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Glossary

Accountability: It means creating standards to make public staff and private

personnel accountable for their actions.

Effectiveness & Efficiency: It is the measured with the cost-benefit ratio for

government and involvement of private players.

e-Governance: It can be simply defined as the application of ever evolving
information and communication technologies in the processes of governance,
thereby bringing in a profound institutional change in the delivery of

government services to the citizens.

e-Government: It is referring to a transformation of the business of
government (processes, operations, and transactions) driven primarily by the

ICTs.

Good Governance: It is epitomized by predictable, open and enlightened
policy making, a bureaucracy imbued with professional ethos; an executive
arm of government accountable for its actions, and a strong civil society

participating in public affairs, and all behaving under the rule of law.

Governance: Governance is the exercise of economic, political, and
administrative authority to manage a country’s affairs at all levels. It
comprises mechanisms, processes, and institutions, through which citizens
and groups articulate their interests, exercise their legal rights, meet their

obligations, and mediate their differences.

Information and Communication Technologies for Development
(ICT4D): It is an increasingly popular, general term referring to the
application of Information and Communication Technologies (ICTs) within
the field of socio-economic development. ICTs can be applied either in the
direct sense, where their use directly benefits the disadvantaged population in
some manner, or in an indirect sense, where the ICTs assist aid organizations
or non-governmental organizations or governments in order to improve

socio-economic conditions.

viii



Information Technology (IT): It is '"the study, design, development,
implementation, support or management of computer-based nformation
systems, particularly software applications and computer hardware." IT deals
with the use of electronic computers and computer software to convert, store,

protect, process, transmit and retrieve information, securely.

Janasevanakendram: It is a one-stop Service Center where remittances can

be done quickly and various other services received.
Phodi: It means Division of Land in Kannada

Responsiveness: It can be achieved with the response and inclusion of

bottom-up service demands and adaptability to citizens’ needs.

Revenue Sherishtedars: Deputy Tahsildars of the revenue department is

called as Revenue Sherishtedar in Kamataka.
Saukaryam: Saukaryam means Facility in Telugu language.

Transformation: Transformation is both external (through simplified,
enhanced government-client interactions via online services, no longer
limited by the traditional confines of fixed office hours and physical office
space) and internal (through streamlined government administration

processes for greater efficiency and effectiveness).

Transparency: Transparency in the work flow of electronic service delivery

— no bureaucratic hassles and openness in delivery mechanisms

).
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Executive Summary

The dynamics of public administration in India have changed drastically with
the introduction of e-governance as a guiding concept in the early 1990s.
Citizens, the world over, have been demanding smaller, effective and
responsive governments, obviously inspired by the unprecedented and rapid
success of the finance capital in the global market. Consequently, policy
makers began the search for smaller and efficient governments. Re-
engineering of service systems, performance management, transparency in
government  operations, downsizing or right-sizing the government
workforce, emphasis on delivery of reliable and quick public services and
citizen satisfaction came to be considered as benchmarks by most of the
administrators. Quick decision-making, data-based planning and effective
implementation have been the hallmarks of good governance. The potential
and scope for application of information & communication technologies in
governance are enormous. E-government has the ability to transform

traditional administrative systems through effective utilization of ICTs.

Research in e-Governance

Research can be done primarily on applications and impacts of information
and communication technologies (ICTs) in the government arena, spanning
across diverse functions such as rationalization of administration, service
innovation, democratic renewal and efficient governance in multi-level
political systems. Thrust should be on introduction of e-government in the
area of public administration (e-administration), especially regarding the
interface between technology and organization. With the expansion of online
service delivery new challenges are gaining importance, such as reorganizing
service processes, co-operating across different tiers of government,
guaranteeing access and secure communication for all as well as analyzing
economic and social impacts of e-governance. With effective implementation

of administrative modemization modules, the research focus can also be
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expanded towards the largely neglected role of ICTs in policy-making and
governance. The current research project intends to advance the way research
is carried out with respect to quality, efficiency, innovation and impact of e-

governance programmes in India.

E-Governance in India

E-Govemance practices in India emerged and evolved mainly from native
intuition, but the range of success of e-Governance initiatives has not been
uniform. The bottom-up demand for delivery of electronic services was bleak
initially, but the change in public perception was for the better with the
governments roping in private industry and service-oriented organizations
gradually. This trend can be established definitely with a review of the
success of path-breaking e-governance models in the states of Andhra
Pradesh, Karnataka and Kerala. Time and costs for availing public services
have come down drastically bringing in a positive change in peoples’
perception of e-governance. This holds equally true for both the rural and
urban populace. The result of all these radical changes in public
administration systems is the enhanced satisfaction level of the citizenry on

the delivery of public services.

Methodology of the study

Nine e-Governance projects in three states — e-Seva, CARD, VOICE &
Saukaryam in  AP; Bhoomi, KAVERI, BangaloreOne in Karnataka;
Akshaya, FRIENDS and e-Collectorate in Kerala — were selected for this
study to gauge the impact of e-governance on society with relative emphasis
on the satisfaction of electronic services availing citizens in terms of
transparency, accountability, responsiveness and reduction in time and costs.
Other factors like digital divide, gender divide, cultural and ethnic values
were also factored in to probe the extent and depth of e-governance systems

besides their overall impact on societal transformation. The study covered 30

districts in the three South Indian states of Andhra Pradesh, Karnataka and
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Kerala and the total sample size is 2,761 including users, bureaucrats, and

Technology providers.

Major findings of this study

There is an increasing bottom-up demand for more electronic
delivery of public services in urban areas, particularly cities and
towns. The success of e-Seva, FRIENDS and BangaloreOne
illustrates this point.

E-services can be implemented successfully even in the rural areas
with innovative and productive modules. Projects like Akshaya,
Bhoomi and CARD are shining examples in this context

Total networking of district administration is in the realm of
possibility. Effective coordination among various departments is
crucial to set up an integrated network right from the willage
panchayat to the district level E-Collectorate of Palakkad can be a

model for the entire country

Constraints

Though a slew of positive attributes/impacts of different e-governance

projects have been observed at the grassroots level in the course of this

study, a number of inhibiting factors or constraints too have come to the fore.

» ldeas from early experiments in e-governance have definitely

contributed to technology development and to the improvement of

government practices. There is a wealth of experience already at hand

at the local, state and central levels which can be made good use of.

» From the citizen’s perception, achievements in the field of e-

governance have been access to government information, cross-

departmental portals and government portals.

» Broadening electronic services is imperative. Issues like authenticity

and protection of data, information management, and usability are the

major hurdles.
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Major Recommendations

The following are the major recommendations for effective implementation

of e-governance projects at all levels in India:

Replication of successful technology modules on a national scale can
save precious public funds and pave way for funding of e-governance
projects in unexplored avenues

Transparency, accountability, responsiveness and reduction in time and
costs in electronic delivery of public services that collective enhance
the satisfaction levels of the citizens are the key factors that determine
the success of any e-governance project

Adapting institutions and personnel so as to maximize their capabilities
in concert with new technologies which are hard to implement in public
administrative systems that do not want to forego traditional authority
Improving trustworthiness by providing broader access to government
information and assuring information systems security and user privacy
Bridging considerable gaps between successful models of e-governance
and ongoing projects

Making e-services more citizen-centric than government-centric
Ensuring comprehensive and effective public-private collaboration in
conceptualizing, designing and implementing e-governance projects
Integration of State Wide Area Network (SWAN) up to the panchayat
level and cross-networking of SWANs with the Union government can

ultimately establish an e-government

xvi



Chapter 1

Introduction

e-Governance, as it is known today the world over, can be simply defined as
the application of ever evolving informaton and communication
technologies in the processes of governance, thereby bringing in a profound
institutional change in the delivery of government services to the citizens.
However, this process in itself is very complex and varies from one ethno-
political culture to another. The nature of polity, public administration units,
political culture, ethno-sociological divides, and to a big extent, the divides
along economy, geography (urban-rural), gender, define and determine the
conditions for good governance. In this respect, inherent resistance to
technology in governance can be found in traditional administration,
particularly in the developing world. India, a decade ago, was no exception
to this rule, but is gradually trying to emerge out of the shell The success of
various e-governance projects in different parts of the country bear testimony

to this changing situation.

Electronic governance or simply called e-governance has been playing an
important role in reengineering and redesigning organizations by integrating
information science and technology within the existing administrative and
management systems. The evolution of governance over the years and in
various phases has changed the ways in which the governments used to deal
with their citizens. The very nature of the interactive processes and the
relations between the citizens and the governments is changing rapidly on a
par with new developments and innovations in the field of information and

communication technologies.

E-governance basically aims at improving citizens’ access to government
information and services. It makes the citizen the focal centre of government

in terms of service delivery. Though there is a broad agreement on the



definition of e-government and what it encompasses, there are differences in
scope, budget allocations, resources, availability of skills and technology and

the government’s vision as a whole.

Definitions

Many definitions are in the public domain, which have generally been
formulated by global bodies like the World Bank, the United Nations, Global
Business Dialogue on Electronic Commerce and Organization for Economic

Cooperation and Development.

According to the World Bank definition', e-government refers to the use of
information technologies (like Wide Area Networks, the Internet and mobile
computing) that have the ability to transform relations with citizens,
businesses and others arms of government. These technologies can serve a
variety of purposes: better delivery of public services to citizens, improved
interactions with businesses, citizen empowerment, and more efficient

government management.

The United Nations’ Public Administration Network (UNPAN)? has defined
e-government as utilizing the Internet and the world-wide-web for delivering

government information and services to citizens.

The Global Business Dialogue on Electronic Commerce (GBD)® has defined
e-government as referring to a situation in which administrative, legislative
and judicial agencies digtize their internal and external operations and
utilize networked systems efficiently to realize better quality in the provision

of public services.

"' World Bank's e-government website:
http://web.worldbank org/WBSITE/EX TERNAL/TOPICS/EXTINFORMA TIONANDCOM

MUNICA TIONANDTECHNOLOGIES/EXTEGOVERNMENT/0..menuPK:702592~pageP
K:149018~piPK :149093~theSitePK :702586.00.html

* www.unpan org/egovernment asp
3 Practical steps for efficient government: e-government, 2006, http://www.gbde.org/



http://web.worldbank.org/WBSITE/EXTERNAL/TOPICS/EXTINFORMATIONANDCOMMUNICATIONANDTECHNOLOGIES/EXTEGOVERNMENT/0,,menuPK:702592~pagePK:149018~piPK:149093~theSitePK:702586,00.html
http://web.worldbank.org/WBSITE/EXTERNAL/TOPICS/EXTINFORMATIONANDCOMMUNICATIONANDTECHNOLOGIES/EXTEGOVERNMENT/0,,menuPK:702592~pagePK:149018~piPK:149093~theSitePK:702586,00.html
http://web.worldbank.org/WBSITE/EXTERNAL/TOPICS/EXTINFORMATIONANDCOMMUNICATIONANDTECHNOLOGIES/EXTEGOVERNMENT/0,,menuPK:702592~pagePK:149018~piPK:149093~theSitePK:702586,00.html
http://www.unpan.org/egovernment.asp
http://www.gbde.org/

The Organization for Economic Cooperation and Development (OCED)*
says e-government is more about government than about ‘e’ that improves
efficiency, services, achieves specific outcomes and contributes to broad
policy objectives. It can be a major contributor to reform and help build trust
between governments and citizens by opening up the policy process and

challenging existing ways of working.

A report to the US Congress on e-government (2003)° says the following:
“E-government means different things to different people. Some
define e-government in terms of specific actions: using a government
kiosk to receive job information, applying for social security benefits
through a web site or creating shared databases for multiple
agencies, as examples. Others define e-government more generally as
automating the delivery of government services. Some observers of e-
government initiatives suggest service delivery could become more

convenient, dependable and less costly.”

The Working Group on E-government in the Developing World® defined e-
government broadly as the use of ICT to promote more eflicient and
effective government, facilitate more accessible government services, allow
greater public access to information and make government more accountable

to its citizens.

Classification of e-governance
E-government can be classified as the following each catering to a specific

sector:

4 Launched in 2001, the OECD E-Govemment Project explores how governments can best
exploit information and communication technologies (ICTs) to embed good govemance
principles and achieve public policy goals. Directorate of Public Governance and Territorial
Development (Home), E-government, http//www.oecd.org/department/

SFY 2003 Report to US Congress on implementation of the E-Government Act, Office of
Management and Budget, Washington D.C., March 8, 2004, website:
www.whitehouse.gov/omb/egov

® The Working Group on E-Govemment in the Developing World, Pacific Council on
International Policy, UNESCAP, Bangkok, April 2002, website: www.pacificcouncil.org



http://www.oecd.org/department/
http://www.whitehouse.gov/omb/egov
http://www.pacificcouncil.org

e (G2C — government to citizen
e (2B - government to business
e G2E - government to employee

e (2G — government to government

Objectives of e- Governance
The basic objectives of e-governance on a universal scale can be listed as
follows:

e improves efficiency

e improves services

e help achieve specific policy outcomes

e contributes to economic policy objectives

e contributes to reform

e help build trust between governments and citizens

e Dbetter service — more convenient, lower cost, more reliable

e cost effectiveness and efficiency

e greater participation — by citizens in government

e radical improvement in the quality of services to customers

e major improvements in administrative efficiencies

e remote rural areas being empowered by high speed Internet

acCess

Since this study is confined to the assessment of the impact of e-governance
on citizens and society at large, it wil be apt to look at the following
objectives in the sector of government to citizen (G2C):

e Providing one-stop online access to information and services to
individuals. Citizens should be able to find what they need
quickly and easily, and access information in minutes or seconds
instead of days or hours.

e Providing services that are citizen, not government focused



e Doing away with bureaucratic hassles in the delivery of public
services and dissemination of information

e Building and enhancing trust between government and citizens

Evolution of e-Government

Generally, information technology means all the technologies associated
with gathering, processing, storing and dissemination of information. Of late,
the term has acquired a different connotation. The modern term ‘information
technology’ (IT) came into public domain only in the late 1970s and is now
used generally to embrace both computer and communication technologies
and their common basis — microelectronic technology and all the related

software technology.

Up and until the 1970s, computer and telecommunication technologies were
regarded as quite distinct, but after remarkable technological changes in
microelectronics,  software, optics and increased integration  of
telecommunications with computer technologies, the distinction became
increasingly less meaningful. Microelectronic technology has been the
common basis both for rapid development and convergence of computer and
ICTs. The shift from analogical to digtal technologies in
telecommunications has led to switching and transmission systems
increasingly resembling computers and embedding increasing amount of
software. Many communications facilities are now more or less like

computers with special uses.

With the development of networking technology, communications between
computers expanded greatly since the early 1960s when on-line computer
systems were first developed. Together, these developments have blurred the
traditional ~ distinctions ~ between  telecommunications and  computer
technologies and this led to the contemporary definition of information
technology.



The evolution of information technology — over the past five decades — can
be divided into three eras’: Mainframe, PC (personal computer) plus LAN
(local area network) and the Internet computing. The first functioning
electronic digital computer, ENIAC, was built in 1946 in the United States.
The period up to 1970s was deemed as the era for organizational mainframe
and minicomputer — the era of mainframe. The first microprocessor which
was invented by M E Hoff, Jr. in 1971 at Intel, a semiconductor company of
California, changed the historical trace of formation technology
development. The central processing unit (CPU) of a computer on a chip
became known as a microprocessor. The first personal computer ‘the Altair’
was developed in 1975. Two years later, Radio Shack mntroduced first
personal computer with keyboard and CRT (Cathode-Ray Tube) display.
This was the first complete personal computer to be marketed to the general
public. IBM announced the IBM Personal Computer and entered the market
in 1981. The PC became an instant hit with the people and the Times
Magazine chose the ‘personal computer’ as its 1982 Man of the Year. Then

the local area network revolutionized the way offices functioned.

The 1980s marks the end of the first (traditional) era of computer systems
and the begmnning of the second (micro-based). The effort that laid the
foundation for the Internet started in 1969, known as ARPANET®, aimed at
building a computer network enabling researchers to share ideas. The initial
plan was to link four sites. There were nearly two-dozen sites by the end of
1971 and more than 200 by 1981. However, it was not initially an Internet
because it connected hosts rather than networks. It was phased out in 1990 in
favour of the more advanced NSFNET, a network established by the
National Science Foundation of the United States. NSFNET then served as a
technical backbone of the Internet. Simply put, the Internet is a network of
networks. Itis a huge collection of networks throughout the world.

7 Rapid Development of ICT in 20™ Century, http://www.unpan.org/training_egovformasp/
(Accessed Wednesday, April 05, 2000)

¥ Rapid Development of ICT in 20 Century, http//www.unpan.org/training_egovform.asp/
op.cit.


http://www.unpan.org/training_egovform.asp/
http://www.unpan.org/training_egovform.asp/

In the 1990s, the Internet became very popular and embraced by all the
peoples with different culture and background. Users of the Internet
communicate mainly via electronic mail (e-mail); via Telnet, a process that
allows them to login to a remote host; and via implementations of the File
Transfer Protocol (FTP), a protocol that allows them to transfer information
from a remote host to their local site. Global internetworking and the
information superhighway were thus put on the agenda and the concepts of
national and global information infrastructures were formulated gradually.
Overall, the Internet, as a fundamental framework of global and national
information infrastructures, provides great opportunities for improving and
reshaping interactions among the three constituents of society — government,

citizens and businesses’.

Government Informatization

Government exists to serve its citizens. In fact, its primary activity is record
keeping. The public administration process is, to a large extent, virtually a
process of data/information processing. Government authorities collect and
process various data and informaton — on individuals, families,
organizations and companies, and then on the basis of these data and
information, produce new information for the public, such as policies,
strategies, plans, regulations and then provide various citizen services.
Information technology is wused to support information processing of
governments, including data gathering storing, processing, dissemination

and utilization.

It has been recognized that governance and public administration cannot be
productive, effective and qualitative without the support of modern
information technology. The use of information technology has been an

absolute  requirement for public  administration and  management

? Rapid Development of ICT in 20 Century, http //www.unpan.org/training_egovform.asp/


http://www.unpan.org/training_egovform.asp/

development'®. At the most findamental level, information technology is
changng or even elimnating many distinctions between reports,
publications, databases, records and the like. It now permits information
dissemination on a decentralized basis that is cost-effective at low-levels of
demand. Many types of public information such as administrative,
managerial, technical, statistical, scientific and referential may best be stored
and disseminated by electronic means. For instance, national census and
statistical reports could be made available on optical disks and accessible

through the Internet to anybody.

Recognizing and tapping the technological changes is very crucial for the
leaders of governments to formulate their visions on e-Government and work
out government policies and strategies on the development of e-
Government''. For example, an integrated revenue information system will
improve tax data available to collection employees in the field, and revenue
officers will be able to receive cases more quickly and depose them sooner.
A system using distributed computing architecture and the Internet to
automate and modemnize tax collection process will enable the treasury to

collect tax more efficiently.

There are at least three reasons why government informatization is crucial
for any government to reach its objectives of economic and social
development. First, given the economic importance of the public sector in
any country, enhanced productivity in the public sector would entail
significant gains for the economy as a whole. The public sector accounts for
a large percent of total employment, final consumption expenditure, and
gross domestic fixed capital formation. Second, the public sector usually is
the biggest and most wide-ranging collector of public data and information.

These data range from economic and social activities to natural and

1 Information Technology Security Training Requirements: A Role- and Performance-Based
Model, US Department of Commerce, Washington D.C., April 1998

"' The Working Group on E-Government in the Developing World, Pacific Council on
International Policy, UNESCAP, Bangkok, April 2002



geographic resources. Third, in an increasingly information-intensive global
economy, well-functioning state information systems can facilitate access to
global knowledge and international databases and the creation of new

options for mobilizing and using local knowledge and resources.

During the late 1980s and 1990s, the guiding principle and the most popular
term in  government informatization were ‘reengineering’'’.  Many
government agencies and enterprises were quick to restructure their
organization so as to make them computer friendly and mmplement more
appropriate procedures compatible with an IT environment. The main efforts
included: eliminating layers of traditional management, compressing job
categories, creating work teams, training employees in multilevel skills,
shortening and simplifying various business processes and streamlining
administration. The results were impressive. The success of business process
reengineering greatly streamlined the organizational structure, improved
management, raised effectiveness and efficiency, and boosted productivity.
In fact, in the US, the success of business process reengineering laid the

necessary conditions for the emergence of the new economy in the 1990s.

To meet the demands of the information age, governments took advantage of
the advanced technology to reinvent the existing modality and organizational
structure of government. This was the transformation of the government and
to a large extent, a transformation by informatization. In other words, the
task was to construct a government of the information age by means of
modem information technology. Accordingly, the guiding principle and the
most popular term in government in the 1990s was ‘transformation’. The
transformation process is, in fact, the process of development and

formulation of e-Government'> .

'2 Rapid Development of ICT in 20" Century, http//www.unpan.org/training_egovform.asp
'3 unpan1.un.org/intradoc/groups/public/documents/UN/UNPANO12553 pdf
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Clearly, government is more than simply a user of ICTs. Every government
has to chart out policies and strategies to exploit its information resource, to
develop its information infrastructure, and to promote the utilization of
information systems for the purposes of achieving more effective growth of
public services. Failure to initiate effective and timely action will have
serious ramifications for the ability of the government to stimulate social and

economic development and the formulation of an information society.

Types of Government Information Systems

There are two types of government information systems which have great
potential in public administration. They are document management and
retrieval systems (DMRS) and geographic information systems (GIS)'.
DMRS have the potential to manage the vast majority of information handled
by any organization. They have the ability to manage semi-structured or
unstructured information, such as the running text in a word processing file

or a bit-mapped pattern in a faxed or scanned drawing

GIS started off along with remote sensing in the mid 1960s. It acquired a
following only after 1980s when people found out that GIS was tools that
can be used for the purpose of combining spatial data obtained from various
sources and relating to different subjects. The power of GIS comes from its
ability to look at entities in their geographic context and examine
relationships between entities. It offers the possibility of visualizing events at
a much more spatially detailled level The rapid development of
microcomputer and software technologies has greatly benefited the

proliferation and popularization of GIS.

Genesis of e-Government
The rapid development of information technology in the last decades of the
20" century, particularly the Internet, greatly promoted the development of

1 A (IS is a computer system capable of capturing, storing, analyzing, and displaying
geographically referenced information; that is, data identified according to location. US
Geological Survey, http//www.erg.usgs.gov /isb/pubs/gis_poster/indexhtml
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government online and e-Government. According to a study conducted by
the UNESCO, by the tun of 2000, nearly 56 countries had developed e-
Government in some form or the other. Early in 1992, when Bill Clinton was
elected as the President of the US, he declared that his administration would
be an e-Government. After four years of serious efforts, remarkable
outcomes had been achieved: by the end of January 1996, the employees of
the Federal Government were reduced by 240,000; more than 2,000 federal
offices were closed; about 200 federal project and the executive bodies were
removed; and the expenses of the Federal Government fell by 118 billion US
dollars. More than 3,000 new standards of public services were established
by 200 Federal Departments and Agencies, 16,000 pages or more with
regard to administration regulations were nullified; 31,000 plus pages of
government rules were simplified. The successful development of e-
Government in the United States had a far reaching impact on the

development of e-governance the world over'”.

The development of e-Commerce and new economy is tremendously
pressurizing the governments to opt for e-governance. People and businesses
hope that e-government would remove bureaucratic delays, simplify and
integrate business procedures so that it would be easier for them to deal with
the government, make the government more transparent, honest and clean. In
fact, the main supplication of business and citizens in the information age is
to transform the existing multi-departmental, multi-hierarchic and control-
oriented government into an intelligent, service-oriented and customer-

centred government'®.

Additionally, many governments hope to take advantage of e-government to
catch up with the waves of new economy, attract enterprises associated with

new economy to invest into local economy and reverse industrial decline and

13 "I eadership For The New Millennium: Delivering on Digital Progress and Prosperity," a
policy paper by the Working Group on E-Commerce, documents more than 1,300 e-
ggvemment mitiatives undertaken since 1993 (Govexec.com, January 19, 2001)

E-Government: What a Leader Should Know? Government Online and e-govemment,
UNPAN
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promote regeneration through the intelligent use of e-government and other

ICT systems.

Conditions for e-government'’

1.

Political conditions: Good governance, as a condition for sustainable
development, requires genuine commitment from political leaders,
the private sector and organizations of civil society. The introduction
of e-Government requires strong political will.

Organizational conditions: Experience shows that the introduction
of e-Government demands and causes profound changes in the public
administrative ~ systems. To guide this transformation process,
appropriate management and coordination mechanisms are needed.
Cultural and human resources conditions: Positive attitudes,
knowledge and skills need to be in place, especially within the public
sector, to initiate, implement and sustain e-Government. Cultural
aspects may cause general resistance to change and information-
sharing Inadequate human resources may lead to lack of customer-
orientation and overall commitment.

Financial conditions: The initial costs related to implementing e-
Government can be considerable and governments may have limited
capacity to bridge the period between initial investments and returns.
Proper resource planning and access to innovative financing
mechanisms are critical to the success of e-Government.

Technical infrastructure: Lack of technologies is a major
bottleneck for countries aiming to implement and maintain e-
Government. Legacy systems may also represent considerable
obstacles to change.

Data and information systems: Management systems, record and
work processes must be in place to provide the necessary data to

support the move towards e-Government.

7 F.Government: What a Leader Should Know? E-Govemment Readiness Assessment,
http//www.unpan.org/traming_egovformasp
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E-Governance in India

The dynamics of public administration in India have changed drastically with
the mtroduction of e-governance as a guiding concept in the early 1990s.
Citizens have been demanding smaller, effective and responsive
governments, obviously inspired by the unprecedented success of the finance
capital in the global market. Consequently, policy makers began the search
for smaller and efficient governments. Re-engmeering of service systems,
performance  management, transparency In  government  operations,
downsizing or right-sizing the government workforce, emphasis on delivery
of reliable and quick public services and citizen satisfaction came to be

considered as benchmarks by most of the administrators.

As discussed earlier, many countries have done much to leverage ICT to
deploy e-government services, but much work needs to be done before the
vision of e-government can be fully realized, whether through adoption of
already-existing commercial technologies and practices or through targeted
research efforts directed at helping government and its suppliers address

emerging new requirements.

In India, the first steps toward modern governance were taken by
establishing the National Informatics Centre (NIC) in the 1970s. The NIC
has done a remarkable job of connecting thousands of government offices
which are the repositories of a wealth of information required for planning
and execution of numerous development schemes as also for governance. It
has been assigned the task of computerizing work in different departments of
the Union and the state governments. In the process, NIC has developed
varied and exhaustive skills for computerizing and networking government
offices. The more than two decades long pioneering work and experience of

NIC has enabled it to give a broad view of everything connected with e-
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governance, to those who are involved in and committed to this challenging

task'®.

The New Economic Policy of 1991 reduced the scope and role of the public
sector. The focus was on creating conditions whereby the public sector could
function in competition with the private sector. The government has been
trying to achieve these objectives by deregulating industries and liberalizing
foreign investment and technology imports. Only eight types of industries
are with the public sector, which invest only in infrastructure and in the
protection of the poorest'”. The government has acquired a more promotional

role to provide suitable environment for the pubic and the private sector.

Grassroots governance has been a major concern of the planning process in
India since the introduction of the panchayati raj in 1959. While the
introduction of the system was itself a landmark, the follow-up action in
various states failed to provide it with positive direction, particularly, in the
realm of development administration. This paved the way for a crucial
national agenda on PR reforms, culminating in the 73" Constitutional
Amendment. Later, several initiatives were launched by non-governmental
organizations to involve local communities in managing their own affairs.
Many state governments have launched schemes and programmes to promote
people’s participation. The guidelines of several centrally-sponsored
programmes helped community based organizations to formulate and
implement  development programmes. Among the central ministries,
remarkable steps have been taken up by the Ministries of Rural
Development, Environment and Forests, Education and Water Resources.
These experiences of utllizng the ICT tools at the grassroots level have

increased the transparency and accountability of the state’.

18 Prabhu CSR, E-Govemance: Concepts and Case Studies, Prentice-Hall India
Pvt.Ltd., 2004

9 Ibid, pp.1-10

20 VAkas Kanungo, Citizen-Centric Governance in India, ASSOCHAM World Bank Vision
document, 2004, http.//www.egovindia.org/whitepapers.html (accessed June 5, 2006)
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The Information Technology Revolution Act, 2000, enables the application
of nformation and communication technology in governance — political,
economic and social. E-governance has facilitated computerization and
networking of varied departments and also the delivery of public services.
Computerization of internal administration has resulted in automation and

improvement in record keeping and file movement.

E-governance practices in India emerged and evolved mainly from native
intuition, but under prescription for a lesser and transparent government by
the World Bank and the International Monetary Fund. However, the range of
success of e-governance initiatives has not been uniform. The bottom-up
demand for delivery of electronic services was bleak initially, but the change
in public perception was for the better with the governments roping in
private industry and service-oriented organizations gradually. This trend can
be established definitely with a review of the success of path-breaking e-
governance models in the states of Andhra Pradesh, Karnataka and Kerala.
These projects not only caused a jump in the revenue collections of the three
state governments, but also timely payment by the citizens. Time and costs
for availing public services have come down drastically bringing in a
positive change in peoples’ perception of e-governance theory and practice.
This holds equally true for both the rural and urban populace. The result of
all these radical changes in public administration systems is the enhanced
satisfaction level of the citizenry on the delivery of public services and

simplification of governmental procedures.

Various state governments have come up with projects and programmes,
enabling the online provision of services such as education, medical and
health, police, agriculture and extension, employment, passport, registration
of vehicles, birth and death certificates, filing of income tax returns and the
like. The last couple of years have seen e-governance take deep roots in
India. Almost every state has an IT policy in place with the aim of evolving

itself from being an IT-aware to an IT-enabled government. State
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governments are fast recognizing the benefits of an IT-enabled working

environment.

As of now, e-governance projects are being run only in certain departments.
This approach will gradually be extended to all departments eventually,
leveraging the power of IT to streamline administrative functions and
increase transparency. The governments of Singapore, Canada and
Switzerland have implemented many citizen-centric portals, and set the
benchmarks in this regard. With the help of IT, the government can process
citizen to government transactions such as the filing of tax returns, death and
birth registration, land records, etc?!. Agriculture, power and education are
fields where the government makes use of IT to provide services to citizens.
The revenue departments are in the process of using information technology

for collecting taxes.

Government initiatives
The national e-governance plan (2003-07) reflects the strategic intent of the
central government in the right perspective. Many projects are earmarked

under this plan, and it is trying to address the digital divide.

From a political perspective, after watching the performance of some IT-
savvy states in the 2004 general elections, the system has woken up to the
need to focus more on rural development. The political systems are keener to
use IT to disseminate information faster to farmers, disburse loans, improve
education and the health systems in villages, etc. There is a clear-cut
incentive to do it as 60 percent of the vote-bank still lives in rural India. E-
governance has to be supported by the will and resources of those who are in

power, be it at the central or state level.

21 Sreckumar T T, Civil Society and State-led Initiatives in ICTs: The Case of Kerala,
Information Technology in Developing Countries, Volume 12, No. 3, December 2002
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In future, education, agriculture, state wide area networks (SWANs) and
Community Information Centre projects will be rolled out backed by a
strong public private participation model (PPP) to achieve long-term
sustainability. Projects in PPP mode in these areas can revolutionize the
governance processes. In the next couple of years the industry (PPP) is

expected to grow by 22-25 percent®.

Research in e-governance:

The conceptualization, design, development, testing, delivery and support of
operational government IT systems for department-end users involve an
extensive supply chain that includes system integrators, vertical suppliers,
major vendors, small technology companies, consultants, architects, and
lastly, researchers. Government-end users and IT researchers are in a sense at
the extreme ends of this supply chain and appear to be unlikely allies.
However, objective conditions ordain them to have a mutual interest in
innovation and in meeting future needs. By collaboration, they can
conceptualize new opportunities in the field of technology with minimum

risk, which may not be the case when they work independent of each other.

Research can be done primarily on applications and impacts of information
and communication technologies (ICTs) in the government arena, spanning
across diverse functions such as rationalization of administration, service
innovation, democratic renewal and efficient governance in multi-level
political systems. Thrust should be on introduction of e-government in the
area of public administration (e-administration), especially regarding the
interface between technology and organization. With the expansion of online
service delivery new challenges are gaining importance, such as reorganizing
service processes, co-operating across different tiers of government,
guaranteeing access and secure communication for all as well as analyzing

economic and social impacts of e-governance. With effective implementation

22 Vikas Kanungo, Citizen-Centric Governance in India, ASSOCHAM World Bank Vision
document, 2004, http.//www.egovindia.org/whitepapers.html (accessed June 5, 2006)
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of administrative modernization modules, the research focus can also be
expanded towards the largely neglected role of ICTs in policy-making and
governance. Research can include potential contributions to improved
coordination and coherence, efficient selection of relevant information under
conditions of growing information overload and cooperation between policy-

makers and administrative staff

Another focus area deals with potentials and constraints related to online
participation of enlightened citizens in the realm of policy making and
implementation. This can be done under the head of e-democracy. Against
the backdrop of the claim of a socially accepted and balanced information
society targeting the involvement of a wide range of societal actors, research
in this area can be dedicated to the significance of online participation for
political decision-making processes primarily undertaken at local and
regional governance levels. In addition, technological innovations in the
realm of elections and referenda (electronic voting) generate problems which
challenge and question hitherto known and approved voting standards,
mainly the principle of secret ballot. The current research project intends to
advance the way research is carried out with respect to quality, efficiency,

innovation and impact of e-governance programmes on Indian society.

Organisation of the Study

The present study is structured into four chapters. The first chapter deals with
the introduction of the study, definitions and classifications of Governance,
good governance, evolution of e-Governance, objectives of e-Governance,
government informatisation, types of government information systems,
genesis of e-Government, conditions of e-Government, e-Governance

initiatives in India, research in e-Governance and organization of the study.
The second chapter is on the conceptual framework of the study and study

methodology. In this chapter we discussed the different definitions of e-

Governance and e-Government, concept of good governance, survey

18



literature on e-Goverance and different methodologies from national and

international research works.

The third chapter explains the different case studies selected as part of the
study. The case studies are e-Seva, CARD, VOICE and Saukaryam from
Andhra Pradesh, Bhoomi, KAVERI and BangaloreOne from Karnataka and
Akshaya, FRIENDS and e-Collectorate from Kerala. The case studies
evaluate the various dimensions of e-Governance and their overall impact on

society.
The last chapter analyses the findings of the study. It also offers major

suggestions for future e-Governance initiatives and the areas for further

research to promote e-Governance.
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Chapter 2
Conceptual Framework & Study Methodology

E-Governance — as the term used in this study — refers to the ability of the
governments and its entities, citizens, businesses and other stakeholder
agencies to forge a dynamic partnership in the overall process of socio-
economic development, while simultaneously restructuring and streamlining
the government processes. This interaction may be in the form of obtaining
information, paying taxes, bills filings, submission of requests, making
reservations etc. This will allow individual citizens a ‘one-stop shop’ to
interact with the government and business organizations at their convenience
and location — seven days per week and possibly more than the usual
government office hours. Services must be brought online in a way that
allows citizens to complete all their transactions under one roof and within
less time. Today individual business in the state face not only the direct cost
of taxes levied, but also the indirect cost of the labour necessary to file
returns, declarations and forms to meet regulatory requirements. E-
Goverance will significantly reduce the indirect and hidden costs through
avoiding the aggravation of standing in queues, thus allow citizen to be ‘on-
line’ and not ‘in-line’. The government also gains through the benefits
accrued to the citizens in the form of improved ‘citizen satisfaction’ on the

delivery of services.

Citizen - Government relations through e-governance  significantly
contribute to:
1. Simplifying procedures to demand and receive services;
2. Achieving equal opportunity for processing requests and delivery
services;
3. Increasing transparency of administrative services;

4. Allowing on-line access to general information.
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The fundamental approach of this study is to assess the impacts of e-
government systems on citizens’ every day life and on governance in
general. This raises a series of research questions concerning the social
impact and the technical feasibility of e-governance systems in India. They
are:

a) Good Governance

b) Users and Usage of e-Government services

c) Availability and access to services

Governance —Good Governance
The concept of “Governance” has been found to have varying definitions.
Among them the United Nations Development Program (UNDP) provides a
more elaborated definition. Goverance is:'
“the exercise of economic, political, and administrative authority to
manage a country’s affairs at all levels. It comprises mechanisms,
processes, and institutions, through which citizens and groups
articulate their interests, exercise their legal rights, meet their

obligations, and mediate their differences”

This definition indicates that governance has two major components: a
country and its citizens. Governance is how a political entity (ie. state)
organizes and administers its functions through exercising power wvia its
various agencies. In addition, governance includes the sum of procedures,
actions, and entities available to citizens in order to enable them to conduct
numerous operations, such as communicating their concems, exercising their

rights, undertaking their responsibilities, and arbitrating their disputes.

The Global Development Research Center (GDRC) (2004) gives a further

definition for governance:*

! Asia Oceania Electronic Marketplace Association (AOEMA) (2004) E-Government from a
User's Perspective: E-Government: Définitions and Objectives, [Online], Available:

http//www.aoema.org/E-Government/Definitions_and_Objectives.htm  (Access on 15
Feb 2007).
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“the concept of governance refers to the complex set of values,
norms, processes, and institution by which society manages its
development and resolves conflict, formally and informally. It
involves not only the state, but also the civil society at the local,

regional, national and global levels”.

This definition shows that GDRC considers governance as how a country
manages its internal affairs. In addition, it identifies the actors
“governance” as including the state (as a political entity) and the different

levels of the civil society.

As a way of defining governance, the International Institute of
Administrative  Sciences (ITAS) differentiates between “government” and
“governance.” Government is an institution that consists of a set of sub-
institutions,  namely  “the  Constitution, Legslature, Executive  and
Judiciary™®. To further define “governance”, the ITAS identifies a number of
components of which the concept is comprised; thus: “the degree of
legitimacy, representativeness, popular accountability and efficiency with

which public affairs are conducted”™

This suggests that there are four elements by means of which “governance”
may be assessed: the presence of mechanisms that legitimze a system’s
structures, processes, and actors; and the extent to which the system’s
institutions and their actions are representative and accountable to the

general public.

* The Global Development Research Center (GDRC2004) ‘Understanding the Concept of
Governance’, [Online], Available: http.//www.gdrc.org/u-gov/govemance-
understand.html (Access on 15 Feb 2007)

> The Global Development Research Center (GDRC 2004) ‘Govemance: A Working
Definition’, [Online], Available: http://www.gdrc.org/u-gov/work-def.html Accessed on 16
Feb 2007.
‘. Ibid.,
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Clearly, the definition of governance varies according to the institution. Each
institution produces a definition of the term in question by highlighting one
element or a set of elements that make up the nature of governance.
Nevertheless, they have one element in common: governance is not
synonymous with government. Rather, government is just one actor among
several who’s internal and external interactions with the other actors, such as

the civil society, the private sector and the general public, shape governance.

Good Governance
As in the wvarious understanding of the concept of governance, “good
governance” has also been viewed differently with various definitions. For
the World Bank, good governance is:’
“epitomized by predictable, open and enlightened policy making; a
bureaucracy imbued with professional ethos; an executive arm of
government accountable for its actions;, and a strong civil society
participating in public affairs, and all behaving under the rule of

law.”

In this definition, the World Bank highlights four elements that make up the
building blocks of good governance. These include

a) Transparency and predictability in policy making

b) Professionalism in bureaucracy

¢) Accountability of government

d) Participation of the civil society which swears by the law

With regard to the UNDP, good governance is described as®

3. The World Bank: “What is Governance?’, [Online], Available:

http//www]l.worldbank org/mena/governance/Issues-KevQuestion htm  Accessed on 19"
Jan 2007.

® _ The Global Development Research Center (GDRC (e)) ‘Towards a Set of Urban
Govemance Indicators’, [Online], Available: http://www.gdrc.org/u-gov/indicators.html
Accessed on 19 Jan 2007.
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“being among other things participatory, transparent and
accountable. It is also effective and equitable. And it promotes the
rule of law fairly. Good governance ensures that the voices of the
poorest and the most vulnerable are heard in decision-making in the
allocation of development resources, and that political, social and
economic priorities are based on broad consensus among the three

stakeholders - the state, private sector and the civil society”.

This definition identifies the attributes that comprise the concept of good

governance, which are as follows:

a)
b)
c)
d)
€)
f)
g8

h)

Adoption of a participatory approach;

Transparency and openness;

Accountability through assuming responsibilities for actions;
Effectiveness;

Equity and fairness;

Endorsement of the rule of law;

Openness in decision-making and concern towards wvulnerable social
groups,

Formulation of the national agenda through a consensus between

state, private sector, and civil society.

From another perspective, the UNDP lists nine underlying characteristics of

good governance’. They are:

a)
b)
c)
d)
€)
f)
g

Participation

Rule of law
Transparency
Responsiveness
Consensus/Orientation
Equity

Effectiveness and Efficiency

. The Urban govemance Initiative, good Govemance issues Report Card: Solid Waste,
2003; http://www.tugiorg/reportcards/solidwaste PDF. Accessed on 20 January 2007
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h) Accountability
1) Strategic Vision

Various institutions, international organizations and authors reported
different indicators of good governance, but it is generally agreed that the
quality of government institution can be evaluated by assessing the quality of
governance. In this background, good govemance calls for a more
appropriate government with people’s participation and their eventual

satisfaction.

New Information Logic to Governance

Information is critical to understanding the structure, functions, processes,
and policy making of a government. Flows of information establish
relationships between government and citizen, executive branch and
legislative, bureaucrat and politician. Information is the lifeblood of public
governance; perhaps it is the most revolutionary aspect of the present day
communication technologies. The industrial age is being superseded by an
information age’ in which ‘knowledge workers’ and ‘information labour’ are
playing a key role not only in shaping people’s lives, but also the global
economy. Information and communication are at the center of this new
economic revolution, bringing in new flexibilities into the work place,
pushing aside the numerous functions associated with bureaucratic forms of
organization. The interpretation of changes in contemporary societies has
been mirrored by analyses of the emerging ‘information society’®. Although
there are numerous references to the ‘information society’, little has been

said or written on the information age from the perspective of governance.

The ICT revolution has changed the world like never before. Information
superhighways are bringing about profound changes in the way people work,

leamn and live. According to 7he FEconomist, “after e-commerce and e-

¥ Christine Bellamy and John A.Taylor, ‘Governing in the Information Age’, Buckingham,
Open University Press, 1998, pp 3-6.
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business, the next big thing will be e-governance™. A new terminology
emerged in the academics and society viz, ‘IT & administration’, ‘e-
government’, ‘e-governance’, ‘e-citizen’ and lastly e-society. Advances in
ICT offer potential benefits to governance. For instance, the increased
performance and availability at reduced cost of microelectronics, fiber optics,
voice and video compression, fast-packet switching and high — density
storage technology could be utilized to make public administration more

efficient.

Technology convergence on account of digitalization, wide bandwidth
transmission, and compression technologies offer public services to the
citizens at a reduced cost and in a less time. Real democratic governance
could be fostered when a country has access to a much greater diversity of
communication sources and network designs. ICT promotes good
governance in three basic ways'®: a) By increasing transparency,
information, and accountability b) By facilitating accurate decision-making
and public participation and ¢) By enhancing efficiency in the delivery of
public goods and services. Ultimately, governance through the means of

ICTs can pave the path for ‘good governance’.

E-Governance and E-Government

The terms “e-governance” and “e-Government” are not used
interchangeably in this study. Of the two, e-government is a narrower term,
referring to a transformation of the business of government (processes,
operations, and transactions) driven primarily by the ICTs. Transformation is
both external (through simplified, enhanced government-client interactions
via online services, no longer limited by the traditional confines of fixed
office hours and physical office space) and internal (through streamlined

9 “The Next Revolution — A Survey of Government and the Internet”, The Economist, June
24, 2000, p.3.

9 For a full length discussion on these areas See: Francisco Magno and Ramonette Scrafica,
Research Study on IT and Good Govemance, Asia Foundation, Manila, 2003.
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government  administration  processes for greater efliciency and

effectiveness)'!

E-Govemance, however, is a broader term that includes transformation at
least four levels.'? First, it involves the transformation of the business of
government. Second, it involves a transformation in the operational
definitions of the principles upon which governance is founded, shifting
towards increased participation, openness, transparency and communication.
Third, it involves a transformation in the interactions between government
and its (internal and external) clients, classified as government-to-citizen
(G2C), government-to-business (G2B), government to its internal employee
clients (G2E), government to other government institutional clients (G2G),
and citizen-to-citizen (C2C). Finally, it involves a transformation of society
itself, through the emergence of ‘e-societies’, made up of networks of
relationships between communities and citizens at the individual level,

besides networking various non-government organizations (NGOs).

In the above discussed background, the main research goal of this study is to
assess the impact of e-governance systems on Indian society and on
governance in general For this, we have utiized wvarious indicators and
surveyed different methodologies from various studies. The following
section of the study describes at first the literature related to the research
problem and the different methodologies that went into the study.

Survey of literature on e-Governance

The Impacts of Internet on the Public Administration — Citizen

Relationship: A Study at Bahia’s Tax Authority

"' JADB (Inter-American Development Bank). “E-governance, E-govemment: ICT for
Development™. http://www.iadb.org/ictddev/governance htm (Accessed on 11th December
2006).

12 Zelinna D. Pablo, A Multi- Disciplinary Analysis of E-governance: Where do we Start,
Pacific Asia Conference on Information Systems 2002 and IADB, op. cit.,
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In this research paper, Moysés de Oliveira Andrade Junior aims at
understanding the impacts on the Tax authority and taxpayer relationship
with the emergence of the Internet as a communications channel,
particularly, in the case of Bahia’s Tax authority. (Bahia is one of the 26
states of Brazl, and is located in the northeastern part of the country on the
Atlantic coast. It is the fourth most populous Brazlian state.) This study also
aims to make a brief comparison between Bahia’s experience and the reality
of rendering services by the United States public administration, concerning
its implications on relationship between government and citizens,
technological requirements of the Internet environment for the provision of

tax services as well as the automation of the checking routines'?.

Globalization and the State

This two-part UN World Public Sector Report (2001) argues that
globalization, although not a new phenomenon, 1is unquestionably of
paramount significance for all countries, developed or developing, rich or
poor, large or small Part one of this report deals with globalization and the
State. Despite the great opportunities that globalization presents, not all
countries have been able to take full advantage of it. Experience has shown
that some countries have fared much better than others, while some have not
benefited at all, mainly due to uneven distribution of resources. Part two of
the report presents data on public sector, measurement tools and relevant
statistical information. It provides a meaningful indication on how
quantitatively the public sector changes over the years and tries to make

some connection between those changes and its functioning'®.

Good Governance, Globalization and Civil Society
This compilation of articles primarily deals with reformist concepts like civil

society, good governance, globalization and participatory development.

13 Moysés de Oliveira Andrade Junior, 2003
www.gwu.edu/~ibi/minerva/Fall2003/Final%20papers/Moyses _Andrade.pdf (accessed 11
February 2004)

1 UN’s World Public Sector Report, 2001
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These concepts have been defined variously by different theorists the world
over, but when it comes India, an evolving modern society, they acquire a
quite a different connotation. ‘Civil society is yet to become inclusive
whereas we are still catching up with globalization and good governance

simultaneously'”.

Globalization & Good Governance — Pressures for Constructive
Reforms

This compendium is the outcome of the papers presented at the 19™ Congress
of the International Political Science Association at Durban in July 2003. It
attempts at analyzing a wide spectrum of the basic issues and problems
involved for constructive reforms in securing good governance, and discuss
the strategies to overcome them in the context of the experiences of some
select countries. The authors seek to reflect some of the pertinent issues with
a view to discern and evaluate some viable alternative packages of

constructive reforms towards good governance in a globalized world polity®.

Decentralized Governance and Participatory Development

This well-researched book critically evaluates the mass movement launched
by the Left Democratic Front Government of Kerala to ensure people’s
participation in development process through the local-self government set-
up. It analyzed the constraints and possibilities in participatory planning and
democratic decentralization with special reference to Kerala. It also tried to
assess the role of civil society organizations in the development process as
well as the constant opposition to the people’s plan from the then opposition,

the UDF, led by the Congress'’.

The Role of Information and Communication Technology in Building

Trust in Governance: Towards Effectiveness and Results

13 Sharma B M & Roop Singh Bareth (eds), Rawat Publications, 2004

1° Jain R B (eds.) Deep & Deep Publications Pvt. Ltd., 2005
" Mohanan B, Concept Publishing Company, 2005
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The basic premise of this research study is that ICT has the potential to
contribute to good governance. If effectively deployed, ICT may become an
important means of breaking the vicious circle of bureaucracy and lead to the
achievement of the Millennium Development Goals, especially, the objective
of alleviating poverty. This study assumes that ICT has the potential to
improve governance by strengthening the level of trustworthiness of

government services and, as a consequence, citizens’ trust to government'®.

E-Government at the Crossroads

The three main conclusions of the UN Global E-government Survey 2003
are: 1. No country or group of countries in the world owns the monopoly on
imagination, wisdom and commitment or political will for use of e-
government for the delivery of the public value of human development.
Original, advanced content of e-government applications finds a home in the
geographic and developmental South, as it does in the North. 2. Only very
few governments have opted to use e-government applications for
transactional services or for networking 3. Even fewer governments use it to
support the genuine participation of citizens in politics. Those who do, in
most cases, apply it at a very rudimentary level'”.

Enabling ICT for Rural India

In this research study done by Rafiq Dosani and others from Stanford
University, there is an elaborate discussion on the experiences of India in the
application of ICTs for rural development. This report explains the problems
facing rural use of ICT and to make recommendations to improve usage.
Over three months, from September to December 2004, this research team
visited nine ICT projects. As a generalization, it concluded that all the

projects are still experimenting with how best to serve rural users through

¥ Chrisanti Avgerou (et.al), Inter-American Development Bank, Washington, 2005
(website: www.iadb.org/sds/ict)

9 World Public Sector Report-2003, Department of Economic and Social Affairs, United
Nations, New York, 2003
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ICT. There are successes and failures, good and bad practices and local

demand to learn from in order to help frame the recommendations® .

Government on the Web 1 (PPG)

This is a research project done at the London School of Economics in 1999
by the UK National Audit Office on how new information and
communications systems (ICTs) restructure the public administration. The
research team involved Prof Dunleavy, Dr Margetts, Dr Matt Mulford, Dr
Klaus Goetz, Steve John and Don McCarthy from the Department of
Government, and several other members from elsewhere in LSE. It
conducted a major investigation involving: survey of all UK government
Web sites; surveys of government influentials; overviews of developments in
the USA, Germany and Australia, interviews with leading private sector
comparators, and extended case studies in the areas of social security policy,

and trade and industry?’.

Government on the Web 2 (PPG)

This 2001-02 study was lead by Professor Dunleavy and Professor Helen
Margetts (School of Public Policy, University College London) and carried
out by a team including Simon Bastow Ruth Callaghan from PPG and Hala
Yared (UCL). The study covered two new Whitehall ministries, HM
Customs and Excise and the Department of Transport, Local Government
and the Regons. The methods used included a census of all central
government Web sites and comparison of progress since 1999; a census of
all local government Web sites; case studies in the two departments and
detailed analysis of policy-making in the Office of the e-Envoy; and research

overseas in Australia, New Zealand, United States and Netherlands®?.

Advancing Return on Investment Analysis for Government IT: A Public

Value Framework

20 Rafiq Dosani, et al, Stanford University, National Informatics Centre, 2004
! Research project at the London School of Economics — 1999
22 Research project at the London School of Economics — 2003
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This research study done by Anthony M Cresswell and others at the Centre
for Technology in Government, New York, deals with the complex issues
related to investments on e-government projects and the returns they accrue.
The report says the returns, may be large or small, obvious or obscure, and
can run from a few minutes saved in a routine transaction to improving the
trust and legitimacy of an entire government. Assessing returns remains a
core problem in IT planning and decision making. That problem results from
shortcomings in the available methods and models for assessing public
returns, what we call public retun on investment (ROI). Three significant
shortcomings have been highlighted in this report. They are: 1. incomplete
analysis of public value, resulting in too narrow a scope of what can be
considered returns to the public, 2. lack of systematic attention to how
government IT investments generate results of value from the point of view
of the public and 3. weak or absent methods for tailoring a public ROI
assessment to the specific context and goals of a government IT

investment>>.

e-Government for Development

This module prepared by Richard Heeks helps a researcher in fine-tuning his
research methodology. Besides it could be of great help to learners’ as it
spells out various definitions of e-government besides giving a complete
glossary of words related with it. It gives an analytical framework to identify
the causes of failure of e-government project and also sets up quantifying

standards to evaluate the success of a specific scheme/programme?*.

A Multi-Disciplinary Analysis of E-governance: Where Do We Start?

Zelinna D Pablo and Shan L Pan in this seminar paper tells us how to
understand and manage e-governance, which draws from multiple and
diverse disciplines. E-government has to be managed and its potentials

harnessed, if government is to fulfil its mission and remain responsive

23 Anthony M Cresswell & Others, Centre for Technology in Government, New York,
September 2006
24 Heeks, Richards, IDPM, University of Manchester, UK, 2004
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within the context of a rapidly changing society. This paper proposes a
starting point for the deliberate, systematic and holistic development of e-
governance. It analyses the multidisciplinary nature of e-governance from six
perspectives, provides a framework that facilitates the systematizing of

current and future materials into an organized body of knowledge.?

Information Technology Research, Innovation and E-Government

This seminal work done by the Committee on Computing and
Communication Research to Enable Better Use of IT in Government,
Computer Science and Telecommunications Board, Division on Engineering
and Physical Sciences, National Research Council, has identified various
challenges ahead in implementing various e-govermnment initiatives in the
United States of America. It says to realize the potential of e-government
that has been demonstrated in early efforts will require addressing
implementation issues, resolving shorter term technology issues, and
conducting research on longer-term challenges. While government can in
many cases build on technology developed for the commercial sector,
targeted computer science research is needed where government leads
demand or has special requirements. For a sound foundation for e-
government and other applications of information technology throughout
society, it is imperative to have a continuing, broad federal computer science

research programme?.

The Deepening Divide — Inequality in the Information Society

This book argues that digital divide in some of the most important regions of
the world — North America, Europe, East Asia and the Third World — is a
comprehensive social problem. Information nequality is both an old and a
new problem. It is old since people have always had to be motivated to adopt
a particular medium, had to make an effort to obtain it and improve their

operating skills. It is an old problem because an unequal distribution of

35 Zelinna D. Pablo & Shan L Pan, 2004, op.cit.,
26 National Academy Press, Washington DC, 2004
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resources and positions in society has always been the primary cause behind
these differences to access. The digital divide is a new type of inequality for
two primary reasons: the first is the character of the new media and the

second is related to new inequalities and the development of new types of

society”’.

E-Governance — A Change Management Tool

This book by P Panneervel primarily illustrates six e-government projects
undertaken by the author during the course of his career as a bureaucrat. It
helps a wide range of people, particularly those working in public
administration, universities, non-governmental organizations and
professionals. By extension, it is a narration of personal experience of the
author which gives an indication to the possibility of the problems likely to
be faced in future implementation by practitioners, project managers,
government officers, voluntary agencies, etc. A specific focus has been given

to the emerging e-governance experts fiom the students’ community?®.

Civil Society and State-led Initiatives in ICTs: The Case of Kerala

T Sreekumar, in this article, says that India began to design and execute
rural development program with a relatively wvisible ICT content in the
1970s. The Dharampur Sub-District Infrastructure Planning for Development
(1977) i1s an early example of attempts to use computer applications for cost
optimization and decision-making By the late 1980s India had developed
networks such as NICNET connecting government users. The study is based
on the reflections on two major ICT initiatives promoted by the state

government in Kerala — FRIENDS and IT@School Project™.

27 Van Dijk, Jan, Sage Publications, 2005

28 Panneervel P, Rawat Publications, 2005

29 Sreekumar T T, Information Technology in Developing Countries, Volume 12, No. 3,
December 2002, CGG, IIM, Ahmedabad, www.imahd.emet.in (Accessed 12.01.2007)
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Empowering the Poor: Information and Communications Technology for
Governance and Poverty Reduction — A Study of Rural Development

Projects in India

This annual report of the United Nations Development Program (2006) sets
out to examine the application of large-scale approaches to the use of
Information and Communications Technology (ICT) for electronic
governance and poverty reduction. The study argues that ICTs are effective
tools in the fight against poverty, when used appropriately. If ICTs can be
used to reduce poverty, why in India are they not being used more
extensively to do so? The study examined 18 development projects in India
that make use of ICTs in the form of community telecentres for the benefit of
the poor. It says that several projects have failed to understand the
importance of cultivating close relationships with their beneficiary
community, either by employing inappropriate staff within telecentres or by
failing to supply incentives for those staff to ensure that they are sensitive to
the needs of the community. As a result, the quality of the services of the

projects has suffered®’.

Global e-Government

In this report, Darell M West, from the Center for Public Policy, Brown
University, presents the annual update on global e-government. He says that
there are technological issues that frustrate citizens. They include: pages not
loading correctly (e.g Zimbabwe), links not functioning properly (e.g
Venezuela), pages taking an extremely long time to upload (e.g Vanuatu),
sites with overly sophisticated language (e.g Vatican), websites of very
small countries designed for tourists/investors rather than its own citizens
(e.g Vanuatu), extremely small font size (e.g Uruguay agriculture and
Switzerland foreign affairs), web pages designed for investors/tourists being

of much higher quality than those designed for a country’s own citizens, and

*Y Harris, Roger & Rajesh Rajora, UNDP-APDIP ICT4D Series, 2006
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websites with disclaimers to protect government agencies, but no

privacy/security.

Time for a Big Push

Ibrahim Ahmad, in this article, says that the issue of connectivity is at the top
of mind among all champions of e-governance. Many believe that as long as
telecom and internet connectivity is poor, any meaningful e-Governance will
not be achieved. Systems uptime is another key challenge. There is a big gap
between what customer support vendors promise and what they deliver.
Bureaucrats and e-Governance project leaders have not been able to
overcome this problem. Data security is another factor. Most users in the
government are not very sure how safe and tamper proof is all the
information that will be stored on computers and will be exchanged over
networks. E-Governance itself has to move into next generation which
demands faster and better training. Standardization of technologies has to be

achieved at the earliest’’.

I1. Methodology

Survey of Methodologies

In keeping with the true tradition of research, we made a literal survey of the
methodologies adopted by various researchers in their study of e-governance
and the related issues. Many have adopted different benchmarks and
parameters besides taking unique perspectives and approaches to the study of
e-governance not only in India, but also the world over. This part presents a
review of various e-governance methodologies so as to provide a basis to the
methodology that we adopted for our study on impact of e-governance

projects on Indian society.

3! Ahmad, Ibrahim, Dataquest, Vol XXV No 05, March 15, 2007
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1.

e-Government Benefits Study®? sponsored by the National Office for
the Information Economy’s (NOIE), Australia is one among the
important studies on e-Government benefits. This study concentrated
on demand, benefits, benefit-to-cost ratio for government, managing
e-government, etc. The framework developed for the study was
meant to capture evidence on the past, present and future expectations
of demand and benefits from three major stakeholder groups viz,
GOL (Government on line service wusers representing 1586
consumers), Non-GOL (Citizens, Business and Intermediaries who
are not users of government online services but may be users of the
Internet representing 305 people); and Commonwealth government
agency representatives supplying government online  services-
agencies representing 60 people of six focus groups). The data was
collected by the external research agencies mainly through online
surveys and interviews. The study concludes that people not making
sue of e-government services have expressed their interest in e-
governance services, in contrast to what the e-governance users said.
Regular wusers cited barriers such as the usability of websites-
navigation, incomplete information, wisibility and discoverability-
finding government services, poor search capability; and online
security and privacy.

How to Evaluate E-Government / Different Methodologies and
Methods by Marcin Sakowicz”® is one of the best in reviewing
various methodologies on e-governance. This paper reviewed ten
different e-governance projects methodology viz, e-Europe, EU,
UNPAN, e-Government Benchmarking Electronic Service Delivery,
KeeLAN, Eforum, Momentum Research Group, The Government
Online Study (GO), Taylor Nelson Sofres, E-Public Services in
Poland, Balanced E-Government and Infoville and presented

32 E-Government Benefit Study, Commonwealth of Australia, 2003

33 Marcin Sakowicz, “How to FEvaluate E-Government? Different Methodologies and
Methods”, Warsaw School of Fconomics, Department of Public Administration, Email:
maskow(@s gh waw.pl
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appropriate methodology to the Central and East European countries.
The pertinent conclusion drawn by the researcher is that e-
government evaluation methods adopted in advanced countries like
USA and European Union may not be useful for countries that are
trying to implement e-governance. Moreover, they may hmit the
researcher’s understanding of the evaluation methodology of e-
Governance.

A Framework to assess the impact of e-Government systems on
governance by Driss Kettani®® et.al presented a novel model of
methodological framework and presented different indicators and
illustrate its application to the Fez e-Government Project. This
consists of assessing the impact of e-Government on each constituent
of Government taken individually. These authors identified five
major outcome categories that need to be assessed. These include:
technology, organization, citizen, regulation, and good governance
related outcomes.

This well-drafted report on ‘Key Elements for electronic Local
Authorities> Networks” (KEeLAN)*> presented an excellent e-
governance model of the EU. Fifty case studies have been selected
out of 100 best-practice websites based on front-office performance
of service delivery, identified after scanning 700 e-Government
websites of European Union local authorities. As per the study the
important bench markings in e-governance are a) Leadership; b)
Policy and Strategy; c) People; d) Resources;, e) Processes; f)
Regional Context.

An article titled ‘Assessing the impact of E-Government on local

governance based on real settings of developing countries’*® by Driss

3 Driss Kettani, Bemmard Moulin and Asmae Elmahdi, “A Framework to assess the impact
of EGovernment systems on Govemance”, School of Engineers, Alakhawayan University,
Morocco, Article received through email.

33 Key Elements for electronic Local Authorities” Networks (KEeLAN), Benchmark Report
www.keelan.ie/uploads/documents/egovernment/Benchmark Report.pdf (Accessed
21.12.2000)

3% Driss Kettani, Michael Gurstein and Asmae El Mahdi, “Assessing the impact of E-
Govermnment on local governance based on real settings of developing countries’ School of
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Kettani ef.al, reviewed the current range of understanding with
respect of certain of the concepts of particular significance to the
Local E-Government project including the notions of governance, e-
governance, and good governance. It mainly attempted to identify
means to operationalize certain concepts as a way to systematically
assess the significance and value of the outcomes being produced. At
the end the study, they presented a method of assessing the outcomes
of the Fez e-Government project, specifically on its contribution to
enhance good governance.

6. ‘PC Kiosk Trends in Rural India*’ by Kentaro Toyama et.al,
presented a study based on questionnaires presented to Kiosk
operators and customers of kiosks operated by Drishtee (providing e-
government services to rural villages in India) and n-Logue (Enhance
quality of life of every rural Indian by driving the digital revolution
profitably). The data was collected by implementing the three sets of
questionnaires, one is a baseline questionnaire for each kiosk village
and kiosk operators, second one is a recurring questionnaire for kiosk
operators and third one is recurring questionnaire for kiosk
customers. Total questionnaires implemented are 225 questionnaires
for kiosk operators and 1125 for Kiosk customers. The study
concluded that most kiosk operations are running below the expected
revenue and operators are happy as they have not depended upon this
income primarily.

7. An important study by the IIM, Ahmedabad on ‘Gyandoot: Rural
Cyber Cafes on intranet®®, located in the Dhar district of Madhya

Engineers, Alakhawayan University, Morocco and Vancouver, CANADA. Article received
through email.

37 Kentaro Toyama, et.al. PC Kiosk Trends in Rural India’ by, Microsoft Research,
Bangalore, India, presented a Paper in Intemational Seminar on “Policy and Options and
Models for Bridging Digital Divides” March 13-14, 2005, Tampere, Finland. Contact:
kento icrosoft.com

3% Center for Electronic Governance, IIM, Ahmedabad study on ‘Gyandoot: Rural Cyber
Cafes on intranet’, Dhar, Madhya Pradesh, Draft Report, October 2002.
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Pradesh, presented a detailed picture of cost-benefit analysis of ICT
implementation for rural masses. The study collected the data from
Citizen Users32; Government Officials:10; Sochaks:18; Citizens —
Non Users:41 and Gyandoot Project Staff 04 and broadly concluded
that among the twelve services provided by the Gyandoot, the
respondents are satisfied with only two services in terms of savings in
cost, reduction in time, improvement in accessibility, convenience
and reliability.

8. ‘e-Governance Intiatives in Bangladesh: An Analysis of Strategy
formulation for re-inventing Good Governance®® presented by
Department of Business Administration, Jahanginagar University,
Bangladesh, is useful to measure the success of e-governance. The
report presented an eight factor model of e-governance, which can be
categorized into internal interface and external interface. Internal
interface by increasing organizational capacity depends on four areas
viz, Leadership, Management, Skill and Technology. External
interface  includes  Information, Interaction, Transaction and
Integration is key areas in increasing transparency/accountability.
These factors increasing value to the citizen in e-governance and

promote participation.

The above discussion on Governance and e-Governance and survey of
literature and the diverse methodologies presents a multitude of factors
useful in understanding or assessing the impact on e-governance on
governance systems, and by extension, societies. Obviously, the above
studies present a different list of indicators as per their project environment
and the objectives. However, the study we carried out is based fundamentally
on indicators that sum up the broad perspective of the citizen on e-

governance in Indian society.

39 ‘e-Govemance Initiatives in Bangladesh: An Analysis of Strategy formulation for re-

mventing Good Govemance’ Department of Business Administration, Jahamgirnagar
University, Bangladesh, www.egovaspac.apdip.net (Accessed 22 November 2006)
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Study Indicators

e Impact of e-Governance on overall Quality of Life of people (as

perceived by the people, leaders, bureaucrats etc.)

e Peoples acceptance and adaptability of e- Governance

e Users response on transparency in electronic services

e Peoples perception of financial integrity and authenticity

e Levels of accountability

e Reduction in time and costs in availing electronic services

e Innovation in Public Private Partnership modules

e Overall satisfaction of the people on the processes of e-

governance

Impact Measurement

Indicator UNDP Definition Project Working | Outcome
Definition Measurement
Indicators

Transparency Transparency is built on| Transparency in| 1) Citizens’
the free flow  of| the work flow of| perception on  the
information. Processes, | electronic  service | functioning of
institutions and | delivery —  no| administrative
information are directly | bureaucratic structures 2) Online
accessible to those | hassles and | availability of
concerned with them, and | openness in| relevant public
enough  information is| delivery services
provided to understand | mechanisms
and monitor them

Accountability Decision-makers in | Creating 1) Citizens’ access
government, private | standards to make to relevant
sector and civil society | public staff and information  on
organizations are | private  personnel administrative
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accountable to the public, | accountable for processes
as well as to institutional | their actions 2) The role of
stake holders. This public and
accountability differs private
depending on the personnel
organization and whether
the decision is internal
or external to an
organization
Responsiveness | Institutions and processes | Response and | 1) Curbs on
try to serve all | inclusion of | middlemen and
stakeholders bottom-up service | corruption
demands and | 2) Change in the
adaptability to | behaviour of
citizens’ needs government staff
Effectiveness & | Process and institutions | Cost-benefit ratio| 1)  Access  and
Efficiency produce results that meet| for government | availability of
needs while making the| and  involvement | electronic services
best use of resources of private players | 2) Reduction in
time, costs and
efforts for citizens
Overall -- Satisfaction Overall levels of
Satisfaction related to  the| citizens’
outcomes of | satisfaction on the
above indicators delivery  of e-
services

Objectives of the Study:

e To understand the nature and extent of e-governance in Andhra

Pradesh, Karnataka & Kerala

e To assess the role of e-governance in improving citizen services
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e To trace the method of restructuring the government for
transformation to e-governance

e To check out the method of training and acclimatization of the
personnel

e To know the awareness of citizens on e-governance projects

o To gauge the satisfaction of people on the delivery of services
through electronic means

e To point out the fundamental obstacles and hurdles in the
implementation of e-governance programmes

e To understand the socio-political implications of e-governance

Framework of the present study
The framework for the study was designed to asses the impact of e-
governance programmes on society to a maximum extent with a sample size,
of which a majority is the stakeholders (users and government officials). All
efforts were made to capture evidence on past, current and future expectation
of demand and benefits from the wusers of electronic services. The
respondents include:

e Direct users of electronic services, non-users (a negligible minority),

entrepreneurs (kiosk managers), intermediaries (kiosk operators)
e Government officials, government agency  representatives,

consultants

A field survey was undertaken to gather opinion and feedback on benefits
from a citizen perspective through a structured questionnaire. Opinion and
feedback from government officials, agency representatives and others was
gathered through informal discussion with an unstructured questionnaire.
The views and perspectives of non-users was also elicited, though their
number is small, in order to arrive at a broader assessment of the impact of

online services on all sections of society.

However, the two major groups of the sample size (2,761) include:
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2173 citizens who are direct users of online government services,
cutting across age, gender, literacy, technology, geographical (rural,
urban) divides

588 government officials, government agency representatives who

are tasked with the implementation of e-governance programmes

The study was undertaken in 30 districts — 10 districts each in the states of

AP, Karnataka and Kerala — with emphasis on equitable geographical

distribution and covered the following nine e-governance projects:

e-Seva

CARD

VOICE & Saukaryam
Bhoomi

KAVERI
BangaloreOne
Akshaya

FRIENDS

e-Collectorate

A brief description of the projects covered under the study:

1. e-Seva — Hyderabad, Andhra Pradesh

The project was started as a pilot in the twin cities of Hyderabad and

Secunderabad, and was thus called TWINS (Twin Cities Integrated Network
Systems). It was started at the cost of Rs 10 million, fully funded by the
Government of Andhra Pradesh. In Hyderabad, through e-Seva, citizens can

view and pay bills for water, electricity and telephones, besides municipal

taxes. They can also avail of birth / death registration certificates, passport

applications, permits / licenses, transport department services, reservations,

Internet and B2C services, among other things.
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2. Computer-Aided Administration of Registration Department (CARD)
— Hyderabad, Andhra Pradesh

In this project, 214 registration offices have been computerized since 1998.
This project provides services such as encumbrance certificates, valuation
certificates, market value search, etc., on user charge basis. The time taken
for registration of documents has been reduced from one day to 15 minutes.
More than 4 milion documents have been registered, and 2.16 million
encumbrance certificates and 3.73 million registration check slips have been

issued since 1999,

3. VOICE & Saukaryam, Andhra Pradesh

The Viayawada Online Information Centre (VOICE) was launched in June
1998 and implementation was completed in December 1999 to deliver
municipal services such as bulding approvals, and birth and death
certificates, to the people of Viayawada. It also handles the collection of
property, water and sewerage taxes. The VOICE system uses five kiosks
located close to the citizens. These are linked to the back end processes in the
municipal offices through a wide area network. The application has helped
reduce corruption, made access to services more convenient, and has

improved the finances of the municipal corporation.

Project Saukaryam (meaning facility) was completed in January 2001 in
Visakhapatnam Municipal Corporation for delivering all the civic services
online. It was taken up in a PPP mode without much additional costs to the
corporation. A Metro Area Network covering 120 Sq.Kms. using broadband
/leased circuits. It covers all the civic services ranging from online payment
of dues to allowing lodging of grievances online or filing building plan
application and offers their status online

These two projects have been subsequently merged into e-Seva which is now

a common portal for offering online services both in the urban and rural

areas across the state of Andhra Pradesh.
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4. Bhoomi — Bangalore, Karnataka

The Karnataka government’s ‘Bhoomi® project has led to the
computerisation of the centuries-old system of handwritten rural land
records. Through i, the revenue department has done away with the
corruption-ridden system that involved bribing village accountants to procure
land records; records of right, tenancy and cultivation certificates (RTCs).
The Department of Revenue, Government of Karnataka, has computerized
20 million land ownership records of 6.7 million farmers in the state. Each
record is available online from 177 taluka kiosks. A farmer can walk into the
nearest taluk office and ask for a computer printout of his land record
certificate for Rs 15. He can also check details of land records on a touch-
screen kiosk by inserting a two-rupee coin. These kiosks, installed at the
taluk office, will provide the public with a convenient interface to the land

records centre.

5. Karnataka Valuation and e-Registration (KAVERI)

KAVERI is a comprehensive computerization project aimed at automating
the entire registration process and speedy delivery of registered documents to
the citizens of Karnataka. Initially meant only for property registration,
KAVERTI’s scope has been extended to the regstration of firms and societies
and marriages. Efforts are on to successfully link it with the Bhoomi Project
so that land records can also be accessed from the SRO (Sub- registrars
Office) nstead of having to go to the taluk offices. The KAVERI project
won the best e-Governance Project award for the year 2004 at the 40th
annual conference of the Computer Society of India (CSI). Similar initiatives
that have been successfully implemented in other states are CARD in Andhra
Pradesh, HIMRIS in Himachal Pradesh, and PEARL in Kerala

6. BangaloreOne
The Government of Karnataka is keen to provide integrated services to the

citizens deploying the tools of Information and Communication Technology
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(ICT) so as to enhance Speed, Convenience, Certainty and Accountability in
providing such services through the concept of a ‘One-Stop-Shop’ facility.
Accordingly, the state government decided to implement an e-Governance
project called the Bangalore One or Bl Project on the lines of similar
projects implemented elsewhere in India, especially e-Seva that was
successful in Hyderabad and other major towns of Andhra Pradesh. The
Bangalore One project has been successfully launched on 2 April, 2005 with
14 service centers providing 24 different services (18 government and 6

private) to citizens of Bangalore.

7. Akshaya — Malappuram, Kerala

In 2001, a joint project between local bodies (gram panchayats) in rural
areas, municipalities in urban areas and private entrepreneurs in Malappuram
district of Kerala was started to bridge the digtal divide by providing
community access to computers and the Internet. Five hundred and sixty-five
Community Technology Centres (CTCs) have been implemented in the
district. Akshaya operates PPPs in establishing the CTC in remote villages.

8. Fast, Reliable, Instant and Efficient Network for Disbursement of
Services (FRIENDS), Kerala

This one-stop service centre uses computers to provide public services such
as payments of electricity bills, examination fees, motor vehicle tax, building
tax, property tax, water bills and telephone bills. This project is operational
in all 15 district headquarters of the state. The services are provided on a
user-charge basis and government officials operate the counters at the

FRIENDS centres.

9. e-Collectorate, Palakkad, Kerala

DC*Suite (District Collectorate Suite) or simply e-Collectorate is an
integrated suite of applications for the Collectorate based on an integrated
solution architecture covering all functional areas and activities of the

Collectorate in Palakkad district of Kerala. There are twenty functional areas
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identified including Workflow based File Management System, Public
Grievances Monitoring System, and Revenue Recovery Management etc for
computerisation. In addition, there will be add-on optional modules for
knowledge management, district portals etc. Public access, transparent
administration and service delivery are the key features of the project that
was launched on the 26™ of October 2004. The project will gradually be
extended to all the districts in Kerala, but as of now there are to plans to

implement it in Malappuram, Kannur and Pathanamthitta districts.

Method of data collection
The present study is basically a comparative analysis of e-governance
programmes in the three states of Andhra Pradesh, Kerala and Karnataka.
The data has been collected through net, official documents, discussions,
questionnaires and interview schedules besides regular field notes. The areas
of comparison and impact of e-Governance are:

1) Citizen Services

i) Restructuring of Administration

1i1) Government On-line

v) ICT penetration to rural areas
Reference period of the data to be covered
1998 -2000: pre-e-governance and transition phase

2004 — 2007: post —e — governance phase

Break-up of Data Collection

SL. | State Programme Districts Covered Officials | Public | Total
No
1 | ANDHRA CARD 1. Hyderabad 8 25 33
PRADESH (Sample : 306) 2. Nizamabad 3 21 24
3. Mahabubnagar 5 21 26
4. Vishakapatnam | 6 22 28
5. E.Godavari 5 29 34
6. W.Godavari 6 26 32
7. Krishna 7 24 31
8. Kumool 6 24 30
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9. Chittoor 7 28 35
10. Ananthapur 6 27 33
Total | 59 247 306
E-SEVA 1. Hyderabad 12 27 39
(Sample : 312) 2. Nizamabad 5 21 26
3. Mahabubnagar |4 24 28
4. Vishakapatnam |6 27 33
5. E.Godavari 5 26 31
6. W.Godavari 4 24 28
7. Krishna 5 26 31
8. Kumool 7 22 29
9. Chittoor 6 28 34
10. Ananthapur 6 27 33
Total 60 252 312
SAUKARYAM & | Saukarvam
VOICE Vishakapatnam 20 121 141
(Sample : 304)
Voice
Vijayawada 33 130 163
Total | 53 251 304
KARNATAKA 1. Bangalore 10 25 35
BHOOMI 2. Mysore 7 21 28
(Sample : 302) 3. Madikeri 5 21 26
4. Mandya 6 28 34
5. Shimoga 7 23 30
6. South Canara 6 23 29
7. Gulbarga 6 21 27
8. Raichur 7 25 32
9. Bidar 8 25 33
10. Bijapur 4 24 28
Total | 66 236 302
KAVERI 1. Bangalore 5 23 28
(Sample : 305) 2. Mysore 8 28 36
3. Madikeri 7 24 31
4. Mandya 6 29 35
5. Shimoga 7 22 29
6. South Canara 5 22 27
7. Gulbarga 7 24 31
8. Raichur 6 23 29
9. Bidar 7 20 27
10. Bijapur 8 24 32
Total | 66 239 305
BANGALORE ONE | Bangalore City 70 242 312
(Sample : 312)
KERALA FRIENDS 1. Thiruvananthapuram | 10 25 35
(Sample : 301) 2. Kottayam 8 23 31
3. Ernakulam 8 25 33
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4. Thrissur 5 22 27
5. Kollam 7 21 28
6. Palghat 8 28 36
7. Malappuram 6 26 32
8. Kozkode 6 25 31
9. Wayanad 4 16 20
10. Kasargode 7 21 28
Total 69 232 301
AKSHAYA Malappuram 69 235 304
(Sample : 304)
E-COLLECTORATE | Palakkad 76 239 315
(Sample : 315)
Total 588 2173 2761

Limitations of the Study:

Any major research study is bound to face several limitations or obstacles
which are inevitable for reasons of time and space. The study area is so vast
geographically as well as demographically. The study covered a population
of 172 million (2006 estimates) in a geographical area of 505,722 km?®. The
actual area of study comprised 30 districts in the three states with a sample
size of 2761 of which 588 are officials and technical staff associated with the
implementation of the e-governance programmes and 2,173 are citizens
utilizing electronic public services. Then, there are linguistic barriers coupled
with different regional accents. Translators did help us a lot, but there was a
problem in putting across our queries to rural and uneducated citizens. Users
in urban centres, particularly cities had little time to spare for sharing their

experiences with the research team.

As part of the study, we selected three programmes from each state which
are entirely different in terms of services, software modules and institutional
arrangements. The delivery processes too are different from each other.
Therefore, it was very difficult at drawing generalities, measure the impact of

the e-governance programmes, and finally arriving at definitive conclusions.
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The socio-economic needs of the respondents/users were varied and their use
of electronic services was limited to a few areas. For instance, all the users of
Bhoomi are either farmers or land owing citizens and their need is confined
only to get an electronic Record of Tenancy and Cultivation (RTC)
certificate. Of these users, only a half or so had the use of KAVERI which
caters to the property registration services. Barring these two services, the

select respondents had no use of other electronic services.

The research team faced immense problems in the collection of primary data
for reasons of access and availability of the officials concerned as also the
attention span of the respondents. There was also a problem in understanding
the various software modules and the back-end processes of the select e-

governance programmes.
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e-Seva, Andhra Pradesh

Background

The project was started as a pilot in the twin cities of Hyderabad and
Secunderabad, and was thus called TWINS (Twin Cities Integrated Network
Systems) initially. It was started at a cost of Rs 1 crore, fully funded by the
Government of Andhra Pradesh in December 1999. The project provided
services such as regstration of birth and death certificates, registration of
vehicles and learners’ driving licenses. After a successful pilot, 10 centres
were started on 25 August 2001 and then the project was renamed as e-Seva.

On 10 October 2001, a portal - http//www.esevaonline.com - was launched.

Currently, 250 centres are in operation across the state.

About Andhra Pradesh

Andhra Pradesh was formed on 1st November, 1956 under the States'
reorganisation scheme. It is the fifth largest State with an area of 2,76,754 sq.
km, accounting for 8.4 % of India's territory. The State has the longest
coastline (972 km) among all the States in India. It lies between 12°41' and
22°N latitude and 77° and 84°40'E longitude, and is bordered by
Mabharashtra, Chhattisgarh and Orissa in the north, the Bay of Bengal in the
East, Tamil Nadu to the south and Karnataka to the west. Andhra Pradesh is
the fifth largest state in India by area and population. It is the largest and
most populous state in South India. The state is crossed by two major rivers,
the Godavari and the Krishna. Unofficially, the state can be divided into
Telangana, Rayalaseema, Coastal Andhra, North Coastal regions.

The state capital Hyderabad is the fifth largest city both in terms of
geographical spread and population in India. It is spread in over 260 square
kilometers and has a population of 8.1 million (greater Hyderabad).
Hyderabad and Secunderabad are twin cities separated by Hussain Sagar —
bound by Tank Bund. This manmade lake was carved out during the time of

Ibrahim Qutb Shah in 1562. The Charminar (Four Minars) built in the centre
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of the city by Muhammad Quli Qutb Shah m 1591 was m commemoration of
the eradication of a plague m the region.

When India gained Independence m 1947, Hyderabad ruler Nizam demanded
a dommion status within the country. Later, on September 17, 1948 the
Nizam signed the Instrument of Accession to the Indian Union. On
November 1, 1956, the states of India were reorganized on linguistic
grounds. Hyderabad and the surrounding arcas were added to Andhra
Pradesh. Thus, Hyderabad became the capital city of'the new state.
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AP at a Glance
e Geographical Area: 275,000 sq. km.
o Forest Area (Sq. Km): 63814
e Districts: 23
e Mandals: 1123
e Villages: 26586
o Towns: 264
e Population: 7.65 crore
e Literacy Rate: 61.11%
e Sex Ratio: 978
e Density of Population: 275/sq.km.
e Per Capita Income: Rs. 10,590
e State Income: Rs.78,705 crore
e Zila Parishads: 22
e Panchayats: 21,934
e  Municipalities: 121
o Municipal Corporations: 137

Objectives and Goals of e-Seva
> To provide real-time online transactions.
To improve government-customer interface at all levels.
To improve service quality and innovation.
To improve operational efficiency.

To provide cost-effective services.

* www.aponline.gov.in (accessed 2" March 2006)
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Planning

It was planned on the lines of Singapore Online*, a well-known web portal
that provides all the information that users want to know. E-Seva is one of
the major IT project undertaken by the government of Andhra Pradesh as a
part of e-governance. E-Seva is the first kind of service in the country,
providing a wide spectrum of citizen friendly services that will save citizens
running around various departments. E-Seva is built on the success of
TWINS (Twin Cities Network Services) pilot project, which was launched in
December 1999 in Hyderabad, the state capital. It was designed to provide
citizens of Hyderabad and Secunderabad to handle integrated 19 services

pertaining to six departments for delivery on a one-stop mode.

Services Provided

Presently, the e-Seva centres provide around 55 services such as payment of
water and sewerage bills, property taxes, commercial taxes, income taxes,
phone bills, regstration of vehicles, issue of learner driving licenses, transfer
of ownership of vehicles, registration of new trade licenses, renewal of trade
licenses, registration of birth and death, birth and death certificates, filing of
passport applications, collection of examination fees, registration of
documents and stamps (non-judicial), sale of bus tickets, sale of non-judicial
stamps, collection of small savings etc. The services are provided within 60
seconds to 120 seconds. The centres operate on working days from 8 am to 8

pm and on public holidays from 9 am to 3 pm. Citizens are not charged for

3 E-seva centre at Secunderabad Cantonment (left), military officials at the centre (right)
* Visit httpy//www.singaporeonline.com
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any utility payments. Services like the payment of electricity/water/telephone
bills and transport/property taxes are available on a 24x7 basis on the Web
portal.

Public-Private Partnership

E-Seva is a government organization build on public-private partnership
model Infrastructure and building are provided by the government. Staff is
provided by government as well as by the private. Government recruits the
staff through deputation and the respective departments pay salaries. Private
hire the staff’ through tenders and they are protected by minimum wage act.

Salient features of e-Seva
» All services can be availed at any center

» All services can be availled at any counter within the centre, ie., a

consumer need not visit one counter for one service and another for
another service

» There are no jurisdictional limits. A resident of Secunderabad can pay his
bills at the old city of Hyderabad and vice-versa

» Services can be availed on holidays as well

» Bill payment can be made over the Internet

» Online service: e-forms, e filing, and e-payments
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The Evolution of eSeva
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About Rural E-Seva

The rural e-Seva project was launched on the 25th of August 2001 in the
district West Godavari. The project is a tool to bridge the digital divide in the
rural areas and has used Information Technology for providing access to
various B2C and C2G services to the people living in rural areas. Under this
project web enabled rural kiosks termed e-Seva centres have been
established at the mandal (a sub district unit of administration) level The
unique thing about these centres is that they are run and managed by the
women self help groups and have been able to position the rural women as
information leaders to help bridge the gender divide. This is an attempt to
replace the traditional form of governance and its accompanying deficiencies

with a modermn, more open, transparent and responsive service delivery

> The graphical illustration shows the evolution of e-seva.
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system. The project is based on BOOT (Build Operate Own Transfer)

model®.

Target Group and Intended Beneficiaries

Citizens of the twin cities of Hyderabad and Secunderabad and also the
major towns (municipalities) in districts are the target group and intended
beneficiaries. As of now, over 250 centres are servicing the various needs of

the users’.

Institutional Arrangements

The Directorate of e-Seva is headed by a director and has two deputy
directors, one assistant director (technical), one assistant director
(promotion), three senior assistants, one grievance officer and two helpers.
Almost all the hardware and software services have been outsourced. A PPP
was envisaged at the outset, in 2001. Global tenders were called for
entrepreneurs to take up e-Seva centres. CMS Computers Ltd got the tender
for managing the centres. Software was designed at a cost of Rs 2.5 million
by another company called RAM Informatics. The Government provided the
premises and the managerial staff The managing company provided the
hardware, networking solutions, operators (with salary paid by the
Government), engineering staff, help-desk staff and security staff at all the
centres. The Government provided updated databases concerning the
services while the company paid all telecom/leased line bills and electricity
dues. A Memorandum of Understanding (MoU) was signed between the
Government and the company for five years. On each transaction, Rs 5 as a
user charge is collected from the concermned department out of which 75-80
percent is paid back to the private partners. Earlier, four new-generation
banks -- Global Trust Bank, ICICI, HDFC and UTI -- were selected to
facilitate net-transactions of the payments. Later, two more banks, IDBI and

® www.esevaonline.com (accessed 13 January 2007)
7 www.aponline.com (accessed 8" March, 2007)
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Centurion Bank, also joined. A 4 percent surcharged was charged on every

credit card transaction, which has been reduced to 1.5 percent”.

CERTIFICATE OF COMPLIANCE

This is to certify that the
QUALITY MANAGEMENT SYSTEM of

eSeva

Head Office : Road No.7, Banjara Hills, Hyderabad — 500 034, Andhra Pradesh, India.
Sites : 27 Sites (Details Of Sites As Per Annexure ‘A’).

has been assessed by International Certifications Services (Asia) Pvt. Ltd. and registered
as complying with the requirements of the following International Standard:

ISO 9001 : 2000

The Quality Management System applicable to:

Scope : Providing Realtime Online Integrated Citizen Services (eSeva) Pertaining To
Central, State, Local Governments And Private Corporate Enterprises Through Its 27
Centres.

Registration No. : R91/1564
Rogistorod Date  : 14™ March, 2003,
Valid for : Jyears

: 13" March, 2006.

Managing Director
International Certifications Services

Accredited by Joint Accreditation System of Australia and New Zealand
Mdm«mﬂmhh«dwn’oﬂcuﬁudd, o defined by the above scope

and is Pont Upon prompt, written of sig ges o the 9 ¥ andior its |
¢ shall bo immediatoly to ICS. :

international Certifications Secvices (Asa) PvtLid E-7. Chand Socety, Juhu Road, Juhu, Mumbal - 400 049 India

Technologies

8 ICTD Case Studies, 2006, Asia-Pacific Development Information Programme, UNDP

Regional Centre, Bangkok
?ISO 9001:2000 certification for e-seva project for providing real time online integrated
citizen services.
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The network architecture is designed as an Intranet on a Wide Area Network
(WAN). The network is designed in three tiers. The first tier for the client-
end is located at the e-Seva centres. The front end is Java-based. All the
centres are on 64 kbps dedicated leased lines, with ISDN backup. The second
tier has two Sun E250 model and two Compaq ML530 model data servers.
The second tier also consists of Application Servers (using Oracle GIAS and
running on Sun Solaris 8 Operating System), Database Servers (using Oracle
81 R3 and running on MS Windows 2000 Operating System), Network
Monitoring Servers (using Cisco Works and WhatsupGold on MS Windows
2000 Operating Systems), Management Servers (using MS putin), Firewall
(using Cheuqn) and Web Servers (using Apache). All the machines used in
this tier are Intel machines, along with Cisco switches and routers. The third
tier is made of Departmental servers with an Oracle database as the backend
in the concerned departments (Electricity, Municipality, Passport Office,
Transport Department, Registration, Commercial Tax, etc). These servers
keep consolidated databases. They are linked with 64 Kbps DB link (except
the Electricity Department server which has a 2 Mbps pipeline). The network
architecture provides dedicated leased lines, with ISDN backup.

Technical details of e-Seva

Department/Agency: Information Technology & Communications Dept.

Year of Launch

Pilot: TWINS, December 1999

Seva: 25 August 2001

Project Cost: TWINS Pilot site Rs. 1.0 crore

Site preparation by Govt. (@Rs.3.0 crores

Hardware, software, networking at Hyderabad by M/s. RAM Informatics & M/s.
CMS Computers @Rs.5.0 crores

The cost for establishing e-Seva centers at districts (@ Rs. 27 Crores

Technology Used:

* 3-tier architecture.
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* Oracle 91AS Application server on Sun Solaris

* Servers of different departments are connected to the e-Seva Data Centre,
which is in turn connected to different ICSCs.

* The connectivity is point-to-point leased line connectivity, with ISDN as
backup.

System developed/ implemented by: M/s. Comvision and M/s. Ram
Informatics Ltd.

E-Seva, Hyderabad: M/s. CMS Computers Ltd and Ram Informatics Ltd .
E-Seva at Districts:

Software: M/s. Ram Informatics Ltd.

Hardware & Networking equipment:

Zone —I: M/s. CMS Computers Ltd

Zone —1I: M/s. United Telecom Ltd

Zone —III:  M/s. CCS Infotech & Data Management Corp. Ltd
Zone —-1V:  M/s. CMS Computers Ltd

Zone -V: M/s. CMS Computers Ltd

Zone —-VI:  M/s. CMS Computers'’

Primary Access Points

Primary access points for e-Seva services are the e-Seva centres, which are
established on spacious premises. Each centere has a waiting foyer, help
desk, token counter and eight tolS operator counters. Six of the e-Seva
centres have ATMs (two each of State Bank of Hyderabad, State Bank of
India and Andhra Bank). Citizens can excess the portal from their

households as well to avail of the services online.

Capacity Building

All the operators are given four-day operational training on the operator
terminal. Some efforts have been made in providing IT training in the
concerned departments. The Government and its numerous departments have
paid little attention towards creating an e-workforce. There is an over-
dependence on private technological partners, CMS Computers Ltd and
RAM Informatics Ltd, for all technological solutions. The dependence on
RAM Informatics Ltd and Jyothy Computers to provide all e-worker needs

19 www.esevaonline.com (accessed 1 May 2006)
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to be rectified by building the capacity and skills of redundant government
employees. This becomes important in the context of a proposed expansion
of 237 new e-SEVA centres and the fact that the Government has to pay

monthly salaries to all the operators engaged in these 237 centres.

Project Outcomes

Until now e-Seva has facilitated more than 61 milion transactions that
include e-payments. The project is set to roll in all the 127 municipalities by
the end of 2007-08. The service delivery centres are adding new G2C and
B2C services on public demand. It is an ISO9001:2000 certificate holder
which can handle many services. Regrettably, that has not happened. The
scaling up of services is definitely not progressing as was indicated in the
beginning.  Also, there is definitely a lack of security to the money deposited
in cash. In the first-ever case of embezzlement of funds in urban e-Seva
centres in Krshna district, an accountant fled with Rs 10 lakh from
Chuttugunta e-Seva centre.

G Srinivas Rao on deputation from the VMC to e-Seva is reported missing
since June 6 and a case has been registered with Machavaram police after
due process of inquiry and verification of the accounts by e-Seva authorities
on June 10, 2007. Such loopholes have to be plugged in with institutional
arrangements and definitive working module. Credible franchises have to be

selected to build up on the public trust that e-Seva already enjoys.

Sustainability

This project is financially sustainable. The government, private entrepreneur
and users, are all winners in this project. The huge acceptance by the public
of e-Seva counters also confirms its future sustainability. The organizational
re-engineering and management practices adopted are also favourable for its

sustainable existence.

Replication and Scaling Up
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It is very unfortunate that the country’s most successful e-governance project
has not been seriously replicated in any other parts of India. This project was
scaled-up with the installation of 237 new e-Seva centres (including all 117
municipalities) in the rest of the 23 districts in the state of Andhra Pradesh.
taken up by CMS
and one by CCS

These new centres fall in six zones (four zones are
Technologies, one zone by United Telecom Limited,
Technologies). Each district will be a separate Intranet to start with, which
will eventually be integrated into the Internet.

Survey on the impact of e-Governance on Society: A Case
Study of e-Seva

We carried out the present study at e-Seva centres in the twin cities of
Hyderabad and Secunderabad as well in nine other districts of the state of
Andhra Pradesh. The districts that have been covered under the study include
Mahaboobnagar, Nizamabad, Kumool, Anantapur, Chittoor, Nellore,
Krishna, East Godavari and Visakhapatnam. Responses were elicited from a
total of 252 users — 184 male and 68 female — falling in the age groups of

under 20, 21-30, 31-40, 41-50 and 51 and above.

SEX
No. of
Responde
nts Percent
Male 184 73.0
Female 68 27.0
Total 252 100.0
AGE
No. of
Responde
nts Percent
Below 20 24 9.5
21-30 66 26.2
31-40 69 27.4
41-50 63 25.0
51 and Above 30 11.9
Total 252 100.0
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Education

No. of
Responde
nts Percent
Valid  Upto SSC 76 30.2
Intermediate 54 21.4
Degree 69 27.4
Post Graduation 13 52
Other 5 2.0
llliterate 35 13.9
Total 252 100.0

A majority of the people surveyed has studied at least matriculation
(secondary school certificate) which is 30.2 per cent, while 13.9 per cent of
the respondents are illiterates. Over 21 per cent of the respondents have

finished Plus Two and nearly 28 per cent are graduates. Only 5% said they
hold a PG degree!!.

Occupation
No. of
Responde
nts Percent
Agriculture 66 26.2
Agriculture Labour 28 111
Non-Agriculture Labour 13 52
Government Service 48 19.0
Independent Occupation 63 25.0
Other 34 13.5
Total 252 100.0

The state of Andhra Pradesh is a medley of urban as well as rural peoples.
There is a constant growth in the number of dwellers on account of migration
from the countryside following the expansion of economic and livelihood
opportunities in tune with the globalized economy'?. As per the latest figures,
urban dwellers form nearly 30% of the total population of Andhra Pradesh.
Naturally, one can see a huge mix of families with a peasant background in
the urban areas. Over 37% of the respondents said they are either peasants or

farm labourers (26.2% peasants and 11.1% labourers). Nearly 25% of the

" The literary rate of Andhra Pradesh is 61.11% -- 70.85% male and 51.17% female.
12 Ramachandrudu G & Prasada Rao M (eds) 2004, Census 2001 and Human Development
m India, Vedam Books, New Delhi.
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respondents are pursuing an independent occupation while 19% are into
government service. Whereas 13.5% of those surveyed said they have ‘other’
occupation — 34 out of 252 — while the remaining 5.2% said they are non-

agricultural labourers.

Despite the varied nature of the occupations of the respondents, it has
emerged that on the broader plane a majority of them are equally
comfortable and adaptable to the new technologies by the state government

in the delivery of citizen services.

Awareness
No. of
Responde
nts Percent
Heard 25 9.9
Not Heard 13 52
Heared and User 214 84.9
Total 252 100.0

There has been a tremendous response in the case of awareness on the e-Seva
though 15% of those surveyed were illiterates. Nearly 85 per cent of the
respondents said they have heard about e-Seva and are regular users. Among
the non-users — who form 15 % of the respondents — 10 % are in the know of
the e-services while only 5.2% have not heard anything on the e-Seva
programme. Though only 5.2 % of the respondents claimed of not being
aware of the e-services, we can safely conclude that they are very popular

among the masses even in rural areas'”.

The Transparency Factor:

Transparency in dealings or transactions between the government and the
citizens is a vital benchmark to define the success scale of any e-governance
project. E-Seva has scored big over other such e-projects in the country
enjoying a robust 94% trust with the study respondents. Only 6 % of those
surveyed expressed second thoughts over the key variable of transparency.

The transfer of moneys paid and the technology utlized to provide back

13 Rural literacy in AP is nearly 20 % less than urban literacy (70%) and this can be cited as
a major reason for lack of awareness on e-seva programme.

65



office support are compatible with the expectations of a public that has
overwhelmingly —accepted the new information and communication
technologies in governance. The table below shows the perception of the

respondents on the question of transparency.

Transparency
No. of
Responde
nts Percent
Yes 236 93.7
No 16 6.3
Total 252 100.0

Accountability

While nearly 94% of the respondents believed there was transparency in the
transactions done at e-Seva centres, only 87 % of them were assured of
accountability. This is almost a 7 percentage points dip in the respondents
trust over the maintenance of accountability in the delivery of e-services.
Also, is the case with no-sayers. Whereas only 6 % said there was no
transparency in the deals struck at e-Seva centres, over 13% expressed
themselves negatively on the question of accountability. This comparison
shows that a significant section of the users still have doubts — after six and a
half years of implementation of e-Seva, including the pilot stage — on the
scale of accountability maintained in e-services. Such a negative perception
notwithstanding, nearly 87% of the respondents said there was accountability
in the functioning of the e-service delivery centres and this by any standards
reflect the opinion of the majority. However, there is a need to scale up the
accountability levels of the project from the lessons learnt over the past six

years.
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Accountability

No. of
Responde
nts Percent
Yes 219 86.9
No 33 13.1
Total 252 100.0

Responsiveness

We have already discussed in the previous case studies that responsiveness is
a crucial factor that elevates the overall popularity of an e-governance
project. Partly, responsiveness has to seen than perceived and partly to be
delivered voluntarily than on demand. Such an approach may change the
public perception of a project to the positive side. There are many inherent
and institutionalized hurdles for implementing such good practices of
governance in the Indian context. As far as e-Seva is concerned, more than
90 % of the respondents said the project is receptive towards their
suggestions and needs — in terms of scaling up service delivery and addition
of new services that are basic in nature — while more than 9% of them replied
in the negative. Those saying ‘nay’ are a significant component in that they
constitute almost 10 per cent of the total respondents. A very receptive and
sensitive front office management is required to address the demands and
needs of the e-services users. There is definitely a help desk, but a separate
counter can be installed to hear oral or written submissions with regard to the

quality of services, addition of new services and simplifying the transactional

procedures.

Responsiveness

No. of
Responde
nts Percent
Yes 228 90.5
No 24 9.5
Total 252 100.0

Availability of Services
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Services that are viable have been made available to the citizens, right from
the pilot state of TWINS project. Many new and basic services were added
when the e-Seva rolled out in August 2001 as a regular e-governance model.
Services are available all through 12 hours a day and for 6 hours on public
holidays and Sundays. Most of the users are satisfied on this particular aspect

which has reflected in a major way in the present study.

Availability of Services

Frequency Percent

Yes 246 97.6
No 6 2.4
Total 252 100.0

Nearly 98 % of the users covered under the study said basic services are
available to them at all times. Those not happy with the availability of
services at e-Seva centres are very miniscule in number and represent a mere
2.4% of the total respondents — 6 out of 252. New services are being added
once their feasibility has been established and new centres and frachise
centres are coming up to cover the entire urban population in the state. At the
urban and rural levels, scaling of services has to be taken up on a priority

basis and in a time-bound manner.

Utility of Services

Whereas the availability of services has never been in question in the case of
e-Seva, there has not been a full replication in terms of utility of the services.
From the table below, it is clear that comparatively the utility of services has
not been on a par with availability of services. Of the total respondents,
88.5% said the services that are on offer at the centres do have utility value
while 11.5% claimed there was not utility for e-services. This has primarily
to do with the complex nature of the services. A few of them are being

utilized exclusively by particular sections like traders, businessmen, transport
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operators, four wheeler dealers, insurance officers, etc. These services may
or may not have a utility quotient for the larger sections of the users.
However, in the long term these specialized services too would have become

normal services with a larger clientele.

Utility of Services

No. of
Responde
nts Percent
Yes 223 88.5
No 29 1.5
Total 252 100.0

Use of the Programme

E-Seva project, on a broader plane, has a widespread use for the denizens of
cities and major towns — where it is operational — in Andhra Pradesh. The
usability factor of this project has only strengthened over the years with more
and more sections of urban society accepting it as an indispensable means to
avail services and dispose of their utility bills at one go under a common
roof The table below reflects this upward trend in the acceptance of e-

services by people at large.

Use of the Programme

No. of
Responde
nts Percent
Yes 245 97.2
No 7 2.8
Total 252 100.0

Over 97 per cent of the users surveyed said the programme has been very
useful to them while less than 3 % of the respondents expressed the opposite
view. From these flgures it is clearly evident that the usability factor of e-
Seva is acquiring more of a positive image than reflecting a negative side.
On one plane, the programme seems to have reached a saturation level in
terms of usability but on the other it appears there is a need to scale up the

utllity levels of the services provided at the e-Seva centres.
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The Time Factor

Several studies by governance experts and academicians  have

unambiguously accepted the fact that e-Seva is a trendsetter in India in the
key aspects of reduction in time and costs for the citizens in securing services
from the governmental departments. It has been declared the model e-

governance project for the entire country.

Time Taken for Services Before e-Governance Programme

No. of
Responde
nts Percent
1/2 Day 135 53.6
1 Day 77 30.6
2 Days 40 15.9
Total 252 100.0

Whereas a majority of the citizens — more than 84% of the respondents
concurred with this view — used to spend half day to a day for availing
governmental services, the implementation of the e-service delivery scheme
has limited this time frame to a mere 10 minutes or less than that. Over 97 %
of the study respondents echoed this opinion. And, less than 3% of the user
respondents claimed it takes 30 minutes for them to complete the transaction

at the e-Seva centre.

Time Taken for Services under e-Governance Programme

No. of
Responde
nts Percent
Within 10 Min 245 97.2
Within 30 Min 7 2.8
Total 252 100.0

It is to be noted that at least 16% of the respondents themselves claimed to
have spent over 2 days to complete a deal with certain departments or
governmental agencies. There have been no such prolonged delays in the
case of e-Seva where the maximum time taken to conclude a complex deal

has come down to less than 30 minutes. This has been pursued as a
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revolutionary change by many a user who subscribe to the notion that time is

money.

The Cost Factor

Time is almost equivalent to cost when it comes to getting things done or
worked up in a short period. In matters of governance the cost factor was
never given a prominence before the era of good governance or e-governance
dawned on the country. Previously, a majority of the people used to spend
anywhere between Rs 50 and Rs 100 for governmental transaction. Of the
total respondents, nearly 58 per cent said they used to incur an expenditure of

Rs 50 for availing service and nearly 30 per cent put the cost at Rs.100. Only
12.7% pegged their previous expenditure at Rs.25.

Money spend Before e-Governance Programme

No. of
Responde
nts Percent
Rs. 25 32 12.7
Rs. 50 146 57.9
Rs. 100 74 29.4
Total 252 100.0

With the implementation of e-governance models or programmes, the costs
involved in securing services from the government departments and agencies
have become very modest. Nearly 85% of the respondents they are incurring
costs up to Rs.15 under the e-Seva programme while 15% of them claimed to

be spending Rs. 25 for e-transactions.

Money spend Under e-Governance Programme

No. of
Responde
nts Percent
Rs. 15 214 84 .9
Rs.25 38 15.1
Total 252 100.0

Overall Satisfaction
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From the analysis of the above variables, we can safely conclude that the
overall levels of satisfaction among the users are very high. Nearly 80% of
the respondents said they are highly satisfied while more than 20% said they
are satisfied, though on a moderate scale. Those claiming to be not at all

satisfied are very negligble and make no difference to the overall perception

of the respondents.

Sati sfaction

No. of
Responde
nts Percent
Highly Satisfied 200 79.4
Moderately Satisfied 51 20.2
Lowly Satisfied 1 4
Total 252 100.0
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Computer-aided Administration of Revenue

Department (CARD), Andhra Pradesh

CARD was one of the earliest projects of e-governance implemented in
India. It was more of a computerized project rather than an e-government
project, as it had no such grand agenda of transforming the government.
Land registration offices throughout Andhra Pradesh operate computerized
counters to help citizens to complete registration requirements within an hour
instead of several days, as was necessary under the traditional manual
system. The lack of transparency in property valuation under the old system
resulted in a flourishing business of brokers and middlemen leading to
corruption. The project has been designed to change the antiquated
procedures that have governed the registration system, affecting sales of
urban and agricultural properties. Under the CARD programme, citizens can

complete registration formalities within an hour.

Application Context

Registration to document changes in ownership and transactions involving
immovable property is governed by the Indian Stamp Act of 1899. Deeds of
various kinds are required by law to be written on stamp paper of prescribed
value. Certain transactions require a fixed duty. Registration is carried out at
an office. In Andhra Pradesh, there are more than a million documents per
year that need registration. The process of registration is a very complex
procedure that requires 11 steps and thus is very time consuming. Moreover

a hierarchy of officers is required for the same.

This manual registration system generated a number of important drawbacks.
Most importantly:
o Lack of transparency in valuation: The basic value registers usually
were not accessible to the public, and even if they were, it was

difficult for a common citizen to read them and calculate the amount
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of various transaction fees during the registration. All this results in a
host of corrupt practices and a flourishing business of brokers and
middlemen who exploit the confusion surrounding the registration
process.

e Tedious back office functions: Conventional manual methods of
copying, indexing and retrieving documents are laborious, time
consuming, and prone to errors and manipulations. Thus, a premium
is often paid for speedy delivery of services.

o Difficulties in preserving documents: The registers occupy a lot of
physical space, usually in ill-maintained backrooms. They also

deteriorate with age and repeated handling

New Approach
The Computer aided Administration of Registration Department (CARD) is
designed to eliminate the maladies affecting the conventional registration
system by introducing electronic delivery of all regstration services. CARD
was initiated to meet the following key objectives:

o Demystify the registration process

e Bring speed, efficiency, consistency and reliability

e substantially improve the citizen interface

These goals were to be achieved by:

e Introducing a transparent system of valuation of properties, easily
accessible to citizens.

e Replacing the manual system of copying and filing of documents
with a sophisticated document management system using imaging
technology

e Replacing the manual system of indexing, accounting and reporting

through the introduction of electronic document writing,

Since 60% of the documents and certified copies relate to agricultural
properties, the success of the CARD project would greatly benefit the rural
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farming community. Agriculturists would also benefit from a possible link-
up of the CARD network with the rural bank network, which would enhance
the efliciencies of the rural credit services by eliminating the need for paper-

based procedures.

Table 1:
Difference between the Time Taken in Manual and CARD
Service
Service Manual CARD
Valuation of properties 1 hour 10 minutes
Sale of stamp paper 30 minutes 10 minutes
[Document writing Not available 30 minutes
Registration of the land deed 1-7 days 1 hour
[Encumbrance certificate 1-5 days 10 minutes
Title Search 3 days 15 minutes
Certified copies of documents 1-3 days 30 minutes

Source: “Computer-aided Registration of Deeds and Stamp Duties,” posted

on www.worldbank.org and www.ap-it.com

Background

The Registration Department of the Government of Andhra Pradesh has 387
Sub Registrar’s Offices (SRO) in 23 districts of the state. The gross revenue
earned by the department is Rs 12 bilion. The manual systems in all the
activities caused long delays, red-tape and corrupt practices. The Computer-
Aided Administration of Registration Department (CARD) project was
conceptualized to computerize all activities and procedures of the
Registration Department. A pilot was conducted at two SROs in August-
September, 1997. The project was started on 4 November 1998. Presently,
the project covers the whole state of Andhra Pradesh.
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Figure 3: The CARD Process
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Posts entries in Scan the Complete Statutory
‘back-office’ Deocument K—] Procedures
Immediate 5 min 15 min
Source: “Challenges ol E-Government  Twao Success Stories trom India®, by | Satyanarayana,
www.ap-it.com 1

Goals and Objectives
e To simplify the registration procedure
e To enhance the speed, reliability and consistency of the system
e To provide transparency in valuation
e To replace copying/filing systems with imaging
e To preserve documents on CDs
e To automate all back-office functions
e To enable a system that enables setting time and quality standards

e To smoothen the government-citizen interface

Planning

After the success of the two pilots, the project was scaled up in two phases.
In 2000, the first phase was extended to 181 SROs. In 2001, the second
phase was extended to 249 SROs. By the end of 2005-06, all the 387 SROs

were covered under the CARD project.

Services Provided

All the services of the Registration Department are provided to citizens for
nominal user charges. The most popular services are registration of deeds,
issue of encumbrance certificates and market value searches. The prevalent
user charges are: Rs 95 for registration of documents (maximum of 10 pages

with Rs 5 for every additional page), Rs 10 for motor wvehicle search

' CARD process
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certificates, Rs 20 for encumbrance certificates and Rs 20 for certified copies

of the documents.

Target Group and Intended Beneficiaries

The intended beneficiaries are all the citizens who want to register their
deeds, get a valuation of their immovable property, certified copies of
documents, encumbrance certificates and to register societies, firms,

marriages, etc.

Institutional Arrangements

The Inspector General of Registration and Stamps heads the project, and is
supported by the Technical Director (NIC), Chief Information Officer and
Deputy Inspector General (IGRAS). Each District Registrar is responsible
for the functioning of CARD in the SROs under the district. One official
from each District Registrar Office (DRO), at the rank of a senior clerk, takes
up the task of the Data Processing Officer for two to five SROs, after
intensive training. Each SRO has at least two data entry operators (one clerk
and one section writer). All the hardware and maintenance of the LAN is
handled by WIPRO, a private IT company, which has been awarded a
maintenance contract for five years. All the software upgrades are done by
NIC.

Technologies

The project works on a LAN. On every 387 SRO CARD office centre, there
is provision for one server and four computers (three for B category SRO
centres, two for C, D, E category SRO centres and one for F category
centres). Each centre is provided with a scanner, a laser printer, a dot matrix
printer and a UPS. The server uses Linux as the Operating System along with
Oracle 8i for databases. The client end uses Developer 2000 whereas the

front end is Windows 98/95 as well as Windows 98 for scanning,
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The uptime of the system is more than 98 percent, owing to an effective
maintenance contract. Each district office is linked through a network,
through dial-up connectivity to the Inspector General of Registration and
Stamps office server. The software takes care of security through a username
and password and maintains an audit for all activities.

e Client / Server

e Oracle database

e Linux platform

e Windows 98 in client

Primary Access Points

Primary access points for the citizens are the 387 SROs in the state.

Capacity Building

The project is implemented and managed by in-house staff There are two
clerks in each SRO. In all, 1,400 clerks/section writers have been given two-
week training to take up the job of data entry operators; 76 senior clerks have
been given 10-week training to take up the job of data processing operator
job; 67 Assistant District Registrars have been given three-week training;
and 40 District Registrars have been given one-week training. Roughly,
3,811 man weeks (76 man years) of training have been imparted so far.
Technical staff has also been given training on the CARD software. User

manuals on CARD and the imaging software have also been issued.

Benefits and Costs
Six months following the launch of the CARD project, about 80% of all land

registration transactions in AP were carried out electronically.

The time required for services such as valuation of property and provision of
certified copies of registered documents now takes 10 minutes instead of a
few days as under the earlier system. ECs are now issued to citizens in a span

of 5 minutes, using a system that searches through more than 15 years of

78



records from over 50 offices. Land registration can be completed in a few
hours, whereas earlier it took 7-15 days. After factoring out the natural
upward trend in nominal revenues, the CARD system has generated a modest
increase in revenue. The growth rate in net revenue collected has gone up by

almost 20%.

The main advantage of this system has been the awareness in rural public
towards the benefits of ICT in important activities and so the pubic is
demanding for more such projects at the rural level The main disadvantage
of the system has been the decrease in employment due to the loss in

enforcement power.

Constraints and Implementation Challenges

Some legislation such as the Registration and Stamps Act, Urban Land
Ceiling Act, Surplus Agriculture Land Act, Endowment Property Act, and
the Property Act needed a change to accommodate the new procedure. The
Government of Andhra Pradesh issued a circular to provide legal sanction for
the scanned documents. All registered documents and deeds of the previous
13 years had to be coded and digitized to ensure encumbrance certificates
were valid. Properties change names, categories, size and utility over time
and there are discrepancies in different departmental documents. The
codification of all property types was a huge task. Similarly, guidelines for
the costs of land and buildings as well as for the different purposes and areas
covered had to be digitized. The guidelines for the market rates for municipal
corporations, municipalities, other urban areas, major gram panchayats,
minor gram panchayats, and cantonment boards were decided differently for
80 land types (such as residential, commercial, industrial, agriculture, dry
land, etc.). The documents and deeds registered since 1983 have already

been scanned and stored on CDs.

The problem of shifing from the manual system to the new system was

solved by computerizing all processes and procedures required at all the
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steps from acknowledgement of receipt to issue of a registered document.
More than 5,000 government employees were trained in the new system.
Maintenance of hardware, especially in remote rural areas, was arranged for
by signing a contract with WIPRO. Power cuts of more than 12 hours were
mitigated by installing UPSs at all the offices.

Project Outcomes

The project has increased the speed of registering property and producing
related documents. Previously, citizens had to wait for three to seven days to
obtain encumbrance certificates. After the CARD system was implemented,
they receive such certificates in just 10 minutes. Similarly, certified copies of
the documents were issued after seven days, while through the CARD
citizens can now get them in only 15 minutes. The time taken to register a
deed or a document has been reduced from three to seven days to one day.
The CARD project registers 1.18 milion documents and serves 5 million
citizens in a year. Since the inception of the project, 4 million documents
have been registered, 2.16 million encumbrance -certificates have been
issued, 3.73 million registration check slips have been issued and 75,907
certified copies have been provided to the public.

Sustainability

The project has improved the government-citizen interface. Around Rs 300
million has been spent on the project, but no impact assessment had been
carried out by the time of the study. The increase in revenue collection
through CARD has still not been proven, but the project has generated more
than it has invested since 1999. Rs 380 million have been generated from the
registration of documents, Rs 37 million from the issuance of registration
check slips, Rs 43 million from encumbrance certificates and Rs 1 million
from certified copies. Up to the time of the study, the project had earned Rs
475 million against a one-time investment of Rs 300 million. The project
will become further sustainable if all the services could be successfully made

available online.

80



Replication and Scaling Up

The project has already been implemented in all the SRO centres in the state.
Now, it is planned to network all SRO centres to the DROs through 64 Kbps
dedicated leased lines and all DROs with state servers through 128 Kbps
dedicated leased lines. It is also planned to install network-monitoring
software in the system as well as to introduce storage of scanned documents

in the form of microfilms.

Similarly, the department aims to upload record of documents on the web.
The long-term wvision is to provide all the services of the Registration

Departments through the web.

The project has been replicated in the states of Maharashtra and Punjab with
a few modifications. In Maharashtra, the entire project is implemented in an
innovative PPP, in which government provides data, premises and service
operators whereas the private partner takes care of the hardware, software,

and network support and management of the facility.

Impact of e-Governance on Society: A Case Study of CARD
Project, Andhra Pradesh

We carried out the present study at sub-registrar offices in the twin cities of
Hyderabad and Secunderabad as well in nine other districts of the state of
Andhra Pradesh. The districts that have been covered under the study include
Mahaboobnagar, Nizamabad, Kumool, Anantapur, Chittoor, Nellore,
Krishna, East Godavari and Visakhapatnam. Responses were elicited from a
total of 247 users — 219 male and 28 female. The sample size reflects the age
old tradition in Indian society where all the decisions regarding sale and
purchase of property are taken by the heads of the family — majority of them

men.
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SEX

No. of
Responde
nts Percent
Male 219 88.7
Female 28 11.3
Total 247 100.0

Property sale, registration and other related things fall within the ambit of
those having a family or those who have accrued ancestral property. This is
seen in the age pattern where almost 90% of the respondent is above 31 years

of age. In this again, those in the age groups of 41-50 and 51 and above

dominate.
AGE
No. of
Responde
nts Percent
21-30 21 8.5
31-40 80 32.4
41-50 106 42.9
51 and Abov e 40 16.2
Total 247 100.0

The CARD project encompasses the whole of Andhra Pradesh and is well
entrenched even at the rural level with a wvast network of automated
registration services, generally provided at the sub-registrar offices. The
survey sample has thrown up quite a large percentage of illiterates, mostly
farmers and those pursuing traditional occupations in villages. Over 18 % of
the respondents are illiterate with no formal education. At least 55% of the
respondents — 54.7 % to the precise — have either completed matriculation or
Intermediate”.

Those who have completed graduation or post-graduation

represent 27% of the respondents.

% The average literacy rate in AndhraPradesh61.11 % as per the 2001 Census
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Education

No. of
Responde
nts Percent
Upto SSC 100 40.5
Intermediate 35 14.2
Degree 50 20.2
Post Graduation 17 6.9
Illiterate 45 18.2
Total 247 100.0

The state of Andhra Pradesh is a medley of urban as well as rural peoples.
As per the latest figures, urban dwellers form nearly 30% of the total
population of Andhra Pradesh and the rural folk follow varied occupations.
Nearly 63 % of the respondents have agriculture as the main preoccupation.
Nearly 12 % of the respondents are into government service while over 15%
follow independent occupation. Over 10% of those surveyed have named

occupations different from the above.

Occupation
No. of
Responde
nts Percent
Agriculture 155 62.8
Government Service 29 1.7
Independent Occupation 38 15.4
Other 25 10.1
Total 247 100.0

Though literacy levels and occupational status confirm the rural
predominance in Andhra Pradesh, it is not surprising to note the high levels
of awareness among the masses on the implementation of e-governance
programmes particularly that cater to their basic needs. There is a high level
of awareness on the CARD project in the state with nearly 88 % of the
respondents claiming to be aware or have used electronic registration
services. Those who have not used, but have heard about the services are

over 11% of the sample size.
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Awareness

No. of
Responde
nts Percent
Heard 28 11.3
Heared and User 219 88.7
Total 247 100.0

The number of documents that are getting registered online is increasing by
the year in Andhra Pradesh, especially after 2004 when the real estate and
other property dealings reached the pinnacle. Normally, there is a bit of
suspicion in the minds of people while going for registration of property.
This has to do with the corrupt practices that officials and middlemen resort
to. However, electronic registration has brought a new era of transparency in
the registration department and SROs at the operational level. Over 96 % of
the respondents see transparency in the programme while those holding the

negative opinion form only 3.6 % of the sample size.

Transparency
No. of
Responde
nts Percent
Yes 238 96.4
No 9 3.6
Total 247 100.0

The perception of accountability in CARD is on the high side with over 92%
of the respondent coming out positively. Less than 8 % of the respondents do

not see or perceive accountability in the registration process.

Accountability
No. of
Responde
nts Percent
Yes 228 92.3
No 19 7.7
Total 247 100.0

Complete automation of the registration process in the registration and

stamps department in Andhra Pradesh beginning in 1998 has brought in a
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positive change in the outlook of the personnel Creative innovations on the
part of the personnel have turned around the department which now leaves
all the steps of registration to the computer. The main outcome of this being
increased responsiveness on their part. Nearly 90 % of those surveyed

believe there is responsiveness in the programme while less 10% of them

replied in the negative on this aspect.

Responsiveness

No. of
Responde
nts Percent
Yes 221 89.5
No 26 10.5
Total 247 100.0

CARD services have spread to all the SROs in the state and are available to
the masses on all working days. There is an effective automated network on
ground linked with the state registration department portal. This is reflected
in citizens’ perception on the availability of electronic regstration of
property services. Nearly 94 % of the respondents claimed that services are

available while only 6% of them complained of non-availability of services.

Availability of Services

No. of
Responde
nts Percent
Yes 232 93.9
No 15 6.1
Total 247 100.0

Registration of property is a must at all levels and citizens utilize these
services at the SROs. Therefore, there is high utility of electronic registration
services in AP. Over 93 % of the respondents are utlizing the CARD

services while less than 7 % have not or yet to utilize them.
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Utility of Services

No. of
Responde
nts Percent
Yes 230 93.1
No 17 6.9
Total 247 100.0

E-governance programmes have struck a chord with the people in Andhra
Pradesh, including the rural areas. Even those who have no use for them
appreciate the quality of services provided by such projects. Over 97 % of
the respondents say the programme is very useful or can be of use to them in
future while less then 3 % suggest CARD is of no use to them. On the
usefulness front, CARD scores high of all the projects we covered under the
study and matches with that of e-Seva and Bhoomi.

Use of the Programme

No. of
Responde
nts Percent
Yes 240 97.2
No 7 2.8
Total 247 100.0

Barring the preliminary documentation work, the registration process takes
less time in the case of CARD. Prior to 1998, the minimum time for property
registration was three days to one week. This was the opinion of nearly 59 %
of the respondents. Those who said the timeframe ranged from 2 to 1 days

form 41 % of the respondents.

Time Taken for Services Before e-Governance Programme

No. of
Responde
nts Percent
1 Day 21 8.5
2 Days 80 324
3 Days 106 42.9
1 Week 40 16.2
Total 247 100.0
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Time Taken for Services under e-Governance Programme

No. of
Responde
nts Percent
Within 10 Min 189 76.5
Within 30 Min 58 23.5
Total 247 100.0

There has been a drastic change on the time front with the implementation of
the CARD services. Now, the process of registration hardly takes 10 minutes
and the maximum timeframe is less than 30 minutes. Over 76 % of the
respondents claimed they are getting their registration work done in less than
10 minutes while the remainder 23.5% pegged the timeframe as less than 30

minutes.

The Cost Factor

With regard to the costs involved in the registration process, there is marked
reduction. This involves travel and the documentation costs. In the case of
CARD, user charges are levied to the range of Rs. 15 to Rs. 25. Over 87 % of
the respondents claimed to have spent anywhere between Rs. 100 and Rs.

500 prior to the implementation of the programme.

Money spend Before e-Governance Programme

No. of
Responde
nts Percent
Rs. 50 32 13.0
Rs. 100 138 55.9
Rs.500 77 31.2
Total 247 100.0

Money spend Under e-Governance Programme

No. of
Responde
nts Percent
Rs. 15 209 84.6
Rs.25 38 15.4
Total 247 100.0

However, the costs have come down drastically after CARD was rolled out

at all the 387 SROs in the state. Nearly 85% of the respondents now spend
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only Rs. 15 to get their property or title deeds registered while the remaining
15% users put the cost at Rs. 25.

Sati sfaction

No. of
Responde
nts Percent
High 181 73.3
Moderate 54 21.9
Low 12 4.9
Total 247 100.0

Reduction in time and costs for citizens availing registration services is the
key outcome of CARD project. Normally, satisfaction levels on this count
should be high for a programme like CARD and this reflects in the opinion
of the respondents. Over 73% per cent of those surveyed have high levels of
satisfaction on CARD and nearly 22% claim they are satisfied, though
moderately. Less than 5% of the users said their satisfaction on CARD
services is on the low side.

Overview

CARD is being implemented successfully and at a minimum cost. It shows
that e-government solutions can be implemented in a span of three to four
years, even with innumerable complications and procedures. The project
proves that e-government could be implemented by just training the existing
staff, without adding new technical staff Another lesson is that in the
absence of PPP, public

finances can be mobilized to get projects

implemented.

Presently, besides photocopies, four copies of a CD of the regstered
documents are stored (two for the SRO, one for the DRO and one for the
IGRAS). 1t is recommended that the triplication of storage and archiving of
documents be eliminated. There seems to be an extra computer at each SRO:
offices with four computers have three operators, those with three computers
have two operators and those with two computers have one operator. The
reason for the provision of one extra computer at all 387 SRO centres is not

clear. It is recommended that this proportion be rationalized according to the
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workload. All the hardware provided to 103 SROs in the year 2000 needs to
be changed or urgently upgraded. Software should be upgraded so that
scanned/digitized photographs of the people involved in the registration
process could be electronically pasted onto the original and stored
documents. There is no monitoring of MIS in the SRO offices on a daily or
weekly basis. The MIS monitoring system needs to be improved at DRO and
IGRAS levels.
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Vijayawada Online Information Centre (VOICE),
Andhra Pradesh

Background

The Viayawada Online Information Centre (VOICE) was launched in June
1998 and implementation was completed in December 1999 to deliver
municipal services such as building approvals, and birth and death
certificates, to the people of Viayawada. It also handles the collection of
property, water and sewerage taxes. The VOICE system uses five kiosks
located close to the citizens. These are linked to the back end processes in the
municipal offices through a wide area network. The application has helped
reduce corruption, made access to services more convenient, and has

improved the finances of the municipal government.

The Vijayawada Online Information Center — in short VOICE — delivers
municipal services such as building approvals and birth and death
certificates. It also handles the collection of property, water and sewerage
taxes. The VOICE system uses five kiosks located close to the citizens.
These were linked to the back end processes in the municipal offices through
a wide area network. The application has reduced corruption, made access to
services more convenient, and has mmproved the finances of the municipal
government (known as municipal corporations in India). Subsequently, the e-
government scheme was merged with the mainstream e-Seva programme in

2005.

Application Context

Vijayawada is a city of one million (70% literate) spread over 57 square kms
in eastern Andhra Pradesh in India. It is a major agricultural trading center
serving domestic as well as export markets. The local government had an

annual budget of approximately Rs. 1.5 billion in 1999, of which 70% came
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from taxes and rest through loans and grants. Nearly 50% of the budget was
used for capital expenditures.

Citizens have faced many difficulties in dealng with the municipal
government, including bribery and harassment as well as the need to make
frequent trips. Several trips to municipal government offices were needed to
obtain a building permit or death and birth certificates. The issuance of
certificates often was delayed with the intent to extract a bribe. However,

complaints could not be filed easily and officers were inaccessible.

In paying taxes/rentals/charges for advertisements in public places, a citizen
had to wvisit the appropriate municipal department to get a demand note and
then go to the bank to make the payment. Meanwhile, the municipality lost
revenue as a result of collusion between staff and the payee to lower the

demand, and due to the inability to send notices to defaulters for follow up.

A New Approach

With funding from the Federal Ministry of IT (48%), the Andhra Pradesh
State Government (32%) and the municipality (20%), the VOICE project
was launched in June 1998 and implementation was completed in December
1999. There are two components of the VOICE system: 1) work stations
distributed in key departments where the work of the department has been

automated, and 2) the citizen's interface.

Citizens can go to any of the five kiosks set up in different parts of the city.
Some information can be accessed from an Interactive Voice Response
System. Those with an Internet connection also can connect to the Web

server and retrieve information.
The hardware components include four servers located in the municipal

office and 18 clients distributed amongst various departments networked in a

LAN. Each kiosk has two terminals with multilingual software. Application
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software such as Lotus Notes for grievance work flow and a Geographic
Information System are used actively. CMC Ltd., a public sector software
company, developed the entire application as a product which can be

customized for other municipal governments in India.

The following departments have been automated: town planning, taxation,
public health, estate, and engineering Citizens can see the municipal budget
allocations online. The status of tax payment, grievance registration, and
birth/death certificates also is available online. Business people can inquire
about their tax status, advertising space available for lease, and register

complaints.

Modules
VOICE community empowerment through a community network includes:
e Grievances & Suggestions
e Property Tax
e Water & Sewerage Tax
e Births & Deaths
e D & O Trades
e Development Projects
e Building Approvals
e Commercial Complexes
e Advertisements
e Health Programs
e Commissioner's access to Information

e (Citizens' access to the Commissioner

Implementation Challenges

Implementation took place over the course of 18 months. There was
considerable resistance to these changes from revenue eaming departments,
which stood to loose the income received from bribes. Preceding

implementation of the project, performance review meetings were held to
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make officers accountable. The departments later saw the new system as a

way of coping with the pressure to perform.

Minimizing the gap between the requirements of the officers and the features
that were planned for the system by the developers was a constant challenge.
Several meetings had to be organized during the development phase to close
this gap. The implementation of the VOICE system was regularly monitored
by the commissioner and CMC Ltd., the system developer.

Data entry to create the data bases was a huge task. Nearly 1.5 million
records from various departments had to be entered. It was found that the
internal staff was unable to cope with this load. A large part of the work was

outsourced, but progress had to be monitored closely.

When the system was implemented, training was provided to 220 staff that
would interact with separate modules of the system. Sixty officers were
given a basic course by professional IT training institutes. A core team of 8
officers was trained in systems administration to manage an internal support

desk.

There was nevertheless a tendency to bypass the system and do paper work
outside it. The commissioner interacted with departments through the system

and did not allow anyone to bypass the system. For example, tender

monitoring, issue of work orders, and work progress monitoring was done

only through VOICE screens.

93



Benefits and Costs

The cost of the project paid to the developer was Rs 18.7 million ($0.4
million) of which 48% was spent on hardware and system software and 52%
on application development. This is about 9% of the yearly expenditure on

establishment.

The benefits have accrued to the citizens and the municipal government.
Corruption has been reduced, services are quicker, and the municipality has
become more responsive. In just under a year, the system issued 15,000
birth/death certificates, 2,100 buiding approvals and 224,000 demand
notices for taxes. Nearly 7,700 grievances were registered, of which 97%
were resolved. The commissioner can view these statistics by wards and
departments, making monitoring more effective. Nearly 700 suggestions

have been sent by citizens.

All internal processing of applications is now screen-based, generating
greater efficiency. For example, the rent calculation for the bill boards is
automatic and transparent; the system tracks advertising agencies that have
not renewed contracts; and outstanding collections are sent timely notices.

The impact on revenue should become known after June 2001.
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Key factors

This application is significantly different from other service delivery
applications, as one of its goals was reform of the municipal government.
Reforms of this kind need a champion within the organization, and in the
case of VOICE, success was largely a result of the involvement of the
commissioner. Identification of key staff to form a core team, constant
monitoring, and marketing of the concept to citizens also contributed to the

success of the project.

The application is an example of a partnership between federal and state
government  agencies, the municipal government, and a software
development company. Contrary to the pattern in many government
departments where new software applications have been custom developed
in-house, this product was developed by a private company. The application
will be quicker to implement and robust, but likely will be seen as more
expensive than in-house software development (which, while relatively

inexpensive, may be of poorer quality and reliability).

VOICE was a local mitiative, not part of a grand design in the state's e-
government effort. In fact, VOICE competes with an application, TWINS,
developed by the state government to deliver some services in the city of

Hyderabad.

The utility of VOICE could be enhanced by offering information and
services from other government departments like police, road transport,
railways, and registration. This would require a high degree of coordination
at the state level In the interim, many local initiatives undoubtedly will
sprout, and later a solution to link and integrate these different applications

will have to emerge.
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About Vijayawada

Vijayawada literally translates to 7he Place of Victory. It is also known as
Bezawada in the local slang (It is also known as Blazewada due to its
scorching summers!). It is the third largest city in Andhra Pradesh, India and
is located on the banks of the Krishna River to the south, bounded by the
Indrakeeladri Hills on the west and the budameru stream on the north. The
fertile Krishna delta extends from Vijayawada towards Bay of Bengal to the
east. There are plenty of canals that go through Vijayawada and irrigate the
farm land throughout the delta. Vijayawada is situated along the Madras-
Howrah, and Madras-Delhi rail route, and is famous as being both the largest
railway junction in South India and the most important station of the South

Central Railway. National highways 5 and 9 pass through the city.

History

The discovery of pre-historic remains belonging to the stone-age man all
along the banks of the Krishna River from Machilipatnam to Nagarjuna
Sagar provides evidence that this part of the river valley was inhabited by the
Stone Age man. Besides being an important religious centre for Buddhists
and Hindus, Vijayawada is also a centre of Andhra culture. The Chalukyas of
Kalyan and the great king Sri Krishna Devaraya once conquered this place,
and the famous Chinese traveler Xuanzang (Hsuan-Tsang) visited this place

in 639 AD when Buddhism was at its zenith in the region.

! The then Chief Minister N Chandra Babu Naidu inaugurating VOICE services
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During the British Raj, the city experienced significant growth. In particular,
the completion of the Prakasam Barrage in 1959, and the railway bridge on
the Krishna River connecting Guntur City and its District helped in

expanding the agricultural and commercial base of this region.

Geography

Vijayawada is a teeming city with over 1.2 million population located at
16.52° N 80.62° E. It has an average elevation of 11.88 meters (39 feet). The
topology of Vijayawada is plain lands in between small to medium sized
hills. Krishna River runs through the city. These hills are part of the Eastern
Ghats chain cut through by the mighty Krishna River. They also have very
low elevation compared to the average elevation of the ghats. Three canals
originating from the north side of the Prakasham barrage reservoir namely
Eluru, Bandar and Ryves run through the city. Another canal Buckingham
canal originates from the south side of the reservoir. With Krishna River
flowing through the land, the soil around here is very fertile and cultivated

intensively.

The climate is hot in summers touching 46 degree Celsius. Winters are mild
and pleasant with temperatures from 10°C to 30°C. Vijayawada gets it

* Statue of Krishnaveni on the Prakasam Barrage
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rainfall from both the south-west monsoon and north-east monsoon. It is also

prone to many cyclones that originate in Bay of Bengal.

City administration

The city is run by the Vijayawada Municipal Corporation and is divided into
59 divisions. The commissioner, normally an IAS cadre official, is appointed
by the state government. The city police is headed by a Police

Commissioner, who is an IPS officer.

Growth in IT

The city has a very good educational background and historical importance
but still is not really up to expectations in the IT and Internet fields. There
are 20 units of IT in Vijayawada, generating revenues of approximately
Rs.42 crores (Rs 42, 00, 00,000) in 2006-2007. The APIIC is also setting up
an IT park SEZ at Gannavaram, 20km from the city, to facilitate the growth
of IT in this region. Construction major L&T got the contract for developing
this IT Park with a budget of Rs 300 crores and employment for 10,000 IT
professionals. Latest news is that due to restrictions at the Gannavaram area

due to airport, the IT Park will now be set up in Mangalagiri area.

Survey on the impact of e-Governance on Society: A Case
Study of VOICE

We carried out the present study to gauge the impact of e-governance on
society as part of which the e-services project of VOICE in Vijayawada, AP,

was selected as a case study. The total sample size is 130 of which men are

103 and women 27 — 80 and 20 per cent respectively.
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SEX

Frequency Percent
Valid Male 103 79.2
Female 27 20.8
Total 130 100.0

The respondents fall in the age groups of below 20, 21-30, 31-40, 41-50 and
51 and above. Those above 31 years of age to the maximum limit are a

majority among the users of the electronic services. Nearly 30% of the

respondents are in the age groups of 21-30 and below 20.

AGE
Frequency Percent
Valid Below 20 7 5.4
21-30 30 231
31-40 41 31.5
41-50 37 28.5
51 and above 15 11.5
Total 130 100.0

A majority of the people surveyed has studied at least matriculation
(secondary school certificate) which is 31.5 per cent, while nearly 21 per

cent of the respondents are illiterates. Over 30 per cent of the respondents

have finished graduation or post graduation.

EDUCATION
Frequency Percent
Valid  Upto SSC 41 31.5
Intermediate 19 14.6
Degree 33 25.4
Post Graduation 7 5.4
Other 3 2.3
lliterate 27 20.8
Total 130 100.0
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Over 28 % of the respondents said they are peasants while those doing farm
work represent about 21% of the sample size. Nearly 32 % of the
respondents are pursuing an independent occupation while 4.6 % are into
government service. Whereas 9.2 % of those surveyed said they have ‘other’
occupation while the remaining 5.4 % said they are non-agricultural

labourers.

OCCUPATION
Frequency Percent
Valid  Agriculture 37 28.5
Agriculture Labour 27 20.8
Non-Agriculture Labour 7 5.4
Government Service 6 46
Independent Occupation 41 31.5
Other 12 9.2
Total 130 100.0

City utility services are a common knowledge in India and Vijayawada has
high levels of awareness of them. Almost 95% of the respondents have either
heard or have used the VOICE services while a little over 5% have not heard

of them.

AWARENSS
Frequency Percent
Valid Heard 14 10.8
Not Heard 7 5.4
Heared and user 109 83.8
Total 130 100.0

On the transparency scale, VOICE scores less than e-Seva with only 77% of
the respondents replying positively. A significant number of the respondents
— 23 % of the sample size — do not see or perceive transparency in the

electronic delivery of services.
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TRANSPARENCY

Freqguency Percent
Valid Yes 100 76.9
No 30 23.1
Total 130 100.0

On the accountability front too, VOICE fails to impress. Of those surveyed,
30% said VOICE lacks accountability while the remaining 70% respondents
have a positive view on this count. This can be explained in terms of backup
linkages and traditional ways of functioning of the corporation staff
Linkages have now been established with e-Seva and the programme still

retains its identity.

ACCOUNTABILITY

Freguency Percent
Valid Yes 91 70.0
No 39 30.0
Total 130 100.0

There seems to be quite a contrast in terms of responsiveness of the
programme. As many as 90% of the respondents believe there is a semblance
of responsiveness in VOICE which they suggest has to be established at all

levels in the corporation and the services it delivers.

RESPONSIVENESS

Freguency Percent
Valid Yes 117 90.0
No 13 10.0
Total 130 100.0

VOICE covers only a few of the services and delivers them nominally.
However, there has been a phenomenal change when the programme was

integrated with e-Seva in 2005. Prior to that availability of services was
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bleak. When we visited VOICE centres in 2006 the perception of the people
on the availability of services was moderate. Nearly 77% of the respondents
said services were available, but those holding the opposite view form a

significant number which is 23% of the sample size.

AVAILABILITY OF SERVICES

Freguency Percent
Valid Yes 100 76.9
No 30 23.1
Total 130 100.0

As is the case with the availability of online services in VOICE, their utility
is also on a moderate scale. Only 68% of the respondents had utilized these

services while the remaining had not or yet to utilize them.

UTILITY OF SERVICES

Freguency Percent
Valid Yes 88 67.7
No 42 32.3
Total 130 100.0

Electronic services are more popular with urban masses and they have
accepted them whole heartedly all over the country. Vijayawada denizens are
quite conscious on the usefulness of the VOICE project. Nearly 88% believe
the services are very useful and should be expanded to cover all the utilities

while only 12% suggest there is nothing that can be made use of from them.

USE OF THE PROGRAVIME

Freguency Percent
Valid Yes 114 87.7
No 16 12.3
Total 130 100.0

Time factor counts primarily for all the dwellers of the city, especially in

availing civic services. Previously, they used to spend a day or a half for
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getting services. This was the opinion of more than 92% of the respondents.
There are even some who claim to have spent two days and they form 8% of

the sample size.

TIME TAKEN FOR SERVICES BEFORE
E-GOVERNANCE PROGRAVIME

Freguency Percent
Valid 1/2 Day 73 56.2
1 Day 47 36.2
2 Days 10 7.7
Total 130 100.0

TIME TAKEN FOR SERVICES UNDER

E-GOVERNANCE PROGRAMME

Frequency Percent
Valid  Witin 10 Min 117 90.0
Within 30 Min 13 10.0
Total 130 100.0

With the introduction of VOICE, time spent on availing civic services has
gone down to less than 10 minutes and the maximum time required for
complex services is less than 30 minutes. Exactly 90 % of the respondents

said they spent only 10 minutes at the VOICE counters.

The Cost Factor

Lesser time and lower costs define the success rate of an electronic
governance programme that delivers civic services online. With VOICE
there has been a drastic fall in the costs required to procure civic services.
Before that people used to spend Rs. 50 to 100. Nearly 77 % of the

respondents subscribed to this view.
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NMONEY SPENT BEFORE E-GOVERNNACE PROGRAVME

Frequency Percent
Valid Rs. 25 30 23.1
Rs. 50 77 59.2
Rs. 100 23 17.7
Total 130 100.0

VIONEY SPENT AFTER E-GOVERNANCE PROGRANNE

Frequency Percent
Valid Rs. 15 111 85.4
Rs. 25 19 14.6
Total 130 100.0

Civic services are now cheap with VOICE gaining ground by the day. The
minimum that people spend on utility services is Rs. 15 while the maximum
limit is Rs. 25. Those who had spent less than Rs. 15 for 85% of the sample
group and the remaining 15% put the cost at Rs. 25.

SATISFACTION

Freguency Percent

Valid High 86 66.2
Moderate 44 33.8
Total 130 100.0

Since all the services have not been included under the VOICE programme
the levels of satisfaction among users are bound to be moderate. Only 66%
of the respondents said they were satisfied with the electronic services while

34% of them claimed they were satisfied, but on a moderate level
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Saukaryam, Visakhapatnam

Saukaryam (meaning facility) was launched in Visakhapatnam Municipal
Corporation. Under this project, a Metro Area Network (MAN)
encompassing 120 Sq. Km has been created through broadband/leased
circuits. A large number of banks for accepting municipal payments and
various Municipal Offices have been connected to each otherr A LAN
encompassing all wings of the Municipal Corporation forms the backbone to
the MAN. Being web enabled, it provides access to citizens through a utility
driven web site for multiple services. For citizens without access to the
Internet or computers, fully computerized City Civic Centres on the network

have been created, that deliver identical services.

The project covers the whole gamut of civic services ranging from the
facility of online payment of dues to allowing lodging of grievances online
or filing building plan applications and getting their status without running
from pillar to post. There also is a facility for the hospitals to send Birth and
Death information online helping citizens get their certificates instantly. As
the Municipal Corporation enters into the daily lives of the citizens in many
ways, all such multifarious areas have been covered. Now at the click of a
button, citizens can see the garbage movement performance, water supply
plan of their street and also the updated infrastructure works being executed
in their city. It also provides the contractors online tender notices,
entrepreneurs and  philanthropists  business  opportunities and  social
possibilities the town entails. It has an online forum for the citizens to vent
their grievances, air their opinions and stimulate necessary social change. In
short, every service extended by City Corporation is being extended online

under this project.
The prime motto of the project has been to improve the interface of the

citizens with other government departments, as well as, to give them an

integrated payment gateway. Simplifying the whole process, the project
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conceptualized an innovative approach. It opened a multi utility center on the
metro area network. Calling, 'Bill Junction', has been self explanatory to the
citizens. The process creates an online window to the citizens to pay all their
utility bills under one roof This offers a multi pronged advantage of being
the ultimate payment solution.

The conceptualization of project began in September 2000 and was dedicated
to the citizens for implementation by January 2001. Like most of the IT
projects, the Project has been evolving since then, adding additional services
and features, day by day. Offering the citizens all the Civic Services, through
a user friendly, transparent and accountable method, is the USP of this
Project. The project was subsequently merged with e-Seva and the centres

are now called Saukaryam e-Seva centres.

Services Provided
e Online payment of Municipal Dues through Networked Banks.
e Payment of Property Tax.
o Payment of Water Tax.
e D & O Trade Licenses.
e Advertisement Tax.

o Iease Rents.

Citizen Charter (City Civic Center)

o Issue of Birth & Death certificates.

e Regsstration of Building Applications.

e Registration of Tap Applications.

o Registration of UGD service connections.

e Miscellaneous payments & registrations.

e Regsstration of Complaints & Grievances such as Garbage removal,
Cleaning of Drains & Dustbins, Pipeline leakage's, Repairs to Street
Lighting, Repairs to Roads & Fixing of House Tax.)
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Bill Junction (e-Seva Center):
It is an integrated payment gateway for all Government bills. Right now the
center is collecting payment of Electricity bills in addition to other Municipal

dues.

The conceptualization of project began in September 2000 and was dedicated
to the citizens for implementation by January 2001. Like most of the IT
projects, the Project has been evolving since then adding additional services
and features day by day. Offering the citizens all the Civic Services through
a user fiiendly, transparent and accountable method is the USP of this

Project.

Project Outcome

The results have been stupendous. Ever since the project has been
commissioned, the work has become the talk of the town. The citizens are
surprised and enthused by the case with which their needs are getting
attended to, without having to run from pillar to post as before. The complete
networking and computerization today enables the corporation to get real
time de<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>