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Madhya Pradesh

1 Introduction

1.1 About the Project

The Madhya Pradesh Police Department intends to introduce automation and e -Governance
by leveraging ICT to streamline and improve upon its functioning in order to bring efficiency,
transparency and accountability. In this context, M/S KPMG has been selected by MP Police
Department for providing consultancy services for Enterprise Resource Planning (ERP)
solutions & Information and Communication Technology (ICT) interventions.

The following project goals and objectives are envisaged:

1. Increase Operational Efficiency by:

a. Reducing the necessity to manually perform monotonous and repetitive tasks.
b. Improv ing the communication e.g. messaging , email systems, etc.

c. Automating back -office functions, and thereby release the police station and other
staff for greater focus on core police functions.

2. Improve service delivery to the public/ citizen/ stakeholder S

a. Access to services in a citizen -friendly manner

b. Provide alternate modes of service delivery such as internet (for general requests
such as NOC, copies of documents, character verification reports, summons etc.

29 n_pr md rfc qa mmeporthasdbean ai@ady subthted widap describes a
number of processes being carried on in various MP Police branches/ officer.

Rfc URm @clG pcnmpr f_g “ccl npecn_pcb _Ib gs°
process flow in the envisaged Ente rprise Resource Planning (ERP) solution. For each of the
process, activity/decision points recommended for ICT intervention were been identified.
Moreover, specific ERP modules applicable for the processes were also been recommended

in the same.

In additio n, a Functional Requirement and Technical Specification document has also been
prepared which states various functional requirement from different ERP modules and
technical requirement of the ERP solution.

The Data Digitization and Migration Strategy Rep ort has also been prepared with the
objective of setting a strategy for digitization/ migration of documents/ files/ note -sheets of
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MP Police Department. The ERP Project would require scanning, storing and indexing of files
so that they can be made easily retrievable.

1.2 About the Report

The ERP project which has been envisaged has state wide scope and impacts more than one
lakh police officials/ personnel. Project  of such a large scale requires exceptional efforts from
the Change management point of view.

The capacity building process for the change expected to come with the implementation of
ERP solution. This would include designing and imparting appropriate trainings for various
stakeholders and creating an organizational environment which conducive for  change.

This report addresses some of the strategic issues pertaining to change management
through identifying key  stakeholders, Training needs analysis and capacity building
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2 Need for Change Management

As per one of the analysis done, only 15% e -Governance projects are successful while 50%
of the projects are partial success. One of the major contributors to this is the inadequate
focus given to the Change Management. The objective of this report is to identify the change
Management interventions and to pla  n for it proactively.

In order to achieve the overall vision of implementing e -Governance technology is an
enabler, equally important is the way people perceive the change, the way they orient to the
change and adapt to the new process and work culture. In this context, the objective of
Af T ec K_I _eckclr gqg URM cnknatop of e gGowemangedid s jE gg ke |
below are some of the key drivers impacting this project which makes Change Management
extremely critical:

V Implementation of e -Governance and institutionalization in the long run requires a
focused Change Management Strategy that defines the nature, sequence of specific
activities and creation of the appropriate infrastructure required to facilitate the change
process.

V Need to create mechanism and framework to reduce resistance to change and maximize
adoption of initiatives by developing required capabilities and creating a learning culture.

V Need to align the interests of the key stakeholders thereby synergizing various efforts.

V Need to build ca pacity of functionaries and to prepare them to manage the new work/
process environment. The police department should ensure that employees are aware of
the ERP program and help them realize the benefits of using the system.

V Catalyze administrative, proces s and legal changes required.

V Provide stronger focus on change management through efficient communication,
workshops, etc.
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3 Change management framework for police department

For an effective change management plan, it is necessary to categorize change iss ues
according to impact they might have on successful implementation of the redesigned
processes and the urgency at which they need to be addressed.

Impact of issues on successful implementation is measured by the following parameters:

z Gqgqgscqg moktgraidal for rpfined processes to succeed

z Ggqscqg ufgaf _pc Il cacgg_pw dmp clqgspgle rf _r 71

during the change phase
Z Gggqscqg ufgaf gd Imr pcgmjtcb?* ugj] ar gjj Tco

These issues in order of their importance have been listed below in the table:

S. No. Change Issue Impact on Issue Resolution Time
Implementation Frame
1 Commitment and support of Top Leadership of PHQ  High Immediate
to the project
2 Resistance by some clerical staff due to gradual fall High Immediate

of capacity to withhold file/ information leading to
delayed decisions and functioning

3 Orientation of staff to new processes and workflows High Immediate

4 Orientation of staff to new service levels and High Immediate
adherence to these levels

5 Preparation for use of technology and system High Immediate
enabled processes

6 Orientation towards a paperless processing High Immediate
System

8 Loss of control over discretion on procedures by High Immediate
employees

9 Preparation for procurement in the defined service Medium Medium Term
levels using technology

10 Process driven systems with clear accountabilities Medium Long Term

and responsibilities due to
standardized monitoring and reporting procedures

3.1 Target Stakeholders

Stakeholder groups can be categorized into below categories, based on their influence and
role in managing the change and making it successful:

Group |: This group comprises of all the IPS Offic ers and Special Officers like Associate
Director Finance (A.D.F.), Finance Officers (FOs), S.T.O and Assistant District Prosecution

Officer s (A.D.P.Os) posted in Madhya Pradesh Police. The members of this group supervise
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the State/ Branch/ Zonal/ Range/ U nit level operations and functions. The current sanctioned
posts under this group are as below:

Indian Police Service

S.No. Rank Sanctioned Strength
1 DGP 1
2 Spl. DGP 2
3 ADGP 13
4 IGP 29
5 DIG 11
6 IG Range 11
7 DIG Range 15
8 SP 50
9 Commamlant 22
10  AIG S.B General 1
11 SP Radio 1
12 SRP 3
13  Training/ Leave/ Junior Reserve 31

Total IPS Officerspt including 189

Central/ State reserve )
Subject Experts

14 AD.F 1
15 F.O. 2
16 S.T.O 2
17 A.D.P.O 2

Grand Total 197

(Source: Statistical Data 2014, Madhya Pradesh Police)
Sometimes it may be possible that a particular post sanctioned for IPS level officer is
occupied by an SPS level officer due to various reasons. In such cases the officer is to be
considered to be a member of Gr oup | based on the post held.
This group shall have macro level view of the system to the extent of their authority. Within
the ERP solution, they would have access to management dashboard and Management
Information (MIS) Reports.

Group II': This group com prises of the officers of State Police Service (SPS) cadre. The
members of this group supervise operations and functions of a relatively limited command.
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Sanctioned strength of SPS Officers is as below:

SPS
S.No. Rank Count
1 Ad. SP/ Dy. Commandant 221
2 Dy. SP/ Astt. Commandant 931
Total 1152

(Source: Statistical Data 2014, Madhya Pradesh Police)

This group shall have macro level view of the system to the extent of their authority. Within

the ERP solution, they would have complete access to all the data/ modules pertaining to
their authority and limited access to management dashboard and Management Information
(MIS) Reports.

Group I and Il includes all the Gazetted officers (GOs).

Group Il : This group comprises of Ministerial Staff which suppo rts senior officials by doing
the paperwork for all the official matters/ files received and processed in a Police Unit. The
functions of member of this group  include :

Putting of receipt on a file/  note -sheet

Drafting communication as per directions of se  nior officer
Maintaining records

Typing letters and other documentation

Processing payments as per directions from senior officer

= =4 -4 —a -2

The total sanctioned ministerial staff in MP Police is 3705. This include Police Head Quarters
(1288), District Executive For ce (1710), Special Armed Forces (455) and Training Centers
(175). A detailed breakup of sanctioned posts has been provided in Annexure Il.

This group shall have module specific access of the system. That too shall be limited to the
data related to their s pecific police unit. All the Group members may have to work on
Workflow Management System. For example, a ministerial staff from Accounts section is
expected to work on to Finance module and Workflow module only

Group IV: This group comprises of police  personnel deployed on the field for policing
purposes. Although it primarily includes District Executive Force (DEF) and Special Armed
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Force (SAF) but forces/ units like Forensic Science Labs, State Industrial Security Force (SISF),
Finger Printing, State C yber Cell etc are also a part of it.

This group may have limited access to the ERP solution and may only access ERP module
for self -service purpose (like applying for leave, submitting expense details etc.) It is to be
noted that all officers/ personnel a re to have Self Service access.

As this group is expected to be the largest in terms of numbers ( more that 60,000 ), it is
recommended that classroom training  should be imparted to minimum  15% of the personnel
from each unit. Subsequent on the jobs train ings may be conducted at field offices.

Please refer Annexure Il and IV for details for District wise DEF strength and Battalion wise
SAF strength respectively.

Group V: This group comprises of the Police Personnel deployed at Police Training Units
(PTUs) (please refer Section 4.2.2 for more details on PTUs) in Madhya Pradesh. The
members of this group are to be trained by System Integrator as trainers. PTUs shall play a
pivotal role in change management. This shall also develop long term capacity at Pol ice
Training Units for conducting trainings for Police Personnel on ERP solution. These officers/
personnel shall also be a part of Region Level Change Management team.

It is recommended that ten trainers/ faculty members may be selected from each PTU for
training. As ten PTUs have been identified, the total membership of the group would be
hundred.

3.2 Change Management Plan

A robust Change Management (CM) and Capacity Building (CB) strategy is the backbone of
any successful transformation. This section hi  ghlights the approach to change management
- the capacity building and the communication requirements for ensuring that the
employees/ external stakeholders (Works contractor/consultant, Vendors) are well prepared

to deal with the new work/ process environ  ment.
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Change Management

People

* Rales Definition + Process Be- ' l:'l:ras‘truc:.lrtre . Bﬁ:gi:“llunit

= TNA engineering destuls pe ng

* Content = Process * Reguirement homogeneous
Analysis roles under ong

Development standardization - Oversll change in branch

* |mparting Tralning + Consistency & Infrnstru:tur: N

* Monitoring & Lz certaln section for

Evaluation h ¢ efficiency

Capacity Building mainly comprises of  four major components:

V Policy

V People

V Process

V Technology

People: This component emphasizes on overall capacity strengthening in terms of manpower

at all levels. In implementation of proposed ERP systems, the re will be colossal amount of
capacity strengthening required. Training needs analysis Specific trainings, content
development and delivery of training program are the core components of capacity
strengthening. This document addresses people issues and its strengthening at all three
levels.

Process: Process component of CB comprises of re -engineering of existing processes. It
includes re -defining of role s and responsibilities of existing manpower standardization of
existing process for smooth implementation

Technology : Technological i nfrastructure strengthening is required to adopt changes in the
new system. This component will help the police department to focus on strengthening of
required infrastructure. To enhance the infrastructure t  he State Govt. has been providing
solid moral and material support to the Police Department to improve the quality of police
service to the citizens by strengthening the police force in term of much needed additional
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police posts and infrastructure . In addition to above, mo dernization of Police Scheme was
also started in collaboration with Union Govt.  , has contributed very significantly in terms of
modernization of infrastructure, training facilities and welfare of the police personnel. In
continuation of this the Enterprise  Resource Planning (ERP) and intervention of ICT besides
commissioning of a well -equipped Dial 100 facility for citizens in need of police assistance
and CCTV surveillance to enhance safety and security and to improve traffic management in
Cities, Towns an d Highways can also be explore . Work is in progress to finalize these projects
and to commission them expeditiously.

Policy: Inthe wc _p 0./ 0* BEN KN ml r f cHorgel Ndjmispes cdi Magimgd
Pradesh had constituted a committee to improve the organizational structure of Police Head
Quarters to integrate the Branches/ to define the role and functions of the Branches to
enhance the efficiency and bring homogenous roles under one branch. After going through

the report we find that certain recommen dations have already been adopted by the
department while in phases while some others are yet to be implemented.

We recommend following reorganization steps to be taken to maximize the effectiveness of
ERP capabilities:

1. @pgl e _jj amknmlgadrgbmg M@ag@lct cgdge _r gml G
(FSL), Medico Legal Institute (MLI), Dog Squad, Questioned Document (QD), Finger
Print etc under one separate Branch

Audit and Accounts Sections to be part of Planning Branch

Bringing all procurement f unctions under Provisioning Branch

Integration of Police Reforms, R&D and manual section

Development of Juvenile Aid Bureau(JAB) into Crime Against Children Branch

abswpn

3.2.1 Training Needs Assessment (TNA)

An As-Is assessment is to be carried out for the Depart ment by the System Integrator (SI)
to understand the current levels of process performance and to inter alia assess the change
readiness and to understand the broader level issues and concerns of the employees with
respect to a changing environment.  Under standing of IT may be varied at various level, the
capacity building plan should be prepare in line with the need of various level.

The current level of IT and attitudinal readiness is to be gauged for all the target stakeholders.
For Groups IV which is having large number of members, a sample may be taken for this
activity.
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The representatives of System Integrator shall visit Police Units and administer a
questionnaire on the officers/ staff deployed at the unit. A sample questionnaire has been
provided in Annexure | as reference.

The questionnaire is to have all components relevant to assessment from the change
management point of view including:

Group (I/ I/ 1/ 1V)

Personal details

Educational Background

Years of Experience

IT awareness (Including basic computer knowledge, Internet, Email, Online
transactions etc.)

Adaptability to change

< <K<K

<

Group wise information gathered from this activity is to be mapped against the capabilities
required at various organizational levels by the ERP solution for suc cessful implementation.
This would quantify the training need gap which needs to be filled. The training material for
different Groups is to be prepared accordingly.

3.2.2 User Capacityrequired for ERP Solution

ERP Component/  Key Responsibility Area Skill Sets & capacities required

User (KRA) of the concerned
Officer/ Section
Senior Officers Functional supervision Operational Skill Sets
U Basic skill sets i n operating Office
applications, Email
Training on Modules Proposed in To -Be
Processes / System proposed
U Workflow & File Management
U Management Dashboard and MIS
U Self Service

Inventory Addition to stock, Issuance/ Operational Skill Sets
Management Transfer from stock, Deletion i Creating and using Knowledge
from Stock repository containing templ ates

of EOIls & RFPs for various
requirements
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Human Resource  Performing functions related

to service matters

Accounts and To ensure effective and

i Basic skill sets in operating Office
applications (for e.g. MS Word,
MS Excel, MS Project, MS
Powerpoint, Auto CAD etc.)
Training on Modules Proposed in To
Processes / System proposed
U e-Tendering solution
i Workflow & Document
Management System
0 Self Service
Operational Skill Sets
il Basic skill sets in operating Office
applications (for e.g. MS Word,
MS Excel, MS Project, MS
Powerpoint, Visio e tc.)

Training on Modules Proposed in To
Processes / System proposed
U  Workflow & Document
Management System
i Training Module
U Human Resources management
module
0 Self Service
Operational Skill Sets

Providing Consultancy Services for ERP solutions & ICT interve
for Madhya Pradesh Police Home Department, Governmen
Madhya Pradesh

-Be

-Be

Finance efficient execution of U Basic skill sets in operating Office
financi al operations so as to applicati ons (for e.g. MS Word,
ensure: MA Excel, MS Project)

Robust handling of funds Training on Modules Proposed in To -Be
inflows and outflows Processes / System proposed
Reconciliation of funds
Efficient financial vetting U Finance & Accounts Module &
To meet the legal / statutory/ related modules like HR/
mandatory guidelines T&E/Legal

U  Workflow & Document

Management

U Self Service

Workflow/ Effective planning and Operational Skill Sets

Project monitoring of the projects U Creating and using Knowledge

Management repository containing templates

of EOls & RFPs for various
requirements
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i Basic skill sets in operating Office
applications (for e.g. MS Word,

MS Excel, MS Project MS
Powerpoint, Auto CAD etc.)
Training on Modules Proposed in To -Be

Processes / System proposed
U e-Tendering solution
U Project management Module
0 Workflow & Document
Management System

U GIS Module
U Self Service
IT Support To manage the IT sup port Operational Skill Sets
function in an efficient and i Basic skill sets in operating O ffice
convenient manner involving applications (for e.g. MS
: Powerpoint, MS Word, MS Excel,
z Glrcpl _j GR MS Project)
z Kgqgacjj _ | cmsaq i Technical Knowledge

Trainin g on Modules Proposed in To -Be
Processes / System proposed
i Technical knowledge of the ERP
solution
U Asset Management System
0 Workflow & Document
Management
U Bl Reporting
0 Self Service
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4 Capacity Building

In government system for transformation like adop tion of automated system require a
systematic change management in the existing system. Capacity Building is a vehicle to
achieve the change management. A systematic Capacity Building Plan would help in
strengthening of the existing capacity and its optima | use to achieve the goal .

The importance of building capacities within the police department to implement automated
system is very high . Following challenges may be identified in embracing the new system :

Low IT awareness at all levels
Limited skills avai lability

Aversion to change

Limited capacity for capacity building
Lack of infrastructure

< <K<K <K<K KL

4.1 Capacity Building Strategy

Subsequent sections focuses upon manpower strengthening and its five step approach for
implementation of Capacity Building  Plan.

ﬁ

Identification of
roles and

Qonsibility

Monitoring and assessment and

Qaluatlon training analysis

’

Training
Programme

design and
Wementation /

© 2015 KPMG Advisory Services Private Limitedhdian private limited company and a member firm of the KPMG network of independent
YSYOSN) FANNVEA FFFALAIGSR 6A0GK YtaD LYGSNYylFdGA2ylrf /221N APS o6daYt aD

Pagel8of 54




Madhya Pradesh

Ident ification of Roles and Responsibility: This phase consists of identifying roles and
responsibilities of the stakeholders at  all the levels. An institutional mechanism need to be

derived with clear responsibilities of top to bottom, which will play role in change
management . In every Branch/ District/ Unit there is need to identified a small change
management team which should consist of change agents, trainers and a supervisory officer .

Need Assessment and Training Need Analysis : Need assessment is the next step which
focuses upon varied training needs of all stakeholders, upon implementation of the proposed
system. Implementation of the new system will require remarkable changes in the existing
system. Manual to automated system will bring functional, technological, behavioral and
managerial changes in the system; these changes would originate diverse training needs.

A tentative Template of Training need analysis is given in annexure -1.

Content developm ent: Content development is the subs equent step of training need analysis.
For one time project based training, course content can be developed by the department with
the help of project implementation team.

Training Program Design and Implementation:

The objective of police department Capacity Building (CB) initiatives is to equip the direct
users and other stakeholders of department with the right skills, and knowledge to optimally
use the IT solution being implemented.

Every user group would have a separate Pre and Post Implementation Training. The Training
program would be split into series of sessions for different user groups and across functional
areas of the ERP.

The IT Solution provider will be responsible for the following activities as part of the
User and Train the Trainer Training:
V Develop overall training plan including formation of user groups and classif ications
V Develop district -Wise Training Schedule, Curriculum, and Training Material for police
Staff
V Deliver training to end users including carrying out the training effectiveness
evaluation
V Measuring the Effectiveness of Knowledge Transfer

© 2015 KPMG Advisory Services Private Limitedhdian private limited company and a member firm of the KPMG network of independent
YSYOSN) FANNVEA | FFALAIGSR 6AGK YtaD LYGSNYyFdGA2ylt /22LISNI GADS

Pagel9of 54

Providing Consultancy Services for ERP solutions & ICT interve
for Madhya Pradesh Police Home Department, Governmen

6avYt a

D



Providing Consultancy Services for ERP solutions & ICT interve
for Madhya Pradesh Police Home Department, Governmen
Madhya Pradesh

4.2 Devdop Overall Training Plan

The Implementation agency shall be responsible for finalizing a detailed Training Plan and

role based training curriculum for the program in consultation with police department .
System Integrator shall own the overall Training pl an working closely with the  police
department.

The Training plan should cover the following aspects:

Content of each training Training schedule and timin¢ Theory
course Training Documentation Process
O Traini n —
5 Training methodology C_U Slides (O Functional activities
- -
8 Tools used for training E’ Activities and answers C System activities
% Concept for continuous @© Online Material E Freqguently asked questions
() support after initial training E o
o w Assessment/Validations @ User support procedure
Q N
S c ) Glossary of terms
g= @ o
®© I: Assessment/Validations
| S
= User manual

In addition, it should also specify a methodology to assess the quality of Training and

4.2.1 Training Scheduleand Courses

Implementation agency shall develop the Region/ District Wise training schedule in
consultation with PHQ level steering Committee and Region level Change Management
team. The schedule is to be aligned with the overall implementation roadmap of the project
and coordinate the same with all parties involved. Training schedule shall be developed
Group wise and shall be optimized to reduce  administrative /operational impact and effective
utilization of Training infrastructure and capacities. Rfc _ 11 s _|j UJ_u $ Mpboc
a_jclb_pld k_w “¢c qf pcb ugrf rfc Gknjckclr _rgml [?e
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be prepared accordingly. The training schedule outlines the mode of delivery, module
structure and outline, duration and target audience.

These sessions should be conducted such that the users of the application/modules are

rp_glcb “w rfc rgkc fédccinaggt_nombggUewmecgm kmpg

between completion of training and goi  ng live of modules. Continuous reporting (MIS) and
assessment should be an integral function of training.

The following training programs  may be proposed. The System Integrator shall make an
assessment and discuss with police department before finalizing the content, course and
schedule.

Basic Skill Set Training
Process Training

ERP Module Training
Power Users

Super Users
Advanced Users
Technical Training

<K<K <K<K<LK KL

4.2.2 Training Infrastructure and facilities requirements

Below ten training units of Madhya Prad esh Police Department have been identified as
training center :

1. Rustamji Armed Police Traini ng College (RAPTC), Indore
Jawaharlal Nehru Police Academy (JNPA), Sagar
Madhya Pradesh Police Academy (MPPA), Bhauri, Bhopal
Police Training and Research Institute  (PTRI), Bhopal
Police Training College (PTC), Indore

Police Training School (PTS), Rewa

Police Training School (PTS), Umariya

Police Training School (PTS), Makroniya (Sagar)

© © N o a0~ DN

Police Training School (PTS), Tigra

10. Police Training School (PTS), Panchmarhi
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