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ABSTRACT 

The study assesses the emancipatory, participatory and transformative potentials of e-governance in India. 

Information and Communication Technology (ICT) as a tool leveraging the delivery of services has heralded a 

new dawn in the realm of governance. It has not only redefined but has also re-conceptualized administrative 

systems and improved relationships between citizens, business and within government. This study examines (i) 

how ICT has brought in new and challenging ways for citizens to communicate and participate in the political 

and administrative processes and (ii) how it has re-conceptualized administrative systems with improved 

relationships between and within government, citizens, businesses and government ministries. The study 

concludes that India has the resources to build an ICT infrastructure because of its skilled and cost-efficient IT 

workforce. It can surmount some of India's socio-political and administrative challenges and create a viable 

technology for the provision of health, education and other social services. Finally, the study assesses the 

dissemination, propagation and accessibility of e-governance initiatives in India.  
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I.INTRODUCTION 

Information Technology (IT) first emerged within academic circles and public policy debate in the early 1980‟s. 

The term Information and Communication Technology (ICT) began to be used more widely during the mid-

1980s to refer to broadly the same cluster of technological development in the fields of computing, 

telecommunications and digital electronics. ICT is defined as „any technology used to support information 

gathering, processing, distribution and use‟ (Beckinsale & Ram, 2006). ICT covers all forms of technologies 

such as computers, Internet, websites as well as fixed-line telephones, mobile phones and other wireless 

communications devices, networks, broadband and various specialized devices (Manueli, Latu & Koh, 2007).  

The application of ICT by governments emerged in the nineties with the advent of the World Wide Web. The 

technology revolution especially the advent of internet has dramatically changed how citizens interact with their 

government creating an important development in their expectations (Dodd, 2000). It has brought about changes 

in governance, characterized by enhanced efficiency, transparency and accountability. The irrelevance of 

distance and time ushered in by IT has opened up unprecedented opportunities leading to shifts in political and 

economic power structures. Governments all over the world are fully cognizant of this and are seeking to 

harness its potentiality in development, economic and social change. To ensure unlimited economic and social 

frontiers, global information infrastructure has been put into place.  
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The spread of Information and Communication Technology is often considered the harbinger of a new 

information revolution. ICT as a tool leveraging the delivery of services has heralded a new dawn in the realm 

of governance in India. But it is a paradox that as a nation we are far from the IT revolution that is bringing 

about sweeping changes in most parts of the world. India over the past decade has been a hot test bed for 

innovations in Information and Communication Technologies. There are various reasons which explain the 

emergence of ICT in governance. Given the fact that India has the resources to build an ICT infrastructure in 

view of its skilled and cost-efficient IT workforce, it can surmount some of India's socio-political and 

administrative challenges and create a viable technology for the provision of health, education and other social 

services (Rafiq & Misra, 2005). 

Information and Communication Technology has not only re-conceptualized the administrative machinery with 

an improved relationship between the governmental and with the citizens, but it has also reinforced the current 

processes of democratization in many parts of the world. While it has become increasingly important in the 

conduct of government, it has also transformed the ways of governance.  E-governance has been used by a 

number of public agencies as an enabling tool that can help achieve governance goals (Bhatnagar, 2004). It has 

brought about changes in the conduct of public administration where new technologies are transforming the way 

officials interact and communicate with each other. Besides, it can perform tasks that are essential to democratic 

and sustainable development as it can provide low cost and high speed worldwide interactive communications.  

There is a growing perception that ICT in governance offers almost limitless possibilities for evolving new 

forms of citizenship and fully harnessing technologies even in the countries leading the global e-governance 

scenario. However, it should be noted that literature on e-governance is always much ahead of the actual 

achievements (Sinha, 2006). On the contrary, several studies demonstrate that ICT investments are beneficial for 

performance and productivity (Bharadwaj & Konsynski, 1999). However, its implementation involves both 

organizational and individual changes and therefore, user adoption and establishing the use of Information 

Systems have innumerable challenges in organizations (Kwon & Zmud, 1987). ICT‟s have become increasingly 

important in the conduct of government. The challenges and problems associated with the implementation and 

adoption of ICT systems have led scholars and practitioners to examine the processes and hindrances relating to 

e-governance (Jeyaraj, Rottman & Lacity, 2006). 

Furthermore, the implementation of Information and Communication Technology in India has been intriguing 

and complex. Ironically its major policy measures have been defined in terms of computer density, connectivity, 

content, cost and cyber laws (Vittal, 2000). India is not only one of the fastest growing IT sectors in the world 

but also the largest users of ICTs. ICT constitutes the fastest growing component of the global economy and the 

revenue generated by the interactive information industry has crossed more than $ 3.5 trillion (Hariharan, 1999). 

Due to its increasing social importance several IT projects have been taken up in most parts of the country. 

Hence, assessing the far-reaching consequences of the role of technologically-mediated information and 

communication processes becomes imminent. Despite the tremendous efforts in e-governance implementation, 

governments of the developing and developed countries have envisaged problems of technological and of 

organizational nature (Holliday, 2002 & Wescott, 2001).  
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II. ICT IN E-GOVERNANCE 

The shift towards the deployment of Information Technology by various governments emerged in the early 

1990‟s with the advent of the World Wide Web. Internet has brought about tremendous transformations 

throughout the world. It has facilitated the reduction of information-processing costs, which, in turn, is 

transforming the way people live and do business. These technological changes have an enormous impact on 

government (Osborne, 1993). Governments across the world are fully cognizant of IT and are seeking to harness 

its potentiality in administrative and social change. In many countries the governments have tapped new 

synergies between technology and development to find innovative solutions to meet economic and social 

cohesion. Governments are investing in policies and programs to take full advantage of the benefits of ICT-

enabled society.  

The rapid technological innovations and applications have facilitated the governments worldwide to serve their 

citizens electronically. Today e-governance has captivated the bureaucrats, politicians, voters and citizens 

(Backus, 2001) as well as academics. From developing to industrialized countries and from local to national 

governments, it has been identified as a tool to fight corruption, to combat poverty and to bring democracy and 

increased decision-making capabilities to the masses (Riley, 2003). Electronic governance has been widely 

endorsed as a solution to a range of predicaments in the public sector. While it decreases corruption, red tapism 

and government costs, thereby facilitating participatory governance. Its revolution has swept most nations, 

capturing the imaginations of policy makers and attracting the interests of citizens (Salem 2006). 

There is a growing belief that the Internet has a significant impact on government and politics. Such an approach 

is significant for governance and public administration because of its impact on a larger section of the society 

(Sharma, 2002). E-governance applications have emerged rapidly in the developing world. While e-governance 

is not a magic tool that can improve the performance of the public sector, it is powerful enough to help 

governments achieve some of their developmental and administrative reform goals (Bhatnagar, 2004). 

Historically, it was in Chile that the e-governance initiative was taken up as early as 1972, when IT applications 

were unheard of in government and were limited to business. The Chilean authority used techniques of IT not 

just to make government paperless but to perform government works efficiently.  

Even though it was Chile which implemented e-governance solution as early as the 1970‟s, the current interest 

and attention on e-governance applications all over the world has its roots in the „Information Super Highway‟ 

concept initiated by the US Vice President Al Gore in the early 1990‟s.  The information super highway was 

defined in terms of the information superstructure by many countries including the USA, UK, Canada, Australia 

and India. The focus was then largely on development of components of the infrastructure such as fiber optic 

networks. Subsequently, the interest was widened to include socio-economic considerations encapsulated in the 

concept of Information Society or knowledge society which naturally has to encompass e-governance.  

The main stakeholders that comprise e-governance are government, citizens and businesses or interest groups. 

The external strategic objectives focus on citizens and businesses and interest groups, the internal objectives 

focus on government itself. The model shown below has G2C (Governance to Citizens), G2G (Government to 

Government), G2B (Government to Business) as the prime actors in the process of governance. In each of these 
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interactions, it is technology which acts as an interface between these groups. The most common group 

interactions in e-governance are presented schematically in Fig 1 below.  

 

 

India over the past two decades has been a test bed for Information and Communication Technology (ICT) 

innovations in many parts of the country. There are many reasons, which explain the emergence of ICT 

innovations and why there has been a paradigm shift of governance in the country (Pegu, 2017). It has helped 

India surmount some of its socio-political, socio-economical and administrative challenges. This could be seen 

in the reverberations of the innumerable Information Technology projects that have been initiated in many parts 

of the country. ICT could be used innovatively to improvise access and delivery of government services 

considering the fact that India has the skilled and efficient IT manpower to build an ICT infrastructure. In some 

States the CSCs are being utilized to collect data for various government schemes for MIS, conduct of survey, 

digitization of records, collection of utility bills and other related activities. 

Table 1 State-wise G2C Services 

State G2C Services in Brief 

Andhra Pradesh HORTNET A NATIONAL ROLLOUT FROM NIC, Aadhaar Based Public 

Distribution System Automation in Andhra Pradesh State, Admission 

Counselling for Technical Education, Land Record Information System 

Assam e-Panjeeyan, Electoral Roll Management System (ERMS), Geographic 

Information System, Judiciary, Community Information Centres (CICs) of 

Assam 

Bihar VAHAN & SARATHI (Transport), i-BHUGOAL , ELECON, Chanakya, E-

Procurement, e-Gazette, e-PDS, Land Records Computerization (Bhu-

Abhilekh), e-Panchayat (PlanPlus Software, PRIAsoft) 

Gujarat Employee Work Management System, e-Mamta (Mother and Child Tracking 
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Application), Integrated Land Records (e-Jamin), 

Implementation of Vahan and Sarathi, Online Job Application System (OJAS)  

Haryana e-District Haryana (e-DisHa), Aadhar based land Records - Pilot project at 

Jind, Biometric Fingerprint Authentication in a web application, Arms 

License Monitoring System, Preparation of Photo Electoral Roll for MC and 

Panchayat for Local Election, e-Disha Integrated e-District Application 

Software , Property Dealer Registration and Certificates Issuance System, e-

Meeting  

Jammu & Kashmir e-Governance in 84 Urban Local Bodies of J&K, e Courts Project, Electoral 

Rolls Management System of Jammu and Kashmir, Implementation of 

NADRS in J&K, Integrated Finance Management System, eProcurement, 

Centralized Personnel Information System, End to End Computerization of 

Consumer Affairs & Public Distribution Department J&K, Automation and 

Networking in Tourism and Culture Department  

Jharkhand Integrated Online Treasury Information System of Jharkhand (KUBER), 

CIPA (Common Integrated Police Application), Prison Management System, 

eNagrik Sewa, Consumer Forum Computerization, e-Rajaswa Nyayalaya, 

Open Election - Election Support Service 

Kerala ReALCRaft Kerala, hsCAP Higher Secondary Centralized Allotment Process 

Kerala, PEARL SUITE, Project Information for Cost Estimation (PRICE) 

Kerala, Integrated Financial Management System (IFMS) Kerala, eDistrict 

Kerala, E-COIR  

MP Madhya Pradesh Land Records Management System, Samadhan On-Line 

(Public Grievances Redressal), PARAKH (Basic Services-Amenities 

Management System) , Public Service Management System, MIS for Mineral 

Resources Department eKhanij, eoForest : Forest Mapping for Madhya 

Pradesh , e-Scholarship Portal , Samadhan (One Day Governance), Health 

Information System for Central Bureau of Health Intelligence (CBHI) 

Maharashtra Status Information Management system by NIC (SIMNIC)Maharashtra , e-

Courts Project Pune, e-governance in PESO, Panchayat Raj Portal, GRAS 

Government Receipt Accounting System Virtual Treasury e-challan 

Maharashtra, eParwana, Crop Watch – Web enabled System, CIPA 

Rajasthan Treasury Computerization Project, E-SAMADHAN, Pension Information 

System, Land Records Computerization (LRC), e-Gram, SARTHI: 

Registration Process, Health Information system for Government 

(HEALING), Dharohar Project 

Tamil Nadu ePayment System for Registration, Tamil Nadu eDistrict-BC and MBC 

Scholarship, New Entrepreneur-cum-Enterprise Development Scheme 

(NEEDS), e-Services for Transport Department, eDistrict Revenue Online 
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filing for Revenue Certificates Tamil Nadu, e-Services for Transport 

Department 

Uttar Pradesh eNagarseva an e Governance Web Application for the Urban Local Bodies 

Uttar Pradesh, SAKSHAM Online Scholarship Management System in Uttar 

Pradesh, Pariksha PAperless Recruitment for Intelligent, Knowledgeable, 

Skilled and High Ability candidates Uttar Pradesh, eDistrict 

West Bengal e-Service on Central Declaration Forms, Computerization of Salary 

Accounts(COSA), e-Service on Waybill, VAHAN and SARATHI, e-Service 

on Registration/De-registration of digital signature certificate, Agri-Portal 

Matir Katha for Agriculture Department Gov. of West Bengal 

(Source: NIC & Ministry of Electronics and Information Technology) 

Furthermore, Gartner which is an international e-business research consultancy firm, has formulated a four-

phase e-governance model. This model can serve as a reference for governments to position where a project fits 

in the overall e-governance framework. In most cases, governments start with the delivery of online 

information, but soon public demand and internal efficiency ask for more complex services. According to 

Gartner, e-governance will mature according to the four-phase e-governance maturity model. The delivery of 

online services is well articulated in Gartner‟s e-governance Maturity Model, comprising of four phases as 

shown in (Fig.2).  

 

The government needs to have presence on the web, providing the external public G2C and G2B related 

information (Phase 1). Further, relevant government information is made available to the public, in order to 

improve transparency in democracy. In second phase the interaction between G2C and G2B is stimulated. 

Internally G2G government organizations use Local Area Networks (LAN), intranets and e-mail to 

communicate and exchange data. This enhances efficiency and effectiveness is achieved because a large part of 

the intake process is done online. In the Phase III the complexity of the technology increases because of the 

nature of the transaction such as filing income tax, property tax, renewal of licenses, visa and passports, online 
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voting etc. Phase IV is the transformation phase in which all information systems are integrated and the public 

can get G2C and G2B services through single window.  

 

 

 

 

III. E-GOVERNANCE IN INDIA 

E-governance originated in India during the seventies with a focus on in-house government applications in the 

areas of defense, economic monitoring and planning. The deployment of ICT aimed at managing data intensive 

functions related to elections, census, tax administration, etc. India with its e-literate resources is fast emerging 

as a major initiator in e-governance adoption (Panneervel, 2005). From the early nineties, there has been 

extensive use of IT for wider sectoral applications with policy emphasis on reaching out to the rural masses. 

There has been an increasing involvement of international donor agencies, such as UNDP and WB under the 

framework of e-governance for development. While the emphasis has been primarily on automation and 

computerization, the states endeavour to use IT for purposes including connectivity, networking, setting up 

systems for processing information and delivering services. This ranges from IT automation in individual 

departments, electronic file handling, and access to entitlements, public grievance systems, service delivery, 

such as, payment of bills, tax dues to meeting poverty alleviation goals through promotion of entrepreneurial 

models.  

In India, the concept of e-governance began with the National Informatics Center‟s efforts to connect all district 

headquarters through computers in the 1980s. This included connectivity, networking, technology upgradation, 

selective delivery systems for information and services and an array of software solutions. Andhra Pradesh was 

the first state in the country to take up e-governance in a systematic manner backed up by a policy frame that 

supported the programmes for computerization and single window delivery systems. It was in 1998 that its first 

e-governance project called CARD was initiated as computerized property title registration and stamp duty 

payment service. The states moved extensively and fast in the march to e-governance and a number of services 

and information were made available on the Internet (Sinha, 2006). 

One of the early responses to the possibilities of using ICT in administration in the developing world has been 

from India. India began to design and execute rural development programmes with a relatively visible ICT 

content in the 1970s. The Dharampur Sub-District Infrastructure Planning for Development (1977) used 

computer applications for cost optimization and decision-making. By the late 1980s India developed networks 

such as NICNET connecting government users, EDUNET for education institutions and INDONET for the 

benefit of industrial users in major cities (Bhatnagar, 1990). The prime objectives in the computerization 

programmes launched by the Indian State were guided by the factors that shape “governmentality”. 

Governmentality represents continuity in terms of rule of self, household and the State whose ruptures will 

cause and precipitate crises in governance (Baddeley, 1997). Hence ICTs and government are thoroughly 

intertwined (Frissen, 1997).  

Andhra Pradesh along with Madhya Pradesh, Karnataka, Maharashtra, Kerala, Tamil Nadu, etc. have captured 

the imagination of the country by launching major initiatives for extending IT applications for government‟s 
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functions and citizen‟s services. The concept of e-governance has been popularized through the telecentre 

model, wherein provision of government information and interface with authorities has become essential for the 

business viability of the telecentre. Government records and income, caste and below poverty line certificates, 

landholder‟s passbook of land rights, online submission of applications for various schemes, driving license, 

pension applications, birth and death certificates, etc. are provided by telecentre to the public in rural areas. 

Some of the major e-governance initiatives in the country are shown in Table 2. 

 

Table 2. E-governance initiatives in India 

Andhra Pradesh Land Record Information System, Girl Child Protection System , SMS based 

System for Police department, Prajavani, SMS based Integrated Disease 

Surveillance System, Web based MIS for Panchayat Raj (Watersoft), Common 

Integrated Police Applications (CIPA) 

Bihar Chanakya , ELECON , I-BHUGOAL, Transport MMP, Land Records, E-Prisons, 

E-Gazette, e-Panchayat (PlanPlus Software, PRIAsoft),  

Delhi EGOV APP STORE, MoPNG Discussion Forum, Mobi Collect, Rajya Sabha 

Debates Portal, eGov AppStore Division, e-District, Govt of NCT of Delhi, e-

PDS in Govt of NCT of Delhi(implemented by NIC Delhi State Centre) 

Goa e-Services in Goa ,Goa Excise Management System (GEMS) Goa,  VAHAN & 

SARATHI , Municipal Administration Software, DC*Suite & Taluka*Suite, RTI 

- Right to Information System , I NFOGRAM - Computerisation of Village 

Panchayats  

Gujarat e-Mamta (Mother and Child Tracking Application), Drugs(Allopathic) 

Manufacturing License , Integrated Land Records (e-Jamin), CMO Web Portal 

Haryana Aadhar based land Records - Pilot project at Jind, e-DisHa Integrated e-District 

Application Software , e-DisHa Integrated e-District Application Software , SMS 

based Status Dissemination SW Module, Haryana Registration Information 

System (HARIS), Short Messaging System for Public Relations Department, 

Haryana.  

Himachal Pradesh e-Vidhan, Himachal Pradesh Legislative Assembly, vehicle MIS, eVitran - 

Budget Allocation and Distribution System, eTSP (Tribal Sub Plan), OFRIS 

(Online Factory Registration System), LokPraman-Patra (Certificate Issuance 

System) 

Karnataka BHOOMI for Revenue Department , Karnataka State Excise ePayment System, 

CASCET for Education Department, Postal Accounts Current System (PACS), 

BELE(Crop)-Web enabled AGRISNET Inf.System, SPMS (Sand Permit 

Management Systems) for the Public Works Department 

Kerala eDistrict Kerala , Dr. SMS (Health Information System for Kerala) VHS-EMS 

(Vocational Higher Secondary - Examination Management System), Open 

Source BHUREKHA – Web Enabled version of Land Records Software , 
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AHEAD (Animal Husbandry Enterprise Administrative Depository),  

Madhya Pradesh Madhya Pradesh Land Records Management System, PARAKH (Basic Services-

Amenities Management System) , MIS for Mineral Resources Department 

eKhanij, Vidhan Sabha Questions Reply management System, e-Scholarship 

Portal , Samadhan (One Day Governance),  

Maharashtra Panchayat Raj Portal, Personnel Information System for Indian Administrative 

Service officers of Maharashtra, SIMNIC-Status Information Management 

System, Co-operative Core Banking Solution, RFMS-Relief Fund Monitoring 

System for Chief Minister's Office, NREGA-National Rural Employment 

Guarantee Act 

Rajasthan E-SAMADHAN, Treasury Computerization Project, Settlement Department 

Computerization, RAJSAINIK (Sainik Welfare Department, Govt. of Rajasthan), 

Land Records Computerization (LRC), Forest Land Bank, e-Gram 

Tamil Nadu ePayment System for Registration, State Portal and Content Management System 

for Government of Tamil Nadu under NeGD, Tamil Nadu eDistrict-BC and 

MBC Scholarship, Mobile Based Rural Road Works Monitoring System, SMS 

based monitoring system for Fair Price Shops of the Cooperative Dept, ePension 

System, Web Enabled District GIS 

North-Eastern States 

Assam e-Panjeeyan, Land Records, Community Information Centres (CICs) of Assam, 

Electoral Roll Management System (ERMS), Call Analysis and Tracking 

System, AISES ( All India School Education Survey), Judiciary 

Arunachal Pradesh Jan-Suvidha ,Transport Computerization Project, Land Record Computerisation, 

Employment Exchange Computerization,, GPF Computerisation for Directorate 

of Treasury 

Manipur mFMS Manipur, CPIS(Computerised Personnel Information System), Loucha 

Pathap S/W, AGMARKNET Manipur, Transport Computerisation, Manipur, 

Energy Billing System (EBS), Manipur 

Meghalaya Co-operative Core Banking Solutions (CCBS) , TreasuryNET,  Land Registration 

Computerisation, VAHAN & SARATHI, E-Granthalaya, PLASMA, State Portal 

Project 

Mizoram e-KIOSK , ZORAM – LAND RECORD COMPUTERISATION, CICA (Citizen 

Integrated Certificate Application), CICA (Citizen Integrated Certificate 

Application), AISES (All India School Education Survey ), e-Transactions on 

NeSD Portal, Protected Area Permit System, Inner Line Permit System 

Nagaland Community Information Centres ,Jeevan Pramaan Nagaland,  Aadhar Enabled 

Biometric Attendance System Nagaland, Secretariat LAN 

Tripura e-Hospital@NIC, e-Pourasabha Municipal Application, Land Records 

Computerization, Tripura State Wide Area Network- A DIT sponsored ICT 
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Infrastructure scheme, Online GPF Status, Energy Billing System, ICDS MIS 

Sikkim The Chief Minister Comprehensive Annual and Total Checkup for Healthy 

Sikkim , National Land Record Modernization Program in the State of Sikkim,  

(Source: National Informatics Center) 

 

 

 

 

IV.  PROSPECTS AND CHALLENGES 

ICT-based e-governance initiative is generally understood as capable of transforming the quality of 

administration and hence changing people‟s lives. It entails reinvention of government in terms of providing 

utilities and services to citizens and lateral integration of official records making them readily available for 

citizens. Its successful implementation is expected to ensure better governmental performance by reducing 

corruption, increase efficiency and create a responsive and transparent administrative environment. Many state 

governments in India have responded to the possibilities of improving administrative functions by introducing e-

governance at different levels of the administration. However, infrastructure problems continue to be a 

hindrance in its execution. Some of these issues and challenges are discussed below: 

     The disparities in technology adoption in many parts of the country is partly ascribed to the educational 

disparity resulting in digital divide across different sections people. There seems to be a direct correlation 

between the education and literacy on one hand and the ability to use technology on the other. Education is 

the most important determinant of the intensity of Internet use. While a basic understanding of technology 

and its use may allow for some integration into a digital economy, digital inclusion will still require an 

enhanced set of skill tools.  

     Given the low level of development of communication infrastructure in Indian states, the prospects of e-

governance are overtly bleak. The experiences of various state governments have clearly shown that 

barriers to the implementation of e-governance can be overcome through a focused and strategic approach. 

Even in situations where the initial conditions in implementing e-governance appears to be problematics 

due to inadequate skilled manpower or weak infrastructure, a flexible and reflective approach can bring 

about drastic changes.  

     Successful implementation of e-governance projects requires re-structuring of administrative procedures in 

almost all the departments at different levels. In such a situation designing of any ICT application requires 

close interaction between government departments and agencies developing software-solutions. Contrary to 

this the government departments do not seem to contribute enough to designing of the softwares. As a result 

the solution developed and implemented do not address the requirements of an e-governance project.  

     Persons involved in e-governance and the IT task force members needs to be trained on the changing ICT 

environment. Such programs could be need based and outsourced whenever required. In addition, it should 

be made mandatory for all the stakeholders in implementation and maintenance of e-governance services to 

have the general IT awareness and skills. Training programmes on e-governance, web interfaces for citizen 
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interaction, document management and workflow applications, security, office automation and networking, 

etc could be organized.  

    The study of successful e-governance projects will give a momentum in e-governance in a more effective 

manner as it is much easier to replicate a solution than to evolve it. Projects which are already in operation 

in similar environments in the country are accepted in a much faster manner and thereby change 

management becomes much easier in implementation. The e-governance architecture should ensure that the 

components are scalable and adaptable for future requirements. The local architecture has to fit into the 

state, national and global architecture. Inter-operability should be a major criterion while designing the 

architecture. 

     It is expected that most of the ICT applications are meant for the socially and economically backward 

communities. Therefore, the service delivery mechanisms must look into these factors or else accessibility, 

affordability and acceptability may affect the deployment of such projects being implemented. The delivery 

outlets must be located in the areas convenient to the end users. The service delivery operators must 

communicate well with the citizens and cordially deliver the services. The operators, therefore, must be 

adequately trained in the application of e-services and in all possible services pertaining to e-governance.  

    The involvement of private agencies for different tasks through appropriate PPP is of utmost importance as 

it could strength and enhance the commercial viability and sustainability of e-governance. Their tasks 

should include i) design and development of the software ii) population of the data iii) content development 

in regional language, iv) installation of networking and computer systems and v) deployment of the 

software. It should be kept in mind that while there are benefits of private participation, it is important to 

safeguard the social objectives behind these applications. Pure commercial benefit should not determine as 

to which services should be offered to the citizens. 

 The objectives of achieving e-governance goals beyond mere computerization of documents. It not only calls 

for fundamental reshaping but also an attitudinal change as to how the government departments should 

function. This implies a new set of responsibilities for executives, bureaucrats and politicians. It requires a 

basic change in the working culture and simultaneous change in the existing processes which in a way calls 

for a change in processing and retrieving information through an electronic system. It will require skilled 

navigation to ensure a smooth transition from the old manual operations to a newly automated service 

without hampering the existing services.  

 

V.  CONCLUSION 

The advent of Information Technology has no doubt unleashed a new life in the realm of governance but we are 

far from the IT revolution that has brought about tremendous change in governance in most parts of the country. 

The scenario of e-governance presents challenges both in terms of its implementation and sustainability as there 

is a prevalent digital divide which quantifies the gaps in accessibility and use of Internet and other ICT‟s across 

various states. The gap exists because IT is hinged on specific skills and hence, the need for a knowledge-

intensive society. Efforts at bridging the digital divide must be broad based across the policy spectrum and 

include government leaders at the highest levels. Formulation of a coherent and coordinated ICT policy at the 

national, regional and local levels should include a strategic framework identifying costs and benefits to the 
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persons living in poverty and vulnerable groups. The realization and implementation of e-governance presents a 

myriad of cultural, political, social, economic and technological challenges. We have not still, reached the 

desired levels of ICT adoption owing largely to unresolved issues surrounding its applicability in most parts of 

the country. Nonetheless, ICT has tremendous potential to facilitate governance in administration as it can 

deliver timely and accessible government-to-citizen services in a more effective manner.  
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