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REPORT OF THE WORKING GROUP ON THE POSTAL SECTOR

1.

11

Introduction

Constitution of the Working Group

In the context of preparation of Eleventh Five Year Plan (2007-2012) the Planning Commission
constituted a Working Group on the Postal Sector to make recommendations on the various
policy matters relevant to the formulation of the Eleventh Five Year Plan. A copy of the order
constituting the Working Group is at Annex-1.

1.2

Terms of Reference of the Working Group on the Postal Sector

The Terms of Reference to the Working Group were as under:

1.

To recommend on the vision statement to be adopted for the Eleventh Five Year Plan
with a focus on the social commitment, technology induction, entrepreneurial
management and envisages becoming a self-supporting institution.

To make suitable recommendations on re-structuring the organisation and
corporatising certain business units and possibility of segregating its banking and
insurance functions. Also recommend possibilities of joint ventures or tie-ups for a
larger presence nationally and internationally.

To make recommendations on formulation of a corporate plan and strategy for the
formulation of a National Postal Policy (Keeping in view the present status and future
potential of the Department of Posts against the background of the existing and
anticipated national and international scenario, the universal service obligations of
India Post and its commitment at the Universal Postal Union).

To recommend short-term, medium-term and long-term strategies to meet the
objectives of the Department of Posts and make recommendations for rationalization
and consolidation of the Postal Network through computerization, establishing the
National Data Centre for providing increased access to postal facilities covering both
rural and urban areas and developing an integrated plan for meeting emerging
demand for services in rapidly growing urban areas.

To make suitable recommendations for — Legislative reforms and regulations of the
postal sector.

To make recommendations on a composite sub-plan for the North East during the
Plan period, instead of scheme-wise allocation of funds for the North East.

To recommend a technology policy for the Department of Posts, including the
possibility of taking up a technology partner or recruiting technology experts;
utilizing GIS; creating a seamless integration of software for converting Post Offices
as delivery points to the citizens for providing services relating to e-governance,
banking, insurance and other postal services.



8. To make recommendations on setting up a Special Purpose Vehicle for management
of postal estates. This will also cover such areas as improvement in the brand image,
commercial utilization of building and real estates’ face lift for the existing building,
acquisition and construction of estates, ergonomics of postal premises etc.

9. To make recommendations relating to various quality initiatives such as setting
standards, sharing them with customers, prescribing measurement tools, best
practices and publicizing them etc and even perhaps creating an India Post Quality
System for measuring specified tasks such as delivery performance.

10. Any other item which the Working Group deems necessary to be included for making
recommendations effective.

The Working Group was permitted to set up Sub Groups to go into specific issues/areas in the

sector and or for detailed information gathering and analysis or co-opt any person whose
knowledge or expertise was considered useful to the Working Group or the Sub Groups.

2. Deliberations Of The Working Group

2.1 The Working Group met on 9™ August, 2006. A presentation on the Approach Paper to
the Eleventh Five Year Plan of the Department of Posts was made by the DDG (Corporate
Planning), Department of Posts and the approach was discussed at length. A copy of the
Approach Paper is at Annex-Il. A copy of the gist of discussions in the Working Group meeting
held on 9" August, 2006 is at Annex-I1I. The Working Group set up 16 Sub Groups to look into
various areas which would require Plan support. The details of Sub Groups constituted are at
Annex-1V. The Sub Groups submitted their reports, which are available in Appendices 1 to 16.
The report of the Chief Postmaster General, West Bengal Circle, subsequently obtained on the
proposals for the Andaman & Nicobar Islands, is in Appendix 17. The Draft Eleventh Five Year
Plan recommendations were framed by the Corporate Planning Division of the Department of
Posts, based on the reports of the Sub Groups and these draft recommendations were circulated to
all the Working Group members. Since no further comments were received from the Working
Group members, these recommendations have been incorporated in the present report.

2.2 The Working Group also examined the financial results of the Department over the years
and found that the total revenues of India Post have grown at a compounded annual growth rate
of over 8% for the past four years from Rs.3697 crores in 2001-02 to Rs.5022 crores in 2005-06.
While the total expenditure in 2001-02 was Rs.5252 crores, it had risen to Rs.6698 crores by
2005-06. The deficit as a percentage of revenues has progressively reduced from 52% in 1999-
2000 to 38% in 2001-02, 33% in 2003-2004 and 24% in 2005-06. Thus, it was noted that the
Department is showing a healthy growth of revenue and has been able to control the deficit in the
Tenth Plan period.

3. Recommendations

3.1 The Working Group has addressed the Terms of Reference through the deliberations of
the various Sub Groups constituted by it. Since the Terms of Reference cut across various areas
of operation and supporting areas of the Department, these have been kept in view while working
out the detailed recommendations of the Working Group, that are contained in the Draft Eleventh
Five Year Plan proposal of the Department of Posts (Annex-V).



3.2 The Draft Eleventh Five Year Plan recommendations (Annex-V) have been drafted
keeping in view the vision statement of India Post, which reaffirms its social commitment, and its
focus on technology induction, entrepreneurial management and achieving financial self-
sufficiency. The Approach Paper is the base document on which the Eleventh Five Year Plan
proposal has been built. The reports of the Sub Groups constituted by the Working Group have
been studied and suitably incorporated in the detailed recommendations on the Draft Eleventh
Five Year Plan proposal.

3.3 The structure of the Draft Eleventh Five Year Plan has been prepared so that it covers
each operational and support area of the Department of Posts. In addition, separate provisions
have been proposed for the North Eastern Region under a Sub Plan and for the areas of Ladakh,
Andaman & Nicobar Islands and Lakshadweep Islands under Special Component Plans. The
status of implementation of various Plan schemes over the years, particularly those relating to
technology induction has been examined. It has also been ensured that the schemes are so
designed as to enable the Department to fully utilize the capacities already developed up to the
Tenth Five Year Plan and further build upon the existing Plan schemes. The specific
recommendations for the Eleventh Five Year Plan of the Department of Posts relate to schemes
that will enable it to capitalize on its strengths, utilize the market opportunities and face
challenges such as competition. Since this can be done only by improving services and adapting
them to the needs of a rapidly evolving and increasingly technology-driven world, the main focus
of all the schemes is on technology and efficiency. There is also increased focus on non-core
financial and non-financial activities and information technology-based services that can garner
substantial revenues.

34 The Working Group observes that the Department is now poised to compete with the best
of its competitors in all its operations. It is recommended that substantial investments be made in
upgrading the infrastructure and moving towards a fully networked, central server based
technology in the Eleventh Plan period, so that, despite the burden of the highly subsidized
network, the Department has a level playing field with its competitors. Through the investment
in various Plan schemes, the Department will be able to fulfill its Universal Service Obligation,
increase customer satisfaction and garner additional revenues to further bring down the deficit.
This investment will also enable other Government organizations to utilize the unparalleled
retailing strength of the network, thereby reducing unnecessary Government investment in
creating a parallel infrastructure. This network can also be used by private / Non-Government
Organisations for effective delivery of services.

3.5 The Working Group recommends that the Department should make suitable changes in
its organizational structure and Plan implementation approach to enable implementation of the
proposal for the Eleventh Five Year Plan, since the existing structure and approach is not likely to
be able to facilitate implementation of this complex yet essential Five Year Plan.

4. Conclusion

The recommendations of this Working Group, if effectively carried forward and
implemented in the Eleventh Five Year Plan, can have far reaching consequences and lead to the
optimal utilization of the vast postal network to support provision of a wide range of services, not
only of the Department of Posts but also those offered by other organizations.



No.M-13040/4/2006-C&l
Government Of India
Planning Commission

(C & I Division)

Yojana Bhawan, Sansad Marg,
New Delhi — 110 001
Dated: 30.05.2006

OFFICE MEMORANDUM

Subject: Working Group on Postal Sector for the Eleventh Five Year Plan
(2007-2012)

In the context of preparation of Eleventh Five Year Plan (2007-2012) it has
been decided to constitute a Working Group on Postal Sector to make
recommendations on the various policy matters relevant to the formulation of the
Eleventh Five Year Plan for Communication & Information Sector.

. The Composition of the proposed Working Group will be as follows:

Name & Designation

1. Secretary, Posts Chairman
2. Member (O&M) Member
3. Member (Development) Member
4. Smt. Vatsala Raghu, CPMG, Tamil Nadu Member
5. Shri S. Sarkar, DDG (Technology) Member
6. Shri S.K. Sinha, PMG, Aurangabad Member
7. Smt. Shoba Koshy, PMG, Kochi Member
8.  Shri P.T.S. Kumar, DDG (Personnel) Member
9.  Shri A.K. Sharma, DDG (Establishment) Member
10. Shri D.V. Mahesh, Director (FP & M) Member
11. Shri K.K. Sharma, Director Member
12. Shri Sachin Kishore, ADG (Philately) Member
13. Representative of DOT Member
14. Representative of DIT Member
15. Representative of M/o Railways Member
16. Representative of M/o Civil Aviation Member
17. Representative of M/o Rural Development Member
18. Representative of M/o Finance (Insurance) Member
19. Representative of M/o Finance (Expenditure) Member




20.

Representative, Cll Member

21.

Adviser (C&l), Planning Commission Member

22.

Smt. Devika Kumar, DDG (CP) Member Convenor

10.

. The Terms of Reference to the Working Group shall be as under

To recommend on the vision statement to be adopted for the Eleventh
Five Year Plan with a focus on the social commitment, technology
induction, entrepreneurial management and envisages becoming a self-
supporting institution.

To make suitable recommendations on re-structuring the organisation and
corporatising certain business units and possibility of segregating its
banking and insurance functions. Also recommend possibilities of joint
ventures or tie-ups for a larger presence nationally and internationally.

To make recommendations on formulation of a corporate plan and
strategy for the formulation of a National Postal Policy (Keeping in view
the present status and future potential of the Department of Posts against
the background of the existing and anticipated national and international
scenario, the universal service obligations of India Post and its
commitment at the Universal Postal Union).

To recommend short-term, medium-term and long-term strategies to
meet the objectives of the Department of Posts and make
recommendations for rationalisation and consolidation of the Postal
Network through computerisation, establishing the National Data Centre
for providing increased access to postal facilities covering both rural and
urban areas and developing an integrated plan for meeting emerging
demand for services in rapidly growing urban areas.

To make suitable recommendations for — Legislative reforms and
regulations of the postal sector.

To make recommendations on a composite sub-plan for the North East
during the Plan period, instead of scheme-wise allocation of funds for the
North East.

To recommend a technology policy for the Department of Posts, including
the possibility of taking up a technology partner or recruiting technology
experts; utilizing GIS; creating a seamless integration of software for
converting Post Offices as delivery points to the citizens for providing
services relating to e-governance, banking, insurance and other postal
services.

To make recommendations on setting up a Special Purpose Vehicle for
management of postal estates. This will also cover such areas as
improvement in the brand image, commercial utilisation of building and
real estates’ face lift for the existing building, acquisition and construction
of estates, ergonomics of postal premises etc.

To make recommendations relating to various quality initiatives such as
setting standards, sharing them with customers, prescribing measurement
tools, best practices and publicizing them etc and even perhaps creating
an India Post Quality System for measuring specified tasks such as
delivery performance.

Any other item which the Working Group deems necessary to be included
for making recommendations effective.




VI.

VII.

The Working Group may set up Sub Groups to go into specific
issues/areas in the sector and or for detailed information gathering and
analysis. The Chairman of the Working Group may co-opt any person
whose knowledge or expertise is considered to be useful to the Working
Group or the Sub Groups any may invite any such person to specific
meetings.

The non-official members of the Group will be paid TA/DA by Planning
Commission as per SR 190 (a) for attending meetings of the Committee.
The Group shall be serviced by Department of Posts and DDG (CP) would
be the coordinating Officer, who could be reached at the following
address:

Smt. Devika Kumar

DDG (CP)

Department of Posts

Dak Bhawan, Parliament Street
New Delhi — 110 001

Tel: (011) 23096095, 23036976
Fax: (011) 23096086

Email: de_vi_ka@hotmail.com

The Group shall submit its report by 31° July 2006.

(S.A. Rahim)
Under Secretary to the Govt. of India



APPROACH PAPER FOR THE 11TH PLAN

1. Introduction

1.1 Vision

The vision statement of India Post reaffirms its social commitment, and its focus on
technology induction, entrepreneurial management and achieving financial self-sufficiency.

In order to fulfill its universal service obligation, India Post operates a network of 1,55,516
post offices (as on 31/3/05), including 1,39,120 post offices in rural areas and 16,396 post
offices in urban areas. Thus, 89% of the post offices are in the rural areas. In addition, 6962
Panchayat Sanchar Sewa Kendras are also providing basic postal facilities in rural areas.
5.40 lakh employees, including 2.47 departmental and 2.93 lakh extra-departmental
employees run the operations as on 31-03-2005.

Over the last three Five Year Plans, the focus on technology induction to support its
operations has increased exponentially. Keeping in view the opportunities and threats, India
Post has rapidly expanded the range of products and services offered and has used innovative
methods to leverage the vast network. The post office network now provides a wide range of
services such as collection, transmission and delivery of mail (including premium products),
money transfer, financial services such as banking and insurance and a variety of retail
services.

Despite the range of services offered and the steps taken to enhance revenue and control
expenditure, the services are still subsidized from the Central budget. Largely, the subsidy
arises out of the fact that India Post has a social obligation in extending its services, at
subsidized cost to it, across the country to urban, rural, tribal, remote, hilly, desert and other
areas. Further, the services and products for the common man are priced so as to be
affordable. The Department of Posts also absorbs pension payments of about Rs. 1100 crores
to its past employees, unlike most other Ministries/ Departments of the Central Government.
Keeping in view the commitment to achieving financial self-sufficiency, through sustained
effort, the alarming increase in deficit over the earlier Five Year Plans was contained in the
10™ Plan period. In the first 3 years of the 10" Plan, the deficit was almost constant at about
Rs. 1300 crores, despite the fact that salaries went up with substantial increase in Dearness
Allowance. The projections for 2005-06 indicate that the deficit will fall below Rs. 1000
crores.

1.2 Approach in the earlier Five Year Plans

1.2.1 The central purpose of planning was identified at the time of the First Five Year
Plan, in 1951, as that of initiating a * process of development which will raise living
standards and open out to the people new opportunities for a richer and more varied
life”(First Five-Year Plan). The manner in which this purpose has been translated into
specific objectives has varied from plan to plan. However, in a broad sense, the basic
objectives of planning in India can be grouped under four heads: growth,
modernisation, self-reliance and social justice. In one form or the other, but possibly
with varying emphasis, Department of Posts has kept pace through the previous plans
in fulfilling the above objectives.



1.2.2

1.2.3

1.2.4

1.25

1.2.6

During all the Five Year Plans, the Plan outlay constituted a very small fraction of the
total expenditure. The entire Plan outlay is funded through budgetary support. At
present, there are no externally-aided projects.

Up to the 7" Five Year Plan, the Department focused on expanding the postal
network, providing buildings and improving transport facilities. However, the
Seventh Plan saw the commitment of modernization and technology induction on a
small scale, along with introduction of Speed Post.

The principal objective of the Eighth Five Year Plan was to transform the postal
system into a modern one with necessary technological inputs and introduce new
services based on modern technology. The recommendations made by the Expert
Committee on Excellence in Postal Services provided the basic framework of the
modernization effort. Emphasis was laid on upgrading estates management and
expansion of postal network to rural areas not yet having postal facilities.

The two major thrust areas of the Ninth Plan were expansion of postal services in the
uncovered areas, especially remote and rural areas, and modernisation of the postal
operations. Technology upgradation was accorded the highest priority for the first
time under the Five-Year Plans with 58 % of the total approved outlay of the Ninth
Plan being allocated for this purpose. The Ninth Plan also marked the beginning of
diversification, with a view to generating more revenues, mainly through introduction
of premium products like express parcel service and financial services like
international money transfer, and by providing agency functions for mutual funds and
other institutions and information technology (IT) products like e-post.

In view of the burgeoning deficit, the Tenth Plan aimed at achieving self-sufficiency
by the end of the Plan period. The major objectives envisaged for Tenth Plan were-
provision of universal postal services at affordable prices, ensuring quality of services
at par with international standards, modernisation and process re-engineering with a
view to achieving better administrative efficiency and financial management,
upgrading existing infrastructure to reduce cost of operations and enhancing customer
satisfaction. Computerisation, connectivity and networking of the postal network
were the cornerstones of Plan activity during the Tenth Plan. Coupled with the
modernisation and mechanisation programme, the technology upgradation component
constituted nearly 80% of the outlay proposed for the Tenth Plan. The other major
focus areas included business development and financial services with emphasis on
improving the quality of service and customer support. The policy of opening of post
offices was reviewed and it was decided that in order to rationalize the postal network
any new offices should be set up only through the redeployment of staff or relocation
of existing post offices. The Planning Commission also advised that a
comprehensive review of all existing post offices should be carried out in a time-
bound manner and all units which do not fulfill the norms and where resources are
underutilized should be closed down. Innovative, low-cost methods to provide access
to the postal network were to be introduced.

1.3 Major achievements in the earlier Five Year Plans




The details of major achievements in the 8", 9™ and 10" Plans are in Table....

1.4 Challenges to be addressed in the 11" Plan

1.4.1 Considering the significant decline in mail traffic, increasing competition and
recurring operating losses (partly on account of non-definition of its universal service
obligation and lack of reimbursement for this), India Post faces great pressure to reduce costs,
increase revenue and operate on a far more commercial basis, while fulfilling the rising
expectations of the customers. There is an urgent need to define the universal service
obligation and regulate the postal sector. These challenges can be faced only by improving
services and adapting them to the needs of a rapidly evolving and increasingly technology
driven world. India Post will also need to focus on non-core activities — financial and non-
financial, and on information technology-based services, provided mainly by leveraging its
network and its last mile reach through partnerships with foreign and domestic private firms.

1.4.2 The internal postal market faces a number of opportunities and threats:

i) Communication Market — Electronic alternatives as well as organized and ad hoc
couriers are both eating into the market share of India Post.

i) Logistics Market — National and international players are entering the logistics and
express markets to offer ever more sophisticated solutions aimed at large business
customers.

iii) Mass Media Market — Opportunities exist to develop direct mail and target the
growing middle class community with targeted marketing.

iv) Retail and Financial Market — With its extensive network India Post is well
placed to partner with banks, insurance companies, and financial services
providers as well as providing a greater scope for retail products.

1.4.3 In addition to the development of the postal market in India, external factors are also
changing the dynamics of the market including:

)] Challenge of Globalisation — Companies such as Deutsche Post and TPG (Dutch
Post Office) have already developed into global companies with the acquisition of
DHL and TNT respectively. Such global companies are a direct threat to India
Post in the domestic and international express markets and India Post must
consider how best to deal with such a threat.

i) Challenge of Corporatisation - The Government must give serious consideration
to the most appropriate structure for India Post to face its commercial and
environmental challenges.

iii) Challenge of Liberalisation — The worldwide trend is to liberalise postal markets
to provide customers with greater choice. De facto liberalization is happening in
India with the emergence of a number of competitors to India Post. The
Government must consider the impact of de facto liberalization and also how best
to regulate the postal sector.

The Eleventh Plan will have to be devised, taking into consideration the internal and external
opportunities and challenges.



2. Approach to the Eleventh Plan

2.1  Outline of the Approach

Carrying forward the Xth Plan approach, the XIth Plan will focus on using alternate means to
provide greater access to postal services, such as franchising, and on utilizing this
unparalleled network to support e-governance initiatives of the Central and State
Governments and as a retail outlet / interface between the customer and the Governments
both Central and State, particularly in rural areas.

In the Xlth Plan period, with a view to further reducing the deficit, the DoP must define its
Universal Service Obligation (USO), introduce suitable legislative amendments and set up a
regulatory mechanism for the postal sector, to ensure a level playing field. Simultaneously,
the DoP needs to carry out a restructuring exercise, carrying forward the recommendations of
the Inter Ministerial Group and the Systems Study Report prepared by M/s KPMG. In order
to exploit its professional expertise, the DoP should take initiatives like setting up a Post
Bank and bringing Postal Life Insurance by bringing it under the IRDA umbrella. A Special
Purpose Vehicle for Postal Estates management should also be planned, for effective
utilization of these assets.

Focus on technological support for all the initiatives and extensive computerization of the
network, using integrated software and central server technology, will be essential in the Xlth
Plan. A grid of Automated Mail Processing Centres would support mail sorting. Other focus
areas would be human resource development including addressing the problem of an aging
workforce, improvement of support systems and quality management. A Sub Plan would be
prepared for the North East, to address the special needs of the region.

2.2.  Detailed Approach
2.2.1. Network

The ongoing rationalization and consolidation of the postal network needs to be carried
forward in the Eleventh Plan, with introduction of alternate, innovative means of providing
access to the postal network, such as franchising and extension of mobile post office
facilities. There is need to reassess and rationalize the justification for the existing network of
Post offices, Letter Boxes, Panchayat Sanchar Seva Kendras Postal Agents, and to introduce
alternate access mechanism like franchise etc, on the basis of customer requirements,
Universal Service Obligation accessibility standards and business potential. Given the lack
of connectivity in rural areas especially in the hilly, tribal and desert areas, the element of
present level of subsidy to the extent of 66-2/3% for normal rural areas and 85% for other
areas, is required to be continued. Further, a relook is required at the need for a separate
network of mail offices that supports the mail operations. This will go a long way in
improving the quality, enable greater control on the processes and lead to substantially better
utilization of the managerial skills and resources. To facilitate the rationalization of the
network, it is essential to develop a comprehensive management information system that is
regularly updated and fully accessible both at the operative and policy level.



There is an urgent need to utilize this unparalleled network to support various retail services
through tie-ups with Government and private organizations and also support e-governance
initiatives of the Central and State Governments. Post offices can function as retail outlets
and as an interface between the customer and the Governments both Central and State,
particularly in rural areas. Support can also be provided in the Eleventh Plan to facilitate
access to information relating to the Government sector, as required under the Right to
Information Act, 2005, through post offices. Considering the experience of India Post in the
financial services sector and the stable accounting system, the postal network can be used as a
conduit to make payments under various social security / rural employment guarantee
schemes and for collection of Government revenues. Plan support for such activities could
also be provided.

2.2.2. QOperations

2.2.2.1 Mail

Operations, mail transmission and quality of service would require focus. The working of the
mail system needs to be on the hub and spoke arrangement, with major national level hubs
supported by smaller hubs, which in turn will feed the mail arrangement till the District
Headquarters level. There has to be a substantial investment in automated mail handling
systems for various hubs in the country. These automated systems would have the capability
of handling letter and parcel mail. Automated mail processing centers functioning at Mumbai
and Chennai would need to be upgraded. Modern mail offices to handle letter and parcel
mail, with specialized offices handling various premium mail products, would need to be set
up. In addition, mail operations require efficient transport systems. Higher investment in
procurement or leasing of fast moving trucks, conveyors, transport for delivery and pick staff
and purchase or leasing of aircrafts will be required. Mechanization of Runner Lines in rural
areas is required for faster conveyance of mail in these areas.

So far, mail transmission has mainly been dependent on external agencies through air and
rail. During the Eleventh Plan, it is proposed to increase the mail transmission by road.
There is also a need to streamline the existing track and trace systems and introduce track and
trace systems for all accountable articles like parcels, registered items, money orders etc.
More modern and sophisticated Mass Mailing Centres, Business Post Centres will be set up
in XlIth Plan with substantial investment in high speed franking machines and other
equipment.

Establishment of Parcel Post as a major Strategic Business Unit (SBU) of India Post will be
planned in the Eleventh Plan, as this business is expected to become a major source of
revenue. The major parcel hubs will be provided with automatic parcel sorting systems,
RFID systems, hydraulic pallet trucks, Fork Lifts, Taper Rollers and other parcel handling
equipments. It proposed to develop and establish a commercial system for Parcel Post for
providing end -to-end solutions, covering booking, tracking, billing and  customer
information system. During the Eleventh Plan, it is proposed to work towards making India
Post a major player in the logistics and supply chain management arena by providing
distribution channels, inventory management, packaging services, warehousing,
transportation and time-definite distribution programs. During the 11™ Plan, it is proposed to
establish logistics centres in metro cities and major business towns and a logistics centre for
international operations. India Post can also enter the international parcel and logistics



business and function as the logistics partner for Trade Fairs, Commonwealth games and
State sponsored events.

As India Post provides distribution solutions to the customers and aims to be the market
leader in the distribution industry, it should develop the ability to provide multi-modal
systems including road, rail and air transportation in association with other organizations. In
the area of express cargo, India Post, in association with airline companies, could provide air
cargo solutions to the customers in the domestic as well as international sector. During the
11" Plan, it is proposed to establish some computerized cargo complexes at airports.

Creation of big letter shopping facilities in public —private partnership mode, a sustained
interaction with stakeholders, and a professional and dedicated team would be required for
the growth of direct mail, which has immense potential. A special unit is required to be
created for this purpose.

India Post proposes to establish a web store and develop e-commerce solutions to provide
customers various products which will be delivered through post, through partnerships with
suppliers.

2.2.2.2 Up-gradation of International Mail Processing facilities at Offices of Exchange:

International Mail segment has become highly competitive with the emergence of private
operators in the sector and cross border posting of mails. The Offices of Exchange (OE) in
India i.e. Airmail Offices, SPCCs (International EMS) and Foreign Post Offices at Delhi,
Mumbai, Kolkata, Chennai and Kochi process the international mail. Over the next five years
of 11th plan these centres would require capacity augmentation, high speed processing of
mails, Conveyer belts, hydraulic trolleys, remote scanners connected with wireless network
etc in order to meet the challenges of competitive market.

2.2.2.3 Financial Services

In addition to providing Post Office Savings Bank and insurance facilities, India Post has the
potential to provide financial services on behalf of other public/private service providers
through its vast network. In the Eleventh Plan, it is proposed to focus on provision of new
financial services through tie-ups, in addition to the existing services.

2.2.2.3.1. Banking

The Post Office Savings Bank is the single largest source of revenue for the Department.
During 2004-05, it fetched a revenue of Rs. 2027 Crores. With a customer base of 14 Crore
account holders, annual deposits exceeding Rs.1,60,000 Crores, a branch network double the
size of all the banks in the country put together, and a diverse product range, the Post Office
Savings Bank (POSB) is the largest retail banking network in the country. This network and
reach should be utilised to implement the “Sampoorna Dak Khana Bachat Yojana Gram”
Scheme. Investment is justified to support provision of POSB services. It is also proposed to
set up a Post Office Savings Bank and Financial Services Directorate to provide an impetus
to developing the post office network into a leading financial services provider, which will
require substantial investment.



India Post could also provide savings bank retail outlets on behalf of existing banks,
particularly small banks, in the country. The services provided could include collection of
application forms for loans, opening of POSB accounts for loan-takers and providing for
encashment of post-dated POSB cheques for the bank. on behalf of financial
companies/banks, and provide for credit appraisal/rating of loan applications. Adequate funds
would need to be provided to support these initiatives.

During the Eleventh Plan, it is proposed to expand the Plan programme for creation of Postal
Finance Marts (PFM), which were first developed as One-Stop Shops for financial services in
the Tenth Plan. The PFMs would help in creating a distinct identity and branding for postal
financial outlets, which can serve as a front end for the tie-ups with financial institutions and
banks for vending their retail services.

During the Eleventh Plan, it is proposed to switch over the computerization programme of
savings bank and allied functions from LAN in individual post offices to Central Server
based technology to provide for Any Time Any Where banking. This would entail investment
on technology infrastructure options, hardware and software requirements and networking.
The programme should be planned in the context of increased business volumes, induction of
new information technology, growing customer expectations, competition, need for
operational interface with other banks (electronic clearance, card based payment solutions,
Internet and tele banking, ATMs etc.) and to reduce operating costs.

Process re-engineering of POSB operations is required, including counter operations, back
office operations, accounting and audit trail. A comprehensive MIS also needs to be
developed on the computerized network.

2.2.2.3.2. Money Transfer

Some investment would be required to support and expand the instant Money Order (iMO)
Service, which was launched in the X Plan, and extend its scope to interface the iMO with the
international payment gateway. India Post could also retail foreign exchange to individual
resident Indians going abroad through special counters / dealing rooms.

2.2.2.3.3. Insurance

Postal Life Insurance(PLI) is proposed to be brought under the umbrella of the IRDA. This
will enable removal of the restriction for introduction of new products which exists since PLI
is not under the IRDA. Investment will be required for customization of products,
improvement of after sale service and modernization of customer interaction points. Funds
would also be required for hardware and software support to the existing and new initiatives
in PLI and Rural PLI.

There is a need to develop internal expertise for fund management to enable investment of
POIF/RPOIF as per investment pattern of IRDA and for hiring an Asset Management
Company. Subsequent investment would be required for corporatization of the postal life
insurance segment, which is also being considered.

2.2.2.3.4. Philately

Considering the experience of several foreign postal administrations that have capitalized on
the huge revenue generation potential of philately, the focus of the X Five Year Plan was to



target the potential / uninitiated philatelists, the young individuals and the small-town
segments, for creation and expansion of a minimum base level of philately business and
infrastructure. In the XI Five Year Plan it is proposed to continue with some of these efforts,
while also breaking new grounds in promotion, product innovation and quality, and
technology induction.

2.2.2.4 Retail/ Counter Services

There is tremendous scope to leverage the network. However, the offices must be supported
with adequate equipment and modern technology, including computers, with networking.
There must be a focus on selected ED Post Offices also, since these would be the nodal points
for e-governance programmes in collaboration with other Ministries/ Departments of the
Central Government, State Government and other organizations.

2.2.3. Support Systems

2.2.3.1 Technology Induction

Extensive technology induction/ upgradation in the Department in XlIth Five Year Plan is
required to achieve the goal of financial self-sufficiency of the Department. Technology
induction will facilitate increase in gross revenue through an improvement in the quality of
service and by creating opportunities to expand new value-added services. In the long run
reduction in the cost of operation of services is expected.

By the end of the Xth Plan, the Department will have computerized and networked about
8000 large departmental Post Offices. There is a need to computerize and network all 26,000
departmental Post Offices to obtain and extend to the customer the full advantage of
computerization and networking. Thus, an additional 18000 departmental Post Offices will
have to be computerized in the XIth Plan. In addition, about 15 to 20% (about 18000 to
24000) selected Branch Post Offices that are located in block/tehsil headquarters or in remote
areas also need to be computerized. This network of computerized post offices will enable
increase in revenue through consolidation of existing services and introduction of new value-
added services and also support the e-governance initiatives of the Central Government.
Remaining Administrative Offices including Postal Directorate, PSD/CSDs, Civil Wing
offices, etc. will also be taken up for computerization in the XlIth Plan. During the Eleventh
Plan, it is proposed to computerize administrative offices at the sub divisional level, since
these are the offices that directly monitor operations and are involved in marketing of new
products. All divisional offices would have been computerized in the Tenth Plan.

Funds will also be required for replacement of obsolete hardware, such as servers, computers
and other peripherals, supplied during the 1X and X Five Year Plans.

To network the above offices, the National Data Centre will have to be strengthened and
some regional data centers need to be set up in Circles/States to enable all levels to access
management information on real time basis helping to take quicker decisions and cut
processing costs. With net-working of Post Offices the Department can start various on-line
services viz. any time, any-where Savings Bank and other financial services, improve
delivery of its existing services and get additional revenue by introducing e-based value-
added services. Funds will be required for maintenance of data centers and for the network.



Networked hand-held digital devices could be developed to be carried by Postmen / Postal
staff to enable not only delivery of articles and intimation of their status in real time, but also
for booking of articles and offering other services like accepting deposits, bill payment, etc.
The same devices could be used to create a franchise network, where the franchisees could
retail postal service on such hand-held machines. Similarly, technology should empower
customers, by allowing them to buy postage on line, book these articles on line or send the
booking data on line etc.

The software should be devised to cover all operations, customer relationship management,
multi-channel retailing, from call center management to the seller and distribution of all
services / products and seamless integration with processes / systems of our customers and
stakeholders like transporters / airlines, franchisees etc.

It should be designed as a quality management tool, with a comprehensive MIS, providing
strategic enterprise management support including business planning, financial management,
performance measurement and process consolidation. It should also facilitate human
resource management to deliver comprehensive, integrated HR processes including
recruitment, training, payroll, legal reporting etc., provide integrated facility management to
optimize site usage and occupancy rates, inventory etc.

Since ERP would involve a high capital investment, a three tier approach would need to be
adopted for its implementation. A core group would be set up from within India Post for
domain knowledge, a technology partner brought in to advise India Post in the selection of
platform, software etc. and also act as the conduit for transfer of knowledge to the third tier,
the development team of the ERP solution provider. Some of the Postal officers should also
be embedded in this team on deputation. The Department will need an integrated software
with Central Server based technology for its various services, probably using an ERP
solution. The software would have to ensure seamless integration with processes and
software of UPU, other postal administrations, Airlines, Customs, major customers etc. Funds
will be required for development and maintenance of the software.

The new mail arrangement, outlined in para 2.2.2.1, needs to be backed by several other
measures. Track and trace and RFID would be required in almost all the products as the
customer today is interested in knowing the status of the article as soon as it is given. There is
great need for right investments in technology for better monitoring by use of diagnostic
system as well as tracking of mails all over India. This is intended to meet the demand of the
customers of tracking and delivering according to international service standards.

Simultaneously, the infrastructure facilities in the Software Development Centres will have to
be upgraded so that these centres can play a much more effective role in development and
maintenance of various application software.

2.2.3.2 Human Resource Development

2.2.3.2.1 Development of a Technology Cadre:

To sustain and implement technology induction programmes, required training will have to
be given to the staff and the department will have to develop a technology cadre.

2.2.3.2.2 Training



During the XI Plan, there is a need to increase the focus on human resource development,
particularly training, in order to develop adequate skill sets to support the delivery of services
to customers, induction of new technology, specialization in banking and insurance sectors,
marketing and legal matters. The training programmes must be designed to cater to the
varying training needs at each operative and administrative level. Behavioural training is also
essential to enable effective customer interaction. The introduction of self e-learning
packages should supplement the work place / in house training programmes, which also need
to be extended. Upgradation of facilities, training material and equipment in training centers
and improvement of the building infrastructure is also essential. A project for restructuring
of the Postal Staff College India (PSCI) and the postal training center network needs to be
prepared. A proposal for evolution of the role of PSCI from a training institution to a nodal
training policy institute with international linkages, would be incorporated in the Eleventh
Plan.

2.2.3.3 Market Research and Development

A separate Marketing and R&D Cell and centers would need to be set up with the following
objectives:

a) To carry out academic research and create a knowledge bank: research on postal
management (link with PSCI and universities)

b) To evolve strategies and plans and implement them through the concerned Divisions
to change the mindset of the people about the role of the Post Office

c) To develop a market intelligence system and carry out research and planning by
experts/ in-house

d) To develop and maintain national address database

e) Increase brand visibility and presence through all items/ equipment

f) To get people to the Post Office through promotional offers and incentives.

g) To develop internal marketing strategies as well as point of sale customer relation
programmes

h) To achieve and sustain effective quality of service

i) To build the brand image of the Post Office which will amongst others also entail
identity, positioning, clarity and visibility and relevance of products and services
provided by the Department.

j) Become media savvy and make a media plan, with high investment

k) Develop specialized plans for premium products, financial services and philately

1) Recruit young persons for marketing

2.2.3.4 Estates Management

Investment will be required to provide functionally useful modern space for post office
operations, improve the general ambience and aesthetics of postal buildings and provide
convenient, modern facilities and amenities to customers. It is necessary to design buildings
to reflect the brand image of India Post, which needs to be evolved.

As a strategy, no buildings would be constructed for offices running in loss. Since 54% of
double handed and 60% of single-handed post offices are running in losses, as a policy no



buildings should be constructed for single or double handed offices. During 10" Plan focus
has been on construction of operative offices with more than 15 staff strength.

At present all divisional headquarters have a Head Post Office, so one building should house
both units. It is proposed to accommodate postal units in departmental buildings which
would entail having departmental buildings for all Circle offices, Regional offices and HO
cum divisional offices and sub post offices with > 15 staff strength.

The department will have 1827 vacant plots of land at the end of Xth Plan. Classification of
vacant plots of land in high commercial areas, non- commercial areas has been completed.
The strategy for construction would be to construct buildings in identified in highly
commercial locations with private partnership, while continuing with the existing programme
for construction of buildings with Government funding on plots with low commercial value.
While construction on vacant available plots with Govt. funds can be done as at present
through the Engineering Wing of the Department, for others expertise to garner private
funding and operate within the legal framework for operationalising public private
partnerships will be required. The Department is processing setting up of an SPV for
management of postal estates for the purpose of optimal utilization of postal land. Once this
SPV comes into existence dependence of the Department on government funding for
construction of buildings will reduce and be eliminated in due course. The outer limit of time
frame for self-dependency would be end of Eleventh Plan.

2.2.3.5 Materials Management
2.2.3.5.1 Supply of Equipment

It is imperative that the Department builds up its own printing facilities, and this can be done
in an effective manner if Risograph machines are supplied to all Divisions.

Fork lift trucks, pallets and other handling equipments would be required at logistics centers
and PSDs/CSDs, where the work involves loading and unloading of heavy crates. These are
by way of examples. Other modern equipments required for running Post Offices and Mail
Offices, such as machines related to work involving packing, moving, unpacking, binding,
stapling, cash counting etc., would also have to be procured. Equipment such as PDAs,
stamp cancelling machines, improved stamps and seals will have to be supplied to all Post
Offices.

2.2.3.5.2 Total Computerization of all PSDs

All the PSDs should also be fully computerized, using all the latest inventory management
techniques. In the 9th Five Year Plan, supply of two computers for each PSD was made, but
this did not have adequate impact because with just two computers the process of issuing
indents merely got changed from manual mode to computerized mode. Data entry of all
kinds of forms and stores at the time of adding to the stock and deleting at the time of supply
could not be made with just two computers because the work in the PSD is distributed
between various branches which are sometimes operating on different floors of the PSD. For
effective data base management and ensuring date exchange between the Post Offices and
various PSDs within and outside the Circles, proper networking is required. This will be
possible only if all the PSDs can be fully computerized and networked across the country
through the NDC.



2.2.4 Quality
2.2.4.1 Setting up of an R&D/Design Centre:

There is a need to develop an R&D Centre under the Marketing and R&D Cell to encourage
development of indigenous franking machines, mail processing equipment, vending machines
etc. Investment will be necessary in this area. Further, the Department has to have its own
Rate Contracts for items which are not available on the DGS&D Rate Contracts. For this, the
Department should have the wherewithal and know-how for standardization of products. The
Department should also have means of checking the quality of various products, keeping in
mind the needs of ergonomics and eco-friendliness of the products being designed/used/to be
used by the Department. Therefore, to have quality measurement techniques and
standardization of products, it is necessary to have a Research & Development Centre, with
its own qualified personnel and laboratory for testing and design development of materials
and equipments specific to the needs of the Department.

2.2.4.2 Upgradation of infrastructures for providing better Customer services:

The Department has already set up 1150 computerized Customer Care Centres. They will
also act as hubs to accept applications for various citizen centric services like Right to
Information Act. Such centres need to be strengthened further by providing needed
infrastructures and extended to cover the country in a balanced and even manner to function
more efficiently. There will also be a need to set up national and regional call centres to
provide proper after sales service to the customers.

2.2.4.3 Monitoring systems of quality of International mail

Reliability and efficiency are the key objectives to be achieved to increase the volume of
mails. Postal Administrations have to ensure higher standards of quality performance in
transmission and delivery of international mail. The 23rd UPU Congress has linked the
terminal dues payments with quality of service. Countries have to monitor the quality of
service performance at least at four stages i.e. posting, dispatch from outward OE, receipt at
inward OE and delivery. India is a large country with substantial mail volumes. In order to
protect the revenue from international mails computerized systems of quality testing of
international mail on each segments of handling is the need of the hour. A plan project may
be taken up in 11th plan to develop/ install systems of quality monitoring of international
mail.

2.2.4.4 Implementation of Citizen’s Charter in Post Offices

The Department, over the last five years, has taken up implementation of its Citizens Charter
in major post offices as a quality control measure. The exercise began with chosen head post
offices and has been gradually extended to all departmental sub offices upto LSG level by
30™ September, 05. The other departmental sub offices are also being gradually covered.
The entire exercise so far has been undertaken from the allotted funds under non-plan heads.
The Citizen’s Charter, however, involves a lot of activities that could be provided in the best
manner possible if planned in a project mode. The Citizen’s Charter, inter-alia, involves
setting up of a Post Forum and service teams involving the staff, awareness and training,
improving the environment, the process and customer service, evaluation and monitoring of



performance and reward and recognition. While training needs in different fields are catered
to by various existing plan schemes, the needs specific to the implementation of the Citizen’s
Charter and customer services are largely unattended. A specific fund requirement to that
effect is therefore to be projected. Further, while schemes for developing a corporate look for
the post offices externally are developed, the specifications for the internal environment need
greater attention for the implications they have for the ergonomics of the office as well as the
facilities available to customers. Special provisions for improving these facilities are
necessary. These facilities include improvement and modernization of counters, providing
information through signboards on service norms etc., proper seating arrangements for
citizens in the public hall, facilitation counters, water coolers for the customers, good
furniture etc.

2.2.4.5 Process improvement of services using Six Sigma

For improving the quality of services and achieving greater efficiency, removing bottlenecks
in the process chain is necessary. Various scientific tools are available today to enable
organizations to do this. Six Sigma is one such process, which has benefited a number of
organizations. Six Sigma is a five-stage process popularly known by the acronym DMAIC,
which stands for define, measure, analyse, improve and control aspects of a process. It is
proposed to adopt the process in the Department of Posts to improve the quality of services in
respect of all the popular services of the Department as also the revenue earning services
provided by it. The exercise is expected to yield exponential benefits for the Department by
delivering quality as per expectations of customers and also measuring each aspect of its
activities in uniform units. As the scope of the project in an organization like the Department
of Posts is huge in terms of the number of products, the area, the number of personnel and
other stakeholders to be covered by it, it can only be undertaken in a project mode under the
Plan. Through this project, the Department hopes to take the quality of its services to the
next level that can compare and compete with the best players in the postal and courier
sector. The items of expenditure will include consultancy and training.

2.2.4.6 Setting up Call Centres based on Interactive Voice Response System.

For customer care the Department has set up computerised customer care centres during the
10" Five Year Plan. However, it is seen that customers want to have a facility over telephone
with easily identifiable numbers to get responses to their routine as well as specific enquiries.
Even for specific enquiries, instant replies can be sent to the extent the Department can
provide track and trace. For other enquiries it can develop a system of deferred response with
the use of the existing customer care centres and the proposed IVRS system. It is proposed to
set up Call Centres all over the country at 22 locations initially. The project would be
implemented in three phases- consultancy to plan implementation of the project,
implementation of a pilot project at a selected site and roll out for implementation at the other
sites.

2.2.4.7 Business Process Reengineering

Some studies will have to be carried out for business process reengineering, keeping in view
the customer’s perspective.



Gist of discussion in the first meeting of the Working Group on the Postal Sector
for the Eleventh Five Year Plan

The first meeting of the Working Group on the Postal Sector, to make
recommendations on the various matters relevant to the formulation of Eleventh Five
Year Plan for the Communication & Information Sector, was held on 9.8.2006 at 1100
hrs in the Committee Room, Dak Bhawan, New Delhi. The list of Working Group
Members and other Officers who attended the meeting is at Annex. The meeting was
chaired by Ms. Jyotsna Diesh, Secretary (Posts) & Chairperson of the Working Group.

2. Secretary (Posts) gave a brief overview of the proposed approach to the 11" Plan
and explained the background to the formulation of the approach and the challenges to be
addressed in the 11" Plan. Thereafter, a presentation on the draft Approach Paper was
made by Mrs. Devika Kumar, DDG (Corporate Planning), Department of Posts (DoP).

3. The following points were raised by various Members of the Working Group:

3.1 Adviser (C&l), Planning Commission:

(a) The formulation of the 11™ Plan would involve an exercise for zero based
budgeting, review of the existing schemes to weed out and reorient the schemes
which have not given the desired results and also for introduction of new
schemes.

(b) There is a need to dovetail the recommendations of the KPMG report and the
report of the Inter-Ministerial Group set up by the Cabinet Secretary into the 11"
Plan. Thus, a note on the main recommendations of these two reports should be
circulated among the Working Group Members, while also indicating how the
recommendations have been taken into account in the 11" Plan approach.

(c) The Department should set a target in the 11™ Plan for progressively reducing
deficit and ultimately achieving financial self-sufficiency.

(d) Only an outline of the 11™ Plan Schemes has been suggested in the draft approach
paper. Details of the schemes would need to be elaborated by the Working Group.

(e) In the case of the technology component, in particular, it would be necessary to
assess the achievements against the targets set in the 10" Plan and only then
decide how to carry forward this component in the 11" Plan.

(f) The present status of the National Data Centre project should be informed to the
Working Group.

(g) The Department should coordinate with the Jawahar Lal Nehru Urban Renewal
Mission so that the requirement of postal services is also incorporated.

3.2 DDG (Technology), DoP

(a) The Department has already supplied computers to 8163 post offices against the
10™ Plan target of 7700 post offices. The status of operationalisation of
application software has been reviewed across the country. It is expected that all



the modules will be working in the post offices by December, 2006, so the project
would be successfully completed in the 10" Plan.

(b) The National Data Centre Project is being carried out with the support of NIC and
it is expected that more than 1500 post office will be networked by December,
2006.

(c) The global tender for setting up Automated Mail Processing Centres (AMPCs)
will be issued next week and delivery of machines/equipment would take 4-6
months after placing orders. It is expected that the expenditure on the AMPCs
would be incurred within the 10" Plan period.

(d) The draft Approach Paper should contain a statement of objectives sought to be
achieved by the end of the 11" Plan. Details of timeframe and the financial
dimension should also be included.

3.3 Chief Information Officer, ClI

(a) The focus of the Department on technology is commendable and increasing use of
ICT tools is required to modernize the postal system. ICT tools must be used for
networking of data centres. The Department should utilize available software and
hardware solutions.

(b) There is a need to focus on the postman who is the main and best recognized
interface point with the customers. The postman is almost a family member in
rural areas.

(c) The use of CDMA handsets by postmen, for providing telecommunication
connectivity, should be expanded through coordination with the DOT, which is
emphasizing on network coverage expansion.

(d) There could also be tie-ups for use of DoP’s vacant plots of land with DOT for
tower placement and also with other organizations, including private
organizations.

(e) The Department of Posts has tremendous potential, as it is a data repository and,
with proper data management, it can provide business intelligence, with
substantial commercial spin off.

(f) The Department should look at scale related reduction in cost of services.

(g) The Department could provide training outreach through its expertise and its
institutions like PSCI as there is a dearth of good man-power for training in postal
operations. The Department could devise a certification programme, perhaps with
a tie-up with an international organization, and offer the programme to various
postal service operators, including couriers. This would be a good business
opportunity.

(h) There is a need to revamp the structure of the Department and look at
outsourcing, particularly at the point of customer interface. There is also a need to
revamp processes and redesign forms.



(i) The Department should focus on the Commonwealth Games and also other games
which will be held prior to these games such as Military Games and Games for
Young People. This could be another business opportunity.

(J) Human resource training could focus on developing good experience centres for
customers.

(k) CIl has national committees for telecom, IT, Electronics and a Knowledge and
Skills Mission. The CII is also emphasizing e-commerce. The DoP could
become involved in these activities and industry members could increase the
participation in post related issues. The CIlI also has some focus areas, like Small
and Medium Enterprises(SME) and is commencing pilot projects at locations like
Pune, Tirupur and Ahmedabad in which the Department of Posts could also be
involved. The CIl would send a letter on this to the DoP.

() There is a need to prepare scalable replicable projects in the use of ICT.

(m) Any infrastructure being planned for convergence, devices etc. should factor in
the present inter-net addressing protocol i.e. IEC.

(n) While outsourcing, it would be advisable to utilize local persons as the local
language would be useful, particularly in rural areas and the number of persons
leaving would also be reduced if they are picked up locally.

(o) While formulating North-East Sub Plan, the Department could consider
interacting with NABARD and the Ministry of Defence on a project relating to
Ex-Servicemen being handled by the Assam Regimental Centre.

34 Executive Director (Coaching), Railway Board:

(a) The growth of railways is at about 10-11% with the passengers segment growing
at 9-10% and freight at 14-15%. This is leading to shortage of space. The routes
have been made longer and the timings have shrunk. It is expected that there
would some improvement after introduction of trains to new areas and increased
penetration of railway network.

(b) The areas where the demand for space by Department of Posts is expected to
increase should be indicated to the railways to ensure proper coordination.
Interaction should be at the apex level.

35 Director, Ministry of Civil Aviation, Officers of Indian Airlines and Air India:

(a) There has been unprecedented growth in the aviation sector particularly in the last
six months and both passenger and cargo have increased substantially. However,
now more airlines are operating, leading to increased frequency of flights on
traffic routes and increased connectivity to new areas.

(b) Indian Airlines and Air India will support the Department of Posts fully in mail
carriage and would like to discuss the commercial aspect of operations and similar
issues of the draft Bill separately.



(c) The cargo segment of Indian Airlines is being completely computerized and the
networking will be completed this year. This will enable reservation of space in
advance as the system will indicate the available weight that can be carried to
different destinations. Each of the customers like India Post will be provided a
password for access to this system on line. Track and trace is also being
introduced.

(d) The Department of Posts should focus on improving the quality of mail bags and
stationery as this will have a great impact on customer services.

(e) The upgradation of facilities and technology should be taken up only on
commercial principles.

(f) Cargo services will be operational by next financial year.

(9) A terminal will be provided to the major customer at specified points for
accessing the network.

(h) Commercial issues such as clearance of pending dues from 1994, shortest distance
factor etc., can be discussed separately.

3.6 Director (Insurance), Department of Economic Affairs (Banking Division), MOF:

(@) On the lines of tie-ups with OIC Limited, the Department may consider tie ups
with other insurance firms also for marketing of non-life insurance products.

(b) The Department would need to have a separate corporate entity for bringing PLI/
RPLI under the IRDA umbrella. An investment would also be required to
commence the operations.

3.7 Senior Director, Incharge E-governance Services, DIT:

(a) The Department of Posts should have a closer interaction with DIT particularly
with regard to three projects i.e. CSCs, SWAN which provides the last mile reach
and state level centres.

(b) The state level data centres could perhaps be utilized by the Department of Posts
as regional data centres linking with the National Data Centre.

(c) The Department should utilize its rural presence particularly in the financial
service sector and also intensify its initiatives for providing payments for various
schemes like Rojgar Yojana through post offices.

(d) The Department should hire a team of experts with core competence on contract
basis to work out outsourcing proposals as has been done by DIT in the National
e.governance programme for developing state level capacity building projects.

(e) E-learning and interactive/ on line testing can be developed in coordination with
DIT, which has prepared such software for the Police Department.

3.8 DDG (Establishment), DoP:




(a) The franchising details should be specified in the approach paper to indicate
whether this would cover new areas or also replace existing post offices.

(b) The Department should not attempt to develop prototype in its R&D centres
through in-house personnel, as there would be a capability issue.

(c) It needs to be clarified whether there would be a new technology cadre and if so,
how this would be developed.

(d) The existing AMPC would need replacement in the 11" Plan and this should be
provided for.

3.9 DDG (Personnel), DoP:

(2) The main focus area in the 11" Plan should be modernization.
(b) In HRD, there should be assessment centres for personnel evaluation.

(c) The Department also needs to look at process re-engineering and revamping the
organization.

(d) There is a need to develop very high quality monitoring of mail and third party
validation. The public delivery system also needs such evaluation and third party
validation.

(e) The approach paper should also address itself it issues relating to the Accounts
Wing and Civil Wing of the Department.

3.10 Director (Foreign Post), Chennai:

(a) Under the quality management programme, certification projects should be taken
up for which funding would be required. BIS representatives should be coopted
for this purpose.

(b) BPOs should be involved in data entry, SB and Rural PLI.

4. Member (O&M) advised that there is a need to join hands with various
organizations and the Planning Commission to achieve the objectives of the 11"
Plan. She suggested that the CII could address the Department of Posts giving
details of the activities in which the Department could be involved so that an
institutionalized interaction can commence.  With regard to technology
upgradation and product expansion, she expressed the view that there was now a
need to focus on consolidation to ensure the impact of the initiatives already
taken.

5. Member (Development) made the following observations:
(a) There should be a more institutionalized, interactive framework in the DOP to

deal with other organizations- both government and private, including those in the
area of industry and commerce.



(b) There must be coordination with the Civil Aviation Ministry to ensure integration
of the software to be developed by DoP in the 11" Plan with the cargo software
being developed by Civil Aviation.

(c) Due importance should be given to the core activity of mails in the 11" Plan and a
project aimed at restructuring should be included to develop a mail business
organization, handling not merely backroom operation but all activities from
collection to delivery and marketing of mails.

(d) The decentralization aspect of insurance should again be looked at and substantial
investment in computerization and infrastructure, particularly in RPLI would be
required to support the move to bring PLI / RPLI under the IRDA and make
market investment of the corpus.

(e) The focus on technology induction should increase.

(f) The approach for network access needs to be reviewed with the introduction of
alternative mechanism like franchising. The focus on remote areas should be
continued. Work norm revision also needs to be looked into.

(g) At the branch office level, the possibility of partnership with other government
organizations like Census Commissioner, Election Commission, Ministry of Rural
Development (for NREGS) and with private organizations should be explored.

(h) In the area of personnel, there is a need for attitudinal change and focus on
customer relations management, for which there should be internal marketing.

(i) The quality of services project being funded by World Bank should be handled by
the Postal Staff College India, Ghaziabad, and implications, if any, with regard to
the 11" Plan should be examined.

(j) Project for restructuring/process re-engineering and modernization, total
computerization and networking of the Accounts Wing of the Department should
be included in the 11" Plan.

(k) Since the Civil Wing has been brought under the ambit of the DOP, projects for
computerization and training / orientation of the staff and streamlining of its
functioning could be included in the 11" Plan.

6. Secretary (Posts) approved suggestions of the Members to co-opt members from the
Ministry of Urban Development & Poverty Alleviation, FICCI and from the Indian
Banks Association (IBA) as Members of the Working Group. She also advised that the
Ministry of Rural Development and the Department of Telecommunications be requested
to send their Members for future meetings of the Working Group as the nominated
members or their representatives were not present for this meeting. She also drew
attention to the need to immediately set up / constitute Sub Committees of the Working
Group to work out the details of recommendations for various areas covered in the
Approach Paper within 3 weeks. Thereafter, the Working Group Members could take a
week to study the Sub Committee recommendations and then meet again.

7. The meeting ended with a vote of thanks to the Chair.
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CHAPTER | INTRODUCTION

1. The Network

The Department of Posts is responsible for the operation of a network of 1,55,333 post offices
(as on 31/3/06), including 1,39,074 post offices in rural areas and 16,259 post offices in urban areas, in
order to fulfill its Universal Service Obligation. Thus, 89% of the post offices are in the rural areas. The
operations are run by about 5.4 lakh employees, including about 2.47 lakh departmental and 2.93 lakh
extra-departmental employees known as Gramin Dak Sewaks (GDS).

2. Earlier Five Year Plans

2.1 Up to the 7™ Five Year Plan, the Department focused on expanding the postal network,
providing buildings and improving transport facilities. However, the Seventh Plan saw the commitment
of modernization and technology induction on a small scale, along with introduction of Speed Post.

2.2 The principal objective of the Eighth Five Year Plan was to transform the postal system into a
modern one with necessary technological inputs and introduce new services based on modern
technology. Emphasis was laid on upgrading estates management and expansion of postal network to
rural areas not yet having postal facilities.

2.3 The two major thrust areas of the Ninth Plan were expansion of postal services in the uncovered
areas, especially remote and rural areas, and modernisation of the postal operations. Technology
upgradation was accorded the highest priority for the first time under the Five-Year Plans with 58 % of
the total approved outlay of the Ninth Plan being allocated for this purpose. The Ninth Plan also marked
the beginning of diversification, with a view to generating more revenues, mainly through introduction
of premium products, financial services like international money transfer, and agency services.

2.4 In view of the deficit, the Tenth Plan aimed at achieving self-sufficiency by the end of the Plan
period. The major objectives envisaged for Tenth Plan were- provision of universal postal services at
affordable prices, ensuring quality of services at par with international standards, modernisation and
process re-engineering with a view to achieving better administrative efficiency and financial
management, upgrading existing infrastructure to reduce cost of operations and enhancing customer
satisfaction.  Coupled with the modernisation and mechanisation programme, the technology
upgradation component constituted nearly 80% of the outlay proposed for the Tenth Plan. The other
major focus areas included business development and financial services with emphasis on improving
the quality of service and customer support. The policy of opening of post offices was reviewed and it
was decided that in order to rationalize the postal network new offices should be set up through the
redeployment of staff or relocation of existing post offices and use of innovative means of providing
access to postal facilities, such as franchising, should be considered.

2.5 During all the Five Year Plans, the Plan outlay constituted a very small fraction of the total
expenditure. The entire Plan outlay is funded through budgetary support, with very negligible external
aid. Using the budgetary support optimally, India Post has rapidly expanded the range of products and
services offered and has used innovative methods to leverage the vast network. The post office network
now provides a wide range of services such as collection, transmission and delivery of mail (including
premium products), money transfer, financial services such as banking and insurance and a variety of
retail services.



3. Approach in the Eleventh Five Year Plan

3.1 The Eleventh Five Year Plan proposal has been drafted keeping in view the vision statement of
India Post, which reaffirms its social commitment, and its focus on technology induction,
entrepreneurial management and achieving financial self-sufficiency.

3.2 While framing the various schemes, it has been kept in view that the Department of Posts needs
to fully exploit the latent potential of the vast network of post offices and the wide range of services
offered through enhancement of revenue, while continuing to fulfill its Universal Service Obligation.
As a result of the effective implementation of various Plan schemes over the years, particularly those
relating to technology induction, the Department is now poised to compete with the best of its
competitors in all its operations. However, in the Eleventh Plan period it is necessary to make
substantial investments in upgrading the infrastructure and moving towards a fully networked, central
server based technology, so that, despite the burden of the highly subsidized network, the Department
has a level playing field with its competitors. Through the investment in various Plan schemes, the
Department will be able to fulfill its Universal Service Obligation, increase customer satisfaction and
garner additional revenues. This investment will also enable other Government organizations to utilize
the unparalleled retailing strength of the network, thereby reducing unnecessary Government
investment in creating a parallel infrastructure. This network can also be used by private / Non-
Government Organisations for effective delivery of services.

4. Zero Based Budgeting

1.4.1 The Eleventh Plan proposal has been formulated after in-depth deliberations, following a truly
zero based budgeting approach. The entire structure of the Plan has been revamped to cover all areas
of operation and supporting services, keeping in view the imperatives highlighted above. Each existing
Plan activity has been critically reviewed and restructured wherever necessary. Plan activities that are
no longer required have been dispensed with and new Plan activities that were found to be essential
have been introduced. As a result of this exercise, the Plan proposal formulated is very cohesive,
forward looking and fully oriented towards actualizing the vision of the Department of Posts.

5. Broad Details of the Eleventh Five Year Plan Schemes

51 The Eleventh Five Year Plan of the Department of Posts includes schemes that will enable it to
capitalize on its strengths, utilize the market opportunities and face challenges such as competition.
Since this can be done only by improving services and adapting them to the needs of a rapidly evolving
and increasingly technology-driven world, the main focus of all the schemes is on technology and
efficiency. There is also increased focus on non-core financial and non-financial activities and
information technology-based services that can garner substantial revenues.

5.2 It is proposed to have one Sub Plan and three Special Component Plans in addition to the main
Plan for the Department of Posts. The North Eastern Region requires special focus so that those of its
needs, which are different from other areas of the country, can be addressed. Therefore, a Sub Plan is
proposed for the North East. Three areas which require special attention have been identified for
having Special Component Plans. These areas are — the Andaman & Nicobar Islands, the Lakshadweep
Islands and Ladakh. The gist of the outlays proposed for various schemes under the Eleventh Five Year
Plan of the Department of Posts and the Sub Plan and Special Component Plans is given below:



NAME OF SCHEME/ SPECIAL COMPONENT/ SUB PLAN PROPOSED
OUTLAY
(INRS.CR)
A. SCHEMES
| ACCESS TO THE POSTAL NEWORK 118.60
I MAIL OPERATIONS 502.00
1 BANKING AND MONEY TRANSFER OPERATIONS 2858.50
IV INSURANCE OPERATIONS 195.02
V PHILATELY OPERATIONS 55.00
VI ESTATES MANAGEMENT 703.00
Vi TECHNOLOGY UPGRADATION AND MODERNIZATION 6140.10
VIl MATERIALS MANAGEMENT 71.00
IX HUMAN RESOURCE MANAGEMENT 189.50
X MARKETING, RESEARCH AND PRODUCT DEVELOPMENT 1316.40
XI QUALITY MANAGEMENT 75.39
A. TOTAL FOR SCHEMES I TO XI 1222451
B. SPECIAL COMPONENTS
| ANDAMAN & NICOBAR COMPONENT 4.93
I LAKSHADWEEP COMPONENT 4.39
1 LADAKH COMPONENT 3.38
B. TOTAL FOR SPECIAL COMPONENTS 12.7
C. NE SUB PLAN 116.63
12353.84

GRAND TOTAL (A+B+C)




1. SCHEME I: ACCESS TO THE POSTAL NETWORK

1.1 Objective

The objective of this Scheme is to increase access to the postal network, keeping in view the Universal
Service Obligation, customer satisfaction and the need to move towards self-sufficiency.

1.2 Scheme Details

This Plan scheme is based on the Tenth Plan Scheme “Expansion of the Postal Network”.
However, some new activities have been introduced while others have been modified, in keeping with
the new approach of increasing access to the postal network by innovative means and not just by
expansion of the network by opening post offices. The activity relating to support for Non Returnable
Contribution (NRC) Post Offices in the North East has been included in the North East Sub Plan. The
Plan programme wise details are as below:

1.2.1 Increasing Access to the Postal Network

1.2.1.1 Under this programme, the major activities are expansion of the network and opening of
franchised outlets. The Department had not been permitted to open new post offices after the first two
years of the Tenth Plan period since rationalization of the postal network had to be carried out. While
rationalization is an ongoing exercise, the experience in the Tenth Plan has shown that there is still a
genuine need and demand for opening new post offices, which cannot be met by relocation of existing
post office where these are not justified. Thus, in the Eleventh Plan, it is proposed to open 3000 branch
post offices and 2500 sub post offices in the country, for which one time non-recurring costs are
proposed to be sought.

1.2.1.2 In keeping with the directives of the Planning Commission, the Department proposes to open
10,000 franchised outlets in the country for which a provision of Rs.25.00 crores is sought, to cover the
cost of branding, forms and stationery, advertising and publicity. It is also proposed to set up 600 post
shops in areas where high business is expected.

1.2.1.3 In addition, some innovations like the provision of booking / information kiosks and vending
machines are also proposed for improved access, particularly in areas where there is a high demand
from customers.

1.2.1.4 At present branch post offices are provided small letter boxes which are often not adequate or
are inconvenient. In order to improve the facilities for collection of mail at accessible points in villages
with branch post office and also to enhance the number in urban areas where there is justification as per
norms, it is proposed to get pillar letter boxes fabricated since these have a higher capacity and are more
sturdy.

1.2.1.5 The proposed outlay for the Plan programme “Increasing Access to the Postal Network™ is as
below



Financial
NS(I)'. Plan Scheme/Programme/Activity P.:]eré(é?l Olzitrl]ay
Rs.Cr.)
1. | Increasing Access to the Postal Network
(i) | Expansion of the Network
a) Branch Post Offices (One time non recurring cost 3000 1.20
@Rs.4000 per office)
b) Sub Post Offices (One time non recurring cost @
Rs.20,000 per office 2500 8.75
(ii) | Opening of Franchised Outlets 10000 outlets
a) Branding, @ Rs.10,000 per outlet 10.00
b) Training
i) Initial @Rs.3000 per franchisee 3.00
ii) Refresher @ Rs.2000 per franchisee per annum 4.00
¢) Forms and Stationery (@ Rs.10,000 per annum per outlet) 3.00
d) Advertising & Publicity (Minimum of 4 ads per circle 22 circles 5.00
@ approximately Rs. 4 to 5 Lakhs per annum per Circle)
(iii) | Setting up of Post Shops 600 Post Shops 60.00
(iv) | Fabrication of pillar letter boxes for all villages with BOs and 1,35,000 2.70
enhancing number in cities
(v) | Vending machines (@ approximately Rs.10.00 Lakhs per 100 10.00
machine)
(vi) | Setting up booking / information Kiosks
-feasibility study for setting up kiosks 1 study 0.05
- Setting up Kiosks 30 Kiosks 2.40
Sub Total 110.10

1.2.2 Rationalisation of the Postal Network

1.2.2.1 In keeping with the directives of the Tenth Plan, rationalization of the postal network is
proposed to be continued during the Eleventh Five Year Plan. Since relocation of post offices involves
one time non-recurring cost in the case of Branch Post Offices and Sub Post Offices and also monthly
rental in the case of most of the Sub Post Offices, it is proposed that opening of post offices by
relocation be provided plan support.

1.2.2.2 The following physical targets and financial outlays are proposed under the Eleventh Plan for
this programme:



Financial
Outlay
(inRs.Cr.)

Sl . Physical
No. Plan Scheme/Programme/Activity Target

2 Rationalisation of the Postal Network

(i) | Relocation of Branch Post Offices (One time non recurring cost 500 0.25
for relocation @Rs.5000 per office)

(i) | Relocation of Sub Post Offices(One time non recurring cost of
relocation @ Rs.15,000 per office and monthly rental @ of 500 1.75
Rs.5.000 per office)

Sub Total 2.00

1.2.3 Infrastructural Equipment for Extra Departmental Post Offices

1.2.3.1 During the Tenth Five Year Plan, infrastructure and equipment was being provided to extra
departmental Branch Post Offices which have income within the norms. The Plan programme is
proposed to be continued in the Eleventh Plan with targets / details as below:

S Physical | inancial
§ Plan Scheme/Programme/Activity y Outlay
No. Target .
(inRs.Cr.)
3. In_fras_tructural !Eq_wpment for Extra Departmental Post Offices 10000 500
with income within norms

1.2.4 Studies:

1.2.4.1 To ensure that the access requirements of various customer segments are met by the
Department by implementing this Plan scheme, it is proposed to carry out a study to assess these
requirements. Another study will be required to work out the profit-centre concept and revised income
cost formulae for post offices since the Department has to move towards financial self sufficiency and
the new services introduced over the years need to be reflected in the formulae for calculation of
income and cost. India Post has a very good standing in the postal sector internationally. India Post is
already enabling various administrations to set up their postal systems. It is proposed to capitalize on
this reputation and consider expanding the India Post network overseas within the framework of the
WTO regulations. To assess the feasibility of this proposal, a study is proposed in the Eleventh Plan.

1.2.4.2 The details of studies and proposed financial outlays are as below:

NSL.. Plan Scheme/Programme/Activity P.Pg%g?' Flr}?gc%asllgﬁt)lay
4. | Studies

1)For assessment of access requirements of different customer 1

segments.

2) To workout the profit centre concept and formulae for Post 1 1.50

offices

3) To assess the feasibility of expansion of the India Post Network 1

overseas within the framework WTO reaulations.

1.25 Scheme Outlay: Rs.118.60 crores.



2. SCHEME II: MAIL OPERATIONS

2.1. Objective

The objective of this scheme is to further streamline mail operations, keeping in view the
emerging needs of various customers segments, with special emphasis on the business mail segment.

2. 2. Scheme Details

Most of the Plan programmes in this scheme are the logical continuation of programmes
contained in the Tenth Five Year Plan Schemes, including ‘Modernization of Operative / Working
Systems  (improving ergonomics)’, ‘Mechanization / Modernization of Mail Movement’,
‘Computerization of International Mail Processing’ and ‘Improvement in Quality of Services’. In
addition, it is proposed to take up wet leasing of aircraft for carriage of mails in selected sectors,
including the North Eastern Region for which a separate provision has been made under the North Sub
Plan (Chapter —IV). This Plan programme has been devised based on the Tenth Plan scheme ‘Aircraft
Carriage for North Eastern Region’ which could not be taken up in the Tenth Plan. It is also proposed
to have a new Plan programme to carry out a publicity campaign for a redesigned Pin Code.

2.2.1 Establishment of print mail system in major cities
In order to meet the mail market demand for end-to-end solutions for the printing-packaging-

mailing-delivery value chain, it is proposed to establish a value added print mail service in the four
major cities Mumbai, Chennai, Delhi and Hyderabad. The outlay for the programme is as below:

Financial
SL‘ Plan Scheme/Programme/Activity Physical Target Olzitrl]ay
Rs.Cr.)
1. | Establishment of print mail system in major cities 4 major cities 6.40
2.2.2. Publicity for redesigned pin code (up to beat level)

It is proposed to redesign the Pin Code to include digits for the specific delivery beats within
each delivery office. This will further reduce wrong addressing and misrouting the mails, which will
improve delivery efficiency and cut costs. To popularize the new Pin Code across the country, a
sustained publicity campaign will be essential so a suitable provision has been made for publicity, as
indicated below:

Financial
SL. Plan . Outlay
No. Scheme/Programme/Activity Physical Target (in
Rs.Cr.)
2. | Publicity for redesigned pin code (up to beat level) 50.00




2.2.3 Setting up of Mail Business Centres

Corporations and businesses are generating almost 60% of the mail volumes at present and
there is a growing demand for setting up of more business mail centres with the latest technology, to
cope with to facilitate posting and processing of the high volumes of business mail. These centres will
be equipped with suitable counters, equipment for assembly line processing, warehousing, packaging
and conveyance of mails, IT infrastructure and security systems. The details of proposed targets/
outlays are as below:

Financial
Sl . Physical Outlay
No. Plan Scheme/Programme/Activity Target (in
Rs.Cr.)
3. | Setting up of Mail Business Centres 300 sites 388.60

2.2.4 Wet leasing of Aircraft for carriage of mails

Wet leasing of Aircraft for carriage of mails is required in certain sectors where dependable
mail arrangements with assured service standards are expected to generate high business volumes and
lead to customer satisfaction. The proposed outlay is as below:

Financial
Sl. - Physical Outlay
No. Plan Scheme/Programme/Activity Target (in
Rs.Cr.)
4. | Wet leasing of Aircraft for carriage of mails 50.00

2.2.5 Upgradation of International Mail Processing facilities at Offices of Exchange

International Mail segment requires strengthening in order to upgrade the quality of service to
the level of leading developing countries as well as the industrialize countries. The express sector is
also facing a lot of competition from the private sectors. International Mail is processed at Foreign Post
Offices as well as Airmail Offices and Speed Post concentration Centres. These offices require
capacity augmentation and further automation. It is also proposed to fully computerize international
mail operations and provide networking and connectivity between the various offices through QSF and
Plan projects. The proposed target and outlay is as below:

Financial
Sl . Physical Outlay
No. Plan Scheme/Programme/Activity Target (in
Rs.Cr.)
5 Upgradation of International Mail Processing facilities at Offices 20 700 *
" | of Exchange and Sub-Foreign Post Offices '

* Rs.5.60 crore will be managed through external funding (Quality of Service Fund from UPU).

2.2.6  Scheme Outlay: Rs.502.00 crores



3. SCHEME I111:  BANKING AND MONEY TRANSFER OPERATIONS

3.10bjective

The objective of this scheme is to fully realize the potential of the vast customer base and credibility of
India Post in the area of banking and money transfer operations.

3.2 Scheme Details

3.2.1 The Post Office Savings Bank is the single largest source of revenue for the Department.
During 2004-05, it fetched a revenue of Rs. 2027 Crores. With a customer base of 14 Crore account holders,
annual deposits exceeding Rs.1,60,000 Crores, a branch network double the size of all the banks in the
country put together, and a diverse product range, the Post Office Savings Bank (POSB) is the largest retail
banking network in the country. This network and reach should be utilised to implement the “Sampoorna Dak
Khana Bachat Yojana Gram” Scheme.

3.2.2 Investment is justified to support provision of POSB services. Thus, this new scheme has been
proposed for the Eleventh Five Year Plan, to build upon the initiatives taken in the Tenth Five Year Plan for
setting up Postal Finance Marts (PFMs) under the Plan scheme ‘Modernization of Operative / Working
Systems (improving ergonomics)’. This new scheme also takes into account relevant Plan programmes
included in the Tenth Plan scheme ‘New Products and Services including Development of Financial Products
and Services’ which could not be taken up fully in the Tenth Plan.

3.2.3 It is also proposed to set up the Post Bank of India to provide an impetus to developing the post
office network into a leading financial services provider, which will require substantial investment. Further, it
is also proposed to support extension of domestic and international money transfer services and a project for
retailing foreign exchange under this scheme, for which token provisions have been indicated.

3.2.1 Consultancy
A consultancy is proposed for process re-engineering, setting up Post Bank of India (PBI) and

preparing detailed project report including user requirement specifications for Core Banking Solutions (CBS)
for PBI, with an outlay as below:

SI. o . Financial
No. Plan Scheme/Programme/Activity Physical Target Outlay
(in Rs.Cr.)
1. | Consultancy 1 0.50

3.2.2 Centralized Banking for POSB

In order to improve the quality of service to more than 16 crore customers and to strengthen the
network for exploring untapped segments for fee-based services, it is essential to have a centralized banking
solution which would make operations efficient and cost effective. Such banking solutions have already been
implemented in various banks. A consultant has already been engaged to work out the centralized banking
solution through process reengineering of Post Office Savings Bank Operations to enable Any Branch, Any
Time, Any Where Banking. Thus, the preparatory action for this programme is already underway and the
Department will be in readiness at the commencement of the Eleventh Five Year Plan to implement this



programme. This programme entails investment on technology infrastructure options, hardware and software
requirements and networking. The programme should be planned in the context of increased business
volumes, induction of new information technology, growing customer expectations, competition, need for
operational interface with other banks (electronic clearance, card based payment solutions, Internet and tele
banking, ATMs etc.) and to reduce operating costs. The proposed targets / outlays for this Plan programme
are as follows:

Financial
s(l)' Plan Scheme/Programme/Activity Physical Target OL(J;[:]ay
Rs.Cr.)
2. Centralized Banking for POSB
10.05
- Development of Centralized Banking Software 4000 CBS
Branches, 210.95
- Supply / Licensing of Centralized Banking Software to Branches 22000
Departmental
-Supply of Central server and DRS to Branches PO 100.00
25000 BO
- POS 26.00
- Cards 112.00
- Data migration 32.00
- HRD / Training 20.00
- Marketing 15.00
Sub Total 526.00

3.2.3 Upgradation of IT infrastructure in post offices

Upgradation of hardware and peripherals, along with LAN networking and system integration in the
Departmental post offices is essential for provision of banking facilities through the existing network. The
proposed target / outlay for the purpose is indicated below:

Financial
5:)' Plan Scheme/Programme/Activity Physical Target Olgrl]ay
Rs.Cr.)
3. Upgradation of IT infrastructure in post offices- hardware, UPS, 26,000 791.00
LAN, networking, system integration

3.2.4 Communication Service provider

The networking is involved payments to the communication service provider, for which the provision is
indicated below:

S Physical | inancial
' Plan Scheme/Programme/Activity y Outlay
No. Target .
(inRs.Cr.)
4. Communication Service provider 125.00

10



3.2.5 Setting up Postal Finance Marts

During the Eleventh Plan, it is proposed to expand the Plan programme for creation of Postal Finance
Marts (PFM), which were first developed as One-Stop Shops for financial services in the Tenth Plan. The
PFMs would help in creating a distinct identity and branding for postal financial outlets, which can serve as a
front end for the tie-ups with financial institutions and banks for vending their retail services. The proposed
target / outlay is given below:

Financial
s(l)' Plan Scheme/Programme/Activity Physical Target OL(J;[:]ay
Rs.Cr.)

5. Setting up Postal Finance Marts 700 42.00

3.2.6 Setting up Post Bank of India (PBI)

It is proposed to set up Post Bank of India during the Eleventh Five Year Plan to exploit the reach and
credibility of the Department and its experience in mobilizing deposits. The Bank would be able to effect a
turn around in the Department finances and also serve a great social purpose by providing full banking
services to the rural poor who still do not have the privilege of modern banking facilities and still have to
depend on the informal sector for their credit requirements. The Post Bank of India is also proposed to be a
conduit for priority sector credit including micro finance from various agencies like NABARD / CAPART /
PURA. The PBI is envisioned to act as a profit generating institution which will plough back profits from the
banking operations to India Post, thereby realizing the full potential of the rural network and moving towards
elimination of the deficit. The seed capital for the PBI will require Government funding and the IT
infrastructure and research and training will also require financial support. The details of targets / outlays for
the purpose are as below:

Financial
s(l)'. Plan Scheme/Programme/Activity P#gfé%?l OL(JitrI]ay
Rs.Cr.)
6. Setting up Post Bank of India (PBI)
- Establishment of Post Bank Research & Training Institute 2.00
- HRD/ training for PBI 800 officers 8.00
- Establish PBI with Seed Capital from MOC / MOF 1000.00
-Secure CBS and IT infrastructure 100.00
Sub Total | 1110.00

3.2.7 Extending instant money order service

Investment would be required to support and expand the instant Money Order (iMO) Service,
which was launched in the X Plan, and extend its scope to interface the iMO with the international payment
gateway. The proposed target / outlay is as follows:

11



Financial
SL‘ Plan Scheme/Programme/Activity Physical Target Olé;[:]ay
Rs.Cr.)
7. | Extending instant money order service (@ Rs. 1500 per centre) 26044 post 3.90
offices '

3.2.8 Linkages of SB, EFT, ECS of the domestic sector while that with International Systems

The domestic instant money order service could be linked with the Savings Bank (SB), Electronic Fund
Transfer (EFT) and other domestic services and further linked to the Universal Postal Union’s International
Financial System (IFS) and other International Systems like Eurogiro/ SWIFT, etc. This would enable two
way money transfer facility between India and other countries, for which suitable agreements would have to
be entered into with the concerned countries and money transfer business operators. Since the details of the
Indian Diaspora in various countries clearly indicate the potential for two way international money transfer,
this service is expected to garner substantial business. The proposed target / outlay is as below:

S| Financial
N ' Plan Scheme/Programme/Activity Physical Target Outlay
0. .
(in Rs.Cr.)
8. | Linkages of SB, EFT, ECS of the domestic sector with 30 countries 0.05*
International systems like IFS/ Eurogiro/ SWIFT, etc

3.2.9 Retailing of foreign exchange

India Post could also retail foreign exchange to individual resident Indians going abroad through
special counters / dealing rooms. The proposed target / outlay is as below:

S Physical | Fimancial
y Plan Scheme/Programme/Activity Y Outlay
No. Target .
(inRs.Cr.)
9. | Retailing of foreign exchange 1635 post
. 0.05*
offices

3.2.10 Customer Relations Management (CRM)

To support the other Plan programmes, it is necessary to have a suitable CRM component. Thus, it is
roposed to set up call centres for the convenience of the vast customer base. The target / outlay is as below:

S| Financial
N ' Plan Scheme/Programme/Activity Physical Target Outlay
0. .
(in Rs.Cr.)
10. | CRM 6 call centres 50.00

*Note: A token provision is being made at this stage as details will have to be worked out in consultation with
the concerned countries.
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3.2.11 Maintenance

outlay for maintenance, which is indicated below:

The extensive programmes for computerization and networking need to be supported by an adequate

S| _ Financial
NO‘ Plan Scheme/Programme/Activity Physical Target Outlay

' (in Rs.Cr.)
11. | Maintenance 210.00

3.3. Scheme Outlay: Rs.2858.50 crore
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4. SCHEME IV INSURANCE OPERATIONS

4.1 Objective

To fully exploit the potential of the insurance sector through focus on technology and skill upgradation,
keeping in view the potential market growth and customer expectations.

4.2 Scheme Details:

During the Eleventh Five Year Plan, this new Plan scheme is proposed since investment is required for
development of insurance software and computerization of Postal Life Insurance (PLI) and Rural Postal Life
Insurance (RPLI) so as to make the operations on line. Funds are also required for publicity and training of
personnel in marketing and underwriting. This will ensure effective customer support and readiness for
opening of PLI to the general public, like any other insurer once PLI comes under the IRDA umbrella. This
proposed Plan investment will ensure that the Department has a level playing field with other insurance
organizations and the growth potential for PLI / RPLI is fully exploited. The proposed investment on
publicity is substantial since the premium income from new policies of PLI / RPLI is expected to rise from
Rs.400 crores premium income from new policies to Rs.1000 crores during the Eleventh Five Year Plan.

4.2.1 Online operations up to Divisional level and HO level Development of Insurance Software

A software for PLI /RPLI that is compatible with the postal operations software is proposed to
be developed, with a provision for data warehousing and IVRS facility for customer to answer queries and
provide access to accounts from anywhere in the country. This software would also give the facility of
premium payment and repayment from anywhere in the country. This would bring PLI / RPLI facilities on an
equal footing with other insurance companies. The proposed outlay is as below.

S Physical | I inancial
' Plan Scheme/Programme/Activity y Outlay
No. Target .
(in Rs.Cr.)
1. | Online operations up to Divisional level and HO level through 1 software 10.00

development of Insurance Software for the entire PLI organization
based on Windows platform

4.2.2 Computerization of PLI/RPLI

The computerization of the PLI organization, to cover all Head Post Offices, Divisional Offices,
Regional Offices and Circle Offices and the O/o DPLI, Kolkata is essential for providing on line connectivity,
using the new software developed. The targets/ outlays for the purpose are as below:

S| Financial
N y Plan Scheme/Programme/Activity Physical Target Outlay
0. .
(inRs.Cr.)
2. Computerization of PLI/RPLI DPLI Office, Kolkata, 53.02

822 HOs, 442 DOs,
59Circle/Regional Offices
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4.2.3 Publicity of Insurance Products - TV spots & Radio Jingles

The PLI Organisation is likely to be brought under the IRDA shortly, which will enable it to offer a
wider range of PLI products,after suitable redesigning, to the general public. Thus, it is necessary to create a
brand image through intensive publicity using mass media like radio and television. Keeping in view the
expected quantum increase in premium income from new policies, it is essential make a substantial provision
for publicity. The details of the proposed outlay are given below:

Financial
Sl - . Outlay
No. Plan Scheme/Programme/Activity Physical Target (in
Rs.Cr.)
3. Publicity of Insurance Products 50.00
- TV spots & Radio Jingles

4.2.4 Training of Marketing Personnel in Insurance marketing

It is envisaged that nearly 2 lakh agents, career agents and brokers will have to be engaged for
marketing of PLI/RPLI since the number of existing development officers is only about 200 while there are
about 500 field officers and direct agents each. The proposed target / outlay is as below:

SL‘I Plan Scheme/Programme/Activity Physical Target ngﬂ;;al
(in
Rs.Cr.)
4. Training of Marketing Personnel in Insurance marketing 200,000 80.00

4.2.5 Training of Circle Office personnel in under-writing

It is an essential activity of insurance, therefore it is necessary that the back-office staff is trained in
underwriting. The proposed target /outlay is as below:

Financial
S:)' Plan Scheme/Programme/Activity Physical Target Olzitrl]ay
Rs.Cr.)
5. Training of Circle Office personnel in under-writing 2000 200
4.3 Scheme Outlay: Rs.195.02 crores
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5. SCHEME V PHILATELY OPERATIONS

5.1 Objective

The objective of this scheme is to capitalize on the revenue earning potential of philately by
reorganizing India Post’s philately activities on business lines and contributing towards eliminating the
Department’s revenue deficit.

5.2 Scheme Details:

This Plan scheme carries forward the Plan programmes taken up under the Tenth Plan schemes
‘Upgradation and Promotion of Philately’ and ‘Modernization of Circle Stamp Depots’, with significant
expansion of the scope of these schemes, to enable realization of the revenue earning potential of philately.
Keeping in view the immense potential for increasing the collector base, it is proposed to carry on intensive
promotional activities, refine existing products and launch new products. It is also proposed to revamp the
Philatelic Deposit Account scheme. The delivery mechanism for philately is required to be upgraded by
launching a business website for philately, setting up a design studio, providing connectivity to the Circle
Stamp Depots (CSDs), adopting professional accounting practices and improving customer care. It is also
necessary to promote the ceremonial and ambassadorial characteristics of the postage stamps through special
efforts like commemoration of the Commonwealth Games. For supporting these activities, a full-fledged
marketing strategy will also have to be undertaken and built into the system.

5.2.1 Promotion of Philately

The promotional activities envisaged under this programme are expected to substantially
increase the revenue from philatelic products. The proposed targets / outlays are as below:

Financial
Sl - Physical Outlay
No. Plan Scheme/Programme/Activity Target (in
Rs.Cr.)

1. | Promotion of Philately
(i) | Promotional activities (such as events, popularity poll, festivals, 15.00
stamp design competitions, refining existing products and launching
new products / services, annual campaign for stamp proposals,
promoting philatelic academics, promoting philately in education and
India’s image internationally).

(i) | National Philatelic Museum and Regional Philatelic Galleries National — 1 10.00
Regional - 6 '
(iii) | Philatelic Exhibitions Division level 3.50
- 441
Circle (Zonal) 2.00
-20
National -1 0.50
International-1 10.00
(iv) | Business website for Philately 1.00
Sub Total 42.00
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5.2.2 Modernization of Philately Operations

The philatelic bureaux are the public interface for sale and promotion of philatelic products. It is
proposed to modernize the bureaux and connect them through a network for better customer care and
monitoring. Stamp designing is the most important aspect of philatelic activity. Therefore, it is proposed to
set up a state of the art design studio having a secured connectivity with the Security Printing Presses that
print stamps. Further, it is also proposed to link with the Circle Stamp Depots, that manage the inventory and
distribution of stamps, to improve the monitoring and delivery efficiency. The proposed target / outlays are
as below:

Financial

NS:)'. Plan Scheme/Programme/Activity P.It]gfé(;“ Ol(J;[rllay

Rs.Cr.)

2. | Modernization of Philately Operations

(i). | Modernization and Networking of Philatelic Bureaux 5.00
(ii) | Design studio with secured connectivity 1.00
(iii) | Circle Stamp Depots : providing connectivity CSDs - 19 0.50
Sub Total 6.50

5.2.3 Training for Promotion of Philately

It is proposed to impart training to staff to enable them to acquire skills and knowledge for promotion/
marketing of philatelic products and creation and realization of the revenue potential of philately. It involves
training of Postal Assistants, Philately Managers and also the officers of the Department, by exposing them to
the national and international trends and best practices in philately. The proposed targets / outlays are as
below:

Financial

NS:)'. Plan Scheme/Programme/Activity P?gfg;?l Ol(J;[rllay

Rs.Cr.)

3. | Training for Promotion of Philately
(i) | Philately Managers /PAs through PTCs 1000 0.60
(ii) Training of Officers of STS, JTS, Group including ASPOs/IPOs in 1000 0.90
" | PSCI, Ghaziabad
(iii) | Training of Officers of STS, JTS, Group B in APPC, Bangkok Officers -20 2.00
(iv) | For attending international philatelic events to gain exposure to Officers — 25 3.00
international trends and the best practices in Philately worldwide

Sub Total 6.50

5.3 Scheme Outlay: Rs.55.00 crores
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6. SCHEME VI: ESTATES MANAGEMENT

6.1 Objective

The objective of this scheme is to fulfil the Universal Service Obligation for providing easy access to
postal services through construction of buildings to provide the vital infrastructure for efficient postal
operations, while simultaneously focusing on revenue generation from estates in commercial locations.

6.2 Scheme Details

6.2.1 This Eleventh Plan scheme is the logical extension of the Tenth Plan scheme ‘Construction of
Buildings’ that focused on construction activities only. This scheme has been suitably restructured and
expanded so that, in the Eleventh Plan, it is aimed at more efficient estates management to enable provision of
functionally useful modern space for operations on one hand while exploiting the existing estates in
commercial areas. A Special Purpose Vehicle (SPV) called the Postal Land Development Corporation is
proposed to be set up for development and commercial exploitation of postal estates. Once this SPV comes
into existence, dependence of the Department on government funding for construction of buildings will
reduce significantly. The strategy for construction would be to construct buildings in identified highly
commercial locations with private partnership, while continuing with the existing programme for construction
of buildings with Government funding on plots with low commercial value.

6.2.2 Departmental buildings in remote and inaccessible areas are proposed to be provided with solar panels
for easy access to power using environment friendly technology. The other schemes under the Estates
Management involve purchase of land where essential, reconstruction of old departmental buildings,
preservation of heritage buildings, construction of buildings for Post Offices, Mail Business Units and
Administrative Offices and a small number of staff quarters. Attention is also proposed to be given to
improvement of the working environment and ergonomics and branding of operative offices, with particular
emphasis on post offices.

6.2.1 Construction of Post Office buildings

The proposed targets / outlays for construction of Post Office buildings that are essential for provision
of postal services are as below:

Financial
S:)' Plan Scheme/Programme/Activity Physical Target Olg:]ay
Rs.Cr.)
1. | Construction of Head Post Office buildings 61 new
. 101.50
+14 ongoing
projects
2. | Construction of Sub Post Office buildings 150 new 85.00
+26 ongoing
projects
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6.2.2 Construction of Administrative Office buildings

Construction of buildings for Administrative Offices which manage and support the operation of postal
services is necessary not only to provide suitable buildings for these offices but also to save on high recurring
expenditure on rental payments. The proposed targets / outlays are as below:

Financial
Sl - . Outlay
No. Plan Scheme/Programme/Activity Physical Target (in
Rs.Cr.)
3. | Construction of Administrative Office buildings 2 new 12.00
+10 ongoing
projects

6.2.4 Construction of Staff quarters

It is proposed to fulfil the basic minimum demand for residential accommodation by construction of staff
quarters. The proposed targets / outlays are as below:

Financial
S:)' Plan Scheme/Programme/Activity Physical Target Olg:]ay
Rs.Cr.)
4. | Construction of Staff quarters 120 new 42.00
+5 ongoing staff
quarter projects

6.2.5 Re-construction of old Departmental buildings

Reconstruction of some buildings that are very old and are at important locations is necessary to ensure
continuing postal services at convenient locations and a proper working environment to the staff. The
proposed targets / outlays are as below:

Financial
S:)' Plan Scheme/Programme/Activity Physical Target Oléiti!lay
Rs.Cr.)

5. | Re-construction of old Departmental buildings 55 55.00

6.2.6 Purchase of land

Though the Department has 1851 vacant plots in the country, a total 22,020 post offices are functioning
in rented buildings, which costs the exchequer Rs.45.00 crore per annum. Further, it is very difficult to hire
suitable accommodation for post offices and Railway Mail Service Offices, particularly near Railway
Stations. Head Post Offices require a large area which is difficult to obtain on rent and if available, the rents
are very high, so it is essential to construct departmental buildings for the Head Post Offices that are
functioning in rented buildings and for which no vacant plots are available. Thus, purchase of land is a
necessity. The proposed outlay is as below:
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Financial
s(l)' Plan Scheme/Programme/Activity Physical Target OL(J;[:]ay
Rs.Cr.)
6. | Purchase of land 50 25.00

6.2.7 Preservation of Heritage Buildings

Special efforts are required to preserve heritage buildings of the Department which have tremendous
architectural value. The proposed targets / outlays for this purpose are as below:

Financial
s(l)' Plan Scheme/Programme/Activity Physical Target OL(J;[:]ay
Rs.Cr.)

7. | Preservation of Heritage Buildings 37 18.50

6.2.8 Building component for Mail Business Units

Specially designed buildings are necessary for Mail Business Units which include automated mail
processing equipment. The proposed outlay for such buildings is as below:

Financial
s(l)' Plan Scheme/Programme/Activity Physical Target OL(J;[:]ay
Rs.Cr.)

8 | Building component for Mail Business Units * 90.00

* The physical targets will be indicated shortly.
6.2.9 Improving environment and ergonomics
It is necessary to provide functionally useful modern space for operations with an attractive ambience,

designed keeping in view customer convenience and employee satisfaction. The targets / outlays for
improving environment and ergonomics are as below:

Financial
S:)' Plan Scheme/Programme/Activity Physical Target Oléiti!lay
Rs.Cr.)

9 | Improving environment and ergonomics 26044 POs 200.00

6.2.10 Solar Panels

The use of solar panels for lighting departmental buildings is practical, cost-effective, and environment-
friendly. The proposed targets / outlays for provision of solar panels are as below:

Financial
s(l)' Plan Scheme/Programme/Activity Physical Target OL(J;[:]ay
Rs.Cr.)
10. | Solar Panels 400 69.00
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6.2.11 Special Purpose Vehicle (SPV)

It is proposed to operationalize public private partnerships to garner private funding for construction on
identified vacant plots. The proposed SPV for management of postal estates would enable optimal utilization
of postal land and reduce dependence on Government funding for construction of buildings. The outlay
proposed below for the SPV includes a one time non-recurring grant of Rs.1.00 crore for infrastructure and
Rs.4.00 crore on recurring expenses relating to salaries, office expenses, traveling expenses, etc. incurred in
operating the SPV in the Eleventh Five Year Plan.

Financial
S:)' Plan Scheme/Programme/Activity Physical Target Olg:]ay
Rs.Cr.)

11. Special Purpose Vehicle (SPV) 1 5.00

6.3 Scheme Outlay:

Rs.703.00 crores
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/.SCHEME VII TECHNOLOGY UPGRADATION & MODERNIZATION

7.1 Objective

This scheme aims at seamless integration of the entire postal network through induction of appropriate
technology in all operations and support areas, with a view to providing unparalleled efficiency and outreach in
services and achieving a turn around.

7.2 Scheme Details

7.2.1 Extensive technology induction/ upgradation in the Eleventh Five Year Plan is essential to achieve the
goal of financial self-sufficiency of the Department. Technology induction will facilitate exponential increase in
gross revenue through an improvement in the quality of service and by creating opportunities to expand new
value-added services. In the long run reduction in the cost of operation of services is expected.

7.2.2 By the end of the Xth Plan, the Department will have computerized and provided local area networks
(intra-office) in over 8000 large departmental Post Offices. In the Eleventh Five Year Plan, there is a need to
computerize the remaining Departmental Post Offices (over 17,000) and link all 26,000 departmental Post
Offices through wide area networks to obtain and extend to the customer the full advantage of the
computerization and networking programmes implemented in the Tenth Five Year Plan. In addition, in the
Eleventh Five Year Plan, Extra Departmental Branch Post Offices will also need to be computerized or
provided modern equipment. This Plan scheme subsumes all the Tenth Plan schemes relating to
computerization, including the Schemes ‘Computerization of Post Offices / Postal Accounts Offices /
Administrative Offices” , ‘Computerization and Networking of Mail Offices’, ‘Automated Mail Processing
Centres’, ‘National Data Centre’, ‘ePost’ and “eBill Post’.

7.2.3  The network of computerized post offices will enable increase in revenue through consolidation of
existing services and introduction of new value-added services and also support the e-governance initiatives of
the Central Government. The remaining Administrative Offices including Postal Directorate, Postal Stores
Depots(PSD)/ Circle Stamp Depots (CSDs), Civil Wing offices, etc. and Postal Accounts Offices will also be
taken up to complete computerization and networking in the Eleventh Plan.

7.2.4 To network the above offices, the National Data Centre will have to be strengthened and some regional
data centers need to be set up in Circles/States to enable all levels to access management information on real
time basis, helping to take quicker decisions and cut processing costs. With net-working of Post Offices the
Department can start various on-line services viz. any time, any-where Savings Bank and other financial
services, improve delivery of its existing services and get additional revenue by introducing e-based value-
added services. Funds will be required for the setting up and upgradation of data centers and for the network.

7.2.5 Networked hand-held digital devices will be developed to be carried by Postmen / Postal staff to enable
not only delivery of articles and intimation of their status in real time, but also for booking of articles and
offering other services like accepting deposits, bill payment, etc.

7.2.6  An Enterprise Resource Planning (ERP) software will have to be devised to cover all operations,

customer relationship management, multi-channel retailing, from call center management to the seller and
distribution of all services/ products and seamless integration with processes/ systems of our customers and
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stakeholders like transporters / airlines, etc. It is proposed to be designed as a quality management tool, with a
comprehensive MIS, providing strategic enterprise management support including business planning, financial
management, performance measurement and process consolidation. It should also facilitate human resource
management to deliver comprehensive, integrated HR processes including recruitment, training, payroll, legal
reporting etc., provide integrated facility management to optimize site usage and occupancy rates, inventory etc.

7.2.7 A new mail arrangement is being devised for which high level of investment is essential since mail is
the core service of India Post and the area of business mail is expected to show spectacular growth, following
the trends in developed countries. However, the new arrangement needs to be backed by several other
measures. Track and trace and RFID would be required in almost all the products as the customer today is
interested in knowing the status of the article as soon as it is given. There is great need for right investments in
technology for better monitoring by use of diagnostic system as well as tracking of mails all over India. This is
intended to meet the demand of the customers of tracking and delivering according to international service
standards.

7.2.8 Substantial investment is also required to set up Parcel and Logistics Centres since the area of parcel and
logistics is expected to show the maximum growth in the mail sector in terms of revenue generation.

7.2.9 The details of proposed targets/ outlays for this Plan scheme are given below:

Sl. | Plan Scheme/Programme/Activity Physical Target ng{;;;?'
No. (in Rs.Cr.)
1. | Computerization & Modernization of Post Offices
(i) Hardware & Networking 1794.00
(if) Software for ERP solution, OS, 547.00
RDBMS, website development
(iii) Modernization of POs 17,878 Departmental 934.00
- Remote resetting of Franking Post Offices
Machines, introduction of Tax Meters, and
Currency Counting Machines, Mail 1,28,625 Extra
Containers, Trolleys, etc. Departmental
(iv) Site development for Computerization Post Offices 420.00
(v) Hand-held devices for delivery staff 115.00
(vi) AMC/ Consumables 359.00
Sub Total 4169.00
2. | Computerisation of Admn Offices 300 15.00
3. | Computerisation & Modernisation of Mail Offices
(i) Setting up of smaller AMPCs and upgradation of 22 smaller AMPCs 620.00
large AMPCs 4 large AMPCs
(i) Upgradation and modernisation of 500 Main/ Regional/ 73.00
Main/Regional/District level SPCCs District level SPCCs.
(iii) ERP solution for mail operation 300.00
(iv) Multi modal transport network 74.00
(v) Computerization of cargo handling 5.00
(vi) AMC/ Consumables 118.00
(vii) Intelligent letterboxes 5.00
Sub Total 1195.00
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4 Training Equipments for the Training Centres 1 PSCI 62.00
6 PTCs
360 Computer
Training Centres
5. | Regional Data Centres 3 60.00
6. | Upgradation and Modernisation of PSDs, CSDs 46 PSDs 91.00
Customer Care Centres 19 CSDs
1200 CCCs
7. | Computerization of Postal Accounts Offices 2.40
i)Training Centres including integration of accounts 19 PAOs
functions from primary unit level
i) Implementation of Account Current Software 17.00
iii) Upgradation of Cash Certificate Software 1.60
iv) Digitization and modernization of Postal Accounts 25.00
System
Sub Total 46.00
8. | Computerization of Civil Wing offices 1.10
9. | Parcel & Logistics Centres 8 Major, 13 Minor 501.00

7.3 Scheme outlay: Rs. 6140.10 crores
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8. SCHEME VIII MATERIALS MANAGEMENT

8.1 Objective

To set up an effective materials management system through upgradation of technology and
provision of essential equipment.

8.2 Scheme Details

8.2.1 Under this new Plan scheme it is proposed to provide the infrastructure and equipment required
for professional materials management, since the Postal Stores Depots (PSDs) and post offices handle a
very large volume of stationery, including forms for use in operative offices, and equipment which is
essential for the smooth functioning of the postal system. This area has been largely neglected and
urgent attention is required so as to ensure that the quality and efficiency of services is not affected.

8.2.2 The proposed targets and outlays for the scheme are as below:

Financial
Sl L Physical Outlay
No. Plan Scheme/Programme/Activity Target (in
Rs.Cr.)
1. | Infrastructure and equipment for materials management 46 PSDs and 46.00
40 POs
2. | Upgradation of technology for seals and stamps ?g ?n%go seals / 25.00

8.2.3 Scheme Outlay : Rs.71.00 crores
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9. SCHEME IX HUMAN RESOURCE MANAGEMENT

9.1 Objective

To create valuable capital for the Department of Posts in the form of highly trained man-power well
skilled in technology systems and usage, that exhibits total focus on customer satisfaction.

9.2 Scheme Details

9.2.1 During the Eleventh Plan, it is proposed to carry forward the initiatives taken under the Tenth Plan
scheme “Training’, keeping in view that there is a need to adopt a more holistic approach and focus on overall
human resource development. Thus, this Plan scheme aims to develop adequate skill sets to support the
delivery of services to customers, induction of new technology, specialization in banking and insurance
sectors, marketing and legal matters. The training programmes will be designed to cater to the varying
training needs at each operative and administrative level. Behavioral training is also proposed, to enable
effective customer interaction. The introduction of self e-learning packages will supplement the work place /
in house training programmes, which also need to be extended. Upgradation of facilities, training material
and equipment in training centers and improvement of the building infrastructure is also essential. Projects
for enhancement of the capacity and infrastructure of training centres and for setting up Centres of Excellence
are proposed to be implemented in the Eleventh Plan period. It is also proposed to take action to set up an
International Postal Training College by redefining the role of Postal Staff College India (PSCI) from a
training institution to a nodal training policy institute with international linkages.

9.2.2 The proposed targets and outlays for the Scheme are as below:

sl. . Physical | Financial
No Plan Scheme/Programme/Activity Target . Outlay
' (inRs.Cr.)
1. In-service Institutional Training in India and Abroad
(i) | Management Programmes for Group ‘A’ & ‘B’ officers 1800 1.40
(ii) | Training of Supervisors 10000 5.00
(iii) | Training of Post Masters 1400 0.70
(iv) | Training of SBCO Staff 2000 1.00
(v) | Training of Civil Wing Officers 1000 5.00
(vi) | Training of Accounts Staff 9500 9.50
(vii) | Training of ASPOs 500 0.30
(viii) | Training of SAG/JAG officers in reputed training institutes abroad 50 4.50
(ix) | Training of Group ‘A’ & ‘B’ officers on Marketing & Technology | 200 1.50
in APPC, Bangkok
(x) | Training of IPS Probationers in APPC Bangkok 50 0.60
Sub Total 29.50
2. | Technology Training for Trainers and Facilitators
(i) | Training of Trainers/System Administrators 50000 12.00
(i) | Technology Exposure for Group ‘A’ & ‘B’ officers
(iii) | Compulsory technology training for Group ‘B’ officers & ASPOs
(iv) | Technology refresher programmes for Inspectors, Supervisors and
Postmasters
(v) | Software Training programmes
(vi) | In-house/Online training/VVideo Conferencing 5.00
Sub Total 17.00
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3. | Training on Specialised Subjects
(i) | Training of Divisional Superintendents on Marketing 500 1.00
(if) | Training of Inspectors and staff on Marketing and Financial Services 10000 20.00
(iii) | Training in Legal Matters for Field Staff 500 1.00
Sub Total 22.00
4. | Business Orientation Programmes
(i) | Special programmes for Group ‘B’ officers
(ii) | Customer Relations Management 10000 5.00
(iii) | Financial Services
5. | Special Programmes
(i) | For Supervisors 1000 0.50
(ii) | Training of Trainers 2000 1.00
Sub Total 1.50
6. | Workplace and Distance Learning Programmes
(i) | Upgrading WCTCs into Workplace Training Centres 54 10.00
(i) | Workplace computer training 150000 36.00
(iii) | Training of Mail Overseers, Postmen, Group ‘D’, Drivers etc 100000 15.00
(iv) | Training of Postmen & Branch Post Masters on Marketing, Banking 12.80
& Insurance 160000
(v) | Mail Deliverers 40000 3.20
Sub Total 77.00
7. Infrastructure Development
(i)Opening of new Training Institutes 6 New PTCs 25.00
(ii)Completion of Building Projects initiated in 10th Five Year Plan | 4 PTCs 10.00
(iii)Training Equipment 2.00
Sub Total 37.00
8. | Obtaining ISO Certification 0.50
9.3 Scheme Outlay : Rs. 189.50 crores
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10. SCHEME X: MARKETING, RESEARCH AND PRODUCT DEVELOPMENT

10.1 Objective

To develop a professional organization to support marketing, research and product development
initiatives relating to various services offered by the Department and prepare plans for brand development,
business expansion and marketing.

10.2 Scheme Details

10.2.1 During the Eleventh Plan, considering the wide range of activities planned to augment business and
garner additional revenue, it is necessary to have a professional marketing, research and product development
organization to support the implementation of the plans. This Plan scheme is the logical extension of Plan
activities taken up in the Tenth Plan under the schemes ‘Modernization / Upgradation of Premium Products’,
‘Expansion of Express Parcel Centres’, ‘New Products and Services including Development of Financial
Products and Services’ and ‘Research and Development’.

10.2.2 This Plan scheme envisages setting up of a Marketing, Research and Product Development Centre
after carrying out a feasibility study. The programmes proposed to be implemented include the development
of a National Address Management System, which will add to the professional strength of the Department
and creation of a brand identity for India Post. Several programmes for promotion, publicity, marketing and
business expansion in the areas of premium products and philately, and a programme for developing a media
plan for the entire Department, have been included in this Plan scheme.

10.2.2 The details of targets and outlays under this Plan scheme are as below:

si Physical | Financial
NO‘ Plan Scheme/Programme/Activity Tgr ot Outlay
' g (inRs.Cr.)
1. | Setting up Marketing, Research & Product Development Centre 1 stud
- Feasibility study 1 study 0.20
- Setting up centre and studies in various aspects of postal sector centre 8.00
Sub Total 8.20
2. | National Address Database Management System 1 stud
- Feasibility study Lo dy 0.50
- Study to determine s/w design and h/w requirements y 0.20
- Software development with web-based interface 0.75
- Hardware procurement 3.75
- Site preparation 1.50
- Collection of addresses 3.00
- Data feeding 5.00
- Publicity 2.50
Sub Total 17.20
3. | Creating Brand Identity for India Post
-Study for establishing brand identity 1 0.50
-Development and implementation of brand identity
(i) Brand identity of Post Offices 1000 POs 100.00
ii Brand identity of Speed Post 50.00
(if) y of Sp 800 SPCs
iii Brand identity of Mail Business Centres 20.00
(i) y 120 MBCs
(iv) Brand identity of Parcel Post 20 PPCs 10.00
Cuilbh-TAtal 18050
SUD TULldAl
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Promotion, Publicity and Brand Visibility 250.00
-Media Plan of Department of Posts
(Newspapers, Hoardings, Posters, Brochures, TV spots, films)
Marketing Plan for Philately
(i) Publicity & Promotion 10.00
(ii) Marketing 5.00
(iii)Philatelic Deposit Account System 1.50
(iv) Networking & E Philately 2.00
Sub Total 18.50
Business Expansion of Speed Post
i) Network expansion: Establishment of Speed Post Centres 500 80.00
ii) Establishment of Speed Post Hubs in major towns 20 40.00
iii) Equipments and Vehicles for Speed Post Centres 15.00
iv) Promotion of Speed Post 80.00
v) Containerisation, ULDs 200 25.00
vi) Training 5000 2.50
Sub Total 242.50
Product Development & Marketing of premium products
i) Direct mail solutions 10.00
i) eCommerce solutions 5.00
iii) ePost solutions 5.00
iv) Post shop solutions 25.00
V) Letter shopping solutions 10.00
vi) Promotion of Premium products 80.00
Vii) New products launch 5.00
viii)  Training 10.00
Sub Total 150.00
Infrastructure for Logistics & Parcels 7 major and
i) Parcel Post hubs 13 minor 125.00
hubs
ii) Parcel Post Centres 200 Centres 60.00
iii) Establishment of ISO & Quality Systems 2.00
iv)Scoping study of commercial systems 5.00
V) Investment on commercial systems 5.00
vi) Investment in Market Research on Parcel Post 5.00
vii) Marketing system of Parcel Post 50.00
viii) Logistics & warehousing centre 20.00
iX) International parcel & logistics centre 5.00
X) Cargo complexes 4.00
xi) Computerizing of cargo handling systems 5.00
xii) Feasibility study for using aircrafts 0.50
xiii) Investment in web stores & warehouses, 2.00
Sub Total 288.50
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9. | Marketing Plan for Financial Services
i)Marketing & Advertising 100.00
ii) Marketing consultancy on financial services 5 1.00
iii) Financial Marts expansion 700 42.00
Sub Total 143.00
10. | Creation of India Post Consultancy Group 18.00
10.3 Scheme Outlay : Rs. 1316.40 crores
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11. SCHEME Xl QUALITY MANAGEMENT

11.1 Objective

The objective of this scheme is to make the operational and business strategy meaningful by
improvement of quality of service as perceived by the customers.

11.2 Scheme Details

Through this Plan scheme, the Department proposes to carry forward and enhance the initiatives taken in the
Tenth Plan under the scheme ‘Upgradation of Customer Care Centres’ and establish a self-sustaining system
in the Eleventh Plan that can measure, monitor and improve quality of service, thereby enabling assessment
of effectiveness of all programmes implemented by the Department. This is sought to be achieved by taking
up customized implementation of the model developed by the Department of Administrative Reforms and
Public Grievances for assessment, improvement and certification of quality of services in Government
Departments called “Sevottam — A Service Delivery Excellence Model”. The proposed Plan scheme for
improvement of quality need to be seen in the background of “Sevottam”. The details of the programmes
under this scheme are as follows.

11.2.1 Implementation of Citizens Charter in Post Offices

The Department, over the last five years, has taken up implementation of its Citizens Charter in major post
offices as a quality control measure. All departmental sub offices are also being gradually covered. The
entire exercise so far has been undertaken from the allotted funds under non-plan heads. The Citizen’s
Charter, however, involves a lot of activities that could be provided in the best manner possible if planned in a
project mode. The Citizen’s Charter, inter-alia, involves setting up of a Post Forum and service teams
involving the staff, awareness and training, improving the environment, the process and customer service,
evaluation and monitoring of performance and reward and recognition. While training needs in different fields
are catered to by various existing plan schemes, the needs specific to the implementation of the Citizen’s
Charter and customer services are largely unattended.

A specific fund requirement to that effect is therefore being projected for training of Group ‘C’ Officials and
for training of Project Managers for ‘Sevottam’, as given below:

Financial
S:)' Plan Scheme/Programme/Activity Physical Target o%;[:]ay
Rs.Cr.)
1. | Implementation of Citizens Charter in Post Offices
(i)Training for Group C (PAs and Postmen) 149575 29.92
(if) Training of Project Managers for ‘Sevottam’ 1000 1.00
Sub Total 30.92
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11.2.2 Monitoring of service quality and Process improvement using Six Sigma

Six Sigma is a process that enables continuous analysis of the enabling processes for achievement of
quality standards, reengineering thereof and improvement in quality standards. A primary requisite for the
implementation of six sigma is the formation of an appropriate team of trained and committed individuals.
Thus, the following targets / outlays are proposed:

Financial
S(I)' Plan Scheme/Programme/Activity Physical Target OL(J;[:]ay
Rs.Cr.)
2. | Monitoring of service quality and Process improvement using Six
Sigma 110 people
(i) Overview training and Jumpstart workshop 25 people 1.34
(ii) Leadership Training 900 people 0.17
(iii)Green Belt Training 150 people 15.32
(iv)Black Belt Training 1 4.49
(v) Consultancy for the project 0.50
Sub Total 21.82

11.2.3 Setting up Call Centres based on Interactive Voice Response System

It is proposed to set up Call Centres to respond to customer queries and to provide various customer
services through the Interactive Voice Response System. The call centres will be set up after design of the
system architecture and other details by a Consultant. The details of targets / outlays are as below:

Financial
S(I)' Plan Scheme/Programme/Activity Physical Target OL(J;[:]ay
Rs.Cr.)
3. | Setting up Call Centres based on Interactive VVoice Response
System
(i) Consultancy 1 0.60
(ii) Cost for Call Centres 22 sites 21.30
Sub Total 21.90

11.2.4 Process Reengineering Consultancy

In order to enable reassessment of the business purpose, repositioning for greater market penetration,
reconfiguration for a smoother work flow, restructuring so that jobs match reality and revitalization for
ongoing competitiveness, it is necessary to carry out a Business Process Reengineering exercise. The
proposed outlay for a consultancy for process reengineering is indicated below:

Financial
Sl - . Outlay
No. Plan Scheme/Programme/Activity Physical Target (in
Rs.Cr.)
4. | Process Reengineering Consultancy 1 0.75
11.3 Scheme Outlay : Rs. 75.39 crores
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PROPOSED SPECIAL COMPONENT FOR 11™ FIVE YEAR PLAN FOR LADAKH REGION

1.10bjective

The Special Component envisages postal developmental activities in the Ladakh Region in
order to give impetus to all-round growth and development.

1.2 Scheme Details:

Since habitation in the Ladakh Region is sparse and scattered, the norms for opening of post
office are not easy to meet. Communication network in the region is not properly developed, and it is
felt that post offices would go a long way in initiating developmental activities in the area. Therefore, it
is proposed to open Branch post offices at certain places and also to upgrade the Gramin Dak Sewak
Branch Offices (GDSBOSs) to Departmental Sub-Offices (DSO). It is further proposed to purchase land
and construct post offices at locations where the Department has offices but does now own the
buildings. At present, the Department has nine such post offices in Ladakh.

Sl Plan Scheme/Programme/Activity Physical Financial
No. Target Outlay
(in
Rs.Cr.)
1. Opening of Branch Offices 03 0.02
Upgradation of post offices from GDSBOs to DSOs 03 0.08
3. Acquisition of land & construction of post office buildings 09 post offices 3.28
TOTAL 3.38

3.Scheme Outlay: A total of Rs.3.38 crores has been earmarked for plan for Ladakh Region.
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PROPOSED SPECIAL COMPONENT FOR 11™ FIVE YEAR PLAN FOR ANDAMAN &
NICOBAR ISLANDS

2.1 Obijective

The Special Component envisages composite postal developmental activities in the Andaman
& Nicobar Islands in order to give impetus to all-round growth and development. The Andaman group
of islands are separated from the mainland and are also scattered. Therefore, there is a need for special
emphasis to fulfill the aspirations of the people. The remoteness has been compounded by large scale
devastation brought along by the tsunami that hit the island in December 2004.

2.2 Scheme details

In the Eleventh Five Year Plan, it is proposed to augment the transportation and delivery
facilities for mail transmission by providing vehicles and bicycles. In addition to the plan component of
technology upgradation and modernisation of the post offices along with human resource development,
there is a comprehensive proposal for estates management also. Under the estates management, it is
proposed to construct post offices, quarters and reconstruction of post office buildings to provide
working space for postal operations and adequate facilities to the customers.

The proposed targets/outlays for the various schemes are as below:

Sl Plan Scheme/Programme/Activity Physical Financial
No. Target Outlay
(in
Rs.Cr.)
1. Mail Operations
(i) Mechanisation of delivery 20 2-wheelers 0.054
(ii) Inspection Vehicles 15 Bicycles 0.024
1 Tata sumo 0.037
Sub Total 0.125
2. Estates Management
(i) Construction of Post office with SPM quarters 5 1.600
(ii) Construction of Type-Il Quarters (Hutbay & Car Nicobar) 4 0.035
(iii) Construction of Type-I11 Quarters (Middle Point) 5 0.400
(iv) Raising of Compound Wall (Campbell Bay) 1 0.080
(v) Reconstruction of post office buildings (Car Nicobar, Port Blair 4 1.120
HO, Dighipur)
Sub Total 3.245
3. Technology Upgradation & Modernisation:
(i) Post office computerisation 28 1.00
(i) Provision of genset 6 (5 KVA), 0.05
10 (2 KVA
Sub Total 1.50
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4, Human Resource Management:

(i) Training Centre in Port Blair HO 0.30

(ii) Hostel facility in Port Blair HO complex 0.15

Sub total 0.45

TOTAL 5.31

2.3 Scheme Outlay: A total of Rs.5.31 crores has been earmarked for the special component on

Andaman & Nicobar Islands.

35



PROPOSED SPECIAL COMPONENT FOR 11™ FIVE YEAR PLAN
FOR LAKSHDWEEP ISLANDS

3.1 Objective:
The Lakshadweep Islands are the other group of the Islands that require a special component for Postal
Development under the 11" Five-Year Plan. The inaccessible terrain and being cut off from the
mainland requires special attention for its composite development.
3.2 Scheme Details:

Opening of post offices, Estates management in terms of constructing Post office Buildings and
Staff Quarters along with the modernisation and computerisation of the postal operations are the areas
covered in the schemes.

3.3 The proposed targets/outlays for the various schemes are as below:

Sl Plan Scheme/Programme/Activity Physical Financial
No. Target Outlay
(in
Rs.Cr.)
1. Access to the Postal Network 5 DSOs 0.25
-opening of post offices
2. Estates Management 4.00
Purchase Land and construct:
a) Divisional Office 1 building
b) Staff Quarters 1 block
c) Inspection Quarters 2 building
d) PO at Amini 1 building
3. Mail Operations 1 3-wheeler 0.01
1 moped 0.003
4. Marketing 0.007
5. Technology upgradation & modernisation 0.12
TOTAL 4.39

34 Scheme Outlay: A total of Rs.4.39 crores has been earmarked for the special component on

Lakshdweep Islands.
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PROPOSED NORTH EAST SUB-PLAN

1.1 Objective

The proposal is to envisage a separate and composite sub-plan under the Eleventh Five Year
Plan of the Department of Posts. It has been the experience of the previous Plan that the utilization of
10% of the budget outlays under various Plan schemes for development of the North East was difficult
to be met. The nature and scope of the Plan schemes do not provide the leeway for earmarking 10% of
the outlays to the North East.

Therefore, to focus on the special needs of the North East Circle and to cater to the needs of the
region, a comprehensive Sub-Plan has been proposed. This Sub-Plan is likely to increase utilization of
Plan Funds towards 10% of the budgetary allocation of the Plans by focusing on the efficient mail
transmission in the remote and inaccessible terrain of the region and lays emphasis on the
computerization, modernization and human resource development. This will be in addition to the fund
utilization through the proposed Eleventh Plan scheme which will also impact on the NE Region.

1.2 Scheme details

North East Region has a problem of accessibility. While there is absence of reliable and
regular source of land transportation due to difficult terrain and paucity of passengers, the existing
players — Indian Airlines and Jet Airways, are unable to meet the requirements of carrying the mail
loads. It has been proposed in the Eleventh Plan to wet lease the aircraft that can link the various north
eastern destinations. There has been the scheme for outsourcing of mail movement by road on certain
routes. The proposed plan also envisages to carry mails through the departmental mail motor service on
certain routes by augmenting mail motor vehicles. The proposal covers the mechanization of delivery
works through three-wheelers and two-wheelers so that delay in mail delivery is reduced.

The postal operations are running in the rented buildings lacking adequate space and
environment for handling customers and carrying out operations by the staff. There is a proposal for
comprehensive estate management involving purchase of land and constructing post office building as
well as staff quarters. The scheme of modernization and computerization of the post offices, mail
offices, transit mail offices (TMO), administrative offices and Speed Post Centres has also been
proposed to provide better customer satisfaction and improved efficiency of the operations. This is
supplemented by schemes for human resource development in terms of Work Place Computer Training
Centres (WCTCs) and providing infrastructure to the existing Postal Training Centre.

The proposed Sub-Plan also proposed to strengthen the banking and money transfer operations
through setting up Postal Finance Marts and better cash management in the post offices.

It is also proposed to continue providing Plan support to Non Returnable Contribution (NRC)
Post Offices in the region which are no longer being funded by the State Government and are not
justified for continuation as per norms but need to be retained keeping in view the local demand. This
support was being provided in the Tenth Plan under the Plan scheme ‘Expansion of the Postal
Network’.
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13 The proposed targets/outlays for the various schemes are as below:

Sl Plan Scheme/Programme/Activity Physical Target | Financial
No. Outlay
(inRs.Cr.)
1. Support to Non Returnable Contribution (NRC) Post Offices All NRC POs 13.00
2. Mail Operations
(i)Outsourced movement of mail by road 3 routes 5.00
(i)Road transportation of mails by departmental MMS vehicles 2 sumo+ 5 MMS 0.35
(ili)Mechanisation of foot lines 2 two-wheelers 0.01
(iv)Vehicles for letter box clearance 8 3-wheelers 0.15
(v)Mechanisation of delivery 13 3-wheelers 0.24
(vi) Tamperproof Metallic Mail containers with locking system 2 0.25
(vii) Parcel concentration centers 1 0.30
(viii) Setting up of Sub-foreign Post 1 0.20
(ix) Wet leasing of aircraft 50.00
SUB TOTAL 56.50
3. Banking & Money Transfer Operations
i) Setting up Postal Finance Marts 15 0.90
4. Cash management
(i)Burglar/fire proof irons safes 863 1.98
(ii)Cash vans 7 0.26
SUB TOTAL 2.24
5. Computerisation & Upgradation of Hardware
(i)Post offices
a. Computerisation 603 32.86
b. Upgradation - 0.30
(if)Mail offices
a. Computerised Registration Centres (CRCs) 2 0.10
(iii) Modernisation of Mail Offices
a.TMO (Airport Guwahati) 1 0.07
b. Mail Offices (Guwabhati, Silchar, Tinsukia, Jorhat) 4 0.08
(iv) Modernisation of Speed Post Centres
a. National Speed Post Centres (Guwabhati, Silchar, Jorhat and 4 0.08
Dibrugarh)
(v)Admn Offices 4 0.36
(vi) Hand held devices to facilitate doorstep service 889 1.93
(vii) R&D Centre 2.00
SUB TOTAL 37.78
6. Human Resource Management
(i)Workplace computer training
a.Upgradation of hardware (Guwahati & Dibrugarh) 2 sites 0.30
b.Opening of new WCTCs (Silchar & Guwabhati) 2 sites 0.18
(if)Providing infrastructure at PTC Guwahati
a.Computer labs 3 0.36
b.Tata Sumo 2 0.07
c.Passenger van (15-seater) 1 0.07
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SUB TOTAL 0.98
7. Estates Management
(i)Construction of post office buildings & purchase of land 32 1.55
(ii) Construction of Staff quarters -Type-11:46, Type-111:63, Type- 116 3.48
1V:5Type-V:2
(iii)Purchase of post office buildings from State Govt 3
SUB TOTAL 5.03
8. | Sevottam Project | 0.20
TOTAL 116.63

14 Scheme Outlay: A total of Rs.116.63 crores has been earmarked for North East Sub Plan.
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TERMS OF REFERENCE

0 To recommend short term, medium term and long term
strategies

» to achieve the objectives of the DoP during the
Eleventh Five Year Plan with a focus on

social commitment

technology induction

entrepreneurial management
becoming a self-supporting institution

>\ >\ >\ >‘

U To make recommendations on a sub-plan for
North East and special area component plans
for - Lakshadweep, Andaman
Nicobar, & Ladakh



Major Recommendations

Consolidating and rationalising the present
network both in Urban and Rural

Phasing out PSSKs, LPAs, LSVs

Increasing access to postal facilities through
franchise, technology induction

Introducing mobile postal outlets



RATIONALISATION

m Reviewing norms :

Committee recommends for Pos(BOs & SOs)

x retaining the population norms
> distance norms
> Income norms

A Suggestions for consolidation

x< to continue to relocate Post Offices.

> franchise could be offered in GP villages where the

opening of PO is justified on population and distance
norms

> Franchise can be offered in place of PSSKs

Contd....



RATIONALISATION

m Revision of Income cost formula :

> Agency functions like PLI and particularly
RPLI which POs. are performing should be
taken as a part of the income of the POs.

> All other revenue generating functions should
be included as income in SOs and Bos

> Concept of profit centre to be introduced

Contd....



RECOMMENDATIONS

Present Rural network should continue
Basket of retail services to be increased

Urban centres should not have BOs.

Urban Network should be consolidated by
merger/closure/relocation of single handed S.Os / double handed
S.0Os / B.Os to have larger Post Offices with good infrastructure.

Where a vacuum is created by taking away such Post Offices,
franchise, provision of mobile Postal outlets, vending machines,
etc to be considered.

Contd....



RECOMMENDATIONS

Franchising to be done through available Retail outlets, Super
Markets, PCO booths, Resident Welfare Association,

Franchise could be extended to Mobile Franchisee outlets also, In
addition to the ones at fixed locations.

Location of franchisee not to clash with the normal PO business

Urban franchising — Hours of transactions should be available
after PO business hours also.

Rural franchising — To school teachers, primary health centre
workers, Anganawadi workers etc,.

Funding for training and orienting franchisees to be done from
Plan funds

Contd....



RECOMMENDATIONS

 Mechanization of delivery service both In
urban and rural areas

« By providing vehicle allowance to
delivery staff

o utilising available mechanised transport -
both departmental and outsourced
vehicles.

Contd....



TECHNOLOGY INDUCTION

Installation of multi purpose machines for vending, booking, delivery of
articles, providing ATM facilities , ticketing etc.

Younger population to be attracted by 24x7 postal access through
centralised server of India Post Website which would enable the user
transact online.

To provide devices like Simputers/PDAs etc.

Cyber Dhabas to be established in BOs.

- learning centre for children to access internet with a nominal charge.
-This can be a common service centre also.

-Funding for cyber dabas/CSC along the lines of PURA Model.

-Linking up with State Government wherever State Government has
provided computers to panchayat villages.

Contd....



TECHNOLOGY INDUCTION

e Comprehensive MIS to be developed for
use by the Management and customers

 Introduction of GPS technology through
Plan funds

e To develop a mail server of the
Department



LETTER BOXES

Redesign letter boxes to make them multipurpose
vending machines also as they are now underutilised

Immense possibilities for letter boxes for revenue
generation

To be identified as a drop box for collection of
cheques for POSB accounts etc.

To be identified as a drop box for payment and
deposit by cheques of various banks.

Contd....



LETTER BOXES

To be identified as a drop box for bill payment,

provided we enter into an agreement with some
banks.

To be designed to have a PCO phone on the top and
collection box at the bottom

Franchisee outlets to be provided letter boxes
through Plan Funds

Contd....



Other Recommendations for increasing access

Children and youth to be targeted by various
Innovative schemes

In areas such as North East, Lakshwadeep etc.,
the Department should continue investing In
land, buildings and support loss making P.Os.

For inaccessible areas, melas should be
organized to sell all Postal instruments across
and it should be made mandatory.

Overseas India Post network to be introduced



SUB PLAN FOR NORTH EAST AREA

o Support the NRC component for existing
Post Offices

e expansion of Postal network on existing
norms

e Opening of mobile post offices



PROPOSED PHYSICAL AND FINANCIAL TARGETS
FOR THE 11™ FIVE YEAR PLAN (2007-2012)

UNDER THE PLAN SCHEME “ACCESS TO THE POSTAL NEWORK?”

Financial
Sl - Physical Outlay
No. Plan Scheme/Programme/Activity Target (in
Rs.Cr.)
1. | Rationalisation of the Postal Network
(i) | Relocation of Branch Post Offices (One time non recurring cost for
relocation @Rs.5000 per office) 500 0.25
(i) | Relocation of Sub Post Offices(One time non recurring cost of
relocation @ Rs.15,000 per office and monthly rental @ of Rs.5,000 500 1.75
per office)
Total 1000 2.00
2. | Increasing Access to the Postal Network
(i) | Expansion of the Network in NE Region
a) Branch Post Offices (One time non recurring cost for 50 0.02
relocation @Rs.4000 per office)
b) Sub Post Offices(One time non recurring cost of relocation
@ Rs.15,000 per office and monthly rental @ of Rs.3,000 10 0.15
per office)
Sub Total 0.17
(ii) | Franchising
1) Opening of Outlets
a) Urban Areas (Branding, including display boards and letter
box @ Rs.10,000 per outlet)
i) New Oultlets 5000 outlets 5.00
ii)  Replacing LPAS/LSVs 1500 outlets 1.50
b) Rural Areas (Branding, including display boards and letter
box @ Rs.10,000 per outlet)
i) New Outlets (in GP Villages fulfiling 2 norms) 2000 outlets 2.00
i) Replacing PSSKs (with negligible and nil 2000 outlets 2.00
transactions)
2)Mobile postal outlets (Branding, including display boards and 100 outlets 0.10
letter box@ Rs.10,000 per outlet)
3)Training
a) Initial @Rs.3000 per franchisee 10600 outlets 3.20
b) Refresher @ Rs.2000 per franchisee per annum 10600 outlets 4.20
4) Forms and Stationery (@ Rs.10,000 per annum per outlet) 10600 outlets 30.00
5) Advertising & Publicity (Minimum of 4 ads per circle @ 22 circles 3.00
approximately Rs.2.00 to 3.00 Lakhs per annum)
Sub Total 51.00




(iii) | Vending machines (@ approximately Rs.10.00 Lakhs per machine) 100 10.00
(iv) | Web-enabled Access
a) MIS for Management and Customers # #
b) GIS for Postal Network
c) Website Development
TOTAL 61.17#
3. | Support for Existing NRC post offices in the NE Region 298 BOs 15.00
103 SOs
4. | Infrastructural Equipment for Extra Departmental Post Offices
with income within norms
a) Hardware # #
b) Software # 10000 * #
c) Networking # #
d) Furniture and other items. 5.00
5. | Studies
1)  For assessment of access requirements of different 1
customer segments.
2)  To workout the profit centre concept and formulae for Post 1 2.00
offices
3)  For redesigning letter box to make it a multipurpose 1
collection and dispensing point.
4)  To assess the feasibility of expansion of the India Post 1
Network overseas within the framework WTO regulations.
GRAND TOTAL 85.17#

# Figures for item 2 (iv) & item 4 a, b,c to be worked out under the Technology Scheme
* Including 100 in NE Region and 30 in Special Areas.




Mail Processing and Network rationalisation and Modernisation

The 10th Five Year Plan had set the tone for further development of mail movement
and mail processing to bring in more efficiency, reliability and economy in the mail
channel. The initiative has be continued and taken forward. The issues of a mail
handling strategy for other urban centres with the possible use of indigenised mail
processing system or scouting for appropriate technology solutions is an important
component of the XI Five Year Plan. The need to rationalise the mail network and
develop Hub and Spoke system is another area of action during the XI Five year Plan.
The integration of technology of the legacy softwares and induction of ERP will enable
the department to provide seamless service to its customers and improve the quality of
mail services.

The Objectives of the XI Five Year Plan for Mail Processing units are listed
below:

Collection System
Innovate the collection system for both the commercial and transactional
mails and for individual customers to increase the access to the postal
service.

Processing and Sorting
Reengineer the Processing system of mails by induction of large scale
technology to bring more reliability and standardize the various
subsystems.

Transport Systems
Develop a multi nodal transport model for mail transmission to achieve
cost curtailment and improving the mail transit time.

Delivery Mechanisms
Improving the delivery mechanism of postal articles to enhance
customer satisfaction and increase the confidence level among the
customers.

Market Share
The effort of radically enhancing the operational efficiency backed by
aggressive marketing of India Post's service and image branding is
intended to enhance the market share as well as increase the revenue
generation of India Post.

Collection oveten

Print Mail Service: The Plan projects for improving the mail collection system need to
be brought to the level of other industry players and benchmarked to the industry. The
mail market is looking for end to end solutions in terms of printing- packaging-mailing-
delivery value chain. The overwhelming proportion of the commercial and transactional
mail which is expected to continue to grow, needs to be captured at the stage of printing.
The development of technology already available in the market needs to be adopted by
Department of Posts as well. The customers want such solution providers who can
handle the end to end processes. The PRINT MAIL SERVICE needs to be established



to provide the value addition. The Department plans to have the printing solutions in
four major cities of Mumbai, Chennai, Hyderabad and Delhi to offer end to end
solutions for mailers. While the machines will be procured through the private-public
partnership through revenue sharing. The Department has to provide for the building,
and other infrastructure for the operation of this service. The infrastructure involves
identifying the building, necessary civil and electrical work, security systems and
communications system. Other facilities like loading-unloading bays, packaging system
will involve investments.

Establish Print Mail Units

Financial Outlay

Total Outlay

Civil Work

@10.00 Lakhs

Rs 40.00 Lakhs

Electrical work

@20.00 Lakhs

Rs 80.00 Lakhs

Basic equipments @5.00 Lakhs Rs 20.00 Lakhs
Security systems @5.00 Lakhs Rs 20.00 Lakhs
Total Rs 1.40 Crores

The revenue-sharing will be based on per transaction. This will enable the
maintenance of the machine and efficient operations.

Modernisation and Consolidation of Bulk Mail centres and Business Post Centres

The Corporations and businesses are generating almost 60% of the mail volumes.
There is a need to facilitate the posting and processing of such mail. The present
set-up of Business Mail Centres is under pressure and there is a dire need to
invest adequate resources in these centres. This is vital as almost 60% of the
revenues of the Business Development directorate of department are generated
by the corporate mail, Bill Mail Service and related activities. The Plan project
envisages the following:
¢ Develop collection system for corporates,
¢ Design a modern Bulk mail centres which will be called Mail Business
Units,
¢ The facilities of variable printing system, packaging machines,
inserting machines will form the backbone of the system.
¢ Targets will be defined for each Circle for consolidation and
establishment of modern Mail Business Centres.

Each Business Post centre/ Bulk Mail centre which has a traffic of more than
100,000 articles will be supplied with modern inserting machines.

An amount of Rs. 20.00 Lakhs is planned to upgrade facilities in these Centres.
This amount will cover activities like exterior for brand development, counters
and roller conveyors for assembly line processing, warehousing, processing
equipments and packaging equipments and IT infrastructure and security
systems.

Letterbox collections is planned to be mechanized in all the cities to improve the
productivity of the staff and enhance the processing time. Apart from this an




‘Intelligent Letter box’ is planned, a prototype of which already exists. This will
enable date and time stamping on the postal items at the time when the customer
puts his mail in the post office channel. 5,000 of these letterboxes are planned to
be manufactured and put in use in the CBD and busy residential areas in the
major cities. The presence and relevance of letterboxes need to enhanced in the
all the villages, where there is post office. A pillar letterbox will be planted in all
the villages of India having a Branch post office.

Pillar letterbox Intelligent
Letterbox
Number to be fabricated 1,35,000 5,000
Total outlay proposed Rs 2.7 crores Rs 5.0 Crores
Year to be completed 2009 2008

Processing and operations

The fact that 60% of the mail volumes are commercial and transactional mails is
significant for mechanization of the sorting process. This will minimize the static
time in the mail office and allow the mail to move more frequently. There is
proposal to maximize the sorting abilities of the OCR machines and letter sorting
machines, like those planned for Delhi and Kolkata

A study has been undertaken to redesign the utility of the Pin code. The OCR
capability of the machines to read the characters gives the machine an ability to
sort very deep up to the beat level of the delivery system. To get the most out of
the redesigned Pin code, a mammoth effort to make the public aware will be
required. The major mailers among the corporate houses need to be addressed
and assisted in updating their database. This will require funds to the tune of
Rs.50.00 Crores. The awareness plan will be in shape of advertisement in the
print and electronic media and labeling of the important areas of the residential
and commercial areas.

All cities with a typical mail volumes of 200,000 to 300,000 per day will be
provided with a customized sorting machine which can process this mail volumes
at a lower cost with efficiency. This will complete the project on maximum
utilization of pincodes in automating the sorting process. All states will have
atleast one Automated mail processing machine and selected cities like Nagpur,
Kanpur, Pune, Coimbatore, Cochin, Gurgaon, Noida, and Indore will be
provided with an appropriate Automated mail processing machines.

Parcel Hubs and Mixed mail sorting

It is expected that parcel volumes will grow. There is a need to provide for
processing infrastructure fro parcel processing. The plan is to develop the
infrastructure, which will expedite the parcel processing and launch a marketing
drive to project India Post’s parcel service. It is planned to have 8 Parcel sorting



machines and 8 Mixed Sorting machines. Each of these Hubs will be located as
per the eight Postal code. The development of these Hubs will improve the
processing time, and increase the security issues. The Mixed sorting machines
will cater to the increase in the number of large size packets in the mail stream.
The high-speed ability of these machines implies they can be utilized for bulk
postings and other collections of Speed Post articles. It is also proposed to replace
more than a decade old machines in Mumbai and Chennai by OCR machines.
The OCR machines have the advantage of addresses being read by the machine
that make these highly productive.

Total no of sites
AMPC of medium size 22

Support and handling | 22

equipments for above

Parcel sorting machines

Mixed sorting machines

OCR Machines

Support and handling
equipments for above

N[N |00 |00

By the end of the XlIth Five Year Plan, India will have a network of 24 state of
the art letter sorting machines with OCR ability. This will be backed by presence
of Mixed sorting machines to handle the large volume of flats / packets and 8
parcel sorting machines. This will cover almost 90% of the present mail volumes.

Speed Post operations: Speed Post volumes have shown a consistent increase in
the volumes. The ban on new posts and other policies mean that more business
volumes will lead to more pressure on quality maintenance. The machine suite
would be complemented by scanner system, bagging and sealing system and
RFID antennas and complementary hardwares to provide for full track and
trace.

Peripheral system

The mail processing centers will also be equipped with the latest scanning system
with RFID technology, automatic packing and bagging system and sealing
system. These will be located in all the mail processing units.

Tracking sxstem

The success of roll out of Speed net project has encouraged to spread the
hardware and connectivity to more and more post offices. By the end of 10™ five
Year Plan, more than 1,300 post offices have been supplied with the required
hardware and connectivity. Tracking system (Speed Net system) will continue to



be improved and expanded. This also needs to be backed up by Tracking system
for all 1* class mail . This will enable macro level monitoring of all the 1% class
mail criss-crossing the country. The availability of RFID tags at extremely low
prices can make this project very feasible.

It is proposed to implement this system of tracking of bags at 300 mail offices
including transit mail offices. The project backed by connectivity can give details
of each bags position and transit time taken, This will revolutionise the quality
system and bring huge accountability on each mail office. This project will take
India postal system among the leaders in the world.

¢ Component

o Software developments or procurement

Hardware, e.g Server, nodes and peripherals

RFID antennas and peripherals

RFID tags

Training and HR (@ 10 person per unit)

O|0|0 |0 |0

Consultancy for implmentation

Enterprise Resource Planning (ERP)

All the above-mentioned operational projects will be dovetailed in to an
Enterprise Resource Planning (ERP) kind of a solution. This will enable
developments of a seam less and coordinated platform for most importantly the
customers, employees and management. Preliminary estimates indicate an outlay
of Rs. 300 Crores for implementation of ERP in mail operations. The
development of ERP will enable customers to access information related to their
consignments, better utilization of expensive manpower and ability of the
management to determine the quality enhancement points and intelligent MIS.

Enterprise Resource Planning system enables modernization of IT solutions,
manage the existing (legacy IT solutions) and integrate the several aspects of
solutions which integrate the operations, customer interface, management
functions and assist to reengineer the existing processes simultaneously.
Worldwide several postal enterprises have implemented the ERP solutions
leading to savings in long term and improvement in the service standards in
immediate time frame. Chile, Greece, Canada, South Korea have implemented
ERP successfully in their postal system.

ERP will assist in achieving greater efficiency in internal processing. There is a
need to develop integrated software to enable computerization of end-to-end
processes of mail products. The system should be able to assess the quality
parameters against the performance achieved. The need for quality auditing will
be simplified with this application and enable the department of Posts to go in for
quality engineering based on this information. These types of solutions are
already available in various ERP operations software applications.



A centralized database for the department is prerequisite for achieving end-to-
end monitoring system, better and comprehensive tracking system that is
available for the customers and customized management information system at
either national level or any other unit level. Implementation of ERP from a
renowned and experienced solution provider will help define the parameters for
central database technology and recommend the communication infrastructure.

ERP solutions are engineered for key customers in terms of fulfillment system,
order booking, call centers, tracking and booking and lodgement system. The use
of lodgement solution through the Internet will enable the large mailers who use
the postal products to integrate their database to department of Posts, mitigating
the repetitive work of entering the sender, addressee, article number etc at many
points. This will save precious thousands of man-hours and enable provision of
visibility and tracking system for all.

The promotion of RFID technology in the country will be leveraged by the
department of Posts. ERP solutions have the modular structure that will enable
the RFID suite to fit in the system in a phased manner. The modular structure of
the ERP solutions also provide the flexibility to integrate other solutions in a
phased manner like HR, accounts, inventory, retail, MIS etc.

ERP solutions take into account the legacy software and hardware issues in a
comprehensive way. At present the mail operations are working on CRC, HRO,
Speednet, Meghdoot and TMO software. Data capture and data flow and
exchange and storage and retrieval are challenges associated with the present
sets of software. Since the mail operations quality and customers satisfaction are
based on the availability of tracking data, ERP is the start point for a total
solution for achieving excellence in mail operations.

Transport services

Transport service provides the critical link between the two end-to-end points on
mail value chain. At present the transport services are being provided by the
departmental mail motor services, mail motor contract, railways and the airlines.
The need for outsourcing of mail motor services to develop reliability in mail
transmission is important.

It has been felt that there is great need for developing Transport centers to
provide and monitor transport services provided by different agencies. The
outsourcing of the transport requirement will cover 300 mail offices and 140 HO
hubs across the country. There will be a requirement of basic IT infrastructure
for these units. The estimated outlay of Rs 10.00 lakhs for each of the 140 HO
hubs transports centers is required. These centers will become extremely
productive with the development of traditional mail service and parcel and
logistics business.



The need to rationalise the existing transport structure and development of
multi-modal transport model has already been undertaken. Shifting to
containerization and road transport is essential to provide more stability for
intra-circle mail movements. The Railways and Airlines will continue to provide
the critical linkages for long haul routes.

Containerization is required for efficient transport system and to reduce the number of
handlings. Some of the busy mail offices will need fork lifts as well.

North East Plan

A special mention must be made in this document of the special component of
North Eastern India. Development of Guwhati as a Hub is a very important part
of the Plan. Guwhati is a gateway for all the other N E states. An integrated hub
consisting of all the transport facilities and automation system is to be established
at Guwhati. Development of tamper-proof system of mail packaging and
transmission will be the focus area here. Dependable mail arrangements with
assured service standards could generate huge business volumes in this region.
There is felt need for replicating the best practice from international experience
for this project. An outlay of Rs 150 Crores is to be earmarked for
implementation consultancy and Rs 5.00 Crores for building component.

Delivery

Delivery forms the last mile service and is the most valued service of the
department. In major cities the delivery centers needs to be consolidated in to
delivery Units rather than delivery post offices. Each of these centers will have a
minimum mail volume so 100,000 articles per day. The efficiency of these mail
centers will be dependent on the project on beat stage sorting by the machines,
and development and popularization of Pin Plus project and standardization of
stationary. It is proposed to utilize the LSM facility in 22 sites discussed above
which will maximize the returns on investments in these Medium sized AMPCs.
Each of these centres will multi function like a delivery Unit, Business mail office
and AMPCs.

These delivery centers will also be equipped with proper lounge for the
customers, facilities for delivery staff (postmen) and newly designed postboxes.
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PROPOSED PLAN FOR PLI/RPLI
DURING 11™" FIVE YEAR PLAN

OBJECTIVE
The PLI organization of the Department of Posts has set following Objectives for itself to

achieve in the 11" Five Year Plan.

Corporatization of PLI Organization in order to come under IRDA within a
period of 3to 4 years.
Under the amended provision of Insurance Act, 1938, it is laid down that only Indian

Insurance Companies can transact life insurance business in this country. PLlI,
historically, has been an exempted insurer under Sectoin 118 (c) of Insurance Act, 1938
and Section 44(d) of LIC Act, 1956. The status has not changed even after liberalization
of insurance sector and Constitution of the IRDA in 1999. While still under the umbrella
of such exemption, the Department made a foray into Rural Insurance Sector in 1995.
However, the very provision has become a limiting factor under the new liberalized
environment since the PLI & RPLI cannot introduce any new product nor extend the
client base of PLI as it will require approval of the Ministry of Finance and the
concurrence of IRDA. Moreover, the Postal Life Insurance, which is about 120 years
old, has been a part and parcel of the Department of Posts and the management of its
operations and policies are interwoven with the main body of the Department without any
autonomy in decision making. It has not been possible for the organization to deliver the
service as per the expectations and standards laid down for the industry and in turn
regulated by IRDA. Under the circumstances, it has become imperative to corporatise
PLI organization like any other PSU or a Government Limited Company for increased

efficiency, better productivity and quicker decision making.

Internal skill development for managing the investment function in-house.
A mandate has been given by the Ministry of Finance (Budget Division) that incremental

accretion to POIF & RPOIF will have to be invested as per IRDA (Investment)
Regulations. The corpus of POIF & RPOIF as on 31.03.2006 would get frozen and
converted into Dated Securities over a period of three years starting from the financial

year 2006-07. Since this is a new area for the Department without any previous
knowledge or expertise the Department will have to hire professional Fund Managers to

take up the investment functions by the target date.
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The overall objectives of PLI & RPLI is to come under IRDA within a period of 3
to 4 years during the 11™ Five Year Plan. Since IRDA investment regulations do not
permit out-sourcing of investment function, the Department has to develop its own
investment personnel to take care of every aspect of the investment function and the

investment strategy.

Development of Trained Skilled Cadre to undertake Marketing of Insurance
Products, Underwriting business and undertake In-house Actuarial
Valuation.

Currently PLI has a limited clientele which is open to Government and Semi-government

employees while RPLI is open to the rural public. When PLI comes under IRDA, PLI
will also be opened to the general public, rural as well as urban, like any other insurer
registered with IRDA. Presently, the marketing of PLI is done through the Development
Officers (about 200), Field Officers (about 500) and Direct Agents (about 500). In
addition, the Department has recently authorized Officers, Inspectors and some qualified
Postmen to canvass PLI business during off hours and holidays. On the other hand,
Gram Dak Sewaks have been entrusted with the procurement of Rural PLI besides some
other departmental officials like Rural Sub-Postmasters and Inspectors. The manpower
employed for marketing as on date is disproportionate to the potential available both in
PLI and RPLI which is likely to grow further when PLI is opened to general public. The
growth potential for PLI/RPLI in near future is given in Annexure-1 & Il. In contrast,
organizations like LIC employ a marketing force of about 10 lakh Development Officers
and Agents. It has become thus imperative that the marketing base and the marketing

force be reinforced further.

At present, there is hardly any professional training available to the various
categories of the marketing staff already employed. With the industry’s requirement of
professional selling of life insurance products, each marketing agent has to undergo
mandatory 100 hours training and pass the test prescribed by the IRDA. Each Agent of
PLI will therefore have to be trained as per the said requirement to fulfil the stipulations
of IRDA.

Restructuring of insurance operations to make it customer friendly.
As per Para 7 of Malhotra Committee Report, it was envisaged that the servicing of the

RPLI policies should be brought down to the operative level where the customers can
interact easily. It was suggested that Head Post Offices should do the accounting and the
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servicing of the PLI/RPLI except in case of death claims while the marketing, actuarial
and settlement of death claims would be done at administrative offices with better
managerial skill where such functions can be carried out efficiently. Accordingly, it is
proposed that the acceptance of the proposals, underwriting and marketing will be done at
the Division level while the Actuarial work and financial accounting will be done at the

level of Director PLI, Kolkata as hitherto before.

Revamping existing IT structure and making the operation on- line upto
Divisional and HO level.
With the restructuring as proposed in the preceding para, the IT structure will also have to

be revamped. At least one Server & 2 Nodes will have to be provided to each Head
Office while one Server and 3-4 Nodes will have to be provided to the Divisional Office.
Further, one Server will have to be provided at Circle Office/R.O. for MIS and

monitoring.

PLAN OUTLAYS FOR THE 11TH FIVE YEAR PLAN.
Following Schemes are proposed to be taken up during the 11" Five Year Plan :

Computerization of PLI Organization.
For computerization of 822 Head Post Offices, 441 Divisional Offices and 60

Circle/Regional Offices @ Rs. 4 lakhs per office and the O/o DPLI Kolkata @ Rs. 10
lakhs, the total amount works out to Rs.53.02 Crores for the entire 11" Plan. The work

will be taken up in a phased manner during the five years of the Plan and will be
completed by the end of 11" Plan. The year-wise requirement of funds is shown in

Annexure-I11 to this proposal.

Development of software for PLI/RPLI.
At present, the PLI/RPLI is using Unix/Oracle bases software which was developed by

the NIC. On the other hand, the software developed for operative offices is based on
Windows platform. Difficulties have been experienced for bridging up the two softwares
at various levels. It is proposed to develop Window based software for Postal Life
Insurance compatible with the Software of Postal Operation to carry out Counter
functions and this Software needs to be developed within first two yeas of the Plan so that
it is released to the operative offices or use by 2009. It is, therefore, proposed that the
said software will be obtained from open market. While going for such kind of software
development, we also need to have Data Ware-housing with a IVRS facility for the

customer so as to answer any query and access his account also from any part of the
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country. Facility for paying premium from anywhere in the country should be available
to the customer. It should also have facility for repayment. With such a type of facility
being made available to the customer, the PLI/RPLI would be in a position to compete
effectively with other insurance companies on an equal footing. The development of
such a system would require an outlay of Rs.10 crores which will be spent in first two

years of Annual Plan itself with an outlay of Rs. 5 crores each (c.f. Annexure-111).

Publicity of Insurance Products.
The PLI and RPLI will now be available to the public at large. Creation of brand image

and intensive publicity of the products through mass media especially the Radio and the
Television is envisaged. It is generally observed that an insurance company spends
around 5-10 percent of their expenditure budget on publicity of their products. The
premium income from new policies of the PLI/RPLI is expected to rise from 400 crores
in the first year of the 11" Plan to 1000 crores by the end of this Plan period. It is
proposed to undertake a wide campaign at national level through the medium of
television as well as radio which was not done hithertofore. For this purpose, an outlay
of Rs.50 Crores is proposed for the entire 11" Plan which will be equally allocated to the

five years of the Plan viz Rs. 10 crores for every annual plan (c.f.Anneuxre-111).

Training of Marketing Personnel.
It is envisaged that Agents, Career Agents and Brokers will be engaged for marketing of

PLI/RPLI. Under the stipulations of IRDA, the said staff must have a bench-mark

educational standard and need to be trained in insurance marketing techniques. At
present, we are engaging GDS staff for marketing but under changed circumstances, only
such GDS staff can be utilized as agents who have the minimum requisite educational
qualification and are fit for promoting sales of insurance products. It is expected to
engage about 2 lakhs Agents for procuring life insurance products, which will include 1
lakh GDS BPM’s to be selected for this purpose. The cost of the training is estimated to
be Rs.2500 per agent while TA/DA involved will be Rs.1500 per agent. The total
expenditure will work out to Rs.4000 per individual. Accordingly, an outlay of Rs.80
Crores is proposed. The training is proposed to be conducted in a phased manner.
Therefore, allocation of 16 crores on yearly basis is required during the Plan period (c.f.

Annexure-I11).
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Training in underwriting.
Since underwriting is an essential activity of insurance and will eventually have to be

taken up by the Department sooner or later, it is essential that the back-office staff is
trained in underwriting. Around 2000 back-office staff all over the country are proposed
to be imparted training in underwriting and the expenditure is estimated to be Rs.10,000
(including TA & DA) per individual. The total, therefore, works out to Rs.2 crores which
will have to be spent within initial 2 years only with an allocation of Rs.1 Crore each for
the year 2007-08 and 2008-09 (c.f. Annexure-I11).
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PROPOSED SUB-PLAN FOR 11™ FIVE YEAR PLAN
IN RESPECT OF LADAKH REGION (J&K STATE)

OBJECTIVE
The Sub Plan proposed hereunder envisages postal developmental activity in the Ladakh

region in order to give impetus to all round growth and development in the far flung,
high-altitude and border area of Ladakh region in J&K State.

The various schemes proposed to be undertaken under the Plan activity during 11" Five

Year Plan are enumerated hereunder:

Acquisition of Land
It is proposed to purchase land at such locations where the Department has its own

departmental offices but does not possess departmental buildings. At present, the
Department has 09 such departmental post offices in Ladakh region where no
departmental buildings are available. It is proposed to purchase land in a phased manner
for this purpose. Land is proposed to be purchased for 03 post offices during the year
2007-08 viz. Chuglamsar SO, Diskit SO and Baroo SO with an outlay of Rs.5 lakhs; for
another 03 post offices viz. Padam SO, Thiksey SO and Khalsi SO during the year 2008-
09 with an outlay of Rs.5 lakhs; and for remaining 03 post offices viz. Drass SO, Sankoo
SO and Mulbek SO during the year 2009-10 with a financial outlay of Rs.3 lakhs. The
total outlay for the entire 11" Five Year Plan will thus be Rs.13 lakhs.

Construction of Post Office Buildings
During 11" Five Year Plan, it is proposed to build all the post office buildings for which

land is proposed to be purchased in the initial three years of the Plan as per preceding
para. The construction activity can start only once the land is procured. It is, therefore,
proposed to construct 03 post office buildings viz. Chuglamsar SO, Diskit SO and Baroo
SO during the year 2009-10 with an outlay of Rs.110 lakhs; additional 03 post offices
viz. Padam SO, Thiksey SO and Khalsi SO during the year 2010-11 with an outlay of
Rs.120 lakhs; and thereafter the remaining 03 post offices viz. Drass SO, Sankoo SO and
Mulbek SO during 2011-12 with an outlay of Rs.95 lakhs. The total plan outlay for the
entire 11" Five Year Plan will thus be Rs.325 lakhs under this head.



2.3.

2.4.

_[2]_

Opening of Post Offices (BO's)
The Ladakh region is a cold desert at a very high altitude. Population in the area is

scattered forming hamlets in a few areas where inhabitation is possible while all other
areas still remain unpopulated. More than 80 percent of the area is barren. The
communication network in the area is also not properly developed. Worse still, the whole
Ladakh region remains cut off from rest of the country for almost six months in a year
due to blockade of national highway. Only selective Air traffic is permitted. Post office is
the only means of communication for the people in the area. Since the population is very
sparse in the area, the present norms for opening of post offices are hard to justify post
office in such areas though it is felt that provision of post office would go a long way to

initiate developmental activity in these areas.

It is, therefore, proposed to provide 03 BO’s at Bogdang (Diskit), Sani (Padam)
and Darchik (Kargil) during the years 2007-08, 2009-10 and 2011-12 in order to provide
communication facility to these areas. However, the norms for opening of post offices
will have to be relaxed further to provide post offices in these areas.

The total cost of each post office is estimated to be Rs.0.70 lakhs per year which

works out to a total outlay of Rs.2.10 lakhs during the entire 11" Five Year Plan.

Upgradation of Post Offices from GDS BO'’s to DSO'’s.
It has generally been seen that post office becomes a nerve centre for the developmental

activity in an area which is remote and forlorn. In view of the situation explained in
preceding para, it is proposed to upgrade 03 BO’s to Departmental SO’s viz. Saspol
(Khalsi), Nyoma (Leh) and Spituk (Leh) during the years 2008-09, 2009-10 and 2010-11
respectively. In the background of reasons given in the previous paragraph, it is essential
that the present norms prescribed for upgradation of post offices from GDS BOQO’s to
DSQO’s are further relaxed in order to enable these 03 Branch Offices to be upgraded into
Departmental SO’s. An outlay of Rs.2.60 lakhs each is proposed for the years 2008-09,
2009-10 and 2010-11 which works out to a total of Rs.7.80 lakhs for the entire 11" Five

Year Plan.
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q‘ Chief Postmaster General,

"‘ i na tEew o d‘ehj ifjse.M+y] Jhuxj &
190001
Jammu & Kashmir Circle,Srinagar-190001
Mh- d¢- Srinagar (O) 0194-2452528, (R) 2452209
cqndh Jammu (O) 0191-2542878, (R) 2471116

Fax (Sgr):0194-2452036 (JT) 0194-2561746

D.O.No.CPMG/J&K/11th FY Plan/2007-2012
Dated at Srinagar, the 19" Sept., 2006

This has reference to your DO letter No0.13-2/2006-CP dated 29.08.2006 regarding
formulation of the 11" Five Year Plan (2007-2012) of the Department of Posts.

2. | am enclosing the Proposed Plan for PLI/RPLI for the 11" Five Year Plan for further
necessary action at your end. Suffice it say, that a meeting was held in this regard at PLI
Directorate, New Delhi on 13™ and 14™ Sept., 2006 in which Shri SK Sinha, PMG Aurangabad
and Shri V. Pati, AGM PLI participated besides the undersigned. Shri Anil Kumar, DPS Patna
did not attend the meeting as he had been nominated earlier for a course at PSCI, Ghaziabad
from 11" to 15" Sept., 2006.

3. I am also enclosing a Proposed Sub-Plan for Ladakh Region (J&K Circle) as directed in
the above cited letter. This sub-plan has been prepared by me locally based on my personal
knowledge and inputs received from some Officers who had worked as Superintedents Post
Offices in Leh from time to time.

4, Since your subsequent instructions regarding discussing the Plan with concerned Member
were received by me only after | reached back to my headquarters, it was not possible to discuss
the Plan Schemes with the Member. The proposed Plan may, therefore, be submitted to Member
(Development) for his kind perusal and approval before inclusion in the Departmental Plan.

Yours sincerely,

(D.K. Budki)
Ms. Devika Kumar,
Secretary, Postal Services Board, &
Dy. Director General (CP),
Department of Posts,
Dak Bhawan, Sansad Marg,
New Delhi —110001.

DA: as above.

Copy to:
1. Shri SK Sinha, Postmaster General, Aurangabad Region, Aurangabad — 431002.



2. Shri V. Pati, Addl. General Manager, Postal Life Insurance Directorate, Chanakyapuri
Post Office Complex, New Delhi — 110021.





