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Executive Summary 

The Government of Punjab initiated Punjab Municipal Services Improvement Project 
(PMSIP) with the assistance of the World Bank through PMDFC. The objective of the project 
was to improve the viability and effectiveness of urban services provided by the 

participating TMAs and to make such improvements sustainable and replicable in other 
TMAs through the creation of a performance based management framework at both TMA 

and Provincial levels. In order to create this framework, PMSIP designed and implemented 
an Institutional Development component which introduced a) Urban Planning including 
development of GIS based service delivery maps, b) Performance Management System 

(PMS), c) Complaint Tracking System (CTS), d) Financial Management System (FMS), e) 
TMA Website Development, and f) Human Resource Development through different 

trainings in partner TMAs.  

Implementation of the afore-mentioned ID interventions in 105 TMAs comprised two 
phases whereby 37 TMAs were covered in the first phase and the remaining 68 were 
targeted in the second phase of the project. An all-inclusive approach was adopted by 

PMDFC in the implementation of ID interventions. The World Bank team provided 
necessary technical support during the inception phase of the project for better 

understanding of the PMDFC team which in turn initiated the design and implementation of 
the institutional development component. Orientation sessions were arranged for the 

LG&CD Department and TMA apprising them of PMSIP and their valuable insights were 
helpful in the project design. PMDFC teams conducted thorough field visits to suggest 
practical measures within the given constraints for improving the delivery of municipal 

services. Intensive trainings, both class room and hands-on, were given to the staff of 

partner TMAs for optimization of results. Technical support throughout the project period 

was extended by PMDFC as it had selected skilled human resource according to the scale 
and requirement of the project interventions. ID section of PMDFC continues to provide the 
required technical support to TMAs, and performs the functions of data cleaning and data 

analysis. 

Sustainability of ID interventions calls for continuous monitoring of TMAs’ working and 
data analysis. On the basis of extensive experience of PMDFC, it is recommended that 

PMDFC may be assigned the role of a monitoring and technical support agency for the 
TMAs of Punjab. It would serve as a support wing for the LG&CD Department.      
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Introduction 
 

Punjab Municipal Services Improvement Project (PMSIP) was initiated by the Government 

of Punjab with the assistance of the World Bank at the cost of US $50 million. Punjab 

Municipal Development Fund Company (PMDFC) was entrusted with the responsibility of 

implementing this project. PMSIP aimed at improving the viability and effectiveness of the 

municipal services in a sustainable manner. The project was carefully designed in 

consultation with the primary stakeholders so as to cater to the limitations and 

requirements of the lowest tier of governance i.e. TMAs. Apart from infrastructure 

development of the municipal services, PMSIP took an edge by focusing on the institutional 

development of TMAs of Punjab. After insightful analyses of the working and 

responsibilities of TMAs, Performance Improvement Plans were devised by PMDFC so that 

delivery of municipal services could be gauged and subsequently improved.    

A brief about the sub-project is presented below: 

1 
Name of the Project Implementation of the Institutional Development 

component of PMSIP 
Location 105 TMAs in Punjab 

2 Sector Institutional Development 
 Sub-sector Municipal Services 

3 
Sponsoring Ministry / 
Agency 

Government of Punjab through the World Bank 
funding 

4 Executing Agency Punjab Municipal Development Fund Company 

5 

a). Implementation 
Period 

Date of 
Commencement 

Date of Completion 

Phase -1 (37 TMAs)   
As per PC-1 June 2006 December 2010 
Actual July 2006 December 2010 
Phase – 11 (68 TMAs)   
As per PC-1 January 2011 November 2012 
Actual January 2011 November 2012 
b). Extension in the 
Implementation 
Period 

December 2012 November 2013 

 

Institutional Development component of PMSIP comprised the following interventions: 

a. PMSIP Planning 
b. Performance Management System (PMS) 
c. Complaint Tracking System (CTS) 
d. Financial Management System (FMS) 
e. TMA Website Development 
f. Human Resource Development - Trainings 
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This report presents detail regarding implementation of the above mentioned ID 

interventions. Section ‘A’ of this report describes the approach adopted by PMDFC for the 

implementation of these interventions, Section ‘B’ gives the implementation details about 

each intervention of institutional development along with linkages between different 

interventions that support bringing about cumulative efficiency in the delivery of municipal 

services , and Section ‘C’ presents the ‘Way Forward’.    

A. Approach 
 

PMDFC adopted an all-inclusive approach for the design and implementation of the 

Institutional Development component of PMSIP whereby technical assistance was provided 

by the World Bank. The expertise and insights of the World Bank supported the vision of 

the Government of Punjab to build healthy cities for its citizens. PMDFC worked in close 

coordination with the partner TMAs in both the phases of PMSIP to materialize the 

aforementioned vision. In-puts from all the major stakeholders coupled with the field 

assessments done by PMDFC shaped up the interventions of institutional development at 

the TMA level. 

Human resource engaged by PMDFC in this regard was of critical importance and keeping 

in line with its identity and role of a lean organization, PMDFC gradually increased its staff 

strength in both the phases of PMSIP. ‘Cascading Model’ of human resource development 

was used by PMDFC whereby its primary staff was provided the necessary orientation and 

training by the technical experts of the World Bank. The primary staff in turn shared the 

learning with other staff members and finally with the leadership and officials of partner 

TMAs. Continuous feedback from the TMAs and field visits of PMDFC teams helped a great 

deal in improvising on the theoretical approaches of institutional development and a 

pragmatic and realistic approach was devised under PMSIP. 

In the second phase of PMSIP, sheer work load of launching the interventions in 68 TMAs 

called for out sourcing certain assignments for the sake of efficiency. Thus, the 

implementation of Action Planning & Computerized Financial Management System (CFMS) 

was outsourced; two firms Osmani & Companies and EPMC were responsible for the 

implementation of PMSIP Planning activities in Phase – II partner TMAs and PMDFC 

Planning team monitored the process. In case of CFMS, two firms Abacus Consulting and 

Sidat Hyder Morshad Associates were assigned the task of implementing the system and 

PMDFC officials monitored all the operational activities. Planning and CFMS teams also 

carried out the implementation of deepening their relevant activities in Phase I Partner 

TMAs. 
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For the other set of interventions including PMS, CTS, Websites and Trainings, PMDFC 

devised its own implementation, adoption and oversight mechanism after detailed 

consultation, and with the approval of the World Bank. PMDFC decided to develop its own 

pool of trained professionals to introduce this set of interventions in Phase – II partner 

TMAs and for deepening these in Phase I Partner TMAs keeping in view the fact that 

PMDFC was the sole organization having the required level of skills gained after 

successfully implementing these interventions in Phase I partner TMAs. Moreover, 

implementation requirements for these interventions were also different and unique and 

sustained engagement and continued motivation was required at TMA level for 

institutionalizing these change initiatives.  

The following table presents an overview of the teams engaged for different ID 

interventions: 

Activities Team 

PMS, CTS, Website Development, 
Trainings 
(ID Team was responsible for 
introducing the above mentioned 
activities in Phase-II “68” TMAs and 
for deepening the same in Phase I “37 
TMAs)   

Consultant -  ID 

Manager -  ID  for coordination 

Six teams (One Manager assisted by  one Dy. 
Manager) 

Action Planning 
(ID-Planning Team was responsible 
for monitoring the implementation 
activities in Phase II “67” TMAs and 
for executing the deepening activities 
in Phase I “37” TMAs.) 
 

For implementation 
 Osmani & Comapany PVT Ltd. 
 Engineering& Planning Management Consultants 

 
Manager  (Planning)             01 
Manager (Engineering)        01 
Manager (GIS)                       01 
Dy. Manager (GIS)                02 
Dy. Manager (Planning)       01 
Asstt. Manager (Planning)  01 
 

CFMS 
(ID-CFMS Team remained responsible 
for monitoring the implementation 
activities in Phase II “67” TMAs and 
for executing the deepening activities 
in Phase I “37” TMAs.) 

For implementation 
 Abacus Consulting  
 Sidat Hyder Morshad  Associates 

 
Manager (F&A)                     01 
Dy. Manager (F&A)              02 

  

Keeping in view the scale of PMSIP and the level of effort required for closely working with 

the staff of partner TMAs, PMDFC remains a lean organization and serves the purpose of 

providing all the required technical assistance to its partner TMAs. PMDFC staff not only 

monitors data collection by TMAs but also provides analyses of data after performing the 

data cleaning functions.  
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Savings under the ID Interventions 

 

It is pertinent to highlight here that PMDFC adopted a highly cost effective and economical 

approach for implementing the project and despite need based approvals granted under 

PC-1 and the revised PC-1 of PMSIP, lesser number of staff was hired for project 

implementation. Hiring of staff was done for the following purposes: 

 Scaling-up of ID interventions,  

 Deepening of ID interventions,  

 Helping TMAs in O&M and contract administration,  

 Implementation of CFMS.  

 
Total 21 Managers and 32 Dy Managers were planned to be hired under ID (for all 
interventions) whereas only 17 Managers and 15 Deputy Managers were hired. 
Accordingly the allied expenditures were also reduced. This was made possible due to 
the highest professional work standards of PMDFC whereby the staff was optimally 
utilized and all the defined activities were completed in time and catered to the internal 
work quality standards. The following table presents a summary of the staff hiring 
against the approved staff strength. 
 

For Scaling-up / Deepening of ID Interventions  
  For Scaling-up As per PC-I Actual Hired Variation 

Manager 4 4 0 

Dy. Manager 10 4 6 

For Deepening 
   Manager 2 2 0 

Dy. Manager 4 2 2 

For management cell of ID 
   ID consultant 1 1 0 

Manager 1 1 0 

Dy. Manager 4 2 2 
 
10 Dy Managers were not hired against the plan. It was planned that each ID team 
will comprise of one Manager and two Deputy Managers, however, it was revised 
to one Manager and one Deputy Manager in each team. The same was also 
reflected in the Project Implementation Strategy shared with the Bank. It was 
ensured that this arrangement better serves the project objectives. Breakdown of 
staff hiring according to different interventions / sections is given below: 
 
 
 
 



7 
Punjab Municipal Development Fund Company 

a. For Planning 

   For Scaling-up As per PC-I Actual Hired Variation 

Planning Consultant 1 1 0 

Manager 3 3 0 

Dy./ Assistant Manager 5 4 1 

 
   b. For Engineering Section ( O&M and contract administration) 

For Scaling-up As per PC-I Actual Hired Variation 

Managers 8 5 3 

Dy. Manager 3 0 3 

    c. For CFMS 
   For Scaling-up As per PC-I Actual Hired Variation 

Managers 3 2 1 

Dy. Manager 6 3 3 

    Total for ID 
     As per PC-I Actual Hired Variation 

Managers 21 17 4 

Dy. Manager 32 15 17 
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B. Implementation Detail of Interventions 
 

This section provides implementation details of all the ID interventions in TMAs.  

1. PMSIP Planning 

 
PIMSIP Action Planning approach is a flexible, systematic, step-by-step approach that 
provides a plan to address municipal service delivery problems of TMAs.  PMSIP Planning 
exercise has been completed in 104 TMAs. Planning exercise is limited to towns/cities 
and only municipal areas are covered. Under PMSIP planning rapid appraisal of 
municipal services was undertaken to identify service delivery gaps and analyses of 
needs was done to provide guidance for overcoming the identified gaps. Stakeholders’ 
consultative process may be cited as the distinguishing feature of the planning exercise. 
Outcomes of planning exercise in all the TMAs were municipal service data base, 
improved mapping and a list of development projects that might be funded by different 
sources including PMSIP. 

Aims and Objective 

Following aims and objectives were defined for PMSIP Planning: 

 Introduce concepts of planning/urban planning in TMAs 

 Link planning with engineering and other components 

 Develop a viable list of infrastructure projects to be financed in coming years 

 Synthesize  technical inputs and stakeholders aspirations 

PMSIP Planning Approach 

PIMSIP action Planning approach is a flexible, systematic, step-by-step approach to the 

problem solution.  It can be adjusted according to the time and resources. It integrates 

town strategy with the spatial plans and action plans of the town. The plan devised is an 

ongoing process for the sustainable development. To achieve such development a spatial 

plan has been developed. It addresses municipal development issues and infrastructure 

needs in a systematic way. The plan therefore emphasizes on engagement with the 

stakeholders and other organizations, the management and ongoing funding programs.  

Methodology 

Methodology adopted for PMSIP planning comprised Stakeholders’ Consultations, Data 

Collection and Analysis, GIS Mapping, holding Prioritization Workshop, and formulation of 

Structure and Action Plans. Brief about each step of methodology has been explained in 

the following lines.   
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a. Stakeholder Consultations 
Planning process was perceived to be centered on the vision of stakeholders about the 

town which was further translated into tangible and concrete targets under PMSIP. 

Several meetings with various ties of leadership were undertaken to identify main 

problems of the town. A working group of line officials was formed that worked closely 

with PMDFC to collect data and identify gaps. The results were further verified at the 

levels of TMOs and TOs. Capacity needs of the TMA offices were also analyzed after 

consultations with various stakeholders. 

b. Data Collection & Analysis 
Secondary data was collected from the TMA records, online information, Outline 
Development Plans, PHED, other donor agencies etc. PMDFC worked closely with the 
TMA working group to collect and review data along with the collection of new data on 
service delivery in the TMA. Special data collection forms were developed by PMDFC to 
collect municipal data. Data collected included information on existing infrastructure 
i.e condition, gaps in service delivery, systems of operations, city growth directions. 
PMDFC analyzed existing information, and proposed improvements and extensions for 
the development projects. In addition, existing status of activities, systems and skills of 
the planning department were also analyzed. Based on the technical considerations 
made by PMDFC, a list of required development projects was developed.  

 
c. GIS Mapping 

Primary and secondary data collected included information for maps of municipal 

services. PMDFC updated information on the maps with the help of the working groups 

of TMAs. These maps were converted into GIS databases. The developed maps 

included: Land use map, UC boundary map, roads map, water supply network map, 

sewerage map, solid waste management map.  

d. Prioritization Workshop 
After analyses of and development of GIS based maps, a prioritization workshop was 
organized at TMAs by PMDFC. Situational analysis report for various sectors was 
presented before the stakeholders in workshops. Participants of the workshops 
normally included elected representatives, NGOs, representative of donor agencies, 
trade union representatives etc. It was deemed important to involve the end-users in 
the process of project preparation and development in order to ensure that the 
projects were need based and socially acceptable. In addition, it was very important 
for the sustainability of the projects to develop its ownership among the people. The 
stakeholders provided verbal as well as written views about the municipal services in 
the town. Finally, the attendants prioritized the need of municipal services. 

 

e. Structure & Action Plans 
Using the information gathered during the planning exercise a structure plan for each 

town was developed. The plan determined the growth trends and based on it 

identified the most suitable growth strategy based on the appropriate planning 

standards and design criteria. Future expansion areas were determined and shown on 
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the map. Action plans for municipal sectors were also developed. The plan period 

spans over the next 20 years.  

It is important to note here that Planning Reports, GIS based maps, and Structure Plans have 

been developed for 104 towns.  

Lessons Learned 

 Qualified planning professionals are needed in all TMAs to fully implement any 

planning interventions 

 Support staff with requisite planning skills should be appointed at vacant posts  

 Planning section be empowered as per PLGO and business and works rules 

should be strictly followed to have any effect of planning at TMA level 

 Resources should be allocated for development of plans in TMAs 

2. Performance Management System 

 

In order to improve the municipal services and efficiency of Tehsil Municipal 

Administrations (TMAs) in the Punjab province, PMDFC introduced the Performance 

Management System (PMS) in 105 TMAs with the aim of measuring their success in 

accomplishing set targets and goals. The primary objective of the performance 

Management System is to establish and maintain a municipal service data base that 

allows systematic monitoring of services provided by TMAs. The long term objective is 

to improve resource allocation and provide a basis for informed decision making at the 

TMA level. PMS functions as a system of regularly collecting, and reporting data on pre-

defined indicators to better understand the performance of TMAs in providing 

municipal services to public.  

PMS was first implemented in 19 TMAs and then in further 18 TMAs in 2008. Owing to 

its successful implementation in the first phase (2006-2010) and to the anticipated 

potential impact it can create , the Government of Punjab decided to scale up this 

intervention in the remaining 68 TMAs of Punjab during the extended phase of the 

Punjab Municipal Services Improvement Project (PMSIP 2010-12). Detail is attached as 

Annex – I. During the course of establishing the PMS, PMDFC arranged series of 

workshops, seminars and consultative meetings with TMA staff for orientation and 

training. PMDFC provided hands-on trainings to TMA functionaries during field visits, 

and also helped TMA leaders develop a vision necessary for implementing PMS  
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Approach / Methodology 

A systematic approach was adopted by PMDFC in introducing PMS in the TMAs of 

Punjab. Assistance for customizing PMS for TMAs was provided by the World Bank 

whereby stakeholder consultations and intensive field reviews of existing systems were 

conducted in collaboration with the partner TMAs.  An incremental approach was 

adopted in engaging stakeholders for designing PMS and particular attention was paid 

to the concerns and constraints of the intended users of the envisaged system i.e. 

operational staff of the partner TMAs. In order to address the prevalent issues of data 

tracking, updation and reporting culture; detailed process mapping was undertaken for 

key transactions, work and task flows. The resulting picture clearly established the 

ways in which data was generated, stored, managed and converted into information for 

key stakeholders. 

Scalable outcomes were set for TMAs building upon the existing skills and clerical 

systems rather than introducing radical shifts.  Active participation and involvement of 

TMAs was ensured at every stage of the systems’ design and execution.  

 

Service Performance Indicator Reporting 
Frequency 

Water 
Supply  

% of households connected with water 
supply  system  

Annually 

Average hours of water supplied to 
households per day  

Monthly 

Sewerage  
% of households connected with sewerage 
system  

Bi-annually 

Solid Waste  % of solid waste disposed of daily  Monthly 

Street 
Lights  

% of Roads & streets with street lights  Bi-annually 

% of street lights working  Monthly 

Roads  % of TMA roads in good condition  Annually 

Parks  

Avg. no. of people visiting TMA park daily  Annually 

% of people satisfied with condition of TMA 
park  

Annually 
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a. Selection of Performance Indicators 

Performance indicators define the areas in which performance is to be measured. It 

is evident from the international experience that PMS centrally relies on the use of 

Key Performance Indicators. These inform us whether a set of activities or 

interventions yields the desired output or not. They are usually expressed in 

quantitative terms, e.g. number of households connected with water supply as a 

result of TMAs’ water supply project. 

PMDFC worked alongside TMA staff to select certain performance indicators related 

to municipal service delivery on which all partner TMA in Punjab were to collect and 

report data using pre-defined, standardized arrangements. These indicators are 

provided below:  

b. Trainings: 

As a prerequisite of implementing the Performance Management System, it was 

necessary to impart required trainings to the concerned staff and leadership of 

TMAs. Orientation sessions were conducted for the leadership of TMAs during 

the project inception stage and during the implementation phase of the sub-

project. On the whole 500 individuals were trained in all the partner TMAs so 

that they were able to implement and run the Performance Management System. 

TMA staff showed keen interest in adopting and also strengthening Performance 

Management System in their respective TMAs. 

c. Baseline Information and Target Setting against Performance Indicators 

Data Collection Plan 

Data collection is a specialized activity and all the results rely on the data 

provided. After devising a comprehensive data collection plan, baseline 

information on performance indicators was collected. Specimen templates are 

attached as Annex-II. 

Data Analysis: 

To make information useful it must be analyzed, interpreted, assimilated and 

presented in a coherent manner. Analysis is required throughout the 

performance management cycle, but is particularly critical at the time when 

performance data is prepared for use by the local government authorities / 

municipalities and staff for the following purposes:  

 Setting new goals or targets 
 Evaluating progress against goals or targets 
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 Validating the measures taken and measurement process 
 

A summary of the benefits achieved by PMS is given in the following table: 

 

Challenges faced during Implementation 

During the designing and implementing stage of PMS, PMDFC faced challenges both at 

technical level and field level. Following were the major challenges faced by PMDFC in 

implementing PMS: 

a. During the Design Phase of PMS 

 Service provision structure of all the TMAs is the same but the available 

resources and infrastructure differ in each TMA  

 Development of a uniform framework for each municipal service for all the 

TMAs 

 Development of service indicators for data collection in the field  

 Formulation of data collection plans from the field keeping in mind the distinct 

work features of each TMA 

 Manual design of PMS to collect and up-date information so that it could be 

subsequently used for computer based  PMS program 

Benefits Achieved for Target Group 
Attributes Procedural Detail 
Standardized real time updated data on 
coverage, level & status of municipal 
services at each partner TMAs 

Development of standardized template for each 
TMA for data collection & reporting on performance 
indicators, data collection on performance 
indicators on daily basis and reporting to PMDFC on 
monthly basis 

Benchmarks for municipal services  Cleaning of data reported on Performance 
Indicators  to extract base line information 

Physical assets tracking of municipal 
services  

Assets inventory  

Existence of a powerful management tool 
for Administrators, TMOs & TOs 

Periodic analysis of data shared with TMA 
leadership, formulation of Service Improvement 
Plans by using the information concluded through 
PMS 

Identification of areas which are 
functioning well and those needing 
improvements 

Sharing data driven suggestions and improvement 
with TMA leadership 

Centralized web based integrated 
municipal services database 

An integrated  performance management System 
software has been developed and being tested in 
partner TMAs 
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 Sensitization of TMA officials through meetings, workshops and field visits  on 

the benefits of PMS  

 Strategy formulation for Performance based incentives for TMAs 

b. During the Implementation of PMS  

 Devising an effective vertical information-sharing system at TMA level 

 Capacity building and training of TMAs on PMS  

 Transformation of Manual PMS to the Computer based PMS program 

 Confidence building of the TMA staff (bringing them to “yes I can” approach) 

 Some issues faced with respect to data are given below: 

o Improper maintenance of service data at the TMAs, availability of  data in 

rudimentary form 

o Capacity issues of the TMA staff regarding data collection and 

maintenance 

 

Future Vision/Sustainability Plan 

 
a. Strengthening, Deepening and Sustainability of PMS for TMAs / Municipal 

Governments 

In the future, PMDFC will make use of this tested and innovative performance 

enhancement approach by consolidating its impact. There is a need for continuation 

of capacity building at TMAs to protect and consolidate earlier gains, and to 

mitigate the risks to sustainability of these gains. 

While PMDFC has implemented PMS in 105 TMAs to improve their viability, 

effectiveness, and capacity to better respond to citizen needs; they are not all at the 

same level in this respect. These TMAs require continued support and handholding 

to fully benefit from these interventions, as well as sustain them until they are fully 

internalized. 

b. Horizontal Expansion of PMS to other Local Governments 

PMDFC also seeks to enhance its scope to include other urban local governments 

across Punjab that have a pressing need for similar interventions: C.O. Units in 

smaller towns, TMAs in City Districts, and even relevant departments of District 

Governments.   

Eventually, PMDFC envisions that every urban local government in Punjab will be 

equally proficient in responding to municipal services needs of its citizens. 
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c. Strengthening of Punjab LG&CD Department on Performance-Based 

Management of TMAs / Local Governments 

It is conceived that PMDFC will eventually be able to provide a window for 

institutionalizing the concept of performance-based funding for urban local 

governments in the Punjab. This will serve as a complement to the existing system 

of formula-based funding allocation to local governments through the PFC. Over a 

long term, a new window for infrastructure financing could become available for 

urban local governments, based on performance-oriented criteria, which is in 

addition to the equity-based PFC allocations. 

In the short term, PMDFC will support LG&CD Department, Government of Punjab 
through the development of a consolidated performance management system, 
financial management system, and citizens’ complaint tracking system. These 
comprehensive centralized systems may be utilized for not only monitoring 
purposes but also for creating a rewards-and-incentives structure for urban local 
governments. In order to achieve the afore-mentioned measures, capacity 
enhancement of the LG&CDD is also required. The required support will be provided 
to LG&CDD by PMDFC as it has built an expertise in operationalizing the 
performance-based management framework for TMAs. 
 

3. Complaint Tracking System 

 

Citizen satisfaction with the performance of TMA is an important touchstone of quality of 

municipal services being provided. Unfortunately no administrative mechanism could be 

developed for addressing the complaints of citizens. In 2001, the Punjab government, 

under the Punjab Local Government Ordinance (PLGO), introduced fundamental reforms 

creating a new level of local governments in the shape of TMAs with the mandate of 

municipal service delivery. Under the Punjab Municipal Services Improvement Project 

(PMSIP), Punjab Municipal Development Fund Company (PMDFC) designed and 

implemented Complaint Tracking System (CTS) in 105 TMAs in Punjab under institutional 

development and capacity building activities. CTS assists in the streamlined registration, 

tracking and resolution of citizen complaints regarding municipal services. CTS aims to 

enhance the TMAs’ efficiency in addressing citizens’ complaints by streamlining the 

complaint registration and tracking system where all complaints are recorded and resolved 

centrally using a standardized system across the Province. This simple and standardized 

process aims to increase the citizens’ satisfaction with municipal services by allowing 

TMAs to resolve complaints in a timely and efficient manner. 
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Methodology 

PMDFC launched the Complaint Tracking System (CTS) at TMAs initially through a manual 

system, which was followed by a computerized system and afterwards by a custom-built 

web based software.  

1) Introduction of Manual Complaint Tracking System   

 

Field Appraisal of each TMA in Phase I & II were completed to know the situation of 

existing Complaint cell in TMAs. Keeping in view the existing situation, Standard 

Operating Procedures were developed and shared with TMA management for 

Complaint Cell. A standardized complaint register, designed by PMDFC, was placed 

at a central complaint cell.  Various class room, hands on trainings with refreshers 

were provided to the nominated TMA staff. Every complaint, whether received in 

writing or verbally or on phone, is recorded in the specifically designed complaint 

register by a designated complaint cell in-charge. Each recorded complaint has a 

unique ID number already printed on the complaint slip. The complainant also 

receives the complaint number for follow up, if required. The complainant may 

inquire the status of his complaint at any time by calling the complaint registration 

office with reference to his complaint number. 

2) Transforming Manual CTS into Computerized CTS 

 

Using a phased approach, a computerized complaint tracking system was initiated 

in 37 partner TMAs in August 2008 and in an additional 68 TMAs in June 2012. The 

software was developed in house by PMDFC and was launched in TMAs after 

providing detail training to the concerned officials. Desktop software for 

Computerized CTS was developed in-house by PMDFC and training on software was 

organized for partner TMAs. Computer and printer with UPS for Complaint Cell 

were also provided to every partner TMAs.  

3) Usage of CTS data as part of Service Improvement Plan 

 

Monthly reports on the given format, verified & prepared by the complaint cell in 

charge are submitted to the TMO and the Administrator which helps them in taking  

Performance Improvement Measures / identification of problematic areas. 

Moreover, PMDFC also analyzed the complaint data to inculcate it as a part of 

Services Improvement Plan for Phase I partner TMAs. Inculcation / use of 

complaints data is also a part of Service Improvement Plan for TMA. A copy of the 

report is sent to PMDFC, allowing it to have access to complaint resolution data at 

the TMA level across the Province.  
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4) Strengthening / deepening of CCTS 

 

PMDFC introduced more innovation in the complaint tracking system by 

introducing custom build web based features in the software. Hands-on trainings 

were provided to TMA staff to run this web based computerized complaint tracking 

system. Test run of this software were conducted in 10 TMAs and further 

improvement was made upon the feedback. PMDFC continuously follow up for hand 

holding of web based CTS software. Currently this is ready for handing over to 

LGCDD. 

Trainings  

It was necessary to impart required trainings to the concerned staff and leadership of 

TMAs. In this context, PMDFC arranged series of workshops, seminars and hands on 

training sessions for TMA staff. Various orientation sessions were also conducted for the 

leadership of TMAs during the project inception stage and implementation phase of the 

sub-project. A significant number of TMA officials (210 NOs.) were trained from partner 

TMAs and they showed keen interest in adopting and also strengthening Complaint 

Tracking System in their respective TMAs. 

A summary of the achievements is detailed as under: 

 

 

 

Benefits Achieved for Target Group 

Attributes Procedural Detail 

Systematic organization of complaint 

information 

Initially, PMDFC designed standardize registers and 

later replace these register with desktop complaints 

software to register the complaints in a 

standardized form. Further PMDFC also introduced 

web based complaint software. Now the complaint 

record is available in a systematic manner of each 

TMA. 

Enhanced public satisfaction with the 

complaint redressal system 

Registered complaint is addressed by the TMA staff  

in comparatively less time with roles and 

responsibility are unique feature of accountability 

available to the upper management. 

Improved system for instantly checking 

the complaint status 

Complainant gets a unique number of his complaint 

help him and TMA to keep track. 

Standardization of complaint resolution 

time 

When complaint is registered, time of registration 

and resolution is also tracked by the CTS software . 
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Challenges faced during Implementation 

During the designing and implementing stage of CTS, PMDFC faced challenges both at 

technical level and field level. Following are the major challenges faced by PMDFC in 

implementing CTS: 

a. CTS  Initial challenges 

 

 Most TMAs did not have the culture of entertaining citizens complaints 

 The process of entertaining complaints from citizens was informal and 

unstructured. 

 The way used by citizens for registering complaints was again informal e.g, by 

telephone, acquaintance, elected officials, public pressure etc. 

 Some complaints were registered in the TMA self-designed complaint registered 

and many were not. 

 Complaints received in this way were satisfied on adhoc basis depending on the 

leverage of complaint. 

 TMA higher management had no record for assessing the performance of their 

officials and satisfaction of the citizens. 

 The citizens of TMA were unaware of their right for registering complaints 

 

b. Design & Implementation Challenges 

 

 Establishment of Central Complaint Cell 

 Ensuring that complaints from all sections of TMA should be registered centrally. 

 Basic framework & SOPs for Complaint Cell 

 A permanent designated official for complaint cell 

 Designing standardized Manual System for Complaint Registration 

 Training on CTS was a challenge on the level of officials 

 Conversion from manual to computerized complaint tracking system and 

transformation of desktop based software to online software 

 Meetings with TMA management to understand the registration mechanism and 

for taking them into confidence for the benefits of PMDFC designed CTS 

 Visits were made to TMAs to know the Complaint registration & resolution 

services 

 Promotional campaign of Complaint Cell in the TMA 

 A right mechanism for reporting the CTS data 

 

Lessons Learned in Implementation 

Testing pilots and then scaling up across Province – PMDFC introduced CTS in a gradual 

piloting process – first in 17 and then 18 TMAs. Once the system had been successfully 
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tested over a few years, it was replicated and scaled up to 68 additional TMAs across 

Punjab. This strategy worked well as now 105 TMAs are beneficiaries of this well-designed 

and intervention. 

Adequacy of staffing and requisite skills is essential to maintain the systems 

introduced - In the initial phases, some gains were compromised when TMA staff left or 

were transferred to other entities. This was resolved when the system was scaled up to 105 

TMAs across the province. Now, we are beginning to see the creation of a cadre of trained 

staff that is much better acquainted with this intervention. 

 

Future Vision / Sustainability Plan 

In the future, PMDFC will make use of this tested and innovative performance 

enhancement approach by scaling up and consolidating its impact. There is a need for 

continuation of capacity building at TMAs on computerized CTS, in order to protect and 

consolidate earlier gains, and to mitigate the risks to sustainability of these gains. 

Continued support and hand holding will be provided to the urban local governments (105 

TMAs) that benefited from CTS under PMSIP, in order to deepen and consolidate the 

impact of this intervention. The scope may be enhanced including a much wider range of 

urban local governments as beneficiaries. Additional urban local governments may also be 

inducted as beneficiaries in future, providing this intervention along with a complete set of 

capacity building interventions, eventually enabling them to come on par with other local 

bodies in their ability to provide improved municipal services. 

4. Financial Management System 

 
Prior to the development and introduction of Financial Management System, there was 

virtually no automation of records at the TMAs. The only tools in use were the 

spreadsheets and word processors. Vouchers used to be prepared manually. All 

registers such as ECR, CCR, Cashbook, Demand & Collection Register, etc. were also 

prepared manually by the officials of the TMA. 

PMDFC embarked on the development of a Computerized Financial Management 

System in 2005. TMA Chiniot was selected as the pilot site for the implementation of the 

system. After that, the application was installed and users were trained for the use of 

the Computerized Financial Management System (CFMS) in 35 partner TMAs. The 

application was developed with the purpose to empower the then Nazims (now 

Administrators), TMO, TO (Finance), so that they could have easy and instant access to 

the financial status at the TMA. And the users at the TMAs could have computerized 

records of their accounts.  
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After successful test run of CFMS, following activities were carried out in the partner 

TMAs: 

1) Installation of CFMS:  CFMS was installed in TMAs of both the phases 
 

2) Trainings: Necessary trainings were provided to relevant staff so that they could 
efficiently run the system  
 

3) Data Entry: Data  was entered in the following heads: 
 
i) Revenue module: Recording Receipts for:  
 Shop rent collections  

 Water rate collections  

 Lease contract collections  

 Government grants  
 

ii) Expenditure Module: Recording Payments for:  
 Establishments  

 Contingencies  

 Municipal Works  
 

iii) Treasury module: Reconciliation of bank accounts  
iv) Budget monitoring module: Entering the Annual Budget against various account 
heads and monitoring its variance against the actual.  

 
Generating reports from the system  
Following reports can be generated from CFMS:  

 

 Establishment Cheque Register  

 Contingencies Cheque Register  

 Municipal Works Register  

 Classified Abstract  

 Cash and Bank Book  

 Bank Reconciliation Statements  

 Outstanding receipts from water consumers, shop tenants & lease holders  

 Financial Highlights  
 
 

Limitations faced and Lessons learned 

Below is a list of some of the major limitations faced that may be planned in advance to 

avoid bottlenecks in future:   

 Availability of Master Data: In some TMAs, data registers for data entry were 
scattered in different offices of TMAs and were not made readily available to CFMS 
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trained staff. Data register availability was a big issue in timely completion of data 
entry process. These issues may be resolved by sending official directives from the 
parent department in future.  

 Government Campaigns: Due to different Government Campaigns (Dengue fever, 
Floods etc.) CFMS trained staff was often assigned special duties by the TMAs. CFMS 
trained Staff was not available during office time due to these duties for CFMS work. 

 Postings: In some TMAs, new staff was posted and assigned data entry duties which 
also created problems. New staff was not trained earlier and had to be trained again 
on CFMS from scratch for data entry which caused huge time loss. 

 

Achievements in Data Entry 

 
Type of Data 

 
No. of Entries 

Water Consumers – Phase 1 TMAs 186, 624 

Water Consumers – Phase 2 TMAs 210, 000 

Shop / Tenant List – Phase 1 TMAs 11, 362 

Shop / Tenant List – Phase 2 TMAs 8, 638 

Lease Contracts – Phase 1 TMAs 2, 142 

Lease Contracts – Phase 2 TMAs 1, 040 

TMAs with Computerized Water Bills 
3 (Ferozwala, 
Kasur, Sambrial) 

 

PMDFC is planning to utilize the data entered in CFMS for the following purposes: 

 Generation of municipal bills (water, shops and leases) 
 Arrear recovery  
 Effective reporting for LGCDD, Finance Department  and other provincial 

department 
 Training TMAs to use CFMS for their daily reporting requirements 

Development of software for data consolidation from all the TMAs 
 

5. TMA Websites 

 
Information dissemination at the TMA level holds primary importance as the citizens have 

minimal information about the working of TMAs and the municipal services provided by 

them. In today’s age of information technology, website is an effective tool of information 

dissemination. Under the Punjab Municipal Services Improvement Project (PMSIP), Punjab 



22 
Punjab Municipal Development Fund Company 

Municipal Development Fund Company (PMDFC) planned to develop an efficient 

communication medium for public disclosure of information in the form of websites of 

partner TMAs. Prior to this initiative no partner TMA had a website but under this sub-

project of PMDFC a modern interface of TMA with citizens of its area and other 

stakeholders was developed. 

Standardized templates for websites of TMAs were developed, nominated TMA staff was 

trained and launched website of their respective TMAs. Under this sub-project, websites 

have been developed and launched for 103 TMAs. The sub-project had a strong focus on 

developing the technical skills of TMA staff so that the newly launched websites are 

properly managed. Rigorous trainings, follow-up sessions and back-end support were 

provided to the partner TMAs. PMDFC continues to be the technical support agency for this 

sub-project and helps in troubleshooting the issues faced by TMAs regarding their 

respective websites. This intervention has helped enhancing accountability and 

transparency of TMAs towards citizens.  

 

Methodology 

Stage I 

a. Template Development 
A standard template for TMA website was developed by PMDFC. Website of 

each partner TMA was developed afterwards. Domain registration and 

hosting were arranged by PMDFC. 

b. Registration/Purchasing of Domains for TMA Websites 
 

All TMA website domains are registered and hosted with COMSAT and Brain 
NET (Lahore).Website address of each TMA is modelled as: 
www.tma(nameoftma).com e.g. www.tmamailsi.com. The list of Web address 
of TMAs is attached as Annex - I. 

 
c. Collection of Data for Websites 

Data for the website was collected with the assistance of TMA staff. Hands-on 

training and refresher trainings were provided to the nominated officials of 

the TMAs.  

d. Deputation of Incharge for TMA Websites from TMAs 

e. Training on introduction and updation of TMA websites; 

http://www.tma(nameoftma).com/
http://www.tmamailsi.com/
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 Managing control panel 
 Use of FTP 
 Data management 
 Use of MS Front page 
 Editing pictures in Adobe Photoshop 
 Troubleshooting in website management 
 Required updations 
 Launching of TMA websites 

f. TMA website was launched by the trained TMA official under the guidance of 
PMDFC Staff. 

 
Stage II  

a. Updation of data of 37 TMAs & collection of data of 68 Phase II TMAs 
b. Refresher Training of 37 TMAs & updation training of 68 TMAs 
c. Continuous trouble shooting on the basis of feed back 
d. Linkages of PMDFC’s developed plans/maps with TMA website 

 

Stage III 

The activities mentioned under this stage will provide basis for sustainability of this 
ID intervention. 
 

a. Linkages of ID interventions with TMA websites 
b. Refresher training on updation of websites 
c. Linkage of LGCDD website with TMA website 

 

Physical Targets and Achievements 

Description Period Target (TMAs) Progress 
(TMAs) 

Development & Launching of 
TMA websites (Phase- I TMAs) 

2006-10 

37 37 
Deepening 
Phase- I TMAs 

2011-12 

Development & Launching of 
TMA websites (Phase- II 
TMAs) 

2011-12 
20 65 

In this context, significant number (150) of TMA officials was trained to update and 

maintain TMA website. 

Future Vision/Sustainability Plan 

PMDFC sees TMA websites as active sources of information and data sharing for all 

the stakeholders. It is envisioned that continuous handholding, provision of required 

training, and expansion of work areas will help TMAs convert their respective 

websites into hub of readily available information. Citizens would not only be able to 
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access all the necessary information but the TMA website would become an effective 

tool of information dissemination relating to citizens’ role in the improvement of 

service delivery by the TMAs. It is also estimated that the provincial government will 

have improved access to data regarding the status of the quality of municipal 

services so that governance processes become more efficient.  

As identified earlier, PMDFC has played a critical role in the successful launch of this 

intervention and is providing the required technical support to the TMAs. In order to 

achieve the required level of professional and technical competence at the TMA level, 

it is imperative that PMDFC continues to provide the much needed back-end support 

to the TMAs of Punjab. 

6. Human Resource Development - Trainings 

 
Human resource development forms an integral component of PMSIP and PMDFC has laid 

special emphasis on developing the human capital of partner TMAs. Trainings were 

arranged by PMDFC including class room trainings as well as hands on trainings. Broadly 

trainings were provided in areas like computer trainings, Performance Management 

System, Complaint Tracking System, website updation, Operation & maintenance of 

municipal services maps, Urban planning, Geographical Information System, Procurement 

and Social Safeguards, etc.  

Trainings were provided at three possible geographical locations in accordance with the 

need and availability of resources: 

1. At a local institute within the vicinity of a TMA, 

2. At a suitable training venue in Lahore, and 

3. Relevant International trainings 

Trainings arranged / provided by PMDFC can be classified in the following categories: 

1. IT. Trainings 

2. Trainings for use of engineering equipments provided by PMDFC 

3. Trainings on ID interventions such as PMS, CTS, CFMS, Website maintenance, 

Action Planning and use of GIS and Operation & Maintenance etc 

4. Various need based trainings like on standardized procurement methods, 

municipal taxation, post induction trainings for TMA staff like for Building 

Inspectors and  other trainings for LG&CDD and TMA staff 
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Methodology 

 Methodology adopted for imparting trainings involved the following steps: 

 Nomination of staff 

 Selection of a training institute 

 Payment of fee by PMDFC 

 Reporting of attendance by the institute to PMDFC on periodic basis 

 Final assessment done by PMDFC  
 

Physical Targets and Achievements 

Description Target 
 (No.s) 

Progress 
(No.s) 

Detail Progress  

Trainings for staff of 
Phase I & II (105) 
TMAs: 
i. Computer trainings 
ii. Trainings on 

ID Activities 
iii. Customized 

training Programs 

2300 *2881 i. Computer trainings provided to 
444 TMAs staff of Phase – I (37 
TMAs  
Computer trainings provided to 
643 TMA staff of Phase – II (57) 
TMAs 

ii. Trainings on ID interventions 
provided to 438 TMA staff of 
Phase – I (37) TMAs and to 930 
TMA staff of Phase – II 68 TMAs 
Hands on trainings on O&M being 
provided in 12 TMAs 
Hands on trainings on usage of 
equipments (Foggers, Automatic 
level machines and sewer safety 
equipments etc.) provided to 426 
TMA staff of 105 TMAs 

iii. Post induction trainings for 
newly recruited TMA staff of 
LGCDD - Building inspectors (60), 
Accountants (75), & sub engineers 
(175) workshop on PPRA Rules 
provided to 300 TMA officers of 
105 TMAs. 
Workshop on legal frame work for 
municipal taxation for (99) TMA 
officers 

iv. Staff from TMAs Chiniot, 
Daska and Mailsi attended an 
international training in South 
Korea in Solid Waste Management. 
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* Figures for Customized Training Programs are not included in targeted numbers, 

therefore it is not incorporated in the progress. 

 

Future Vision/ Sustainability Plan 

PMDFC has played a vital role in the arena of capacity building and trainings while 

executing both the Institutional Development and Infrastructure Development initiatives in 

the TMAs through PMSIP. The above given details truly depict that PMDFC, through this 

instrument, has managed to intervene in various important areas and has tried to fill the 

capacity gaps through formal and informal trainings to improve service delivery. There is a 

need for continuation of capacity building efforts at TMAs, in order to protect and 

consolidate earlier gains, and to mitigate the risks to sustainability of these gains. 

Continued support and hand holding will be provided to the urban local governments (105 

TMAs) that benefited from various PMSIP interventions, in order to deepen and 

consolidate the impact of this intervention. The scope may be enhanced including a much 

wider range of urban local governments as beneficiaries. 

7. Linkages of Interventions 
 

The interventions designed and introduced under the Institutional Development 

component of PMSIP have deep seated linkages geared at improving the delivery of 

municipal services at TMA level. It is worth noting here that despite shouldering important 

responsibilities, TMAs have long been a neglected entity in terms of institutional 

development. Unprecedented role assigned to TMAs by the local government system 

introduced in the Musharraf regime called for comprehensive efforts for increasing the 

capacity of TMAs. PMSIP may be regarded as the first big scale project that focused on the 

institutional development of the TMAs of Punjab. The ID interventions of PMSIP not only 

attended to the needs of different offices of partner TMAs at individual level but also 

catered to the requirements of TMAs as service delivery organizations. Mapping of 

resources including human as well as financial along with service delivery modes in the 

form of desk appraisals and field appraisals of partner TMAs under PMSIP paved the way 

for introducing the required changes in work systems of TMAs. Performance Management 

System not only benefits from Complaint Tracking System by incorporating citizens’ 

feedback but also makes use of the GIS based maps for increasing coverage of municipal 

services. This tool of performance management gathers immense support from the 

planning section of TMAs which houses the GIS based maps and is a hub of information and 

resources regarding the development needs of the town. List of prioritized projects 

reflecting the needs and aspirations of the citizens rests with the Planning section of TMAs 

and thus is in a position to provide continuous support for all future developments to be 

undertaken.  
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8. Data Consolidation Cell 
 

After devolution, the responsibilities of LG&CDD have undergone a fundamental change.  

However, the departments’ organogram and structure have essentially remained the same, 

with minor additions and some reallocation of mandates of individual officers. There is no 

comprehensive system available to analyze and monitor the effectiveness of the use of 

funds or services provided.  For some schemes, LG&CDD does require sort of monthly 

reports from the implementing Local Governments on their physical and financial progress.  

But it is unclear to what extent the information received is analyzed, or used for decision-

making or for future planning.  

 

This alludes to the need for analyzing and monitoring their outcomes in terms of increased 

coverage of infrastructure and enhanced quality of the services that are funded.  Moreover, 

LG&CDD through some suitable arrangement also needs to ensure that there is no 

duplication of schemes inadvertently happening, among the various stakeholders involved 

in development decisions for LGs. A permanent cell may be created especially for this 

purpose with requisite elements and capacity, and the results produced by TMA may 

be periodically discussed for deeper policy analysis. The Cell may receive periodic 

reports from the TMAs on their physical and financial progress and may also compile 

periodic progress and other reports for sharing at various concerned forums.   The 

information received may be analyzed, or used for decision-making or future planning.   

 

PMDFC is in a unique position to provide the much needed data consolidation and analysis 

services for regular monitoring and upgradation of municipal services in the province. 

PMDFC is poised to develop a ‘Data Integration and Analysis Cell’. Presently no such cell 

or section in Local Government and Community Development Department is 

specifically available for analysis, reporting, and assistance in informed decision 

making. This is particularly critical for the sustainability of capital investments made in 

municipal services, regardless of the source of funding.  

It will be pertinent to mention here that at this stage, PMDFC has already developed an 

online Integrated Performance Management System along with an online Integrated 

Complaints Tracking System whereas an online Integrated Financial Management System 

is in the process of development (aforementioned two softwares are also being piloted in 

TMAs). It is high time that the efforts regarding developing a culture of data collection at 

the grass root level by PMDFC, may take its logical shape in the form of data consolidation 

softwares through hosting these at the Data Integration & Analysis Cell for its optimal use. 

It is important to highlight here that this particular venture is one important PMSIP 

intervention and had already been envisaged in the project documents as a next logical 

step at this very stage of the project. Work space fot he Cell has already been allocated and 

further development will be done after necessary approvals.  
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C. Way forward 
 

As described in the sub-sections on each ID intervention under PMSIP, organizational 

constraints of TMAs play an important factor in the sustainability of the comparatively 

newly introduced interventions.  Once introduced all the interventions were faced with 

the challenges of trained human resource, work processes of TMA that could monitor 

the progress, technical support for the satisfactory  continuation of interventions and 

enhanced capacity to manage the interventions in accordance with the changing needs, 

data cleaning, data analysis, and decision making based on data and aspirations of the 

citizens. It is important to note here that PMDFC has covered sufficient grounds so far to 

assist the TMAs in efficiently running the ID interventions but a lot needs to be done to 

take full benefit of these interventions on a sustainable basis. On the basis of past 

experiences it is proposed that: 

1. Institutionalization of all the interventions be done by the LG&CD Department 
 

2. Capacity building measures introduced by PMDFC may be incorporated in the 
regular trainings of TMA staff. These trainings should comprise trainings at the time 
of induction and refresher trainings offered during service at the Local Government 
Academy Lalamusa.  
 

3. Substantive and long term measures are to be taken to develop capacity of TMA 
officials for updating and managing GIS based maps and databases. PMDFC can play 
a critical role in materializing the objective of human resource development for this 
useful intervention. 
 

4. PMDFC continues to play the role of a technical support agency for the LG&CD 
Department for assisting in the cost effective delivery of municipal services in 
Punjab which at present is faced with the gigantic challenges of quality and 
coverage. 
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Annexes 

Annex 1: List of Partner TMAs 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

PHASE I  

 1 Ahmad Pur Sial  2 Attock 

 3 Bhalwal  4 Chakwal 

 5 Chiniot  6 Daska 

 7 Dunyapur  8 Fateh Jang 

 9 Hazro  10 Jhelum 

 11 Kasur  12 Liaqatpur 

 13 Lodhran  14 Mailsi 

 15 Pind Dadan Khan  16 Sambrial 

 17 Shorkot  18 Toba Tek Singh 

 19 Bahawalnagar  20 Bhakkar 

 21 Burewala  22 Chichawatni 

 23 Ferozwala  24 Gojra 

 25 Hassanabdal  26 KhanPur 

 27 Layyah  28 Mandi Bahauddin 

 29 Malakwal  30 Noorpur Thal 

 31 Okara  32 Renala Khurd 

 33 Sarai Alamgir  34 Sargodha 

 35 Sillanwali  36 Vehari 

37 Kot Momin     

PHASE II  

 38 Ali Pur  39 A.P.East 

 40 Arifwala  41 Bahawalpur City 

 42 Bahawalpur Saddar  43 Chunian 

 44 Chobara  45 Chistian 

 46 Choa Saiden Shah  47 DG Khan 

 48 Deepalpur  49 Dina 

 50 Darya Khan  51 Essa Khel 

 52 Fortabbas  53 Gujrat 

 54 Hafizabad  55 Hasilpur 

 56 Hroonabad  57 Jampur 

 58 Jatoi  59 Jand 

 60 Jhang  61 Jahania 

 62 Karor Lal Essan  63 Kot Addu 

 64 Khairpur Tamewali  65 Kalarkahar 

 66 Kharian  67 Kamalia 

 68 Khanewal  69 Kahrorepacca 

 70 Kabirwala  71 Khushab 

 72 Kloorkot  73 Muzafargarh 

 74 Minchinabad  75 Mureedkay 

 76 Mianchanun  77 Mianwali 

 78 Mankera  79 Narowal 

 80 Nankana  81 Pattoki 

 82 Pindi Bhattian  83 Pakpattan 

 84 Pindi Ghaib  85 Pasroor 

 86 Phalia  87 Piplan 

 88 Rajanpur  89 Rojhan 

 90 Rahim Yar Khan  91 Sadiqabad 

 92 Sahiwal  93 Sohawa 

 94 Shakargarh  95 Sialkot 

 96 Safdarabad  97 Sharaqpur 

 98 Sangla Hill  99 Sheikhupura 

 100 Sahiwal  101 Shahpur 

 102 Shah Kot  103 Taunsa 

 104 Talagang  105 Yazman 
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Annex 2: Sample Filled Reporting Formats of PMS 
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Annex 3: List of TMA Websites 

Phase 1 
 Sr. No Website Address 

1 www.tmaahmadpursial.com 

2 www.tmaattock.com 

3 www.tmabahawalnagar.com 

4 www.tmabhakkar.com 

5 www.tmabhalwal.com 

6 www.tmaburewala.com 

7 www.tmachakwal.com 

8 www.tmachichawatni.com 

9 www.tmachiniot.com 

10 www.tmadaska.com 

11 www.tmadunyapur.com 

12 www.tmafatehjang.com 

13 www.tmaferozwala.com 

14 www.tmagojra.org 

15 www.tmahassanabdal.com 

16 www.tmajhelum.com 

17 www.tmakasur.com 

18 www.tmakhanpur.com 

19 www.tmakotmoman.com 

20 www.tmalayyah.com 

21 www.tmaliaqatpur.com 

22 www.tmalodhran.com 

23 www.tmamailsi.com 

24 www.tmamalakwal.com 

25 www.tmamandibahauddin.com 

26 www.tmanoorpurthal.com 

27 www.tmaokara.com 

28 www.tmapdkhan.com 

29 www.tmarenalakhurd.com 

30 www.tmasambrial.com 

31 www.tmasaraialamgir.com 

32 www.tmasargodha.com 

33 www.tmashorkot.com 

34 www.tmasillanwali.com 

35 www.tobateksingh.com 

36 www.tmavehari.com 

37 www.tmahazro.com 

Phase II  

Sr. No Website Address 
1 www.tmaahmedpureast.com  

2 www.tmaalipur.com 

3 www.tmaarifwala.com 

4 www.tmachishtian.com 

5 www.tmachoasaidenshah.com 

6 www.tmachobara.com 

7 www.tmachunian.com 

8 www.tmadaryakhan.com 

9 www.tmadepalpur.com  

10 www.tmadgkhan.com  

11 www.tmadina.com 

12 www.tmaisakhel.com 

13 www.tmafortabbas.com 

14 www.tmagujrat.com 

15 www.tmahafizabad.com 

16 www.tmaharoonabad.com 

17 www.tmahasilpur.com 

18 www.tmajahanian.com 

http://www.tmaahmadpursial.com/
http://www.tmaattock.com/
http://www.tmabahawalnagar.com/
http://www.tmabhakkar.com/
http://www.tmabhalwal.com/
http://www.tmaburewala.com/
http://www.tmachakwal.com/
http://www.tmachichawatni.com/
http://www.tmachiniot.com/
http://www.tmadaska.com/
http://www.tmadunyapur.com/
http://www.tmafatehjang.com/
http://www.tmaferozwala.com/
http://www.tmagojra.org/
http://www.tmahassanabdal.com/
http://www.tmajhelum.com/
http://www.tmakasur.com/
http://www.tmakhanpur.com/
http://www.tmakotmoman.com/
http://www.tmalayyah.com/
http://www.tmaliaqatpur.com/
http://www.tmalodhran.com/
http://www.tmamailsi.com/
http://www.tmamalakwal.com/
http://www.tmamandibahauddin.com/
http://www.tmanoorpurthal.com/
http://www.tmaokara.com/
http://www.tmapdkhan.com/
http://www.tmarenalakhurd.com/
http://www.tmasambrial.com/
http://www.tmasaraialamgir.com/
http://www.tmasargodha.com/
http://www.tmashorkot.com/
http://www.tmasillanwali.com/
http://www.tobateksingh.com/
http://www.tmavehari.com/
http://www.tmahazro.com/
http://www.tmaahmedpureast.com/
http://www.tmaalipur.com/
http://www.tmaarifwala.com/
http://www.tmachishtian.com/
http://www.tmachoasaidenshah.com/
http://www.tmachobara.com/
http://www.tmachunian.com/
http://www.tmadaryakhan.com/
http://www.tmadepalpur.com/
http://www.tmadgkhan.com/
http://www.tmadina.com/
http://www.tmaisakhel.com/
http://www.tmafortabbas.com/
http://www.tmagujrat.com/
http://www.tmahafizabad.com/
http://www.tmaharoonabad.com/
http://www.tmahasilpur.com/
http://www.tmajahanian.com/
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19 www.tmajampur.com 

20 www.tmajand.com 

21 www.tmajatoi.com 

22 www.jhang.com 

23 www.tmakabirwala.com 

24 www.tmakallarkahar.com 

25 www.tmakalurkot.com 

26 www.tmakamalia.com 

27 www.tmakehrorpacca.com 

28 www.tmakarorlalesan.com 

29 www.tmakhairpurtamewali.com 

30 www.tmakhanewal.com 

31 www.tmakharian.com 

32 www.tmakhushab.com 

33 www.tmakotaddu.com 

34 www.tmamankera.com 

35 www.tmamianchannu.com 

36 www.tmamianwali.com 

37 www.tmaminchinabad.com 

38 www.tmamuridke.com 

39 www.tmamuzaffargarh.com 

40 www.tmanankana.com 

41 www.tmanarowal.com 

42 www.tmapakpattan.com 

43 www.tmapasrur.com 

44 www.tmapattoki.com 

45 www.tmaphalia.com 

46 www.tmapindibhattian.com 

47 www.tmapindigheb.com 

48 www.tmapiplan.com  

49 www.tmarahimyarkhan.com  

50 www.tmarajanpur.com 

51 www.tmarojhan.com 

52 www.tmasadiqabad.com 

53 www.tmasafdarabad.com 

54 www.tmasahiwal.com 

55 www.tmasahiwalsgd.com 

56 www.tmasanglahill.com 

57 www.tmashahkot.com  

58 www.tmashahpur.com 

59 www.tmashakargarh.com 

60 www.tmasharaqpur.com 

61 www.tmasheikhupura.com 

62 www.tmasialkot.com 

63 www.tmasohawa.com 

64 www.tmatalagang.com 

65 www.tmataunsa.com 

66 www.tmayazman.com 

 

 

http://www.tmajampur.com/
http://www.tmajand.com/
http://www.tmajatoi.com/
http://www.jhang.com/
http://www.tmakabirwala.com/
http://www.tmakallarkahar.com/
http://www.tmakalurkot.com/
http://www.tmakamalia.com/
http://www.tmakehrorpacca.com/
http://www.tmakarorlalesan.com/
http://www.tmakhairpurtamewali.com/
http://www.tmakhanewal.com/
http://www.tmakharian.com/
http://www.tmakhushab.com/
http://www.tmakotaddu.com/
http://www.tmamankera.com/
http://www.tmamianchannu.com/
http://www.tmamianwali.com/
http://www.tmaminchinabad.com/
http://www.tmamuridke.com/
http://www.tmamuzaffargarh.com/
http://www.tmanankana.com/
http://www.tmanarowal.com/
http://www.tmapakpattan.com/
http://www.tmapasrur.com/
http://www.tmapattoki.com/
http://www.tmaphalia.com/
http://www.tmapindibhattian.com/
http://www.tmapindigheb.com/
http://www.tmapiplan.com/
http://www.tmarahimyarkhan.com/
http://www.tmarajanpur.com/
http://www.tmarojhan.com/
http://www.tmasadiqabad.com/
http://www.tmasafdarabad.com/
http://www.tmasahiwal.com/
http://www.tmasahiwalsgd.com/
http://www.tmasanglahill.com/
http://www.tmashahkot.com/
http://www.tmashahpur.com/
http://www.tmashakargarh.com/
http://www.tmasharaqpur.com/
http://www.tmasheikhupura.com/
http://www.tmasialkot.com/
http://www.tmasohawa.com/
http://www.tmatalagang.com/
http://www.tmataunsa.com/
http://www.tmayazman.com/

