
 

 

 

 

 

 

 

 

 

 

 

 

 

AUGUST 2014 

 

 

 

 

 

  

Submitted by:  
 

Ankit Kumar 
IIT Kharagpur 

 

How to leverage technology to 
improve the standards of 

governance in our country?? 
 
 

Mentored by: 

Shri Sanjay Jaju, IAS 

Secretary, Information Technology & 
Communications Department, 
Andhra Pradesh Government 

 



    
 

 

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 a 3rd year Undergraduate Student in pursuing B.Tech in 

Instrumentation Engineering from Indian Institute of Technology, Kharagpur and 

have keen interest towards Public administration and Governance in India. The 

topic this project deals with is, “How to leverage technology to improve the 

standards of governance in our country?” The Intern has keen interest in taking 

up such topic and has interest in researching these topics and understanding the 

intricacies from a social point of view. 
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Executive Summary 

In recent years, India has witnessed a massive outpouring of public indignation 
manifested in street protests against corruption and a series of high-profile scandals 
involving allotment of public resources.  Common people continue to be harassed for 
accessing basic public services from government agencies.  Poor ranking of India on the 
World Bank’s “Doing Business Index” is also a reflection of this pathetic combination of 
greed and apathy.  

With the new government taking guard, forward movement on this would endear it to the 
people and help in improving our global standing. Information Technology can play a 
critical role in bringing about governance reforms. India, though a leader in software 
development has failed to harness the true potential of this revolution to smoothen out the 
glitches within the government.  In a federal structure with distributed governments and 
disparate quality of governance at various levels, role of the Centre is not just to lead and 
show the way but also to ensure that best practices are spread with right infusion of 
technical and financial support.  

Technical, legal and structural challenges apart, the toughest would be to bring about an 
attitudinal change in the officials’ besides ensuring citizen e-participation, in a country 
with huge digital divide.  To mitigate this, we need to formulate an innovative public-
private partnership business model with uniform branding, infrastructure and the right 
approach to deliver services on payment of nominal user fee.   

India is at the cusp of a digital revolution; smart phones have brought Internet to the 
doorsteps of the common man.  It’s important that these gains are harnessed and 
government service delivery experience, in areas of education, health, agriculture and 
regulatory administration is adapted and reformed to these changing times. Technology 
can also provide cost effective and innovative ways to administer flagship initiatives and 
with better targeting.  The need is to evolve frugal and simple technological models that 
can be used by those living at the bottom of the pyramid.  This would also pave the way for 
increased opportunities at the grassroots level and provide sustained and egalitarian 
growth across the length and breadth of the country.      

This paper deals with the need to conceptualize and evolve a similar idea strong enough to 
capture the imagination of the people with the need to re-engineer the business processes 
by cutting down procedures and infuse technology. 
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1. Introduction 

 

1.1 Background Information 

 

1.1.1 Good Governance:  

Good governance means that the authority deployed must be concerned with the 

broader purpose – the good of the people being governed. One aspect of 

governance relates to safeguarding the legal rights of all citizens, while the other is 

concerned with ensuring access to public services and equal distribution of 

benefits of economic growth to all. It should enable the government to discharge 

its functions smoothly and effectively. However, this would require the 

government to change its outlook, its laws, its processes, rules and regulations and 

also its way of interacting with the citizens. It would also require capacity building 

within the government and creation of general awareness about governance 

among the citizens. 

As per the UNDP1, governance is seen as the exercise of political, economic and 

administrative authority to run a country’s affairs at all levels. It consists of the 

processes, mechanisms and institutions through which citizen raise their interests, 

exercise their legal rights, mediate their differences and meet their obligations. 

Good governance is participatory, transparent and accountable by nature. It is not 

only effective and equitable, but also promotes the rule of law. It ensures that 

political, social and economic priorities are based on broad consensus in society 

and the voices of the vulnerable and minorities are heard while allocating the 

development resources.  

 

 

 

 

 

1 http://reform.gov.bb/page/GOOD_GOVERNANCE.pdf 
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1.1.2 e-Governance : 

 

The term ‘e-Governance’ has no standard definition as such. Various institutes and 

organisations have defined this term to achieve their own goals. Sometimes the 

terms ‘e-Government’ and ‘e-Governance’ are used interchangeably. Some of the 

widely accepted definitions are: 

 

a. As per World Bank,2 

 

“E-Government refers to the use by government agencies of information 

technologies (such as Wide Area Networks, the Internet, and mobile computing) 

that have the ability to transform relations with citizens, businesses, and other 

arms of government. These technologies can serve a variety of different ends: 

better delivery of government services to citizens, improved interactions with 

business and industry, citizen empowerment through access to information, or 

more efficient government management. The resulting benefits can be less 

corruption, increased transparency, greater convenience, revenue growth, and/or 

cost reductions.” 

 

b. UNESCO defines e-governance as,3: 

 

“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.” 

 

 

2 http://go.worldbank.org/M1JHE0Z280 
3 http://portal.unesco.org/ci/en/ev.php-URL_ID=4404&URL_DO=DO_TOPIC&URL_SECTION=201.html 
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c. According to US e-Government Act of 2002, e-Governance means4: 

 

“The use by the Government of web-based Internet applications and other 

information technologies, combined with processes that implement these 

technologies,  

(A) to enhance the access to and delivery of Government information and services 

to the public, other agencies, and other Government entities; or 

(B) to bring about improvements in Government operations that may include 

effectiveness, efficiency, service quality, or transformation”. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

4http://frwebgate.access.gpo.gov/cgibin/getdoc.cgi?dbname=107_cong_public_laws&docid=f:publ347.
107.pdf’ 
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1.1.3. Role of ICT in e-Governance: 

 

The “e” in e-Governance stands for ‘electronic’5. Hence, e-Governance is associated 

with carrying out the functions and achieving the results of governance through 

the utilization of ICT (Information and Communications Technology). Since 

governance has become more complex and varied in the last few decades and 

citizens’ expectations from government have increased manifold, countries around 

the world are increasingly opting for ‘e-Governance’. ICT not only facilitates 

efficient storage and retrieval of data, instantaneous transmission of information, 

processing information and data faster than the earlier manual systems but also 

speeds up governmental processes by allowing them to take decisions 

expeditiously and judiciously and in turn increases transparency and 

accountability. It also increases the geographic and demographic reach of 

government.  

 

With mushrooming computerization and increasing internet connectivity, it is now 

possible for more and more users to modify their ways of doing things as they 

leverage the advantages provided by ICT. In other words, this has led to ‘business 

process re-engineering’. The coming together of computerization and internet 

connectivity or web-enablement in association with process re-engineering holds 

the promise of enhanced access to information and government agencies, efficient 

service delivery and transparency in dealings and interactions with government. 

 

 

 

 

 

 

5 http://www.arc.gov.in/11threp/ARC_11thReport_Ch1.pdf 
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1.2 Main Problems, their scope and impact on the society 

 

1.2.1 Roadblocks to successful implementation of e-Governance Projects : 

Many issues have to be addressed before ICT based governance could be 

successfully adopted. Some of them are: 

1.2.1.1 Organizational flaws: 

Adoption of ICT based governance for PDS is incomplete without fundamental 

changes in government mechanisms and structures. In order to ensure good 

governance, various government processes need to be seamlessly integrated. 

Also strict hierarchies need to be flattened for smooth the flow of information 

and quick the decision making processes. 

1.2.1.2 Technical trade-offs: 

 

a. Scaling up the projects: 

Many e-Governance projects in India just remain confined to pilot stages only. 

These pilot projects should be scalable for successful implementation, such that 

they can pave way for full-scale roll out. 

 

b. Interoperability: 

In most of the G2G projects, where different departments operate on different 

platforms, some sort of in-built integration is required for seamless flow of 

information within the government. 

 

1.2.1.3 Security and Risk issues: 

Security of a network requires not only anti-virus, firewall, anti-theft software 

and encryption technologies to be installed in the system. Presence of Disaster 

Data Recovery System and Business Continuity System is significant while 

dealing with the leading business enterprises. 
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1.2.1.4 Socio-Economic and cultural aspect: 

The idea of e-Governance doesn’t seem culturally acceptable amidst many 

people as they are not comfortable with technology. It has also been a 

misconception among people that access to internet would have bad influence 

on young people. In order to sustain, innovative value added services need to 

be offered though front-end delivery windows and just routine services would 

not suffice. 

1.2.2 Digital divide in India 

1.2.2.1. Definition: 

It may be defined as the gap between those with regular, effective access to 

digital and information technology and those without this access. It is the gap 

between the technology haves and have-nots or information haves and have-

nots. 

1.2.2.2. Factors contributing to digital divide: 

1.2.2.2.1. Lack of Physical access: 

• There is an absolute lack of telecommunication infrastructure in our 

country.  

• Even if available, it is obsolete in terms of sufficiently reliable bandwidth for 

internet connection.  

• Cost of the service is so high that people are not able to purchase or rent the 

necessary equipment without much financial help. 

 

1.2.2.2.2. Lack of ICT skills and support: 

• Low literacy levels and lack of computing and technology skills prohibit 

people of such disadvantaged groups from making use of ICT. 
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1.2.2.2.3.  Attitudinal Factors: 

• Cultural and behavioural attitude towards technology are not so shining. 

• People think that those computers are for “brainy” people, for male, for    

young and are difficult to use. 

• Our culture places high values on personal communications and strong 

family and kinship networks. 

 

1.2.2.2.4. Gender: 

• Females have less access to Internet than males. 

• It is a general perception that technical subjects are meant for men. 

• As a consequence of such myths, many female shy away from using ICT. 

 

1.2.2.2.5. Age: 

• People aged 15-24(45%) use internet daily. 

• Older Respondent aged 45-54(27%) use internet once in a month. 

• Digital divide exists between age groups because the youth have more 

access to technology and are willing to use it whereas older people are 

resistant to change and avoid its usage. 

 

1.2.3 Retail level Corruption 

• Corruptions of several kinds exist in each and every society, however with 

varying intensities.  

• It is very difficult to frame a detailed definition of corruption because of its 

diverse and generic nature. It can be broadly defined as “the abuse of public 

power for private benefit”6. It is commonly considered to be one of the most 

obvious obstacles to economic development. 

• The last decade has made our societies realize the extent to which 

corruption and bribery are undermining their welfare and stability. Hence 

Governments, the private sector and civil societies are joining hands to 

fight against corruption. 

6 Ceobanu A., When Socialism meets Capitalism Corrupt Practices and Post-Communist Transition: A 
Comparative Analysis, Thesis Univ. of Nebraska (1998) 
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1.3. Goal and Objectives of the project 

 

The goals and objectives of my project are broadly classified as: 

• Collect data about the Indian states and their level of IT preparedness. 

• Can we develop certain indicators, which can allow us to measure the level 

of IT preparedness? 

• If our global ranking (in transparency and good governance) is poor, what 

are the reasons? 

• Can we develop a model, which can be applied all over India, or would we 

require diverse set of models? 

• If a standard model were possible, what would be the typical components 

of this model? What will be its financial implications? 

• How do we address the question of digital divide in ensuring technology 

aids all? 

• How can technology help in reducing retail-level corruption or are their 

other means? 
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2. Methodology 

 

2.1 Literature Search 

 

2.1.1 Measuring the IT level Preparedness:7 

2.1.1.1 E-readiness: 

• E-readiness is a measure of the quality of a country’s ICT infrastructure 

and the ability of its consumers, businesses and governments to use ICT to 

their benefit. 

• When a country uses ICT to conduct more of its activities, the economy can 

become more transparent and efficient. 

• Several criteria (weighted) are scored on their relative presence (or lack 

thereof) in a country’s economic, political or social landscape. 

2.1.1.2. Categories for measuring the e-readiness index: 

1. Connectivity and Technological Infrastructure (20%): 

• Broadband penetration and affordability 

• Mobile Phones penetration 

• International internet bandwidth and security 

2. Business Environment (15%): 

• Market Opportunities  

• Policy towards private enterprise 

• Foreign investment policies 

• Foreign trade and exchange regimes 

• Tax and Labour laws 

 

 

 

7 http://graphics.eiu.com/pdf/E-readiness%20rankings.pdf 
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3. Social and Cultural Environment (15%): 

• School life expectancy 

• Gross enrolment in education 

• Internet Literacy 

• Technical Skills of workforce 

• Degree of innovation 

 

4. Legal Environment (10%): 

• Effectiveness of traditional legal framework 

• Laws covering the Internet 

• Level of Censorship 

• Ease of registering a new business 

• Electronic ID 

 

5. Government policy and vision (15%): 

• Gov’t spend on ICT per head 

• Digital development strategy 

• E-governance strategy  

• Online procurement 

 

6. Consumer and business adoption (25%): 

• Consumer spending on ICT per head 

• Level of e-business development 

• Use of internet by consumers 

• Use of online public services by citizens and business 
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2.1.2 Digital Divide 

 

2.1.2.1. Digital Divide in Literature:8 

 

2.1.2.1.1 Norris (2001) 

Norris has concentrated on the economic and political aspects of the 

nature of the digital divide, and has distinguished three hierarchical 

levels: the macro-level, the technological and economic resources 

available and their distribution, the meso-level, the role played by political 

institutions, and the micro-level, individual resources and individual 

motivation. 

 

2.1.2.1.2 Foulger (2001) 

People who live in digital have-countries have greater access to a variety 

of communication media and information. While Internet access may or 

may not be ubiquitous, it is certainly set up in most schools, companies, 

and communities in order that people who want Internet access can get it. 

Therefore, the digital divide is really a continuum of choice. The choice is a 

fundamental issue informed by psychological and social concerns, not just 

economic concerns. Some people choose to make extensive use of digital 

resources. Others do not. Most people fall somewhere in between. 

 

2.1.2.1.3 Mun-cho and Jong-Kil (2001) 

A study by Mun-cho and Jong-Kil signifies three stages of digital divide: 

information accessibility, information utilization, and information 

receptiveness. At the first stage, information accessibility is closely 

associated with the economic factors under which the user can have 

access or not in terms of digital opportunity. The next stage, information 

utilization is related to obtaining and creating added value in using the 

information. Information receptiveness refers to whether the user can use 

the information to enrich quality of his/her life. 

8 http://www.emeraldinsight.com/journals.htm?articleid=1718896 
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2.1.2.2 Digital Divide in India:9 

Following factors are the barriers of digital divide in India: 

 

1. Low Literacy Level: 

• Even though the literacy rate seems to be going up, but there is a difference 

in literacy rate between urban and rural areas which creates this digital 

divide. 

2. Education System: 

• There are large numbers of dropouts at the Undergraduate level in India. 

• 23 million children take up primary education every year but only 15 

million ends up in taking secondary education. This figure drastically 

reduces to 2.3 million at undergraduate level. 

3. Language: 

• For Indians who speak little or no English, the barriers to Information Age 

are almost inseparable. 

• Unless Indians know English, irrespective of the fact how rich, brilliant or 

educated they may be, Internet access and computer use is impossible. 

  

2.1.3 Reduction in Retail-level corruption 

Computerised Paddy procurement and PDS in Chhattisgarh: A Case Study 

The paddy procurement and delivery mechanism in Chhattisgarh involves huge 

subsidy which encourages corruption if the leakage and diversion is not checked 

properly. The magnitude of improvement in the lives of citizen was not matching 

with the funds spent, due to heavy leakages in the system. Hence the government 

came up with a scheme that depends on proper targeting. Some of the salient 

features of the scheme are: 

 

 

9 S.Y.Bansode and S.K.Patil: Bridging digital divide in India 
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2.1.3.1 Paddy Procurement at Minimum Support Price (MSP): 

• Most of the farmers of Chhattisgarh were of medium and low income 

groups. 

• They had to sell their produce immediately after production because they 

do not have adequate storage facilities and they need quick money to repay 

the loans for purchasing seeds, fertilizers etc. 

• If the market does not come forward and purchase the produce at in the 

agriculture session, then the farmers will have sell their produce at lower 

rates. 

• Later on the middlemen and the brokers will sell the produce at higher 

rates. Hence to check this, government ensured to purchase the produce at 

a Minimum Support Price. 

2.1.3.2 Leakage and diversion: 

• It was found out that more than 25% diversion takes place before ration 

reaches the beneficiaries. 

• The major areas of diversion are: 

o During procurement 

o Movement of commodities between warehouses 

o Transporting of produce from warehouse to FPS 

o At FPS level 

2.1.3.3 Use of ICT to check Corruption: 

As a matter of fact, technology cannot directly stop corruption. But it can be very 

well used as a tool to increase transparency which can reduce corruption. 

Strategies implemented: 

• Create Transparency: 

Creation of transparency can let each and every citizen know what is 

happening and what is supposed to happen. Without providing proper 
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transparency, no control or inspection can be achieved. On the other hand, 

excessive control can increase the amount of corruption. 

• Convenient way to give feedback: 

Most of the people are not ready to spend a lot of time or money in order to 

lodge a complaint because it is cumbersome for them. A cheap and smooth 

system of complain mechanism can ensure a proactive involvement of 

citizens in the system.  

• Attention to the Complaints: 

It is necessary to build confidence in the public that their complaints are 

being attended to, such that they don’t start losing confidence in the system. 

One of the ways to do so could be usage of Complaint Monitoring System to 

keep an eye on complaint redressal mechanism. 

2.1.3.4 Food Grain Supply Chain, Computerised 

• Paddy Procurement and Milling: 

Procurement centres were located village panchayat level. A stand-alone 

module has been developed for online purchase of paddy from farmers and 

their issue to millers, storage centres and FCI. There was an on-spot 

generation of cheques and delivery memos for movement of paddy in real 

time. 

 

• Ration Card database and issue of commodities to FPS: 

Unified ration cards were prepared with unique number and barcode. Shop-

wise allocations were also automated. Fair Price Shops have to declare their 

stock and sales of previous month before the issue of PDS commodities. The 

delivery orders and truck challan were generated by web applications and 

software was used to calculate the actual amount due to the FPS for the PDS 

commodities. All the information regarding allocations, stock issue and 

sales for each FPS was available with the central server. 
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• Citizen Participation Website: 

A major check against diversion and leakage in PDS is only possible through 

citizen awareness and participation. They could simply register their 

mobile numbers on the website selecting one or more FPS of their interest. 

A SMS containing the quantity, date and time of dispatch will be sent to 

them on dispatch of commodities from warehouses to their FPS. 

 

• Call Centre and Complaint Monitoring System 

Complaints made were received by the call centre and entered into the 

system immediately. Status of the complaint could always be tracked by the 

person concerned and their redressal was also monitored at directorate 

and secretariat level for speedy disposal. 

Innovative Ideas adapted in the projected: 

2.1.3.5. Innovative Ideas adapted in the project: 

• Runners: 

More than 250 motor cyclists were hired for the data transmission from 

procurement centre to the block headquarters they uploaded data on the 

central server through internet. This was done to ensure real time data 

transfer even in the absence of internet access in the village. 

• SMS Alert to Citizens: 

A SMS containing the Truck number, quantity of commodities and date and 

time of dispatch was sent to the citizens who had registered on the website 

for participating in monitoring of PDS by selecting one or more FPS. 

• Rice Festival: 

On a fixed pre announced day in a month, commodities were distributed in 

hat bazar of a village, in the presence of public and nominated government 

officials. This was referred to as Chaval Utsav. 
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3. Current NGO and Government Efforts 

 

3.1. Government efforts so far 

Some of the e-Governance initiatives taken up by the government in order to 

bridge the digital divide are as follows: 

3.1.1. Kisan Call Centre 

• This ICT infrastructure was set up to respond to issues raised by farmers, 

instantly in their respective local language. It could handle the traffic all 

over the country very well. 

• Queries are immediately responded to during the working hours whereas 

in holidays, the call is recorded and is replied by post. 

• It indeed is a historic step towards bridging the gap between actual 

information source and the user over the phone itself. 

 

3.1.2. Life Line India 

• It is telephone based information service which enabled the farmers of our 

country to record a question over phone and soon retrieve a recorded 

reply. 

• It is principally designed to provide the farming communities some expert 

advice on agriculture and animal husbandry. 

• Interactive Voice Response was incorporated. It was also integrated with 

Customer Relationship management application and information database 

provided by BT. 

• This project has not only proven the value of digital inclusion but also 

motivated rural population to improve the future of their families and local 

communities. 
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3.1.3. Bhoomi Project 

• This is a Karnataka based project and covers more than 6.7 million 

farmers under the scheme. 

• It holds millions of records of land ownership. Any such land record 

can be reviewed through a touch screen at these kiosks. 

• It not only reduced the delays involved in interacting with bureaucratic 

hierarchy of the state revenue department but also earned the 

goodwill of many people and also international funding agencies. 

 

3.1.4. Gyandoot Project: 

• It is an intranet based project in Dhar district of Madhya Pradesh. The 

rural cybercafés, which catered to everyday need of the masses, were 

interconnected. 

• ‘Soochanalaya’ were set up in every village. People could just log in and 

complain or request information on forest, crops, fields, water 

resources etc. 

• Latest crop prices were also available at “Manwar Agriculture Mandi” 

with the help of internet. 

• In this particular project, ICT not only went grassroots with wiring up 

villages, disseminating information but also simplified procedures and 

eliminated the middlemen. 

 

3.2. Analysis of Government projects so far: 

Though our government has put in a lot of money and efforts to deliver the 

services electronically, they have not been able to have a hard hitting impact 

on the lives if the citizens concerned. However, there have been exceptions. 

The case of “MeeSeva Project” in Andhra Pradesh is an exemplary one. Its key 

features can definitely be implemented into a collective one which will be 

applicable for whole country. 
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Case study on National e-Governance award winning, “MeeSeva” Project 

 

3.2.1. Introduction to MeeSeva 

“MeeSeva” in Telugu means, ‘At your service’, i.e. service to citizens. It is a 

good governance initiative that incorporates the vision of National e-Gov 

Plan “Public Services Closer to Home” and facilitates single entry portal 

for entire range of G2C& G2B services. The objective of MeeSeva is to 

provide smart, citizen centric, ethical, efficient and effective governance 

facilitated by technology. The initiative involves universal and non-

discriminatory delivery of all government services to citizens & 

businessmen of all strata and improved efficiency, transparency and 

accountability for the government. The initiative features transformed 

government-citizen interface at all levels of administration along with a 

shared governance model. 

 

3.2.2. History and Background 

Before the era of MeeSeva, Government service delivery systems were 

manual and opaque. Citizens faced difficulties in accessing Government 

offices and services because of the tedious office processes and longer 

time lags in service delivery. Scenes of overcrowded government offices 

with unfriendly employees combined with chronic absenteeism and 

inefficiencies were a common sight. Long queues, resultant delays and 

rent seeking were common during those days. In addition, the focus in 

administration was more on following procedures and keeping records 

than catering to the needs of citizens, thus losing the vision and treating 

citizen as subject rather than object of development. 

 

Government records like land records, registration records, birth/death 

registrations, municipal permissions etc., which were essential aids in 

getting benefits under various welfare programmes lied archived in 

unidentifiable sheaths and bundles of papers. This made retrieval a time-

consuming and difficult process. The power of IT was primarily under-
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utilized and most of the departments had ineffective interfaces for service 

delivery to the citizens. Government employees too were not satisfied as 

the system induced drudgery and lack of occupational motivation were 

affecting overall productivity. 

 

3.2.3. Initial Roadblocks on the way 

One of the most challenging tasks IT & C had during the initial days of 

MeeSeva was to establish MeeSeva as a citizen’s one stop e-governance 

shop. The department conducted a baseline study and learned that the 

initiative would not survive unless they bring all the departments under 

the ambit of MeeSeva and make it popular among citizens. 

 

As an initial step, IT & C identified the government departments which 

had high public interfaces, like Revenue, Police, Urban Local Bodies, 

Health, Education, Social welfare, Rural Development etc., and initiated 

discussions with them. At the same time they also deployed teams to learn 

the issues and problems faced by the citizens while accessing services 

from these departments. The directions to the teams were very simple 

and clear: learn the ground realities rather than understanding the 

superficial reasons. 

 

Studies done by the teams revealed that the large demand and lack of 

transparency had resulted in wide spread corruption and breeding of 

large number of unauthorized agents and touts. As a result, at many 

places, these unauthorized touts had created a monopolistic environment 

and were looting citizens. 

 

3.2.4. Standardization & Electronic Service Delivery Rules 

To curb these and to ensure that the requests were processed only 

through authorized channels, IT&C decided to standardize the entire 

delivery channels across the state. Subsequently, all the 

authorized/recognized delivery channels, including CSCs, APOnline 
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centres etc., were converted into MeeSeva centres. These centres, both in 

rural and urban, followed a uniform look and feel, same process models 

and delivery mechanisms and also were run by self-employed youth. 

These youths, besides eking their livelihood, provided a decentralized 

self-governance backbone to the administrative system. These multiple 

service delivery points, which were run by youths, redefined the 

governance and brought in strict adherence to citizen charter time limits. 

 

In addition to these, the state also came up with ESD rules. Government of 

Andhra Pradesh issued Andhra Pradesh Information Technology Rules 

(Electronic Service Delivery), 2011 in order to provide legal sanctity to 

the digitally signed certificates. It was also made mandatory for 

Departments to migrate to electronic service delivery within a period of 

three years. This ensured that departments moved to electronic delivery 

of services with in a period of time. These initial steps played a vital role 

in helping the state in stabilizing the initiative right from the beginning. 

 

3.2.5. IT Readiness of Departments 

Convincing other departments and bringing them under the MeeSeva 

parasol was another and perhaps one of the most challenging tasks the 

team had to undertake. Inter departmental coordination meeting were 

arranged regularly with key departments to ensure that they join the 

bandwagon. When the top level officers concentrated on convincing the 

department, the rest of the team worked on identifying the level of IT 

Readiness of each department. 

 

The team studied the hardware gaps and necessity and helped the 

department in establishing backend hardware, wherever required. This 

ensured that the hardware available in the department were capable and 

adequate enough to support high transaction applications. 
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3.2.6. District e-Governance Societies, DeGS 

Another bold step from the state came in the form of District e-

Governance Societies. Such societies were formed, registered and 

empowered to function as nodal agencies for the implementation of 

MeeSeva. These DeGSs, too, played a vital role in implementing MeeSeva. 

With the help of these DeGSs, the central team did many capacity building 

activities in every districts and mandals and ensured that the IT 

awareness levels of department officers were enhanced. In the similar 

manner, training for using digital signatures was also given to the 

concerned officers. 

 

3.2.7. Centralized Architecture of MeeSeva 

One of the advantages of MeeSeva is it’s a centralized architecture. The 

entire solution was hosted at a state of art State Data Center. The Web 

Based System, which was deployed at a central location, ensured that the 

services were easily accessible to all the stakeholders, anytime and 

anywhere. The n-tier web-based solution, i.e. Web based application, was 

developed along with PKI Engine and Payment Processing systems. The 

project worked on an Integrated Service Delivery Model to provide a 

single entry point for a wide range of services to the citizens. It also 

brought in a digital PKI enabled integrated architecture through multiple 

service delivery points by blending various pre-existing state initiatives 

with the Mission-mode Projects like State Data centre (SDC), State Wide 

Area Network (SWAN) and Common Service centres (CSCs). 

 

MeeSeva adopted the concept of central pooling of records. The records 

were digitally signed and stored in the database and were rendered using 

a web-service. Additionally the fact that citizens/officers can verify the 

authenticity of such digitally signed electronically made such documents 

tamper proof. 
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For processing the service requests pertaining to the departments, the 

concerned department user had to log in either into the departmental 

portal or MeeSeva directly with a secure user id, password and digital 

certificate. The portal would then display all the requests received from 

the citizens at various centres like APOnline/eSeva/CSC etc. The entire 

process was done through single sign on facility and this allowed seamless 

operation of various interfaces and systems. Once the department user 

processed the requests by conducting field verification, he updated the 

status and remarks accordingly on the MeeSeva portal. Thus the system 

reduced a lot of manual efforts by consolidating the data and also made 

the decision-making process an easy task. Besides, it also provided 

integration between heterogeneous systems cutting across departments. 

 

The project also brought in strict adherence to the citizen charter time 

limits and ushered in a whole new paradigm of across the counter 

services concept through massive porting and bulk signing of databases. 

 

Success of any initiative lies not only in its usefulness but also in its 

popularity. MeeSeva, too, utilized that principle. It used various 

combinations of media platforms, such as: Electronic Media, Television, 

Print Media, and Display Boards etc., to gain popularity among the 

citizens. In addition to these, MeeSeva also rewarded the high 

performance and at the same time penalized the inefficiencies severely. 

These steps ensured that MeeSeva had not only made an efficient delivery 

channel for the citizens, but also had made a strong and sound business 

model for its stake holders. This in return helped MeeSeva and its 

stakeholders to wipe out its dependencies on Government agencies for 

budget. 

 

3.2.8. Government Process Re-engineering 

Government process re-engineering was done to improvise overall 

efficiency of Government service delivery. IT&C department had 

  
 
Copyright © 2014 Rakshak Foundation. All Rights Reserved.                        Page | 27  
  
 



    
 

envisioned procedural changes in various government processes to 

enable faster delivery of services, optimization of operational cost and 

improvement in quality of service delivery. The GPRs were identified in 

various departments and implemented in various dimensions including 

technology, human resources, organization procedures etc. WEBLAND for 

Revenue Department, ISES certificates (for caste, income and nativity), 

Centralized CARD for Registration Department and Universal Birth & 

Death Certificate for Municipality & Panchayats and Centralized CDMA 

system (Commissioner & Director of Municipal Administration); software 

applications were created. These eliminated unnecessary sections of 

traditional departmental processes, incorporating advanced technology 

for automating the services and redesigning existing workflow to reduce 

overall efforts. 

• Webland  

 Webland system is a web based, centralized land records management 

system aimed at efficient management of land records and providing 

quicker and Across-The-Counter services to citizen. It manages 42.5 

Million land records belonging to 15 Million Agricultural Land Owners 

along with Crop details. Entire revenue records were digitized, ported and 

digitally signed by respective Tahsildars for rendering revenue services 

across the counter. It has the provision to carryout mutations. 

Government lands are categorized into 34 categories and are allotted 

Unique Codes. 

   Earlier land records in Andhra Pradesh were available in respective 1128 

Tahsil Offices in a decentralized mode. Software version control was a 

problem. It required 1128 Oracle database licenses. There were no tools 

to monitor to accuracy of the data. No technical persons were available at 

Mandal level. No uniform Land codes were adopted by Tahsildars. Data 

was not reusable and not interoperable with other departments’ data. 
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• Integrated Socio-Economic Survey of Students (ISES) 

As part of the MeeSeva, the Government took a decision to conduct a 

survey of all students studying in SSC (Class X) and above and create a 

digitally signed database of their Income, Residence and Integrated 

(Caste-Nativity-Date of Birth) Certificates. A web based application- ISES, 

for this purpose, was designed and developed by National Informatics 

Centre, Hyderabad, to aid the department in the preparation of the 

digitally signed database of student records so as to enable electronic 

delivery of the above mentioned certificates across the counter (Category 

A services) during the high demand admission period. 

 ISES application became operational since 1st January, 2012. Till date, .15 

Million Income Certificates, .15 Million Integrated Certificates, and 0.03 

Million Residence Certificates have been issued to the students across the 

counter from various MeeSeva centres/kiosks. 

• Centralized CARD Application 

Digital document repository of various registration documents was 

available with Registration Department in respective SRO offices in a 

decentralized mode since 1983. From August 2012 onwards department 

had put efforts to convert distributed database into centralized database, 

which contained 21.1 Million various registration documents till date. 

Centralized CARD application enabled citizens to avail most of the 

services across-the-Counter anywhere in a particular jurisdiction. 

These progressive reforms led development of innovative business 

models in Government service delivery; thus removing inconsistencies in 

the system and enhancing efficiency of SLAs (time, cost, resources etc.). 

The systems were developed by optimizing, redefining and automating 

existing Government processes benefitting citizens and various 

Government departments. 

 
  
 
Copyright © 2014 Rakshak Foundation. All Rights Reserved.                        Page | 29  
  
 



    
 

3.2.9. Communication and Dissemination Strategy 

IT&C department utilized the power of communication in effective 

implementation of MeeSeva project and has innovatively devised an 

exclusive communication strategy utilizing various media platforms such 

as: Electronic Media, Television, Print Media, and Display Boards etc. 

along with established PR techniques to connect with various 

stakeholders of the projects. MeeSeva communication strategy 

incorporates various key segments where information is required to be 

communicated to stakeholders such as: capacity building, awareness, 

stakeholder motivation & enhanced participation, feedback/grievance 

management, conflict resolution, developing common interactive forums 

etc. 

• MeeSeva Portal:  

MeeSeva Portal is an online mode of communication for 

Government, citizens and kiosk operators. 

• Social media tools (e.g., Facebook): 

 MeeSeva face book page was created and managed by Project 

Management Unit (PMU), where citizens can directly interact with 

PMU on various issues and participate in cohesive development of 

the project. Regular updates on news, events, service launch etc. is 

being done on the page by PMU. 

• Television Media:  

IT&C Department had collaborated with MANA TV to impart 

MeeSeva trainings through television. 

• Citizen Charter Boards: Citizen Charter Boards providing details 

such as service name, timelines, service levels, charges etc., was 

placed in MeeSeva centres. These boards helped citizens to have 

easy access to information by just going through the citizen charter 

information. 

• MeeSeva Award Functions: 

MeeSeva Award Functions were conducted on achieving key 

milestones (Completion of 10 Million and 20 Million MeeSeva 
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Transactions) and IT excellence awards were distributed to 

government department officials and kiosk operators who had 

performed exceptionally well in implementation of MeeSeva 

Services. 

• Discussion Forum:  

Citizens and Kiosk operators can participate in the online forum by 

placing their queries, suggestions etc; which were recorded and 

redirected to MeeSeva Project Management Unit (MeeSeva PMU) 

for further processing. This forum provides an alternative and 

valuable mode of communication where citizens can communicate 

their problem in a public forum and also get a feeling of trust as the 

problems are immediately addressed by MeeSeva PMU. 

• 1100 (Call Centre):  

Citizens/kiosk operators can call customer care people where 

feedback/grievance details were registered detailing the issues 

and tickets were raised and redirected to concerned agency or 

government department for problem resolution. 

• Workshops/Trainings:  

IT&C Department collaborated with Institute of e Governance 

(IEG), Hyderabad to organize trainings to kiosk operators and 

department officials on MeeSeva services. Monthly Training 

calendar was prepared and communicated to government offices 

and kiosk operators. 56011 department officials and kiosk 

operators had been trained till 26th September 2013 by capacity 

building team of IT&C department 

• Video Conferencing:  

State Secretariat to District/Mandal video conferences were 

conducted to communicate various developments regarding 

MeeSeva project as well as to discuss various issues pertaining to 

effective implementation of MeeSeva. 
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3.2.10. Economic Sustainability 

The project was launched with an initial seed investment of Rupees 9 

Crores. But the user fee model deployed allows ploughing back the 

revenues for maintenance, development and upgrading of services. 

User charges were fixed considering the profitability for various stake 

holders involved in the project without unduly burdening the citizen. 

With 3.3 Crore transactions by now, project has already made more than 

Rs 101 Crores in user fees and recovered the entire initial investment 

allowing decent returns for all the stakeholders, which are being shared 

amongst them. More than 28%/20% (A/B Category) is shared with 

respective departments (to maintain the databases, necessary 

infrastructure, capacity building), 26%/14% (A/B Category) with 

Director, ESD (to maintain MeeSeva Infrastructure/application 

maintenance), 14%/9% (A/B Category) with Authorized Service 

Providers (SCA, Monitoring & Infrastructure) while the majority of 

32%/57% (A/B Category) is shared with the MeeSeva centre which is a 

cutting edge interface at the local level. This approach made the project 

self-sustainable. 

 

3.2.11. Electronic Funds Transfer System (eFTS) 

Electronic Fund Transfer System (eFTS) enables ‘MeeSeva’ system to 

automatically transfer statutory charges collected through various 

‘MeeSeva’ service centres/kiosks to respective department accounts. eFTS 

enables to consolidate all funds collected through various ‘MeeSeva’ 

centres in one central account in state capital (aka Pooling Account) and 

transfer funds electronically to the respective department accounts at a 

regular frequency. SCAs transfer the statutory charges collected for 

rendering various services into their respective bank accounts in a nodal 

bank. The nodal bank then transfers the amounts in SCAs’ amounts into 

‘MeeSeva’ Pooling Account. Then ‘MeeSeva’ system generates FTO (Fund 

Transfer Orders) which is sent to the nodal bank. Nodal bank processes all 

the FTOs and money is transferred to respective department bank 
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accounts. SCAs transfer the money collected from their ‘MeeSeva’ service 

centres into SCA Pooling Account in the Nodal Bank. Periodically on the 

advice of Director, Electronic Delivery of Services (EDS) Department, the 

amount in SCA Pooling Account is transferred to ‘MeeSeva’ Pooling 

Account in the same Nodal Bank. The amount in the ‘MeeSeva’ Pooling 

Account is then transferred to the respective Department Accounts in 

different banks, through FTOs generated by the ‘MeeSeva’ system, again 

on the advice of Director, EDS. The fund transfer to Department accounts 

is processed through RBI gateway using RTGS and NEFT systems. 

‘MeeSeva’ system also generated all necessary fund transfer statements 

that are necessary for reconciliation between multiple stakeholders. 

 

3.3. Few key takeaways from MeeSeva Project: 

• Support from the highest political level helps in overcoming 

problems in implementation. 

• Convergence and coordination between the activities of different 

departments/organizations leads to better services under e-

Governance. 

• Long-term sustainability of e-Governance projects depends on 

financial viability, especially if they are to be implemented in the 

PPP mode. 

• Front end e-services are possible without back end 

computerization. E-Governance projects could be broken into 

various components and their computerization could then be 

phased according to the ease of implementation. 

• Government servants need to be motivated to adapt and work in 

an ICT environment. 
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4. Results and Discussions 

 

4.1. Findings from the literature 

 

4.1.1. On measuring e-Readiness Index 

• It is not sufficient to focus on technology availability of some place to find 

out its IT readiness. We need to consider the usage of internet as well which 

usually lags the availability in most of the areas. 

• In the ranking of states/UTs by their e-Readiness, the Report10 

differentiates between different levels:  

 Leaders – Karnataka, Chandigarh, Maharashtra, Tamil Nadu, Delhi, 

Andhra Pradesh  

 Aspiring Leaders – West Bengal, Kerala, Haryana, Gujarat, Punjab. 

 Expectants – Andaman and Nicobar, Madhya Pradesh, Goa, Orissa, 

Assam, Himachal Pradesh, Uttar Pradesh, Bihar. 

 Average Achievers – Chhattisgarh, Uttarakhand, Jharkhand, Sikkim, 

Rajasthan.  

 Below Average Achievers –Tripura, Nagaland, Puducherry, 

Meghalaya.  

 Least Achievers – Manipur, Mizoram, Jammu and Kashmir, Arunachal 

Pradesh, Lakshadweep, Dadra and Nagar Haveli, Daman and Diu. 

 

4.1.2. On Digital Divide 

• 23 million children take up primary education every year but only 15 

million ends up in taking secondary education. This figure drastically 

reduces to 2.3 million at undergraduate level. 

• Only 6% of world’s population and out of that 85% of them are in 

developed countries where 90% of all Internet hosts are located. This is 

the essence of global digital divide that needs to be transformed into global 

digital opportunity.  

10 http://www.doitc.rajasthan.gov.in/administrator/Lists/Downloads/Attachments/19/e-
Readiness_20Report_202008.pdf 
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• For the Internet to be a true mass medium, it will have to achieve harmony 

among all consumer segments. There are different dimensions to digital 

divide such as economic level of individuals, economic prosperity of 

nations, ethnicity, age (young/old), rural/urban, gender, geographic 

location, quantitative and qualitative aspects, dial-up and broadband 

access. 

 

4.1.3. On Reduction of Retail Level Corruption: 

• Technology may not directly reduce corruption. But it can be very well 

used to increase transparency in the system and make it difficult for the 

stealers to steal. 

• A major check against diversion and leakage in Public Distribution System 

is only possible through citizen awareness and participation. 

• A cheap and smooth system of complain mechanism can ensure a proactive 

involvement of citizens in the system.  

• It is necessary to build confidence in the public that their complaints are 

being attended to, such that they don’t start losing confidence in the 

system. 

 

4.1.4. On Analysis of e-governance projects 

• Adoption of e-governance model for delivering any particular service is 

incomplete without certain fundamental changes being made in 

government mechanisms and structures.  

• So as to ensure good governance and smooth functioning, all the concerned 

departments need to be brought under the ambit of the project and 

different government processes and departments must be seamlessly 

integrated.  

• Some levels of bureaucracy may have to be rooted up to ensure smooth the 

flow of information and quicken the decision making processes. 

• Most of such projects simply run to the ground as soon as the top level 

hierarchy changes. To avoid this, self-sustaining model should adopted. 
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4.2.  Gap Analysis 

4.3.1. Why e-governance projects in India fail?11 

E-Governance is much more than a just technological initiative. It 

comprises of a complex set of relationships between the stakeholder’s 

commitment, structured developmental processes and adequate 

infrastructural resources. There are multiple of reasons why some of such 

projects fall short of expectations. Some are as follows:- 

 

4.1.1.1. Lack of Business process modification 

In most of the well-meaning projects, mere duplication of the manual 

processes in the IT environment was seen as major reasons for the end 

users/citizens not associating any value addition with the projects. 

People looked upon e governance as an unwelcome addition to the 

hurdles to be crossed before getting ‘the work done’. 

Inexplicable amounts of money are spent on computerisation activities 

in the name of e-governance, but we get as output just office automation 

and inventory management. 

 

4.1.1.2. Lack of horizontal integration 

In the absence of seamless interdepartmental integration e-governance 

projects continue to deliver services in a fragmented and unsatisfactory 

fashion resulting in the end users having to approach a multitude of 

government agencies thus defeating the whole purpose of ‘less 

government in your life’.  

 

4.1.1.3. Vendor dominance over projects 

It is often seen that the preference for IT components such as the 

hardware and software (operating systems and RDBMS) change 

dramatically for similar projects within the same country in the same 

period of time. This can be reflected in a kind of a secular drift resulting 

from a hidden agenda or an underlying conscious shift. 

11 http://intosaiitaudit.org/muscat/India-Why_EGovernance_Projects_Fail.pdf 
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It is observed that often the acquisition and implementation processes 

are not monitored effectively and deliverables are often less than the 

given specifications. Mostly, in a hurry to ‘get things moving’ the 

projects may be operationalised even when they are not fully ready. 

 

Outsourcing policies are every poor. The delivery and support areas are 

excessively dependent on developers/vendors. The benchmarks laid for 

evaluating the performance of service provider are not transparent 

enough. In most of the cases the penalty clause for deficient service is 

either absent or extremely poor to be legally enforced. 

 

4.1.1.4. Initiative serving top of the hierarchy 

When the projects are at system development stage and the user 

requirement is made, there is no effective communication between the 

users to share the domain knowledge with the system developers. This 

is found to be particularly true of the projects which individual led 

initiatives emanating from the top of the management hierarchy. The 

developers felt answerable to none but the management at the very top. 

This led to the development of the systems which were inherently 

deficient and soon ran to the ground as the management changed.  

 

4.1.1.5. Politically vested interests 

There are strong vested lobbies which feel threatened by this 

transparent governance and they try to do anything to either discredit a 

new project or not allow it to take off at all. Though the fear of 

unemployment resulting from computerization is long dead but the 

resistance continues as it has been realized that automation of backend 

procedures would eventually result in e-governance. 

The lack of transparency in selection of technology/vendor results in a less 

than adequate receipt of deliverables and continues to add to large 

payments for services which are not monitored for performance; ultimately 

the citizen or the governed being the only loser 
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5. Recommendations, Scope and Strategy for Implementation 

 

5.1. Recommendation & Scope 

Role of Libraries and Information Centres in bridging the digital divide: 

• Libraries happen to be one of the major sources for acquiring, 

organising and disseminating information. 

• Rural Libraries are part of the public library system in the country. 

We have state central libraries, district central libraries and then the 

Taluk and Panchayat Libraries (referred to as rural libraries here).  

• Even though, IT was introduced in rural development in the year 

1986, rural libraries largely remained a forgotten asset. 

Scope: 

• More than 60% of the population lives in rural area. They can 

obtain information related to day to day agriculture, fishing, 

education, health-care, weather, loan facilities, land registration, fee 

for gov’t services. 

• Critical information required will be dissipated through rural 

libraries. It saves time as well as money. It saves villagers from 

travelling 20-30 miles or paying bribes to get their work done. 

• Government body can function smoothly and corruption free and 

villagers will not fear approaching library to get their information. 

 

5.2 Strategy for implementation 

• The information should be available in local language and in 

multimedia format so that it is easier for the people to learn and 

understand the content. CDs will help the rural libraries from 

paying heavy telephone and Internet charges. 

• State government should make sure that each rural library gets one 

computer, telephone and Internet connection.  

• However this requires huge sum of money and hence can be 

implemented in phases, perhaps state can look for assistance from 

various societies and international organisations. 
  
 
Copyright © 2014 Rakshak Foundation. All Rights Reserved.                        Page | 38  
  
 



    
 

• State government in association with the state library association 

should encourage the Panchayats to train at least two rural library 

personnel from each rural library in using the Internet and the CD.  

• The trained members in turn educate other members as well as the 

villagers in finding out the information. 

• Library and information services are helping to tackle information 

inequality demonstrated in the growing information gap and the 

digital divide.  
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6. Conclusion 

While new technologies have the potential of improving governance, they are by 

no means sufficient for good governance. Governments need to understand, 

manage and lead change effectively. There is a need for building capability of the 

state and its apparatus to adapt to the new realities and exploit the opportunities 

for development and poverty reduction presented by globalization. The 

Government of India should attach utmost importance to building capability for 

use of IT for good governance. The role of Chief Information Officer should be 

focussed on creating champions and changing agents for using IT as a role model 

worth emulation by other states. 

This completes the chain which started from lack of transparency in selection of 

technology/vendor then goes through to less than adequate receipt of deliverables 

and continues to large payments for services which are not monitored for 

performance; the citizen or the governed being the only loser. 

Successful e-governance implementation is about four main components End users 

need identification, Business Process Modification, Use of Information Technology 

and most importantly committed government intent. Deficiencies in any of these 

would result in e governance projects failing to achieve their objectives. 
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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. 

 

 

     GET INSPIRED               IDENTIFY YOUR PASSION           GET INVOLVED 

 

Email: secretary@rakshakfoundation.org 

Website: www.rakshakfoundation.org 

 

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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