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PREFACE 

Rakshak Foundation was founded by a group of concerned citizens in US in year 

2006 with an idea of giving back to their motherland as much as they can. This 

country had provided them with every possible commodity to reach at highest 

level, so now it was their responsibility to try to give back the motherland a tiny 

fraction of that in their own ways. The foundation mainly works in the area of 

Policy making. 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 second year engineering student at IIT Gandhinagar and pursuing his 

Bachelor’s degree in the field of Electrical Engineering. The Intern has always had 

keen interest in policy making, governance, politics and bureaucracy and the 

internship has promised him providing a closer look on these from the point of 

view of various stakeholders by organising various lectures from eminent 

personalities which include IAS, IPS officers, people from academia and other 

respected persons. The intern has always been keen to work in such environment 

and on such governance topic. The connection between technology and good 

governance is always fascinating. The intern was particularly excited about the 

idea of working on a social issue under an IAS/IPS officer. Also, after going through 

various feedbacks by past interns, the intern was sure about the quality of 

internship and his two months wouldn’t be wasted in doing something 

insignificant. The intern has always liked such programs which make public aware 

of their government system because only by making public aware, proactive steps 

can be expected from each and every individual. All these factors have contributed 

strongly in the intern’s decision to join this exceptional program.  

The intern has tried to elaborate The Role of Information and Communication 

Technology in Ethical and Efficient Governance.  
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Executive Summary 

This project deals with the study of role of information and communication in 

ethical and efficient governance.  

The versatile nature of technology that is making its importance count in each and 

every aspect of life can’t be neglected. Information technology has done wonders in 

connecting people across the globe. It not only enables faster exchange of data & 

information but it also makes sure that no part of world remains isolated from 

other. There are approximately 3 billion internet users and 1.75 billion smart 

phone users across the globe. The information and communication technology 

connects them all. The online data can be accessed from anywhere by the 

concerned person. There is no need to covering large distances to reach the source 

of information, all you do need is, necessary credentials to access the information 

and an internet connection. The last few decades have seen many revolutionary 

changes in public sector and services which has affected social, economic and 

political scenario. It has not only given birth to the demand of better, efficient, 

segregated and smaller government units but also accelerated this demand in 

existing areas. People want greater share in government and want them to be 

heard on actual basis. Demand of ‘inside’ information about the governance 

mechanism has experienced a large acceleration in past few decades. 

India has a huge number of internet users – 24cr users approx. and they are 

growing day by day. Internet is a convenient way to ensure the availability of 

government services to its citizens. Manual handling of data is very inconvenient, 

cumbersome and error prone. E-governance brings transparency and efficiency in 

the system for obvious reasons explained in detail in the report. Government too 

understand the need of going online as emphasized in 11th report of Second 

Administrative Commission Report published in December, 2008. Government has 

launched a campaign National e-Governance Plan (NeGP) which comprises 27 

Mission Mode Projects. E-governance is basically use of information and 

communication (ICT) in delivery of government services to public to make the 

whole process more efficient, transparent and democratic. There are four types of 

e-governance services – Our focus would be on G2C i.e. government to citizens 

services.  

Bhoomi is an e-governance project in the field of computerization of land records 

in Karnataka which covers almost all the villages of state. The success of such a 

huge program can be credited to rapid awareness and training programs before 

implementation, political will, local development of software and bi-lingual nature 

of application. It has brought revolutionary changes in farmers’ life. The rise in 

number of mutations is a result of this initiative.  
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Gyandoot was also an optimistic and ambitious e-governance plan at Dhar district, 

Madhya Pradesh. Under this program number of telekiosks i.e. computer centres 

were established to provide e-services to the villagers. But this program failed due 

to these primary reasons – lack of awareness about the program among the 

villagers, poor number of users, failure of idea of self-sustainability of computer 

centres and lack of good network for inter-connection between various telekiosks. 

Its failure gives us the lesson about importance of awareness and lack of it can lead 

to failure of even such a good initiative.   

NeGP’s e-district program has chosen Ranchi as pilot district and Jharkhand as 

pilot state for its implementation. More than 300 Pragya Kendras i.e. computer 

centres were established to cover all the 18 blocks of Ranchi district. This program 

has tasted fair amount of success in ensuring reach of e-services to the public. The 

reasons behind success of this program are bilingual nature of software which 

offers application in Hindi and English, some innovations like SMS alert service and 

use of existing infrastructure for Pragya Kendras. 

Municipal Cooperation of Delhi is in process of going completely online. It has 

started many e-services. MCD is in process of establishing an integrated platform 

for managing all establishments’ issues. Many pioneer efforts have been taken by 

MCD to provide online services such as online tender filing, online property tax 

calculation and payment, online verification of maps and plans of buildings and 

houses etc. MCD provides its services to citizen through Citizen Service Bureaus 

(CSBs) located in different parts of Delhi. MCD is in process of making testing 

samples also completely computer base, but the problem they are facing is – MCD 

have analog devices through which data can’t be directly fed into the computer. 

MCD is replacing its analog devices with digital ones. Also, the trifurcation of MCD 

into three independent bodies has acted as major setback in going completely 

online. 

The government should change its commodity based approach to service based so 

that the reach and use of e-services can be widened. Government should focus on 

procuring services instead of hardware and software. Steps should be taken to 

replicate success of one program to some other place. Awareness drive is the most 

important aspect in remote areas where e-literacy is very poor. Awareness should 

be spread using local radio and T.V. channels. Involvement of local talent, firms and 

language is key ingredient in success of an e-project. 

E-governance is still a new concept in India due to low e-literacy not only in rural 

areas but in urban areas too. It would take time and sincere efforts to move closer 

towards a good e-governance system.   
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Proposed Action Points 

1. Government should have a contract with all the radio channels specially the 

popular ones to make any e-governance project popular among the villagers and 

common public. There must be collaboration between the government and popular 

radio channels to promote e-services. If we look at the example of success 

Chhattisgarh’s Paddy Procurement program, they used to send local people on 

bikes initially to all the villages for providing information about the program. Such 

initiatives can also be taken to ensure awareness about e-governance program 

among the villagers. 

2. Public Private Partnership should be encouraged in various e-governance plans. 
Private firms should be given the responsibility of developing the software and 
hardware and then providing e-services to the citizens. Any risk or issue related to 
this services part should be dealt by them after government’s assurance that 
government will pay for their losses if that program proves to be a failure. 
Government assurance is crucial as no private firm will take the initiative to invest 
in a plan whose success is highly uncertain. Private firms should be given a 
directive to gradually recover the cost of technology from cost of services. 
3. A committee at national level should be appointed to keep an eye on various e-

governance programs operating in different parts of the country to analyse the 

reasons behind their success and failure. It should recommend the potential use of 

e-governance plan of one place at some other part. This replication of plan will 

ensure that a good e-governance plan wouldn’t get confined to a single part of 

country only. This department would also work on integration of various 

important departments to provide more effective e-services. 

4. To promote e-literacy each Panchayat should be supplied at least 5 computers 

with one trained personal from their area only. Number of computers can be 

decided keeping the population of village in mind. 

5. Government should try to deliver the e-services using the existing infrastructure 

rather than developing new one without any prior testing about success or failure. 

Initially post-offices, primary schools, health care centres, government 

departments in rural areas etc. should be utilized to provide e-services and when 

people get aware about it and the program starts finding significant number of 

users, government can switch onto developing new infrastructure for the program.  
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1. Introduction 

1.1 Background Information 

The world is changing day by day. The things which we can’t even imagine a 

century ago are reality today. Who had ever thought about internet making so 

huge impact on world population some 30-40 years back? Developed in late 80s, 

internet has taken the whole world on roll. In today’s date, approx. 40% of world 

population i.e. nearly 3 billion people are using internet. If we consider India, India 

comes on 3rd rank in number of internet users just behind China and US. With just 

17.4% penetration of internet, internet users in India have crossed the total 

population of Australia. Soon, we will cross USA in number of internet users. In 

terms of penetration, our rank among all the nations is 164, which is very poor.  

Also, there is a steep rise in corruption all over the world in last few decades. The 

opaque government system has made the situation even worse. Government 

generally has monopoly over the manual data. People are suffering a lot due to 

corruption in government decisions and policies. This has led to the demand of 

greater transparency and accountability in governance. 

Information and Communication Technology (ICT) can help in providing a cleaner, 

more transparent and efficient government. The daily business of any government 

is based on the information. Government officials and leaders frame policies based 

on the information they get. Public can have a check on government policies by 

seeking information regarding various policies, reason behind them, their scope, 

beneficiaries, budget allotted to them etc.  ICT is bringing revolutionary changes 

worldwide which are making the public more aware about their rights, how 

government is spending their money and whom are government targeting while 

framing policies etc., which in turn making government more accountable and 

transparent. As of now, approximately 180 countries are using internet to provide 

their public with services.   

E-governance is just one application of ICT. It has emerged as one of the main 

solutions of problem of making governance more transparent and efficient. But 

there are various misconceptions about e-governance. Most of the people think 

that just hosting a website is e-governance. But, it is not true. E-governance is 

much beyond just a website. It involves a whole infrastructure through which 

people get the information electronically. It connects the citizens, government and 

businesses. It provides a common platform to all the citizens irrespective of their 

social, economic and religious background. Whatever information is available in 

public domain is provided electronically on online request. So basically, e-

governance is the use of information and communication technologies to promote 

efficiency and transparency in government, make government services more 
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accessible and convenient, allow greater public access to information and make 

government more accountable (Wescott).  

Now, if we take a look at the problem in India context, we will find that India is 

fairing very poor in term of providing e-governance to its citizens. The corruption 

index of India is worsening since ever and the scams and policy paralysis have 

become common headlines of Indian newspapers. India ranks on 94th position out 

of 177 countries surveyed in the annual survey conducted by Transparency 

International in 2013. India’s score was 36 out of 100 which is definitely not 

something to be very proud of. According to public survey, Military is considered 

to be least corrupt with a score of 2.8 in the scale of 5 whereas political parties are 

considered to be most corrupt with score 4.2. India also ranks lower in corruption 

control steps, securing 36 percentile only. 

 

1.2 Main Problems, their scope and impact on the society 

Main Problems with Manual System 

i. Low Transparency: The manual records which are done on papers and files 

aren’t easily accessible to the general public. The information which is to be filled 

in there are totally in the hands of the government officials who is controlling that 

department. It increases the chance that they may report fake information to 

facilitate their situation. Many cases have been found in which files depict 

something and the real/ground situation is something else which completely 

different and contrasting from the reported one. Records can be easily 

manipulated to facilitate someone without even coming in eye of the concerned 

stakeholders.  

ii. Poor Safety: We must have heard the news of ‘accidental’ fires in important 

departments which led to loss of important and classified information which are 

stored in those files. The incidents of rats eating up the important departmental 

files are also frequently noticed. Many files get misplaced too, which ultimately 

lead to loss of information. Handling of a large number of files over years isn’t an 

easy task. All these incidents are sometimes intentional and sometimes accidental. 

But, in any case, it’s the general public who suffers and the corrupt bureaucrats 

and ministers enjoy undue advantage of lack of information against them. 

iii. Monopoly: The government officials i.e. so called ‘Babus’ have their monopoly 

over all the information which is there in files. The general public always have to 

request/demand them for that information. They enjoy their monopoly over 

manual records and make its undue advantage in form of bribery and other 

mischiefs. 
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iv. Poor Efficiency: When it comes to handling and managing a large number of 

manual records and files which get piled up over the years, it’s never going to be an 

easy task. To search for information out of that mess is very cumbersome and time 

taking task as well because you need to look into a lot of paper records to find the 

complete information. This adds up to the problem of poor efficiency.  

v. Out dated records: Manual records are most of the time out dated due to human 

ignorance and its cumbersome nature. It’s always difficult to edit in the original file 

as finding the old files and documents in proper condition is next to impossible. 

 

Scope of problem and Impact on Society  

All these problems associated with manual records are directly affecting the public 

and promoting the privacy in governance which many a times result into 

corruption and policy paralysis. As citizens of free and democratic India, we have 

all the rights to know about government policies and other information which is 

relevant for us to know about its functioning. Manual records create confusion and 

roadblocks in the information of our personal use also such as birth certificates, 

death certificates, mutation of land etc. Many a times we are harassed for the 

information we seek and denied for it until we do some favour to the government 

official in some form or other in spite of having our right on that information. Right 

to Information Act, 2005 has relieved and provided the public a tool to access their 

right to information, but when we talk about information through e-governance, 

we have a system in mind in which every information that isn’t classified for 

defence or any other sensitive purposes, is available in public domain and anyone 

can access it just on a click of his mouse without facing any process of writing 

application and all that. Mostly socially and economically backward and poor 

people suffer due to inappropriate, opaque and lack of information system because 

they are the easiest ones to harass. Villages where farmers are still dependent on 

old ways to irrigate and finance themselves suffer a lot due to lack of information. 

Let’s also talk about middle class and rich people of cities that how they suffer due 

to lack of information. Many a times we are bullied and harassed by government 

officials due lack of information about our rights. The money that is meant to be 

used in implementing the policies and plans for our comfort, often go in the 

pockets of minters, bureaucrats and middle-men. Due to lack of information, we 

never get to know about this. Whenever we complain we are provided with one 

reason or other, and we accept them as we don’t have enough information with us. 

Imagine a situation in which all the government plans, policies and budget 

allocations are available to you on an online public forum which can be accessed 

from anywhere, then you would be able to know about the loophole and faults in 

the application of that plan in your area and you can question government officials 

rather than requesting them for information. This type of situation is still far away, 

but if political and social will cooperate, we can reach in that situation. To make 
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situation more accountable, we have to make information available in public 

domain because it is our money they are using, so we should know how and where 

it is being spent. Role of ICT is very important in making whole system more 

accountable because accountability in turn brings efficiency and transparency. 

 

1.3 Goals and Objectives 

Goals and objectives of the project as discussed with my mentor are:- 

i. To study the various types of government to citizen i.e. G2C e-governance 

initiatives in the country and analyse them. Some of them are Bhoomi project in 

Karnataka, NeGP e-district program at Ranchi, Gyandoot project at Dhar, Madhya 

Pradesh etc. 

ii. To make a comparative analysis of situation before e-governance and after that 

i.e. analyse the situation during Manual system and compare its effectiveness, 

efficiency, reach, transparency etc. to e-governance system. 

iii. To identify major road-blocks in implementing e-governance keeping in mind 

all the stakeholders such as the employees working for so long with manual 

system, the common public which lacks IT literacy etc.  
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2. Methodology 

2.1 Literature Search 

First of all the intern had gone through 11th report of Second Administrative 

Reforms Commission which was about promoting e-governance in India. This 

report helped him to understand what Indian government thinks about e-

governance. The report clearly states the SMART i.e. Simple, Moral, Accountable, 

Responsive and Transparent governance can only be achieved by using ICT in 

governance. It analyses very shortly different e-governance projects throughout 

the country and tried to arrive at some recommendations which will facilitate e-

governance throughout the country. It has tried to arrive to a new hypothesis to 

implement e-governance in whole country using ICT which will bring the public 

services right at our doorsteps, revolutionary changes in the three tier system of 

governance, businesses and citizens. This report helped him to form a basic 

framework, so that he could move into a particular direction. This report has also 

helped him to find about various e-governance initiatives at one place. 

After this, the intern had gone through various articles on e-governance and its 

types which suggested him that e-governance can be broadly classified into 4 

types: - government to citizens, government to government, government to 

business and government to employee. 

The intern had chosen Rajeev Chawla’s presentation and report on Bhoomi project, 

Karnataka. Rajeev Chawla, IAS Karnataka Government, was pioneer of this Bhoomi 

initiative. His report helped him to understand the reasons behind success of 

Bhoomi project and how an electronic system has been brought to all the villages 

of Karnataka. It highlights the necessary steps and actions have to be taken before 

and during the execution of e-governance program to ensure its reach and use 

among the people for whom it is originally framed. 

Then, the intern had gone through report – Jharkhand Agency for promotion of IT- 

e-district Ranchi by N.N. Sinha, provided by the mentor. It clearly mentions the 

different stakeholders and explained the situation according to them. It helped him 

to widen my view about various stakeholders and their concerns. 

The intern had also gone through Gyandoot model which was shut down due to 

very less number of users and it wasn’t meeting its goals. The report by Simoni 
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Cecchini & Monica Raina helped him to analyse the key reasons due to which a e-

governance model can fail and what are the pre-requisite steps we have to take to 

prevent our project from failure. 

Then the intern had gone through the articles and other literature research 

material on MCD and its steps towards e-governance. It suggested him that MCD is 

very much determined to take bigger use of ICT in their management. MCD charge 

minimum possible amount for providing these services through various CSBs 

across the city.  

The intern had finally gone through some research papers, list of which can be 

found in references section, on recommendations to make e-governance in India 

better and more efficient. It had opened many key areas of concern for the intern 

for which recommendations would be provided later on. 

 

2.2 Field Visits 

The intern had gone to East Municipal Cooperation of Delhi (MCD) to look into the 

e-governance initiatives by them, but it turned out into an interview with Shri 

Arun Kumar, Superintendent Engineer and Director of Information Technology at 

MCD. He detailed the intern about various initiatives taken by MCD particularly 

East MCD. This meeting was necessary in understanding the concerns and 

preparations which have to be taken on administrative level to make any e-

governance plan a success. It also helped the intern to understand the approach of 

government authorities towards e-governance from first-hand experience of 

Director of IT himself. The intern had gained a fair bit of idea about views, 

approach and aims of MCD related to e-governance by this interaction. It had also 

given the idea about some of the recommendations.  

The intern had also gone to one of the Citizen Service Bureaus at Vasant Vihar and 

found that it was closed down long ago due to very less number of users. MCD had 

opened too many CSBs without any prior awareness program and thinking about 

resolving connectivity issues. Many new CSBs were opened at the time of 

Commonwealth Games – 2010, but they failed too. The intern found a MCD officer, 

Shri S.S.Chauhan there. He informed the intern about the fate of CSB centres 
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similar to one at Vasant Vihar. He also told the intern about the CSB centre at South 

MCD office and dropped the intern there. 

The intern had finally visited the CSB of South MCD to observe the situation. It was 

very different from expectation. The centre was under renovation. The crowd was 

almost next to nothing as it was already 2:45 pm and the online portal closes at 

3:00 pm. The intern found 3 visitors in the meantime, but didn’t gain any 

substantial information except their feedback about the process, which was more 

or less positive. The officials present over there were too scared to cooperate with 

an outsider for a report on delivery of e-services. Even after giving an assurance 

that their name won’t be used anywhere, they refused to tell much. The intern had 

also tried to extract some information from the official at record room, but the lady 

over there refused to cooperate at all and sent the intern to some other cabin but 

for the sake of avoiding any query. 

 

2.3 Surveys 

The intern hasn’t conducted any survey due to various unavoidable circumstances 

but there is a scope of it, if this project is carried forward. A survey can be planned 

in a small village, a slum, a middle-class colony and a posh area colony to have a 

look on the problems faced by people of different classes of society to avail e-

governance. These surveys would also help to understand about the infrastructure 

and other facilities required by different classes to avail e-governance services. 

Surveys will also elaborate their concerns, thoughts and limitations while using e-

governance services as they are the most important stakeholders in these 

initiatives. 

 

2.4  Meetings and Interviews 

Date Name Designation  Institution Topic of 

Discussion 

17th June, 

2014 

Shri Arun 

Kumar 

Superintending 

Engineer & 

East 

Municipal 

E-governance 

initiatives by 
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Director of IT Cooperation 

of Delhi 

MCD 

30th June, 

2014 

Shri 

S.S.Chauhan 

Officer at MCD 

centre, Vasant 

Vihar, New 

Delhi 

South 

Municipal 

Cooperation 

of Delhi 

Citizen 

Service 

Bureaus  
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3. Current NGO and Government Efforts 

As e-governance’s concept is not so popular among the masses, so the intern didn’t 

find any significant effort from NGOs in this field. Government has taken many 

initiatives in the field of e-governance such as e-reservation of tickets, electronic 

income tax filing, NeGP e-district program etc.  

The first step towards e-governance dated long back in 1970 when the 

Government of India established the Department of Electronics recognising the 

increasing impact of electronics. The establishment of the National Informatics 

Centre (NIC) in 1977 has brought information and communication in mainstream 

focus. In the early 1980s, when the computers were not so popular, use of 

computers was confined to very few organizations. The main thrust for e-

Governance was provided by the launching of NICNET in 1987 – the national 

satellite-based computer network. The following two decades mark the age of 

rapid computerization, tele-connectivity and internet connectivity which resulted 

in introduction of a large number of e-Governance initiatives at all the three levels 

of governance. 

A National Task Force on Information Technology and Software Development was 

constituted in May 1998. In 1999, the Union Ministry of Information Technology 

was created. In the year of 2000, IT Act was passed and e-Governance got its legal 

reorganization. After implementation of RTI Act, 2005 Government information 

such as various Cabinet Decisions, forms, procedures, programs, projects, schemes, 

tenders, quotation calls, notice etc. started being displayed in the State Portal for 

reference and use by the public. (Chakraborty, 2013)  

In spite of the fact that e-governance will increase transparency and accountability, 

government and bureaucrats have themselves come up with different e-

governance plans for better delivery of services. Bhoomi project was an initiative 

taken by Rajeev Chawla, IAS, Karnataka Government. Digitalization of Paddy 

Procurement Process in Chhattisgarh is a good example of role of political will in 

such projects. NeGP’s e-district program which has covered Jharkhand as pilot 

state and Ranchi as pilot district also depicts the government will in establishing 

online services. Failure of Gyandoot initiative was also majorly due to lack of 

political will and awareness at village level. 

Government is taking many major steps in the field of e-governance as it is very 

convenient to handle computerized data rather than manual ones. In the budget of 

financial year 2013-14, focus was on a sustainable and inclusive growth. The 

Finance Minister has proposed to fund various e-governance initiatives. Besides 

allocating funds for the large scale government initiatives like Aadhaar, 

modernisation of the India Post and initiating Core banking Solutions (CBS) and 

various e-payment systems for large scale financial inclusion, proposals have also 
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been made for various technology oriented initiatives aimed at boosting the 

growth of the economy. (CiOL, 2013) 

Government has started to provide many of its services online such as death and 
birth certificates, passport application, voter ID card application, driver license 
application etc. Government has also realised that it’s high time to reduce the role 
of middle men in providing services to the public as it is damaging their efficiency 
heavily. 

Many government organizations have also joined social networking website like 
facebook and twitter to spread awareness about them and their rules. The 
Maharashtra Police Department has started a complaint tracking system (CTS), 
using SMS called ―Turant Chovis, which promises to quickly redress citizen 
complaints by sending a first response within 24 hours and resolving the issue 
within 30 days. (Chakraborty, 2013) Delhi Police has joined facebook and twitter 
to spread awareness through social media primarily about traffic rules.  
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4. Results and Discussions 
 

4.1 Findings from the literature 
UNESCO defines e-Governance as— “Governance refers to the exercise of political, 
economic and administrative authority in the management of a country’s affairs, 
including citizens’ articulation of their interests and exercise of their legal rights 
and obligations. E-Governance may be understood as the performance of this 
Governance via the electronic medium in order to facilitate an efficient, speedy and 
transparent process of disseminating information to the public, and other agencies, 
and for performing government administration activities.” (Chakraborty, 2013) 

E-governance is not just about developing a website for each department and 
running it. It is an integrated and comprehensive system in which government 
services can be provided right at our doorsteps just on a click. It involves making 
information in public domain so that anyone anywhere can utilise it. It involves 
request and delivery of services electronically rather than rigorous and 
cumbersome paperwork. It is something which aims to eliminate the information 
divide between government and citizens on the basis of social, economic and 
religious state. Establishing complete e-governance is very difficult task in a 
country like India due to digital divide between various classes of people due to 
which even in the best e-governance services, we have to ensure some sort of 
human intervention. E-governance has reduced the number and role of middle 
men to a great extent, but to deliver e-services to the poor, illiterate and villagers, 
we still need some trained human intervention in middle.  

There are basically 4 types of e-governance strategies:- 

i. Government to Citizen services (G2C) 
It basically covers basic citizen services such as online registration of birth and 
death certificates, marriage certificates, health care, education etc. ‘National portal 
of India’ www.india.gov.in is an example of it. 

ii. Government to Business services (G2B) 
It covers timely business information, filing of tender, renewal of licenses etc. 
‘Business Portal of India’ www.business.gov.in is an example of it. 

iii. Government to Employee services (GCE) 
It covers information sharing between government and its employees, provides 
them necessary training, online conference etc. E-training for employees 
www.egovonline.net is an example of it. 

iv. Government to Government services (G2G) 
It consists of transactions between central and state government, national and 
international government and governments of two states. It also covers schemes, 
plans and initiatives. ‘Portal of e-governance standard’ www.egovstandards.gov.in 
is an example of it. 

Bhoomi is e-governance project initiative by Karnataka government in the field of 
land reforms to protect farmers from harassment by local accountants and land-
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lords. Rajeev Chawla, IAS officer in Karnataka government, is the pioneer of this 
initiative. ‘Bhoomi is a farmer friendly mechanism to access and update land 
records using state of art technology.’ (Chawla) Bhoomi has completely changed 
the scenario of land records and reforms in over 27000 villages of Karnataka. 

Some facts to show the reach of Bhoomi :-  

i. Over 7 million farmers and 35 million other stakeholders are getting benefitted 
by it. 
ii. Bhoomi approximately deals with 20 million land records with average size of 
field being 0.6 hectares. 
iii. There are 177 project locations serving over 27000 villages. 
iv. Data entry of each land has 47 information fields – owners, tenants, crops, soil, 
irrigation sources etc. (Chawla) 
The data stored in Bhoomi software forms basis of ownership and loan for the 
farmers. Previously, farmers land documents mostly get entrapped by local 
accountants and farmers get into a never ending cycle of loan and harassment. 

 Manual system vs. Computerized system :- 

i. Manual records have inherently low transparency as its validity and authenticity 
is always questionable as it can be tampered easily. Also, the quality of manual 
records directly depends on the middle men involved in the process. Whereas in 
computerized system, no such anomaly is there. Computer stores data as entered 
by you and it won’t change until you yourself do it. Also, computer stores all the 
history of changes made and has back-up strategy too. It effectively removes the 
middle man and made data entry directly in our reach.                                                     
ii. Manual records aren’t easily accessible. The manual records system can even 
harass and exhaust a well-educated people, so the less educated villagers were the 
easiest prey for corrupt governmental officials to do all sort of mischiefs. Even if 
some officials want to give the record honestly, it takes a great deal of efforts to 
find the particular records in bunch of records kept in several files. Villagers had to 
be dependent on the officials to access the records. After, Bhoomi all the records 
have been computerized. Now, a villager (after undergoing a little training) can 
himself check his land records without any dependence on any other personal. 
Searching the record isn’t a problem anymore; the computer does it for you.          
iii. Most of the manual records aren’t updated on a regular basis due to ignorance 
of officials and the rigorous and time-taking process involved. Whereas after 
Bhoomi, all the land records are updated on a regular basis by villagers 
themselves. Mutation of land has become easy and convenient for them as they can 
update their land record themselves without any major dependence on 
government officials. Segregation of task has actually helped the cause.                         
iv. Computerized data is more secure than the manual one as it can’t be tampered 
or lost easily whereas we have seen the cases of mice eating up the files or files get 
destroyed by one reason or another. Computerized data effectively removes all 
these possibilities. 

Karnataka government gave training to 10000+ officials on data preparation and 
validation process. Many work-shops were organized to provide villagers the 
training which was necessary to use the software effectively. To facilitate the 
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software further, it was developed in local language i.e. Kannad so that local 
villager won’t face any language concern while using the software. 

Achievements of Bhoomi :- 

i. 40 million copies of various documents and information have already been 
provided from the Bhoomi kiosks. 
ii. The number of mutations has increased 3 times. 
iii. The role of local accountants in villagers’ lives has been minimized to a nominal 
level. 
iv. All the land records are in public domain now. The concerned party can access it 
any time without any application or something.  
The Registration Act, 1908 also develops hurdles in implementing computerized 
land records. Amendments are required in this act to facilitate land reforms as 
recommended by Committee of Computerization of Land Records, 2005. 

E-district is a project under National e-Governance Plan (NeGP), which aims at 
improving district level services to increase the reach, efficiency and transparency 
of G2C services. Jharkhand was selected as pilot state and Ranchi was selected as 
pilot district for its implementation. (Sinha 2013) 

The project was discussed and implemented considering the following important 
points:- 

i. Coverage – Geographical & Demographical 
Initially for pilot survey, the model of e-governance was implemented at the Kanke 
block of Ranchi district on 13th Sept 2011 inaugurated by then Chief-Minister of 
Jharkhand. In today’s date, the program covers all 303 Panchayats, 18 blocks and 
other important government organizations in Ranchi through 315 Pragya Kendras.   

ii. Services 
It mainly covers the services like birth/date registration, caste certificates, 
domicile certificates, income certificates etc. The request/application which is to 
be made for availing the facilities, approval process, database and service delivery, 
all are totally electronic. It serves the citizens right at their doorsteps. 

iii. Innovations 
The CSCs or Pragya kendras are provided with 24*7 BSNL internet connection, 
generators for 24*7 electricity and are shifted to Panchayat Bhavans. The e-
application is bilingual – English & Hindi. Village Legal Entrepreneur, VLE is 
appointed at each Pragya Kendra and extensive training was provided to all circle 
inspectors, COs, BDOs etc. For availing many services, the rule of necessary 
affidavit has also been removed. SMS service for auto notification to the applicant 
of status of their application has also been started. 

iv. Stakeholder 
Stakeholders are mainly the citizens, government officials of various department, 
VLEs and principal secretary (IT). 

v. Citizen Relevance 
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The citizens have always been the main focus of this program so that the 
government can provide them with best e-services. The general details for availing 
any service such as eligibility criteria, steps of application, application location etc. 
are written right outside all CSCs. 

vi. Efficiency Enhancement 
The government is continuously seeking feedbacks from the public and changes 
are being made in process as much as possible. The e-system is continuously 
evolving system, it can’t be taken to the stage of completion in one day.   

vii. Adaptability 
The bilingual nature of application form, e-mail & SMS alerts, and state wide roll 
out types of enhancements increases the system’s adaptability many folds.   

viii. Accessibility 
As already mentioned, through 315 CSCs/ Pragya Kendras, government is trying to 
make its accessibility possible for each individual. VLEs help the people in filing the 
application and provide them with a token unique to their application using which 
application can be tracked back. 

ix. Sustainability 
Many hardware and software problems were noticed at the time of its 
implementation, but all them are taken care of. High technical training is also being 
provided to various personals who are interested in working at CSCs.   

x. Transaction 
At CSCs, the applicants are provided with all necessary help and then provided 
with a token number by which he can track his application and ensure delivery of 
his application. 

xi. Cost effectiveness 
Initial, capital cost was involved but after installation, it can be run at minimal cost 
saving a lot of administration’s time. 

Gyandoot is an e-governance initiative at Dhar district of Madhya Pradesh which 
aims to provide the villagers with government services with minimal delay and 
money since January, 2000. In rural areas, the government services are quite 
inaccessible due to lack of infrastructure, awareness and literacy. Villagers have to 
travel all the way to district to avail any of the services. The officers sitting over 
there enjoy their monopoly on ‘paper documents’ and take its advantages in many 
unfair ways. Gyandoot aims to provide these services to villagers in less time and 
money by controlling the information electronically. Under Gyandoot, 38 
telekiosks i.e. computer service centres have been built in Dhar district at various 
places trying to make sure the vicinity of these telekiosks to each and every village. 
Most of the telekiosks were built in the areas with weekly markets and important 
connecting roads. Each telekiosks has one Soochak, who manages all the work 
there. 

People submit their request online but they have to go back to telekiosks to take 
the document or information they demanded as Gyandoot only computerizes the 
front end of government services not back ens. So, information is still provided on 
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paper. Applicants get response in maximum 7 days’ time. In case of grievances, the 
central Gyandoot officer looks into the matter. Gyandoot program manager meets 
the district collector on weekly basis to discuss the grievances and other issues. 

Gyandoot telekiosks are operated under two models: the Panchayat (village 
committee) and the private models. In panchayat model, first of all three people 
are sorted out who are sent for training. After training, they are interviewed and 
then the best candidate is appointed as Soochak. The Panchayat pays for capital 
expenses of Soochak, but rest of the expenses Soochak has to bear himself. Soochak 
is allowed to keep 90% of his earning, while 10% should go to the Panchayat. In 
private model, the economically strong persons get the telekiosks. They don’t get 
any assistance from the Panchayat in terms of capital expenses and they pay Rs 
5000 monthly to the Panchayat and keep all the earnings with them. 

Most of the telekiosks have very slow internet connectivity (31 out of 38). 7 
telekiosks are interconnected by CorDECT, a wireless local loop technology 
developed by Chennai based firm which is very fast. But the problem with this is, it 
can only be repaired by the firm only, that’s why it takes many weeks to repair it 
once some problem occurs. (Raina n.d.) Very less people are actually using the 
services under the Gyandoot. CEG-IIMA survey has found that out of 38 telekiosks 
10 are not operational. The 18 telekiosks surveyed have 0.62 users per day on an 
average over last two years. (Raina n.d.) 

The villagers who are living nearby a telekiosks are aware of it but those who are 
living far away aren’t. According to the survey, 69% of people are aware of 
telekiosks if it is in their village. The awareness drops to 43% if distance of 
telekisoks from village is 1.5 to 10 km. Out of 32 users surveyed 27 of them live in 
1 km circle around the telekiosks. (Raina n.d.) Gyandoot is used more by the rich 
farmers to know the prices in nearby markets etc. than the poor ones. Also, the 
soochaks who aren’t appointed by Panchayat process aren’t sensitive towards the 
poor.  

The failure of Gyandoot gives us a very important learning that even a good e-
governance plan for the citizens can flop due to lack of awareness, connectivity 
issues and lack of successful self-sustainable approach. Many such potentially 
revolutionary projects are dead due to ignorance and wrong approach. It’s not 
always the corruption which kills a good project; it can be due to lack of fair 
deduction and judgment too and unfortunately, we are suffering from both. Policy 
paralysis is a major reason behind plight of our country.  

Project Akshaya was launched on 18th November 2002 as a pilot project in 
Malappum district Kerala. The main objective of the project was to ensure the 
reach of ICT enabled services to the public. Under this project, at least 1 person 
from each family is to be made e-literate. ICT services are to be provided using 
Multi-Purpose Community Centres – Akshaya Kendras. It was programs aim to 
ensure reach of at least one Akshaya Kendra within 2-3 km of every household. 
This program not only aims to provide government services online, but it also 
promotes e-learning, awareness among citizens through information etc. In 
Malappuram this program has trained more than 5.9 lakhs people and the most 
exciting part is – 65% of them are women. (Chkrabarty, 2008)  
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E-Choupal is another great initiative by Government of India targeting the farmers 
in villages. In-spite of having a procurement system throughout the country, many 
farmers are still not getting benefits of procurement system. Under e-chaupals, 
information centres connected through internet are to be established where local 
farmers get to know about rates of various crops in national and international 
markets. They can utilize this information to maximize their profit. This initiative 
when used and utilized properly will certainly improve decision-making of 
farmers. It will make them aware about market demands which will inspire them 
for better quality and productivity. This chain of information centres will also 
inter-connect farmers from all over the country. It was also a very ambitious aim of 
this program to inter-connect farmers of one corner to another and ensure 
exchange of valuable knowledge between them. It effectively removes the role of 
middlemen in the process who are believed to be one of the most important reason 
behind their exploitation. After its inauguration in 2000, it has already covered 
38500 villages through 6500 e-chaupals across 9 states. (Chkrabarty, 2008) Its 
next aim is to establish 20000 e-chaupals in nearly 1 lakh villages across 15 states 
benefitting approximately 10 million farmers.  

But still the problem is, all these things look good on paper and ground reality is 
quite different and not so easy going. There is technical gap between the 
computers and most of the farmers of our country. E-literacy is very poor 
especially among the rural areas. To provide them access to these services, some 
trained persons are required who play a crucial role in deciding success and failure 
of program. Also, there is lack of awareness and a sense of phobia among the rural 
people about computers which pulls them back to utilize e-services. Their doubts 
and fears about e-services must be cleared in a proper and steady manner. 

The government should change its strategy from commodity based to service 
based approach. Our government is procuring hardware and software from foreign 
countries for various e-governance services. This approach is not very far-sighted 
one and it equally hurts our economy and self-sustainability. Brazil is a good 
example to look into for this case. Brazilian government imposed various 
restrictions on procuring hardware and software from foreign market and focused 
on developing indigenous ones. This model worked really well for them and they 
have become self-sustainable for hardware and software needs for various e-
governance projects. India can follow a similar model, but it’s not feasible in 
today’s world of globalization and inter-connected economies. It worked for Brazil 
as they took those steps in 80s and 90s itself. Instead a more feasible solution in 
today’s world is, focus should be on procuring services instead of hardware and 
software only. It will ensure that we are actually paying for services which are 
being exercised, otherwise what happens in many cases is, we import all necessary 
commodities from outside and later on, they become good for nothing due to lack 
of speedy implementation and proper planning. Procuring services is a much 
better way to ensure its reach to the public. 

Another major issue is lack of any system to transfer success of e-governance plan 
of one place to another. A good plan which is doing wonders at some place remains 
limited to that place only. We don’t have a specific system or organization to work 
on minor changes which must be incorporated to replicate e-governance plan of 
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one place to another. Many important lessons can be learnt after observing success 
or failure of one program.  

4.2Finding from the fields and impact on the theoretical focus of the project 

MCD is in process of framing an integrated online platform for all the 
establishment issues such as salaries, packages, appraisals, promotions etc. Still 
they are in their nascent stage and a large number of humans are involved for data 
input and output in the system. They have already started Biometric attendance in 
their offices. They are trying to synchronise the attendance, leaves, applications 
etc. so that everything can be accessible at one go. They have set up a unique data 
centre of its own kind for data handling. 

In many fields, MCD is planning to go completely online. Currently, the estimation 
system is completely online. All the estimates are generated by the software itself, 
we just need to feed in initial data. But strict hierarchy is being followed in these 
systems keeping in mind the importance of secrecy of estimates. They are planning 
it to keep in public domain once security concerns are looked into. 

Technical sampling reports are too being generated online. Samples are obviously 
sent by manual mode with a unique test request number and test report is 
uploaded online which can be accessed anytime by concerned citizens. Currently, 
the system is there should be a person in labs who notes down the data, feeds it 
into the report and send to the MCD. This person is necessary due to trust issues 
and the major problem is, the machines that are being used for readings are analog 
due to which they can’t directly feed the data in computers. MCD is planning to go 
totally digital and then making everything online. 

Tenders are being filled online which generates their unique identity with date, 
time and identity of the person who is logged in since 2004-05. Tenders are 
verified offline and decision of giving the work to someone is also taken 
confidentially. MCD have been pioneer in e-tendering and many other 
governmental offices have imitated this model. 

MCD has also started, at few places only, verifying the maps and plans of houses 
online. All we need to do is, feed the map to the system in appropriate format and 
later on take the print-out of approved or unapproved map/plan. This program, if 
implemented properly on most of the places, will eliminate the role of money and 
corruption involved in getting an inappropriate plan approved. 

The trifurcation of MCD into three independent bodies i.e. East, North and South 
have acted as an set back in the way of completely going online. 

After field visit to CSB centre at Vasant Vihar, it was investigated that, many CSB 
centres of MCD had been closed down long ago due to drastically less number of 
visitors. Many a time when visitors came, either CSB officer wasn’t used to be there 
or the server was down. And when everything used to be right with CSB centre, 
visitors weren’t there. Many new CSB centres were also opened at the time of 
Commonwealth Games, but they were a failure too. The main reason behind failure 
of these centres as told by Shri S.S.Chauhan, officer at MCD office – Vasant Vihar, is 
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lack of awareness among the public about these centres. MCD went on opening 
new CSBs without spending enough resources on making it popular among the 
public. Many centres were opened without any prior awareness. The idea of 
providing services under one roof of CSB was a very good initiative by MCD, but 
due to lack of awareness among public, this great initiative didn’t find many takers 
at most of the places. However, 5 property centres are working perfectly fine and it 
is being used by many users. Property tax centres calculate property tax 
electronically and provide a fair and transparent way to pay it. 

The information about location of CSBs is there on the website only and that too of 
only 14 of them and after opening of new ones, they haven’t been updated. So, it is 
very difficult for people to know about them. The CSB centre at South MCD was 
under renovation and condition of the centre wasn’t very good. There was surely a 
space crunch. The basic procedure to obtain birth, death, domicile and caste 
certificate isn’t too much complicated. The applicant must go on the counter and 
ask for the form. He/she needs to fill the form and attach photocopy of his ID proof 
and present address with it. The form is accepted at the computer counter and a 
unique request number is generated. The applicant is called after 10 days. 10 days’ 
timeline is given so that applicant can get his certificate on prescribed time and 
he/she doesn’t have to make unfruitful visits to the centre. The information in the 
form is noted down by the persons on computer counters and all the details are 
sent to record office. In record office, an officer verifies the data provided and 
generates soft copy of certificate, if all the particulars are correct. People at 
computer counters take print out of them and hand it over to applicant after 10 
days. 

4.3 Gap analysis 

Successful implementation of e-governance projects depends on many factors like 

infrastructure, e-literacy, awareness and ease of acceptance of online services. 

India still lacks the necessary infrastructure for e-enabling of all the government 

services. Many e-governance service centres face the problem the problem of 

shortage of electricity due to which either they need to be closed down or any 

alternative source of power like generator has to be made available which adds up 

to the cost of the program. Availability of power is major problem India since the 

time of independence. One of the main reasons contributing to failure to Gyandoot 

is unavailability of power at telekiosks.  

Proper awareness need to be created among the masses for whom the project is 

targeted before bringing the project on the floors. As literacy level and e-

acceptance is very low in India, so we have to invest properly in creating 

awareness and identify the ways which are best suited for it. Bhoomi model was a 

success as 10000+ people were actually trained through various workshops at 

Panchayat level which spread the awareness by word of mouth. Whereas Gyandoot 

was a failure as administration didn’t make sufficient efforts to make the program 

popular among the poor farmers. Within 1 km radius of telekiosks, there is 69% 

awareness whereas it drops down to 43% as we move to 1 km to 10 km. 
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Government initiative to develop the e-governance software in local language 

using local talent is a very good step towards bringing the e-services in reach to 

poor and illiterate. In a country like India where people speak so many different 

languages, it is necessary to develop a system which can communicate with then in 

their local language rather that communicating in some foreign language. It also 

creates job opportunities for the locals. 

India spends very less on e-governance as compared to other countries. Countries 
like Australia and New Zealand spends around US $ 200 per capita on IT public 
sector, whereas countries like India and Indonesia are spending less than US $ 1 
per capita. The government has made mandatory to spend 3% of its total budget to 
improve IT services of that department. (Chkrabarty, 2008) But, the budget 
allocation is on paper only. Most of the departments are not taking extra headache 
of improving IT services in their respective departments. 
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5. Recommendations, Scope and Strategy for Implementation 
 

5.1 Recommendation & Scope 

Some of the recommendations by the intern are:-  

i) Capital investment is required in creating e-awareness in suburban and village 
areas targeting socially and economically poor people. Most of the times the main 
concern of e-governance policies is related to the poor, but e-governance services 
are mostly get used by rich and powerful as happened in the case of Gyandoot. 
There is no harm in rich and powerful utilising e-governance policies effectively, 
the problem is the poor for whom the policy was originally meant are unable to 
use it due to lack of information. So, first of all government should organise 
workshops to train or educate the poor about e-governance program which is 
going to be implemented there. Government should also use communication 
sources to spread awareness about e-governance programs. 
ii) Involvement of larger pool of local talent in creating e-governance project and 
transferring success of project of one state to other. Involvement of local talent and 
language has done wonders in the case of Bhoomi of Karnataka and Paddy 
procurement in Chhattisgarh. These type of project shouldn’t only be encouraged 
but efforts should be made to use and execute these project in other states too with 
necessary amendments. 
iii) Steps should be taken at larger level to promote Indian IT firms as they can 
contribute spreading the use ICT among the public in a bigger way than any 
foreign firm can do. Indian firms understand the needs and requirements of Indian 
public in a much better way and they can give the necessary software in our own 
specifications such as local languages, providing a local touch to aesthetics of 
various hardware to attract the public to use them etc. 
iv) Public Private Partnership should be encouraged in various e-governance 
plans. Private firms should be given the responsibility of developing the software 
and hardware and then providing e-services to the citizens. Any risk or issue 
related to this services part should be dealt by them after government’s assurance 
that government will pay for their losses if that program proves to be a failure. 
Government assurance is crucial as no private firm will take the initiative to invest 
in a plan whose success is highly uncertain. Private firms should be given a 
directive to gradually recover the cost of technology from cost of services. 
v) A committee at national level should be appointed to keep an eye on various e-
governance programs operating in different parts of the country to analyse the 
reasons behind their success and failure. It should recommend the potential use of 
e-governance plan of one place at some other part. This replication of plan will 
ensure that a good e-governance plan wouldn’t get confined to a single part of 
country only. This department would also work on integration of various 
important departments to provide more effective e-services.                       

vi) Political will is very necessary for the success of any e-governance program. In 
manual system politicians, bureaucrats and ministers enjoy their monopoly and 
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control over the data, so it is very difficult to convince them to release their power 
and bring the information in public domain. It can be done through creating 
awareness among the voters. Political will come if there is enough sense of 
accountability and fear of losing power due to same. Paddy procurement program 
in Chhattisgarh is a good example of what a strong political will can do. It is 
generating very positive feedback in the public there, which is showing up as good 
performance of ruling party in elections. 

vii) Government should have a contract with all the radio channels specially the 
popular ones to make any e-governance project popular among the villagers and 
common public. There must be collaboration between the government and popular 
radio channels to promote e-services. If we look at the example of success 
Chhattisgarh’s Paddy Procurement program, they used to send local people on 
bikes initially to all the villages for providing information about the program. Such 
initiatives can also be taken to ensure awareness about e-governance program 
among the villagers. 

viii) To promote e-literacy each Panchayat should be supplied at least 5 computers 

with one trained personal from their area only. Number of computers can be 

decided keeping the population of village in mind. It will not only promote e-

literacy but it will also provide employment to local computer trainees.  

ix) Government should try to deliver the e-services using the existing 

infrastructure rather than developing new one without any prior testing about 

success or failure. Initially post-offices, primary schools, health care centres, 

government departments in rural areas etc. should be utilized to provide e-

services and when people get aware about it and the program starts finding 

significant number of users, government can switch onto developing new 

infrastructure for the program. 

x) Most of the government machinery have become out-dated as most of them 

were purchased long time ago. These machines can’t be synchronised with 

computers to make the system completely computer based. Latest machinery is 

very necessary to build a completely computer based system. A master plan should 

be formulated to replace all the analog devices which can’t be synchronised with 

computers gradually, not at one go as replacing all of them at once will blow much 

of a hole in government’s wealth and it will not give us the appropriate time to 

train government employees about their usage which will bring a halt in useful 

work. Emphasis should be laid upon replacing them with indigenous digital 

machines.  

xi) Government should ensure that all the departments are using at least 3%, if not 

more, of their total budget on e-governance services. Directives should be 

launched to use this budget not only in buying some fancy computers and then 

leave them sitting idle, but a part of this budget should also be spent on regular 

training of employees to keep them updated. Each department should put all this 
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information about usage of ICT funds on its website proactively without RTI being 

used by anyone, so that a sense of responsibility about spending that amount 

judiciously can be developed among the government officials. 
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6. Suggestions for future work 

i. A more detailed comparative analysis can be done between the e-governance 

models of other developing nations such as Brazil, Chile & Cameroon and India. 

Focus should be kept on how e-governance services were developed in other 

nations and how it is developing in India. Also, the feasibility of various e-

governance projects in other countries should be tested in Indian context. This 

comparative analysis will generate some more effective and good 

recommendations. 

ii. A survey can be conducted in four types of areas – a village, a slum in the city, a 

middle class colony and a posh area to investigate views of people living over there 

on e-governance. What are their concerns and fears related to e-services, what are 

the primary difficulties faced by them in utilizing e-services, what are their 

expectations from any e-services etc. questions can be asked to get a fair idea of 

views on these questions from people of different background. This survey will 

help in designing future e-governance plans. 

iii. The intern had tried to cover the e-governance program from every part of 

country but still he failed to analyse any program operating in far north i.e. Jammu 

& Kashmir and North-East states. E-governance plans operating in these regions 

must be investigated in order to formulate a nationwide e-governance plan 

because conditions in these regions are quite different from rest of the nation. 

iv. The intern had mostly analysed the role of ICT in providing governmental e-

services to the citizens. The role of ICT in power sector, education sector etc. must 

be analysed to complete the study on e-governance. 
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7. Conclusion 

ICT can play a huge role in ensuring ethical and efficient governance as it increases 

transparency and accountability many fold. ICT brings the government services 

right at our doorsteps which can be accessed 24*7 just by a small click. The 

concept is quite new in India and still the level of e-acceptance is very low in India. 

People usually have security concerns while making online payment or at the time 

of making any of their information online and this fear and concern pull them 

backward. Level of e-literacy is drastically low in typical Indian villages. Even in 

cities e-literacy is less and no surprise, India come on 164th rank in penetration of 

internet. Also, there is lack of political will among the ministers and bureaucrats as 

until the records and data handling are manual, they have their monopoly and 

control over them and nobody wants to allow the power to slip from their hands. 

Lack of infrastructure is also a major issue while implementing e-governance 

services. Existing infrastructure is not enough for this huge population of 1.25 

billion. 

Indian minds are famous in world IT industries but we ourselves are facing acute 

shortage of good quality e-literates at village and small town level. Most of the e-

literate talent is more concentrated in metro-cities like Bangalore, New-Delhi etc. 

Shifting of this population towards small towns should be strategized and 

incentivised, so that we get a fair amount of e-literates to spread awareness about 

e-governance plans in these areas too. But it is very difficult task to accomplish.   

Problems are many, but there are solutions and inspirations too. The example of 

Paddy procurement in Chhattisgarh shows strong political will working behind the 

program. Bhoomi project shows that the demographic and geographic barriers can 

be overcome by involvement of local talent & language, Panchayats, organising 

workshops etc. NeGP’s e-district program at Ranchi shows that how important it is 

to identify all the stakeholders beforehand and act according to their interests. All 

of these plans have some very good and outstanding innovations and qualities 

associated with them which can be incorporated in programs at other places as 

well. We shouldn’t let these revolutionary ideas die at that place only, instead steps 

should be taken to spread it at other places as well so that a greater fraction of 

public can be benefitted from the same idea. The success and failure stories of 

these programs guide us towards formulating much better and efficient plan next 

time. 
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9. Appendix A 
 

1. Number of users & services of Ranchi’s e-district program 

 

Source:-  Jharkhand Agency for promotion of information technology – e-district 

Ranchi by N.N. Sinha 

 

2. CEG-IIMA survey of telekiosks of Gyandoot project 

 

Source: - Simoni Cecchini and Monica Raina Report: - Electronic Government and 

the Rural Poor: The Case of Gyandoot  

3. Software configurations of computers used by MCD for providing e-services

 



    
 

  

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

Source: - www.mcdonline.gov.in 

4. The charges for various services at MCD 

Value of Transaction (in 

Rs) 

Transaction Fee 

1-500 5 

501-100000 10 

Over 100000 100 

Source: - www.mcdonline.gov.in/tri/ndmc_mcdportal/detail.php?id=54 
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“The highest measure of democracy is neither the 

‘extent of freedom’ nor the ‘extent of equality’ but 

rather the highest measure of participation.” 

- A.D. Benoist 

 

Rakshak Foundation creates awareness domestically and internationally 

about the rights and responsibilities of citizens towards the society and 

state. Rakshak engages in and supports social and scientific research on 

public policy and social issues. 
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