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Abstract : Public service delivery has witnessed a significant improvement with the integration of information communication
technology (ICT). It not only improves management structure with advanced technology for surveillance of service delivery but
also provides evidence for informed decisions and policy. Pakistan’s public sector organizations have not been able to produce
some good results to ensure service delivery. Notwithstanding, some of the public sector organizations in Pakistan has diffused
modern technology and proved their credence by providing better service delivery standards. These good indicators provide
sound basis to integrate technology in public sector organizations and shift of policy towards evidence based policy making.
Rescue-1122 is a public sector organization which provides emergency services and proved to be a successful model for the
provision of service delivery to save human lives and to ensure human development in Pakistan. The information about the
organization has been received by employing qualitative research methodology. The information is broadly based on primary
and secondary sources which includes Rescue-1122 website, official reports of organizations; UNDP (United Nation
Development Program), WHO (World Health Organization) and by conducting 10 in-depth interviews with the high
administrative staff of organizations who work in the Lahore offices. The information received has been incorporated with the
study for the better understanding of the organization and their management procedures. Rescue-1122 represents a successful
model in delivering the services in an efficient way to deal with the disaster management. The management of Rescue has
strategized the policies and procedures in such a way to develop a comprehensive model with the integration of technology.
This model provides efficient service delivery as well as maintains the standards of the organization. The service delivery model
of rescue-1122 works on two fronts; front-office interface and the back-office interface. Back-office defines the procedures of
operations and assures the compliance of the staff whereas, front-office equipped with the latest technology and good
infrastructure handles the emergency calls. Both ends are integrated with satellite based vehicle tracking, wireless system,
fleet monitoring system and IP camera which monitors every move of the staff to provide better services and to pinpoint the
distortions in the services. The standard time of reaching to the emergency spot is 7 minutes, and during entertaining the case;
driver‘s behavior, traffic volume and the technical assistance being provided to the emergency case is being monitored by
front-office. Then the whole information get uploaded to the main dashboard of Lahore headquarter from the provincial offices.
The latest technology is being materialized by Rescue-1122 for delivering the efficient services, investigating the flaws; if
found, and to develop data to make informed decision making. The other public sector organizations of Pakistan can also
develop such models to integrate technology for improving service delivery and to develop evidence for informed decisions and
policy making.
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