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Preface 

Rakshak Foundation was founded in 2006 by a group of concerned citizens from 

India’s elite educational institutions working in USA. It was in the manner of giving 

back in a small way to United States and India, countries that had provided them so 

much in terms of opportunities. The Foundation seeks to create an informed 

society, aware of its rights and duties, and attempts to address barriers to an 

equitable and just society. Rakshak Foundation has been submitting well 

researched opinions on various bills being considered for presentation to the 

Indian Parliament. Rakshak Foundation has been invited by the Parliamentary 

Committees of the Rajya Sabha three times in the past two years to depose before 

them and present their views on proposed Bills which would affect the whole 

nation once they are enacted by the Parliament. 

The intern is pursuing a Masters in Economics from the Delhi School of Economics, 

University of Delhi. E-governance is broad new field with massive implications for 

public administration and policy design and immense scope for study. Given the 

emphasis on transparency, accountability and better governance in the current 

administration’s agenda, effective use of ICTs and concomitant process 

restructuring could play key roles in curtailing the problem of graft and ensuring 

effective delivery of services to citizens. In such a context, India’s nascent position 

with regards to the development of an e-governance framework and the broad and 

well documented international experience provide a perfect stage for further study 

into the subject. 
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Executive Summary 

 

The adoption of e-governance tools as an interface between government and 

citizens as well as instrument for greater coordination and cooperation among 

agencies so as to achieve a citizen service centric mode of delivery provides 

immense scope for improving efficiency, efficacy, transparency and accountability 

in the provision of public services.  

The National e-Governance Plan laid down the foundation for the roll-out of e-

governance initiatives all across the country. However, the success of the Mission 

Mode Projects initiated under its ambit has been widely disparate. It serves as an 

important experiment and provides valuable insights into the kind of hurdles and 

measures needed for effective execution of ICT based solutions across different 

spheres. 

The Electronic Services Delivery Bill promises to take a great leap forward by 

providing a legal framework for the digitization of government processes. It holds 

immense promise for curtailing the endemic problem of graft. However, there are 

facets of the Bill that need to be addressed before it can transition into an effective 

and transformative piece of legislation. Issues such as inadequacy of infrastructure, 

provisions for multiple delivery modes outside of emergencies, issues related to 

process re-engineering, special provisions for disabled individuals and aspects of 

security and privacy must be addressed in order to make it an effective piece of 

legislature. 

Once government activities are digitized, there is immense scope of using analytics 

on data on various activities to better identify drawbacks of existing policies, areas 

of focus and improve overall decision making. However, in order to accomplish 

this, adequate data retrieval and storage facilities must also be built, along with the 

design of rules and protocols for digital storage of all government data.  

The report also presents the results of a small pilot survey on factors determining 

depth of usage of e-government portals. While the sample size is too small and 

non-representative for making policy recommendations, the results are indicative 

and highlight several interesting facts.  

The report further highlights some of the features of the immensely successful e-

governance program in Canada, underlining the importance of constant feedback, 

citizen interest prioritization and public engagement in the design of e-governance 

programs.  The report concludes by listing some of the contributions and activities 

of NGOs on the issue.  
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1. Introduction 
 

The advent of Information and Communication Technology (ICT) has transformed 

the way activities are conducted across the social and economic spheres. 

Technology has emerged as a great leveller of opportunity within and across 

society. It provides immense scope for improving efficiency, economy and 

transparency in the provision of public services to citizens.  

E-governance refers to the strategic and systematic use of IT and ICT based 

solutions in the course of governance to improve and enhance transactions and 

interactions with citizens, businesses and other arms of the government. It is the 

deployment of technology to redesign and restructure departments, protocols, 

policies, planning and management so as to develop a mode of delivery that is 

responsive to stakeholders at every step along the way. 

In a knowledge based society such as ours, information is an invaluable asset. 

Steady dissemination of public sector information to citizens serves to engage 

them in a greater participatory role and empowers them to ascertain their rights. 

Opening government data to the public increases accountability and transparency 

in governance and allows third parties to develop platforms and applications 

leveraging the potential of government data to cater to public and private 

demands. 

The present paper attempts to consolidate and elucidate the idea of e-governance, 

analyses the evolution of e-governance framework in India with a special focus on 

the capital, critically assess the Electronic Delivery of Services (EDS) Bill, discusses 

progress in e-governance and frameworks for assessment of costs/benefits, 

attempts to identify the key factors affecting the demand for online services and 

tries to make a critical assessment of the existing G2C interface in Delhi. Finally, 

the paper tries to learn from successful experiences in e-governance from OECD 

nations and makes recommendations on the road ahead. 
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1.1 E-governance: Key Concepts  

Electronic government primarily deals with the use of Information Technology, 

particularly web based solutions, by the government for improved access to 

government information and service to citizens, business partners, employees, and 

government agencies. It provides potential for dramatically improving the quality 

of citizen-government interaction by making it easier, smoother and efficient, and 

reinforcing the relationship between government and stakeholders.  

The key objective of e-governance is to support and simplify governance for all 

stakeholders – citizens, businesses and government. Towards this end, ICTs are 

used to connect all three parties and enhance processes and activities i.e. e-

governance is simply the use of electronic means to achieve good governance. 

Good governance can be defined as the exercise of economic, political and 

administrative authority to better manage affairs of a country at the national, state 

and municipal levels. 

Backus outlines the objectives of e-governance with a focus on citizens as follows: 

1. To provide citizens with access to information and knowledge about the 

political process, services and the choices available to them. 

2. To make possible the transition from passive information access to active 

citizen participation by: 

 Informing the citizen 

 Representing the citizen 

 Encouraging the citizen to vote 

 Consulting the citizen 

 Involving the citizen1 

Reddick highlights the importance of e-governance in reducing the scope for 

bureaucratic discretion in decision making. The introduction of ICTs accomplishes 

this by following pre-determined decision making rules.  

 Cases are processed more quickly. 

 Equity in case handlings is better ensured. 

 Strict monitoring of street level bureaucrats (public servants who 

are in direct contact with citizens) and the organizations to which 

they belong.2 

The idea of e-governance does not rest solely on improving interface with citizens. 

Traditionally, the institutional culture and governance frameworks of public sector 

                                                           
1
 Backus M (2003). E-governance and Developing Countries: Introduction and Examples 

2
 Reddick, C. G. Citizen interaction with e-government: From streets to servers. Government Quarterly 

Weekly 
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do not fit in well with innovation and transformation modalities. Current 

arrangements emphasize stability, a silo-mentality, and an inward focused 

bureaucracy, separation between the public and private sectors, and the isolation 

of technology from mainstream public policy.3 

Therefore, an important aspect of e-governance deals with the enhancement of 

inter-departmental communication, enhanced coordination and reconciliation of 

departmental objectives and policies with overall national vision and goals. Not 

only does e-governance deal with improving the productivity of activities within 

public sector agencies, but also focuses on the development of a framework based 

on the achievement of overall delivery of outcomes for citizens. 

Thus, in this context the overall strategic role of e-governance can broadly divided 

into: 

 External Strategic Objectives: These relate to the provision of public’s needs 

and expectations on the front-office side and concentrate on the 

simplification of interaction with various online services and platforms. The 

goal here is to use ICTs in facilitating transparent, accountable, efficient, 

speedy and effective contact with the public, business and other agencies. 

 Internal Strategic Objectives: The aim here is to inculcate efficiency, 

productivity and liability in government operations and administrative 

activities. This can lead to significant cost savings as a result of streamlining 

processes and by plugging in leaks. 

On the basis of the main target group, e-governance concepts are distinguished as 

 

Figure 1 Interaction between main groups in e-governance 

External:  

 G2C: Government to Citizen 

 G2B: Government to Business 

                                                           
3
 Hanna, N. K., & Qiang, C. Z. National E-Government Institutions: Functions, Models, and Trends 
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Internal: 

 G2G: Government to Government 

In conclusion, the impetus for e-governance rests in the zeal to provide efficient 

governance that is cheaper (provides the same outputs at lower cost), does more 

(producing more outputs at the same cost) and quicker (provides the same outputs 

at the same cost but in less time). It rest in the zeal to provide more effective 

governance i.e. the provision of better quality services at the same cost and the 

creation of new services through innovation in governance.4 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                           
4
 Heeks, R (2001). Understanding e-governance for Development. i-Government Working Paper Series 
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1.2 E-governance models 

On the basis of depth of interaction and engagement, the evolution of the “front 

office” in e-governance projects has been categorized into different models. The 

term “front office” refers to the government as constituents see it. Thus, these 

models are based on the nature of information and services provided and the 

intensity of interaction between government, citizens and business. While there is 

no general agreement on the definition of the stages of online service delivery, the 

advancement from Information to Transaction roles is more broadly accepted. 

The phases are defined as: 

1. Information Phase: Government establishes its presence on the internet and 

in order to present information regarding its activities on the internet. It is 

not transactional in nature and reduces the workload of street-level 

bureaucrats. This stage simply involves the digitization of available 

information and publishing it online, thereby requiring the minimum level 

of investment or process re-engineering. 

Phase G2C G2B G2G 

Information News, Government 
Glossary, Petitions, 
Laws, rules and 
regulations 
Local, Departmental 
and National 
Information 
Contact details of key 
public personnel, 
addresses, hours of 
work etc. 

Business 
information 
 Laws, rules and 
regulations 
Addresses, contact 
details etc. 

Knowledge base 
through static 
intranet 
Knowledge 
transmission and 
management 
through LAN 

 

The presence of information online makes it more accessible to the public. 

As citizens become more aware of processes and protocols involved in the 

provision of services, a greater sense of democracy and accountability is 

inculcated in public service. 

2. Interaction Phase: The interface between stakeholders and the government 

is facilitated and stimulated through the use of various applications. People 

can use e-mail for contact as well as search engines for information. Users 

are able to access the organization’s database and interact with the data. 
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Phase G2C G2B G2G 
Interaction Download and 

submission of forms 
on websites 
Online assistance 
with forms 
Polls and 
questionnaires 
Personalized web 
pages and 
notifications 
Newsletters 
Discussion Groups 

Download and 
submission of 
forms online 
Online assistance 
with forms  
Intake processes 
for permits 
 

Inter and intra-
departmental 
communication 
through e-mail 
Dynamic 
interactive 
databases 
Complaint handling 
tools 

This stage involves a greater investment of planning and resources in 

determining the requirements of citizens and the way they use information. 

Rules and regulations need to be formulated on the nature of data that may 

be made available online. The abilities and tools available to the target 

audience must also be taken into account to facilitate their search and tailor 

information searches. The use of communication technologies help 

smoothen internal government processes. 

At this stage, greater efficiency is achieved because the intake process is 

largely digitized. However, the final leg of the transaction (such as 

submission of forms or fees, signing papers etc.) must still be completed 

physically.  
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Figure 2 Source: OECD 

 

3. Transaction Phase: Online services are developed to the point where secure 

data may be entered online allowing consumers to engage in electronic 

transactions. There is a two way interaction between citizens and the 

government. Activities under this phase empower citizens to deal with the 

government any time, saving paperwork, reducing the inconvenience of 

travelling to the office and time spent waiting. 

. 

Phase G2C G2B G2G 
Transaction License 

applications/renewals 
Vehicle registration 
Personalized accounts 
for payment of taxes, 
fines etc. 
Payment of utility bills 
Registering and voting 

License 
applications and 
renewals via 
websites 
Payment of taxes 
Procurement 

Inter-
governmental 
transactions 
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online 
This stage requires real time response on the part of government towards 

the needs and requirements of citizens and businesses. Public sector 

departments need to rethink online service standards, security and privacy 

protection, back-office processes and relations among agencies to ensure 

smooth delivery of services. 

The exact definition and focus of the final stage differs across literature. Some 

authors concentrate on the data sharing aspect of e-governance. They envisage 

seamless access of data between different government organizations as approved 

by law and/or user consent. Whereas data sharing among agencies is limited in 

most countries due to privacy protection legislation and other legal barriers, it also 

holds scope for significant savings in public administration and reduction in the 

burden of reporting information for citizens and businesses. Such a level of e-

governance requires transparency in the activities of data collection agencies to 

ensure accuracy and quality of data and confidence in data protection authorities 

for the protection of citizens’ rights. 

Other authors emphasize on the transformation aspect of the final stage of e-

governance where complete integration of databases and information systems 

would allow for personalized single counter provision of all government services 

for both businesses and citizens. 

1.3 History of E-governance in India 

The National Informatics Centre (NIC) was established in 1976 and is a part of the 

Indian Ministry of Communication Technology’s Department of Electronics and 

Information Technology and is headquartered in New Delhi. It was created when e-

governance was still a relatively nascent concept with a long term objective to 

“establish the feasibility of a system for the provision of detailed information to 

government ministries and agencies to assist them in making decisions relating to 

a country’s economic and social development.” 

The seeds of modern e-governance in India were planted in the form of numerous 

bottom-up projects at the district levels that began at the turn of the century. 

These were initiated by enthusiastic social entrepreneurs and district level officials 

seeking to provide a single window access point to government services in remote 

areas. Efforts were made to set up a front-end in many villages serviced by a back-

end in the district collector headquarters. The goal was to induce pressure from 

the community front-end for digitization of back-end departmental services. The 

development of these in turn, largely depended on the personal initiatives and 

energy of the local district collector, often aided by support from the National 

Informatics Centre (NIC). These projects were often based on the principle of re-
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intermediation i.e. a human link between rural citizens who may be incapable of 

harnessing the potential of ICTs and the electronically enabled delivery of services 

from the government end. 

Some of the most prominent programs during the period included the Gyandoot 

project in Dhar district, Rural e-Seva in west Godavari district of Andhra Pradesh 

and the two community led initiatives, N-logue and Drishti. While most of these 

programs faced immense challenges in scaling up and had to close down, they 

created a lasting impression regarding the role of ICTs in bringing efficient, 

effective, transparent and accountable public service delivery and governance to 

the people. These initiatives would develop the context for the establishment of the 

Common Service Centres, the flagship project under the National E-Governance 

Plan (NeGP) which was approved by the Government of India in 2006. 

The period also saw digitization and automation projects undertaken 

independently by various departments. Digitization of records of land ownership 

and transactions was a key development of prime importance for rural India. 

Computerization of government treasuries, accounts and financial transactions 

produced a considerable impact on the functioning of the government. Attempts 

were also made to computerize work flow in various government offices. End to 

end digitization during this period often required significant change in government 

rules and protocols and provided the earliest instances of full scale e-governance 

process re-engineering. However, many of such initiatives could not be sustained 

due to the inherent conflict between formal and informal ways of bureaucratic 

functioning. 5 

Thus, there was an urgent need for a legislative push for setting up an e-

governance framework with appropriate process and behavioural changes, 

infrastructural set-up and with clearly outlined objectives and long term strategic 

vision to serve as a guide for implementing e-governance at the national level. 

                                                           
5
 Singh, P.J. (2012) E-Governance in India: Existing Context and Possible Scope for UNDP Programing 

over 2013-18 
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Figure 3 Timeline of major events 

 

 

1.4 National e-Governance Plan (NeGP) 

The inauguration of the National e-Governance Plan in May 2006 set the stage for 

the next major phase of e-governance in India. It was formulated by the 

Department of Electronics and Information Technology (DEITY) and Department 

of Administrative Reforms and Public Grievances (DARPG).  

The vision statement of the NeGP outlines the priorities of the government in 

fostering good governance: 

“Make all public services available to the common man in his locality, through 

common service delivery outlets and ensure efficiency, transparency and reliability of 

such services at affordable costs to realize the basic needs of the common man.” 

The thrust areas identified in this respect under the NeGP are as follows: 

 Accessibility: The goal here is to ensure outreach to the rural population and 

those sections of society that may face additional challenges in access to 

government due to geographical isolation, inadequate awareness, 

infrastructure issues etc. Towards this end, the NeGP envisages the creation 

of a State Wide Area Network (SWAN) to connect all the government offices 

up to the block level and Common Services Centers (CSCs) for providing e-

governance access facilities to citizens in rural areas. 

Creation of 
National 
Informatics 
Commission 
(1976) 

Information 
Technology Act 
(2000) 

Creation of 
National Institute 
of Smart 
Governance 
(NISG) (2002) 

Formulation of 
National e-
Governance 
Program (2006) 

Electronic  
Services Delivery 
Bill (2011-) 
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 Common Service Delivery Outlets: The objective here is to minimize the time 

consumed and costs incurred to access the services of government 

departments or its local offices, especially those incurred by citizens living 

in remote rural areas. To accomplish this, the NeGP aims to set up a 

computer and internet enabled Services Centre for every six villages so that 

villagers can avail of online Integrated Service Delivery on a ‘Anytime, 

Anywhere’ basis. The location of these centres is being strategically planned 

to maximize access.   

 

 Adopting e-governance for improving governance: The aim is to utilize ICTs 

to allow the government to reach citizens in order to facilitate more 

responsive governance. This will also allow the government to continuously 

monitor the progress of different programs and schemes, thereby 

improving accountability and transparency in governance. 

 

 Improve the quality of life of citizens: e-governance would help expand 

access to citizen centric service delivery at a nominal cost, thereby 

improving turnaround times and providing convenience to citizens in 

demanding and availing services and benefits entitled to them.  

In order to achieve the aforementioned goals, an implementation strategy was laid 

out that took into consideration the broad range of aspects involved including the 

infrastructural requirements, governance reforms, need for divestment of power 

and executive authority to local bodies and the role of partnerships with the 

private sector in attaining the national e-governance agenda: 

 Common Support Infrastructure: The implementation would include the 

creation of common and support IT infrastructure for e-governance 

projects. This would include: 

  

o State Wide Area Networks connect all State/UT Headquarters up to 

Block level via District/sub-Divisional Headquarters, in a vertical 

hierarchical structure with a minimum bandwidth of 2Mbps per link. 

SWAN is envisaged as the backbone for data, voice and video 

communications through a state or union territory. A total outlay of 

Rs. 3334 crores was to be expended by the Department of 

Electronics and Information Technology under Grant-in-aid of Rs. 

2005 crores, over a period of 5 years. 

 

o State Data Centres are the focal point for the consolidation of 

services, applications and infrastructure to provide efficient delivery 
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of G2G, G2C and G2B services. SDCs connected to the SWAN and CSCs 

would help form a common delivery platform and provide key 

functionalities such as Central Repository of the State, Secure Data 

Storage, Online Delivery of Services, Common Services/Information 

portal etc. The SDC scheme was approved by the government with 

an initial outlay of Rs. 1623.20 crores over a period of 5 years. 

 

o Common Services Centres would provide high quality and cost-

effective video, voice, data and content in the areas of education, 

agriculture, e-governance, health, entertainment and other private 

services. The aim is to bring web enabled e-governance services to 

rural areas and allow easy access to forms, certificates, utility 

payments etc. and a wide and rich variety of content and services. 

 

o Electronic Service Delivery Gateway which is a standard based 

messaging middleware for e-governance services. It also enables 

transaction logging and time stamping for tracking of transactions 

and centralized control. Departments that have not achieved 

complete work flow automation at the back can still deliver e-service 

to the citizens in a limited manner through the gateway. It can also 

help protect legacy investments in hardware and software by easily 

integrating them with other technology platforms and software 

implementations.6 

 

 Governance: The success of e-governance initiatives is contingent on 

continuous monitoring, appraisal and coordination under the competent 

authorities. This involves defining guidelines and standards, provision of 

technical support, capacity building and infrastructure investment, R&D etc. 

The key organizations involved in this role include DEITY, NIC, STQC, CDAC, 

NISG etc. 

 

 Centralized Initiative, Decentralized Governance: The implementation of e-

governance is being accomplished through a centralized effort in order to 

encourage citizen-centric orientation, avail maximum use of ICT 

infrastructure and ensure interoperability between different e-Governance 

applications. At the same time, the implementation process has been 

decentralized to better allow for local experiences, challenges and expertise 

to shape the exact execution process of overall goals. The aim here is also to 

                                                           
6
 Wikipedia 
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identify successful projects and customize or scale them up as deemed 

necessary. 

 

 Public Private Partnerships: The PPP model is to be used to expand the 

resource pool wherever feasible without compromising on security aspects. 

 

 Integrative Elements: Unique ID codes for citizens, businesses and 

properties are to be adopted in order to facilitate integration. 

 

 Programme approach at the National and State levels: Various Union 

Ministries/Departments and State Governments are involved in the 

implementation of the NeGP. A well defined management structure with 

clearly defined roles and responsibilities for each agency involved has been 

laid in place in order to ensure aggregation and integration at the national 

level.  

 

 Facilitator role of DEITY: The Department of Electronics and Information 

Technology is the facilitator for implementation or NeGP by different 

Ministries and State Governments. It is responsible for the provision of 

technical assistance the implementation of pilot, infrastructure, technical 

and special projects. The Department of Administrative Reforms and Public 

Grievances (DARPG) is to play a key role Government Process Re-

engineering and Change Management. Funds are allocated by the Ministry 

of Finance and Planning Commission through appropriate budgetary and 

non-budgetary  

 

 Ownership of Ministries: Various Mission Mode Projects are owned and 

spearheaded by the respective line Ministries. Existing MMPs are to be 

suitably enhanced to align them with the objectives of NeGP. Major projects 

are to take advantage of e-governance tools and automation techniques 

from the inception stage. State governments have also been allowed to 

identify additional state-specific projects that would be relevant for the 

economic development of the state.  

 

1.4.1 Mission Mode Projects under NeGP 

NeGP consisted of 27 Mission Mode Projects (now expanded to 31) which are 

further classified as central, state or integrated projects. A mission mode project 

refers to an individual program/project within the NeGP framework that focuses 

on some particular aspect of e-governance such as banking, taxation, education etc. 
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10 Central Mission Mode Projects were initiated covering a total of 84 service 

categories. 

Central MMPs Targets Line 
Ministry/Departmen

t 

No. of 
service 

categorie
s 

Banking One India One Account 
for all  Public Sector 

Banks, Electronic Mass 
Payment System 

Department of 
Banking 

3 

Insurance Online issuance of 
policies over the web, 
Automated grievance 

reporting and 
redressal, 

Holistic database of 
insurance subscribers 

Department of 
Banking 

6 

Income Tax Online submission of 
taxes, 

Taxpayer grievance 
redressal, 
Taxpayer 

correspondence, 
Allocation of PAN 

Ministry of 
Finance/Central Board 

of Direct Taxes 

18 

Central Excise 
(Custom & 

Service Tax) 

Electronic filing and of 
returns, 

Online submission of 
duties and applications 

for 
approvals/permissions

, 
Network 20000 users 

in 245 cities using 
wide area network 

Department of 
Revenue/Central 

Board of Excise and 
Customs 

16 

MCA 21 Online form filling, 
e-Payment of charges 
and statutory returns, 
Company registration 

services 

Ministry of Corporate 
Affairs 

8 

Pensions Grievance handling, 
Pension settlement 

tracking 

Department of 
Pensions & Pensioners 
Welfare/Department 

of Expenditure 

2 

Passports Application for fresh 
passport 

 

Ministry of External 
Affairs/ Ministry of 

Home Affairs 

17 
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Immigration/VIS
A 

Efficient and effective 
handling of 

immigration 
formalities for all 

incoming international 
flights 

 

 9 

e-office (Pilot) All-India Government 
Office functions 

Department of 
Administrative 

Reforms & Public 
Grievances 

4 

National ID/UID Unique ID for 
identification and 
authentication of 

person’s entitlement to 
government benefits 

and services 

Ministry of Home 
Affairs/Registrar 
General of India 

1 

Posts    

 

14 State Mission Mode Projects covering over 134 service categories were planned 

under the NeGP: 

State MMPs Targets Line 
Ministry/Department 

No. of service 
categories 

Land 
Records/National 

Land Records 
Modernization 

Program 
 

Comprehensive 
modernization of land 

records 

Ministry of Rural 
Development 

16 

Agriculture 
 

Enhancement of 
AGRISNET project 
(providing farmers 

access to prices, 
information on 

government schemes, 
soil quality analysis, 

technological 
developments etc.) 

Department of 
Agriculture & 
Cooperation 

12 

Road Transport Vehicle registration, 
Driving licenses 

Ministry of Road 
Transport & Highways 

18 

Commercial 
Taxes 

Online registration, 
e-Filing of returns, 

Electronic clearance of 
refunds, 

Online payment of taxes, 

Ministry of Finance 16 
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Online dealer 
verification 

e-District Back-end 
computerization to 
enable high volume 

delivery of G2C services 
through CSCs 

Department of 
Information Technology 

10 

Employment 
Exchange 

Modernization and 
upgrade of employment 
exchange, Collection and 

dissemination of 
information on 

employment and 
training 

Ministry of Labor & 
Employment 

6 

Municipalities Issue of birth/death 
certificates, 

Payment of utility bills, 
Grievances & 
suggestions, 

Waste management 
services 

Ministry of Urban 
Employment & Poverty 

Alleviation 

8 

Gram Panchayats Services for citizens and 
functionaries, 

Issue of trade licenses 
and NoCs, 

House related services,  
Certificates of birth, 
death, income and 

solvency etc. 

Ministry of Panchayati 
Raj 

12 

Police Creation and sharing of 
crimes and criminal 

database, 
Personnel management, 

Inventory control 

Ministry of Home 
Affairs 

23 

Treasuries Payment of salaries to 
government employees, 
Account reconciliation 

Ministry of Finance 13 

Health    

Education    

PDS    
 

Apart from the Central & State MMPs, 7 integrated MMPs have also been initated. 

Integrated MMPs Targets Line 
Ministry/Department 

No. of service 
categories 

India Portal One India One Account for Department of 1 
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all  Public Sector Banks, 
Electronic Mass Payment 

System 

Information 
Technology/Depart

ment of 
Administrative 

Reforms and Public 
Grievances 

National e-
governance 

Services Delivery 
Gateway (NSDG) 

Online issuance of policies 
over the web, 

Automated grievance 
reporting and redressal, 

Holistic database of 
insurance subscribers 

Department of 
Information 
Technology 

6 

Common Services 
Center (CSC) 

 

Online submission of taxes, 
Taxpayer grievance 

redressal, 
Taxpayer correspondence, 

Allocation of PAN 

Department of 
Information 
Technology 

- 

e-Courts Implementation of ICT in 
Indian judiciary, Creation of 
automated decision making 
and decision support system 
in courts across the country 

Department of 
Justice/Ministry of 

Home Affairs  

4 

Electronic Data 
Interchange 

Online form filling, 
e-Payment of charges and 

statutory returns, 
Company registration 

services 

Ministry of 
Commerce & 

Industry/Departme
nt of Commerce 

4 

e-Biz Single window services, 
Issues related to approvals 

and permissions, 
Standardization of required 
information, Reduction in 
points of contact between 

businesses and government 
agencies. 

 

Department of 
Industrial Policy & 
Promotion/Depart

ment of Information 
Technology 

29 

e-Procurement Electronic procurement 
portal for stakeholders, 

IT enabled exchange linking 
government agencies and 

vendors 

Ministry of 
Commerce & 

Industry 

 

 

1.4.2 National e-Governance Division 

The Department of Electronics & Information Technology has formed the National 

e-Governance Division (NEGD) as an autonomous division within Media Lab Asia 
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(MLAsia), a not-for-profit Research & Development organization set up by the 

Government of India.  

The NEGD assists DEITY in Programme Management of NeGP and is involved in the 

undertaking of the following tasks and responsibilities: 

 Facilitating implementation of NeGP by Ministries & State Governments 

 Provision of technical assistance to Central Ministries and State Line 

Departments 

 Serving as a secretariat to Apex Committee 

 Technical appraisal of NeGP projects to examine issues of overall 

technology architecture, framework, standards, security policy, service 

delivery mechanism, sharing of common infrastructure etc. 

 Development of human resources and undertaking training and awareness 

program 

 Ensure effective implementation of Capacity Building Scheme by working 

with State e-Governance Mission Teams (SeMTs) across states and union 

territories and ensuring adequate manpower provision. 

 

1.4.3 Institutional Framework 

A well defined institutional framework is essential to ensure consistency in broad 

policy vision and common implementation standards across the numerous and 

diverse projects being implemented under the NeGP. Towards this end, 

empowered institutional arrangements have been formulated to oversee, drive 

and manage implementation of e-governance strategy. These bodies are 

responsible for formulating policies, taking decisions and guiding overall project 

development. They are able to observe and take stock of the overall macro picture 

and assist and direct field-level implementation teams. The governance structures 

for e-Governance projects constitute Apex Committees, High Powered Committees, 

and Project Standing Committees etc., staffed by senior level officials and expected 

to devote quality time to project guidance.7  

 

                                                           
7
11

th
 ARC Report, Chapter-7  
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Figure 4 Programme Management (National level) 

The key bodies involved in the governance structure are: 

I. Prime Minister’s Office: The PMO provides overall leadership to the NeGP, 

prescribing objectives and milestones while also conducting periodic 

evaluation of the implementation progress. 

II. National e-Governance Advisory Group: The advisory group is chaired by the 

Union Minister for Communication & Information Technology. It takes 

feedback from different stakeholders and plays an advisory role to the 

government on policies and strategies required to accelerate the pace of 

introduction of e-governance across Union & State Government 

Departments. 

III. Apex Committee (NeGP): The committee functions under the chairmanship 

of the Cabinet Secretary. Apart from directing policies and strategy for 

implementation, the Apex Committee is involved in resolving inter-

ministerial issues; moderates process re-engineering and service levels of 

each Mission Mode Project. 

IV. Planning Commission & Ministry of Finance: Funding for various programs 

under NeGP is allocated through Plan and Non-plan budgetary provisions. 

V. Line Ministries/Departments: They are responsible for individual Mission 

Mode Projects. They conceptualize objectives, consult with stakeholders 

and prepare comprehensive Project Documents. This includes identification 
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of services to be digitized, the requisite quality levels for those services and 

execution of various components of the projects. 

VI. State Governments/Union Territory Administrations: They are responsible 

for implementation of State Mission Mode Projects. They coordinate and 

work with respective Line Ministries where central assistance is required. 

State Level Apex Committees headed by a Chief Secretary are constituted for 

implementation of projects. 

 

 

Figure 5 Institutional Framework (State level) 

VII. Department of Information Technology (DIT) and National Informatics 

Centre (NIC): DIT serves as a secretariat to the Apex Committee and assists 

in the management of NeGP projects. Apart from assisting the NeGP 

Advisory Group and PMO, it facilitates implementation of NeGP projects by 

Ministries and State Departments. It conducts technical appraisals of  all 

NeGP projects and provides suitable templates to individual departments 

for the preparation of project documents (such as detailed project reports). 

It also helps provide technical assistance to Ministries and State 

departments through the NIC or in collaboration with external professional 

Consultants. 

VIII. Department of Administrative Reforms & Public Grievances (DAR&PG): The 

successful implementation of e-governance involves not only the 

installation and use of technology, but also complementary process re-
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engineering to enhance productivity and make maximum use of the 

opportunities accorded by ICTs. Business Process Re-engineering (BPR) is 

defined as the fundamental rethinking and redesign of process to achieve 

dramatic improvements in critical, contemporary measures of performance, 

such as cost, quality, service and speed. The DAR&PG is responsible for 

government process re-engineering and change management which is 

desirable across all government departments. However, respective Line 

Ministries and Implementing Agencies are also responsible for process re-

engineering and change management, Human Resource development and 

promotion of training and awareness. 

 

 

Figure 6 Institutional Framework (National level) 

  

1.5 Electronic Services Delivery Bill 

The Electronic Services Delivery (ESD) Bill was introduced in the Lok Sabha on 

December 27, 2011 by the UPA government. The genesis of the bill can be traced 

back to the recommendations made by the 2nd Administrative Reforms 

Commission in its 11th report. While the NeGP made great strides in the direction 

of greater e-governance adoption across all levels of the government, the pace of 

implementation was felt lacking in public perception. A need was felt to hasten the 

pace of enabling electronic delivery of services to citizens. 
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To accomplish this objective, the ARC recommended a legal framework outlining a 

clear roadmap with well-defined milestones to be achieved by 2020, taking into 

account the magnitude of tasks to be completed and the levels of coordination 

required between Central & State agencies.  

The ESD was designed to address this need and comprehensively tackle challenges 

encountered during the implementation of the NeGP such as systemic inertia, 

resistance to change, lack of transparency and legal impediments to electronic 

delivery of services etc. The proposed legislation would mandate the provisioning 

of all public services compulsorily through electronic means within a fixed frame 

of time. 

Salient features of the bill: 

 The EDS Act mandates all Central and State Government departments to 

switch to electronic delivery of public services within a period of 5 years 

from enactment, with provisions for extension of deadlines up to 3 years. 

 Within 180 days of enactment of the act, every department of the Central 

and State Government would have to provide a list of public services 

identified for delivery through electronic mode. There are two exceptions to 

this requirement: 

o Services that cannot be delivered electronically. 

o Services that public authorities, in consultation with the respective 

Electronic Service Delivery Commissions, decide not to deliver 

electronically. 

 Departments are required to furnish detailed plans on the manner 

electronic services will be made deliverable. 

 Each ministry will assess its readiness and accordingly fix a timeline for 

mandatory electronic service delivery. However, no department will exceed 

the cut-off date fixed for the country. 

 The Bill outlines the creation of Central and State Electronic Service 

Delivery Commissions which will be responsible for monitoring compliance 

of government departments and for hearing representations. 

o Central Commission: The Central Commission will be based in Delhi, 

with offices established in the rest of India, with the approval of the 

Central Government. It will consist of a Central Chief Commissioner 

and up to two central commissioners. The commissioners may not 

be appointed from amongst the members of Parliament, legislature 

or office-holders from any political party and must have no less than 

25 years of professional experience in IT, management, public 

administration or governance. Furthermore, the tenure of the central 

chief commissioner is restricted to 5 years.  
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o State Commission: The State Commission should consist of a state 

chief commissioner and up to two state commissioners who must 

also have at least 25 years of professional experience in IT, 

management, public administration or governance. The state 

commissioners may also not be appointed from amongst members of 

Parliament, legislatures or office-holders in political parties. 

 The Central & State Electronic Service Delivery Commissions are to be 

responsible for ensuring the delivery of services in the agreed upon time 

frame, and monitor the manner of delivery and quality of service. It is also 

responsible for periodic assessments of progress made by the central and 

state governments for delivering e-services, recommendations for 

simplification and restructuring of processes and forms, and monitoring the 

effectiveness of the feedback and grievance redressal mechanisms. 

 Every authority is required to notify a grievance redressal mechanism to 

address complaints related to (a) non delivery of services in electronic 

form; or (b) deficiency in the electronic services provided. In the first case, 

dissatisfaction with resolution may be taken up before the respective 

Commission. 

 The state and central commissions are required to generate and report 

annual reports detailing the progress made on implementation of 

provisions of the act during the previous financial year. Proper records are 

to be maintained so as to track and study usage statistics. These include 

number of electronic service requests received, number of requests 

fulfilled, number of electronic service requests  in response to service 

provided in accordance with the applicable quality of service and 

prescribed details, and the number of grievances filed etc. 

 Given the widespread lack of access to electronic modes as well as the 

capability to harness them, provisions have been made to ensure assisted 

access to citizens. 

 The provisions of the Act will be applicable to all territories of the Union of 

India except for the state of Jammu & Kashmir. 

 Punitive measures to enforce compliance with objectives and deadlines. 

Officials may be fined up to Rs. 5000 for failure to adhere to norms, or even 

up to R. 20000 in case of persistent default. 

The Bill went through an extensive consultation process with stakeholders at all 

levels including Central Government Departments, State Governments, industrial 

associations, academia and civil society. The draft was approved by the Ministry of 

Law & Justice. A Standing Committee on Information Technology was constituted 

in the 15th Lok Sabha to analyze the bill further and suggest improvements.   
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Apart from the direct benefits of faster and efficient delivery of services to 

beneficiaries, the bill would facilitate minimization of human interface and direct 

interaction between citizens and government agents thereby curtailing the 

exercise of discretionary powers of officials and reducing the scope for retail 

corruption.  

Extensive digitization and record keeping would also allow for extensive analytic 

work on collected data to allow for superior policy and program design. 
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1.6 Goals & Objective 

The objective of the project is to assess the broad facets of the growth of e-

governance in India. Towards this end, an attempt will be made to cover aspects of 

demand and supply.  

Some of the issues to be explored include: 

 Evaluation of the progress of NeGP and identification of key learning and 

impediments in the overall implementation of various Mission Mode 

Projects. 

 Critical assessment of the Electronic Services Delivery Bill. 

 Identification and appraisal of State level initiatives and legislation for e-

governance.  

 Aspects of digital data preservation and challenges faced. 

 Learning from success of e-commerce initiatives in India. 

 Analysis of international benchmarks for indexing growth and penetration 

of e-governance, tracking India’s progress on these indices and explain 

India’s growth or lack thereof. 

  Tracking the depth of usage of web based e-governance facilities among 

users i.e. to check if users are information based or transaction based. 

 To evaluate the functioning of Citizen Service Bureaus instituted by the 

Municipal Corporation of Delhi as an e-governance portal. 

 Studying international experiences in e-governance and identifying 

initiative suitable for import in the Indian scenario. 

Given the vast and diverse literature on the subject and rich international 

experience, the intern hopes to conduct an extensive review of papers, documents 

and reports, discover online survey frameworks suitable for small scale replication 

and acquire actionable empirical data viable for robust statistical analysis.  

 

 

Disclaimer: This report is an outcome of a student project and the content of this report represents the views of its author. 

Neither the report nor any of its parts represent the views of  Rakshak Foundation and/or any of its affiliates and officials in 

any capacity whatsoever. The figures and facts used in the report are only suggestive and cannot be used to initiate any legal 

proceedings against any person or organization. However, the author shall be extremely grateful to acknowledge any 

inaccuracies in the report brought to author’s notice. Please email your suggestions/concerns to:  hr@rakshakfoundation.org] 
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2.  Methodology Proposed 

To study the plethora of subjects of interest identified in the project goals and 

objectives, the following methodology and sources have been identified: 

1. Review of existing literature:  

a. Online papers on e-governance 

b. Online papers reviewing and appraising NeGP 

c. 11th Report on Promoting e-Governance released by 2nd 

Administrative Reforms Commission 

d. Reports by Parliamentary Standing Committee on Information 

Technology. 

e. Case studies on e-governance platforms. 

f. Recommendations of UNDP for project development 2013-17 

g. Reports on e-readiness released by The Economist Intelligence Unit. 

2. Surveys 

a. An online survey will be designed based on the one conducted by 

PEW Internet & American Life Project, redesigned for an urban 

Indian sample population. The survey will seek to assess the level of 

usage of e-governance services amongst citizens and track the 

penetration of information-based and transaction-based services. 

3. Field Visits 

a. The intern will conduct field visits to Citizen Service Bureaus 

instituted by the MCD and assess their role as re-intermediation 

centres for single point delivery of all municipal services to citizens 

electronically.  

4.  RTIs 

a. The intern has filed an RTI to discover usage statistics for the MCD 

website (mcdonline.gov.in), number of applications submitted online 

and annual usage statistics and financial statements for Citizen 

Service Bureaus. 

It is hoped that the aforementioned sources will yield sufficient material for study 

and data for analysis. 
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3. Critical analysis of Electronic Services Delivery Bill 

While the Electronic Services Delivery Bill is ambitious in its scope, there are 

several key areas of concern that must be addressed in order to make it an 

effective legislation.  

 The bill mandates that all services must be provided only electronically. 

However successful e-governance experience in foreign countries has 

shown that a multi-mode form of delivery harnessing telephone, mobile and 

postal channels in addition to digital channels has proved most successful. 

Digitization must be undertaken to enhance ease of accessibility and usage 

to end users rather than for the sake of digitization itself. Consequently, 

other manual channels may also need to be maintained for use in 

emergencies or wherever digital provision is prohibitive. 

 The bill is silent on simultaneous service provision through manual and 

electronic mode except during emergencies. 

 International experience provides examples of complementary legislation 

to facilitate increased digital usage and improve trust in electronic 

transactions: 

o E-Government Act (2002) of the United States of America: Aims to 

enhance access to government based information and services 

through internet based information technology. A key feature of this 

legislation is the establishment of Information Officers in each 

department and establishment of an Office of Management and 

Budget to help fund and facilitate departmental digitization efforts. 

o Electronic Communications Act (2000) of the United Kingdom: It 

makes provisions for greater usage of electronic communications 

and electronic data storage.  

o E-Government Act of Austria: Promotes legally relevant electronic 

communication with an emphasis on the principle of freedom of 

choice between different means of communication with regard to 

services and contact with public bodies. 

o Framework Act on Electronic Commerce (1999) and Digital 

Signatures Act (1999) of the Republic of South Korea: The former 

provides for general and policy measures to promote the adoption of 

e-commerce. Greater electronic usage in society as a whole in other 

aspects of everyday life directly contributes in preparing and 

inculcating skills and mind-set amongst the populace for increased 

adoption of digitized services and may also foster the growth of 

novel re-intermediation modes of delivery. The latter act focuses on 

achieving security and reliability of digital documents and has clear-

cut provisions regarding digital signature technologies and the 
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designation and management of the accredited certification 

authorities. 

 While digitization on the supply side may be accomplished, it is important 

to note that even after several years of the rollout of the National e-

Governance Plan, the uptake of digital services in most states remains poor. 

The level of data transactions in the north-eastern states, Jammu and 

Kashmir, Orissa and Jharkhand has been exceptionally poor. The following 

table shows the level of e-transactions per 1000 population in the ten most 

populous states of India. 

  

State 

Population  E-transactions per 1000 

population  

Uttar Pradesh 199581477 515.9339261 

Maharashtra 112372972 1840.256757 

Bihar 103804637 87.11735103 

West Bengal 91347736 162.9197466 

Madhya Pradesh 72597565 5379.364211 

Tamil Nadu 72138958 983.1018768 

Rajasthan 68621012 1173.14067 

Karnataka 61130704 663.6931745 

Gujarat 60383628 6996.402286 

Andhra Pradesh 49471555 8706.52861 

 

 



    
 

  
 
Copyright © 2014 Rakshak Foundation. All Rights Reserved.                        Page | 33  
  
 

 

 

The graph goes to show the high degree of variance amongst uptake of e-

governance services across the country. Failure to take this fact into consideration 

and indiscriminate digitization could lead to adverse socio-economic consequences 

and exacerbate the inequality in access to government services. 

 The broadband penetration in India continues to be poor. India is amongst 

the worst performing countries in terms of broadband connectivity and 

speeds amongst fast-growing developing nations. There are only 15.19 

million broadband connections in the country i.e. a penetration rate of only 

1.62%. There are an estimated 55.2 million broadband internet users in a 

country with a population of 1.24 billion. This presents a cause for concern 

because the present bill aims for rapid digitization in a country where the 

user base may not be ready for such a radical shift. 

 Whereas the bill would mandate achievement of electronic service delivery 

mode within a period of five years (with a possibility of extension by up to 3 

years after consultation with the Central Commission or State Commission), 

several North Eastern states such as Tripura and Arunachal Pradesh have 

raised concerns regarding their ability to accomplish set deadlines. The 

targeted timeline may be appropriate for more advanced states with strong 

ICT penetration and well developed infrastructure facilities, North Eastern 
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states faced with poor and unreliable infrastructure and difficult terrain 

would find it immensely difficult to adhere by the stipulated timelines. 

Therefore, it might be more appropriate to first address the issue of 

provision of fail-proof infrastructure and then pursue the bill. 

 It might be more appropriate to implement digitization programs for 

government services and information in a staggered fashion across states. 

This would enable the government to assess the feasibility of targeted 

objectives, develop experience and expertise and channel additional 

resources wherever deemed necessary in order to achieve stipulated goals. 

Such an approach would help generate a broader understanding of 

challenges and pitfalls and would allow successive states to navigate 

around these roadblocks during implementation. 

 There are significant problems related to awareness and training amongst 

government personnel, developing co-ordination between departments, use 

of third party software, unavailability of digitized data and storage 

infrastructure, IT manpower etc. Other major challenges would include lack 

or reliable power supplies and adequate funding. 

 Achievement of digitization would require true process transformation and 

reallocation of duties, roles, resources and functions. Furthermore, a further 

central scheme may be required for the funding of creation of back-end 

databases. 

 The creation of separate State Electronic Service Delivery Commissions may 

be unnecessary for several small states and Union Territories. Therefore, 

instead of creation of separate commissions (which may entail unnecessary 

costs to the exchequer) and therefore states may be allowed to choose from 

amongst existing autonomous regulatory bodies to take on this new 

responsibility, 

 The success of EDS is contingent on the success of NeGP in establishing 

adequate infrastructure, especially in rural and backward areas where 

electricity and broadband connectivity are poor and successful 

implementation of numerous crucial backend mission mode projects. 

 The overall computer literacy situation has not been assessed and there is a 

paucity of surveys to know about the literacy levels. Furthermore, computer 

literacy needs to be defined appropriately so as to gauge the readiness of 

the masses to take up newly designed digital service modes. According to 

some estimates, computer literacy in India is pegged as low as 6.5%.  

 The inadequacy of literacy levels needs to be taken into account while 

designing service delivery portals. Technology alternatives based on touch 

based systems using understandable icons as well as mobile gateways could 

be explored. Furthermore, training and awareness programs for users, 
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especially in rural areas, need to be conducted in conjunction with rollout of 

digital programs. 

 Under the NeGP, the establishment of 1 lakh Common Services Centers was 

envisaged. However, there have been numerous impediments in this 

process and the program has not been implemented well, consistently 

failing to meet target deadlines. Furthermore, the failure to implement 

backend MMPs often results in the set up of CSCs without any services to be 

provided. As a result, established centres do not have any G2C services to 

provide to consumers. The Centres consequently also suffer from revenue 

shortfalls and are unable to maintain financial viability. This problem is 

further compounded by the lack of connectivity of CSCs to State Wide Area 

Networks. Only about 72% of established CSCs have been connected. Non-

availability of reliable power is yet another problem affecting the effective 

functioning of CSCs. 

 

S. No State Total  CSCs Rolled out 
1 Andhra Pradesh 4687 3189 

2 Andaman and Nicobar Islands 45 10 

3 Arunachal Pradesh 200 200 

4 Assam 4375 3881 

5 Bihar 8463 6608 
6 Chandigarh 13 25 

7 Chhattisgarh 3385 2460 
8 Delhi 520 0 

9 Goa 160 29 

10 Gujarat  13685 13685 

11 Haryana 1159 0 

12 Himachal Pradesh 3366 2839 

13 Jammu and Kashmir 1109 723 

14 Jharkhand 4562 3784 

15 Kerala 2200 800 

16 Karnataka 5713 2235 

17 Lakshadweep 18 12 

18 Madhya Pradesh 9232 9270 

19 Maharashtra 10846 10518 

20 Manipur 399 399 

21 Meghalaya 225 225 



    
 

  
 
Copyright © 2014 Rakshak Foundation. All Rights Reserved.                        Page | 36  
  
 

22 Mizoram 136 136 

23 Nagaland 220 0 

24 Orissa 8558 5316 

25 Puducherry 66 65 

26 Punjab 2112 1627 

27 Rajasthan 6626 4224 

28 Sikkim 45 45 

29 Tamil Nadu 5440 2683 

30 Tripura 145 145 

31 Uttar Pradesh 18745 12828 

32 Uttarakhand 2804 2329 

33 West Bengal 6797 6121 

 Total 126056 96411 

 

 



    
 

  
 
Copyright © 2014 Rakshak Foundation. All Rights Reserved.                        Page | 37  
  
 

 

 Given the highly irregular supply of power in most parts of the country, 

ensuring constant and adequate power supply to service delivery outlets is 

of paramount importance. It may be advisable to focus digitization efforts 

on states which have adequate infrastructure to support digital delivery of 

information and services rather than mandating all states to undertake 

complete digitization regardless of preparedness or feasibility. 

 Once digitization is complete users will be able to access information and 

services at internet kiosks, cyber cafes, Common Service Centres, through 

mobile phones etc. This would give rise to re-intermediation modes where 

these outlets could assist in accessing public services at nominal costs. 

Therefore rules and regulations need to be put in place governing the 

charges levied and procedures and protocols to be followed to ensure 

security of citizens’ personal information. Some services could also be paid 

for by the government.  

  Under the present form of the bill, the Central Government would release 

funds to the Service Delivery Commissions, after due appropriation by law 

in the Parliament, through grants that it deems fit to be utilized for the 

purpose of the act. The state governments have highlighted their limited 

financial resources to undertake the stipulated initiatives. The experience of 

the NeGP has shown major impediments in the allocation and release of 

funds which in turn has led to significant delays in the implementation of 

major programs. Therefore, a separate fund, especially for the purposes of 

financing critical infrastructure building in states, may be required. A state-

by-state financial gap analysis must be conducted and appropriate sources 

of financing must be earmarked before the bill is passed into legislation. 

 The bill does not clearly specify ‘competent authorities’ in different 

departments who would be responsible for discharging the duties related to 

provisions of the Act. There is no clarification on whether digitization 

initiatives will be placed under the ambit of existing authorities or whether 

new roles would be created with well-defined objectives to oversee and 

undertake e-governance efforts.  

 Whereas the bill specifies penalties for responsible authorities for failing to 

provide access to services as per the provisions of the Act, given that a 

majority of IT services in the Government has been outsourced and a large 

proportion of such employees work on a contract basis, there are no 

provisions in the bill to assign liability to the private sector partners. 

Therefore, terms and conditions need to be clearly specified in contracts 

while outsourcing services to ensure compliance. Offenders must be 

criminally prosecuted in case of fraud. 
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 The National Informatics Commission issued guidelines in 2009 with 

explicit recommendations to ensure that all government websites are 

disabled-friendly. However, the compliance to these guidelines has been 

woefully inadequate. In a survey conducted in January 2013, only two of 

over 200 government websites were found to be compliant to regulations 

and deemed disabled friendly. Out of around 7000 government websites, 

even the few that claim accessibility do not meet international standards. 

Persons with disabilities can access web content by using various assistive 

technologies. However, this is possible only when the website conforms to 

Web Content Assistive Guidelines (WCAG). Although the bill uses the term 

‘assisted access’ with relation to provision of services, the term is not 

clearly defined and there are no special provisions to ensure access to those 

with disabilities.  

 There are provisions within the bill for removal of Commissioners on the 

ground of disability without providing for adequate accommodation. 

Therefore, the provision must be rephrased to state that Commissioners 

may be removed from office on grounds of disability if they are unable to 

fulfil the roles required in spite of provision of reasonable accommodation. 

The United Nations – Convention on the Rights of Persons with Disabilities 

(UNCRPD) clearly articulates the concept of reasonable accommodation and 

as a signatory; India is obliged to follow through with adequate provisions. 

 With digitization of services, adequate provisions for security and privacy 

must also be put in place. Most states have state-run and sometimes state-

owned data centres that are responsible for adhering to best practices for 

security of government data. Measures need to be put in place to prevent 

data tampering. There is immense scope for process re-engineering at the 

department end to put a robust and tamper-free system in place. 

Furthermore, frequent audits must be conducted periodically to certify and 

confirm that the services are tamper proof. These may be conducted by the 

Indian Computer Emergency Response Team (CERT-In), the nodal agency 

under the Ministry of Communications and Information Technology for 

dealing with cyber security threats like hacking and phishing.  

 The existing mechanisms for electronic service delivery must also be 

checked to ensure they are fool proof otherwise digitization of the same 

faulty system would simply result in an increase in errors and frauds. 

Robust and successful systems in states could be exported and replicated in 

other states. Process reengineering will also play a crucial role in ensuring 

security of data. The bill does not talk about the change in technology and 

steps required to ensure integrity of documents during technological 

upgrades and migration of data across platforms. 
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 The bill should incorporate requisite preventive measures and installation 

of disaster recovery mechanisms so as to sustain major disaster events and 

ensure minimal downtime. The National Data Centres at Pune, Hyderabad, 

Delhi and Bhubaneshwar could act as disaster recovery sites for 

implementation of disaster recovery and business continuity plans.  

 The bill is silent on the extremely vital issues of privacy and security, 

leaving the sensitive matter to the Centre/State governments and 

departments. Given the rapidly changing technological and dynamic nature 

of issues related to e-governance, rules on associated subjects must be 

framed at the ground level on the basis of perceived threats and 

requirements and altered rapidly to suit changing conditions. Thus, the 

delegation of the matter to the Centre/State departments seems 

appropriate. However, model rules could be developed to guide the 

stakeholders.  

 Measures must be undertaken for verification of genuineness of applicants. 

Currently, there are no robust methods to verify authenticity of recipients 

of services. Systems are not working under a common umbrella and the 

concept of connected government has not yet been brought to operation. 

This poses a precarious situation because states may be depended on each 

other for intermediary services like verification. The full implementation of 

UID may provide some recourse in this respect. Linking the UID with a 

central citizen database could make the identity fool proof.  

 In this respect, it must also be pointed out that currently different 

departments use different modes for user authentication. With digitization, 

it may prove useful to develop common standards and protocols of 

verification for ease of usage of both officials and citizens.  

 The Citizens Charter Bill promises grievance redressal pertaining to non-

delivery of goods and services. Thus there is a possibility of duplication of 

grievance redressal mechanisms as the state and central Electronic Service 

Delivery Commissions are already vested with this duty. 

 Preparatory activities need to be undertaken, either separately or through 

renewed efforts under the NeGP to prepare and educate people for 

receiving/using public services electronically and for creating awareness 

about the legal enablement of the EDS bill. To this effect, Information 

Education and Communication activities must be launched to enhance 

awareness regarding the provisions of the bill. Separate preparatory 

activities must also be undertaken for central and state authorities and legal 

establishment. 

 The Department of Information Technology could conduct skill 

development and training workshops for government employees in 
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consultation with the Ministry of Human Resource Development and 

develop an overall strategy.   

 All available means of awareness generation such as electronic and print 

media, seminars and workshops, distribution of pamphlets, awareness 

camps etc. should be tapped to educate the people about the benefits of 

electronic service delivery. Efforts could be channelled through the 

involvement of institutions of local self-government i.e. Gram Panchayats in 

rural areas and equivalent bodies in scheduled areas and urban areas by 

ensuring coordination amongst all the stakeholders. 
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4. Role of analytics in improving public policy 

Analytics refers to the discovery and communication of meaningful patterns in 

data. It is a multi-dimensional discipline that uses extensive mathematics and 

statistics as well as descriptive techniques and predictive models to extract 

valuable knowledge from data. The use of predictive analysis in government is 

currently uncommon, but the field provides immense scope for automation of 

decisions in government agencies.  

Predictive analysis is the area of statistical analysis dealing with extraction of 

information from data and its use to predict future trends and patterns. The crux of 

such analysis involves capturing relationships between explanatory variables and 

predicted variables from past outcomes, and exploiting it to predict future 

outcomes. Analytics is primarily backward looking.  

Public administration in advanced countries involves a rich interplay of 

information and incentive which guides the framing of public policy. In India, the 

importance of e-governance given the high population levels cannot be adequately 

underscored. And with the rampant prevalence of malfeasance and corruption, 

there is an even greater case for importing a culture of information based 

governance so as to pave the way for learning from mistakes and initiate corrective 

action. However, it must be noted that this approach must be built from ground up 

rather than direct import of successful systems from advanced countries as these 

systems require the full environment of information and incentives to function 

efficiently, and blindly replicating a successful model without taking local 

conditions into consideration is a recipe for bad decision making.  

4.1 Framework 

The construction of models is a data intensive process. The greater the amount of 

data available for modelling, and the more types of data that can be brought in, the 

more powerful the models will be. Good data collection and storage are paramount 

for the success of any custom modelling project. In India, we have a dearth of data 

storage facilities and protocols. Even when government records are stored in a 

digital format, there are no rules governing the kind of formats or the kind of 

media they are to be stored in. As a result, similar or related data is often stored in 

a variety of heterogeneous formats across departments and cannot be used or 

tapped easily.  

The most critical data is the data available at the decision point i.e. the point just 

prior to the performance period. This is the period during which a decision 

regarding an account needs to be made. “Characteristic generation” is an important 
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aspect of model development. A “characteristic” is one of the pieces of data 

analyzed by the model and may be summaries or calculations based on multiple 

pieces of data. Analytics involves the generation of characteristics from raw data 

that is supplied using algorithms that are designed for the deployment of a specific 

model.  

The adoption of analytics often requires significant process reengineering and 

changes in the way departments work cases and this is why inculcating a culture of 

analytics may be faced with significant hostility, especially in the initial stages. 

However, with constant innovations in decision management software and in the 

field of analytics themselves, there are significant benefits and rewards to be 

reaped for those who invest in them.  

4.2 Current Applications of Analytics in e-Governance 

Analytics may be used across a variety of fields to develop a better understanding 

of a wide range of subjects of interest to policy makers. Informed decision making 

can translate into superior socio-economic outcomes and better results for all 

stakeholders involved.  

Area of use Application Role of analytics 

Public Safety 

Crime incident analysis Understanding which 
type of crimes are 
committed and where 
they occur 

Court sentencing analysis Ensuring that all cases 
are processed efficiently 
through the court system 

Probation analysis Tracking the 
effectiveness of 
probation programs 

Tracking recidivism rates Discovering what causes 
offenders to re-commit 
crimes 

Education 

School district planning Identifying and planning 
districts that ensure fair 
and efficient educational 
outcomes 

Student tracking Discovering which 
factors contribute to 
student success 

Administration Meeting mandated 
program and testing 
standards 

Revenue 
Property Taxation 
Assessment 

Ensuring that 
assessments are accurate 
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and equitable 

Delinquency Analysis Identifying possible 
delinquents towards 
loan repayment 

Fraud Analysis Profiling those who have 
a greater propensity to 
commit frauds 

Health and Social 
Sciences 

Disease tracking Tracking and reporting 
the occurrences of 
diseases 

Epidemiology Identifying the causes, 
the distribution and 
control of diseases 

Utilization of medical aid 
facilities 

Developing detailed 
profiles of those who 
need medical aid and 
services most frequently 

Disease Prevention Identifying populations 
at risk and in need of 
intervention 

Labor 

Labor force analysis Understanding the 
structure of labor force 

Insurance claims Developing profiles of 
claimants 

Environment 

Eco-system analysis Understanding which 
factors contribute to a 
healthy ecosystem 

Water/Air quality testing Ensuring water/air 
quality meet pre-
determined standards 

Transportation 

Route planning Planning of the most 
effective routes for 
better traffic flow 

Accident Reporting Understanding which 
factors contribute to 
accidents 

Road maintenance 
modeling 

Predicting when roads 
will need repair 

Program evaluation and 
strategic planning 

Statistics are a crucial 
part of program 
evaluation and strategic 
planning e.g. case 
management is used in 
public safety as well as 
health and social 
sciences 

Program Evaluation Client satisfaction and Assessing the extent of 
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analysis success in meeting public 
needs 

Program evaluation Understanding factors 
that make a successful 
program 

Client profiling Developing client 
profiles for targeting 
programs effectively 

Cost benefit analysis Understanding which 
programs are the most 
cost effective 

Outcome analysis Assessing client 
improvement 

Strategic Planning 

Econometric forecasting 
and analysis 

Understanding how 
economic patterns affect 
business 

Employee satisfaction Discovering employee 
attitudes 

Resource Planning Ensuring that the 
necessary resources 
have been correctly 
identified  

Total quality 
management/Business 
Process Reengineering 

Ensuring agency 
efficiency 

 

Analytics can be applied to various processes to achieve better governance: 

 E-tendering: Decision support systems and analytics can be used in the 

process of buying from online stores, conducting tenders and sales through 

e-auctions and e-marketplaces. Evaluation can be performed based on past 

history of the type of project as well as past history of contractors. 

Transactions can be linked back to their core financial applications in order 

to create estimates.  

 Underwriting: Underwriting is the process that financial service providers 

such as banks, insurers, investment houses etc. use to assess the eligibility 

of customers who are seeking their products (such as equity capital, 

insurance, mortgage, or credit). E.g. auto-insurance providers can track the 

accident and driving violations history of a user while setting premiums, 

health insurance providers can analyse a few years of past medical claims 

data as well as lab, pharmacy and other medical records to predict the 

expenses of a potential enrolee in the future. Thus predictive analytics can 

streamline the underwriting process by forecasting chances of illness, 

bankruptcy, default etc. It can improve the process of customer acquisition 
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by predicting the future risk behaviour of a customer using application level 

data. Thus, proper analytics can help improve pricing decisions and help 

mitigate the future risk of default. 

 Collection analytics: Most portfolios have a set of delinquent debtors who 

do not make payments regularly. Collection activities must be undertaken 

by financial institutions to recover the amounts due. However, since some 

customers are extremely difficult or nearly impossible to recover resources 

from, predictive analytics can help optimize the allocation of limited 

collection by identifying the most effective collection agencies, contact 

strategies, legal actions and other strategies, legal actions and other 

strategies to each consumer, thereby improving recovery while reducing 

collection costs.  

 Fraud detection: Predictive models can be used to help weed out “bads” 

and reduce exposure to fraud. 

 Portfolio, product or economy level prediction: For forecasting product, 

portfolio, industry or even economy level variables such as store level 

demand, unemployment rates etc., Time series techniques and analytic 

methods are effective. 

 Insider trading: Regulators can use trade data for previous trades and 

track price movements to detect aberrant trade patterns for detecting 

insider trading. If price movements precede major news becoming public, 

then there may be a possibility of insider trading. Analytics coupled with 

good decision support systems can help identify people who resort to long 

term insider trading.  

 Credit Bureaus: Credit bureaus are institutional arrangements amongst 

large lenders for the purpose of sharing information on borrower credit. 

This information is available to potential lenders on bond markets and 

helps assist them in making future debt transactions. Continual tracking of 

credit histories greatly reduces the incentive of borrowers to default as they 

need to maintain their reputations in order to secure future access to credit. 

Thus, such tracking helps identify chronic defaulters, delinquent card 

holders etc. 

The Credit Information Bureau of India (CIBIL) is an important project in 

this respect. Once the initial framework of CIBIL has been proven, the credit 

information industry will grow with increased participation of information 

providers such as trade creditors and finance companies. A critical problem 

faced in this field is the lack of unique identifiers for citizens. This makes it 

difficult to aggregate credit information about individuals emanating from 

different sources. 

 Tax Administration: The Central Board for Direct Taxes (CBDT) has 

envisaged the creation of a Tax Information Network (TIN) to integrate 
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primary information of tax payments made in designated banks, tax 

deduction at source and information on several high value transactions. As 

more credible, precise and actionable information on cases is made 

available to tax collectors, analytics can enable them to reclaim much more 

money using the same resources. It will also allow tax collectors to better 

review the balance and previous activities on cases related to collections. 

Advances in collections technology, workflow and decision management 

software have enabled the creation of an ideal infrastructure for models 

that can improve the way cases are worked. 

Predictive models for tax collection help by identifying which cases have the 

maximum potential for payments by assigning scores to cases so as to help 

tax collectors prioritize, determine how aggressively to pursue cases or how 

cases should be allocated amongst collectors. This permits for analysis of a 

broader range of data elements than can be accomplished by the human 

brain, allowing for more robust processing and reducing reliance on pure 

intuition. Empirical analysis of a large number of data elements consistently 

outperforms human interpretation of a few data elements. The 

improvements in collection can range as high as 10-30%. 

 Improving Subsidy Programs: IT can be used to improve outcomes and 

delivery. Analytics programs in this field can help reduce cross subsidies 

and help rationalize pricing and mechanisms for service delivery. Analytics 

can also help identify and curtail incidents of fraud, thereby enabling 

decisive improvements in the provision of public goods. 
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5. Records digitization and preservation 

Paper based record keeping technology is familiar. Paper records environment is 

easily understood and people recognize the usage of carbon paper for creating 

duplicates, pre-printed forms, filing cabinets, ledgers for entering accounts, 

warehouses for storing records and mail rooms for sending and receiving paper 

based records. Whereas preservation of paper based records is relatively simpler, 

requiring an acid-free folder and storage in a secure and environmentally sound 

facility, storage and preservation of electronic records is a much more complex 

task. 

The record life cycle concept in the context of digital data requires that records and 

retention professionals participate in the management of the record even before 

the record is created. It also requires the development of strategies and 

implementation of technologies that will maintain the digital components so that 

they can be sustainably maintained for the future. 

Information technology provides new and innovative means for preserving and 

sharing information and empowering citizens through access to information. While 

there is international acceptance of the importance and potential benefits of 

maintaining records, there is less recognition of the requisite measures needed to 

realize them. Consequently, it becomes important to articulate the importance of 

authentic, trustworthy records as the foundation of transparency and 

accountability. 

Records need to be actively managed close to the point where they are created in 

order to maximize availability, usability and comprehensibility over time.   

 

5.1 Issues in Digital Data Preservation and Management 

ISSUE 1: DIGITAL PRESERVATION IS NOT A DEVELOPMENT PRIORITY 

International donor and lender support is a crucial factor in influencing national 

development priorities and an essential source of funding. However, the issue of 

record preservation is not on the radar for most global bodies and hence there is a 

lack of focus on the issue. This hinders the mobilization of funds for digital 

preservation and creation of structures needed for support. Digitization and 

business process automation are too concerned with the present and do not pay 

adequate attention to the future. 

ISSUE 2: LACK OF AWARENESS 



    
 

  
 
Copyright © 2014 Rakshak Foundation. All Rights Reserved.                        Page | 48  
  
 

Development planners and stakeholders are not aware of preservation and access 

issues. Whereas introducing ICT is a major development goal throughout the 

world, development planners tend to assume that digital information will survive 

without intervention and do not consider the integrity of the digital information 

that these systems generate. Whereas funds are generous invested in information 

systems, efforts are not being made to capture records in a form that will be 

intelligible, unalterable and usable over time. 

ISSUE 3: GAPS IN INSTITUTIONAL/REGULATORY FRAMEWORK 

A combination of laws and policies, standards and practices, enabling technologies 

and qualified staff are needed to ensure that digital records are trustworthy and 

accessible. Out of date or inappropriate legislation, and conflicting laws can split 

responsibilities for government records or result in absence of well-defined 

accountability. Planners are unaware of international standards. As a result, 

National Information Policies, where they exist, are woefully inadequate. No 

provisions are in place for the creation of trusted digital repositories and sensitive 

records are stored on a variety of media or in computer rooms without adequate 

environmental controls. Similarly, basic procedures and management controls 

have not been developed and implemented and no future planning is in place. 

ISSUE 4: LACK OF PRACTICAL CAPACITY 

There are few professional programs for in-depth training and experience in 

managing and preserving digital records. Lack of practical experience at the 

national level has also meant that education and training largely remain 

theoretical. Professionals all over the world have struggled to transform 

theoretical learning into practical solutions when faced with challenges. 

ISSUE 5: FAILURE OF DIGITIZATION DUE TO LACK OF PREPARATION 

Digitization projects fail when original paper records are poorly organized and 

international standards for digitization are not recognized. Management and 

quality control guidelines to ensure that digital records meet standards for legal 

admissibility, reliability and authenticity have not been developed. Requirements 

for image resolution, metadata fields, standardized indexes and 

classification structures, and retention and disposition schedules are often 

not recognized.  

Often, agencies assume that hard copies are disposable once digital copies have 

been made; however if the scanned images are poor or there are accessibility 

issues, then the agency and civil society are placed at risk. If the responsible 

organization does not have a repository or strategy in place, digital records 

generated by it would not survive the long-term. 
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5.2 Consequences of improper management 

Digitally enabled citizen engagement requires persistent access to trustworthy, 

reliable and accurate datasets.  

 Unmanaged and unsecure information may be tampered, manipulated, 

deleted, fragmented and lost, and records can become unreliable.  

 Access to information requests cannot be met promptly or accurately.  

 Inaccurate records provide spurious and inaccurate data which may lead to 

skewed findings and statistics. 

 Inhibits government’s ability to make strategic decisions for social and 

economic development. 

 Leads to information misuse, cover up of fraud, misguided policy 

recommendations and misuse of funding; all contributing to poor 

governance. 

 IT projects become unsustainable and do not reach their intended goals 

because records issues are not addressed in the planning phase or 

implementation process and because data is not kept accurate or up to date. 

5.3 Open Government Partnership 

Open Government Declaration, signed in September 2011, recognized that people 

around the world are looking for ways to make their governments more 

transparent, accountable and effective. The Open Government Partnership is based 

on the idea that governments exist for the benefit of the people; and so people 

should have access to information about what their government is doing so that 

governments can be held accountable and people can derive the maximum 

possible advantage of information. 

The initiative endorsed the principles of Universal Declaration of Human Rights, 

UN convention against corruption, and other instruments related to governance 

and human rights. 

Although India was a part of the formative discussions, it withdrew from the 

partnership over concerns regarding the unconventional nature of OGP as a 

multilateral organization. The Indian contingent voiced reservations over 

the fact that OGP extended beyond the norms of a voluntary partnership. 

This development also coincided with the launch of popular anti-corruption 

movements in India and therefore, the withdrawal could be motivated by a 

desire to avoid further spotlight on the issue. 

However, it must be noted that if open government data is to translate into reliable 

and accountable governments and citizens are to engage meaningfully with the 
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governments, then accurate and trustworthy datasets must be maintained and 

records need to be traceable back to the originating agency. 

There is thus, a strong relationship between records management and government 

accountability, decision making, service delivery and ability to achieve strategic 

priorities. When information is made public through Open Government portals, 

citizens must be able to rely on the authenticity of the data.  

THUS THERE IS A NEED TO RAISE THE PROFILE OF RECORDS MANAGEMENT 

SERVICES, ARGUE FOR GREATER RESOURCES AND BRING THE ISSUE OF 

RECORDS MANAGEMENT AND PRESERVATION INTO THE NATIONAL AGENDA. 

5.4 Case Study: Norway 

Model requirements for electronic records management systems were introduced 

in Norway in 1984. The growing complexities of platforms, system portfolios and 

functionalities have been fused into a common standard for a wide range of 

applications. 

The key emphasis in the model requirements is the quality of documents at the 

point of creation and the ability to reproduce records according to their original 

structure. This is done so as to be able to show relationships and the original 

context in a way that upholds authenticity and accuracy.  

 This is accomplished by ensuring that everything is exhaustively identified, 

labelled and coherently structured within model requirements.  

 Legislation clearly outlines the range of allowed file formats for 

transmission, and vendors may not sell electronic document and records 

management systems in the public sector without proving compliance of 

their solutions with model requirements. 

 The emphasis is not only on preservation but also enabling rapid access to 

users, including citizens, lawyers, courts, public bodies and researchers. 

They recognize that the material is needed because it contains important 

legal, financial, government based or rights oriented information. 

The Ministry of Government Administration and Church Affairs makes available an 

Electronic Public Records System. The agencies and departments under the Central 

Government use this tool to make regularly publicize metadata about the records 

they create online so that users can identify documents relevant to them and 

submit requests for their perusal. 

The National Archives of Norway receives records from ministries through a 

digital repository structure that meet TRAC (Trustworthy Repositories Audit & 

Certification) and OAIS requirements. In 2011, the National Archives developed a 
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‘smartphone app’ to enable public access to data and information directly from the 

repositories. 

 

 

 

6. E-Governance usage survey 

A small pilot survey with a sample size of 50 participants was conducted online. 

The survey is based on the PEW American Internet and Life Project. The aim of the 

survey was to gauge the depth of usage of web-based government services and 

check if the phase of development of e-governance in India was information or 

transaction based. The survey also aims to identify statistically significant 

determinants of take-up of electronic government services, particularly trust in the 

government for adequate and accurate delivery of services, ease of usage and 

accessibility of web services and participation in other electronic commercial 

activities. The survey would also try to detect the presence of any gender bias in 

the obtained sample. While the survey highlights several interesting facts, given 

the small and non-representative nature of the sample, it would be imprudent to 

suggest recommendations based on the findings here alone. 

6.1 Methodology 

Two panels of questions were constructed to determine the level of information 

and transactions based participation. The first is a set of 12 questions asking 

respondents if they had used government websites to avail information on 

tourism/recreation, government programs, contact details of key officials, election 

related details, check status of pending application etc. The number of ‘yes’ 

responses to these questions are aggregated into the information index. This 

represents a proxy for the level of information or one-way interaction between the 

government and citizens. We then have another set of 9 questions asking 

respondents if they have ever used government websites to carry out transactions 

such as filing taxes, paying fines, applying for passports/PAN cards, filing an FIR or 

lodging complaints etc. The number of ‘yes’ responses to this set of questions are 

aggregated into the transaction index. This represents a proxy for the level of 

transactions based interactions between the government and citizens where the 

flow of information is two-way. 

Apart from questions on demographic characteristics and asset ownership such as 

gender, age, occupation, level of education, ownership of personal computers, 

laptops, smart-phones etc., the respondents were also asked if they trusted the 

government for timely provision of information and services. The different 
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departments and activities covered under the Center and State were explicitly 

mentioned so as to allow participants to discern between the services provided by 

the two.  

Past usage of credit/debit cards online was questioned to see if previous 

participation or experience in web based transactions has a significant effect on 

take up of digital services. Finally, respondents were questioned on their last 

experience on a government website, specifically if they were able to find what 

they were looking for, ease of usage of government websites and portals, how 

useful they found the services available online and their overall satisfaction with 

the usage. 

Descriptive statics as well as regression results were used to form conclusions 

6.2 Sample Characteristics 

51% of the respondents were male while 49% were female. The average age of the 

respondent was 23.4 years. About 85% of respondents were students while the 

remainder comprised of housewives, government employees, private sector 

employees and the self employed. 55% of respondents owned or had access to 

desktop computers, 89% to laptop computers and 70% had access to internet 

enabled mobile phones. 96% of the respondents had completed high school and 

were pursuing a Baccalaureate level education or above. 89% of respondents had 

also used credit cards for online transactions before. Clearly the respondents were 

highly educated, high access to computers or internet enabled resources and 

comfortable with web usage. 

6.3 Descriptive Results 

 

Figure 7: How often do you use the internet to look for information on a 
municipal, state or central government website? 
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Figure 8: When you go online to government websites, how often are you 
able to get information or services you are seeking? 

 

Figure 9: Have you ever used the Internet or social media to participate in 
political discussions and express support for policies/candidates? 

 38% of the respondents had used government websites fairly frequently 

and more than half were regularly able to locate the information or services 

they sought. 
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Figure 10: Information and Transactions indices 

 The average score on the Information index was 7.27 of a maximum 

possible 12 whereas that on the transactions index was only 2.82 of a 

maximum possible 9. Thus, the level of usage amongst the respondents was 

clearly more information based rather than transactions based. 

 Given the highly educated and digitally enabled nature of the sample, it is 

unlikely that the low level of transactions usage reflects inability on the part 

of the users, but rather paucity or lack of ease of usage of services provided 

online. 

 

Figure 11: How would you describe the usefulness of online government 
services? 
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Figure 12: How would you rate your satisfaction with the use of online 
government services? 

 

Figure 13: How would you describe the ease of use of online government 
portals/websites? 

 Most respondents found the services available online to be useful and 

expressed partial satisfaction with the level of services offered. This 

moderate level of overall satisfaction may be explained by the fact that a 

vast majority of respondents had only been able to access information after 

some difficulty.  

6.4 Regression Analysis 

We run a standard OLS regression with the transactions and information indices as 

dependent variables and gender dummy, use of credit card and overall experience 

variables as explanatory variables.  

We obtain the following results regarding the determinants of information seeking 

participants: 
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 The coefficient of gender dummy was found to be insignificant at both 5% 

and 1% levels of significance thereby indicating that there is no gender bias 

amongst users.  

 The coefficients of the trust variables were also found to be insignificant. 

Thus, a lack of trust in the Central or State government does not determine 

whether or not users will seek information or services on government 

websites. 

 The coefficient of credit/debit card usage dummy was found to be 

statistically significant. This was used as a proxy for past experience with 

online transactions. Thus, users who had past experience with conducting 

complicated transactions online were more likely to seek information on 

government websites.  

 The coefficients of most of the experience variables were found to be 

statistically insignificant. However, the coefficient of satisfaction with last 

usage variable was statistically significant. This indicates that users who 

had been satisfied with their past usage were more likely to have sought 

information on government websites. However, ease of usage, whether they 

were actually able to locate information sought or their perception on level 

of usefulness of e-government initiatives did not affect their behavior.  

The following were the results for regression with transactions index as the 

dependent variable: 

 Once again, we found no gender bias determining the take up of 

transactions based e-government services. Thus, the depth of take is not 

determined by gender of user at all. This is more reflective of the fact that 

the capabilities of both genders in our sample and their access to internet 

enabled devices are more or less the same. This observation cannot be 

extrapolated over the general population.  

 The coefficients of the trust variables were once again found to be 

insignificant. Thus, a lack of trust in the Central or State government does 

not determine whether or not users will seek information or services on 

government websites. 

 Interestingly, the coefficient of credit/debit card usage dummy was found 

to be statistically insignificant. So whereas past experience of online 

transactions was a strong determinant of take-up of information based 

services, paradoxically it seems not to affect the take up of transaction 

based e-government services.  

 Once again, the coefficients of most of the experience variables were found 

to be statistically insignificant. Only the ease of usage variable was found to 

be significant at the 5% level of significance. This indicates that making 

online transactions more user-friendly will improve take-up.  
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 When a separate model with a composite experience index as an 

explanatory variable instead of individual experience variables was used, its 

coefficient was found to be insignificant. This perhaps, reflects that overall 

convenience of offline/physical delivery modes is superior to online modes 

or a lack of awareness of the possibility of conducting various transactions 

as a result of which even a positive experience is unlikely to encourage 

users to conduct transactions online. 
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7. International perspective: Lessons from Canada 

Canada has one of the most successful and lauded e-governance programs in the 

world. Some of the key features of the planning process are listed here. 

 Shifting focus to “take-up” of client services as key measure of 

accomplishment 

 Adoption of a multi-channel integration for service delivery providing 

telephone, in-person, or mail options. 

 Promotion of horizontal approach across departments with similar look 

and common technologies. (“Secure Channel”,  Accenture) 

 2005: Shift from GOL to a client-centric and whole of government approach. 

This was based on cross-jurisdictional partnerships as well as formation of 

private, nongovernmental and volunteer organizational online 

partnerships. 

Targets set by Canadian Government: 

 Reducing costs: Moving online was expected to reduce costs in the delivery 

of information and services to citizens. These savings were intended to 

originate from individuals switching from their usual service delivery 

channels to the new online option. These cost savings were not realized in 

practice because initial models proved overly optimistic due to inflated 

forecasting in terms of upfront investments, maintenance and transition 

costs. Particularly, online uptake is overestimated because citizens usually 

prefer multichannel modes of access wherever available. 

 Public preferences meant that reduced transaction costs from using online 

format rather than more expensive traditional formats were not realized 

because consumers demanded to have all channels available to them and 

not just one or the other. True overall cost reduction was hard to achieve 

because the Canadian government is responsible for providing services to 

citizens in whichever fashion they desire. 

 Cost savings (from a consumer perspective) could only be achieved by 

individuals who had access to the e-government tool or who felt confident 

and comfortable using the online tool. 

Retrieval of information: 

 Canada conducted extensive client research which helped to ensure that 

user needs where prioritized in innovations and design of online tools 

 Use of information clusters: Similar information is located in one place so 

that online users can easily access government information through the 

internet.  
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 Streamlining of all government departments with a “common look” format 

to enable ease of use. This is intended to make websites more user-friendly. 

Once clients are familiar with one government website, they can navigate 

through all government websites with relative ease.  

 Frequent stakeholder meetings and citizen surveys to determine exactly 

what citizens want and need delivered to them and in which format. The 

feedbacks from these sources indicated that citizens preferred multi-

channel service delivery options over an online option. 

 Service Canada: single window access point for government services was 

designed with life-cycle based information clusters, from birth to 

retirement,  with special clusters for specialty groups (such as disabled 

people, aboriginals etc.) 
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8. Role of NGOs and Donor Agencies 

Social enterprises played a key role in the initial deployment of information and 

communication technologies for extension of electronic service delivery especially 

at the community end. Some agencies also attempted to drive back-end 

computerization initiatives.  

The Development of Humane Action (DHAN) foundation has worked on the 

concept of ‘ICTs for the poor’ as a theme for experimentation and worked towards 

the development and implementation of socially relevant ICT programs based on 

IT enabled grassroots organizations. DHAN has used this program to complement 

and support its activities in the fields of microfinance, water, rainfed farming etc. 

The activities of the foundation include: 

 Promotion of Village Information Centres (VICs) in rural areas and urban 

slums to provide services such as e-mail, e-Post, computer aided school 

education, e-governance etc. 

 Enhancing access to resources and expertise on fields such as health, 

education, animal husbandry, fisheries, legal issues etc amongst the poor. 

 Inculcating computer skills and literacy amongst the illiterate and the aged 

through adult literacy centres. 

 Development of content for educational use and software for agriculture 

and animal husbandry services for use by farmers at VICs. 

 Enhancing participation of other stakeholders including academia, research 

and business organizations to channel resources and expertise to 

grassroots level. 

Alternative for India Development (AID) undertook similar work in Jharkhand and 

was involved in the creation and enhancement of ICT infrastructure. It worked on 

Common Service Centres to provide single window access for digital delivery of 

citizen services. AID was the only NGO to work in partnership with the CSC 

scheme. 

The M.S. Swaminathan Research Foundation has implemented Village Resource 

Centres (VRCs) and Village Knowledge Centres (VKCs) to provide need based, 

locale-specific, demand driven information based on reliable secondary data well 

planned need assessment. It also organizes training and awareness programs and 

partners with leading institutions and organizations to develop and deliver content 

that translates into field applications.  

Other projects such as Gyandoot in Madhya Pradesh and CARD in Hyderabad are 

publicized and studied. However, it has been observed that a vast majority of IT 

based projects conducted by NGOs have not been documented or studied properly 

and this has resulted in a lost opportunity in terms of learning.  
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