
 

 

 
  

S.E.V.A. 
Service Excellence and Victim Assistance 

Abstract 
SEVA is a citizen centric initiative of Pune Police which aims to provide best of 

service to complainants visiting to the police stations as well as to impart victim 
assistance to the needy 
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1.1 WHAT IS SEVA ? 
Pune City Police has introduced a 24x7 online system of Service Excellence and Victim Assistance at all 30 
police stations and 102 police chowkis to help the visitors and victims in a proactive and efficient manner. It 
comprises taking feedback from the visitors to the police stations / chowkis and making service improvements 
through process re-engineering.  

Till 31st Jan 2020, data of 220670 visitors was captured out of which 199980 have been contacted by the SEVA 
cell, and their feedbacks recorded.  

 
1.2 THE CONCEPT 
Taking cognizance of seemingly trivial issues which, if ignored, may build up to large crimes,  taking feedback, 
and devising actionable outcomes.  

1.3 OBJECTIVES 
§ To ensure that 100 % of visitors to the Police Station / Chowkis are attended in an empathetic manner by 

the SHO and legal action is taken on their complaint.  
§ To guide the victims in terms of legal, financial aid, rehabilitation, progress of case or counselling etc. and 

to inform complainants about legal procedure with proactive approach, confirm whether victims are being 
helped properly, improve relations between police and public, provide expert suggestions. 

§ To devise interventions at Police Station and Chowki level based on the feedbacks received.  
 
 

 

 

 
2.1 PROCESS 
The solution comprises of three components namely the handheld tablet, application and a Helpdesk team called 
S.E.V.A Cell for feedback analysis. Handheld tablets have been provided to 30 Police Stations and 102 Police 
Chowkis and over 300 constables have been trained on this system. The constable using the tablet remains seated 
next to the police station duty officer. As soon as a visitor comes to the police station, the constable records 
contact details of the visitor along with the type of complaint. The nature of complaint is divided into various 
predefined categories and the system records in real time when a person enters the police station and how fast 
his or her queries are addressed by personnel. 

The data collected from handheld tablets is stored in a central server located at centralised SEVA cell. The trained 
staff takes feedback by making calls to the complainants after a gap of 3 days. The aim of this initiative is not 
only grievance redressal of complainants but also to provide assistance to victims. Aided with technology, this 
is a simple yet effective initiative to improve service delivery at Police Stations and emboldening the belief of 
‘Citizens First’. 

 

1 INTRODUCING S.E.V.A. 
 

2 IMPLEMENTATION 
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2.2 PHASE WISE IMPLEMENTATION 
The first step involved understanding the requirement of all the stakeholders including SHOs, welcome desk 
staff, Senior Inspectors of the police stations and the senior officers.  Deliberation involved how to make the 
application short and simple so that the police personnel at reception area do not spend much time over a single 
visitor. It was also imperative to capture crucial information such as complaint type which can provide insights 
and trends on various issues faced by citizens from the aspect of law and order. The implementation agency, 
Embedded Creations led by Sh. Manish Karandikar, actively participated in all the deliberations.  

Trainings were organised for the welcome desk staff who were entrusted with the task of handling the tablets. 
Minimum two staff per police station were imparted the training on the handheld tablets which they were 
supposed to handle. Training for the feedback staff was imparted separately focusing on the soft skills aspect. A 
questionnaire was also designed for the same and given to all the feedback staff.  

Once the training was over, the project was launched on 1st September 2018 and implemented across all 30 
Police Stations. The implementation agency was readily available to sort out any glitches.  Once the application 
was running successfully in all the 30 police stations, in the month of April 2019, it was expanded to all the 102 
chowkis also. In addition, tablets were also given to all three sub-components of Bharosa cell namely, women 
cell, senior citizen cell, and juvenile unit, and to Cyber police station.  
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Dedicated SEVA Cell building was inaugurated on 10th December 2019 in the presence of Sh. Swadheen 
Kshatriya, Right to Services Commissioner, Maharashtra state.  

2.3 FINANCIAL IMPLICATIONS 
The cost for the implementation of the system along with support and training was Rs. 1.5 lakhs. Tablets were 
separately procured for each police stations and the chowkis.  

2.4 ESCALATION MATRIX 
The feedbacks are shared with senior officers on a daily basis. Senior officers of the rank of DCPs, ACPs, also 
talks to minimum 50 calls each week and try to understand whether their problems have been satisfactorily 
answered by police or not. They also record their insights in written format and submit to SEVA cell which are 
analysed to make systematic improvements.  

About 98% of the visitors have given a positive and favorable feedback on their visit to Police Station. The 
unresolved cases are escalated to Incharge of the police station, ACP, DCP, and other senior officer as per the 
gravity of the issue at hand. Thus for the remaining 1-2% of unsatisfied visitors, senior police officers speak to 
these visitors to try and understand the problem and provide solution for effective redressal.   

2.5 VICTIM ASSISTANCE 
Not all the visitors coming to the police station come to lodge a complaint, some of them turn up to gather more 
information on victim compensation, detailed accident reports etc. As a part of the Victim Assistance program, 
Police facilitate contact between the complainant and organizations such as reputed NGOs, Bharosa Cell, Social 
Security Cell of Pune Police, Psychologists, Legal Help, etc.  

Till now,  39 victims have been rendered help. [Annexure -   I ] 

  

SEVA 
groundwork and 
trainings in Aug 
2018

SEVA launched 
on Sep 2018 in 
all 30 PS

SEVA wins Skoch 
order of merit 
National Award 
in Feb 2019

SEVA completes 
1 Lac calls on 11 
July 2019 

SEVA expanded 
to all 102 
Chowkis in April 
2019 

SEVA cell 
inaugurated in 
Dec 2019
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Regular Service Quality Assessment is done through a multi-layer process of internal and external feedback. 

3.1 SEVA CELL 
First level of feedback is taken by the SEVA Cell comprising of trained police personnel in handling calls and 
recording their observations as per a feedback questionnaire. The SEVA cell consists of 1 police inspector and 
10 staff. The team reaches out to all the visitors who had visited the police station after a gap of 3 days.  Till now 
199980 calls have been made by the SEVA cell out of which 98 % have expressed satisfaction.  

The feedback primarily focuses on  

(i) Kind of treatment meted out to the complainant during their visit to the police station or chowki 
(ii) Actual resolution of their complaint.  
(iii) Any other suggestions to improve the service 

 

3.2 SENIOR OFFICERS  
Second level of feedback is taken by the Senior Inspectors of the police station. Each day, one Incharge out of 
the 30 Police Stations visits the SEVA cell and calls minimum 20 complainants. It is ensured that calls given to 
him are from police stations other than his own police station. They are also asked to come with list of minimum 
10 FIRs whose feedback they have to give suo-motto to the complainant.  

Apart from this, officers from Control Room are also sent time to time for surprise checks and as dummy 
complainants to the police stations.  

 

 

Service 
Quality 

Assessment

Internal 

SEVA cell staff Senior officers

External

NSS InstaVaani ISB 
Hyderabad

3 SERVICE QUALITY ASSESSMENT - INTERNAL  
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To cross verify finding from internal survey, multi-layer third party evaluation was incorporated so that 
necessary improvisations can be made in the process to ensure that the objectives of the scheme are fulfilled to 
the optimum. 

4.1 NATIONAL SOCIAL SERVICE  

NSS Students called more than 33000 complainants and registered their feedback. The results of these were also 
on the lines of feedback taken by SEVA cell. They also visited the police stations and conducted sample surveys 
by talking to complainants on the spot.  

4.2 INSTA VAANI 

InstaVaani marketing agency specialising in soliciting customer feedback was also entrusted with providing 
insights regarding the process. They made 43200 calls, and came up with their insights which are as below.  

 

 

Insights 

§ More than 65% have excellent to satisfactory 
experience on their recent visit 
 

§ People are having excellent to satisfactory 
experience with Bundgarden, Lashkar, and 
Kothrud police station 

 
§ Khadaki, Hadapsar and Vishrantwadi police 

stations have been a bad experience for the 
people 

 
 

§ % of older people dissatisfied are lesser than 
younger complainants 
 

 

 

 

 

 

 

 

4 SERVICE QUALITY ASSESSMENT - EXTERNAL  
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Insights 

§ Close to 60% of the people were attended within 
10 minutes 
 

§ People who came for Police verification, 
Passport verification, and general visits were 
attended within 10 minutes 

 
 

§ People who came for applications felt that they 
had to wait for longer than 10 minutes as 
compared to others 
 

§ People in middle age group were attended 
marginally slower than the younger and older 
age groups 
 

 

 

 

 

 

Insights 

§ 73% of people were happy with the quality of 
the police stations 
 

§ People were very happy with the quality in 
Lashkar, Bharti Vidyapeeth, and Alankar police 
stations 

 
 

§ People were disappointed with the quality in 
Koregaon Park, and Sahkarnagar police stations 
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Insights 

§ 9 % of peoples issues were unresolved 
 

§ Wanavadi, Samarth and Warje Malwadi police 
stations were quick on providing resolution as 
also maintaining higher quotient of happiness 
index 

 
 

§ Bundgarden, Kondwa police stations had poor 
happiness index as they had higher number of 
unresolved issues as compared to other police 
stations 
 

§ People in the oldest age group have been 
marginally more satisfied as compared to other 
groups 

 

 

 

Suggestions 

§ Reduce the wait time by collecting the first hand 
information as soon as person arrives  
 

§ Understand further on the reasons that gives an 
unpleasant experience to citizens 

 
 

§ Understand what are the parameters which the 
citizens think that the quality of police station is 
unsatisfactory 
 

§ Provides regular updates on the status of open 
issues via sms or whtsap messages 

 
 

§ Get anonymous feedback post resolution of the 
issue 
 

 

 

4.3 INDIAN SCHOOL OF BUSINESS, HYDERABAD  
ISB has undertaken an study of the SEVA initiative and is under process.  
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5.1 KEY BENEFITS  

ENHANCED SERVICE DELIVERY TO CITIZENS 
§ Feedback taken on the lines of MNC companies is a pleasant surprise for visitors and is probably one of 

the firsts taking place in policing domain.  
§ Each visitor in the Police Station is assisted by the SEVA staff on registration process and guided to the 

concerned desk.  
§ A dedicated team at CP Office called SEVA CELL connects to all the visitors and gauge their feedback. 
§ Third party evaluation conducted by volunteers from National Service Scheme (NSS) in which their results 

were in line with the feedback taken by team members of SEVA Cell. 
 

IMPROVED PROCESSES 
§ Unsatisfied visitors, senior police officers like Sr. PI, ACP and DCP speak to these visitors to try and 

understand the problem and provide solution for effective redressal. 
§ Daily, weekly and monthly statistics are shared at multiple levels with appropriate escalation in case of 

any lacunae are observed. 
§ Ease of monitoring by senior officers since everyone has been equipped with access to portal which 

provides drill down reports. 
§ Regular feedback by senior officers ensure that they develop better understanding of the ground level 

reality and are able to intervene in a better way through process re-engineering. 
 

LARGE COVERAGE 
§ Since implementation, over 2.27 lakh visitors have been captured by the system from 30 Police Stations 

and 102 Police Chowkis. 
§ Feeding in Police Stations and Chowkis has gone up gradually from 2018 to 2020. The chart below shows 

comparison of average complaint per day per police station and average feeding in all 102 chowkis per 
day.  
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5 BENEFITS & INSIGHTS 
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DATA ANALYSIS 
§ Scientific data mining of the visitor details (which is in addition to the FIRs registered in police stations).  

The data can be very useful in establishing criminal psychology of every police station based on age, 
geographical position, educational and cultural values cast and community, economical status etc. Tools 
from AI, cognitive science and algorithms producing insights which may be beneficial for effective 
predictive policing. 

§ Certain data reports such as repeat visitors, data feeding at each police station/ chowki, unsatisfied count 
are supervised on daily and weekly basis. 

§ Weekly and monthly comparisons are done between Police Stations. Bottom performers are highlighted 
during crime meetings and tea meetings. 

 

BEHAVIOURAL SHIFT 
§ Attitudinal change in SEVA staff in Police Stations has ensured that complainants are received cordially 

and directed to concerned officer.  Behavior change observed in police staff while addressing complaints 
with enhanced confidence and self-realization 

 

5.2 INSIGHTS  
A total of over 2.27 lacs visitors have been registered on the system since inception. The data helps to developing 
more insights such as crimes types for each police station, resolution time, peak time of visit, etc. can be 
determined and accordingly the personnel can be deployed. 

Based on the feedback taken from nearly 2 lacs complainants, following are some of the areas where police 
stations can further improve service delivery to citizens.  

I. Attending to all complainants coming to police stations and chowkis and not turning them back 
 

II. Incharge of police station to meet them personally and call them wherever he is not able to meet them 
 

III. Registration of complaint as per legal manner and no unnecessary harassment of complainant 
 

IV. Staff to be cordial and sympathetic to the needs of the complainant  
 

V. Staff trained in SEVA application to be deployed for handling tablets and not to be replaced with non-
trained staff 

 
VI. Good SEVA staff to be recognized while erring ones to be reprimanded to ensure wrong precedents are 

not taken forward 
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Passport verification in 5 days which is one of the best in the country

Help regarding accident insurance given proactively to victims through Bajaj Alliance

5.52 crores returned to 294 victims in 5 programs of muddemaal return ; cyber returned 11.4 crores

988 missing persons found by missing cell (crime branch) through proactive efforts

3606 police personnel trained in Emotional Intelligence for increased sensitivity towards citizens 
complaint

Rent agreement (9319) process smoothened through IGR

6 SERVICE EXCELLENCE IN OTHER INITIATIVES 
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Skoch Order-of-Merit Award for “Top Ranking Police & Emergency Services Projects in India” given on 25th 
February 2019 for S.E.V.A (Service Excellence and Victim Assistance) 

 

 

 

 

 

 

 

 

7 RECOGNITION 
 



      
 

   
                    Pune City Police - Serving the Citizens 13 

 

 

	

Victim assistance in SEVA 
 

S.No. Header Count 
1 Bharosa Cell 23 
2 100 number helpline 5 
3 Court 2 
4 DAR 2 
5 Others 7 
  Total 39 

 

 

8 ANNEXURE 
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Police Station Wise/Month Wise Chart 
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Police Station Wise/ complaint Wise Chart 
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Police station wise complaint per day 2018/2019/2020  
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Complaint type wise, average per day 2018/2019/2020  
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Nature of common complaints seen during feedback 
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SEVA Cell,  Commissioner of Police Office, Sadhu Wasvani Chowk, Pune – 411001 

 

 

 

“The best way to find yourself is to lose yourself in the 
service of others.” 

              – Mahatma Gandhi  

 


