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Abstract

Public Service Delivery (PSD) embodies a fundamental component of nation-building. It
represents an integral relationship between the government and the citizenry, continuously
reinforcing democratic values and public trust. The present paper begins with tracing the
journey of PSD in India, from its traditional administrative mechanisms to the contemporary,
citizen-centric, and technology-enabled frameworks. It then undertakes a comprehensive
descriptive analysis of the System for Accounting and Management of Pension (SAMPANN),
an initiative of the Department of Telecommunications (DoT). SAMPANN is examined
through four prominent and complementary theoretical models of PSD: the Sevottam Model
(DARPG, 2006), New Public Management (NPM) Model (Boston, 1996; Hood, 1991; Osborne
& Gaebler, 1993), New Public Service (NPS) Model (Denhardt & Denhardt, 2000), and
Al-Ghazali’'s (2008) Checklist. The analysis highlights SAMPANN'’s close alignment with
Sevottam Model’s service standards and grievance redressal components, NPM’s emphasis
on the cost-effective and efficiency components, NPS’s focus on citizen engagement and
democratic participation, and lastly, with the principles of equity, accountability, and
rights-based delivery, put forth by Al-Ghazali’'s Checklist. Through the multi-theoretical lens,
rather than basing the evaluation on any one, SAMPANN'’s benefits for pensioners and the
government are highlighted, demonstrating a transparent, responsive, and efficient digital
pension management system. The paper concludes with reflection on the role of digital
public infrastructure in strengthening India’s PSD and the need for further research on
pension management systems of India.

Keywords: SAMPANN, Pension, Public Service Delivery, Public Service, Pensioners, e-PPO
Introduction

Public Service Delivery (PSD) is a key impetus for the quality of life of any nation’s citizens.
It covers a myriad of areas such as human services, community, economic development,
pension benefits, welfare benefits, tax collection, and public infrastructure (Osborne, 2020).
While public services refer to tangible activities, goods, and services developed from
government policies and programs (Shittu, 2020), PSD pertains to the machinery
comprising mechanismes, institutions, and processes through which public services are made
accessible for the consumption of the citizenry and their welfare (Loeffler et al.,, 2017). In
other words, PSD is an indicator of a government’s responsiveness to citizen needs and is
key to shaping trust in governance through the efficient operationalization of public
services.

There are four unigue characteristics of public service, proposed by Spicker (2009):

 Existence for Reasons of Public Policy: Public policy formulation and implementation
represent the actions taken by governments to meet the needs of citizens.

* Provision of Services to the Citizenry: The primary objective of public services is the
provision of essential services for the survival of the general public, free of cost or at a
subsidized rate.
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* Agent of Redistribution: A distinct feature of public service is its redistributive nature. In
other words, through public services, governments function to foster socio-economic
justice for the public through resource allocation to balance inequalities in resource
distribution.

e Operation as Trust: Citizens implicitly trust governments that public services will be
delivered for their benefit with transparency, accountability, and integrity.

Characteristics of Public Service Delivery (PSD)

Effective PSD is the key outcome of public services. Given its fundamental role in
nation-building and as a bond between governments and citizens, it would be useful to look
at Al-Ghazali’s (2008) checklist for effective PSD:

e The capacity to effectively deliver public goods and services, ensuring
cost-effectiveness, and within prescribed timelines.

 Ensure equitable distribution of services to the citizenry, marked by transparency and
accountability in its mechanisms.

« Citizens should perceive public service delivery systems as upholding their fundamental
rights and operating in conformity with the constitutional provisions and laws of the
state.

 Physical force and coercive measures, where unavoidable, should be applied with
restraint and proportionality.

* Public service institutions and delivery systems should protect the freedom and security
of citizens, enabling them to function without fear and obstruction.

e Ensure equal treatment for all citizens and delivery of justice in an unbiased and
non-discriminatory manner.

Public Service Delivery in India

A shift in the PSD landscape of India, from a procedure-intensive to a streamlined and
simplified mechanism, began with a series of legislative efforts, beginning in 1997, when the
Government of India recommended the adoption and integration of the Citizens’ Charter, a
declaration enlisting standard for PSD, in all central and state government departments and
agencies (Bannerji & Chaturvedi, 2008). Following this, over the last 15 years, more than 20
Indian states have passed Public Service Guarantee Acts, aimed at streamlining PSD,
defining time frames, and imposing penalties on erring officials (Bose, 2021). Institutional
mechanisms such as the Department of Administrative Reforms and Public Grievances
(DARPG), the Directorate of Public Grievances (DPG), and a 24x7 online portal- Centralised
Public Grievance Redress and Monitoring System (CPGRAMS), structured the handling of
public grievances, enabling transparency and accountability in PSD systems.

On the digital front, the National e-Governance Plan (NeGP), formed in 2006, initiated public
service delivery to citizens of India, digitally. The Digital India Program of 2015 has
broadened and strengthened India’s PSD, with the number of e-services across states and
union territories rising from 48% in 2019 to 69% in 2021 to 76% in 2023, according to the
National e-Governance Service Delivery Assessment (NeSDA) Framework (NeSDA, 2025).

The purpose of this paper is to review the evolution of PSD in India from conventional and
procedure-intensive mechanisms to modern technology-enabled frameworks, emphasizing
transparency, efficiency, and citizen-centric governance. It specifically aims to highlight how
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the System for Accounting and Management of Pension (SAMPANN), developed by the
Department of Telecommunications (DoT), is an example of an effective PSD system. To this
end, the paper puts forth that digitization of pension disbursement, alone, is not enough to
constitute effective PSD. Assessed through the lens of the four existing models for PSD,
SAMPANN reveals that what truly constitutes an efficient digital system is the combination
of administration, citizen focus, and rights-based provision, which have generally been
viewed separately or as conflicting elements within these models. The paper examines the
transition from procedure-intensive and intermediary-dependent pension administrative
systems to a digitized, user-friendly, and timely pension disbursement system.

Extant literature on e-governance in India is quite extensive, including studies of the effects
of online citizen-service portals and reforms within the public sector (Bhatnagar, 2004); the
effect of digital identity and the use of biometric-based payment systems on reducing
leakage (Muralidharan et al.,, 2016); and the design of Direct Benefit Transfer system for
subsidies distribution (Barnwal, 2024). Existing literature on SAMPANN (Tandon et al., 2022)
is purely technical and concerns the architecture and implementation of the system without
comparing the project to the existing PSD models. This paper tries to fill that gap through
the application of four models of public service delivery to see if SAMPANN qualifies as
such.

Shift to Citizen-Centric Public Service Delivery in India

The journey of PSD in India has evolved significantly from a rigid, bureaucratic structure to a
more transparent, responsive, and citizen-centric model in recent decades. In the past,
Indian PSD focused on administrative decentralisation for improvement. There was a
delegation of responsibilities across various levels of governance. This decentralization
process led to effective resource allocation and grassroots governance.

Reforms were implemented in the 1990s that initiated the entry of the private sector to
contribute to PSD. Indian citizens have become more demanding and conscious in terms of
accountability and transparency in the delivery of public services across the country.
Efficient delivery of public services is not limited to the government. It also involves
communication with all the stakeholders. There has been a massive transition in phases, from
monopoly to setting up of ‘One Stop Centres’ on a PPP model, embedding the private sector
at different levels, of which the most recent is online portals on “M-Governance”, depending
upon private sector expertise.

The public service system in India is based on the Weberian principles of bureaucracy.
However, there are certain disadvantages related to such functioning, as it causes delays and
inefficiencies. Although based on Weberian principles, bureaucracy has been undergoing
conversion to adhere to the changing requirements of stability, financial efficiency, and
innovation. The Sevottam Model (DARPG, 2014a), a quality management framework
introduced by the DARPG in 2005, GOI, addresses the gap between the quality of services
intended for implementation by Government agencies and their on-ground experience by
the public. Charter Effectiveness, Public Grievance Redressal, and Service Delivery
Capability are the three interconnected components of this model. All three of the
aforementioned components combined, promote the larger aim of transparency,
accountability, and citizen-centric governance by institutionalising a framework for continual
performance enhancement. The Sevottam Model offers a structured, citizen-focused
framework for evaluating and improving public service delivery across government
institutions.
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Following the Sevottam Model, the Common Service Centres (CSC) initiative, introduced in
Hyderabad, provided an opportunity to develop a link between the government and citizens
without any intermediary. The CSCs' benefit went to the remotest section of the rural
population through an integration of IT and non-IT services. Then, the most modern stage of
the PSD system is through mobile applications and web portals that can be easily accessed
by citizens. ICT has helped the public sector to regain the trust of its citizens through
initiatives like Jan Dhan, Aadhaar, and Mobile for direct benefit transfer through Jan Dhan
accounts. Social media platforms are also being used extensively in recent times for
grievance redressal mechanismes.

The integration of digital tools into governance structures has been impacted by theoretical
models of public service delivery, such as New Public Management (NPM) (Boston, 1996;
Hood, 1991; Osborne & Gaebler, 1993) and New Public Service (NPS) (Denhardt & Denhardt,
2000). The New Public Management model emphasizes performance, cost-effectiveness,
and effective public services through e-delivery. For example, Passport Seva Kendra (PSK),
introduced by the Ministry of External Affairs in partnership with Tata Consultancy Services.
The NPS paradigm places more importance on democratic values, openness, and engaged
citizenship than NPM. It views citizens as stakeholders and partners in governance. For
example, the MyGov Platform is a participatory platform for citizens to contribute ideas,
provide feedback, and co-create policies with the government (MyGov, 2025). While NPM
drives efficiency and managerial reforms, NPS focuses on citizen engagement and the
democratization of services. In practice, India’s public service digitisation policy combines
these models: automation with inclusion and efficiency with empowerment. SAMPANN
leverages NPM’s administrative efficiency and NPS's participatory service delivery. (Table 2).

Pension Disbursement: An Integral Public Service

Pension is a crucial public service, ensuring economic stability and dignity to individuals
after their decades-long service. Pension traditions in India go back to the ancient era,
where, guided by the varna-ashrama system, pension was a form of elderly care and a
familial duty, especially in the Vanaprastha and Sannyasa stages of life (Rajan et al., 2008).

Pension, as it is conceived today, formally emerged during the British colonial era, primarily
for individuals in the civil services and military. The Pensions Act of 1871 delivered a legal
framework for pension administration to government employees, emerging as a
non-contributory and defined benefit system. After the Indian independence in 1947,
pensions now cover central and state government employees, public sector undertakings,
and defence personnel.

In line with India’s transformative shift from traditional pension management systems and
the inclusion of digital tools in PSD systems, various pension systems have evolved from
paper-based schemes to more inclusive platforms like the National Pension Scheme (NPS),
System for Pension Administration (SPARSH), launched by the Ministry of Defence for
defence pensioners, and SAMPANN by the Department of Telecommunications (DoT). These
systems work through a bank-centric model with direct-to-beneficiary disbursal.

SAMPANN
SAMPANN is an integral e-governance initiative in the crucial pension administration and
disbursement arena. Initiated by the Controller General of Communication Accounts (CGCA)
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of the DoT, Ministry of Communications, GOIl, SAMPANN brings pension authorization,
processing, and sanctioning through a common digital platform (Tandon et al., 2022a).

Dedicated to India by the Honourable Prime Minister of India on 29th December, 2018, under
the ‘Minimum Government, Maximum Governance’ vision of Gol, SAMPANN directly deposits
pension to DoT and BSNL retirees’ bank accounts, thereby achieving the goal of ‘Sanchar
Pension, Seedha Vitaran’.

Challenges in Conventional Pension Disbursement Through Controller of Communications
Accounts (CCA) Offices

Before the development of SAMPANN, pension disbursement involved multiple agencies,
namely the Nodal Bank Branches, the Central Pension Processing Centre/Head Post Office
(CPPC/HPQ), and the offices of the Controller of Communication Accounts-the field offices
of DoT. The pension disbursement functioned on a commission basis through intermediary
institutions such as banks and head post offices (HPOs).

The traditional process of pension disbursement began with the retiring employee
submitting their pension papers to their respective offices. Post verification, the papers were
sent to the CCA Offices, which processed and generated the Pension Payment Order (PPO).
The PPO was then sent to the CPPC, via postal services. The CPPC transmitted the PPO to
the local bank branch for the initiation of pension payment. The duration of this entire
process was, on average, six months.

Several structural inefficiencies were embedded in this approach:

* The payment of the first pension was often delayed on account of the physical
transferring of PPOs from CCA Offices to the banks/post offices, routed through CPPCs
or the Director (Postal Accounts).

* Disbursements were often delayed whenever there were revisions in pension.

*  Wrong disbursements were frequent occurrences due to incorrect commuted pension
restorations or inaccuracies in the application of Dearness Relief rates. These errors often
led to overpayments, necessitating recoveries or underpayments, requiring arrears.

* The involvement of multiple organizations and a procedure-intensive system of pension
disbursement, rendered the grievance resolution process complicated and tiresome. In
addition, the lack of real-time monitoring provisions and standardized protocols, only
weakened the transparency and accountability of the system.

* The presence of intermediary institutions resulted in an annual commission of around INR
35 crore, significantly adding to the financial burden of the exchequer.

Figure 1

Traditional Pension Disbursement Procedure
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Advent of SAMPANN

The introduction of SAMPANN has transformed the pension disbursement system for
telecom retirees of India. By incorporating status tracker and an online grievance portal in a
single platform, the entire pension process has become transparent, accountable, and
streamlined.

Figure 2

Pension Disbursement Process through SAMPANN
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SAMPANN has the following features/functionalities:

Creation of a Digital Profile: SAMPANN enables pensioners to create a digital profile,
leading to a pensioner dashboard wherein they can avail all services and features
associated with the disbursement of pension.

Application Tracking and Pension Sanction: Through the dashboard, pensioners can
keep track of the progression of their applications till the authorization of pension. They
can access their ePPO, gratuity sanction, pension revisions (if any), commutation
payment, arrears, and life certificate expiry date.

Lodging of Grievances: In case of any grievance, pensioners can submit their complaints
on the SAMPANN website and mobile application. They can monitor and track the status
of their complaint, as well as settle it on the mobile application from their homes. A single
window for grievance redressal replaces the hassle of running to and between sections
for grievance resolution.

Pension Slip: Through the dashboard on the SAMPANN website or application,
pensioners can access their pension slips to check pension payments made to date.
Timely SMS Alerts: On their registered mobile numbers, pensioners get regular SMS
about each stage of pension settlement, credit of pension, life certificate update, and
information regarding the breakup of pension disbursement.

Centralized Data Management: Data generated through processing pension applications
and transactions is managed efficiently and is easily accessible when required.
SAMPANN has, therefore, improved data reliability and reconciliation significantly.
Monitoring and Assessment: Owing to digital management of data, SAMPANN ensures
the accuracy and legitimacy of pension disbursements through seamless reconciliation
of data. Absence of intermediaries, leading to diminished frequency of payment scroll
audits, has enhanced the efficiency of human resources handling pension settlements.
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Technology Platform Hosting SAMPANN

SAMPANN is hosted on the MeghRaj Cloud infrastructure of the GOI, managed by the
Ministry of Electronics and Information Technology (MeitY), and therefore is a substantial,
secure, and scalable digital infrastructure that can handle the unique requirements of the
pension management system of the DoT and BSNL. With a robust configuration of 11 servers,
including a DR site, enabling high availability, load balancing, and fault tolerance, an
uninterrupted delivery of pension services to lakhs of beneficiaries across India is ensured.

Advantages of SAMPANN for Pensioners

As monthly pensions are calculated centrally by CCA offices, there is less likelihood of
underpayment or overpayment. Further, SAMPANN provides e-PPO (Electronic Pension
Payment Order), where PPO can be accessed by the pensioner with ease through a website
or mobile app. There is no limit to printing PPOs, they can be printed multiple times by the
pensioners, which provides a sense of reliability to them.

Tracking of complaints can be done efficiently through an online tracking system. Pensioner
Dashboard provides various facilities to the pensioner that make their pension-related work
easy. Along with these facilities, SAMPANN also provides SMS alerts to pensioners. Form 16
and Income Tax-related facilities are also provided on the SAMPANN app and website. Such
transparency has resulted in the empowerment of the pensioner as cumbersome procedures
are removed.

The centralization and digitalization of pension records have enhanced both data
management and security. Certain surveys and feedback have been collected from
pensioners that convey that there is an increased level of satisfaction among them (Tandon
et al,, 2022b).

Advantages of SAMPANN to Pension Disbursing Body

Upon the finalization of pension cases, SAMPANN serves as a Pension Disbursement Agency
(PDA), crediting retirement benefits directly to pensioners’ bank accounts, thereby
eliminating intermediaries. There is a reduction in costs incurred by the government on
pension payments with each passing month.

SAMPANN empowers pensioners to be active participants by providing them with edit
rights and dashboard access, thereby enhancing transparency and resolution of conflicts.

SAMPANN offers an anytime-anywhere grievance redressal by enabling complete visibility
into the resolution process. Accountability is ensured by recording the login ID of the
responsible officer and making it accessible to the pensioner.

SAMPANN also provides inter-circle transfer of pension cases that happens immediately,
unlike earlier times in which transfers were done physically. Similarly, in the event of
pensioner changing bank branch or post office, the processing time was quite high earlier as
PPOs had to be recalled from the original branch/post office.
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SAMPANN's digital data management allows for faster and more efficient reconciliation.
Reducing middlemen and agencies in pension payments reduces the need for frequent
audits.

The whole process is digitized, and the pension processing is done digitally after obtaining
online approvals. Approvals require a digital signature that fixes the accountability of the
officers. At each stage, SMS is sent to the pensioner, and updates can also be seen on the
dashboard.

SAMPANN stores data in a centralized digital system, thereby making access and
management more convenient than physical records.

Generation of customized reconciliation reports, supported by the system, help
administrators authenticate the payment’'s genuity and maintain data consistency across
records. Another useful feature is the tremendous decrease in the requirement for voucher
audits, previously necessary because of several intermediaries involved in the process of
pension disbursal.

Figure 3

Accounting & Reconciliation Process in Conventional Pension Disbursement
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An Evaluation of SAMPANN Using PSD Models

The four models discussed above are now integrated with SAMPANN to examine whether,
and to what extent SAMPANN reflects good PSD principles. The comparison in this section
is done in tabular form for convenience.

The Sevottam Model

SAMPANN strongly reflects the principles of the Sevottam Model (DARPG, 2014b) in all its
three dimensions. It establishes enforceable service standards, institutionalises grievance
redress processes, and ensures strong infrastructure and accountability. Thus, SAMPANN
transforms pension payment from an offline, procedure-intensive system to an effective,
open, and citizen-oriented digital service, giving it an unparalleled case for good PSD as
conceptualized in the Sevottam Model.
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Components of the Sevottam Model

Integration with SAMPANN

Charter
Effectiveness

Lays down the need for a
citizens’ charter as a means of
receiving inputs from the citizens
for continuous improvements
and regular feedback to bridge
the gap between actual and
expected service delivery.

Though a formal citizen’s charter
is not present on SAMPANN, it
does have some elements like
pre-defined timelines, real-time

status tracking, and transparency

with regards to entitlements and
benefits, which showcase
internalisation of this component
of the Sevottam Model.

Charter EffPublic Grievance
Redressalectiveness

Addresses the establishment of
an open, accessible, and respon-
sive grievance mechanism to
ensure that complaints are
received and redressed systemat-
ically.

Having an in-built system for
grievance redressal, where
pensioners can file their
complaints and track their
resolution.

Service Delivery Capability

Focuses on building internal
strengths of an organisation,
inclusive of human resources,
planning, and infrastructure, to
maintain the improved delivg

Meghraj provides a scalable
infrastructure and optimization of
human resources.

New Public Management (NPM) and New Public Service (NPS) Models

The SAMPANN system efficiently blends the NPM (Boston, 1996; Hood, 1991; Osborne &
Gaebler, 1993) and NPS (Denhardt & Denhardt, 2000) principles by integrating
technology-driven efficiency with citizen-centric service delivery. Aligned with NPM, it
improves operational efficiency, decreases delays, and enables real-time, transparent
pension disbursement through a fully digital platform. Simultaneously, it supports NPS ideals
by empowering pensioners by maintaining accountability and offering timely grievance
processes.

Table 2

Evaluation of SAMPANN Using NPM and NPS Models

New Public Management
Model

New Public Service Model Integration with

SAMPANN

There is efficient digital disburse-
ment of pension and user-centric
services. E-PPOs save time, money,
and effort as no physical travel is
required in their collection.

Efficiency, Performance,
and Cost Effectiveness

Transparency, Citizen engagement,
and Democratic participation
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Customer receiving
services

Customer is an active stake-
holder/ participation in
governance

Through the portal,
pensioners can track services,
file grievances, and obtain
information. Increase in
pensioner satisfaction due to
hassle-free processes.

Performance metrics,
monitoring, and evaluation

Feedback and participatory
oversight

Having an in-built system for
grievance redressal, where
pensioners can file their
complaints and track their
resolution.

Technology is used with
automation for productivity
and cost reduction

Technology is used to
promote communication,
access, and inclusion

Through real-time access and
automated pension processing,
SAMPANN leverages both
models by using a centralized
pension platform that not only
automates processes but also
reaches pensioners in remote
areas through multilingual
support and mobile access

Citizens’ role is to receive
services

Citizens are active stakeholders
in governance

Pensioners can have access to
information, track their status
through the dashboard, and
raise grievances, with SMS
and email alerts.

Negative view of
bureaucracy

Positive view on
bureaucracy

Combining both the views as
delays and manual inefficiencies
are reduced via automation and

digitization, and at the same
time, uses the government as a
facilitator and helper in ensuring

the welfare of retired
employees.

Al-Ghazali’s Checklist for Effective PSD

Al-Ghazali’'s (2008) checklist for effective PSD highlights the importance and interplay
between institutional, technological, social, and human factors for impactful public service
outcomes. Although developed originally for Nigerian public-service reform, it serves as a
normative statement of the universal criteria of good PSD-timely, equitable, transparent,
accountable, and rights-based. It serves as an evaluative lens rather than a claim of
institutional equivalence. SAMPANN is evaluated through this lens and offers an alignment
with each criterion, thereby ensuring accessibility, efficiency, accountability, and pensioner

satisfaction.

Table 3

Evaluation of SAMPANN Using Al-Ghazali’'s (2008) Checklist

kspp.edu.in/working-papers

11




KAUTILYA

WORKING
PAPER

Al-Ghazali’s Criterion (2008)

Integration with SAMPANN

Effective delivery of public
goods and services in a timely
and cost-effective manner

Traditionally, pensioners physically collected PPOs from
their respective offices, struggling through travel expenses,
increased duration, and hardships, especially for elderly
pensioners with health issues. With SAMPANN, the
processing of over 1.21 lakh pension cases and the issuance
of e-PPOs have saved pensioners an estimated INR 3.04
crore by eliminating in-person visits.

SAMPANN offers a personal digital dashboard to each
pensioner. Through these dashboards, pensioners can
instantly check their PPO status, details of disbursement,
raise grievances, and download key documents, thereby
saving their time and efforts significantly.

Equitable distribution of
public service characterized
by transparency and
accountability

SAMPANN provides equal access to its services for all
eligible DoT and BSNL pensioners. The ability of
pensioners to track their applications, raise grievances,
and receive SMS alerts regarding each step of the
disbursement process ensures transparency. Through
SAMPANN, pensioners view the office and the login ID of
the officer accountable for grievance settlement, thereby
strengthening the accountability of the system.

Uphold fundamental rights of
citizens and conform to
constitutional provisions and
laws

SAMPANN conforms to the constitutional promise of an
efficient and dignified access to pension for retirees. It
adopts a rights-based approach to PSD through the
digitization and centralization of pension processing,
thereby eliminating intermediaries (Bank branches, HPOs,
CPPCs).

Exercise caution in the use of
physical force and coercion

SAMPANN serves as a completely digital and voluntary
platform for telecom pensioners. The infrastructure
ensures no need for physical presence and offers a

strong accountability system to eliminate any form of
coercion and corruption. Moreover, the digital life
certificate provision and remote complaint resolution
eliminate physical follow-ups, thereby respecting the
autonomy of retirees.

Protection of the freedom
and security of citizens

SAMPANN has revolutionized pension disbursal through
the Direct Benefit Transfer (DBT) mechanism, thereby
eliminating dependency on external bodies such as
banks and post offices.

The user-friendly dashboards, allowing users to manage
their pensions independently, have largely empowered
users. In addition to this, SAMPANN'’s centralized and
secure data management system ensures that
pensioners’ personal and financial information is
captured with accuracy, encrypted, and stored in a
secure digital environment.
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Equal treatment and justice in SAMPANN'’s digitized and centralized architecture prevents
a non-discriminatory manner preferential treatment. It ensures that all eligible DoT and

BSNL retirees receive streamlined services and that all
complaints are treated through a uniform digital process.

Conclusion

India’s Public Service Delivery trajectory demonstrates a noticeable transformation from the
procedure-intensive, opaque, and rigid to more responsive and citizen-centric mechanisms
of delivery. This transformation has been led through a combination of legislative efforts,
institutional mechanisms, and the sustained development of public digital infrastructure.
DoT’s SAMPANN portal exemplifies the role of digital public infrastructure in the accurate,
ethical, and efficient delivery of a key public service, that is, pension. The paper has
discussed the systemic inefficiencies of the traditional pension management system and
how an automated system manages dual and varied pension functionalities using the cloud.
In this paper, SAMPANN has been viewed through the lens of and compared with four PSD
models, namely, NPM, NPS, the Sevottam Model, and Al-Ghazali’s Checklist for effective PSD.
Through this multi-model comparison, it is found that SAMPANN not only enhances
operational efficiency and transparency but also institutionalizes accountability and citizen
engagement. Prior research on India’s digital welfare delivery has focused on payment
processes as well as general e-governance reforms, but pension systems have not been
studied in detail with regard to good PSD criteria. This study uses more than one framework
to analyse an individual administration system, thereby taking the analysis away from the
efficiency of pension payment process and toward the overall effectiveness of the pension
system as a public service delivery system. SAMPANN, therefore, becomes an epitome of an
effective PSD, achieving not only its mandated technical responsibilities, but also
empowering 4.30 lakh telecom pensioners (Open Government Data Platform India, n.d.) to
take charge of their pension disbursement.

A further frontier is the upgraded version called SAMPANN 2.0, likely introducing new
features and improvements to enhance the user experience and efficiency of the system,
which is currently under development. Based on the centralized digital framework,
SAMPANN 2.0 visualizes the shift of pension disbursement into a secure and intelligent
system. Technological capabilities and service-focused principles form the impetus for this
shift, thereby shaping the system to be resilient, efficient, and user-centric. Predictive
analytics, for instance, can be used in the submission process of Life Certificate (LC), helping
deal with frequent delays and non-payment of pensions to elderly pensioners, due to
non-submission of these LCs. SAMPANN 2.0 addresses this using the LC Submission
predictor, which draws on demographic variables like the availability of Aadhar, age,
rural/urban status, and family pensioner status. In addition to this, SAMPANN 2.0 provides a
robust fraud detection and prevention mechanism, in the forms of detecting login attempts
from unrecognised locations and multiple pension credits within a month. An Al chatbot
further unifies grievance redressal across multiple channels, helping simplify the grievance
process and status tracking. These developments, however, warrant a careful and rigorous
examination of the privacy, accountability, and fairness guardrails to protect pensioners.

kspp.edu.in/working-papers 13



KAUTILYA

WORKING
PAPER

Addressing the limitations of the paper’s evidence base is crucial. SAMPANN'’s evaluation
using the four PSD models/frameworks, is descriptive in nature and primarily draws on
secondary literature-official figures, government data, and prior technical case study. In
doing so, the evaluation against the four models represents an interpretive assessment of
conceptual fit, not a measurement of outcomes. In addition, the findings of the paper pertain
to one system serving telecom retirees.

Future Research Directions

A comprehensive exploration and subsequent evaluation of digital pension management
systems across various government departments can be undertaken as an extension of this
analysis, through future research. The continued growth of India’s PSD systems depends not
only on technological advancements, but equally on effective policy designs, inclusive
implementation mechanisms, and outcome-based evaluation tools. In this light, three
directions of future research are proposed. First, future research can focus on examining the
transferability of the SAMPANN model to other pension regimes, with varied beneficiary
profiles and administrative processes. Second, future studies can explore the design and
assisted-access mechanisms for pensioners with limited digital literacy, weak connectivity in
the rural areas, and/or Aadhar-related complexities, that obstructs accessing the system.
Lastly, much of the extant literature on SAMPANN, draws substantially on government
documentations, departmental reports, and official communications. While these sources
are invaluable in providing important insights into the process and implementation of
SAMPANN, independently commissioned or third-party research would complement the
institutional evidence, helping shape a more holistic evaluation of SAMPANN'’s functioning
and impact.
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