Capacity Building Programme on Urban Service Delivery for the Civil
Servants of Multi Countries

1. Background

Urbanization has emerged as one of the most significant global trends, creating both
opportunities and challenges for local governments. Municipal authorities are at the forefront of
delivering essential public services such as water supply, sanitation, solid waste management,
transportation, public health, housing, urban planning, and citizen services. Rapid population
growth, climate change, resource constraints, and rising citizen expectations require
municipalities to adopt innovative, technology-enabled, and citizen-centric approaches to
governance.

India has undertaken several transformative initiatives in urban governance, including the Smart
Cities Mission, Digital Public Infrastructure (DPI), e-Governance, Swachh Bharat Mission,
AMRUT, and Public-Private Partnerships (PPPs). These initiatives have significantly improved
urban service delivery and offer valuable lessons for municipalities across developing countries.

The proposed programme aims to share India's best practices and equip municipality-level
officials with the knowledge and tools required to improve urban governance and service
delivery systems.

2. Objectives
The programme seeks to:

1. Strengthen the capacity of municipality-level officials in urban governance and service
delivery.

2. Share India's experience in digital transformation and citizen-centric governance.
3. Enhance understanding of sustainable and resilient urban development.

4. Promote innovation, technology adoption, and smart city solutions.

5. Build capacities in municipal finance, resource mobilization, and PPPs.

6. Facilitate exchange of knowledge and experiences among participating countries.

7. Strengthen bilateral cooperation through institutional partnerships and professional
networks.

3. Target Participants
Civil Servants from multiple countries including municipality- level officials from Peru
4. Duration

Two Weeks



5. Programme Methodology

The programme will consist of:

Expert Lectures

Interactive Discussions

Case Studies

Group Exercises

Experience Sharing Sessions
Panel Discussions

Exposure Visits

6. Programme Modules

Module 1: Urban Governance and Municipal Administration

Urbanization Trends and Emerging Challenges
Municipal Governance Frameworks
Leadership and Change Management

Decentralization and Local Governance Reforms

Module 2: Citizen-Centric Service Delivery

Improving Service Delivery Standards

Public Service Delivery Mechanisms

Citizen Engagement and Participatory Governance
Grievance Redressal and Feedback Systems

Enhancing Ease of Living in Cities

Module 3: Digital Public Infrastructure and Digital Governance

India's Digital Transformation Journey
Digital Public Infrastructure (DPI)
Digital Identity and Service Delivery

Data Governance and Open Government Platforms



e Digital Inclusion Strategies
Module 4: e-Office and Paperless Administration
e Digital Workflow Systems
e Electronic File Management
e Process Re-engineering and Automation
e Transparency and Accountability through e-Office
e Best Practices in Digital Administration
Module 5: Smart Cities and Urban Innovation
¢ Smart Cities Mission: India's Experience
e Integrated Command and Control Centres
e Artificial Intelligence and 10T in Urban Governance
e Smart Utilities and Service Management
e Data-Driven Decision Making
Module 6: Water Supply, Sanitation and Public Health
e Urban Water Governance
e Water Supply Management
e Wastewater Treatment and Reuse
e Swachh Bharat Mission: Lessons and Best Practices
e Public Health and Sanitation Management
Module 7: Solid Waste Management and Circular Economy
e Waste Collection and Transportation Systems
e Waste Segregation and Recycling
e Circular Economy Approaches
e Waste-to-Energy Initiatives
¢ Community Participation in Waste Management
Module 8: Urban Mobility and Sustainable Transport

e Sustainable Urban Mobility Planning



e Public Transport Systems
e Intelligent Traffic Management
e Transit-Oriented Development
e Non-Motorized Transport Infrastructure
Module 9: Urban Planning and Sustainable Development
e Integrated Urban Planning
e @IS and Spatial Planning Tools
e Affordable Housing and Inclusive Development
e Green Urban Infrastructure
e Sustainable Development Goals and Urban Governance
Module 10: Municipal Finance and Resource Mobilization
e Municipal Finance Frameworks
e Property Tax Reforms
e Revenue Enhancement Strategies
e Budgeting and Financial Management
e Performance-Based Financing
Module 11: Public-Private Partnerships in Urban Services
e PPP Policy Framework
e PPP Models for Urban Infrastructure
e PPPs in Water, Sanitation and Waste Management
e Urban Transport PPPs

e Contract Management and Risk Allocation

Module 12: Climate Resilience and Urban Disaster Management

¢ Climate Change and Urban Risks
e Disaster Risk Reduction Strategies
e Urban Flood and Heat Action Plans

e Early Warning Systems



¢ Building Resilient Cities
Module 13: Monitoring, Evaluation and Performance Management
e Key Performance Indicators for Municipal Services
e Data Analytics and Dashboards
¢ Outcome-Based Governance
e Service Quality Monitoring
e Benchmarking and Best Practices
7. Exposure Visits

Participants will undertake field visits to selected institutions and urban development projects,
including:

e Smart City Integrated Command and Control Centre
e Municipal Corporation implementing best practices in urban governance
e Digital Governance and Citizen Service Centres
e Water Treatment and Wastewater Management Facilities
e Solid Waste Processing and Recycling Plants
e Urban Transport and Metro Systems
e Public-Private Partnership Urban Infrastructure Projects
8. Expected Outcomes
Upon completion of the programme, participants will:
e Gain practical insights into effective municipal governance and urban service delivery.

e Understand the application of Digital Public Infrastructure and e-Governance in
municipalities.

e Learn best practices in smart city development and urban innovation.
e Strengthen capacities in municipal finance and PPP management.
e Develop strategies for climate-resilient and sustainable urban development.

e Prepare action plans for implementation in their respective municipalities.



9. Conclusion

The proposed Capacity Building Programme on Urban Service Delivery will provide
municipality-level officials with comprehensive exposure to India's successful experiences in
urban governance, digital transformation, smart city development, municipal reforms, and
citizen-centric service delivery. The programme will contribute to strengthening local
government institutions and improving the efficiency, inclusiveness, sustainability, and resilience
of urban services in participating countries.



