarters were constructed.
One philatelic exhibition was held and one
Philatelic Bureau was provided with
networking.

Mizoram

18.12 During the year 167 EDBOs were
provided with fans and basic infrastructural
equipment. 10 officials were imparted training
under PLI. 3 Postal Finance Marts and 5
Instant Money Order centres were set up. GPS
tracking was provided in 9 MMS vehicles.

Nagaland

18.13 During the year 84 EDBOs were
provided with fans. 19 officials were imparted
training under PLI. 7 Instant Money Order
Centres were set up. GPS tracking was
provided in 9 MMS vehicles.

Tripura

18.14 During the year, hardware of 10 Post
Offices were upgraded. 528 EDBOs were
provided with fans. 3 Postal Finance Marts, 8
Instant Money Order centres were set up. GPS
tracking was provided in 12 MMS vehicles. 35
officials were imparted training in PLI.

Sikkim

18.15 During the year, hardware of 1 Post
Office was upgraded. Basic infrastructural
equipment was provided to 3 EDBOs. 12
officials were imparted training in PLI.



AR Td Fe1 Gl g H3A 2N THEr T 18-04-2010 B Hiadrr H fiic g URE' $ URT F AaR W SURAT ANl B FIIE PR §Y
MOSC & IT Shri Gurudas Kamat addressing the gathering during the launch of ‘Print to Post’ in Kolkata on 18-04-2010

3 TN qareR A J SR gaa At Aex [aT arel $ YARY F AT R RIS yue SHEHR § afd (S1e) gt e SRt
Secretary (Posts) Ms. Radhika Doraiswamy at Shillong HO during the launch of GPS enabled
Mail Motor Service vehicles in Assam and North Eastern Circles




18 HRa<), 1911 I ¥ T T TIRAA SSM Bl GARIGRT & Sa6R W 12 BRaR), 2011 P gAREIE ¥ arge=1 &
Tellpier B &4 $<] fewmd §Y SR e & #wemfed raure #ff . ger. i |

Re-enactment of the First Airmail Flight (18 Feb 1911) on 12 Feb 2011.
His Excellency Governor of UP Shri B. L. Joshi flagging the Airforce Helicopter at Allahabad

12 BRI 2011 HI gWMETEIE A UyYH  TERAS  ISTRT @Y yrrRigfin @ g
Before the re-enactment of the First Airmail Flight on 12 Feb 2011 at Allahabad
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ANNEXURE
AUDIT OBSERVATIONS OF C & AG

Summary of audit observations on the working
of Department of Posts provided by C&AG is
asfollows:

Audit Report No.9 of 2010-11, Union
Government (Civil) (Compliance Audit
Observations)

Ministry of Communications and
InformationTechnology

Department of Posts
Irregular payment of commission to banks.

In contravention of the codal provisions, five
Head Post Offices in Bihar Circle made
irregular payment of commission of ¥ 81.32
lakh for obtaining bank drafts from nationalized
banks.

Paragraph No. 5.2
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Excess paymentof haulage charges.

Failure to verify the claim of haulage charges
made by Railways resulted in excess payment
of ¥2.10 crores.

Paragraph No. 5.3
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HIf®: 31.3.2010 &t AR &% AR IRafas Fwn
(fawrT & qreR fafgfaa sk uRenr iR g SFaiRal &1 fremss)

fmg
EAEAIES! E'R" aEE Fel
IR ST HAT T 'S
KIEERSED) 1 - 1
A, STH AT a1 5 - 5
T H TREARTR SR 0 0 0
gR. Y FRINQIH/ I TREARER SR 26 - 26
IR gurafie s 71 - 71
B gD IS 111 - 111
RS T 49 - 49
BT FHIET 132 - 132
P el AEE" - 749 749
TRIAD 3reflerd - 1840 1840
SIh-dIR e v A< Jar
IR gerafie IS 6 - 6
HS TIRE I 24 - 24
IR TR 25 - 25
BT TR 29 - 29
GRS oraT SIRABIRY/ oraT STfRHIRT - 239 239
RIS Rl TR - 771 771
Pl e |ar 20 67 87
fafae famr
T AT 2 - 2
=T 40 161 201
I AMTT bR A 82 66 148
P (Irorahre) 623 3893 4516
9. 9g"@" R - - 3498
1. IRTSAYRIT WE'T | A RET Pl
X6
RESUGES 168 115 283
SIHER (Afhd HRITer, oRgl, W feur 145471 19558 165029
IR HEH P Afed)
I Hel Har 16446 11547 27993
el Aiex JdT 1511 303 1814
I (RT3, SNTTeRT, SR, Ufdefo, 1777 1424 3201
fafaet, S SiawT 9T Td U)
Pl (SRTSTURA) 165373 32947 198320
Pl Faarti (F+@+) 206334
. U STh A9H 269120
HAehel AT (B+T+HT+THEITH) 475454
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TABLE 10
Personnel: Actual strength as on 31.3.2010
(including those on deputation and training outside the Department)

DEPARTMENTAL

A.GAZETTED GROUP“A” GROUP“B” TOTAL
INDIAN POSTAL SERVICE GROUP “A”

Secretary (Posts) 1 - 1
Member, Postal Services Board 5 - 5
Principal Chief Postmaster General 0 0 0
Sr.DDG/Chief PMG 26 - 26
Senior Administrative Grade 71 - 71
Junior Administrative Grade 111 - 111
Senior Time Scale 49 - 49
Junior Time Scale 132 - 132
POSTAL SERVICE GROUP “B” - 749 749
Assistant Supdt. - 1840 1840
P& T ACCOUNTS & FINANCE SERVICE

Senior Administrative Grade 6 - 6
Junior Administrative Grade 24 - 24
Senior Time Scale 25 - 25
Junior Time Scale 29 - 29
Senior Accounts Officer/Accounts Officer - 239 239
Asstt. Accounts Officer - 771 771
CENTRAL SECRETARIAT SERVICE 20 67 87
CIVIL WING

Chief Engineer 2 - 2
Others 40 161 201
OTHER GENERAL CENTRAL SERVICE 82 66 148
TOTAL (GAZETTED) 623 3893 4516
B. Group ‘B’ NON GAZETTED - - 3498
C. NON GAZETTED GROUP“C” MULTI TASKING STAFF TOTAL
Directorate 168 115 283
Post Offices (including Circle Office, 145471 19558 165029
Accounts, Stamp Depot & Canteen Staff)

Railway Mail Service 16446 11547 27993
Mail Motor Service 1511 303 1814
Others (RLO, Disp., Store, Trg.,Civil, PLI 1777 1424 3201
& Press)

TOTAL (NON GAZETTED) 165373 32947 198320
TOTAL DEPARTMENTAL(A+B+C) 206334
D. GRAMIN DAK SEWAK 269120
GRAND TOTAL (A+B+C+MTS) 475454
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TABLE 11

NUMBER OF EMPLOYEES: SCHEDULED CASTES/TRIBES AS ON 31.3.2010

Group Scheduled | Percentage to | Scheduled Percentage to
Castes Total no. of Tribes Total no. of
Employees Employees
Group ‘A’ 63 10.11 27 4.33
Group ‘B’ (Gazetted) 412 10.58 183 4.70
Group ‘B’ (Non Gazetted) 465 13.29 243 6.95
Group ‘C’ 29132 17.62 11504 6.96
Multi Tasking Staff 7124 21.62 2445 7.42
Total 37196 18.03 14402 6.98
TABLE 12
NUMBER OF EMPLOYEES: EX-SERVICEMEN, DISABLED EX-SERVICEMEN
AND WOMEN AS ON 31.3.2010
Group Ex-ervicemen Disabled Women
Ex-Servicemen
Group ‘A’ 0 0 82
Group ‘B’ (Gazetted) 0 0 153
Group ‘B’ (Non Gazetted) 7 0 359
Group ‘C’ 1215 27 26593
Multi Tasking Staff 189 0 3824
Total 1411 27 31011
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31.3.2010 &I Reafd & AR srgyfaa sifa /gyfaa sefa sHar (faurfi)
SC/ST EMPLOYEES AS ON 31.03.2010 (DEPARTMENTAL)

;_\\-

154736 /

ISl 31T 3
. ST . SC o Other

31.3.2010 @I Rafd @& sgaR Afeen =R (fawrfia)
WOMEN EMPLOYEES AS ON 31.3.2010 (DEPARTMENTAL)

31011

175323

EIEGI . gy

Women Men
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fedeR 2010 & SR IR TS WIh Hiciol, MOMAEIG § URSHRCR] 9T Ydgadi & fory Mg siaRisiy eftexfRm
o ¥ wnfie gy afavrf

Participants of the International Leadership Programme for Postmasters & Managers
held in December 2010 at Postal Staff College of India, Ghaziabad

Iod S AR, Wd *Ried, ToRTd Al 1 TaiTeire, 99 7 i TR I=1 17 2010 # wfeereli &1 gea dsfied af@ifar # s 1ee
SR I BT R TGRT| Ul 379 GREPR fIorem 1

Parul D Parmar, Sports Inspector, Gujarat Circle did the country proud by winning the Bronze Medal in Women’s
Badminton Singles in 2010 Asian Para Games, Guangzhou, China. Parul is an Arjuna Awardee.
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